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1. Quality Basics

This section describes the Quality function within Aspect Cloud Quality feature and provides
an overview of how it operates.
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1.1 What is Quality?

Aspect Quality Cloud allows you to capture agent screens, retrieve voice, screen, chat, email
and SMS recordings using advanced search criteria, play the recordings back, and score the
recordings for quality and training purposes.

1.1.1 System Benefits

Quality is an integral part of a contact center for managing customer satisfaction, agent
morale, job satisfaction, and cost: the key concerns of every contact center manager.

The balancing act:
Customers

CostsAgents

1.1.2 Features

Quality features include:

Integration with My Account for provisioning Users and teams.

Browser-based application.

Quality performs all functions with multiple browsers, so you have access to Quality from
any desktop within a firewall.

Note: Refer to the Product Release Note for latest supported browsers.

Access to all recorded interactions and metadata.

Quality will have access to all recorded voice and screen recordings and metadata, as well
as chat, SMS, and email interactions and metadata.

Powerful search and access to saved interactions.

You can use Quality to perform simple search and retrieval functionality.

Flexible Quality Scoring.

You can use Quality to create custom scoring templates to evaluate each recording. You
can define multiple scoring templates to meet the varying needs of a contact center
business unit. Templates can have multiple sections, each with separately calculated
scores, and several question types exist as part of the template creation wizard, so you can
tailor the Quality scoring templates to existing processes.
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1.1.3 Best Practices

Some of the many Quality Monitoring Best Practices supported by Quality include:

Creating an environment where customers highly value and respect agents.

With Quality, agents gain value as part of the big picture as they receive targeted feedback
and participate directly in the quality improvement process.

Enabling front line leadership that is dedicated to agent development.

Managers can use Quality to provide ongoing feedback and coaching to agents.

Providing examples of excellent service to help agents learn.

Managers can select and review real examples by new and experienced agents alike.

Providing immediate feedback.

Without Quality, providing immediate feedback is challenging. With Quality, supervisors can
review and evaluate calls, and can notify agents of new information within minutes of an
interaction taking place.

Using Quality for agent development and motivation.

Agents can access feedback, scores, and recordings, so the agents involve themselves in
the learning process: a true training vehicle. You can close skill gaps using Quality’s agent
interface.

Personalizing feedback.

Deliver the quality scores and feedback comments directly to the agent to give
personalized feedback, even if you do not have time for frequent one-on-one meetings.
The supervisor can direct specific feedback to an agent since that agent views only the
feedback.

Using technology that is intuitive and easy to learn.

Quality is user-friendly. The web interface is intuitive and fits with the existing tools with
which both agents and supervisors are typically familiar.

Using metrics that tie to the performance you want.

You can use Quality to tailor quality metrics to specific needs. Each call can have its own
scorecard with its own unique criteria, or you can grade all calls with a common set of
metrics. You can weigh each question and section of the scorecard based on the
importance that you assign to each question and section in the overall score. The result is
a way to reinforce an agent's behaviors and skills that impact customer loyalty and
satisfaction.

Note: To protect Personally Identifiable Information (PIl), phone numbers and contact
identifiers in search results and outcome pages are partially masked in the format
XXXXXX[last 4 digits] (e.g., XXXXXX8190). This applies to all number types including ANI,
DNIS, CLI, Calling Party Number, Called Party Number, and Contact Number. Masking is
applied at the Ul layer only — full data is preserved in the backend and is not affected. The
last 4 digits remain visible to help identify the correct interaction. Masking behavior may
vary by role (agent, mentor, or admin) based on User Profile settings. Cloud customers
need to contact Aspect Support for configuration updates for masking.
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1.2 Lifecycle

The introduction chapter describes how to use Quality in the different phases of the Quality
lifecycle.

Note: The content in this Lifecycle section denotes the entirety of the Quality feature, including
forthcoming capabilities in future releases of Cloud Quality.

This section briefly describes each phase of the lifecycle and the tasks that you perform

appear with a reference to where the manual describes that task.

Plan

Record &
Capture

Educate
Workforce

Feedback Review &

Score

Report & Analyze

1.2.1 Phase 1 - Plan

A Quality Administrator must perform most of the data entry for the planning phase. Team
Leads have significant input into how you should configure the system to ensure that it
matches how you want to manage the call center.

Traditionally, the planning phase is where you define and prioritize the quality and logging
initiatives. You identify the top priority issues facing the call center related to customer
satisfaction, agent satisfaction, and costs (the balance impacting overall quality), and then you
define the means to monitor and improve on those questions and issues. For call center
monitoring, identifying the calls to review and score is a key step to focusing on the right
issues and learning how to improve quickly. You enter the measurements in the scorecard
templates that the system takes while reviewing each call. Team Leads have the right to
review the calls for quality initiatives.

During the planning phase, the following Quality tasks occur. An asterisk (*) denotes any tasks
that a Team Lead might perform.
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1.2.1.1 Planning Tasks

¢ Provision users and data
¢ Create Work Types
¢ Define/edit scorecards*

¢ Create shared searches*

1.2.2 Phase 2 — Record and Capture

In this phase, everything you set up in the planning phase actually causes recordings to occur.

1.2.2.1 Record and Capture Tasks

¢ No tasks needed.

1.2.3 Phase 3 — Search, Review, Score

Once the system captures the recordings in Phase 2, the next phase can begin where you
access, play back, and score recordings for quality and feedback purposes.

The Quality Search window is the launching pad for most work that takes place. From this
page, you can build queries to obtain specific recordings of interest. A variety of data about
each recording is visible, including call history, hold times, Work Types, ANI/CLI and DNIS
information. You can access the voice recording and the window recordings if you are using
the Quality Full Picture option.

In this phase, you can give agents the rights to score themselves to contribute to quality
improvement. An agent’s scores are visible to the Team Lead, and the Team Lead can
compare and search for calls where the two scores are not in sync.

You can allow multiple Team Leads to score the same calls.

1.2.3.1 Search, Retrieve, Score Tasks

e Build queries and perform searches

* Find agent flagged interactions

* Review call history details

* Play back recorded voice

e Score interactions and set flags (team review, agent review, peer review)
e Email immediate feedback

* Download recordings
* Assign Agent tasks
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¢ Agent Self-Review

* Agent Self-Evaluation

1.2.4 Phase 4 — Report and Analyze

In this phase, you analyze the quality monitoring activity that has occurred over time for trends
to spot areas where the agents have made improvements and where you need new quality
initiatives.

You can run reports that focus on an individual agent’s performance over time on different
criteria, for example, types of calls or specific questions on a scorecard. Reports can also
compare agents on a team or can compare different Team Leads’ teams to see who is
managing more effectively. Trends can help identify who consistently performs better on
certain criteria to help identify ways that you can make further improvements across the entire
center.

1.2.4.1 Report and Analyze Tasks

* Run Reports

* Review how an agent was scored against one or more interactions

* Review the average quality score of agents in a team for interactions

* View the average quality score of evaluated agents relative to the specified reporting
frequency period

1.2.5 Phase 5 - Feedback and Education

During the feedback phase, typically agents can log into the Quality to automatically find
interactions that they must review and then review the scores, comments, and recordings (if
they exist).

You can prompt urgent reviews by emailing a link to the scorecard directly to the agent. When
the agent clicks the link, the scorecard opens for immediate review of the comments.

1.2.5.1 Feedback and Education Tasks
¢ Email feedback
¢ Agent review, Team review, and Peer review flags

* Agent search and play back
* Filter on own interactions that need review via setting Agent = self

¢ Filter on team review interactions from last week (for training purposes)
¢ Agent self evaluation as two-way feedback mechanism
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The remainder of this manual describes the specific steps of how to perform some of the key
tasks for which an Administrator or Team Lead are responsible throughout the five major
phases in the Aspect Quality lifecycle.

1.3 User Personas

Workforce Engagement Management - Aspect Quality supports the following types of
personas (user roles).

¢ System Administrator
* Account Owner

* User Administrator

¢ Manager

e Team Lead

e Agent

e Developer

Each persona has rights and permissions to perform specific tasks in Quality. The following
table describes the available tasks in Quality.

Task Description

Audio Monitoring The user can playback the audio for the interactions.

Self Review The user can review their own interactions.

Self Evaluate The user can score their own interactions.

View Reports The user can review reports that other users already created in
Quality.

Create Reports The user can create new reports.

Create Monitoring Rules The user can create business rules that determine how Quality

records a call.

Create Scorecard Templates The user can create scorecard templates.

Create Tasks The user can create tasks. A task is a type of interaction, such as a

non-recording option, which the user uses to evaluate the agent in
general; the system does not associate a task with a recording.

Download Recordings The user can download a recording to play back.

Export To Media The user can export an audio or video recording to an external media

for future viewing.

View Peer Review The user can view an interaction that has been peer-evaluated.
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Task Description

Grant Peer Review The user can flag an evaluation for peer review for the accessible

interactions. users who have the View Peer

View All Evaluations The user can view all evaluations for the accessible interactions.

Assign Evaluations The user can assign an evaluation (created by the user) to other

users.

Assign Recordings The user can assign the interaction to other users temporarily.
Create/Edit Public Searches The user can create or edit a query and save it as a Public search.
The following table is the list of tasks compared to which persona has the right to perform the
task.

Pers na
User Team Lead Agent Developer
Administrator
| Manager

Audio Monitoring X X X X

Self Review X X

Self Evaluations X X

View Reports X X

Create Reports X X

Create Monitoring Rules X X

Create Scorecard Templates X X

Create Tasks X X

Download Recordings X X X

View Peer Review X X

Grant Peer Review X X

View All Evaluations X X

Assign Evaluations X X

Assign Recordings X X

Create/Edit Public Searches X X
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Note: Users of Workforce Engagement Management - Aspect Quality see the interface
differently from one another based on these access rights.lI
O

For information on how to create users in Workforce Engagement Management -
Aspect Quality, search for My Account in Aspect Active Learning.

2. Navigate to Aspect Cloud Quality

Navigating Aspect Quality in Workforce Engagement Management includes:
e Log In/Log Out from Aspect Cloud View and Aspect Cloud Quality

¢ Navigate to Aspect Cloud Quality

* Access the Administration Area

¢ My Account Widget

2.1 LogIn/Log Out from Aspect Cloud View and
Aspect Cloud Quality

Access to Aspect Cloud View requires the use of either Google Chrome or Microsoft Edge.
After launching the browser, enter your company's domain information to initiate the login
process.

Note: See the latest Aspect Cloud™ New Feature Update document for browser compatibility
requirements.

21.1 Log In to Aspect Cloud View

To log in to Aspect Cloud View, follow the below steps.

Aspect Cloud Quality services can be accessed in Public Cloud environments.
1. Open a browser and go to the URL for the Workforce Engagement Management product.
The Log In page appears. Click the LOG IN button.

°ALVARIA‘§

My Account

LOGIN
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Note: You can save the URL as a Favorite in the browser or create a shortcut to the URL
on the desktop.

2. Enter Your Organization Name and click the SUBMIT button.
° ALVARIA

My Account

Your Organization Name: *

SUBMIT

3. Enter the appropriate Login Email address and Password information and click the LOG
IN button.

°ALVARIA®

My Account

Your Organization Name:

Login Email: *
Password: *

l |

Forgot Password?

LOG IN

Note:

a. An error message appears when a user's login password has expired. You can reset
the password by clicking on the RESET PASSWORD button.
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° ALVARIA
My Account

A Your password has expired Reset & below to
continue

RESET PASSWORD

b. The user account will be locked if a wrong password is entered for four consecutive
times within the span of 60 minutes during the login process. The user must follow one
of the following ways to unlock the account.
¢ The user must wait for 30 minutes for the account to get unlocked automatically.

¢ The user can contact the administrator to change the password of the locked
account. Once the password is successfully changed, the user can login with the
updated password.

¢ The user can change the password by clicking on the FORGOT PASSWORD link
available on the login screen.

4. An additional Authentication prompt is shown to the user.

Note: Users must enroll in Multi-Factor Authentication (MFA) using the Duo application before
MFA can be used for the first time. See Multi-Factor Authentication for more information.

The following are the available options to log in.
* Duo Push: A push notification with Deny and Approve options.
* Duo Mobile Passcode: A passcode is displayed in the Duo application.

* Text Message Passcode: A passcode is sent as a text message to the mobile number
registered with the application.

* Bypass Code: A code provided by your IT help desk.

* Manage Devices: Allows you to manage the devices. See Manage Devices for MultiFactor
Authentication for more information.
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< Back

Other options to log in

)

Duo Push
Send 10 TI0OS" (+e+ seree «7714)

123

Duo Mobhile passcode
Enter a code from the Duo Mobile app

Text message passcode
Send 10 "HOS” (+e+ seeee +7714)

Bypass code

123
- Enter a code from your IT help desk
Manage devices
e
Add a phone, Touch I1D, and more
{ Firstyou'll verity your identity,
Need help?

Secured by Duo

5. In this example, a Duo push notification is displayed in the mobile application. Click

4 Approve.

Alvaria Cloud

Duo Mobile Application with Push Notification

°ALVARIA‘

)

Other options

Need help?

Check for a Duo Push

Verify it's you by approving the notification...

Sent 10 "IOS" (#es sseee 27714)

Waiting for approval...

Secured by Duo

© rvamia

Are you 0gging In 10 000X My Account?

XXAXXK
Lawrenceville, GA, US
12:38

XXXXXAX  {Dalvaria.com
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6. The first time you approve the Duo authentication request, the Trust this browser window
appears. The following are the available options.

© ALvaria

Trust this browser?

You won't need to log in as often from this

browser

Yes, trust browser

No. do not trust browser

c. Yes, trust browser: This creates a trusted browser session that will let you skip Duo
authentication when you log in again with the same browser and device until that trust
session expires. Once the trust session expires, Duo authentication will show the option
to trust the browser again.

Note: Do not trust the browser when using a public or shared computer.

°ALVARIA‘

Check for a Duo Push

Verify it's you by approving the notification...

Sent {0 "IOS" (Fes eesee +7714)

Waiting for approval...

Other options

Trust browser

Need help? Secured by Duo
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d. No, do not trust browser: This will not create a trust session and you will be prompted
for Duo authentication when you login again. You won't be asked to trust that browser
again for 14 days.

7. When the authentication is verified, the success window is displayed and automatically
redirects to enter the Station ID (Optional).

°ALVARIA’

Success!

Logging you in...

8. Enter a Station I_D (Optional) number in the Station field and click the LOG IN button.

°ALVARIA°°

Station:

Optional

LOGIN

Note:
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e Station ID numbers are used to connect to a SIP Phone device. Check with your team lead
or manager if you do not have this information.

¢ You will not be able to view the Station screen if Inbound and Outbound Entitlements are
disabled.

9. Based on your persona and responsibilities, the dashboard launches.

Schedule

:}

&y
'ﬂl‘a
oid You are not authonzé
Workforce Engagement Voicemail
Managemant
1]
Complignce Coaching Vieathe!
You are not authorized to perform the req d action. You are not authorized to perform the requested action.

Agent Statistics

User Name:  Sara Shields  Date:  Tuesda
»

2.1.2 Log In to Alvaria Cloud View - WebRTC

Note: The WebRTC is available only for the customers who purchased this feature.

1. Open a browser and go to the URL for the Workforce Engagement Management product.
The Log In page appears. Click the LOG IN button.

°ALVARIA@'

My Account

LOGIN

Note: You can save the URL as a Favorite in the browser or create a shortcut to the URL
on the desktop.

2. Enter Your Organization Name and click the SUBMIT button.
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° ALVARIA

My Account

Your Organization Name: *

SUBMIT

3. Enter the appropriate Login Email address and Password information and click the LOG
IN button.

°ALVARIA®

My Account

Your Organization Name:

Login Email: *
Password: *

Forgot Password?

LOGIN

Note:

a. An error message appears when a user's login password has expired. You can reset
the password by clicking on the RESET PASSWORD button.
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°ALVARIA‘

My Account

Your password has expired Reset & below o

continue

RESET PASSWORD

b. The user account will be locked if a wrong password is entered for four consecutive
times within the span of 60 minutes during the login process. The user must follow one
of the following ways to unlock the account.

e The user must wait for 30 minutes for the account to get unlocked automatically.

¢ The user can contact the administrator to change the password of the locked
account. Once the password is successfully changed, the user can login with the
updated password.

e The user can change the password by clicking on the FORGOT PASSWORD link
available on the login screen.

4. The Audio Path screen displays. You will be able to connect the Audio path using:

¢ Audio (Station ID)
* WebRTC

°ALVAR|A‘°

Audio Path:

Audio

| Audio

WebRTC

LOGIN
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2.1.2.1 Connecting the Audio Path using Audio

1. Select Audio from the drop-down list.

°ALVARIA”

Audio Path:

[ Audio

o <

| Audio

WebRTC

LOGIN

2. Enter a Station ID (Optional) number in the Station field and click the LOG IN button.

°ALVARIA®

Audio Path:

Audio L5

Station:

tional

LOG IN

» Station ID numbers are used to connect to a SIP Phone device. Check with your team lead
or manager if you do not have this information.

¢ You will not be able to view the Station screen if Inbound and Outbound Entitlements are
disabled.

3. Based on your persona and responsibilities, the dashboard launches. Click the Audio Path
icon.
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(i) Schedule

&l @
Workforce Engagement Voicemail
Management

You are not authorize

Compliance Coaching Weather
You are not authorized to perform the requested action. You are not authorized to perform the requested action. TODAY
Partly
Cloudy
o -0:

Agent Statistics

User Name:  Sara Shields ~ Date:  Tuesda
L

4. The SIP Information is displayed. Please follow the instructions outlined in Enable the
Audio Path for enabling the Audio path.

L, SIP Information

User 1D 1234

Domain eagleswonthesuperbowi52 brooklyn aspect-cloud net
Authorization name 1234

Password

| Show Password

2.1.2.2 Connecting the Audio Path using WebRTC
1. Select WebRTC from the drop-down list.
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°ALVARIA®

Audio Path:

[ Audio

Audio

WebRTC

LOG IN

2. Click the LOG IN button.

°ALVARIA®

Audio Path:

WebRTC v

LOG IN

3. Based on your persona and responsibilities, the dashboard launches. Click the Status icon
and change the user status to idle by clicking the Idle option.

Note: The user must allow the Alvaria Cloud View site to access the Microphone.

Aspect Cloud Quality™ Administrator Guide Alvaria Confidential | aspect.com | 24



A aspect

Cloud Quality Administrator Guide

t Read v Schedule

] @

You are not authorize

Compliance

You are not authorized to perform the requested action.

Agent Statistics

Voicemail
s ]
Coaching Weather
You are not authorized to perform the requested action. TODAY
Partly
Cloudy
R
User Name:  Sara Shields

Date:  Tuesda
»

4. When changing the status to Idle, the Audio path will be automatically established and the

user will now be able to make voice interactions.

(i)

@

Engagement Center

Compliance

You are not authorized to perform the requested action.

Agent Statistics

Schedule
-l 0o
'2 You are not authorize
Workforce Engagement Voicemail
Management
i}
Coaching leather
You are not authorized to perform the requested action. TODAY
Partly
Cloudy
User Name:  Sara Shields

Date:  Thursda
»

5. To modify the WebRTC Settings, click the Audio Path icon.
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Li] Schedule

D) - |“
% - a0]
Engagement Center Workforce Engagement Voicemail
Management

You are not authoriz¢

(3]
Compliance Coaching Weather
You are not authorized to perform the requested action. You are not authorized to perform the requested action. TODAY
Partly

Cloudy

Agent Statistics

— User Name:  Sara Shields ~ Date:  Thursda
»

6. You can modify the WebRTC settings based on your requirements and click OK.

. WebRTC Settings

Microphone

Microphone Array (Realtek(R) Audio) v o oo D)
Audio Output

Speakers (Realtek(R) Audio) v ¢ oo o4)

7. You can Mute/Unmute the active voice interaction by clicking on the Microphone icon.

a.. Unmute
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o Schedule
g oo
You are not authoriz(
Engagement Center Workforce Engagement Voicemail
Management
LiJ
Compliance Coaching Weather
You are not authorized to perform the requested action. You are not authorized to perform the requested action. ODA
Partly
~ i
Cloudy

Agent Statistics

User Name: Sara Shields ~ Date:  Thursde
13

2.1.3 Log Out of Alvaria Cloud View

To log out of Alvaria Cloud View, follow the below steps.

1. Click the Alvaria Cloud View Cog Wheel icon located in the upper-right area of the window
and click Sign Out.

Shields, Sara

= My Profile

© About

© Help

i¥ Upcoming Features

@ Personal Greetings

(= Sign Out

2. You have successfully logged out of the Alvaria Cloud View. You can Log in to the system
by clicking on the LOG IN button.
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° ALVARIA’
My Account

I You have successfully logged out I

LOGIN

2.1.4 Log Out of Aspect Cloud Quality

To log out of Aspect Cloud Quality, follow the below steps.

1. From the Workforce Engagement Management navigation bar, click Cog Wheel Menu
button and select Sign Out.

Shields, Sara  £§

& My Profile
© About Workforce Engagement Management

8 Upcoming Features

(> Sign Out

2. Close the browser to complete the sign out process.

Note: If the user fails to close the browser, it may result in accessing and log in to user’s
account by others with the help of Back button.

°ALVARIA”

Sign out
You have successfully signed out.
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2.2 Navigate to Aspect Cloud Quality

To log in to the Aspect Cloud Quality, follow the below steps.
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1. Select Workforce Engagement Management either from the dashboard or from the
Slider Drawer Navigation button.

N

aspect

My Dashboard

Agent Live Assist
Session Management
Voicemail

View Customization
Email Reassignment

Personal Greetings

Mailbox Administration
Configuration Manager

Campaign Operations

Compliance Hub

AutoFacilitate

Self-Service

CX File Manager

Workforce Engagement Management

Reports

No data

The Workforce Engagement Management dashboard opens.

3. To access the Aspect Quality features, from the Workforce Engagement Management
Navigation bar, click Employee Experience. The Aspect Quality features display below the

navigation bar.

Aspect Cloud Quality™ Administrator Guide
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#A Home
I Dashboards
m Employee Experience

Interactions

i Workforce

Item # Name Description

1 Navigation Bar On this bar, you can select the Dashboard, the
available Aspect product(s) from the Navigation menu,
and the Action icon.
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2 Slide Drawer Navigation On this menu, you can select the Dashboard, the
menu available Aspect product(s).

3 Dashboard / Products WEM Dashboard - Selected by default at login.

Products - Shows the available WEM products
currently installed and configured in the system.

4 Action menu/Cog Wheel lcon | From the Action icon, you can access the following:

* My Profile - displays your login profile. You can
change language and culture settings.

¢ About Workforce Engagement Management —
shows the installed version of Workforce
Engagement Management, lists the associated
products (Performance, Quality, and Workforce)
and whether those products are Configured,
Connected, Authenticated, their version and any
further information.

* Sign Out — Click to log out of Workforce
Engagement Management.

2.3 Access the Administration Area

To access the administration area, follow the steps below:

1. Go to the Navigation bar.
2. Click Administration.

#A Home
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The full range of administrator’s access rights opens.
Note: The Quality modules listed may differ based on the license and security privileges.

The following table describes the Quality modules in the Administrator dashboard.

Feature Description

QM Evaluation Evaluation Templates - Users score interactions for training purposes, and
the scored interactions are called evaluations. Evaluation templates are a
group of standardized questions that users answer to score interactions. See
Chapter 6, Evaluation Templates.

Security « Users - Cloud users are the individual users on the Quality system. See
Chapter 4, User Management.

System * Desktop Clients - This feature allows you to see what versions of
Desktop clients are running for your organization. See Chapter 11,
Desktop Client.

* System Parameters - In Workforce Engagement Management,

Performance and Quality consist of various System Parameters. See
Chapter 10, System Parameters.

* System Downloads - The System Downloads section lists all the
system files that can be downloaded. See Chapter 12, System
Downloads.

2.4 My Account Widget

The My Account widget is added on the Dashboard for Aspect Cloud Quality integrations such
as with Amazon Connect or Twilio.The widget is the external link to the Alvaria My Account
dashboard.

= aspect

) ©

Interaction Search My Account
Search and Evaluations
Evaluate
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3. Search for an Interaction

Use the Quality Interaction Search feature to build queries to search for recordings for
playback and review. The results are displayed in the Search Results window.
SEARCH RESULTS: ALL

Qr sl = Search Type:  New Search

n W Hems per page 1< 11 of 11 items 110 11 of 11 records

Note: As you navigate through the Interaction window, the system remembers the last search
criteria that you entered and loads it, only for the lifetime of the browser session.

You can use single or multiple criteria for media searches.

From the Quality Search Results window, you can build queries to find recordings of interest.
Data about each recording is visible, including call history, hold times, Work Types, ANI and
DNIS information.

3.1 Performing a Search

In the Quality Search Results window, you can build queries to search for specific voice,

chat,email or SMS recordings. You can use single or multiple criteria for media searches.

1. Go to Navigation Menu > Employee Experience > Interaction > Search. The Search
window opens.
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Q  Search x

m Saved Searches @
L ME =R “ Scored Non-Scored

® New Search

Criteria Summary:

Saved Searches ly Searches lothing Selected — +
Date Options: Channel: *
Previous Year v Voice Only,Screen Only Voice a... v
From: Status: *

Current Historical.Pending Disp... v

To: Retrieve By:

Date Time - Descending v

2. Perform the below steps as given:
¢ Configure Search Results Grid
* Select a Date Option
* Select a Status
* Select a Channel
* Select Criteria
e Add Criteria

Note: If you are on either the Scored Interactions window, or the Search Results window,
and you want to change criteria in the current search, select Search > Edit Search.

# Edit Search
ind dro|

Q New Search
| [ TCnannel

Note: If you want to perform a new search, select Search > New Search.

3. Click Search.
3.1.1 Configure Search Results Grid

In Aspect Quality, the user will select the Search Results grid option such as All or Scored or
Non-Scored based on the requirements.

- v All v Scored Non-Scored
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3.1.1.1 “All”

Select All to view scored and non-scored evaluations in the Search Results grid.
SEARCH RESULTS: ALL

Qr E Il = Search Type:  New Search
Drag a column header and drop i here 1o group by that column
[ Channel H Direction = Type = DaleTime = Duraton = Agent = Extension = Analytics = ANl = DNIS = Status b Hidden =
ol im = None Task o i 00000 53 )
2 g sk "
) ’ 23458 PM Agent
022
, =] None Task “
& on: sk ()
> =] on y @
’ @ one : o
» B oni ask o)
=] jon a )
L4 = n Ta )
> =] o a )
E & 4 ()
» © o 3 )
»
n 100 v itlems per page 111 of 11 Hems 110 11 of 11 records

Note: The scored interactions are recognized by the button on the first column.

3.1.1.2 “Scored”

Select Scored tab to view only the scored interactions in the Search Results grid.

Mon-Scored

- B« All

After selecting the required criteria from Select a Date Option, Select a Channel, Select a
Status and Select Criteria fields, the Search Results: Scored will be appeared as shown below.
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SEARCH RESULTS: SCORED

Drag  colutnn header and drop it here 1o group by that column

Sv

C Channel = Dr. B T. ®
SN ] =] None Task
» [ ] None Task
. B =] None Task
» 8 =} None Task
» 1] ] None Task
> B @ Nong Task
> B =] None Task
» i =] None Task
» B =] None Task
‘« « ' 2 3 4 5 L ) 100

* Date Time =

100672022 25054
PM
92112022 24318
PM

911572022 5:17.49
PM

1152022 11:28:24
AM

9i8/2022 7:29:55 PM

982022 7.19.08 PM

822022 7.0243PM

W | Bems per page

v, =

0.00:00

0:00:00

0.0000

0:00:00

0.00.00

0:00:00

0:00:00

0.00.00

0:00.00

>
™
[u]
"

Godhugot.
Bhagya
Godhug:
Bhagya
1467, Cisco
P
Communi

1457, Cisco
P

Communi
Godhuggi
Bhagys
Godiwupi
Bhagya
Load Agent
16624
Load Agent
16624
Godhugg!,
Bhagya

Godhugl
Bhagya

Cloud Quality Administrator Guide

Search Type:  New Search
= = D = Staus = Tea. = H
) «Default
() <Dafault>
(2] hammer_s
(=) hammer_s
(v <Detault>
(] Post Ga
BHagya
(] Team3,
Team_8G1
) <Default>
() <Default>
AQMDev_ -
»
1100 of 1000 tems 4 4 1101000 of 60044 records > M

Click the Expand button to view the results for the scored evaluation as shown below.

SEARCH RESULTS: SCORED

Q- &

Drag & column header and drop i here 1o group by that eolumn

C Channel = Dr. = T. = vDaleTime s
» = - N Task 100672022 250.54
2) Non 5
| =] one ask PM
2 318
B © None Task
v — X Noos Thek 911572022 51749
U g M
Drag a column header and drop & here 10 group by that column
Quality Score (%) = Point Score = Pasg/Fall = Status
833% 5018 Pass Compiete
- 9/152022 11:28:24
> =] None Task
AM
¥ | [ ] None Task 9812022 7:29.55 PM
» ] [} None Task 7:19.08 PM
8222022 12139
» | 7] ? Tas
3] (=) None ask M
« n 2 3 45 > M 100 W | sems per page

3.1.1.3 “Non-Scored”

Select Non-Scored to view only the non-scored interactions in the Search Results grid.

PN
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All

Du, =

0.00:00

0:00:00

0:00.00

0.00.00

0.00:00

0:0000

A = Ex =
Godihuggt
Bhagya
Godhugy!
Bhagya

1457, Cisco
P
Communt

= Templale Name

Karini Template

1457, Cisco
[ 4
Communi
God
Bhagya

Godihuggi
Bhagya
Load Agent
16624
Load Agent
16624

Scored

Search Type.  New Search
= = D = Staws = Tea = H
(7] <Defautt>
(3] <Detault>
) hammer_s
= Created By = v (Created Date Time

Administrator, AOM 9152022 5:47.57 PM

2] hammes_s
(D] <Default>
() Post Ga
8Hagya
) Team3
Team_BG1

1100 of 1000 items < 1101000 of 60044 records » M

Non-Scored «
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After selecting the required criteria from Select a Date Option, Select a Channel, Select a
Status and Select Criteria fields, the Search Results: Non-Scored will be appeared as shown
below.

SEARCH RESULTS: NON-SCORED

m B |” =y Search Type:  New Search

Drag a column header and drop il here to group by that column

Channel = Direcion =  Type = vDateTime = Duration =  Agent = bBxension = Analyics = ANI =
‘Zl None Tack -fJ- \.xéU“‘J 0:00:00 OEngalati 5
320:13AM Karthikeyan
o 2 10112019 2
v NOr SK . U alio, use
“ None Task B 0:00:00 auto, Usert
3:.05:33 AM
9/20/2019
] None Task D 0:00:00 Dvivedy, Abhay
551:30 PM
92012019
%] None Task R 0:00:00 auto, User
4:39:15 AM
9/20/2019
=} None Task f 0:00:00 Dwivedy, Abhay
4.36:37 AM
- S 91872019 5 2
] None Task e 0:00:00 auto, User1
5:33:58 AM
81271201
£ Inbound Inbound Direct... . . 0:00:31 Duivecy, Abhay 2579
5 9:09:17 PM
812712019
= Outbound Outbound Dire... _ 5 < 0:00:31 Pissay, Tera 2578
z 9.09:17 PM

L4

n 100 v | items per page 1- 14 of 14 items

3.1.2 Select a Date Option

In the Edit Search field, select a Date Options from the drop-down list.
Date Options:

‘ Today E
I

Week To Date

Month To Date
Year To Date
Yesterday
Previous Week

30 Days To Date Vv

From this drop-down list, you must select a date range. The following is a list of options in the
drop-down list. Notice that as you select the date option from the drop-down list, the date
range automatically populates in the From and To fields. You cannot change the From and To
fields unless you select the Custom Date Range option from the drop-down list.

Date Option Description

Performs a search for the interactions only for today’s date.
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Week to Date

Performs a search for the interactions only for the current week, including
today. The week begins on Sunday at 12:00 AM and ends on Saturday at
11:59 PM. For example, on 24 August 2014, if you perform a search and
select the Week to date option, the results returned are interactions that
occurred between 18 August 2014 12:00 AM and 24 August 2014 11:59
PM.

Month to Date

Performs a search for the interactions only for the current month, including
today. The month begins on the first day of the month and ends on the last
day of the month, or Today. For example, on 24 August 2014, if you
perform a search and select the Month to date option, the results returned
are interactions that occurred between 1 August 2014 12:00 AM and 24
August 2014 11:59 PM.

Year to Date

Performs a search for the interactions only for the current year, including
today. The year begins on January 1, and ends on December 31, or Today.
For example, on 24 August 2014, if you perform a search and select the
Year to date option, the results returned are interactions that occurred
between 1 January 2014 12:00 AM and 24 August 2014 11:59 PM.

Yesterday

Performs a search for the interactions for the day before Today. For
example, on 24 August 2014, if you search using the Yesterday date
option, the results returned are interactions that occurred between 23
August 2014 at 12:00 AM and 23 August 2014 11:59 PM.

Previous Week

Performs a search for interactions for the week prior to the current week.
The week begins on Sunday at 12:00 AM and ends Saturday at 11:59 PM.

30 Days to Date

Previous Month

Date Option Description

Performs a search for interactions for the last 30 days, including Today’s
date.

Performs a search for interactions for the month prior to the current month.
The month begins on the first day of the month and ends on the last day of
the month.

90 Days to Date

Performs a search for interactions for the last 90 days, including Today’s
date.

Previous 3 Months

Performs a search for interactions for three months prior to the current
month. A month begins on the first day of the month and ends on the last
day of the month. For example, in August, if you perform a search and
select the Previous 3 Months date option, the results returned are
interactions that occurred in the months of May, June, and July.

180 Days to Date

Performs a search for interactions for the last 180 days, including Today’s
date.

Previous 6 Months

Performs a search for interactions for six months prior to the current month.
A month begins on the first day of the month and ends on the last day of
the month. For example, in August, if you perform a search and select the
Previous 6 Months date option, the results returned are interactions that
occurred in the months of February, March, April, May, June, and July.

Aspect Cloud Quality™ Administrator Guide
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12 Months to Date Performs a search for interactions for twelve months prior to the current
date, including Today’s date. For example, on 25 August 2014, if you
perform a search and select the 12 Months to Date date option, the results
returned are interactions that occurred between 1 September 2013 12:00
AM and 25 August 2014 11:59 PM.

Previous Year Performs a search for interactions for the previous year. For example, on
25 August 2014, if you perform a search and select the Previous Year date
option, the results returned are interactions that occurred between 1
January 2013 at 12:00 AM and 31 December 2013 at 11:59 AM.

Custom Date Range When you select this option, the From and To fields become active. If you
select the Date/Time icon, you can select the date range that you want to
use, or you can type the date and time directly into the text box.

3.1.3 Select a Status

From the Status drop-down list, you can filter interactions based on the Status of the
interaction by selecting any option, Current and Archived check boxes are available.

Status: *

Current n

Current

[ ] Archived

You must select at least one Status to perform a search. The options are described in the
following table.

Status Option Description

Current The system either records calls in the Current state by using a business rule, or
because the system is in Logging mode. Calls are also Current if the system is
in Quality Monitoring with Caching mode and an agent or a Team Lead has
specified to save the call beyond the pending period.

This is the default for Workforce Engagement Management - Aspect Quality; you
must select it.

Note: The “Current” option will be always available by default.

Archived The actual recording file is available for direct playback. You can still view any
interactions and identify the file name. The Quality Administrator can specify the
Archive directory.

Note: If a user has the Access Control List (ACL) of “Search Archive”, the user can either
search with Current or Archive and cannot search with both. If user selects both and
search, a validation message will pop up as “You cannot select both Current and
Archive.”

3.1.4 Select a Channel

Every interaction that occurs between an agent and a customer happens by a channel. The
channel is the medium used to complete the interaction; for example, a channel could be a
phone call, a video call, an email, or a text.
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Channel: *
Voice Only,Screen Only,Voice a... v
%) Voice Only
&4 Screen Only
4% Voice and Screen
& Email
™ Chat
Q sms
& Task

[] 2 unknown

Note: Channels are only enabled for selection if you have an appropriate license installed.
From the Channel drop-down list box, you can select one or more check boxes by which you
want to search. Each option is described in the following table.O

Channel Definition

Voice Only Interactions that have only an audio/voice recording.

Screen Only Interactions that have only a screen recording.

Voice and Screen Interactions that have both voice and screen recording.

Email Interactions via Email.

Chat Interactions via chat.

SMS Interactions via text.

Task A placeholder for non-recording interactions that occurs internally. For
example, a Task could be a placeholder for a performance evaluation for an
agent.

Unknown Any interaction from which the system cannot determine the port state.

3.1.5 Select Criteria

o
When you click Add Criteria , the Add Criteria window opens.
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Search Type: *

Interaction Details

Criteria: *

Direction

Equals: *

Outbound

None

Inbound

Outbound

Search List:

Cloud Quality Administrator Guide

Search Type: Interaction Details x

Direction Equals Inbound

A = L

3.1.5.1 Search Types and Criteri

The following are the search types of criteria that you can add to your search.

Interaction Search

Advanced

Custom Information
Interaction Details
Interaction Handling
Interaction Statistics
Recording Information

QM Evaluation

Advanced

Custom Information
Evaluation Details
Evaluation Review
Interaction Details
Interaction Handling
Interaction Statistics

Recording Information

Note: Evaluation Details and Evaluation Review are available if the user has selected the All
or Scored button in the Search dialog. When the user has selected Evaluation Details
or Evaluation Review search type and toggled to Non-Scored button then click on
Search, a validation message will be displayed under the Criteria Summary section as
shown below.
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frmanana
Q Search x

saved Searches (@)

Criteria Summ ke ELERSEREE G »

® New Search evaluation when you are in Non-
Scored view. Please remove it or
Saved Searches My Searches — Nothing Selecied — n choose All' or "Scored’
Search Type: Evaluation Details x
¢ IFai
Date Options: Channel: * Pass/kail Equats Pass
. Search Type: Evaluation Review x
Previous Year v Voice Only,Screen Only,Voice a... v
Agent Equals Marked
From: Status: * Search Type: Advanced £

2019 12:00 AM Current Historical,Pending Disp... v Audio Recording Missing Fquals Yes

To: Retrieve By:

213172019 59 PM Date Time - Descending v

The Interaction Search criteria Search Type menu.

Search Type: *

Select a search type
Select a search type A
Advanced

Custom Information
Evaluation Details
Evaluation Review
Interaction Details

Interaction Handling v

The QM Evaluation criteria Search Type menu.

Search Type: *

[ Select a search type

Select a search type

Advanced

Custom Information
Evaluation Details
Evaluation Review
Interaction Details

Interaction Handling v

Depending on which search type you select, the criteria that displays is specific to that type.
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3.1.5.1.1 Advanced

The Advanced criteria pertain to the criteria which are listed below.

Criterial DescriptionQ

Select this... ...and these options display:

Audio Recording Ended | \when a call recording is stopped in Aspect Quality (integrated with regular
Early CTIPS switch) before the call ends in Unified IP.

From the Equals drop-down list box, select
* Yes
* No

Click on (+) to add the criteria under the Search List section.

Criterial DescriptionQ

Select this... ...and these options display:

Audio Recording When Aspect Quality records audio, and the audio file status is available,
Expected deleted, failed during recording, failed during transfer or stored in separate

storage disks.

From the Equals drop-down list box, select
* Yes (based on the above status)
* No (Not recorded)

Click on (+) to add the criteria under the Search List section.

A‘ﬂdiF’ Recording When Audio Recording is expected and the audio filename is not updated
Missing in Aspect Quality database, the audio recording is considered as missing.

From the Equals drop-down list box, select
* Yes
* No

Click on (+) to add the criteria under the Search List section.

Audio Recording Silent | \when voice content is not available in the recording.

From the Equals drop-down list box, select
* Yes
* No

Click on (+) to add the criteria under the Search List section.

Audio Recording When audio recording is started in Aspect Quality (integrated with regular
Started Late CTIPS switch) after the actual start of the call in Unified IP.

From the Equals drop-down list box, select

e Yes

* No

Click on (+) to add the criteria under the Search List section.
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Host ID It represents the Call ID of the switch.

From the Show items with value that is drop-down list box, select
¢ Contains

e Ends with

* Equals

* Equals None

* Starts with

Then, in the Entry text box, type the Host Id by which you want to search.

Interaction 1D Aspect Quality creates a unique interaction ID for each interaction.
From the Show items with value that is drop-down list box, select
* Equals

Then, in the Entry text box, type the Interaction Id by which you want to
search.

Note: An Interaction Id is represented as a GUID (Globally Unique
Identifier).

Criterial DescriptionOd

Select this... ...and these options display:

***Message ID From the Show items with value that is drop-down list box, select
¢ Equals

* Greater than

¢ Greater than or equals
e Lessthan

¢ Less than or equals

¢ Not equals

Then, in the Entry text box, use the arrow buttons or type the number by
which you want to search.

Partial Audio Recording | \when a recording started late or ended early than expected, those
recordings are retrieved using this search criteria.

From the Equals drop-down list box, select
* Yes
* No

Click on (+) to add the criteria under the Search List section.

Phone Foul When the Phone Foul happened during the conversation, those
interactions are retrieved using this search criteria.

From the Equals drop-down list box, select
* Yes
* No

Click on (+) to add the criteria under the Search List section.
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Screen Recording When Aspect Quality records screen, and the screen file status is available,
Expected deleted, failed during recording, failed during transfer or stored in separate
storage disks.

From the Equals drop-down list box, select

* Yes

* No

Click on (+) to add the criteria under the Search List section.

Screen Recording When Screen Recording is expected and the screen filename is not
Missing updated in Aspect Quality database, the screen recording is considered as
missing.

From the Equals drop-down list box, select
* Yes
* No

Click on (+) to add the criteria under the Search List section.

Criterial DescriptionOd

Select this... ...and these options display:

**Thread ID From the Show items with value that is drop-down list box, select
¢ Equals

¢ Greater than

¢ Greater than or equals
* Lessthan

e Less than or equals

¢ Not equals

Then, in the Entry text box, use the arrow buttons or type the number by
which you want to search.

Transcript File Name From the Show items with value that is drop-down list box, select
¢ Contains
¢ Ends with
¢ Equals

* Equals None
* Starts with

Then, in the Entry text box, type the file name by which you want to
search.

Universal Media ID Unique ID represents the call sequence number.

From the Show items with value that is drop-down list box, select

¢ Contains
¢ Ends with
¢ Equals

¢ Equals None
* Starts with

Then, in the Entry text box, type the Universal Media ID by which you want
to search.
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Evaluation ID

Aspect Quality creates a unique evaluation ID for each evaluation.

From the Show items with value that is drop-down list box, select
* Equals

Then, in the Entry text box, type the Evaluation Id by which you want to
search.

An Evaluation Id is represented as a GUID (Globally Unique Identifier).

3.1.5.1.2 Custom Information

Custom Information are variable criteria made available to Quality through CTI. These criteria
pertain to interaction metadata from the associated switch. The criteria that the custom
information list displays is based on the customer CTl metadata.

Criterial

Select this...

DescriptionQ

*Variable metadata from
CTI. Examples include:

e Directory Number

¢ Disposition Code

<Custom Information>*

...and these options display:

From the Show items with value that is drop-down list box, select

¢ Contains
¢ Ends with
¢ Equals

¢ Equals None
* Starts with

Then, in the Entry text box, type the custom information by which you want
to search.
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3.1.5.1.3 Evaluation Details

The Evaluation Details are criteria that pertain to the template name, whether the evaluation
passed or failed, the number of percentage or point score, or the evaluation status.O

First Name 2| |las. = SwitchN =
User1 DR UIP73_ENCTIPS
PS UIP73_ENCTIPS

Sandesh Kundar
Tara Pissay

Godihuggi

Thukkaram  UIP

Sree Madh UIP73_ENCTI|

= el o
=
= E
1 3 3
P a
u
S
g
3
@

Criterial

Select this...

Role
Agent
Agent

Agent

TIPS Agent

Agent

Agent

Egambaram UIP73_ENCTIPS  Mentor

Agent

Agent

NCTIPS  Agent

Agent

- |

* Add Criteria x

Search Type: *
Search List:

t
Evaluation Details v
Activ
Criteria: *
Act
reated By v
Activ Created B
Activ Search: *
Activ Q
Active
Act
Act
Activ
Active 2
>
1100 of 3092 items Cancel [ ok |

Description[d
...and these options display:

Assigned Evaluations

Evaluations which are assigned to you by other users will be available in
this search criteria.

Note: Evaluations are assigned from WEM Ul under the Users tab.

Select Shared with me from Equals drop-down, then click on (+) button.

Created By

Search text box.

For more information on Search text box, see The Evaluation Details are
criteria that pertain to the template name, whether the evaluation passed
or failed, the number of percentage or point score, or the evaluation status.

You can search without entering any filter value. A table displays a list
of users depending on the logged in user.

You can also search by typing the partial or complete Lastname or
Firstname or UserName of the evaluation creator.

You can select only one user at a time.

Created Date Time

In the From and To fields, specify a date range.

By default, the From date is set 30 days prior to the current date and the
current date is set as the To date.

Pass/Fail

Criterial

Select this...

The Equals drop-down list box displays the options

N/A
Pass
Fail

Descriptiond
...and these options display:
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Percentage Score

From the Show items with value that is drop-down list box, select
e Equals N/A

e Equals

* Greater than

e Greater than or equals

* Lessthan

* Less than or equals

* Not equals

Then, in the Entry text box, type the percentage by which you want to
search.

Point Score From the Show items with value that is drop-down list box, select
e Equals N/A
* Equals
* Greater than
* Greater than or equals
e Lessthan
e equals
* Not equals
Then, in the Entry text box, type the point score by which you want to
search.
Status The Equals drop-down list box displays the options Draft or Complete.

Template Name

The Equals drop-down list box displays a list of accessible scorecard
template names from which you can select.

Note: By default, only Active templates will be displayed. Refer to Edit My
Preferences on page 3-147, if you would like to see the Inactive
templates along with the Active templates in the search criteria.

Do Not Show in Report

When the evaluation is used for training purposes, a checkmark will be
displayed in this column.

The Equals drop-down list box displays the options
e Marked
* Non Marked

Note: Only one user can be selected and added to the search list from the table.

Users

Administrator

Users List of Users

Mentor

The following table shows a list of users depending on the logged in user.

List of Users

All the active and inactive users available in the system.

* Logged in user.

¢ All the active and inactive users for which the logged in user has Team
permission in the user profile.

¢ Users who have shared the evaluations with the logged in user.

Note: Evaluations can be shared through Agent, Team, and Peer Review.
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Agent

* Logged in user.
* Users who have shared the evaluations with the logged in user.

Note: Evaluations can be shared through Agent, Team, and Peer Review.

Click Search to open a window with the following columns.

Column Name Description

User Name The user name configured in the Aspect Quality User Definition
window.

First Name The first name configured in the Aspect Quality User Definition
window.

Last Name The last name configured in the Aspect Quality User Definition
window.

Switch Name The switch name for which the user is configured.

Role The role of the user configured in the Aspect Quality User Definition
window (Agent or Mentor).

Status User Status (Active or Inactive).

Email Address The email address configured for the user.

3.1.5.1.4 Evaluation Review

The Evaluation Review is criteria that pertains to whether the agent or peer is required to

review the evaluation.

Criterial

Select this...

Description[

...and these options display:

Criteriall

Select this...

Agent The Equals drop-down list box displays the options Marked or Not Marked.
¢ Marked: Returns those interactions in which at least one of the
evaluations is marked for Agent review.
¢ Not Marked: Returns those interactions in which none of the
evaluations are marked for Agent review.
Peer

The Equals drop-down list box displays the options Marked or Not Marked.

¢ Marked: Returns those interactions in which at least one of the
evaluations is marked for Peer review.

¢ Not Marked: Returns those interactions in which none of the
evaluations are marked for Peer review.

DescriptionQ
...and these options display:

Reviewed By Recorded
Agent

Retrieves the recorded interaction based on whether the agent has or has
not reviewed the agent's own evaluation.

From the Equals drop-down list box, select

e Yes

* No

Click on (+) to add the criteria under the Search List section.
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Team

The Equals drop-down list box displays the options Marked or Not Marked.

¢ Marked: Returns those interactions in which at least one of the
evaluations is marked for Team review.

¢ Not Marked: Returns those interactions in which none of the
evaluations are marked for Team review.

3.1.5.

1.5 Interaction Details

The Interaction Details are criteria that pertain to the agent’s extension number, the switch on
which the interaction was recorded, or the type of call.

Note: An email initiated by a customer is stored as an interaction in Aspect Quality, but it is not

displayed in the Workforce Engagement Management Ul. Only when the Agent replies
to the customer email, is the interaction displayed for the users in the Workforce
Engagement Management Ul. Then, the Agent interaction contains the email
conversation of both the Agent and the customer.O

O

An email initiated by an Agent is displayed in the Workforce Engagement Management
Ul, and if the customer replies to the Agent’s email, that email is stored as an
interaction in Aspect Quality, but it is not displayed in the Workforce Engagement
Management Ul. If the Agent again replies to the same email, then an interaction
displays in Workforce Engagement Management, and that interaction contains the
Agent’s reply and the customer’s conversation.

Criterial DescriptionQ

Select this... ...and these options display:

ANI (Automatic Number | ANI represents the calling phone number.
Identification)

From the Show items with value that is drop-down list box, select
¢ Contains

e Ends with

¢ Equals

¢ Equals None
* Starts with

Then, in the Entry text box, type the number by which you want to search.

Assigned Interactions

Interactions assigned to you by a peer will be available in Assigned
Interactions. Select Shared with me from Equals drop-down, then click on
(+) button.

Criterial DescriptionQ

Select this... ...and these options display:
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***Customer Email
Address

This criteria uses to find the interactions based on the registered email
address of the customer.

From the Show items with value that is drop-down list box, select

¢ Contains
¢ Ends with
e Equals

* Equals None
e Starts with

Then, in the Entry text box, type the registered email ID by which you want
to search.

***Customer Name

This criteria uses to find the interactions based on the registered name of
the customer.

From the Show items with value that is drop-down list box, select

¢ Contains
¢ Ends with
e Equals

* Equals None
* Starts with

Then, in the Entry text box, type the registered name by which you want to
search.

***Message Count

This criteria uses to find the interactions based on the message count.

From the Show items with value that is drop-down list box, select
e Equals

* Greater than

¢ Greater than or equals

e Less than or equals

¢ Not equals

Then, in the Entry text box, type the number by which you want to search.

Note: The number must be within the range of 1 to 10000.

Hidden

Hidden feature is only available when the user has Hide/Show Interactions
right flagged in the user profile.

From the Equals drop-down list box, select
¢ Yes - Interactions which are reserved for Hide/Show Interaction
¢ No - Interactions which are not reserved for Hide/Show Interaction.

Click the (+) button to add the criteria under the Search List section.

Criterial

Select this...

DescriptionQ
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DNIS (Dialed Number
Identification Service)

DNIS represents the number that the caller dialed.

From the Show items with value that is drop-down list box, select

¢ Contains
¢ Ends with
* Equals

* Equals None
e Starts with

Then, in the Entry text box, type the number by which you want to search.

Direction Call direction for the agent.

The Equals drop-down list box displays the list of interaction types.

* None

* Inbound

e Outbound
Extension Extension number of the device.

From the Show items with value that is drop-down list box, select

¢ Contains

e Ends with

e Equals

¢ Equals None

e Starts with

Then, in the Entry text box, type the number by which you want to search.
Task Name It is a non-recording evaluation. From the Show items with value that is

drop-down list box, select

¢ Contains

¢ Ends with

e Equals

¢ Equals None

* Starts with

Then, in the Entry text box, type the number by which you want to search.
Type Contains all of the interaction types.

The Equals drop-down list box displays the list of interaction types.
« ACD Call

¢ Chat

e |VRCall

¢ Inbound Direct Call

¢ Outbound Direct Call

¢ Outbound Queued Call

e Task

¢ Unknown
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3.1.5.1.6 Interaction Handling

Criterial

Select this...

DescriptionQ
...and these options display:

Agent

Search text box.

* You can search without entering any filter value. A grid displays a list of
all active users associated with the active switch.

* You can also search by typing the partial or the complete User name.

Note: This option is only available for Team Lead/Manager and Account
Owner.

Work Type

Search text box.

* You can search without entering any filter value. A table displays a list
of all active agent groups with their associated switch.

* You can also search by typing the partial or the complete Agent Group
name.

Note: This option is only available for Administrators.

Application

Search text box.

* You can search without entering any filter value. A table displays a list
of all active agent groups with their associated switch.

* You can also search by typing the partial or the complete Agent Group
name.

Note: This option is only available for Administrators.

Initial Work Type

¢ You can search without entering any filter value. A table displays a list
of all active agent groups with their associated switch.

¢ You can also search by typing the partial or the complete Agent Group
name.

Note: This option is only available for Administrators.

Team

Search text box.

¢ You can search without entering any filter value. A table displays a list
of all active teams with their associated switch.

* You can also search by typing the partial or the complete Team name.

Example: When you select the Agent criteria and click Search in the Search field, the
window that opens displays the following columns. You can resize any of the columns in the

grid.
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Column Name Description

First Name The first name of the user configured in the Aspect Quality User Definition
window.

Last Name The last name of the user configured in the Aspect Quality User Definition
window.

Switch Name The switch name for which the user is configured.

Role The role of the user configured in the Aspect Quality User Definition
window (Agent or Mentor).

Status The status of the Agent or Mentor (Active or Inactive)

Email Address The email address configured for the user.

Note: By default, only Active users will be displayed. Refer to Edit My Preferences on page
3147, if you would like to see the Inactive users along with the Active users in the search

criteria.

O

It is also applicable for the Work Type, Application, and Team criteria.
Interaction Statistics

3.1.5.1.7

The Interaction Statistics contain criteria that pertains to the time duration of the interaction.

Criterial

Select this...

Description[

Duration

...and these options display:

From the Show items with value that is drop-down list box, select
* Equals

* Greater Than

e Greater Than or Equals

e LessThan

¢ Less Than or Equals

* Not Equals

Then, in the Entry text box, type the time (format: 00:00:00) by which you
want to search.
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Hold Count

The total number of times a call put on hold.

From the Show items with value that is drop-down list box, select
e Equals

e Greater Than

¢ Greater Than or Equals

e LessThan

¢ Less Than or Equals

¢ Not Equals

Then, in the Entry text box, type the time (format: 00:00:00) by which you
want to search.

Maximum Hold Time

Criterial

Select this...

When a call put on hold and the hold time is maximum.

From the Show items with value that is drop-down list box, select
¢ Equals

¢ Greater Than

e Greater Than or Equals

e LessThan

¢ Less Than or Equals

¢ Not Equals

Then, in the Entry text box, type the time (format: 00:00:00) by which you
want to search.

DescriptionQ
...and these options display:

Total Hold Time

When an agent places the call on hold multiple times, the sum of all hold
duration is the Total Hold Time.

From the Show items with value that is drop-down list box, select

e Equals

e Greater Than

e Greater Than or Equals

e Less Than

¢ Less Than or Equals

¢ Not Equals

Then, in the Entry text box, type the time (format: 00:00:00) by which you
want to search.

3.1.5.1.8

Criterial

Select this...

Matched Rule

Recording Information

DescriptionQ
...and these options display:

The rules that allow the interaction to be recorded.

