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About this Guide

The manual defines the Aspect Quality system and how it operates. It includes descriptions and
step-by-step instructions for implementing essential system functions. It also outlines the
procedures required to operate the system and its associated modules.

For information about Training, Technical Support, commenting on the documentation, and a list
of additional documentation see the appropriate product Release Notes document on the
Alvaria documentation portal.

Audience

This manual is written for contact center system administrators who manage call center
technology and resources, as well as those providing Quality Assurance and Training in the call
center. An Administrator should have a basic familiarity with PC features and Microsoft Windows
operation. This person should be familiar with using Microsoft Edge to navigate Web-based
applications. Familiarity with common window elements such as pop-up windows, list boxes,
scroll bars, and other web functionality is helpful.

Note: Aspect Customer Education programs supplement all information contained in this
manual. Administrators, Supervisors, and Trainers should attend the Aspect Quality
training provided by Aspect before applying the procedures described in this manual.

Aspect Workforce Engagement Management Quality™ Administrator Guide Alvaria Confidential | 4
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Organization of this Guide

This guide consists of following chapters:

Chapter 1, Aspect Quality Basics describes Aspect Quality and provides an overview of
how it operates.

Chapter 2, Navigate Aspect Quality describes how Aspect Quality is used in the different
phases of the Quality life cycle.

Chapter 3, System describes how to add LDAP server with SSL, activate/deactivate LDAP
server in Aspect Quality. Also the Server and Site features.

Chapter 4, Search for an Interaction describes Aspect Quality users, roles, rights, and
permissions that are defined in the User Definition facility.

Chapter 5, Assigning Interactions describes how to view and assign an assigned
interaction.

Chapter 6, Coaching describes how to assign coaching directly from Quality.

Chapter 7, Evaluations uses the same scoring process as quality scoring to see how well
individual Mentors’ scores align with the Master Calibrator scores, to identify issues in the
scoring process.

Chapter 8, Reporting in Workforce Engagement Management describes the available
reports in Workforce Engagement Management - Aspect Quality.

Chapter 9, Import describes about how to import metadata and recording files to Aspect
Quality.

Chapter 10, Aspect Quality Evaluation describes how to create, edit, and duplicate
templates.

Chapter 11, Recording describes how Aspect Quality uses rules that you define to
determine whether the system should record a particular interaction.

Chapter 12, Security describes major Security components that are the part of the Aspect
Quality.
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1. Aspect Quality Basics

This section describes the Aspect Quality™ function within Aspect Workforce Engagement
Management feature, and provides an overview of how it operates.

1.1 What is Quality?

Aspect Quality™ is a tool that you use to record voice and window interactions based on
customizable business rules. You can retrieve the recordings using advanced search criteria,
play the recordings back, and score the recordings for quality and training purposes. Quality
integrates with My Account, which you use to take advantage of the environmental definitions

(such as agents, agent groups, or teams) to create advanced recording rules and search
criteria.

1.1.1 System Benefits

Aspect 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

Costs Agents

1.1.2 Features
Aspect Quality™ features include:

¢ Integration with MyAccount for Rule Definition.
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1.1.3

Aspect Quality integrates with MyAccount once you have provisioned Aspect Quality to
recognize all agents and agent groups.

Browser-based application.

Quality performs all functions with Microsoft Edge and Safari Firefox, so you have access
to Quality from any desktop within a firewall.

Record all types of calls.

Quality automatically records and stores all audio calls: ACD calls, agent-to-agent inbound
direct, outbound direct, and outbound blended calls. You may need different or other
hardware configurations to record calls between agents, in addition to calls between
external calls and agents.

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.

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.
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1.2

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 resultis a
way to reinforce to an agent’s behaviors and skills that impact customer loyalty and
satisfaction.

Lifecycle

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

Note: The content in this Lifecycle section denotes the entirety of the Quality feature,

including forthcoming capabilities in future releases of Workforce Engagement
Management.
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This section briefly describes each phase of the life cycle and the tasks that you perform
appear with a reference to where the manual describes that task.

Plan

Educate
Workforce

Feedback

Report & Analyze

1.2.1 Phase 1 - Plan

Record &
Capture

Search,
Review &
Score

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.

Aspect Workforce Engagement Management Quality™ Administrator Guide
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1.2.2

1.2.3

1.21.1 Planning Tasks

¢ Provision users and data
* Create agent groups
¢ Define/edit scorecards*

¢ Create shared searches*

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.

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 the specific recordings of interest. A variety of data about
each recording is visible, including call history, hold times, Agent Groups, 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)
* Email immediate feedback

* Download recordings

Aspect Workforce Engagement Management Quality™ Administrator Guide Alvaria Confidential | aspect.com | 10
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1.2.4

1.2.5

* Assign Agent tasks
¢ Agent Self-Review

* Agent Self-Evaluation

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

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

e 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)
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1.3

¢ Agent self evaluation as two-way feedback mechanism

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 life cycle.

User Personas

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

Administrators — This role has full unrestricted access to the entire Aspect Quality system.
Generally, each Aspect Quality system only has a few Administrators. The administrator role
focuses on creating users, rules, and scorecard templates. Administrators also run reports.
You must create the Administrator manually in Aspect Quality. The Administrator has full
access to

¢ Play back recordings, view and edit reports, use Customer Measured Quality, and has
Administrator privileges within the user interface.

* Create and configure new users along with setting rights and permissions for the following.

¢ New Administrator user

e Mentor
* Agent
¢ None

» Silent Monitor (Note: This option is obsolete and not available)
« IVR

The major functions an Administrator may perform include:

» Define and configure Mentor rights, including the right to create rules, create scorecard
templates, and create and review reports.

¢ Define and configure Agents that allow Agents the right to review their calls and scorecards
for self-evaluation. This includes turning on or off the right for an Agent to review their own
recordings.

* Design and create scorecard templates.
» Define rules for recording to determine which calls the system should or should record.

¢ Configure permissions for Mentors, Teams, Agent Groups, scorecard templates, rules, and
reports.

Mentors — this is the role that typically uses the Aspect Quality system to review calls and
grade them using scorecard templates. You give Mentors access to recordings by assigning
them to teams or Agent Groups. You can also grant Mentors rights to:

¢ View and Edit Reports

¢ Create Scorecard templates

Aspect Workforce Engagement Management Quality™ Administrator Guide Alvaria Confidential | aspect.com | 12
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* Review or Score Recordings
* Define Rules
e Mark recordings for review by individual agents or teams

¢ Assign protection flags to save recordings for future use

For any specific rule or template, you can also give a Mentor the ability to view only or modify
its contents.

Agents — the agent can log in to Aspect Quality to review interactions but cannot score other
agent’s interactions. Typically, you give an agent access only to recordings that a Mentor has
flagged for the agent’s attention. In addition, you can grant an agent the right to listen to his or
her own calls before any Mentor reviews the calls, since sometimes the business process
requires the agents to research what was said on previous calls. You can also grant access to
an agent to view a self-evaluation to obtain feedback about his or her own performance.

While monitoring ACD activity, Aspect Quality™ discovers agents that it has not monitored
previously, and the system adds the agent definition to the database to keep the agent’s
identification in sync with the ACD definition for that agent. You can use information in the rules
to allow the agent to log into Aspect Quality with the agent’'s ACD logon ID.

In general, Agents can
¢ Listen to all of their calls before Mentor review.
¢ Perform self-evaluations, rating their own performance.

* Review other agents’ recordings when assigned by a Mentor.

None — Give the None user role to those agents who you want to record but not allow to log in
to the Aspect Quality system. Therefore, None agents cannot review their own calls and score
cards in Aspect Quality.

If you need agents with None user roles to review and score recordings, you must configure
the agent user in the Aspect Quality system.

The database synchronization with the ACD, predictive dialer, or connector automatically
enters Agents into Aspect Quality. However, you must configure these agents as None in the
Aspect Quality system if you do not want them to access Aspect Quality.

IVR - The IVR role defines an IVR Port or Station. An Aspect Quality user with an IVR role
represents an IVR port or station within the Aspect Quality system. It is mandatory to associate
a valid position ID to an IVR port. You can modify any non-Aspect Quality user to act as an IVR
port or station.

1.4 Access Rights

You assign all users, except for Administrators, access rights within Aspect Quality. These
rights allow users to perform various functions. The system automatically grants
Administrators nearly all available rights.
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1.5

The following table is a list of access rights that you can assign to users based on their
selected user role.

Job Roles

Administrator Mentor Agent/None

x

Self Review

Self Evaluations

View Reports

Create Reports

Create Recording Rules

Create Evaluation Templates

Create Tasks

Download Recordings

Export Recordings

View Peer Review

Grant Peer Review

View All Evaluations

Edit All Evaluations

Assign Evaluations

Assign Interactions

Delete Interactions

Protect Interactions

Hide \ Show Interactions

View Calibration Events

X| X | X| X[ X[ X| X| X|X|X|X]|X]|X]|X|X|X|X]| X
X | X | X| X[ X[ X| X[ X|X|X|X]|X|X|X]|X|X|X]|X]| X

Assign Calibration Events

Basic Configuration of WEM

1. Install Quality builds and WEM builds.

2. Do the configuration in Quality Configuration Utility in Aspect Quality Server2.

a. Note: Refer Aspect Quality™ Server Installation Guide Chapter 4: Using the
Configuration Utility.

3. Do the required configurations in Quality web config and WEM web config files.

Quality web config file

a. Update the “Require https” key to true or false based on you are accessing the web url
with http or https.

Aspect Workforce Engagement Management Quality™ Administrator Guide Alvaria Confidential | aspect.com | 14
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b. Set Enable antiforgery key to “true or false”. If you want to set it as true, then follow the
steps in Aspect Quality™ WEM Installation Guide to configure antiforgery key.

WEM web config file

a. Update the “Require https” key to true or false based on you are accessing the web url
with http or https.

b. Set Enable antiforgery key to “true or false”. If you want to set it as true then follow the
steps in Aspect Quality™ WEM Installation Guide to configure antiforgery key.

c. Set the “QMBaseURL” - http(s)://servername/qualitywebservice/api.
4. Launch WEM using below url.
http://<servername>/wfo
5. Login as Administrator which you provided as an input during the installation.

6. Click on the main menu and Select System > Licensing link.

# Home

@ Employee Experience

3% Administration

Import

Sysitem

7. Upload a valid Quality license.

L RN

EwTRELAE S W URHE Lkl P
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L "

8. Once license is uploaded successfully, sign out and sign in to WEM again.

a. Note: This is needed to ensure the WEM Ul functions properly by considering the
uploaded license.

9. Configure Sites and Servers.

a. Click on main menu and Navigate to Administration > System > Site link.

#A Home

¢ Experience

% Administration

Import

b. Click on the Edit button.
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c. Under Database tab, click on “+” (Add) button.
d. Enter the database details and click on OK button.

# Edit Site 4+ Add Database

X
Database Information

Server Address: *

ADM19SRV3E
Name: *
FreshDE_Current

Archive Name:
FreshDE_Archive
Port: *

1433

<)

Authentication:

SOL Server

User Name: *

agm

Password: *

Ho #l
wasns]

Cancel

Aspect Workforce Engagement Management Quality™ Administrator Guide
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# Edit Site x
General Database
s
& Sefver Address = Database Name = Archive Database Name = Primary Replica =
AOM19SRV3IE FreshDB_Current FreshDB_Archive [} -
n 1= 10f1ilems

Note: If you are configuring DR then you should enter the secondary replica details and set
the Primary Replica accordingly. Refer: <<Provide the DR configuration guide.

e. Click on the OK button to save the site database details.

L1

f. Click on main menu and Navigate to Administration > System > Servers link.

Aspect Workforce Engagement Management Quality™ Administrator Guide
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# Home

= Employee Experience

% Administration

g. Click on “+” (Add) button.
h. Enter the Server name and IP Address and Save the server.

Note: Refer the Section Servers of WEM Admin guide if you want to know more about how to
configure the Servers.

BERVERE
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MERVENE

10.Configure the System Processes.

a. Click on main menu and Navigate to Administration > System > “System Processes”
link.

#A Home

& Employee Experience

% Administration

Import
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LTITIM FROCCEL T

¥+

b. Click on the “+” button.

c. Select “Process Type” as Web Server and Select the “Process Server” if you want
Mentor to live monitor the agents using MDC if not this step can be ignored.

+ Add System Process

Process Type: * Process Server: * Startup Mode:

Web Server w [AD‘.1195H".’36 n

General Web Server

Process Logging

Log Mode:

Loy L

(I Log To File

d. Select the Log Mode based on the requirement.
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+ Add System Process x
Process Type: * Process Server: * Startup Mode:
Web Server ~ AQM1ISERV3G ~

WPh Seruer

Process Logging

Log Mode:

Extrams -

¥ Log ToFile

e. Specify the web server root url (The WEM URL to accessed by MDC when the mentor
wants to create an evaluation while live monitoring the agent) Root URL format: http(s):/
/<Servername>/wfo.
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+ Add System Process »
Process Type: * Process Server: * Startup Mode:
Web Server £ ADQM19SRV3E w

General Web Server

Web Server Configuration

Root URL: *

hitp:110.101.4 1740

Third Party Client Server:

f. Click on the OK button.

SYITEM FROCEIIES

+] #

g. Click “+” button to add next process.

h. Select “Process Type” as Process Manager and Select the “Process Server”.
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+ Add System Process x
Process Type: ® Process Server; ® Startup Mode:
Process Manager ~ ADMI9SRV3E w

Process Manager

Process Logging

Log Mode:

Lionw w

(B Log To File

i. Selectthe Log Mode.
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+ Add System Process

Process Type: * Process Server: *

FProcess Manager w AQM1I9SRVI6

m Process Manager

Startup Mode:

Administrator Guide

Process Logging

Log Mode:

Extremse w

@ Log To File

j. Click on the OK button.

Cancel

SYATEMPROCEIAES

ofe]sr » w-

k. Click on “+” button to add another process.

I. Select “Process Type” as Interaction Monitor and Select the “Process Server”
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4+ Add System Process %
Process Type: * Process Server; * Startup Mode:
Interaction Monitor w ACQMI19SRVIE w Automatic w

m Redundancy Interaction Monitor

Process Logging

Log Mode:

Loww e

(B Log To File

m. Select the Log Mode
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4+ Add System Process ®
Process Type: * Process Server; * Startup Mode:
Interaction Monitor w AQM1ZSRVIE v Automatic w

m Redundancy Interaction Monitor

Process Logging

Log Mode:

Extrame w

@ Log To File

n. Click on the OK button to save the process.

BT R FEM FROCELIER

gle)F

11.Create Storage Group

a. Click on main menu and Navigate to Administration > System > Storage Groups link.
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# Home

w Employee Experience

3% Administration

b. Click on “+” button to add the storage group.

c. Enter the recording files and evaluation attachment locations and save the storage
group.
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+ Add Storage Group ]

Current Tier

MNamae: *

Recording files location: *

Description: G \ProgramData‘Aspect SoftwareiCuality ManagementiWoiceRec
Evaluation attachments location: *
G \ProgramDataiAspect SoftwareiQuality ManagementiioiceRec]
B Enable Archiving
Note: If you want to Enable Archiving, turn on the “Enable Archiving” toggle button and enter

data in all the required fields.

12.Create Switch (Unified IP Regular CTIPS)

a.

Note:

Create Unified IP Regular CTIPS by referring Aspect Quality™ Server Install Guide
Appendix E.

. Add the switch under Interaction Monitor process.

Exchange the certificates between Unified IP core, core redundant and Quality
Servers.The root certificate of unified IP servers should be installed in Quality Server
and the root certificate of Quality Server should be installed in the core and core
redundant servers

The Quality server should have certificate with FQDN (Fully Qualified Domain
Certificate)

. Add the Quality server in Unified IP core and core redundant host file.

Add Unified IP server details in Quality Server host file.

Bind the Quality Server FQDN certificate to the Unified IP Call Back Port or
Alternatively, you can use NetTCP communication with CTIPS by specifying the
certificate thumbprint in InteractionMonitor.exe.config.

. Start Quality Service.

. Check the Interaction Monitor log for the connection establishment and data sync. Also

verify if the users synchronized is appearing under Administrator > Security > Users
page for the switch.
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Once the data sync is done enable the users for “Audio and Screen Recording” to make
the calls.

Create SIP Recording Board.
Create Audio Ports using the recording board.

Create Recording Rules for the switch.

. Create Port Manager, File Mover processes. Add the audio ports created above under

the Port Manager process and the Storage Groups created under the File Mover
process.

. Stop and Start the Quality Service.

The Storage group assigned to switch when creating it should be added to the
File Mover process.

. Check if the audio ports are Ready state by opening the System Monitor.

Login as the agent to “UAD” to record the calls.

13.Unified IP Enhanced CTIPS

a.

Note:

m.

Create Unified IP Enhanced CTIPS by referring Aspect Quality™ Server Install Guide
Appendix E.

Add the switch under Interaction Monitor process.

Exchange the certificates between Unified IP core, core redundant and Quality Servers.
The root certificate of unified IP servers should be installed in Quality Server and the
root certificate of Quality Server should be installed in the core and core redundant
servers.

The Quality server should have certificate with FQDN (Fully Qualified Domain
Certificate).

. Add the Quality server in Unified IP core and core redundant host file.

Add Unified IP server details in Quality Server host file.

Bind the Quality Server FQDN certificate to the Unified IP Call Back or Alternatively, you
can use NetTCP communication with CTIPS by specifying the certificate thumbprint in
InteractionMonitor.exe.config.

. Start Quality Service

. Check the Interaction Monitor log for the connection establishment and data sync. Also

verify if the users synchronized is appearing under Administrator > Security > Users
page for the switch.

Once the data sync is done enable the users for “Audio and Screen Recording” to make
the calls.

Create Recording Rules for the switch.

Create File Mover process. Add the Storage Groups created under the File Mover
process.

Create File Receiver Process and add the Storage Groups where the recording files
need to be moved.

Create Receiver Groups from WEM

Aspect Workforce Engagement Management Quality™ Administrator Guide Alvaria Confidential | aspect.com | 30



A CISpeCt Administrator Guide

n. Stop and Start the Quality Service.
Note: The Storage group assigned to switch when creating it should be added to the
File Mover process.
o. Login as the agents to record the call.
14.Avaya

a. Create Avaya switch by referring Aspect Quality™ Server Install Guide Appendix C.

b. Add the switch under Interaction Monitor process.

c. Add Avaya server details in Quality Server host file.

d. Start Quality Service.

e. Check the Interaction Monitor log for the connection establishment and data sync. Also
verify if the users synchronized is appearing under Administrator > Security > Users
page for the switch.

f.  Once the data sync is done enable the users for “Audio and Screen Recording” to make
the calls.

g. Create Avaya DMCC Recording Board.

h. Create DMCC Recording Ports.

i. Create Recording Rules for the switch.

j- Create Port Manager, File Mover, processes. Add the audio ports created above under
the Port Manager process and the Storage Groups created under the File Mover
process.

k. Stop and Start the Quality Service.

Note: The Storage group assigned to switch when creating it should be added to the File

Mover process.

Login as the agents to record the call.

15.Cisco UCCE

a.

Create Cisco UCCE switch by referring Aspect Quality™ Server Install Guide Appendix
D.

Add the switch under Interaction Monitor process.
Add UCCE server details in Quality Server host file.

. Start Quality Service.

Check the Interaction Monitor log for the connection establishment and data sync. Also
verify if the users synchronized is appearing under Administrator > Security > Users
page for the switch.

Once the data sync is done enable the users for “Audio and Screen Recording” to make
the calls.

. Configure Cisco UCM to allow BIB recordings.

. Create Cisco BIB Recording Board.

Create BIB Recording Ports.

Create Recording Rules for the switch.
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Note:

m.

Create Port Manager, File Mover processes. Add the audio ports created above under
the Port Manager process and the Storage Groups created under the File Mover
process.

Stop and Start the Quality Service.

The Storage group assigned to switch when creating it should be added to the
File Mover process.

Login as the agents to record the call.

16.Cisco UCCX

a.

Note:

m.

Create Cisco UCCX switch by referring Aspect Quality™ Server Install Guide Appendix
D.

Add the switch under Interaction Monitor process.
Add UCCX server details in Quality Server host file.

. Start Quality Service.

Check the Interaction Monitor log for the connection establishment and data sync. Also
verify if the users synchronized is appearing under Administrator > Security > Users
page for the switch.

Once the data sync is done enable the users for “Audio and Screen Recording” to make
the calls.

. Configure Cisco UCM to allow BIB recordings.

. Create Cisco BIB Recording Board.

Create BIB Recording Ports.
Create Recording Rules for the switch.

Create Port Manager, File Mover processes. Add the audio ports created above under
the Port Manager process and the Storage Groups created under the File Mover
process.

Stop and Start the Quality Service.

The Storage group assigned to switch when creating it should be added to the
File Mover process.

Login as the agents to record the call.

17.Cisco UCM

a.
b.

o o

Install and configure Cisco TSP.

Create Cisco UCM switch by referring Serverlnstall Guide Appendix D.Also do the
configurations on UCM side to do BIB recording.

Add the switch under Interaction Monitor process.
Add UCM server details in Quality Server host file.
Start Quality Service.

Check the Interaction Monitor log for the connection establishment and data sync. Also
verify if the users synchronized is appearing under Administrator > Security > Users
page for the switch.
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g. Once the data sync is done enable the users for “Audio and Screen Recording” to make
the calls.

h. Create Cisco BIB Recording Board.
i. Create UCM_SIP Recording Ports.
j.- Create Recording Rules for the switch.

k. Create Port Manager, File Mover processes. Add the audio ports created above under
the Port Manager process and the Storage Groups created under the File Mover
process.

I. Stop and Start the Quality Service.

Note: The Storage group assigned to switch when creating it should be added to the File
Mover process.

m. Login as the agents to record the call.

# Edit System Process x

Process Type: Process Server; * Startup Mode:

ACQM19SRV36 w Automatic w

General Redundancy Interaction Monitor

Communication Configuration

TCP Port: *

—_—
ol

Switches to Monitor

Available ltems: Selected ltems:

UIP73
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2. Navigate Aspect Quality

2.1 Access the Administration Area

To access the administration area follow the steps below:
1. Go to the menu.

2. Click Administration.

# Home

w Employee Experience

% Administration

Impaort

The full range of administrator’s access rights opens.
Note: The Quality modules listed may differ based on the license and security privileges.
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The following table describes the modules in the Administrator dashboard.

Feature Description

Import Import Jobs - It explains how to import metadata and recording files to Aspect
Quality feature in Workforce Engagement Management such as creating
import jobs, editing import jobs, activate and deactivate jobs, and so on.

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

Workforce Configuration - Used for configuring Aspect Workforce server
details to upload the agent scores.

Recording * Agent Groups - Agent Groups are the groups of agents defined with the
common skill set.

e Audio Ports - Used for configuring various types of ports to meet the
needs of the call center in terms of recording capacity and security. These
are the components that actually record the phone calls and the window
activity of the agents.

* Locations - Used for configuring storage locations to which the Unified IP
software based recordings from specified telephony servers need to be
stored.

* Receiver Groups - Use Receiver Groups to record on the Telephony
Server and transmit the recording files for storage and retrieval in Aspect
Quality. You must define at least one Receiver Group for each Unified IP
switch with an Enhanced CTIPS integration.

* Recording Boards - Provides an interface for recording servers to
communicate with the cards or software components of a switch. The
recording board should be associated in audio ports to record the calls.

¢ Recording Groups - Used for grouping of one or more Audio ports based
on similar criteria (for example, the same switch or the same telephony
card). An Administrator can create a Recording Group and give only
certain Mentors permission rights to review the calls recorded on the
ports in the group(s).

¢ Recording Rules - You can base the rules on a wide variety of criteria, so
that you can create general rules that apply to the entire contact center or
specific rules that apply only to a particular agent or customer.

e Skill Groups - Used for associating one or more Agent Groups that
provides the user permission to view interaction details, view evaluation
data, score interactions and playback media.

¢ Switches - Each Aspect Quality system integrates with one or more
switches, which is used for the environmental definitions (for example:
agents, agent groups and teams) within that integration. For each of
these switches the configuration procedures need to be performed.

e Trunk Channels - When using IVR Recording, you may need to modify
existing trunk entities within the Aspect Quality system.

¢ VOIP Tap Points - Used to setup a tap point to tap Session Initiation
Protocol (SIP) or Cisco Skinny Call Control Protocol (SCCP) or Avaya
H.323 phones registered with Avaya or Cisco system.
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Feature Description

Security * APl Users - Used for configuring user accounts to access the API.

e Teams - Teams are users grouped together by, for example, schedule or
location. You can create, edit, activate/deactivate teams in the Quality
system.

e User Profiles - User profiles are a way for Administrators to assign rights
and permissions to a group of users.

e Users - Users are the individual users on the Quality system.

System e LDAP Servers - Used for configuring the LDAP or Active Directory server
details from which additional user details can be fetched for authorization
in Aspect Quality.

¢ Licensing - When you initially log into Workforce Engagement
Management - Quality, you need to set up the permissions to view the
Quality features.

e Servers - Used for configuring the servers for hosting various Aspect
Quality System Processes.

* Site - You can associate an agent with a site defined in Aspect Quality, so
that the system can invoke the proper recording server when you want an
agent’s call to be recorded.

* SMTP Server - Used for configuring the SMTP server details that sends
emails for system alerts and enables user to email evaluations.

» Storage Groups - Use storage groups to define how long to store and
where to store interactions and evaluation attachments.

* System Parameters - Allows system level configuration for certain
features.

e System Processes - Used for configuring various processes that run
within the Aspect Quality Server service.
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3.

3.1

3.1.1

System

The chapter introduces the major components that are the part of the Aspect Quality ™
system. As an Administrator, knowing the components helps you to be more productive while
using the Aspect Quality system.

The components covered are listed below:
e LDAP Servers
e Servers
* Site
e SMTP Server
e Storage Groups
e System Parameters

e System Processes

LDAP Servers

Aspect Quality supports the Lightweight Directory Access Protocol (LDAP) and Active
Directory (AD) functionality, which Administrators can use to assign policies, deploy software,
and apply critical updates to an organization from a central point. You can also use this
functionality to define overall user and group permissions and provide an integration to pull in
user login ids, domains, and email addresses into Aspect Quality automatically. The
integration can look up and populate the Active Directory or LDAP user name, domain, and
email in the Aspect Quality web client. These capabilities allow screen capture and single sign-
on to Aspect Quality, based on Windows authentication with Microsoft Active Directory.

This section describes how to add LDAP server with SSL, activate/deactivate LDAP server in
Aspect Quality.

Add LDAP Server

Follow the steps below to add LDAP Server.

1. Go to the main menu.
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2. Click Administration > System > LDAP Servers.

# Home

& Emp Experience

%% Administration

Import

3. The LDAP SERVERS window appears. Click on the +* button.

4. The Add LDAP Server window appears as shown below.

+ Add LDAP Server x
Server Type: ® Domain Name: *
Select a server type w
Server Address: * User Name: *
Port Number: * Password:
Base DN: * Authentication Type: *
Select a authenfication type ~
(I ssL @~ Sync User Email Address

Note: The fields marked (*) are mandatory fields.

5. Click on the Server Type drop-down and select Active Directory or LDAP as per your
requirement.

6. Type server address on the Server Address field.
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7. To mention the port number, click on the up/down arrows or type the number of ports on
Port Number field.

8. In the Base DN text box, type the distinguished name of the base object in the LDAP/AD
server, where the search begins. Example: cn=users,dc=rd1,dc=atc,dc=Aspect,dc=com
OR ou=People,dc=concerto,dc=com

9. If you want Aspect EX Quality to connect to LDAP server over Secure Socket Layer, toggle
on the SSL toggle button.

Note:

* Aspect EX Quality uses a secure connection to connect to the LDAP. The default
port for the SSL is replace with 636 (389 for Non SSL). In the Server Address text
box, you must type the LDAP/AD Server machine name, not the IP address, for
Aspect EX Quality to communicate to LDAP/AD over the SSL.

¢ If you toggled on the SSL toggle button, check mark will be shown under the SSL
column on the LDAP Server window.

10.In the Domain Name text box, type the domain name of the LDAP/AD server.

11.1n the User Name text box, type the credentials used to bind with the LDAP/AD server.
Example: Administrator.

12.In the Password text box, type the credentials used to bind with the LDAP/AD server.
Example: xyz.

13.Choose you authentication type from the Authentication Type drop-down list such as
Basic or NTLM.

* Basic - Select this if you want to use Basic Authentication. This requires the user to
supply a user name and password. Use this option only with Secure Sockets Layer
(SSL), because the Web server obtains the user’s credentials unencrypted, ASP.NET
applications can impersonate the caller and use their credentials to access network
resources.

* NTLM - Select this if you want to use Windows Authentication. Integrated Windows
authentication (formerly known as NTLM) means that the server negotiates with the
client to determine the protocol to use.

Note: For NTLM authentication type when you leave the username and password
fields blank in the LDAP configuration, the default network credentials
configured for the Aspect Quality Service in the Interaction Monitor server is
used to connect to LDAP/AD.

14.By default, the Sync User Email Address toggle button is turned on to pull the user’s
email IDs, if available, into the LDAP/AD server. If you want to turn off the email syncing
feature, toggle-off the toggle button.
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15.Click OK button to complete the process and the LDAP Server is added on the LDAP

SERVERS window.
LDAP SERVERS
AR Y U
Drag a column header and drop it here to group by that column
4 3erver Address = Doman. = PotNu. = BaseDN = UserNa.. =  Authenti.. =| 85L = §.. = Ac. =
10168 M 275 aspect_nt 3% Base DN goes here [amermarcn Basic V]
10.E7 gf 389 6546 NTLM
10. 1779 aspect_nt 399 Base DN goes here [rmriraran| Basic v}

1-19 of 19 ftems

Note: The grid is sorted based on server address ascending order.

Column Description

Server Address

The address of the server.

Domain Name

The domain name.

Port Number The port number of the server.
Base DN The distinguished name of the base object in the LDAP server.
User Name The username who added the LDAP server.

Authentication Type

There are two types such as Basic and NTLM.

SSL The checkmark is shown if the SSL toggle button was toggled-on.

Sync Email The checkmark is shown if the Sync User Email Address toggle button
was toggled-on.

Active The checkmark is shown if the LDAP server is active.

3.1.2 Activate and Deactivate LDAP Server

After adding a LDAP Server, you can activate and deactivate the LDAP Server. Refer to Add
LDAP Server on page 3-38 section.

3.1.3 Activate LDAP Server

Follow the steps below to activate a LDAP Server.
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1. After adding the LDAP Server, select the LDAP Server and click activate button.

LDAP SERVERS

C+I

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

A Server Address = Domain.. = PotNu.. = BaseDN = UserNa.. =| Autheni.. = 85L = 8. = Ac. =
Add LDAP from Classic1 M 636 123 11 Basic v] +
alvaria 3 kkk) kkt) 3 Basic V]

from classic Createds 2225 3895 1235 3335 Basic /]

LDAP 123 123 123 NTLM (V]

ord2012dc2 ord2012 636 cn=users,dc=ord2012,dc=labs,dc... Administrator Basic (]
IQM_szmz_RZ wio 636 cn=users,dc=wio dc=com Administrator Basic (v] I
servert Pr)] 2222 3333 2 NTLM

-

2. After clicking on activate button, checkmark will be shown under the Active column.

LDAP SERVERS

AN B @

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

& Server Address = Domain.. = PortNu.. = BaseDN = UserMa.. =  Authenfi.. = S5L = 8. = Ac. =
Add LDAF from Classicl M1 636 123 1" Basic [v] =
alvaria 3 3333 333 3 Basic [v]

from classic Createds 2225 3895 1235 3335 Basic V] [v]

LDAP 123 123 123 NTLM (V]

ord2012dc2 ord2012 636 cn=users,dc=ord2012 de=labs,dc...  Administrator Basic V] [v]

QM_Win2012_R2 wio 636 cn=users, dc=wfo,dc=com Administrator Basic (V] E
serverl 222 2222 333 22 NTLM V]

n 1-19 of 19 items

3.1.4 Deactivate LDAP Server

Follow the steps below to deactivate a LDAP Server.
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1. Select the activated LDAP Server and click on deactivate button.

LDAP SERVERS
2|[+|[+

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

4 Server Address =| Domain.. = PortNu =  BaseDN = UserNa.. =| Autheni.. = S85L = Sy.. = Ac. =
Add LDAP from Classic? 111 636 123 11 Basic (V] V] *
alvaria 3 1 m ] Basic (V] (V]
from classic Createds 2225 3895 123 333 Basic (] (V]
LDAP 123 123 123 NTLM V]
ord2012dc2 ord2012 636 cn=users, dc=ord2012 dc=labs,dc...  Administrator Basic V]
IOM_Win2012_R2 wio 636 cn=users,dc=wio,dc=com Administrator Basic (V] (V] I
servert 222 222 3333 2 NTLM V] .
n 1-18 of 19 items
2. After clicking on deactivate button, the Active column will be blank.
LDAP SERVERS
AR P
Drag a column header and drop it here to group by that column
4 Server Address = Domain.. = PortNu.. = BaseDN = UserNa.. = Autheni.. = 85L = 8. =| Ac. =
Add LDAP from Classic1 m 636 123 1 Basic /] B
alvaria 3 3333 333 3 Basic ®
from classic Createdd 2225 3895 1235 333 Basic (V]
LDAP 123 123 123 NTLM /]
0rd2012dc2 0rd2012 636 cn=users,dc=0rd2012,dc=labs, dc... Administrator  Basic ]
IOM_WmZOWE_Rz wfo 636 cn=users, de=wfo dc=com Administrator Basic (v] I
servert 22 2222 3333 2 NTLM
-

3.1.5 Edit a LDAP Server

To edit a LDAP Server, perform the following steps.

1. Go to the main menu.
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2. Click Administration > System > LDAP Servers.

#A Home

& Empl

3% Administ

3. Select the LDAP Server and click on the Edit button.

LDAP SERVERS

::+&

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

& Server Address = Domain... = PortNu.. = Base DN = UserNa.. = Authenti.. =| SSL = Sy = A =
Add LDAP from Classic! m 636 123 1 Basic (V] (] (] -
alvaria 3 3333 333 3 Basic V] (/] ]
new 44 22 22 44 Basic (]

NTM 656 546 6546 NTLM V] V] (]
ord2012dc2 ord2012 636 cn=users, dc=ord2012 de=labs,dc...  Administrator Basic ] ] (]
OM_Win2012_R2 wfo 636 cn=users, dc=wfo,dc=com Administrator Basic ] ] (]
serveri 222 2222 33313 22 NTLM V] (]

n 1-19 of 19 items
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4. The Edit LDAP Server window appears.

# Edit LDAP Server x
Server Type: * Domain Name: *
Active Directory w wio
Server Address: * User Name: *
QM_Win2012_R2 Administrator
Port Number: * Password:
636 s
Base DN: * Authentication Type: *
cn=users,dc=wfo,dc=com Basic v
SSL Sync User Email Address

5. Edit the fields as per your requirement.
Note: Refer to Add LDAP Server on page 3-38 section, step 4 to 15.

6. Click the OK button to complete the process.

3.2 Servers

The Aspect Quality has one or more servers that operate on the network to run both the real-
time recording of calls and the web pages to search for and play back calls. For large systems,
you must have more than one server to handle recording an extensive number of calls at one
time. Generally, only Aspect Quality Administrators must identify the Aspect Quality servers.

This section describes about how to Navigate, Add, Edit and Delete Servers.

3.2.1 Navigation to the Servers

Follow the steps given below to navigate to the Servers page:

1. Go to the main menu.
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2. Click Administration > System > Servers.

3. The Servers page appears as given below:

SERVERS

\+| 4 E

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

4Name = IPAddress = Process Types
AQMQAS

AQMSRV03 10100 49 114

AQMSRV04 10100 45160

FHSYRETRYTRY 2222

FWE 4446

LOM-AQMSM1 Speech Analyzer
REET

SAEGG 10.100.45.234

rer, File Receiver, Im|

$G-20198 10.100.45.157 ort Manager, Report Man
86-2019C 10100 49 146
TEST 10314133
n 1-1of 11items
4. The Menu buttons 2 4 # @ onthe Servers page are described below:

Description

Refresh | = Refreshes the users grid with latest user changes. Instead of
the browser refresh button user can click on this menu button
which will refresh only the grid data and not the page.
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Icons Description

Add == Allows to add a new Server.

Edit  » Updates the details of the selected Server listed on the Servers
page.

Delete ! Allows to delete the selected existing Server from the list.

5. The grid columns on the Servers page are described below:

Icons Description

Name The Name of the Server.
IP Address The Servers connected to the IP Address.
Process Types The Process assigned to run on the Server will be displayed.

3.2.2 Add Servers

To add Servers, perform the following steps:

1. Go to the main menu.

2. Click Administration > System > Servers.
3. The Servers page appears.

4. Click on the Add icon on the Servers page.
5

. The Add Server dialog appears as given below:

+ Add Server b 4

Name: *

(3 DNS Resolution
IP Address: *

Note: The fields marked (*) are mandatory fields.

6. Enter the host name of the Server in the Name field.

Note: If you enable Secure Communication across the Aspect Quality system, the server
name must be the Fully Qualified Domain name (FQDN). Otherwise, the name must
be the non-qualified/NetBIOS server name.
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7. By default, DNS Resolution will be flagged off.

8. Enter the IP Address either manually or it can be searched by clicking the Search icon
next to the Name field & .

Note: When the Search icon is clicked, the IP address field populates with a list of IP
addresses resolved with DNS, based on the name that you entered in the Name text
box. If the server has been assigned multiple IP addresses, Aspect recommends
that you select a specific IP address for Aspect Quality to use on the server, unless
DNS resolution only resolves to the single, specific IP address that you want to use.

Note: When DNS Resolution is flagged on, the IP Address text box and the Search icon
will be disabled automatically, as shown below:

+ Add Server x

Name: *

@) DNS Resolution

9. Click the Save button to save the given Server to the grid, as shown below:

SERVERS

C ¥+ |2\ w

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

4 Name = IPAddress = Process Types
AQMOAS

AQMSRV03 10.100.49.114

AQMSRV04 10.100.45.160

FHSYRETRYTRY 2222

FWE 4448

LOM-AQMSM1 Speech Analyzer
REET

SAEGG 10.100.45.234

AP| Web Service, Archiver, Exporter, File Mover, File Receiver, Im|
5G-20198 10.100.45.157 Interaction Monitor, Invitation Manager, Port Manager, Report Man
Web Server, IVR Import

5G-2019C 10100 49 146

TEST 10.31.4.133

13

n 1-110f 11 items
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3.2.3 Edit Servers

To edit Servers, perform the following steps:

-_—

. Go to the main menu.

. Click Administration > System > Servers.

2

3. The Servers page appears.

4. Select the available Server from the grid that needs to be edited and click the Edit icon .
5

. The Edit window appears, as shown below:

& Edit Server x

Name: *
ADMQAB (G
(3 DNS Resolution

IP Address: *

125.19.240.1

6. Edit the fields as per your requirement.
Note: Refer to Add Servers on page 3-47, step 4 to 8.

7. Click the Save button to complete the process.

3.2.4 Delete Servers

To delete Servers, perform the following steps:
1. Go to the main menu.

2. Click Administration > System > Servers.
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3. The Servers page appears, as shown below:

SERVERS

2| +|s @

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

& Name = |PAddress = Process Types
AQMQAS 125.19.240.1

Archiver, Exporter, File Mover, File Receiver, Interaction Moniter,
5G-20198 10.100.45.157

Manager, Report Manager, \Web Server

3

n 1-20of 2 items

4. Select the available Server from the grid that needs to be deleted and click the Delete
icon.

5. The Warning dialog box appears to confirm the deletion of the selected Server, as shown
below:

A Warning x

Are you sure you want to delete?

o I

6. Click Yes to delete or No to cancel the deletion of the selected Server.
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7. Yes option is selected and the listed Server is deleted from the grid, as shown below:
SERVERS
Al

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

4 Name = P Address = Process Types
7 Archiver, Exporier, File Mover, File Receiver, Interaction Monitor, F
5G-20198 10.100.45.157 7
Manager, Report Manager, Web Server
b

1-10f1items

Note: The Delete option for the Servers will be disabled, when one or more process is
associated with the Server.

3.3 Site

Only Aspect Quality Administrators can configure the site definition.

In Aspect Quality, Site allows the user to define the database details. This section describes

about Edit and Delete a Site, also how to Add, Edit, Delete a database and set it as a Primary
Replica with LDAP Sync.

3.3.1 Navigation to the Site

Follow the steps given below to navigate to the Site page:

1. Go to the main menu.
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2. Click Administration > System > Site.

# Home

& Em xperience

3% Administration

Import

= Primary Repica =

it AQMQAS, AQMISRVO3, AQMSRVO4, FHSYRETRYTRY, FWE, LOM-AQWSM1, REET, SAEGG, (0o
shatote SG-20198, $G-2019C, TEST o

,

4. The Menu buttons | ~ » @ on the Site page are described below:

Icons Description

Refresh | = Refreshes the users grid with latest user changes. Instead of
the browser refresh button user can click on this menu button
which will refresh only the grid data and not the page.

Edit  » Updates the details of the selected Site listed on the Site page.

LDAP/AD Sync € Allows to sync the LDAP/AD details.
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5. The grid columns on the Site page are described below:

Icons Description

Name The name of the Site.
Servers The servers connected to the Site.
Primary Replica Sets the preferential Database as a primary replica.

3.3.2 Edit a Site

To edit a Site, perform the following steps:
1. Go to the main menu.

2. Click Administration > System > Site.
3. The Site page appears.

4. Select the Site from the Name column that needs to be edited and click on Edit button.

SITE

SG‘
Drag n

rag a column header and drop it here to group by that column
4 Name = Semers = Primary Replica =

e AQMQAS, AQUISRVO3, AGMSRVO4, FHSYRETRYTRY, FWE, LOVI-AGMSM1, REET. SAEGG,
i $G-2019B, S6-2019C, TEST 2

n 1-10f 1 items
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5. The Edit Site window appears to edit the fields as per your requirement.

# Edit Site x
Name: *
Default Site
LDAP Servers:
AD1 w

On the Edit Site window, two tabs are available:
e General Tab
e Database Tab

6. Click the Save button to save the changes.

3.3.2.1 General Tab

¢ Name: This is the name of the Site that is selected already from the grid for the edit.
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« LDAP Servers: This is the list of the available Active LDAP servers that can be selected

from the drop-down.

& Edit Site

Name: *

Default Site

LDAP Servers:

AD1 ~

After editing the required fields, click the Save button.

Aspect Workforce Engagement Management Quality™ Administrator Guide

Alvaria Confidential | aspect.com | 55



A CISpeCt Administrator Guide

3.3.2.2 Database Tab

* Menu buttons on the Database tab are described below:

# Edit Site x

i General

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

4 Server Address = Database Name = Archive Database Name = Primary Replica =
10.100.49.113 agmdevtest aqm_archive

10.100.49.114 agmdevtest agm_archive

5G-2019A agm agm_archive

5G-20198 agmdevtest AQM_ARCHIVE V]

n 1-40ofditems

Icons Description
Add Add the database connection string details to the Quality

database which is configured in Quality Configuration Utility.

Edit Updates the database connection string details for the
selected database added to the grid.

Delete Deletes the database connection string details from the
Quality.
Set Primary Replica Sets the selected Database, listed in the grid as primary.

All the CRUD (Create, Read, Update and Delete) operations
will be done on the database which is set as Primary.

* The grid headers of the Database tab are explained briefly below:

Column Description

Server Address This is the Server name of the Aspect Quality database server.
Database Name This is the name of the Aspect Quality database.

Archive Database If the user wants to archive the data then this database name
Name have to be configured.
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Column Description

Primary Replica This is the selected database that is listed in the grid as
primary. This database has & icon in the Primary Replica
column.

Note: 1. Delete and Set Primary Replica icons will be
disabled for the replica that is set as Primary.

2. Only one database can be set as Primary Replica.

3.3.2.21 Add Database

The Add Database window appears by clicking the Add icon as shown below:

+ Add Database x

Database Information

Server Address: *

Name: *

Archive Name:

Port: *
1433
Authentication:

Windows w

Note: The fields marked (*) are mandatory fields.

The Database Information fields are briefly given below:

1. Server Address: Server name of the Aspect Quality database server.
2. Name: Name of the Aspect Quality database.

3. Archive Name: Name of the database that will be available, when the system moves and
stores the Archived media metadata.
For example: QM_Archive. The Current/ Historical and Archive databases must reside on
the same Microsoft SQL Server instance and use the same credentials for access. If you
do not use archiving, you can leave this field empty.
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4. Port: TCP port number that Aspect Quality uses to communicate with the SQL Server. The
default is 1433.

5. Authentication: Select the SQL Server option from the drop-down. Once you select the
Authentication option, the User Name and Password fields are active.

Note: Aspect Quality supports Windows Authentication for SQL Server access. If you are
using Windows Authentication to connect to the Aspect Quality database, you do
not need to enter any User Name or Password at this window. When Aspect Quality
attempts to access the Aspect Quality database, the Aspect Quality service uses the
Windows account during Log On As setting to access the database.

6. User Name: SQL Server user name that you use to access the Aspect Quality database.

7. Password: Allows you to set the new password or use the existing password to access the
Aspect Quality database. When you click on the password field available options list
appear.

8. Click the OK button to Add the database or Cancel button to cancel the database.

9. When the Cancel option is selected, the Warning message appears to confirm the
cancellation. Select Yes to confirm cancellation or No to return to the previous screen, as
shown below:

 Warning x

You have unsaved changes. Are you sure you want to leave and
lose your changes?

v EECES

3.3.2.2.2 Edit Database

Select the existing database from the Database tab that needs to be edited. Click the Edit icon
and the Edit Database window appears as shown below:
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{#: Edit Database %

Database Information

Server Address:

5G-20198

Name:

21.1Current

Archive Name:

21.1Archive
Port:

Authentication:

SQL Server ~

User Name: *

sa

Password: *

1. Edit the fields as per your requirement.
Note: Refer to Add Database on page 3-57 section, step 1 to 8.

2. Click the OK button to complete the process.

3.3.2.2.3 Delete Database
Select the existing database from the Edit Site grid that needs to be deleted.

1. Click the Delete icon and the Warning window appears to delete database, as shown
below:

Warning x

Are you sure you want to delete the '10.100.49.113' database?

v EEEE.

2. Select Yes to delete the database and No to cancel the deletion.

Note: Delete button will be disabled for the database in the Edit Site grid that has been set as
Primary Replica, as shown below:
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# Edit Site x

General

+ ||

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

4 Server Address = Database Name = Archive Database Name = Primary Replica =
10.100.49.113 agmdevtest agm_archive

10.100.49.114 agmdeviest agm_archive

5G-2019A agm agm_archive

SG-2019B agmdeviest AQM_ARCHIVE (V]

n 1-40of4items

3.3.3 LDAP/AD Sync

To Sync a Site, perform the following steps:
1. Go to the main menu icon.
2. Click Administration > System > Site.

3. The Site page appears.

Aspect Workforce Engagement Management Quality™ Administrator Guide Alvaria Confidential | aspect.com | 60



A aspect

Administrator Guide

4. Select the Site from the Name column that needs to be synced and click on LDAP/AD
Sync button.

SITE

S&'

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

+ Name

= Servers | Primary Replica =
Diefault Sit AQMQAS, AOMSRV03, AQMSRV04, FHSYRETRYTRY, FWE, LOM-AQMSM1, REET, SAEGG SG-20198
efault Site 3-
i S5G-2019B, 5G-2019C, TEST
»

1-10f 1iiems

5. The LDAP/AD Sync Success message window appears, as shown below:

& Success x

LDAR/AD details synced successfully.

6. Click the OK button to save the changes.

3.4 SMTP Server

This section describes how to view the existing SMTP Server and how to Add, Edit and Delete
the SMTP Server in the system.

Note: Maximum one SMTP Server can be created for any system. So, if a different SMTP

Server is required, user can either edit the existing SMTP Server or delete the same
and then create a new SMTP Server.
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3.4.1 Navigation to SMTP Server

Follow the steps given below to navigate to the SMTP Server page:
1. Go to the main menu.

2. Click Administration > System > SMTP Server.

#A Home

& Employee Experience

%% Administration
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3. The SMTP Server page appears, as given below:

SMTP SERVER
c ralR:
Drag a column header and drop it here to group by that column
& Server Name = System Email Address = User Name = Port = SSL =
email-sm=aws com NoReply@mail AKIA 58 [}
n 1-10f1items
4. The Menu buttons -, +[2)[g]on the SMTP Server page are described below:
o )
Icons Description
Refresh o Refreshes the SMTP server grid with latest SMTP server
changes. Instead of the browser refresh button user can click
on this menu button which will refresh only the grid data and not
the page.
Add + Adds the new SMTP server to the grid.
Edit # Edits the SMTP server existing in the grid.
Delete Deletes the existing SMTP server listed in the grid.

5. The grid columns on the SMTP Server page are described below:

Column Description

Server Name The name of the SMTP server.

System Email Address The system will send the e-mails using the specified System
Email Address.

User Name The specified user name will be used to connect to the SMTP
server.

Port The port number will be used by the SMTP server to send e-
mails.
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Column Description

SSL The SMTP server’'s SSL status is displayed by the checkmark
icon, whether SSL was active or not.

3.4.2 Create SMTP Server

To create a new SMTP Server, perform the following steps.

1.

2
3.
4

Go to the main menu.

. Click Administration > System > SMTP Server.

The SMTP Server page appears.

. Click on the Add button. The Add SMTP Server definition window appears.

+ Add SMTP Server x
Server Name: *
System Email Address:
User Name:

Password:

Port: *

<>

25

(I ssL

Note: The fields marked (*) are mandatory fields.
Enter the name or IP Address of the mail server in the Server Name text box.

Enter the Email address or server address which the system will use to send the Emails in
the System Email Address text box. The System Email Address is the From e-mail
address from which the system seems to send the alerts, and must be a valid SMTP
address on the external e-mail system.

Enter the name of the user in the User Name text box to optionally authenticate the SMTP
server for sending e-mail.

Enter the password in the Password text box for the SMTP user name.

Enter the port number to connect to the Email server, either manually or using the arrow
keys in the Port text box. By default, the port number will be displayed as 25. The Port
number value can be entered ranging between 1 to 65535.
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10.The SSL toggle key is unflagged by default. To enable the STARTTLS SMTP extension for
secure connections to the Email server, flag the SSL toggle key.

11.Click OK to create the SMTP Server.
By default, the new SMTP Server which is created will be listed in the grid. Now, the
Add + button will be disabled and the Edit and Delete buttons will be enabled.

3.4.3 Edit SMTP Server

To edit a SMTP Server, perform the following steps.

1. Go to the main menu.

2. Click Administration > System > SMTP Server.

3. The SMTP Server page appears.

4. Select the available SMTP Server from the grid for editing and click the Edit icon.
5. The Edit SMTP Server window appears, as shown below.

# Edit SMTP Server x

Server Name: *

email-smaws.com

System Email Address:
MNoReply@mail
User Name:

AKI

Password:

Port: *

<y

5

@ ssL

6. Edit the field values as per your requirement.
Note: Refer to Create SMTP Server on page 3-64 section, step 4 to 11.

7. Click the OK button to complete the process.

3.4.4 Delete SMTP Server

To delete a SMTP Server, perform the following steps.

1. Go to the main menu.
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3.5

3.5.1

2. Click Administration > System > SMTP Server.
3. The SMTP Server page appears.

4. Select the available configured SMTP Server from the grid for deleting and click the Delete
icon.

5. Awarning message appears, if you want to delete or not, as shown below.
A Warning x

Are you sure you want to delete?

No Yes

6. Select the Yes option to delete the listed SMTP Server.

Storage Groups

This section describes how to view the existing storage groups, and how to create, edit,
activate, and deactivate the storage group in the system.

What is a Storage Group?

A storage group defines how long to store and where to store interactions and evaluation
attachments.

The storage group can exist in one of the following storage conditions.

Storage Condition Description

Active * You can play and evaluate recordings.
* Frequently-accessed recordings are stored here.

* Example: Store an interaction or an evaluation for 90 days on the Media
server.

Historical * You can play recordings.
¢ You can review previously-created evaluations for an interaction.
¢ Less-frequently accessed recordings that are stored here.

* Example: Store an interaction or an evaluation for 2 years on the Storage
Area Network (SAN).

Archive * You can play recordings.
* You can review previously-created evaluations for an interaction.

¢ Interaction records are moved from the Aspect Quality Primary database
to the Archive database.

* Example: Store an interaction or an evaluation for 5 years on the Network

Attached Storage (NAS).
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Storage Condition Description
Elimination point * The place in time at which the system deletes interactions and database
records.

* Example: Delete interactions older than 5 years.

3.5.2 Storage Group List

This module describes how to view the storage groups that are available in the system.
1. Log in to Workforce Engagement Management as an Administrator.

2. From the main menu, click Administration > System > Storage Groups..

# Home

= Empl Experience

% Administration

System
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The Storage Groups page opens with a list of created storage groups displayed in the

table.
STORAGE GROUPS
AL AV b

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

4 Name = Description = Aclive =
3.7 storage [v]
Avaya_T_storage (/]

edited 123

enable archive dod [v]

enter 0 values (/]

From WFQ created from WFQ [v]
0999999999 hhhhhhhhh nnnnnnnnn jjjjj kkk mmmmm ggg [v]
Import Default Storage Group Storage Group Created for Import Switch by system [v]
ImportsG V]

new [v] -

f 15 items

=1

n 1-15

The following table contains the description of buttons available on the Storage Groups
page.

Button Description
Refresh the Storage Groups table

Refresh

Create a new storage group

|Add |

Edit an existing storage group
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Button Description

Make a storage group active (available for use)
Activate I

Make a storage group inactive (not available for use)

Deactivate |
The following table describes the columns in the Storage Group table.

Column Description

Name Name of the storage group

Description Description of the storage group

Active If the storage group is active (available for use), then a check mark
displays in its row

The maximum number of storage groups records per page is 100. Use the Pagination
buttons below the table to navigate to the Next Page, Last Page, Previous Page, or First
Page.