From the Equals drop-down list, select the rule based on the requirement.
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Recording Reason

From the Contains drop-down list box, select any one or multiple options
based on the requirement

Agent Requested

API Requested

Logging

Mentor Requested
Parent Monitored
Recording Rule matched

Terminal Number

From the Show items with value that is drop-down list box, select

Then, in the Entry text box, type the terminal number by which you want to
search.

Contains
Ends with
Equals
Equals None
Starts with

3.1.5.2 Add Criteria

To add criteria to a search, perform the following steps.

1. On the Search window, click Add Criteria * in the Criteria Summary.

Q Search

m Saved Searches @

=

(i}

v Al v

® New Search

Saved Searches

Date Options:
Previous Year

From:

To:

Scored Non-Scored

Criteria Summary:

+

Channel: *

<

Voice Only.Screen Only,Voice a.

Status: *

<

Current Historical Pending Disp...

Retrieve By:

Date Time - Descending v

The Add Criteria window opens.

Aspect Cloud Quality™ Administrator Guide

Alvaria Confidential | aspect.com | 57



A CISpeCt Cloud Quality Administrator Guide

Add Criteria x

Search Type: *
Search List:
Select a search type v

Criteria: *

2. From the drop-down list, select a Search Type.
3. From the drop-down list, select Criteria.

4. Depending on the search type and criteria that you selected, based on the tables in Search
Types and Criteria, select the remaining criteria and enter the remaining values.
5. Click Add criteria to list.

+ Add Criteria x
Search Type: * Search List:
Interaction Details v
Criteria: *
Extension v

Show items with value that is *

Contains v

Entry: * Add criteria to list |
147 |

The criteria displays in the Search List.
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Search List:

Search Type: Interaction Details X
Extension Contains 147

Note: To remove the search criteria from the Search List, click X.
6. Click OK. The Add Criteria window closes, the Search window becomes active, and the
criteria that you selected displays in the Criteria Summary list.

Criteria Summary:

+

Search Type: Interaction Details o
Extension Contains 147

7. To continue adding criteria, click Add Criteria and repeat the steps in this procedure.

Note: If you add different criteria, the search performs a logical AND operation. If you add
the same criteria with different values, the search performs a logical OR operation.

8. When finished adding all the criteria, click OK. The Search Results displays with the results
of the search in the list.

9. Click Search. The Search Results window opens.

Note: For information about the search results, see Using the Search Results Window.
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3.2 Using the Search Results Window

Once you have obtained the results from the search, you may want to arrange the information
so that it is most useful to you. (To search for an interaction, see Performing a Search on page
3-40.) This includes understanding how to use the tools on the window, such as:

e Pagination

e Group Search Results

¢ Resize Columns

¢ Use the Search Results Menu

SEARCH RESULTS: ALL

Qr sl = Search Type:  New Search

n 100 v ilems per page 1< 11 of 11 items 110 11 of 11 records

3.2.1 Pagination

By default, the system displays the interactions that you searched within a selected time
period (refer Select a Date Option), based on the selected view such as All, Scored and
NonScored (refer Configure Search Results Grid), and lists the most recent 1000 interactions.
Each page displays 100 interactions at a time and if you want to view the next 100 interactions
within the 1000 interactions, click the pagination controls at the bottom-left of the window as

shown below.
Em: : : s [

To view the next 1000 interactions, click the pagination controls at the bottom-right of the
window. O

Example: The administrator is searching with a date range from 1st Jan 2019 to 31st
December 2019 and there are a total of 12397 records available in the database. To view the
next 1000 records or the last 1000 records, click on the pagination controls as shown below.
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In this scenario, if you click on the ™icon, the last 397 records will appear. The pagination will
be shown like “12001 to 12397 of 12397 records” at the bottom-right of the window.

3.2.2 Group Search Results

You can group data by column when you drag-and-drop the column from the table header to
the top of the table where it says Drag a column header and drop it here to group by that
column.

SEARCH RESULTS: ALL

Channel = Direcion = Type = vDate Time
31712020
¢ Outbound Outbound Dire._.

5:48:20 PM

INTr2020

& Inbound Chat
For example:
SEARCH RESULTS: ALL
Qv L D] sl = Search Type:  New Search
Cha. = Direc = Type = vDate., = Dura. = Agent = Exte. = AN = DNIS = Statuu = Thre. = Mess. = Hidder =
4 Date Time: 3/17/2020 4:43:51 PM
3/17/2020
[ D) Inbound Inbound D. Ay 0:01:01  harris, doris 9051 (@)
44351 PM
4 Date Time: 3/17/2020 4:44:34 PM
31712020
L)) Outbound Outbound 3 0:00:07 harris, boris 9100 ()
44434 PM
3/17/2020
L)) Inbound Inbound D 0:00:07 vance, justin 9101 9999 7777771690 (@)
44434 PM
4 Date Time: 3/17/2020 4:44:38 PM
31712020 welch,
&  Outbound  Outbound 0:00:07 "&C 9121 ©
4:44:33 PM william
« Date Time: 3/17/2020 4:44:38 PM
31712020 nes,
@  inbound  InboundD. 0:00:07 12 9124 9999 TTTTTT1669 ©
4:44:33 PM hannah
4+ Date Time: 3/17/2020 4:44:49 PM
311712020
L D) Inbound Inbound D.... 0:00:07 rees, connor 9022 9999 7777771682 (©)
4:44:49PM
4 Date Time: 3/17/2020 4:45:06 PM
31712020 langdon,
&  Outbound  Outbound L i 0:00:42 2"9%M 9475 9073 ©
4:45:06 PM stephanie

4 Date Time: 3/17/2020 4:45:06 PM

21477000 imnbmnn

You can also group by multiple columns by dragging the next column into the same header.
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I 4 Duration 4 Date Time I
Cha. = Dire. = Type =
4 Date lime: 3/1//2020 2:27:19 AM
«* Inbound Chat
4 Duration: 0:04:59
4 Date Time: 3/16/2020 4:43:20 PM
L)) Outbound  Outbound
+ Date Time: 3/17/2020 8:43:17 AM
) Outbound  Outbound
4 Duration: 0:05:00
4 Date Time: 3/16/2020 1:41:30 PM
) Outbound ' Outbound
4 Date Time: 3/17/2020 12:42:19 AM
L D) Outbound  Outbound
4 Date Time: 3/17/2020 4:43:25 PM
o) Outbound  Outbound

« Duration: 0:08:36

Dur. =

0:04:36  viewer, ivr

0:0459 "N

0:0450 "

0:05:00

0:05:00

Agen =

weich2

" william

welch2

william

Exte.

9065

9065

9065
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Search Type: New Search

= AN = DNS = S = Thre. = Mes. = Hidder =

()

©

)

©)

)

©

To edit the grouping, click the X of the column that you want to remove from the group.

3.2.3 Resize Columns

If you cannot see the complete content of a column, you can resize the column so that you
can see the complete content.

* To resize the column, hover the mouse on the right border of the column that you want to
resize so that the mouse displays a double-sided arrow, then click-and-drag the column

border.

* To automatically adjust the size of the column to the width which displays all of its content,
double-click the right border of the column that you want to resize.

3.2.4 Use the Search Results Menu

Once you view a set of search results or scored interactions, you have access to a drop-down
menu from the main menu icon next to each column name. You can use this menu to
customize what columns display and how the data displays (grouped or not grouped, sorted
ascending or descending). The Search Results or Scored Interactions windows retain the
changes that you make to the window, and persists when you close the browser, or open a

new instance of the browser.
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SEARCH RESULTS

Qr

Chan.

©

L D)

L

0]

Direc

Outbound

Inbound

Outbound

Inbound

Inbound

SRR ]

Type

1]
«

= vyDate! = Duratio

31712020

Cutbound ...

Chat

5:48:20 PM

31712020
5:41:16 PM

31772020

Outbound ...

5:40:56 PM

311712020

inbound Di...

Chat

5:40:07 PM

311712020
5:40:04 PM

3.2.4.1 Sort Columns

By default, the system sorts the search results on the start date time of the interaction in
descending order, so that all related interactions display on the first page.

Cloud Quality Administrator Guide

n - Agent = Exten. = ANI - DNIS =

1 Sort Ascending
0:08 01191725
+ Sort Descending

000. Y Filter »
il Columns >

001 _ 01191725.
i= Show All Data

& Reset Layout
0:00 91804340... 6503858185
@ Clear Al Filters

0:00:00 viewer, ivr

You can sort any of the columns that display in the search results, although only a default list
of columns display.

To sort any column, click the main menu icon next to the column name, and the column menu
opens. You can click Sort Ascending or Sort Descending, depending on how you want to sort

your column.

1 Sort Ascending

+ Sort Descend
Y Filter

I Columns
i= Show All Dat
> < BestFit

¢ Reset Layout

ing

o

a

o

© Clear All Filters

3.2.4.2 Add or Remove Column Names

You can remove or add the columns that you want to view by clicking the column header
option next to any column name and selecting Columns.
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{w| Type
Date Time
Duration
Agent
Extension
Direction AN

Sort Ascending DNIS
[ ] Hold Count

[] HostID
[] Matched Rule

TN ) vz voia Time

T
4 Sort Descending
T

Filter >

IE Show All Data I:l Interaction 1D
@ Reset Layout [] Total Hold Time
© Clear All Filters [] work Type
[] Initial Work Type
Status

[ ] Customer Name

[ ] Message Count

[] Customer Email Address
Thread ID

[ ] Email Subject
Message ID

[ ] Transcript File Name
[ ] universal Media ID
[ ] Task Name

[ ] Teams

[] Switch

[71 Annlicatinn

The Columns menu displays the name of each column. Select or deselect the check box(es)
next to the column name that you want to view or remove.

Note: For descriptions on each column name, see Column Names on page 3-96.

3.2.4.3 Filter Criteria

From the Search Results or Search Evaluations pane, you can narrow the search of the
database by changing the criteria of a particular column. For more information on obtaining
search results, see Chapter 3, Search for an Interaction.

To change the criteria of a column, perform the following steps.
1. Click the main menu icon next to the column name of the criteria that you want to change.

2. Select Filter. Depending on which column you selected, a menu displays with the criteria
that you can change.
For example, if you want to change the criteria for the Channel, Direction, Agent,
Extension, ANI, DNIS, or Status columns, the Filter drop-down list displays the following.
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1 Sort Ascending
+ Sort Descending

Show items with a value that:

Il Columns > Equal to v
= Show All Data

>{ BestFit

& Reset Layout And v

© Clear All Filters
Equal to v

If you want to change the criteria for the Date/Time column, the Filter drop-down list
displays the following.
{ T Sort Ascending

4+ Sort Descending

Show items with a value that:

I Columns - Equal to o

= Show All Data

3{ BestFit =0

O Reset Layout And v
© Clear All Filters

Equal to v

=C)

If you want to change the criteria for the Duration column, the Filter drop-down list displays
the following.
+ * Sort Ascending

+ Sort Descending

Show items with a value that:

Il Columns < Equal to v

= Show All Data

H $im s <2
3% BestFit > V =
(& Reset Layout And v
© Clear All Filters

Equal to v

H Sim C|s ¢

o (D

3. Change the Filter criteria.
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Note: If you want to start with a blank Filter drop-down list box, click Clear.

4. Click Filter. The Search Results automatically update.

3.2.4.4 Reset Layout

Select Reset Layout to restore the table layout to the factory defaults.
T Sort Ascending 4
+ Sort Descending

Y Filter

1l Columns
i= Show All Data
>% BestFit

® Reset Layout

@ Clear All Filters

3.2.4.5 Clear All Filters
Select Clear All Filters to delete all the filters that you added to this search.
I T Sort Ascending

+ Sort Descending

Y Filter

Il Columns
i= Show All Data
>{ BestFit

Reset Layout

C

© Clear All Filters

3.2.5 Edit or Delete Criteria

Follow the steps below to edit or delete the criteria in the Criteria Summary.

1. In the Criteria Summary list, in the criteria that you want to edit or delete, click Action > Edit

or Action > Delete.
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Criteria Summary:

+
# Edit

Search Type: Interaction Detaik &

ANI Coniains 147 X Delete

o

Clicking Action > Delete automatically deletes the criteria from the Criteria Summary list.
Clicking Action > Edit displays the Edit Criteria window, with the Search Type, Criteria, and
other fields pertaining to that criteria display in the Search List.

<+ Edit Criteria x

Search Type: *

Show items with value that is *

Contains v

Entry: *

147

2. Modify the fields you want to change.
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3. Click OK. The new criteria displays in the Criteria Summary pane.
OR
To cancel the update, click Cancel.

3.2.6 Interaction Window

When you select an interaction to review, or you create a playlist of interactions, the Interaction
window opens. Any previously selected interaction in the Search window displays in the left
pane below the Media Player in a table. The first interaction in the list is selected by default.

INTERACTION
£ Agent Shree Date Time 9/5/2019 1:13.41

Evaluation: None v o+ =v

Details Actions

*D 00:00:00 / 00:01:05 C'

Interaction Details:

Drag a column header and drop It here to group by that column

Interaction ID: 013E5A1D-060A-4A02-AAD3-03AC0B2CEABD

Channel = Direction [ Date Time Type: ACD Cal
152019 1:13:41 AM

> L) Inbound 9512018 11341 AW Switch: Default Import Switch
> ) Outbound 8/29/2018 3-57-06 AM HostID: N/A

uciD: N/A
> ! 8129 26 AM

)] Outbound /292018 4:02:26 AM Eiknsion: NA

Device Position: N/A
> ) Inbound 82972018 4:02:26 AM

ANI: N/A
> (V) Outbound 8/28/2018 7:30:31 AM DNIS: N/A

Task Name: N/A
> L)) Inbound 8/29/2018 2-13:53 AM

Assigned Interactions:  No

] N

. ) Inbound 8/20/2018 3:56:17 AM Hiddon o

3.3 Viewing Search Results

Click on the pagination controls on the bottom-left of the search results window to control the

viewing of the interactions.
E: : ¢« s of

To view the next 1000 interactions, click the pagination controls at the bottom-right of the
window. O

Example: The administrator is searching with a date range from 1st Jan 2019 to 31st December
2019 and there are a total of 12397 records available in the database. To view the next 1000
records or the last 1000 records, click on the pagination controls as shown below.

1 to 1000 of 12397 records m

In this scenario, if you click on the * button, the last 397 records will appear. The pagination
will be shown like “12001 to 12397 of 12397 records” at the bottom-right of the window.

Below is the table to view interactions by different personas:
Persona Description
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Account Owner Account Owner can view all the available interactions.

Persona Description

Team Lead / Manager Team Lead or Manager can view all the interactions of the teams, which
they manage.

Agent Agent can view only their own interaction.

3.3.1 Create a Playlist

You can select more than one interaction, as a group, to listen to recordings. Selecting more
than one interaction means that you are creating your own playlist.

In the following example, the procedure creates a playlist from the Interaction window.
To create a playlist, perform the following steps.
1. Begin by Performing a Search for the interactions to which you want to listen or view.

2. In the Search Results pane, in the left column, select the checkbox of the interactions that
you want to open in the playlist.

SEARCH RESULTS: ALL
Qv L D) BNl =~ Search Type:  New Search
Chan = Direc = Type = vDate = Durafion = Agent = Exten = AN = DNISE = Status = Threa = Mess. = Hidde:
a X managel = o
o) Outbound  Outbound 0083 o | 4a4s 01191725 )
panka
311772020
™ bound Chat e 0:00:00 viewer, ivr ()
311712020 manage
" Outbound Outbound ; 0:.01.48 . ¥ 4446 01191725 (v)
5 o
e
LD nbound bound 0-00.08 el 4448 91804340 6503858185 )
pankaj
@ nbound Chat 00 ()
bert
N Outbound  Outbound 00:06 o0 go @
ally
«® nbound Chat 0 awear ivr ©@
L D) nbound Inbound Di 2033 (&)
) Outbound  Outbound ... 9033 )
L ] nbound Chat 00:01 viewer, ivr (=)
L D) uthound Outbound 00008 S05( 10 ()
4 nbound ACD Cal 00:31 8110 9999 7777771698 (@)
L D) nbound Inbound D 0:00:21 vance, justin 9101 9999 TIT7771690 () 2
>
-l - 2 . B ~ u ann ol d s t ARA AFAARA o

Note: You can select up to ten (10) interactions for a playlist.
3. Click Create Playlist.

SEARCH RESULTS: ALL
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4. Depending on the type of interaction that you want to view, select the following option.

¢ Quick View of Audio Interaction in the Media Player

3.3.1.1 Quick View of Audio Interaction

If the user wants to listen or download the recording, follow the steps below to listen an audio
interaction or download the audio interaction.

1. Select the audio interaction and click on the Play Voice Only button as shown below.

SEARCH RESULTS: ALL
Qr Bl = Search Type: ~ New Search

Drag a column header and drop it here to group by that column

[0  Channel = Direction = Type = vDate Time = Duation = Agent = Exension = Anayti. = ANl = DNS =
0 ] None Task 9/6/2019 4:52:01 PM 0:00:00 QA_UCCX, Agent25 2
O =) Qutbound Qutbound Direct Call 9/6/2019 4:51:13 PM 0:00:23 QA_UCCK, Agent24 1024 1025 279

0 ol Qutbound Outbound Direct Call 9/6/2019 4:50:14 PM 0:00:26 QA_UCCK, Agent25 1025 1025 279

0 B Inbound Inbound Direct Call ~ 9/6/2019 4:49:28 PM 0:01:44 QA_UCCX, Agent25 1025 1024 1025

0 g Outbound Qutbound Direct Call 9/6/2019 4:49:28 PM 0:01:44 QA_UCCX, Agent2d 1024 1024 1025

0 ¥ None Task 9/6/2019 4:48:22 PM 0:00:00 QA_UCCX, Agent24

0 = Inbound Inbound Direct Call ~ 9/6/2019 4:45:47 PM 0:00:46 QA_UCCX, Agent25 1025 1024 1025

O = Qutbound Outbound Direct Call 9/6/2019 4:45:47 PM 0:00:46 QA_UCCX, Agent2d 1024 1024 1025

0 B0 Qutbound Qutbound Direct Call 9/6/2019 4:40:27 PM 0:05:20 QA_UCCX, Agent24 1024 1024 1025

[} = Inbound Inbound Direct Call ~ 9/6/2019 4:40:27 PM 0:05:20 QA_UCCX, Agent2s 1025 1024 1025

0 L) Inbound Inbound Direct Call | 9/6/2019 4:39:47 PM 0:00:09 | QA_UCCX, Agent25 1025 1024 1025

0 g Qutbound Qutbound Direct Call 9/6/2019 4:39:47 PM 0:00:09 QA_UCCK, Agent24 1024 1024 1025

Note: After selecting the audio interaction, only the Play Voice Only button will be enabled
as the interaction is voice interaction.
2. Click on Play button to listen the audio and click on Download button to download the media
file as shown below.

Note: The user must have access to download the media if not, the Download button will be

disabled.
%) Play Voice Only x
Download
Agent: QA_UCCX, Agent25 Date Time: 9/6/2019 4:39:47 PM \

'O 00:00:00 / 00:00:08 C

w

Play

3. Click on OK button to close the Play Voice Only window.
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3.3.1.2 Quick View of Voice and Screen Interaction

If the user wants to listen or download the recording, follow the steps below to listen or
download the voice and screen interaction.

1. Select the voice and screen interaction as shown below.

SEARCH RESULTS

T+

Q-

Drag a column header and drop it here to group by that column

O Channel = Direction
O ] None

O ] Outbound
O = Outbound
O B9 Inbound
O =i Outbound
O ] None

O = Inbound
O Outbound
O Outbound
O BEe Inbound
O D) Inbound
O =2 Outbound
O = Outbound
O vl None
Note:

Type =
Task
QOutbound Direct Call
Outbound Direct Call
Inbound Direct Call
Outbound Direct Call
Task
Inbound Direct Call
Outbound Direct Call
Outbound Direct Call
Inbound Direct Call
Inbound Direct Call
QOutbound Direct Call
Outbound Direct Call

Task

v Date Time

9/6/2019 4:52:01 PM

9/6/2019 4:51:13 PM

9/6/2019 4:50:14 PM

9/6/2019 4:49:28 PM

9/6/2019 4:49:28 PM

9/6/2019 4:48:22 PM

9/6/2019 4:45:47 PM

9/6/2019 4:45:47 PM

9/6/2019 4:40:27 PM

9/6/2019 4:40:27 PM

9/6/2019 4:39:47 PM

9/6/2019 4:39:47 PM

9/6/2019 4:38:07 PM

9/6/2019 4:36:29 PM

=  Duration =

0:00:00

0:00:23

0:00:26

0:01:44

0:01:44

0:00:00

0:00:46

0:00:46

0:05:20

0:05:20

0:00:09

0:00:09

0:01:06

0:00:00

Agent
QA_UCCX, Agent25
QA_UCCX, Agent24
QA_UCCX, Agent25
QA_UCCX, Agent25
QA_UCCX, Agent24
QA_UCCX, Agent24
QA_UCCX, Agent25
QA_UCCX, Agent24
QA _UCCX, Agent24
QA_UCCX, Agent25
QA_UCCX, Agent25
QA_UCCX, Agent24
QA_UCCX, Agent24

QA_UCCX, Agent25

Search Type:  New Search

Extension = Analyti...

1024
1025
1025

1024

1025
1024
1024
1025
1025
1024

1024

* After selecting the interaction, the Play Voice Only and Play Voice and Screen button
will be enabled as the interaction is voice and screen interaction.
¢ When Voice and Screen interaction is expected but the Voice or audio is missing (

B This icon is available under the Channel column for the interaction) then only
the Play Voice and Screen button will be enabled and the Play Voice Only button will

be disabled.

¢ When Voice and Screen interaction is expected but the Screen is missing (

=9 _This

icon is available under the Channel column for the interaction) then only the Play
Voice Only button will be enabled and the Play Voice and Screen button will be

disabled.

2. Click on the Play Voice Only button to listen only audio as shown in step 2, Quick View of
Audio Interaction or click on the Play Voice and Screen button. The Play Voice and Screen
window appears as shown below.
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'Y Play Voice and Screen

x
Download
Agent QA_UCCX, Agent24 Date Time 12472020 52452 PM +

D 00:00:00 ¢ 00:01:11 C

Play

w

Click on Play button to listen and view the interaction
4. Click on Download button to download the media file. The Download window appears as
shown below.

Note: The user must have access to download the media if not, the Download button will be
disabled.

.‘. Download 3

You have chosen to download a £ Voice and Screen recording. This can be
separated into parts.

.‘ Choose how to separate voice and screen files

@ =" Ccombined Voice and Screen
B P Voice
(3 B Screen

Note:

* Toggle-on the Combined Voice and Screen button to download the screen file with
audio.

¢ Toggle-on the Voice button to download only audio file.

¢ Toggle-on the Screen button to download only screen file.

5. Click on OK button to complete the download.

3.3.1.3 Quick View of Email Interaction

If the user wants to view or download the email interaction, follow the steps below.
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1. Select the email interaction and click on the View Transcript button as shown below.
SEARCH RESULTS: ALL

Qv Bll=y Search Type:  New Search

Drag a column header and drop it here to group by that column

D Channel = Dire. = T = vDateTime = = Agent = = ANl = DNIS = = Thread ID =
82472020 10:40:52 : ;
O L ] Inbound Chat 00... viewer, ivr ()
AM
8/24/2020 10:35:31 =
|:| & Inbound Chat 0:0. viewer, ivr (@)
AM
8/24/2020 10:29:53 M 5,
0 S Inbound Chat ] o ©
AM Cloud
D @ Inbound Chat 8/21/2020 2:43:49 PM  0:0... chat1, auto1 ()
|:| *® Inbound Chat 8/21/2020 2:48:25 PM  0:0... agt, sonya )
Useragnt,
|:| Outbound Inbou... | 8/21/2020 2:39:27 PM 1 0:0... b () 940015250 6448
Useragnt
|:| L ] Inbound Chat 8/21/2020 1:43:.07 PM  0:0. chat1, auto1 ()]
D & Inbound Chat 8/21/2020 1:3226 PM  0:0... agt, sonya )
D * Inbound Chat 8/21/2020 1:12:36 PM  0:0... naik, ram )
|:| @@ Inbound Chat 8/21/2020 1:12.00 PM  0:0... viewer, ivr ()
|:| *® Inbound Chat 8/21/2020 1:10:10 PM  0:0...  naik, ram )
|:| ® Inbound Chat 8/21/2020 1:06:34 PM  0:0.. naik, ram (@)
— - TR i P e R D O T PSS S BT

Note: After selecting the email interaction, only the View Transcript button will be enabled.

2. The View Transcript window appears as shown below.

&= View Transcript x
Agent: Pissay, Tara Date Time: 9/30/2019 4:36:48 PM Type: Email
Pissay, Tara & - "2

Agent Customer

Email Test with o file extension from customer
This emas cluding any antachments) 1s proprictary to Aspect Software, lac. and may contain mfon
that 1s confidennal If you have recened this message m error. please do not read, copy or Sorward
message. Please nonufy the sender tmmediately, delete 5t from your system and destroy any copscs. Jou may
not further disclose or distribute this emaul or wts antachments.

Download

3. Click on the Download button to download the interaction.

Note: The user must have access to download the Email interaction if not, the Download
button will be disabled.

4. Click OK button to close the View Transcript window.

3.3.1.4 Quick View of Chat Interaction

If the user wants to view or download the chat interaction, follow the steps below.
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1. Select the chat interaction and click on the View Transcript button as shown below.
SEARCH RESULTS: ALL

Qv sl = Search Type:  New Search
Drag a column header and drop it here to group by that column
U Channel £  Dire.. = T. = vDateTime = =| Agent = = AN = DNIS = =| Thread ID =
82472020 10:40:52 :
D [ ] Inbound Chat R 0:0... viewer, ivf ()
AM
=S 812412020 10:35:31 .
D inbound Chat 0:0... ' viewer, ivr (@)
AM
82472020 10:29:53 M 5,
0O e Inbound Chat 0L ©
AM Cloud
D * Inbound Chat 81212020 24849 PM 00 chat1, auto1 ()
D «* Inbound Chat 8/2172020 224825 PM  0:0 agt, sonya (e4)
U t
0 = Outbound  Inbou.. 872172020 2:3927PM 00 L ocredn () 940015250 o4
o Useragnt
D * Inbound Chat 8/2172020 1:43:07 PM  0:0... chat1, autod ()
u «® Inbound Chat 8/21/2020 1:3226 PM  0:0... agt sonya )
|_i * Inbound Chat 8/2172020 11236 PM  0:0... naik, ram ()
D L ] Inbound Chat 8/21/2020 1:1200PM  0:0...  viewer, ivr (e)
ﬂ «* Inbound Chat 8/2172020 1:10:10 PM  0:0... naik, ram (3]
|:/‘ * Inbound Chat 8/2172020 1:06:34 PM  0:0... naik, ram ()
O -« Inbound Chat 82172020 10355 PM  0°0_.  naik, ram ()
: 812112020 11:21:12 ¢
[] V)] Outbound Outbo... . 0:0... simpson, luke 9030 9033 ()

Note: After selecting the chat interaction, only the View Transcript button will be enabled.

2. The View Transcript window appears as shown below.

| B View Transcript x
| Agent. viewer, ivr Date Time: 3/17/2020 5:38.04 PM Channel. Chat
® viewer, ivr - Chat - 38.04 PM - Duration: 00:00:01 E
‘ E 1 AutoCustomer1
Customer "AutoCustomer1’ has joined the conversation
AutoCustomert Download

Session [0] First Chat Message

.+ AutoCustomert

Customer 'AutoCustomer1’ has left the conversation

1 System
Hellol

“1 System
Sorry, there seems to be a problem with the system. e regret the inconvenience, please try again fater.
Have a nice day!

v

3. Click on the Download button to download the interaction.

Note: The user must have access to download the Chat interaction if not, the Download
button will be disabled.
4. Click OK button to close the View Transcript window.
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3.3.1.5 Quick View of SMS Interaction

If the user wants to view or download the SMS interaction, follow the steps below.

1. Select the SMS interaction and click on the View Transcript button as shown below.
SEARCH RESULTS: ALL

Qr el =~ Search Type:  New Search

Drag 2 column header and drop it here to group by that column

Channel = Direcion = vDateTim¢ = Duraion = Agent =| Extensior = ANI =) DNIS! = Slaus = Interacti

117812019 base-,

%} None 0:00:00 o) Task
11:16:52 AM BaselnAgent1
117772019 base-|

& None et 0:0000 Fo) Task
2:37:36 FM BaselnAgent1

0 : 10/14/2019 5

(%] None 0:00:00 Andrew, Baker (=) Task
4:18:29 AM
10/10/2019 Gengaram,

& None : 0:00:00 o0 © Task
3:20:13 AM Karthikeyan
10/1/2019

= None 0:00:00 auto, User1 D) Task
3:05:33 AM
9/30/2019

=} None 5 ' 0:00:00 Pissay, Tara 19} ask
4:37:07T PM
9/30/2019

=~ Outbound #3643 PM 0:00:00 Pissay, Tara D Manual Outbr
4 inl )
972012019

a Inbound L 0:00:00 ' Dwivedy, Abhay 1 1 D)) Inbound SME
551 J
9/20/2019

& nbound 0:00:00 auto, User1 0] Chat
4:39:15 AM
9/1812019

2 nbound .,3. 58 AM 0:00:00 auto, User1 o IVR Call
233 Al
9/4/2019 g 5 2

) Outbound 150253 Al 0:04:09 Dwivedy, Abhay 2578 o Qutbound Dir
< 23 AR

% 812712019 J e 2 - :

o nbound 84197 PM 0:01:11 Dwivedy, Abhay 2579 2578 2579 o Inbound Dires

8:41:27 PM

Note: After selecting the SMS interaction, only the View Transcript button will be enabled.
2. The View Transcript window appears as shown below.

0 View Transcript x
1
Agent: Dwivedy, Abhay Date Time: 9/20/2019 5:51:30 PM Type: SMS
OC——— 1 - inbound SMS - 51.30 PM - Duration: 00:00:00 E

19293676838 /

Customer '19293676838" has joined the conversation Download

19293676838
SMS Call

System
Hello there!

System
Okay. Please wait while we connect you to a five agent. The next available agent will text you back
minute(s).

az_agent1 az_agent1

Agent ‘az_agent1 az_agent1’ has joined the conversation
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3. Click on the Download button to download the interaction.

Note: The user must have access to download the SMS interaction if not, the Download
button will be disabled.

4. Click OK button to close the View Transcript window.

3.3.2 View Interaction Details

If you want to view only the metadata of the interaction without going away from the Search
Results page, then you can select the "View Interaction Details" button which will open the
interaction metadata in a dialog.

Follow the steps below to view the metadata such as Interaction Details, Interaction Handling,
Interaction Statistics, Recording information, Archiving Information and Custom Information for
an interaction.

1. Select the interaction and click on View Interaction Details button as shown below.

SEARCH RESULTS: ALL

Qv )] ||| =y Search Type:  New Search

Drag a column header and drop it here to group by that column

j Channel S Dire. = T = vDaleTime = £ Agent = S AN = DNS = = Thread ID
[] [ Inbound Chat 82172020 :10:10PM  0:0... naik, ram ()
:] kg Inbound Chat  8/21/20201:06:34 PM  0:0... naik ram ()
[ @ Inbound Chat /2172020 1:03.55PM 0:0... naik, ram ()
; 8/21/2020 11:21:12 !

:] )} Qutbound Qutbo... Al 0:0... simpson, luke 9030 9033 ()

81212020 11:21:12 lawrence,
] O O L 9033 )

AM evan

2. The View Interaction Details window appears as shown below. Scroll down to view the
details such as Interaction Details, Interaction Handling, Interaction Statistics, Recording
information, Archiving Information and Custom Information.
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View Interaction Details

Interaction Details:

Interaction ID:

Type:

Switch:

Host ID:

Extension:

ANI:

DNIS:

Task Name:

Assigned Interactions:

Hidden:
Interaction Handling:

Agent:
Application:
Work Type:

Initial Wark Tuna*

CFECC18B-54E7-4892-AFB2-CC16016B5BA3
QOutbound Direct Call

pats

1457.36519

9050

N/A

8888318010

N/A

No

No

roberison, wally

Cloud Quality Administrator Guide

3. Click OK button to close the View Interaction Details window.

3.3.3 Custom Info Column to Display

Follow the steps below to view one or more Custom Info columns in the Search Results grid.
These custom info columns can be used for additional filtering.

1.

Aspect Cloud Quality™ Administrator Guide

Click on the

Key and Switch are displayed, as shown below.

button to add one or multiple custom info columns. The list of Custom Info
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SEARCH RESULTS: ALL

Qv

V)]

g.m =

Drag a column header and drop Lhere 001 0 coorn 1hee v oo Display

L
t

Channel

L J
L]
L ]

[ )]

L

L2

-«

=

$

L V)

Search Type: New Search

x
= 4 Custom Info Key = Switch = ad D = Hid =
accl pals
Inl D ~ A
[] adar pats
Inl
i [] batance pats
[ «ity pats
ol
[ country pats
inl [] eph pats
[ ddel pals
Ot [] Disposition Code pats
[[] frame pats
Ind
D hph pals b o
Ini n 1-17 of 17 ilems
o1 Cancel [ ok EEY 8
8/2172020 11:20:31
Inbound Inbou... At 0.. black, martha 9. )
AN
8/21/2020 11:20:13
Inbound Inbou. R 0.. waish, angela 9. ) v
AM
4 5 L 100 V' ilems per page 1- 100 of 853 tems 1 to 853 of 853 records

2. Click on the check box to select the Custom Info Key and the adjacent Switch, as shown
below. Click OK to add the custom info column in the search grid.O0 Ex: Disposition Code is
taken as an example.

Custom Info Columns to Display

4 Custom Info Key

Callvariable5
CallVariabled
Callvariable7
Callvariable8
CallWrapupData
Cust_1sdfsd

«| Custom Info_SNN
Directory Number
Disposition

Disposition Code

= Switch
UCCE (Inactive)
JCCE (Inactive)
JCCE (Inactive)
CCE (Inactive)
UCCE (Inactive)
Default Import Switch (Inactive)
UIP73_SP3_RCTIPS
Cisco UCM (Inactive)
Lom_Zipwire1 (Inactive)

UIP73_CTIPS

-

1-710f 71 items

Cancel X OK

Note: Select multiple check box to add multiple custom info columns in the Search Results
grid. If you want to multi-select, then drag or use CTRL button in your keyboard and
click (You can click anywhere in the row) on the rows that you want to choose.

3. The Custom Info column is added to the search grid, as shown below.

Aspect Cloud Quality™ Administrator Guide
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SEARCH RESULTS: ALL

Qv aeslll = Search Type: ~ New Search
Drag a column header and drop it here to group by that column
[] | »Channel = Dire.. = T = vDateTime = Agent = A . = D. = vTheadlD = | =] Disposition Code =
812412020 10:40:52
[ ] L ] Inbound Chat ; i viewer, fvr A
AM
8/24/2020 10:35:31 ¥
O * Inbound Chat viewer, ivr
AM
82412020 10:29:53 Manager5
:] * Inbound Chat
AM Cloud
:] L J Inbound Chat 82172020 2:48:49 PM  chati, auto1
:] ® Inbound Chat 82172020 24825 PM  agl, sonya
Useragnt pa
] Outbound inbou. 812172020 2:39:27 PM 940015250 EHB_SUCC
Useragnt
j [ ] Inbound Chat 82172020 1:43:.07 PM  chati, auto1
:] -« Inbound Chat 82172020 1:32:26 PM  agt, sonya
] ® Inbound Chat 8/21/2020 1:12.36 PM  naik, ram
:] L Inbound Chat 812172020 1:12:00 PM  viewer, ivr
[fe] * Inbound Chat 82172020 1:10:10 PM  naik, ram
:] ®» Inbound Chat 8/2172020 1:06:34 PM  naik, ram
| L] Inbound Chat 82172020 1:03:55 PM  naik, ram
82112020 11:21:12 b
(| ) Outbound Qutbo... simoson. luke 9033 NON
BB : 2 +« 5 . »» 10 v temsperpae 1-100 of 853 items 110 853 of 853 records

3.3.4 Interaction Menu

The Interaction Menu consists of multiple features such as Show or Hide Interaction, Assigned
Interactions, Export Media, Collapse All, Save as my default view, Delete which help you to do
various activities with interactions on the Search Results grid.

Note: Interaction Menu will always appear regardless of any user profile right/permission for
the user.

3.3.4.1 Show or Hide Interaction

This feature is only accessible when the user has Hide/Show interaction right/permission for
the user profile.

3.341.1 Hide Interaction

The user wants to hide an interaction from others. For example, when the recording interaction
consists of data which you do not want others to see. Follow the steps bellow to hide an
interaction from others.

1. Click on the check box for the interaction which needs to be hidden, as shown below.
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SEARCH RESULTS: ALL

Qr 3 @ ajlm =y

Drag @ column header and drop il here to group by that column

Cha = Dire = Type = wpal =
513112019
2] ) Inbound ACD Call
“ ” 9:2233PM
5312019
&] < Inbound ACD Call
by 92238 PM
531/
o Inbound ACD Call 2010
92238 PM
@ Inbound ACD Call
51317201
© Inbound ACDCan  >R12019
92233 PM
53172019
€@ Inbound ACD Call ~
92233 PM
513112019
© Inbound acDcan P11
92233 PM
53172019
£® Inbound  ACDCal s
= & 92233 PM
53112019
© Inbond AcDcan  R1201
92238 PM
12172019
0] Inbound ACD Call 3

WV | items per page

(T

Dut L Agent = Ext = aHidden =
00400 VeLN
Chidananda
FiveLN
FivelN
00400 "
Chidananda
00400 ., LN, FN ®
0:04:00 Cn!dananoa °
Chidananda.
0:04:00 Chidananda, ®
Chidananda
0:04:00 LN )
c
0:04:00 Chidananda, ®
Chidananda
0:04:00 ©
00400 LN (]
0:04:00 o

Cloud Quality Administrator Guide

Search Type: = New Search

ANI = DNIS = Dev = Status = inte

)

)
)
)
)
)
(D]
(O]
)
) ¥

»

1- 129 of 129 items

Note: Select multiple checkboxes to hide multiple interactions.

S

2. Click on the
below.

SEARCH RESULTS: ALL

ar

Drag a column hg

& O 0O OO

=

o (=0 @| s m

¢ Hide Interactions

v

£ Assign Interactions

< Export Media

& Collapse All

W Delete

D) Outbound

button and select Hide Interactions to hide the interaction, as shown

nbou.

nbou.

Qutbo

3. The interaction is marked hidden under the Hidden column, as shown below.
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SEARCH RESULTS: ALL

ary 3 @ Bl =~ Search Type:  New Search

Drag a column header and drop it here to group by that column

Cha. = Dire. = Type = vDat. = Dur. = Agent = Ext. = aHidden = ANl = DNIS = Dev. = Stus = inte
1» inbound ACDCall: |2 0:04:00 o ) -
9:22:38 PM Chidananda
FiveLN
51312019
Inbound ~ ACD Call 0:0400 . LN, FN 0
b > 92238 PM ° )
53112019 Chidanand
@  Inbond  ACDCall 0:04:00 CMidananda, ® ©
9:22:38 PM Chidananda.
53112019 Chidanand
@  Inbound  ACDCall 0:04:00 _oonanda ) ©
9:22:38 PM Chidananda.
53112019
Inbound ~ ACD Call 0:0400 LN @
* S 92238 PM © )
513112019 hidanand
© Inbound ACD Call G 0:04:00 Chidananda © ©
9:22:38 PM Chidananda.
§131/2019
B Inbound ACD Call 0:04:00 2
= 92238 PM ° ©
53112019
Inbound  ACD Call 0:0400 LN ¢
b 92238 PM ° )
513112019
Inbound ACD Call 0:04:00 (¢
+ 92233 PM ° ©
53172019 FivelN,
inbound | ACD Call 0:04:00 ©)
= ® 92238 PM Chidananda ° o

Note: When multiple interactions are selected and the selected interactions consist of both
hidden and shown interactions, then only the shown interactions will be hidden.

3.3.41.2 Show Interaction

The user wants to show an interaction to others. Follow the steps bellow to show the
interaction.

1. Click on the checkbox for the interaction which needs to be shown, as shown below.
SEARCH RESULTS: ALL

Qy 3 W &=y Search Type:  New Search

Drag a column header and drop t hiere to group by that column

Cha. = Die.. = Type = vDat.. = Dur. =| Agent = Eq. = aHdden E ANl E DNIS = Dev. =| Stane' = e
I3 LuIY Fiveun
) nbound ACDCal 00400 )
4 ¢ i 92238 PM Chidananda ’
FiveLN
vl 513172019 i X
) Inbound ACD Call S P 0:04:00 ..., IN. FN (V] )
53112019 Chidananda
) nbound ACD Call 0:04:00 )
¢ % 92238 PN Chidananda ° #
513172019 Chidananda
) nbound ACD Gall 0.04.00 {©)
« TR 922.38PM Chidaranda ° )
L D) nbound ACD Call 0:04:00 LN Q {=)
Chidananda
) nbound ACD Call 0.04:00 {o)
¢ o - Chidananda © ‘
ful nbound ACDCall 0:0400 (V] ()]
Note:

¢ The interaction is marked hidden under the Hidden column
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¢ Select multiple checkboxes to “show” multiple hidden interactions. 2.

= v putton and select Show Interactions.

RESULTS: ALL

© s 5

:olu 1at colun
| & Show Interactions pe
Call

& Assign Interactions

< Export Media
« Call
[® Collapse All

= Save as my default view Call

il Delete Call
Click on the

3. The interaction is blank under the Hidden column, as shown below.
SEARCH RESULTS: ALL

Qy 3 W s =~ Search Type.  New Search
Drag 2 column header 2nd drap It here 1o group by that column
Cha = Dire = Typa = vDat = Ext = aHiddan = ANl = DNIS = Dev = Status = Inte
® ) on! Ta {«)
= Non T )
@ | S Nons Task STy )
@ > - 44926 PM
/512019 minisrat
&) [ =] None Task 201 0:00:00 doeaks «)
3:18:39 PN AQM

" Futtzppa
e [ - Nona 00 ()
a8 | =] on Ta 0:00:00 i )

¢ nbound ACD Call 0.04:00 LN, FN “

L7 nbound ACD Call 0.04:00 o)
@3 L) nbound ACD Call 0:04:00 ()

FivelN
@ | L) nbound ACD Call 0.04.00 _ ()
Chidananda
@ @ ) nbound ACD Call 0.04:00 FN, FN )
»
n 200 V' dems per page 12100 of 1000 tteme 1101000 612577 records M

Note: When multiple interactions are selected and the selected interactions consist of both
hidden and shown interactions, then only the hidden interactions will be shown.

3.3.5 Collapse All

When nested grids are expanded on the SEARCH RESULTS window (either in SEARCH
RESULTS: ALL or SEARCH RESULTS: SCORED), Collapse All option allows you to collapse
all of the expanded nested grids. Refer Configure Search Results Grid and the below screenshot
of the expanded nested grids.
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Note: Collapse All option is disabled in SEARCH RESULTS: NON-SCORED window.
SEARCH RESULTS: ALL

Qy 3 W el =~ Search Type.  New Search

Drag a column header and drop it here to group by that column

7 | Channel = | aDir. = Type = vDate Time 2, D.. = Agent = Exk =\ An & =D e H
(5] o Inbound Inbound Direct Call  8/27/2019 9:09:17 PM 0:00:31 Dwivedy, Abhay 2579 821t~
a ) 79 Inbound Inbound Direct Call  8/27/2019 8:06:52 PM 0:00:47 Dwivedy, Abhay 2579 821t
Drag a column header and drop it here to group by that column
Quality Score (%) = Point Score = PassfFail =  Evaluation Status = Evaluation Template Name = Evaluation CreatedBy = v
50% 10120 Pass Complete Template Created in 180 GA Administrator, AQM af
1
(| Fad Inbound Inbound Direct Call  8/27/2019 8:41:27 PM 0:01:11 Dwivedy, Abhay 2579 2578 2579 820¢
a b L)) Inbound Inbound Direct Cali  8/27/2019 8:11:23 PM 0:01:20 Pissay, Tara 2578 2579 | 2578 820:
Drag a column header and drop it here fo group by that column
Quality Score (%) = Point Score = PassiFal =  Evaluation Status = Evaluation Template Name = Evaluation CreatedBy = vi
50% 20/40 Pass Complete Tempiate Created in 18.0 GA Administrator, AQM 8
‘
() ) Outbound  Outbound Direct Call 9/4/2019 12:02:53 AM 0:04:09 Dwivedy, Abhay 2578 832
B8 9 Qutbound  Outbound Direct Call  8/27/2019 9:09:17 PM 0:00:31 Pissay, Tara 2578 821¢
I o Outbound  Outbound Direct Call  8/27/2019 9:06:52 PM 0:00:47 Pissay, Tara 2578 8214
i 5 Outbound  OQutbound Direct Call 8/27/2019 8:41:27 PM 0:01:11 Pissay, Tara 2578 2578 2579 820
\;\ L D) Outbound  Outbound Direct Call | 8/27/2019 8:11:23 PM 0:01:20 Dwivedy, Abhay 2579 2579 2578 820 ~
< »
1.To collapse all of the expanded nested grids, click on = ™ button and select Collapse All.
-~
ni ¥ Hide Interactions ¢
/

A
& Assign Interactions i

fl
<> Export Media

& Collapse All

b
& Delete

2. The expanded nested grids are collapsed as shown below.
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SEARCH RESULTS: ALL
Qry 3 ® sl E Search Type:  New Search
Drag a column header and drop it here to group by that column
Channel = aDir.. = Type = vDate Time & D.. = Agent = bt AU GRS 1 § e AN ¢
o =l Inbound Inbound Direct Call ~ 8/27/2019 9:09.17 PM 0:00:31 Dwivedy, Abhay 2579 8210+
B Inbound Inbound Direct Call ~ 8/27/2019 9:06:52 PM 0:00:47 Dwivedy, Abhay 2579 821
B9 Inbound Inbound Direct Call  8/27/2019 8:41:27 PM 0:01:11 Dwivedy, Abhay 2579 2578 2579 820
L)) Inbound | Inbound Direct Call  8/27/2019 8:11:23 PM 0:01:20 | Pigsay, Tara | 2578 2579 (2578 820!
L D) Outbound  Outbound Direct Call 9/4/2018 12:02:53 AM 0:04:09 Dwivedy, Abhay 2578 832
g Outbound  Outbound Direct Call 8/27/2019 9:09:17 PM 0:00:31 Pissay, Tara 2578 821
B Outbound  Outbound Direct Call 8/27/2019 9:06:52 PM 0:00.47 Pissay, Tara 2578 821!
= Qutbound  Outbound Direct Call 8/27/2019 8:41:27 PM 0:01:11  Pissay, Tara 2578 2578 2579 8207
L)) Qutbound  Outbound Direct Call 8/27/2019 8:11:23 PM 0:01:20 Dwivedy, Abhay - 2579 2579 2578 820

3.3.6 Delete Interactions
This feature allows you to delete one or multiple interactions at a time.
Note:
e This feature is not available only for Aspect Cloud Quality with Amazon Connect.

e By default, the account owner has access to the Delete Interactions right in the user profile.

1. To delete multiple interactions, click on the checkbox for the interactions which need to
delete, as shown below.

SEARCH RESULTS: ALL

1]]
<

ar 3 ® B Search Type:  New Search

Drag a column header and drop it here to group by that column

Channel = ADir. = Type = vDate Time = D.. | Agent R SUSHERE . R £ o A

] Inbound Inbound Direct Call | 8/27/2019 9:09:17 PM 0:00:31 | Dwivedy, Abhay | 2579 821t *
R4 L Inbound Inbound Direct Cali ~ 8/27/2019 9:06:52 PM 0:00:47 Dwivedy, Abhay 2579 821t
L Inbound Inbound Direct Call ~ 8/27/2019 8:41:27 PM 0:01:11 Dwivedy, Abhay 2579 2578 2579 820¢
7 L)) Inbound Inbound Direct Call  8/27/2019 8:11:23 PM 0:01:20 Pissay, Tara 2578 2579 2578 820:
4 ) Outbound  Outbound Direct Call 9/4/2019 12:02:53 AM 0:04:09 Dwivedy, Abhay 2578 832:
L4 i Outbound - Outbound Direct Call 8/27/2019 9:09:17 PM 0:00:31 Pissay, Tara 2578 821¢
| il Outbound  Outbound Direct Call 8/27/2019 9:06:52 PM 0:00:47 Pissay, Tara 2578 821¢
E—_‘“ Outbound  Qutbound Direct Call 8/27/2019 8:41:27 PM 0:01:11 Pissay, Tara 2578 2578 2579 8207
1 [ D) Outbound  Outbound Direct Call  8/27/2019 8:11:23 PM 0:01:20 Dwivedy, Abhay 2579 2579 2578 820

2. Clickon = " button and select Delete as shown below.
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\ESULTS: ALL

o TN = |

e @ Hide Interactions

C
& Assign Interactions

< Export Media

& Collapse All n

Note: Related evaluations for the selected interactions will also be deleted.

3. Click YES to delete the interaction and related evaluations or click NO to return.

3.3.7 Save as Default View

In Aspect Quality, if the user customizes the grid and the user wants to save that as a default

v

grid view, then click on button and select Save as my default view to persist the
customize in database. So, when the user uses a different machine to login to Workforce
Engagement Management he/she will be able to see the same grid layout what he/she saved
earlier. If you save, system will save all the custom info columns what you selected.

SEARCH RESULTS: ALL

Q- © TN = |

Drag a column he i

O =€
O] 2l
] n
[=] n
D & Collapse All n
(] n
i R Nerthanind ~

3.3.8 Column Names

When the Interactions window opens, if the list of interactions exceeds the visible area, you
can use the scroll bars to navigate to the appropriate interaction. You can use common table
functionality such as grouping, filtering, sorting, and column resizing in this area.

Aspect Cloud Quality™ Administrator Guide Alvaria Confidential | aspect.com | 85



A CISpeCt Cloud Quality Administrator Guide

The following table describes the column names in the search results.

Note: *Coaching, Score, and To Review only display in the Scored Interactions pane, not in
the Search Results pane.O

0
To add a column to the search results, see Add or Remove Column Names on page
372.
Channel The medium used to complete an interaction, such as Voice Only, Screen
Only, Voice and Screen, Email, Chat, SMS, Voice Mail, Task, or Unknown.
Direction The direction of the interaction, which can be None, Inbound, or Outbound.
Date Time The start date and time of the interaction.
Duration The length of time of the interaction.
Agent The agent who handled the interaction.
Extension The extension of the agent who handled the interaction.
Quality Score The evaluation score in percentage.
Point Score The evaluation score in "Total Points earned/Total Points Possible". O
Example: 5/10 (earned 5 points out of 10 possible points).
Pass/Fail The evaluation score in Pass/Fail format.
To Review Agent, Team or Peer will be shown.
Evaluation Status The status of an evaluation.

Evaluation Template Name of an evaluation template.

Name

Evaluation Created By The creator of the evaluation.

Assigned Evaluation Evaluations which are assigned to you by other users will be available in

this search criteria.

Evaluation Created The date and time when the evaluation is created.

Date Time

Reviewed By Recorded | The review status of the evaluation which is assigned to the recorded

Agent agent.

ANI If available from the switch, the caller ID or ANI.

DNIS If available from the switch, the DNIS or DID (called number indicator).
Hold Count The total number of Holds that occurred during the interaction.

Host ID The identifier of the entity as known by the ACD or PBX.
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Column Name Description

Matched Rule

A recording rule that the system matched at the time of recording. The
system returns from a search only calls that matched the recording rule
when you enabled it.

Maximum Hold Time

The maximum duration of the hold in the interaction. If there is more than
one hold, the system identifies the maximum duration of the hold out of all
of the holds in the interaction.

Interaction ID

The ID of the interaction which is stored in the database.

Total Hold Time

The Total Hold Time duration in a call.

Work Type

The work type of the interaction such as audio, chat, SMS, and so on.

Initial Work Type

The initial work type of the interaction such as audio, chat, SMS, and so
on.

Status

The status of the interaction such as Complete or Draft.

Customer Name

The name of the customer associated with a chat interaction.

Note: Customer Name criteria only displays when you have a Chat
license.

Message Count

The total number of SMS interactions.

Customer Email

The Email address of the customer associated with a chat interaction.

Address
Note: Customer Email Address criteria only displays when you have a
Chat license.
Thread ID The identification number for the email thread.

Email Subject

The subject of the email interaction.

Message ID

The identification number for the email thread.

Transcript File Name

There are three types of Transcript files such as Chat, SMS and Email. The

Transcript File Name will be displayed in a specific way for Chat, SMS and

Email. Example:

¢ Chat - chat/2020/09/02/09/ab48a17e-7015-4571-
9e6a7d6597cae5e3.json

e SMS - sms/2020/09/02/09/d265f317-00d1-4ba8-
8a27ee5073946¢1b.json

* Email - email/2020/09/02/09/0559-6e54/130-0

Universal Media ID

The ID which is stored in the database.

Task Name The Task Name which is stored in the database.
Teams The team which is stored in the database.
Switch The switch on which the agent or agent group resides.

Aspect Cloud Quality™ Administrator Guide
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Application

Search text box.

* You can search without entering any filter value. A table displays a list
of all active work types with their associated switch.

* You can also search by typing the partial or the complete Agent Group
name.

Terminal Number

The terminal number of the agent who accepted the interaction.

Column Name Description

Recording Reason

The reason for the recording such as Agent Requested, APl Requested,
and so on.

Audio Recording
Expected

If audio recording is expected, then the checkmark is shown on the column.
Otherwise, the column is blank.

Screen Recording
Expected

If screen recording is expected, then the checkmark is shown on the
column. Otherwise, the column is blank.

Interaction Assigned To
Me

If the interaction is assigned to you, a checkmark will be displayed.

Audio Recording
Started Late

If audio recording is started late than the actual call start, then checkmark is
shown on the column. Otherwise, the column is blank.

Audio Recording Ended
Early

If audio recording is ended earlier than the actual call end, then checkmark
is shown on the column. Otherwise, the column is blank.

Audio Recording Silent

If the audio recording does not have audio content, then check-mark is
shown on the column. Otherwise, the column is blank.

Audio Recording
Missing

If audio recording is expected and the audio file name is not updated, then
check mark is shown on the column. Otherwise, the column is blank.

Screen Recording
Missing

If screen recording is expected and the video file name is not updated, then
check mark is shown on the column. Otherwise, the column is blank.

Partial Audio Recording

If audio recording is either started late or ended early or both, then check
mark is shown on the column. Otherwise, the column is blank.

Hidden

If the interaction is hidden, a check mark will be displayed.

Phone Foul

When the Phone Foul happened during the conversation, those
interactions are retrieved using this search criteria.

From the Equals drop-down list box, select
* Yes
* No

Click on (+) to add the criteria under the Search List section.

Aspect Cloud Quality™ Administrator Guide
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Evaluation ID

* Equals

search.

Aspect Quality creates a unique evaluation ID for each evaluation.

From the Show items with value that is drop-down list box, select

Then, in the Entry text box, type the Evaluation Id by which you want to

An Evaluation Id is represented as a GUID (Globally Unique Identifier).

3.3.8.1 Media

The following table describes the Media icons in the search results.

Media Icon Name Icon

©

Audio

Description

Indicates that the recording is audio only.

3.3.8.2 Status

The following table describes the Status icons in the search results.

Note: In this release, Current is the only available status.

Media Icon Name Icon

Current

(©)

Description

The system either records calls in the Current state by
using a business rule, or because the system is in Logging
mode. Calls are also Current if the system is in Quality
Monitoring with Caching mode and an agent or a Team
Lead has specified to save the call beyond the pending
period.