3.5.3 Add a New Storage Group

To create a storage group in the system and add archiving details, perform the following steps.

1. On the Storage Groups page, click Add.

Add
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The Add Storage Group window opens with the Current Tier tab active.

'+ Add Storage Group x

* Current Tier Historical Tier Archive Tier
Name:

Recording files location: *

Description:

Evaluation attachments location: *

(B Enable Archiving

2. In the Name text box, type the name of the storage group. The maximum number of
characters allowed is 50. The Storage Group name must be unique and is a required field.

Note: All required field are marked with a red asterisk (*).

3. In the Description text box, type a description for the storage group. The maximum
number of characters allowed is 100.

4. If you are using archiving in the system, select Enable Archiving.

With the archiving feature, the media files can exist in a different location during the
lifecycle of the media.

By default, the Enable Archiving option is disabled, and Historical Tier and Archive Tier tabs
are inactive.
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In the Current Tier, only the Recording files location and Evaluation Attachments location
fields are available, until you select Enable Archiving. Then, the following fields display.

+ Add Storage Group

Name: *

Description:

Enable Archiving

®

Archive Tier

Historical Tier

Recording files location: *

Evaluation attachments location: *

Pending interaction disposition time limit: *
2| days

Mave to Historical after: *
S days

Delete instead of moving to Historical:

(I Audio Files

(I Screen Capture Files

(I Chat Transcript Files

(I Email Transcript Files

Protect for: *

~
w

days

Cancel

5. If you selected Enable Archiving, complete the following fields.

Field Description

Recording files location

Enter a UNC Path where you want all recording/screen capture files
for this storage group are to be stored while the interaction with which
the files are associated resides within the Current tier.

Note: A maximum of 250 characters is allowed.

Evaluation attachments
location

Enter a UNC Path where you want all scorecard attachment files for
this storage group are to be stored while the interaction with which the
files are associated resides within the Current tier.

Note: A maximum of 250 characters is allowed.

Pending disposition interaction
time limit

Enter or select a numeric value (Max 10000 and Min 0) for the
number of days after which you want the system to delete the expired
Pending media.

Note: This action does not apply to the Protected interaction/media.

Aspect Workforce Engagement Management Quality™ Administrator Guide

Alvaria Confidential | aspect.com | 71




A CISpeCt Administrator Guide

Field Description

Move to Historical after Enter or select a numeric value (Max 10000 and Min 0) for the
number of days after which you want the interaction to qualify for
Historical processing.

For example, if the interaction was recorded on 5 January 2017, and if
the Move to Historical after field is configured as 10 (days), then the
system moves the recording files to the Historical location after 15
January 2017.

Note: The numeric value must be less than or equal to the Move to
Archive after field on the Historical Tier tab.

Delete instead of moving to To delete the audio media files when processed for Historical tier
Historical - Audio Files transition, select Audio Files.

Note: This action does not apply to the Protected interaction/media.

Delete instead of moving to To delete the video media files when processed for Historical tier
Historical - Screen Capture transition, select Screen Capture.

Files Note: This action does not apply to the Protected interaction/media.
Delete instead of moving to To delete the chat transcript files when processed for Historical
Historical - Chat Transcript transition, select Chat Transcript Files.

Files Note: This action does not apply to the Protected interaction/media.
Delete instead of moving to To delete the email transcript files when processed for Historical
Historical - Email Transcript transition, select Email Transcript Files.

Files

This will also delete any attachments, if present in the Email
transcript.

Note: This action does not apply to the Protected interaction/media.

Protect for Enter or select a numeric value (Max 10000 and Min 0) for the
number of days after which you want the system to move the
protected media from the Current storage locations to the Historical
locations.

The numeric value must be less than or equal to the value entered in
the Historical Tier tab’s Protect for field.
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6. Select the Historical Tier tab.

=+ Add Storage Group

Name: *

Description:

Enable Archiving

£ Current Tier Archive Tier

Recording files location: *

Evaluation attachments location: *

Move to Archive after: *
> | days

Delete instead of moving to Archive:

(T Audio Files

(B Screen Capture Files

(W Chat Transcript Files

(I Email Transcript Files

Protect for: *

A

days

7. If you want to use Historical archiving, use the following table to complete the fields.

Field Description

Recording files location

Enter a UNC Path where you want all recording/screen capture files
for this storage group to be stored while the interaction with which the
files are associated resides within the Historical tier.

Note: A maximum of 250 characters is allowed.

Evaluation attachments
location

Enter a UNC Path where you want all scorecard attachment files for
this storage group to be stored while the interaction with which the
files are associated resides within the Historical tier.

Note: A maximum of 250 characters is allowed.

Move to Archive after

Enter or select a numeric value (Max 10000 and Min 0) for the
number of days after which you want the interaction to qualify for
Archive processing.

For example, if the interaction was recorded on 5 January 2017, and if
the Move to Archive after field is configured as 20 (days), then the
system moves the recording files to the Historical location after 25
January 2017.

Note: The numeric value must be less than or equal to the Move to
Historical after in the Current Tier tab.

Delete instead of moving to
Archive - Audio Files

To delete the audio media files when processed for Archive transition,
select Audio Files.

Note: This action does not apply to the Protected interaction/media.
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Field Description

Delete instead of moving to To delete the video media files when processed for Archive transition,
Archive - Screen Capture Files | select Screen Capture.

Note: This action does not apply to the Protected interaction/media.

Delete instead of moving to To delete the chat transcript files when processed for Archive
Archive - Chat Transcript Files transition, select Chat Transcript Files.

Note: This action does not apply to the Protected interaction/media.

Delete instead of moving to To delete the email transcript files when processed for Archive
Archive - Email Transcript Files | transition, select Email Transcript Files.

Note: This action does not apply to the Protected interaction/media.

Protect for Enter or select a numeric value (Max 10000 and Min 0) for the
number of days after which you want the system to move the
protected media from the Historical storage locations to the Archive
locations.

Note: The numeric value in the Historical Tier tab must be greater
than or equal to the value entered in the Current Tier tab’s
Protect for field.

8. Select the Archive Tier tab.

+ Add Storage Group x

o Current Tier Historical Tier
Name:

Recording files location: *

Description:

Evaluation attachments location: *

Permanently delete Archived items:
>

@~ Enable Archiving Delete afte
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9. If you want to use Archiving, use the following table to complete the fields.

Field Description

Recording files location Enter a UNC Path where you want all recording/screen capture
files for this storage group to be stored while the interaction with
which the files are associated resides within the Archive tier.

Note: A maximum of 250 characters is allowed.

Evaluation attachments Enter a UNC Path where you want all scorecard attachment files
location for this storage group to be stored while the interaction with which
the files are associated resides within the Archive tier.

Note: A maximum of 250 characters is allowed.

Permanently delete Archived To delete both the Archived media files from the Archive storage
items location and from the associated metadata stored in the Archive
database, select Permanently delete Archived items.

Note: This action does not apply to the Protected interaction/
media.

Delete after Enter or select a numeric value (Max 10000 and Min 0) for the
number of days (from when the system created the media) that
you want to delete the media and the metadata from the Archive
storage location and from the Archive database.

Note: This action does not apply to the Protected interaction/
media.

10.Click OK. The new storage group is created and displays in the Storage Groups page in the
table.

3.5.4 Edit Storage Group

Use the edit feature to change storage group basic details, including details in the Current Tier,
Historical Tier, and Archive Tier tabs.

Note: Only an Administrator has permission to edit a storage group.

1. From the Storage Group page, in the table, select the storage group that you want to edit.
and click Edit.
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The Edit Storage Group window opens.

# Edit Storage Group x
- Historical Tier Archive Tier
Name:
Recording files location: *
s I
Evaluation attachments location: *
|
Pending interaction disposition time limit: *
o | days
Enable Archiving Move to Historical after: *
o days

Delete instead of moving to Historical:

(I Audio Files

(I Screen Capture Files
("I Chat Transcript Files
(I Email Transcript Files
Protect for: *

~

days

2. Change the fields on the window that you want to edit.

3. Click OK. The system saves your changes, closes the Edit Storage Group window, and
displays in the Storage Groups page.

Note: For Aspect Quality Media Playback, you must modify the Media Storage Paths (Current
Historical and Archive) configured ion the Storage Groups, by adding the Network
Service, Users and Aspect Quality Service account to the Security Tab and granting
Full permission to the Media Storage path.
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IR P MediaStore
Home Share View
i’j—:_l - 4 [j, ¥ This PC » Local Disk (Dx) » MediaStore
<4 Favorites Mame Date modified Type
B Desktop \ Attach 725247 AM  Filefol
|8 Downloads | Current 3/9/20152:95AM  Filefol

il Recent places S e SR
- i -...\.. s fi} AR A

[ Genersl | Shanng | Securty | Previous Versons | Customize |

18 This PC

€k Network Object name:  D:\MediaStore\Currert

Group or user names:

B2, SYSTEM Pz

PINETWORK SERVICE &

[<] B M

To change pemissions, click Edit.

Pemissions for NETWORK
SERVICE

Full control

Modify

Read & execute

List folder contents

Fead

Write

CAKNAAN|E

For special permissions or advanced settings,
click Advanced.

2items  1item selected

Note: Enable the inheritable permissions on the Media Storage folder in the Advanced
Security Settings for Playback. Verify that you have enabled inheritance and selected
Replace all the child object permission entries with inheritable permission entries from
this object checkbox.

Note: The Media Storage Folder should not be named as Voicerec since the webserver has a
voicerec Folder for caching the File that is played back.
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Advanced Security Settings for MediaStore

Permission entries:

Mame: D:\MediaStore
Owner: Administrators (QMDEV-NN\Administrators) ®) Change
Permissions Share Auditing Effective Access

For additional information, double-click a permission entry. To modify a permission entry, select the entry and click Edit (if available).

Type Principal Access Inherited from Applies to
S8 Allow  NETWORK SERVICE Full control Mone This folder, subfolders and files
SR Allow  SYSTEM Full control Mone This folder, subfolders and files
a Allow  Administrator Full control MNeone

This folder, subfolders and files

Add Remove View

Enable inheritance

[ Replace all child object permission entries with inheritable permission entries from this object

Cancel Apply

3.5.5 Activate a Storage Group

To make a storage group in the Storage Group page active, perform the following steps.
Note: The Activate button is enabled only for an inactive storage group.

1. On the Storage Groups page, select the storage group that you want to activate from the

table.

Aspect Workforce Engagement Management Quality™ Administrator Guide

Alvaria Confidential | aspect.com | 78



A CISpeCt Administrator Guide

2. Click Activate.

STORAGE GROUPS

.'3+9‘

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

4 Name = Description

3.7 storage [v]

Avaya_7_storage [v]

edited 123

enable archive dgd
enter 0 values
From WFO created from WFO

099099g9g9gg hhhhhhhhh nnnnnnnnn jjjj kkk mmmmm ggg

» 9 0 00

-
lomm ot Ponfarls Do PLS——

Oincnna Aeaus Oraciad far lnanack Cauitab b auntam.

1-15

=1

f 15 items

The system activates the Storage Group and refreshes the Storage Group page.

3.5.6 Deactivate a Storage Group

To make a storage group in the Storage Group page inactive, perform the following steps.

Note: The Deactivate button is enabled only for an active storage group.

1. On the Storage Groups page, select the Storage Group that you want to deactivate from
the table.

2. Click Deactivate.
STORAGE GROUPS

2|+ [#

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

4 Name = Descripticn

= Active =

3.7 storage (]
Avaya_T7_slorage (]
edited 123

enable archive dgd (]
enter 0 values [/]
From WFQ created from WFQ <
0000009999 hhhhhhhhh nnnnnnnnn jiij kkk mmmmm ggg <

-
Imnnnck Miagasit Sdnrnna, oS- Ctaramn Cranm Arnatad far manart Caitah b astam, -
1-15of 15items

The system deactivates the Storage Group and refreshes the Storage Group page.

3.6 System Parameters

In Workforce Engagement Management, Performance and Quality consist of various System
Parameters. This section describes how to use those System Parameters in Aspect Quality.
The System Parameters features are below.

¢ Media File Download
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¢ Report Storage Path

¢ Insert Silence During Pause

* Default Player for Chat Interaction

¢ Disqualifying Rule Overrides Parent

¢ Use Ani & Dnis From CTI for UIP Switch

3.6.1 Media File Download

Media File Download feature allows the user to download the media files such as video and
audio interactions, audio interactions, screen interactions in the Interaction window or Search
Results page. Refer 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 the Download button.

1. Login to Workforce Engagement Management.

2. Go to Main Menu and click on Administration > System > System Parameters as shown
below.

# Home

m Emp e Experience

% Administration

3. The SYSTEM PARAMETERS window appears.
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¢ When Aspect Performance is integrated with Aspect 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

Performance |:Eiil

< ¢

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

4 Parameter Name = | Parameter Value

Media File Download Enabled E

Report Storage Path

* For standalone Aspect Quality, refer the below screenshot.

SYSTEM PARAMETERS

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

4 Parameter Name = Parameter Value

Media File Download Enabled E

Report Storage Path

Note: When media download is disabled for the user, “x” is mentioned under the
Parameter Value column.

4. Click on the Edit button and the Edit System Parameter pop-up appears.
5. Click on the drop-down list of Parameter Value field and select True as shown below.

# Edit System Parameter 3

Parameter Name:

Media File Download Enabled
Parameter Value:
| False
True
False
T A

6. Click on the Save button to go back to the SYSTEM PARAMETERS window, as shown
below.
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¢ When Aspect Performance is integrated with Aspect Quality .

SYSTEM PARAMETERS

Performance

< &

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

4 Paramefer Name = Parameter Value

Media File Download Enabled E

Report Storage Path

¢ For standalone Aspect Quality, refer the below screenshot.

SYSTEM PARAMETERS
c ¢

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

& Paramefer Name = Parameter Value = Swilch = Description =

Disquallying Rule Overrides Paren! ) N, L A T
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: Always On - Of
Insert Silence During Pause Auto N/A i . REED
Always Off - On. Auto-{default)
Indicates whether recording files can be downloaded at organization level. Values: True -
Wedia File Download Enabled N/A i i
Allows to download if user has the right. False - Does not allow to download.

Report Storage Path 110.101.4.146\Speech export N/A The UNC path where resulis of the Reports are stored.

Select the attribute whic

you want te show in the evaluation for sharing. For example If you
-

@harn Cunlinfinne it ‘Anand and dn oot colact Taam' than anunnn whn cranfne

Arnnt Tanm Dnnr @ancific Hene KA an Ausliiation will can ank:

L3

n 1-25 of 25 items

Note:

* As media download is enabled for the user, the checkmark is mentioned under the
Parameter Value column.

¢ 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.

3.6.2 Report Storage Path

When the administrator generates any Scheduled Report or Ad Hoc Report, the report will
store in a UNC path. To add or edit the storage path, the administrator will use Report Storage
Path feature on the SYSTEM PARAMETERS window. Follow the steps below to add or edit
the Report Storage Path.

1. Login to Workforce Engagement Management.
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2. Go to Main Menu and click on Administration > System > System Parameters as shown
below.

# Home

m Emp

b Armin
#% Admin

System

3. The SYSTEM PARAMETERS window appears. Go to the Quality tab and select Report
Storage Path row, as shown below.

SYSTEM PARAMETERS

e
s ¢
Drag a column header and drop it here to group by that column.

4 Parameter Name = | Parameter Value = Switch

= Description =
; = ther recording files can be downloaded at organi level. Values: True -
Media File Download Enabled V] NiA A : :
Alloy nload if user has the right. False - Does not alloy wnload.
Report Storage Path Wserver\Speech export N/A The UNC path where results of the Reports are stored.
Select the aftribute which you want to show in ihe evaluation for sharing. For example If you
Share Evaluations With Agent Team Peer, Specific Users N/A

who creates an evaluation will see only
‘Agent and not "Team' in the Sharing Screen of Evaluation

ndicates whether ANI and DNIS values will be used only from the CTI events or agent i

4. Click on the Edit button and the Edit System Parameter pop-up appears.
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5. Type the storage path on the Parameter Value field.

# Edit System Parameter o

Parameter Name:

Report Storage Fath

Parameter Value:

server\Speech export

6. Click on the Save button to go back to the System Parameters window, as shown below.
SYSTEM PARAMETERS

c ¢

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

+ Parameter Name

= Parameter Value =  Swilch = Description =
e A
. . ndicates whether recording files can be downloaded at organization level. Values: True -

WMedia File Download Enabled ] N/A A : : :

Allows fo download if user has the right. False - Does not allow to download.
Report Storage Path \iserveriSpeech export NIA The UNC path where results of the Reports are stored.

Select the aftribute which you want to show in ihe evaluation for sharing. For example If you
Share Evaluations With Agent Team Peer Specific Users N/A

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

ndicates whether ANI and DNIS values will be used only from the CTI events or agent A

3.6.3 Insert Silence During Pause

This feature allows administrators to specify how voice content suppression behaves when an
interaction is paused.

Values:

True: Silence is always inserted during the pause period, regardless of whether the agent's
screen is being recorded. This results in larger file sizes.

False (default): When the agent's screen is being recorded, silence is inserted into the
voice recording to match the length of the video recording. If the agent's screen is not being

recorded, no silence is inserted.
Follow the steps below to set the parameter value as True.

1. Login to Workforce Engagement Management.
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2. Go to Main Menu and click on Administration > System > System Parameters as shown
below.

# Home

& Emplo

b Aminie
#% Adminis

3. The SYSTEM PARAMETERS window appears. Select Insert Silence During Pause row,
as shown below.

= QALvaria

Apmadmin Y o
SYSTEM PARAMETERS

Performance [T

c &

Diag & column headsr 2nd drap i here 10 araup by That Solumn

4 Parameter Name = Parameter Value =

]

Share Eval

Agen Team Peer

4. Click on the Edit button and the Edit System Parameter pop-up appears.
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5. Click on the drop-down list of Parameter Value field and select True as shown below.

# Edit System Parameter ®

Parameter Name:
Insert Silence Dunng Pause

Parameter Value:

B

‘ True ‘

False .

6. Click on the Save button to go back to the System Parameters window, as shown below.

= QALvaRIA ammrdrin 1

SYSTEM PARAMETERS

wameter Vale

3.6.4 Default Player for Chat Interaction

This feature allows to view a chat interaction in transcript player or screen.

Example: If Chat interaction is recorded with Screen, in search page you can see both
transcript and screen players in Quick view. In Interaction View/Evaluation page, if you want to
see Screen choose 'Screen' as a option or choose 'Transcript' if you want to see 'Transcript'
player.

Follow the steps below to set the Parameter Value as Transcript or Screen.

Note: By default, the Parameter Value is Transcript.

1. Login to Workforce Engagement Management.
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2. Go to Main Menu and click on Administration > System > System Parameters as shown
below.

#A Home

Experi

¥% Administration
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3. The SYSTEM PARAMETERS window appears. Select Default Player for Chat
Interaction row, as shown below.

SYSTEM PARAMETERS

< ¢

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

Description

4 Parameter Name Parameter Value = Switch

If Chat interaction is recorded with Screen, in search page you can see both transcript ar
Default Player for Chat Interaction Screen UIP735 In Interaction View/Evaluation page, if you want to see Screen choose "Screen’ as a optic
want to see Transcript' player.

If Chat interaction is recorded with Screen, in search page you can see both transcript ar
Default Player for Chat Interaction Screen UIPT41 In Interaction View/Evaluation page, if you want to see Screen choose "Screen’ as a optic
want to see Transcript' player.

If Chat interaction is recorded with Screen, in search page you can see both transcript ar
Default Player for Chat Interaction Transcript TestCTIPS In Interaction View/Evaluation page, if you want to see Screen choose "Screen’ as a optit
want to see Transcript' player.

If Chat interaction is recorded with Screen, in search page you can see both transcript ar
Default Player for Chat Interaction Screen CTIPS_To_ECTIPS In Interaction View/Evaluation page, if you want to see Screen choose "Screen’ as a optic
want to see "Transcript' player

Indicates whether an Interaction with the matching disqualify rule will be recorded or not,
Disqualifying Rule Overrides Parent [x] NIA being recorded. Values: True - Does not record when matching disqualifying rule is fount
False - Records when matching disqualifying rule is found, since parent is recorded.

Insert Silence During Pause [} NIA Specifies voice content suppression behavior during pause. Values: True - On. False - O
Indicates whether recording files can be downloaded at organization level. Values: True -
Media File Download Enabled M N/A
the right. False - Does not allow to download
Report Storage Path ‘Wigmdev-nn\Filestore\QM20.1\Reports NIA The UNC path where results of the Reports are siored.
. R Indicates whether ANI and DNIS values will be used only from fhe CTI events or agent &
Use Ani & Dnis From CT! for UIP Switch o NIA

*ANI" and “DMNIS” from CTI. False - will use “ANI" and “DNIS from agent extension when

n 1-90f9

Note: This Key will be displayed for every UIP switch which provides the ability for the user to
change the preference at the switch level.

4. Click on the Edit button and the Edit System Parameter pop-up appears.

5. Click on the drop-down list of Parameter Value field and select the value as you wish, for
example, if you want to change from Transcript to Screen then choose Screen as shown
below.

# Edit System Parameter x

Parameter Name:

Default Player for Chat Interaction

Switch:

TestCTIPS

Parameter Value:

Transcript n
Transcript .
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6. Click on the Save button to go back to the SYSTEM PARAMETERS window and the
Parameter Value will be updated to the selected value, as shown below.

SYSTEM PARAMETERS

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

4 Parameter Name

Default Player for Chat Interaction
Default Player for Chat Interaction
Default Player for Chat Interaction
Default Player for Chat Interaction

Disqualiiying Rule Overrides Parent

Insert Silence During Pause

Media File Download Enabled

3.6.5

= Parameler Value

Screen

Screen

Screen

Screen

Switch

UIP735

UIF741

TestCTIPS

CTIPS_To_ECTIPS

Description

If Chat interaction is recorded with Screen, in search page you can see both transcript and sc
In Interaction View/Evaluation page, if you want to see Screen choose "Screen’ as a option or
want to see Transcript’ player.

If Chat interaction is recorded with Screen, in search page you can see both transcript and sc
In Interaction View/Evaluation page, if you want to see Screen choose 'Screen’ as a option or
want to See Transcript’ player.

If Chat interaction is recorded with Screen, in search page you can see both transcript and sc
In Interaction View/Evaluation page, if you want to see Screen choose 'Screen’ as a option or
want to see Transcript' player.

If Chat interaction is recorded with Screen, in search page you can see both transcript and sc
In Interaction View/Evaluation page, if you want to see Screen choose 'Screen’ as a option or
want to See Transcript’ player.

Indicates whether an Interaction with the matching disqualify rule will be recorded or not, whe
being recerded. Values: True - Does not record when matching disqualifying rule is found, eve
False - Records when matching disgualifying rule is found, since parent is recorded.

Specifies voice content suppression behavior during pause. Values: True - On. False - Off (de

Indicates whether recording files can be downloaded at organization level. Values: True - Alloy
the right False - Does not allow to download

Disqualifying Rule Overrides Parent

This features prevents an interaction from recording even when its parent interaction is being

recorded.

Example: When an ACD call from a customer is recorded (being the parent interaction), the
agent puts the customer on hold to consult with another agent. The consult call can be
prevented from being recorded by configuring an appropriate disqualify rule to match this

interaction along with this parameter value set to true.

Follow the steps below to set the Parameter Value as Transcript or Screen.

Note: By default, the Parameter Value is False.

1. Login to Workforce Engagement Management.
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2. Go to Main Menu and click on Administration > System > System Parameters as shown
below.

# Home

m Emj e Experience

#% Administration
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3. The SYSTEM PARAMETERS window appears. Select Disqualifying Rule Overrides
Parent row, as shown below.

SYSTEM PARAMETERS

(Sl 4

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

4 Parameter Name = Parameter Value = Switch = Description =
Indicates whether an Interaction with the matching disqualify rule will be 2
recorded or not, when a parent interaction is being recorded. Values: True -

Dizgualifying Rule Ovemides Parent Screen NiA Dioes not record when matching disgualifying rule is found, even if parent is

recorded. False - Records when matching disgualifying rule is found, since
parent is recorded

Specifies voice content suppression behavior during pause. Values: Always
On - Off. Always Off - On. Auto-(default)

Insert Silence During Pause Always off NIA

Indicates whether recording files can be downloaded at organization level
Media File Download Enabled Screen NIA Values: True - Allows to download if user has the right. False - Does not allow
to download.

Report Storage Path Transcript N/A The UNC path where results of the Reports are stored.

Select the attribute which you want to show in the evaluation for sharing. For
e Agent Team Peer, Specific example If you select 'Agent and de not select 'Team' then anyone who
Share Evaluations With NiA
User(s) 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. -

Use Ani & Dnis From CTlfor UIP 5 Screen NEA

L3

n 1-24 of 24 items

4. Click on the Edit button and the Edit System Parameter pop-up appears.

5. Click on the drop-down list of Parameter Value field and select the value as you wish, for
example, if you want to change to True then select True as shown below.

# Edit System Parameter x

Parameter Name:
Disqualifying Rule Overrides Parent

Parameter Value:

False

True

False .
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Click on the Save button to go back to the SYSTEM PARAMETERS window and the
Parameter Value will be updated to the selected value, as shown below:

SYSTEM PARAMETERS

(SR 4

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

4 Parameter Name = Parameter Value = Switch = Description =

.

Indicates whether an Interaction with the matching disqualify rule will be
recorded or not, when a parent interaction is being recerded. Values: True -

Disqualifying Rule Overrides Parent E MIA Does not record when maiching disqualifying rule is found, even if pareni is
recorded. False - Records when matching disqualifying rule is found, since
parent is recorded.

Specifies voice content suppression behavior during pause. Values: Always

Insert Silence During Pause Always off NIA T - g :
On - Off Always O - On. Auto-(default)
Indicates whether recording files can be downloaded at organization level
Media File Download Enabled Screen NIA Values: True - Allows to download if user has the right. False - Does not allow
to download.
Report Storage Path Transcript NiA The UNC path where results of the Reports are stored
Select the aftribute you want to show in the evaluation for sharing. For
% - Agent Team,Pear, Specific : example If you select 'Agent’ and do not select Team' then anyone who
Share Evaluations With , NiA : 2 = e i
User(s) 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 enly from the CTI events
£ S or agent extension. Values: True - will use "ANI" and “DNIS” from CTI. False -
Use Ani & Dnis From CT! for UIP Switch ~ Screen NiA T : - el
will use “ANI" and “DNIS” from agent extension wherever CTI does not
provide them. -
»

n 1-24 of 24 items

As Disqualifying Rule Overrides Parent is set True for the user, the check mark is mentioned
under the Parameter Value column.

3.6.6 Use Ani & Dnis From CTI for UIP Switch

This feature allows to populate ANI and DNIS values as received in CTI events from Unified IP
switch.

Example: When an agent makes an oubound direct call and the CTI does not contain values
for ANI & DNIS, the values will be set as the agent extension and the contact number of other
party respectively, if the parameter value is false. For the same case the ANI & DNIS values
will be empty, if the parameter value is true.

Follow the steps below to set the Parameter Value as Transcript or Screen.

Note: By default, the Parameter Value is True.

1. Login to Workforce Engagement Management.
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2. Go to Main Menu and click on Administration > System > System Parameters as shown
below.

# Home

& Emp e Experience

3% Administration
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3. The SYSTEM PARAMETERS window appears. Select Use Ani & Dnis From CTI for UIP
Switch row, as shown below.

SYSTEM PARAMETERS

(SR 4

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

4 Parameter Name = Parameter Value = Switth = Description =
Indicates whether an Interaction with the matching disqualify rule will be -
recorded or not, when a parent interaction is being recorded. Values: True -

Disqualifying Rule Overndes Parent /] NiA Does not record when matching disgualifying 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: Always

Insert Silence During Pause Always off NiA i 3 5
On - Off. Always Off - On. Auto-(default).
Indicates whether recording files can be downloaded at organization level.
Media File Download Enabled Screen NiA Values: True - Allows to download if user has the right. False - Does not allow
to download.
Report Storage Path Transcript NiA The UNC path where results of ihe Reports are stored

Select the attribute which you want to show in the evaluation for sharing. For
Agent, Team, Peer, Specific 5 example If you select "Agent and do not select Team' then anyone who
User(s) & creates an evaluation will see only 'Agent’ and not Team' in the Sharing

Screen of Evaluation

=

Share Evaluations With

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

Use Ani & Dnis From CTl for UIP Switch | Screen NIA

13

n 1-24 of 24 items

4. Click on the Edit button and the Edit System Parameter pop-up appears.

5. Click on the drop-down list of Parameter Value field and select the value as you wish, for
example, if you want to change to False then select False as shown below.

# Edit System Parameter x

Parameter Name:

Use Ani & Dnis From CTI for UIP Switch

Parameter Value:

l True

| Tiue

| False h
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Click on the Save button to go back to the SYSTEM PARAMETERS window and the
Parameter Value will be updated to the selected value, as shown below:

SYSTEM PARAMETERS
(SR 4

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

4 Parameter Name = Parameter Value = 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 -

Digqualifying Rule Overrides Parent ] NIA 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: Always

Insert Silence During Pause Always off NiA & e ; _
On - Off. Always Off - On. Auto-(default).
Indicates whether recording files can be downloaded at organization level,
Media File Download Enabled Screen NiA Values: True - Allows to download if user has the right. False - Does not allow
to dowrload
Report Siorage Path Transcript NiA The UNC path where resulls of the Reports are stored
Select the attribute which you want to show in the evaluation for sharing. For
D T Agent Team, Peer, Specific : example If you select "Agent’ and do not select 'Team' then anyone who
Share Evaluations With TS NIA B S B :
User(s) 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 -
Use Ani & Dnis From CT for UIP Switch NIA =l i ' : :
will use “ANI" and “DNIS” from agent extension wherever CTl does not

provide them

L3

n 1-24 of 24 items

As Use Ani & Dnis From CTI for UIP Switch is set False for the user, the cross mark is
mentioned under the Parameter Value column.

System Processes

This section describes about the System Processes. To Navigate, Add, Edit, Delete and Start

Stop Processes is given below.

Navigation to System Processes

Follow the steps given below to navigate to the System Processes page:

1. Go to the main menu icon.

Administrator Guide
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2. Click Administration > System > System Processes.

# Home

& Em

% Administration

port

3. The System Processes page appears as given below:

SYSTEM PROCESSES

RS I

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

4 Name

AP Web Service
Archiver
Exparter

File Mover

File Receiver

Interaction Monitor

Part Manager
Process Manager
Process Manager
Report Manager
Web Server

Web Server

Aspect Workforce Engagement Management Quality™ Administrator Guide

Server

AQM18SRV13

AQM19SRV13

AQMI9SRV

@

AQM18SRV

AQM19SRV13

AQM1SSRVA

@

QW-AQM1BREC-01

AQM185RV13

QW-AQM18REC-01

AQM18SRV13

AQM19SRV13

QW-AQM18REC-01

Startup
Automatic
Manuat

Automatic
Automatic
Automatic
Automatic
Automatic
Automatic
Automatic
Automatic
Automatic

Automatic

Status = Redundancy Status =
Unknown

Stopped

Started

Started

Started

No Communication
Unknown

Started

Unknown

Stopped

Started

Unknown

13

1-12 of 12 ilems
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4. The Menubuttons & + # @ = v onthe System Processes page are described
below:
Icons Description
Refresh o Refreshes the System Processes grid with latest system

processes changes. Instead of the browser refresh button user
can click on this menu button which will refresh only the grid
data and not the page.

Add + Adds the new System Process to the grid.

Edit # Edits the selected System Processes existing in the grid.

Delete Allows to delete the selected existing System Processes from
the list.

Action Menu = Action Menu contains Start, Stop, Terminate, Set to Active

and Set as Stand-by.

Note: Set to Active and Set as Stand-by will be applicable
only for the interaction monitor.

5. The grid columns on the System Processes page are described below:

Column Description

Name The name of the system processes.

Server The name of the server.

Startup Startup is a method of how the Process gets started, when the
Quality Service starts. Startup can be either Manual or
Automatic.

Status Indicates status of the process as, No Communication, Started,

Starting, Stopped, Stopping, or Unknown.

Redundancy Status Indicates whether process is active, stand-by, stopped, or
unknown by means of specifying the same in the column. Also,
it can be blank, without any specification.

3.7.2 Create System Processes

To add System Processes, perform the following steps:
1. Go to the main menu icon.
2. Click Administration > System > System Processes.

3. The System Processes page appears, click on the Add icon on the System Processes
page.
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4. The Add System Process dialog appears as given below:

4
+ Add System Process ®

Process Type: * Process Server: * Startup Mode:

Select a process fype. v Mo servers available.. v Automatic v

Note: The fields marked (*) are mandatory fields.
5. Following are the three drop-down fields on the Add System Process page:
* Process Type
* Process Server
e Startup Mode

These are given below in details.

6. Process Type: By default this field displays, “Select a process type..”. An option needs to
be selected from the drop-down list. Based on the selection the associated Process
Servers are displayed in the drop-down field.
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Once the Process Type and Process Server are selected, other fields appear to configure
the Process. These configuration fields are given below, along with the Process Type.

Process Type Description Configuration
API Web The APl Web Service process is General tab:
Service responsible for third party software

integrated to Aspect Quality with Web Process Logging section of the window has the below

API. This is an optional process. options:

* Log Mode
Install the API Web Service on the .

* Log ToFile

Aspect Quality Web Server. Only install
the APl Web Service if one of the API Web Service tab:

following conditions apply:
Communication section of the window has the below

* Third-party software uses the API )
option:

to start and stop recordings and _ _
update custom information on the Interaction Monitor Server*
recordings.
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Process Type

Archiver

Description

The Archiver process is responsible for
archiving the recording files and is an
optional process.

The recommended server that is used
to support the Archiver process is the
Aspect Quality Media Server. You only
install Archiver, if you want to archive
old recordings, or if the monitoring
mode is Quality Monitoring with
Caching and you want to delete
pending recordings.

One or more Archiver process can
exist per Aspect Quality site. Whether
or not to use multiple Archiver
processes depends on whether you
are implementing distributed recording
storage, and if you are distributing
current/historical and archive storage
locations. Aspect Software
recommends that you install Archiver
processes on the Aspect Quality Media
server, but it is not required, as the
Archiver Process is optional.

Administrator Guide

Configuration

General tab:
Process Logging section of the window has the below
options:

Archiver tab:
Processing Options section of the window has the
below option:

Note:

Log Mode
Log To File

Historical Interval*: By default this field displays,
“60” minutes. Enter the number of minutes to wait
in between system processes of the Historical
operation for the Historical qualifying interactions.
This interval must be greater than or equal to 1.
The system does not allow a value less than 1.

Archive Interval*: By default this field displays,
“60” minutes. Enter the number of minutes to wait
in between system processes of the Archive
operation for the Archive qualifying interactions.
This interval must be greater than or equal to 1.
The system does not allow a value less than 1.

Storage Groups section:

Select the storage group(s) listed under the
Available Items window that you want this
Archiver to archive Interactions related to media
records stored within the storage group and
select the Add Item button to move it to the
Selected Items window. Same way the storage
group(s) listed under Selected Items can be
moved to the Available Items window with the
help of Remove Item button.

Only a single Archiver process can service
storage groups.

The Archiver must have access to all storage
locations defined within Storage Groups and the
switches that also use the Storage Groups
serviced by this Archiver instance use. This is
necessary because it is possible for an interaction
record to have files stored in multiple storage
groups when using alternate storages, or when a
scorecard attachment is added to a Task. An
alternate option is to ensure that all Archiver
processes have access to the storage locations
defined in all Storage Groups in the site.
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Process Type

Client Gateway

Description

The Client Gateway process provides
connectivity between client desktops
and Aspect Quality servers. The Client
Gateway process is only used with
Aspect Via environments.

Administrator Guide

Configuration
General tab:

Process Logging section of the window has the below
options:

e Log Mode

* Log To File

Client Gateway tab:

Communication section of the window has the below
option:
Interaction Monitor Server*®

Exporter

Exporter provides background
transcoding services to export media
from the Workforce Engagement
Management user interface. You can
configure the Exporter process on any
Aspect Quality server, but Aspect
recommends that you configure it on
the Quality Web Service server.

General tab:

Process Logging section of the window has the below
options:

e Log Mode
e Log To File
Exporter tab:

Configuration section of the window has the below
option:
Exporter Path: In the Export Path text box, enter
the directory path of the location where you want
to store the temporary export files.
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Process Type

File Mover

Description

The File Mover process is responsible
for moving recordings from the Aspect
Quality Recording servers that you
define in the site to the Media Storage.
It combines audio and video (screen
capture) files into a viewable format.

Usually, you create one File Mover
process for each site. This process
runs on the Aspect Quality Media
server.

If you create more than one File Mover
process, each process must run on its
own server. You cannot define multiple
File Mover processes on one server.

Administrator Guide

Configuration
General tab:

Process Logging section of the window has the below
options:

e Log Mode

* Log To File

File Mover tab:

Communication section of the window has the below
option:
Interaction Monitor Server*®

File Transfer Configuration section of the window has
the below option:

TCP Port*: In the TCP Port text box enter the
default value 3881. File Mover listens for the
connection on the TCP port, and you should
never need to change the port number.

Storage Groups window:

Select the storage group(s) listed under the
Available Items window for which you want this
File Mover to accept files and select the Add Item
button to move it to the Selected Items window.
Same way the storage group(s) listed under
Selected Items can be moved to the Available
Items window with the help of Remove Item
button.

Note: Any number of File Mover processes can
service storage groups. If it is necessary to
limit which File Movers are used to transfer
files for a storage group from a particular file
producing process (for example, Port
Manager, IVR Import, Agent Desktop Client,
and Mentor Desktop Client), you can
accomplish this when you configure the file-
producing process itself.
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Process Type

File Receiver

Description

Use the File Receiver process to create
an association between File Receiver
process(es) and Unified IP telephony
servers for a switch. Receiver Groups
only apply to Unified IP switch
definitions configured to use Enhanced
CTIPS.

You can use Receiver Groups to record
on the Telephony Server and transmit
the recording files for storage and
retrieval in Aspect Quality.

You must configure the File Receiver
process and Receiver Groups for
Aspect Enhanced CTIPS connector
integrations. The Aspect Quality
system allows multiple receivers for
redundancy and efficient network
configurations. Create at least one
Aspect Quality File Receiver process
for each Unified IP switch with
Enhanced CTIPS integration.

Administrator Guide

Configuration

General tab:

Process Logging section of the window has the below
options:

¢ Log Mode

* Log To File

File Receiver tab:

File Receiver section of the window has the below

options:
Media Transfer Port*: In the Media Transfer Port
text box enter the default value 3890. You should
never need to change the port number. This port
must be open on the Aspect Quality server so that
the Unified IP servers can reach the File Receiver
system.

Preferred Media Storage section of the window has
the below options:

e+ Click Add icon to Add preferred media

storage.The Add Media Storage Preference
window opens.

. # Click Edit icon.The Edit Media Storage
Preference window opens.
. = Click Delete icon.

After selecting the Switch to be deleted that is
listed under the grid, click the Delete button.

Importer

After the import job is created and
When the schedule reaches for the job
the import job will run.

General tab:

Process Logging section of the window has the below
options:

* Log Mode

e Log To File
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Process Type

Interaction
Monitor

Description

The Interaction Monitor process is the
central process in an Aspect Quality
system. All other Aspect Quality
processes, including the Aspect Quality
Desktop Client application,
communicate with the Interaction
Monitor. In addition, the Interaction
Monitor handles all switch
communication and data
synchronization.

You create only one Interaction Monitor
process per Aspect Quality site and
install the process on the Primary
server. However, to implement
redundancy, you can install an
additional redundant Interaction
Monitor process on a backup server.

Although system allows to create n
number of Interaction Monitor
processes, but it's recommendable to
have only one or maximum two
(Primary Interaction Monitor and
Redundant Interaction Monitor) of
these processes.

Note: Because this process is the
central process, and all other
Aspect Quality processes use
this process, the Interaction
Monitor process is a required

process; you must configure it.

Administrator Guide

Configuration

General tab:

Process Logging section of the window has the below

options:

* Log Mode: Once the system is running, you may
want to go back and change the Log Mode to
Normal.

* Log ToFile

Redundancy tab:

Primary server redundancy allows an Interaction
Monitor process to run simultaneously on two
servers. Throughout normal execution, one
Interaction Monitor process would be active while the
other would be on stand-by. If the active Interaction
Monitor fails and other Aspect Quality processes can
no longer access it, the second Interaction Monitor
would detect the failure, become active, and all of the
Aspect Quality processes would then connect to that
active Interaction Monitor. There is also a manual
failover process, for example, for a planned outage.

Note: If you configure an all-in-one server (Primary,
Media, Web, and redundant server all on the
same server), you cannot establish
redundancy. Aspect Software recommends
that you configure more than one server if
you are planning to configure a redundant
server.

Also, if a server configuration file is present
on the Primary server, then that same server
configuration file must exist on the
Redundant server.

Alternate Process Configuration section of the
window has the below options:

e Server*: From the Server drop-down list box,
select the name of the server on which the
redundant Aspect Quality process runs.

e Startup Mode: Select Automatic, or else the
Interaction Monitor process does not run unless
initiated from the web interface.

Alternate Process Logging section of the window has
the below options:

Log Mode
Log To File
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Process Type Description Configuration

Redundancy Communication section of the window
has the below options:

e Communication Port*: Enter the number of the
TCP port that you want to communicate with the
redundant Interaction Monitor processes.

The Redundant TCP port number (default is
4880), must be different than the Primary TCP
port number.

e Startup Timeout*: Enter the amount of time, in
seconds, that you want either of the redundant
Interaction Monitor processes to wait to start up.
This is the amount of time you want before
communication establishes with the Interaction
Monitor’s redundant peer, before the redundant
process acknowledges a process failure and
becomes the active Interaction Monitor process.

Note: The recommended values for the Startup
Timeout and Disconnection Timeout for the
Interaction Monitor redundancy parameters
are both 30 seconds in duration.

¢ Disconnection Timeout*: Enter the amount of
time, in seconds, either of the redundant
Interaction Monitor processes wait to re-establish
communications with its redundant peer after a
disconnection, before assuming a process failure
occurred and become the active Interaction
Monitor process.

Note: After you define the redundant Interaction
Monitor process, the process displays twice
on the Processes window, and each process
lists to which server it belongs. The process
displays twice so that you can monitor both
processes running on different servers. If you
edit one of the Interaction Monitor process
definitions, you modify the other process at
the same time.

Interaction Monitor tab:
Communication Configuration section of the window
options are:

e TCP Port*: In the TCP Port text box enter the
default value 3880. The Interaction Monitor
listens for the connection on the TCP port, and
you should never change the port number.

¢ Monitor Switches window:

Select the required switch(es) listed under the
Available Items window and click the Add Item
button to move it to the Selected Items window.
Same way the switch(es) listed under Selected
Items can be moved to the Available Items
window with the help of Remove Item button.
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Process Type Description Configuration

IVR Import The IVR Import process is a process General tab:
that you use specifically when
integrating to Unified IP switch(es). It is
responsible for importing call data and
recording files for IVR calls which the * Log Mode
Unified IP system has recorded. This + Log To File
allows IVR calls that the Unified IP
system has recorded for the user to IVR Import tab:
search, view, and play back from within
the Aspect Quality System.

Process Logging section of the window has the below
options:

IVR Import Configuration section of the window has
the below options:

¢ Import Switch*: From the drop-down list, select
the Unified IP switch that exports M3 recordings.

* Import Directory*: Enter the full path of the
Unified IP recording store that you use for IVR
exports.

¢ VOXDirectory*: Enter the full path of the VOX
files within the recording store.

¢ MatchField*: Enter the name of the XML field to
filter IVR imports.

* Match Expression*: Enter a regular expression
(a pattern syntax for matching string texts) to
match the contents of the Match Field. The
system only imports Unified IP recordings with
matching values into Aspect Quality. Use the
default match parameters unless otherwise
instructed by Aspect Technical Support. The
recommended defaults are:

Match Field: Filename
Match Expression: “M3_Contact

Note: The configuration strings are case-sensitive.

If the system is not using distributed recording
storages across three or more distinct geographic
locations where the locations share the storage
groups as alternate storages, then click Save. The
Processes window opens with the IVR Import
process in the list.

File Mover Selection Criteria section of the window
has the below option:

File Mover: By default “Any available File Mover”
option is selected. Select one of the criteria listed
in the drop-down list box to limit which File Mover
processes that the IVR Import process uses to
transfer media files.

If the system is not utilizing distributed recording
storages, or if the files produced by the IVR Import
process are to be exclusively stored in the default
Storage Group defined for the UIP switch, then click
Save. The Processes window opens with the IVR
Import process in the list.

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 106



A CISpeCt Administrator Guide

Process Type Description Configuration

Preferred Media Storage section of the window has
the below options:

* Override Default Storage toggle key: This
enables the Primary Storage Group and the
Alternate Storage Group drop-down lists.

* Primary Storage Group: To override the default
Storage Group assigned to the selected Unified
IP switch, from the Primary Storage Group drop-
down list, select the storage group in which you
want this IVR Import to primarily store recording
files created for the selected Unified IP switch.

¢ Alternate Storage Group: To override the default
Storage Group assigned to the selected Unified
IP switch, from the Alternate Storage Group drop-
down list, select the storage group in which you
want this Port Manager to alternately store
recording files created for the selected Unified IP
switch if the Primary Storage Group is
unavailable. If you do not want to use an alternate
storage group, keep the default value None.

Port Manager The Port Manager process is General tab:
responsible for starting and stopping
audio ports on the Recording Server,
for hardware- and software-based
recording, and for initiating one ormore | * Log Mode
PREC processes. « Log To File

Process Logging section of the window has the below
options:

Create one Port Manager process for Port Manager tab:

each Aspect Quality Recording server.
Communication section of the window has the below

option:
Interaction Monitor Server*®

If the system is not using distributed recording
storages across three or more distinct geographic
locations where the location share the storage groups
as alternate storages, then click Save. The
Processes window opens with the Port Manager
process in the list.

File Mover Selection Criteria section of the window
has the below option:

File Mover: By default “Any available File Mover”
option is selected. Select one of the criteria listed
in the drop-down list box to limit which File Mover
processes that the IVR Import process uses to
transfer media files.

If the system is not utilizing distributed recording
storages, then click Save. The Processes window
opens with the Port Manager process in the list.
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Description

Administrator Guide

Configuration

Preferred Media Storage section of the window has
the below options:

e+ Click Add icon to Add preferred media

storage.The Add Media Storage Preference
window opens.

. #  Click Edit icon.The Edit Media Storage
Preference window opens.
. Click Delete icon.

After selecting the Switch to be deleted that is
listed under the grid, click the Delete button.

implementations. Install one VOIP Tap
process on each Aspect Quality server
that has an AudioCodes SmartWORKS
HPX board configured. Voice Over IP
Tap processes are available only for
Cisco, and Unified IP configurations
with Aspect Quality.

Process The Process Manager process General tab:
Manager connects to all Aspect Quality servers . . .
using the Web application. The system Prqcess Logging section of the window has the below
reports the status of all processes options:
configured on that server to the * Log Mode
Process Manager. + Log To File
Configure one Process Manager Process Manager tab:
process for each Aspect Quality server. | Communication Configuration section of the window
Do not install this on the Database options are:
Server. « TCP Port*: In the TCP Port text box enter the
Note: This is a required process; you default value 3882. The Process Manager listens
must configure it. for the connection on the TCP port, and you
should never change the port number.
Report The Report Manager Process is General tab:
Manager responsible for running on-demand and . . .
scheduled reports, and refreshing Prqcess Logging section of the window has the below
overseas report templates against the options:
database. * Log Mode
Confi e Log To File
onfigure one Report Manager
process for each Aspect Quality site on | Report Manager tab:
the Aspect Quality Web Server. Communication Configuration section of the window
Note: To run reports for Aspect options are:
Quality, you must configure this | « TCP Port*: In the TCP Port text box enter the
process; it is required. default value 3883. The Report Manager listens
for the connection on the TCP port, and you
should never change the port number.
VOIP Tap Use this process only for VOIP General tab:

Process Logging section of the window has the below
options:

¢ Log Mode
* Log To File
VOIP Tap tab:

Communication section of the window has the below
option:
Interaction Monitor Server*®

Aspect Workforce Engagement Management Quality™ Administrator Guide

Alvaria Confidential | aspect.com | 108




A CISpeCt Administrator Guide

Process Type Description Configuration

Web Server The Web Server process allows you to | General tab:
specify the sample root URL and Third

Party Client server. Process Logging section of the window has the below

options:

Configure one Web Server process for | + | og Mode
each Aspect Quality site on the Aspect . Log To Fil
Quality Web Server. og lo e
Web Server tab:

Web Server Configuration section of the window has

the below options:

*«  WEM URL*: Enter the URL that web clients use
to browse to the Aspect Quality website.

Note: Use a valid WEM URL because the Aspect
Quality system connects to this URL when
the Mentor creates an evaluation from the
Mentor Desktop Client using Live Monitor.
WEM URL is mandatory for Web Server
configuration.

¢ Third Party Client Server

Note: Leave the Third Party Client Server field
blank.

Note: The fields marked (*) are mandatory fields.

* Log Mode

Select from the options listed in the drop-down. The available options are Low, Normal,
High, and Extreme.

Note: During initial Aspect Quality system testing, set the log mode to Extreme.

* Log To File

Log To File toggle key needs to be flagged, if you want the information logged to a file.

* Interaction Monitor Server*

By default this field displays, “Select a server..”. Select the Server name from the options
available in the drop-down list, where the Interaction Monitor process runs.

* File Mover
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The File Mover drop-down list box has the following options:

Option Description

Any available File Any File Mover that services one of the storage groups in
Mover which the media file can be stored.
File Mover must exist The File Mover must be assigned to the same location as this

within same location as | Process4 or it must exist on the same server as this Process,.
this process

File Mover must exist The File Mover must be assigned to the same location as one
within same location as of the storage groups in which the media file can be stored.
storage group

File Mover must exist The File Mover must be assigned to the same location as this
within same location as | Processq, it must exist on the same server as this Process, or
this process or storage it must be assigned to the same location as one of the storage
group groups in which the media file can be stored.

Note: Here Process4 can be IVR Import or Port Manager.

¢ Add Media Storage Preference

From the Switch* drop-down list, select the switch that you want to configure for this
Processs.

From the Primary Storage Group* drop-down list, select the storage group where you
want this Process, to primarily store the recording files that are created for the specified

switch.
From the Alternate Storage Group drop-down list, select the storage group that you want
this Process, to alternately store recording files that are created for the specified switch if

the Primary Storage Group is unavailable. If you do not want an alternate storage group,
then keep the default value of None.

Click OK. The Add Media Storage Preference window closes and the Process Definition
window is refreshed with the new media storage preference.

Note: Here Process, can be File Receiver or Port Manager.

¢ Edit Media Storage Preference
Edit the Primary Storage Group* and Alternate Storage Group as required.

Note: The Switch once created cannot be changed, so the Switch option will be disabled.

7. Process Server: By default this field displays, “No servers available..”. After the Process
Type is selected, this field displays, “Select a server..”. The associated options available
needs to be selected from the drop-down list.

Note: For VOIP TAP Process from the Process Server drop-down list box, select the name
of the server where you configured the AudioCodes SmartWORKS HPX board.

8. Startup Mode: By default this field displays, the first option listed in the drop-down. The
available options are:

¢ Automatic

¢ Manual
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3.7.3

From the Startup Mode drop-down list box, select Automatic for the processes. If you select
Manual, then after the Aspect Quality service starts, the process does not run unless initiated
from the web interface.

Note: By default Startup Mode option is always selected as Automatic for APl Web
Service, Client Gateway, Process Manager, and Web Server Processes. So the
Startup Mode option is disabled for these processes.

9. Click Save. The Process which is created will be listed in the grid.

Note: Process Manager is a mandatory process service and every server should have one
Process Manager. So Process Manager has to be created, else you cannot stop the
service.

Edit System Processes

To edit System Processes, perform the following steps.

1. Go to the main menu icon.

2. Click Administration > System > System Processes
3. The System Processes page appears.
4

. Select the available System Processes from the grid that needs to be edited and click the
Edit icon.
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5. The Edit Process window appears with General tab active as shown below:

i# | Edit System Process .

Process Type: Process Server: * Startup Mode:

AQM19SRV12 v

APl Web Service

Process Logging

Log Mode:

Exireme -

@~ lLogToFile

Note: The Process Type cannot be updated for any System Processes that is already
created and it will remain disabled for Edit Process option.

6. Edit the fields as per your requirement.

Note: Refer to Create System Processes on page 3-97 section, step 5 to 8.

7. Click the OK button to complete the process.

3.7.4 Delete System Processes

To delete System Processes, perform the following steps.
1. Go to the main menu icon.

2. Click Administration > System > System Processes
3. The System Processes page appears.
4

. Select the available System Processes from the grid that needs to be deleted and click the
Delete icon.
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5. The Warning dialog appears as shown below.

A Warning »®

Are you sure you want to delete.

No Yes

6. Select the Yes option to delete the process.

Note: The Interaction Monitor cannot be deleted directly for any System Processes, as it is
internally used by APl Web Services and Client Gateway. You should first delete the
dependents, that is APl Web Services and Client Gateway processes to further delete
the Interaction Monitor process. Else a warning message appears as shown below.

Interaction MonitorfAQM195RV13) - This Interaction Monitor
could not be deleted due to it being referenced by another
process.

3.7.5 Action Menu

Action Menu =- comprises of below options to set the Services to:
e Start: Start option will start the process.
¢ Stop: Stop option will stop the process.
* Terminate: Terminate option will terminate the process.
* Set to Active: Set to Active will set Interaction Monitor process to active.

* Set as Standby: Set as Stand-by will set Interaction Monitor process to stand-by.

Following points should be noted with respect to Action menu options:

e Web Server process is always running, as it runs on Internet Information Services (I1S),
as selected in the grid, in the below image. No Action Menu operations can be
performed on Web Server process.
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¢ Without starting the Services, all the options in the Action menu will be disabled and
Status column is shown as Unknown in the grid by default, as shown below.