An agent can score recordings that the system sets as
Current, but a Team Lead must flag a recording before an
agent can score it.

Historical

The actual recording file is available for direct playback.
You can still view any interactions and identify the file
name. The Quality Administrator can specify the Historical
directory.

Archived

Media Icon Name Icon

Aspect Cloud Quality™ Administrator Guide

The actual recording file is available for direct playback.
You can still view any interactions and identify the file
name. The Quality Administrator can specify the Archive
directory.

Description
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Pending Disposition

Recordings are pending if they did not match a business
rule and no agent or Team Lead has indicated the system
should save the recordings beyond the pending period. All
calls that are still pending after the pending period has
elapsed have both the recording and the database record
deleted. Calls can only be in the pending state if the
system is in the Quality Monitoring with Caching mode for
recording. In this mode, the system records all calls and
places the calls in the Pending state if they do not match a
business rule.

This call is waiting for a Team Lead to review a recording to
determine if the system should keep or discard the
recording. A Team Lead reviews and marks the recording
for deletion, or makes the recording Active.

Note: This is for future release.

3.3.8.3 Channels

Channel Icon Name Icon

‘))

Voice Only

The following table describes the Channel icons in the search results.

Description

Interactions that have only an audio/voice recording

Voice and Screen

1
A
&

Interactions that have voice and screen recording both

Missing Voice or audio
in Voice and Screen
interaction

1
TA
<

Voice and screen interactions that have only the screen
recording, but the voice or audio is missing

Missing Screen in Voice
and Screen interaction

1)

_H*)))

Channel Icon Name Icon

Aspect Cloud Quality™ Administrator Guide

Voice and screen interactions that have only the voice or
audio recording, but the screen is missing

Description
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Email Interactions that have the email transcript between the
customer and agent

{

Chat Interactions that have the chat transcript between the

. customer and agent

SMS Interactions that have the SMS (text) transcript between
the customer and agent
Task = Interactions that have only a task
u y
Unknown

Any interaction from which the system cannot determine
the port state.

3.3.9 Related Interactions

In the Search results, if you have an interaction that has related interactions, those related
interactions are linked to the main interaction in the Playlist. You can view the related
interactions in the row of the appropriate interaction by clicking on the triangle icon.

Expand All [Triangle Icon|

= Date Time - Duration =

- D) Inbound 81252020 12:00:41 PM 0:00:47

The related interactions display in a table that drops down over the Interaction window.
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Drag a column header and drop it here to group by that column

= Channel = Direction = Date Time

)

o
=
=
4
—d
S
|}

4 L)) inbound 812572020 12:00:41 PM 0:00:47

Drag a column header and drop it here to group by that column

Channel = Direction =  Type v Date Time

L)) Outbound Outbound Dir...  8/25/2020 12:00:41 |

The same functionality features such as grouping, filtering, sorting, and column resizing apply
to this related interactions table.

3.4 Interaction Results Tabs

The interaction pane contains information about the current, selected interaction. The tab
available is the Details Tab.
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3.4.1 Details Tab

The Details tab displays the information related to the interaction that you have open.

Interaction Details:

Interaction ID: 58B69711-290C-41FE-A257-110E02A966D3
Type: Inbound Direct Call

Switch: pats

Host ID: 3639.28233

Extension: 6001

ANI: N/A

DNIS: N/A

Task Name: N/A

Assigned Interactions: No

Hidden: No

Interaction Handling:

Agent: dhal, nibedita
Application: N/A

Work Type: N/A

Initial Work Type: N/A

Teams: QA_Auto

Interaction Statistics:

Start Time: 8/25/2020 12:00:41 PM
End Time: 8/25/2020 12:01:28 PM
Duration: 00:00:47

Hold Count: 0

The Details tab provides the following information.
* Interaction Details

¢ Interaction Handling

Interaction Statistics

¢ Archiving Information

3.4.1.1 Interaction Details

Criteria Description

Interaction ID Identification number of the interaction.

Type The type of the interaction.

Switch The switch on which the agent or Work type resides.
Host ID The identifier of the entity.

Extension The agent’s extension number.

ANI The caller ID.
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DNIS The Direct Inbound Dialer (called number indicator).
Task Name Non-recording evaluation

Assigned Interactions If the interaction is assigned, then Yes otherwise No.
Hidden If the interaction is hidden, then Yes otherwise No.

3.4.1.2 Search the Interaction

This section describes how to search the interaction based on Task Name. To search follow
the steps below.

1. Login to the system.

2. Go to Navigation menu > Employee Experience > Evaluations > click on Search
Evaluations. The Search window appears.

Evaluations

3. Click on New Search as shown below.
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Q Search x

o RAv Scored Non-Scored

Sl Y
(O Saved Searches My Searches Not Selecte +
Date Options: Channel: *
30 Days To Date v Voice Only,Screen Only,Voice anc v
From Status: *

Current Historical Pending Dispos v
To Retrieve By:

Date Time - Descending v

4. Click on Add (+) button under Criteria Summary. The below window appears.

+ Add Criteria x

Search Type: *

Search List:
Select a search type v

Criteria:

Click on the Search Type drop-down list and select Interaction Details.

Select the Criteria as Task Name.

Enter the mandatory fields (*) based on the requirement and click on Add (+) button.
The selected search type with Task Name will display under Search List.

N o o
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+ Add Criteria

Search Type: *
Search List:

feraction Detais v
Criteria: *
Nama v
Show items with value that is *
ordair v
Entry: *

sdng Evauation By Agerl 4

Cance} “

9. Click on OK button. The below window appears.

+ Add Criteria

Search Type: *
Search List:

Select a search type v

teraction Details x
s Non Recording Evaluation By Agent

Search Type:
Criteria: Task Name C

10.Click on OK then select Search to view the search in Scored Interaction window as shown
below.

SEARCH RESULTS: EVALUATIONS

Drag a column header and drop it here to group by that column

Search Type:  New Search

[] Chan. = Direc. = Tye = vDate. = Dual. = Agent = Ede. = The.. = Mes. = QuaityScore(.. = PontScore = Hd. = Stams =
Y
| (=] None Task ey 0:00:00 Skibinsi, Jeft NIA NIA ©
7:04:36 PM
1-10f1items
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3.4.1.3 Custom Information

Custom Information are variable criteria made available to Quality through CTI. These criteria
pertain to interaction metadata from the associated switch. The criteria that the custom
information list displays is based on the customer CTI metadata.

Criterial DescriptionQ

Select this... ...and these options display:

<Custom Information>* | From the Show items with value that is drop-down list box, select
¢ Contains

“Variable metadata from | ° Ends with

CTI. Examples include: | * Equals

e Directory Number * Equals None

¢ Disposition Code e Starts with

Then, in the Entry text box, type the custom information by which you want
to search.

3.4.1.4 Interaction Handling

Criteria Description

Agent The final agent from which the agent took the interaction. Agent is the
agent from which the agent intercepted the interaction; it may not
necessarily be the agent to which the system initially announced the
interaction (for example, it may have escalated to other agents).

Application Search text box.

* You can search without entering any filter value. A table displays a list
of all active agent groups with their associated switch.

¢ You can also search by typing the partial or the complete Agent Group
name.

Initial Work Type The initial work type of the interaction such as audio, chat, SMS, and so

on.
Team The agent is a member of the team.
Work Type The work type of the interaction such as audio, chat, SMS, and so on.

3.4.1.5 Recording Information

Criteria Description

Matched Rule A recording rule that the system matched at the time of recording. The

system returns from a search only calls that matched the recording rule
when you enabled it.

Recording Reason The reason for the recording. Possible values include Agent Requested,

Team Lead Requested, and API Requested.

Terminal Number The terminal number of the agent who accepted the interaction.

3.4.1.6 Interaction Statistics

Criteria Description
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Duration

The length of time of the interaction.

Hold Count

The total number of Holds that occurred during the interaction.

Maximum Hold Time

The maximum duration of the hold in the interaction. If there is more than
one hold, the system identifies the maximum duration of the hold out of all
of the holds in the interaction.

Total Hold Time

The total duration of the Hold time in the interaction. For example, there are
2 Holds and each Hold had a duration of 10 seconds, then the Total Hold
Time is 20 seconds.

3.4.1.7 Archiving Information

Criteria Description

Status

Displays the current status of the interaction. Possible values are Active,
Pending Disposition, Historical, Archive, or Burnt to Media.

Protected

Displays if the Protected flag is marked in any one of the interactions of
the interaction.

3.4.2 Action Tab

The Actions Tab allows to provide a name for the calibration.

Evaluation: Skibinski Jeff, Draft, 11 v o+

Agent: naik, ram Date Time:  8/26/2020 12:26:14 PM

[}
-

Details Actions Evaluation Annotations Attachments

Calibration

Name: *

Tag for Calibration

3.4.3 Evaluation Tab

The Evaluation tab provides a snapshot of the evaluation for that interaction.
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Agent: naik, ram Date Time: 8/26/2020 12:26:14 PM

Ewvaluation: Skibinski Jeff, Draft, 11 v | 4 =v

Details Actions m Annotations Attachments
< O [] Do not show in report Draft

S
Question Description Answer Result

1 S N/A v

Note:

Note: If the loaded interaction does not have an accessible evaluation, then the Evaluation tab
is inactive.

From this tab, you can also email or print the evaluation.

3.4.4 Annotations Tab

If there are comments about the interaction, you can listen to them using the Annotations tab.

Details Actions Evaluation Annotations Attachments

+

All Comments

00:00:00 This is a test comment Skibinski, Jeff
Pending

| P 8 |

Note: If the loaded interaction does not have any accessible evaluation, the Annotations tab is
inactive. It is also inactive if the loaded interaction type is a Task.

To view a comment in the Annotations tab, from the media player, click the Comments marker
of the comment that you want to view.

3.4.5 Attachments Tab

If there attachments with an interaction, you can view or save the attachments.

Details Actions Evaluati A tions Attachments (1)

Attachment Description Added By Date Added

back_cover_footer_rev... Skibinski, Jeff Pending o
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Note: If the loaded interaction does not have an accessible scorecard, then the Attachments
tab is inactive.

You can see that there are attachments to view even if you are not on the Attachments tab.
The number on the tab next to the word Attachments denotes the number of attachments in
the Attachments tab.

If Attachments exist, the list displays with the following information.

Columns Description

Attachment The file name of the attachment.

Description A description of the attachment.

Added By The name of the person who added the attachment to the interaction.

Date Added The date and time that the person added the attachment to the
interaction. The format of the date and time is based on the browser
locale.

View or Save Attachment Click the icon to Delete, Download, or Edit the description of the
attachment.

o Note: If you are not the owner of the evaluation, but other users

provide you with access to the evaluation, then the Download
icon displays instead of the cog wheel icon.

3.5 Saving Searches

You can save searches and access saved searches on both the Interaction Search and the
Scored Interaction Search windows. However, the saved searches are unique to each screen;
therefore, for example, if you created a search and saved it in Scored Interaction Search, that
saved search does not display in Interaction Search.

In the Search window, you can save and share a search query with date options, channels,
and criteria. Using saved searches removes the need to recreate common search queries
each time the search window opens.

Q Search x

m Saved Searches
a A Scored Non-Scored

® New Search

Criteria Summary:

Saved Searches +
Date Options: Channel: *
Previous Year v Voice Only,Screen Only,Voice a -
From Status: *

Current Historical Pending Disp... v
To Retrieve By:

Date Time - Descending v
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The Search tab contains all the search controls that you use to build and save a search query.

The New Search option on the Search tab is always active; select New Search to clear the
current search from the screen, revert the fields to their default state, and begin a new search.

Note: To create a search, see Performing a Search on page 3-40.

You can only access the Saved Searches tab, or the Saved Searches option on the Search
tab, when you have one or more saved searches. The tab title contains a number that
indicates the number of saved searches available.

3.5.1 Saved Search Types

Saved searches are defined as:

Saved Search Type Definition

My Searches Private searches created by the user and not shared with any user profile.

Shared Searches created by the user which have been shared with one or more

user profiles.

Shared with me Searches created by another user and shared with the user profile of the

user. For these saved searches, most of the on-screen search query controls
are disabled and read-only. The only exception is the date option whereby
permission to modify the date range is assigned during the saving of a shared
search.

3.5.2 Save a Search as Private

This section describes how to save a search based on task name. Follow the steps below to
save a search.

1. Login to the system.

2. Go to Navigation menu > Employee Experience > Interactions > click on Search. The
Search window appears.
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nistration

3. Click on New Search as shown below.

Q Search x

S B¢y Scored Non-Scored
- Criteria Summary:
o

(O Saved Searches +
Date Options: Channel: *

30 Days To Date v Voice Only,Screen Only,Voice anc v
From Status: *

Current Historical, Pending Dispos v

To Retrieve By:

Date Time - Descending v

4. Go to Date Options drop-down list, select the Custom Date Range and choose the date
based on the requirement. Refer the below window.
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Q Search x

“ By Scored Non-Scored

(®) New Search

Criteria Summary:

(© Saved Searches My Searches Nothing Selected — +
Date Options: Channel: *
Custom Date Range [\ Voice Only,Screen Only,Voice anc v
From * Status: *
v 712812010 12:00 AM Current, Historical Pending Dispos v
To * Retrieve By:
8/26/2020 11:59 PM = C)] Date Time - Descending v

5. Click on Add (+) button under Criteria Summary. The Add Criteria window appears as
shown below.

+ Add Criteria x

Search Type: * Search List:

Selecta search type v

Criteria:

6. Click on the Search Type drop-down list and select Interaction Details.

Note: To select other Search Types, see Search Types and Criteria on page 3-49.

7. Select the Criteria as Task Name.

8. Select the Show items with value that is as Contains.
9. Click on the Entry field and type Task. Refer the window as shown below.
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+ Add Criteria x
Search Type: * Search List:
Interaction Details v
Criteria: *
Task Name v

Show items with value that is *

Contains v
Entry: *
‘ TasK +

10.Click on Add (+) button which is available next to the Entry field. The following window
appears as shown below.

+ Add Criteria x
Search Type: * Search List:
Selecta search type v Search Type: Interaction Details x

o Task Name Contains Task
Criteria:

11.Click on OK button. The Search window appears with the search criteria under the Criteria
Summary section. Refer the Search window as shown below.
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Q Search x
o Ay Scored Non-Scored
~ Criteria Summary:
(®) New Search y
(O Saved Searches My Searches Nothing Selected +
Search Type: Interaction Details o

Date Options: Channel: * Jaskiame Eqtals ond

Custom Date Range v Voice Only,Screen Only,Voice anc v
From * Status: *

7/28/2010 12:00 AM Bo Current,Historical,Pending Dispos: v
To* Retrieve By:

8/26/2020 11:59 PM B o Date Time - Descending v

12.Click on Search button. The Search results window appears as shown below.

SEARCH RESULTS: ALL
Qr Bl =v Search Type:  New Search

Drag a column header and drop it here to group by that column

D Channel 21 Dire:... 2 {1 Type = yDale Time = Agent = Work Type = |nifial Work T... =/ EmailSubject =§ TaskName =J Inte.. =

8 [ ] Nore Task §/182020 7:0436 PM  Skibinsi, Jeff

Note: The Task Name column is added to the grid as highlighted on the above screenshot.

13.Click on the Search button from the top-left corner and select Edit Search as shown
below.O

SEARCH RESULTS: ALL

# Edit Search
ind drop it here to group by that column

Q New Search

A/

The Search window appears with the search criteria.
14.From the Save menu, click Save.

Save

O]

<
(@] PPRa———
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The Save menu has the following options:Q

Save Options Description

Save «  For a New Search, the new search query is saved

* For a Saved Searches, the saved search is updated.

Save As To save a Saved Search as a new saved search, select the Save As option.

Note: Neither Save menu options are available if the active saved search is a Shared with
me saved search, because as a Shared-with-me user, you do not have ownership of
that saved search.

The Save window appears as shown below.

Save x
o Search can be savedto "My Searches™ or "Shared™.

Name: *

Shared with User Profile(s):
Select Selected (0)
Allow change to the date range.

Show the search criteria.

15.In the Name text box, type a name for the search. Ex: Demo_Search.

Note: The saved search Name must be unique to the your saved search list; you can type
up to 50 characters.

Since this is a Private saved search, do not select anything in the Shared with User
Profile(s) section of the window.

16.Click OK. The Save window closes and the Search window is active.
When you save a Private search, the Saved Searches option in the Search tab is selected
along with the My Searches drop-down list box. The newly added saved search becomes
the selected saved search drop down item.
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Q Search Fe

m Saved Searches @
a Ay Scored Non-Scored

Criteria Summary:

O New Search
@® Saved Searches My Searches v Demo_Search v +
Search Type: Interaction Details &
. Task Name Contains Task

Date Options: Channel: * !

Custom Date Range v Voice Only,Screen OnlyVoicea ... v
From: * Status: *

11/6/2010 12:00 AM Mo Current Historical Pending Dis ... v
To: * Retrieve By:

12/5/12019 11:59 PM Mo Date Time - Descending v

3.5.3 View Saved Searches

To view a saved search, perform the following steps.
1. On the Search window, select the Saved Searches tab. The list of saved searches display
in the table.
Q Search x

Search Saved Searches 6

Name = Shared

Private saved Search

Shared Search &
Shared Extension - All Checkboxes selected i
Shared Extension - Date only Checkbox selected )
Shared Extension - No shared Checkbox selected B
Shared Extension - Show Criteria only selected 43

n 1-60of6tems

Cancel

Note: The Saved Search tab is active only if you have access to one or more saved
searches.

The Shared column icons are defined in the following table.

Shared Type Icon Description
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My Searches

None

Private searches created by the user and not shared with any user
profile.

Shared

Searches created by you that you have shared with one or more user
profiles.

Note: When you mouse over the icon, the tool tip displays the user
profile with whom you shared the search. You can also see
this information in the Shared By column.

Shared with me

Searches created by another user and shared with you. For these
saved searches, most of the on-screen search query controls are
disabled and read-only. The only exception is the date option, if the
owner of the saved search gives you permission to modify the date
range.

Note: When you mouse over the icon, the tool tip displays the name
of the user who shared the search with you. You can also see
this information in the Shared By column.

Note: You can display the Shared With and Shared By values in separate columns, which
are both hidden by default, by right-clicking the table and selecting Shared With and
Shared By. When the columns display, you can use the columns to filter and group

data by clicking on the main menu icon next to the column title by which you want to
filter or group the data.

Q Search

Search Saved Searches 6

Name

Private saved Search

Shared Search

Shared Extension
Shared Extension
Shared Extension

Shared Extension

= Shared = Shared With = Shared By =
M UX Profile 2
All Checkboxes selected P11 User, Another
Date only Checkbox selected - User, Another
No shared Checkbox selected -1 User, Another
Show Criteria only selected - User, Another

1-60f6items

2. In the table list, select a saved search. The Search tab opens with the saved search criteria
in the window.

3. When you are finished viewing the saved search, click Cancel.

OR

To edit, delete, or run a saved search, or to make a saved search a default search, see
Administer a Saved Search on page 3-122.

Note: For more information on a saved search that an owner shared with you, see View a
Shared-with-me Search.
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3.5.3.1 View a Shared-with-me Search

The following screen shot is an example of a search shared by its owner, who selected a
user to view the saved search criteria and to modify the date range options.

Q Search

m Saved Searches 0
- By All v Scored Non-Scored

Criteria Summary:

New Search
® Saved Searches Shared with me Shared Extension - All ... v
Search Type ela
Extension C¢
Date Options: Channel: *
Previous Year v Voice Only,Screen Only Voice a v
From: * Status: *
Current v
To: % Retrieve By:

The following screen shot is an example of a search shared by its owner, who selected a
user to view the saved search criteria, but did not give the user permission to modify the

date range options.
Q Search

m Saved Searches o
S Av Scored Non-Scored

Criteria Summary:

New Search
® Saved Searches Sharedwithme «  Shared Extension-Sh.. w
Search Type: Interaction Details
Extension Contains 933
Date Options: Channel: *
Voice Only,Screen Only Voice a »
From: * Status: *
Current v
To:® Retrieve By:

3.5.4 Administer a Saved Search

Once you have saved a search, you can edit it, delete it, or set/unset it as the default search.
To administer any one of these actions, perform the following steps.

Note: You can only administer searches that you own; you cannot modify searches that
another user shared with you, other than to set the search as your default search.
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1. From the Search window, select the Saved Searches tab. The list of saved searches
displays in the table.

2. From the list of saved searches, select a saved search that you own and want to modify.
The Search window opens with the data for that saved search.

The following table describes the icons that are active, once you select a saved search.

Icon Icon Name Description

Edit If you are the owner of the saved search, click this icon to edit the search.
/‘ The Search tab opens, and the saved search criteria of the search that
. you selected, displays.

Set/Unset as You can set a saved search to be the default saved search. Therefore,
* Default when you first launch the Search window of the current session, the

default search displays with all search data pertaining to the search
query; in this instance, the Search window does not display.

Note: A staricon in the Name column indicates the current assigned
default saved search.

Subsequent launching of the Search window during your session does
not automatically load the default search; instead, the Search window
with the last search query criteria opens.

You can have only one default Interaction search and one default Scored
Interaction search. The default search is not restricted to saved searches
that you own; you can set any saved search displayed in the grid as the
default saved search, including those searches that another user shared
with you.

= Delete You can delete the saved search if you are the owner of the selected

saved search. When you click Delete, a warning window opens, so that
you can confirm that you want to delete the saved search.

Note: Deleting a shared search removes the search from any
previously-associated user profiles.

3. Adjust the search criteria as needed (for more information on the criteria, see Performing a
Search).

4. When you are finished making changes, click the Save icon and select Save. The Save
window opens and the saved search name is inactive; you cannot change it.
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B save X

Name: *

Shared with User Profile(s):
Select Selected (0)
Allow change to the date range.

Show the search criteria.

cel “

5. Click OK. The saved search is updated with the modifications.

6. To run the search query after changing it, on the Saved Searches tab, from the list, select
the saved search and click Search.

Note: The Search button is active when you select a search in the list.
OR

Double-click the row of the saved search that you want to run.

The Current Search name and Search Type display above the Search Results table.
SEARCH RESULTS: ALL

Qv m = Cumrent Search:  After fix - default search Search Type: My Searches

3.6 Export Media

The ability to export media and or metadata is permitted if a user has the Export To Media
user profile permission selected. When selected, the following Export features are available:

* An Export Media button is visible in both the Interaction and Scored Interaction Search
Results windows. This button launches the Export window, where users can save the
selected interactions as an export job.

¢ The Select/Deselect check box on the Interaction and Scored Interaction search table is
available for users to select or deselect multiple interactions at once, and is located in the
top left cell of the Search Results table.

¢ AView Export Jobs navigation menu allows users to administer export jobs (that they have
privilege to access).
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3.6.1 Exporter Changes
Changes to the Exporter feature from Aspect Quality are outlined in the following table.

Functionality/ Aspect Quality

Feature Change

Export window Look and feel of the Export window is changed.

Note: See Create an Export Job on page 3-126.

Export functionality User can select what to export in the Export
window.

Voice option — Displays only when the user
selects Voice Only interactions.

* Voice option ON — Exports the media file for
all the voice interactions that the user selects

¢ Voice option OFF — Does not export the
media file for the voice interactions that the
user selects.

Voice and Screen Combined Interactions section
— Displays only when the user selects Voice and
Screen interactions.

¢ Voice and Screen as one file option ON —
exports voice and screen as a combined file.

* Voice option ON — exports only voice as a
separate file.

e Screen option ON — exports only screen as a
separate file.

¢ Non Voice and Screen ON - exports only non
voice and screen as a separate file.

¢ Voice and Screen as one file option OFF —
does not export voice and screen as a
combined file.

¢ Voice option OFF — does not export voice as
a separate file.

e Screen option OFF — does not export screen
as a separate file.

¢ Non Voice and Screen OFF - does not export
non voice and screen as a separate file.

Aspect Quality

Functionality/
Feature Change

Export Evaluations | «  User can export evaluations separately.
* User can export metadata separately.

* User can export both together by selecting
both the Evaluations and Metadata options.

Note: See Export a Job for Search Evaluations
on page 3-131.

Export Job Grid
columns
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Multi Part Files column is removed.

Column is renamed as Metadata.

Note: No change for the data appearing under
the column.

Column is renamed as Evaluations.

* No change for the data appearing under the
column.

Column is renamed as Voice and Screen.

e This column provides information about which
interaction that the user selects to export.

* 3icons always display: Voice, Screen, and
Voice and Screen.

¢ |cons status are enabled or disabled
depending upon which option that the user
chooses to export in the window.

e For example, if the user selects to export
Voice, and any one option from the Voice and
Screen as one file options, the Voice and
Voice and Screen icons are enabled, and the
Screen icon is disabled.

¢ Voice and Screen column displays the
following icons.O

Functionality/ Aspect Quality

Feature Change

This column provides information about which
interaction that the user selects to export.

¢ 4 icons always display: Chat, SMS, Email and
attachment.

* |cons status are enabled or disabled
depending upon which option that the user
chooses to export in the window.

¢ For example, if the user selects to export
Chat, and any one option from the Non Voice
and Screen such as SMS, the Chat and SMS
icons are enabled, and the Email and
attachment icons are disabled.

Non Voice and Screen column displays the
following icons.

Non Voice and Screen =

" 0
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3.6.2 Create an Export Job

An export job can contain different interaction channel types, and selected options are
applicable against all selected interactions. Therefore, based on business requirements, you
may want to export interactions based on their channel type using multiple export jobs. For
example, you can export Voice channels versus Screen channels into two separate export
jobs.

You must select at least one interaction to create an export job. The Export Media button is
active when you select one or more interactions. Depending on user permissions, an
administrator can select and export up to 1000 interactions, whereas all other users are limited
to 300 interactions.

To create an export job, perform the following steps.

1. Log in to VUE as an Administrator and go to Navigation Bar > Workforce Engagement
Management.

2. Search for an interaction (see Performing a Search on page 3-40).
3. Select an interaction (or interactions) by clicking the check box(es) next to the
interaction(s) that you want to export.
Note: You can select all of the interactions on the page if you click the Select All check box
at the top of the check box column.
SEARCH RESULTS: ALL

Qv V] gl =~ Search Type:  New Search
Drag a column header and drop it here fo group by that column
Channe =| Direcion = Type = vDaleT =| Duration = Agent =| Extension = Anaitics = AN = DNIS = Dev,
8/5/2019 4:49:26 Adminitrator,
® 8 None Task > 0:00:00
M AQM
8/5/2019 3:18:3¢ Administrator,
O] % None Tas 0:00:00
9 PM AQM
@ =] None Task 0:00:00 Puttappa, Chida
[} nbound ACD Call 0:04.00 LN, FN
Chidananda
b nbound ACD Call 0:04:00
Chidar
___ Chidananda
) nbound ACD Call 0:0400
Chidananda
) nbound ACD Call 0:04:00 LM
5 -, Chidananda
4 ¢ nbound ACD Call 0:04.00 TR
Chidananda
v ¢ nbound ACD Call 0:04:00
v ) nbound ACD Call 0:04:00
n 2 > > 100 V ' ilems per page 1-100 of 1000 items 110 1000 of 2577 record;

Navigating between pages retains the selected interactions of the active page.

-Y

4. Click on the button and select Export Media from the list.
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SEARCH RESULTS: ALL

Qv ) N = Search Type:  New Search
Dragacoly ¥ Hide Interactions $ai colims
@ Show Interactions £ Type = vDateT: = Duration = Agent = Extension = Analytics = ANI = DNIS = Dev. = St
P AUM 5
& Assign Interactions
713112019
Task i = i 0:00:00 Puttappa, Chida
- -
2 5/31/2019 ; -
B @ conapse an ACD Call S 0:04:00 ...,,,,LN,, FN
) Save as my default view ACD Call 5/31/2019 0:04:00 Chidananda,
9:22:38 PM Chidananda
@ Delete .
53112019 Chidananda,
B S - ACD Call 0:04:00 ~Tdananda
9:22:38 PM Chidananda
5/31/2019
) Inbound ACD Call ot 0:04:00 LN
9:22:38 PM
5/31/2019 Chidananda,
v © Inbound ACD Call 0:04:00 _rdananca
9:22:38 PM Chidananda
5/31/2019
«l £ Inbound ACD Call 0:04:00
7 9:22:38 PM
5/31/2019
=] ) Inbound ACD Call < 0:04:00
9:22:38 PM g
»
2 > M | 100 W | items per page 1-100 of 1000 items 1101000 of 2577 records > B

$A AAD A OF AN SAAES 38 hm ooan P s 3 i A D it .

The Ex‘port window opens.

< Export x

0 Choose the data types to export from selected files.

Job Name: *

Time Zone:

(UTC-12:00) International Date Line West v
@Y Metadata ®
Evaluations @

Media
Voice

Voice and Screen Combined Interactions @

Voice and Screen as one file
(3 Voice
(3 Screen

Note: In this example procedure, no Voice and Screen (combined) interactions were
selected in the Search Results table. For information on how to export jobs with
Voice and Screen interactions, see Export a Job for Search Evaluations on page
3131.0
O

Also, in this example procedure, no Search Evaluations were selected in the Search
Results table. For information on how to export jobs with Search Evaluations, see
Export a Job for Search Evaluations on page 3-131.

5. On the Job Name text box, type a name up to 100 characters.
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Note: All fields marked with a red asterisk (*) are required.
6. Click on the drop-down of Time Zone field and select the timezone based on your
requirement, as shown below.

< Export x

O Choose the data types to export from selected files.

Job Name: *

Export_Job_1

Time Zone:

[ (UTC-06:00) Central Time (US & Canada) n

Y IL-Ur.uu) cninudiiud, Lda rds, vidzdauan

(UTC-07:00) Mountain Time (US & Canada)

(UTC-06:00) Central America

(UTC-06:00) Central Time (US & Canada) |

(UTC-06:00) Guadalajara, Mexico City. Monterrey
(UTC-06:00) Saskatchewan

(UTC-05:00) Bogota, Lima, Quito, Rio Branco

(UTC-05:00) Chetumal -

@) Voice and Screen as one file
(3 Voice
(3 Screen

7. If you want to export the metadata for the selected interaction(s), select the Metadata
option.

OR

If you do not want to export the metadata for the selected interaction(s), do not select the
Metadata option.

8. If you want to export the media for the selected interaction(s), in the Media section of the
window, you can select any combination of options as described in the following table.

‘ Description

Voice Select this option to export Voice interactions.

Screen Select this option to export Screen interactions.

‘ Description
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Voice ?”d Screen . If the interaction you want to export contains a media file with
Combined Interactions both Voice and Screen recorded together, then you can select
one of the following options.

* Voice and Screen as one file - select this option to export
the interaction as one file

* Voice - select this option to export only the Voice portion of
the interaction in a file separate from the Screen portion.

* Screen - select this option to export only the Screen portion
of the interaction in a file separate from the Voice portion.

9. To submit the export job for processing, select OK.

Note: Until this point in the procedure, you can click Cancel to cancel the export job. A Warning
window opens to verify that you do want to cancel the export job.

The export job is assigned a Pending status.

The Success window opens, indicating that the export job is being processed. In addition,
a link to the View Export Jobs page is included, which, when you click it, launches a new
browser tab of the Export Jobs window.

@ Success x

Your export request is being processed

Click here 1o navigate io the Export Job page.

If an error occurred while saving the export job, an appropriate error window opens.

10.The Export Jobs window appears with the Timezone details.
EXPORT JOBS

uested = voice and Screar = Non Voics and Screen = Meladata = Evaluaions = Requesled By L]
- [} Adminstiator | AQM
[ @ o Admin/strator , AQM
") B ] ] Administrator , AGM
@ £ ) [ Admirstrafor | AQM
® e @ -] Admin strator , AGM
) 5L @ © Administrator , AQM
< E o ] Administrator , AQM
@ (24 o < Administrator , AGM
© (&) @ ] Administrator , AGM
€ (=5 @ (] Admin slrator | AQM
) {24 (] () Administrator | AQM (LTEC-08:00) Pacitic Time [US
L2 [ o [} Administrator , AQM (UTC+05:30) Chennal, Ko

Note: For information about the data in the columns of the Export Job table, see the row
named Export Job Grid columns, in the table in the section called Exporter Changes
on page 3-124.

3.6.3 Export a Job for Search Evaluations

When exporting a job for scored interactions (an evaluation), you can export associated
evaluation metadata.

To create an export job for scored interactions, perform the following steps.

1. Log in to Workforce Engagement Management as an Administrator.
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2. Search for a scored interaction (see Performing a Search on page 3-40).

3. Select an interaction (or interactions) by clicking the check box(es) next to the interaction(s)
that you want to export.

Note: You can select all of the interactions on the page if you click the Select All check box
at the top of the check box column.

Navigating between pages retains the selected interactions of the active page.

If you select more than 10 interactions, the Playlist button becomes inactive because a
Playlist can only contain 10 interactions; a tool tip displays to remind you. However, if a user
does not have the Export To Media permission, but selects more than 10 interactions, a
warning window opens, since for this user, creating a Playlist is the only actionable option
from the table.
a

4. Click Export Media button.

The Export window opens.

< Export x

0 Choose the data types to export from selected files

Job Name: *

Time Zone:

(UTC-12:00) International Date Line West v

@Y Metadata ®
Evaluations @

Media
@Y Voice
Voice and Screen Combined Interactions @

Voice and Screen as one file
(3 Voice
(I Screen

5. In the Job Name text box, type a name up to 100 characters.

Note: All fields marked with a red asterisk (*) are required.
6. Click on the drop-down of Time Zone field and select the timezone based on your
requirement, as shown below.
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< Export x
0 Choose the data types to export from selected files.

Job Name: *

Export_Job_1

Time Zone:

[ (UTC-06:00) Central Time (US & Canada) n

(U IL-Ur . uu) Liinudriud, Ld rdsg, viazdudn

(UTC-07:00) Mountain Time (US & Canada)

(UTC-06:00) Central America

(UTC-06:00) Central Time (US & Canada) |

(UTC-06:00) Guadalajara, Mexico City. Monterrey
(UTC-06:00) Saskatchewan

(UTC-05:00) Bogota, Lima, Quito, Rio Branco

(UTC-05:00) Chetumal v

Voice and Screen as one file
(3 Voice
(3 Screen

7. If you want to export metadata, select the Metadata option.

8. If you want to export the evaluations for the selected interaction(s), select the Evaluations
option.

9. If you want to export the media for the selected interaction(s), in the Media section of the
window, you can select any combination of options as described in the following table.

Option Description

Voice Select this option to export Voice interactions.

Screen Select this option to export Screen interactions.

Voice apd Screen Combined If the interaction you want to export contains a media file with both Voice and
Interactions Screen recorded together, then you can select one of the following options.

¢ \oice and Screen as one file - select this option to export the interaction
as one file

* Voice - select this option to export only the Voice portion of the
interaction in a file separate from the Screen portion.

e Screen - select this option to export only the Screen portion of the
interaction in a file separate from the Voice portion.

10.To submit the export job for processing, select OK.

Note: Until this point in the procedure, you can click Cancel to cancel the export job. A
Warning window opens to verify that you do want to cancel the export job.

The export job is assigned a Pending status.
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The Success window opens, indicating that the export job is being processed. In addition, a
link to the View Export Jobs page is included, which, when you click it, launches a new
browser tab of the View Export Jobs window.

@ Success X

Your export request is being processed

Click here fo navigate to the Export Job page.

If an error occurred while saving the export job, an appropriate error window opens.
11.0n the Success window, click OK and the Success pop-up will close. The Export Jobs
window opens.
EXPORT JOBS
c B & ®

Drag 2 column header and drop it here o roup by that column

Job Narnes = vDalcTime Requested = =

B voice and Screan & Nan Voics and Screen = Melodain 2  Evalualions =  Requesled By B Time Zone
©nat Expont jot TB2020 1:26:46 AM - o Adminstrator , AQM (UTC-0B:00) Easten Time (US & Ganada)
11/3/2020 4:55:05 PM (B ] o Admin/strator , AQM (UTC-08:00) Centra: Time (U
11/2/2020 3:20:13 PM ) B © o Adiministator | AGM (UTC-08:00) Gentral Time (US & Ganada)
1 12:01.07 AM ) = () [ Admirstrator | AQM (UTC+05:30) Chennai, Kolkata, Mumbai, Ne
1, 11:04:45 PM L) (=1 ] ] Administrator , AGM (UTC-08:00) Pacific Time (US & Canada)
[ ) [0 (] [ Administrator , AQM (UTC-08:00) Paclfic Time (US & Canada)
@ e o ] Adminalrator , AQGM (UTC-08:00) Genlral Time (US & Ganadi)
L D] (=1 o ] Admin strator , AQGM (UTC-06:00) Centra’ Time (US & Canada)
L) e ] ] Adminstrator , AQM 0) Pacific Time (US & Genade)
) (=1 ) © Adiministiator | AQM cinated Universal Time
) £ (3 (] Admiristrator | AQM (LTC-08:00) Pacific Time [US & Canada)
Jobz0 111212020 6.22:60 PM ® (21 o (] Adminstrator | AGM (UTC+05:30) Chennal, Kolkata, Mumbal, Nt

Note: For information about the data in the columns of the Export Job table, see the row
named Export Job Grid columns, in the table in the section called Exporter Changes
on page 3-124.

12.Go to your local folder where the export job is saved and select the folder as shown below.

4 i Compressed Folder Tools  2Ip e o %
Home Share View Extract 2]
" { ¢ 3 -
r & Cu _I 1] New item - m Open~  [Ffsetectan
u Wi Copy path * x £ Easy access ~ Select none
« Copy = Move Copy Delete Rename New Properties =
[7] Paste shorteut  to v - folder N = Invert selection
Clipboard Organize New Open Select
« C A ThSPC 5 LocalDisk(C) > T v ©| | Searchzip »
A O Neme Sia "
# Quick access
f 5f2c7b3bcd974a9b9R9151b6fBe2d052.2i 270K8
I Desktop * 4 . = = 33 =P
f 33cd6f22185d4b829e35199afce80b38.2ip KE
& Downloads ¥ 871d3dc2686747868732975021fdl565b.2ip 03 KB
| Documents i 8fc3c5fc551041c4829838b62a092054.zip KB
& Pictures f 800cb2f58af24774826e3ed811e651af 2ip KB
Log * i 78b3f6c63a8a4066b2F2621fa7218%6.2ip KE
f d1351c1979344dbb67468f63906918e.zip ‘
[ This PC - ] .
f 19b30019cdf74bafba028e690b119d52.2ip B
I Desitop § 50917a8ea1354a2693800b5913fd096.2ip KE
= Documents f bS74cd2eaB784¢739b422¢466679983.2ip KB
& Downloads ¥ 8d972f9d7a0549f38bd2edbcc245303d.zip 423KB
D Music T 4635204412054(6e8ddB576544fc565d zip KE
= Pictures P aba07eledc184d3db06eabs514f7b3b5.2ip KE
i <1508f672b547¢fbcf4767d0beedcab.zip K8
B Videos
- 3 £ 6c7c70e13914b1d953a€5792d65cf.zip KE
v Lacel DikAC) { 6d52d28ddbdf4f16bc0aab44355274bb.2ip KB
= Local Disk (D;) ¥ 05e71798c72244998969574453F803f zip KB
DVD Drive (G:) f 30212185629e45000311ba1291c3e427.2ip
A s v | 51e469bbb40d47899c2065d81d139%b1.zip KB:__ ly
3Mitems  1item selected 269 KB =S

13.Extract All the .zip folder as shown below and open the spreadsheet.
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| g Compressed Folder Tools p
h Home Share View Extract
71 & Cut
}‘J w= Copy path ‘ x -I
Copy y g Move Copy Delete Rename
(2] Pa t to~ to- -
Clipboard Organize
« ™ » ThisPC > Local Disk (C:) > Filestore > Exporter > (
A [ Neme
»# Quick access —
B T TT18915fb6f8e2d052.21p
u °"°"7 le35199af ce80b38.2ip
4 Oweninnoywindow 3732975021fd565b.2ip
1 Extract All... 19838b62a092054.zip
L Pin to Start 16e3ed811e651af zip
[&f  Edit with Notepad++ 2ff26a1a721896.zip
mm K& Scan with Windows Defender... 167458¢63906918e.zip
Openwith;: 3028¢690b119d52.zip
L 3800659126 d096.2ip
i SR 2 Jb422¢4666799838.ip
4 Restore previous versions bd2edbec245303d.zip
d Send to > 1d8576544fc565d.zip
& Cut 206eab5514f7b3b5.zip
l Gopy 14767d0beedcab.zip
-] 1532e5792df65cf2.zip
< Create shortcut 5c0a8b44355274bb.zip
- Delete 06957445312803f 2ip
Rename 311ba1291c3ed27.zip
) Propaties 5c2065481d1391b1.2ip
31 e e e e

14.0n the Metadata tab, the Start Time and End Time columns reflect the time according to the
selected timezone, and scroll right to find the Start Time (In UTC) and End Time (In UTC)

column of the export job as shown below.

i ODraw Pagelayowt Formuas Data  Review View  Add-ins Team

tome  Inser Hep  LOADTEST 4 share
X G B . e mm o T A A N
i = =By twe E EE 8 XM 2 gy 0
Doy - Conditional Formatas G & of] Sot& Find&
B I U-E-3 A = = = E T Bieptlons - $-% 9 ¥ ::u:nr; ’?a’;\: it:r A <l e
S Fomnat Panter e & e St i B 3 ¥ 3 & Cexr
Cipboad Font Angaeant mber Styes Cols Edtng ~
Q2 J
v V| W | KTy Z | AN [ | AC | D | M| N A | M| MM | A | M| AW | e s | A | M
AudioPoriTakenWorUserld _ UserFullN UserEmail UserUnigs TotalHold Interactio ChameUCD  UMd | Disposici_ feampevi AgentRev PeerRevie(
|nitored, Matched Rus781c577- agent use agents@Cuserts,ag 0 InboundD VoiceAndScreen  OLO000100022007:  406UPTS Fake  NON  00CISOUPTISAlTve  Fake  Tue  False
initored, Matched Ru29667ect- agent use agentd@Cuserté,ag 0 Inboundd Voicenly OLO00010002:2007 408 UPTS5  False 00060 UPT3S AlTrue False  Fase  false dse  False  False
initored, N QMin ud 1, din 0 OLONOI0022007  AWUPTS False  SUC | MOOIGOUPTIS AlTue  Fase  Toe  False  uaojo/zsox1zal a0forjzs0x1258 frue  fake  false
26676k agentuse agentd@Cuserds, 3 OTask  Task upTs Fake Fase  fase Fake  False  D00j07/2806:3503 2000/07/28063503 frve  Fakse  Fakse

i Y

Note: By default, the Start Time (In UTC) and End Time (In UTC) columns are hidden on the

exported spreadsheet.

15.0n the TimezoneOffset tab, type the hours manually to change the Start and End Time as

shown below.
A

Offset In Hours
5.5 |

‘U\J&WN—‘

[ Metadata |

Timezone Ti

Note: The time will be changed based on the Start Time (In UTC) and End Time (In UTC).

16.The time on the Start Time and End Time columns are changed, as shown below.
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A B C D | E F | G H | J K L
Recording AudioFile ScreenFile Combinec ChatTrans SMSTrans: EmailTran Ani Applicatic Dnis StartTime EndTime
2bb74040-4ebd-4d75-8956-65e 20200728025842-5741c577ad3cAcAcac0348 406 2020/07/27 20:58:42  2020/07/27 20:59:01
2534600e- 20200728030339-29667ec49a1543e68ff6deb66f0fee22-534600 405 404 2020/07/27 21:03:39  2020/07/27 21:04:46
0239d544-1a74-4580-a0fb-104f: 20200728031221-9d28735535394b9eb257e46d12e85¢ QMInbout 4 40002 2020/07/27 21:12:21  2020/07/27 21:12:58
716b7d3c-ea82-4fe3-8743-168508bb8445 2020/07/28 00:35:03  2020/07/28 00:35:03
Before
Metadata Timezone (*
A B C D E F G H | J K L
Recording AudioFile ScreenFile Combinec ChatTrans SMSTrans: EmailTran Ani Applicatic Dnis StartTime EndTime C
ebb74c40-4ebd-4d75-8956-65e 20200728025842-5741¢577ad3cdcdcae0348 406 2020/07/28 08:28:42 2020/07/28 08:29:01 0
2534600e- 20200728030339-29667ec49a154ae68ff6deb66f0fee22-2534600 405 404 2020/07/28 08:33:39 2020/07/28 08:34:46 0
0239d544-1a74-4580-30fb-104f: 20200728031221-9d28735535a9409eb257e46d12e85¢ OMInbour ¢ 40002 2020/07/28 08:42:21 2020/07/28 08:42:58 0
716b7d3c-ea82-4fe3-8749-168508bb8445 2020/07/2812:05:03 2020/07/2812:05:03 0
After
Metadata Timezone ®
-
3.7 View Export Jobs

You can access the View Export Jobs navigation menu under the Employee Experience >

Utilities > Quality header if you have the Export To Media permission.
When you click View Export Jobs, the exporter loads all active exported jobs that you can
access in a table.
EXPORT JOBS
B e

Jrag a column hezder anc drop it here to group by that column
Job Name E v DateTime Requested = \fbice and 3areen = Meiadaiz = Evaluations =  Recuested By = Time Zone ]

Job28 11/3/2020 4:55.C5 PM o V] Administrator , AQM {UTC-06:00) Ceniral Time (US & Canada {
DemoJobfor TimeZoneinExcel L )] # o (V] 6:00) Ceniral Time (US & Canada {
Job27 L1} ] o 30) Chennal, Kolkata, Mumbai, New Deli  {
Job26 ) (] ] Pacific Time (US & Canadz) {
Job25 L) £ V] V] (UTC-08.00) Pacific Time (US & Canada) {
Job23 ) o o ® 00) Ceniral Time (US & Canada (
Job22 L V] V] V] (UTC-06.00) Cen'ral Time (US & Canada (
Job22 11/2/2020 9:04:09 PM ) g ] V] Administrator , AQM (UTC-08:00) Pacific Time (US & Canadz) t
Job22 111212020 8:47:43 PM L) [y V] o Administrator , AQM (UTC) Coordinated Universal Time {
Job21 1112/2020 7:22.09 PM ) " ] ) Administrator, AQM (UTC-08.00) Pacific Time (US & Canadz) {
Job20 (1) £ (V] V] Administrator , AQGM (UTC+05:30) Chennal, Kolkata, Mumbal, New Delhl  §
Job19 L)) o (V] Admi 05:30) Chernal, Kolkata, Mumbai, New Delhi
Job18 [ )] (V] ® 05:30) Chennal, Kolkata, Mumbal, New Delhi 4

Aspect Cloud Quality™ Administrator Guide Alvaria Confidential | aspect.com | 122



A CISpeCt Cloud Quality Administrator Guide

The Export Jobs window does not contain a filter window and when the page is launched it
automatically loads the active export jobs based on your permissions. Manually deleted or
expired jobs are not displayed.

The following table describes the columns on the Export Jobs window.

Column Description

Job Name The job name entered when saving the export job.

Note: Job names are not unique.

DateTime Requested This is the saved date time of the export job.

Voice and Screen A check mark icon to indicate that Voice and Screen was selected when

saving the export job.

Non Voice A check mark icon to indicate that Non Voice and Screen was selected
when saving the export job.

Metadata A check mark icon to indicate that Export metadata was selected when
saving the export job.

Evaluations A check mark icon to indicate that Export metadata and evaluation data
where available option was selected when saving the export job; only
selectable from the Scored Interaction Export window.

Requested By The name of the user who saved the export job.

JobID O The unique identifier of the export job.

(Hidden column)

Time Zone The time zone of the exported job.

Status A job can have one of five possible states. Refer to the next table for

further information.

The following table describes the export job states.

Status Description

Pending. The export job has been received and is currently being processed.

42

Failed. An error has occurred processing all interactions in the export job. A
detailed description of the failed interactions is accessible in the Details window,
or you can contact your administrator to troubleshoot this issue.
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Done. The export process has completed successfully. The export job is
available for download.

Done with Failures. The export process has completed but some items have
failed to export. A detailed description of the failed interactions is accessible in
the Details window, or you can contact your administrator to troubleshoot this
issue.

The export job is available for download and contains the successfully exported
items.

Note: This state is not applicable to table items in the View Job Details window.

The export job grid supports single row selection. With each selected row, where applicable,

you can execute the following actions.

Action

~
o

Description

Refresh. When you select this action, the export grid is refreshed to reflect the
latest export job items.

This action is always enabled.

Action Description

Q

View Details. When you select this action, a window opens with a detailed view of
each interaction in the selected export job.

This action is always enabled.

Download. When you select this action, the selected export job downloads as a
single compressed (Zip) file.

This action is only available to export jobs with a status of Done and Done with
Failures.

Delete. When you select this action, you can confirm if you want to delete the
selected export job.

This action is always enabled.
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3.7.1 Export Details

To view the interaction details of an exported job, select (highlight) the job row item that you
want to view and click View Details. The View Job Details window opens.

B View Job Details x
o Narre
! »
< 'y
< o
< i
¢ o
< )
'Y
n L. 8ol % eree
oK ]

Each interaction or scorecard in the exported job is an individual row item. The same states
display in each detail row.

The following table describes the columns on the View Job Details window.

Column Description

Channel The channel associated with the interaction. This is represented by the
corresponding channel icon used in the (Scored) Interaction search screen. If
the interaction channel is a Voice and Screen channel, up to 3 icons may be
displayed in this column. This would represent each of the separated channel
options selected when the export job was saved (for example, combined option,
voice only option, screen only option).

DateTime The interaction date and time.

Agent The agent associated with the interaction.

Extension The extension associated with the interaction.

ANI The Automatic Number Identification (ANI) associated with the interaction.

DNIS The Dialled Number Identification Service (DNIS) associated with the
interaction.

UMID The Universal Media ID (UMID) associated with the interaction.

This column is only available on Aspect Cloud deployments.

EvaluationlDO The unique identifier of the scored interaction.

(hidden column)
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InFeractionIDEI The unique identifier of the interaction. If this is a scored interaction, the same

(hidden column) Interaction ID may exist across other details rows to indicate related scored
interactions.

Status Ajob interaction can have one of four possible states. Refer to the states table in

View Export Jobs on page 3-136.

Note: The Done with Failures state is not applicable to the View Job Details
window.

3.7.2 View Failure Details

If one of more details are in either a Failed or an Unknown state, the Information button at the
top of the View Job Details window is enabled.

To view the information about the failed export job, click Information. The View Failure Details
window opens.

O View Fallure Detalls x

intéraction 1D = Detalis

n 1-3 003 dems

The View Failure Details window outlines the error associated with each export detail row.

The following table describes the columns in the View Failure Details window.

Column Description

Interaction 1D The unique identifier of the interaction. If this is a scored interaction, the same
Interaction ID may exists across other rows to indicate related scored
interactions.
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Details This column outlines the export error that occurred against the interaction.

3.7.3 Delete an Export Job

To delete an export job, in the Export Jobs window, select (highlight) a job row and click
Delete. A Warning window opens. The following screen shot is an example of that Warning
window.

Are you sure you want to delete job Combined and separated
Voice and separated Screen?

o

On the Warning window, if you select No, the window closes and no action occurs. If you
select Yes, the system flags the export job to be deleted and it no longer displays in the export
job list. When you delete an export, it remains accessible for reporting purposes.

3.7.4 Download an Export Job

To download an export job, in the Export Jobs window, select (highlight) a job row and click

Download.
<

Depending on your browser type, a Save as window opens, on which you can select the
location to which the download is saved; otherwise the export job is saved to the browser’s
Download directory.

3.7.5 Export Audit Activity Details

Export actions such as Add, Delete, Download are logged against export jobs when an action
is carried out. These audits can be reviewed in the Audit Activity Details report.

The following is an example of an Audit Activity Detail report.

AUDIT ACTIVITY DETAIL

Y Q

3.8 Deleting Multiple Evaluations

This section describes the procedure to delete multiple evaluations in the Search Evaluations
window. This feature helps the Administrator to delete one or more evaluations from the Scored
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Interactions window instead of navigating to the Evaluation window to delete a specific
evaluation.

¢ [f the Administrator or owner of the evaluations wants to view the details of the evaluation
and delete a specific evaluation, select the Delete menu in the Evaluation window to
delete the specific evaluation.

¢ [f the Administrator wants to delete the evaluations in bulk, then define the criteria in the
Scored Interactions window. In the Scored Interactions table, select the evaluations that
you want to delete and click Delete.

3.8.1 Delete Evaluations in Search Evaluations Window

1. Log in to Workforce Engagement Management as an Administrator.

Note: Only the Administrator can see the Delete button in the Scored Interactions window.

2. On the Navigation menu, click Employee Experience.

3. Under Evaluations, click the Search Evaluations link. The Scored Interactions window
opens.
SEARCH RESULTS: EVALUATIONS

Search Type:  New Search

Qv
Drag a column header and drop it here fo group by that column
[J ¢h. = Dr. = Type = vDat. = Duw. = Agent = Ext. = Thr. = Me. = QuaityScore(.. = PointScore = Hid.. = Sta. =
82772020 agent,
[ & |inbond inboundD... . 00034 290 4780 100% 1010 ©
437°23PM shwetha
e N Task 811812020 0:00:00 Skibinski NA NA ©
one ask 1/ I/ ("
o ® 7:04:36 PM et

4. Define the search criteria.

5. The user can identify the details of the evaluation from the following columns in the Search
Evaluations table:

e Evaluation Template Name
¢ Evaluation Created By
* Score

¢ Evaluation Status
6. Select one or more interactions that you want to delete.

SEARCH RESULTS: EVALUATIONS

Qr 3 < Search Type:  New Search

Drag a column header and drop it here to group by that column

] ch = Dir = Type = wDat. = DOw. & Agent = Fxt & Thr. = Me = Quality Score ( & PainiScore &  Hid = St
o 8i27/2020 agent,
)J [ D] Inbound Inbound D.. ! 0:00:34 ger 4780 100% 10110 {
4:37:23FM shwetha
. 8/18/2020 Shkibinski X
ﬂ =] None Task - - 0:00:00 A A {
7:04:36 PM Jeft
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Once the evaluations are selected in the table, the Delete button gets enabled.

7. Click Delete. A warning message opens.
Note:

¢ If one or more selected interactions are Non-Protected, the following warning message
opens.

x

Are you sure you want to delete the selected evaluations?

No Yes

¢ If one or more selected interactions are Protected, the following warning message
opens.

x

One or more selected interactions are protected. Are you sure
you want to delete the selected evaluations?

No Yes

8. To delete the evaluations, click Yes.
Note:

* If the selected interaction has only one evaluation and you delete it, the interaction is no
longer displayed in the Scored Interactions window. You can find the interaction on the
Search Results window.

¢ If the selected interaction has two evaluations and you delete one, the interaction is
displayed in the Scored Interaction window for the existing evaluation.

¢ If any evaluation has Assign Coaching, then the system removes the evaluation
reference link in the coaching that is assigned. (To check the reference, refer to step 12
under Assign Coaching.)
9. Once you delete the evaluation, the Success window opens.

@ Success x

Selected evaluations was deleted successfully. Please refresh
your search query.

Note: The window is not refreshed automatically. Click Edit Search and search again to
refresh the search results.

10.Click OK to close the Success window.
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3.9 My Preferences

My Preferences window allows you to show inactive details of User, Work Type, Evaluation
Template, Application and Team in Report definition and search criteria based on the
preference of the logged-in user. Follow the steps below to go to My Preferences window.