SYSTEM PROCESSES

zlf+]|[#][= a

Drag a column al column

4 hName = Starlup = aStalus = Redundancy Status =
APl WeD Sery WL AlTomatic uniknown 7
Archiver W12 Manual Unknown

Client Gatewa W12 Automatic Unknown

Exporier AQMI9SRV12 Automatic Unknown

File Mover AQM19SRV12 Automatic Unknown

File Receiver AQM19SRV12 Automatic Unknown

File Receiver AQM19SRV13 Automatic Unknawn

File Receiver AQMOQAS Automatic Unknown

Importer AQMI9SRV12 Automatic Unknown

Interaction Monitor AQM19SRV12 Automatic Unknown Unknawn

Interaction Monitor AQM19SRV13 Automatic Unknown Unknown

IVR Import AQM19SRV12 Automatic Unknown

Port Manager AQM19SRV12 Automatic Unknown

Process Manager AQM19SRV13 Automatic Unknown

Process Manager AQM19SRV12 Automatic Unknown

Report Manager AQM19SRV12 Automatic Unknown

VolP Tap AQM19SRV12 Automatic Unknown

Web Server AQM19SRV12 Automatic Started

{4 3

n 1-18 of 18 items

3.7.5.1 Setting Services to Startup Type

1. Login to Aspect Quality Primary Server.
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2. From the task bar on the desktop, click the Server Manager icon. The Server Manager

window opens.

B Server Manager

Server Manager * Dashboard

Manage  Tools  View  Help

-@1F

WELCOME TO SERVER MANAGER
I8 Dashboard
B Local Server =
= o Configure this
B All Servers
QUICK START

OCal server

E® ADCs

¥§ File and Storage Services b

Io IS WHATS NEw

LEARN MORE

ROLES AND SERVER GROUPS

| Senergroups1 | Servers totat 1

= File and Storage
Moo

1 e s

= apcs 1

Hide

1 f LocalServer ] i Auservers 1

(@ Manageability @ Manageabiiity @ Manageabiity

Events Events Events
Services Services Senvices
Performance Performance Performance
BPA resuits BPA resuits BPA resUits

@® Manageabiity ® Manageabiity

Events Events
Services Services

Performance Performance

BPA results BPA results

3. In the right corner of the Server Manager window, select Tools > Services. The Services

window opens.
4. Sort by the Name column from A-Z, if required.

5. In the right pane, select Quality Management Server.

" Services

File  Action
= | FEd=z HE » o np

View Help

6. Click Start to start the services.

. Services (Local) o} Services (Local)
Quality Management Server Name - Description Status Startup Type Log On As
J,'-‘);Portable Device Enumerator... Enforces gr... Manual (Trig...  Local Syste...
Q;Power Manages p... Running  Automatic Local Syste...
x‘:’;Print Spocler This service .. Running  Automatic Local Syste...
».‘.‘E);Printar Extensions and Notif... This service ... Manual Local Syste...
\C;)EPrlntWUrlcﬂow_bebSB Print Workfl... Manual Local Syste...
;C;‘;Prob\em Reports and Soluti... This service ... Manual Local Syste...
: Program Compatibility Assi... Thisservice.. Running Manual Local Syste...
> Quality Management Server Manual WFO\Adm...
5 Quality Windows Audio Vid... Quality Win... Manual Local Service
\".;Z;Radio Management Service  Radio Mana... Disabled Local Service
1% Ramnnta Arrace fidn Canne  Crastar 3 en kdania 1 | rral Gt

Note: Process Manager must be created to start the Quality Service, otherwise it cannot

be switched to running state.

7. Once the Service is started, the Status changes in the System Processes grid to Started,

only for Automatic Startup Mode.

For Manual Startup Mode the status will be Stopped.
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You have just started the Primary server service.
SYSTEM PROCESSES

g|+|e|a|=-

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

4 Name = Server = Startup = aStatus = Redundancy Status =
APl Web Service AQM18SRV12 Automatic Unknown

Archiver AQM19SRV12 Manual Stopped

Client Gateway AQM19SRVI2 Automatic Unknown

Exporier AQM19SRV12 Automatic Started

File Mover AQM19SRV12 Automatic Started

File Receiver ADM19SRV13 Automatic Unknown

File Receiver AQMQAS Automatic Unknown

File Receiver AQM19SRV12 Automatic Started

Importer AQM19SRV12 Automatic Started

Interaction Moniter AOM19SRV13 Automatic Unknown Unknown
Interaction Monitor AQM19SRV2 Automatic Stopped Unknown
IVR Import AQM193RV12 Automatic Started

Port Manager AQM19SRV12 Automatic Started

Process Manager AQM19SRV13 Automatic Unknown

Process Manager AQM19SRV12 Automatic Started

Report Manager AQM19SRV12 Automatic Started

VoIP Tap ADMTISRV12 Automatic No Communication

Web Server AQOM19SRV12 Automatic Started

»

n 1 - 18 of 18 items

Note: Notice the APl Web Service and Client Gateway shows Status as Unknown, as
these services will be used by third party.

Other processes which shows as Unknown status, it means the Aspect Quality
services are not running, it cannot be stated whether those services were Started,
Stopped or Terminated.

The Archiver process, it shows the status as Stopped, because Startup mode is
Manual. To start this service, select the Archiver process from the grid and go to
Action Menu. The Start option will be enabled to start the service, as shown below.
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SYSTEM PROCESSES

O start

Drag a column at column

4 Name = Startup =| & Siatus = Redundancy Status =
APl Web Serv Wiz Automatic Unknown =
Archiver 12 Manual Stopped
Client Gatews,, W12 Automatic Unknown
Exporter ADMI9SRV12 Automatic Started
File Mover AQM19SRV12 Automatic Started
File Receiver AQM19SRV13 Automatic Unknown
File Receiver AQMQAS Automatic Unknown
File Receiver AQM19SRV12 Automatic Started
Importer AQM19SRV12 Automatic Started
Interaction Menitor AQM19SRV1Z Automatic Unknown Unknown
Interaction Monitor ADM19SRV12 Automatic Stopped Unknown
IVR Import AQM19SRV12 Automatic Started
Port Manager ADM193SRV12 Automatic Started
Process Manager ADM19SRV13 Automatic Unknown
Process Manager ADM19SRV12 Automatic Started
Report Manager ADMI9SRV12 Automatic Started
VoIP Tap AQM19SRV12 Automatic No Communication
Web Server AQM19SRV12 Automatic Started
1 »

n b 1- 18 of 18 ilems
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8. Those services which are in the Started status, will have the Stop and Terminate options
enabled in the Action Menu. Either you can Stop or Terminate the process, then the Status
column will be updated to Stopped in both the scenarios.

SYSTEM PROCESSES

z(+em a
Drag a column at column
iname O Sto = Starup = aStatus = Redundancy Status =
APL Web San| . 1S minale wiz Automatic Unknown
Archiver w12 Manual Stopped
Client Gatews, V12 Automatic Unknown
Exporter AQM18SRV12 Automatic Started
File Mover AOM18SRV12 Automatic Started
File Receiver AQM195RV13 Automatic Unknown
File Receiver AQMQAS Automatic Unknown
File Receiver AQM19SRV12 Automatic Started
Importer AQM19SRV12 Automatic Started
Interaction Monitor AQM19SRV13 Automatic Unknown Unknown
Interaction Monitor AQM19SRV12 Automatic Stopped Unknown
IVR Import AQM19SRV12 Automatic Started
Port Manager AQM195RV12 Automatic Started
Process Manager AQM19SRV13 Automatic Unknown
Process Manager AQM19SRV12 Automatic Started
Report Manager AQM195RV12 Automatic Started
VolP Tap AQM195RV12 Automatic No Communication
Web Server AQOM185RV12 Automatic Started
»
n 1-18 of 15 items

Note: Stop is a graceful stop with allowing the background tasks to be completed successfully
and then stop the process. Terminate is when all the current ongoing tasks in the
process memory are stopped forcefully immediately.

Note: In case of Interaction Monitor process, if the status in the Redundancy Status column is
Active then the Set as Stand-by option in Action Menu will be enabled. If it is already in
the Stand-by status in the Redundancy Status column, then Set to Active option will be
enabled and you can set the Interaction Monitor to Active status.

Set to Active and Set as Stand-by are only functional for Interaction Monitor process.

9. When the Aspect Quality Service is stopped, WEM goes to unauthorized state. Any Action
Menu operations that are performed during that time, will show an error message, as given
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below. Then this needs IIS to be reset for the application pool reset. Once IIS is reset, the
WEM services will be available again.

A Error x

Service Unavailable

o

10.When you finish starting the service, close the Service window.

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 119



A CISpeCt Administrator Guide

4. Search for an Interaction

Use the Aspect Quality Interaction Search feature to build queries to search for particular
recordings for playback and review. The results display in the Search Results window.

SEARCH RESULTS: ALL

Q- Bl = Search Type:  New Search

n 100 ~ | Hems per page T 11 of 11 items 118 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. Refer
the Interaction Menu section.

You can use interactions using one or multiple criteria.

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, Agent Groups, ANI and
DNIS information.

4.1 Performing a Search

In the Quality Search Results window, you can build queries to search for specific voice
recording. You can use single or multiple criterias for media searches.
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1. Go to main Menu > Employee Experience> Interaction > Search. The Search window
opens.

Q Search x
Saved Searches e
- Hr All v Scored Nen-Scored

® New Search

Criteria Summary:

Saved Searches +
Date Options: Channel: *
30 Days To Date v Voice Only, Screen Only Voice a... +
From: Status: *

Current, Historical Pending Disp... «

To: Retrieve By:

Date Time - Descending v

Cancel Search

2. Perform the below steps as given:
e 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 Search Evaluations window, or the Search Results window,
and you want to change criteria in the current search, select Search > Edit Search.

# Edit Search
Q, New Search

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

3. Click Search.
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4.1.1

Configure Search Results Grid

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

- @O oy All Scored Non-Scored

41.1.1 All View

In All view, the user will see the interactions which do not have an accessible evaluation and
accessible evaluation grouped under the interaction. Select All to view scored and non-scored
interactions in the Search Results grid. After selecting the required criteria from Select a Date
Option, Select a Channel, Select a Status and Select Criteria fields, the SEARCH RESULTS:
ALL will be appeared as shown below.

SEARCH RESULTS: ALL

Qr s

Search Type:  New Search

Direction = Type =  DaleTime = Duraion = Agenl ® Edension = Anablics = ANl = DNIS =  Staws = Hiden =

8212022 Userd

=] None Task kb 00000 Agent L]

=] No
=] one
=) None a )
=] one £!
=] one as )
B o a
=) o a
=] to
=] o a
100 ~ | flems per page 1= 11 of 11 iteme 115 11 of 11 records

Note: The interactions which have accessible evaluations are recognized by the E] button
on the first column.

41.1.2 Scored View

In Scored view, the user will see the accessible evaluations which are grouped under the
interaction. Select Scored to view only the scored interactions in the Search Results grid.
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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: SCORED will be appeared as

shown below.

SEARCH RESULTS: SCORED

B Il =
Channe D ® T. ® vDaleTme Ext
: 3 o 10672022 25054
(=] Mane as S
an 2
[=] ang T i
B one
282
[ one B
1= one T 27295
@ = /82022 7180
i
. [ ane Ta
2022
. =) 08 T
B jone 1
2 3 4 5 . | Bems per page

An

Search Type:  New Search
o Status Tea H
[ “Detault
)
o) "
™ b
[ ault
L] a
™
[ Detault
)

1- 100 of 1000 items 1101000 of 60044 records b W

Click the Expand button, as highlighted in below image to view the results for the scored

evaluation.

SEARCH RESULTS: SCORED

Q- Bl =+~
Chas Dir. = T Ext
=) ane
D Iﬂ o
57 Cisc
i 0/152022 5:17:48 gl o,
¥ =] ‘one Task M 0:0000 WP
3 Communi
Drag hete to g "
Quality Score (%) n Paint Score FassiFal Status Template Name
B33% 506 Pass Compiete Karthi Template
Cis
» -‘_H @ T
=] e ! 5
= o 7
. @ .
33 a5 > v ems per page

SearchTyps:  New Search
1} Statur Tea. H
) <Default
{ De
) hammer_s,
Creted By

Administrator, AOM

1~ 100 of 1000 items 110 1000 of 60044 records > B

The following table describes the column names on the expanded grid.

Description

Column Name

Quality Score The evaluation score in percentage.
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Column Name Description

Point Score The evaluation score in “Total Points earned/Total Points Possible”.
Eg: 5/10 (earned 5 points out of 10 possible points).

Pass/Fail The evaluation score in Pass/Fail format.

Status The status of an evaluation.

Template Name

Name of an evaluation template.

Created By

The creator of the evaluation.

Created Date Time

The date and time when the evaluation is created.

To Review

The reviewer (such as Agent, Team, Peer) who is assigned to review the
evaluation.

Assigned Evaluation

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

Reviewed By Recorded
Agent

The review status of the evaluation which is assigned to the recorded
agent.

Do Not Show in Report

When the evaluation is used for the training purpose, a checkmark
appears in this column.

Coaching

When the coaching is required for the evaluation, a checkmark appears in
this column.

Evaluation ID

The ID of the Evaluation, which is stored in the database.

4.1.1.3 Non-Scored View

In Non-Scored view, the user will see the interactions which do not have an accessible

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

grid.

=
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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

Q- LU E = Search Type:  New Search

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

O Chan.. = Direction =| Type = vDate Time = Hidden = Duration = Agent =| Extension
|:\ L] Inbound ACD Call 711172022 3:13:41 PM 0:00:07 Godimp3
O L) Inbound ACD Call 71172022 3:13:41 PM 0:00:07 Godimp3
|:\ L) Inbound ACD Call 7172022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3 12321
O L] Inbound Inbound Direct Call ~ 7/11/2022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3
|:\ L D) Outbound Outbound Dialer Call 71172022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3 12321
[£] L) Outbound Outbound Direct Call 7/11/2022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3
|:\ ) Inbound ACD Call 7172022 3:13:41 PM 0:00:07 Godimp3
| L D] Inbound ACD Call 7111/2022 3:13:41 PM 0:00:07 Godimp3
] L) Inbound ACD Call 71172022 3:13:41 PM 0:00:07 Godimp3
O L) Inbound ACD Call 711/2022 3:13:41 PM 0:00:07 Godimp3
|:\ L) Inbound ACD Call 7172022 3:13:41 PM 0:00:07 Godimp3
O L] Inbound ACD Call 7111/2022 3:13:41 PM 0:00:07 Godimp3
|:\ L D) Inbound ACD Call 711172022 3:13:41 PM 0:00:07 Godimp3
[£] L) Inbound ACD Call 711172022 3:13:41 PM 0:00:07 Godimp3
|:\ ) Inbound Inbound Direct Call ~ 7/11/2022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3 12321
| L D] Outbound Cutbound Dialer Call 7/11/2022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3
] L) Inbound Inbound Direct Call ~ 7/11/2022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3 12321
-
= i e o s V) D S .
n e SR SEE T T 100 v ifems per page 1- 100 of 573 items 110 573 of 573 records

41.2 Select a Date Option

In the Edit Search pane, a Date Options drop-down list is available.

Date Options:

‘ Today E
R

Week To Date

Month To Date

Year To Date

Yesterday

Previous Week

30 Days To Date v

From this drop-down list box, select a date range. The following is a list of options in the drop-
down list box. Notice that as the date option is selected from the drop-down list box, the date
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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 box.

Date Option Description

Today

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

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

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

Previous Month

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.
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Date Option Description

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.

4.1.3 Select a Status

From the Status drop-down list box, filter interactions based on the Status of the interaction by
selecting any combination of the Current or Pending check boxes.

Status: *

Current n

Current

Historical

Archived

Pending Disposition

000’

Select at least one Status to perform a search. Each option is 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.

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

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.
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Status Option Description

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.

41.4 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, or a text.

Channel: *
Voice Onhky, Screen Only Voicea... w
0 Voice Only
£ Screen Only
E* Veoice and Screen
= Email
" Chat

0 swms

Note: Channels are only enabled for selection if you have an appropriate license installed.

From the Channel drop-down list box, select one or more check boxes by which you want to
search. Each option is described in the following table.

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 that have only email interaction
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Channel Definition

Chat Interactions that have only chat interaction

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.

4.1.5 Select Criteria

Click on Add Criteria button, the Add Criteria window opens.

Q Add Criteria

Search Type: *
Search List:
Interaction Details v
Search Type: Interaction Details x

Criteria: * Direction Equals Inbound
Direction v

Equals: *

Outbound n +

None
Inbound

Outbound
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41.5.1 Search Types and Criteria

The following table contains the search types of criteria which will be added under the Criteria

Summary.
¢ Advanced ¢ Advanced
e Custom Information e Custom Information
e Interaction Details e Evaluation Details
e Interaction Handling e Evaluation Review
¢ Interaction Statistics ¢ Interaction Details
* Recording Information * 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.

-
{

Q. Search x

Saved Searches
- v All Scored Non-Scored +

Criteria SummaRLEEEINENETEET RIS x

# New Search evaluation when you are in Non-
Scored view. Please remove it or
Saved Searches choose 'All' or “Scored’.
Search Type: Evaluation Details x
Date Options: Channel: * pasSEanEqmeies
X X Search Type: Evaluation Review x
Previous Year w oice Only Screen Only,Voice a... v
Agent Equals Marked
From: Status: * Search Type: Advanced )

. : - "
Current,Historical, Pending Disp... Audio Recording Missing Equals Yes

To: Retrieve By:

Date Time - Descending v
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The Interaction Search criteria Search Type menu.

Search Type: *

l Select a search type a

| Select a search type

Advanced

Custom Information
Evaluation Details
Evaluation Review
Interaction Details

Interaction Handling

The Aspect Quality Evaluation criteria Search Type menu.

%

Search Type:

l Select a zearch type a

| Select a search type |

Advanced

Custom Information
Evaluation Details
Evaluation Review
Interaction Details

Interaction Handling

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

41511 Advanced

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

Criteria - Select: Description - Options displayed

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.
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Criteria - Select: Description - Options displayed
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.

Audio 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

* Yes

* No

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

Host ID It represents the Call ID of the switch.
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 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
e 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).
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Criteria - Select: Description - Options displayed

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
e 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.

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.

Transcript File Name There is a Chat Transcript file.

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 transcript file number by which you
want to search.

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.
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Description - Options displayed

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

* Equals

e 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.

Universal Call ID

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 Universal Caller ID 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
e Starts with

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

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
e 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).
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41.51.2 Custom Information

Custom Information are variable criteria made available to Aspect 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.

Criteria - Select: Description - Options displayed

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

*Variable metadata from CTI.
Examples include:

D5 (UCCE 11.5 HPX)

* DNIS (Default Import
Switch - Inactive) Then, in the Entry text box, type the custom information by which you

Note: The associated switch | Want to search.
is mentioned with the
Criteria. Not only, itis a
drop-down list, its a
combo box, where you
can also type the
Criteria and the
matching items will also
appear at the top.

* Equals
e Equals None
o Starts with
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4.1.51.3 Evaluation Details

Administrator Guide

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.

- |

First Name = las.. = SwithN = Role = = vEmai

Usert DR UIP73 ENCTIPS  Agent Adve  333@orzot + | | Add Criteria *
Tara Ps UIPT3_ENCTIPS  Agent Actve  2255@ord20
Search Type: *
Sandesh Kundar UIPT3_ENCTIPS  Agent Acive  2117@ord20 Search List:
Evaluation Details v

Tara Pissay UIPT3_ENCTIPS  Agent Active  2116@ord20
Bhagyashree Godiuggi  UIP73_ENCTIPS  Agent Aclive  2115@ord20 Ciiteaial
Karthik Thukkaram  UIP73_ENCTIPS  Agent Active 2114@ord20 Cregted By ¥
Thangaraj Egambaram UIP73_ENCTIPS  Mentor Active 2113@ord20 Search: *
Sree Madhi UIP73 ENCTIPS  Agent Acive  2112@ord20 Q
Abhay Dwivedy  UIPT3_ENCTIPS Mentor Active  2111@ord20
Ux Users UIP73 ENCTIPS  Agent Active  2110@ord20
ux Users UIPT3_ENCTIPS  Agent Actve  2109@ord20
Ux Userd UIPT3 ENCTIPS  Agent Active
ux User3 UIPT3_ENCTIPS  Agent Actve  2107@ord20
‘ »

n 2 3 4 5 1- 100 of 3092 items Cancel “

Criteria - Select: Description - Options displayed

Assigned Evaluations

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

Note: Evaluations are assigned from Workforce Engagement
Management Ul.

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

Created By

Search text box.

¢ 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.
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..

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

The Equals drop-down list box displays the options

¢ N/A
e Pass
e Fail
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Description - Options displayed

Percentage Score

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

¢ Equals

e Greater than

e Greater than or equals

e Lessthan

e 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
e Equals
e Greater than
¢ Greater than or equals
* 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 4-239, 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 purpose, a check mark will be
mentioned 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.

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

List of Users

Administrator

All the active and inactive users available in the system.
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Users List of Users

Mentor * 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.

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.

41.51.4 Evaluation Review

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

Criteria - Select: Description - Options displayed

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.
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Criteria - Select: Description - Options displayed

Reviewed By Recorded | Retrieves the recorded interaction based on whether the agent has or has
Agent 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.

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.

4.1.5.1.5 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: A chat initiated by a customer is stored as an interaction in Aspect Quality. Only when
the Agent replies to the customer’s chat, is the interaction displayed for the users in the
Workforce Engagement Management Ul. Then, the Agent interaction contains the chat
conversation of both the Agent and the customer.

Criteria - Select: Description - Options displayed

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

e Equals

* Equals None
e Starts with

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

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

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 139



A CISpeCt Administrator Guide

Criteria - Select: Description - Options displayed
Customer Email This criteria uses to find the interactions based on the registered email
Address 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
e Ends with
* Equals
¢ Equals None
» Starts with
Then, in the Entry text box, type the registered name by which you want to
search.
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.

DNIS (Dialed Number DNIS represents the number that the caller dialed.

Identification Service) . . . .
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.
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Description - Options displayed

Device Position

Unique ID used to identify a device or phone.

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

e Contains
¢ Ends with
e 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

e Contains
¢ Ends with
e Equals

* Equals None
e Starts with

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

Message Count

The total number of messages.

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

¢ Greater than

* Greater than or equals

* Lessthan

¢ 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.

Protected Prevents interaction from being deleted.
From the Equals drop-down list box, select
* Yes
Switch From the Equals drop-down list box, select the switch which you want to

search. Click on (+) to add the criteria under the Search List section.
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Criteria - Select: Description - Options displayed

Task Name It is a non-recording evaluation. 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.

Type Contains all of the interaction types.

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

« ACD Call

e Campaign Outbound Email
¢ Chat

¢ IVRCall

¢ Inbound Direct Call

* Inbound Email

¢ Manual Outbound Email
e QOutbound Dialer Call

¢ Outbound Direct Call

e Task

e Unknown

Email Subject 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

e Contains
¢ Ends with
* Equals

¢ Equals None
» Starts with

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

4.1.5.1.6 Interaction Handling

Criteria - Select: Description - Options displayed

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 Mentors and Administrators.
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Criteria - Select: Description - Options displayed

Agent Group 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 Mentors and 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 Mentors and Administrators.

Initial Agent Group ¢ 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 Mentors and Administrators.

Initial Skill Group Search text box.

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

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

Precision Queue Search text box.

* You can search without entering any filter value. A table displays a list
of all active precision queue with their associated Cisco UCCE switch.

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

Skill Group A group of agent groups called as Skill Group.

Search text box.

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

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

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.
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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.

Us.. =

User.Chat.._.

ericagac

S50Temp108

marivimo

luisagec

Fir... = La. . = Sw.. = Role
uiP
User03 User Agent
ENCTIPS. .
EricaNeliga o002 %2 ppop P Agent
Torre
Salas oraer DRUP  Agent
Temp108&
Marivi Moncayo PROD_UIFP Agent
LUISA GARCIA

- DR_UIP Agent
GERALDI... TORRES

= St

Inactive

Inactive

Inactive

Active

Active

User.Chat...

ericaga-

ci@herbal.

S0Tempi. ..

marivimao. ..

luisage.c.

Column Name Description

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

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 (Inactive or Active) of the user.

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 4-
239, if you would like to see the Inactive users along with the Active users in the search

criteria

It is also applicable for the Agent Group, Application, and Team criteria.
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Interaction Statistics

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

Criteria - Select:

Description - Options displayed

Duration From the Show items with value that is drop-down list box, select
¢ Equals
* Greater Than
e Greater Than or Equals
e LessThan
e 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.
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
¢ Equals

* Greater Than

e Greater Than or Equals

e LessThan

e 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

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

e 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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Description - Options displayed

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

Equals

Greater Than

Greater Than or Equals
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.
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4.1.5.1.8 Recording Information

Criteria - Select: Description - Options displayed

Audio Port The port through which Aspect Quality recorded the audio.

Type the port number in the Contains text box by which you want to
search.

Audio Port Description 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 port number by which you want to
search.

Imported An interaction imported to the Aspect Quality.

From the Equals drop-down list box, select
* Yes

Matched Rule The rules that allow the interaction to be recorded.

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

Recording Group Group of audio recording ports named as Recording Group.

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.

This option is only available for Mentors and Administrators.

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
¢ Contains
e Ends with
e Equals

* Equals None
e Starts with

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

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

1. On the Search window, click Add Criteria.

Q, Search x

m Saved Searches @
- B All v Scored Nen-Scored

® New Search

Criteria Summary:

+

Saved Searches

Date Options: Channel: *
30 Days To Date w Voice Only, Screen Only, \Voicea... +
From: Status: *

Current Historical Pending Disp... ~

To: Retrieve By:

Date Time - Descending v

The Add Criteria window opens.

Search Type: *
Search List:

Select a search type v

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

Q, Add Criteria ®

Search Type: *

Search List:
Interaction Details W
Criteria: *
Extension v

Show items with value that is *

Contains v

Entry: *

[ 147 | @

Add criteria te list

The criteria displays in the Search List.

Search List:

Search Type: Interaction Details x
Extension Contains 147

Note: To remove the search criteria from the Search List, click X.
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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 &
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 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.

4.2 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
4-120.) This includes understanding how to use the tools on the window, such as:

* Pagination
¢ Group Search Results
* Resize Columns

¢ Use the Search Results Menu
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4.2.1

SEARCH RESULTS: ALL

Q- Bl =~ Search Type:  New Search

n 00 W | llems per page 1= 11 of 11 ilems 110 11 of 11 records.

Pagination

By default, the system displays the interactions that you answered within a selected time
period (refer Select a Date Option), based on the selected view such as All, Scored and Non-
Scored (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.

n 2 3 4 5 E L]

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

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 EE

Note: 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.
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4.2.2

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

Q- B

1l
-

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

| ] Channel = Dir. =| T. =| vDateTime =
= = fl -90-
ENN | ] None Task 9/8/2022 7:29:55 PM
] = ol I, 440~
e | [] =] None Task 9/8/2022 7:19:08 PM
For example:
SEARCH RESULTS: ALL
Q- Bl =~ Search Type:  New Search
O Channgl = DOr. = T. = vDaeTme =l =lva. = Bt = =1 D | ook =
4 Date Time: 10/19/2021 2:09:33 PM
o 2 10/19/2021 2:09:39 SEPBC1
» 0 =] Hone Task 0:00:00 % )
= PM Cisco 7962
4 Date Time: 10/19/2021 2:09:3¢ PM
10/19/2021 2:09:39 185 0o
> 0 =) None Tk & 0:00:00 IP )
: Communi
4 Date Time: 10119/2021 2:09:39 PM
— o 10/19/2021 2:09:39 agent2330,
> (] = None Task 0:00:00 ()
= PM ageni2330
4 Date Time: 10/19/2021 2:09:39 PM
10/19/2021 2:09:39 1 Btocen
> 0 =] None Task F” S 0:00:00 IP @
» Communi
4 Date Time: 10/19/2021 2:09:39 PM
10/19/2021 2:09:39 et
S O B None Task i g 7 0:00:00 IP ()
. Communi.
4 Date Time: 10/19/2021 2:09:39 PM
10/19/2021 2:09:39 1
» 0O =] None Task Fr‘v e . 0:00:00 IP )
= M
Communi -
3
Mo« & 7 8 9 n 100 ~ | items per page 901 - 1000 of 1000 fems 110 1000 of 60612 records > Ml
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You can also group by multiple columns by dragging the next column into the same header.

SEARCH RESULTS: ALL

Qr Bl =

a Date Time » Duration

O Channel = Dir =

4 Duration: 0:00:00
4 O = None

4 Date Time: 8/22/2022 1:10:41 PM

4 Duration: 0:00:00
4 O = None

4 Date Time: 8/22/2022 1:21:38 PM

4 Duration: 0:00:00

> O = None

4 Date Time: 9/8/2022 7:19:08 PM

4 Duration: 0:00:00
> O ] None

4 Date Time: 9/8/2022 7:29:55 PM

4 Duration: 0:00:00

> O =] None

| items per page

Task

= | vDate Time =| Du =
81212022 7:02:43 PM 0:00:00
82272022 1:10:41

0:00:00
P

8/22/2022 1:21:39
PM

0:00:00

9/8/2022 7:19:08 PM 0:00:00

9/8/2022 7:29:55 PM 0:00:00

Godihuggi,
Bhagya

Godihuggi,
Bhagya

Load Agent
16624
Load Agent
16624

Godihuggi
Bhagya

Godihuggi,
Bhagya

901 - 1000 of 1000 items

Search Type New Search

. = DNIS = Status

1t 1000 of 60612 records » M

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

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.

Use the Search Results Menu

Once you view a set of search results in Search or Search Evaluations window, you have
access to a drop-down menu from the triple-bar 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 Search Evaluations
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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.

SEARCH RESULTS: ALL

Q- sl =i Search Type:  New Search

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

D Channel = Direction = Type = vDate Time = Duralion = Agent = bBd = AN = D = Stals = Hidde
2 o Godihuggi, | T SortAscending
L \_\ ] None Task 9/8/2022 7.29:55 PM 0.00:00 )
Bhagya + Sort Descending
= Godihuggi,
0 B None Task 9812022 7:19:08 PM 0:00:00 99, [P 2 )
= Ehagya
il Columns >

A Load Agent
= w2 812212002 1:21:39 =
> [ ] None Task 0:00:00 16624, Load = Show All Data ()

PM
Agent 16624y Reset Layout

= T 81222022 1:10:41 Godinuggi, @ Clear All Filiers

4 ] K (-
J ] None Task M 0:00:00 Bhagya ()
S Godih

A Nm 2] None Task 81212022 7:02:43 PM 00000 00090 “
et Bhagya
= = 712812022 10:12:22

v O = None Task o 0:00:00 agent10, uccx ()
= o 71412022 419:32 1467, Cisco IP

3 [ ] None Task 0:00:00 ()
— PM Communicator

4241 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.

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 triple-bar 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.
4 Sort Ascending

+ Sort Descending ;
Y Filter =
Il Columns L
= Show All Data

-+ BestFit ?

(3 Reset Layout
@ Clear All Filters
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4.2.4.2 Add or Remove Column Names

You can remove or add the columns that you want to view by clicking the triple-bar icon next to

any column name and selecting Columns.

= Duration
1 Sort Ascending

4 Sort Descending w

Y Filter >

= Show All Data E

¢ Reset Layout

@ Clear All Filters

Channel
Direction
Type
Date Time
Duration
Agent
Extension
ANI

DNIS

[ Hold Count
[] HostID

|| Matched Rule

[ Maximum Hold Time
[ Interaction ID

[ Total Hold Time

[ Agent Group

|:| Initial Agent Group
[] skill Group

[ Initial Skill Group
[] Precision Queue

[ Protected

[ Device Position
Status

[] customer Name

|:| Message Count

[] Customer Email Address
[] Transcript File Name
Thread ID

[ Email Subject
Message ID

[ Audio Port

[ Audio Port Description
[] Recording Group

[] imported

[] Universal Call ID

[] Universal Media ID
[] Task Name

[] Teams
[ Switch

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

Note: For descriptions on each column name, see Column Names on page 4-181.

4.2.4.3 Filter Criteria

From the Search Results or Scorecard Interactions 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 4, Search for an Interaction.

To change the criteria of a column, perform the following steps.
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1. Click the triple-bar 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.

+ Sort Ascending
+ Sort Descending
Y Filter

I

Show items with a value that:
M Columns * Equal to ~
= Show All Data

@) Reset Layout

© Clear All Filters

And hd

Equal to W

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

! 1+ Sort Ascending
+ Sort Descending
T Filter

I

Show items with a value that-
Il Columns * Equal to s

= Show All Data

! Reset Layout H e
& Clear All Filters
L And ~
I Equal to -
|
:::: O
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If you want to change the criteria for the Duration column, the Filter drop-down list displays
the following.

| 1+ Sort Ascending

_ + Sort Descending

Show items with a value that:

‘M Columns > Equalto v

= Show All Data ~ . ~
] H M 5

® Reset Layout v Y Y

. @ Clear All Filters And v

Equal to A4

H Slm $ls -

3. Change the Filter criteria.

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

4. Click Filter. The Search Results automatically update.

4244 Reset Layout

Select Reset Layout to restore the table layout to the factory defaults.

4+ SortAscending
 + Sort Descending
T Filter .

:||| Columns b
= Show All Data
® Reset Layout

@ Clear All Filters
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4.2.4.5 Clear All Filters

Select Clear All Filters to delete all the filters that you added to this search.
+ Sort Ascending
+ Sort Descending
T Filter >

Ml Columns >

i= Show All Data

L

Reset Layout

@ Clear All Filters

A default of 100 results per page displays. Use the following buttons to move between the

pages.
Button Icon Description

First Page

Previous Page

Next Page
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Button Icon Description

Last Page

Once you have located the Agent on which you want to search, you can either double-click the
row of the agent, or you can select the row and click OK. The Agent displays in the Search List
on the Add Criteria pane.

Note: You can add more than one Agent to the Search List.

4.2.5 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.

Criteria Summary:

+

# Edit
Search Type: Interaction Details o
ANI Contains 147 X Delete

Clicking Action > Delete automatically deletes the criteria from the Criteria Summary list.
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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.

Q Edit Criteria ®

Search Type: *

2. Modify the fields you want to change.
3. Click OK. The new criteria displays in the Criteria Summary pane.
OR

To cancel the update, click Cancel.
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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

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

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

Evaluation: None

m Actions

Agent: Godihuggi, Bhagyashree Date Time:  1/25/2019 2:10:57 AM

¢
+
1]
<

Interaction Details:

Interaction ID:
Type:

Switch:

Host ID:

uciD:
Extension:
Device Position:
ANI:

DNIS;

Task Name:
Assigned Interactions:

Hidden:

1E4FG89E-E22E-4686-B7DF-3389A92BFAC2
ACD Call

Default Import Switch {Inactive)
N/A

N/A

N/A

N/A

NIA

NIA

N/A

No

Yes

The View Transcript Player will be hidden in the Interaction View Detail Page, if the
selected chat interaction mediafilestatus is marked as deleted. Check below

[®  Channel = Direction = Date Time
> ‘)) Inbound 1/25/2019 2:10:57 AM
> [ Outbound 8/29/2018 3:57:06 AM
3 [ Outbound 8/29/2018 4:02:26 AM
» ) Inbound 8/29/2018 4:02:26 AM
> [ Outbound 8/28/2018 7:30:31 AM
» (D] Inbound 8/29/2018 2:13:53 AM
> [ Inbound 8/29/2018 3:56:17 AM
Note:
screenshot for reference.
INTERACTION
(..
Drag a column header and drop it here to group by that column
Channel = Direcfion = Type
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Inbound Chat

Evaluation: Mone

m s

Agent b, vijendar Date Time: 1002212021 2:43:40 PM

~ |+

1l

v

Interaction Details:

Interaction ID:

Type:

Switch:

Task Name:

Assigned Interactions:

Hidden:

Interaction Handling:

Agent:

BC75A0C2-BFES-48FC-965F-898922DBTA3E
Chat

UIP STRATUS

hiA

HNo

Mo

b, viilendar

- icationd

g
Agent Group:

Initial Agent Group:
Skill Group:

Initial Skill Group:

Teams:

Interaction Statisfics:

CHATWS
CHATW
A
HA

baseAgentWorkgroup1
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4.2.6.1 Media Player Pop-out

This feature allows you to view a Voice and Screen Interaction in another window. It helps you
to view the interaction in another window and do other tasks simultaneously. Click on the Pop-
out button, as shown below.

INTERACTION

Pop-out button

€ Agent Dwivedy, Abhay Date Time:  8/27/2019 9:06:52 PM

Evaluation: Administrator AQM,50%, T... | » | = =

m Evaluation Annotations Attachments

Protect

(I Protect this interaction @

Calibration

Name:
Tag1_18.0

D 00:00:47 | 00:00:47 C' P
@ Tag for Calibration

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

Channel = Direction = Type =

> E',‘=5 Inbound Inbound Direc... |

Note:
* The Pop-out option is only available for Voice and Screen Interactions.

* If you click on the Pop-out button while the video is in progress, the video will be paused
at the same duration on the pop-out window.

* You can resize the Pop-out window based on your requirement. Hence if you resize
down the Pop-out window to a certain size, the media player controls will overlap on
each other.

e The Pop-out window which you closed earlier and in future when you click on the Pop-
out button, the pop-out window size and position will be retained the same on the parent
window.

*  When you want to move away from the page or select another interaction in the playlist
or related interactions grid, a warning message will be displayed to notify you that the
pop-out window needs to be closed.

* The settings for media player controls such as volume, playback speed, duration, and
so on, will be carried over to the next active media player.

¢ In a multi-monitor environment, the pop-out window can be moved to a different monitor
from the parent window.

* When an annotation is created with pop-up media player open, clicking on play button in
the corresponding annotation does not start playback. This is expected behavior as the
browsers restrict auto play due to security until a manual action is done in the pop-up
window.
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¢ When an annotation is created with pop-up media player open, clicking on play button in
the corresponding annotation does not start playback. This is expected behavior as the
browsers restrict auto play due to security until a manual action is done in the pop-up
media player.

The interaction will be opened in another window. Click on Pop-in button to resume playing on
the Interaction window.

INTERACTION Pop-in Button

WorkForca Optimization - Google Chrome - O
€

-

Please close the pop-out window to
resume playing here

v

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

Channel =| Direction = Type|

, £  Inbound Inboundd ZLE Y D 00:00:39 / 00:00:47 C

Note: When you click on the Pop-in button, the pop-out window will close, and the video will
be paused on the Interaction window.

4.3 Viewing Search Results

4.3.1

To viewing the search results, refer Pagination.

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

SEARCH RESULTS: ALL

Q- Bl =~ Search Type:  New Search

Channa = Dirsction = Type = DateTime = Dursion = Agen! = Extension = Anajics = ANl = DNIS = Stawms = Hdden =

a2v2022

23458 FM

(=] None Task

=] o
=] None
5
B e
B hone
=] e a
=] a
(=] o a
& < 2022
3:39 PH
100 ~ | flams per page V< 11 of 11 items 110 11 of 11 records

Note: You can select up to ten interactions for a playlist.

3. Click on Create Playlist button.

SEARCH RESULTS: ALL

Qv BEll =

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

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

4.3.2 Quick View of Audio Interaction

If the user wants to listen to the recording or download the recording, follow the steps below to
listen an audio interaction or download the audio interaction.
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1. Select the audio interaction and click on the Play Voice Only button as shown below.

SEARCH RESULTS: ALL

Qr aell =- Search Type:  New S
Drag a column header and drop it here to group by that column
Channel =  Direcion = Type = vDateTi. = Duraion =  Agent = Edension = AN = DNIS = Dev. =
B/5/2019 4:49:26 Administrator,
B B None Task 8 00000
Pl AQM
8/5/2019 3:18:39 Administrator,
9 B None Task ° ’ aongo oo
PM AQM
713172019
® ¥ None Task ! 0:00:00 Puttappa, Chida
H 43159 PM P
513112019
) Inbound ACD Call ’ 0:04:00 ..., LN, FN
92233 PM
513112019 Chidananda,
) Inbound ACD Call ~ 00400
9:22:38 PM Chidananda.
513112019 Chidananda,
O Inbound ACD Cal e Qoggp enenca
9:22.38 PM Chidananda.
513112019
L)) Inbound ACD Call ’ . 0:04:00 LN
92238 PM
513112019 Chid da,
0 Inbound ACD Cal > Gog0p Cenenca
92238 PM Chidananda.

cmamnan

Note: After selecting the audio interaction, only the Play Voice Only button will be
enabled as the interaction is audio interaction.

2. Click on Play button to listen the audio or 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 %
Download
Agent: Chidananda, Chidananda. Date Time: 53112019 9:22:38 PM \

*D 00:00:00 / 00:00:08 C'

“

Play

3. Click on OK button to close the dialog.

4.3.3 Quick View of Voice and Screen Interaction

If the user wants to listen to the recording or download the recording, follow the steps below to
listen a voice and screen interaction or download the audio interaction.
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1. Select the voice and screen interaction as shown below.

SEARCH RESULTS: ALL

nL‘ 3 4 5 M

Note:

Aspect Workforce Engagement Management Quality™ Administrator Guide

Saarch Type New Search

= vDale Time =

Extansion =

A A a A& a

918302822824

L inbound 1009 Uninown
4 inbound
LH] inbound

~ | dems par pags

1- 100 of 504 ilems 180 594 of 534 records

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

( =9 - 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 ( B")) -
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.
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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.

=" Play Voice and Screen

»
Download
Agent | Diate Time 5/31/2019 9:22:38 P

D 00:00:00 ( 00:0:11 C

Play

3. Click on Play button to view/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 ®

You have chosen to download a £4* Voice and Screen recording. This can be
separated into parts.

| Choose how to separate voice and screen files

@[> =" Combined Voice and Screen

P ¥ voice
(3 B Sscreen
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.
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5. Click on OK button to complete the download.

4.3.3.1 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

Q-

Search Type:  New Search

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

|:| Channel = el = T. = vDate Time = = Agent = = ANI = DNIS = = Thread ID =
8/2472020 10:40:52
|:| L ] Inbound Chat 0:0. viewer, ivr [2)]
AM
8/2472020 10:35:31
D « Inbound Chat 00 viewer, ivr @)
AM
8/2472020 10:29:53 M 5
O -« Inbound Chat : 0. anagem, )
AM Cloud
|:| « Inbound Chat 8/2172020 24849 PM . 0:0. chall, auto1 ()
D & Inbound Chat 8/21/2020 2:48:25 PM  0:0. agt, sonya )
Useragnt,
|:| = Qutbound Inbou... 8212020 2:39:27 PM  0:0... ¢ {4} 940015250 64
Useragnt
|:| « Inbound Chat 8/21/2020 1:43:07 PM  0:0...  chat1, aufol ()]
|:| kg Inbound Chat 8/21/2020 1:32.26 PM | 0:0... | agt, sonya @)
] L] inbound Chat 8/21/2020 1:12:36 PM  0:0...  naik, ram (D)}
|:| ) Inbound Chat 8/21/2020 11200 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 )
|:| - Inbound Chat 8/21/2020 1:03:55 PM  0:0...  naik, ram (3]
8/2172020 11:21:12
[ ) Outbound Outbo... 0:0...  simpson, luke 9030 9033 )
< >
n 2 3 4 5 b L | 100 “ | items per page 1-100 of 853 tems. 1 fo 853 of 853 records

Note: 1. After selecting the chat interaction, only the View Transcript button will be
enabled.

2. The View Transcript button will be disabled, as shown below, if the selected chat
interaction mediafilestatus is marked as deleted.

SEARCH RESULTS: ALL

[a -] [=]e m

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

Search Type:  Mew Search

[J | Channel = Direc. = Type =|vDale.. = Durat. = Agent = Exe. = AM = DMS =| Staus =  Hidden =
- 116i2022 2
> = N Task 0:00:00 Dwivedi, Sujit &
(m =] one asl i Sar wived, Suji (1)
. - Inbound Chat omatu 0:00:45 b, vijendar (@)
3/18:06 PM
= 101222021 tanden
] L Inbound ACD Call 0:03:21 2021 2020 2023 ()
3:17:45PM kushal2
1072202021 tandon
0] I : 202 e
O 4 Inbound ACD Gal R aa e 021 2020 2023 ()
= 10/2202021
Inbound Chat 0:00:44 b, vijend, @
[ - nboun al S vijendar ()]
= 101222021 tanden
] L Inbound ACD Call 0:00:28 2021 2020 2023 ()
3:06:02 PM kushal2
1072202021
> o :00:57 b, Vi &
O - Inbound hat s, 0:00:57 b, vijendar ()
— 10/2202021
Inbound Ghat 0:00:19 b, vilendar ®
‘ ~J 2:43:40 PM i #
s 10/1872021 am,
[ - Inbound Chat 0:00:55 1021 ®)
2 PM AQMAgent!
101192021
Inbound Chat 0:00:42 , nata 1023 ()
O * 12:36:31 PM
— 104112021
- o S e 202 ®
] Inbound hat tenanen 0:00:20 b, vijendar 2021 ()
O - Inbound Chat i d 0:00:15 b, viendar 2021 )
1:55:45 PM
101172021
Inbound Chat 0:00:07 b, viendar 2021 )
O e 1:54:35 PM :
= 104112021
Chat 0806 D, vilen 202 ®
] - Inbound hat e 0:09:06 b, vijendar 021 ()
- 10112021
Inbound Chat 0:00:44 b, viendar 2021 @
‘ = 1:41:07 FM ! =t
111202 -
1 - Inbouind Chat b 0058 h viendar 2021 )
B 100 | items per page 1050705 dtems 1 10,98 of 05 racords
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2. The View Transcript window appears as shown below.

| B View Transcript ®

Agent: viewer, ivr Date Time 31712020 5:38:04 PM Chat

Channel:
@® viewer, ivr - Chat - 38.04 PM - Duration: 00:00:01

v AutoCustomeri

Customer ‘AutoCustomer1’ has joined the conversation

Download

Fi AutoCustomert

Session [0] First Chat Message

5.20:04 Po AutoCustomert

Customer 'AutoCustomer1’ has left the conversation.

System
Hello!

5:38:06 Fu System
Sorry, there seems to be a problem with the sysiem. We regret the inconvenience, please try again later.

Have a nice day!

-

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.

4.3.4 View Interaction Details

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

Q- L m =- Search Type:  New Search
Drag a column header and drop i here to group by that column

[]  Channel = Direction = Type = vDate Time = Duration = Agent =| Extension = AN

O L) Inbound Inbound Direct Cal 022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3 12321 123 .
| 0O ) Inbound Inbound Direct Call 3 04:12 AM 0:01:21 Duiveay, Abhay 916302822579 PLBK21001
g ¢ Inbound ACD Call 31472018 11:50:33 PM 0:00:08 Godihuggi, Bhagyashree 916302822824 68687
3 N} b Inbound ACD Call 3142018 11:44:20 PM 0.00:12 Godihuggi, Bhagyashree 916302622624 63687
| |I|mnouna ACD Call 3142018 11:39:13 PM 0:00:29 Godinuggi, Bhagyashree 916302822824 62687
» | O £ inbound AcD call 322018 2:00:05 AM 0:00:21 Dwivedy, Abhay 916302822824 62687

O ) inbound Inbound Direct Call 111612016 3:28:25 AM 00014 agent30, agent30 1000 Unknoun

O ) Inbound Inbound Direct Cal 632456 AM 0:0322 agent30, agent30 1009 Unknoun
O Inbound Inbound Direct Call 11 1:51 AM 0:0056 agent30, agent30 1009 1004

0 inbound Inbound Direct Call 972372016 12:14:11 AM 0:00:15 SCCP 1009, Cisco 7831 1009 2804

O Outbound Outbound Direct Call 9 12:11:34 AM 0:00:19 SCCP 1004, Cisco 7931 1004 1004

m] =L Inbound Inbound Direct Call 91 12:10:59 A 0:01:13 SCCP 1004, Cisco 7931 1004 2804

O LY Outbound Outbound Direct Call 9/23/2016 12:06:15 AM 0:00:26 SCCP 1009, Cisco 7931 1009 1009

m] ) Inbound Inbound Direct Call 91 12:05:34 AM 0:01:30 SCCP 1009, Cisco 7931 1008 2804

O £ Outbound Outbound Direct Call @ 120247 AM 0:00:18 SCCP 1004, Cisco 7831 1004 1004

O - Outbound Outbound Direct Call 9/23/2016 12:03:16 AM 0:01:08 SCCP 1004, Cisco 7931 1004 1004

O (= Outbound Outbound Direct Call 912272016 11:51:51 PM 0:00:22 SCCP 1004, Cisco 7931 1004 1004

m] = Inbound Inbound Direct Call ~ 9/22/2016 11:51:16 PM 0:01:18 SCCP 1004, Gisco 7931 1004

[m} 20 Outhoind Oufbniind Diract Call_002/201 11-49:00 P 00010 SCCP 1004 Cisen 7931 1004 100e T

»
B > 9 o - torssesens ep—
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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.

View Interaction Details ®

Interaction Details:

Interaction 1D: D7295225-9EDE-4C43-B03F-C8D99F2FOCF4
Type: ACD call

Switch: Default Import Switch {Inactive)
Host ID: MiA

UCID: N/A

Extension: MNiA

Device Position: MNiA

ANI: MiA

DNIS: N/A

Task Name: MNiA

Assigned Interactions: No

Hidden: Yes

Interaction Handling:

Agent: Chidananda, Chidananda.

Annlicatinn: LATT.Y

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

4.3.5 Custom Info Column to Display

Follow the steps below to view one Custom Info column or multiple Custom Info columns in the
Search Results grid.
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1. Click on the !lI button to add one or multiple custom info columns. The list of Custom
Info Key and Switch are displayed, as shown below.

SEARCH RESULTS: ALL

Qr 3 @
Drag a column header and drop it here I
] Channel =
O -«
O -

O 0O
o

O
A

v

&

ooo
Mmoo

ey

0
%

i

o0
2=}

O
m

b
el

B

n R iy

Oo0oo

e =-

Custom Info Columns to Display

4 Custom Info Key

] Ussioulorniu

[] Distributor 1D

] owis

] owis

[] Doe

[] boe

] osio

[} DS MName

[] DS Number

[ EMAL

Eennenial
n S
U ONOUN S0 T S ZZAT P
Inbound ACD Ccall 872017 9:22:37 PM
Qutbound . Qutbound... | 8/7/2017 9:22:35 PM
Quibound | Qutbound... ' 8/7/2017 9:22:34 PM
Outbound ' Outbound... - 8/7/2017 9:22:34 PM
Quibound . | Qutbound... 8&/7/2017 9:22:33 PM
Inbound ACD Call 8I712017 9:22:22 PM
> M 50 | iftems per page

= Switch
UR_UIF

PROD_UIP
FPROD_UIP
DR_UIP

PROD_UIP
DR_UIP

PROD_UIP
FPROD_UIP
PROD_UIP

PROD_UIP

BRAR_LID.

Cancel

TU0ZS =
Melisa Guadalupe

0:01:22 Moya Leo, Israel

0:01:03 Martinez, Fernando

it

i

1- 100 of 118 items
AT

64524176

8624

De los Santos Juarez,

0:00:19 B s
Juanita Sarai

0:0020 Nunez Zavala, Adrian Israel

0:00:15 Garcia Torres, Karla Gisell

0:00:55 Jimenez, Yoana

3424

5730

375

3337

Search Type: New Search
ANI = | Slals = alnteractio.. = Hidden

)

©)
8460 )
25633 )
8438 )

)

)
343 )
25633 )
4433757877 )
5364 )
3447 )
5433644855 )
8624 )
3424 @)
5730 )
3175 )
42510627 )

1-50 of 831 items 1o 1000 of 8071181 records » M

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.
Example: Disposition Code is taken as an example.

Custom Info Columns to Display

4 Custom Info Key
Lismouton o

Distributor 1D
DHNIS

DNIS

DOB

DOB

DS ID

DS Name
DS Number

EMAIL

00l 00o0O0oOooc

Crnannial

B:

Switch

LIF_UIF
PROD_UIP
PROD_UIP
DR_UIP

PROD_UIP
DR_UIP

PROD_UIFP
PROD_UIP
PROD_UIP

FROD_UIP

[=l=Tatu W N1]=]

Cancel

-

1 - 100 of 115 items

Note: Select multiple check boxes 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
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4.3.6

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.

SEARCH RESULTS: ALL

Q- 0 B I = Search Type:  Mew Search

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

] Channel = vDate Time = Agent = ANI = Status = alnteractio = Hidden = DSID =
L \:| e 8/4/2017 8:32:08 FM Mata Barajas, Benigno 3412 2]
> O i 8/4/2017 8:19:36 PM Burguefio, Cristopher 3401 (@]

. Gi lez Mendez, Karl

] £ 81412017 6:20:29 AM onesiez Mendez, B8 5166825062 )

— Estefania
4 \:| [ 712972017 11:09:45 PM  Morales Herrera, Ana 2144584397 ()
> \:| e 7M8/2017 3:07:35 AM Cruz, Melvin 7575508598 (@]
L4 \:| =l 6/16/2017 4:33:52 AM Wells, Sherry 8065703580 @]
> ‘:| ) 5M7/2017 5:10:08 AM Lopez Jacquez, Luis Miguel 9792159666 (@]
> \:| ) 5/3/2017 4:28:50 AM Ramirez, Raul 6317721856 9

— . SOLIS JIMENEZ, MARIA
O £ 412072017 10:14:12 PM . AR Gasaaras o

— - ISABEL
> [ = 3/31/2017 10:03:49 PM  Martinez Lopez, Luis Enrique 8065350875 o

— . Tamayo Carbajal, Cristina
L3 ] e 21912017 2:24:04 AM ! ; 7143662600 o

- Lizette
n 100 W items per page 1-11 of 11 items 110 11 of 11 records

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.

4.3.6.1 Show or Hide Interaction

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

4.3.6.1.1 Hide Interaction

The user wants to hide an interaction from others, if the recording interaction consists of data
which you do not want others to see. Follow the steps bellow to hide an interaction from
others.
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1. Click on the check box for the interaction which needs to be hidden, as shown below.