Note: By default, inactive Users, Work Type, Evaluation Template, Application and Team will
not be displayed in Search Criteria and Reports, and if you wish to view them, you have
to turn on the preference. These settings apply only to you and not across the system.

1. Go to Workforce Engagement Management.

2. Go to Main Menu and click on Employee Experience.

3. Under Utilities, select Quality, then click on My Preferences.
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5 e sl sy ~ - -
m Employee Expe

Utilities

m W

.\ A $tratin
%S Administration

4. The MY PREFERENCES window appears.
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MY PREFERENCES

c ¢

Drag a column header and drop it here to group by that column
4 Name =
Display Inactive Agent Groups in Reports

Display Inactive Agent Groups in Search Criteria

Display Inactive Applications in Reporis

Display Inactive Applications in Search Criteria

Display Inactive Evaluation Tempiates in Reporis

Display Inactive Evaluation Templates in Search Criteria
Display Inactive Teams in Reporis

Display Inactive Teams in Search Criteria

Display Inactive Users in Reporis

Display Inactive Users in Search Criteria

3.9.1 Edit My Preferences

Cloud Quality Administrator Guide

When you want to edit the value of MY PREFERENCES, follow the steps below.

Aspect Cloud Quality™ Administrator Guide
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1.Select the preference row and click on the Edit ¢ button.

MY PREFERENCES

~l»
v

Drag a column header and drop it here to group by that column

Name = Value =
Display Inactive Users in Search Criteria V)
Display Inactive Teams in Search Criteria (V]
Display Inactive Evaluation Templates in Search Criteria o
[Display Inactive Applications in Search Criteria J
Display Inactive Agent Groups in Search Criteria (V]
Display Inactive Users in Reports (V]

Display Inactive Teams in Reporis
Display Inactive Evaluation Templates in Reports (V]
Display Inactive Applications in Reports o

Display Inactive Agent Groups in Reporis

2. The Edit Preference pop-up appears. Click on the drop-down list of Value field and select
Yes as shown below.

# Edit Preference x

Value:

INo

I Yes
No .

3. Click Save to go back to the MY PREFERENCES window and the check mark is shown
under the Value column, as shown below.
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MY PREFERENCES

C ¢

Drag a column header and drop it here to group by that column

Name

Display Inactive Users in Search Criter:

Display Inactive Teams in Search

Display Inactive Evaluation Templates in Search Criteria
Display Inactive Applications in Search Criteria

Display Inactive Agent Groups in Search Criteria

Display Inactive Users in Reports

Display Inactive Teams in Reports

Display Inactive Agent Groups in Reporis

Cloud Quality Administrator Guide

b

Note: If you change the value for any preference, then all the users must log out and log in
to Workforce Engagement Management Ul to effect the changes.

User Management

User Management is a feature from the Aspect Quality component of Aspect Cloud that an
administrator uses Monitoring Permission to manage user’s speech permission.

4.1 Listing Users

Follow the steps below to allow or not allow the Speech permission for a user.

1. Go to Main Menu and select Administration.

Aspect Cloud Quality™ Administrator Guide
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A Home

" Das

e
Workforce

$ Administration

2. Click on Security and select Users as shown below.

A Home
= D
Employee Experi

Workforce

$ Adm
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3. The Users screen appears which will list all the active users in the system by default.O
USERS

i Performance

<
Drag a column header and it here 1o group by that column
Speech = First Name = alasiName =  Emai Address =  Team = Role
(V] Agent Accessibility Accessibility_Team Agent
(V] Manager Accessibilit Accessibility_Team Mantor
V] auto admin autoad DoWi52.com Mentor
@ autoapm admin autoap
via admin via_admin@as

® Cloud dmin oudadmi
o Cody Admin chuangadmin@eagles com
V] Cody Admin chuangessvi@eagles com AQMQA
V] AQM Administrator
(V] hgooden_ag01@ erbowl5... ATeamUsers Agent
V] agent aufofm_ag wi52.... Automation Agenl
o Binu agent binu.agent@eaqgles.com Ehub Agent
(V] de: age! Ehub Agent
] a ag; Ehub Agent
o hwetha ag Ehub gent
- c rant =

»

n: 3 4 5 L | 1-100 of 1387 items

The header bar icons function as follows:[

Icons Description

Refresh Refreshes the users grid with latest user changes. Instead of click on the
browser refresh button, click on Refresh button which will refresh only the grid
data and not the page

Monitoring Change the Speech permissions for one or more than one user.

Permissions

Users grid contains information as displayed in the below table.

Users Grid Attributes Details:

Column Name Description Default Column
Speech If Speech is available for the user a v
checkmark will be displayed under “Speech”
column
First Name Displays first name of the user v
Last Name Displays last name of the user v
Email Address + Displays Email address of the user v
¢ |f an email address does not exist, then
the field will blank

Users Grid Attributes Details:
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Column Name Description ‘ Default Column
Team Displays the Team name of the user 4
Role Displays Role of the user from the below list v

* None

* Agent

* Mentor

e Administrator

Note:
e Di

splays all the active users available in the system by default.

* Grid will be sorted on Last Name by default.

¢ The grid is customizable until the user signs out from the WEM or reset the grid layout.

e Up to 100 users will be displayed per page.

4.2 Moni

toring Permission

The user is allowed to click on Monitoring Permission ™ button to update Speech status.

1. Select the user to enable Monitoring Permission. O Ex: Cloud is
selected from the grid as shown below.

Note:

USERS
Performance

Drag a column header and drop it here fo group by that column

Speech = FirstName = alastName = Email Address = Team = Role
(V] autooutreach agent10 Automation Agent
(V] autowim agent10 Automation Agent
(V] AutoST Agent10 10@eagleswonthesuperbowl52.com  ST_team_12 Agent
[:] Cloud Agent10 cloudagent10@eagles.com Cloudinators Agent
V] Cloud Agent100 Cloudinators Agent
(V] autoapm agent11 Automation Agent
(V] autooutreach agent11 Automation Agent
(/] autowim agent11 autowim_at1@eag! wi5. Automat Agent
® AutoST Agent11 ST_team_12 Agent
) Cloud Agent11 Cloudinators Agent
V] autoapm agent12 Automation Agent
] autowim agent12 wi52.... Automation Agent
(V] AutoST Agent12 autost esuperbowl52.com  ST_team_12 Agent
(V] Cloud Agent12 cloudagent12@eagles.com Cloudinators Agent
(V] autoapm agent13 autoapm_a13( Automation Agent =
»
n 2 3 4 5 > 1-100 of 1367 items

* The Speech column is blank as Monitoring Permission is not enabled for the
Cloud.

* Monitoring permissions - Multi-row selection is allowed to update more than one
user.
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o

2. Click on Monitoring Permissions = button and the Monitoring
Permissions dialogue appears as shown in the below screen shot.

Monitoring Permissions x

o Manage monitoring permissions to all the
selected users

(3 Speech

Note:
* By default, Speech toggle button is in OFF state.

¢ Clicking on OK button in Monitoring Permissions dialogue will not update any
changes to selected users.

3. Enable the Speech slider and Allowed radio button is selected as shown in below
screenshot.

= Monitoring Permissions x

o Manage monijtoring permissions to all the

selected users.

@~ Speech
@ Allowed

() Not Allowed

4. Click OK button in Monitoring Permissions dialogue will show checkmark © for selected
users in the Users grid under the Speech column as shown in below screenshot.
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USERS

perfomance

~2S
o =

Drag a column header and drop it here to group by that column

Speech = First Name = alastName = EmailAddress = = Role

- iy wyonvre SO T i o =
(V] autooutreach agent10 autooutreach_a10@eagleswonthesuperbo Automation Agent
(V] autowfm agent10 autowim_a 10@eagleswonthesuperbowi52 Automation Agent
o AutoST Agent10 autost_a10@eagleswonthesuperbowl52.com  ST_team_12 Agent

Cloud Agent10 cloudagentid@eagles.com Cloudinators Agent
o Cloud Agent100 cloudagent100@eagles.com Cloudinators Agent
(] autoapm agent11 autoapm_a11@eagles.com Automation Agent
(V] autooutreach agent11 autooutreach_a11@eagleswonthesuperbo. Automation Agent
V] autowfm agent11 autowim_a 11@eagleswonthesuperbowi52 Automation Agent
(V] AutoST Agenti1 autost_a11@eagleswonthesuperbowl52.com ST_team_12 Agent
@ Cloud Agent11 cloudagent1i@eagles.com Cloudinators Agent
(] autoapm agent12 autoapm_a12@eagles.com Automation Agent
(V] autowim agent12 autowfm_a12@eagleswonthesuperbowl52.... Automation Agent
(V] AutoST Agent12 autost_at2@eagleswonthesuperbowl52.com ST_team_12 Agent
(V] Cloud Agent12 cloudagent12@eagles.com Cloudinators Agent
] autoapm agent13 autoapm_a13@eagles.com Automation Agent o

‘ »
2 3 4 5 A A | 1- 100 of 1387 ftems

5. Enable the Speech slider and Not Allowed radio button is selected as shown in below
screenshot.

= Monitoring Permissions x

o Manage monitoring permissions to all the
selected users.

@ Speech
(O Allowed

(@ Not Allowed

6. Click OK button in Monitoring Permissions dialogue will not show checkmark © for
selected users in the Users grid under Speech column as shown in below screenshot.
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USERS

Performance m

nll=
o =

Drag a column header and drop it here to group by that column

Speech = First Name = alastName = Email Address = = Role H
o autooutreach agent10 ) Agent
(] autowfm agent10 autowfm_a Agent
(V] AutoST Agent10 autost_a10@eagleswonthesuperbowl52.com ST_team_12 Agent
: Cloud Agent10 cloudagent10@eagles.com Cloudinators Agent
o Cloud Agent100 cloudagent100@eagles.com Cloudinators Agent
(V] autoapm agent11 autoapm_aii@eagles.com Automation Agent
(V] autooutreach agent11 1_at Agent
(] autowfm agent11 autowfm_at ; Agent
(V] AutoST Agent11 autost_ati@eagleswonthesuperbowl52.com ST_team_12 Agent
(] Cloud Agent11 cloudagent11@eagles.com Cloudinators Agent
(V] autoapm agent12 autoapm_a12@eagles.com Automation Agent
(V] autowfm agent12 autowfm_a1. 2. Agent
(V] AutoST Agent12 autost_a12@eagleswonthesuperbowl52.com ST_team_12 Agent
(V] Cloud Agent12 cloudagent12@eagles.com Cloudinators Agent
(] autoapm agent13 autoapm_a13@eagles.com Automation Agent 5
L] »
‘< < n 2 3 4 & L} 1-100 of 1387 items
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5. Coaching

Coaching is a feature from the Aspect Performance component of Workforce Engagement
Management that an Administrator or Supervisor uses to improve agents’ performance by
providing feedback to the agent, for example, in a computer-based training, and giving the
agent a specific time frame in which to complete the training.

From the Quality component, you can be reviewing an interaction (an evaluation or a
recording), and without logging off Quality to launch Performance, you can create a contextual
link to Performance and assign coaching directly from Quality.

5.1 Assign Coaching

To assign coaching to a new evaluation, perform the following steps.

Note: To assign coaching to an existing evaluation, see Assign Coaching to an Existing
Evaluation on page 5-160.

1. Search for an interaction. (See the Workforce Engagement Management - Aspect Quality
Agent Guide, Chapter 3: Searching for an Interaction.)

2. Open the interaction by double-clicking it. The Interaction window opens.

3. In the right pane, click Add Evaluation.

INTERACTION

The Add Evaluation window opens.

4+ Add Evaluation x

Template *

Section n

4. From the drop-down list box, select a Template.

Note: The Evaluation templates are displayed alphabetically in the drop-down evaluation
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list.
5. Click OK. The Add Evaluation window closes and the Interaction window is active.
6. In the right pane, select the Evaluation menu.

7. From the drop-down list box, select Assign Coaching.

-+ S

! Assign Coaching

& Print Evaluation

# Edit Evaluation

Note: If the Assign Coaching option is inactive, then you do not have permission to assign
coaching. To assign coaching, you must

* Have a Performance system configured for Workforce Engagement Management.
* Have a QM Evaluation license and an Performance Coaching license.
* Be logged into Quality as a user who is also configured in Performance.

* Have the Quality agent of the interaction for whom you are creating the coaching
mapped to Performance.

¢ Be logged into Quality as a user who is authorized to access coaching assignments
in Performance.

* Be logged into Quality as a user who is authorized to create a coaching assignment
in Performance.
The Create Coaching Assignment window opens.
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® Create Coaching Assignment X

Agents: *

- KPI Filtor:

' A Wuryandani Gantah v

Action; *
Name Type Duration
-

Due Date: * Reference Link:
Affected KPls: Comment:
Agent Outbound Contacts Average Handie Time

Note: You must complete all fields marked with a red asterisk.

8. In the Agents list box, the check box next to the agent that you want to coach is selected by
default.

9. From the KPI Filter drop-down list box, you can select from a predefined set of Key
Performance Indicators (KPIs) that the coaching action addresses.

Note: For more information about KPIs, see the Aspect Performance System Administrator
Guide.

10.From the Action list box, you can select from a predefined list the option of the type of
training that you want the agent to complete.

11.In the Due Date field, using the Calendar, select the date by which you want the agent to
complete the action.

12.In the Reference Link text box, type the URL to the external source that provides the
coaching for the agent.

Note: For more information on the Reference Link option, see the Aspect Performance
Supervisor Guide.

13.In the Comment text box, you can type any other information that you think might be helpful
to the agent.

14.Click Save. The Create Coaching Assignment window closes and the Interaction window is
active.

15.In the right pane, select the Evaluation menu.

16.To save the coaching assignment, select Save as Draft.
OR

If you have finished assigning the coaching, select Submit. This also saves the coaching
assignment.
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© Cancel
) Save as Draft

) Submit

The Success window opens.

'@ success x

This evaluation was saved successfully

If an error occurred while saving either the coaching assignment, the evaluation
attachments, or the evaluation comments, the following Warning window opens.

S

This evaluation was saved successiully but other information
associated with the evaluation failed. Please try again or if the
problem persists please contact the system adminisirator.

17.0n the Success window, click OK.

5.1.1 Assign Coaching to an Existing Evaluation

To assign coaching to an existing evaluation, perform the following steps.
1. Search for an interaction. (See the Workforce Engagement Management - Aspect Quality
Agent Guide, Chapter 3: Searching for an Interaction.)

2. Open the interaction by double-clicking it. The Interaction window opens.

3. In the right pane, select the Evaluation menu.
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INTERACTION

€« Age~t OA_UCTX. Agentid Date Ted 202009 21021 AM

4. From the drop-down list box, select Assign Coaching.

-+ S

< AS‘?-";]'I Co aching
« Print Evaluation

# Edit Evaluation

scription Section desc

Section description S

Note: If the Assign Coaching option is inactive, then you do not have permission to assign
coaching. To assign coaching, you must

* Have a Performance system configured for Workforce Engagement Management.
* Have a QM Evaluation license and an Performance Coaching license.
* Belogged into Quality as a user who is also configured in Performance.

* Have the Quality agent of the interaction for whom you are creating the coaching
mapped to Performance.

¢ Be logged into Quality as a user who is authorized to access coaching assignments
in Performance.

* Be logged into Quality as a user who is authorized to create a coaching assignment
in Performance.
The Create Coaching Assignment window opens.
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® Create Coaching Assignment X

Agents: *

9 KP! Filter:

A Wuryandani Gantah >

Action; *
Name Type Duration
.
r

Due Date: * Reference Link:
Affected KPls: Comment:
Agent Outbound Contacts Average Handie Time

Note: You must complete all fields marked with a red asterisk.

5. In the Agents list box, the check box next to the agent that you want to coach is selected by
default.

6. From the KPI Filter drop-down list box, you can select from a predefined set of Key
Performance Indicators (KPIs) that the coaching action addresses.

Note: For more information about KPIs, see the Aspect Performance System Administrator
Guide.

7. From the Action list box, you can select from a predefined list the option of the type of
training that you want the agent to complete.

8. In the Due Date field, using the Calendar, select the date by which you want the agent to
complete the action.

9. In the Reference Link text box, type the URL to the external source that provides the
coaching for the agent.

Note: For more information on the Reference Link option, see the Aspect Performance
Supervisor Guide.

10.In the Comment text box, you can type any other information that you think might be helpful
to the agent.

11.Click Save. The coaching assignment is created and the scorecard is automatically saved
with the coaching reference. The Success window opens.

© Success X

Coaching assignment was saved successfully
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12.0n the Success window, click OK.

5.1.2 View Coaching Assignments

To view the coaching action in Workforce Engagement Management, on the Workforce
Engagement Management dashboard, perform the following steps.

1. Click Performance.

2. Select Application > Coaching Assignments. The Coaching Assignments window
opens.

3. Select the Team Actions. The following screen shot is an example of a coaching action.
COACHING ASSIGNMENTS

+ v Fiter Type: None

Note: For more information about the coaching action in Aspect Performance, see Chapter
4: Handling and Managing Coaching in the Aspect Performance Supervisor Guide.

5.2 View Coaching

Coaching is a feature from the Aspect Performance component of Workforce Engagement
Management that an Administrator or Supervisor uses to improve agents’ performance by
providing feedback to the agent, for example, in a computer-based training, and giving the
agent a specific time frame in which to complete the training.

From the Quality component, you can review an interaction (an evaluation or a recording), and
without logging off Quality to launch Performance, you can also view a coaching assignment
directly from Quality.

Similarly, from the Performance component, it is possible to launch the associated Quality
scorecard if the Open Evaluation contextual link is accessible in the View Coaching window.
The link is only accessible if you created the coaching assignment from Quality version 18.1
or later.

To view coaching, you must

¢ Have a Performance system configured for Workforce Engagement Management.
* Have a QM Evaluation license and a Performance Coaching license.

* Belogged into Quality as a user who is also configured in Performance.

* Have the Quality agent of the interaction mapped to Performance.
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* Be logged into Quality as a user who is authorized to view the coaching assignment in
Performance.

5.2.1 View Coaching on the Search Evaluations Window

1. Search for a search evaluation. (See the Workforce Engagement Management - Aspect
Quality Agent Guide, Chapter 3: Searching for a Scored Interaction.)

2. Onthe SEARCH RESULTS: EVALUATIONS window, select an interaction that has a
coaching assigned to it.

3. Click View Coaching.

SEARCH RESULTS: EVALUATIONS

Q.;.:,g'

NE

Note: If the View Coaching option is inactive, then
* You do not have access to Performance, OR
e There is no coaching assigned to that interaction, OR
e The coaching assignment was created prior to version 18.

Note: A corresponding Error message opens if you do not have permission to view the
coaching assignment.

* The Quality agent of the interaction is not mapped to Performance
* The logged in Quality user is not authorized to view the coaching assignment in
Performance.

The agent is either not found or not mapped in Performance
Management

The Assignment Details window opens with the Details tab active.
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® Assignment Details x

Agent: Abernathy, Jackie K. Status: Approved

m Additional Information Comments History

Name: test ca

Type: 1t01

Due Date: 4/12/2018
Duration: 01:00:00
Evaluation: Open Evaluation
Rating: Unrated

4. To view the Coaching Action and the Trigger, select the Additional Information tab.

® Assignment Details x

Agent: sonal, soanl Status: Completed

Details Additional Information Comments History

Coaching Action Revision: 8/7/2018 7:03:16 AM

Trigger: Manual

5. To view the status of the coaching assignment’s comments, select the Comments tab.

® Assignment Details x

Agent: sonal soanl Status: Completed

Details Additional Information History

sonal, soanl - 9/5/2018

done
sonal, soanl - 9/5/2018
started
fathima, sadiya_mgr - 9/5/2018
start n stop

6. To view the chronological history of the coaching assignment, select the History tab.
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® Assignment Details

Agent: sonal, soanl Status: Completed

Details Additional Information Comments m

User Date From To

fathima, sadiya_mgr (sadiya_mgr@pens.com) 9/5/2018 7:30:11 AM Created Approved

sonal, soanl (sadiya_agt1@pens.com) 9/5/2018 8:07:15 AM Approved Started
9/5/2018 8:07:29 AM Started Completed

sonal, soanl (sadiya_agt1@pens.com)

7. When finished viewing the coaching assignment, close the Assignment Details window by
clicking OK.

5.2.2 View Coaching on the Evaluation or Interaction
Windows

1. Search for an interaction. (See the Workforce Engagement Management - Aspect Quality
Agent Guide, Chapter 3: Searching for an Interaction.)

2. Open the interaction that has coaching assigned by double-clicking it. The Interaction

window opens.
3. In the right pane, select the Evaluation menu.

INTERACTION

Evaluation: Kone v *

4. From the drop-down list box, select View Coaching.
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Date Time:  6/2/2017 7:05 AM

SO -

* View Coaching
& Print Evaluation

# Edit Evaluation

Note: If the View Coaching option is not available, then you do not have permission to
view coaching. O
O
If the View Coaching option is inactive, then

* The logged in Quality user does not have access to Performance, OR
e There is no coaching assigned to that interaction, OR

* The coaching assignment was created prior to version 18, OR

¢ The Quality agent of the interaction is not mapped to Performance, OR

¢ The logged in Quality user is not authorized to view the coaching assignment in
Performance.
The Assignment Details window opens with the Details tab active.

® Assignment Details x

Agent: Abernathy, Jackie K. Status: Approved

m Additional Information Comments History

Name: test ca

Type: 1t01

Due Date: 4/12/2018
Duration: 01:00:00
Evaluation: Open Evaluation
Rating: Unrated

5. To view the Coaching Action and the Trigger, select the Additional Information tab.
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® Assignment Details

Details Additional Information Comments History

8/7/2018 7:03:16 AM

Agent: sonal, soanl Status: Completed

Coaching Action Revision:

Trigger: Manual

6. To view the status of the coaching assignment’s comments, select the Comments tab.
x

® Assignment Details

Details Additional Information History

Agent: sonal, soanl Status: Completed

sonal, soanl - 9/5/2018

done
sonal, soanl - 9/5/2018
started
fathima, sadiya_mgr - 9/5/2018
start n stop

7. To view the chronological history of the coaching assignment, select the History tab.

® Assignment Details

Details Additional Information Comments m

Agent: sonal soanl Status: Completed

User Date From To

fathima, sadiya_mgr (sadiya_mgr@pens.com) 9/5/2018 7:30:11 AM Created Approved

sonal, soanl (sadiya_agt1@pens.com) 9/5/2018 8:07:15 AM Approved Started
9/5/2018 8:07:29 AM Started Completed

sonal, soanl (sadiya_agti@pens.com)

8. When finished viewing the coaching assignment, close the Assignment Details window by
clicking OK.
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6.

Evaluation Templates

In Quality, scorecard templates are templates. Before a Team Lead can evaluate any calls, the
Team Lead (with rights to create a template) or an Administrator must create a template. To
use the template for scoring, the Team Lead performing the review must have the View
permission to that template. When a Team Lead creates a template, the Team Lead has
permission to see that template, unless the Administrator grants permission to other Team
Leads to view it.

You can create templates with questions, multiple sections, and user-defined weights to each
question, to customize the grading according to what is important to the call center.

You can use Workforce Engagement Management to create, edit, and duplicate templates.
Then, you can save the template as Draft or as Final. Once you have saved a template as
Final, you can use the template to evaluate a call.

You can create multiple templates in the system and can activate or deactivate the templates
as needed.

6.1 Navigating the Evaluation Template Window

This section describes the Evaluation Templates list window, where templates that you save
as Draft and Complete are displayed. On the Evaluation Templates window, you can create a
new template; duplicate, edit, or delete a template; or make a template active or inactive.

1. Log in to VUE as an Administrator and go to Workforce Engagement Management.
2. From the Navigation Bar, select Administration.
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A Home

Workforce

% Administr

The Administration dashboard opens.
3. Under QM Evaluation, click Evaluation Templates.

QM Evaluation

The Evaluation Templates window opens, and a list of templates whose Status is either
Draft or Complete displays in the table.
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o *||e P Y]

Drag a column header and drop it here to group by that column
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>

A Name = Description = CreatedBy = Created Date = Staws = Active = IsUsed
jf:l‘fgn:;g:rgo;zm Administrator, AQM 7/1/2021 5:32:50 PM Complete

Section weight enabled Administrator, AQM 6/30/2021 6:35:51 PM Complete

zji“z:;;z;g‘gngfz s:a{: Administrator, AQM 7122021 10:36:31 AM Complete (] (]
section,

s Administrator, AQM 6/26/2020 4:57:03 PM Complete ° °
sa Administrator, AQM 5/9/2018 3:27-14 PM Complete ©

SRI_EVAL1 Administrator, AQM 8/13/2021 12:19:18 PM Draft (]

SRINI_TESTING Administrator, AQM /242021 8:45:57 AM Draft °

temp Dwivedy, Abhay 3/6/2018 9:19:36 AM Dratt ) )
Temp_Safari Administrator, AQM 7/9/2020 11:52:37 AM Complete (] (]
Temp1 Egambaram, Thangaraj Complete °
Temp1 by 2107 User3, Ux (] (]
tempate Administrator, AQM 10/6/2021 8:38:28 PM Draft ©

Template with description Administrator, AQM Complete ) )
Te’?';'ze Wi HL andLH Dwivedy, Abhay 3/6/2018 9:08:28 AM Complete ) ®
Template1 Template1 Dwivedy, Abhay 41312017 12:48:32 PM Complete ) )
iy i R aiEin10 21820 DA oo e - -
-« - 1 a 101 - 157 of 157 items

Column Name

Name

Description

The name of the template.

The following table contains descriptions of each column in the Evaluation Template table.

Description

Created By

The description of the template.

The name of the user who created the evaluation template.
Note:
¢ Administrators can see the list of all templates in the system.

¢ Team Leads can see the templates for which the Team Lead is the
owner, and also the templates created by other users for which
permission is available.

e Evaluation Templates that you did not create in Workforce Engagement

Management do not display any value in the Created By column.

Column Name Description

Created Date

The date that the user created the template.
Note:

¢ By default, the list of templates are sorted based on the Created Date by

descending order; therefore, the most recently-saved evaluation
template displays at the top of the list.

e Evaluation Templates that you did not create in Workforce Engagement

Management do not display any value in the Created Date column.

Status Draft: Templates that the user saves as Draft are not available yet for
scoring. Only the Created By user or an Administrator can edit a Draft
template.

Complete: Templates that the user saves as Complete are available for
scoring.

Active

If template is available for use in scoring, then a check mark displays in the

Active column. If no check mark displays, the template is Inactive, and
therefore unavailable for use in scoring.
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Is Used If template is already been used in scoring, then a check mark displays in the

Active column. If no check mark displays, the template is not used in scoring.

The following table describes the toolbar icons.

Menu Option Description

Refresh Refresh the Evaluation Templates grid.
Add Add button helps to create a new Evaluation Template
Edit Opens the Draft and the entire template for you to edit.
Duplicate Copies the template for you to use as a basis for a new template.
Delete Removes the template from the Evaluation Templates list.
Note: If an evaluation is created using this template, the Delete option is
inactive.
Activate Activates the template if the status is inactive.
Deactivate Deactivates the template if the status is active.

On the Evaluation Templates window, a scroll bar appears when number of templates exceeds
the display area. Each page contains no more than 100 templates. If there are more than 100
templates, then pagination appears at the bottom of the window.

6.1.1 Definition and Administration

An administrator uses a template to review an Agent’s interaction and evaluate it based on
specific criteria. You create the criteria as a part of the template. The following table describes
the sections of a template.

Template Section Description

Sections Templates may have multiple sections. Add sections to similar questions to
group them together. For example, when creating a template to grade
customer satisfaction, you might add sections such as:

e Section 1: Greeting behavior

e Section 2: Hold time

Section Weight The section weight defines the importance of the section. Based on the
response of the questions that you select in this section, the score is
converted to the section score. In Workforce Engagement Management,
section weight is always equal to the sum of all the question weighs under
that section. For example, if Section 1 has 2 questions with the weight of
each question as 10, then Section Weight = (10 + 10) = 20. The system
calculates this automatically, so there is no option for the user to enter the
section weight manually.

If the system calculates a section weight of 20, and 2 questions with each
having a weight of 10, and when a reviewer evaluates the interaction, if
each question gets a score of 10, then the section score is calculated as
[(10 + 10)/20]*100 = 100%. O

(Sum of point accumulated for each question/Sum of all scored question’s
weight)*100.

Note: The numbers for Section weight are non-negative integers.
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Question Type Each section can have multiple questions, and you can assign a question
type to questions within a section. The type of question assigned should
reflect the nature of the question. For example, you would typically assign
a True/False or Yes/No question type to a question to verify if an agent
greeted the customer.

Following are the question types that can have a question weight:

*  Yes/No

* Bonus: Yes/No

e True/False

e Bonus: True/False

e Pass/Fall

e Bonus: Pass/Fail

e Scored Scale

* Bonus: Scored Scale

e List (if the Enable Weights check box is selected)

Following are the question types that cannot have question weight:

* Free Form Text
e List (if the Enable Weights check box is deselected)

Template Section Description

Question Weight The Question Weight defines the importance of the question and allows

you to tailor the grading to contact center needs. You can specify weight for
each question within a section.

Note: The numbers for Question weight are non-negative integers.

Question Description An option to enter the explanation for each question in the template and the
explanation displays in the evaluation when the user moves the mouse over
the question. For each question that has a description, the user can click
the Information icon to display that description.

1.0160
© Info x

List question type

6.1.2 Create an Evaluation Template

This section describes how to create an evaluation template. This includes how to add section
details, question details, dependent question details, and how to save the evaluation template.

1. On the Evaluation Templates window, click Add button to create a new evaluation
template.

-

The Create Evaluation Template window opens.
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+ CREATE EVALUATION TEMPLATE x

Name: *

(=2}

Description:

Display Scoring:

Default Question Response:

None

#| Display Question Numbers
Weight For N/A Answer Choice:

Not included in score v

Override Minimum Possible Score:

<>

Override Maximum Possible Score:

<>

Allow Access To:

b Select Selected (0)

Cancel

2. In the Name text box, type the name of the evaluation template. The maximum number of
characters allowed is 100. The template name must be unique and is required.

3. (Optional) In the Description text box, type description for the evaluation template. The
maximum number of characters allowed is 1024.

4. When you evaluate an interaction, scores can appear in three (3) places on the evaluation
window. From the Display Scoring drop down list box, select one or more of the following

options.
Section Displays scores for each section.
Question Displays scores for each question.
Overall Displays score for the entire evaluation.

Score Display Type

Success Rate / Quality
Score (%)

5. From the Scoring Type drop-down list box, select one of the following options.

Description

Displays the score converted into a percentage.

Success Rate / Quality
Score (%) & Pass/Fail

Score Display Type

Total Points (Number)

If the defined Auto Fail condition is not satisfied, the system displays Pass
with Success Rate.O

If the defined Auto Fail condition is satisfied, the system displays Fail with
Success Rate.

Description

Displays the absolute/raw score.
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Total Points (Number) &

If the defined Auto Fail condition is not satisfied, the system displays Pass

Pass/Fail with Total Points.O
If the defined Auto Fail condition is satisfied, the system displays Fail with
Total Points.

Pass/Fail

If the defined Auto Fail condition is not satisfied, the system displays Pass.O
If the defined Auto Fail condition is satisfied, the system displays Fail.

6. Define the Default Question Response for all of the questions. Click the drop-down list
and select one of the following options.

Option Type Description

None

N/A is the default for all the questions in this template.

First answer choice

First answer option defined in the question is the default for all the questions
in this template.

Last answer choice

Last answer option defined in the question is the default for all the questions
in this template.

7. When you create a new evaluation template, by default, the Display Question Numbers
check box is selected. You can deselect the check box if you do not want question
numbers to display in the evaluation, and if you want to define your own question numbers.

For example, if the question text is This is the question title,

with the check box...

...questions display like this

selected

1. This is the question title.

deselected

This is the question title.

8. Weight for N/A Answer Choice:

* Some evaluation questions may not be relevant to a specific call. In these cases, you
might want to use the Not Applicable (N/A) answer option to denote that the question
was not appropriate for this situation. However, using an N/A selection can make it
difficult to compare its scorecard with other scorecards where the N/A question was

scored.

* Aspect Quality has a Not Applicable (N/A) option for all questions, but for some
questions, you may not want N/A to appear as an option. (Refer Add a New Question)

* Depending on how you configure a scorecard template with Weight for N/A Answer
Choice, if a user selects that scorecard template to score an interaction and selects the
N/A option for any of the questions, then the system considers N/A in the question

score, section score, and overall score. See the following table for more information. O

0

The Weight for N/A Answer Choice drop-down list box contains the following options.

Option Type Description

Not included in score

* When the user selects N/A in the interaction, the system does not
consider the N/A answer in the scorecard calculation.

e By default, when the user opens a new scorecard template, the system
selects the Not included in score option.

Note: When the user upgrades from earlier versions of Aspect Quality, by
default, the option for Weight for N/A Answer Choice is Not included
in the score.
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Highest weight of the
question

When the user selects N/A in the interaction, the system permits the
highest weight of the question. For example, if O

1. The Question Type is Yes/No O

2. The Yes option has a weight of 10 O

3. The No option has a weight of 0

The user selects N/A for the question, then the question score is 10, and
the system considers the section score and the overhaul score as 10.

Lowest weight of the
question

When the user selects N/A in the interaction, the system permits the
lowest weight of the question. For example, if O

1. The Question Type is Yes/No O

2. The Yes option has a weight of 10 O

3. The No option has a weight of 0

The user selects N/A for the question, then the question score is 0, and
the system considers the section score and the overhaul score as 0.

Note: When the interaction has already been scored by the user, then the Weight for N/A
Answer Choice drop-down list box on the scorecard template is disabled.

9. When the Team Lead evaluates a call using a template, and if the overall score is O or less,
then the configured value overrides the overall score. O

O

If you want the configured value to override the overall score, then from the drop-down list
box, select Override Minimum Possible Score.

Note: If you select the Scoring Type Quality Score, then the value that you enter displays
as the Overall score. If you select the Scoring Type Total Points, then the overridden
value converts to the absolute score.O

0

The calculation to convert the configured value into the absolute score is O
Sum of all Section weights * (value of Override Minimum Possible Score / 100)

10.When the Team Lead uses a template to evaluate a call, and if the evaluation has a
maximum score, then the configured value overrides the overall score. O

0

If you want the configured value to override the overall score, then from the drop-down list
box, select Override Maximum Possible Score.

Note: If you select the Scoring Type Quality Score, then the value that you enter displays
as the Overall score. If you select the Scoring Type Total Points, then the overridden
value converts to the absolute score.60
The calculation to convert the configured value into the absolute score is O
Sum of all Section weights * (value of Override Maximum Possible Score /

100)

11.Click the Select button in the Allow Access To section, to select one or more user profiles.
It allows the user/s to score for the scorecard template. The Select User Profiles window

appears as shown below.
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Search ltems:

Selected (0)

Cloud Quality Administrator Guide

Cancel

Note: To provide the access for a new user, select the user profile for which the user is

associated with.

12.Go to the Search Items field, either search by name or click on the magnifying glass to

search and select the profile/s. O

Or, click on the button to select all of the profiles available in the database.

Note: In Aspect Cloud, every user has their user profile, and the user must be select the

corresponding user profile.

13.Click OK. The Create Evaluation Templates window is active.
14.To save the basic template details, click OK. The Create Evaluation Template window opens.

CREATE EVALUATION TEMPLATE

s

1]
“

v Section 1 - 1 Questions - Weight N/A - Comments: Disabled

Name: * Description:
Woight; Enable Comments
v Question 1 - Weight N/A - Comments: Disabled
Type: * Select a type v Options:
Text: * t Weight: *
Display Mode:
Description:

Auto Fail:

+ Add Question

+ Add Section

OR

Name: Demo Description N/A

Response Required
Enable Question Comments
Add to Library
Dropdown v
Dependent Questions

You can cancel the template creation by clicking Cancel.
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15.In the next procedure, you can Add a New Section.

6.1.2.1 Add a New Section

When you create a new evaluation template, by default, an empty Section with an empty
Question displays.
CREATE EVALUATION TEMPLATE

d =v Name: Demo Description:  N/A
v Section 1 - 1 Questions - Weight N/A - Comments: Disabled o
Name: * Description:
Welght Enable Comments
“ Question 1 - Weight N/A - Comments: Disabled &
Type: * Select a type v Options: Response Required
Text: * Weight: * Enable Question Comments
Add to Library
Display Mode: Dropdown v
Description: c Dependent Questions

Auto Fail: If Dependent Question Trigge
+ Add Question

+ Add Section
To complete the Section, perform the following steps.

1. The following table describes the fields in the Section.

Note: Fields with a red asterisk (*) are required fields.

Option Description

Name Type or retype the section name. The maximum number of characters
allowed is 50. The name is mandatory, but need not be unique.

Description Type or retype a description of the section. The maximum number of
characters allowed is 256. This field is optional.

Weight

Displays the sum of question weights, or displays N/A when there are no
possible question weights.

Note: The system calculates the Section weight by adding up all the
question weights within the section.O
O
Dependent questions and Bonus questions are not included in the
Section weight.

Enable Comments To allow feedback at the Section level while evaluating an interaction, select

the check box.

2. On the Section title bar, click the cog wheel icon. The menu contains the following options
that you can select regarding this section.
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+ Add Section Before o

+ Add Section After

© Remove This Section

Z©o Remove All Questions

I= Expand All Questions

+= Collapse All Questions o
T Move Up

| Move Down

The following table describes the functions of the Section cog wheel menu.

Menu Description

Add Section Before

Adds an empty section with a question above the current section.

Add Section After

Adds an empty section with a question below the current section.

Add Advanced Failure
Condition

Failure condition based on Percentage Score or Point Score.

Score Adjustments

To award or deduct points the user can use the option of Score
Adjustments.

Fill Question From
Library

Imports a question along with the Text, Description, and Options fields from
the question library.

Remove This Section

Removes the current section along with the questions in it.

Note: If this is the only section in the template, then this menu option is

inactive.

Remove All Questions

Removes all the questions within the current section and adds an empty
question.

Expand All Questions

Displays all the questions within the current section.

Collapse All Questions

Hides all questions within the current section and displays only the question
title.

Move Up Moves the current section above the preceding section.
For example, if the current section number is 2, then this section moves up
and displays as section number 1.
Note: If there are no sections above the current section, then this menu
option is inactive.
Move Down

Moves the current section below the following section.

For example, if the current section number is 2, then this section moves
down and displays as section number 3.

Note: If there are no sections below the current section, then this menu

option is inactive.
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Note: You can also add a Section at the bottom of the Create Evaluation Template by
clicking Add Section.

<+ Add Section

3. See Add a New Question.

6.1.2.1.1 Expand or Collapse a Section

To manually collapse the contents of a section, click the down arrow at the left of section title.

W | Section 1 - 1 Questions - Weight N/A - Comments: Disabled

The down arrow changes into a right arrow.

> | Section 1 - 1 Questions - Weight N/A - Comments: Disabled

The section details and the questions within that section collapse, and only the section title
displays.

To expand and view the contents of a section, click the right arrow at the left of section title.
The right arrow changes into a down arrow. The section detail displays below the section title
and the questions within the section display.

6.1.2.2 Add a New Question

When you create a new evaluation template, by default, an empty Section with a Question
displays. To complete the Question information, perform the following steps.

Note: Fields with a red asterisk (*) are required fields.
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1. From the Type drop-down list box, select one of the following types of questions.

Note: Questions have two categories: questions with weight, and questions without weight
(weights are used to calculate the score of the evaluation). Question Types to which
you can assign weights are described in the following table.

Type Option Description

Yes/No If the reviewer selects Yes, then the question gets the highest score (the
Bonus: Yes/No weight is defined in the question).

If the reviewer selects No, then the question gets the score 0.

You cannot assign custom weights for options, because the weight of the
question is assigned to Yes, and 0O is assigned to No.

Note: The fields for Bonus: Yes/No appear the same as the Yes/No type,
except that the Auto Fail and Dependent questions are not applicable.

True/False If the reviewer selects True, then the question gets the highest score (the

Bonus: True/False weight is defined in the question).

If the reviewer selects False, then the question gets the score 0.

You cannot assign weights for options, because the weight of the question is
assigned to True, and 0 is assigned to False.

Note: The fields for Bonus: True/False appear the same as the True/False
type, except that the Auto Fail and Dependent questions are not
applicable.

Pass/Fail If the reviewer selects Pass while evaluating, then the question gets the

. highest score (the weight is defined in the question).
Bonus: Pass/Fail

If the reviewer selects Fail while evaluating, then the question gets the score
0.

You cannot assign custom weights for options, because the weight of the
question is assigned for Pass, and 0 is assigned for Fail.

Note: The fields for Bonus: Pass/Fail appear same as the Pass/Fail type,
except that the Auto Fail and Dependent questions are not applicable.

Scored Scalel This question Type can have multiple options. For specific directions, see
Bonus: Scored Scale Scored Scale and Bonus: Scored Scale.

List This question Type can have multiple options. For specific directions, see List.

Free Form Text A question Type to which you cannot assign weights (these questions are not
considered for evaluation calculation). This question Type has no Options.
Since the weight is not allowed, the question title bar does not display the
weight. You can define a question so that the reviewer can answer this
question by typing a response in free-form.

Note: Once you have completed the fields described in the preceding table, continue toO
step 2.

6.1.2.2.1 Scored Scale and Bonus: Scored Scale

To add or modify the Scored Scale or Bonus: Scored Scale options, perform the following
steps.
a. Once you select the Scored Scale or Bonus: Scored Scale from the Type drop-down list
box, the Options text box is active. Click Edit.
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e.

Options: §

The Edit nggstion Options - Scored Scale window opens.

# Edit Question Options x

Question 1 - Bonus: Scored Scale

Question Text:

High Weight: Low Weight:

0 C 0 C Auto-calculate Weights
Text Weight

High > &

Low C O

In the Question Text text box, you can add or modify the question text.

To generate the weight for all the options, type or select the value in High Weight and
Low Weight text boxes.

Note: The maximum value that is allowed in the High Weight field is 255, and the
minimum value allowed in the Low Weight field is O.

Click Auto-calculate Weights. The system automatically assigns the weight for all the
options.

Note: Formula for Auto-calculate weights:
High - (((High - Low)/ (Total Options - 1)) * (Option number - 1))

By default, two rows of Text and Weight fields display. The following table describes the
text and weight options.

Options Description

Text Type the name of the option.
Note: The option text is unique and mandatory. The maximum characters
allowed is 200.
Weight Type or select the weight of the option.

Note: The option weight is mandatory. The maximum value allowed is 255
for the highest weight. The minimum value allowed is 0 for the lowest
weight.
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Note: The option that appears on top should have a weight which is high in value
compared to the option that appears below that. For example, if the question
contains 4 options and you enter a weight of 20 for option 1, 10 for option 2, 5 for
option 3, and 0 for option 4, then the weight range is valid. If the weight that you
entered does not match the high-to-low order, a warning message opens.

f. To add or remove options, click the cog wheel icon at the end of the row of the option.

+ Add Option :
&

The following table describes the options in the cog wheel menu.

Menu Description

Add Option Adds an empty option text and empty weight below the last option.

Remove Option Removes the current option text and weight. If there are only two options left,
then this menu is inactive.

g. Click OK. The Edit Question Options window closes and the Create Evaluation Template

window is active. The Options text box for the Scored Scale question displays the option
text that you typed in the Edit Question Options window, and is separated by a comma.

Note: The highest weight is the question weight and the same weight displays in the
Question title bar.

6.1.2.2.2 List
To add or modify the List option, perform the following steps.

a. Once you select List from the Type drop-down list box, the Options text box is active.
Click Edit.

Options: 9

The Edit Question Options - List window opens.
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# Edit Question Options x

Question 1 - List

(3 Choose One
Question Text:

Choose One

(3D Enable Weights

Text Weight

&

-

4 o

5 o
Max Possible Weight: N/A

b. If you want this question to have option to select only one select the Choose One
togglebutton.

# Edit Question Options x

Question 1 — List

Choose One

Question Text:

Choose One
Text Weight
o
2 o
3 &
4 o
5 -3
Max Possible Weight: N/A

c. Inthe Question Text text box, you can add or modify the question text.
d. If you want this question to have weight so that during evaluation, this question’s score
gets contributed to the evaluations score, enable the Enable Weights button.
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Note: The Enable Weights button will be disabled if the Choose One button is
selected.

e. By default, five (5) rows of Text and Weight display. The following table describes the
text and weight options.

Option Description

Text Type the name of the option.
Note: The option text is unique and mandatory. The maximum characters
allowed is 200.
Weight

Type the weight of the option.
Note:
¢ Weight will be disabled if the Choose One toggle-button is turned on.

¢ The option weight is mandatory. The weights can be provided in any
order. The maximum value allowed is 255, and the minimum value
allowed is 0. The values for weight can be duplicated. A warning
message opens when the sum of all the option weights exceeds 255.

Note: When you select the Enable Weights button, the Max Possible Weight displays the
sum of all the option weights, since the reviewer can select more than one option as
an answer choice during evaluation. The max possible weight is assigned to the
question weight, and the same weight displays in the question title bar.O
O

When you do not select the Enable Weights check box, the Max Possible Weight
displays N/A.

f. To add more rows, click the cog wheel icon at the end of the last row. The following
menu opens.
{ + Add Option Before
+ Add Option After
T Move Up o
| Move Down

© Remove Option

The following table describes the cog wheel menu options.

Menu Description

Add Option Before Adds an empty row above the current row.
Add Option After Adds an empty row below the current row.
Move Up

Moves the current row one row above.

Note: If this is the first row, then this menu is inactive.

Menu Description

Move Down Moves the current row one row below.

Note: If this is the last row, then this menu is inactive.
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Remove Option

Removes the current row.

Note: If there are only two rows left, then this menu is inactive.

2.

4.

Dropdown All the question options in the template display in a drop-down list box.

g. Click OK. The Edit Question Options window closes and the Create Evaluation
Template window is active. The Options text box for the List question type displays the
option text that you entered in the Edit Question Options window, and is separated by
comma.

Note: The Maximum Possible Weight is the question weight, and displays in the
Question title bar.

Based on the question Type that you selected, you may or may not need to enter text in
the text box. If you have not yet completed the Text field, type the question text in the text
box.

Note: The maximum number of characters allowed is 1024. The Text field is mandatory but
does not need to be unique.

Type or retype a description for the question by typing or editing the value in the
Description text box.

Note: The maximum number of characters allowed is 1024. This is optional.

This question has no options. Since the weight is not allowed, the question title does not
display the weight.

To set the orientation for how a question displays in the user interface, from the Display
Mode drop-down list, select one of the following options.

Menu Description

Horizontal All the question options in the template display in an options (radio button) list

in a horizontal orientation.

Note: Since the List type is a multiple choice, List type options display in
check box format.

Vertical

All the question options in the template display in an options (radio button) list
in a vertical orientation.

Note: Since the List type question is a multiple choice, List type options
display in check box format.

7.

Note: When the question Type is Free Form Text, the Display Mode drop-down list box is
inactive.

From the Auto Fail Interaction drop-down list box, select the entity that you want to fail:
either Interaction (Evaluation), Section, or Question.

From the If drop-down list box, select the answer choice that you want to configure the
auto fail: No or Yes. When the reviewer selects the answer options as configured in the
second drop-down list box, the selected option in the first drop-down list box auto-fails. For
more details about auto-fail, see Auto Fail on page 6-196.

Note: When the question Type is Free Form Text, List (with the Enable Weight check box

selected or deselected), or any Bonus types, the Auto Fail field is inactive.

If you want to require a reviewer, while evaluating an interaction, to select an option for a
question, then select the Response Required check box.
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If you want a the reviewer to be able to enter comments about a question while evaluating
an interaction, select the Enable Question Comments check box.

If you want to add the question to the question library, select the Add to Library check
box. The Text, Description, and Options fields of the question are stored in the library.
Adding the question to the library allows you to select the question from the library at a
later time, when you are creating another template and want to use the same question
options as the one you saved.

Note: The system saves the question to the library only when you save the evaluation
template, not when you select the Add to Library check box.

A dependent question is a question that displays based on a specific answer option that the
reviewer selects during evaluation. For example, if the question, “Did the agent greet the
customer,” has answer choices Yes and No, and during evaluation the reviewer selects No,
you can configure the template to display a dependent question such as: “Did this agent
complete Contact Center Training?”

Select the Dependent Questions check box, which enables the drop-down list box below it.

The dependent question drop-down list box contains options defined for the question. For
example, if the question is a Yes/No question, the dependent question drop-down list box
contains Yes and No options. If the question is a True/False question, the dependent
question drop-down list box contains True and False options.

Note:

The Dependent Question will be disabled, if the Choose One button is enabled.

If you want to add a dependent question, before you continue with this section, see
Dependent Questions on page 6-208. Then, return to this step and continue creating an
evaluation template.

11.From the dependent question drop-down list box, select an answer choice. An additional

question table displays below the original question.

v Question 1: *Sample question 1' - Yes/No - Weight N/A - Comments: Disabled

Type: * Yes/No v Options: |_ Response Required
Text: * Sample question 1 Weight: * [ JEnahie Question Comments
[]Add to Library
Display Mode: Dropdown v - .
Description: Description of sample W] Dependent Questions
question 1 Auto Fail: Interaction ~ If v Yes v
If 'Yes'
v Question 1 (Yes) &
Type: * Select a type v Options: [ ]Response Required
Toxt: ® Weight: * ["] Enable Question Comments
["]Add to Library
Display Mode: Dropdown v
Description:

Auto Fail:

+ Add Question

+ Add Question

12.You can add multiple dependent questions for the same or different options in the question

Aspect Cloud Quality™ Administrator Guide

by selecting Add Question below the question.
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Note: The description for the fields available in dependent question are same as parent
question. Dependent questions cannot have dependent questions.

OR

On the dependent question title bar, click the cog wheel icon. The menu displays various
actions that can be performed with the dependent question.

4+ Add Question Before

+ Add Question After o
& Fill Question From Library

© Remove This Question -
T Move Up &

| Move Down

The following table describes the functions of the Dependent Question cog wheel icon

menu.

Menu Description

Add Question Before

Adds an empty dependent question for the same option above the current
dependent question.

Add Question After

Adds an empty dependent question for the same option below the current
dependent question.

Fill Question From
Library

Imports a question and its options into the current dependent question.

To import a question, once you select the Fill Question From Library option,
perform the following steps.

¢ From the Select Library Question drop-down list box, select the
question that you want to import into the evaluation template.

¢ Click OK. The Fill Question From Library window closes, and the Create
Evaluation Template window is active. The library question text,
description, and the option text overwrites the current question or
dependent question.

Note: Once the library question overwrites the current question or
dependent question, you can not undo the action.

Remove This Question

Removes the current dependent question and its options.

Note: If this is the only dependent question for a question option, then this
clears the check box that corresponds to the question option in the
dependent drop-down list box.

Add Advanced Failure
Condition

Failure condition based on Percentage Score or Point Score.

Score Adjustments

To award or deduct points the user can use the option of Score Adjustments.

Expand Dependent
Questions

Expands all the dependent questions within the current question.

Note: If there are no dependent questions defined for the current question,
then the Expand Dependent Questions option is inactive.
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Collapse Dependent Collapses all the dependent questions within the current question.

Questions
Note: If there are no dependent questions defined for the current question,
then the Collapse Dependent Questions option is inactive.
Move Up Moves the current dependent question one question above.
For example, if the current dependent question number is 2, then this
dependent question moves up and displays as dependent question 1.
Note: If there are no dependent questions above the current dependent
question, then the Move Up option is inactive.
Move Down

Moves the current dependent question one question below.

For example, if the current dependent question number is 2, then this
dependent question moves down and displays as dependent question 3.

Note: If there are no dependent questions below the current dependent
question, then the Move Down option is inactive.

13.If you want to add another Question to the template, at the bottom of the window, click Add
Question.
OR

At the end of the Question title bar, click the cog wheel icon to view a menu that displays
various actions that you can perform on the Question level.

1

+ Add Question Before ‘, o
+ Add Question After O
& Fill Question From Library

© Remove This Question

I= Expand Dependent Questions

+= Collapse Dependent Questions

T Move Up

1| Move Down

The following table describes the functions of the Question cog wheel icon menu.

Menu Description

Add Question Before Adds an empty question above the current question.

Add Section After Adds an empty question below the current question.

Fill Question From Imports a question along with the Text, Description, and Options fields from
Library the question library.

Remove This Question | Removes the current question along with its options.

Note: If this is the only question in the current section, then Remove This
Question option is inactive.
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Expand Dependent
Questions

Expands all the dependent questions within the current question.

Note: If there are no dependent questions defined for the current question,
then the Expand Dependent Questions option is inactive.

Collapse Dependent

Collapses all the dependent questions within the current question.

Questions
Note: If there are no dependent questions defined for the current question,
then the Collapse Dependent Questions option is inactive.
Move Up Moves the current question one question above.
For example, if the current question number is 2, then this question moves up
and displays as question number 1.
Note: If there are no questions above the current question, then the Move
Up option is inactive.
Move Down

Moves the current question one question below.

For example, if the current question number is 2, then this question moves
down and displays as question number 3.

Note: If there are no questions below the current question, then the Move
Down option is inactive.

6.1.2.2.3

Note: To manually collapse the contents of a Question, click the down arrow at the left of

section title.O

v |Question 1 (Yes)

The down arrow changes to a right arrow.O

O

The Question details and the questions within that Question collapse, and only the
Question title displays.O

O

To expand and view the contents of a Question, click the right arrow at the left of

Question title.

The right arrow changes into a down arrow. The Question detalil

displays below the Question title.

Bonus Question Types

You can add a Bonus question to a Question section to give the reviewer an opportunity to
increase the Section score or Overall score. You add a Bonus question to a template using
Workforce Engagement Management. The types of bonus questions are:

Bonus: Yes/No

Bonus: True/False

Bonus: Pass/Fail

Bonus: Scored Scale

Formula for Section Score

Aspect Cloud Quality™ Administrator Guide

Section Score in Percentage = (Sum of Question options weight selected/Section Weight) *

100
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e Section Score in Point = Sum of selected Question score / Maximum Possible Question
Weight * Section Weight

Example

If you create a template with a Section with the following two questions,

* Question 1 — Scored Scale (type = range from 1 to 5, weight = 20) with the following
options.

Excellent — 20, Very Good — 15, Good — 10, Average — 5, Poor - 0

¢ Bonus Question 2 — Bonus: Scored Scale (type = range from 1 to 5, weight = 10) with the
following options.

Excellent — 10, Best — 7.5, Good — 5, Average — 2.5, Poor - 0
then the following screen shot is an example of what the reviewer sees when completing the
evaluation template.

W Section 1: "Award Agent on Performance’ - 2 Questions - Weight 20 - Comments: Disabled o
Name: * Award Agent on Performance Description:
b Enable Comments

W Question 1: "How was the agent’s performance?’ - Scored Scale - Weight 20 - Comments: Disabled <&
Type: * Scored Scale ~ Options: Excellent Very Good, Good. Average, Poor r 4 Response Required
Text: * How was the agent's performance Weight: * © For 'Scored Scale’ set the weight in ‘Options Enable Question Comments
Add to Library
Display Mode: Dropdown v
Description: Dependent Questions
Auto Fail: Interaction v It v
W Question 2: "Award the points to Agent’ - Bonus. Scored Scale - Weight 10 - Comments: Disabled [+3

Type: * Bon ~ Options: Excalles age. Poor rd Response Required
Text: * Award the Weight: * o Zo‘;' grz::tu; Scored Scale’ set the weight in Enable Question Comments
tions'
Add to Library
Display Mode: Dropdowm v
Description: Dependent Questions
Auto Fail: I

If the reviewer selects Excellent as an answer choice for both questions, then the score of the
section is:

e Score in Percentage = (20+10)/20*100 = 150% * Score in Points = 20+10 = 30
Review: = None v Complete: 150%

Creator: Administrator AQM Template: Template with Bonus Question types

Award Agent on Performance

Question Description Answer Result
1 How was the agent's performance? Excellent v 100% B
2 Award the points to Agent Excellent v 100%

Section Result: 150% I

Note:
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If the reviewer selects Excellent for Question 1, and selects Best for Question 2, then the
score of the section is:

e Score in Percentage = (20+7.5)/20*100 = 138%

e Score in Points = 20+7.5=27.5

Review: None v Complete: 138%
Creator: Administrator AQM Template: Template with Bonus Question types
Award Agent on Performance

Question Description Answer Result

How was the agent's performance? Excellent v 100%

the points to Agent Best v 75%

l Section Result: 138%I

Note:

Note: If a template has a Section with only Bonus question types, then the entire Section is
cannot be scored, which means that the Score displays N/A for the Section.

6.1.2.24 Auto Fail

When creating an evaluation template, you can set an Interaction, Section, or Question to fail
when a reviewer selects a respective question option while scoring. The reviewer must select
the Template scoring type as Pass/Fail to know whether it is pass or fail. User can also select
success Rate / Quality Score(%) and Total Points (Numbers), when user selects the failure
condition, results for the corresponding Interaction, Question, or Section is 0.

While creating a template, you can set up auto fail. You can set the following question types to
qualify for auto fail.

e Scored Scale
e True/False
* Yes/No

* Pass/Fail
At the end of the Question title bar, click the cog wheel icon to view a menu that displays
various actions that you can perform on the Question level.
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+ Add Question Before o
+ Add Question After

+ Add Advanced Failure Condition

# Score Adjustments s

& Fill Question From Library
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The following table describes the functions of the Question cog wheel icon menu.

Menu Description

Add Question Before

Adds an empty question above the current question.

Add Section After

Adds an empty question below the current question.

Add Advanced Failure
Condition

Failure condition based on Percentage Score or Point Score.

Score Adjustments

To award or deduct points the user can use the option of Score Adjustments.

Fill Question From
Library

Imports a question along with the Text, Description, and Options fields from
the question library.

Remove This Question

Removes the current question along with its options.

Note: If this is the only question in the current section, then Remove This

Question option is inactive.

Expand Dependent
Questions

Expands all the dependent questions within the current question.

Note: If there are no dependent questions defined for the current question,

then the Expand Dependent Questions option is inactive.

Collapse Dependent
Questions

Collapses all the dependent questions within the current question.

Note: If there are no dependent questions defined for the current question,

then the Collapse Dependent Questions option is inactive.

Move Up Moves the current question one question above.
For example, if the current question number is 2, then this question moves up
and displays as question number 1.
Note: If there are no questions above the current question, then the Move
Up option is inactive.
Move Down

Moves the current question one question below.

For example, if the current question number is 2, then this question moves
down and displays as question number 3.

Note: If there are no questions below the current question, then the Move

Down option is inactive.

Note: Refer to Failure Conditions at Question Level on page 6-213 section, under the
Advanced Failure Condition on page 6-213.

. In the Create Evaluation Template window, with the Question added, from the Auto Fail

dropdown list box, select Interaction, Section, Question or any one/two from the list.

Aspect Cloud Quality™ Administrator Guide
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v Section 1: 'Agents Evaluation Template_1' - 1 Questions - Weight 5 - Comments: Disabled
Description:

Name; * Agents Evaluation Template_1

Weight: 5 ["] Enable Comments

v Question 1: 'Auto Fail of Agents Evaluation Template_1' - Pass/Fail - Weight 5 - Comments: Disabled

Cloud Quality Administrator Guide

v I v

Type: * Pass/Fail v Options:
Text: * Auto Fail of Agents Evaluation Template_1 Weight: * 5 s
Display Mode: Dropdown
Description:

Auto Fail: Interaction Section, Questi..
Interaction
Section

+ Add Question

Question

> Section 2 - 1 Questions - Weight N/A - Comments: Disabled

o
&
["]Response Required
["] Enable Question Comments
["JAdd to Library
["] Dependent Questions
o

2. From the If drop-down list box, select the option that corresponds to the Question type. For
example, if the question type is Pass/Fail, from the If drop-down list box you select Pass.

Vv Section 1: 'Agents Evaluation Template_1' - 1 Questions - Weight 5 - Comments: Disabled

Name: * Agents Evaluation Template_1 Description:

Weight: 5 (] Enable Comments

Vv Question 1: 'Auto Fail of Agents Evaluation Template_1" - Pass/Fail - Weight 5 - Comments: Disabled - Auto Fail

Type: * Pass/Fail v | Options:
Text: * Auto Fail of Agents Evaluation Template_1 Weight: * 5 s
Display Mode: Dropdown

v

Description: f
Auto Fail: Interaction, Section, Questi... v lf

+ Add Question

> Section 2- 1 Questions - Weight N/A - Comments: Disabled

&
&
["JResponse Required
E\ Enable Question Comments
[T]Add to Library
("] Dependent Questions
&

Note: When the user wants to auto fail the entire interaction or the entire section then select
Interaction or Section, and to auto fail only the question select Question.

W Section 1: "Agents Evaluation Template_1' - 1 Questions - Weight N/A - Comments. Disabled

Name: * Agents Evaluation Template_1 Description

Weight: [] Enable Comments

v Question 1: "Auto Fail of Agents Evaluation Template_1' - PassFail - Weight N/A - Comments: Disabled - Auto Fail

Type: * Pass/Fail v Options:
Text: * Auto Fail of Agents Evaluation Templata_1 Weight: * .

Display Mode: Dropdown v
Descnption:

Auto Fail: Interaction Section Questi... v = If ' Pass v

+ Add Question

["JResponse Required

[] Enable Question Comments
[ ] Add to Library

Dependent Questions

Note: To set up auto fail for a Scored Scale question type, from the If drop-down list box,
select an option that your company has created for Scored Scale.

Aspect Cloud Quality™ Administrator Guide
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~ Section 1: "Agents Evaluation Template_1" - 1 Quesfions - Weight N/A - Comments: Disabled

Name: * Agents Evaluation Templale_1 Description:

Lol [] Enable Comments

% Question 1: "Auto Fail of Agents Evaluation Template 1" - Scored Scale - Weight N/A - Commenis: Disabled

Type: * Scored Scale ~  Options: A
Text: * Auto Fail of Agenis Evaluation Template 1 Weight: * @ For'Scored Scale’ set the weight in "Oplions’ [
(

Display Mode: Dropdown v

Description:
Auto Fail: Interaction Section Quasti_. ~ If n

+ Add Question

» Section 2 - 1 Questions - Weight N/A - Comments: Disabled

+ Add Section

Once an interaction is evaluated by using the Evaluation Template, the result will be displayed
under the Evaluation tab, as shown below.

Evaluation: Administrator AQM,Fail 0%, Agents Evaluation Template_1 v ¥ E
Details Actions m Attachments
< 0 Do not show in report Complete: Fail 0%
Section AutoFail
1. Pass [Fail AutoFail

6.1.2.25 List Type

When you create a List type answer option in an evaluation temple, the reviewer can select more
than one answer for a List type question. Based on the answer that a reviewer selects, you can
have different weights for each answer. You also have the option to Enable or Disable the List

type answer weight.
1. In the Create Evaluation Template window, with the Question added, click on the Enable
Comments checkbox. It enables the comment field for the section.
2. From the Type drop-down list box, select List.
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CREATE EVALUATION TEMPLATE

rs = Name: Section 1 Description  N/A
% Section 1: "Section 1" - 1 Questions - Weight N/A - Comments: Enabled
Name: * Section 1 Description:
Weight: ¥ Enable Comments
v Question 1 - List - Comments: Disabled &
Type: * List v Options: & Response Required
Text: * Weight: * © For 'List set the weight in "Options Enable Question Comments
Add to Library
Display Mode: Vertical v .
Description: Dependent Questions
Auto Fail: i

+ Add Question
+ Add Section
3. Click on the Enable Question Comments checkbox as shown below. It enables the

comment field for the question.
CREATE EVALUATION TEMPLATE

£ = Name Section 1 Description:  N/A
w Section 1:"Section 1" - 1 Questions - Weight N/A - Comments: Enabled
Name: * Section 1 Description:
e « Enable Comments
v Question 1 - List - Comments: Enabled &
Type: * ist “ Options: & Response Required
Text: * Weight: * © For 'List sst the weight in 'Options II Enable Question Comments I
Add to Library
Display Mode: Vertical
Description: - e Dependent Questions
Auto Fail: f

+ Add Question

+ Add Section

4. Next to the Options text box, click Edit.
Y o

The Edit Question Options window opens with the Question Text field populated from the
Create Evaluation Template window.

Note: If you want, you can modify the Question Text field.O
O
By default, the Edit Question Options window has five (5) list options with blank text.
5. If you want this question to have option to select only one answer, so that during
evaluation, this question’s score gets contributed to the evaluations score, enable the
Choose One button.
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# Edit Question Options x

Question 1 — List

Choose One

Question Text:

Choose One

Text Weight
- a
2 o
3 o
4 o
5 o

Max Possible Weight: N/A
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¢ In the Text column, in the text box field, type the text for each option that you want in the
List type Answer option section of the evaluation template.

# Edit Question Options x

Question 1 — List

(3D Choose One
Question Text:

Choose One

(3D Enable Weights

Text Weight

&

&

4 o

5 o
Max Possible Weight: N/A

Note: By default, the Weight column text fields are disabled. If you do not enable the
question weight, then the question weight is N/A.

Question weight is calculated based on the sum of the selected option weights. For example,
if the reviewer selects options 1, 2, and 4, and the weight is 1, 2, and 4 respectively, then the
question weight is 7.

Scoring is based on the following formula:
Percent Score = (Sum of selected options weight/question weight)*100

Point Score = Sum of selected option’s weight
6. If you want to add weights to the List answer options, select the Enable Weights button.

Note: You can type the text and weights in any order that you want. During the interaction
evaluation, the reviewer sees the check boxes in the List in the same order as you
create them on the Edit Question Options window.
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# Edit Question Options x

Question 1 - List

(3 Choose One

Question Text:

Choose One

Enable Weights

Text Weight
¢ &
2 ¢ o
S &
: gl [e
5 ) e
Max Possible Weight: N/A

At the bottom of the window, the Max(imum) Possible Weight displays the total of all the
option weights. A question can have the maximum possible weight if the reviewer selects all
the Answer check boxes in the list.

Note:

¢ The Enable Weights button will be disabled if the Choose One button is enabled.

¢ You can move the list options up or down in the list, or you can add an option before
or after a row in the list. To do this, click the cog wheel icon next to the option that
you want to modify.
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# Edit Question Options x

Question 1 — List

(B Choose One
Question Text:

Choose One

@ Enable Weights
Text Weight
< o

+ Add Option Before

~

+ Add Option After

T Move Up n

1 Move Down

4 o
© Remove Option

o

<>

Max Possible Weight: N/A

The following table describes the options in the cog wheel menu.

Option Description

Add Option Before

To add a blank row before any option.

Add Option After

To add a blank row after any option.

Move Up To move an option one row up.
Note: When an option reaches the top row, the Move Up menu item is
inactive.
Move Down

To move an option to one row down.

Note: When an option reaches the last row, the Move Down menu item is
inactive.

Remove Option

To delete any row until the only two options remain in the list. The List type
must have minimum of two options.

7. When you are finished editing the question options, click OK. The Edit Question Options
window closes and the Create Evaluation Template window is active.

8. From the Display Mode drop-down list box, select either Vertical or Horizontal.
If you select Vertical, the reviewer sees the List options displayed as in the following

screen shot.
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Details Actions m Annotations Attachments
< O ] Do not show in report Draft
Section 1
Question Description Answer Result
Please select the reason for choosing us as your
1 Please select oplions which describe
service provider
Note:

If you select Horizontal, the reviewer sees the List options displayed as in the following
screen shot.

Attachments

< o I

§1
Question Description Answer Result

1 Q1 Yes v :
Comment | 7778

1A @ Do Ye P
Comment  ~""

Commant

Section Result: Draft
Note: The Section Question Comment fields are added to the Evaluation with the Note

field. You can also type any text or <html1> text on the fields. Refer the below
screenshot.

Evaluation: Skibinski Jeff, Draft, 11

-+ B
Details Actions Iﬁﬂﬂ Annotations Attachments

< O vin report Draft
s
Question Description Result
1 s Save as Draft -
Submit
Note:
<script=

document gefElementByld("demo”).innertHTML = "Hello JavaScript’
<[script>

If <html> text is used on the Note field, as shown above, the texts inside the

<script> will not be visible after Submit the evaluation. The other <html1> texts
will be shown as shown below.
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[1Do not show in report

Complete: Pass 150%

Pass 200%

Pass 100%

Pass 100%

9. If you select the Response Required check box for this List type question, the reviewer is
required to select a minimum of one check box on the evaluation template.

10.When you have finished adding questions and sections, you want to either save the
template as a Draft template or as a Final template. Select the main menu icon to view the

following menu.

i © Clear Template
(&) Expand All
(® Collpase All
© Cancel

1 = Save As Draft

=) Save As Final

The following table describes the functions of the main menu icon menu.

Description

Menu

Clear Removes all the sections and questions in the template and adds an empty section with

Template an empty question.

Expand All Expands all the sections, questions, and dependent questions (if any) in the template.

Collapse All | co|japses all the sections, questions, and dependent questions; displays only the
section titles.

Menu Description

Cancel Cancels the changes in the template, closes the Create Evaluation Template window,
and the Evaluation Templates window is active.
Note: If you click Cancel before saving the changes, the system displays a Warning

window. To delete the changes, click Yes.
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Save As Saves the template changes to the database. The evaluation template remains open so
Draft that you can continue to make changes.
Note: This template is not available for a user to select when evaluating an interaction
because the template is a Draft.
Save As Saves the template changes to the database. The Create Evaluation template window
Final closes and the Evaluation Templates window is active.
Note: Selecting this option marks the template as complete and allows a user to select
it when evaluating an interaction.

Note: When you save an evaluation template as Draft, it is successfully saved to the
database, when the following Success window opens.

& Success x

This evaluation was saved successiully.

Note: When you click Save as Final, the success window does not display.O
O
Whether you click Save as Final or Save as Draft, the template displays in the
Evaluation Templates list.

6.1.2.3 Dependent Questions

A dependent question is a question that displays based on a specific answer option that the
reviewer selects during evaluation. For example, if the question, “Did the agent greet the
customer,” has answer choices Yes and No, and during evaluation the reviewer selects No,
you can configure the template to display a dependent question such as: “Did this agent
complete Contact Center Training?”

Note: The weight of a dependent question is not included in the Section weight.

When a reviewer selects a template, the template details display in the Evaluation tab. The
following screen shot displays Question 1 (Did agent greet the customers?), which when the
reviewer selected the Answer as Yes, displayed two dependent questions.
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Evaluation: Administrator AQM, Draft, Template for Agent Performance v o+ =v
Details Annotations Attachments
< O Draft
Greeting
Question Description Answer Result
. If agent have not greeted customer P
Did agent greeted the customer? . Yes v
i If agent have not greeted customer po
1A © Did agent greeted the customer politely A% No v
B © Informati on gent is usefu True n
Section Result: Draft
Note:

If you configure a Dependent Question number in the template, then the question number
appears for the dependent question as XA, where X is the question number. For example: 1A
or 1B, as in the preceding screen shot.

An Information icon displays next to the dependent questions, and when the reviewer clicks on
the Information icon, the following message displays. In the following screen shot, Yes is the
answer choice that the reviewer selected for question which has the dependent question.

Details Actions .iﬁu Annotations Attachments
< a [] Do not show in report
Information x

Evaluation Template: 11

Created By: Skibinski Jeff

Created On: 8/27/2020 5:37:20 PM
. Last Modified By: N/A

Last Modified On: N/A

In the Description column, if a dependent question’s description exceeds the maximum
allowed space in the field, then a More hyperlink displays. The reviewer can click More to
display the complete question description; the hyperlink changes to Less. When the
reviewer is finished reading the description, they can click Less to display fewer words in
the field.

Creator: Administrator, AQM Template: Template for Agent Performance

Greeting
Question Description Answer Result
2 If agent have not greeted customer P
1 Did agent greeted the customer? - : Yes v
) I greeted customer politely
1A © Did agent greeted the customer politely? No v
18 © Information from the agent is useful? True v
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Score Calculation Formula - With Dependent Questions

The following table describes the system formulas behind the Percentage Score and Point

Score options.

Question Score
Display

Dependent
Question Score

Section Score
Display

Overall Score
Display

Percentage Score

(Sum of selected
question options
weight/Question
Weight) * 100

Display

(Sum of selected
dependent
question options
weight/
Dependent
Question Weight)
*100

((Sum of
selected
question options
weight + Sum of
selected
dependent
question options
weight) /Section
weight) * 100

(Sum of all
section score/
Sum of weights of
all sections) * 100

Example:

2 selected

Section Weight as 10

Question weight as 10

Option 1 =2

Dependent question weight =
10

Option 1 =10

Option2=0

Option2=3

Option 3 =5

If Option 1 (Option 1 selected in
dependent question), Option

(2+3/10)*100 =
50%

Question Score
Display

(10/10)*100 =
100%

Dependent
Question Score
Display

((2+10+3)/
10)*100 = 150%

Section Score
Display

((2+10+3)/
10)*100 = 150%

Overall Score
Display

Point Score

Sum of selected
question options
weight

Sum of selected
dependent
question options
weight

Sum of
Question Score
(includes
Dependent
Questions
Score) /
Maximum
Possible
Question
Weight
(excludes
Dependent
Question
Weight) *
Section Weight

Sum of all
Section Scores
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Example:

Section Weight as 10
Question weight as 10
Option 1 =2

Dependent question weight =
10

Option 1 =10
Option2=0
Option2=3
Option 3 =5

If Option 1 (Option 1 selected in
dependent question), Option
2 selected

2+3=5

10

2+10+3 =15 2+10+3 =15

6.1.3 Edit an Evaluation Template

Use the edit feature to change the basic template details, section details, question details, and
dependent question details. The Evaluation Templates are editable when the evaluation

templates are saved as Draft and saved as Final.

To edit an evaluation template that you created as Draft, perform the following steps.

1. Launch Workforce Engagement Management.

2. Log in as an Administrator.

3. From the Main menu main menu, select Administration. The Administration panel

appears.

4. Under QM Evaluation, click Evaluation Templates.

# Home
I8 Dashboards

& Employ

=] 4
i Wor

\
#$ Admini

QM Evaluation
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The Evaluation Templates window opens, and a list of templates whose Status is either

Draft or Complete displays in the grid.

EVALUATION TEMPLATES

n

- Descriptior v Created Dale

own-template?

The Edit button
screen.

24/2019 12:0235PM  Complete

Used for Scoring

(] o
e

] e

(]

(]

]

]

(]

will be displayed beside the Add button as shown on the above

Note: In previous version Edit button was displayed under cog wheel option menu. Now it

is moved beside Add button.

6.1.4 Advanced Failure Condition

Aspect Quality has been enhanced to provide different and more complex ways to determine
scorecard failures. All the existing automatic failure conditions that were introduced in earlier
versions of Aspect Quality have been replaced with a new set of failure conditions. The new

failure conditions have the following properties.

You can define failure conditions for a question or a section.

Each question or section can have 0 or more assigned failure conditions (it is not

mandatory to assign a failure condition. However, it works for four question types such as

Pass/Fail, Scored Scale, True/False, and Yes/No).

6.1.4.1 Failure Conditions at Question Level

There are two parameters to define the failure conditions at question level such as Percentage

Score and Point Score.

6.1.4.1.1 Percentage Score

To define the failure conditions based on the percentage score, follow the steps below.

1. When you are creating a template, you have to select a question type such as Pass/Fall,

Scored Scale, True/False, and Yes/No, as shown below.
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| CREATE EVALUATION TEMPLATE

S = Name: 19 Description:  N/A
W Section 1- 1 Questions - Weight N/A - Comments: Disabled &
Name: * Description:
Weight: $ ["] Enable Comments
Vv Question 1 - Weight N/A- Comments: Disabled &
Type: * Select a type ‘ Options: A 1:\ Response Required
| . % B - S [] Enable Question Comments
| Text: Bonus: Yes/No Welght: ey
| [ Add to Library
| Free Form Text Display Mode: Dropdown v
| Description: Dependent Questions

ot Auto Fail: if

Pass/Fail

Scored Scale

+ Add Questior, True/False

Yes/No

+ Add Section

2. At the end of the Question title bar, click the cog wheel icon to view a menu that displays
various actions that you can perform on the Question level.

+ Add Question Before o
+ Add Question After

+ Add Advanced Failure Condition

# Score Adjustments B

& Fill Question From Library

Note: After selecting any of the above displayed question type, the Add Advanced Failure
Condition option will be enabled.

3. Click on the Add Advanced Failure Condition option and the Add Advanced Failure
Condition window appears.

4. Click on the Auto Fail Question By drop-down and select Percentage Score.
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+ Add Advanced Failure Condition x

Auto Fail Question By: *

[ Please select an auto fail type !

| Please select an auto fail type.

I Percentage Score

Point Score

5.After selecting the Percentage Score, clickon * button.
6. Choose the failure condition and set the percentage as per your requirement. O

+ Add Advanced Failure Condition by

Auto Fail Question By: *

Percentage Score v o+
[ Greater Than n % | S| @
Equals
| Greater Than |

Greater Than Or Equals
Less Than

Less Than Or Equals

Not Equal cancel (KT

Example: If you create a failure condition called Percentage Score > 50 and while scoring
a call using this template, if the question score is greater than 50%, then the question fails.
Even though the failure condition is satisfied and the question fails, the score of the
question is not set to 0. You must have the Question Scores Display option set to
Percentage Score & Pass/Fail, Point Score & Pass/Fail, or Pass/Fail to determine if this
question has failed or not.

Note: You can add a maximum of four failure conditions to the Add Advanced Failure
Condition window.

7. Click on OK button to complete the process.
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6.1.4.1.2 Point Score

To define the failure conditions based on the point score, follow the steps below.
1. When you are creating a template, you have to select a question type such as Pass/Fail,
Scored Scale, True/False, and Yes/No, as shown below.

CREATE EVALUATION TEMPLATE
s = Name: 19 Description;  N/A
v Section 1 - 1 Questions - Weight N/A - Comments: Disabled &
Name: * Description:
Weight: 4 | ¢ [JEnable Comments
WV Question 1 - Weight N/A - Comments: Disabled o
Type: * Select a ype n Options: Ij Response Required
Text: * - SFave ["]Enable Question Comments
Bonus: Yes/No Wolghts
|__JAdd to Library
Free Form Text Display Mode: Dropdown v
v Dependent Questions
Description: st
Auto Fail: i
Pass/Fail
Scored Scale

+ Add Questiorf T "

Yes/No

+ Add Section

2. At the end of the Question title bar, click the cog wheel icon to view a menu that displays
various actions that you can perform on the Question level.

+ Add Question Before o
+ Add Question After

+ Add Advanced Failure Condition

& Score Adjustments [

& Fill Question From Library

Note: After selecting any of the above displayed question type, the Add Advanced Failure
Condition option will be enabled.

3. Click on the Add Advanced Failure Condition option and the Add Advanced Failure
Condition window appears.
4. Click on the Auto Fail Question By drop-down and select Point Score.
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+ Add Advanced Failure Condition x

Auto Fail Question By: *

[ Please select an auto fail type n

Please select an auto fail type

Percentage Score

IPoint Score I

5.After selecting the Point Score, clickon ¥ button.

6. Choose the failure condition and set the point as per your requirement. O

+ Add Advanced Failure Condition x

Auto Fail Question By: *

Point Score v =
[GreaterThan n Points & @
Equals

I Greater Than |

Greater Than Or Equals
Less Than

Less Than Or Equals

Not Equal cancel (K

Example: If you create a failure condition called Point Score = 10, and while scoring the
call with this template, if the question option you select has an option weight of 10, then the
question fails. Even though the failure condition is satisfied and the question fails, the score
of the question is not set to 0. You must set the Question Scores display option to
Percentage Score & Pass/Fail, Point Score & Pass/Fail, or Pass/Fail to know whether or
not this question failed.

Note: You can add a maximum of four failure conditions to the Add Advanced Failure
Condition window.

7. Click on OK button to complete the process.
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6.1.4.2 Editing an Evaluation Template as Draft

1. Select the row of the Evaluation Template that you want to edit and click on the Edit
button.O

EVALUATION TEMPLATES

c + ¢ A E O

Drag a column header and drop it here to group by that column

Name = Description = Created By = v (Created Date = Status = Active = UsedforScoring =
knockDown-template knockDown-template1 -
<b=Bold </b= <b=Bold </b= Administrator, AQM 12/24/201912:02:35PM  Complete (V] V]
wviv.aspect.com www.aspect.com
List Administrator, AQM 12/19/20195:03:29 PM  Complete V] V]

Section Question

R Administrator, AQM 1211912019 2:35:04 PM  Complete (V] (V]
Administrator AQM | 12/1912019 12:36:41 PM | Complete
14 Administrator, AQM 12/19/2019 12:12:28 PM  Complete V]
13 Administrator, AQM 12/19/2019 11:58:199 AM  Complete (V]
12 Administrator, AQM 12/19/2019 11:56:54 AM  Complete V]
10 Administrator, AQM 12/19/2019 11:55:51 AM  Complete V]
1 Administrator, AQM 12/19/2019 11:52:52 AM  Complete V]
The Edit Evaluation Template window opens.
2. To edit the template Name and other details, click Edit.
EVALUATION TEMPLATES
s +[s]z e 0
Drag a column header and drop it here to group by that column
Name = Description = Created By = v(Created Date = Status = Aclive = UsedforScoring =
knockDown-template?  knockDown-template1 =
<h=Bold </b> <b=Bold </b> Administrator, AQM 1212412019 12:02:35PM  Complete V] V]
www.aspect.com wwiv.aspect.com
List Administrator, AQM 12/19/20195:08:29 PM  Complete (V] (V]
izf:;zs:m” Administrator AQM 1211912019 235:04PM  Complete ) )
Administiator AQM | 12/19/2019 12:36:41 PM | Complete
14 Administrator, AQM 12/19/2019 12:12:28 PM  Complete (V]
13 Administrator, AQM 12/19/2019 11:58:19 AM  Complete V]
12 Administrator, AQM 12/19/2019 11:56:54 AM  Complete (V]
10 Administrator, AQM 12/19/2019 11:55:51 AM  Complete (V]
1 Administrator. AQM 12/19/2019 11:52:52 AM  Comolete (V]

The Edit Evaluation Template details window opens.
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15

Description:

Display Scoring:
Section, Question, Overall

Scoring Type: *

Default Question Response:

None

Success Rate / Quality Score (%) & Pass/

Cloud Quality Administrator Guide

x

#| Display Question Numbers
Weight For N/A Answer Choice:

Not included in score v
Override Minimum Possible Score:
Override Maximum Possible Score:
Allow Access To:

Select Selected (2)

3. Select the required fields based on requirement.

Note: For detailed information about each Evaluation Template (question or section) field,
see Create an Evaluation Template on page 6-175.

4. To close the template details without editing, click Cancel.

OR

To save the template changes, click OK.

The Edit Evaluation Template details window closes and the Edit Evaluation Template
window with the sections and questions displays.

5. When you have finished adding questions and sections, you want to either save the
template as a Draft or as Final. Click the main menu icon and from the menu select either

Save As Draft or Save as Final.

6.1.4.3 Editing an Evaluation Template as Complete

The Edit button is introduced to edit Evaluation Template which is in a complete state and helps
to add/remove permissions for users. As an example, if a new employee joins the organization
and the user wants to give permission for the newly joined employee to use the existing
evaluation template till version 19, the user has to duplicate the template and add the new user.
In version 19, the Edit button is added. Hence, the user is able to add/remove permission even
for an evaluation template with the status as Complete.
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c +(s]a s )

Drag a column header and drop it here to group by that column

Name
15 - Duplicate

knockDown-template1
<b=Bold </b=
www.aspect.com

List

Section Question

= Description = Created By

Administrator, AQM

knockDown-template1
<b>=Bold </b>
WWW. aspect com

Administrator, AQM

Administrator, AQM

Administrator, AQM

Comments

15 Administrator, AQM
14 Administrator, AQM
13 Administrator, AQM
12 Administrator, AQM
10 Administrator, AQM

1. Click Edit button

& EDITEVALUATION TEMPLATE

Description:

Display Scoring:

v Created Date =

1/9/2020 10:11:16 AM

1212412019 12:02:35 PM

12/19/2019 5:08:29 PM

12/19/2019 2:35:04 PM

12/19/2019 12:36:41 PM
12/19/2019 12:12:28 PM
12/19/2019 11:58:19 AM
12/19/2019 11:56:54 AM

12/19/2019 11:55:51 AM

Section, Question, Overall v
Scoring Type: *

Success Rate / Quality Score (%) & Pass/ v
Default Question Response:

None v

Cloud Quality Administrator Guide

A Status = Aclive = UsedforScoring =
Complete (V]

Complete © V)
Complete V] V)
Complete (V] ]
Complete

Complete o

Complete o

Complete o

Complete ©

, the Edit Evaluation Template details window opens.O

« Display Question Numbers
Weight For N/A Answer Choice:

Not included in score v

Override Minimum Possible Score:

Override Maximum Possible Score:

Allow Access To:

Select Selected (2)

Cancel

2. All the fields in above screen will be enabled and editable other than "Override Minimum
Possible Score" and "Override Maximum Possible Score" fields.

3. Click the Select button in the Allow Access To section, to select one or more user profiles.
It allows the user/s to score for the scorecard template. The Select User Profiles window

appears as shown below.
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+ Select User Profiles x

Search ltems:

Selected (0) Cancel [ ok |

Note: To provide the access for a new user, select the user profile for which the user is
associated with.
4. Go to the Search Items field, either search by name or click on the magnifying glass to

search and select the profile/s. O
Or, click on the B putton to select all of the profiles available in the database.

5. In Aspect Cloud, every user has their user profile, and the user must be select the
corresponding user profile.

6. Click on the OK button in the Edit Evaluation Template dialog. System will save the
evaluation template and display in the grid.

Note:

* For any typo in the evaluation template name, the system will allow you to change that
without impacting the existing evaluations or existing report data.

* Auseris able to edit the Scoring Type as well. If you think you need to change the
scoring type and for example you change from Quality Score to Point Score then all the
existing evaluations and the evaluations that you are going to create all will be displayed
with point score. This does not mean system will recalculate the scores again and the
scores are already calculated and stored in all the possible formats of Scoring types and
system will just display those.
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EVALUATION TEMPLATES

c+[s]@e o @

Drag a column header and drop it here to group by that column

Name = Description = Created By = v (Created Date = A Status = ctive = UsedforScoring =
15 - Duplicate Administrator, AQM 1/9/2020 10:11:16 AM Complete (V]
knockDown-template1 knockDown-template1
<b>Bol : Administrator, AQM 12/24/201912:02:35PM  Complete o o
yww.aspect.com
List Administrator, AQM 12/19/2019 5:08:29 PM  Complete (V] (V]
zz;“iln::“ . Administrator, AQM 12/19/20192:35:04 PM  Complete (V] V]
15 Administrator, AQM 12/19/2019 12:36:41 PM  Complete
14 Administrator, AQM 12/19/2019 12:12:28 PM  Complete (V]
13 Administrator, AQM 12/19/2019 11:58:19 AM  Complete (V]
12 Administrator, AGM 12/19/2019 11:56:54 AM  Complete V]
10 Administrator, AQM 12/19/2019 11:55:51 AM  Complete (V]

For the Premise user who is not the owner of the evaluation template and have edit permission
on the evaluation template in user profiles can edit the evaluation template.

6.1.4.4 Failure Conditions at Template Level

To define the failure condition at the template level (for Overall Score of the template) user can
use this failure condition. There are two parameters to define the failure conditions at template
level such as Percentage Score and Point Score.

To define the failure conditions at the template level, follow the steps below.

1. Click on Action menu in the tool bar of Create Evaluation Template page and Select “Add
Failure Condition” option

CREATE EVALUATION TEMPLATE

2. Add Failure Condition dialog will be displayed with Auto Fail By drop down list. Select
Percentage Score or Point Score as per the requirement as shown in the screenshot
below.
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4+ Add Failure Condition

(3 Force Overall Score to 0
Auto Fail By: *

Please select an auto fall type B

Pleace select an auto fall type

Percentage Score

Pont Scora

3. Click on the ‘+ button. You will see different options dropdown list to set the failure
condition. Set the failure condition as per the requirement.
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4+ Add Failure Condition x

(3 Force Overall Score to 0
Auto Fail By: *

Percentage Score v -+

A
Greater than n * v @
Equals

Greater than J

Greater than or equals
Less than

Less than or equails

Not equals Cone

Example: If you create a failure condition called Percentage Score < 50 while scoring a call
using this template, and if the overall score is lesser than 50%, then the overall score fails. OR

If you create a failure condition called Point Score = 10, and while scoring the call with this
template, if the overall score gets a point score of 10, then the overall score fails.

You must have the Overall Score Display option set to Percentage Score & Pass/Fail, Point
Score & Pass/Fail, to determine if this overall score has failed or not.

Note:
a. A maximum of 4 different failure conditions can be added by clicking on “+” button.

b. To remove the condition added click on the “- “(remove) button of the corresponding
condition row.

c. If you toggled on the Force Overall Score to 0 toggle button, the Overall score will be
set to 0 when failure condition meets the criteria else evaluation will be termed as
Failed but the score will not reset to 0

4. Click the OK button to save the failure condition. The Failure Condition for Template is
enabled as shown below.
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CREATE EVALUATION TEMPLATE

/ u o Dx Duogtie WA

VI 10T O | OGN Gt DM

Toogiats Lve Fawy Condten: '

None *

Descayce
v H i Coremeen
v Oaaten Vet Lot Desbed 2
e fomom Konnks AN pen]
! Weagd LW Dmhlod vy
WLy
Doaay Vox:
Devcrpine Dupendent Goerioes
it

+ 491 Quinen

+ A% e

5. If you want to update the failure condition defined, click on the Action menu in the tool bar
in the Create Evaluation Template page and Select Edit Failure Condition option.

CREATE EVALUATION TEMPLATE

q -
\ 2% | jnt N/A - Comments: Dicabied

© Clear Template

Nat
® Expond All >
We __|Enable Comments
@ Colipase All
v O Cancel Zomments: Disabled
Cance

) Save As Draft

£ Save As Final

Description:

+ Add Question

+ Add Section

6. Update the failure condition as required and Click on OK button.
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# Edit Failure Condition x

@ ) Enable

(3D Force Overall Score to 0
Auto Fail By: *

Percentage Score v -

%

<
0

w
e

Less than v

7. To clear or remove the Failure condition added, turn off the Enable toggle button and Click
the OK button.
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# Edit Failure Condition x

(3 Enable

6.1.5 Duplicate an Evaluation Template

In Workforce Engagement Management, you may want to duplicate a template if you want to
use already-created sections or questions in a template, but you want to name the template
with a different name, thereby creating a new template.

1. On the Evaluation Template window, highlight the row of the Evaluation Template that you
want to duplicate.
2. Click on Duplicate button from the menu options as shown below.

EVALUATION TEMPLATES

C+l‘i(‘)

Drag a column header and drop  here to group by that column

Name = Description = (Created By = v(reated Date
knockDown-template! <b=Bold </b> knockDown-template1 <0>Bold </b Administrator AQM 1212472019 12:02:35 PM
VWY www.aspect.com
List Administrater, AQGM 1211922019 5:08:29 PM
Section Question Comments Adminictrator, AM 1211972019 235.04 FM

[15 J Administrater, AQM 1211972018 12.36:41 PM
14 Administrator, AQM 12/18/2019 12:12:28 PM

Aspect Cloud Quality™ Administrator Guide Alvaria Confidential | aspect.com | 206



A CISpeCt Cloud Quality Administrator Guide

The Duplicate Evaluation Template dialog window opens. All the values from the duplicated
template are copied to the Duplicate Evaluation Template window, except the Name.

Note: The fields marked with a red asterisk (*) are required fields.

€] DUPLICATE EVALUATION TEMPLATE x

Name: * #| Display Question Numbers
Weight For N/A Answer Choice:

o Not included in score v
Description:

Override Minimum Possible Score:

~
- . v
Display Scoring:
Override Maximum Possible Score:
Section, Question, Overall v =
A
Scoring Type: *
Success Rate / Quality Score (%) & Pass/ v
Default Question Response: Allow Access To:
None v Select Selected (0)

3. In the Name text box, type a name for the template. The maximum number of characters
allowed is 100. The template name must be unique across the system and is mandatory.

4. To return without duplicating the evaluation template, click Cancel.

OR

To save the duplicated template details, click OK. The Close Evaluation Template details
window closes and the Duplicate Evaluation Template window with existing sections,
questions and dependent questions is active.
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¢

1
P

v Section 1:"S1"- 1 Questions - Weight 10 - Comments: Disabled

Name: *

w0

Weight: 10 Enable Comments

Vv Question 1: 'Q1’ - Yes/No - Weight 10 - Comments: Disabled

Type: * YesiNo v
Text: * Q1
Description:

+ Add Question

+ Add Section

Description:

Options:
Weight: *
Display Mode:

Auto Fail:

Cloud Quality Administrator Guide

Name 15 - Duplicate Description: ~ N/A

&
&

Response Required

10 A Enable Question Comments

v

Add to Library

Dropdown v
Dependent Questions

Interaction v I v

You can make changes to existing sections, question and dependent questions or you can
add new sections, questions and dependent questions.

Note: To enable questions and comments, click on the checkboxes as shown below.

v Section 1: 'S1'- 1 Questions - Weight 10 - Comments: Enabled

Name: * 51 Description:
v Question 1: 'Q1" - Yes/No - Weight 10 - Comments: Enabled
Type: * Yes/No v Options:
Text: * Q1 Weight: *
Display Mode:
Description:
Aute Fail:

"HE

Dropdoiwn

nteraction

Response Required

| # Enable Question Comments

Add to Library

Dependent Questions

v If v | Dependent Question Tii

5. If you want to add a new section(s) to the duplicated template, see Add a New Section on

page 6-180.

6. If you want to add a new question(s) to the duplicated template, see Add a New Question

on page 6-183.

7. When you have finished adding questions and sections, you want to either save the
duplicated template as a Draft template or as a Final template. Select the main menu to

view the following menu.
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i © Clear Template
() Expand All
[® Collpaze All
© Cancel

1 B Save As Draft

=) Save As Final

Note: When you save an evaluation template as Draft, it is successfully saved to the
database, when the following Success window opens.

& Success x

This evaluation was saved successiully.

Note: When you click Save as Final, the success window does not display.

Whether you click Save as Final or Save as Draft, the template displays in the Evaluation
Templates list.

8. Save the duplicated template. The Duplicated Evaluation Template window closes and the
Evaluation Templates window is active, with the new template displayed in the table.

EVALUATION TEMPLATES

e+ ¢ B8 Y

Drag a column header and drop il here to group by that column

Name = Description = Created By = v(Created Date
15 - Duplicate Administrator, AQM 1/9/2020 10:11:16 AM
SSyrehmiteats ot e 2P
List Administrator, AQM 12/19/2019 5:08:29 PM
Section Question Comments Administrator, AQM 1211972019 2:35:04 PM
15 Administrator, AQM 12/19/2019 12:36:41 PM

14 Administrator, AQM 121192019 12:12:28 PM
6.1.5.1 Duplicate a Template Created in Quality
You can duplicate a template in Workforce Engagement Management that was originally
created in Aspect Quality (not in Workforce Engagement Management); however, some of the

question Types appear different in the duplicated template. These differences are described in
the following table.
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Question Type in AQM Displays as this in WEM

. Choose one ¢ . List, with Enable Options Weight deselected
Choose one or
more

e Scored Scale (Low to High) « Scored Scale

Note: The options order of this question Type
displays as High to Low.

» Single Line Answer * Free Form Text

e Multi Line Answer

Note: If you created a template in Aspect Quality (not in Workforce Engagement
Management) that contains the Scored Scale (Low to High), Choose One, Choose One
or More, Single Line Answer, or Multi Line Answer question types, and then a reviewer
uses that template in Workforce Engagement Management to evaluate an interaction,
then those question types display in Workforce Engagement Management as you
created them in Aspect Quality.

6.1.6 Delete an Evaluation Template

This section describes how to delete an evaluation template. Follow the steps below to delete
an Evaluation Template.

1. Launch Workforce Engagement Management.
Log in as an Administrator.

From the Main menu, select Administration. The Administration panel appears.
Under QM Evaluation, click on Evaluation Templates.

P D

\
% Admini

QM Evaluation
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The Evaluation Templates window opens. A list of templates whose status is either Draft or
Complete and the templates which are used to score display in the grid.

EVALUATION TEMPLATES

Drag a column header and drop i here to group by that column

Name = Description = Crealed By = vCrealed Date = a0ialus = Active =| UsedforScoing =
15 - Duplicate Administrator, AGM 11912020 11:1421AM | Complete (v]

knockDown-template1
<b>Bold </b> Administrator, AQM 121242019 12:02:35 PM | Complete V] V]

WwW.aspect.com

List Administrator, AQM 12/19/20195:08.29PM  Complete (V] V]
et S Administator AOM  1249201923504PM  Complete © )
Comments
15 Administrator. AQM 12/19/2019 12:36:41 PM ' Complete

5. Select the evaluation template and click on Delete button as shown below.

EVALUATION TEMPLATES

At O G

Drag a column header and drop it here to group by that column
Name = | Description = (Created By £ v(Created Date £ aStatus = Active = UsedforScoring =
15 - Duplicate Administrator, AQM 1/9/2020 11:1421AM | Complete (V]

knockDown-templatel  knockDown-template1

<h=Bold </b> <b=Bold </b> Administrator, AQM 1212412019 12:02:35PM  Complete V] (V]
www.aspect.com www.aspect.com
List Administrator, AQM 12/19/2019 5:08:29 PM  Complete ® (V]
Section Question

Administrator, AQM 1211912019 2:35:04 PM  Complete (V] (V]
Comments
15 Administrator, AQM 12/19/2019 12:36:41 PM  Complete

Note:

¢ If an evaluation template is already in use for scoring, then the Delete button is
disabled. Check the Used for Scoring column on the grid for the templates which are
already in use for scoring.

* The admin or the evaluation template owner can delete those Evaluation Templates
which are not used for scoring.

6. Click on Yes to delete the Evaluation Template.

6.1.7 Activate and Deactivate Evaluation Template/s

This section describes how to activate and deactivate one or multiple Evaluation Templates.

6.1.7.1 One Evaluation Template

Follow the steps below to activate and deactivate one Evaluation Template.
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1. From the Main menu, select Administration. The Administration panel appears.

2. Under QM Evaluation, click on Evaluation Templates. The Evaluation Templates window
appears.

3. Select the Evaluation Template on the grid, and click on Activate button from the menu
buttons as shown below.

EVALUATION TEMPLATES

c+;m

Drag a column header and drop it here to group by that column

Name = Description £ Created By £ v(Created Date £ aSfatus = Active E  UsedforScong =
hidjh ksd hikjshd fikhsd Administrator, AQM 12/19/2019 11:41:225AM  Complete

fkjhds fkhsdkjnsd

kifhskd f

9 Administrator, AQM 12/19/2019 11:40:37 AM | Complete

8 Administrator, AQM 12/19/2019 11:40:03 AM  Complete

Note:

* When the Evaluation template is active, then the Activate button is disabled, and the
Deactivate button is enabled. Click the Deactivate button to deactivate the
Evaluation template.

¢ While activating an evaluation template, if an evaluation template with the same
name exists then only that evaluation template status will not be updated and an
error message will pop-up as shown below.

Error x

System cannot have duplicate evaluation template(s) with the same name as
shown below. Please edit the template(s) by changing the name or deactivate
the template(s) before activating this evaluation template(s). Other selected
template(s) are updated

6.1.7.2 Multiple Evaluation Templates
Follow the steps below to activate and deactivate multiple Evaluation Templates.
1. From the Main menu, select Administration. The Administration panel appears.

2. Under QM Evaluation, click on Evaluation Templates. The Evaluation Templates window
appears.

3. Press Cirl + Left-click to select multiple Evaluation Templates at a time, and click on
Activate or Deactivate button from the menu buttons as shown below.
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EVALUATION TEMPLATES

S+ O

Drag a column header and drop it here to group by that column

Name = Description = Created By s
13 Administrator, AQM
12 Administrator, AQM
10 Administrator, AQM
1 Administrator, AQM
2 Administrator, AQM
3 Administrator, AQGM
4 Administrator, AOM
5 Administrator, AQM

v Created Date =

12/19/2019 11:58:19 AM

12/19/2019 11:56:54 AM

12/19/2019 11:55:51 AM

12/19/2019 11:52:52 AM

12/19/2019 11:51:54 AM

12/19/2019 11:50:55 AM

12/19/2019 11:49:02 AM

12/19/2019 11:48:18 AM

Complete
Complete
Complete

Complete

Draft

Complete
Complete

Complete

A Status = Acive =| UsedforScorng =

Cloud Quality Administrator Guide

0O 0 0 0 0 00 O

* When the selected evaluation templates are active then, the Deactivate button will
deactivate all of the selected templates.

* When some of the evaluation templates are activated and some are not activated
(as shown below), then the Activate button will activate all of the deactivated
evaluation templates which are selected.

¢ When some of the evaluation templates are activated and some are not activated
(as shown below), then the Deactivate button will deactivate all of the activated
evaluation templates which are selected.

EVALUATION TEMPLATES

c + R

Drag 2 column header and drop it here 1o group by that column

Activated Evaluation Templates

Name = Description = Cresfed By = v(Created Date = | aStatus Active E  UsedforScoing =
1 Administrator, AQM 1192020 5:03:58 PM Drat (V]
16 Administrator, AQM 1192020 3:04:48 PM Complete (V]
knockDovin-template! | knockDown-templatel
<b>=Bold </b> <b>Bold </b> Administrator, AQM 1212412019 12.02.35 PM | Complete o V]
v aspect com www.aspect com
List Administrator, AQM 12/19/220195:08:29 PM | Complete (V] (V]
DS Deactivated Evaluation Template
i Administrator, AQM 12/19/20192:35:04 PM | Complete (V] V]
Comments
15 Administrator, AQM 12/19/2019 12:36:41 PM | Complete
14 Administrator, AQM 12/119/2019 121228 PM  Complete ®

Note: Edit, Duplicate and Delete buttons are disabled when multiple evaluation templates

are selected.

6.2 Non-Recording Evaluations

Non-recording evaluation are evaluations that are not associated with a media file. For
example, if you want to evaluate back-office work, then you can create and use a

nonrecording evaluation.
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The Administrator role can create a non-recording evaluation. You can assign Mentors and
Agents the ability to create a non-recording evaluation by assigning the Create a Task right to
the Mentor’s or Agent’s user profile.

Some examples of when a user creates a non-recording evaluation are:

Back-office employee work that does not have an associated recording in Quality.

Third-party recordings where recorded files can reside in another system, and Mentors or
Administrators use Quality for quality scoring purposes only.

General coaching, agent feedback forms, and periodic rolled-up scorecards (for example,
monthly, quarterly, or annual scorecards) where the evaluation corresponds to many
contacts (not tied to a single interaction).

The system may or may not record the non-recording evaluation that the Agent performs
as it occurs, but the Mentor or Administrator still can score the Agent’s task.

This section describes how to create and edit non-recording evaluations.

6.2.1 Create a Non-Recording Evaluation

This section describes how to create a non-recording evaluation in Workforce Engagement
Management

1.
2.
3.

Login to Workforce Engagement Management.

Click Employee Experience.

Under Evaluations, click Non-Recording Evaluation.
Note:

e The Non-Recording Evaluation link only displays if the logged-in user has the
Evaluation license.
e The user must have rights to create a task in the User Profile.

Evaluations

The Create Task dialog appears.
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4. Enter the Task Name. The Task Name is an optional field.

+ Create Task

0 Task Name fiald is optional. If an agent is not selected, this task will be associated with
your user name
Task Name:
Agent:
Q

5. Go to right-hand side of the Agent’s field and click on the Search button to get list of

agents. Click on Yes to get the entire list of agents and click on No to search agents based
on User Name, First Name, and Last Name.

+ Create Task

0 Task Name field is optional. If an agent is not selected, this task will be associated with
your user name.
Task Name:
‘,,,, Non Recording Evaluation By Agent
¢

Your search may retum a large Agent:

D to

Q
Yes

Note: If the Agent is not selected, the logged-in user is consider as Agent.
6. The user is able to search agents based on the following fields.[

Role ‘ Description

Administrator All the users associated with teams should be displayed.
Mentor Based on team permission, associated user should be displayed.
Agent Only the logged in user will be displayed always.
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4+ Create Task

Task Name field is optional. If an agent is not selected, this task will be associated with
our user name.

Task Name:

Non Recording Evaluation By Agent

Agent:
Searc! Q
x
User Name = First Name = Last Name = Switch Name = Role
4 [2927 AutoCall Agent3 UIP73_SP4_RCTIPS | Agent * i
BaselnAgent1 BaselnAgent1 base-| UIP73_SP4_RCTIPS Agent
2115 Sree Madhi UIP73_SP4_RCTIPS Agent
BaseEmulOutAgent BaseEmulOutAgent base-l UIP73_SP4_RCTIPS Agent
4001 User1 auto UIP73_SP4_RCTIPS Agent
BaseEmulinAgent BaseEmullnAgent  base-| UIP73_SP4_RCTIPS Agent
abaker Baker Andrew ﬁ:xz'rmh Agent
kgengaram Karthikeyan Gengaram Demq et Agent
Itlnactlve)
4004 User4 auto UIP73_SP4_RCTIPS Agent
2119 Sandesh Kundar UIP73_SP4_RCTIPS Agent
2126 AutoCall Agent2 UIP73_SP4_RCTIPS Agent
4002 User2 auto UIP73_SP4_RCTIPS Agent _
4 »

n 1-26 of 26 items

7. Select the user from the search grid as shown above. O Ex:- 2127 is selected from the
search grid, is taken agent.

Note: If an user is assigned to an inactive switch, then switch name with (Inactive) suffix will
be displayed.
8. Click on OK button. The Evaluation window appears and the Start Time is displayed at
the right-hand corner of the Evaluation window.

Note: First time when the task is clicked called Start Time.
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EVALUATION
ra Agent oad, 212 Date Time: 11202019 7:50:48 AM
Evaluation: None v + =
Evaluation
You are performing a non-recording evaluation.
Select an evaluation template to get started.
9. Click on Edit button to edit Task Name and Agent.
EVALUATION
Agant icag 2122 Date Time: 112012019 7.5
Evaluation; L] vi®l (=
You are performing a non-recording evaluation,
Select an evaluation template 10 get started.
10.Edit the Task Name and Agent and click on OK button.
11.Click on Add (+) template button as shown below.
EVALUATION
P Agent oad. 2122 Date Time: 117202019 750

Exion | toon _ =

You are performing & non-recording evaluation

Select an eval uation template to get started.
The Add Evaluation window opens.
+ Add Evaluation

Template *

Please select a template

Cancel
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12.From the Template drop-down list box, select a template that you want to use to evaluate
the work.

Note: The Evaluation templates are displayed alphabetically in the drop-down evaluation
list.
13.Click OK. The Add Evaluation window closes and the Evaluation window is active with the

Evaluation tab open and updated with evaluation details. Also, the Evaluation drop-down
list box displays the evaluated User Name and Template Name.

INTERACTION
€ Agent. agent, shwetha Dale Time.  8/27/2020 4.37.23 PM
Evaluation: Skibinski Jeff, Draft, 11 viidg! Sy
Details Actions Evaluation Annotations Attachments
< n ["] Do not show in report Draft
Information X
Evaluation Template: 11
scription Answer Result
Created By: Skibinski Jeff petee
N/A v
Created On: N/A
P | Note:

14.Select the options for the questions and Submit the evaluation.

INTERACTION
L 2 Agent agent, shwetha Date Time: 812772020 4:37:23 PM
Evaluation: Skibinski Jeff,Pass 10, 11 v | E
Details Actions Evaluation Annotations Attachments
=< © [ | Do not show in report Complete: Pass 10
S
1s

True

15.Save the evaluation as a draft, or submit it.

To save the evaluation for further modification, from the Evaluation menu, select Save
as Draft.
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-+ EB

= Save as Draft

) Submit

Once the system finishes saving the evaluation, the Success window opens.

@ Success x

This evaluation was saved successfully

Click OK. The Success window closes, the Evaluation window is active and displays in
Edit mode, so that you can continue to modify the evaluation.

OR
* If you are finished evaluating the work, from the Evaluation menu, select Submit.
Once the system finishes submitting the evaluation, the Success window opens.

Click OK. The Success window closes, the Evaluation window is active and displays in
Read Only mode.

16.Go to Details > Interaction Details to view the Task Name field as shown below.
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INTERACTION

€

Evaluation: Skibinski Jeff, Draft, 11

Agent: agent, shwetha

v | =y

Actons E

Interaction Details:

Interaction ID:

Type:

Switch:

Host ID:

Extension:

ANI:

DNIS:

Task Name:

Assigned Interactions:

Hidden:

Evaluation Details:

Coaching Assigned:

Interaction Handling:

Note:

BAFEGOF7-9CD4-4B08-8E28-3AE9396857 14
Inbound Direct Call

pats

4228.30279

4780

9293676838

6502499781

N/A

No

No

Cloud Quality Administrator Guide

¢ When the user click on Non-Recording Evaluation, the last successfully saved task

details will pop-up automatically.

* The Task Name and the selected Agent will be the same until the user logout.

6.3 Email an Evaluation

Administrators or the owner of an evaluation can prompt urgent reviews by emailing a link to
the evaluation directly to the agent who needs to review the evaluation. When the recipient
clicks the link in the email, the evaluation opens for immediate review of the comments.

Note: To email an evaluation, the following requirements must be met:

* The Email Evaluation option is active and available only if the mail server is correctly
configured (see the Aspect Quality Server Installation Guide to configure the SMTP

Mail Server in the Interaction Monitor process).

* The Email Evaluation option is active if you configure the mail ID for the logged-in
user (see the Aspect Quality Server Installation Guide to configure the logged-in

user on the User Definition window).

¢ The option is active when the Interaction window loads with an accessible

evaluation.

¢ If you create the evaluation but have not saved it to the database, the Email

Evaluation option is inactive.

To email an evaluation, perform the following steps.

1. Search for an interaction (see the Workforce Engagement Management - Quality Agent
Guide, Chapter 3, Searching for an Interaction).

2. From the Search Results window, double-click the interaction that you want to email for

review. The interaction loads in the window.
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3. From the Evaluation menu, select Email Evaluation.

INTERACTION

€«

*D 00:00:00 / 00:00:19 C'

Drag a column header and drop it here to group by that column

Channel = Direction = Type = Date Time

L D) Inbound ACD Call 9/5/2019 1:13 *

»

Evaluation:

m AR

Agent: Shree, mon Date Time:  9/5/2019 1:13:41 AM

Administrator AQM,Pass 100%, Temp_Safari v o+ E

= Email Evaluation
Evaluation Annotations

Interaction Details:

Interaction ID:
Type:

Switch:

Host ID:

ucin:
Extension:
Device Position:
ANI:

DNIS:

Task Name:

Assigned Interactions:

Hidden:

Interaction Handling:

Agent:

Application:

& Print Evaluation
C40754C4-85C8-49F2-9749 £ it Evatuation

Acpcan 1 Delete
Default Import Switch

777

1234567890

12321

NIA

123

456

N/A

No

No

Shree, mon

NA -

The Email Evaluation window opens with the interaction’s agent’s email address in the To

field.