SEARCH RESULTS: ALL

ar 3 ® Bl =~ Search Type:  New Search

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

[]  channel = Direction =| Type = vDate Time = Duration = Agent = Extension = ANl

E| [ )] Inbound Inbound Direct Call ~ 7/11/2022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3 12321 123 &
» ) Inbound Inbound Direct Call | 3/5/2018 1:04:12 AM 0:01:21 | Dwivedy, Abhay 916302822579 PLBK2100(
L4 E| ) Inbound ACD Call 3/412018 11:50:33 PM 0:00:08 Godihuggi, Bhagyashree 916302822824 68687
» [| ) Inbound ACD Call 3/412018 11:44:20 PM 0:00:12 Godihuggi, Bhagyashree 916302822824 68687
L4 [| ) Inbound ACD Call 3/412018 11:39-18 PM 0:00:29 Godihuggi, Bhagyashree 916302822824 68687
& \:| i Inbound ACD Call 3/2/2018 2:00:05 AM 0:00:21 Dwivedy, Abhay 916302822824 68687

E| ) Inbound Inbound Direct Call  11/16/2016 3:28:25 AM 0:00:14 agent30, agent30 1009 Unknown
12 E| ) Inbound Inbound Direct Call  11/16/2016 3:24:56 AM 0:03:22 agent30, agent30 1009 Unknown
L El ) Inbound Inbound Direct Call  11/16/2016 3:21:51 AM 0:00:56 agent30, agent30 1009 1004

E| [ Inbound Inbound Direct Call  9/23/2016 12:14:11 AM 0:00:15 SCCP 1009, Cisco 7931 1009 2804

El B Qutbound Quibound Direct Call 9/23/2016 12:11:34 AM 0:00:19 SCCP 1004, Cisco 7931 1004 1004

E| o Inbound Inbound Direct Call  9/23/2016 12:10:59 AM 0:01:13 SCCP 1004, Cisco 7931 1004 2804

E| L) Outbound Qutbound Direct Call 9/23/2016 12:06:15 AM 0:00:26 SCCP 1009, Cisco 7931 1009 1009

E| ) Inbound Inbound Direct Call  9/23/2016 12:05:34 AM 0:01:30 SCCP 1009, Cisco 7931 1009 2804

E| i Outbound Qutbound Direct Call 9/23/2016 12:03.47 AM 0:00:18 SCCP 1004, Cisco 7931 1004 1004

E| B Qutbound Qutbound Direct Call 9/23/2016 12:03:16 AM 0:01:08 SCCP 1004, Cisco 7931 1004 1004

[| = Outbound Qutbound Direct Call 9/22/2016 11:51:51 PM 0:00:22 SCCP 1004, Cisco 7931 1004 1004

E] b Inbound Inbound Direct Call ~ 9/222016 11:51:16 PM 0:01:18 SCCP 1004, Cisco 7931 1004

] 0] Outhound Quthnund Direct Call | 9/22/26016 11-49-00 PM 0-0010 SCCP 1004 Cisen 7931 1004 1nn4 i
4 3

- n 2 3 4 5 . P+ M 100 W | items per page 1-100 of 584 items. 1 to 594 of 594 records

Note: Select multiple check boxes to hide multiple interactions.

2. Click onthe =~ button and select Hide Interactions to hide the interaction, as shown
below.

SEARCH RESULTS: ALL

Qr 5 a5

Drag a column hea &> Hide Interactions
[J ¢n y
- Assign Interactions
s Export Media
E cCollapse All

Bl Save as my default view k

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

Q- [ D] B ||| = Search Type:  New Search

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

D Channel = Direction E Type = wDate Time 3 Hidden & Duration & Agent 3 Extension
|:\ ) Inbound ACD Call TN112022 3:13:41 PM 0:00:07 Godimp3 &
|:\ [ ] Inbound ACD Call 7172022 313:41 PM 0:00:07 Godimp2

|:\ ) Inbound ACD Call TN112022 3:13:41 PM 0:00:07 Godimp3

|:\ ) Inbound ACD Call 7112022 3:13:41 PM 0:00:07 Godimp3

|:\ ) Inbound ACD Call 7112022 3:13:41 PM 0:00:07 Godimp3

|:\ L 1] Inbound ACD Call 71172022 3:13:41 PM 0:00:07 Godimp3

|:\ ) Inbound Inbound Direct Call 7112022 31341 PM 0:00:07 Godimp3, Bhagyamp3 12321

|:‘ L D] Outbound Qutbound Dialer Call 7/11/2022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3

|:\ ) Inbound Inbound Direct Call  7/11/2022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3 12321

|:\ ) Inbound Inbound Direct Call  7/11/2022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3 12321

|_\ ) Inbound Inbound Direct Call ~ 7/11/2022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3 12321

|_\ ) Inbound Inbound Direct Call  7/11/2022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3 12321

|:\ L] Inbound Inbound Direct Call  7/11/2022 3:13:41 PM 0:00:07 Gedimp3, Bhagyamp3 12321

|:\ ) Inbound Inbound Direct Call  7/11/2022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3 12321

|: ) Inbound Inbound Direct Call  7H1/2022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3 12321
» |: ) Inbound Inbound Direct Call  3/5/2018 1:.04:12 AM E 0:01:21 Dwivedy, Abhay 916302822579
4 |: [ V) Inbound ACD Call 3/42018 11:50:33 PM 0:00:08 Godihuggi, Bhagyashree 016302822824
> |: i) Inbound ACD Call 3/4/2018 11:44:20 PM 0:00:12 Godihuggi, Bhagyashree 916302822824

™
-
A

L] 100 v  items per page 1 - 100 of 594 tems. 110 594 of 594 records

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.

4.3.6.1.2 Show Interaction

The user wants to show an interaction to others. Follow the steps bellow to show the
interaction.
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1. Click on the check box for the interaction which needs to be shown, as shown below.

SEARCH RESULTS: ALL

Qr LY B

1]
5

>

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

Search Type: New Search

D Channel = Direction = Type = | vDate Time = Hidden = Duration = Agent = Extension

) Inbound ACD Call TH1/2022 3:13:41 PM 0:00:07 Godimp3

) Inbound ACD Call TH1/2022 31341 PM 0:00:07 Godimp3

) Inbound ACD Call TH1/2022 3:13:41 PM 0:00:07 Godimp3

) Inbound ACD Call 71172022 3:13:41 PM 0:00:07 Godimp3

) Inbound ACD Call TH1/2022 3:13:41 PM 0:00:07 Godimp3

) Inbound ACD Call 71172022 3:13:41 PM 0:00:07 Godimp3

) Inbound Inbound Direct Call  7/11/2022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3 12321

) Qutbound Quibound Dialer Call 7/11/2022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3

) Inbound Inbound Direct Call  7/11/2022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3 12321

) Inbound Inbound Direct Call ~ 7/11/2022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3 12321

4 Inbound Inbound Direct Call ~ 7/11/2022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3 12321

) Inbound Inbound Direct Call  7/111/2022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3 12321

o) Inbound Inbound Direct Call  7/11/2022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3 12321

) Inbound Inbound Direct Call ~ 7/11/2022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3 12321

4 Inbound Inbound Direct Call  7/11/2022 3:13:41 PM 0:00:07 Godimp3, Bhagyamp3 12321
» L D] Inbound Inbound Direct Call | 3/5/2018 1:04:12 AM 0:01:21 | Dwivedy, Abhay 916302822579
2 ) Inbound ACD Call 3/412018 11:50:33 PM 0:00:08 Godihuggi, Bhagyashree 916302822824
» ) Inbound ACD Call 3/4/2018 11:44:20 PM 0:00:12 Godihuggi, Bhagyashres 916302822824
5 4 s T ~iernan ss o0 o AiARAA Ao Phemieebeee  nacasnssanns s

3. & 5 > M 100 v items per page 1-100 of 594 tems 1 1o 594 of 594 records

Note:
¢ The interaction is marked hidden under the Hidden column

¢ Select multiple check boxes to “show” multiple hidden interactions.

2. Click on the button and select Show Interactions.

SEARCH RESULTS: ALL

= v

@& Show Interactions

- Assign Interactions

L Export Media

& Collapse Al

& Save as my default view k

[l Delete
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SEARCH RESULTS: ALL

a- © NN = - |

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

[] Channal =

0 L)
0 L)
0 L
] 1)
O LU
O 0
O Ll
O ®
O L
] LDl
0 ¢
0 L
O L
| L
O )
@ e
] L))
] L)l
\

Direction

Inbound

Inbound

Inbound

Inbound

Inbound

Inbound

Inbound

Outbound

Inbound

Inbound

Inbound

Inbound

Inbound

Inbound

Inbound

Inbound

Inbound

Inbound

100

Type =

ACD Call

ACD Call

ACD Call

ACD Call

ACD Call

ACD Call

Inbound Direct Call
Outbound Dialer Call
Inbound Direct Call
Inbound Direct Call
Inbound Direct Call
Inbound Direct Call
Inbound Direct Call
Inbound Direct Call
Inbound Direct Call
Inbound Direct Call
ACD Call

ACD Call

W ilems per page

¥ Date Time =

7112022 3:13:41 PM

1341PM

1341 PM

7H1/2022 3:13:41 PM

TH1/2022 3:13:41 PM

7H1/2022 3:13:41 PM

TH1/2022 3:13:41 PM

7TH1/2022 3:13:41 PM

71172022 3:13:41 PM

71172022 3:13:41 FM

71172022 3:13:41 PM

71172022 3:13:41 FM

71172022 3:13:41 PM

71172022 3:13:41 FM

7TH1/2022 3:13:41 PM

3/5/2018 1:04:12 AM

3/4/2018 11:50:33 PM

3/4/2018 11:44:20 FM

Hidden =

1

Duration -

0:00:07

0:00:07

0:00:07

0:00:07

0:00:07

0:00:07

0:00:07

0:00:07

0:00:07

0:00:07

0:00:07

0:00:07

0:00:07

0:00:07

0:00:07

0:01:21

0:00:08

0:00:12

Search Type: New Search

Agent & Extension
Godimp3 i
Godimp3
Godimp3
Godimp3
Godimp3
Godimp3
Godimp3, Bhagyamp3 12321
Godimp3, Bhagyamp3
Godimp3, Bhagyamp3 12321
Godimp3, Bhagyamp3 12321
Godimp3, Bhagyamp3 12321
Godimp3, Bhagyamp3 12321
Godimp3, Bhagyamp3 12321
Godimp3, Bhagyamp3 12321
Godimp3, Bhagyamp3 12321
Dwivedy, Abhay 916302822579
Godihuggi, Bhagyashree 916302822824
Godihuggi, Bhagyashree 916302822824

1-100 of 594 items

1 to 594 of 594 records

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.

4.3.7 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
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collapse all of the expanded nested grids. Refer Configure Search Results Grid and the below
screenshot of the expanded nested grids.

Note: Collapse All option is disabled in SEARCH RESULTS: NON-SCORED window.

SEARCH RESULTS: ALL

Qr )

5

e -]

mn
<

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

D Channel B Dir. = Type = vDate Time =i Du = Aoent =i bt AN =
D L] Inbound Chat 8/20/2020 12:17:49 PM 00247 1,1
D - Inbound Chat 872072020 12.17:49 PM 00247 1,1
. Cuellar Ocequera, Luis
M \] = Outbound  Qutbound... 8/7/2017 9:24:13 PM 0:00:22 Enrigue 8460 2460
Drag a column header and drop it here fo group by that column
Quality Score (%) = Point Score = PassfFail = Stalus = Template Name = Created By
100% 10010 Pass Complele Classic-T1 Administrator, AQM
i D e Cutbound | Outbound. . ' 8/7/2017 9:24:07 PM 0:00:07  Del Real, Vanessa 25633 25633
Drag a column header and drop t here o group by that column
Quality Score (%) = Point Score = PassfFal = Status = Template Name = Created By
33% 1.1130 Pass Complele Classic-T1 Administrator, AQM
0% oo Fail Complete Failure Administrator, AQM
D i Outbound  Outbound... 8/7/2017 9:23:58 PM 0:00:19  Gomez Carcoba, Paola Natali ' 8438 8438
N Perez Ramirez, Sara
» D i Inbound ACD Call 8/712017 9:23:62 PM 0:00:21 4145
Vanessa
H dez E Carl
O ") Inbound  ACD Call /712017 9:23:31 PM 0:00:05 | cmandez Espinasa, Lanos |y, 0p
Alberto
D e Qutbound  Qutbound... 8/7/2017 9:23:19 PM 0:00:12  Ortega Ortega, Diana 3431 343
» D o Outbound  Qutbound... 8/7/2017 9:23:01 PM 0:00:07  Del Real, Vanessa 25633 25633
D b= Inbound ACD Call 8/712017 9:23.00 PM 0:00:55  Portillo, Cristian 22772 4433757877
n Pl > b 50 w | items per page 1-50 of 881 flems

1. To collapse all of the expanded nested grids, click on

SEARCH RESULTS: ALL

e n BN

Qr 5 B0

Drag a column head

O pe = | vDate Time =
D 8/20/2020 12:17:49 PM
D 8/20/2020 12:17:49 PM
v D pund...  8/7/2017 9:24:13 PM
Collapse All
Drag a colun B Save as my default view e
Quality St Pass/Fall = Stafus
100% Pass Complete
17 D il Qutbound  Quibound... | 8/7/2017 9:24:07 PM

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

Quality Score (%)
33%
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=| Point Score = PasslFail =| Sialus
111730 Pass Complete
0/0 Fail Complete

0:02:47 1,1
0:02:47 1.1

Cuellar Oceguera, Luis
Enrigue

0:00:22

= Template Name

Classic-T1

0:00:07 | Del Real, Vanessa

= Template Name
Classic-T1

Failure

Status o

Search Type:

alnteractio . =
©)
)

)

= v Created Date Time

8/16/2020 9:38:56 PM

©)

= vCreated Date Time
8/1712020 5:11.47 PM

8/17/2020 5:04:49 PM

)

)

)
Q)]
Q)]
)

New Search

Hidden

ToRe

ToRe

110 1000 of 6071181 records » M

Ex.. = ANI
5460 5460
= Created By

Administrator, AGIM

25633 25633

= Created By
Administrator, AGM

Administrator, AGIM

» button and select Collapse All.

Status

()
()

()

= vCr
81161

(=)

=|vCr
a7
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2. The expanded nested grids are collapsed as shown below.

SEARCH RESULTS: ALL

Q- bl = Bl =~

5

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

O @ Inbound Chat

O L] Inbound ~ Chat
[ ol Cutbound  Cutbound
B = Outbound | Outbound
] =il Outbound  Outbound.
0 s Inbound ACD call
[} L 1) Inbound ACD Call
|| =g Outbound | Cutbound
L | [ Outbound  Outbound
[} = Inbound ACD Call
[ =] Outbound  Qutbound
(] [l Outbound  Cutbound
() Inbound ACD Call
O Outbound  Quibound
O e Outbound  Outbound
Qutbound  Qutbound
Qutbound  Qutbound
Inbound ACD Call

w50

v

¥ Dale Time
8/20/2020 12:17:49 PM

8/20/2020 12:17.49 PM

81712017 92413 PM

8iTI12017 9:24:07 PM

81712017 9:23:58 PM

81712017 9:23:62 PM

712017 9:23.31 PM

81712017 9:23:19 PM
8/7/2017 9:23:01 PM

81712017 9:23:00 PM

81712017 9:22:58 PM

8ITI2017 3:22:47 PM

81712017 9:22:37 PM

8712017 9:22:35 PM

8712017 9:22.34 PM

81712017 9:22:34 PM
81712017 9:22:33 PM

8712017 9:22.22 PM

itemns per page

4.3.8 Delete Interactions

17 e

0:02:47

00247

00022

0:00:07

0:00:13

0:00:21

0:00:05

0:00:12
0:00:07

0:00:55

0:00:15

0:00:25

0:01:22

0:01:02

0:00:19

0:00:20
0:00:15

0:00:55

Search Type:  New Search
Agent o Ex = ANI L. Status = alnteractio... - Hidden
1.1 @
11 )
Cuellar Oceguera, Luis e it s
Enrique
Del Real, Vanessa 25633 25633 (0]
Gomez Carcoba, Paola Natali 8438 8438 )
Perez Ramirez, Sara 4145 “
Vanessa
o

Hernandez Espinosa, Carlos 3157 ©
Alberto
Ortega Ortega, Diana 3431 3431 )
Del Real, Vanessa 25633 25633 )
Portillo, Cristian 22772 4433757877 )
Lasse Torres, Evelyn del 5354 5364 ©
Carmen
Sotomayor Castaneda,

. ' 3047 3047 ()
Melisa Guadalupe
Moya Leo, Israel 64524176 8433644855 ()
Martinez, Fernando 3624 9624 (e
De los Santos Juarez,

_ 3424 2424 (@)

Juanita Sarai
Nunez Zavala, Adrian [srael = 5730 5730 )
Garcia Torres, Karla Gisell 3175 3175 0]
Jimenez, Yoana 3337 42510827 ()

1 -50 of 851 tems 110 1000 of 6071181 records » b

This feature allows you to delete one or multiple interactions at a time.

Note: By default, the administrator has access to delete one or multiple interactions.
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1. To delete multiple interactions, click on the check boxes for the interactions which need to
delete, as shown below.

SEARCH RESULTS: ALL

Q- )

5

e |

-

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

D Channel
0 -
D a
> D gl
> =
e
»> et
LUl
2
> ] o]
] "
(] (2]
(] (=l
J =
[} S
P —
< n 2 3 4

2. Click on

= Dir. =
Inbound

Inbound

Cutbound

Cutbound

Quibound

Inbound

Inbound

Quibound
Quibound

Inbound

Qutbound

Quibound

Inbound

Cutbound

Type =
Chat

Chat

Outbound...

Outbound..

Outbound

ACD Call

ACD Call

Outbound
Outbound

ACD Call

Outbound

Outbound

ACD Call

Outbound...

w

¥ Date Time
/2042020 12:17:48 PM

8i20/2020 12:17:49 PM

8/7/2017 9:24:13 PM

Bi712017 9:24:07 PM

8/7/2017 9:23:58 PM

S/TI2017 9:23:52 PM

8/TI2017 9:23:31 PM

8/7i2017 9:23:18 PM
B/7i2017 9:23:01 PM

BI72017 9:23:00 FM

BI7i2017 9:22°:58 PM

B/7i2017 9:22:47 PM

B/7i2017 9:22:37 PM

S/TI2017 2:22:35 FM

items per page

= Du. =

0:02:47

0:02:47

0:00:22

0:00:07

00018

0:00:21

0:00:05

0:00:12
0:00-07

0:00:55

0:00:15

0:00:25

00122

0:01:03

>
(=1
@
2

i}

Cuellar Oceguera, Luis
Enrique

Del Real, Vanessa
Gomez Carcoba, Paocla Natali

Perez Ramirez, Sara
Vanessa

Hemnandez Espinosa, Carlos
Alberto

Ortega Ortega, Diana
Del Real, Vanessa
Portillo, Cristian

Lasso Torres, Evelyn del
Carmen

Sotomayor Castaneda,
Melisa Guadalupe

Moya Leo, Israel

Martinez, Fernando

Search Type: New Search

Ex._. ' =| ANl = Status

()

(]
2460 8460 ()
25633 25633 )
8438 8438 (i)
4145 )
3157 )
3431 3431 ()
25633 25633 ()
22772 4433757877 ()
5364 5364 )
3447 3447 )
64524176 8433644855 ()
2624 8624 )

1 - 50 of 681 tems.

+ button and select Delete as shown below.

SEARCH RESULTS: ALL

Qr 3 W

Drag a column head

ul -

(<] <

(< [ <

e L]

& Hide Interactions

& Assign Interactions

<& Export Media

E Collapse All

N = - |

pe

& Save as my default view

)

e

Inbound

Outbound

ACD Call

Outbound...

¥ Date Time
B2072020 12:17:49 PM

82072020 12:17:49 FM

STI2017 9:2413 FM

8712017 9:24:07 FM

8712017 9:23:58 PFM

8712017 9:23:52 PFM

8712017 9:23:31 PM

872017 9:23:19 FM

Du...

0:02:47

0:02:47

0:00:22

0:00:07

0:00:19

0:00:21

0:00:05

0:00:12

= alnt

r

< 110 1000 of 8071181 records » W

Agent
1,1
1.1

Cuellar Oceguera, Luis
Enrique

Del Real, Vanessa

Gomez Carcoba, Paola Natali 8

Perez Ramirez, Sara
Vanesza

2

2!

Hernandez Espinosa, Carlos

Alberto

Ortega Ortega, Diana

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.
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4.3.9 Save as Default View

In earlier version of Alvaria Quality, when user customizes the grid to sorting, adding filters,
grouping, these will be stored in the browser cache and if the user uses a different machine to
login to Workforce Engagement Management, they will not see the customized grid.If they
have customized the grid and they want to save that as a default grid view, then click on =~
button and select Save as my default view to save the customization in the database. When
the user uses a different machine to login to Workforce Engagement Management, they will be
able to see the same grid layout what they saved earlier. If you save, the system will save all
the custom information columns selected.

SEARCH RESULTS: ALL

Q- 0 NN =

Dirag a column head

0 |

-

B collapse AN

i
Save as my default view
i

-

4.3.10 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.

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

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

To add a column to the search results, see Add or Remove Column Names on page 4-

155.
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.
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Column Name Description

Extension

The extension of the agent who handled the interaction.

Coaching

If coaching is required for the evaluation, then check mark is shown on the
column. Otherwise, the column is blank.

Quality Score

The evaluation score in percentage.

Point Score The evaluation score in "Total Points earned/Total Points Possible".
Eg: 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

Name of an evaluation template.

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
Date Time

The date and time when the evaluation is created.

Reviewed By Recorded
Agent

The review status of the evaluation which is assigned to the recorded
agent.

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 Chat 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.

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.

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.

Agent Group

The Agent Group which is stored in the database.
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Column Name Description

Initial Agent Group

Specify the initial Agent Group to which the system announced the
interaction.

Skill Group

The name of a Skill Group which is stored in the database.

Initial Skill Group

Specify the initial Skill Group to which the system announced the
interaction.

Protected

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

Device Position

The unique ID for the device or phone.

Status

The status of the interaction such as Complete or Draft.

Audio Port

The audio port of the interaction which is stored in the database.

Audio Port Description

The audio port is similar to the given input.

Recording Group

The recording group which is stored in the database.

Imported

If the interaction is imported then Yes is mentioned on the column.

Universal Call ID

The ID which is stored in the database.

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.
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.

Terminal Number

The terminal number of the agent who accepted the interaction.

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 check mark is shown on the
column. Otherwise, the column is blank.

Screen Recording
Expected

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

Audio Recording
Started Late

If audio recording is started late than the actual call start, then check mark
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 check mark
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.

Assigned Interactions

Recordings assigned to you by a peer.

Aspect Workforce Engagement Management Quality™ Administrator Guide

Alvaria Confidential | aspect.com | 183



A aspect

Administrator Guide

Column Name Description

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.

Hidden

This column indicates this interaction is reserved for Hide/Show
Interactions, if the user has Hide/Show Interactions right for his/her profile.

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.

Channel

The medium used to complete an interaction, such as Voice Only, Screen
Only, Voice and Screen, Chat, Task, or Unknown.

Transcript File Name

There is a Chat Transcript file. The Transcript File Name will be mentioned

in a specific way for Chat. Example:

* Chat - chat/2020/09/02/09/ab48a17e-7015-4571-9e6a-
7d6597caebe3.json

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.

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
e 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).

Precision Queue

System announced interaction for specialized routing.

Note: This column displays the value to find the interactions based on the
Precision Queue that was used for routing the call to the agent in
Cisco UCCE.

The Precision Queue column is hidden by default, this can
be included into the grid, if required.

Email Subject

The subject of the email interaction.

Thread ID

The identification number for the email thread.

Message ID

The identification number for the email thread.
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The following table describes the Media icons in the search results.

Media Icon Name

Audio

Icon

o)

Description

Indicates that the recording is audio only.

4.3.10.2 Status

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

Media Icon Name

Current

Icon

()

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

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.
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Description

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.

4.3.10.3 Channels

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

Channel Icon Name

Voice Only

Icon

Description

Interactions that have only an audio/voice recording

Voice and Screen

q
=) N
e

Interactions that have voice and screen recording both

Missing Voice or audio
in Voice and Screen
interaction

LTI X))

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

Missing Screen in Voice
and Screen interaction

) @ |

Voice and screen interactions that have only the voice or
audio recording, but the screen is missing
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Channel Icon Name Icon Description
Chat Interactions that have the chat transcript between the
customer and agent
Task Interactions that have only a task
u
Unknown Any interaction from which the system cannot determine
the port state.

4.3.11 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.

N h J

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

Channel - Direction = Type - Date

Inbound Inbound Direct Cal 127120

Expand All

Triangle Icon

Note:
¢ If there is no related interaction for all the interactions then Expand All button will be
hidden.
* Ifthere is no related interaction for all of the interactions in the playlist then Triangle will
be hidden.

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

Channel = Direction = Type = Date

a

| None Task 10/144iz
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The related interactions display in a table that drops down over the Interaction window.

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

B Channel = Direcion = Type = Date Time

4 =i Inbound Inbound Direct Call 81272019 9:06:52 PM

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

Channel = Direction = Type = Date Time

B4 Outbound Outbound Direct Call 812772019 9:06:52 PM

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

4.4 Interaction Results Tabs

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

Interaction ID:
Type:

Switch:

Host ID:

ucID:
Extension:
Device Position:
ANI:

DNIS:

Task Name:

Assigned Interactions:

Hidden:

Interaction Handling:

Agent:

Application:

Agent Group:
Initial Agent Group:;

Skill Group:

Initial &Lkill Grann:

8CAABS1A-43B6-42D5-ACI3-1A1015661FES
ACD Call

Default Import Switch (Inactive)
NIA

NIA

NIA

NIA

NIA

NIA

NIA

No

No

NIA
Inbound
Inbound

NIA

hid

The Details tab provides the following information.

¢ Interaction Details

¢ Interaction Handling

¢ Interaction Statistics

* Archiving Information
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4411 Interaction Details

Criteria Description

ANI The caller ID.

Assigned Interactions Recordings shared with you.

DNIS The Direct Inbound Dialer (called number indicator).

Device Position Unique ID for a device.

Direction Inbound call or outbound call or none.

Extension The agent’s extension number.

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

Switch The switch on which the agent or agent group resides.

Task Name Non-recording evaluation

4.41.2 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> click on Search Evaluations under
Evaluation. The Search window appears.

# Home

& Empl Experience

% Administration
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3. Click on New Search as shown below.

!
Q Search x

- B

Criteria Summary:

Saved Searches +

Date Options: Channel: *

Previous Year v Voice Only,Screen Only,Voice a... +

From: Status: *

Current, Historical Pending Disp... +

To: Retrieve By:

Date Time - Descending v

Cancel Search

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

+ Add Criteria x

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

Criteria:

5. Click on the Search Type drop-down list and select Interaction Details.
6. Select the Criteria as Task Name.

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

+ Add Criteria x

Search Type: ®
Search List:

Criterla: *

Show items with value that is *
Contain: w
Entry: *

( Hon Recording Evaiuation By F\L'e'i +

Cancel “
9. Click on OK button. The below window appears.
4 Add Criteria »®
Search Type: *
. Search List:
B s Search T,’D@: Interaction Details x
Criteria: Task Name: Contains Non Recording Evalsation By Agent
Cancel [ ok |
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10.Click on OK then Search to view the search in Search Evaluations window as shown
below.

SEARCH RESULTS: EVALUATIONS

m Search Type:  New Search

Drag & column header and drop it here fo group by that column

Channel = Direction = Date Time = Duration = Agent 2 Extension = Analytics e Coaching 4 Score = To Review = Status = aTask =
Non
=} None lerety 0:00:00 Agents, QA9 45 o Recocig
g : I .
336:10 PM g Evaluation
for Agent9
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4.4.1.3 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).

Agent Group The agent is associated with the Agent Group.

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 Agent Group

Specify the Initial Agent Group to which the system announced the
interaction. Initial Agent Group is the Agent Group to which the system
initially announced the interaction. It may not necessarily be the Agent
Group from which the agent took the interaction.

Initial Skill Group

Specify the initial Skill Group to which the system announced the
interaction.

Precision Queue

This criteria is used to find the interactions based on the Precision Queue
that was used for routing the call to the agent in Cisco UCCE.

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

You can also search by typing the partial or the complete Precision Queue
name.

Skill Group

A group of agent groups called as Skill Group.

Team

The agent is a member of the team.

4.41.4 Interaction Statistics

Criteria Description

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.
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4.4.1.5 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.

4.4.2 Evaluation Tab

The Evaluation tab provides a snapshot of the evaluation for that interaction.

Agent: AQNM, Agent Date Time:  7/29/2015 3:20 PM
Evaluation: Ord Administrator, Draft, New Scorecard Template v + =
Details Evaluation Annotations Attachments Speech
Review: = None v Draft

Creator: Ord, Administrator Template: New Scorecard Template

Section 1
Question Description Answer Result
1. Question 1 fest /A, v
Section Result: Draft
Note:

[®]
2

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.
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4.4.3

444

Annotations Tab

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

Details Evaluation Annotations Attachments Speech
+

All Comments

00:00:00 This is only a test comment. Ord, Administrator
Pending

L - |

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.

Attachments Tab

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

Details Evaluation Annotations Attachments (1) Speech
+
Attachment Description Added By Date Added
Untiiledpng Ord, Administrator Pending o

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.
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4.5

Columns Description

View or Save Attachment Click the icon to Delete, Download, or Edit the description of the
attachment.
Note: If you are not the owner of the evaluation, but other users
ﬁ provide you with access to the evaluation, then the Download
icon displays instead of the cog wheel icon.

Saving Searches

You can save searches and access saved searches on both the Interaction Search and the
Search Evaluations windows. However, the saved searches are unique to each screen;
therefore, for example, if you created a search and saved it in Search Evaluation 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 @
- B All v Scored Non-Scored

® New Search

Criteria Summary:

Saved Searches +
Date Options: Channel: *
30 Days To Date w Voice Only,Screen Only Voicea... «
From: Status: *

Current, Historical Pending Disp... «

To: Retrieve By:

Date Time - Descending w

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 4-120.
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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.

Note: When you save a search with a selected view such as All, Scored or Non-Scored and
want to share or edit the Saved Search, the system will display the Saved Search
based on the selected view.

The Save window appears as shown below.

Save x

o Search can be saved to "My Searches” or "Shared”.

Name: *

Shared with User Profile(s):

Select Selected (0)

Allow change to the date range.

Show the search criteria.

1. 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.

2. To share the saved search with user profiles, click on Select button and select the User
Profile such as Agent or Mentor.
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3. Click on Show the search criteria check box to enable the button groups such as All,
Scored and Non-Scored for the selected User Profile.

Save x

o Search can be saved to "My Searches” or "Shared".

Name: *

Demo_Search

Shared with User Profile(s):

Select Selected (1)

[ ]Allow change to the date range.

Show the search criteria.

Example: When the administrator will share this saved search, button groups will be
enabled for the users (assignee) associated with selected User Profile. Hence, when the
assignee will go to the shared saved search, the button groups will be enabled.

Note: If the Show the search criteria check box is unchecked, the button groups will be
disabled for the selected User Profile. Hence, when the assignee will go to the
shared saved search, the button groups will be disabled.

4. 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.

| o— ——
Q, Search x
m Saved Searches 0
- v All v Scored Non-Scored

Criteria Summary:

New Search
#* Saved Searches Shared v Demo_Search v +
Search Type: Interaction Details o

Date Options: Channel: * Task Name Contains Task

Custom Date Range w Voice Only,Screen Only Voicea... w
From: * Status: *

1M1/2010 12:00 AM == e] Current Historical Pending Disp...
To: * Retrieve By:

12/31/2019 11:59 PM =20 Date Time - Descending v
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4.5.1 Saved Search Types

Saved searches are defined as:

Saved Search Type Definition

My Searches When | create a search and save it without sharing with others then the
search will appear in the My Searches category. While saving the search if |
have customized the grid like sorting, adding filters, grouping, resizing the
column width, adding/removing columns etc and whenever | open this
search, | will be able to see the same grid layout as when | saved this search

last time.

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.

* When the Assigner of the search, customizes the Search Results grid like
sorting, adding filters, grouping, resizing the column width, adding/
removing columns etc, then saves the search and shares it with me.
When | (assignee) open the search, | (assignee) will be able to see
exactly how the Assigner had customized the grid. If assignee likes the
grid layout he can also save the grid layout as his default grid layout.

4.5.2 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.
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2. Go to Navigation menu > Quality > click on Search under Interaction.

#A Home

m Emp

Interactions

%% Administration

The Search window appears.

3. Click on New Search as shown below.

!
Q, Search

x
- v
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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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.

[
Q, Search »®

m Saved Searches e
[ ] v All v Scored Non-Scored
|

® New Search

Criteria Summary:

Saved Searches +
Date Options: Channel: *
Custom Date Range v Voice Only,Screen Only,Voice a...
From: * Status: *
1172010 12:00 AM = o] Current Historical Pending Disp...

To: * Retrieve By:

12/31/2019 11:59 PM

ii:
[c]

Date Time - Descending ~

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

Search Type: * Search List:

Select a 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 4-130.
7. Select the Criteria as Task Name.

8. Select the Show items with value that is as Contains.
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9. Click on the Entry field and type Task. Refer the window as shown below.

+ Add Criteria x
Search Type: * Search List:
Interaction Details v
Criteria: *
Task Mame ~

Show items with value that is *

Contains ~
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:
Select a search type v Search Type: Interaction Details x

- Task Name Contains Task
Criteria:
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11. Click on OK button. The Search window appears with the search criteria under the Criteria
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Summary section. Refer the Search window as shown below.

PR
Q Search

m Saved Searches o

| - v Scored Non-Scored
|
8 Now Search Criteria Summary:
Saved Searches Searches - Nothing Selected -
Search Type: Interaction Details &
Date Options: Channa e Task Name Contains Task
Custom Date Range v Voice Only,Screen Only Voice a... v
From: * Status: *
1172010 12:00 AM 20 Current Historical Pending Disp... v
To: * Retrieve By:
12/31/2019 11:58 PM 20 Date Time - Descending v

12.Click on Search button.

Cancel

The Search results window appears as shown below.

SEARCH RESULTS: ALL

Qr 0 1l

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

[GEIWEY sDiec. = Type =
L] Outbound Outbound Di..
o Inbound Inbound Dir...

Note:

screenshot.

Search Type:  New Search
vDae.. = ODual. = Agent = S@us = Hd. = AN = Ho. = Hos. =
042010 Dwivedy,

00400 e P 0 8324122444
12:02:53 AM Abhay Ul -Tara
87201 Dwivedy Taskl
o003 e ) 0 01228 |
9:08:47 PM Abhay
fask2
Ll rialitlhi]

TaskName

Task from Classic

The Task Name column is added to the grid as highlighted on the above

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

below.

SEARCH RESULT3

Edit Search
|'|d drop it here to g

Q, New Search
LT 7 Channel

Direction

o

L] o]

Mane

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

m Saved Searches
.

Save

=
L

F
R

The Save menu has the following options:

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.

Note: Evaluation Details and Evaluation Review are available if the user has selected 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 Save
or Save As, a validation message will be displayed under the Criteria Summary
section as shown below.

-
{

Q Search x

Saved Searches
- v All Scored Non-Scored +

Criteria SummARLIEERNELED I EE] EETE Y x

* New Search evaluation when you are in Non-
Scored view. Please remove it or
Saved Searches choose "All" or "Scored’.
Search Type: Evaluation Details x
Date Options: Channel: * pasShalEqas i
X X Search Type: Evaluation Review x
Previous Year v ioice Only,Screen Only Voice a... w

Agent Equals Marked

From- Cimbmrns # Conrab Tomn: Adinnnnd -
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The Save window appears as shown below.

Save x

o Search can be saved to "My Searches” or "Shared”.

Name: *

Shared with User Profile(s):

Select Selected (0)

Allow change to the date range.

Show the search criteria.

15.1n the Name text box, type a name for the search. Example: 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 Profiles
section of the window.

16.Click on Show the search criteria check box to enable the button groups such as All,
Scored and Non-Scored for the selected User Profile.
Ex: When the administrator will share this saved search, button groups will be enabled for
the users associated with selected User Profile. Hence, when the assignee will go to the
shared saved search, the button groups will be enabled.

Note: If the Show the search criteria check box is unchecked, the button groups will be
disabled for the selected User Profile.
Ex: When the administrator will share this saved search, button groups will be
disabled for the users associated with selected User Profiles. Hence, when the
assignee will go to the shared saved search, the button groups will be disabled.

17.Click OK. The Save window closes and the Search window is active.

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 206



A CISpeCt Administrator Guide

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.

| o— ——
Q, Search
m Saved Searches 0
- v All v Scored Non-Scored

Criteria Summary:

New Search
#* Saved Searches Shared v Demo_Search v +
Search Type: Interaction Details o

Date Options: Channel: * Task Name Contains Task

Custom Date Range w Voice Only,Screen Only Voicea... w
From: * Status: *

1M1/2010 12:00 AM g © Current Historical Pending Disp...
To: * Retrieve By:

12/31/2019 11:59 PM =20 Date Time - Descending v

4.5.3 View Saved Searches

To view a saved search, perform the following steps.
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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

Shared Extension - Date only Checkbox selected

Shared Extension - No shared Checkbox selected

Shared Extension - Show Criteria only selected

n 1-6of 6 tems

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

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
& i 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
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group data by clicking on the triple-bar icon next to the column title by which you
want to filter or group the data.

Q Search x

Search Saved Searches ]

Name = Shared = Shared With = Shared By =
Private saved Search
Shared Search - UX Profile 2
Shared Extension - All Checkboxes selected -1 User, Another
Shared Extension - Date only Checkbox selected -1 User, Another
Shared Extension - No shared Checkbox selected ] User, Another
Shared Extension - Show Criteria only selected -1 User, Another

n 1- 6 of 6 items

Cancel

2. Inthe 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 4-211.

Note:

¢ When you save a search with a selected view such as All, Scored or Non-Scored
and want to share or edit the Saved Search, the system will display the Saved
Search based on the selected view.

* You can also toggle the view in the Search dialog, regardless of you or someone has
created and shared with you.

¢ For more information on a saved search that an owner shared with you, see View a
Shared-with-me Search.
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4.5.3.1 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

Saved Searches o
- v All v Scored Non-Scored

Criteria Summary:

New Search
#* Saved Searches Shared v - MNofhing Selected -- v
Search Type: Interaction Details o

Date Options: Channel: * Extension Contains 833

Frevious Year v Vioice Only,Screen Only Voice a... w
From: Status: *

Current Historical Pending Disp...

To: Retrieve By:

Date Time - Descending v

Cancel 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, but did not give the user permission to modify the

date range options.

] Q, Search

Saved Searches o
- v All Scored Non-Scored

Criteria Summary:

New Search
® Saved Searches Shared with me =+ - Mothing Selected -
Date Options: Channel: *
Previous Yea Voice Only,Screen Only,Voicea... +
From: Status: *
2019 12 Current, Historical Pending Disp... +
To: Retrieve By:

Cancel Search
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Note:

Administrator Guide

When you save a search with a selected view such as All, Scored or Non-Scored
and want to share or edit the Saved Search, the system will display the Saved
Search based on the selected view.

You can also toggle the view in the Search dialog, regardless of you or someone has
created and shared with you.

When a saved search was created in Search Evaluation (known as Scored
Interaction), then all the saved search will appear on the Search page with the All
view selected by default.

If Show the search criteria check box is checked while saving the search (refer the
below screenshot) then the button groups such as All, Scored and Non-Scored will
be enabled. Hence, when the assignee will go to the shared saved search, the
button groups will be enabled.

Save x
o Search can be saved to "My Searches” or "Shared"

Name: *

Dema_Search

Shared with User Profile(s):

Select Selected (1)

| Allow change to the date range.

Show the search criteria.

If the Show the search criteria check box is unchecked while saving the search, the
button groups will be disabled. Hence, when the assignee will go to the shared
saved search, the button groups will be disabled.

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.

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

Icon Ilcon 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.

%
el
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 Search
Evaluations. 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).
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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.

B save X
o Search can be saved to "My Searches” or "Shared

Name: *

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

Show the search criteria.

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

Q- 1] = Cument Search:  After fix - default search Search Type: My Searches

4.6 Protecting Interactions

Protecting an interaction means that you keep the interaction available for playback after the
historical or archive processes run. For example, you may want to protect an interaction, that
has recorded a challenging customer call that you want to play back at a later time for training
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purposes. You can protect an interaction in Workforce Engagement Management by flagging
the interaction.

INTERACTION

* Agent Dwivedy, Abhay Date Time 8/27/2019 9:06:52 PM

Evaluation: Administrator AQM,50%, T... | ~ | =+ v

Details

Evaluation Annotations Attachments

Protect

Protect this interaction X

Proted this interaction @ Protecting this interaction will make the
recording file available for playback even after

Calibmlk the historical or archive period has elapsed

Name: Toggle on to Protect this interaction

Tagi_18.0
) 00:00:47 / 00:00:47 C' Pl <

@) Tag for Calibration

v

Drag a column header and drop it here to group by that column
Channel = Direclion =| Type =

> = Inbound Inbound Direc.

4.6.1 Who Can Protect an Interaction?

¢ An Administrator user.

* Auser who has permission to the interaction, but does not have the right to unprotect the
interaction, can view the protect flag details created by other users.

* If the user does not have permission to the interaction, the Protect section for the
interaction does not display to that user.

¢ If the user is an Administrator and the user has permission to the interaction, the Protect
this interaction option is enabled, and the user can toggle the option to the On state to
protect an interaction.

Note: In this case, if the user does not have permission to the interaction, the Protect this
interaction option is inactive.

4.6.2 Protect an Interaction

To protect an interaction, perform the following steps.

1. Perform a search (see Performing a Search on page 4-120) for the interaction that you
want to protect.
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2. Create a Playlist. The Media Player opens with the interaction that you want to protect in
the Interaction window.

INTERACTION

€ Agent: Godihuggi, Bhagyashree Date Time: 1/25/2019 2:10:57 AM

Evaluation: None v [ =~

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

No actions available.
Drag @ column header and drop it here to group by that column

Channel = Direction = Date Time Leect

» (1] Inbound 1/25/2019 2:10:57 AN
() Protect this interaction &

Calibration

Name: *

Tag for Calibration

3. Select the Protect this interaction option. When selected, the option is green.

INTERACTION

€

Agent: Godihuggi, Bhagyashree Date Time: 1/25/2019 2:10:57 AM

Evaluation: None v +

) 00:00:00 / 00:01:05 C' Details

1]
<

No actions available.
Drag a column header and drop it here to group by that column

® Channel = Direction = Date Time Lreect

» (] Inbound 1/25/2019 2:10:57 AN
@) Protect this interaction &

Calibration

Name: *

Tag for Calibration
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4.6.3 Unprotect an Interaction

4.7

4.7.1

Only an Administrator or the interaction owner who protected the interaction can unprotect an
interaction. If you want to unprotect an interaction, perform the following steps.

1. Perform a search (see Performing a Search on page 4-120) for the interaction that you
want to unprotect.

2. Create a Playlist. The Media Player opens with the interaction that you want to unprotect in
the Interaction window.

3. Select the Protect this interaction option. A warning message displays.

4. Clicks Yes. The system unprotects the interaction, and the option displays the Off state.

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 Search Evaluations Search
Results windows. This button launches the Export window, where users can save the
selected interactions as an export job.

e The Select/Deselect check box on the Interaction and Search Evaluations 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).

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.
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To create an export job, perform the following steps.
1. Log in to Workforce Engagement Management as an Administrator.
2. Search for an interaction (see Performing a Search on page 4-120).

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

Q- =3 aelll =~

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

Channel = Direction = Type = rDate Time = Duration = Agent = Extension =
10/30/2023 3:20:45

L} Inbound Chat - 0:09:45  tandon, cloud_kushalmgri
i _ o 1062472023 3:43:23

= Qutbound Manual Outbound Email PM 0:00:00 Manager, Aguilar

L] Outbound Qutbound Direct Call 4/5/2023 6:22:02 AM 0:00:40 Agenti0, UCCE 6005

E = Inbound Inbound Direct Call 3/4/2023 2:13:16 PM 0:01:10 User1, Agent 401
100 W  items per page

Navigating between pages retains the selected interactions of the active page.

4. Clickonthe =" button and select Export Media from the list.

SEARCH RESULTS: ALL

ar 5 sl EX

Drag a column hea¢ % Hide Interactions n
Ch Type = vDate Time = Duration = Agent =
_ L 10/30/2023 3:20:45
& Assign Interactions Chat oA 0:09:45 tandon, cloud_kushalmgr1
Manual Outbound Email M 0:00:00 Manager, Aguilar
& collapse All
Dutbound Direct Call 4/5/2023 6:22:02 AM 0:00:40 Agent10, UCCE
4 Saveas My deRUIENew nbound Direct Call 3/4/2023 2:13:16 PM 0:01:10 User1, Agent
i Delete
n 100 Vv | items per page
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The Export window opens.

< Export

Administrator Guide

O Choose the data types to export from selected files.

Job Name: *

Time Zone:

(UTC) Goordinated Universal Time

@ Metadata @
@~ Evaluations &

Media

@ \oice

Voice and Screen Combined Interactions @

@ Voice and Screen as one file

3 Voice
(I Screen

@) Non Voice Channels

(I Email Attachments

Cancel

Note: In this example procedure, Voice and Screen (combined) interactions is selected in

the Search Results table.

5. On the Job Name text box, type a name up to 100 characters.

Note: All fields marked with a red asterisk (*) are required.

Aspect Workforce Engagement Management Quality™ Administrator Guide

Alvaria Confidential | aspect.com | 218



A CISpeCt Administrator Guide

6. Click on the drop-down of Time Zone field and select the time zone based on your
requirement, as shown below.

< Export x
ﬂ Choose the data types to export from selected files.
Job Name: *

Export_Job_1

Time Zone:

l (UTC-06:00) Central Time (US & Canada) a

LU LUy U Lanudnud, Ld Fds, Mdsdungn

(UTC-07:00) Mountain Time (US & Canada)

(UTC-06:00) Central America

(UTC-06:00) Central Time (U3 & Canada) |

(UTC-06:00) Guadalagjara, Mexico City, Monterrey

(UTC-06:00) Saskatchewan

(UTC-05:00) Bogota, Lima, Quite, Rio Brance

(UTC-05:00) Chetumal -
@Y Voice and Screen as one file

I Voice
3 Screen

7. If you want to export the metadata for the selected interactions, select the Metadata option.

OR

If you do not want to export the metadata for the selected interactions, do not select the
Metadata option.

8. If you want to export the media for the selected interactions, 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.
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Option Description

Voice and 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.

* 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.

e Screen - select this option to export only the Screen portion of the
interaction in a file separate from the Voice portion.

Non Voice Channels Select this option to export Chat and Email interactions.

Email Attachment - Select the option for exporting Email attachments.

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 reguest is being processed.

Click here to navigate io the Export Job page.

If an error occurred while saving the export job, an appropriate error window opens.
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10.The Export Jobs window appears with the Time Zone details.

EXPORT JOBS

Drag  column heder and drop it here fo group by that column

Job Name = vDateTime Requested = \gice and Screen = Non\biceand Screen =  Metadata =  Evaluaons =  Requested By = Time Zone = Staus =
Chat Export job 111912020 7:26:46 AM L] V] Acministrater , AQM (UTC-05:00) Eastern Time (US & Canada) @ Done
Job28 11/3/2020 4:55:05 PM = (V] V] Acministrator , AQM (UTC-06:00) Central Time (US & Canada) 0 Done
DemoJobforTimeZonelnExce 11/3/2020 3:29:13 PM L)) (V] o Acministrator , AGM (UTC-086:00) Central Time (US & Canada) O Done vith zilures
Job27 11/3/2020 12:01:07 AM [ D) (V] V] Acministrator , AGM (UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi 0 Done
Job26 11/2/2020 11:34:43 PM D) (v] (V] Acministrator , AQM (UTC-08:00) Pacific Time (US & Cznadz) 0 Done
Job25 111212020 10:13:0¢ PM D) (V] V] Acministrator , AGM (UTC-08:00) Pacific Tme (US & Cznada) O Done
Job23 111212020 9:34:30 PM L)) g ] ] Acministrator , AQM (UTC-06:00) Central Time (US & Canada) Q Done
Job22 11/2/2020 9:14:29 PM L) = /] V] Acministrater , AQM (UTC-06:00) Central Tme (US & Canada) O Done
Job22 11/2/2020 9:04:09 PM L) (= V] o Acministrator, AQM (UTC-08:00) Pacific Time (US & Gznada) @ oone
Job22 111212020 8:47:43 PM [ D) = (V] o Acministrator , AQGM (UTC) Coordinated Universal Time © Penai g
Job21 111212020 7:22:03 PM LD} = ] o Acministrator , AGM (UTC-08:00) Pacific Tme (US & Canada) Q Done
Job20 11/212020 6:22:50 PM [ D) = (V] (V] Acministraior , AQM (UTC+05:30) Chennai, Kolkata, Mumbzi, New Delhi 0 Done -
n 1-18 of 18 tems
EXPORT JOBS
o B X @&

here to group by that column

Job Name = vDateTime Requested = \Voice and Screen = Non Voice =

111212023 12:23:53 PM ) =] ™ =

Export media job

Metadata =

Evaluations =

Requested By = Time Zone

L] /]

Administrator , AQM

4.7.2 Export a Job for Search Evaluations

(UTC) Goordinated Universal Time

= Status

@ Done

When exporting a job for Search Evaluations (an evaluation), you can export associated

evaluation metadata.

To create an export job for Search Evaluations, perform the following steps.

1. Log in to Workforce Engagement Management as an Administrator.

2. Search for an evaluation (see Performing a Search on page 4-120).

3. Select an interaction (or interactions) by clicking the check boxes next to the interactions

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.
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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.

4. Click on Export Media < from the list.
The Export window opens.
< Export »

O Choose the data types to export from selected files.

Job Name: *

Time Zone:

(UTC) Coordinated Universal Time v
@ Metadata @
@~ Evaluations &

Media
@ Voice
Voice and Screen Combined Interactions @

@ Voice and Screen as one file

3 Voice
(I Screen

@) Non Voice Channels

(I Email Attachments

5. In the Job Name text box, type a name up to 100 characters.

Note: The fields marked (*) are mandatory fields.
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6. Click on the drop-down of Time Zone field and select the time zone based on your
requirement, as shown below.

< Export x

ﬂ Choose the data types to export from selected files.

Job Name: *

Export_Job_1

Time Zone:

l (UTC-06:00) Central Time (US & Canada) a

LU LUy U Lanudnud, Ld Fds, Mdsdungn

(UTC-07:00) Mountain Time (US & Canada)

(UTC-06:00) Central America

(UTC-06:00) Central Time (U3 & Canada) |

(UTC-06:00) Guadalagjara, Mexico City, Monterrey

(UTC-06:00) Saskatchewan

(UTC-05:00) Bogota, Lima, Quite, Rio Brance

(UTC-05:00) Chetumal -
@Y Voice and Screen as one file

I 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

Select this option to export Voice interactions.

Voice

Screen

Select this option to export Screen interactions.

Voice and Screen
Combined Interactions

If the interaction you want to export contains a media file with 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.
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Description

Non Voice Channels Select this option to export Chat and Email interactions.

Email Attachment - Select the option for exporting Email attachments.

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.

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 ®

Your export reguest is being processed.

Click here to navigate fo the Export Job page.

If an error occurred while saving the export job, an appropriate error window opens.
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11.0n the Success window, click OK. The Export Jobs window opens.

EXPORT JOBS

el &a

Drzq a column heecer and drop it here fo group by that column

Job Name = vDeteTime Requested = Vigice and Screen = NonVoiceand Screen = Metadata = Evaluations =  Requested By = Time Zone = Stalus =
Chat Export job 11/9/2020 7:26:46 AM L] V] Adminstrator , AQM (UTC-05:00) Eastem Time (US & Canaca) © Doe =
Job28 111312020 4:55:06 PM [ (V] V] Administrator, AQN (UTC-06:00) Central Time (US & Canaca) @ Done
DemoJobforTimeZonelnExcel 111312020 3:28:13 PM L)) g ] V] Administrator , AQM (UTC-06:00) Central Time (US & Ganaca) O Done wih falures
Job27 11/3/2020 12:01:07 AM L)) = ] V] Administrator , AQM (UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi © oone
Job26 111212020 11:34:43PM )] [ e V] Administrator , AQM (UTC-08:00) Pcific Time (US & Canada) O oone
Job25 111212020 10:13:09 PM )] ] V] V] Administrator , AQM (UTC-08:00) Pecific Time (US & Canaca) O ooe
Job23 11212020 9:34:30 PM )] [ o V] Adminstrator, AQM (UTC-06:00) Centrel Time (US & Canaca) © oo
Job22 11122020 9:14:2¢ PM {) o Q Q Administratcr , AQM (UTC-06:00) Central Time (US & Canaca) @ Done
Job22 11122020 9:04:08 PM L)) [ ] V) Administrator , AQM (UTC-08:00) Pcific Time (US & Canada) © oone
Job22 11212020 8:47:43 PM )] [ [ V) Administrator , AQM (UTC) Coorcinated Universal Time 0 Pending
Job21 111212020 7:22:08 PM )] = [V} V] Administrator , AQM (UTC-08:00) Pecific Time (US & Canaca) © ooe
Job20 111212020 6:22:50 PM )] [ ] V] Administrator , AQM (UTG+05:30) Chennal, Kolkata, Mumoai, NewDeni -~ @ Done v

. 1-18of 18items

EXPORT JOBS
o B 4 @

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

Job Name = vDateTime Requested = Vice and Screen = Non Voice = Metadata = Evaluations = Requested By = Time Zone

Export media job 11/2/2023 12:23.53 PM ) M L] = ] (] Administrator | AQM (UTC) Coordinated Universa
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12.Go to your local folder where the export job is saved and select the folder as shown below.