& Email Evaluation

To:

Cc

Select [_]inciude A
Subject:

Message:

Selected (0)
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4. Click Select. The Select Email Addresses window opens.

‘4 Select Email Addresses x

Search ltems:

Selected (0) Cancel “

5. To include more addressees in the Email, in the Search Items text box, type the first name,
last name, or Email ID of the person you want to add.

6. Click Search.

Note: If you click Search without entering anything in the Search Items text box, a Warning
message opens, stating, Your Search may return a large number of items. Do you

want to proceed? If you click Yes, email Names and addresses display in the list
box.
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Name Email =
[20002000 2000@o0rd2012.1abs.aspect.com S
2000,2000 2000@uniphiga.atc.com
2001,2001 2001@ord2012.1abs aspect.com
2001,2001 2001@uniphiga.atc.com
2002,2002 2002@ord2012 labs.aspect.com
2002,2002 2002@uniphiga.atc.com
2003,2003 2003@0rd2012.1abs.aspect.com
2003,2003 2003@uniphiga.atc.com
2004,2004 2004@ord2012.labs.aspect.com
2004,2004 2004@uniphiga.atc.com
2005,2005 2005@0rd2012.labs.aspect.com
2005,2005 2005@uniphiga._atc.com
Dwivedy Abhay 2111@0rd2012 labs.aspect.com v
< >

1-100 of 122 items

o

The table contains the following columns.

Column Name Description

Name Display the user’s name in the format Lastname, Firstname.

Email Displays the corresponding Email ID of the user in that row.

The table displays 100 records per page. Use the pagination buttons below the table to
move to the next page, previous page, first page, or last page.

Note: By clicking the main menu next to the specific column name, you can sort (ascending
or descending), add, remove, or filter the columns; you can also clear all filters.
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2000,2000

[%] ]

2000@0rd2012 labs.aspect.com

2000,2000
2001,2001
2001,2001
2002,2002
2002,2002
2003,2003
2003,2003
2004,2004
2004,2004
2005,2005
2005,2005
Dwivedy Abhay

<

2000@uniphiga.atc.com
2001@ord2012.1abs.aspect.com
2001@uniphiga.atc.com
2002@ord2012.labs. aspect.com
2002@uniphiga.atc.com
2003@ord2012.labs.aspect.com
2003@uniphiqa.atc.com
2004@o0rd2012.1abs.aspect.com
2004@uniphiqa.atc.com
2005@ord2012.labs.aspect.com
2005@uniphiqa.atc.com
2111@0rd2012.labs.aspect.com v

>

2 > > 1-100 of 122 items

The following table describes the accessible Email IDs for the logged-in user.

Logged In User

Search Results

Agent System retrieves the details of the mentors associated with the agent’s team
and whose Email IDs are configured in the system.
If the user is not associated with any team, then the system does not return
any email IDs.

Mentor

System retrieves the details of all the members of the mentor’s team, and all
the mentors in the system whose Email IDs are configured in the system.

Administrator

System retrieves the details of the all the users whose Email IDs are
configured in the system.

Note: Inactive user details do not display in the table.
The following table describes the buttons below the Search Items field.

Button Icon

Button Name Description

B

Add Adds the first matching Email address if the
user typed in a search phrase in the search
text box, or if the system selects the first
accessible Email ID.
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Add All Adds all the Email addresses based on the
4 search text specified. If you do not specify
any text, then the system adds all the
accessible Email IDs.

Clear Selected Removes the selected Email address. This
X button is enabled only if the detail list text
box has at least one email address.

Clear All Removes all the Email address in the list.
This button is enabled only if the detail list
text box has at least one Email address.

Note: At the bottom of the window, next to the word Selected, the system displays the total
number of email addresses that you added to the detail list box. For example, in the
following screen shot, the user added five (5) email addresses. Therefore, the label
displays Selected (5). This number persists in the Email Evaluation window.

+ Select Email Addresses x

Search Items:

7. To add a user’s email address to the email, select the row and click OK.

Note: Alternatively, you can double-click the row to add the user’s email address.O
O
Click Cancel to close the Select Email Addresses window without adding the Email
addresses to the email.

The Select Email Addresses window closes and the selected Email Evaluation window

opens with the Selected button displaying the number of email addresses that you
selected.
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¥ Email Evaluation

To:

m [ ] Include Al Selected (158)

Note: If you are entering the email recipients manually (that is, if you do not select the
Include All check box as described below, in step 8), then the total number of emails
between the To and the Cc fields cannot equal more than 100.

8. To add all accessible email IDs (“all emails” is a number of emails that your organization
determines), select the Include All check box. The Selected field displays Selected (All).
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& Email Evaluation x

To:

Cc:

Inciude Al Selected (All)

Subject:

Note: Once you select the Include All check box, the Select button is inactive.

9. Click Send. The system sends the email to all the email addresses that you added to the
Cc list.

6.4 Delete an Evaluation

This section describes how to delete evaluation in Workforce Engagement Management.
1. Log in to Workforce Engagement Management as an Administrator.

2. On the Dashboard, click Employee Experience.
3. Under Evaluations, click the Search Evaluations link.
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A Home

boards

e Experience

Evaluations

I Workforce

G A
XA

Note: The Scored Interactions link is displayed only if the logged-in user has the
Evaluation license.

The Scored Interactions window opens.
SEARCH RESULTS: EVALUATIONS

Q- Search Type:  New Search

Drag a column header and drop it here to group by that column

Cha.. = Dire. = vDate.. =| Dura = 'Agent = Exte. =|  Anal = \Coa.. '=lllScore' "= TR = .Slats . =
6/24/2019
¥ None 0:00:00 10 50% ()
E 11:54:46 AM “
“ None 0:00:00 10 19 )
n 1-2of 2items

4. Double-click on the evaluation that you want to delete. The evaluation opens.
5. In the right pane, select the Evaluation tab.
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EVALUATION
€ Agent 10 Date Time:  6/24/2019 11:54:46 AM
Drag a column header and drop il here lo group by that colums Evaluation: Administrator AQM, 19, Sample | v | <+ =v
@  Channel =  Direction = Date Time
= Details Actions Evaluation Attachments
» ] None 62412019 11
< 0 Do not show in report Complete: 19
Section 1
1.01
Yes
4 Y
i 1A. DQ1
§ Yes

6. On the Evaluation tab, click the Evaluation menu.

=% Email Evaluation

& Print Evaluation
# Edit Evaluation

© Cancel

=) Save as Draft

The Delete option on the Evaluation menu is enabled when the logged-in user is one of the
following:

¢ An Administrator

* A Mentor and the owner of the evaluation
* An Agent and the owner of the evaluation

Note: If the logged-in user is not the owner of the evaluation, then the Evaluation menu
tool tip displays the message, You don’t have access to delete this evaluation.

7. From the Evaluation menu, click Delete. A Warning window opens.
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X

Are you sure you want to delete this evaluation?
No

If the interaction is not protected, the Warning window displays, Are you sure you want to
delete this evaluation?

If the interaction is protected, the Warning window displays, This interaction is protected.
Are you sure you want to delete this evaluation?

8. To delete the Evaluation, click Yes. The system deletes the evaluation and the associated
annotations and attachments.

Note: If there is more than one evaluation for the same interaction, the Interaction window
loads the next available evaluation details.O
]

If any evaluation has Assign Coaching, then the system remove the evaluation
reference link (if it exists) in the Coaching that is assigned.
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7. Task Management

This feature allows the user to define the custom information keys that are available for use in
a Non Recording Evaluation (Task) in WEM.

* Users with System Owner persona can create/edit/activate/deactivate the custom
information keys.

Follow the below mentioned steps to manage custom information keys.
1. Login to WEM as system administrator.

2. Navigate to main menu > Administrator > QM Evaluation > Task Management link

#A Home

I8 Dashboards

ek
W Workforce

. A dArrine Ty
4& Administratior

TASK MANAGEMENT

Action Menus

Button Name Functionality

Refresh Refreshes the task management grid with the latest data
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Add Allows the user the ability to add new or existing custom information
key to the task management grid.

Edit The Edit button will be enabled only for the newly added keys. For
existing custom information keys, the edit button will be disabled

Activate Activates the custom information key for use in Tasks.

Deactivate Deactivates the custom information key so that it can no longer be
used in Tasks.

3. Click on “+” (Add) button to add existing or new custom information key to the task
management grid.

(® Use Existing Key: *

() New Manual Key:

4. By default, “Use Existing Key” radio button will be selected. With this option the user can
add the existing custom information key to the task management grid.

5. Click on the Search button to see all the active custom information existing in the system.

Note: Existing custom information can be searched by providing the string in the search text
box.
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4+ Add Custom Information for Task x

@® Use Existing Key: *

Q

x
4 Custom Info Key =  Switch =
bhagya Default Import Switch o~
Disposition Default Import Switch
Disposition Code UIP73_SP4_RCTIPS
Dispositiond Default Import Switch
Local IP:Port UCCE_Nata
Local Port Default Import Switch
Location |dentifier UIP73_SP4_RCTIPS
Skill UCCE_Nata -

o > > 1-8of8items

6. Select the custom information and click on OK button.

4+ Add Custom Information for Task x I

@® Use Existing Key: *
ispositi |
Disposition Code n |

() New Manual Key:
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7. Click on the OK button.

8. The existing custom information key gets added to the task management grid as shown in
the below screenshot.
TASK MANAGEMENT

< ¢ o Oina

n DA

9. Defining a new custom information key.

10.Click on “+” (Add) button.

11.Select “New Manual Key” radio button. Textbox and switch dropdown list will be enabled.

12.Enter the custom information key name and click OK.

Aspect Cloud Quality™ Administrator Guide Alvaria Confidential | aspect.com | 234



A CISpeCt Cloud Quality Administrator Guide

4+ Add Custom Information for Task x

() Use Existing Key:

(® New Manual Key: *

Task Cusiom 1

13.The new custom information key gets added to the task management grid.

TASK MANAGEMENT

s+ ) 04

o Custom Infcomation Nome Created By Croated Date Marual Actve

o 12002t

Task Management details will display as explained below

Column Name Description

Custom Information Name Name of the custom information key
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Created By The user who added the custom information key.
Created Date The date and time when the custom information key was created
Manual » This column specifies if the custom information key is an existing

one or it is added newly.
¢ Tick mark indicates newly added custom information key
¢ Blank value indicates it is an existing custom information key

Active This column indicates if the custom information key is active or

inactive

Note: Maximum of 10 active custom information key can be created using existing or new
custom information keys.

Clicking on “+” button after adding 10 active custom information keys will show information
message.

O Information x

You can have a maximum of 10 active items at a time. If you want
to add this item, you must first deactivate another item

o« I

14.The custom information key name newly added can be updated by the user by clicking on
“Edit” button. The custom information which is added by selecting the “Existing Key” will not
be allowed to Edit.

15.The user can Activate/Deactivate the custom information by clicking on Activate/Deactivate

buttons.

71 Create Non Recording Evaluation and associate custom information key

1. Click on main menu navigation > Employee Experience > Evaluations > Non Recording
evaluation link
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#A Home

I8 Dashboards

@ Employee Experience

Evaluations

2. Create Task dialog will be displayed with the active custom information keys added to the

task.
X

4+ Create Task

0 Task Name field is optional. If an agent is not selected, this task will be associated with

your user name.

Task Name:

Agent:

Disposition Code:

Task Custom 1:
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3. Manager or Agent can create Non Recording Evaluation with custom information value
required for the custom information key to assign to a task.

4. Enter the task name, select the user to create task (taken agent), enter the custom
information value in the required custom information field and Click OK.

4+ Create Task x

0 Task Name field is optional. If an agent is not selected, this task will be associated with
your user name.

Task Name:

Task with custom key

Agent:

(4003)auto,User3 x

Disposition Code:

Success

Task Custom 1:

[ Req Usel]

5. Click on “+” (Add evaluation) button and select a template, select a valid answer for the
template question and submit the evaluation.

6. Task gets created and the custom information key values entered will be displayed under
“Details” tab.
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INTERACTION

’

Evaluation: i v $

teteraction Handling

nitial SN Geowp: N'A

Teamy

Imteraction Statistics

Staet Time

£nd Time

Matched Rudes

Archiving Information

Staten

Custom Information:

Duspostion Code

Tash Custom 3 Reg Uaer

Note: User can search for the Non Recording Evaluation (Task) by adding the custom
information search criteria.

Scorecard Calibration

While quality scoring focuses on the Agent score, calibration scoring focuses on how well
individual Mentors’ scores align with the Master Calibrator scores, to identify issues in the
scoring process. Aspect Quality has quality scoring, and calibration scoring using the same
process as quality scoring (for more information about quality scoring, see Chapter 6,
Evaluation Templates).

Note: Any user who is a participant in a calibration event can calibrate scores.

A Mentor, called the Calibration Master, requests other users (called the Calibration Users) to
review and score an interaction using a specified scorecard template. After a specified number
of days, the Calibration Master compares his response to the other Mentors responses and
identifies any issues in the scoring process.

To perform a scorecard calibration, the steps are as follows.

1. In Aspect Quality, create or modify user profiles with the Assign Calibration Event and/or the
View Calibration Event rights (see Best Practices for Calibration User Profiles).

2. In Aspect Cloud Workforce Engagement Management, Tag an Interaction for Calibration.
3. Create a Calibration Event.

4. Calibrate a Calibration Event.
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5. View Calibration Event Results.

8.1 Best Practices for Calibration User Profiles

Use Aspect Quality to have multiple Mentors grade the same interaction, calibrating
measurements so that users grade all resources fairly and objectively. Use the Calibration
option to view all mentor responses on a scorecard in the same window for comparison on a
question-by-question and section-by-section basis.

To use the calibration feature, Aspect recommends to set up a user profile and then assign this
user profile the rights needed for the role of assigning calibration calls. Name the user profile
Calibration Master, and then select the Assign Calibration Event and the View Calibration
Event check box.

8.2 Tag an Interaction for Calibration

If you want an interaction or interactions to be scored and calibrated, you must first tag the
interaction or interactions. If you have the View Calibration Event and the Assign Calibration
Event rights, you can tag an interaction for calibration. In Aspect Cloud, this means you must
be logged in as an Agent, Team Lead, Manager, User Administrator, or a System Owner to tag
an interaction.

Note: If you have only the View Calibration Event right, then you can see a tag created by
other users, but you cannot edit or remove a tag.O
O

If you have neither View Calibration Event nor Assign Calibration Event rights, then you
cannot see or create a tag for an interaction. The Action tab displays a message that
says No actions available.

To tag an interaction for calibration, perform the following steps.
1. From the Quality dashboard, under Interaction, click Search.
Search for an Interaction.

Select one or more interactions.

A w0 DN

Create a Playlist. The Interaction window opens with the Media Player or Chat/SMS
transcript window active.

5. In the right pane, select the Actions tab.
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INTERACTION

€

Evaluation:

Calibration

Name: *

o

Tag for Calibration

*D 00:00:00 / 00:00:20 C'

®
!
!
S B
g
>
!
g
!
z
w

6. On the Actions tab, in the Name text box, type a name for the tag.

7. Click the Tag for Calibration toggle button. The interaction is tagged when the toggle
button is green.

Evaluation: None

Calibration

Name:

Customer Rapport

@ Tag for Calibration

Note: Once you tag the interaction for calibration, you cannot edit the tag name unless you
deselect the Tag for Calibration toggle button.O
O

You can only create one tag per interaction.O

O

If a user has tagged an interaction on which you want to create a different tag,
contact the user who created the tag, ask the user to remove the tag, and then you
can tag the interaction with a different name. Therefore, only an Administrator or the
owner of a tag can remove a calibration tag for an interaction. O

O

However, if you remove a calibration tag, the calibration events created using the
removed tag continue to display the calibration name and there is no impact to the
calibration event. In addition, you cannot remove a calibration tag from an
interaction that is assigned to at least one calibration event that has not yet expired.
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8.3 Create a Calibration Event

If you are a user who has the View Calibration Event right in your user profile, and you have
the QM Evaluation license, then in the Employee Experience dashboard you see the
Calibration link.

A Home
=

* Dashboards

& Employ

Evaluations

*$ Administration

Note: If you are a participant with View Calibration Event right, you can view the calibration
events assigned to you.

1. Click the Calibration link. The Calibration Events window opens.

Note: If you have the Assign Calibration Event right, then the Add button is enabled.
2. Click Add.

CALIBRATION EVENTS

c +

1

v

Drag a column header and drop it here to group by that column

Tile = Evaluation TemplateName = CreatedBy = vDateCreated = DueDale = |Interacions = MyProgress = =

Overall Completion = Status

The Create Calibration Event window opens. In the right pane is a list of interactions that
you tagged for calibration.
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CREATE CALIBRATION EVENT

€ B
ioos Drag a column header and drop it here to group by that column
itle:
Name = Channel = Direcion = Type =
(] zcsdfs ] None Task U
[] cal_taskName - None Task 1(
Evaluation Template: * -
[] fask v None Task (
Please select a evaluation template. v —
[[] Tagfortask 1] None Task o [
. ® r——
Due Date: [] chida_tag ") Inbound Inbound Direct Call 5
= c) (] dsdisdisdisdf ) Inbound ACD Call 5/
Select Participants: (] oq2wew L) Inbound ACD Call 51
: [0 $%%MA1234 <<>>===32" 1N ] None Task 8/
:
wert yuiop asdfg hjkl zxcv bnm
% [] RGPty 3 [ )] Inbound Inbound Direct Call 5!
Show results on completion & —  qwert yuiop asdfg
\:| 1234567890123456789012345678. ) Inbound ACD Call 51
|| Notify Participants = X 3
[[] caljulli1th2019 ) Inbound ACD Call 5/
\:| non rec- draft- by agent 1% None Task 3
[[]  non recording by mentor I~ None Task
(] admin tagged ¥ None Task kY]
\:] Mentor tagged = Inbound ACD Call 3/
[| Agent tagged [ D) Inbound ACD Call 3
»
n 1- 16 of 16 items

Note: To return to the Calibration Events window, click Back.

e

Note: All required fields are marked with a red asterisk (*).

3. Inthe left pane, in the Title text box, type a name for the calibration event. This is a multi-
line text box that accepts a maximum of 250 characters, including alphabetical, numeric,
and special characters.

4. From the Evaluation Template drop-down list box, select the template to assign to the
event.
Note: Only the templates to which you (the logged-in user) have permission display in the
drop-down list box.O
0
Only templates created in Workforce Engagement Management display.O

0
Templates saved as Draft do not display in the drop-down list box.

5. In the Due Date text box, using the Calendar icon, select the due date and time of the
calibration event (the date and time when the calibration event expires).

Note: The due date must always be at least 24 hours greater than the current date and time
that you are creating the calibration event.

6. In the Select Participants section, click Select. The Select Users window opens.

Note: The Select button is active only after you select a template from the Evaluation
Template drop-down list box.
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7. To select users to participate in the calibration event, you must add them to the Select
Users list box by clicking Select User. The Select User pop-up window opens with a list of

users who have the View Calibration Event right, and who have permission to the template
that you selected.

+ Select User(s) x
Sea x
FirstName = Last Name = SwitchN... = Role = EmailA.. =
AQM Administrator None Administrator
+ Jeff Skibinski pats Administrator sysowner@pat
n 1-2of2items
Selected (0) Cancel [ ok |

8. From the list of names, select the user(s) who you want to participate in the calibration
event. The user name(s) appear(s) in the list box of the Select Users window.

Note:

¢ At the bottom of the Select Users window, Selected (X) displays, where X equals the
number of participants that you selected.

If an user is assigned to an inactive switch, then switch name with (Inactive) suffix
will be displayed.

9. Click OK. The Select Users window closes, and the Create Calibration Event window is
active.

10.By default, the Show results on completion checkbox is checked.

Note: The participants will not be able to view the results until all the participants complete
the calibration.

11.If you want all calibration event participants to receive email notifying them of the required
action, select the Notify Participants check box.

12.In the right pane is a list of interactions that you tagged for calibration. Select the check box
next to the interaction(s) that you want to assign to the calibration event.

Note: One hundred interactions display per page.

The following table describes the columns in the interaction pane. By default, the data is
sorted by the Date Tagged column in descending order.

Column Name ‘ Description

Name Name of the calibration tag provided for the interaction.

Channel Displays the channel type (for example, Chat).

Column Name ‘ Description

Direction The direction of the interaction (for example, Inbound or Outbound)
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Type Displays the interaction type (for example, Inbound Direct Call)

Date Time The date and time of the interaction.

Agent The Taken Agent on the interaction.

ANI The ANI of the interaction.

DNIS The DNIS of the interaction.

Date Tagged Displays the date and time that the tag was created for the
interaction.

Times Used Specifies the total number of times that any user has used the
interaction for a calibration event.
The LastName, FirstName of the user who created the calibration

Tagged By tag

The following table describes column names that are hidden by default.

Column Name Description

Duration The length of time of the interaction.

Extension The extension of the agent who handled the interaction.

Status Displays the status of the interaction (for example, Current/Historical or
Archived).

Hold Count The total number of Holds that occurred during the interaction.

Host ID The identifier of the entity as known by the ACD or PBX.

Maximum Hold Time

The maximum duration of the hold in the interaction. If there is more than
one hold, the system identifies the maximum duration of the hold out of all
of the holds in the interaction.

Interaction ID

The ID of the interaction which is stored in the database.

Device Position

If available from the switch, the Position ID of the agent on which
premises the agent is located.

Note: The Device Position column is hidden by default.

Universal Call ID

A unique Avaya ID.

Total Hold Time

The Total Hold Time duration in a call.

Universal Media ID

A unique Aspect Cloud ID that references a customer interaction,
regardless of channel type.

Customer Name

The name of the customer associated with a chat interaction.

Note: Customer Name criteria only displays when you have a Chat

license.

Customer Email
Address

The Email address of the customer associated with a chat interaction.

Customer Email Address criteria only displays when you have a Chat
license.
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Description

Number of messages within an SMS interaction.

Terminal Number

The terminal number of the agent who accepted the interaction.

Recording Reason

The reason for the recording. Possible values include Agent Requested,
Team Lead Requested, and API Requested.

Task Name

The Task Name which is stored in the database.

Transcript File Name

There are three types of Transcript files such as Chat, SMS and Email.
The Transcript File Name will be displayed in a specific way for Chat,
SMS and Email. Example:

e Chat - chat/2020/09/02/09/ab48a17e-7015-4571-
9e6a7d6597cae5e3.json

e SMS - sms/2020/09/02/09/d265f317-00d1-4ba8-
8a27ee5073946¢1b.json

* Email - email/2020/09/02/09/0559-6€54/130-0

Thread ID

The identification number for the email thread.

Message ID

The identification number for the email thread.

Email Subject

The subject of the email interaction.

Note: If you want to play back the media interaction or read the Chat/SMS transcript
before assigning an interaction for the calibration event, select the interaction by
clicking anywhere on the row and then click Play.

>

Note: OR, you can double-click the row to play the interaction.O

0

The Play button is not enabled for a Task interaction.O

0

The Media Player launches. You can only play back one interaction at a time. When
you are finished playing back the interaction, click OK. The Media Player closes and
the Create Calibration Event window is active.

13.Save the calibration event by clicking Save.

Note: If you do not complete the mandatory fields, a window corresponding to the
incomplete field opens.
The Calibration Events window opens with the event that you just created in the list.
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CALIBRATION EVENTS

c)(+][e =,

Tite = Evaluation Template = CreatedBy

Interactions = My Progress = ovr

Note: By default, the Calibration Events table is sorted by Date Created in descending
order.0
O
One hundred records display per page.

The following table describes the columns on the Calibration Events window.

Column Name Description

Title The name of the calibration event.

Evaluation Template | The template name assigned to the calibration event.

Created By The LastName, FirstName of the owner of the calibration event.

Date Created The date and time when the owner created the calibration event.

Note: The date and time are based on the time zone of the client machine
where the owner created the event. The format is based on the

locale.
Due Date The date and time when the calibration event expires.

Note: The date and time are based on the time zone of the client machine
where the owner created the event. The format is based on the
locale.

Interactions The total number of interactions assigned for the calibration event.

Column Name Description
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My Progress

Displays the progress made by the participant when evaluating the
interaction associated with the calibration event.

My Progress =  Overall Completion =  Status =
esssssssmme 100 % - 1 of 1 Participants © Completed
e 50 % - 1 of 2 Participants © InProgress
— 0 % - 0 of 2 Participants © InProgress
0 % - 0 of 2 Participants © Not Started
esssssssmme 100 % - 3 of 3 Participants O Expired
Note: If you hover your mouse over the My Progress column, the tool tip

If the progress is less than 100%, the progress bar is blue.
If the progress is 100%, the progress bar is green.

If the calibration event has expired, the progress bar is red.

displays the Overall Completion percentage.

Overall Completion Displays how many users have completed the scoring for the calibration

event, in percentage. For example, if 1 out of 2 participants have completed
the scoring, the Overall Completion displays 50%.

Status

Indicates the status of the calibration event with icons. The following list

des

cribes the values for this column.

Not Started - When the calibration event is created and no participants
have scored any of the interactions.

In Progress - When any one of the participants submit scores for any
ones of the interactions in the calibration event.

Completed - When all participants have finished scoring all interactions
under the calibration event.

Expired - When a calibration event completion date has passed.

8.3.1 Edit a Calibration

Event

Only an Administrator or the owner of the calibration event can edit the calibration event. To
edit a calibration event, perform the following steps.

1. On the Dashboard, click
2. Under QM Evaluation, cl

Quality.

ick Calibration. The Calibration Events window opens.

3. Select the calibration event that you want to edit and click Edit.

.

" 4

The Edit Calibration Event window opens.
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¢ E
Title: *

calibration

Evaluation Template: *

Due Date: *

42472021 1200 AM 20

Select Participants: *

Select Selected (1)
Show results on completion ©

| | Notify Participants

. You can edit the following fields.

¢ Due Date

column header and drop it here to group by

Name =
zcsdfs
cal_taskName
task

Tag for task

chida_t

dsdisdfsafsdl

Mentor tagged

Agent tagged

Cloud Quality Administrator Guide

y that column
Channel = Direction = Type =

= None Tasic 1
¥ None Task 1
] None Tas 1
“ None Tas 1(
LD Inbound Inbound Direct Call
LD Inbound ACD Call
LD Inbound ACD Cal 5/
& None Task
L) Inbound Inbound Direct Call
) Inbound ACD Cal
) Inbound ACD Call
4 None Task
] None Tas
% None Task
=i Inbound ACD Cal
Ly Inbound ACDCal

1-16 of 16 items

Note: If you extend the due date for a calibration event that has expired, the Status of
the event is updated to Not Started or In Progress or Completed, accordingly.

e Select Participants

e Show results on completion

Note: If you unchecked the checkbox, the participants will be able to see the results
before all the participants complete the calibration.

* Notify Participants
¢ Interaction

Click Save.

8.3.2 Delete a Calibration Event

Only an Administrator or the owner of the calibration event can delete the calibration event.
You can only delete calibration events that have expired.

To delete a calibration event, perform the following steps.

1.

p oon

Click Delete.

Aspect Cloud Quality™ Administrator Guide

On the Dashboard, click Quality.

Under QM Evaluation, click Calibration. The Calibration Events window opens.
Select the row of the calibration event that you want to edit.
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The following Warning window opens.

A Warning X

Are you sure you want to delete?

No Yes

5. To delete the calibration event, click Yes. The calibration event is removed from the
Calibration Events window.

8.3.3 Duplicate a Calibration Event

If you want to copy a calibration event, you must have access to the calibration event and the
Assign Calibration Event right.

To duplicate a calibration event, perform the following steps.
1. On the Dashboard, click Quality.
Under QM Evaluation, click Calibration. The Calibration Events window opens.

Select the row of the calibration event that you want to copy.
From the menu icon, select Duplicate.

CALIBRATION EVENTS

¢+ Bl

P Dd

=

ere 1o group by that column

Ti = Evaluaion TempialeName = CreatedBy = vDate.. = Due.. =| Inler.. = My = OwralCo. = Sta
Administrator 472212021 472412021 100%-10of 1 0
calip @ View Results Add New Template i 3 G g
L Al AQM 53210 PM 12:00:00 AM Parficipants Expired
Create Calibration After Create Task Administrator, 101522019 53012021 0%-00f3 ¢
) General Performance II 11 o2
functionality AQM 6:20:44 PM 12:00:00 AM Participants In Progress
Administrator, 972412019 91282019 0%-00f1 0
hkk stwith no weight 12 :
AQM 7:19:00 PM 12:00:00 AM Participants Expired
A A PN PRCPEN R B [
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8.

9.

The Create Calibration Event window opens.
CREATE CALIBRATION EVENT

€| B
_ Drag a column header and drop it here to group by that column
Title: *
TS SRR - Name = Channel = Direction =  Type -
2zcsdfs “ None Task 1
[[] cal_taskName ] None Task 1"
Evaluation Template: * =
| ] task v None Task 1
Add New Template v =
[ Tagfortask = None Task 1
. %
Due Date: 3 chida_tag ) Inbound Inbound Direct Call 51
=] [] dsdfsdisdfsdf ) nboun ACD Ca 5/
© [] dsdrsdfsdfsd Inbound D Call
Select Participants: * O L) Inbound ACD Call 5/
Select Selected (1) U N & None Task 8
7] ) Inbound Inbound Direct Call 51
Show results on completion @ U * N
\:\ 1234567890123456789012345678 ) Inbound ACD Call 5/
|_] Notify Participants s P
[] caliullt1th2019 ) Inbound ACD Call 51
\:\ non rec- draft- by agent v None Task 3
\i\ non recording by mentor v None Task
\:\ admin tagged 7] None Task 3/
P4  Mentor tagged = Inbound ACD Call
[ Agenttagged ) Inbound ACD Call 3
»
n 1-16 of 16 items

In the Title text box, type a name for the copied calibration event.

The copied Evaluation Template displays, but you can select a different template from the
drop-down list box.

Note: If you change the Evaluation Template, and the selected participants in the copied
calibration event do not have permission to the template that you selected, the
Selected number changes.

In the Due Date text box, click the Calendar icon and select a date that is 24 hours greater
than the current date and time of the client machine.

If you want to change the participants on the calibration event, click Select and add or
remove the participants as appropriate.
Check or uncheck the Show results on completion checkbox as per the requirement.

10.Based on the copied calibration event, you may want to select or deselect the Notify

Participants check box.

If the aggregate user is logged in to Workforce Engagement Management and is
duplicating the calibration event, the Created By name displays.

The Interaction(s) is(are) copied and enabled. You can assign the same interaction(s) for
the calibration event, or you can assign a different set of interaction(s) for the new event.

11.After making the necessary changes, click Save. The new calibration event displays in the

Calibration Events list.

8.4 Calibration Event Email

When a user creates a calibration event and selects participants to score interactions to be
calibrated, the user can choose to notify participants by email. Once the user saves the
calibration event, an email is distributed to the participants.
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Hello,

'Administrator AQM' have created a calibration event. Please be sure to complete by 'Sun Aug 20 2017 00:00:00 GMT-0500 (Central Daylight Time)*
Click here to view the calibration event.

Regards,

Administrator AQM

Note: This is system generated email.

Note: If the creator of the calibration event or any of the participants selected to score the
interaction does not have an email address configured, then a message displays,
asking you to configure that email address. However, email is not sent only if the
creator does not have an email address configured in their Aspect Quality user
account.

As an email recipient, click the link in the email, which takes you to the Calibration Events
window where you can evaluate the interaction that is assigned to the calibration event. To
score an interaction to be calibrated, see Calibrate a Calibration Event.

8.5 Calibrate a Calibration Event

Once a user has created a calibration event, the following steps must occur.

* The selected participants receive an email with a link to the calibration event (see
Calibration Event Email).

* The participants score the interactions. To score interactions that are tagged for calibration,
see Score a Calibration Event.

* Finally, the creator of the calibration event views the progress of the interaction scores and
when the calibration event is complete, the creator can interpret the results.

8.5.1 Score a Calibration Event

You may have received an email asking you to score a calibration event (see Calibration
Event Email). If so, click the link in the email and the Calibration Events window opens.

1. On the Calibration Events window, from the list of calibration events, select row of the
calibration event that you want to score.

2. From the menu icon, select Calibrate.
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CALIBRATION EVENTS

2 M Duplicate

vrag a nere to group by thal column

T|tlem = Evaluation Templats

@& ViewLRasulte
CaliDra s C2librate ‘ Demo Template

The Calibration window opens with the Evaluation tab active, with the first interaction
selected in the playlist table, and the media player loads with that first interaction for
playback.

Note: If the interaction is a Chat/SMS, the Transcript player opens. In the following

example, the interaction is an audio and screen recording.
CALIBRATION

€ Title: Calibration Event 1 - Demo Agent SEPBC16F5FACOAS - 10. Date Time: ~ 8/29/2018 11:21 PM

Evaluation Template: | Demo Template vl =

i} Draft

10:50:59.985

Agent Performance

Question Description Answer Result

Did the Agent greet poiitely?  Performance Measure NIA v

Section Result: Draft

Note:

Drag a column header and drop it here o group by that column
Name = Channel = Diecton = DateTime = Duration = Agent

1291 12 : 16F
Demo Tag B Outound 32,9 s Sfficp‘“”
»

0:01:13

Note: To return to the Calibration Events window, click Back. If you opened the Calibration
window by clicking on the link from the calibration email, the Back button does not
display.

Above the Evaluation tab are fields that are described in the following table.

Column Name Description

Title The name of the calibration event.
Agent The name of the Taken Agent for the selected interaction.
Date Time The date and time of the selected interaction.

Evaluation Template The name of the template that the creator of the calibration event selected for

the participant to use to score the interaction to be calibrated.

3. Listen to and/or watch the recording and using that information, in the Evaluation tab,
respond to the questions in the Answer column.
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Evaluation: Skibinski Jeff, Draft, 11 v o+ =v
Details Actions Annotations Attachments
< O [ ] Do not show in report Draft
S
Question Description Answer Result
1. S N/A v
Note:

Note: The Status of the respective interaction is on the right; in the example above, the
interaction status is Draft.

When you click Information, an Information box opens.

Information x

Evaluation Template: 11
Created By: Skibinski Jeff

t Created On: 9/2/2020 1:57:57 PM
Last Modified By: N/A

Last Modified On: N/A

The following table describes the details in the Information box.

Field/Column Name Description

Evaluation Template The name of the evaluation template used in the calibration event.

Created By The logged in user. The username appears in the Lastname Firstname
format.

Created On The date and time when the calibration evaluation is created.

Note: The date and time appear only when the calibration evaluation is
saved. This field displays N/A if the calibration evaluation is not
saved even once.
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Last Modified On The date and time when the calibration evaluation was last modified.

Note:

e This field appears only after the calibration evaluation is saved. If the
calibration evaluation is not saved even once, this field will not appear.

* This field displays the date and time when the calibration evaluation is
modified at least once, else it displays N/A.

4. If there is more than one interaction in the playlist, double-click the next interaction and
respond to the questions in the Evaluation tab.

Note: To complete the calibration event, you must score all interactions in the calibration
event.

5. Once you have finished scoring the interactions for the calibration event, you must submit it
for calibration by clicking the Evaluation menu and selecting Submit.

-+

&= Email Evaluation

& Print Evaluation
# Edit Evaluation

W Delete

Note: If you have not finished scoring the calibration and want to complete it at a later
time, you can select Evaluation > Save as Draft. Until the evaluation is submitted,
the Calibration Results window does not include the evaluation in the Score or
Standard Deviation.O
0
The Evaluation menu items are enabled or disabled based on the calibration event
status. The following table describes the conditions.

Menu Item Description

Print Evaluation Enabled only when the evaluation is submitted.
Cancel Enabled when evaluation is in Create/Edit mode.
Edit Evaluation Enabled when evaluation is saved and opened in Read-Only mode.

Save as Draft Enabled in Create/Edit mode only when the evaluation has not been

submitted; disabled when the evaluation is submitted.

Submit Enabled in Create/Edit mode.

Note: When the interaction is scored, the status is Draft.0
0
When the calibration event is submitted, the status is Complete with Actual Score.
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8.5.2 Calibration Event Progress and Status

On the Calibration Events window, in the table, you can view the progress (including an overall
completion percentage) and status of the calibration events assigned to you, or that you
created.

CALIBRATION EVENTS

2 lE| e =

Drag a column header and drop it here to group by that column

Title Bl  Evaluation Template Name B Created By

Interacti = My Progress = Overall Complet. = Status =

202012019 12:4151 202772019

Assigned to Mentor 2 Sections Failure - Point Administrator, AQM 1 0%-00f 1 Participants @ Not Started
AM 12:00:00 AM
121142018 5:42:13 1211912018 100% - 10f1

ss 2 Sections Failure - Point Dwivedy, Abhay < % 1 o O ©ipired
AM 12:00:00 AM Participants
81222018 11:3821 83012018

Event - Created By Template 1 Administrator, AQM 1 50%- 1012 © Expired
PM 12.00:00 AM
71302018 12:26:50 8/6/2019 12,0000

Event3 Template 1 Administrator, AQM ,‘5' o .,a, 2 0%-00f2Participants ~ © In Progress
A AW

Assigt i action f ser - 7/15/2018 10:54:47 11/29/2018 &

o bkt b S Administrator QM 22018 10 20 6 em— 0%-00f3Participants @ Expired

admin PM 12:00:00 AM
711212018 11 1! 10/24/20 %

2 interactions and 2 users Template 1 Dwivedy, Abhay SenaIDL i Nee0 s 4 0%-00f 2 Participants | © In Progress

PM 12:00:00 AM

The My Progress column displays the progress made by the participant when evaluating the
interaction associated with the calibration event.

e |f the progress is less than 100%, the progress bar is blue.

e |f the progress is 100%, the progress bar is green.
* If the calibration event has expired, the progress bar is red.

My Progress
[

Overall Completion
100 % - 1 of 1 Participants
50 % - 1 of 2 Participants
0 % - 0 of 2 Participants
0 % - 0 of 2 Participants

100 % - 3 of 3 Participants

Status

© Completed
© InProgress
© InProgress
© Not Started
o

Expired

Note: If you hover your mouse over the My Progress column, the tool tip displays the overall
complete percentage, which is also visible in the Overall Completion column.

The Status column displays the status of the calibration event with icons. The following list
describes the values for this column.

* Not Started - When the calibration event is created and no participants have scored any of

the interactions.

* In Progress - When any one of the participants submit scores for any one of the
interactions in the calibration event.

* Completed - When all participants have finished scoring all interactions under the

calibration event.

* Expired - When a calibration event completion date has passed.
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8.6 View Calibration Event Results

To view a calibration event result, you must be either the owner of or a participant in the event;
you can view results regardless of the status of the event.

You can view calibration event results by performing the following steps.
1. On the Calibration Events window, select an event.

2. Click the menu button and select View Results.

S - |

EEREREER NN

The Calibration Results window opens with the Summary tab active.

CALIBRATION RESULTS

Note: To return to the Calibration Events window, click Back.

3. Go to the By Question tab and the questions related to the calibration event are listed as
shown below.

CALIBRATION RESULTS

4. To view the dependent questions and the reviewer, click on the drill-down.O Example:
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* Here, Q1 has a dependent question and it has Yes/No option, so click on the
drilldown button as shown below.[

Summary By Question

Py

B  Section

4  Seclion 1:"81
B  Question Number Of
4 Question 1 m 2

@ | Option

E 188

4 No

.‘,IA

The options related to the question appear and click on the drill-down button to view
the reviewer as shown below.

Summary By Question

3

B  section Average Score
4 Section 1: "S1 100%
=] Question Number Of Responses
+  Question 15E§ >
B  Option Number Of Response
4 Yes
&  Dependent Question Number Of Responses
- If “Yes™ Question1A: "DQ1
B  Option Number Of Re!
0
2 )
« 3 1
[
Reviewed By

Administrator, AQGM

¢ The Q2 does not have any dependent question, so click on the drill-down button to
view the reviewer details as shown below.

>
x

8 | Section Ave
4
N/A
> No
N/A
- Question 2: "Q2 -
8  Option
4 Pass N
Reviewed By
Adams, Terry

Administrator, AQM

Fail

* For any free form questions, the reviewer responds to the question and the
response will be shown on the grid as shown below.
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Reviewad By

ministrator, AQM

5. When multiple reviewers are provided with any responses, then the responses will be
shown in multiple rows.

8.6.1 Calibration Events Summary Tab

The following table describes the fields above the Summary tab.

Field

Calibration Event

Description

The name of the selected calibration event.

Evaluation Template

The name of the evaluation template assigned to the selected calibration
event.

Number of Interactions

The total number of interactions assigned to the selected calibration event.

Number of Participants

Overall Average Score

Field Description

The total number of users assigned to score the selected calibration event.

The average score of all the participants for all the interactions scored. The
formula used is

[Total Point Score of each User/Total Max Possible Score of each User]*100

For example, User1 scored Interaction1 as 50 and Interaction2 as 100;
User2 scored Interaction1 as 75 and Interaction2 as 50. The overall average
score is [(50+100+75+75+50)/(100+100+100+100)]*100 = 68.75%.

Overall Standard
Deviation

The formula used to calculate the overall standard deviation is:

1 N
~ > (@i — p)?

2=1

For example, User1 score is 100 and User2’s score is 0, then 100,0 is used
for the Standard Deviation formula, and the result is 70.71 (rounded to the
nearest 100th decimal point).

The following table describes the columns on the Summary tab, which displays for
interactions that are assigned to the selected calibration event, along with the scores
completed by each user.
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Column Name Description

Interaction Interactions that are tagged for calibration.

Channel Displays the channel icon (for example, Voice, Voice and Screen, Screen

Only, Chat, SMS, or Task).

Calibration Participants | The yser name of each participant displays in a separate column. Each user

column contains the calibration score for the respective interactions.

Average Score The average of evaluated score by user for the respective interaction. All
scores display in percentage.

Note: If the template scoring type is Total Points or Pass/Fail, then scores
convert to percentage, and display here.O
0
The interactions overall score displays here.

For example, User1’s score is 100 and Interaction2 as 100; User2’s score is
0, then the average score is [(100+0)/(100+100)]*100 = 50%.

# of Evaluations The number of evaluations scored and completed for the respective
Completed interaction.

Note: If the scored evaluation is in Draft mode, it does not count as a
completed evaluation.

Column Name Description

Standard Deviation

The standard deviation formula is

1 N
=le Y (xi — p)?

oY =1

4

For example, User1 score is 100 and User2’s score is 0, then 100,0 is used
for the Standard Deviation formula, and the result is 70.71 (rounded to the
nearest 100th decimal point).

8.6.1.1 Play an Interaction from the Summary Tab

If you want to play an interaction while viewing calibration results on the Summary tab, select
the interaction and click Play. The Media Player opens and loads the selected interaction.

Note: You cannot click Play when the interaction is a Task.

To close the Media Player and return to the Summary tab, click Close.

8.6.2 Calibration Events By Question

Click By Question tab.
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CALIBRATION RESULTS
€
Calibration Event Calibration Event 3 Evaluation Template: Simple Template Number of Interactions: 2
Number Of Participants: 5 Overall Average Score: 50% Overall Standard Deviation: 707
:
©  Section Average Score Standard Deviation

4 Section 1: "Section 1 50% 7071

£ Question Number Of Responses Average Score Standard Deviation

4 Question 1: "Pass or Fail 2 50% 7071
Option Number Of Responses Response %
Pass 1 50%

Fail 1 50%

The following table describes the main header columns on the By Question tab.

Column Name Description

Section The name of the section.

Column Name Description

Average Score

The average of the section. All scores display as a percentage.

Note: If the template scoring type is Total Points or Pass/Fail, then scores
convert to percentage, and display here.

[Total Point Score of Section/Total Max Possible Score of Section]*100

For example, User1’s score for Section1 is 100 and Section2 is 0, then the
average score is [(100+0)/(100+100)]*100 = 50%.

Standard Deviation The standard deviation formula is

1 N
AN Z(lz — p)?

iV =1

For example, User1 score is 100 and User2’s score is 0, then 100,0 is used
for the Standard Deviation formula, and the result is 70.71 (rounded to the
nearest 100th decimal point).
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The following table describes the Question sub-section columns on the By Question tab.

Column Name Description

Question The question itself.

Number of Responses The number of responses to the question, including any N/A response.

Average Score Average score of the section, displayed as a percentage, including if the

question is a Point Score or a Pass/Fail question. The formula used is
[Total Point Score of each User/Total Max Possible Score of each User]*100

For example, User1’s score for Question1 is 100 and Questtion2 is 0, then
the average score is [(100+0)/(100+100)]*100 = 50%.

Standard Deviation The standard deviation formula is

1 N
=les Y (zi — p)?

LY. g

4

For example, User1 scored Question1 as 100 and Question2 as 0, then
100,0 is used for the Standard Deviation formula, and the result is 70.71
(rounded to the nearest 100th decimal point).

The following table describes the columns in the sub-section under Question.

Column Name Description

Option The type of option (for example, Pass/Fail) for the question.

Number of Responses The number of time that the option is selected by a user.

Response % The percentage of the responses for the option, based on the users assigned

to that calibration event. The formula used for this percentage is

[Number of Responses for that option/Total number of responses for that
question]*100

If an option contains dependent questions, then another table displays under the Option
subsection. The following table describes the columns in the table.

Column Name Description

Dependent Question The name of the dependent question.

Number of Responses The number of responses to the question.

Average Score Average score of the section, displayed as a percentage, including if the

question is a Point Score or a Pass/Fail question. The formula used is

[Total Point Score of Question for each User/Total Max Possible Score of
Question for each User]*100

For example, User1’s score for Question1 is 100 and Questtion2 is 0, then
the average score is [(100+0)/(100+100)]*100 = 50%.

Aspect Cloud Quality™ Administrator Guide Alvaria Confidential | aspect.com | 262



A aspect

Cloud Quality Administrator Guide

Column Name Description

Standard Deviation

The standard deviation formula is

1 N
N Y (@i — p)?

: =1

g —

4

For example, User1 scored Question1 as 100 and Question2 as 0, then
100,0 is used for the Standard Deviation formula, and the result is 70.71
(rounded to the nearest 100th decimal point).

8.6.3 Export Results Data to Excel

If you want to export the content of the Summary tab or the By Question tab to Excel, then on
the tab from which you want to export the data, click Export to Excel.

The following screen shot is an example of the data in an Excel spreadsheet.

A B € D E F G
Calibration Event: Calibration Event 3
Evaluation Template: Simple T
Number of Interactions: 2
Number Of Participants: 5
Overall Average Score: 70.71
Overall Standard Deviation: 50

® N A W=

©

10 Calibration Participants
11| Interaction Channel
12 Tag by admin 6 |Voice Only N/A N/A 100% N/A N/A
13 | Tagby admin | Voice and Screen |N/A N/A 0%|N/A N/A
14
15

16

17
Calibration Results by Summary )

8.7 Delete a Calibration Event

H | J

AQM Administrator | Ux User3 | Ux User6 | Ux Userl Ux User2| Average Score | # of Evaluations Completed | Standard Deviation

100%: 1 0
0% 1 0

This section describes how to delete a calibration event in Workforce Engagement

Management.

1. Log in to Workforce Engagement Management as an Administrator.

2. From the Dashboard, click Employee Experience.
3. Under Evaluations, click the Calibration link.
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#A Home
I8 Dashboards

@ Emplo

Evaluations

a
B Workforce

¥$ Administration

The Calibration Events window opens.

CALIBRATION EVENTS

S+ =

e oo 0000000 0 0§

4. In the list, highlight the calibration event that you want to delete by selecting it.

Note: The Delete button will be enabled when the calibration event is expired.
5. From the Calibration menu, select the Calibrate option.

Aspect Cloud Quality™ Administrator Guide Alvaria Confidential | aspect.com | 264



A CISpeCt Cloud Quality Administrator Guide

CALIBRATION EVENTS

e - -

M Duplicate

Q

Drag a aere to group by that column

i <6 Calibrate = Evaluation Template

2 Vlewﬂjnulm_,,.
Calibra..... | Calibrate

Demo Template

The Calibration window opens with the Evaluation tab active in the right pane.

CALIBRATION
€« Titie: Assigned to Mentor Agent: SEPBC16F5FACOAB - 10. Date Tin
Evaluation Template: P v E
Dewils  Actions m Annotations  Attachments
< o Do not show in repo

Note: You can only delete a calibration evaluation if the calibration event is not expired.O

0
The Delete option is enabled once the user completes the calibration evaluation for
the calibration event; otherwise the Delete option is disabled.O

O
Clicking Delete only deletes the calibration evaluation for the logged-in user.
6. From the Evaluation menu, click Delete.

-+ B

Email Evaluation
& Print Evaluation

# Edit Evaluation

W Delete
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A Warning window opens.
A Warning x

Are you sure you want to delete?
No

¢ If the calibration event has, for example, two interactions, and user scored both
interactions, then the My Progress window displays 100%. However, when a user
deletes one evaluation that the user scored, then the My Progress window displays
50%.

¢ If the Status is Expired, the user cannot delete the calibration evaluation.
¢ If the Status is In Progress, the Status continues to display In Progress

¢ If the calibration event has, for example, two interactions, the user scored both
interactions, the event is assigned for two users, then when the second user has
completed both evaluations, the Overall Completion displays 50% - 1 of 2
Participants.

¢ On the View Result window, the system generates the results (Averaged Results) by
excluding the deleted evaluation.

9. Reporting in Workforce
Engagement Management

This chapter describes how to save a report, view a report, run a report and the available
reports in Aspect Quality with Workforce Engagement Management.

* Accessing Reports on page 9-298
e Save a Report on page 9-300
¢ Edit a Report on page 9-339

* View a Report on page 9-344

9.1 About Quality Reports

Using Quality, you can view quality data for individuals and evaluation templates. Information
displays in tabular-style reports between which you can navigate the data.

You can generate the following reports in Quality.

e Save a Report on page 9-300

Note: You can access Quality reports if you are a user with Administrator or Mentor privileges
(the user must have Create Report right in his user profile to add a new report) in
Workforce Engagement Management. For a Mentor to report on agents, the Mentor must

have permissions to those specific teams and agents.O
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O

The Evaluation Detail report and the Quality Score Trend report only display data for
interaction records. If the system Archiver process automatically deletes interaction data,
or if a user manually deletes it, then the data is no longer available for reports.O

As you navigate through the Workforce Engagement Management application, the
system remembers the last report search criteria that you entered and loads it, only for
the lifetime of the browser session.

Note: The above applies only to the Evaluation Detail Report and Audit Activity Detail
Report. Now, the Quality Score Trend report is able to save the report in the
database.

9.2 Accessing Reports

You can navigate to any of the Reports by performing the following steps:

1. Log in to Workforce Engagement Management as an Administrator or a Mentor.
2. Go to Navigation bar and click Employee Experience.

# Home

s
i Workforce

.
¢ Administration

3. Go to Reports, select Quality.

4. To complete the filter criteria for the report which you want to access, click on Scheduled
Reports or Ad Hoc Reports.

¢ Scheduled Reports - When the user wants to generate a report or view an existing
Scheduled Report on a scheduled time such as One Time, Daily, Weekly and Monthly,
then select Scheduled Reports. The Aspect Quality system generates the report based
on the scheduled time. O
Example: The user wants to check the daily report. So, if the user enables the schedule

and sets the Date Type as Daily, the Aspect Quality system generates the reports on daily
basis.
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* Ad Hoc Reports - When the user wants to generate a report manually, then select Ad
Hoc reports.

¢ Scheduled Reports and Ad Hoc Reports contain the Quality Score Trend report type.

5. The Reports window appears which consists of the Scheduled Reports and Ad Hoc Reports
tabs. The tab is highlighted based on the selected reports type such as Scheduled Reports
or Ad Hoc Reports. The Reports grid consists of the columns listed on the following table.

Column Name Description

Name The name of the report.

Description The description of the report.

Report Type The report type is displayed in this column.
Created Date Time The date and time when the report was created.
Created By The creator of the report.

Last Run Date The date and time when the report run last time.
Last Run By The name who runs the report last time.
Schedule

If the report is scheduled for daily, weekly, monthly.

Note: This column is applicable only for the Scheduled

Reports.
Start Date The date when the scheduled report was started.
Note: This column is applicable only for the Scheduled
Reports.
End Date

The date when the scheduled report will be ended.

Note: This column is applicable only for the Scheduled
Reports.

Next Scheduled Date The next date of the scheduled report.

Note: This column is applicable only for the Scheduled
Reports.

Status The status such as Success or Failed.

Active If the report is active then checkmark will be shown on the

column.

9.3 Save a Report

To save a Report (regardless of whether you are in the Scheduled Reports tab or Ad Hoc
Reports tab in the Reports window) follow the steps below.

+  button.

REPORTS

Scheduled Reports Ad Hoc Reports
1. Click on the Add

2. Add Report window appears. By default, the General tab will be selected as shown below.
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- Schedule Permissions ADD REPORT

9.3.1 General Tab

1. Under the General tab, type a unique name for the report in the Name field.

2. Add description (if required) of the report in the Description field.

3. Click on the drop-down list of the Report Type field. The listed Report Types are Audit
Activity Detail Report, Evaluation Detail Report, Quality Detail Report and Quality Score
Trend Report

Note: All fields marked with a red asterisk (*) are required.

m ADD REPORT

Name: * 3 "%

Report Test

Description:

Report Type: * Ilh

Selact a report type n

Select a report fype

No Data

Audit Activity Detail Report <
Evaluation Detail Report
Quality Detail Report

Quality Score Trend Report

9.3.1.1 Audit Activity Detail Report

Select the Audit Activity Detail Report to review activities logged for users/system over a
specific date range.
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Name: *

Repaort Test

Description:

Report Type: *

Audit Activity Detaill Report n

Date Options:

30 Days To Date ~

From To:

Timezone:

UTC+05:30) Chennal, Kolkaia, Mumbal, New Delhi ~

Audit Type: *
] System Audit User Audit
Teams: *

Select [ | Include Al Selected (0)

Users From Selected Teams: *

Cloud Quality Administrator Guide

No Dala

No Data

1. Select the Date Options from the drop-down list. To choose any date range based on your
requirement or click on Custom Date Range. If you select Custom Date Range, the From

and To fields are enabled.

2. Choose the date and time range on From and To field. To select date, click on & icon, and

to select time, click on © icon.

Note: If you have selected Custom Date Range, then the date range must be within the

last four years.

3. By default, the Timezone is selected based on your location. To change the Timezone, click

on the drop-down and choose your required timezone.

4. Click on the System Audit or User Audit or both as per your requirement.

Note: If you select only System Audit, the Teams and User From Selected Teams will be

disabled.

5. After selecting the User Audit, the Teams button will be enabled.

6. Under Teams, click Select. The Select Teams window opens.

Aspect Cloud Quality™ Administrator Guide

Note: The user can click on Include All checkbox to include all the teams or else click on
Select button to add specific teams.