(NERNER Compressed FolderTools P - o X
Home Share View Extract (2]
U d cut <+ i x L!£ LT__] Hew item = l;-l r Open - Fselectan
W Copy path £ Basy access ~ Edit Select none
Copy Paste Move Copy Delete Rename New Properties
[7] Paste snarteut  gge & folder = o invert seleetion
Clipboard Organize New Open Select
< = > ThisPC » Local Disk (<) - [ v @ | Searchzip »
A [ Meme Dste modified Type Size ~
# Quick access .
B Desktop - =) g 5f2cTb3bcd7: 15fb6fBe2d052.zip 11/3/2020 3:29 PM Compressed (zipp...
£ 33cd6f22123d4b82%351992fceB0b38.2ip 11/3/202012:01 AM  Compressed (zipp...
& Oownleads # ¥ 671d3dc288674780873297502 1 565b.2ip 11/2/2000 11:34PM  Compressed (zipp...
5 Documents B Bfc3cshcss1041c4829838b622092054 2ip 11/2/202010:13PM  Compressed (zipp...
&= Pictures * § 890ch2f52af2477488e3ed8 11 e65 ok 2ip 11/2/2020934PM  Compressed (zipp...
Log * ¥ 783f6c63a8408660F 262 14721896 zip 11/2/2020%14PM  Compressed (zipp.
it | 135119793446 TABSI639069  Bezip 11/2/20209:04PM  Compressed (@ipp..
¥ £9b30019cdfT4bafbal28e690b119d52 2ip /2020 722PM  Compressed (sipp
I Desktop ¥ 50917a863135452693800659" aefd096.7ip Compressed (zipp...
% Documents ¥ b574cd2eaBTB4eT300422¢4566b799832.2ip Compressed (zipp..
& Downloads § Bd97219d7a0549f38bd2edbec245303d.zip Compressed (zipp...
Jj Music g 4352244 2054f6e8ddB5THI44fc565d.zip Compressed (zipp...
= Pictures 7 abalTeledc14d3db0Geab514(Tb3b5.zip Compressed (zipp...
& Videos 5 159867 2b347fbcfA767d0beedcab zip Compressed (zipp.
: B 6c7cT06136914b1d953ae5702d165c B.aip Compressed (zipp..
LIRS { 6d62d28ddbdf4f16bc0adbdd35527dbb.zip Compressed (zipp...
= Local Disk (D) ¥ 05¢71798¢7224998969574453f2803¢ zip Tompressed (ipp..
DVD Drive (Gi) ¥ 30212f25629e4500a311ba 12913427 2ip Compressed (zipp..
R v ¥ 516469bbb40d4783962065d31e139fb1 2ip Compressed (sipp
3litems 1 item selected 265 KB

13.Extract All the .zip folder as shown below and open the spreadsheet.

[ s | = Compressed Folder Tools g
Home Share Wiew Extract

=] b Cut i E
; LIjJ u W Copy path ™ T x _I
P Copy Paste iﬂ Pas r»::\rve ctzpv Deie(e Rename
Clipboard Organize
-~ » » This PC » Local Disk(C:) » Filestore » Exporter » (
A O Mame
# Quick access e TS
N Open. ) le35199af ceB0b38.2ip
‘! L 3722975021§d565b.ip
il Extract All... 19838b622092054.zip
B  PintosStar (k3 s6e3ed1 126515 2ip
= Edit with Notepad++ ‘Bff26a1fa721896.2ip
Sean with Windews Defender... 1674686390691 8e.zip
i Open with... 0282690611952 2ip
L 3800b591aefd096.2ip
i Sharepith . i > Jb422 c 4666709830 2ip
4 e o bdZedbcc245303d.zip
4 Send to > 1d8576544fc565d.zip
B e 306eab5514FTbIb5.2ip
I e f4767d0beedcab.zip
153ae5702df65cFR.zip
| Create shortcut 5c0a2bdd355274bb zip
- Delete 1969574453F2803F zip
d Rename 311bal291c3ed27.zip
Bc2065d81d135fb1.zip
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14.0n the Metadata tab, the Start Time and End Time columns reflect the time according to
the selected time zone, and scroll right to find the Start Time (In UTC) and End Time (In
UTC) column of the export job as shown below.

Home  Inset  Draw

L o g N
Doy -
3 Fomat Pinter Tu-E-a
Clipboard Font
Y] N Fe | 2000/07/2802:58:42
u v W X ¥ z M

Pagelayout  Formulas  Data

AudioPori TakenWor Userld  UserFullN UserEmail UserUnig TotalHold Interactio ChannelTyUCID

initored, Matched Ru5741¢577- agent use agent6@C user0, ag
initored, Matched Ru29667ecd- agent use agentd@C user0d, ag
initored, b QMInbSer 9d287355- director u directorl¢user, dirt

29667ec4- agent use agentd@C userdd, ag

Timezone 3

Review  View  Addins  Hep LOADTEST Team O Search 8 Share
L » (sog) e= Atosum A
£ = Y % WapTet Gennd BEER B8B8F Tusim « Ao p
Conditional Formatas  Cell et Dt Fomat @it Sot& Find&
A S = = E E BVegdiCote - 5 % 9 G S fomattngr Tobler Stes~ 3 i . Filter=  Select~
= & Clear~
Algnment Humber Syles Cells Eding A
A | AC | AD | AE | A | AG | MM A o A AL | MM | AN A0 | AQ AR s A A
umid ¥ Protected ci_Disposici L dRAudi d |starmme InUTC) _EndTime (InUTC) ~ [TeamRevi AgentRev PeerRevie(
0 InboundD VoiceAndScreen  01-0020010002-2007; 406 UIP735  False  NON 1000160 UIPT35 AlTrue  False  True  False  |2020/07/2802:58:42 IZUZO/W/ZR 02:5%:01
0 InboundD VoiceOnly 01-0020010002-2007; 404 UIPT3S  False 1000160 UIPTI5 AlTrue  False  False  False  [2020/07/2803:0:39 2020/07/2803:00:46 [False  False  False  f
0 InboundQ VoiceAndScreen  01-0020010002-2007, 421 UIPT35  False  SUC 1000160 UIPT35 AlTrue  False  True  False  [2020/07/2803:1:20 200/07/2803:1258 [ive  False  False  f
OTask  Task UIP735  False False  False  False  False  12020/07/2806:35:03 2000/07/2806:35:03 firue  Fakse  false  f

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

1

Offset In Hours

2 [5.5]

3
4
]

Metadata

Timezone

Note: The time will be changed based on the Start Time (In UTC) and End Time (In

uTC).
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16.The time on the Start Time and End Time columns are changed, as shown below.

A B C D E F G H | J K L
Recording AudioFile ScreenFile Combinec ChatTrans SMSTrans: EmailTran &ni Applicatic Dnis StartTime EndTime
2bb74c40-4ebd-4d75-8956-65e 20200728025842-5741c577ad3cdcdcae0348 406 2020/07/27 20:58:42  2020/07/27 20:59:01
2534600e- 20200728030329- 29667ec49a154ae68ffodebb6f0fea2- 2534600 405 404 2020/07/27 21:03:39  2020/07/27 21:04:46
0239d544-1a74-4580-a0fb- 104f: 20200728031221-9d28735535a94b9eb25 7e46d12e85¢ OMInbour gF 40002 2020/07/27 21:12:21  2020/07/27 21:12:58
716b7d3c-ea82-4fe3-8749-1685080hb8445 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
ebb74cd0-4ebd-4d75-8556-65e 20200728025842-5741c577a43cdcdcaeI4d 406 2020/07/28 08:28:42  2020/07/28 08:29:01 0
2534600e- 20200728030339-29667ecd9a154ae68ff6debobflfes2-534600 405 404 2020/07/28 08:33:39  2020/07/28 08:34:46 0
b239d544-1a74-4580-a0fb-104f: 20200728031221-9d28735535a94b9eb257e46d12e85¢ QMInbour #F 40002 2020/07/28 08:42:21 2020/07/28 08:42:58 0
716b7d3c-ea82-4fe3-8749-168508bbE445 2020/07/28 12:05:03  2020/07/2812:05:03 0

After

Metadata Timezone )

4.8 View Export Jobs

You can access the View Export Jobs by login to Workforce Engagement Management, and
select Quality. Now, click the menu. Select Employee Experience > Utilities > View Export
Jobs.

Utilities

Administration
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When you click View Export Jobs, the exporter loads all active exported jobs that you can
access in a table.

EXPORT JOBS

chiag

Drag a column hezcer and drop it here o group by that column

Job Name = vDaeTimeRequested = VoceandScreen = NonVoiceandScreen =  Mefadats = Evaluaions = Requested By = TimeZone = Sfaus H
Chat Export job 118/2020 7:26:4€ AM L] (V] Administrator , AQM (UTC-05:00) Eastern Time (US & Canada) 0 Dene
Job26 111312020 4:56:06 PM B o V] Administrator , AGM (UTC-06:00) Central Time (US & Canada) © oone
DemoJoblorTimeZonelnExcel 111372020 3:28:13 PM LU} 2l ] V] Administrator , AQM (UTC-06:00) Central Time (US & Canada) 0 Done vith alures
Job27 111312020 12:01:07 AM [ 1] B o V] Administrator, AGM (UTC+05:30) Chennai, Kolkata, Mumbai, New Delni © oore
Job26 111212020 11:34:43 PM (1] = V] (V] Administrator , AQM (UTC-08:00) Pacific Time (US & Canada) O oone
Job25 111212020 10:43:09 PM (1] B ] /] Administrator, AGM (UTC-08:00) Pacific Time (US & Canada) O oore
Job23 11/2/2020 ©:34:30 PM 1!' =] (V] (V] Administrator , AQM (UTC-06:00) Central Time (US & Canada) 0 Done
Job22 111212020 €:14:26 PM (1] B 0 V] Administrator, AGM (UTC-06:00) Central Time (US & Carada) © oone
Job22 11122020 €:04:08 PM [ 1] =] V] (V] Administrator , AQM (UTC-08:00) Pacific Time (US & Canada) ® oone
Job22 11122020 84743 PM 1] =l 0 V] Adrministrator  AGM (UTC) Coordinated Universal Time 0 rencing
Job21 111212020 7:22:06 FM 0 aﬁ (V] V] Administrator , AQM (UTC-08:00) Pacific Time (US & Canadz) 0 Done
Job20 1122020 6:22:50 PM L] B V] (V] Administrator, AGM (UTC+05:30) Chennai, Kolkata, Mumbai, New Delni O oone -
n 1-18 of 18 items.

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 The Voice and Screen icons are enabled when the respective interaction is
selected

Non Voice The Email and Chat icons are enabled when the respective interaction is
selected.

Metadata A check mark icon to indicate that Export metadata was selected when

saving the export job.

Evaluation 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 Search Evaluations Export window.

Requested By The name of the user who saved the export job.

Job ID 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 four possible states. Refer to the next table for further
information.
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The following table describes the export job states.

Status Description

Pending. The export job has been received and is currently being processed.

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.

Done. The export process has completed successfully. The export job is available for
download.

@ O P ©

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.

Status Description

u
L

Refresh. When you select this action, the export grid is refreshed to reflect the latest
export job items.

This action is always enabled.
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Status Description

View Details. When you select this action, a window opens with a detailed view of
each interaction in the selected export job.

Ei 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.
i
—_—

4.8.1 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 Ve Jab Detils u

L1 Havar BOATINES W & B LB S0

PO O OB |
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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.

Columns 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.

ScorecardID
(hidden column)

The unique identifier of the Search Evaluation.

InteractionID
(hidden column)

The unique identifier of the interaction. If this is a scored interaction, the same
Interaction ID may exist across other details rows to indicate related scored
interactions.

Status

A job interaction can have one of four possible states. Refer to the states table in
View Export Jobs on page 4-228.

Note: The Done with Failures state is not applicable to the View Job Details
window.

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.
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To view the information about the failed export job, click Information. The View Failure Details
window opens.

0 View Fallure Detalls o

interaction ID E [Detais
a1E0ibe-2d14-4980-a200-570h 33004034 Cuutpuit le sccess viokation

ardetc b A4 107-bhEEIT2d 1 08a Tad Expord contant faded, insufficient disk space

n | -’ "J.r 1' o

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 Search
Evaluations.

Details This column outlines the export error that occurred against the interaction.
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4.8.3 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.

4.8.4 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.

4.8.5 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

Lall: Date Risga:  12112017.1122018 Team
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4.9 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
Search Evaluations window instead of navigating to the Evaluation window to delete a specific
evaluation.

¢ If 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
Search Evaluations window. In the Search Evaluations table, select the evaluations that
you want to delete and click Delete.

4.9.1 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 Search Evaluations window.

2. On the Dashboard, click Quality.

3. Under Aspect Quality Evaluation, click on Search Evaluations. After selecting the required
criteria from Select a Date Option, Select a Channel, Select a Status and Select Criteria
fields, the Search Evaluations window opens.

SEARCH RESULTS: EVALUATIONS

Q- Search Type:  New Search
Drag a column header and drop it here to group by that column
Cha.. = Type = vDale.. = Dua.. =  Agent =  Exe. = Amal.. = Coa.. = Score = ToR. = Slaus =
4 (VI 5U% g
o 3:19:36 AM Baker “ o
- 10M Andrew
V] 0:00:00 100% Agent 2
= 319 Baker ! “
- 10M10/2019 Andrew,
V] 0:00:00 100% &)
2 3:19:19 AM Baker )
=] 0:00:00 Pissay, Tara NiA ()]
=] 0:00:00 Pissay, Tara MNiA ()]
=] 0:00:00 auto, Userl NIA )
- Dwivedy
] 0:00:00 . &)
o Abhay “
_pr 0-00-47 Dwivedy 2579 50% {e)
- Abhay
£ 00047 Pissay Tara 2578 3 ()
L D) 0:01:20 Pissay, Tara 2578 50% ()
Dwivedy
] 0:01:20 ) 2579 Draft &)
* 3:11:23 PM = Abhay “
n 1- 15 of 15 items

4. Define the search criteria.
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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
e Score

e Evaluation Status

6. Select one or more interactions that you want to delete.

SEARCH RESULTS: EVALUATIONS

Q- 3 < ] Search Type New Search

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

Cha... = Type =| vDate.. = Dura — Agent — Exie — Anal - Coa... = Score - ToR... = Slalus =
t 3:19:36 AM HU Bater U “
B 1019;@1 00000 Ezldf 100% Agent 0]
= ié?;s 1:_\.1 0:00:00 Pissay, Tara NiA @
= jzg:;?n 0:00:00 Pissay, Tara NIA @
= gs_:; L?M 0:00:00 auto, User1 NiA& )
L D] 2?2,.2;1;_“1 0:01:20 Pissay, Tara 2578 50% ()
L1l g?; 1;»1 0:01:20 Ehh:d‘ 2579 Draft )

- 1-15 of 15 items

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
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¢ 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 Search Evaluations 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 Search Evaluations 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 ®

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.

4.10 My Preferences

My Preferences window allows you to show inactive details of User, Agent Group, Evaluation
Template, Application and Team in Report definition and search criteria based on the
preference of the logged-in user. The window also shows details of Playback In Stereo, which
means audio should be played back in stereo when it is set to Yes.

Below is the table for all the Preferences:
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Name of the Preferences Description

Display Inactive Users in Search
Criteria

By default, inactive Users will not be displayed in Search
Criteria and if you wish to view them, you have to turn on the
preference.

Display Inactive Teams in
Search Criteria

By default, inactive Teams will not be displayed in Search
Criteria and if you wish to view them, you have to turn on the
preference.

Display Inactive Evaluation
Templates in Search Criteria

By default, inactive Evaluation Templates will not be displayed
in Search Criteria and if you wish to view them, you have to
turn on the preference.

Display Inactive Applications in
Search Criteria

By default, inactive Applications will not be displayed in
Search Criteria and if you wish to view them, you have to turn
on the preference.

Display Inactive Agent Groups in
Search Criteria

By default, inactive Agent Groups will not be displayed in
Search Criteria and if you wish to view them, you have to turn
on the preference.

Display Inactive Users in
Reports

By default, inactive Users will not be displayed in Reports and
if you wish to view them, you have to turn on the preference.

Display Inactive Teams in
Reports

By default, inactive Teams will not be displayed in Reports and
if you wish to view them, you have to turn on the preference.

Display Inactive Evaluation
Templates in Reports

By default, inactive Evaluation Templates will not be displayed
in Reports and if you wish to view them, you have to turn on
the preference.

Display Inactive Applications in
Reports

By default, inactive Applications will not be displayed in
Reports and if you wish to view them, you have to turn on the
preference.

Display Inactive Agent Groups in
Reports

By default, inactive Agent Groups will not be displayed in
Reports and if you wish to view them, you have to turn on the
preference.

Playback In Stereo

By default, playback of Audio recording or Audio with Screen
recordings will be played back in Stereo (if it is recorded as
Stereo, else will be played back as Mono), which is depicted
by a check-mark in the value column. If you wish to play back
in Mono, then you can edit the preference and select “No”
from the Edit Preference to playback as Mono (the value
column will be blank).

Note: When you turn on the preference, the settings apply only to you and not across the

system.

Follow the steps below to go to My Preferences window.

1. Login to Workforce Engagement Management.

Aspect Workforce Engagement Management Quality™ Administrator Guide

Alvaria Confidential | aspect.com | 238



A aspect

Administrator Guide

2. Go to Main Menu and click on Utilities - My Preferences.

# Home

m Emj Experie

Utilities

% Administration

3. The MY PREFERENCES window appears.

MY PREFERENCES

< &

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

Display Inactive Users in Search Criteria

Displ ams in Search Criteria

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

ams in Reports

e Evaluation Templates in Reports

Display Inactive Applications in Reports

Inactive Agent Groups in Reports

Playback In Stereo

4.10.1 Edit My Preferences

When you want to edit the value of My Preferences, follow the steps below.

Aspect Workforce Engagement Management Quality™ Administrator Guide

= Value =

[

1- 11 of 11 items.
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1. Select the preference row and click on the Edit #* button.

MY PREFERENCES

Ju

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

Name = Value

"

Display Inactive Users in Search Criteria

Display Inactive Teams in Search Criteria

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 Evaluation Templates in Repors /]
Display Inactive Applications in Reports

Display Inactive Agent Groups in Reports

Playback In Stereo (]

n 1-11 of 11 items

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:

‘No

I Yes

No .
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3. Click on the Save button to go back to the My Preferences window and the check mark is
shown under the Value column, as shown below.

MY PREFERENCES
(S o

Drag a column header and drop it here to group by that column
Name = \alue =
Display Inactive Users in Search Criteria
Display Inactive Teams in Search Criteria
Display Inactive Evaluation Templates in Search Criteria
Display Inactive Applications in Search Criteria E
Display Inactive Agent Groups in Search Criteria
Display Inactive Users in Reporis e

Display Inactive Teams in Reporis

[<]

Display Inactive Evaluation Templates in Reports ]
Display Inactive Applications in Reperts
Display Inactive Agent Groups in Reports

Playback In Stereo [}

n 1-11 of 11 iftems.

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.
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S.

Assigning Interactions

From Search Results page, a user who has the “Assign Interaction” right can assign one or
more interactions to other users and specify an expiry date. So that the user to whom the
interactions were assigned, now will be able to see/score the interaction. For example, when
one of the agents in a mentor's team, who has handled the call very well and if the mentor wants
to share the interaction with other mentors, about how the agent has done. The mentor can use
this feature to assign interaction to other mentors. Also, when a mentor goes on vacation and if
the mentor wants other mentors to score his/her team's interactions then he/she can share the
selected interactions with other users as well. Refer Performing a Search for the list of
interactions and follow the steps below to assign an interaction.

1. Select the interaction which you want to assign.

2. Click on Interaction Menu > Assign interactions as shown below.

SEARCH RESULTS: ALL

Qr 3 & el E Search Type:  New Search

Drag a column header and ¥ Hide Interactions

Channel Jate Time =| Duration = Extension = AN = DNIS = Staws

5 b019 4:52:01 PM 0:00:00 )
5
B D019 4:51:13 PM 0:00:23 1024 1025 2579 “

& Export Media | _ _ ~
ol 12019 4:50:14 PM 0:00:26 1025 1025 2579 ()

o B Collapse Al 12019 4:49:28 PM 0:01:44 1025 1024 1025 )
B B Save as my default view 12019 4:43:28 PM 0:01:44 1024 1024 1025 ()
= . 12019 4:48:22 PM 0:00:00 )
Y L /2019 4:45:47 PM 0:00:46 1025 1024 1025 ()
= Quthound /62019 4:45:47 PM 0:00:46 1024 1024 1025 (W)
Y Qutbound Q612019 4:40:27 PM 0:05:20 1024 1024 1025 ()
Y Inbound 9612019 4:40:27 PM 0:05:20 1025 1024 1025 (W)
O Inbound Q612019 4:39:47 PM 0:00:09 1025 1024 1025 ()
= Qutbound /612019 4:39:47 PM 0:00:09 1024 1024 1025 (W)
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3. The Assign Interactions window appears as shown below.

£ Assign Interactions x

Users: *

Select Selected {0)

Name: *

View Until: *

31372020 2:03 FM

il
c]

(I Notify User

Message:

Hi

| have shared interactions with you. Please search using 'My assigned
recordings’ in the search page to listen to those interactions.

Thanks

Note: The fields marked (*) are mandatory fields.
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4. Click on the Select button to choose the user whom you want to assign the interaction. The
Select Users window appears as shown below.

+ Select Users x

Search ltems:

Selected (0) Cancel “

The buttons on the Select Users window are described in the following table.

Button Name Description
Search Click to search for the matched user and to open the Users table.
Q Note: Only active users are displayed.
Add Click to open the Users table, where you can add users to the list.
I Note: Only active users are displayed.

Clear Selected | Remove the selected users from the list.

Clear All Remove all users from the list.
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5. Click on Add button and select the user from the list as shown below.

User Nam = First Nam

#

&

@bhagya Bhagyal

1004
1007
1008
1009
1016
1017
1022

1024
1025

1026

Note:

Cisco 7931

Cisco 7941

Cisco 7931

Cisco 7931

Cisco 7940

Cisco 7940

Cisco 7941

Cisco 7960

Cisco IP

Communicator

Cisco 7941

C

Last Mame

5
Godihuggil

SCCP 1004

SEFO0D1F9E253...

SCCP 1008
SCCP 1009
1016

1017

SIP 1022

1024

Surya 1025

SIF 1026

EM Device Profile

3 >

= Switch Name

None

UIPT3_SP3_RCTIPS
Cisco UCM (Inactive)
Cisco UCM (Inactive)
Cisco UCM (Inactive)
Cisco UCM (Inactive)
Cisco UCM (Inactive)
Cisco UCM (Inactive)
Cisco UCM (Inactive)

Cisco UCM (Inactive)

Cisco UCM (Inactive)

Cisco UCM (Inactive)

M

= Role =
Agent
Agent
Agent
Agent
Mentor
Agent
Agent
Agent
Agent

Agent
Agent
Agent

3

1- 100 of 2046 items

¢ To select multiple users, click Ctrl and the left click on the mouse on the user rows
from the list.
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¢ From the triple-bar icon which is next to the column name, the user can narrow or filter
the columns by changing the criteria of a particular column. The column details are
given in the below table.

Column Name Description

User Name Displays user name of the user

First Name Displays first name of the user

Last Name Displays last name of the user

Switch Name * Switch name to which the user is associated.

* If the Switch is not active, then “(Inactive)” will be displayed with the Switch
Name

¢ If the user is not associated with any switch, then “None” will be displayed

Role Displays Role of the user from the below list
* None
* Agent
*  Mentor

e Administrator

Status Displays the status of the user

Email Address ¢ Displays Email address of the user
* If email address does not exist, then blank will be displayed

User Profile » Displays Profile name for which the user is associated.

For example, if the user wants to change the criteria for the Switch Name column, the
Filter drop-down list displays as shown below.

Switch Name E “.m:

Mone 1 Sort Ascending

Triple-bar Icon

UIPT3_SP3_RCTIPS + Sort Descending

Cisco UCM (Inactive} [l Columns = Equal to

Show items with a value that:
Cisco UCM (Inactive) @ Reset Layout

Cisco UCM (Inactive) @ Clear All Filters

A

i . ) And
Cisco UCM {Inactive) Agent o >
Cisco UCM (Inactive) Agent Equal to "
Cisco UCM (Inactive) Agent m
Cisco UCM (Inactive) Agent

Clear Filter

Cisco UCM (Inactive) Agent

6. Click OK button. The User list table closes, the Select Users window is active, and the
user(s) you selected displays in the lower half of the window.
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7. Click OK. The Select Users window closes and the Assign Interactions window is active as
shown below.

& Assign Interactions x

Users: *

m selected (1)

Name: *

View Until: *

4/3/2020 11:31 AM == e)

(I Notify User

Message:
Hi,
| have assigned interactions to you. Please search using 'Assigned
Interactions' criteria in the 'Search Results’ page to listen/view those
nteractions.
Thanks,

8. Type name (which will be used as a reference to understand what is the purpose of the
assignment, so that it will be helpful if user wants to modify when the user has multiple
assignments) on the Name field and select the date from the View Until field as shown
below. By selecting the date and time, the user is able to view or listen the assigned
interaction until the selected date and time.

View Until: *
4/3/2020 11:31 AM

9. Toggle-on the Notify User button as shown below and type any custom information which
user wants to share with the assigning users and if user don’t want customized message
then user can leave the default message as mentioned in the screen for the selected user(s).

-Notify User

Message:
Hi,
| have assigned interactions to you. Please search using 'Assigned
Interactions’ criteria in the 'Search Results’ page to listen/view those

nteractions.
Thanks,
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10.Click on OK button to assign the interaction for the selected user. The assigned user will
receive the information which you have written on the Message field through an email.

5.1 Manage Assigned Interactions and
Evaluations

Once an interaction is assigned to the user (Refer to Assigning Interactions). The user who
assigned the interaction and whom the interactions are assigned will be able to view the details
about the interaction, in the Assigned Interactions and Evaluations window. To view the
Assigned Interactions and Evaluations window, follow the steps below.

1. Login to Workforce Engagement Management.

2. Go to Main Menu and click on Employee Experience > Interactions > Assigned
Interactions & Evaluations as shown below.

#A Home

m Emj
Interactions
Evaluations
Reporis

Utilities

#% Administration
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3. The Assigned Interactions and Evaluations window appears as shown below.

ASSIGNED INTERACTIONS AND EVALUATIONS

Interactions Assigned By Me Interactions Assigned To Me Evaluations Shared With Me

(S )

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

Name = v Assigned On = Expires On = Acsigned By = Sialus =
IDemoJ 31212020 2:06:50 AM 3/13/2020 2:03:08 PM Administrator, AGM O Active I
Assigned by mentor 311172020 12:03:10 AM 371272020 12:03:10 AM Dwivedy, Abhay A Expired
New assign recording 311012020 1:47:35 AM 371172020 1:47:35 AM Administrator, AQM A Expired
Karthi 311012020 1:28:52 AM 371172020 1:28:52 AM Administrator, AGM A Expired
assign to mentord 311012020 1:05:38 AM 371172020 1:05:38 AM Administrator, AGM A Expired
Assign to agent 311012020 1:02:17 AM 311172020 1:02:17 AM Administrator, AGM A Expired
assign to mentor 311012020 1:02:05 AM 311172020 1:02:05 AM Administrator, AQM A Expired
assign to mentor and agent 311012020 1:01:33 AM 311172020 1:01:33 AM Administrator, AQM A Expired
444 31212020 5:09:06 AM 31212020 5:09:08 AM Administrator, AQM A Expired
T 31212020 5:06:34 AM 31312020 5:06:34 AM Administrator, AQM A Expired
555 31212020 5:04:26 AM 31212020 6:05:26 AM Administrator, AQM A Expired
77 3/2/2020 5:04:09 AM 3/3/2020 5:04:09 AM Administrator, AQM A Expired
i 211/2020 12:50:03 AM 20212020 12:50:03 AM Administrator, AQM A Expired
5 211/2020 12:49:13 AM 20212020 12:49:13 AM Administrator, AQM A Expired
7 41347090 - 41-40 DAA 2049070 3-44-40 DA Adminintentar AARE A Comienn

The buttons on the Interactions Assigned By Me tab are described in the following table.

Button Name Description
Refresh Refreshes the grid with latest changes. Instead of user click on the browser
F refresh button, user can click on this which will refresh only the grid data and

not the page

Edit Opens the Assigned Interaction for user to edit.

Delete To Delete an Assigned Interaction.

The available columns under the Interactions Assigned By Me tab are given below.

¢ Name - The name of the assignment which the user entered while creating the
assignment

* Assigned On - The date when the interaction is assigned to the users

¢ Expires On - The assignment is going to expire on the date and time mentioned in the
column. The user is able to view the interaction until that date and time

* Assigned By - The user who assigned the interaction. This column is available only
to the Administrator.

» Status - The status of the evaluation such as Draft or Complete.
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5.1.1 View Interactions Assigned To Me

Click on Interactions Assigned To Me tab to view the interactions which are assigned to you as
shown below.

ASSIGNED INTERACTIONS AND EVALUATIONS

Interactions Assigned By Me Interactions Assigned To Me Evaluations Shared With Me

~
(53

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

MName = v Assigned On = Expires On = Stafus
Assign o Bhagya 6/5/2020 5:33:34 PM 7/712020 5:40:19 PM O Active
@ Assign to Bhagya 311972020 11:44:47 AM 41072020 11:45:44 AM A Expired
® assign to Chida- from AQMAdmin 3M6/2020 2:42:52 PM 3172020 2:43:53 PM A Expired
® sadas 3/1112020 3:43:30 FM 3M2/2020 3:44:23 PM A Expired

The buttons on the Interactions Assigned To Me tab are described in the following table.

Button Name Description
Refresh Refreshes the grid with latest changes. Instead of user click on the browser
e refresh button, user can click on this which will refresh only the grid data and

not the page

Create Select one or more interactions as a group, to listen to recordings.
=» Playlist Refer the Step 2 of Create a Playlist section.

The available columns under the Interactions Assigned To Me tab are given below.

* Name - The name of the assignment which the user entered while creating the
assignment

¢ Assigned On - The date when the interaction is assigned to the users

¢ Expires On - The assignment is going to expire on the date and time mentioned in the
column. The user is able to view the interaction until that date and time

* Assigned By - The user who assigned the interaction. This column is available only
to the Administrator.

¢ Status - The status of the assignment either Active or Expired.
To view the details of interactions that are assigned as part of the assignment such as Channel,

Direction, Type, Date Time, and so on, click on the Expand & button. The expanded view is
shown below.

ASSIGNED INTERACTIONS AND EVALUATIONS

Interactions Assigned By Me Interactions Assigned To Me Evaluations Shared With Me

~
(5

Drag a column header and drop it here to group by that column
Name = v Assigned On = Expires On =| Siatus =

B Assign to Bhagya 6/5/2020 5:33:34 PM TI7/2020 5:40019 PM @ Active

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

|:\ Channel = Direction = Type = | vDate Time = Duration = Agent = Exiension = ANI
m - o Godihuggi
0O O Inbound ACD Call 5/19/2016 3:35:44 PM 0:00:52 6361122 6361131
— Bhagyashree
_ Outbound Direct
N £ Outbound c”n oune EEL 61412016 4:37:58 PM 0:00:17 Usert, Ux 916302822720 91630282
- o al
»
B 1-20f2ilems
M Accinn tn Rhanusa WAQ2020 1144 AT AM AMOUP020 11-45-44 AM A Evnired
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5.1.2 View Evaluations Shared With Me

Go to Evaluations Shared With Me to view the evaluations which are shared with you as
shown below.

ASSIGNED INTERACTIONS AND EVALUATIONS

Interactions Assigned By Me Interactions Assigned To Me Evaluations Shared With Me

~
o

Drag a column header and drop it here to group by that column
Quality Score (%) = Point Score = Pass/Fail = Status = Template Name = Created By = vC
| | 100% 1010 Pass Complete 150919 Administrator AQM 3na
| | 105% 105/100 Pass Complete General Performance Puttappa Chida e

| | Drait Draft Draft Draft General Performance Administrator AQM ang

The buttons on the Evaluations Shared With Me tab are described in the following table.

Button Name Description
Refresh Refreshes the grid with latest changes. Instead of user click on the browser
e refresh button, user can click on this which will refresh only the grid data and

not the page

Create Select one or more interactions as a group, to listen to recordings.
=» Playlist Refer the Step 2 of Create a Playlist section.

Note: Evaluations which are shared with you only through the "Share with specific users" will
display here.
The available columns under the Evaluations Shared With Me tab are given below.
* Quality Score - The evaluation score in percentage
* Point Score - The evaluation score in “Total Points earned/Total Points Possible”
¢ Pass/Fail - The evaluation score in Pass/Fail format.
e Status - The status of the evaluation such as Draft or Complete.
* Template Name - Name of the evaluation template.
¢ Created By - The creator of the evaluation template.
¢ Created Date Time - The date and time when the evaluation template was created.

* To Review - The reviewer (such as Agent, Team, Peer) who is assigned to review the
evaluation.

¢ Reviewed By Recorded Agent - The review status of the evaluation which is
assigned to the recorded agent, a check mark will be mentioned in this column.

¢ Do Not Show In Report - When the evaluation is used for training purpose, a check
mark will be mentioned in this column.

¢ Coaching - When coaching is required for the evaluation, a check mark will be
mentioned in this column.
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5.2 Edit an Assigned Interactions and

Evaluations

Use the edit feature to change an assigned interaction assignment and save the assigned

interaction assignment.

1. Login to Workforce Engagement Management.

2. Go to Main Menu and click on Employee Experience> Interactions > Assigned
Interactions & Evaluations as shown below.

3% Administration

3. Select an assigned interaction assignment which you want to edit and click on the Edit
button under the Interactions Assigned By Me tab as shown below.

ASSIGNED INTERACTIONS AND EVALUATIONS

Interactions Assigned By Me Interactions Assigned To Me

Evaluations Shared With Me

Slﬁl

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

Name = v Assigned On
Demo_1 4712020 2:30:50 PM
Dhruva 31232020 41914 PM
Demo Assignment - Mentor 312012020 6:59:29 PM
Check Delete behavior 3/3/2020 2:49:17 PM
AS 3/2/2020 5:55:53 PM
Assign within 24 hrs 31202020 5:33:10 PM
To A24 211972020 5:59:38 PM

Aspect Workforce Engagement Management Quality™ Administrator Guide

Expires On
472020 2:33:06 PM
31242020 4:20:50 PM
32112020 7:01:01 PM
31412020 2:49:17 PM
3/3/2020 5:55:53 PM
30212020 6:33:10 PM

212012020 5:59:38 PM

Azzigned By = Stalus
Administrator, AQM © Active
Administrator, AQM A Expired
Supervisor1, Cisco A Expired
Administrator, AQM A Expired
Administrator, AQM A Expired
Administrator, AQM A Expired
Administrator, AQM A Expired
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4. The Edit Assigned Interactions dialog appears as shown below.

# Edit Assigned Interactions x

m Interactions

Users: *

Select Selected (1)

Name: *

Demo_1

View Until: *

4772020 2:33 PM == e)]

Notify User

Message:
Hi,
| have assigned interactions to you. Please search using 'Assigned
Interactions’ criteria in the 'Search Results’ page to listen/view those
nteractions.
Thanks,

The Edit Assigned Interactions dialog contains two tabs General and Interactions.

* General tab - From General tab, the administrator will be able to add or remove
users, edit the name of the selected Assigned Interactions assignment, “View Until”
date and time, “Notify User” will send notification to the selected users through an
email. Refer to step 3 to 10 of Assigning Interactions section.

¢ Interactions tab - From Interactions tab, the administrator or owner of the assigned
interaction will be able to delete interactions which are already assigned to the
assigned user. If administrator or owner of the assigned interaction deletes
interactions from the Interactions tab, the selected users (in General tab) will not be
able to view those deleted interactions. Follow the steps from Step 5 to 7, to delete
one or multiple interactions from the Interactions tab.
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5. Click on the check boxes of the interactions which administrator or owner of the assigned
interaction wants to delete for the selected users, as shown below.

# Edit Assigned Interactions x

General Interactions

.

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

Channel = Direction = Type = wDate Time =

8 Outbound Outbound Direct 9/6/2019 4:50:14

Cal PM
. Inbound Direct 962019 4:49:25
o £ Inbound
Cal PM
N Inbound Direct 9/6/2019 4:39:47
v LD Inbound
Cal PM
=~ 9/6/2019 4:36:29
k) Mone Task °
PM
9/6/2019 3:52:58
0 Inbound ACD Call °

PM

3

- 1 -5 of 5 items

Note:
* Total 100 interactions will be displayed on each page.
¢ The Interactions tab contains the following columns.

Column Name Description

Channel The medium used to complete an interaction, such as Voice Only, Screen
Only, Voice and Screen, Chat, Task, or Unknown.

Direction The direction of the interaction, which can be None, Inbound, or Outbound.

Type Type of the interaction, such as Outbound Direct Call, Inbound Direct Call,
Task, ACD Call.

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.

ANI If available from the switch, the caller ID or ANI.
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Column Name Description

DNIS If available from the switch, the DNIS or DID (called number indicator).

Status The status of the interaction such as Current.

6. Click on the Delete button to delete the selected interactions and Interaction tab is shown
below.

# Edit Assigned Interactions

»
General Interactions
Drag a column header and drop it here to group by that column
Channel = Direction = Type = wDate Time =
i Outbound Direct 9/6/2019 4:50:14
s Outbound
Call P
- 9/6/2019 4:36:29
el None Task °
PM
9/6/2019 3:52:58
© Inbound ACD Call N
PM
3
n 1-3 of 3 items

7. Click OK button on the Edit Assigned Interaction dialog. System will save the edited
Assigned Interactions and display in the grid.

Note: User cannot add interactions to an existing assignment and if the user wants to do
that the user has to create a new assignment.

5.3 Delete an Assigned Interaction

The user who created or administrator will be able to delete an assigned interaction which is
listed on the Assigned Interactions window. Refer Manage Assigned Interactions and

Evaluations to view the Assigned Interactions window. Follow the steps below to delete an
assigned interaction.

1. Select the assigned interaction which administrator or owner of the assigned interaction
wants to delete.
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2. Click on the Delete button as shown below.

ASSIGNED INTERACTIONS AND EVALUATIONS

Interactions Assigned By Me Interactions Assigned To Me Evaluations Shared With Me
¢ ¢ |u| € Delete Button

Drag & column header and drop it here to group by thal column

Name = | vAssigned On =| Expires On = Assigned By =| Sialus =
IDem0_1 315/2020 10:42:13 PM 31712020 11:57:10 AM Administrator, AQM O Active I
New assign recording 311012020 1:47:35 AM 311172020 1:47:35 AM Administrator, AQM A Expired
Karthi 3102020 1:28:52 AM 31112020 1:28:52 AM Administrator, AQM A Expired
assign to mentord 311012020 1-05:38 AM 311172020 1-:05:38 AM Administrator, AQM A Expired
Assign to agent 31012020 1:02:17 AM 31172020 1:02:17 AM Administrator, AQM A Expired
assign to mentor 31012020 1:02:05 AM 31172020 1:02:05 AM Administrator, AQM A Expired
3. Select Yes to delete the assigned interaction from the grid.
A Warning %
Are you sure you want to delete?
]
Mo [ Yes
o
4. The refreshed Assigned Interactions window appears as shown below.
ASSIGNED INTERACTIONS AND EVALUATIONS
Interactions Assigned By Me Interactions Assigned To Me Evaluations Shared With Me
Drag a column header and drop it here to group by that column
Mame = v Assigned On - Expires On = Acsigned By = | Sialus -]
Mew assign recording 3102020 1:47:35 AM 371172020 1:47:35 AM Administrator, AQM A Expired
Karthi 3M0/2020 1:28:52 AM 3/11/2020 1:28:52 AM Administrator, AQM A Expired
assign to mentori 31072020 1:05:38 AM 31172020 1:05:38 AM Administrator, AQM A Expired
Assign to agent 3M0/2020 1:02:17 AM 3/11/2020 1:02:17 AM Administrator, AQM A Expired
assign to mentor 31072020 1:02:05 AM 3/11/2020 1:02:05 AM Administrator, AQM A Expired
444 31212020 5:09:08 AM 3/2/2020 5:09:08 AM Administrator, AQM A Expired
T 31212020 5:06:34 AM 3/3/2020 5:06:34 AM Administrator, AQM A Expired
555 31212020 5:04:26 AM 3212020 6:05:26 AM Administrator, AQM A Expired
T 30212020 5:04:09 AM 3/3/2020 5:04:09 AM Administrator, AQM A Expired
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6. 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 Aspect Quality component, you can be reviewing an interaction (an evaluation or a
recording), and without logging off Aspect Quality to launch Aspect Performance, you can
create a contextual link to Performance and assign coaching directly from Quality.

6.1 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 6-260.

1. Search for an interaction. (See the Chapter 4, Search for an Interaction.)
2. Open the interaction by double-clicking it. The Interaction window opens.

3. In the right pane, click Add Evaluation.

INTERACTION
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The Add Evaluation window opens.

4+ Add Evaluation ®

Template *

Section '

From the drop-down list box, select a Template.

Click OK. The Add Evaluation window closes and the Interaction window is active.

In the right pane, select the Evaluation menu.

From the drop-down list box, select Assign Coaching.

Note:

-+ SN

| Assign Coaching
&= Print Evaluation

# Edit Evaluation

scription Section desc
Section description S

If the Assign Coaching option is inactive, then you do not have permission to assign
coaching. To assign coaching, you must

Have a Aspect Performance system configured for Workforce Engagement
Management.

Have a Aspect Quality Evaluation license and an Performance Coaching license.
Be logged into Quality as a user who is also configured in Aspect Performance.

Have the Quality agent of the interaction for whom you are creating the coaching
mapped to Aspect Performance

Be logged into Quality as a user who is authorized to access coaching assignments
in Aspect Performance

Be logged into Quality as a user who is authorized to create a coaching assignment
in Aspect Performance
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The Create Coaching Assignment window opens.

® Create Co aching Assignment 4
Agents: ©
- KPI Filter:
#| i Wuryandani Gantiah .
Action: *
Name Type Dhir i
1] L]
B
Diupie Diatasz * Reference Link:
3 B
Affected KPls: Comment:
Agent Cuibound 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 KPls, see the Alvaria 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.

11.1n the Due Date field, using the Calendar, select the date by which you want the agent to
complete the action.

12.1n 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 AlvariaPerformance
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.

15.1n the right pane, select the Evaluation menu.

16.To save the coaching assignment, select Save as Draft.

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 259



A CISpeCt Administrator Guide

OR

If you have finished assigning the coaching, select Submit. This also saves the coaching

assignment.
LI ="

© Cancel

£ Save as Draft

| £ Submit

The Success window opens.
?QiSuccess 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.

This evaluation was saved successfully 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.

6.1.1 Assign Coaching to an Existing Evaluation

To assign coaching to an existing evaluation, perform the following steps.

1. Search for an interaction. (See the Chapter 4, Search for an Interaction.)
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2. Open the interaction by double-clicking it. The Interaction window opens.

3. In the right pane, select the Evaluation menu.

INTERACTION

4. From the drop-down list box, select Assign Coaching.

Note:

+ EB

® Assign Coaching
&= Print Evaluation

# Edit Evaluation

icription Section desc
Section description 5

If the Assign Coaching option is inactive, then you do not have permission to assign
coaching. To assign coaching, you must

Have a Aspect Performance system configured for Workforce Engagement
Management.

Have a Aspect Quality Evaluation license and an Performance Coaching license.
Be logged into Quality as a user who is also configured in Aspect Performance.
Have the Quality agent of the interaction for whom you are creating the coaching
mapped to Aspect Performance

Be logged into Quality as a user who is authorized to access coaching assignments
in Aspect Performance

Be logged into Quality as a user who is authorized to create a coaching assignment
in Aspect Performance
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The Create Coaching Assignment window opens.

® Create Co aching Assignment 4
Agents: ©
- KPI Filter:
#| i Wuryandani Gantiah .
Action: *
Name Type [T F
1] L]
B
Diupie Diatasz * Reference Link:
3 B
Affected KPls: Comment:
Agent Cuibound 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 KPls, see the Alvaria 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 Alvaria Performance
Supervisor Guide.

10.In the Comment text box, you can type any other information that you think might be helpful
to the agent.
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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.

12.0n the Success window, click OK.

6.1.2 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

= Comments

L3

:::::::

Note: For more information about the coaching action in Aspect Performance, see
Chapter 4: Handling and Managing Coaching in the Alvaria Performance Supervisor
Guide.

6.2 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.
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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 Aspect Quality.

Similarly, from the Performance component, it is possible to launch the associated Aspect
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 Aspect Quality
version 18.1 or later.

To view coaching, you must

6.2.1

Aspect Workforce Engagement Management Quality™ Administrator Guide

Have a Aspect Performance system configured for Workforce Engagement Management.
Have a Aspect Quality Evaluation license and a Performance Coaching license.

Be logged into Quality as a user who is also configured in Aspect Performance.

Have the Quality agent of the interaction mapped to Aspect Performance

Be logged into Quality as a user who is authorized to view the coaching assignment in
Aspect Performance

View Coaching on the Search Results Window

. Perform a search (see Performing a Search on page 4-120).

On the SEARCH RESULTS: ALL/SCORED window, select the interaction which has
evaluations associated with the coaching assignment. By default, the first evaluation is
selected in the nested grid. User can select the specific evaluation in the nested grid to view
the specific coaching assignment.

SEARCH RESULTS: ALL

Q- eIl =~ Search Type:  New Search
Drag a column header and drop it here to group by that column
\:| 4 Channel = Dire. = Type = vDat. = Dur. = Agent = Ext.. = ANI = DNIS = Status = Hidden =
. 5 None Task 7m0z moogp ST )
& ; 12:30:31 PM Brandy
» O B None Task R oo000 COMEY ©
— 12:16:17 PM Randy
v | O _ N . Bi7/2022 0000 Cowley o
= one ask ( )
— = 1:45:04 PM Randy
— - 672022 Cowley,
> [] = MNone Task 0:00:00 )
— 1:43:36 PM Randy
» B Nene Task CUEtE 00000 COMEY )
— 1:42:45 PM Randy
- — . N - 42512022 00000 Crawford, ©
= one ask [ )
L = 6:57:03 PM Brandy
Drag a column header and drop it here to group by that column
v Created Date Time = To Review = Assigned Evaluation = Reviewed By Recorded Agent = Do Not Show In Report = Coaching =
8/16/2022 3:20:43 PM Agent, Team, Peer E
4/25/2022 1:27:35 PM (]

4

Note: View Coaching is based on the row selection of the nested grid on the Search Results
page and not check box selection based.
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3. clickonthe =~ button and select View Coaching to view the assigned coaching.

SEARCH RESULTS: ALL

ST =-|

Drag acolu ® Hide Interactions

Qv

f

1at

& Assign Interactions

<> Export Media

# View Coaching

B
[ Save as my default view
Dra¢ @ Delete up
Quality Score (%) =T Point Score

Note: If the View Coaching option is disable, then
* You do not have access to Aspect Performance, OR

¢ There is no coaching assigned to that interaction or selected evaluation, OR
* 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 Aspect Performance

e The logged in Quality user is not authorized to view the coaching assignment in
Aspect Performance

The agent is either not found or not mapped in Performance
Management
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The Assignment Details window opens with the Details tab active. View coaching
assignment will open the assigned coaching in read-only mode and not allow to perform any
coaching actions.

= Assignment Details x

Agent: Ramirez, Raoul Team: BWHITL Status: Approved

m Additional Information Comments History

Name:
Description:
Materials:
Type:
Created Date:

Status Date:

Last Modified Date:

Coaching Action

CA

Hittp://google.com
1io1

4/24/2020 4:04:40 PM
4/24/2020 4:04:40 PM

4/24/2020 4:04:40 PM

Last Modified By: Administrator (WFO\Administrator)

Due Date: 5/1/2020

Duration: 3 13:35:00

Reference Link: http:/isecondevaulation.com
Ewvaluation: COpen Evaluation

Points: 10

Rating: Unrated

4. To view the Coaching Action and the Trigger, select the Additional Information tab.

* Assignment Details x

Agent: Ramirez, Raoul Team: BWHITL Status: Approved

Details Additional Information Comments History

‘Warning: Due to the expected time taken to perform the action, the selected Agent(s) may not
be able to complete this assignment by the due date.

- Waming:

Coaching Action Revision: 4/23/2020 11:56:38 AM

Assignment Status: Currently assigned

Trigger: Manual
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5. To view the status of the coaching assignment’s comments, select the Comments tab.

* Assignment Details x

Agent: Ramirez, Raoul Team: BWHITL Status: Approved

Details Additional Information History

No Comments Available

6. To view the chronological history of the coaching assignment, select the History tab.

* Assignment Details x

Agent: Ramirez, Raoul Team: BWHITL Status: Approved

Details Additional Information Comments

User Date From To

Administrator (WFO\Administrator) 412472020 4:04:40 PM Created Approved

7. Click OK to close the Assignment Details dialog.

6.2.2 View Coaching on the Search Evaluations Window

1. Search for a scored interaction. (See the Chapter 4, Search for an Interaction.)

2. On the Search Evaluations window, select an interaction that has a coaching assigned to it.
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3. Click View Coaching.

SCORED INTERACTIONS

a5 < B

Channel Drecson * Date Time Durabon Coachng Score

Note: If the View Coaching option is inactive, then
¢ You do not have access to Aspect 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 Aspect Performance

The logged in Quality user is not authorized to view the coaching assignment in
Aspect Performance

The agent is either not found or not mapped in Performance
Management
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= Assignment Details

=N ~ocwonai nrormation

Agent: Ramirez. Raocul Team:

Comments History

Administrator Guide

3¢

BWHITL Status: Approved

Name:
Description:
Materials:

Type:

Created Date:
Status Date:

Last Modified Date:
Last Modified By:
Due Date:
Duration:
Reference Link:
Evaluation:

Points:

Rating:

Coaching Action
cA

Hitp://google.com

1to1

4/24/2020 4:04:40 P

4/24/2020 4:04:40 PM

4/24/2020 4:04:40 PM
Administrator (WFOVAdministrator)
5/1/2020

2 13:35:00
nttp:/isecondevaulation com

Open Evaluation

10

Unrated

4. To view the Coaching Action and the Trigger, select the Additional Information tab.

* Assignment Details

Agent: Ramirez, Raoul Team: BWHITL Status: Approved

Details Additional Information Comments History

‘Warning: Due to the expected time taken to perform the action, the selected Agent(s) may not

i~ Waming:

Coaching Action Revision:

Assionment Status:

be able to complete this assignment by the due date.
4/23/2020 11:56:38 AM

Currentlv assianed

5. To view the status of the coaching assignment’s comments, select the Comments tab.

* Assignment Details

Agent: Ramirez, Raoul Team: BWHITL Status: Approved

Details Additional Information History

Aspect Workforce Engagement Management Quality™ Administrator Guide

No Comments Available
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6. To view the chronological history of the coaching assignment, select the History tab.

* Assignment Details x

Agent: Ramirez, Raoul Team: BWHITL Status: Approved

Details Additional Information Comments

User Date From To

Administrator (WFO\Administrator) 4/24/2020 4:04:40 PM Created Approved

7. When finished viewing the coaching assignment, close the Assignment Details window by
clicking OK.

6.2.3 View Coaching on the Evaluation or Interaction
Windows

1. Search for an interaction. (See the Chapter 4, Search 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
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4. From the drop-down list box, select View Coaching.

Date Time:  6/2/2017 7:05 AM

S -

® View Coaching
& Print Evaluation

# Edit Evaluation

Note: If the View Coaching option is not available, then you do not have permission to
view coaching.

If the View Coaching option is inactive, then
* The logged in Quality user does not have access to Aspect Performance, OR
¢ There is no coaching assigned to that interaction, OR
e The coaching assignment was created prior to version 18, OR
e The Quality agent of the interaction is not mapped to Aspect Performance, OR

e The logged in Quality user is not authorized to view the coaching assignment in
Aspect Performance

The Assignment Details window opens with the Details tab active.

= Assignment Details >

Agent: Ramirez, Racul Team: BWHITL Status: Approved

RN ~cowonatintormation Comments History

Name: Coaching Action

Description: ca
Materials: Http /google com
Type: 1101

Created Date: 4/24/2020 4:04:40 PM
Status Date: 4/2472020 4:04:40 PM

Last Modified Date: 4/24/2020 4:04:40 PM

Last Modified By: A ator (VWFOLA
Due Date: 5/1/2020

Duration: 3 13:35:00

Reference Link: hitp-//secondevaulation com
Evaluation: Open Evaluation

Points: 10

Rating: Unrated -
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5. To view the Coaching Action and the Trigger, select the Additional Information tab.

* Assignment Details

Agent: Ramirez, Raoul Team: BWHITL Status: Approved

Details Additional Information Comments History

e ‘Warning: Due to the expected time taken to perform the action, the selected Agent(s) may not
aming:
g be able to complete this assignment by the due date.

Coaching Action Revision: 4/23/2020 11:56:38 AM

Assionment Status: Currentlv assianed

6. To view the status of the coaching assignment’'s comments, select the Comments tab.

* Assignment Details

Agent: Ramirez, Raoul Team: BWHITL Status: Approved

Details Additional Information History

No Comments Available

7. To view the chronological history of the coaching assignment, select the History tab.

* Assignment Details

Agent: Ramirez, Raoul Team: BWHITL Status: Approved

Details Additional Information Comments

User Date From To

Administrator (WFO\Administrator) 412472020 4:04:40 PM Created Approved

8. When finished viewing the coaching assignment, close the Assignment Details window by
clicking OK.
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7.1

711

Evaluations

This section describes about:

* Calibration

* Non-Recording Evaluations
e Email an Evaluation

¢ Delete an Evaluation

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 uses the same
process as quality scoring (for more information about quality scoring, see Chapter 10, Aspect
Quality Evaluation).

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).

In Aspect Via Workforce Engagement Management, Tag an Interaction for Calibration.
Create a Calibration Event.