. Click on the  icon in the Search Items field and select Yes. A window opens with a list of
available teams.
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+ Select Teams x

Search Items:

Selected (0) Cancel “

8. Search for a team in the Search Items text box by clicking Search and select Yes. A
window opens with the list of available teams. Active teams display in the list box, and the
table is, by default, sorted in ascending alphabetical order.

x
Name =  Switch Name =  Status =
Reg.Test UCCE105 Active A

Team 1 Test Switch Active
Team 2 Test Switch Active
Team QA 1 - Agent Member UnifiedIP 73 EnhancedCTIPS  Active
Team QA 2 - Agent member

Inactive UnifiedIP 73 EnhancedCTIPS  Inactive
Team QA 3 - Mentor Member  UnifiedIP 73 EnhancedCTIPS  Active
Team QA 4 - Mentor Member

e UnifiedIP 73 EnhancedCTIPS  Inactive
Team_QMLicTest1 UnifiedIP 73 EnhancedCTIPS  Active
Team_QMLicTest3 UnifiedIP 73 EnhancedCTIPS  Active
Team1 UCCE105 Active
team1 UCCE105 Active
Team2 UCCE105 Active v

n 1-510f 51 items

Note:
¢ To include all of the teams, click on Include All checkbox.

* If you are logged in as an Administrator, you can search for and select any of the
teams.

* |If you are logged in as a Mentor, you can only search for and select teams for which
have either Score/Review permission in your user profile.
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e By default, only Active teams will be displayed. Refer to Edit My Preferences on page
3-147, if you would like to see the Inactive teams along with the Active teams in the
reports.

9. After selecting the teams, the Users From Selected Teams field will be enabled.

10.Click on the  icon in the Search User(s) field and select Yes. A window opens with a list of
available users.

Select the user as per your requirement and click OK.

9.3.1.2 Evaluation Detail Report

Select the Evaluation Detail Report to review the details of the evaluation template. This report
provides the details of an evaluation template in section, Questions and dependent hierarchy
such as Question Type, Points Earned, Points Possible, Success Rate and Total Response.
Under Report Type, when you select Evaluation Detail Report, the below screen appears.

m S ‘ ADD REPORT
chedule Permissions

Name: * «

Description:

Report Type: * |II
1

Report View: 0

Report By:
. -
Date Options:
A e v
Timezone:
Evaluation Template: * N ita
Q
Teams: *
Select include Al Selected (0)

Agents From Selected Teams: *

1. Click on the Report View drop-down and select Interaction or Evaluation.

Note: For more information, click on the Info button for Interaction as shown below. O

Report View: @ * |nteraction: All scores regardiess of when the interaction was scored

Interaction v

For more information, click on the Info button for Evaluation as shown below.
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Report View: @  Eyajuation: Only evaluations scored within the date range.

Evaluation v

. Select the Report By drop-down list and select Agent or Reviewer. Select the Agent option
to display the scores grouped on the basis of agents, whereas the Reviewer option will
display the scores grouped on the basis of reviewer. By default, the system selects the
Reviewer as an option. The user can change the default option, based on the requirement.

. Select the Date Options from the drop-down list. To choose any date range based on your
requirement, click on Custom Date Range. If you select Custom Date Range, the From and
To fields are enabled.

. Choose the date and time range on From and To field. To select date, click on = icon and

for time, © icon.

Note: If you have selected Custom Date Range, then the date range must be within the
last four years.

. By default, the Timezone is selected based on your location. To change the Timezone, click
on the drop-down and choose your required timezone.

. Under the Evaluation Template field, click on the = icon in the Search Items field, and
select Yes. A window opens with a list of available templates.

]

4 Name = Status

[Craslc Template 5 - Mentor ] Active

Clasic Template 6 - Mentor 2 Active

Clasic Template 7 - Admin
Classic Templiate 4
DefaultFirstTemplate
DefaultLastTemplate
DefaultNoneTemplate
Template 1

Template 2

Template 3

Template Agent1

WFO Template A001

WFO Template A002 Mentor

Active
Active
Active
Active
Active
Active
Inactive
Inactive
Active
Active
Active

1-13of 13 items

Active and Inactive templates display in the list; see the Status column. Select the template
as required.

Note:
e Select only one template at a time.
* If you are logged in as an Administrator, you have access to all templates.

* If you are logged in as a Mentor, you have access to templates based on how the
evaluations assigned to you:

* By default, only Active evaluation templates will be displayed. Refer to Edit My
Preferences on page 3-147, if you would like to see the Inactive users along with the
Active evaluation templates in the search criteria.

7. Once you have selected the template, click OK. The templates window closes and the

Select Evaluation Template window is active.

8. Under Teams, click Select. The Select Teams window opens.
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+ Select Teams

Search ltems:

Selected (0)

Cancel
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9. Search for a team in the Search ltems text box by clicking Search and select Yes. A
window opens with the list of available teams. Both Active and Inactive teams display in the
list box, and the table is, by default, sorted in ascending alphabetical order.

Note:

Name
Reg.Test
Team 1
Team 2
Team QA 1 - Agent Member

Team QA 2 - Agent member
Inactive

Team QA 3 - Mentor Member

Team QA 4 - Mentor Member
Inactive

Team_QMLicTest1
Team_QMLicTest3
Team1

team1

Team2

Switch Name
UCCE105
Test Switch
Test Switch

UnifiedIP 73 EnhancedCTIPS

UnifiedIP 73 EnhancedCTIPS

UnifiedIP 73 EnhancedCTIPS

UnifiedIP 73 EnhancedCTIPS

UnifiedIP 73 EnhancedCTIPS
UnifiedIP 73 EnhancedCTIPS
UCCE105
UCCE105

UCCE105

x

=  Status

Active A
Active
Active

Active
Inactive
Active
Inactive

Active
Active
Active
Active

Active v

1-510of 51items

If you are logged in as an Administrator, you can search for and select any of the

If you are logged in as a Mentor, you can only search for and select teams for which
have either Score/Review permission in your user profile.

If you select the Teams criteria in prior versions, you will be able to see Active teams
in the Search dialog under the Status column. By default, only Active users will be
displayed. Refer to Edit My Preferences on page 3-147, if you would like to see the
Inactive teams along with the Active teams in the search criteria.

10.Click OK to return to the General tab. Under the Teams section, The number of Teams are
displayed, as shown below.

Teams: *

Select | [ ] Include Al

Aspect Cloud Quality™ Administrator Guide

Selected (1)
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Note: If you have checked the Include All, then the Select button will be disabled and “All”
will be displayed as shown below.

Teams: *

Include Al Selected (All

11.The Select button, under the Agents From Selected Teams, is enabled. Click on the
Select button, the Select Agent(s) window opens.

12.Search for an Agent in the Search Items text box by clicking Search and select Yes. A
window opens with the list of available agents for the selected team.

Us = Fir.. = La = Sw. - Role = St = E< =
Fernando Garcia DR_UIP Mentor Active fernando
gerardoj Gerardo Jacobo DR_UIP Mentor Active gerardoj
karlagarc Alejandra Garcia DR_UIP Mentor Active karlagarc
robertofl Roberto Flores Ruiz DR_UIP Agent Active robertofl
valeriao Valeria Ortega DR_UIP Mentor Active valeriao

n 1-5of5items

Note: If you select the Agents criteria in prior versions, you will be able to see Active users
in the Search dialog under the Status column. By default, only Active users will be
displayed. Refer to Edit My Preferences on page 3-147, if you would like to see the
Inactive users along with the Active users in the search criteria.

13.Select the Agent and click OK.

14.Click OK to return to the General tab. Under the Agent From Selected Teams section, the
number of Agents is displayed, as shown below.

Agents From Selected Teams: *

Select | [ ] Include Al Selected (1)

Note: If you have checked the Include All, then the Select button will be disabled and “All”
will be displayed as shown below.

Agents From Selected Teams: *
——

Include Al Selected (All)

9.3.1.3 Quality Detail Report

Select the Quality Detail Report to review the details of the quality score of agents in a team
for interactions evaluated against the specified evaluation templates. This report provides the
ability to display you the High Score/ Average Score/ Low Score and number of evaluations
scores for each Evaluation Template and provides you with the ability to drill down from
Templates to Teams. Also, it allows to view the High Score/ Average Score/ Low Score and
number of evaluations scored for the agents in each selected team, provides you with the
ability to drill down to agent level, and you further drill down the details of the evaluations at
each agent level. Under Report Type, when you select Quality Detail Report, the below screen
appears.
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Schedule Permissions ADD REPORT

Name: * ¢ v

Report Test

Description:

Report Type: * IIII

[Ouam-,‘ Detail Report n

Report View: 6

No Data

Interaction v

Date Options: <

30 Days To Date v

From: To:

Timezone:

UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi v

Evaluation Templates: * ﬂ

Select | [ | Include All Selected (0)
i No Data

Teams: *

Select [\ Include All Selected (0)

Default Chart Type:

Column v

1. Click on the Report View drop-down and select Interaction or Evaluation.
Note: For more information, click on the Info button for Interaction as shown below. O

Report View: @ |nteraction: All scores regardiess of when the interaction was scored.

Interaction el

For more information, click on the Info button for Evaluation as shown below.

Report View: @ Eyaluation: Only evaluations scored within the date range.

Evaluation v

N

. Select the Date Options from the drop-down list. To choose any date range based on your
requirement, click on Custom Date Range. If you select Custom Date Range, the From and
To fields are enabled.

3. Choose the date and time range on From and To field. To select date, click on = jcon and

for time, © icon.

Note: If you have selected Custom Date Range, then the date range must be within the
last four years.

N

. By default, the Timezone is selected based on your location. To change the Timezone, click
on the drop-down and choose your required timezone.

5. Under the Evaluation Template field, select a template specific to the evaluations that you
want to see by clicking Select button (if you want to include all of the available evaluation
templates, then click on the Include All check box). The Select Evaluation Template window
appears.
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6. Click on the & icon in the Search Items field and select Yes. A window opens with a list of
available templates.

4 Name = Status s
[CIaslc Template 5 - Mentor ] Active
Clasic Template 6 - Mentor 2 Active
Clasic Template 7 - Admin Active
Classic Templiate 4 Active
DefaultFirstTemplate Active
DefaultLastTemplate Active
DefaultNoneTemplate Active
Template 1 Active
Template 2 Inactive
Template 3 Inactive
Template Agent1 Active
WFO Template A001 Active
WFO Template A002 Mentor Active
n 1-13 of 13 items
IOk

Active and Inactive templates display in the list; see the Status column. Select one template
or multiple templates as required. To select multiple templates, CTRL+ Left-click on the
templates.

Note:

* |If you are logged in as an Administrator, you have access to all templates.O
O

If you are logged in as a Mentor, you have access to templates based on whether
the evaluations are assigned to you.

e By default, only Active evaluation templates will be displayed. Refer to Edit My
Preferences on page 3-147, if you would like to see the Inactive users along with the
Active evaluation templates in the search criteria.

7. Once you have selected the template, click OK. The templates window closes and the
Select Evaluation Template window is active.

8. Click OK to return to the General tab. Under the Evaluation Templates section, the number
of templates is displayed, as shown below.

Evaluation Templates: *

Select [ | Include Al Selected (1)

Note: If you have checked the Include All, then the Select button will be disabled and “All”
will be displayed as shown below.

Evaluation Templates: *

Include All Selected (All)

9. Under Team, click Select. The Select Teams window opens.
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+ Select Teams x
Search ltems:
Q
+ B
Selected (0) Cancel “

10.Search for a team in the Search Items text box by clicking Search and select Yes. A
window opens with the list of available teams. Active teams display in the list box, and the
table is, by default, sorted in ascending alphabetical order.

Name = Switch Name = Status =
Reg.Test UCCE105 Active A
Team 1 Test Switch Active
Team 2 Test Switch Active

Team QA 1 - Agent Member UnifiedIP 73 EnhancedCTIPS  Active

Team QA 2 - Agent member
Inactive

UnifiedIP 73 EnhancedCTIPS  Inactive

Team QA 3 - Mentor Member  UnifiedIP 73 EnhancedCTIPS  Active

Team QA 4 - Mentor Member
UnifiedIP 73 EnhancedCTIPS  Inactive

Inactive

Team_QMLicTest1 UnifiedIP 73 EnhancedCTIPS  Active
Team_QMLicTest3 UnifiedIP 73 EnhancedCTIPS  Active
Team1 UCCE105 Active
team1 UCCE105 Active
Team2 UCCE105 Active

v

n 1-51 of 51 items

Note:

* If you are logged in as an Administrator, you can search for and select any of the
teams.

* If you are logged in as a Mentor, you can only search for and select teams for which
have either Score/Review permission in your user profile.

11.Click OK to return to the General tab. Under the Teams section, the number of Teams is
displayed, as shown below.

Teams: *

Select | [ ] Include Al Selected (1)

Note: If you have checked the Include All, then the Select button will be disabled and “All”
will be displayed as shown below.
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Teams: *

Include Al Selected (All

12.Under the Default Chart Type section field’s drop-down, select the chart type as your
default chart type. It means whenever you access this report, the chart type will be shown
based on the selection from the drop-down list.

9.3.1.4 Quality Score Trend Report

Select the Quality Score Trend Report to review the average quality score of agents in a
team for interactions evaluated against the specified evaluation template. The report
generates at a team level. Under Report Type, when you select Quality Score Trend Report,
the below screen appears.

Bl o e ADD REPORT
Name: * *« W = Dats Range
eport Test
Description:
Report Type: * |I|l
Quality Scors Trand Report v
ata
Trend By:
Evaluation Template v
Report View: ©

View By:

Date Options:

30 Days To Date s

Timezone:

TC+05:30) Chennai, Kokata Mumbal New Delhi v

Evaluation Templates: *

Select [ Include Al Selected (0)

Teams: *

Select || include AN Selected (0)

Default Chart Type:

1. Click on the drop-down of Trend By field and select the option based on the requirement.

Note: Refer the Save a Report Based on Trend By Field on page 9-325.
2. Click on the Report View drop-down and select Interaction or Evaluation.

Note: For more information, click on the Info button for Interaction as shown below. O

Report View: @ * nteraction: All scores regardiess of when the interaction was scored

Interaction v

For more information, click on the Info button for Evaluation as shown below.
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Report View: @ Eyajuation: Only evaluations scored within the date range.

Evaluation v

3. From the View By field, choose the option under the drop-down list to view the report Year or
Quarter or Month or Week or Day wise.

4. Select the Date Options from the drop-down list. To choose any date range based on your
requirement, click on Custom Date Range. If you select Custom Date Range, the From and
To fields are enabled.

5. Choose the date and time range on From and To field. To select date, click on = jcon and
for time, © icon.
Note: If you have selected Custom Date Range, then the date range must be within the last
four years.

6. By default, the Timezone is selected based on your location. To change the Timezone, click
on the drop-down and choose your required timezone.

7. Under the Evaluation Template field, select a template specific to the evaluations that you
want to see by clicking Select button (if you want to include all of the available evaluation
templates, then click on the Include All checkbox). The Select Evaluation Template window
appears.

8. Click on the @ icon in the Search Items field and select Yes. A window opens with a list of
available templates.

4 Name = Status

[C!aslc Template 5 - Mentor l Active

Clasic Template 6 - Mentor 2 Active
Clasic Template 7 - Admin Active
Classic Template 4 Active
DefaultFirstTemplate Active
DefaultLastTemplate Active
DefaultNoneTemplate Active
Template 1 Active
Template 2 Inactive
Template 3 Inactive
Template Agent1 Active
WFO Template A001 Active

WFO Template A002 Mentor Active

n 1-13of 13 items

Active and Inactive templates display in the list; see the Status column.

Note: If you are logged in as an Administrator, you have access to all templates.O

O
If you are logged in as a Mentor, you have access to templates based on whether the
evaluations are assigned to you:

* Peerreview

e Agent review

e Team review

e Evaluation Assigned

¢ Permission in User Profile
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9. Once you have selected the template, click OK. The templates window closes and the
Select Evaluation Template window is active.
10.Click OK to return to the General tab. Under the Evaluation Templates section, the number
of templates is displayed, as shown below.

Evaluation Templates: *

Select [ | Include Al

Selected (1)

Note: If you have checked the Include All, then the Select button will be disabled and “All”

will be displayed as shown below.

Evaluation Templates: *

Include Al

Selected (All)

11.Under Team, click Select. The Select Teams window opens.

+ Select Teams

Search ltems:

Selected (0)

Cancel

12.Search for a team in the Search Items text box by clicking Search and select Yes. A window
opens with the list of available teams. Active teams display in the list box, and the table is, by
default, sorted in ascending alphabetical order.

Name =
Reg.Test
Team 1
Team 2
Team QA 1 - Agent Member

Team QA 2 - Agent member
Inactive

Team QA 3 - Mentor Member

Team QA 4 - Mentor Member
Inactive

Team_QMLicTest1
Team_QMLicTest3
Team1

team1

Team2

Aspect Cloud Quality™ Administrator Guide

Switch Name
UCCE105
Test Switch
Test Switch

UnifiedIP 73 EnhancedCTIPS

UnifiedIP 73 EnhancedCTIPS

UnifiedIP 73 EnhancedCTIPS

UnifiedIP 73 EnhancedCTIPS

UnifiedIP 73 EnhancedCTIPS
UnifiedIP 73 EnhancedCTIPS
UCCE105
UCCE105

UCCE105

Status

Active

Active

Active

Active

Inactive

Active

Inactive

Active

Active

Active

Active

Active

v

1-510of 51items
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Note:

* If you are logged in as an Administrator, you can search for and select any of the
teams.

¢ If you are logged in as a Mentor, you can only search for and select teams of which
you are a member. If you are not a member of any team, then No Team displays in
the list box.

e By default, only Active teams will be display. Refer to, Edit My Preferences on page 3-
147 if you would like to see the Inactive teams along with the Active teams in the
search criteria.

m Schedule Permissions ADD REPORT

Trend By:
€ | =
Agent Group v
Agent Groups / ARGUA_SPN_DR
Report View: 6
Interaction v Quality Score
450%
View By: 400% -
Year 5 350%
300%
Date Options: 250% -
200%
Custom Date Range v
150%
o -
From: * To: * 100%
50%
117712016 12:00 AM B o 117572020 11:59 PM 20 <« 0% i
: 2016 2017
Timezone:
0
UTC+05:30) Chennal, Kolkata, Mumbal, New Delhi v jream ity
a e v

Evaluation Templates: *
Drag a column header and drop it here to group by that column

Inciude All [}
e Sl 4 Team Name = 2016 = 2017 =
ARGUA Inactivi s % of valt )
Teams: * JARGUA Inactive Users 97% of 176 Evaluation(s)
3 % of 598 Evalu (s)
Include All selected (All ARGUA Support 97% of 598 Evaluation(s)
MXGUA_QUALITY_AND_TRAINNING_MX 96% of 102 Evaluation(s)
. x
Agent Groups: UYGUA Support 99% of 38 Evaluation(s)
Include All Selected (All)
Default Chart Type:
Column v
N o | o ] ]

13.Click OK to return to the General tab. Under the Teams section, the number of Teams is
displayed, as shown below.

Teams: *

Select | [ ] Include Al Selected (1)

Note: If you have checked the Include All, then the Select button will be disabled and “All”
will be displayed as shown below.

Teams: *

Include Al Selected (All)

14.Under the Default Chart Type section field’s drop-down, select the chart type as your
default chart type. It means whenever you access this report, the chart type will be shown
based on the selection from the drop-down list.
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9.3.2 Schedule Tab

The Schedule tab is used to run a report at a later point of time and recursively. For example, if
you want to run the report every Friday at 11 PM, you can do that by scheduling the report using
the Schedule tab.

Note: All fields marked with a red asterisk (*) are mandatory.

1. To schedule a report, toggle-on the Enable button.
Note:

*  When the Enable button is toggled on and saved, the report will be available under
the Scheduled Reports tab in the Reports window.

* When the Enable button is not toggled on and saved, the report will be available
under the Ad Hoc Reports tab in the Reports window

2. Click on the Date Type field and schedule a report using any of the date types

¢ One Time
e Daily
e Weekly ¢ Monthly.

a. One Time: When you need to generate a report for a single time, then select this option.
Go to Start Date and Time field, select the date and time based on your requirement, as
shown below. O
Example: If you want to run the report for once, on 21st September’20 at 7 AM, then
select the date and time by scheduling the report using the Schedule tab.

General Schedule Permissions

@ Enable

Date Type: *

One Time v

Start Date and Time: *

91212020 7:00 AM|

b. Daily: When you need to generate a report daily, then select this option.

a. Go to Start Date and Time and End Date, select the date and time based on your
requirement.O
Example: If you want to run the report daily, on 21st September’20 at 7 AM, then
select the date and time by scheduling the report using the Schedule tab.

b. If you are not toggle-on the End Date, then the Aspect Quality system will generate
everyday. O Or,O
If you want to generate a report daily for a specific time, then toggle-on the End Date

button. The End Date field will be enabled and select the date as shown below.O
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m i

@> Enable

Date Type: ©

Daily v

Start Date and Time: *

9/21/2020 7:00 AM ® o

@ End Date

[

10/6/2020

Recurs Every: *

l 1 Days

Example: Based on the above screenshot, the system will start to generate the daily
report from 21st September’20 at 7:00 AM till 10th October’20.
c. On the Recurs Every field, “1” must be mentioned. If you want to run a report on every
alternate day, then type “2” on this field. O
Example: The system will start to run the first daily report on 21st September’20,
then second daily report on 23rd September’20, third daily report on 25th
September’20 and so on till 10th October’20.

d. Weekly: When you need to generate a report for every week, then select this option.

a. Go to Start Date and Time field, select the date and time based on your requirement.

b. If you are not toggle-on the End Date, then the Aspect Quality system will generate for
every week. [0
Or,0
If you want to generate a weekly report for some weeks, then toggle-on the End
Date button. The End Date field will be enabled and select the date as shown

below.O

@~ Enable

Date Type: *

Weekly v

Start Date and Time: *

9/21/2020 7:00 AM

i
(c]

@ End Date *

11/29/2020

(iiE

Recurs Every: *

Weeks

Days of Week: *

Example: Based on the above screenshot, the system will start to generate the
weekly report from 21st September’20 at 7:00 AM till 29th November’20.
c. On the Recurs Every field, number of weeks will be displayed. If you want to run a
report on every alternate week, then type “2” on this field. O
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Example: The system will start to run the first weekly report on 21st September’20,
then second daily report on 5th October’20, third daily report on 19th October’20 and
so on till 28th November’20.

. Click on the Days of Week field and select the day when you want to generate the

weekly report, as shown below.O

@ End Date

10/28/2020 =
Recurs Every:

1 Weeks
Days of Week: *

Monday v

B Sunday

I Monday

H Tuesday

" | wednesday
| iThursday‘
[ Friday

| |Sa!urday

Example: On every Monday (from 21st September’20 at 7:00 AM till 28th
November’'20), the system will generate the weekly report for you.

Note: If you want to run the report for multiple days in a week, then select multiple
days from the list.

Monthly: When you need to generate a report for every month, then select this
option.

a. Go to Start Date and Time field, select the date and time based on your requirement.

b. If you are not toggle-on the End Date, then the Aspect Quality system will generate for

Aspect Cloud Quality™ Administrator Guide

every month. O

Or,0

If you want to generate a monthly report for some months, then toggle-on the End
Date button. The End Date field will be enabled and select the date as shown below.
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General Schedule Permissions

@[> Enable

Date Type: *

Menthly ~

Start Date and Time: *

9/21/2020 7:00 AM 2R O)

@~ End Date

4/30/2021 =

Days of Month: *

3

c. Click on the Days of Month field and select the day or days of a month when you want
to run the monthly report, as shown below.O

@ End Date

ii

4/302021

Days of Month: *

[E®

12

1 2 3 4 5 6 7 8

9 10 n @2 13 14 15 16
17 18 19 20 21 2 23 24
25 26 27 28 29 30 31 Last

Example: On every 12th day of the month (from 21st September’20 at 7:00 AM till 30th
April'21), the system will generate the monthly report for you.

Note: If you want to run the report last day of the month, then it is recommended to
select Last from the list. The monthly report will run on the last day of every
month.

3. Click on the Retain My Last field and type the number of previous reports which you want to
retain. O
Example: If you type number 5, then the Aspect Quality system will retain the last five
reports.

Note: The number must be 1 - 365. The Aspect Quality will not retain the reports if the number
exceeds.
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9.3.3 Permissions Tab

The Permissions tab helps you to share this report with all the users in the selected user
profile(s).

1. To provide permissions, select one or more user profiles under the Available Items section.

2. Click on the Add items button as shown below, the selected user profiles will be moved
from Available Items to Selected items section.O

General Schedule

Available Items:

4 Name

[

Agent
Default Profile

maximum lenght user profile for testing the purpose of aspect v
Mentor

wenwenver

‘/

Selected Items:

Name Permission

The usage of these buttons are given below.

Button Name ‘ Description
o Add all items Adds all user profiles from Available Items to Selected ltems
= section.
Add items Adds the selected user profiles from Available ltems to Selected
v ltems section.

Button Name Description

Remove items Removes the selected user profiles from Selected Items section
to Available Items.

Remove all items Removes all user profiles from Selected ltems section to
Available ltems.
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3. To provide edit permission for the report, select the user profile under the Selected ltems
section.

4. Click on the Permission drop-down and select Edit as shown below.

Selected Items:

Name Permission
Agent View n
Mentor View

Edit

Note:

¢ To provide Edit permission for more than one user profiles, select the user profiles
and click on the change selected user profiles permission button as shown below.

¥ ~ A

View
Selected Items: - E
Edit
Name Permission
Agent View v
Mentor View v

» After providing Edit permission to the user profile, if you remove the user profile from
the Selected Items section as shown below, the report will not be shown to the users
associated with the user profile.

¥ ~ A

Selected Items:

Name Permission

Agent Edit v

Mentor View v

5. Before saving if you want to preview how the report will appear, click on the Preview button
to preview the report on the right side of the window, based on the parameters that you
have defined.
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— r m ADD REPORT

Avuilable Items: € |l
“lane = Templates
Defaull Profile -
maxamum lenght user profile for lesling the purpose of aspect v Quality re Trend Report
Ho Rights profile for festing aggregate ussr 5000% -
wernvenver
4000% _——
= ——
2000% - —
0% ~+ _———————
-l 2020
¥ & H Evaluation Template Name
Selected ltems: A — v
Mame Parmission Drag a column header and drop i here to group by that column
Agent View v|® 4 Evaluation Template Name = 2020 =
Mentos View v Auto Template 10/5/2020 7:11:08 PM 100% of 1 Evaluation(s) e
Auto Template 10/5/2020 7-36:57 PM 100% of 1 Evaluation(s)
Auto Template 10/5/2020 7-49:20 FiM 1005 of 1 Evaluation(s)
Auto Template 10/5/2020 8:02:06 PM 100% of 1 Evaluation(s)
Auto Template 10/5/2020 83952 PM 100% of 1 Evaluation(s)
Auto Template 10/5/2020 &:59:00 PM 100% of 1 Evaluation(s)
Auto Template 10/5/2020 9°51:30 PM 10086 of 1 Evaluation(s)
Auto Template 10/6/2020 1:17:54 AM 100% of 1 Evaluahon(s)
= Auto Template 10/6/2020 1:57:06 AM 100% of 1 Evaluation(s)

P n 1-53.0f53 tems
6. (Optional) Click on the Legend button to preview the legends as shown below and search
for the legends or scroll-down to find.O

oo e [N 00 00000 APPREPORT

Available items: € v E
ieme i Templates
Default Profile &
maximum lenght user profile for testing the purpose of aspect v B Auto Template 10152020 7:1108 = g Report
No Rights profile for festing aggregate user RS PM
WEISTOF B Auto Template 10/5/2020 7:36:57
5000% P
4000% M Auto Template 10/5/2020 7:49:20
PM
3000% Auto Template 10/5/2020 8:02:06
2000% ik
W Auto Template 10/5/2020 8:39:52
1000% PM
0% B Auto Template 10/5/2020 8:59:00
vl PM \
W Auto Template 10/5/2020 9:51:30
¥ it e PM plate Name
Selected Items: A ase v
Name Permission Drag a column header and drop it here to group by that column
Agent View vz 4 Evaluation Template Name = 2020 =
Mentor View v Auto Template 10/5/2020 7:11:08 PM 100% of 1 Evaluation(s) =
Auto Template 10/5/2020 7:36:57 PM 100% of 1 Evaluation(s)
Auto Template 10/5/2020 7:49:20 PM 100% of 1 Evaluation(s)
Auto Template 10/5/2020 8:02:06 PM 100% of 1 Evaluation(s)
Auto Template 10/5/2020 8:39:52 PM 100% of 1 Evaluation(s)
Auto Tempiate 10/5/2020 8:59:00 PM 100% of 1 Evaluation(s)
Auto Template 10/5/2020 9:51:30 PM 100% of 1 Evaluation(s)
Auto Template 10/6/2020 1:17:54 AM 100% of 1 Evaluation(s)
26 Auto Template 10/6/2020 1:57:06 AM 100% of 1 Evaluation(s)

el mm bl . B 153 053 tems
Once you click on the any listed legend, the selected legend will be hidden on the chart.
Note: The Legend button will be disabled when data is not available.
7. Click Save to complete the process. The Reports window appears as shown below.
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REPORTS
c + ¢ |u|B

Scheduled Reports Ad Hoc Reports

Dra a columin header and drop it here to group by that column
Name = Repor Type = *CreatedDaleTme =  Created By = LastRunDate = LastRunBy = Schedule = Stalus =
Quality Score Trend .
Repori Tes B 9/14i2020 1.50.52 PM ACN, Administrator Daily New
Report
Quality Score Trend
@ Faled report lesing - e 940 12525PM  ACM, Admimstrator  914202012530PM  System Daily O Falec
Report
Agoregate User creafing the Quality Score Trend . i R
_ 91472020 1:23:08 PM Jill, Deen
Schedule report Reporl
monthly report 110 10 211olast  Quality Score Trend e " . e an N = . .
& 9102020 12:14:02 PM ACM, Administrator 9/10/2020 12:14:09 PM System Monthly @ Ssuccess
date Report
monthly even days- new one Quality Score Trend SR e . B - = y &
o 9102020 12:08:39PM  ACM, Administrator 91472020 12:00:10AM  System Vonthly O Suceess
after upgarde Repor

Qualitv Score Trend

Note: As the Report is scheduled in the Schedule Tab, the report is saved under the Scheduled
tab. If the Enable button is disabled in the Schedule Tab, then the Report would be saved
under the Ad Hoc Reports tab.

9.3.4 Save an Ad Hoc Report

The Ad Hoc Report helps you to run a report manually based on the requirement. To save an Ad
Hoc Report, follow the steps below:
1. Log in to Workforce Engagement Management as an Administrator.

2. Go to Navigation bar and click Employee Experience, then click Reports.

3. Click on Ad Hoc Reports.

4. The Reports window appears and the Ad Hoc Reports tab is selected as shown below.
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Scheduled Reports M‘lanﬁtpan\

Drag a column heax

Mame = Report Typs

B a &

= v Croaled Date Time

Created By

= LastRun Date

" LawRunBy = saws

5. Refer from step 1 to step 6 of the Save a Report on page 9-300 section.
6. Click Preview button to view the report on right side of the window, as shown below.

Date Range:

Evalustion Tempiata Name

el

Tompiata3HighiW:

a [ v

1-1af 1 ems

7. Click Save to save the Ad Hoc Report and redirects to the REPORTS window, as shown

[ ADD REPORT
Name: * & w =
Deseription:
s
i
i
Report Type: * (2]
Trend By:
Evakiation Tempiala o |
Report View: 0
View By:
Date Options:
par To Daty
From: Yo
- SRS LA
below.
REPORTS
- B A AlE SR8 A

o000 ¢

Note: If the Report Storage Path is not defined then an info icon will be displayed on the
top-right side above the grid and Add button will be disabled as shown below.

REPORTS

€ Please define the Report Storage Paih'before adeing or running a repor

9.3.4.1 Save a Report Based on Trend By Field

This feature allows you to save the Quality Score Trend Report based on the selected

parameter in the Trend By field such as

e Trend By Evaluation Template on page 9-326
Aspect Cloud Quality™ Administrator Guide
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e Trend By Team on page 9-328
e Trend By Agent on page 9-329
e Trend By Work Type on page 9-332

* Trend By Application on page 9-336

9.3.4.11 Trend By Evaluation Template

Select Evaluation Template from the drop-down list of Trend By field and click on the Preview
button, the report will show on the right side of the grid.O

General Schedule Permissions ADD REPORT
Name: * ¢ Rk = Date Range
Report Def1 Templates
Description:
Drag a column header and drop & here to group by that column
4 Evaluation Template Name = 1 2020 =
Classic-T1 ~33% of 1 Evaluation(s)
Report Type: *
il Faiure (Inactve) 0% of 3 Evaluation(s)
Quality Score Trend Report v
% 5 o Highest N/A 50% of 2 Evaluation(s)
Lowest NA 0% of 1 Evaluation(s)
Trend By: foabs Evaluation
( g T 63% of 4 Evaluation(s)
| Evaluation Template
q T
Report View: 0 7 75% of 1 Evaluation(s
.
Interaction v
View By:
Year v
Date Options:
Year To Date v
From: To:
Timezone:
UTC+05:30) Chennai, Kolkata, Mumbai, New v

Evaluation Temolates: *

o EERECZZE 0

To drill down the report from Year to Quarter for the Evaluation Template, click on the Year as
shown above and the following window appears.
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General Schedule Pormissions ADD REPORT
Name: * ¢R B kE Date Range
Repor Dt Templates / Classic - T1(1n 2020) / Classic - T1(ln Q3)
Description:
Draga colymn header and drop it here fo group by that coumn
3 U e L,
A Evaluation Template Name 21 August 2020 2
L RN T
Classic - Tt 3% of 1 Evaluation(s)
Report Type: *
Qualty Score Trend Report v
Trend By:
Evaluation Template v
4
Report View. 0
1
H A

Note: Click on Quarter, as shown above, to drill down the report to Month, Week and Date
respectively.

After drilling down the grid (Year column) from Year > Quarter > Month > Week, the folders will
be shown below the buttons as shown below.

ADD REPORT

€ lv

Templates / 2020/ Q4 / November / Week 04

Note: If the Evaluation Template is drilled down from the Evaluation Template Name > Team
Name > Agent Name, the folders will be shown below the buttons as shown below.

ADD REPORT

¢ l

Templates / Auto Template 10/8/2020 8:56:13 PM / IS Access Only

9.3.41.2 Trend By Team

Select Team from the drop-down list of Trend By field and click on the Preview button, the
report will show on the right side of the grid.O
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ADD REPORT

General Schedule Permissions

i

Name: * ¢ RIR

Report et Teams ¥

Date Range

Description:
Drag a column header and drop & here o group by that coimn

4 Team Name = 2020

45% of 12 Evaluation(s)
Report Type: *

0% of 1 Evaluation(s)

Qually Score Trend Report v

Trend By:

Team v

Report View: 0

Interaction v

View By:

Year v

Date Options:

Year To Date v

From: To:
Timezone:

(UTC+05:30) Chennai, Kolkata, Mumbai, New v
Evaluation Templates: *

To drill down the report from Team to Agent for the Teams, click on the Team as shown above
and the following window appears. It also provides the option to drill down the year, as shown

below.
Schedule Parmissions ADD REPORT
Name: * ¢ AD B OeleRange
RepuDe Teams | Teet Al Agenls
Description:
Drag a column header and drop & here o group by that colmn
A Agent Name - 3
1,1 (Inactive) 45% of 12 Evaluation(s)
Report Type:
Qualty Score Trend Report v
Trend By.
Team v
q

Note: Click on Year, as shown above, to drill down the report to Quarter, Month, Week and
Date respectively.

After drilling down the grid (Year column) from Year > Quarter > Month > Week, the folders

will be shown below the buttons as shown below.
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ADD REPORT

¢ lw

Teams / 2020/ Q4 / November / Week 04

9.3.41.3 Trend By Agent

Select Agent from the drop-down list of Trend By field and click on the Preview button, the
report will show on the right side of the grid.O

ADD REPORT

General Schedule Permissions.

Name: * ¢ BB I

Date Range

Report Deft Agents

Description:
Drag a column header and drop it here 10 group by that comn

< AgentName -

1.1 (Inactive) 5% of 12 Evaluation(s)

o
Report ibs: GARCIA TORRES, LUISA GERALDINE 0% of 1 Evaluation(s)

Quality Score Trend Report v

Trend By:
Agent v
Report View: © N
Interaction v
View By:

Year v

Date Options:

Year To Date v

From To:
Timezone:
(UTC+05:30) Chennai, Kolkata, Mumbal, New v

Eyaluation Templates: *

To drill down the report from Year to Quarter for the Evaluation Template, click on the Year as
shown above and the following window appears.

Schedule Permissions ADD REPORT

Name: * ¢ R R kE Date Range
Report Def Agents | 2020
Description:
Drag a column header and drop it hera to group by that column
4 Agent Name g Q32 2
1,1 (Inactive) 45% of 12 Evaluation(s)
Report Type: *
et ip GARCIA TORRES, LUSAGERALDIN 0% o 4 Evaialion(s)
Qualty Score Trend Report v
Trend By:
Agent v
4
Report View: @
H
Interaction v g
View By:
Vanr
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Note:

¢ Click on Quarter, as shown above, to drill down the report to Month, Week and Date
respectively.

* After drilling down the grid (Year column) from Year > Quarter > Month > Week, the
folders will be shown below the buttons as shown below.

ADD REPORT

* When Day is selected on the View By field, then select Previous 3 months or less than
90 days as shown below, to preview the report. O

Schedule Permissions ADD REPORT

Report Type: * ¢ v =
Quality Score Trend Report v Ao
Trend By: SR
Quality Score Trend Report
et S 250% -
i 200% -
eport View:
iy 150% -
Interaction v 100% -
50% -
View By: h 0% 1 | E
Day v P &
FF
o o
Date Options:
«Legends
Previous 3 Months 2 Agent Name
\ = Adams, Terry == GARCIA TORRES, LUISA GERALDINE == Sandoval Murillo, Adriana Maricela
From: To: Vilagomez, Jose Carkos

A - v

By default, the legends are shown on the preview section. To hide the Legends, click on
the Chart options > Hide embedded legend as shown below.

ADD REPORT
Agens Chart Type
Column v
Trend Report
250% [] Stacked

200% -
150% -

100% - |

50%

s Y Iy 11 1 I I Y L
9.3.4.1.4 Trend By Work Type

Select Work Type from the drop-down list of Trend By field and the Work Type section is
added on the left pane as shown below.

[] Hide embedded legend

Note: Only users with the Administrator role are able to see the Work Type option under the
Trend By field.
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m seradite Pamisaisns ADD REPORT

Trend By: % =
‘ wian Tyee n
Répa Visw: O
S—
iy I
[}
Yair v
Ne Data
Data Optiong:
0 Dy T Oste .
Fres
a
H
Tiwzona:
~36 0] Cnern. Knieala, Msrivad, M Dol -
Evabtion Tamphytes: *
saloct [ et an semctra 1)
Taams: o
Select 1N 48 Suoctid 01}
Mo Dala
Wors Typos: ©
Selogt [ | Irclatk AF Seincted )
Default Chart Typs:

o e

1. Under Work Type, click Select button. The Select Work Type(s) window opens.

+ Select Work Type(s) x

Search Items:

Selected (0) Cancel “

2. Search for a Work Type in the Search Items text box by clicking Search and select Yes. A
window opens with the list of available Work Types. Active Work Type(s) display in the list
box, and the table is, by default, sorted in ascending alphabetical order.
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Name = Switch Name = Status =
1A_UIP_ValidateMembiDPin PROD_UIP Active
1USLAX_SENIOR_SHIFTS DR_UIP Active
1USLAX_SENIOR_SHIFTS PROD_UIP Active
1USLAX_SHIFT_SCRATCH PROD_UIP Active
1USLAX_SHIFT_SCRATCH DR_UIP Active
4PYAFTER PROD_UIP Active
4PYAFTER DR_UIP Active
9ISTST_CALLID PROD_UIP Active
9ISTST_DLL_TEST PROD_UIP Active
9ITST_MARK_TEST_SERVI PROD_UIP Active
9ITST_MARK_TEST_SERVI... DR_UIP Active
9ITST_MX1 PROD_UIP Active
9ITST_MX1 DR_UIP Active
ARGUA_AfterHours DR_UIP Active -

n 2 3 4 5 | S 1- 100 of 1958 items

Note: By default, only Active Work Type will be displayed. Refer to Edit My Preferences on
page 3-147, if you would like to see the Inactive Work Type along with the Active
Work Type in the search criteria.

3. Select the Work Type and click OK to return to the General tab. Under the Work Type(s)
section, the number of Work Types are displayed, as shown below.

Work Types: *

Select [ | Include All Selected (1)

Note: If you have checked the Include All, then the Select button will be disabled
and “All” will be displayed as shown below.

Work Types: *

Include All Selected (All)

4. Click on the Preview button, the report will show on the right side of the grid.
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suie pemissns

Trend By:

Work Type

Report View: ©

Interzcion

i, Kokats, Murbai New Del
Evaluation Templates: *

ct [ incote Al
Teams: *
select | [ incue Al
Work Types: *
select | [ inchose Al
Default Chart Type:

Couma

[
®

Selected (Al

Selected (A1)

Selecied (A1)

Cloud Quality Administrator Guide

a2

Adtomatonbbounst

210

AsomaEonbou

Asomaoninbound 105

= a3

Exabiabionis
100% of 1 Evavaton(s

100% of 1 Evaliatonss

5. To drill down the report from Work Types to Team for the Evaluation Template, click on the
Year as shown above and the following window appears.

EN s Puresssions

Trend By:

Work Type

Raport View: ©

Evaluation Templates: *
ot [ mute

Tos

ct [ hovse s
Work Types: *
ect | (@ pwdern

Defoult Chart Type:

e D EETTER

Salocted (AR)

Selocted (A)

Selacied (A%)

ADD REPORT

« =

Worl Tyoes £ AGMOA_Volcs

222

023 202
Tosm Nome

— AGMOA

Totettaenn

¢ Click on the Team, as shown above, to drill down the report to associated Agents as

shown below.
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Rwioie. | Pommivoos ADD REPORT

€ k=

Trend By:

Regort View: 0

Timazons: i Vi Cndy

Evakation Templatas: *

Inckada AL Setechd (A1) * AQReLNamR

Teams: *

Inchads A1 Sefeced (AT}

Work Types: *

Inchico Al Sclected (A1)

Default Chart Type:

v EEEMETE 0

¢ Also, click on the Year as shown above, to drill down the report to Quarter, Month, Week
and Date respectively.

After drilling down the grid (Year column) from Year > Quarter > Month > Week, the folders will
be shown below the buttons as shown below.

ADD REPORT

¢ v

Work Types / AQMQA_Voice / AQMQA / 2024
9.3.4.1.5 Trend By Application

Select Application from the drop-down list of Trend By field and the Application section is added
on the left pane as shown below.
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m Schedule Permissions ADD REPORT

Quality Score Trend Report -

€ v
Trend By:
[oviatn B
Report View: &
Interaction v I
View By: II.
Year v No Data
Date Options:
30 Days To Date v
E
From: To:
Timezone: & -
(UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi v
Evaluation Templates: *
Select \:\ Inciude All Selected (0)
Teams: * E
Select | [ Include All Selected (0) No Data
Applications: *
Select | [_| Include All Selected (0)

Default Chart Type:

1. Under Application, click Select button. The Select Application(s) window opens.

| + SselectApplication(s) x

Search Items:

Selected (0) Cancel “

2. Search for an Application in the Search Items text box by clicking Search and select Yes. A
window opens with the list of available active teams.
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Name - Switch Name = Status =
baseApplication1 DR_UIP Active 2
baseApplication1 UIP ENCTIPS_STRATUS Active
BLGUA PROD_UIP Active
BLGUA DR_UIP Active
BRGUA_DS DR_UIP Active
BRGUA_DS PROD_UIP Active
CALAX PROD_UIP Active
CALAX DR_UIP Active
CAMON PROD_UIP Active
CAMON DR_UIP Active
CIGUA_DS DR_UIP Active
CIGUA_DS PROD_UIP Active
COGUA_DS DR_UIP Active
COGUA DS PROD UIP Active N

1-97 of 97 items

Note: If you select the Application criteria in prior versions, you will be able to see both
Active and Inactive Application in the Search dialog under the Status column. From
Aspect Quality 21.1. By default, only Active Applications will be displayed. Refer to
Edit My Preferences on page 3-147, if you would like to see the Inactive Applications
along with the Active Applications in the search criteria.

3. Select the Application and click OK to return to the General tab. Under the Applications
section, the number of Applications is displayed, as shown below.

Applications: *

Select [ | Include Al Selected (1)

Note: If you have checked the Include All, then the Select button will be disabled and
“All” will be displayed as shown below.

Applications: *

Include All Selected (All)

4. Click Preview button, the report will show on the right side of the grid.
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Schedule Permissions
Quality Score Trend Report v
Trend By:
Application &
Report View: &
Interaction v
View By:
Year v
Date Options:
Custom Date Range v
From: * Toi®
11/7/2016 12:00 AM B o 11/5/2020 11:59 PM 20
Timezone:
(UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi v
Evaluation Templates: *
Select Include All Selected (All)
Teams: *
Select Include All Selected (All)
Applications: *
select Include All Selected (All)
Default Chart Type:

and the following window appears.

Gene Schedule

Permissions

Quality Score Trend Report

Trend By:

Appiication

Report View: &

Interaction

View By:

Year

Date Options:

Custom Dale Range

From: *

11772016 12:00 AM

Timezone:

(UTC+0530) Chennai, Kokata, Mumbai, New Delhi v

Evaluation Templates: *

Select Include All
Teams: *
Select Include All

Applications: *

Include All

Select

Default Chart Type:

Note:

To: *

11/5/2020 11:59 PM

8o

Selected (All)

Selected (All)

Selected (All)

concer . [EETNN TR

Cloud Quality Administrator Guide

ADD REPORT

€

Applications

Quality Score Trend Report

2016

2017

Application Name

w= ARGUA_DS == BLGUA == CALAX
we= GTGUA == ISTST

== MXGUA_MODATELAS =~ MXGUA_NUTRITION == MXGUA_REGALIAS
PMGUA == PYGUA_DS =~ USLAX == USLAX_2 == USLAX_DEC

s MXGUA_WALDOS =~ PEGUA_DS
— USLAX_DS_OB

USLAX_REFUNDS UYGUA_DS

USLAX_FINANCE === USLAX_MPC == USLAX_PCS w== USLAX_R_ECEIPTING

CAMON === CIGUA_DS ==~ COGUA_DS =~ CRGUA =~ ECGUA_DS
MXGUA_BENAVIDES == MXGUA_DEC == MXGUA_DS == MXGUA_DS_OB

~ MXGUA_SHAREDSERVICES

A - v

Drag a column header and drop it here 1o group by that column

 Application Name = 2016 = 2017 =
100% of 1 Evaluation(s) 96% of 1776 Evaluation(s) =

BLGUA 78% of 2 Evaluation(s) i
CALAX 93% of 5 Evaluation(s) 94% of 219 Evaluation(s) 4
CAMON 100% of 1 Evaluation(s) 96% of 179 Evaluation(s)
CIGUA_DS 97% of 3 Evaluation(s)
COGUA_DS 100% of 2 Evaluation(s) 96% of 1868 Evaluation(s)

CRGUA 75% of 2 Evaluation(s)
‘ ECGUA_DS 91% of 5 Evaluation(s) 96% of 304 Evaluation(s)

ATALs 80/ 8 4 Cusntuntinntal R

« <@

ADD REPORT

€ L

Aoplications / ARGUA_DS

Quality Sc

1200%
1000% -
800%
600% |
400%
200%

0%

2016

1-320f 32 items.

To drill down the report from Application to Team, click on the Application as shown above

y Trend Report

Team Name

= «Default> == AMEGUA SPN OB DEDICADO == ARGUA Inaclive Users
MXGUA Jesus Gonzalez SO w= MXGUA_QUALITY_AND_TRAINNING_MX

== MXGUA Javier Maciel

== USLAX Karen Preciado =~ USLAX_BRISEIDA_RIVERA_ANDRADE

a ..
Orag a column header and drop it here lo group by that column

4 Team Name = 2016

<Default>

ARGUA Inactive Users

ARGUA Support

ECGUA Support

MXGUA Javier Maclel

MXGUA Jesus Gonzalez SO
MXGUA_QUALITY_AND_TRAINNING_MX

LIS1 AV Znenn P,

100% of 1

~ UYGUA Support

v

=/ 2097
97% of 20 Evaluation(s)
Evaluation(s) 96% of 266 Evaluabion(s)
96% of 250 Evaluation(s)
96% of 984 Evaluabon(s)
98% of 17 Evaluation(s)
99% of 11 Evaluation(s)
100% of 3 Evaluation(s)
96% of 149 Evaluation(s)

DA Af & Crmbintinnn

ARGUA Support == ECGUA Support

1-110f 11 Rems

¢ Click on the Team, as shown above, to drill down the report to associated Agents as
shown below.
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m Schedule S ADD REPORT

Quality Score Trend Report

€
Trend By: Appiication: / AMEGUA SPN OB DEDICA
Application v
Quality Score Trend Report
Report View: ©
Interaction -
1000% }
View By: 500% |
0%
vear &
2016
Date Options: Agent Name
Custom Date Range - Astorga Romero, Alejandra Gabriela =~ Banuelos Covarrublas, Vanessa =~ Caideron, Miriam Lourdes
Casillas Moran, Celia Algjandra == Ciruelo, Juan Manuel == De los Santos Juarez. Juanita Sarai
« BGomez Navarmo, Luis HUMDerno == Guerma, Hector Ignacio == Juarez Rueias, 10s Octavio == Lepe, Gabrieia
From: * To: * G [0 ojas, Jorge Armando
3 Os' = v Danie’
11712016 12:00 AM 206 020 1158 PM 2o Pelayo Mora. Martha Angelica irez Gonzalez, Claudia == Rodriguez, Karina
= - ~ Solomayor Castaneda, Melisa Guadalupe
Timezone: s - -
UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi v s
HEG#0K0 = ubal ) > Drag a column header and drop it here 1o group by that column
"  Agent Nam: = =
Evaluation Templates: * e heme
Astorga Romero, Alejandra Gabriela
Include All Selected {All)
Teams: * 100% of 1 Evaluation(s) 9 Evaluation(s)
Include All Selected (All) 97% 0f 25 Evalugtion(s:
s 94% of 16 Evaluation
Applications: =
ra
Inciude ANl Selected (All)
2 Navarro, Luis Humberto

Default Chart Type:

Guerta, Hector Ignacio

concer (T WL [ |

-20 o7 20 Rems

¢ Also, click on the Year as shown above, to drill down the report to Quarter, Month,
Week and Date respectively.

After drilling down the grid (Year column) from Year > Quarter > Month > Week, the folders
will be shown below the buttons as shown below.

ADD REPORT

€ L

Applications / 2017/ Q2 / May / Week 03

9.3.5 Edit a Report

This feature allows you to edit a report which is already saved under the Scheduled Reports or
Ad Hoc Reports tab. Follow the steps below to edit a report.

1. Log in to Workforce Engagement Management as an Administrator.

2. Go to Navigation bar and click Employee Experience and select Reports, then select
Quality.
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3. To complete the filter criteria for the report which you want to access, click on Scheduled
Reports or Ad Hoc Reports.

4. The Reports window appears which consists of Scheduled Reports and Ad Hoc Reports
tabs. The tab is highlighted based on the selected reports type such as Scheduled Reports
or Ad Hoc Reports.

5. Select the report which you want to edit and click on the Edit button as shown below.

REPORTS

Scheduled Reports Ad Hoc Reports
n header and drop it here to group by that

B Name = = vCreatedDa . = CreatedBy = LastRunD Last Run By Schedule = NedSc. = St
C 247 21:2 Daily at 7:00 FM evel
@ms n ¥ 2.4 1 2 1 C Jaily at P ry 1 O d
@ report_s © Success
10015202
@s o @ Ssuccess
Via_8 N/A @ Success
o o1 29
@v i o
1041520
) Via_s hhit O su
PM
) 202(
@ via = @ Su
1( ( 16:4 ) ) b - 4 1 <
@ Me : I obar e ' © succe
Report PM FM P
ty Score Trend  10V14/2020 2.13:19 107142020 2:1826 Daily at 2.18 PM every 1 10152020 2:18
@ Agent Sched By o et Ericka, Haywood Syster Y S M pYet : © su

Note: The Edit button is always enabled for the administrator.

6. The EDIT REPORT window appears.
a. Quality Score Trend Report: If you select a Quality Score Trend Report to edit, the
following window appears.
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Schedule Permissions EDIT REPORT

Name: * *« v =
Via_s10 Templates
Description: %
Via_S10
250%
200%
Report Type: *
P L 150%
Quality Score Trend Report v
— 100%
Trend By: 50%
Evaluation Template v 0%
2020
Report View: & «
Evaluation Template Name
Interaction v .
: - Comnulencv and Compliance/Medical Quality 5/172019
Quality Form 03/01/2019
View By:
Year v - o ”
Drag a column header and drop it hare to group by that column
Date Options: + Evaluation Templale Name = 2020 =
30 Days To Date i Compelency and Compliance/Medical Quality 51/20... 100% of 1 Evaluation(s) 2
Compliance/Medical Quality Evaluation Form 03/01/. 100% of 2 Evaluation(s)
From: To:
/1772020 1 AM 1011672020 1158 P
Timezone:
(UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi v
Evaluation Templates: *

-m « n > M 1-2012 tems
b Quallty Detall Report: If you select a Quality Detail Report to edit, the following
window appears.

Schedule Permissions EDIT REPORT

Name: * € v
Test - Quality Detail Report

Seiect Include All Selected (All) v

Templates
Description: :
Test - Quality Detail Report
1000%
adiss = = =l & 200%
600%
Report Type: *

400%
200%

0%
Report View: & -200%

-400%
Interaction . -600%

Quality Detail Re;

-800%
Date Options: < -1000%
| custom Date R -1200%
Ustom Dale hange e 0 ===t V | H High Score Low Score Average Score
:
From: * To: * Evaluation Template Name
| 111812018 12:00 AM &2 O | 21612021 1159 PM a g '
! Drag a column header and drop it here to group by that column
Timezone: ¥ 5
4 Evaluation Template Name =! Numb.. = High.. =| LlowS. = Avera.. =
(UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi v All Types Classic 1 100% 100% 100% .
Evaluation Templates: * All types of questions and dependent questions 1 0% 0% 0% 5
Select Include All Selected (All) Auto Template 10/1/2020 10:24:33 PM 1 100% 100% 100%
Auto Template 10/1/2020 10:32:17 PM 1 100% 100% 100%
vk
Teares: Auto Template 10/1/2020 10:46:34 PM 1 100% 100% 100%
Peiect | Miincudc 2l selected (Al Auto Template 10/1/2020 105557 PM 1 100% 100% 100%
Default Chart Type: Auto Template 10/1/2020 8:30:03 AM 1 100%. 100% 100%
Column ™ Auto Template 10/172020 8:44:41 PM 1 100% 100% 100%
7 Arsba TAmnlnta A0HAAIN 0044 ML 4 annor apane 4000t x
" woa 2 M 1- 100 of 108 items.

c. Evaluation Details Report: If you select an Evaluation Details Report to edit, the
following window appears. This report provides the details of a question such as
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dependent questions, Question Type, Points Earned, Points Possible and Success
Rate.

Total Response column displays value for every question type, regardless of parent or
a dependent question. It displays all the possible answer choices and number of
responses received for each option in the parenthesis.

Note: The Total Response column displays N/A as the answer to free form question

type.
Click on the Preview button to view the report as shown below:

REPORT PARAMETERS VIEW REPORT

Name: € L} Date Range /1872022 - 1120020

Description:

Report Type:

Raport View: 0

Evalustion Tetnplate:

Agents From Selected Teams:

a s

In the below screenshot, the comment section is displayed for each question. The Comment
appears below the reviewer’s name. Reviewer is the one who has commented on the question
during evaluation.