Calibrate a Calibration Event.

o > 0B

View Calibration Event Results.

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
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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.

EDIT USER PROFILE

€ B

Name: * | piantor Profile Description:

Permissions Users

Manage Recordings Manage Evaluations Manage Calibrations

Self Review @ SelfEvaluate View Calibration Events
Download Recordings @ Create Evaluation Template Assign Calibration Event
@ Export Recordings @Y View Peer Review Manage Reports

Assign Interactions @) Grant Peer Review Vi Rt

Delete Interactions (B View All Evaluations

Create Report

Edit All Evaluations
Other Configurations
@[©) Assign Evaluations

@ Create Task

@Y Hide/Show Interactions

Create Recording Rule

(B Protect Interaction

7.1.2 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 Quality, this means you must
be logged in as an Administrator, Mentor and Agent 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.

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.

2. Search for an Interaction.

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 274



A CISpeCt Administrator Guide

3. Select one or more interactions.

4. Create a Playlist. The Interaction window opens with the Media Player or Chat transcript
window active.

5. In the right pane, select the Actions tab.

INTERACTION

€

Evaluation: None

Calibration
Name: *

o Tag for Calibration

"D 00:00:00 / 00:00:20 C'

Channel = Direction = Date Time = Duration = Agent

= Outbound 12/22/2016 1213 PM 0:00:21 8021, Cisco 7940

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.

You can only create one tag per interaction.

If a user has tagged an interaction on which you want to create a different tag,
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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.

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.

7.1.3 Create a Calibration Event

If you are a user who has the View Calibration Event right in your user profile, and you have

the Aspect Quality Evaluation license, then in the Quality dashboard you see the Calibration
link.

# Home

& Emp e Experience
Interactions
Evaluations
Reports

Utilities

% 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

< |t |#||H =Y
Drag a column header and drop it here to group by that column

Title = FEvaluation TemplateN.. = Create. = vDate. = Du. = Ine. = M. = OwralC. = St =
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The Create Calibration Event window opens. In the right pane is a list of interactions that
you tagged for calibration.

5.

CREATE CALIBRATION EVENT

€ B
. Drag a column header and drop it here to group by that column
Title: *
Name = Channel = Direction = Type =
[ ] | zcsdfs =] None Task 1

[} cal_taskName %] None Task 1
Evaluation Template: * —
[] task [¥] None Task 1
Please select a evaluation template v —
[] Tagfortask %) None Task 1
. % —
Due Date: [ chida_tag L] Inbound Inbound Direct Cal 5/
B o [ dscisdfsdfsdf ) Inbound ACD Call 5
Select Participants: [J a2wew ) Inbound ACD Call 5
1 | [ S%%MAM234 <=2 I =] None Task 1
wert yuiop asdfg hjid zxcv bnm
) ] e o ) Inbound Inbound Direct Call 5/
Show results on completion @ —  awerl yuiop asdfg
|:\ 1234567890123456789012345678 ) Inbound ACD Call 5/
[ ] Notify Participants _ . ~
[] caljulli1th2019 ) Inbound ACD Call 5
[0 non rec- draft- by agent % None Task 3
|: nen recording by menter ] Mone Task 3
[0 admintagged %] None Task 3
|:\ Mentor tagged = Inbound ACD Call 3
[ Agenttagged ) Inbound ACD Call 3
»
n 1-16 of 16 ifems

Note: To return to the Calibration Events window, click Back.

.{_

Note: All required fields marked with a red asterisk (*).

In the 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.

From the Evaluation Template drop-down list box, select the template to assign to the
event.
Note:

¢ Only the Evaluation Templates to which you (the logged-in user) have permission,
will be displayed in the drop-down list box.

¢ Evaluation Templates created in Workforce Engagement Management will be
displayed in the drop-down list box.

¢ Evaluation Templates saved as Draft will not be displayed in the drop-down list box.
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.
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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.

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 Users x

Search ltems:

Q
+ B
User =| First = Last = Switc =| Role =| vEmai.. =
3333 Usert DR UIPT3_ENC... Agent 333@ord20... =~
2255 Tara PS UIPT3_ENC... Agent 2255@ord2..
217 Sandesh Kundar UIPT3_ENC... Agent 2117 @ord2...
2114 Karthik Thukkaram UIPT3_ENC... Agent 2114@ord2...
2113 Thangaraj Egambaram UIPT3_ENC Mentor 2113@ord2
212 Sree Madhi UIP7T3_ENC. Agent 2112@ord2
2111 Abhay Dwivedy UIPT3_ENC... Mentor 2111 @ordz2...
2110 Ux Userg UIPT3_ENC... Agent 2110@ord2...
2109 Ux Users UIPT3_ENC... Agent 2109@ord2.. “
2108 Ux Userd UIPT3_ENC... Agent 2108@ord2..
2107 Ux User3 UIPT3_ENC. Agent 2107 @ord2
2106 Ux User2 UIPT3_ENC... Agent 2106@ord2..
2105 Ux User1 UIPT3_ENC... Mentor 2105@ord2..
2104 Supratim Ghose UIPT3_ENC... Agent 2104@ord2... «
n 2 3 4 5 R L 1 - 100 of 3078 ilems

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.

e 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 check box is checked.

Note: The participants will not be able to see the results until all the participants complete
the calibration.

11.1f you want all calibration event participants to receive e-mail notifying them of the required
action, select the Notify Participants check box.
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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).

Direction The direction of the interaction (for example, Inbound or Outbound)
Date Time The date and time of the interaction.

Type Type of the interaction, such as Outbound Direct Call, Inbound Direct

Call, Task, ACD Call.

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.

Tagged By The LastName, FirstName of the user who created the calibration 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.

Universal Media ID A unique Aspect Via ID that references a customer interaction, regardless of
channel type.
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Column Name Description

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.

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

Note: If you want to play back the media interaction or read the Chat 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.
The Play button is not enabled for a Task interaction.
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.
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The Calibration Events window opens with the event that you just created in the list.

CALIBRATION EVENTS

«Q
+
n

Tite = Evaluation Template = Created By = vDaeCeated = DueDale = Interactions = MyProgress = Overall Completion = saws

Gustomer Upate on Agent Greeting Peromance Adminitator AQM 1017807 AM 122017 12:00 AM . 0% 0 012 Partcpants © Notsares

B 1-10f1items

Note: By default, the Calibration Events table is sorted by Date Created in descending
order.

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.
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Column Name Description

My Progress Displays the progress made by the participant when evaluating the
interaction associated with the calibration event.

e If the progress is less than 100%, the progress bar is blue.
e If the progress is 100%, the progress bar is green.
* If the calibration event has expired, the progress bar is red.

My Progress =  Overall Completion =  Status =
essssssssme 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
o 100 % - 3 of 3 Participants © Expired

Note: If you hover your mouse over the My Progress column, the tool tip
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

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
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.

7.1.3.1 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 Quality.
2. Under Aspect Quality Evaluation, click Calibration. The Calibration Events window opens.

3. Select the calibration even that you want to edit and click Edit.
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The Edit Calibration Event window opens.

EDIT CALIBRATION EVENT
€« m
y Drag a column header and drop it here to group by that column
Title: *
Name = Channel = Direction = Type =
calibration
zcsdfs = Mone Task 1
[ cal taskName & Mone Task 1
Evaluation Template: *
[ task & None Task 1
[} Tagfortask ] Mone Task 1
Due Date: * chida_{ag ) Inbound Inbound Direct Cal 51
e =0 [ dsdisdfsdisct ) Inbound ACD Call 5/
Select Participants: * D q2wew ) Inbound ACD Call 5!
Select selected(t) | 1 LJ &l None Task 8l
wert yuiop asdfg hikl zxcv b
] u\le ,u?ou sty L) Inbound Inbound Direct Cal 51
Show results on completion @ aueert yuiop asdig
D 1234567890123456739012345678 . L} Inbound ACD Call 5
[ ] Notify Participants ) ~
D cal_jull11th2019 L} Inbound ACD Call 5
[ non rec- draft- by agent = Mone Task 3
[TJ  non recording by mentor = Mone Task 3
[} admin tagged 5] Mone Task 3l
Mentor tagged ] Inbound ACD Call 3
D Agent tagged ) Inbound ACD Call 3
3
n 1-16 of 16 items

4. You can edit the following fields.
* Due Date

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.

¢ Select Participants

¢ Show results on completion

Note: If you uncheck the check box, the participants will be able to view the results
before all the participants complete the calibration.

¢ Notify Participants
5. Click Save.

7.1.3.2 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. On the Dashboard, click Quality.

2. Under Aspect Quality Evaluation, click Calibration. The Calibration Events window opens.

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 283



A CISpeCt Administrator Guide

3. Select the row of the calibration event that you want to edit.

4. Click Delete.

The following Warning window opens.

A Warning X

Are you sure you want to delete?

.

5. To delete the calibration event, click Yes. The calibration event is removed from the
Calibration Events window.

7.1.3.3 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.

2. Under Employee Experience > Evaluations > Calibration. The Calibration Events
window opens.

3. Select the row of the calibration event that you want to copy.
4. From the menu icon, select Duplicate.
CALIBRATION EVENTS

-
Drag € Duplicate it here to group by that column

Ti = Evaluation Template Mame = CrealedBy = vDate.. = Due.. = Infer.. = My.. = OveralCo.. = Sa. =
- Administrator, 412212021 412412021 100 %- 10f 1 1]
calit @ View Results Add New Template 3 _
AOM 53210 PM 12:00:00 AM Participants Expired
Create Calibration After Create Task Administrator, 101152019 5302021 0%-00f3 [+]
X General Performance |1 1 .
functionality AQM 6:20:44 PM 12:00:00 AM Participants In Progress
; ) Administrator, 912412018 912812019 0%-00f1 o
hkk list with no weight 12 )
AQM 719:00 FM 12:00:00 AM Participants Expired

................ T S
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The Create Calibration Event window opens.

CREATE CALIBRATION EVENT

€ B8
. Drag a column header and drop it here fo group by that column
Title: *
Name = Channel = Direcion = Type =
zesdfs =] None Task 1(
[] -cal_taskName o None Task 1
Evaluation Template: * —
[] task ¥ None Task 1
Add New Template v :
[} Tagfortask [ None Task 1
. %
Due Date: ] chida_tag ) Inbound Inbound Direct Cal 5/
=]e] [ dsdrsdrsdrsdr H Inbound ACD Call 51
Select Participants: * |:\ q2wew L)) Inbound ACD Call 5/
Select Selected (1) ;| O swwridees R B None Task 8l
aqwert yuiop asdfg hjkl 2xcv bnm
) e — "™ Inbound Inbound Direct Cal 51
Show results on completion @ —'  qwert yuiop asdfg
|:\ 1234567890123456789012345678 ) Inbound ACD Call 5!
|| Notify Participants _ ~
[]  caliul1th2019 L) Inbound ACD Call 5!
|:\ non rec- draft- by agent ] MNone Task 3
[ nen recording by mentor =) None Task k]
|:\ admin tagged ] Mone Task 3
7] Mentor tagged s Inbound ACD Call 3l
[] Agenttagged ) Inbound ACD Call 3l
3
n 1 - 16 of 16 items

5. In the Title text box, type a name for the copied calibration event.

6. 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.

7. 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.

8. If you want to change the participants on the calibration event, click Select and add or
remove the participants as appropriate.

9. Check or uncheck the Show results on completion check box 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.

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 285



A CISpeCt Administrator Guide

7.1.4 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.

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

Mote: 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 e-mail address configured, then a message displays,
asking you to configure that e-mail address. However, e-mail is not sent only if the
creator does not have an e-mail address configured in their Aspect Quality user
account.

As an e-mail recipient, click the link in the e-mail, 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.

7.1.5 Calibrate a Calibration Event

Once a user has created a calibration event, the following steps must occur.

* The selected participants receive an e-mail 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.

7.1.51 Score a Calibration Event

You may have received an e-mail asking you to score a calibration event (see Calibration
Event Email). If so, click the link in the e-mail 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.
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2. From the menu icon, select Calibrate.

CALIBRATION EVENTS

c+ + EB

s
Drag a ~C] Duplicate nere to group by that column

Title € Calibrate = Evaluation Template
@ ViewLas
Calibra.. Calibrate i 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, 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: ~ 8/29/72018 11:21 PM

Evaluation Template: | Demo Template v =

(] Draft

Agent Performance

Question Description Answer Result

Did the Agent greet politely?  Performance Measure NIA ~

Section Result: Draft

Note:

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

Name = Channel = Diecion = PDaleTime = Duration = Agent
8/29/2018 11:21 SEPBC16F
b i

Demo Tag £ Outbound 0:01:19

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.
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3. Listen to and/or watch the recording and using that information, in the Evaluation tab,
respond to the questions in the Answer column.

]
4

Evaluation Template: Demo Template v

Details Evaluation

(1] Draft

Agent Performance

Question Description Answer Result

1. Did the Agent grest politely? Performance Measure MNiA v

Section Result: Draft

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 *

Evaluation Template: Template 1
Created By: Administrator ACQM
Created On: 9M12/2018 1:34 AM

Last Modified On: 9/19/2018 12:58 AM

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 Firsthame
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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Field/Column Name Description

Last Modified On

The date and time when the calibration evaluation was last modified.

Note:

* 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.

b E

© Cancel
F) Save as Draft

= Submit

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.

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.
When the calibration event is submitted, the status is Complete with Actual Score.
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7.1.5.2 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

CALIBRATION EVENTS

oA AR 4 =

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

Title B) - Evaluation Tempiate Name = (VST = DueDate = Interac = My Progress =| Overal Complet . = Staws =

2i20/2019 12:41:51 2019

Assigned to Mentor 2 Sections Falure - Point Admiristraor AOM i 1 0%-00f 1 Participants @) Not Started
1211412018 5:42:13 201 100%- 101

35 2 Sections Failure - Foint Dwivedy, Abhay PINAZ0T8 542 orale 1 0% 1 0 Expied
M 12:00:00 AM Participants
8222018 113621 8302018

Event - Created By Template 1 Administrator, AQN 2 b | nm— 50%-1072Faticpanis @ Expired
Fa 12:00:00 AM
71302018 122650 8/6/2019 12.00.00

Event3 Template 1 Adminsiraor, AQM - i % 2 0%-0oi2Pariicipants  © In Progress
A AM

Assign 2 interaction for an user - 7THS2018 10:54:47 11/20/2018 i

ASSIGN ZINEIACION O SN W8T Tompate 1 Administrator, AQM 27 o 6 — 0%-00of3Panicipants @ Expired

admin PM 12.00.00 A
7112/2018 11:03:15 | 107241201

2 interactions and 2 users Tempiate 1 Duivedy, Abhay AT EESD | TZERD 4 0% - 0 of 2 Participants © InProgress
Py 12:00:00 AM

The My Progress column displays the progress made by the participant when evaluating the
interaction associated with the calibration event.

* 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.

My Progress =  Overall Completion =  Status =
e 100 % - 1 of 1 Participants © Completed
e 50 % - 1 of 2 Participants © InProgress
f— 0 % - 0 of 2 Participants © InProgress
0 % - 0 of 2 Participants © Not Started
eosssssssmme 100 % - 3 of 3 Participants 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 ones of the
interactions in the calibration event.

e 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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Administrator Guide

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.

CALIBRATION EVENTS

2 +2:E8

orag &) Duplicate it here 1o group by that column

Ti & Catibrate

Different pages
o
Auto Event 10/16/2020

Auto Event 10/15/2020

Auto Event 1011572020

= Evaluation Template Name = Crealed By = vDale Created

Alltypes of questions and dependent questions

Administrator, AOM 1212112020 442:46 PM

Administrator, AV 342PM

20104 PM

Administrator, AQM

Administrator, AM

Administrator, AOM

00PM
00PM
00PM

£.00 PM

Due Date = Inferactions = MyProgress = Overall Completion = Shaws
11262021 120000 AM 7 — 0%-00f 3 Particpants © inProgress
122/202112:00:00 AW © Not Started
12/8/2020 1200:00 AW 1 0 Expired
12182020 120000 AM 0 Expies
102272020 103000 A 0 Exied
12112021 10:31:00 AM © Completed
1001772020 75900 PM 0 Eoire

%-00f 1 Participants

The Calibration Results window opens with the Summary tab active.

CALIBRATION RESULTS

¢

Calibraton Event Revewer tabetestin 21.0- event created n 21.1 (Score) Number Of Partcipants: 3 Number of Ineractions: 2
Evaluation Template: Altypes of questions and dependent questions Overall Average Score: 0% Overall Standard Deviation: 1909
By Qustn
- ls
7
Caliraion Partcipanis
Interaction Channel Terry Adams Tnomas Aagaard AQM Administrator Average Score #of Evaluations Completed
AuloTagd 1041572020 - s . e
NA NA NA NA 0 A
12450
AuloTeg1 104157202
wioTag! 10/15/2020 G ™ o A o0

92924 AN

Note: To return to the Calibration Events window, click Back.
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3. Go to the By Question tab and the questions related to the calibration event are listed as

shown below.

CALIBRATION RESULTS

€
Calibration Event

Evaluation Template:

Reviewer tabl testin 21.0- event created n 21.1 (Score)

Altypes of questions and dependent questions

Number Of Partcipans:

Overall Average Score:

Number of Ineractions: 2

Overall Standard Deviation 1909

B
B secion

O Seciont:"S1

B Oueston

O oueson1:"Q

@ | opiion

oo

O Queston2:°Q2"
@ | opion
Pas
Fail
Quaston 3: Q3
& | opton
0 Tne
Fals
NA
tion 2: 82
B Queston
O Questont:"Qr

Average Score
100%

Number Of Responses

Number Of Responses.
1

0

Number Of Responses
2

0

Number Of Responses.

o

Number Of Responses

Average Score

Average Score

Standard Deviation

Standard Deviation

071

Response %
506

o

Response %

0

Response %
508

50%

Standard Deviation

4. To view the dependent questions and the reviewer, click on the drill-down.

Example:

a. Here, Q1 has a dependent question and it has Yes/No option, so click on the drill-down
button as shown below.

Aspect Workforce Engagement Management Quality™ Administrator Guide

®

B

Section

Section 1: 51

B  Question

4 QLesIo-’ME
@B  Option
E Yes
» No

Number Of

2
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The options related to the question appears and click on the drill-down button to view
the reviewer as shown below.

X

B  Section Average Score

- Section 1: "S17 100%

B Question Number Of Responses

«  uestion 1[ER 2
B Option Number Of Response
4 Yes 1

B Dependent Question Number Of Responses

- If “Yes"; Question1A: "DQ1”

B | Option Number Of Re:
1 1]
2 o
- 1
L
Reviewed By
Adminisirator, AQM
4 o

NiA

b. The Q2 does not have any dependent question, so click on the drill-down button to view
the reviewer details as shown below.

=
1x]

B8  Section Ave

N/A

- Question 2: "Q2" 2

B8  Option
4 Pass
L
Reviewed By

Adams, Terry

Administrator, AGM

Fail

c. For any free form questions, the reviewer responds to the question and the response
will be shown on the grid as shown below.

4 Question 3. "QY

B Response
d | 123
Reviewed By

Administrator, AQM

Note: When multiple reviewers are provided any responses, then the responses will be
shown in multiple rows.
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7.1.6.1 Calibration Events Summary Tab

The following table describes the fields above the Summary tab.

Field Description

Calibration Event 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 The total number of users assigned to score the selected calibration event.

Overall Average Score 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 The formula used to calculate the overall standard deviation is:
Deviation

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.

Column Name Description

Interaction Interactions that are tagged for calibration.

Channel Displays the channel icon (for example, Voice, Voice and Screen, Screen
Only, Chat, or Task).

Calibration Participants | The user name of each participant displays in a separate column. Each user
column contains the calibration score for the respective interactions.
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Column Name Description

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.

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
Completed

The number of evaluations scored and completed for the respective
interaction.

Note: If the scored evaluation is in Draft mode, it does not count as a
completed evaluation.

Standard Deviation

The standard deviation formula is

1 N
=\ ¥ > (@i — p)?

V=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).

7.1.6.1.1  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.
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7.1.6.2 Calibration Events By Question

Click the By Question tab.

CALIBRATION RESULTS
€
Calibration Event Calibration Event 3 Evaluation Template: Simple Template Number of Inferactions: 2
Number Of Participants: 5 Overall Average Score: 50% Overall Standard Deviation: 7071
.
B  Section Average Score $Standard Deviation
4 Section 1: "Section 1" 50% 7071
5 Question Number Of Responses Average Score Standard Deviation
+ Question 1: "Pass or Fail 50% M1
Option Number Of Responses Response %

Pass

Fail

1 50%

1 50%

The following table describes the main header columns on the By Question tab.

Column Name Description

Section

The name of the section.

Average Score

The average of the section. 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.

[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
=\ ¥ > (@i — p)?

V=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
=\ ¥ > (@i — p)?

V=1

-

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 sub-
section. 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%.
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Column Name Description

Standard Deviation

The standard deviation formula is

1 N
=\ ¥ > (@i — p)?

IV =1

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).

7.1.6.3 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.

2

The following screen shot is an example of the data in an Excel spreadsheet.

A B C D E F G H J
1 | Calibration Event: Calibration Event 3
2 | Evaluation Template: Simple Template
3 | Number of Interactions: 2
4 | Number Of Participants: 5
5 | Overall Average Score: 70.71
6 | Overall Standard Deviation: 50
7
8
9
10 Calibration Participants
11| Interaction Channel AQM Administrator Ux User3 Ux User6 Ux Userl Ux User2 Average Score  # of Evaluations Completed | Standard Deviation
12 | Tag by admin 6 |Voice Only N/A N/A 100%  N/A N/A 100% 1 0
13 |Tagby admin | Voice and Screen |N/A N/A 0% N/A N/A 0% 1 0

14
15
16

17
Calibration Results by Summary @ <

7.1.7 Delete a Calibration Event

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.
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3. Under Evaluations, click the Calibration link.

The Calibration Events window opens.

CALIBRATION EVENTS

AN RN 4 =

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

Title B3 4 Evaiuation Template Name = Created By = Due Date = Interacti.. My Progress = Overall Compiet.. = Status =

Assigned to Mentor 2 Sections Failure - Point Admitistrator, AQM sl 1 0%-00f1Parficipants @ Not Started
1211412018 5:42:13  12119/2018 100% - 10f1

ss 2 Sections Failure - Point Dviivedy, Abhay | 1 iy © cxired
AM 12:00:00 AM Participants
81221201 11:3821 /3

Event - Created By Template 1 Administrator, AQM BM < 12 1 —— 50 % - 1 of 2 Participants 0 Expired

. )

713012018 12:26:50 /62019 12:00:00 -

Event 3 Template 1 Administrator, AQM - " = 2 0% - 0 of 2 Participants © InProgress
AM AM

Assign 2 interaction for an user - 711512018 10:54:47

ASSIL A MaECtOM 06 A USan=: Ly s o | ena10:a 6 — 0% - 0 of 3 Participants @ Expired

admin PM
711212018 11:03:15  10/24/2019

2 interactions and 2 users Template 1 Dwivedy, Abhay 4 0%-00f2 Participants ~ © In Progress
PM 12:00:00 AM
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4. In the list, select the calibration event that you want to delete. Select the delete button as
highlighted in the below image.

CALIBRATION EVENTS

o+ r[e]=-

Dvag 2 column header and drop it here lo group by that column

Titie &  Evaluation Templale Name & CreatedBy = Inter E MP ®  Overall Completion & Stalus =
L]
Assign to Mentor and Agent  A_Testi | oo— 100 %-20f 2 Particpants _
(]
Admin craated All_In_ong 3 0% - 0 of 2 Paticipanis
Expired
Agent Craated FFT Template Pzsay, Tara 1 o 100 % - 2 of 2 Participants Exnk o
Admintsirator L]
Mantor and Agant FFT Template 1 o 100 % - 2 of 2 Particpants
AQM Expited
ASSigN 1o Mentor and Agent Adminisirator TRA2022 o, o
Al_in_ona 2 1 ossssss 100 % - 2 of 2 Participants
AQM 45342 PM Apined
Administrator, 71412022 71142022 : % A Ptk B
— % - ticipas
AQM B16:53 PM 12:00:00 AM Expired
Administrator 7162022 e - 0o
& | oo 100 %-20f 2 Paticipants
AOQM Expired
[+
3 0% - 0 of 3 Participants
Not Started
3 3 0%-0af 0
0% - 0 of 3 Participants
AGM 120000 AM o b Mot Started

n ’ 1+5 of § iems

5. The Warning Message appears to confirm the deletion.

A Warning x

Are you sure you want to delete?
v

6. Select Yes to delete the Calibration event.

7. You can also delete the Calibration evaluation from the Calibration Menu, as given below.
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a. From the Calibration menu, select the Calibrate option.

CALIBRATION EVENTS

c + + €D

o
Drag a L") Duplicate

@ ViewLaa
Calibra. Calibrate i Demo Template

here to group by that column

il

Evaluation Template

The Calibration window opens with the Evaluation tab active in the right pane.

CALIBRATION
€ Tile: Assigned to Mentor Agent: SEPBC16FSFACOAB - 10. Date Time: ~ 8/29/2018 11:18:00 PM
Evaluation Template: | 2 Sections Failure - Point - E
104758828
oetae m
) Complete: 0
$1 0
1.Q1
D 00:00:00 / 00:00:39 C' es. 10
1A.DQ1
i Pass 10
Drag a column header and drop it here to group by that column -
Chamnel = Direction = DateTime = Dumtion = Agent 1,2 3
SEPBC16FSF.
[ Outbound 8/29/2018 11:18:00 PM 0:00:40 3.Q3
Cisco 7962 5 o
4.q4
True it
s2 N/A
‘ v 1.Q1 -

Note: You can only delete a calibration evaluation if the calibration event is not expired.

The Delete option is enabled once the user completes the calibration evaluation for
the calibration event; otherwise the Delete option is disabled.

Clicking Delete only deletes the calibration evaluation for the logged-in user.

b. From the Evaluation menu, click Delete.

Date Tima 122017 T.38 AM

- E
= Print Evaluation

# Edit Evalaation

= iDebere
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A Warning window opens.

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 (2) interactions, the user scored both
interactions, the event is assigned for two (2) 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.

7.2 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 non-
recording evaluation.

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.
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7.2.1 Task Management

This feature allows the user to define the custom information which is required to manage
during the creation of Non Recording Evaluation (Task) in WEM.

Note: Either a Admin or Mentor who has the Task Management right turned on in their user
profile, can manage the Task Management.

Follow the below mentioned steps to create task management.

1. Login to WEM.

2. Navigate to main menu > Administrator > QM Evaluation > Task Management link

#A Home

& Emple xperience

#% Administration

Import

QM Evaluation

TASH AMADERENT
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Toolbar Buttons

Button Name Functionality

Refresh Refreshes the task management grid with the latest data

Add Allows to add new or existing custom information key to the task
management

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 selected row

Decactivate Deactivates the selected row

3. Click on “+” (Add) button to add existing or new custom information key to the task
management.

@ 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.

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 starting text of the
custom information in the search text box.
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+ Add Custom Information for Task »

® Use Existing Key: *

Q
x

4 Customn Info Key = Swiltch —
l: ] Default Import Switch -

Disposition Default Import Switch

Disposition Code UIPT3_SP4_RCTIPS

Dispositiond Default Import Switch

Local IP:Port UCCE_Nata

Local Port Default Import Switch

Location |dentifier UIPT3_SP4_RCTIPS

Skill UCCE_Nata -

n 1-8of §items

6. Select the custom information and click on OK button.

=+ Add Custom Information for Task ®

(® Use Existing Key: *

| Disposition Code H

"
]

() 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 as shown in the
below screenshot.

TASK MANAGEMENT

If you want to add a new custom information that does not exist in the system, follow the steps
below.

1. Click the Add button.
2. Select “New Manual Key” radio button. Text box will be enabled.

3. Enter the custom information key name and click on OK button

=+ Add Custom Information for Task o
() Use Existing Key:

(® New Manual Key: *

Task Custom 1| l
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4. The new custom information key gets added to the task management.

TASK MAMAGEMENT

o |+ ] A maimurm of 10 BEve Be

Task Management grid will display as explained below;

Column Name Description

Custom Information Name Name of the custom information key
Created By The user who added the task management
Created Date The date and time when the Custom Information is associated for

Task created

Manual ¢ This column specifies if the custom information key is an existing
one or it is added newly.

e Tick mark indicates newly added custom information key

¢ Blank value indicates it is an existing custom information key

Active This column indicates if the task management is active or inactive

Note: Maximum of 10 active line items can be created using existing or new custom
information keys. Clicking on Add button after adding 10 active task managements will
show information message.
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: 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

5. 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.

6. The user can Activate/Deactivate the line items by clicking on Activate/Deactivate buttons.

7.21.1 Create Non Recording Evaluation and associate
custom information key

1. Click on main menu > Employee Experience > Evaluations > Non Recording evaluation link

#A Home

m Emp & Experience

Evaluations
Repaorts

Utilities

#% Administration

2. Create Task dialog will be displayed with the active custom information keys added to the
task management.
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+ Create Task x

9 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:

3. Manager or Agent can create Non Recording Evaluation by entering the custom
information value required for the custom information key to assign to an task.
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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 on OK button.

+ Create Task b 4

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 : 4

Disposition Code:

Success

Task Custom 1:

[ Req Usei

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

#

Evabustion: Aot AW Pass S0% Aghet R <IlE

m P — Aracnmets

Hidden: Ho

Imtraction Handiing:

Ageat i, Userd
Apprazaton; ()

et Growp: NA

Initial Agent Growp: L]

Skill Growp: WA

TR TP [T
Trams: «Dataits

Iepraction Statistcs:

Slarl Tme 1HRA23 1211:37 PMl
Erel Timas 1352023 12:11:37 Pid
Dhuratioss Do 0030

Mabched Rosbii: A

Archiving Infoamation:

Slate: Currark

Protected: L

Custom Infeemation:

Disposinon Code: Buccess

Fask Cuslom 1; P Ui

Note: User can search for the Non Recording evaluation (Task) by adding the custom
information search criteria.
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7.2.2 Create a Non-Recording Evaluation

This section describes how to create a non-recording evaluation in Workforce Engagement
Management

1. Login to Workforce Engagement Management.
2. Click Quality.

3. Select Employee Experience > Evaluations > Non-Recording Evaluation.
Note:

e The Non-Recording Evaluation link only displays if the logged-in user has the
Evaluation license.

* The user must have rights to create a task in the User Profile. Refer to Navigate Aspect
Quality

#A Home

= Em Experience
Interactions
Evaluations
Reports

Utilities

% Administration

The Create Task dialog appears.

4. Enter the Task Name. The Task Name is an optional field.

=+| Create Task
ﬂ Task Name field is optional. If an agent is not salected, this task will be associated with
YOUr USer nsme,
Task Name:
Agent:
Q
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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 Racording Evaluation By Age
-]
Your search may return a large Agent:
number of items. Do you want to
Q
proceed?

Note: If the Agent is not selected, the logged-in user is considered 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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+ Create Task

Task Name field is optional. If an agent is not selected, this task will be associated with
Q(our User name.

Task Name:

Mon Recording Evaluation By Agent

Agent:
Search Q
x
User Name = First Name = Last Name = Switch Name = Role
1 | 2127 AutoCall Agent3 UIP73_SP4_RCTIPS |Agent * | F
BaselnAgentt BaselnAgenti hase-l UIPT3_SP4_RCTIPS  Agent
2115 Sree MWadhi UIP73_SP4_RCTIPS  Agent
BaseEmulOutAgent BaseEmulOutAgent base-l UIPT3_SP4_RCTIPS  Agent
4001 User1 auto UIP73_SP4_RCTIPS  Agent
BaseEmullnAgent BaseEmulinAgent hase-l UIPT3_SP4_RCTIPS  Agent
abaker Baker Andrew ﬁ:ifii;’mh Agent
kgengaram Karthikeyan Gengaram [?::CTWS;;MC“ Agent
4004 Userd auto UIP73_SP4_RCTIPS  Agent
2119 Sandesh Kundar UIFT3_SP4_RCTIPS  Agent
2126 AutoCall Agent2 UIP73_SP4_RCTIPS  Agent
4002 User2 auto UIP73_SP4_RCTIPS Agent _
1 3

n 1 - 26 of 26 items

7. Select the user from the search grid as shown above.
Example:- 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.

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 314



A CISpeCt Administrator Guide

8. Click on OK button. The Evaluation window appears and the Start Time is mentioned at

the right-hand corner of the Evaluation window.

Note: First time when the task is clicked called Start Time.

EVALUATION

¢ Agent load, 2122 DateTime:  11/20/2019 7:50:48 AM

Evaluation: None v+

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
Agent load, 2122 Date Tme: 111202019 7:50:
Evaluation: None v|®l =
You are performing a non-recording evaluation.
Select an evaluation template to get started.
10.Edit the Task Name and Agent and click on OK button.
11.Click on Add template button as shown below.
EVALUATION
s Agent load, 2122 Date Time: 112012019 7:50

Evaluation: | Nore . @

You are performing a non-recording evaluation.

Select an evaluation template to get started.
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The Add Evaluation window opens.

+ Add Evaluation

Template *

Please select a template

12.From the Template drop-down list box, select a template that you want to use to evaluate
the work.

Note: By default, the list of templates are sorted based on the Names in the ascending order

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.
EVALUATION
e

Agent  load, 2122 DateTime: 1172012019 7:50:48 AM
Evaluation: | Administrator AQM, Draft, Quality Trend Report

m Atachments
Review: | None M n

Draft
Information x

Evaluation Template: Quality Trend Report

Descripti Answ Result
Created By: Administrator AQM ol nsiier esu
Created On: NA

NA

NA

Note:
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14.Select the options for the questions and Submit the evaluation.

Agent load, 2122 DateTime: 112012019 7:50:48 AM

EVALUATION

Evaluation: | Administrator AQM N/A, Qualty Trend Report
Complete: NIA

i == | Attachments

v 0

Review: | None

section 1

1. Pass/Fail
Pass

2.True or False
NA

15.Save the evaluation as a draft, or submit it.
To save the evaluation for further modification, from the Evaluation menu, select Save

-8 B

as Draft.

© cancel
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
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¢ 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.

EVALUATION

Agent load, 2122 DateTime: 112012019 7:50:48 AM

34BAA4GF-DEG3-456C-AC4A-ACBIB4EDIEDS
Task
UCCET15

Non Recording Evaluation By Agent
Interaction Handling:

load, 2122

NA

NA

UCCE_Load

1112012019 7:50:48 AM
1112012019 7:50:48 AM

00:00:00

Note:

¢ When the user click on Non-Recording Evaluation, the last successfully saved task
details will pop-up automatically.

e The Task Name and the selected Agent will be the same until the user logout.

7.2.3 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 Alvaria 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 Alvaria 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.
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1. Search for an interaction (see the Search for an Interaction on page 4-120).

2. From the Search Results window, double-click the interaction that you want to email for
review. The interaction loads in the window.

3. From the Evaluation menu, select Email Evaluation.

INTERACTION

* Agent: QA_UCCX, Agent20 Date Time: 1/29/2018 2:18:40 AM

Evaluation: Administrator AQM, NfA, Classic Ul 1 R E

i Email Evaluation
Actions Evaluation Annotat

~
Interaction Details:
B Print Evaluation
Interaction ID 307D211D-D942-443C- # Edit Evaluation
Type: ‘Qutbound Direct Call © Cancel
Switch: uccx
-00-4 -00: -
D 00:00:00 / 00:00:25 C ] Host ID: 17605138
i B save as Draft
- v i uco NIA
dension Bl Submit
Drag a column header and drop it here to group by that column Exlension 1020
®B Channel = Direction = Date Time DavicelBoeio e
» = Outbound 112012019 2:12:40 AN ARl 1020
DNIS 2577
Interaction Handling:
Agent. QA_UCCX, Agent20
Agent Group N/A
< v
< > Initial Agent Group: NIA
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The Email Evaluation window opens with the interaction’s agent’s email address in the To
field.

&= Email Evaluation x

To:

Ce:

Select J Include Al Selected (0)

Subject:

Meassage:

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 320



A CISpeCt Administrator Guide

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
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want to proceed? If you click Yes, e-mail Names and addresses display in the list

box.
x

Name =  Email =

2000,2000 2000@ord2012.labs.aspect.com A

2000,2000 2000@uniphiga.atc.com

2001,2001 2001@ord2012.labs.aspect.com

2001,2001 2001@uniphiga.atc.com

2002,2002 2002@ord2012.1abs.aspect com

2002,2002 2002@uniphiga.atc.com

2003,2003 2003@ord2012.labs.aspect.com

2003,2003 2003@uniphiga.atc.com

2004,2004 2004@ord2012.labs.aspect.com

2004,2004 2004@uniphiga._atc.com

2005,2005 2005@ord2012.labs.aspect.com

2005,2005 2005@uniphiga.atc.com

Dwivedy, Abhay 2111@ord2012.1abs.aspect.com v
< >

- 2 > » 1-100 of 122 items

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.
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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 triple bar next to the specific column name, you can sort (ascending
or descending), add, remove, or filter the columns; you can also clear all filters.

x

Name E Email B

2000,2000 ] 2000@ord2012.labs.aspect.com

N
2000,2000 2000@uniphiga.atc.com
2001,2001 2001@ord2012.labs.aspect.com
2001,2001 2001@uniphiga.atc.com
2002,2002 2002@ord2012.labs.aspect. com
2002,2002 2002@uniphiga.atc.com
2003,2003 2003@ord2012 labs.aspect.com
2003,2003 2003@uniphiga.atc.com
2004,2004 2004@ord2012 labs.aspect.com
2004,2004 2004@uniphiga.atc.com
2005,2005 2005@0ord2012 labs.aspect.com
2005,2005 2005@uniphiga.atc.com
Dwivedy, Abhay 2111@ord2012.labs.aspect.com W
< >

n 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.
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The following table describes the buttons below the Search Items field.

Button Icon Button Name Description
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.
Add All Adds all the Email addresses based on the

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
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: Atthe bottom of the window, next to the word Selected, the system displays the total
number of e-mail addresses that you added to the detail list box. For example, in the
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following screen shot, the user added five (5) e-mail addresses. Therefore, the label
displays Selected (5). This number persists in the Email Evaluation window.

+ Select Email Addresses x

Search ltems:

2000@ord2012 labs. aspect.com
2001@ord2012.labs.aspect.com
2002@ord2012.labs.aspect.com
2003@ord2012 labs aspect com

Selected (5) Cancel “

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.

Click Cancel to close the Select Email Addresses window without adding the Email
addresses to the email.
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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.

& Email Evaluation »

To:

Bhagyashree.Godihuggi@Aspect.com

Cc:
m [ ] Include Al Selected (5)

Subject:

Message:

Note: If you are entering the e-mail 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.
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8. To add all accessible e-mail IDs (“all emails” is a number of emails that your organization
determines), select the Include All check box. The Selected field displays Selected (All).

& Email Evaluation »

To:
CI A spect.com

Cc:

I/ Include Al Selected (All)
Subject:
Message:

Note: Once you select the Include All check box, the Select button is inactive.

9. Click Send. The system sends the e-mail to all the e-mail addresses that you added to the
Cc list.

7.2.4 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.
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3. Under Evaluation, click the Search Evaluations.

#A Home

Evaluations

Lt

% Administration

Note: The Search Evaluations link is displayed only if the logged-in user has the
Evaluation license.

After selecting the required criteria from Select a Date Option, Select a Channel, Select a
Status and Select Criteria fields, the Search Evaluations window opens.

SEARCH RESULTS: EVALUATIONS

Q- Search Type:  New Search

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

Cha = Type = vDale. = Dura... = Agent = Exte.. = Anal... = Coa... = Score = ToR.. = Stalus =
= vuuou 50% 2
o 31936 AM Baker i -
. 10/10/2019 Andrew,

S 0:00:00 100% Agent '

= 3:19:36 AM Baker ’ e “

) 101012019 Andrew

=] ooo0p “E 100% )
3:19:19 AM Baker

) 913072019

=] 0:00:00 Pissay, Tara NiA )
4:37:07PM

) 913072019

=] 0:00:00 Pissay, Tara MNIA (1)
43648 FM

) 92772019

=] 0:00:00 auto, Userd NiA )
2:01:26 AM

) 91202019 Durivedy

=] o 00000 o 1 )
5:51:30 PM Abhay

. 812772019 Duivedy, .
o 0:00:47 e 2579 500 )
= 9:06:52 FM Abhay
. 82772019

£ 0:00:47 Pissay, Tara 2578 3 )

& 9:06:52 FM
8R772019

) 0:01:20 Pissay, Tara 2578 50% )
81123 PM
812772019 Durivedy,

™ 0:01:20 DUVED 2579 Dratt )
8:11:23 PM Abhay

n 1-15of 15items
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4. Double-click on the evaluation that you want to delete. The evaluation opens.

5. In the right pane, select the Evaluation tab.

EVALUATION
&« Agent: Dwivedy, Abhay Date Time: ~ 8/27/2019 9:06:52 PM
Evaluation: Administrator AQM,50%, Templa... | ~ | =+ =
Details Actions Evaluation Annotations Attachments
- O Do not show in report Complete: 50%
§1 50%
1.
Yes 100%
2.Q2
D 00:00:05 / 00:00:47 € & 7 X [ 0%
s v H 52 NIA
Drag a column header and drop it here to group by that column 1.a1
Channel = Direction = Type IR I
> [ Inbound Inbound C 2.Q2
NiA MiA

6. On the Evaluation tab, click the Evaluation menu.

la.. w | o= =

= Email Evaluation
T

&= Print Evaluation
# Edit Evaluation

W Delete

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
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¢ 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.

x

Are you sure you want to delete this evaluation?

v EECEE

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.

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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8. 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 8-333
e Save a Report on page 8-334
* Edit a Report on page 8-375

* View a Report on page 8-380

8.1 About Aspect 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 8-334

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.

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.
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.
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8.2 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 and then click Reports.

Ufilities /T ality

# Home

m Emplc

Utilities

#% Administration

3. 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
as per the scheduled time.
Example: The user wants to check daily report. So, if the user enable schedule and set
the Date Type as Daily, the Aspect Quality system generates the reports on daily basis.

¢ 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.

4. The Reports window appears which consists 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 mentioned in this column.
Created Date Time The date and time when the report was created.
Created By The creator of the report.
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Column Name Description

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 check mark will be shown on the column.

8.3 Save a Report

To saving a Report (regardless of you are in the Scheduled Reports tab or Ad Hoc Reports tab
in the Reports window) follow the steps below.

1. Click on the Add button.

REPORTS

Sr.heduled Reports Ad Hoc Reports

2. Add Report window appears. By default, the General tab will be selected as shown below.

‘ General Schedule Permissions ADD REPORT

8.3.1 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.
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3. Click on the drop-down list of the Report Type field. The listed Report Types are Audit

Activity Detail Report, Evaluation Details Report, Quality Detail Report and Quality Score
Trend Report.

Note: All fields marked with a red asterisk (*) are required.

m ADD REPORT

lame: * &« |
Report Test

lescription:

teport Type: * IIII

Select a report type n

Select a report type

No Data

Audit Activity Detail Report «
Evaluation Detail Report
Quality Detail Report

Quality Score Trend Report

i

No Data
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8.3.1.1  Audit Activity Detail Report

Select the Audit Activity Detail Report to review activities logged for users/system over a
specific date range.

Schedule Permissions ADD REPORT

Name: * &

Report Test

Description:

Report Type: * IIII

Audit Activity Detail Report

No Data
Date Options:

30 Days To Date v

From: To:

Timezone:

(UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi ~

Audit Type: *

"~ System Audit User Audit 0

Teams: *

Select | [ ] Include Al Selected (0) No Data

Users From Selected Teams: *

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 Time zone is selected based on your location. To change the Time zone,
click on the drop-down and choose your required time zone.

4. Click on the System Audit or User Audit or both as per your requirement.

Note: If you select System Audit, the remaining fields such as Teams, 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.

Note: The user can click on Include All check box to include all the teams or else click on
Select button to add specific teams.
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7. Click onthe @ icon in the Search Items field, and select Yes. A window opens with a list
of available teams.

+ Select Teams x

Search ltems:

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.

Name = Switch Name = Status =

USLAX Mikki Rawnsley DR_UIP Active

MXGUA Karina Hernandez DR_UIP Active

MXGUA Adolfo Mendez SS DR_UIP Active

USLAX Stacy Heard PROD_UIP Active

MXGUA Giovanni Arellano DR_UIP Active

MXGUA Team Lead 1 DR_UIP Active

MXGUA Carlos Alberto Garcia PROD_UIP Active

USLAX Edgar Munguia DR_UIP Active

USLAX C2B DR_UIP Active

MXGUA_Requal DR_UIP Active

tj::fdiji”ra raauel DR_UIP Active

L:SL.i.x.hcrma Edith Rubio PROD_UIP Active

Zamarripa

MXGIA Ahraham Armenta PROD LIP Artive v

n 2 3 4 5 L ] 1-100 of 401 items

Note:
¢ To include all of the teams, click on Include All check box.
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¢ 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.

* By default, only Active teams will be displayed. Refer to Edit My Preferences on
page 4-239, 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.

11. Select the user as per your requirement and click OK.

8.3.1.2 Evaluation Details Report

Select the Evaluation Details 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, Point Earn, Points Possible and Success Rate. Under
Report Type, when you select Evaluation Details Report, the below screen appears.

Scheduls Permissions AUDIREEOR

Name: * &

Description:

Report Type: * IIII

Evaluation Detail Report ~

Report View: &

Report By:

Reviewer -

Date Options:

Timezone:

) Chennal, Kolkata, Mumbal, Mew Delh - o
Mo Data

Evaluation Template: *

Teams: *

Select inciude Al Selected (0)

Agents From Selected Teams: *
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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.

. ion: All 5 i ion w .
Report View: © Interaction: All scores regardiess of when the interaction was scored

Evaluafion: Only evaluations scored within the date range.
Interaction - I

For more information, click on the Info button for Evaluation as shown below.

. ion: All = i ion wi .
Report View: © Interaction: All scores regardless of when the interaction was scored

Evaluafion: Only evaluations scored within the date range.
Evaluation - I

2. 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, where as Reviewer option will display
the scores grouped on the basis of reviewer. By default the system selects the Reviewer as
an option. User can change the default option, based on the requirement.

3. 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.

4. 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.

5. By default, the Time zone is selected based on your location. To change the Time zone,
click on the drop-down and choose your required time zone.

6. 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 = | a Siatus =

Auto Template 10/1/2020 10:19:55 PM

Auto Template

0/1/2020 10:24:39 PM

0 9:25:02 PM

e 10/1/2020 9:39:37 AM

09:42:11 PM

0 9:58:44 PM

2:17 PM

Active
Active
Active
Active
Active
Active
Active
Active
Active
Active
Active
Active
Active

Artive v

1 - 100 of 206 items

Active templates display in the list; see the Status column. Select the template as required.

Note:

¢ Select only one template at a time.

¢ If you are logged in as an Administrator, you have access to all templates.
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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 4-239, if you would like to see the Inactive users along with the
Active evaluation templates in the reports.

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.

+ Select Teams

Search Items:

Selected (0)

9. 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.

Note:

Aspect Workforce Engagement Management Quality™ Administrator Guide

Name =

USLAX Nikki Rawnsley
MXGUA Karina Hernandez
MXGUA Adolfo Mendez S5
USLAX Stacy Heard

MXGUA Giovanni Arellano
MXGUA Team Lead 1
MXGUA Carlos Alberto Garcia
USLAX Edgar Munguia
USLAX C2B

MXGUA_Requal

USLAX Karinna Raquel
Hernandez

USLAX Norma Edith Rubio
Zamarripa

MXGLIA Ahraham Armenta

-

DR_UIP
DR_UIP
DR_UIP
PROD_UIP
DR_UIP
DR_UIP
PROD_UIP
DR_UIP
DR_UIP

DR_UIP

DR_UIP

PROD_UIP

PROD LIP
5 L ]

Switch Name

= Status

Active

Activ

Activ
Activ
Activ
Activ
Activ

Activ

Activ

Activ

Activ

Active

e

Active

e

-

1- 100 of 401 items

If you are logged in as an Administrator, you can search for and select any of the
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¢ 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.

e By default, only Active Teams will be displayed. Refer to Edit My Preferences on
page 4-239, if you would like to see the Inactive teams along with the Active teams in
the reports.

10.Click OK to return to the General tab. Under the Teams section, number of Team is
mentioned, as shown below.

Teams: *

Select \:I Include All Selected (1)

Note: If you have checked the Include All, then the Select button will be disabled and “All”
will be mentioned 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 ltems 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 1-5of 5items

Note: By default, only Active users will be displayed. Refer to Edit My Preferences on
page 4-239, if you would like to see the Inactive users along with the Active users in
the reports.

13.Select the Agent and click OK.
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14.Click OK to return to the General tab. Under the Agent From Selected Teams section,
number of Agent is mentioned, as shown below.

Agents From Selected Teams: *
P—

Select EI Include All Selected (1)

Note: If you have checked the Include All, then the Select button will be disabled and “All”
will be mentioned as shown below.

Agents From Selected Teams: *
P—

Include All Selected (All)

8.3.1.3 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
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each agent level. Under Report Type, when you select Quality Detail Report, the below screen
appears.

m Schedule Permissions ADD REPORT

Name: * & 1%
Report Test

Description:

Report Type: * |II|

Quality Detail Report '

Report View: &

Interaction v

Date Options: <

30 Days To Date v

From: To:

Timezone:

UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi v

Evaluation Templates: * o

Select | [ | Include All Selected (0)
- No Data

Teams: *

Select \:l Include All Selected (0)

Default Chart Type:

Column v

Cancel m Preview

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.

Report View: © Interaction: Al scores regardless of when the interaction was scored.
Evaluation: Only evaluations scored within the date range.

Interaction v I

For more information, click on the Info button for Evaluation as shown below.

. Interaction: All scores regardiess of when the interaction was scored.
Report View: © i '

Evaluation: Only evaluations scored within the date range.
Evaluation v I

2. 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.

3. 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.
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4. By default, the Time zone is selected based on your location. To change the Time zone,
click on the drop-down and choose your required time zone.

5. Under the Evaluation Template field, to 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.

6. Click onthe < icon in the Search Items field, and select Yes. A window opens with a list
of available templates.

4 Name = a Siatus =
-
Auto Template 10/1/2020 10:19:55 PM Active
Auto Template 10/1/2020 10:24:39 PM Active
Auto Templat 2020 10:3217 PM Active

Auto Template 10/ 0 10:46:34 PM Active

Auto Template 10/1/2020 10:55:57 PM Active

Auto Template 10/ 0 8:30:03 AM Active

Auto Template 10/1/2020 8:44:41 PM Active

Auto Templat 020 9:04:15 AM Active

Auto Template 10/1/2020 9:19:17 AM Active

Auto Template 0 9:25:08 PM Active

Auto Templat 020 9:39:37 AM Active

Auto Template 10/1/2020 9:42:11 PM Active

Auto Template 10/1/2020 9:58:44 PM Active

Auitn Tamnlata 107172020 G-R8-4F AM Artive -
n 2 3 L | 1 - 100 of 206 items

Active 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.

If you are logged in as a Mentor, you have access to templates based on how the
evaluations assigned to you.

e By default, only Active evaluation templates will be displayed. Refer to Edit My
Preferences on page 4-239, if you would like to see the Inactive evaluation
templates along with the Active evaluation templates in the reports.

7. Once you have selected the template, click OK. The templates window closes and the
Select Evaluation Template window is active.
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8. Click OK to return to the General tab. Under the Evaluation Templates section, number of
template is mentioned, as shown below.

Evaluation Templates: *

Select |:| Include All Selected (1)

Note: If you have checked the Include All, then the Select button will be disabled and “All”
will be mentioned as shown below.

Evaluation Templates: *

Include All Selected (All)

9. Under Team, click Select. The Select Teams window opens.

+ Select Teams x
Search ltems:
Q
+ B
Selected (0) Cancel [ ok |
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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 =

USLAX Nikki Rawnsley DR_UIP Active

MXGUA Karina Hernandez DR_UIP Active

MXGUA Adolfo Mendez SS DR_UIP Active

USLAX Stacy Heard PROD_UIP Active

MXGUA Giovanni Arellano DR_UIP Active

MXGUA Team Lead 1 DR_UIP Active

MXGUA Carlos Alberto Garcia PROD_UIP Active

USLAX Edgar Munguia DR_UIP Active

USLAX C2B DR_UIP Active

MXGUA_Requal DR_UIP Active

tjr;'?:dK:Z””ra —— DR_UIP Active

L:SL.é.X.hcrma Edith Rubio PROD_UIP Active

Zamarripa

MXGlIA Ahraham Armanta PRON LIP Artive M

n 2 3 4 5 L ] 1- 100 of 401 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.

* By default, only Active Teams will be displayed. Refer to Edit My Preferences on
page 4-239, if you would like to see the Inactive teams along with the Active teams in
the reports.

11.Click OK to return to the General tab. Under the Teams section, number of Team is
mentioned, as shown below.

Teams: *
Select \:I Include All Selected (1)

Note: If you have checked the Include All, then the Select button will be disabled and “All”
will be mentioned as shown below.

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 will access this report, and the chart type will be
shown based on the selection from the drop-down list.
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8.3.1.4 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.

ADD REPORT

Name: * & v

Dale Range:

Report Test

Description:

Report Type: * III'

Quality Score Trend Report v
No Data

Trend By:

Evaluation Template v

Report View: 6

Interaction v

View By:

Year v

Date Options:

30 Days To Date v
From: To:

i)

Ti :
imezone: OEEE

{UTC+05:30) Chennai, Kolkata, Mumbai, New Delni M

Evaluation Templates: *

Select | [_] Include Al Selected (0)

Teams: *

Select | [_] Include Al Selected (0)

Default Chart Type:

Column v

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 8-360.

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.

-
Interaction: All scores regardless of when the interaction was scored.

Evaluation: Only evaluations scored within the date range.
Interaction v I

Report View: &

For more information, click on the Info button for Evaluation as shown below.