Note: In the Evaluation Detail Report, the order of sections and questions are now displayed
as they were defined in the Evaluation form.

Aspect Cloud Quality™ Administrator Guide Alvaria Confidential | aspect.com | 307



A CISpeCt Cloud Quality Administrator Guide

REPORT PARAMETERS VIEW REPORT
Name: €E2R DaleRange. 17162022+ 120202
Evalution Detgil Reox
Doscripton: N
8 OptenT R 5
Report Type: Trag ‘
8 Reviews N
’ drak
Report View: 0
s
Timezon ?
‘
Evaluation Template:
Toan
s i amee = PoosPote & Sy a
v Attt
Agents From Selected Teams
Nty
et

7. Edit the fields under the General Tab, Schedule Tab and Permissions Tab based on the
requirement.

8. Before saving the report, click on the Preview button to preview the report.

9. Click Save to complete the edit process.

9.3.6 View a Report

The View Report button helps you to view a Scheduled Report or Ad Hoc Report. To view a
Scheduled Reports or Ad Hoc Report, follow the steps below:

1. Log in to Workforce Engagement Management as an Administrator or a Mentor.

2. Go to Navigation bar and click Quality.
3. Click on Scheduled Reports or Ad Hoc Reports.
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4. The Reports window appears and the Ad Hoc Reports tab is selected as shown below.
REPORTS

o 4| = | B | 8

Scheduled Reports _ Hoc Reports

rag 3 column header ana drop it here 1o group by that column

Name - Report Type = v Created Date Ti = Created By = Last Run Date - Last Run By = Status,

Quality Score Trend

@ Ah15-timezone changed 10/14/2020 8:57.21 PM | AQM, Administrator 10/14/2020 8:57:34 PM | AQM, Administralor © Success
@ Ah14-View by as Quarte )/14/20, 843PM  AQM, Admir C PM A A ator (] ce:
@ AH13-quarter 0/1472020 8:44'22 PM  AQM_ Administratol 0/14/202 439 PM  AQM, Administrator @ Succe
@ AH a 0/14/20. 12 PM OM. Administratol 0 020 842:35 PM 4 dministrator @ Succass
@ AHT 1/14/2020 8:40° 11 PM o] ministr: 014 40:28 PM Q d ator @ s

@ AH 0/1472020 8:37:03 PM Q nir o o Q ator © s

@ AdHoc2 10/14/2020 8:1 PM Q mit 0 0/14/2020 8.17:03 PM Q ator <

@ Adt 10/14/2020 6:39.55 PM  Ericka, Haywood 1071412020 ¢ Ericka, Haywood @ Success

@ Via_Ah10 CliGy Scuow Trend 10/114/2020 43542 PM  AQM. Administratol 10114/2020 43559 PM  AQM, Administrator © Success
5.Select the report and click on the E button, the reports gri shown below.

id will expand as

REPORTS

= vCrealedDaleTi.. = Created By = LastRunDale = LastRunBy = Staws =

10/14/2020 857 21 PM AQM, Administrator 1071472020 5734 PM  AQM, Administrator € Success

n 1-10f 1 iteme

142020 84843 PM  AQM, Administra 101472020 849:21 PM  AQM, Administrator @ Success

TV ALY Auada - N AISAAASA G447 DAY | AARE Adminictentn AHAMAIA © A4S BI  APRE Adminictratns - o

6. Select the report from the expanded grid (Child grid) and click on the View Report
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& button.

REPORTS

I Al Al (Rl T
Scheduled Reports Ad Hoc Reports

Drag a column header and drop it here to group by that column

Name = Report Type = vCrealedDateTi.. = Created By = LastRun Date = LastRunBy = Stafus E
8 Quality Score Trend g B
B Ah15-timezone changed Repor 10/14/2020 8:57:21 PM . AQM, Administrator 10/14/2020 8:57:34 PM | AQM, Administrator @ Ssuccess

Drag a column header and drop it here to group by that column

v Run Date = RunBy = Status

|10/14/2020 857:34 PM AQM, Administrator @ Success i

o G n o 1-10f1items

Note: Select a row in the child grid for which you want to view the result.

7. The VIEW REPORT window appears as shown below.
a. Quality Score Trend Report: If you select a Quality Score Trend Report to view, the
following window appears

REPORT PARAMETERS : ; 4 VIEW REPORT
Name: « B R k= Date Range.  10/1/2020 - 10/16/2020
Ah15-timezone changed Templates
Description: :
P Report for test
250% ~|
200%
Report Type: 150% ‘!
ity SeorsTrand Rboart o
Trend By: 50%
0%
2020
-
Report View: 0 Evaluation Template Name
! == Competency and Compliance/Medical Quality 5/1/2019
= Compliance/Medical Quality Evaluation Form 03/01/2019
View By:
A e v
Drag a column header and drop it here 10 oroup by that column
Timezone: » Evaluation Templale Name = 2020 ]
Competency and Compliance/Medical Quality 5/1/20 100% of 1 Evaluation(s)
Compliance/Medical Quality Evaluation Form 03/01/ 100% of 2 Evaluation(s)
Evaluation Templates:
VS_TEST_1(Inactive)
Trend Based Competency and Compliance/Medical Quality Evaluation Form
05/01/2019(Inaclive) -
Teams:

E-2-TBR-LOZA-SUMMERLIN(Inactive) =

b. Quality Detail Report: If you select a Quality Detail Report to view, the following
window appears.
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| REPORTPARAMETERS
Name:

Test - Quality Detail Report

Description:

Report Type:

Quality Detail Report

Report View: 6@

UTC+05:30) Chennal. Kolkata, Mumbal, New Delhi

Evaluation Templates:

Auto Template 10/5/2020 12:17:29 PM
Auto Template 10/5/2020 3:50:31 PM
Auto Template 10/8/2020 3:07:56 PM i

Teams:

MXGUA Daniela Diaz(Inactive)
USLAX Nikki Rawnsley
MXGUA Karina Hernandez 53

Chart Type:

VIEW REPORT

Date Range:  1/18/2018 - 2/16/2021

€ BB W =

Templates

Test - Quality Detail Report

1000%

800%
600%
400%
200% -
0%
-200%
-400%
-600%
-800%
-1000%
-1200%

Average Score

High Score Low Score

Evaluation Template Name

Drag a column header and drop it here to group by that column

4 Evaluation Template Name =/ Numb.. = High =| LlowS.. = Avera =

All Types Classic 1 100% 100% 100% =
All types of questions and dependent guestions 1 0% 0% 0%

Auto Template 10/1/2020 10:24:39 PM 1 100% 100% 100%

Auto Template 10/1/2020 10:32:17 PM 1 100% 100% 100%

Auto Tempiate 10/1/2020 10:46:34 PM 1 100% 100% 100%

Auto Template 10/1/2020 10:55:57 PM 1 100% 100% 100%

Auto Template 10/1/2020 8:30:03 AM 1 100% 100% 100%

Auto Template 10/1/2020 8:44:41 PM 1 100% 100% 100%

Aisba Tanaminta 401400 DN AAE AML 4 annn. 4nnns. 4nnns. a6

« ~,nz > M 1-100 07 105 items

9.3.6.1 Export the Report to PDF

This section describes how to export the report to PDF.

1. Refer View a Report section.

3

2. Under the View Report, click on the Export to PDF “ button to export the report in .pdf

format. Refer the below screenshot.
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REPORT PARAMETERS

Name:

Export to Report (Pdf and Excel)

Description:

Report Type:

Trend By:

View By:

Timezone:

Evaluation Templates:

DISTRIBUTOR SUPPORT MX 1 1
NAM MX Scoracard 1 Training
Scorecard SAM-CAM v2

Teams:

MXGUA Adolio Mendez SS
MXGUA Adolfo Mendez SSiinactive)
MXGUA Abraham Armenta

Note:

Cloud Quality Administrator Guide

VIEW REPORT

= Date Range:  1/1/2015 - 12/31/2019

Templates

Export to PDF

Export to Report (P

nd Excel

2%
90% |
8%
86%
aa%
82%
30%
78%
76%
74%
2%

2016

Evaluation Template Name

= NAM MX Scorecard 1 == NAM MX Scorecard 1 Training =~ OB Scorecard NAMMX Scorecard Quality MX
== Scorecard Quality MX OB

" - v

Drag a column and drop it here o group by that comn

4 Evaluation Template Name & 2016 - 2017 E

NAM MX Scoracard 1 87% of 1038 Evaluation(s| 87% of 1270 Evaluation(s’ 5

NAM MX Scorecard 1 Traning 78% of 104 Evaluation(s) B0% of 88 Evalualion(s)

OB Scorecard NAM/MX 91% of 62 Eveluation(s) 91% of €6 Evaluation(s)

Scorecard Quality MX 87% of 999 Evaluation(s) 87% of 1483 Evaluation(s|

89% of 42 Evaluation(s) 86% 0

Scorecard Quality MX OB ©6 Evaluation(s)

’ . >l 1-50f5 flems

¢ The Export to PDF button will be disable if the data is not available for the report or

the report is not saved.

* When you select the Export to PDF button, the Report Parameter, Chart and Grid
data will be exported to the .pdf file. The first page of the exported .pdf file contains
the Report Parameters, the second page contains the Chart data, and the third

page contains the Grid data as shown below.O

Report Parameter:[

REPORT PARAMETERS

Name: Export to Report (Pdf and Excel)
Description:

Report Type: Quality Score Trend Report
Trend By: Evaluation Template

Report View: Interaction

View By: Year

Date Range: 1/1/2016 - 12/31/2019
Timezone: (UTC+05:00) Islamabad, Karachi
Chart Type: Column

Evaluation Templates:

DISTRIBUTOR SUPPORT MX 1.1, NAM MX Scorecard 1 Training, Scorecard SAM-CAM v2, DISTRIBUTOR SUPPORT
MX(Inactive), Outbound Awareness Campaign 2(Inactive), Scorecard Quality MX OB, Outbound Awareness
Campaign(lnactive), DISTRIBUTOR RELATIONS MX 1.1, Scorecard Quality MX, Scorecard SAM-CAM v4, DISTRIBUTOR
SUPPORT MX 1.2(Inactive), NAM MX Scorecard 2_Test, DISTRIBUTOR RELATIONS MX(Inactive), DISTRIBUTOR
RELATIONS MX 1.2(Inactive), NAM MX Scorecard(Inactive), Scorecard SAM-CAM v3, Outbound Awareness Campaign,
Template Name with maximum characters to test in Trend Report by Evaluation Template 111111111111111(Inactive), Sales
Order Test(Inactive), NAM MX Scorecard 1, SALES ORDER MX 1.2(Inactive), OB Scorecard NAM/MX, 10 Customer -

Scorecard
Teams:

MXGUA Adolfo Mendez SS, MXGUA Adolfo Mendez SS(Inactive), MXGUA Abraham Armenta, MXGUA Ahmed

Aspect Cloud Quality™ Administrator Guide

Ibrahim(Inactive), MXGUA Ana Rodriguez(lnactive), MXGUA Adolfo Mendez SO(Inactive), AMEGUA Inactive Users, MXGUA
Ana Betel(Inactive), Jesus Gonzalez SO(Inactive), MXGUA Ana Rodriguez, <Default>, COGUA Inactive Users, ISPRD_Curtis
Wheatley(lnactive), MXGUA Alberto Lomeli(Inactive), MXGUA Ana Betel, BRGUA Support, ISPRD Vanessa Lloja(lnactive),
MXGUA Adolfo Mendez(Inactive), MXGUA Adolfo Mendez SS, AlbertTestEntWorkgroup(Inactive), MXGUA Adolfo
Mendez(Inactive), AMEGUA Inactive Users, AlbertTestEntWorkgroup(Iinactive), MXGUA Ana Betel, MXGUA Alejandro
Reguera(lnactive), MXGUA Ahmed Ibrahim(Inactive), BRGUA Support(inactive), CAMON Dom Schroeder(Inactive), MXGUA
Alberto Lomeli(lnactive), MXGUA Andrea Rosales(Inactive), Jesus Gonzalez SO(Inactive), ISPRD_Curtis Wheatley(Inactive),
baseAgentWorgroupl, MXGUA Alejandro Reguera(lnactive), Julio Guzman(inactive), MXGUA Abraham Armenta, MXGUA
Adolfo Mendez SO(Inactive), MXGUA Ana Rodriguez
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Chart Data:O

Export to Report (Pdf and Excel)

92%
90%
88%
86%
84%
82%
80%
78%
76%
74%
72%

2016 2017
Evaluation Template Name

== NAM MX Scorecard = NAM MX Scorecard 1 Trainirrg® OB Scorecard NAM/MX~ Scorecard Quality MX
== Scorecard Quality MX OB

Grid Data:.

Drag a column header and drop it here to group by that column

A Evaluation Template Name = 2016 = 2017 =
NAM MX Scorecard 1 87% of 1038 Evaluation(s) 87% of 1270 Evaluation(s)

NAM MX Scorecard 1 Training 79% of 104 Evaluation(s) 80% of 98 Evaluation(s)

OB Scorecard NAM/MX 91% of 62 Evaluation(s) 91% of 66 Evaluation(s)
Scorecard Quality MX 87% of 999 Evaluation(s) 87% of 1483 Evaluation(s)
Scorecard Quality MX OB 89% of 42 Evaluation(s) 86% of 66 Evaluation(s)

4 < > M 1-50f5items
9.3.6.2 Export the Report to Excel

This section describes how to export the report to excel file.

1. Refer View a Report section.

X

2. Under the View Report, click on the Export to excel button to export the report in

excel format. Refer the below screenshot.
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REPORT PARAMETERS

Name:

Export to Report (Pdf and Excel)

Description:

Report Type:

Trend By:

Report View: &

View By:

Timezone:

Evaluation Templates:

DISTRIBUTOR SUPPORT MX 1.1
NAM MX Scorecard 1 Training
Scorecard SAM-CAM v2

Teams:

MXGUA Adolfo Mendez SS
MXGUA Adolfo Mendez SS(Inactive)
MXGUA Abraham Armenta

Note:

Cloud Quality Administrator Guide

VIEW REPORT

¢ p[R]u =

Templates

Export to Excel

Date Range:

1172016 - 123172019

2018 2017
«
Evaluation Templata Nama
H == NAM MX Scoracard 1 == NAM MX Scoracard 1 Training == OB Scoracard NAM/MX Scorecard Quality MX
== Scorecard Quaity MX OB
A - v

Drag a column header and drop it hare fo group by that column
4 Evaluation Template Name = 2016
NAM MX Scorecard 1 87% of 1038 Evaiuation(s)
NAM MX Scorecard 1 Training 79% of 104 Evaluation(s)

OB Scorecard NAM/MX 91% of 62 Evaluation(s|

Scorecard Quaity MX 87% of 999 Evaluation(s)

- Scorecard Quaity MX OB 89% of 42 Evaluation(s

=1 2017

87% of 1270 Evaluation(s) i
80% of 98 Evaluation(s)

91% of 66 Evaluation(s)

87% of 1483 Evaluation(s|

86% of 66 Evaluation(s)

1-50f5 items

¢ The Export to excel button will be disable if the data is not available for the report or

the report is not saved.

¢ When you select the Export to excel button, only the Grid data (highlighted on the
above screenshot) will be exported to the excel file. The Report Parameters and the
Chart will not be shown in the exported excel file. Refer the below screenshot.

Insert Draw Page Layout Formulas Data Review View Add-ins Q Tell
=y dbCut Calibri 1 A A== ¥ EWapTet General
B Copy - =
Pafte & Foirriat Dainter Fa V=S R [ e, B0 o =i e = e Merge & Center ~ $ ~ % *
Clipboard ] Font [} Alignment [} Number
G20 ¥ fx
A ‘ B C D
Bl cooiuotion remplatename 2o o
2 |NAM MX Scorecard 1 87% of 1038 Evaluation(s) 87% of 1270 Evaluation(s)
3 |NAM MX Scorecard 1 Training 79% of 104 Evaluation(s) 80% of 98 Evaluation(s)
4 |OB Scorecard NAM/MX 91% of 62 Evaluation(s) 91% of 66 Evaluation(s)
5 |Scorecard Quality MX 87% of 999 Evaluation(s) 87% of 1483 Evaluation(s)
6 |Scorecard Quality MX OB 89% of 42 Evaluation(s) 86% of 66 Evaluation(s)
74
84
94
10|
11|
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9.3.6.3 Export the Evaluation Detail Report to Excel

This section describes how to export the Evaluation Detail Report to Excel file. This can be
done in the following two ways:

1. Report By: Reviewer — Reports result will be exported and will be displayed by grouping
reviewer for each question.

2. Report By: Agent — Reports result will be exported and will be displayed by grouping by
agent.

Report by Reviewer

3 Report View
4 Report By
5 Date Range
6 Time Zone
7 Evaluation Template
8 Teams bo, Myke§Senior | z_Cable Repar CRA | New Hi O Retad New Hire, Marks, StephanieiTech Supt Sve; Stapleton, MIBSSC Senior; Greene, Su & and Data, Z
9 Agents shana, Gwaktney, Cody, Dawson, Densa, Henry, Minde ve), Martin, Shenice; Boles, Mtchell, Walter, Miguel, Reynoids, Kameron, Brown, Ashley, S Thomas, Rec
10
T Points  [Points | Succe: Evaluated | Guestion [Question [Question
Name Team Section Eomed  [Possibie [Rave " [Question Interactio |Options Points  |Points  |Success
promee: | Ins | Eamed _|Possible |Rate
Ves (1)
Administrator, AQM Fruts 10.00) 30.00; 33|Apple 1|No (0) 10.00/ 10.00| 100|
2 [NA ()
Ves (0)
ew team 2 d, Aspec |
landiord, uip - UIP_73 e ey 2 lanchord Acpect. | pruy 1000 3000 3lapple 1[No 1) 000 1000 9
upport, new team
t { [N
Administrator, AGM Fruts 1000( 3000 33(Mango 000 10.00) o
14 |
fandiord, uip - UIP_73 mewioan 2 dolendord, epect;  lerine 1000, 3000 33 Mango 000[  1000] 0
. Support, new team |
Administrator, AQM {Fruts 1000 3000 33/Orange 1000 1000 100)
= new team 2 uplandord, Aspect | o o 2 =
Piloncons. o ue.7 ot e Frus 1000 30.00 3)Orange 000|  10.00) 0
18 Administrator, AGM [Fruts 1000] __3000] 33[Banana | 1[Evaluation 1
g new team 2 Gplandiord, Aspect .
d, up - UIP_T3 uts 33]Ban | Fals
1o andord, up - UP_7 et e Frut 1000 30,00, Banana 1jan Faise
Administrator, AQM States 550 2500 22|Kamataka 500 10.00) 0
20

Report Header data:
¢ Name: Name of the report.
¢ Type: The report type, which will be “Evaluation Detail Report”.
* Report View: The report view is based on either Interaction or Evaluation.
* Report By: The report is based on either Reviewer or Agent’s data.
* Date Range: The From and To date of the report.
¢ Time Zone: The time zone selected for the report.
* Evaluation Template: The evaluation template name.
* Teams: The teams selected to filter the report data.

* Agents: The agents selected to filter the report data.

Report results will be displayed in the tabular format as shown in the above screenshot. The
column description is as given below:

Name:
e The name of the Reviewer or Agent will be displayed in last name, first name format.

e This displays the reviewer’s name if the “Report By” is selected as “Reviewer” — The
User who has created the evaluation.

* It displays the Agent name if the “Report By” is selected as “Agent” — The User for
whose interaction, the evaluation was created.

Team:
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The team name of the Reviewer or Agent. If the user is associated with more than one

“w

team, then it shows the names of all the teams with “,” (comma) separated.

Section Data:

This includes four columns; Section, Points Earned, Points Possible and Success Rate.

Section: Name of the section. Each section’s name that is defined in the evaluation
template. For each reviewer, the section and question details will be displayed.

Points Earned: This displays the total points the user has earned for that particular
section.

Formula: Sum of Points earned for each question and dependent
question (if exists)/Number of Reviewers

Points Possible: The total number of points that is possible to earn for the section.
This will be the maximum possible max weighted score.

Formula: Sum of weights of the question scored with valid option.
If the N/A option is selected for the question that question
weight will not be considered.

Success Rate: The percentage rate that the section has earned.

Formula: Points Earned/Points Possible

Question Data:

This includes the column Question, Options, Question Points Earned, Question Points
Possible and Question Success Rate.

Question: Name of the question. For each reviewer each question data will be
displayed.

Options: The options available for the question along with the number of times the
reviewer have selected the option. For example, Yes (1), which indicates the reviewer
have selected option ‘Yes’ one time for the question.

Question Points Earned: The points that is earned for the question by the specific
reviewer.

For example, If a template has a question with Yes/No type and the weight of the option
Yes is 10 and Weight of the option No is 0. Now, the option is selected by the reviewer
as “Yes” then the Points Earned for the question by the reviewer will be 10.

Note: If the same reviewer has evaluated more than once using same template, then
the Question Points Earned will be calculated as below:
Formula: Sum of the weights of the question option selected/Total

number of times the evaluation is evaluated

Note: For Free Form Text, the text entered by the reviewer will be displayed. If more
than one response exists for these question it shows the responses in each line.
It will be blank when the option is selected as N/A.

Question Points Possible: This will be the weight of the question.

Question Success Rate: This displays the percentage rate that the question has
earned.

Formula: Question Points Earned/Question Points Possible

Report by Agent
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2 Evakiation Detail Report
3 Report View Interaction
4 Report By Agent
5 Date Range 087302023 - 08/30/2023
& Time Zone (UTC-08 00) Pacic Time (US & Canada)
7 Evaluation Template Export to Excel Template 1
8 Teams TEL Cable Consumer Specialist, Continuum Sales; z_Sabo, MykeliSenior | 2_Cable Repair CRA | New Hire; SF CCO Retail New Hire, Marks, Stephanie(Tech Supt S, Stapleton, JIBBSSC Senior. Greene, SuejAdv Voice and Data, 2.1
9 Agents Henry, Minder, landiord, up
10
T Evalusted Question [Question [Question
Name Team Section :::',“‘.‘d ;::L’;‘fm ::f:’” Question Interactio |Options. Points  |Points  |Success
it ns Eamed _|Possible _|[Rate
I Ves (1)
Henry, Minder - UP_T3 Fsx Advisor Fruts 200 000 67|appie 1[No (0) 1000 1000 100
| WA (0)
I Pass (0)
Henry, Minder - UP_73 FSX Advisor Fruts 2000f 3000 67|Mango 1[Fad (1) 000 1000 o
13 | A (0)
| True (1)
Henry, Minder - UP_73 FSX Advisor Fruts 200 2000 67|Orange 1[Faise (0) 1000 1000 100
14 WA (0)
15 Henry_Minder - UP_73 FSX Advisor Fruts 20,00 30.00) 67[Banana 1[Evakuation 1
' Bangalore (0)
Mysore (0)
Henry, Minder - UIP_73 FSX Advisor States 10.00 25.00| 40|Karnataka 1 l:::if'fs’f m 5.00 10.00 50
Madiken (0)
1 NA (0)
Teupati (0)
Vishakapatnam (1)
Henry, Minder - UIP_73 Fsx Advisor States 1000 2500 40|Andra Pradesh 1|Vsaywada (1) 500 1500 3
(Ongote (0)
114 Tadpatn (0)
new team 2 uplandiord, Aspect Yes (0)
landiord, uip - UP_73 Fruts 000  3000) olappie 1[N (1) 000 1000 9
Support, new team
18 A (0)
Pass (0)
fandiord, uip - UP_73 oW loa 2 ol AR e 000  2000| ofMango 1|Fai (1) 000, 1000 o
uppor, new team
9 | N/A (0)
S Y True (0]
landiord, uip - UP 73 new leam 2 uplandiord, Aspect | ) on} 30.00| o|orange 1|Faise (1) 000 10,00} o

The data for the Report by Agent will be the same as explained above for the header and
columns in the Report by Reviewer, except the grouping of the sections and questions will be
based on each Agent.

9.3.7 Activate the Report

This feature allows to activate a saved report based on the selected parameters (Refer Save a
Report). To activate a report follow the steps below.

Note:

e The user is able to activate or deactivate a report, if the user is either owner of the

Aspect Cloud Quality™ Administrator Guide

report or has an edit permission right for the report.

¢ If report is deactivated then neither the user is able to run the Ad Hoc Reports nor

scheduler will run the Schedule Reports.

* Report result will not be generated when the Deactivated report is edited.

¢ These operations will be audited.

. Select the report for which the Active column is blank, as shown below.

REPORTS
Ci¥||#|E | B (U]
Scheduled Reports Ad Hoc Reports
Drag a column haader and drop it here 10 group by fhat column
8 Name = £ vCreated Da = (Created By = lastRunD = LastRun By - Sch = NextS = vActive = Status -
d 112472020 2.09:13 11/25/2020 6:00:07 =) -
® gggnv AQM, Administrato AQM, Administator | S Succe:
® gggn =5 QM, Adm ator s M, Administralor @ Success
2t Quality Score Trand | 11/4/2020 6:1241 11/19/2020 8:21:3.
@ shara with mantor AQM, Administrator | _ AQM, Administrator N/A © success
Report P PM
Agent Group-schedule Quaity Score Trand | 10/28/2020 2-25:54 12512020 4200
® ™ AQM, Administrator System O Failed
report Report PM AN
Daily at
Quality Score Trand | 10/28/2020 124 30 e 121712020 4 26 20 1200 AM 12i8/2020 1200
@ BG_Report13333 s AQM. Administrator System i © Success
Report PM PM every 1 AM
day(s)
Weekly at
1200 AM on

© button and the checkmark will be shown on the Active column

. Click on the Activate for the selected report as shown below.
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Drag # column header and drop it here to group by that column

B Neme = ReportType =
Qual

Report

v Crealed Da. -
1172472020 2.09:13
PM

Created By =

core Trend

@ gognv AQM, Administrator

11142020 6:12°4

PM

Quality Score Trend
Report

(3 share with mentor AQM, Administrator

Agent Group-schedule

Quality Score Trend 102972020 2:25:54
report Pl

AQM, Admir
Report PM

Quality Score Trend
Report

10/29/2020 1:2430

3 BG_Reporti333
Bl R e PM

AQM. Administrator

Last Run D. =
1172572020 6.00.07

PM

1/19/2020 821:32

LastRunBy =

AQM, Administrator

AQM. Administralor

121712020 42620
PM

System

Sunday
every 1

week(s)

week(s

Dally at
12:00 AM
every 1
day(s
Daily at
12:00 AM
every 1

day(s)

Next S = rAdive =
NIA
12182020 12:00
L

AM

Status =

© Success

© Ssuccess

© Failed

© Success

a. Quality Detail Report: If you select a Quality Detail Report to activate, the following

window appears.O
REPORTS

c| + | 8| B O Q

Scheduled Reports Ad Hoc Reports

Drag a column header and drop it here to group by that column

@ Name = Report Type = vCreated Da. =

111
Quality Detail Report iI’JIG:ZOZ o AQM, Administrator

v

Test - Quality Detail Report

2/15/2021 9:26:37
PM

Quality Detail Test Quality Detail Report Thomas, Aagaard

Quality Score Trend
Report

121212020 8:57:18
PM

SRT Report AQM, Administrator

11/24/2020 2:09:13

Quality Score Trend "
PM AQM, Administrator

Report

goanv

Quality Score Trend
Report

11/4/2020 6:12:41
PM

share with mentor AQM, Administrator

10/29/2020 2:25:54

Agent Group-schedule o AQM. Admiinistrator
J

report

Quality Score Trend
Report

Quality Score Trend
Report

107297, 124
P:,IZQZOZO e AQM, Administrator

BG_Report13333

9.3.8 Deactivate the Report

Created By =

Last Run D =

2/16/2021 1:22:10
PM

2/16/2021 12:00:10
AM

12/16/2020 9:07:26
PM

111252020 6:00:07
PM

11/19/2020 8:21:32
PM

11/25/2020 12:00:37
AM

2/16/2021 12:00:18
AM

Last Run By 3

AQM, Administrator

System

AQM, Administrator

AQM, Administrator

AQM, Administrator

System

System

Sch.. =

Daily at
12:00 AM
every 1
day(s)
Daily at
12:00 AM
every 1
day(s)

Monthly at

1 M
2:00 AM on AM

34

Weekly at
12:00 AM on
Sunday
every 1
week(s)

Weekly at
12:00 AM on
Sunday
every 1
week(s)
Daily at
12:00 AM
every 1
day(s)
Daily at
12:00 AM
every 1

Next Sc. = Aclive

211712021 12:00
AM °
211712021 12:00
AM °
1/3/2021 12:00 )
N/A
211712021 12:00

o

AM

"

Status

© Ssuccess

© Ssuccess

© Failed

© Ssuccess

© success

© Failed

© Ssuccess

1-18 of 18 items.

This feature allows to deactivate an activated report. To deactivate the activated report follow

the steps below.

1. Select the report for which the Active column is checked, as shown below.

Aspect Cloud Quality™ Administrator Guide
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REPORTS
|+ 7|8 B O [\

Scheduled Reports Ad Hoc Reports

Drag a column header and drop i here to group by that column

8 Name =  RepotType & vCreatedDa = Created By = lastRunD = lastRunBy = Sch = NextS = vAchve = Status =
3 Qualty Score Trend 1124202020943 . 1/2520060007 SRR @ B -
B gggnv PR " AQM, Administrator o AQM, Administrator St Success
Weekly at
5 ’ A o 12:00 AM on
v Quality Score Trend  11/4/2020 6:12:41 5 1171912020 8:21:32
B share with mentor AQM, Administrator AQM, Adminisirator  Sunday NA @ Ssuccess
Report PM ¢
Agent Group-schedule Quality Score Trend  10/28/2020 22554 1172572020 12:00:37
sk : e N AQM, Administrator A System O Faled
report Report PM AN
Daily al
lity Score Trend | 10/29/2020 1:24 12712020 4.26:20 12:00 AM 12/8/2020 1
B BG_Report13333 SRRy i AQM, Administrator ik System i Sn iy @ ® Success
Repoit PM PM every 1 AM
day(s)
Weekly at
12:00 AM on
Sunday
Monday,
Tuesday

2 button and the Active column will be blank for the selected

. Click on the Deactivate report as shown below.O
REPORTS

c +|s 858 B o

Scheduled Reports Ad Hoc Reports

Drag & column header and drop i here to group by thal column

8 Name = RepoiType = vCrealedDa.. = CreatedBy = LastRunD.. = LastRunBy = NedS.. = vAdive =/ Staus =
@ Qualty Score Trend | 11/24/2020 20913 | o, Tespoe0er S - L
& goonv A\QM, Administrator AQH ministrat Success
gogn Repart oM Admii ator oM AQM, Administr UCCes!
o Quality Score Trend | 11/4/2020 6.12-41 2 1nioR02082132 | =
) che with ent AQM. Administrator AOM, Administrator Success
hare with mentor Report oM ¢ ominstrator | o « \aministrator jcce:
Dally at
Agent Group-schedule  Quality Score Trend  10/20/2020 2:25:54 1112512020 12:00.37 Al
Ag v ¥ 2 o AQM, Adminisirator System © Failod
report Report PM AM
Daily at
Quality Score Trend | 102012020 1:24:30 12/712020 4.26.20 1200AM  12/872020 12:00
B BG_Report13333 i AQM, Adminsstrator System © Success
Report PM oM every 1 AM
day(s)
: Qualty Score Trend 1012912020 12:08:07
@ Diffeent timezone AQM. Adminsstrator = AQM, Administrator NA @ Success
Report M

Qualty Score Trend - P o

< n > 116 of 16 ifems

Example: In this scenario, the Daily report was created on 29th October, 2020 and as the

report is deactivated, the daily report will not run.

a. Quality Detail Report: If you select a Quality Detail Report to deactivate, the following
window appears.
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Drag a column header and drop it here 10 group by thal coium

Name =

RepoitType = =

-] v Created Da. Created By

16/2021 11
Test - Qualty Detail Report | Quality Detail Report ivoIZDZ e

" 22
AQM, Administrator :'M&QON s

v

20152021 926.37
P

2116/2021 12:00.10

AM

v

Quatity Detail Test Qualty Detail Report Thomas, Aagaard

Quality Score Trend  12/2/2020 8.57.18

12/16/2020 9.07:26

» SRT Report Report M AQM, Administrator oM

Quality Score Trend  11/24/2020 2:09:13
> gggnv AQM, Administrator

Report PM

Quality Score Trend | 11/4/2020 6.12.41 TN 1171872020 82132
» shara with mentor AQM, Administrator

PM PM

Amant Qrnon_erhadila Puialite Qrars Trand 401200090 9554 44MENMOA 17-00-2T

9.3.9 Delete a Report

LastRun D =

=| Sch = NextSc.. =

Last Run By

Daily at

1200 AM
AQM, Administrator e

every 1

day(s)

2/17/2021 12:00

© Success
AM

Daily at
1200 AM
every 1

day(s)

211772021 12.00
AM

System Success

Monthly at
Y8 \neoeet 1200
1200 AMon

AQM, Administrator
AM
3-4

Failad

Weekly at
12:00 AM on
Sunday
every 1
week(s)

AQM, Administrator Success

Weekly &t

12.00 AM on
AOM Administrator ~ Sunday N/A Success
every 1

week(s)

Daily at
17:00 211

This feature allows to delete a Quality Detail Report or Quality Score Trend Report. To delete
the Quality Detail Report or Quality Score Trend Report report follow the steps below.

1. Select the report which you want to delete and click on the Delete button.

REPORTS

Scheduled Reports Ad Hoc Reports

Drag a column header and drop it here fo group by that column

@ Name =  ReporiType = vCreated Da = (CreatedBy = lLastRunD =  lastRunBy = Sch = NetSc. = Acive = Status =
Daily at A
216/2021 11:38:03 2162021 1:22:10 12:00 AM 21712021 1200
» JTest - Quality Detail Report | Quality Detail Report AQM, Administrator AQM, Administrator : © Success
AM PM every 1 AM
day(s)
Daily at
2 21612021 12:00:10 1200 AM 211712021 1200
» Qualtty Detail Test Quality Detail Report Thomas. Aagaard e System = (V]
AM every 1 AM
day(s)
Qualty Score Trend 127272020 8:57-18 1215/2020 90726 Mortly & 43021 12:00
» SRT Report Bt AQM, Administrator AQM, Administrator 12,00 AM on V] O Faied
Report PM FM A
34
Weekly at
1200 AM on
Quality Score Trend 1172472020 2:09:13 111252020 6:00:07 s .
> gognv o AQM Adminisirator AQM, Administrator ~ Sunday © Success
Report PM PM
every 1
week(s)

2. Click on Yes to delete the report from the grid.
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A Warning x

Are you sure you wani to delete the selected report ?

No Yes
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10. System Parameters

The System Parameters page allows an administrator to change one or more properties that
affect the behavior of the system. This section describes how to use those System Parameters
in Aspect Cloud Quality. The System Parameters properties are below.

* Disqualifying Rule Overrides Parent
¢ Insert Silence During Pause

* Media File Download

* Share Evaluations With

¢ Use Ani & Dnis From CTI for UIP Switch

10.1 Navigation to the System Parameters

Follow the steps given below to navigate to the System Parameters page:

1. Go to Main Menu > Workforce Engagement Management.

2. Click on Administration > System > System Parameters as shown below.

aspect

L 4

ards
@ Employee Experience
i Workforce

3¢ Administration

3. The SYSTEM PARAMETERS window appears.
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i Performance

~
=

Drag a column header and drop it here fo group by that column

4 Parameter Name = | Parameter Value

Disqualifying Rule Overrides Parent (x]

Insert Silence During Pause (x]

Media File Download Enabled (V]

Share Evaluations With Agent Team, Peer, Specific User(s)
Use Ani & Dnis From CTl for UIP Switch ]

Description

Indicates whether an Interaction with the matching disqualify rule will be
recorded or not, when a parent interaction is being recorded. Values: True -
Does not record when matching disqualifying rule is found, even if parent is
recorded. False - Records when matching disqualifying rule is found, since
parent is recorded

Specifies
On. False - Off (default)

ice content suppression behavior during pause. Values: True -

Indicates whether recording files can be downloaded at organization level
Values: True - Allows to download if user has the right. False - Does not
allow to download

Select the attrib
example If you

you want to show in the evaluation for sharing. For
t and do nof t ‘Team' then anyone who
see only "Agent' and not 'Team' in the Sharing

creates an evaluation w

Screen of Evaluation

Indicates whether ANI and DNIS values will be used only from the CT
events or agent extension. Values: True - will use “ANI" and “DNIS" from
CTI. False - will use “ANI” and “DNIS” from agent extension wherever CTI
does not provide them

10.1.1 Disqualifying Rule Overrides Parent

This property indicates whether an Interaction with the matching disqualify rule will be recorded
or not, when a parent interaction is being recorded.

1-50f5items

Values: True - Does not record when matching disqualifying rule is found, even if parent is
recorded. False - Records when matching disqualifying rule is found, since parent is recorded.

Follow the steps below to set the Parameter Value as True.

Note: By default, the Parameter Value is False.
1. To edit this property, select Disqualifying Rule Overrides Parent row, as shown below.

Aspect Cloud Quality™ Administrator Guide
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SYSTEM PARAMETERS

Performance IHH'

c ¢

Drag a column header and drop it here to group by that column

4 Parameter Name = Parameter Value = Description =
Indicates whether an Interaction with the matching disqualify rule will be recorded or not, when a =
Disqualifying Rule Overrides Parent o parent interaction is being recorded. Values: True - Does not record when matching disqualifying
isqualifyi VerTi
g rule is found, even if parent is recorded. False - Records when matching disqualifying rule is
found, since parent is recorded.
Specifies voice content suppression behavior during pause. Values: True - On. False - Off
Insert Silence During Pause [x] (default)
Indicates whether recording files can be downloaded at organization level. Values: True - Allows to
Media File Download Enabled ©

download if user has the right. False - Does not allow to download

Select the attribute which you want to show in the evaluation for sharing. For example If you
Share Evaluations With Agent Team select 'Agent' and do not select Team' then anyone who creates an evaluation will see only
‘Agent’ and not Team' in the Sharing Screen of Evaluation

Indicates whether ANI and DNIS values will be used only from the CT! events or agent extension
Use Ani & Dnis From CTI for UIP Switch (] Values: True - will use “ANI" and “DNIS" from CTI. False - will use “ANI" and “DNIS® from agent
extension wherever CTI does not provide them.

2.Clickonthe Edit ¢ button and the Edit System Parameter pop-up appears.

3. Click on the drop-down list of Parameter Value field and select True as shown below.

# Edit System Parameter x

Parameter Name:

Disqualifying Rule Overrides Parent

Parameter Value:

False

True

False .

4. Click Save to go back to the SYSTEM PARAMETERS window, as shown below.
SYSTEM PARAMETERS

Performance IHH'

AN 4

Drag a column header and drop it here to group by that column
4 Parameter Name = Parameter Value =  Description =

Indicates whether an Interaction with the matching disqualify rule will be recorded or not, when a
parent interaction is being recorded. Values: True - Does not record when matching disqualifying
rule is found, even if parent is recorded. False - Records when matching disqualifying rule is
found, since parent is recorded.

Disqualifying Rule Overrides Parent

Specifies voice content suppression behavior during pause. Values: True - On. False - Off

Insert Silence During Pause (<] 2
(default).

Indicates whether recording files can be downloaded at organization level. Values: True - Allows to

Media File Download Enabied (V]
download if user has the right. Faise - Does not allow to downicad

Select the attribute which you want to show in the evaluation for sharing. For example I you
Share Evaluations With Agent Team select ‘Agent' and do not select Team' then anyone who creates an evaluation will see only
‘Agent’ and not Team' in the Sharing Screen of Evaluation

Indicates whether ANI and DNIS values will be used only from the CTI events or agent extension
Use Ani & Dnis From CTI for UIP Switch (V] Values: True - will use “ANI" and “DNIS" from CTI. False - will use “ANI" and “DNIS" from agent
extension wherever CT| does not provide them

As Disqualifying Rule Overrides Parent is set True for the user, the checkmark is displayed
under the Parameter Value column.
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10.1.2 Insert Silence During Pause

This property allows the administrator to listen to an interaction with or without the pause time

duration of the interaction.O

Example: During an interaction, the agent can pause the recording while collecting customer

information.If this property is set to True, then

silence will be inserted into the voice recording

for the duration of the pause. If this property is set to False, no silence is inserted into the voice
recording. The duration of the paused recording is skipped and not included in the recorded

audio file.

Follow the steps below to set the Parameter Value as True.

Note: By default, the Parameter Value is False.

1. To edit this property, select Insert Silence During Pause row, as shown below.

SYSTEM PARAMETERS

~ »
~ | &

Drag a column header and drop it here to group by that column

4 Parameter Name = | Parameter Value
Disqualifying Rule Overrides Parent o
Insert Silence During Pause [x]
Media File Download Enabled ]

"

2. Click on the Edit

= Description =

Indicates whether an Interaction with the matching disqualify rule will be recorded or not, when a
parent interaction is being recorded. Values: True - Does not record when matching disqualifying
rule is found, even if parent is recorded. False - Records when matching disqualifying rule is
found, since parent is recorded.

Specifies voice content suppression behavior during pause. Values: True - On. False - Off
(default).

Indicates whether recording files can be downloaded at organization level. Values: True - Allows to
download if user has the right. False - Does not allow to download

button and the Edit System Parameter pop-up appears.

3. Click on the drop-down list of Parameter Value field and select True as shown below.

# Edit System Parameter

Parameter Name:

Insert Silence During Pause

Parameter Value:

False

True

False

4. Click Save to go back to the SYSTEM PARAMETERS window, as shown below.

SYSTEM PARAMETERS

it m

s

~
<
Drag 2 column header and drop it here to group by that column

4 Parameter Name = | Parameter Value =

Disqualifying Rule Overrides Parent [x)
Insert Silence During Pause E
Media File Download Enabled o
Use Ani & Dnis From CTI for UIP Switch ]

Aspect Cloud Quality™ Administrator Guide

Description =

Indicates whether an Interaction with the matching disqualify rule will be recorded or not, when a
parent interaction is being recorded. Values: True - Does not record when m: g disqualifying
rule is found, even if parent is recorded. False - Records when matching disqualifying rule is
found, since parent is recorded.

Specifies voice content suppression behavior during pause. Values: True - On. False - Off
(default)

Indicates whether recording files can be downloaded at organization level. Values: True - Allows
to download if user has the right. False - Does not allow to download

Indicates whether ANI and DNIS values will be used only from the CT1 events or agent
extension. Values: True - will use “ANI" and “DNIS" from CTI. False - will use “ANI" and “DNIS™

from agent extension wherever CTI does not provide them.
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As Insert Silence During Pause is set True for all voice recordings, the checkmark is displayed
under the Parameter Value column.

10.1.3 Media File Download

Media File Download property allows the user to download the media files such as video and
audio interactions, chat, SMS, and email interactions in the Interaction window or Search
Results page. Refer to step 2 of Quick View of Audio Interaction and Quick View of Voice and
Screen Interaction to view the Download button of the interaction.

Follow the steps below to enable or disable the Download button.

1. Select the Media File Download Enabled row.

* When Performance is integrated with Quality, go to the Quality tab, as shown below. The
Media File Download Enabled row is selected under the Parameter Name column by
default.

SYSTEM PARAMETERS

~
~

Drag a column header and drop i here to group by that column

4 Parameter Name = Parameter Value = Description =
Disqualifying Ru [x}

nsert Silence During Pause [x]

Media File Downioad Enabled [}

Share Evaluations With Agent. Team Peer, Specific User(s

Use Ani & Dnis From CT1 for UIP Switch ]

does not provide them
n 1-50ofSitems

2.Click on the Edit 4 button and the Edit System Parameter pop-up appears.

3. Click on the drop-down list of Parameter Value field and select True as shown below.
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# Edit System Parameter x

Parameter Name:

Media File Download Enabled

Parameter Value:

False

True

False

4. Click on the Save button to go back to the SYSTEM PARAMETERS window.

If you change the value for MediaFileDownloadEnabled key, then all the users must log out
and log in to Workforce Engagement Management Ul to effect the changes.

10.1.4 Share Evaluations With

This property allows the administrator to select the attribute which you want to show in the
evaluation for sharing. By default, the options of Agent, Team, Peer and Specific User(s) are
checked in.O

Example: If you select 'Agent’ and do not select 'Team' then anyone who creates an
evaluation will see only 'Agent' and not "Team’ in the Sharing Screen of Evaluation.

Follow the steps below to set the options for sharing the evaluations.

1. Select Share Evaluations With row, as shown below.

SYSTEM PARAMETERS

Eefioneie m

~

<L

Drag a column header and drop it here to group by that column
4 Parameter Name = Parameter Value =  Description =

Indicates whether an Interaction with the matching disqualify rule will be recorded or not, when a
parent interaction is being recorded. Values: True - Does not record when matching disqualifying

Disqualifying Rule Overrides Parent [x} 2 y =
rule is found, even if parent is recorded. False - Records when matching disqualifying rule is
found, since parent is recorded
Specifies voice content suppression behavior during pause. Values: True - On. False - Off
Insert Silence During Pause [x] 3
(default)
Indicates whether recording files can be downioaded at organization level. Values: True - Allows to
Media File Download Enabled ]

download if user has the right. False - Does not allow to download

Select the attribute which you want to show in the evaluation for sharing. For example If you
Share Evaluations With Agent Team, Peer,Specific User(s) select "Agent' and do not select Team' then anyone who creates an evaluation will see only
‘Agent’ and not Team' in the Sharing Screen of Evaluation

Indicates whether ANI and DNIS values will be used only from the CTI events or agent extension
Use Ani & Dnis From CTI for UIP Switch (V] Values: True | use “ANI" and “DNIS” from CTI. False -
extension wherever CTI does not provide them

| use “ANI" and “DNIS” from agent

2. Click on the Edit ¢

3. Click on the drop-down list of Share Evaluation With field and select the desired options
from the available list as shown below.

button and the Edit System Parameter pop-up appears.
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# Edit System Parameter

Parameter Name:

Share Evaluations With
Share Evaluation With:

Agent, Team,Peer,Specific User(s)

Agent
Team
Peer

Specific User(s)

Cloud Quality Administrator Guide

Note: By default, all the available Attributes are selected as shown above..

Disable the Peer and Specific User(s) options, so only Agent and Team options are selected.
4. Click Save to go back to the SYSTEM PARAMETERS window, as shown below.

SYSTEM PARAMETERS

Performance

c ¢

Drag a column header and drop it here to group by that column

4 Parameter Name &

Disqualifying Rule Overrides Parent

Insert Silence During Pause

Media File Downioad Enabled

Share Evaluations With

Use Ani & Dnis From CTI for UIP Switch

Parameter Value

Agent. Team

Description B

Indicates whether an Interaction with the matchi
parent intera
rule is found, even if parent is recorded. False - Records when matching disqualifying rule is
found, since parent is recorded

g disqualify rule will be recorded or not, when a
Does not record when matching disqualifying

n is being recorded. Values: Tru

Specifies voice content suppression behavior during pause. Values: True - On. False - Off
(default

Indicates whether recording files can be downloaded at organization level. Values: True - Allows to

download if user has the right. False - Does not allow to download

Select the attribute which you want to show in the evaluation for sharing. For example If you
select ‘Agent' and do not select Team' then anyone who creates an evaluation will see only
‘Agent’ and not Team' in the Sharing Screen of Evaluation

Indicates whether ANI and DNIS values will be used only from the CTI events or agent extension
Values: True - will use “*ANI" and “DNIS" from CTI. False - will use “ANI" and “DNIS” from agent

extension wherever CTI does not provide them

As Share Evaluations With Agent and Team options was selected for the user, the same
options are displayed under the Parameter Value column.

10.1.5

Use Ani & Dnis From CTI for UIP Switch

This feature indicates whether ANl and DNIS values will be used only from the CTI events or

agent extension.

Values: True - will use “ANI” and “DNIS” from CTI. False - will use “ANI” and “DNIS” from
agent extension wherever CTI does not provide them.

Follow the steps below to set the Parameter Value as False.

Note: By default, the Parameter Value is True.

1. Navigate to the System Parameters page.
2. The SYSTEM PARAMETERS window appears. Select Use Ani & Dnis From CTI for UIP
Switch row, as shown below.

Aspect Cloud Quality™ Administrator Guide

Alvaria Confidential | aspect.com | 328



A CISpeCt Cloud Quality Administrator Guide

SYSTEM PARAMETERS
Performance
P

Drag a column header and drop it here to group by that column

4 Parameter Name = Parameter Value =  Description =
Indicates whether an Interaction with the matching disqualify rule will be recorded or not, when a X
parent interaction is being recorded. Values: True - Does not record when matching disqualifying

Disqualifying Rule Overrides Parent V] 8 v 5 - s »
rule is found, even if parent is recorded. False - Records when matching disqualifying rule is
found, since parent is recorded.

Specifies voice content suppression behavior during pause. Values: True - On. False - Off

Insert Silence During Pause (<] (detault
Indicates whether recording files can be downloaded at organization level. Values: True - Allows to

Media File Download Enabled ]

download if user has the right. False - Does not allow to download

Select the attribute which you want to show in the evaluation for sharing. For example If you
Share Evaluations With Agent Team select "Agent’ and do not select Team' then anyone who creates an evaluation will see only
‘Agent’ and not Team' in the Sharing Screen of Evaluation

Indicates whether ANI and DNIS values will be used only from the CTI events or agent extension
Use Ani & Dnis From CTI for UIP Switch (V] Values: True - will use “ANI" and “DNIS” from CTI. False - will use "ANI" and “DNIS" from agent
extension wherever CT! does not provide them

3.Click on the Edit s button and the Edit System Parameter pop-up appears.

4. Click on the drop-down list of Parameter Value field and select False as shown below.

‘ # Edit System Parameter x

Parameter Name:

Use Ani & Dnis From CTI for UIP Switch

Parameter Value:

[ [ True

l True

I False

5. Click Save to go back to the SYSTEM PARAMETERS window, as shown below.
SYSTEM PARAMETERS

Performance Quality

c ¢

Drag a column header and drop it here to group by that column

4 Parameter Name = Parameter Value =3 Description

Indicates whether an Interaction with the matching disqualify rule will be recorded or not, when a
parent interaction is being recorded. Values: True - Does not record when matching disqualifying

Disqualifying Rule Overrides Parent V] 2
rule is found, even if parent is recorded. False - Records when matching disqualifying rule is
found, since parent is recorded.
Specifies voice content suppression behavior during pause. Values: True - On. False - Off
Insert Silence During Pause (<] .
(default).
Indicates whether recording files can be downloaded at organization level. Values: True - Aliows to
Media File Download Enabled ]

download if user has the right. False - Does not aliow to download.

Select the attribute which you want to show in the evaluation for sharing. For example If you
Share Evaluations With Agent Team select "Agent' and do not select Team' then anyone who creates an evaluation will see only
‘Agent’ and not Team' in the Sharing Screen of Evaluation

Indicates whether ANI and DNIS values will be used only from the CTI events or agent extension.
Use Ani & Dnis From CTi for UIP Switch @ Values: True - will use “ANI" and “DNIS” from CTI. False - will use "ANI" and “DNIS” from agent
extension wherever CT) does not provide them

As Use Ani & Dnis From CTI for UIP Switch is set False for the user, the cross mark is
displayed under the Parameter Value column.
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This feature allows you to see what versions of Desktop clients are running for your
organization, and this also provides you with the ability to update/rollback all your desktop
clients with a single click of a button. Follow the steps below to update the Quality system.

Note: All Team Leads, Managers and Account owner will be able to view this page but only

Account owner can Update it, if you want to provide this ability for any other users please
reach out to Aspect Customer Care.

1. Go to Main Menu > Workforce Engagement Management.

2. Click on Administration > System > Desktop Clients as shown below.

A Home
= Dashboards
Experience

i Workforce

¥$ Administration

3. The DESKTOP CLIENTS window appears. O
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DESKTOP CLIENTS

B Enable Automatic Updates
Machine Name = IPAddess = Version & vLasConnectedDataTime = vClient Seling

Column Name Description

Machine Name The name of the clients machine where the desktop clients are
installed.
IP Address The IP Address of the machine.
Version The installed version of the machine.
Last Connected Date Time The time when the version was updated.
Client Setting Client Setting has two options:
* Manual: Indicates that the client machine needs to be upgraded
manually.
e Automatic: Indicates that the client machine will be upgraded
automatically to the latest version when a newer version of the
desktop client is available.

4. By default, the Enable Automatic Updates toggle button is disabled. If you enabled the
toggle button, the Update Available or Rollback Available fields will be enabled.

e The Enable Automatic Updates toggle button will be disabled for Team Leads and
Managers, as they only have view permissions.

DESKTOP CLIENTS

Enable Automatic Updates
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When the Current Version field and the Update Available field are the same, then the
Rollback Available field will be enabled and None will be displayed on the Update
Available field. O

@~ Enable Automatic Updates
Current Version:

21.1.3150

Update Available:

None

Rollback Available:

2112950

Rollback All

Example: On the above screenshot, the Current Version is 21.1.315.0, which is
installed in your organization. Hence, there is no new update available and the Update
Available field is None.

Note: If you want to go back to the previous version which is mentioned on the
Rollback Available (21.1.295.0) field, click on the Rollback All button.

When the Current Version field and the Rollback Available field are same, then the
Update Available button will be enabled and None is displayed on the Rollback
Available field. O

When Aspect publishes a new Hotfix, the Update Available field will show the new
version which is available for Installation. Click on the Update All button and, all the
desktop clients will start updating to the new version.O

@ Enable Automatic Updates

Current Version:

12600

Update Available:

21.1.315.0

Update All
Rollback Available:

None

Example: On the above screenshot, the Current Version is 21.1.260.0, which is
installed in your organization. When Aspect publishes a new Hotffix , such as
21.1.315.0, the Update All button is enabled.

Note: To update, click on the Update All button.
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12. System Downloads

The System Downloads section lists all the system files that can be downloaded. Any new
system download will be listed on this page and it will also be updated with the latest files for the
customer to download.

1. Go to Main Menu > Workforce Engagement Management.

2. Click on Administration > System > System Downloads as shown below.

#A Home
I8 Dashboards
o

m Employee Experience

i Workforce

)(\* Administration

3. The available downloads are listed in the System Downloads page.

SYSTEM DOWNLOADS
c &
g header and drop it here fo groug that
4 File Name = Description
DasktopHub_23.1.37.0.zip Provides the sc
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4. The Refresh and Download buttons can be used to refresh the list and download the
selected file respectively.

SYSTEM DOWNLOADS

c &

Drag a column header and drop it here to group by that column

A File Name

DesktopHub_23.1.37.0.zip

5. The required file can be selected and the download button chosen to begin the download.

SYSTEM DOWNLOADS

~ 4
] -

Drag a column header and drop it here to group by that column
& File Name

DesktopHub_23.1.37.0.zip

6. The downloaded file will be available in the system’s download folder.
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About Aspect®

Aspect is dedicated to transforming the service economy by humanizing the workforce
experience. Their WorkforceOS platform offers a robust workforce management solution that
aligns employee preferences with business needs enhancing scheduling, predictive insights,
and collaboration tools. Supported by its parent company, Alvaria Inc., which boasts over 50
years of leadership in workforce management technology, Aspect is a trusted partner for large
global enterprises across key sectors, including financial services, airlines, automotive,
insurance, retail, telecommunications, and utilities. The Aspect WorkforceOS stands out as the
only culture-drive n WEM software designed to foster work-life balance while maximizing ROI
for businesses. For more details, visit www.aspect.com
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