. Interaction: All scores regardiess of when the interaction was scored.
Report View: @ 9 '

Evaluation: Only evaluations scored within the date range.
Evaluation v I

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.
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4. 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.

5. 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.

6. By default, the Time zone is selected based on your location. To change the Time zone,
click on the drop-down and choose your required time zone.

7. Under the Evaluation Template field, to 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.

Note: By default, only Active Evaluation Templates will be displayed. Refer to Edit My
Preferences on page 4-239, if you would like to see the Inactive Evaluation
Templates along with the Active Evaluation Templates in the reports.

8. Click onthe @ icon in the Search Items field, and select Yes. A window opens with a list
of available templates.

4 Name = aStatus =
Auto Template 10/1/2020 10.19:55 PM Active

Auto Template 10/1/2020 10:24:39 PM Active

Auto Templat 2020 10:32:17 PM Active

Auto Templat {2020 10:46:34 PM Active
020 10:55:57 PM Active
20 8:30:03 AM Active
2020 8:44:41 PM Active

020 9:04:15 AM Active

Auto Tem 2020 9:19:17 AM Active

Auto Tem 20 9:25:028 PM Active

Auto Tem 20 9:39:37 AN Active

Auto Tem 20 9:42:11 PM Active

Auto Tem 20 9:58:44 PM Active

Autn Temniata 10/1/2000 0-52-4R AM Artive e
n 2 3 L 1 - 100 of 206 items

[__ox ]

Active templates display in the list; see the Status column.

Note: 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:

* Peerreview

* Agent review

e Team review

* Evaluation Assigned

¢ Permission in User Profile

9. Once you have selected the template, click OK. The templates window closes and the
Select Evaluation Template window is active.
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10.Click OK to return to the General tab. Under the Evaluation Templates section, number of
template is mentioned, as shown below.

Evaluation Templates: *

Select |:| Include All Selected (1)

Note: If you have checked the Include All, then the Select button will be disabled and “All”
will be mentioned as shown below.

Evaluation Templates: *

Include All Selected (All)

11.Under Team, click Select. The Select Teams window opens.

+ Select Teams x
Search ltems:
Q
+ B
Selected (0) Cancel [ ok |
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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 = Switch Name = Status =

USLAX Nikki Rawnsley DR_UIP Active

MXGUA Karina Hernandez DR_UIP Active

MXGUA Adolfo Mendez SS DR_UIP Active

USLAX Stacy Heard PROD_UIP Active

MXGUA Giovanni Arellano DR_UIP Active

MXGUA Team Lead 1 DR_UIP Active

MXGUA Carlos Alberto Garcia PROD_UIP Active

USLAX Edgar Munguia DR_UIP Active

USLAX C2B DR_UIP Active

MXGUA_Requal DR_UIP Active

tjr;'?:dK:Z””ra —— DR_UIP Active

L:SL.é.X.hcrma Edith Rubio PROD_UIP Active

Zamarripa

MXGlIA Ahraham Armanta PRON LIP Artive M

n 2 3 4 5 L ] 1- 100 of 401 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 of which
you are a member. If you are not a member of any team, then No Team displays in
the list box.

* By default, only Active teams will be displayed. Refer to Edit My Preferences on
page 4-239, if you would like to see the Inactive teams along with the Active teams in
the reports.

13.Click OK to return to the General tab. Under the Teams section, number of Team is
mentioned, as shown below.

Teams: *

Select \:I Include All Selected (1)

Note: If you have checked the Include All, then the Select button will be disabled and “All”
will be mentioned 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 will access this report, and the chart type will be
shown based on the selection from the drop-down list.
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8.3.2 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

e One Time
e Daily

*  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.

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: =

Cne Time v

Start Date and Time: *

9212020 7:00 AM|

b. Daily: When you need to generate a report daily, then select this option.

a. Go to Start Date and Time field, select the date and time based on your requirement.
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 turned on the toggle for End Date, then the Aspect Quality system will
generate everyday.
Or,
If you want to generate a report daily till a period of time, then toggle-on the End
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Date button. The End Date field will be enabled and select the date as shown below.

General Permissions

@ Enable

Date Type:

Diaily ~

Start Date and Time: *

921/2020 7:00 AM o
End Date
10/6/2020 ]

Recurs Every: *

[ 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 211st September’20.

. 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.

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 6th October20.

d. Weekly: When you need to generate a report for every week, then select this option.

a.
b.
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Go to Start Date and Time field, select the date and time based on your requirement.

If you are not toggle-on the End Date, then the Aspect Quality system will generate
for every week.

Or,

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.

General Permissions

@~ Enable

Date Type: *

Weekly w

Start Date and Time: *

8/21/2020 7:00 AM

fifk
o

End Date *

11/29/2020

Recurs Every: *

1 Weeks

Days of Week: *

w

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.
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c. On the Recurs Every field, number of weeks will be mentioned. If you want to run a
report on every alternate week, then type “2” on this field.
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.

d. Click on the Days of Week field and select the day when you want to generate the
weekly report, as shown below.

End Date
10/28/2020 =]

Recurs Every: *
1 Weeks
Days of Week: *

Monday b

L] Sunday
Monday

[ ] Tuesd ay

D Wednesday
L] Thursday
[ Friday

L] Saturday

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.

e. 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 every month.
Or,
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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.

General Schedule Permissions

@ Enable

Date Type: *

Monthhy ~

Start Date and Time: *

2172020 7:00 AM O,
End Date
430/2021 125

Days of Month: *

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.

End Date

4/30/2021 =]

Days of Month: *

12

fEE

1 2 3 4 5 & T i

8 10 " 0 12 13 14 15 16
17 18 19 20 e | 22 23 24
25 26 27 28 29 30 k] 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.

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 354



A aspect

Administrator Guide

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.

8.3.3 Permissions Tab

The Permissions tab helps you to share this report with all the users in the selected user

profile(s).

1. To provide the permission, 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.

General

Schedule

Available ltems:

4 Mame
Agent

Default Profile

maximum lenght user profile for testing the purpose of aspect v

Mentor

wenvenver

\j.-

Selected Items:

MName

Permission

The usage of these buttons are given below.

Button Name Description
Add all items Adds all user profiles from Available ltems to Selected Items
section.
k-~
Add items Adds the selected user profiles from Available Items to Selected
ltems section.
ot
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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 Iltems section to
Available Items.

&

3. To provide the edit permission for the report, select the user profile under the Selected
Items section.

4. Click on the Permission drop-down and select Edit as shown below.

Selected Items:

Name Permission

Agent View n

View

Mentor

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.

£ -~ &

View
Selected Items: : 8
Edit
Name Permission
Agent View w
Mentor WView L

e After providing the Edit permission to the user profile, if you remove the user profile
from the Selected ltems section as shown below, the report will not shown to the
users associated with the user profile.

¥ ~ #

Selected Items:

MName Permission
Agent Edit w
Mentor Wiew ~
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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 what you
have defined.

oven oo [EE  AOPRERORT

Available ltems: €« v =
*Name =
Templates
Default Profile -

meximum lenght user profils for testing the purpose of aspect v

Quality Score Trend Report

Mo Rights profile for testing aggregate user 5000%
‘wenvenwver
4000% -——
3000%
2000%
1000%
0% 4
i 2020
M * 5 Evaluation Template Name
Selected Items: A e v
Hame Permission Drag a column header and drop it here te group by that column
Agent View v| a 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 Template 10/5/2020 §: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)
N Auto Template 10/6/2020 1:57-06 AM 100% of 1 Evaluation(s)

el “m 1] 1-53 0153 tems
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6. (Optional) Click on the Legend button to preview the legends as shown below and search
for the legends or scroll-down to find.

General Schedule Im

Available ltems:
*Hame =
Default Profile

maximum lenght user profile for testing the purpose of aspect v

No Rights profile for tesling aggregate user

werwerwer

¥ 2

Selected Items:

Hame. Permission
Agent View v
Mentor View v

Cancel

W Auto Template 10/5/2020 7:11:08

1d Report

W Auto Template 10/5/2020 7:36:57

W Auto Template 10/5/2020 8:39:52

ADD REPORT
BB =
Templates
6000% (e
5000% B
4000%
PM
3000%
2000% (e
1000% BM
0%
- PM

W Auto Template 10/5/2020 7:49:20

Auto Template 10/5/2020 &:02.06

W Auto Template 10/5/2020 8:59:00

Auto Template 10/5/2020 9:51:30

PM

plate Name

A ane v

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

4 Evaluation Template Name
Auto Template 10/5/2020 7:11:08 PM
Auto Template 10/5/2020 7:36:57 PM
Auto Template 10/5/2020 7:49:20 PM
Auto Template 10/5/2020 8:02:06 PM
Auto Template 10/5/2020 8:39:52 PM
Auto Template 10/5/2020 8:59:00 PM
Auto Template 10/5/2020 9:51:30 PM
Auto Template 10/6/2020 1:17:54 AM

Auto Template 10/6/2020 1:57:06 AM

= 2020
100% of 1 Evaluation(s)
100% of 1 Evaluation(s)
100% of 1 Evaluation(s)
100% of 1 Evaluation(s)
100% of 1 Evaluation(s)
100% of 1 Evaluation(s)
100% of 1 Evaluation(s)
100% of 1 Evaluation(s)

100% of 1 Evaluation(s)

1-53 of 53 items

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 on Save button to complete the process. The Reports window appears as shown

below.
REPORTS
o+ # 5B

Scheduled Reports Ad Hoc Reports

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

Name =

Report Type = vCreasled DateTime = Created By = LastRunDale = LastRunBy = Schedule =| Salus =
Quality Score Trend
Report Test RW: ore fren 140020 15052PM | AQM, Adminisirator Daily New
epor
Quality Score Trend
Failed report testing R H’ 9/14/2020 1:25:25 PM AQM, Administrator 9/142020 1:25:30 PM System Daily € Failed
epor
A 6T ity Score
Aggregatc User creating e Qually Score Trend o, o0 433,08 il Dsen Weekly New
Schedule report Report
menthly report 110 10 21tolast  Quality Score Trend
- S - T H) 0/10/2020 12:14:02 PM  AQM, Administrator 01102020 12:14:09 PM  System Manthly @ Success
ate epor
monthly even days- new one Quality Score Trend
" N § e R H) 9(10/2020 12:08:39 PM  AQM, Adminisfrator 91412020 12:00:10 AM  System Manthly @ Success
after upgarde 2pol

Quality 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 not turned on in the Schedule Tab, then the
Report would be saved under the Ad Hoc Reports tab.
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8.3.4 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, click Employee Experience and click Reports.

3. Click on Ad Hoc Reports.

Beports/Quzlity

Ad Hoc Rej

Scheduled Reports

A Home

Reporis
Utilities

#% Administration

4. The Reports window appears and the Ad Hoc Reports tab is selected as shown below.

REPORTS

5. Refer from step 1 to step 6 of the Save a Report on page 8-334 section.
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6. Click on Preview button to preview the report on right side of the window, as shown below.

EN - e GULIL LTI

Name: * < | = Date Range:
adhocl Templates

Description:

Report Type: *

Quality Score Trend Report

Trend By:

Evaluation Template

Report View: 0

Interaction

View By:

Year

Date Options:

Year To Date

From

To:

Q

uality Score Trend Report

. e

i | N

Draga o ere to group by that column

pithy
4 Evaluation Template Name = 2020

Template3HighWt 540% of 5 Evaluation(s)

- a

N

Evaluation Template Name

o®

Tomplato3HighWt

v

1-10f 1 items

7. Click on Save button to save the Ad Hoc Report and redirects to the REPORTS window, as
shown below.

REPORTS

c + 7 58 B ©

Scheduled Reports Ad Hoc Reports

Drag a column header and drop it here to group by that column
Name = ReportType = vCreated Date Time = CreatedBy = LastRunDate = LastRunBy = Staws =
adhoct Quality Score Trend Report 101772020 3:16:08 PM ucex, admin 107/2020 3:16:08 PM System

Quality

101712020 2:56:47 PM System

adhoc_without_storagepath Quality Score Trend Report

10/7/2020 12:31:65 AM m © Success

adhoc_with_storage_path Qualty Score Trend Report

‘o, admin 10/7/2020 12:32:19 AM @ Success

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 e Report Storage Paihbefore adding or running a reporl

8.3.4.1

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 8-361

e Trend By Team on page 8-363

e Trend By Agent on page 8-365

* Trend By Agent Group on page 8-367
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* Trend By Application on page 8-371

8.3.4.1.1 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.

Schedule Permissions ADD REPORT
Report Type: *
€ s | | 2=
Quality Score Trend Report ~
Templates
Trend By:
Evaluation Template & Quality Score Trend Report

Evaluation Template Name

Report View: @
Interaction v
View By:
Year ~ 2020
Date Options:
30 Days To Date v |
From: To: 1 1
017202 T 0

% 1000% 2000% 3000% 4000% 5000% 6000% 7000% 8000%

a an v
Timezone: Drag a column headsr and drop it here to group by that column
{UTC+05:30) Chennal, Kolkata, Mumbai, New Delhi v BT TR e = -
Auto Template 10/1/2020 10:24:39 PM 100% of 1 Evaluation(s) -
Evaluation Templates: *
Auto Template 10/1/2020 10:32:17 PM 100% of 1 Evaluation(s)
Include All Selected (All)
Auto Template 10/1/2020 10:46:34 PM 100% of 1 Evaluation(s)
Teams: * Auto Template 10/1/2020 10:55:57 PM 100% of 1 Evaluation(s)
Include All Selected (All) Auto Template 10/1/2020 8:30:03 AM 100% of 1 Evaluation(s)
Auto Template 10/1/2020 :44:41 PM 100% of 1 Evaluation(s)
Default Chart Type:
Alto Template 10/1/2020 9:04:15 AM 100% of 1 Evaluation(s)
Column v
Auto Template 10/1/2020 9:19:17 AM 100% of 1 Evaluation(s)

oo EEEECTE -0
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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 ARCIBERORY

Name: * & |

Report Test Templates

Desecription: - - -~
Quality Score Trend Report

Report Type: * &
5
Quality Score Trend Report v =
=
g
Trend By: s 2020
Evaluation Template - =
=
&
Report View: © <
Interaction ~
View By: 0% 1000%  2000%  3000%  4000%  5000%  6000%  7000%  8000%
v
Year - ry

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

Date Options: 4 Evaluation Template Name = | a42020

30 Days To Date v Auto Template 10/172020 10:24:39 PM 100% of 1 Evaluation(s)
Auto Template 10/1/2020 10:32:17 PM 100% of 1 Evaluation(s)
From: To:
Auto Template 10/1/2020 10:45:34 PM 100% of 1 Evaluation(s)
Auto Template 10/1/2020 10:55:57 PM 100% of 1 Evaluation(s)
Timezone: Auto Template 10/172020 8:30:03 AM 100% of 1 Evaluation(s)
(UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi v Auto Template 10/172020 8:44:41 PM 100% of 1 Evaluation(s)
Auto Template 10/172020 9:04:15 AM 100% of 1 Evaluation(s)
Evaluation Templates: *
Auto Template 10/172020 9:19:17 AM 100% of 1 Evaluation(s)
P2 inciude All Selacted (AIN -

coct TN T o

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

€ |

Templates f 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

€ |2

Templates / Auto Template 10/8/2020 3:56:13 PM [ |5 Access Only
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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.

EEN - Permissions

Name: *

Report Test

Description:

Report Type: *

Quality Score Trend Report

Trend By:

Team

Report View: &

Interaction

View By:

Year

Date Options:

30 Days To Date

From: To:

Timezone:

(UTC+05:30) Chennai, Kolkata. Mumbai, New Delhi

Evaluation Templates: *

®2 inciude Al

ADD REPORT

s e

Quality Score Trend Report

2020
Team Name

MXGUA Inactive Users == USLAX Inactive Users

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

4 Team Name = 2020

MXGUA Inactive Users 13% of 2 Evaluation(s) -
USLAX Inactive Users 101% of 89 Evaluation(s)

n 1-20f2items

To drill down the report from Team to Agent for the Teams, click on the Team as shown above

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 363



A CISpeCf Administrator Guide

and the following window appears. It also provides the option to drill down the year, as shown

ElN - Permissions SDUIRERORE
Name: * S x|[=
EenoniicSt Teams / MXGUA Inactive Users
Description:
Quality Score Trend Report
14%
12%
Report Type: * 10%
8%
Quality Score Trend Report v
6%
Trend By: 4%
2%
Team v
0%
Report View: @ “ 2020
Interaction v 1 Agent Name
— Sandoval Murillo, Adriana Maricela
View By:
a . v
Year ~
Drag a column header and drop it here 1o group by that column
Date Options: 4 Agent Name =[ 2020 =
30 Days To Date v Sandoval Murillo, Adriana Maricela 13% of 2 Evaluation(s) -
From: To:
) A 11301202 P
Timezone:
(UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi v
Evaluation Templates: *
2 inciuds All Selectad (Al -
et T TN o

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 Quarter, the folders will be shown below the
buttons as shown below.

ADD REPORT

€ 1%

Teams / 2020/ Q4 7 November / Week 04
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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.

El - pemissions

Name: *

Report Test

Description:

*

Report Type:

Quality Score Trend Report

Trend By:

Agent

Report View: &

Interaction

View By:

Year

Date Options:

30 Days To Date

From:

0/1/2020 12:00 AM

Timezone:

(UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi

Evaluation Templates: *

salact | ™A Include All Selected (Al

e T W

ADD REPORT

« I

Agents

Quality Score Trend Report
120%
115%
110%
105%
100%

90% +

2020
Agent Name

GARCIA TORRES, LUISA GERALDINE == Sandoval Murillo, Adriana Maricela
a - -

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

+ Agent Name

GARCIA TORRES. LUISA GERALDINE 101% of 89 Evaluation(s) -

Sandoval Murillo, Adriana Maricela 13% of 2 Evaluation(s)

n 1-20f2 items

To drill down the report from Year to Quarter for the Team, click on the Year as shown above

and the following window appears.

El - Pemmissions

Name: *

Report Test

Description:

Report Type: *

Qualtty Score Trend Report

Trend By:

Agent

Report View: &

Interaction

View By:

Year

Date Options:

30 Days To Date

From:

Timezone:

(UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi

Evaluation Templates: *

P2 inciude Al Selected (AN

Note:

ADD REPORT

€ L

Agents / 2020

Quality Score Trend Report

120%
115%
110%
105%
100%

95%

90%
Q42020
Agent Name

== GARCIA TORRES, LUISA GERALDINE == Sandoval Murillo, Adriana Maricela
A e A

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

4 Agent Name

GARCIATORRES, LUISA GERALDINE 101% of 89 Evaluation(s) -

Sandoval Murillo, Adriana Maricela 13% of 2 Evaluation(s)

n 1-20f2 items.
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¢ Click on Quarter, as shown above, to drill down the report to Month, Week and Date
respectively.

e After drilling down the grid (Year column) from Year > Quarter > Month > Week, the
hierarchy 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.

m Schedule Permissions ADD REPORT

Report Type: * € w =
Quality Score Trend Report v Agents
Trend By: P
Quality Score Trend Report
Agent v 250%
) 200%
Report View: 6
150%
Interaction v 100%
p g L EEELE LT
VR R e R L
Day v A H H H H D D DD N DD N D DD
VLA LR AP P S P I P SN P S S R
\’L\l \h\"lf \(G\"I' \q\"lf \(e\'lf r,\\'lf r‘,\:I, \,\\'L \,\;\'I' @"lf \b\’lf <\\'|, @'L \,L\"u nﬂ‘\ﬂv "\"v
S A A S O R
Date Options:
«Legends
Previous 3 Months v \ Agent Name
E Adams, Terry == GARCIA TORRES, LUISA GERALDINE == Sandoval Murillo, Adriana Maricela
From: To: Vilagomez, Jose Carlos

020 12:00 AM 117302020 11:59 PM

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
= M=
Agents Chart Type
Caolumn ~
Trend Report
250% D Stacked
200%

[ Hide embedded legend

150%

100%
v Y B
0% T T T T

I 1
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8.3.41.4 Trend By Agent Group

Select Agent Group from the drop-down list of Trend By field and the Agent Groups section is
added on the left pane as shown below.

m Schedule Permissions ADD REPORT

Trend By:

€ l
Agent Group v

Report View: 8

Interaction v

View By:
Year ~ |II|

Date Options: No Data

30 Days To Date v

From: To:

Timezone:

(UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi v

Evaluation Templates: *

Include All Selected (All)

Teams: *
Include All Selected (All)

No Data

Agent Groups: *

Select D Include All Selected (0)

Default Chart Type:

Column w
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1. Under Agent Groups, click Select button. The Select Agent Group(s) window opens.

+ Select Agent Group(s)

Search ltems:

Selected (0)

Cancel

2. Search for an Agent Group in the Search Items text box by clicking Search and select Yes.
A window opens with the list of available agent groups. Active Agent Group display in the
list box, and the table is, by default, sorted in ascending alphabetical order.

QISTST_DLL_TEST

ARGUA_AfterHours

= Switch Name

1A_UIP_ValidateMemblDPin...  PROD_UIP
1USLAX_SENIOR_SHIFTS DR_UIP

1USLAX_SENIOR_SHIFTS FPROD_UIP
1USLAX_SHIFT_SCRATCH PROD_UIP

1USLAX_SHIFT_SCRATCH DR_UIP

PROD_UIP
DR_UIP
PROD_UIP

PROD_UIP

9ITST_MARK_TEST_SERVI... PROD_UIP

9ITST_MARK_TEST_SERVI... DR_UIP

PROD_UIP
DR_UIP

DR_UIP

= Status

Active

Active

Active

Acti

Active
Activ
Activ
Activ
Activ
Activ
Activ
Activ
Activ

Activ

ve

-

1- 100 of 1958 items

Note: By default, only Active Agent Groups will be displayed. Refer to Edit My Preferences

Aspect Workforce Engagement Management Quality™ Administrator Guide

on page 4-239, if you would like to see the Inactive Agent Groups along with the
Active Agent Groups in the reports.
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3. Select the Agent Group and click OK to return to the General tab. Under the Agent
Group(s) section, number of Agent Group is mentioned, as shown below.

Agent Groups: *

Select

[ ] Include All

Selected (1) I

Note: If you have checked the Include All, then the Select button will be disabled
and “All” will be mentioned as shown below.

Agent Groups: *

Include Al

Selected (All)

4. Click on the Preview button, the report will show on the right side of the grid.

Schedule Permissions

Trend By:

Agent Group

Report View: ©

Interaction

View By:

Year

Date Options:

Custom Date Range

From: * To: *

117i2016 12:00 AM B O 1152020 11:59 PM

Timezone:

(UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi

Evaluation Templates: *

Include All

Teams: *

Include All

Agent Groups: *

Include Al

Default Chart Type:

Column

[k
]

Selected (All)

Selected (All)

Selected (All)

Aspect Workforce Engagement Management Quality™ Administrator Guide

ADD REPORT

€ L

Agent Groups

Quality Score Trend Report

30000%

25000%

20000%

15000%

10000%

Agent Group Name:
A v
Drag a column header and drop it here to group by that column

4 Agent Group Name = 2016 = 2017

ARGUA_SPN_DR.

ARGUA_SPN_OB_1ST_ANNIVERSARY

97% of 914 Evaluation(s) =
70% of 1 Evaluation(s
ARGUA_SPN_OB_CONGRATS_1ST_CALL 100% of 3 Evaluation(s)

ARGUA_SPN_OB_CONGRATS_3RD_CALL 80% of 1 Evaluation(s)

ARGUA_SPN_OB_EVENTOS_1 95% of 3 Evaluation(s)

ARGUA_SPN_OB_EVENTOS_2 0% of 1 Evaluation(s)

ARGUA_SPN_OB_PROMOTION 98% of 109 Evaluation(s)

ARGUA_SPN_OB_REQUAL_DL 99% of 12 Evaluation(s)

nszN

1-100 of 273 items
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5. To drill down the report from Agent Groups to Team, click on the Agent Group as shown
above and the following window appears.

Schedule Permissions ADD REFORT
Trend By:
€ v =
Agent Group ~
Agent Groups / ARGUA_SPN_DR
Report View: @
Interaction = Quality Score Trend Report
450%
View By: 400%
Year ~ S
300%
Date Options: 250%
200%
Custom Date Range ~
150%
From: * To: * 1o0%
50%
r 151 e
17772016 12:00 AM B o 11520201150 PM =Nc] « o
. : 2016 2017
Timezone: i
(UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi 5 e
a v

Evaluation Templates: *
Drag a column header and drop it here 10 group by that column

Include All Selected (All) NS = 010 = 017 =
P 97% of 176 Evaluation(s) -
Include Al o ARGUA Support 97% of 598 Evaluation(s)
MXGUA_QUALITY_AND_TRAINNING_MX 96% of 102 Evaluation(s)
Agent Groups: * UYGUA Support 99% of 38 Evaluation(s)

Include All Selected (All)

Default Chart Type:

Column ~

PR 5o N proview | [ ] - sorems
Note:

¢ Click on the Team, as shown above, to drill down the report to associated Agents as
shown below.

El - Permissions Slzelis el

Trend By:
€ Lo

Agent Groups / ARGUA_SPN_DR / ARGUA Inactive Users

Agent Group -

Report View: &

Interaction > Quality Score Trend Report
350%
View By: 300%
Year e 250%
Date Options: 200%
Custom Date Range - 150%
100%
From: * To: = o
11772016 12:00 AM & © | | 11552020 11:50 PM =0 < o
Timezone: H 2016 2017
(UTG+05:30) Chennai, Kolkata, Mumbai, New Delhi v ROSHEE
a = v
Evaluation Templates: - Drag a column header and drop it here to group by that column
Include All Selected (All) N —— Sl semm o o _
Teams: * Aranda, Miguel S
(el D) Ayala Pamplona, Luis Adrian 96% of 50 Evaluati
Guizar Razo, Femanda 96% of 53 Evaluation(s)
Agent Groups: *
Include All Selected (All)
Default Chart Type:
Column v

cnce IETD T o

¢ Also, click on the Year as shown above, to drill down the report to Quarter, Month, Week
and Date respectively.
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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

€ |

Agent Groups / 2017/ Q17 January / Weelk 01

8.3.4.1.5 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.

Schedule Permissions ADD REPORT

Quality Score Trend Report v

€ I
Trend By:
i Application !
Report View: &
Interaction v |
View By: I I 1
Year v No Data
Date Qptions:
30 Days To Date v
«
From: To:
Timezone: ‘ ]
{UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi v
Evaluation Templates: *
Select D Include All Selected (0)
Teams: * ﬂ
Select [ ] Incluge All Selected (0) No Data
Applications: *
Select D Include All Selected (0)
Default Chart Type:
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1. Under Application, click on Select button. The Select Application(s) window opens.

+ Select Application(s) x

Search ltems:

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 applications. Active Applications display in the list
box, and the table is, by default, sorted in ascending alphabetical order.

Name = Switch Name = Status =
baseApplication1 DR_UIP Active “
baseApplication 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 T

n 1-97 of 97 items

Note: By default, only Active Applications will be displayed. Refer to Edit My Preferences
on page 4-239, if you would like to see the Inactive Applications along with the
Active Applications in the reports.
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3. Select the Application and click OK to return to the General tab. Under the Agent Group(s)
section, number of Agent Group is mentioned, 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 mentioned as shown below.

Applications: *

Include All

Selected (All)

Note: Only active templates, teams, applications, agent groups results will be
displayed when the Preview button is clicked. If you want to see inactive entities
details along with active in report result then refer to Edit My Preferences on

page 4-239.

4. Click on the Preview button, the report will show on the right side of the grid.

Schedule Permissions

Quality Score Trend Report v
Trend By:

Application v
Report View: 8

Interaction v
View By:

Year v
Date Options:

Custom Date Range v
From: * To: *

11/7/2016 12:00 AM B o 11/5/2020 11:59 PM =c]
Timezone:

(UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi v

Evaluation Templates: *

Include All Selected (All)

Teams: *

Include All Selected (All)

Applications: *

Include All Selected (All)

Default Chart Type:

Aspect Workforce Engagement Management Quality™ Administrator Guide

ARGUA_DS

ADD REPORT

€ L

Applications

Quality Score Trend Report
3500%
3000%
3500% _—
2000% | — |
1500%
500%
|

0% + = -

2016 2017
Application Name

ARGUA_DS == BLGUA == CALAX CAMON == CIGUA_DS == COGUA_DS CRGUA == ECGUA_DS
== GTGUA == ISTST MXGUA_BENAVIDES == MXGUA_DEC == MXGUA_DS == MXGUA_DS_OB
== MXGUA_MODATELAS MXGUA_NUTRITION MXGUA_REGALIAS MXGUA_SHAREDSERVICES
== MXGUA_WALDOS == PEGUA_DS PMGUA == PYGUA_DS USLAX == USLAX_2 == USLAX_DEC

USLAX_DS_OB USLAX_FINANCE == USLAX_MPC == USLAX_PCS == USLAX_RECEIPTING

USLAX_REFUNDS UYGUA_DS

a a v

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

4 Application Name = 2016 = 2017

100% of 1 Evaluation(s) 96% of 1776 Evaluation(s)

BLGUA 78% of 2 Evaluation(s)
CALAX 93% of 5 Evaluation(s) 94% of 219 Evaluation(s)
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 Evaluationis)
CRGUA 75% of 2 Evaluation(s)
ECGUA_DS 91% of 5 Evaluation(s) 96% of 304 Evaluation(s)

n 1-32 of 32 items.
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5. To drill down the report from Application to Team, click on the Application as shown above
and the following window appears.

W Schedule Permissions ADDlESEes

Quality Score Trend Report -

* v
Trend By: Applications / ARGUA_DS
Application -
Quality Score Trend Report
Report View: @ 1200%
Interaction - 1000%
200%
View By: 600%
Year - 400%
200%
Date Options: 0%
Custom Date Range v 2016 2017
« Team Name
From: * To: *
= <Default- — AMEGUA SPN OB DEDICADO — ARGUA Inactive Users — ARGUA Support — ECGUA Support
11712016 12:00 AM g o 1152020 11:50 PM H ~— MXGUA Javier Maciel — MXGUA Jesus Gonzalez SO — MXGUA_QUALITY_AND_TRAINNING_MX
— USLAX Karen Preciado — USLAX_BRISEIDA_RIVERA_ANDRADE — UYGUA Support
Timezone: - -
(UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi v Drag a column header and drop it here 1o group by that column
Evaluation Templates: * SIETNREDD =| 250 L =
<Default- 97% of 20 Evaluation(s)
Include All Selected (All)
100% of 1 Evaluation(s) 96% of 266 Evaluation(s)
Teams: = ARGUA Inactive Users 96% of 250 Evaluation(s)
Include All Selected (All) ARGUA Support 96% of 984 Evaluation(s)
o ECGUA Support 98% of 17 Evaluation(s)
Applications: *
MXGUA Javier Maciel 99% of 11 Evaluation(s)
Include All Selected (All)
MXGUA Jesus Gonzalez SO 100% of 3 Evaluation(s)
Default Chart Type: MXGUA_QUALITY_AND_TRAINNING_MX 96% of 149 Evaluation(s)

cnee (CT ST ]

Note:

¢ Click on the Team, as shown above, to drill down the report to associated Agents as
shown below.

EN - Permissions Loz inelir

Quality Score Trend Report -
« L
Trend By: Applications | ARGUA_DS / AMEGUA SPN OB DEDICADO
Application -
Quality Score Trend Report
Report View: & 2500%
Interaction 2000%
1500%
1000%
View By: 500%
0%
ear 2
2016 2017
Date Options: Agent Name
Custom Date Range v Astorga Remero, Alejandra Gabriela — Banuelos Covarrubias, Vanessa = Calderon, Miriam Lourdes
Gasillas Moran, Celia Alsjandra — Ciruelo, Juan Manuel — D los Santos Juarez, Juanita Saral
- Gomez Navarro, Luis Humberto == Guerra, Hector Ignacio == Juarez Ruelas, Carios Octavio — Lepe, Gabriela
From: * Tieg & Liamas Castro, Luis Adrian — Lomeli Gueta, Marco Antonio == Mendoza Rojas, Jorge Ammando
s — WMaoreno Mercado, Jesus Osvaldo — Mufioz, Eva Felisa — Padilla Ramirez, Hector Daniel
117772016 12:00 AM B o | 11520201150 PM H — Pelayo Mora, Martha Angelica — Ramirez Gonzalez, Claudia — Rodriguez, Karina
Timezone: = =
(UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi -

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

4 Agent Name = 2016 = 2017

Evaluation Templates: *
Astorga Romero. Alejandra Gabriela

Include Al Selected (All)
Banuelos Covarrubias, Vanessa 90% of 11 Evaluatien(s)
Teams: = Calderon, Miriam Lourdes 100% of 1 Evaluation(s) 96% of 7 Evaluation(s)
Include All Selected (All) Casillas Moran, Celia Alejandra 97% of 25 Evaluation(s)
. Ciruelo, Juan Manuel 94% of 16 Evaluation(s)
Applications: *
De los Santos Juarez, Juanita Sarai 98% of 20 Evaluation(s)
Include All Selected (All)
Gomez Navarro, Luis Humberto 86% of 10 Evaluation(s)
Default Chart Type: Guerra, Hector lgnacio 93% of 14 Evaluation(s)

coce T TTTHE (]

¢ Also, click on the Year as shown above, to drill down the report to Quarter, Month, Week
and Date respectively.
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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 7 May / Week 03

8.3.5 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, click Employee Experience and click Reports.

# Home
& Employee Experience
ions
Evaluations
Reports

Utilities

% Administration

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 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.

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 375



A CISpeCf‘ Administrator Guide

5. Select the report which you want to edit and click on the Edit button as shown below.

REPORTS

[$]

E 0

Scheduled Reports Ad Hoc Reports

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

=

S Neme =| ReporiType = vCreaiedDa.. =  Creaied By = LlestRunD.. = [LastRunBy = Sch.. = NexiS. = Aclive = Siat
: One Time i
Audit Activity Detail | 10/20/2021 7:12:14 10120/2021 7:17:12
* |Audit schedule Report oM AQM, Administrator oM System 10202021 N/A ] (/]
T13PM
Quality Score Trend  10/20/2021 7:06:56 101202021 T:17:11 e Tmne
> QSTRET 3 il : AQM, Administrator _ " T syetem 10202021 NiA ] ]
Report PM PM
T:08PM
One Tim
Quality Score Trend 1072012021 7:05:30 . 101202021 74713 Lol
» Appl AQM, Administrator System 10020/2021  N/A (] L]
Report PM PM
T:06 PM
Quality S T 10/20/2021 5:23:42 10/20/2021 7:16:28 el
uality Score Trend 201, 5: 201 7
» GA-application Re 0; oM AQM, Administrator oM System 102072021 NIA V] ®
G 6:10 PM
Cne Ti
Qualty Scora Trend  921/2021 115250 97212021 12:00:01 gt
* QSTR- AQM, Administrator System 9/2212021 N/A (] L]
Report PM AM Z
12:00 AM
= Qne Time
Audit Activity Detail ~ 9/21/2021 11:51:01 9/22/2021 12:00:08
* audit report11 Report - AQM, Administrator aM System 972212021 NiA o o
? 1200 AW
Weekly at
9/16/2021 11:28:15 11:38 AM on
Time Quality Detail Repori AQM, Administrator NIA ] (4]
PM Friday every -

1 »

n 1 - 62 of 62 items

Note: The Edit button is always enabled for the administrator.

6. The Edit Report window appears.
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a. Quality Score Trend Report: If you select a Quality Score Trend Report to edit, the
following window appears.

m Schedule Permissions EDIT REPORT

Name: * € =
Via_s10 Templates
Description:
Via_S10
250%
200%
Report Type: *
2 U 150%
Quality Score Trend Report v
100%
Trend By: 50%
Evaluation Template v 0% +
2020
Report View: & <
Evaluation Template Name
Interaction v .
: = Competency and Compliance/Medical Quality 5/1/2019
== Compliance/Medical Quality Evaluafion Form 03/01/2019
View By:
Year v A s v
Drag a column header and drop it here to group by that column
Date Options: 4 Evaluation Template Name : 2020 =
30 Days To Date i 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)
From: To:
12:00 A )M 62021 59 P
Timezone:
(UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi v

Evaluation Templates: *

Select Include All Selected (All) .

e EEMECEE 0
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b. Quality Detail Report: If you select a Quality Detail Report to edit, the following window
appears.
m Schedule Permissions EDIT REPORT
Name: * e w =
Test - Quality Detail Repert Templates
WD Test - Quality Detail Report
1000%
800%
600%
Report Type: * 200%
R 200% F
0% A
Report View: & 200 |
-400%
Interaction v -600%
-800%
Date Options: < -1000% |
-1200%
G DatelBanoe M High Score Low Score Average Score
From: * To: * Evaluation Template Name
118/2018 12:00 AM 20 2M6/2021 11:59 PM = = =
Drag a column header and drop it here fo group by that column
Timezone:
+ Evaluation Template Name = Numb. = High = LowS... = 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%
Include All Selected (All) 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%
TS Auto Template 10/1/2020 104534 PM 1 100% 100% 100%
lcuded EEEE D) Auto Template 1012020 10:55:57 PM 1 100% 100% 100%
Default Chart Type: Auto Tempiate 10/1/2020 8:30:03 AM 1 100% 100% 100%
Column - Auto Template 10/1/2020 8:44:41 PM 1 100% 100% 100%
ISR save | preview | a “Mﬁ‘z' ‘b » - . 4~ 100 o7 108 ftems
This report displays 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.
c. Evaluation Details Report: If you select an Evaluation Details Report to edit, the

Aspect Workforce Engagement Management Quality™ Administrator Guide

following window appears. This report provides the details of a question such as
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.
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Click on the Preview button to view the report as shown below.

REPORT PARAMETERS

Name:

EDR

Description:

Report Type:

Report View: 8

Report By:

Timezone:

Evaluation Template:

Allin_one

Teams:

BG3_Team
AQM3

<Expert>

Agents From Selected Teams:

VIEW REPORT
€ B R
Sections

Draq a column header and drop f here 10 group by that column

Date Range: 1092020 - 11772023

8  Sedion = Points Eamed = Poinis Possible = Success Rate
v Contact Info 329 1 % -
Drag a column header and drop l here 1o group by thl column
Queston = Ty =  TolalResponse = PonitsEamed = PoiisPossible = SuccessRale =
Account No Free Form Text NA WA NiA NA a
€c1 (0
ccz(0
€ci)
< 5 = :
Call Type L 7 a7
P ccaqt y
€c5 2,
CC(0
Dependent Question = Twe = TolalResponse = PontsEamed = PointsPossible = SuccessRale =
Pass 2
Bonus appicable? Bonus: Pass/Fai Fail (3 08 2 40%
WA
Yes (2)
Did ihe Banlqupicy Specialist make an effaciive atfe.. Yes/No No (5 0 0 0%
NA () -
< »
¥ Cuslomer Experience 457 91
Drag  colurn header and drop f bt 1o oroup by thal column
Queston = Type = TolalResponse = Points Eamed = PoinisPossible =  Success Rale ]
Yes (2 a
1.1 Did the Bankruplcy Specialst use the approprial . Yes/No o (5 057 2 29% i

1-Gof 6 lems.

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.

REPORT PARAMETERS

Name;

EDR

Description:

Report Type:
Report View: ©
Report By:
Timezone:

Evaluation Template:

ALin_one

Teams:

Agents From Selected Teams:

VIEW REPORT

€« BB
Sections / Contactinfo/ Call Type

Drag a column header and drop i here fo group by that column

& | Option Text = Total Response =
cc1 0
cc2 0
cca
Drag 1 drop i here 10 g

©  Reviewer Name = FPoints Eamed

der and drop i here 10 grou by that calumn

Comments

cca
Drag a column header and arop it here 1o group by that column
©  Reviewer Name = Points Eamed

~  Administrator, AGM 2
Drag a column header and drop it here to group by hat column

Comments

v ccs o

Drag a colurmn header and arop it here fo group by that column

Date Range: 101972020 - 117712023

Paints Eamed = Points Possie = Success Rate =
NA 1 NA -
NiA 2 NA
3 100%
= Poinis Possible = SuccessRale =
100% R
No Data
2 0
= Foints Possible = SuccessRate =
100% -
No Data my 1l
1 00%

1-Bof6items

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 on Save button to complete the edit process.
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8.3.6 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.
2. Go to Navigation bar and click Quality.
3. Click on Scheduled Reports or Ad Hoc Reports.

Example: The Ad Hoc Reports option is selected on the below screenshot.

# Home

& Employee Experience

Reporis

4. The Reports window appears and the Ad Hoc Reports tab is selected as shown below.

REPORTS

< |+ S @B @B

Scheduled Reports Ad Hoc Reports

Drag a column header and drop it here to 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 R I;[ 10/14/2020 8:57:21 PM AQM, Administrator 10/14/2020 8:57:34 PM AQM, Administrator © success
epol

Quality Score Trend

@ Ah14-View by as Quarter Report 10/14/2020 8:48:43 PM AQM, Administrator 10/14/2020 8:49:21 PM AQM, Administrator @ Ssuccess
® AH13-quarter s:s'ﬂ"ﬂ Score Trend 1001412020 8:44:22 M AQM, Administrator 10/14/2020 &:44:39 PM  AQM, Administrator @ Success
@ AH12-year s!s'ﬂ"ﬂ Seore Trend 101412020 8:42-12 PM  AQM, Administrator 10/14/2020 8:42:35 PM  AQM, Administrator © Success
@ AH1 s:s'ﬂ'tn Score Trend 101472020 8:40-11 PM  AQM, Administrator 101472020 8:4028 PM  AQM, Administrator © Success
@ AH10 s:slnltn Score Trend 101422020 83703 PM  AQGM, Administrator 101472020 83727 PM AQM, Administrator © Success
@ AdHoc2 s:z':n Score Trend 1011412020 8:16:38 PM AQM, Administrator 1011472020 8:17:03PM  AQM, Administrator © Success
® AdHoct s::lnnn S 10/14/2020 6:39:55 PM  Ericka, Haywood 10/14/2020 6:39:56 PM  Ericka, Haywood © Success
@ Via_An10 SELREILUCT 101422020 4:35:42 PM AQM, Administrator 1011412020 43550 PM AQM, Administrator © Ssuccess
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5. Select the report and click on the expand button as highlighted below, the reports grid will
expand as shown below.

REPORTS

S|+ @ 8B O b

Scheduled Reports Ad Hoc Reports

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

@ Name = Report Type = vCreatedDate.. = Created By = LastRun Date = Last Run By = Active = Status =
Quality Score Trend
BG Agent groups Report 8/25/2022 4:40:35 PM  uccx, agentid 8/25/2022 4.40:38 PM  uccx, agentiD ] © Success
¥ BG-Agents guam: SRR 8/25/2022 4:39:50 PM  uccx, agent1d B8/25/2022 44546 PM | AQM, Administrator (] © Suceess
epo

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

¥ Run Date = Run By = Status =
8/25/2023 44546 PM AQM, Administrator @ Success B
8/25/2022 4:39:51 PM uccx, agent10 @ Success
n 1-20f2items
-templat y Scor d
ks T _p'a S el ST 8/25/2022 4:38:47 PM  ucex, agentl0 8/25/2022 4:38:48 PM  uccx, agent10 ] @ Success
application Report
Quality Score Trend : = o
» BG_Agent Group Report 8/4/2022 11:37:13AM  AQM, Administrator 8/4/2022 11:37-14AM  AQM, Administrator (-] @ Ssuccess
Quality Score Trend
» BG_Application Heoint 81472022 11:33.05 AM  AQM, Administrator 8/4/2022 11:3312AM  AQM, Administrator [] @ Ssuccess
epo
Evaluation Detail r
» BG_Evaluation Report 8/4/2022 11:26:59 AM AQM, Administrator 8/4/2022 11:4514 AM  AQM, Administrator (] © Success
Audit Activity Detail . e
» BG1 oot 8/4/2022 11:04:03 AM  AQM, Administrator 8/4/2022 11:04:03 AM  AQM, Administrator [} © Success -

- 51 of 51 items

6. Select the report from the expanded grid (Child grid) and click on the View Report
& button.

REPORTS

ol 2 © o

Scheduled Rej

Ad Hoc Reports

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

B Name =| Report Type = v(CreatedDate... = Created By = LastRunDate = Last Run By =| Active = Status =
Quality Score Trend

* BG Agent groups Report 8/25/2022 4:40:35 PM  ucex, agenti0 8/25/2022 4:40:36 PM  uccy, agenti0 (] @ Success

¥ BG-Agents ELe Soe i 8/25/2022 43850 PM  uccx, agent10 B8i25/2022 44546 PM | AQM, Administrator (-] @ Success

Report

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

¥ Run Date = Run By = Status =
B125/2022 4°45:46 PM AQM, Administrator @ Success =
8/25/2022 4:39:51 PM uccx, agent10 @ Success -
. 1-20f2 items
BG-template, teams Quality Score Trend
> 7 . 81252022 4:38:47 PM  uccx, agenti0 8/25/2022 4:38:48 PM  uccx, agenti0 (] @ Success
application Report
Quality Score Trend
» BG_Agent Group Report 8/4/2022 11:37:13 AM  AQM, Administrator 9/4/2022 11:37:14AM  AQM, Administrator -] @ Success
3 Quality Score Trend = s
* BG_Application Rab 8/4/2022 11:33:05AM  AQM, Administrator 8/4/2022 11:33:12AM  AQM, Administrator ® @ Success
epol
» BG_Evaluation Eva\u:tmﬂ Detal B/4/2022 11:26:59 AM  AQM, Administrator 8/4/2022 11:4514 AM  AQM, Administrator ] @ Success
epo
Audit Activity Detail g e
» BG1 8/4/2022 11:04.03 AM  AQM, Administrator 8i4/2022 11:0403AM  AQM, Administrator (-] @ Success -

Rennort

n 1-51 of 51 items

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.
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a. Quality Score Trend Report: If you select a Quality Score Trend Report to view, the
following window appears.

REPORT PARAMETERS VIEW REPORT
Name: € BBk Date Range:  10/1/2020 - 10/16/2020
Ah15-timezone changed Templates
Ty Report for test
250%
200%
Report Type: 150%

re Trend Repor

Qualit

N 100%
Trend By: 50%
0%
2020
3 «
Report View:
5 w Evaluation Template Name
Inte n H
= == 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 to group by that column
Timezone: 4 Evaluation Template 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(Inactive) -

Teams:

E-?-TBR-LOZA-SUMMERLIN(Inactive)
Rachel Kent's Team

b. Quality Detail Report: If you select a Quality Detail Report to view, the following
window appears.

REPORT PARAMETERS VIEW REPORT
Name: ¢ BBk Date Range:  1/18/2018 - 216/2021
Test - Quality Detail Report Templates
Description:
Test - Quality Detail Report
1000%
800%
600%
Report Type: 400%
Quality Detail Report 200%
0%
. -200%
Report View: @ _400%
Interaction -600%
-800%
Timezone: o | -looe%
-1200%
UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi P High Score Low Score Average Score
Evaluation Template Name
Evaluation Templates:
Auto Template 10/5/2020 12:17-28 PM = = v
Auto Template 10/5/2020 3:50:31 PM Drag a column header and drop it here to group by that column
Auto Template 10/8/2020 3:07:56 PM o
4 Evaluation Template Name = Numb. =  Hgh.. = LowS.. = Avera.. =
Teams: All Types Classic 1 100% 100% 100% -
MXGUA Danigla Diaz(Inactive) - All types of questions and dependent questions 1 0% 0% 0%
USLAX Nikki Rawnsley
MXGUA Karina Hernandez . Auto Template 10/1/2020 10:24:39 PM 1 100% 100% 100%
Auto Template 101172020 10:32:17 PM 1 100% 100% 100%
Chart Type:
Auto Template 10/1/2020 10:46:34 PM 1 100% 100% 100%
Column
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%
M« n 2 > M 1- 100 of 108 items
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This report displays 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.

c. Evaluation Details Report: If you select a Evaluation Details Report to view, the
following window appears. This report provides the details of a question such as
dependent questions, Question Type, Point Earn, Points Possible and Success Rate.

Report Type:

Report View: &

Evalustion Template:

Teams.

—

Agents From Seected Teams:

patet o

REPORTPARAMETERS

VIEWREPORT

+ Deperent Duesl 2 Tipe = TollRespense

= Paints Pessibls

& Painls Eamed = Poinls Passhie 5 Suctess Rale

| Painis Earned % Points Pasibe Sueess Rle

8.3.6.1

Export the Report to PDF

This section describes how to export the report to PDF.

1. Refer View a Report section.

Aspect Workforce Engagement Management Quality™ Administrator Guide
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2. Under the View Report, click on the Export to PDF 2 button to export the report in .pdf

format. Refer the below screenshot.

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 Scerecard 1 Training
Scorecard SAM-CAM v2

Teams:

MXGUA Adolio Mendez SS
MXGUA Adolio Mendez SS(Inactive)
MXGUA Abraham Armenta

Note:

VIEW REPORT

€ Pk = DateRange:  1M/2016 - 123172019
Templates

Export to PDF
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 1 == NAM MX Scorecard 1 Training == OB Scorecard NAM/MX Scorecard Quality MX
== Scorecard Quality MX OB

A - v

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

« 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) &7% of 1483 Evaluation(s)
Scorecard Quality MX OB 89% of 42 Evaluation(s) 86% of 66 Evaluation(s)

n 1-5of5items

e 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.
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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(Inactive), 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
Ibrahim(lnactive), 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(Inactive), MXGUA Alberto Lomeli(lnactive), MXGUA Ana Betel, BRGUA Support, ISPRD Vanessa Lloja(Inactive),
MXGUA Adolfo Mendez(lnactive), MXGUA Adolfo Mendez 55, AlbertTestEntWeorkgroup(Inactive), MXGUA Adolfo
Mendez(Inactive), AMEGUA Inactive Users, AlbertTestEntWorkgroup(lnactive), MXGUA Ana Betel, MXGUA Alejandro
Reguera(lnactive), MXGUA Ahmed Ibrahim(inactive), BRGUA Support(inactive), CAMON Dom Schroeder(lnactive), MXGUA
Alberto Lomeli(Inactive), MXGUA Andrea Rosales(Inactive), Jesus Gonzalez SO(Inactive), ISPRD_Curtis Wheatley(lnactive),
baseAgentWorgroupl, MXGUA Alejandro Reguera(lnactive), Julio Guzman(lnactive), MXGUA Abraham Armenta, MXGUA
Adolfo Mendez SO(Inactive), MXGUA Ana Rodriguez

Chart Data:

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 Trainirmg= 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

4 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 1-50f 5items
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8.3.6.2 Export the Report to Excel

This section describes how to export the report to excel file.

1. Refer View a Report section.

2. Under the View Report, click on the Export to excel ¥ button to export the report in
excel format. Refer the below screenshot.

REPORT PARAMETERS

Name:

Export to Report (Pdf and Excel)

Description:

Report Type:

Trend By:

Report View: 6
View By:

Timezone:

Evaluation Templates:

DISTRIBUTOR SUPPORT MX 1.1
NAM MX Scorecard 1 Training
Scorecard SAM-CAM v2

Teams:

MXGUA Adolio Mendez SS
MXGUA Adolfo Mendez SS(Inactive)
MXGUA Abraham Armenta

Note:

VIEW REPORT

e 2[F]u
Templates \

Date Range:  1/1/2016 - 12/31/2019

Export to Excel

Export to Report (Pdf and Excel)

2016 2017
Evaluation Template Name

NAM MX Scorecard 1 == NAM MX Scorecard 1 Training == OB Scorecard NAM/MX Scorecard Quality MX
== Scorecard Quality MX OB

A - v

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

4 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)

n 1-50f 5 items

¢ The Export to excel button will be disable if the data is not available for the report or

the report is not saved.
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¢ 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.

ey Draw Page Layout Formulas
T EEEM Calibri -l A Kl=E=
E2) Copy ~
PavSte ' Format Painter B I U- ==
Clipboard -] Font =
G20 - A

Evaluation Template Name
NAM MX Scorecard 1

NAM MX Scorecard 1 Training
OB Scorecard NAM/MX
Scorecard Quality MX
Scorecard Quality MX OB

87% of 1038 Evaluation(s)
73% of 104 Evaluation(s)
91% of 62 Evaluation(s)
87% of 999 Evaluation(s)
89% of 42 Evaluation(s)

=R = R ST R Sl

Data View
= ‘p/ - %Wrap Text General
= | £ 2= Merge & Center = $ ~ % 9
Alignment ] MNumber

87% of 1270 Evaluation(s)
80% of 98 Evaluation(s)
91% of 66 Evaluation(s)
87% of 1483 Evaluation(s)
86% of 66 Evaluation(s)

8.3.6.3 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

1 Name Export 1
Type Evaluation Detail Repod
3 Report View ineraction
4 ReportBy Revewer
4 Date Range 08172023 - 0873072023
& Time Zone (UTC+05:30) Chennai, Kolkata, Mumaiai, New Deu
7 Evaluation Template Export 1o Excel Template 1
§ Teams ITEL Cable Consumer Specialist, Continuum Saies; 2_Sabo, MykelSenior | z_Cable Repas CRAI New Hire; SF CCO Retal New Hire, Marks, StephanieiTech Supt Suc: Stagieton, MIBSSC Senior, Greene, Sueidv Voice and Data; 2_Woaise
2 soents Leapald, Jon; Roper, Doneisha; Semres, Crystal. Eli, Trishana, Gualtney, Cody, Dawson, Denvsa; Henry, Minder (inactive), Marte, Shenice; Boles, Mitchell, Wialter, Miguel, Reynokds. Kameron, Brown, Ashiey, Sorensen, Thomas: Receptionsst,

Points  |Points  |Success

Evaluated [Question [Question [Question

Hame Team Section Question interactio |Options Point  |Poims  |Success
1 Famed. ||Femibie) |Rats ns Eamed |Fossible |Rate
Administator, AQH Fruts 1000 3000 a{apple 1 1000 1000 100
{F] |
landiord, uip - UIP_73 g:‘(;::’“r:v““’g'::‘:”’“ Aspect  leoue 1000 3000 33|apple 1 0ol 1000 o
13 N |
Admmnistrator, AGM Fruts 10.00| 30.00 33|Mango 1 000/ 10.00/ 0|
1 |
fandiord, wip - UIP_T3 m:m&‘fa':mmm Aspect  lenis 1000 3000 38{Mango 1{F ooof 1000 o
15
Administrator, AQM Fruts 1000 3000 33{orange 1 1000 1000 100)
18 .
landiord, uip - UP_T3 e e R, (e 1000/ 3000 33|Orange 1 000l 1000 of
17 L/
18 Administrator, AGH ruts 1000] 3000 33[Banans 1|Evaluaion 1
new team 2 uplandiord, Aspect
1g andlond, up -UP_73 Sl Fruts 1000 3000 33(Bansna 1| Faise
Bangaare (0)
Mysore (0)
Administrator, AQH States 5500 2500 22{Kamataka  mecrhl s00 1000 50|
\aciken (D)
20 i )
Bangalore (0)

Report Header data:

* Name: Name of the report.
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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:

The name of the Reviewer or Agent will be displayed in last name, first name format.

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:

The team name of the Reviewer or Agent. If the user is associated with more than one
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.
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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:

Report by Agent

7 [Mame. TExport o Excel (Agen)
2 Ty

3 Report View

4 Report By

5 Date Range

& Time Zone

7 Evaluation Template
B Teams

Evakuation Detail Repart
Interaction

OR02023 - 08302023

(UTG-08.00) Pacific Time (US & Canada)

Export to Excel Template 1

Question Points Earned/Question Points Possible

TEL Gable Consumer Specialist, Continuum Saes, 2_Sabo, MykelSenior |, _Cabie Repair CRAI New Hire; SF CCO Retail New Hire, Marks, StephaniefTech Supt Sve; Stapleton, JBSSC Senior, Greene, SuelAdy Voice and Data; 2.1

9 Agents Herry, Minger, landiord, ip
10
- Evalusted Guestion |Question [Qusstien
Mame Team Section ;::';‘.‘_ -::;":fbl_ ::;‘*“ Question Interactio (Options Points  |Points  |Success
" | g ¥ " o I TR |Eamed _|Possible |Rate
Ves (1)
Henry, Minder - LIP_T3 Fsx Advisar Frits 2000 5000 &7|ppie 1]No (0} 1000|1000 100)
12 1A ()
Pass (1)
Heney, Minder - UP_73 Fsx Advisor Fruts 2000 3000 87|Mango 1[Fai (1) o0 1000 o
A (0)
True (1)
Heney, Minder - U _73 FSX Advisor Fruts 2000 30,00 &7|Orange Faise (0) 10.00/ 10.00) 100)
14 A (0)
15 Henry, Minger - U 73 FSX Advisor Fruts 20.00) 30.00] B7|Banana [Evaluation 1
Bangalore (0)
ysare (0)
Herey, Wocer U 73 Faicadasor sates o] o500  sofkamotsia lerce () so0  t0m s
Madikeri (0)
16 HiA (0]
Trupa (0)
Vishakapatniam (1)
Heney, Minder - LiP_T3 FsX Advisor States 1000 2500 40Andra Praesh 1|Viaywada (1) s00| 1500
Onguke (0)
17 | Tadipatn (0)
Ves (1)
landiord, uip - LFP_73 raw feam 2 plandord, Aspect. | 000 30.00| 0lapgie 1{o (1) 0.00 10.00| 0|
Suppart, new leam S{1).
18 A (0)
Pass (0)
lncor, up-UP_73 o i gt S o % T ! AlFaa i o oo o
19 s : HiA (0)
T True (0)
landiord, uip - UP 73 pew leam 2 uplandiond, Aspect. |0 000 3000) olorange 1[False (1) 0.00 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.

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:
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¢ The user is able to activate or deactivate a report, if the user is either owner of the 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.

1. Select the report for which the Active column is blank, as shown below.

REPORTS

c + £E B (U]

Scheduled Reports Ad Hoc Reports

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

B Name = RepotType = vCreatedDa.. = Created By =| LastRunD.. = LastRunBy =| Scth.. = NexdtS = Aclive = Slatus =
week(s i
Daily at
y 120217:17 12021 12:00:
» Dailyb :uu":m’m et ;:3‘6 TR s Z\f’;u A ARR System i DO;‘M NIA @ Success
epo every
day(s)
Weekly at
. Audit Activity Detaill ~ 716/20214:33:22 7H6/20214:33.28 12:00 AM on o
* weekly 5 Report o AQM, Administrator . System ity b N/A (] @ Success
& 4 4 iy every
1 week(s
Monthly
Audit Activity Detail 711672021 4:31:47 TH62021 43127 M,on hiy at
» MOnthly3 i - AQM, Administrator e System 1200AMon  NIA (] @ Success
EDD Y Y 16,19
Weekly at
12:00 AM
. Aucit Activity Detall  7H6/2021 4:26:20 THE/2021 4:26:38 i
* weekly3 oo ™ AQM, Administrator P System Thursday NIA (] @ Success
every 2
week(s)
Weekly at
Audit Activity Det 7162021 4:24:56 TN6/20214:25:27 12:00 AM
» Weekiy2 e Real & ! AQM, Administrator & e System Ao NIA [v] @ Success
Report PM PM Friday every
2 ureek(s)
Daily at =

3

- 62 of 62 items
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2. Click on the Activate © button and the check mark will be shown on the Active column
for the selected report as shown below.

REPORTS

o+ @ B O N

Scheduled Reports Ad Hoc Reports

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

= Name = RepotType = vCreatedDa =| Created By = LastRunD = LastRunBy = Sch.. = NextS = Aclive = Siatus ]
week(s) =
Daily at
Audit Activity Detail | 7/16/2021 7:17:56 713072021 12:00:04 12:00 AM
» Dailyé Rt iy . AGM, Administrator AM System vazf NiA (] ©@ Success
day(s)
Weekly at
- Audit Activity Detail ~ 7/16/2021 4.33:22 71162021 4:33:28 12:00 AM on
» weekly 5 Report B AQM, Administrator B System Eidoy s NiA ] @ Success
o ! ! y every
1 week(s)
Monthly at
Audit Activity Detall  7/1612021 434:17 THG2021 43127 i
*» MOnthly3 Report oM AQM, Administrator oM System 12:00AMon  NiA ] @ success
it 16.19
Weekly at
Audit Activity Delail ~ 7/16/2021 4:26:29 71612021 4:26:38 L0
» weekly3 Report - AQM, Administrator B System Thursday NIA [] @ Success
M !
every 2
week(s)
Weekly at
Audit Activity Detail ~ 7/16/2021 4:24:56 7162021 4:25:27 12:00 AM on
» Weekly2 e 2 AQM, Administrator 5 t System & NiA ] @ Success
Report PM PM Friday every
2 week(s)
Daily at
A A A ki i el TI4E AN V-C4-LC 71421014 1-E1- AN 47-N0 AL ol

»

- 62 of 62 items.

8.3.8 Deactivate the Report

This feature allows to deactivate an activated report. To deactivate the activated report follow
the steps below.
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1. Select the report for which the Active column is checked as shown below.

REPORTS

o+ @ B O O

[ Ad Hoc Reports

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

= Name = RepotType = vCreatedDa =| Created By = LastRunD = LastRunBy = Sch.. = NextS = Active = Siatus ]
week(s) 7
Daily at
Audit Activity Detail | 7/16/2021 7:17:56 713072021 12:00:04 12:00 AM
» Dailyé iy AGM, Administrator System NiA (-] @ Success
Report M AM every 2
day(s)
Weekly at
B i Audit Activity Detail ~ 7/16/2021 4.33:22 i e 71162021 4:33:28 e 12:00 AM on i ) ® s
weekly 5 iministrator ystem A uccess
Ly Report BM s PM 2 Friday every
1week(s)
Monthly at
Audit Activity Detall  7/1612021 434:17 THG2021 43127 i
* MOnthiy3 AGM, Administrator System 12:00 AMon  N/A /] @ Success
Report PM PM
16,19
Weekly at
Audit Activity Detail ~ 7/16/2021 4:26:29 71162021 4:26:38 I Mo
» weekly3 AQM, Administrator System Thursday NiA -] @ Success
Report PM PM
every 2
week(s)
Weekly at
Audit Activity Detail ~ 7/16/2021 4:24:56 7162021 4:25:27 12:00 AM on
» Weekly2 i 2 AQM, Administrator 5 t System & NiA ] @ Success
Report PM PM Friday every
2 week(s)
Daily at
At A ki Db TI4E AN V-C4-LC 74204 1-E1- AN 47-n0 AL ol
3
n 1-62 0f 62 ifems

Q

2. Click on the Deactivate button and the Active column will be blank for the selected

report as shown below.

REPORTS

c|+ £ 8B (V]

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

B Name » Report Type = v (Crealed Da. = Created By : Last Run D. = Last Run By : Sch. L] NextS. » Aclive = Status "
Week(s) o
Daily at
Audit Activity Detail | 7/16/2021 7.17:56 713072021 12:00:04 1200 AM
* Daily6 R ACveY, Dt AQM, Administrator System NIA @ Success
Report M AM every 2
day(s)
Weekly at
= s Audit Activity Detail ~ 7/16/2021 4.33:22 Rl i TH6/2021433.28 e 12:00 AM on ) ® s
weekly 5 ministrator ystem A uccess
& Report 2 e 2 : Friday every
1 week(s)
Monthly at
Audit Actiity Detail 7162021 4:31:17 TH62021 43027 el
* MOnthiy3 Renort - AQM, Administrator " System 1200AMon NA (/] @ Success
& 16,10
Weekly at
12:00 AM on
. Audit Activity Detail 711612021 4.26:29 716120214:26:38 e
* weekly3 oo ™ AQM, Administrator P System Thursday NIA (] @ Success
every 2
week(s)
Audit Activity Det: TM6/2021 4:24:56 762021 4:25:27 12:00 AM
S & AQM, Administrator & : System C o NIA (] @ Success
Report P P Friday every
2 week(s)
Daily at =
it Bt st THEMANS AE1Ee Si4emnna 1ea-an 1vnn aun ;
n 1- 62 0f 62 ifems

Example: In this scenario, the Daily report was created on 16th July, 2021 and as the
report is deactivated, the daily report will not run.
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8.3.9 Delete a Report

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

et ¢ |5} U]
Scheduled Reports Ad Hoc Reports

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

B Name =  ReporiType = vCreafedDa = Creafed By =  LasiRunD = LlastRunBy = Sch.. = |NexiSc.. =| Adive = Slalus =
Daily at
211612021 11:38:03 211612021 1:22:10 12:00 AM 21772021 12:00
» [Test - Quality Detail Report | Quality Detail Report AQM, Administrator AQM, Administrator @ Success
AM PM every 1 AM
day(s)
Daily at
21512021 9:26:37 2016/2021 12:00:10 12:00 AM 21772021 12:00
¥ Quality Detail Test Quality Detail Report o Thomas, Aagaard System o [v] @ Success
PM AM every 1 AM
day(s)
- Monthly at
Quality Score Trend 121212020 8:57:18 . 121612020 9:07:26 11312021 12:00 ;
* 3RT Report AQM, Administrator AQM, Administrator ~ 12:00 AM on (] @ Failed
Report P PM AM
34
Weekiy at
. Quality Score Trend  11/24/2020 2:09:13 e 1172512020 6:00:07 T ;2 Dj Alon ® s
gganv Report PM AQM, Administretor AQM, Administrator ~ Sunday uccess
every 1
week(s)

2. Click on Yes to delete the report from the grid.

A Warning x

Are you sure you want to delete the selected report 7

No Yes

8.4 Create Reports in WEM similar to Classic Ul

The Classic Ul Reports are now available in WEM.

The table lists the name of the Classic Ul Reports and corresponding name of the reports that
are available in WEM:

Classic Ul Report Name WEM Report Name

1. Agent Detail Filter by Scorecard Template Quality Detail Report (Classic Ul
Report Name - Agent Detail Filter by
Scorecard Template)
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Classic Ul Report Name WEM Report Name

2.

Agent Percentage Score Comparison to Peers -
Agent Group

Quality Score Trend Report by Agent
Group

Agent Scores on Questions of a Scorecard by
Team

Option 1: To know question level
details use Evaluation Detail Report

Option 2: To know the High Score/
Low Score, Average Score Details
use Quality Detail Report

Question level details and High or
Low Score

Quality Monitor Detail by Agent

Quality Detail Report (Classic Ul
Report Name — Quality Monitor
Detail by Agent)

Quality Monitor Summary by Agent

Quality Detail Report (Classic Ul
Report name is Quality Monitor
Summary by Agent)

Scored Call Summary by Agent

Quality Detail Report (Classic Ul
Report name is Scored Call
Summary by Agent)

Supervisor Review Performance by Date

Quality Score Trend Report by Agent

Team Comparison — Specific Scorecard

Quality Detail Report (Classic Ul
Report Name is Team Comparison —
Specific Scorecard)

Team Detail with Bar Graph

Quality Detail Report (Classic Ul
Report Name — Team Detail with Bar
Graph)

10.

Team Scores on Questions of a Scorecard

Option 1: To know question level
details use Evaluation Detail Report

Option 2: To know the High Score/
Low Score, Average Score Details
use Quality Detail Report

Evaluation Detail Report, High or
Low Score and Average Score
(Classic Ul Report Name - Team
Scores on Questions of a Scorecard)

1.

Trend Report Average Quality Score by Agent —
Month View

Quality Score Trend Report by Agent
with View by as Month

12.

Trend Report Average Quality Score by Agent —
Week View

Quality Score Trend Report by Agent
with View by as Week

13.

Trend Report Average Quality Score by Agent

Quality Score Trend Report by Agent
with View by as Day

14.

Trend Report Average Quality Score by
Application

Quality Score Trend Report by
Application with View by as Day
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Classic Ul Report Name WEM Report Name

15. Trend Report Average Quality Score by Quality Score Trend Report by
Scorecard Template Evaluation Template with View by as
Day
16. Trend Report Average Quality Score by Teams — | Quality Score Trend Report by Team
All Scorecards with all templates selected and view
by as Day
17. Trend Report Average Quality Score by Teams — | Quality Detail Report (Classic Ul
Specific Scorecard Report Name — Team Comparison —

Specific Scorecard )

18. Trend Report Daily Agent Comparison to Peers - | Quality Score Trend Report by Agent
Agent Group Group (Classic Ul Report Name —
Trend Report Daily Agent
Comparison to Peers - Agent Group)

19. Trend Report Daily Agent Comparison to Peers — | Quality Score Trend Report by Agent
Bar Graph - Agent Group Group (Trend Report Daily Agent
Comparison to Peers — Bar Graph -
Agent Group)
20. Audit Activity Detail Report Audit Activity Detail Report

8.4.1 Accessing Reports

Follow the steps to access Reports:
1. Login to WEM.
2. Click the main menu icon.

3. Expand Employee Experience.
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4. Select Reports.

Reports/Cuahty

Ad Hoc Reports
# Home
& Employee Experience
Interactions
Evaluations
Reports

Utilities

+% Administration

Note: The above steps are universal to access the different WEM reports starting with

Section 7.4.2 till Section 7.4.21. The below sections illustrate how to create a report in
WEM similar to classic Ul

8.4.2 Quality Detail Report (Classic Ul Report Name - Agent
Detail Filter by Scorecard Template)

To create Agent Detail Filter by Scorecard Template Report in WEM, follow the below steps:

1.

Click Ad-Hoc or Scheduled Reports. This depends on which report you want to create.

. Select Quality Detail Report in Report Type.
. Enter the data for other required parameters.

2
3
4.
5

Click on the Preview button.

. Click on Evaluation Template Name link available in the result grid. Teams based data will

be displayed. (Shown in blue color Classic Ul Report).

Click on the Teams link available in the grid > Agents based data will be displayed.
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General Schaduin Pemissions ADD REPORT
Nama: L e =
Descaiption:
o
Report Type: * w1 il ol
sty Detat R .
soos 1| |
Report Vew: © |
o f |
i v |
— |
ol 4 e B i
» i
To: ET
5o

Evolustion Templates: *

199 8 cien beades it

-  Evmatsn Tampule Nine =

st setectoa )
Toama: *

S—_ Seloctod i) n
Delault Chart Type: -

Comgare Ciassc and WFD 3 1w

o T G o

[[l

Autiage Score

1IN

Evaliston Temcs

Lowsesrs " g s .

Classic Ul Report

° ALVARIA

Agent Detail - Filter by Scorecard Template

Alvaria™ EX Quality

Team %
Scorecard Template Mame: %
Date From THMI2015 12:00:004M
Date To 7/31/2023 12:00:00AM Report Generation Date:
Time Zone (UTC-08:00) Central Time (US & Canada) TI242021 6:40:29AM
Site Mame: Default Site
Switch Name: Avaya 7.x
Team BHagya Team3
Number of Number of High Low Average
Calls Scorecards Score Score Score
Agent Name Monitored Entered
DMCC load13123, DMCC 10,001 10.001 100.00 100.00 100.00
load13123 {13123}
H323 Load 10,000 10,001 100.00 100.00 100.00
Extension17037, H323
H323 Load 0,009 0,029 100.00 100.00 100.00
Extension17170, H323
H323 Load 10,003 10.004 100.00 -2000.00 88.79
Extension17320, H323
H323 Load 10,000 10,000 100.00 100.00 100.00
Extension17470, H323
Lead Agent 16400, Load 10,000 10.000 100.00 100.00 100.00
Agent 18400 (15400)
Load Agent 18624, Load 10,006 10,008 300.00 0.00 06.09
Agent 186824 (16824)
Load Agent 18735, Load 10,000 10,000 100.00 100.00 100.00
Agent 18735 (16735)
Losd Agent 16781, Load 10,000 10.000 100.00 100.00 100.00
Agent 16701 (16781)
Load Agent 16009, Load 10,001 10,002 300.00 100.00 100.02
Agent 18800 (16208)
EHagya Team3 - Totals 400,010 100,016 300.00 -2000.00 99598
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8.4.3 Quality Score Trend Report by Agent Group

Classic Ul Report Name - Agent Percentage Score Comparison to Peers - Agent Group
WEM Report - Quality Score Trend Report by Agent Group

To create Agent Percentage Score Comparison to Peers Report in WEM, follow the below
steps:

1. Click Ad-Hoc or Scheduled Reports. This selection depends on which report you want to
create.

Select Quality Score Trend Report in Report Type.
Select Trend By as Agent Group and View By as Day.
Enter the data for other required parameters.

Click on the Preview button.

o o &~ W N

If you want to view the report created details based on Evaluation, select View By as
Evaluation or select Interaction to view the details based on the interactions.

7. Click on Agent Groups link > Teams link > Agent Details will display.

Note: The All agents Score based on teams can be viewed under Team details result.

WEM Report

e e ADD REFORT

nd Report ¥
¢ \_

Trend By:
Report View: 6

View By: 1 ]

< 12472020 12232020 6252021 91272021

Date Options:

From: * To: * - i

& Agent Name = 12172020 = g

Timezone:

nai, Kolkata, Mumbai, New Delh -

Evaluation Templates; *

Include All Selected (All)
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Classic Ul Report

ALVARIA
o Alvar
Agent Percentage Score Comparison to Peers - Agent Group
Agent Group AQM_Inbound
Team =Default=
Date From 11172020 12:00:00AM
Date To 713172023 12:00:00AM
Time Zone (UTC-06:00) Central Time (US & Canada) Report Generation Dat
Site Name: Default Site
Switch Name: spdectips
Team
6/21/2021 9/21/2021 Average
Godihuggi, Bhagya (2116) 100.00 125.00 75.00
All Agents 100.00 125.00 75.00

8.4.4 Question level details and High or Low Score

Classic Ul Report Name - Agent Scores on Questions of a Scorecard by Team

WEM Report:

Option 1: To know question level details use Evaluation Detail Report

Option 2: To know the High Score/Low Score, Average Score Details use Quality Detail
Report

To create Agent Detail Filter by Scorecard Template Report in WEM, follow the below steps:

1.

Click Ad-Hoc or Scheduled Reports. This depends on which report you want to create.

2. Select Evaluation Detail Report in Report Type.
3.
4
5

Enter the data for other required parameters.

. Click on the Preview button.

. The Question details will be displayed along with the Scores, Number of Responses, Points

Earned, Points Possible and Success Rate.

To drill down for each question details on which an agent scored, click on the Question link
in the grid.
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WEM Report: Drill Down by Question
EN o e ADD REFORT

Name: « o=
J Tamptanes
Descrigtion: y
o
Foport Type: * % | fatia & I " & 2 |
sty Detat Rt . | |
s | ‘ 1 |
Report View: | | | |
100w | | |
[ o v | ‘ |
15008 | || | 1 |
Daio Ogiions: | | |
Eeiton Gt Range PR eies ! i i il | L i §
n H High Scare Low Score Average Score
To: 250
el Evahaanon Teneate Name
280 o
A o
Timazon 013 4 ot et it 3 e o i By I ok
1UTC05 30 Chennal, Ksaa, Mumesi tr - L ——— [ T—— n s = ey n s .
ws09ra . o s o
Evalustion Templates: *
2 mecion 13 {2 o [
voinct [ momse s Setectoa g s
™ a ™ ™ ™
Toama: * Actve e ] 100% oo oo
cloct | [ ste 0 Saitod ) BT n 1o o o
chos oo z o o o
Defaule Chant Type:
y doned o ' ™ N N
T -
cammant ' i N [
Comgare Ciasse ard WFD 3 os % ™

o ECEECTE -0 e

WEM Report: Template and Section Level

Schedule Permissions ADD REPORT
Interaction v €
Sections
Date Options:
P—— 5 Drag a column header and drop it here to graup by that column
B Section = Points Eamed = Points Possible = Success Rate
gn ;*
From: To: v Section 1 75 15 50% &
/2572020 1200 AM 712412023 1159 PM
ao 8 o Drag a column header and drop it here to group by that column
Timezone: s Question = Twe = TolalRes = PonsEa. = PonisPo. =
(UTC+05:30) Chenniai, Kolkata, Mumbai, New Delhi v i )
Question 1 Yes/No No (0) 10 10
NA(Q
Evaluation Template: * )
150919 x ran
R Question 2 Trug/False False (1) 0 10
Teams: * NA(1)
Select Include All Selected (All) Ontion 1 (0)
I Option 2 (0)
Question 3 Scored Scale NA 10
. Option 3 (0)
Agents From Selected Teams: NAG)
Select Include All Selected (All)
‘ B
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WEM Report: Drill Down by Question

= Tl Response

2

Diog @ column hoadsr and érop  hera ta group by that column.

= Points Eamed

10

hare 10 group by that cokumn

m Schaduln Pomissions ADR REAORT;
Description: &
ions | Section 1/ Question 1
Drag a coum heades and 603 heve t rous b that coumn

*

Report Type: ©  Opton Text
Evaluation Detall Report - v s
Report view: 0
Inecacton m O Reviewes Name
" Administator, AOM
Duis Optione: [
Custam Date Ranga - -
Pl Commants

From: * o *

82572020 1200 AM # 0| esnssee

Timezone:

Evaluation Tempiate: *
150919
Teams: *
+ [ include Al
Agents From Selected Teams: *

c include All

8o *  Gosihuggl Bhagya (spdactips)
No
x
NiA
Selacted {A)
Selacted {AN)

= Poinis Eamed = Points Possibie = Success Rale =
10 10 100%
= Points Possible = Success Rals ]
10 100%
No Data
100%
No Data
NA o NiA
NA na NiA

Classic Ul Report: Template and Section Level

Agent Scores on Questions of a Scorecard by Team

Scorecard Template Name:
Team

Scorecard Template Total Weight

150919
%

10

Alvaria™ EX Quality

Date From 712015 12:00-00AM
Date To T7i31/2023 12:00-00AM Report Genaration Daie
Time Zone (UTC+05:30) Chennal, Kolkata, Mumbai, New Delhi TIZ4Z0Z3 11.47 05AM
Site Mame: Defaul Sie
Switch Name: Clgco UCCX
Template: w0
Section: Section 1
Dascription:
Question: Cluestion 1
Question Type: Yes - No
Question Weight: 10

Number of Calls  Number of Times Question  Question Low  Question
AgentMame: Scored Question Scored High Score Score Average

NIA Score

agent1D, vccx (Agentx10) 1 o 10 10 10.00
Taotal 1 o 10 10 10.00
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8.4.5 Quality Detail Report (Classic Ul Report Name —

Quality Monitor Detail by Agent)

To create Quality Monitor Detail by Agent in WEM, follow the below steps:

1. Click Ad-Hoc or Scheduled Reports depends on what you want to create

Select the Report Type as Quality Detail Report

Provide other needed parameters

The Evaluation Template details along with Scores will be displayed.

2
3
4. Click on the Preview button.
5
6

To drill down for each interaction details on which agent scored, click on Evaluation
Template > Team > Agent links respectively in the grid.

QO avaria Aammervor Ao WA €
=l - ADD REPORT
Nam e
e

Descripion:
Report Type: *

sy =
Rapart Viow: &

v 2w
Date Options: o
From: * To: * L 71152021 124516 AV = 71152021 10158 AM = T, 0 - 162519 P
mo 2o .
Timesone:
UFCA0530) Chenna: Kalrats. Wl New Dain 5 = Duseton gert Toam R = n =i
Evaluation Templates: *
- soectea ()
e 5201 6351360 000000 o0
e 2 —r—
Defaut Chart Fype:
concet (TN TR [ ]

Classic Ul Report

8 awvanria

Quality Monitoring Detail by Agent

Alvaria™ EX Quality

Team <Default>

Date From 7/1/2020 12:00.00AM

Date To 7/31/2023 12.00:00AM

Time Zone (UTC-06:00) Central Time (US & Canada)

Sort By Quality Score

Switch Name UIPT3SP4ECTIPS

MGR, Noble (2111) Total Hold Talk Time Agent Team Quality
Date/Time Application Skill Group Taken By Reviow; -Review Scoring Template Used Seorw
2021-10-07 06:37:28  baseApplication1 Inbound_General 00:00:00 00:00:41 New Scorecard Template_m 100
2021-10-19 22:14:29  baseApplication1 Inbound_General 00:00:00 00:02:02 save as final 12
2021-10-07 06:02:08  baseApplication Inbound_General 00:00:00 00:01-07 choose one (1]
2021-10-19 22:14:29  baseApplicationi Inbound_General 00:00:00 00:02:02 BGOO7 0
2021-10-19 21:46:30  baseApplication1 Inbound_General 00:00:00 00:01:07 Template1 0
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8.4.6 Quality Detail Report (Classic Ul Report name is
Quality Monitor Summary by Agent)

To create Quality Monitor Summary by Agent in WEM, follow the below steps:

1.

2
3
4.
5
6

Aspect Workforce Engagement Management Quality™ Administrator Guide

Click Ad-Hoc or Scheduled Reports depends on what you want to create
. Select the Report Type as Quality Detail Report
. Provide other needed parameters

Click on the Preview button.
. The Evaluation Template details along with Scores will be displayed.
. To drill down for each agent summary details on which agent scored, click on Evaluation

Template > Team links respectively in the grid.

Classic Ul
Number of Calls Number of Calls High Score Low Score Average
Switch Total Monitored Scored Score
UCCE 20000 20,000 100.00 100.00 100.00
Switch UIP73_SP2_RCTIPS
Agent Name
Godihuggi, Bhagya (2115)
Number of Calls  Number of Calls High Score Low Score Average
Agent Group Monitored Scored Score
IN/A] 1 1 100.00 100.00 100.00
Agent Total 1 1 100.00 100.00 100.00
WEM Report

= ADD REPORT
Name: * € W =
= B e S "
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8.4.7 Quality Detail Report (Classic Ul Report name is
Scored Call Summary by Agent)

To create Scored Call Summary by Agent in WEM, follow the below steps:

1.

Click Ad-Hoc or Scheduled Reports depends on what you want to create

. Select the Report Type as Quality Detail Report
. Provide all required parameters

2
3
4.
5
6

Click on the Preview button.

. The Evaluation Template details along with Scores will be displayed.

. To drill down for each interaction details on which agent scored, click on Evaluation

Template > Team > Agent links respectively in the grid.

WEM Report
m Seneduie Panriasions ADD REPORT

uuuuu . s k=
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Team: <Default>

Date From: 71112020 12:00:00AM

Date To: 7/31/2023 12:00:00AM Report Generation Date
Time Zone: (UTC-06:00) Central Time (US & Canada) 7/25/2023 6:17:04AM
Site Name: Default Site

Switch Name: spdectips

Agent Name: Dwivedi, Sujit (2111)

Date/Time of Call Agent Group ANIICLI Application Duration Score

12/2/2021 6:28:27AM  Inbound_General 1002 baseApplication1 00:01:06 100
Average Score 100.00

Agent Name: Godihuggi, Bhagya (2116)

Date/Time of Call Agent Group ANI/CLI Application Duration Score

6/21/2021 12:05:52AM 00:00:00 100

9/21/2021 5:23:06AM 00:00:00 125

7/6/2022 2:18:48AM 00:00:00 0
Average Score 75.00

<Default> Average Score 81.25

8.4.8 Quality Score Trend Report by Agent

To create Supervisor Review Performance by Date in WEM, follow the below steps:

1.
2.

Click Ad-Hoc or Scheduled Reports depends on what you want to create

Select the Report Type as Quality Score Trend Report

Select Trend By as Agent and View By as Year/Month and provide other needed

parameters

Click on the Preview button.

If you want to view the report created details based on Evaluation, select View By as
Evaluation or select Interaction to view the details based on the interactions.

Click the Year header or data link to navigate through Year > Quarter > Month. The total
number of records will be displayed for each Year.
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WEM Report
Sehedule Parmissions ADD REPORT
Report View: & € W=
rteracion -
Agents
View By:
Quality Score Trend Report
Year -
80%
T0% |
Date Options: 0% |
50% 1
Custom Date Range v il
2%
From: * To: * ""gﬁ |
6262020 12 00 AM M O 7252023115PM Mo « O
2020 2022
Timezone: i agent Name
(UTC+05 30) Chennai, Kokata, Mumbai, New Delhi v
. - v
Evaluation Templates: * 0 neader and orop i here 10 group by i
Select Inchude All Selected (All) +Agent Name = 2020 =02 -]
agent10, ueex % of 1 Evaluation(s) 75% of 2 Evaluation(s)
Agents: *
Select [ | Include Al Selected (1)
Default Chart Type:
Column ~
o EEmECTE 0
Classic Ul
Date To 2023-07-31 12:00:00AM Report Generation Date:
Time Zone (UTC-06:00) Central Time (US & Canada) 7/25/2023 TA0:35AM
Site Name: Default Site
Switch Name: Avaya 7.x
Supervisor Name: Administrator, AQM (AQMAdmin)
Year: 2021
18
14
? 12
; 10
W o=
3 L W iy
] W Decomter
g s
4
2
a
Jurm Decermier
Month
Month Evaluations Performed
June 1
July 15
December 1
Annual Total: 17
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8.4.9 Quality Detail Report (Classic Ul Report Name is Team
Comparison — Specific Scorecard)

To create Team Comparison — Specific Scorecard in WEM, follow the below steps:

1.

Click Ad-Hoc or Scheduled Reports depends on what you want to create

2. Select the Report Type as Quality Detail Report
3.
4

Provide other needed parameters and click the Preview button.

. To drill down for team details, click Template link in the grid.

WEM Report

m p— Porlssint ADD REPORT

Wame: * « K=

| alls unlls uall
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Team Comparison - Specific Scorecard

Alvaria™ EX Quality

Team <Default=
Scorecard Template Name: %
Date From 7/1/2021 12:00:00AM
Date To 7/31/2023 12:00:00AM Report Generation Date:
Time Zone (UTC-06:00) Central Time (US & Canada) 7/25/2023 7:40:21AM
Site Name: Default Site
Switch Name: spdectips
Scorecard Template: %

Number of Calls Number of Calls Average
Team Monitored Scored High Score Low Score Score
=Default= 5 4 125.00 0.00 75.00
Switch (spdectips) Total 5 4 125.00 0.00 75.00
Switch Name: UIP73SP4ECTIPS
Scorecard Template: %

Number of Calls Number of Calls Average
Team Monitored Scored High Score Low Score Score
<Default= 4 4 100.00 0.00 22.40
Switch (UIP7T3SP4ECTIPS) Total 4 4 100.00 0.00 22.40
Site (Default Site) Total 9 8 125.00 0.00 4213

8.4.10 Quality Detail Report (Classic Ul Report Name — Team
Detail with Bar Graph)

To create Team Detail with Bar Graph in WEM, follow the below steps:

1.

2
3
4.
5

Aspect Workforce Engagement Management Quality™ Administrator Guide

Click Ad-Hoc or Scheduled Reports depends on what you want to create

Select the Report Type as Quality Detail Report
Provide other needed parameters

Click on the Preview button.

. To drill down for agent details, click on Template > Team link in the grid.
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Alvaria™ EX Quality

Team <Default>
Date From 7/1/2021 12:00:00AM
Date To 7/31/2023 12:00:00AM
Time Zone (UTC-08:00) Central Time (US & Canada) Report Generation Date:
Sorted By Agent Last Name 712572023 B:01:44AM
Site Name Default Site
Switch Name spdectips

Number of Calls Number of Calls High Score Low Score Average
Agent Name Monitored Scored Score
Dwivedi, Sujit (2111) 1 1 100.00 100.00 100.00
Godihuggi, Bhagya (2118) 3 3 125.00 0.00 62.50
Totals 4 4 125.00 0.00 75.00
Total - All Team 4.00 4 125.00 0.00 75.00

8.4.11 Evaluation Detail Report, High or Low Score and
Average Score (Classic Ul Report Name - Team Scores
on Questions of a Scorecard)

To create Team Scores on Questions of a Scorecard in WEM, follow the below steps:

1. Click Ad-Hoc or Scheduled Reports depends on what you want to create
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2. Select the Report Type as Evaluation Detail Report/Quality Detail Report
3. Provide other needed parameters
4. Click on the Preview button.
5. To drill down for each team details on which agent scored, click the Template link in the
grid.
WEM Report

preT

Classic Ul
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Scorecard Template Name: 150818

Administrator Guide

Alvaria™ EX Quality

Team <Defaults
Scorecard Template Total Weight 10
Date From TIi2020 12:00:00AM
Date To 77312023 12:00:00AM Repert Generation Date:
Time Zone {UTC-08:00) Centrsl Time (US & Canada) T252023 E14:14AM
Site Name: Default Site
Switch Name: UIP73_SP2_RCTIPS
Scorecard Template: 150919
Section Name: Section 1
Question: Question 1
Question Type: Yes-MNo
Question Weight: 10
Number of Calls  Number of Times Quest Question Low  Questi
Team Scored Question Scored High Score Score Average
NIA Score
(/A 1 ] 10 10.00
Total 1 o 10 10.00

Average Score by Team and Question

ai00g aBesaay

Team

W !

8.4.12 Quality Score Trend Report by Agent with View by as

Month

To create Trend Report Average Quality Score by Agent — Month View in WEM, follow the

below steps:

1. Click Ad-Hoc or Scheduled Reports depends on what you want to create

. Select the Report Type as Quality Score Trend Report

. Select Trend By as Agent and View By as Month and provide other needed parameters

2
3
4. Click on the Preview button.
5

. The trend report by agent on month basis will be displayed in the grid
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WEM Report

=l - [— ADD REFORT

Description:

Report Type: * 200%

Trend By:

Raport View: ©

| 1

Juy 2021 Septombar 2021 Ociobar 2021 Docomber 2031 June 2022 duly 2022

View By

Agent Name

Evaluation Templates: *

ncude Al Selacted (A1)

¥323 Losd Extensiont a0's of 10001 F:

129662 tems

Classic Ul

Aspect® Quality Management
Trend Report - Average Quality Score by Agent - Month View

Agant Group AQM_Inbound

Taam UIPTISP3_Team

Diate From 612018 1200 00AM

Date To TA2018 12°0000AM

T Zone {UTC-06 00) Central Time (US & Canada) Fmpert Garmrstion Dute BROUIE 1712 MEW
Site Nawne: Default Site

Swinch Name: WIPT3_SP3_RCTIPS

Agent Group: AUM_mbound

User?, Ux (2105)

Average Score by Group Over Time

.
x
» "
i "
'! ol | [ P
e = .
i =
T

Taken Agent Group: [rairinh]

A0 _nberend 100 00

Al Agmes Grougn 100.00
as_ACMO04 rpt Aspect Software Page 1of 2
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8.4.13 Quality Score Trend Report by Agent with View by as
Week

To create Trend Report Average Quality Score by Agent — Week View in WEM, follow the
below steps:

1. Click on Ad-Hoc or Scheduled Reports depends on what you want to create
2. Select the Report Type as Quality Score Trend Report
3. Select Trend By as Agent and View By as Week and provide other needed parameters
4. Click on the Preview button.
5. The trend report by agent on week basis will be displayed in the grid
WEM Report

Report Type: *

Repon View: &

inchds Al Selected (A1)

Default Chart Type:
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Classic Ul

Aspect® Quality Management

Trend Report - Average Quality Score by Agent - Week View

Agern Group AQM_Inbound

Team UIPT3SP3_Team

Date From 612018 12-00-DOAM

Date From GR2018 1200 DOAM

Tirme Zone (UTC-06 00) Central Time (US & Canads Aeport Geeergton Date AT 121412PM
Sito Namw: Datautt Site

Switch Mame:: UIPT3_SP3_RCTIPS

Agent Nama: Usar2, Ux [2106)

Average Score by Group Over Time

>
g
{ .-
o
2
L]
Date
Taken Agent Group: | esa08 |
AGM_Inbound | 54 67 |

as_AQMODD3 mpt Aspect Software Page 10f2

8.4.14 Quality Score Trend Report by Agent with View by as
Day

To create Trend Report Average Quality Score by Agent in WEM, follow the below steps:

1.

o

Click Ad-Hoc or Scheduled Reports depends on what you want to create
2. Select the Report Type as Quality Score Trend Report

3. Select Trend By as Agent and View By as Day and provide other needed parameters
4

. If you want to view the report based on Evaluation then select View By as Evaluation or
select Interaction to view the details based on the interactions

Click on the Preview button.

The trend report by agent on day basis will be displayed in the grid.

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 414



Timezane:

G105 201 Crarw. K

Evaluation Tempiates:
e
ageats: *

Select [ mousess

Defauit Char Type:

WEM Report

ADD REPORT

« W=

2o

Saiscrea (Al

Sebecied (1]

co (ETHE EETTNR

Classic Ul

Trend Report - Average Quality Score by Agent

Administrator Guide

Alvaria™ EX Quality

TIZ52023 11:10:4TAM

Team <Default=
Date From 7172020 12:00:00AM
Date To T/31/2023 12:00:00AM
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8.4.15 Quality Score Trend Report by Application with View
by as Day
To create Trend Report Average Quality Score by Application in WEM, follow the below steps:
1. Click Ad-Hoc or Scheduled Reports depends on what you want to create
2. Select the Report Type as Quality Score Trend Report
3. Select Trend By as Application and View By as Day and provide other needed parameters
4

. If you want to view the report based on Evaluation then select View By as Evaluation or
select Interaction to view the details based on the interactions

o

Click on the Preview button.
6. The trend report by application on day basis will be displayed in the grid.

WEM Report
EN - R, ADD REPORT

+ (8L}

Classic Ul
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Alvaria™ EX Quality
Trend Report - Average Quality Score by Application

Team

Date From

Date Ta

Time Zane Repon Generation Date TIAS2023 11:15:18AM
site Name Default Site

Switch Name spasctips

Team =Dafault=

Agent Namea Dwivedi, Sujit {2111

Average Score Over Time
By Agent Group

:

£

g o= T Y—
Apglication 122021 Total

naseAzpiication 100.00 100.00

Totel 100.00 100.00 ‘

as_AQMOD9.rpt Alvana Inc Page 1af 2

8.4.16 Quality Score Trend Report by Evaluation Template
with View by as Day

To create Trend Report Average Quality Score by Scorecard Template in WEM, follow the
below steps:

1.
2.
3.

Click Ad-Hoc or Scheduled Reports depends on what you want to create
Select the Report Type as Quality Score Trend Report

Select Trend By as Evaluation Template and View By as Day and provide other needed
parameters

If you want to view the report based on Evaluation then select View By as Evaluation or
select Interaction to view the details based on the interactions.

Click on the Preview button.

The trend report by evaluation template on day basis will be displayed in the grid.
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8.4.17 Quality Score Trend Report by Team with all templates
selected and view by as Day

To create Trend Report Average Quality Score by Teams — All Scorecards in WEM, follow the
below steps:

1.
2.
3.

Click Ad-Hoc or Scheduled Reports depends on what you want to create
Select the Report Type as Quality Score Trend Report

Select Trend By as Team, Select All for Evaluation Templates and View By as Day and
provide other needed parameters

If you want to view the report based on Evaluation then select View By as Evaluation or
select Interaction to view the details based on the interactions.

Click on the Preview button.

The trend report by teams on a day basis for all evaluation templates will be displayed in
the grid.

WEM Report

=l - S ADD REPORT

| RIAINE|

Classic Ul
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Aspect® Quality Management
Trend Report - Average Quality Score by Team - All Scorecards

Team %

Date From 6302016 12 00 00AM
Date To 62772018 12.00.00AM
Time Zone UTC+05 30) Chennai, Kolkata, Mumbsi, New Dei Regon Geramton Dete 8ITE0I TI102PM
Site Name: Detault Site
Switch Mamea: Avaya T.x
Switch Name: Cisco UCCX
Switch Name WIPRCTIPS
Swilch Name: P SPAECTIPS
Average Score Over Time
For Defaull Sie
» -
é -
W
]
] —
Date
Tomm WI92017 | WI22P0M7 | 4M23018 | 10MZ018 | 1002018 | 102W2018 | 1122018 | 11202018 | 19212018
r ! 4 4 4 4 4 4 ]
~Oetault- 100.00 0.00 000 000 0.00 0.00 0.00 577 45.00
i 3 4 4 4 4 4 4 ]
AQMOA_Team1 000 0.00 ooo L) 0.00 000 000 000 0.00
| 4 4 + + - 4 4 ]
Team1 722 46 92 1900 100 00 0.00 000 000 000 000
as_ACQMO13 mpt Aspect Software - g Page 10f 2

8.4.18 Quality Detail Report (Classic Ul Report Name — Team
Comparison — Specific Scorecard )

To create Trend Report Average Quality Score by Teams — Specific Scorecard in WEM, follow
the below steps:

1. Click Ad-Hoc or Scheduled Reports depends on what you want to create
2. Select the Report Type as Quality Detail Report
3. Provide other needed parameters and click on Preview button.

4. To drill down for team details, click on Template link in the grid.
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WEM Report
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Classic Ul

Alvaria™ EX Quality

Team Comparison - Specific Scorecard

Team <Default>

Scorecard Template Name:

Date From 7/1/2021 12.00:00AM

Date To 7/31/2023 12:00:00AM Report Generation Date:
Time Zone (UTC-06:00) Central Time (US & Canada) 71262023 T-40:21AM
Site Name: Default Site

Switch Name: spdectips

Scorecard Template: %

Number of Calls  Number of Calls Average
Team Monitored Scored High Score Low Score Score
<Default> 5] 4 125.00 0.00 75.00
Switch (spdectips) Total 5 4 125.00 0.00 75.00

Switch Name: UIP73SP4ECTIPS

Scorecard Template: %

Number of Calls Number of Calls Average
Team Monitored Scored High Score Low Score Score
<Default> 4 4 100.00 000 22.40
Switch (UIPT3SP4ECTIPS) Total 4 4 100.00 0.00 22.40
Site (Default Site) Total 9 8 125.00 0.00 4213
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8.4.19 Quality Score Trend Report by Agent Group (Classic
Ul Report Name — Trend Report Daily Agent
Comparison to Peers - Agent Group)

To create Trend Report Daily Agent Comparison to Peers - Agent Group in WEM, follow the
below steps:

1. Click Ad-Hoc or Scheduled Reports depends on what you want to create
2. Select the Report Type as Quality Score Trend Report

3. Select Trend By as Agent Group and View By as Day and provide other needed
parameters

4. If you want to view the report based on Evaluation then select View By as Evaluation or
select Interaction to view the details based on the interactions.

5. Click on Preview button.
6. Click on Agent Groups link > Teams link and the Agent Details will display.
Note: The All agents Score based on teams can be viewed under Team details result.

WEM Report

=N - e ADD REPORT
«

Classic Ul
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Ageet Group
Team

Date From
Date To
Time Zone

Administrator Guide

Aspect® Quality Management

Report Gesergion Date  B2010 1220 20PM

Site Name: Defauh Site

Switch Nama: UIPTY_SP3_RCTIPS

Average Score - All Agents

For AGM_Inbound

Average Scores Per Agent

For AQM_inbound

All Agants 62018 Average

Usex?, U (2106 5467 5467

Al Apents 5467 5467

8.4.20 Quality Score Trend Report by Agent Group (Trend
Report Daily Agent Comparison to Peers — Bar Graph -
Agent Group)

To create Trend Report Daily Agent Comparison to Peers — Bar Graph - Agent Group in WEM,
follow the below steps:

1. Click Ad-Hoc or Scheduled Reports depends on what you want to create

2. Select the Report Type as Quality Score Trend Report

3. Select Trend By as Agent Group, Default Chart Type as Bar Graph and View By as Day
and provide other needed parameters

4. If you want to view the report based on Evaluation then select View By as Evaluation or
select Interaction to view the details based on the interactions.

5. Click on Preview button.

6. The agent group details with bar graph will be displayed as results.
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=N - f—— ADD REPORT
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Classic Ul

Alvaria™ EX Quality
Team Detail with Bar Graph

Team <Default>
Date From 7/1/2021 12:00:00AM
Date To 7/31/2023 12:00:00AM
Time Zone (UTC-08:00) Central Time (US & Canada) Report Generation Date:
Sorted By Agent Last Name 712502023 5:01:44AM
Site Name Default Site
Switch Name spdectips

Number of Calls Number of Calls High Score Low Score Average
Agent Name Monitored Scored Score
Dwivedi, Sujit (2111) 1 1 100.00 100.00 100.00
Godihuggi, Bhagya (2118) 3 3 125.00 0.00 62.50
Totals 4 4 125.00 0.00 75.00
Total - All Team 4.00 4 125.00 0.00 75.00

8.4.21 Audit Activity Detail Report

1. Click Ad-Hoc or Scheduled Reports depends on what you want to create

2. Select the Report Type as Audit Activity Detail Report
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3. Select Option User Audit to see the report for user actions OR choose System Audit to
view the report for the actions automatically done by system and provide other needed
parameters

4. Click on Preview button.

5. All the actions will be audited, and the report will be displayed similar to Classic Ul.

WEM Report
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Web Audit Activity Detail
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b Servar GM183RV3S
Samiar AOMIBSRVIS

b S AOM1BIRYIE
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Resen R Rep "

Rspat R o

Reo F Rep '

Reoor Resus @

R R Report Rasut

Rezot e fesan

Raoon Res Raport Rasut

Regoit R ekt 23151 0

Fisgat o Rapart Aot

Date From 7/1/2023 12:00:00AM

Date To 73172023 12:00:00AM

Time Zone (UTC+05:30) Chennai, Kolkata, Mumbai, New Delhi

User Name %

Site Name % Report Generation Date:  7/25/2023 1145 20AM

Site Name Default Site

User Name Administrator, AQM (AQMAdmin)

DatelTime Action Entity Type Entity Accessed Permission Entity Granted Comment Duration

Permission

TM7/2023 4:5230PM  Logged On Web Server Logged in fo WFO. 00:00:00

TH8/2023 10:38:13AM  Logged On Web Server Logged in to WFO. 00:00:00

TI18/2023 10:37:13AM  Crested User Preference User Preference {heyid™ 00:01:00
"ec4cbid4-2025-ee11-a82e-8b1achcb2d
b0", “valueid™:

7/18/2023 10:41:02AM Logged On Web Server Logped in fo WFO. 00:00:00

7/18/2023 10:43:38AM  Updsted User agent10, ucex (Agentx10) 00:02:38

TI18/2023 10:43:55AM Created Assign Media Email Test 7054581 1-08B3-4F08-ACE3-62E4FD324 000017
851

TM8/2023 10:40:15AM  Logged On Web Server Logged in to WFO, 00:00:00

TM8/2023 11:34:48AM  Created Assign Media Emsil - Change Tenant TCCFO0BB-DC51-43A0-0843-831055172 00:48:31
408

71122023 11:46:56AM  Logged On Web Server Logged in o WFO. 00:00:00

7872023 11:47:06AM  Logged On Web Server Logged in fo WFO. 00:00:00

TI18/2023 11:48:14AM Updated Assign Medis Email - Change Tenant 7CCFOOBB-DCS1-43A0-0843-831085172 00:01:08
408

711872023 11:40-19AM  Logged On Web Server Logged in fo WFO. 00:00-00

7H18/2023 11:55:23AM  Updated Media T7DCB43AC-3286-4441-8BFR-F4851D2F000:00:00
AB1

TI8/2023 11:55:23AM  Updated Media 0CDB20A3-1003-4F00-8BCF-ABBOTOE28 00:06:04
D4

T7H18/2023 11:55:30AM  Updated Media 7DCB43AC-32868-4441-88F0-F4851D2F000:00:07
AB1

TI18/2023 11:55:31AM Updated Media 0CDB20A3-1003-4F008-8BCF-AS8070828 00:00:01
D40

T8/2023 11:55:52AM Crested Assign Medis Archive Interactions Email check AE3180E3-55FD-4775-A2CC-36100087E00:00-21
cCce

THM8/2023 11:56:40AM  Logged On Web Server Logged in to WFO. 00:00-00

71872023 11:57:32AM  Created Calibration Review  Calibration Review 00:00:52
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Tips:

1. User can perform sorting and filtering the data based on any column in all the reports
grid.

2. The reports can be exported to Excel or PDF as is viewed in the Ul.

3. The Chart Type can be viewed in different ways, based on the options available using the
Default Chat Type option.

4. Graph Data can be filtered based on the report type data displayed using the Legend
option.

Chart Type can be viewed in Stacked mode.

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 426



A CISpeCt Administrator Guide

9.1

Import

This chapter will explain about Import metadata and recording files to Aspect Quality feature in
Workforce Engagement Management. The chapter consists of the below features.

e Create Import Process in Workforce Engagement Management Ul

e Import Jobs
¢ Creating Jobs
e Listing Import Jobs
* Processing the Import Jobs
* Editing Jobs
¢ Deleting Jobs

* Activating and Deactivating Jobs

¢ Global Custom Field Definition

Import Overview

Import feature allows to import third party recording files and metadata files which were
recorded in an external system into the Aspect Quality to playback and evaluate.

As a pre-requisite, third parties must provide the metadata and recording files in below format.

¢ Metadata File - .xml
Note:

¢ Aspect Quality does not expect the XML in a particular format and Aspect Quality
accepts any XML format.

¢ An xml file with attribute/element having data alias will not accept.

* Media Files

e Audio - .mp3,.mp4, .wav and .wma

e Chat and Email - .json
An Import Job must be created with a schedule and mentioning a UNC path where you place
the exported recording and xml file from an external system which Aspect Quality wants to

import. When the schedule of the import job is reached, the Importer process will process the
metadata and media files available in the Import location and create interactions by mapping
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the values from xml file to the Aspect Quality fields. Once the job has runs successfully, the
interactions will be available to view, playback and evaluate in Aspect Quality.

9.2 Create Importer Process

1. To import the third party media and metadata files to Aspect Quality, user must create an
Importer Process. Refer to System Administration Guide to know how to create a process.

2. You can either have a separate server where Import process can run or can club this in an
existing server where you are already running a Aspect Quality process.

Note:

After Importer process is created, system will also create a “Default Import Switch” for
which all the Import Jobs and the imported interactions will be associated.

To view the saved recordings in disk space, then go to the switch to turn on the
encryption.

System will also create “Default Import Storage Group” to associate with the import
switch.

Storage group is created by default but if you think while creating a job you want to
choose a different storage group other that what system has created you can do so.

9.3 Import Jobs

Import Jobs navigation menu is displayed under “Administration” section of WEM. Follow the
steps below to import a job.
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1. Click on main menu and go to Administration > Import > Import jobs.

# Home

& Employee Experience

#% Administration

Import

2. Import Jobs window appears as shown below. The grid/table is empty for the first time.

IMPORT JOBS

@ Importer process needs to be created to add a import job

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

Channel Tolmport = JobName = vCreatedDateTime = Importlocaton = Schedule = StorageGroup = Aclive = FirstRun = lastRun = Sfalus =

No Data

3. Refresh, Add, Edit, Delete, Activate, Deactivate, and Global Custom Metadata
Definition buttons will be enabled when “Importer” process is created in Workforce
Engagement Management Ul. (Information message will display the information)

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 429



A CISpeCt Administrator Guide

4. After creating the importer process the Import Job page will be displayed as shown in
below screenshot.

IMPORT JOBS

c + Q@
Drag a column header and drop it here to group by that column
ChannelTolmpot = JobName = v(CrealedDateTime = ImportLocaton = Schedule = StorageGroup =  Active = FirstRun =| lastRun = Stalus :

No Data

Note: Edit, Delete, Activate, Deactivate buttons will be disabled when import jobs not
exist in the grid.

5. First row contains the buttons as mentioned in the below table.

Table 9-1 Import Job Menu Options

Button Name Description

Refresh Refreshes the import job grid with latest import job changes. Instead of user
clicking on the browser refresh button user can click on this which will refresh
only the grid data and not the entire page.

Add Creates a new import job.

Edit Updates the details of existing import job.

Delete Deletes the import job.

Activate Allows to activate an import job which is in inactive state.
Deactivate Allows to deactivate an import job which is in active state.

Global Custom Field Allows to define/update/delete custom field names for import job.
Definition

9.3.1 Create Import Job

It allows to configure new import job, which include defining the schedule, Channel Type to
import (though for first phase we support only Voice channel), Storage Group, Import Location,
and Metadata Mapping. Follow the steps below to create import job.

Note: Ensure the Importer Process is created in Workforce Engagement Management Ul before
creating the Import Job.

1. Click on Add button ¥ to add a new import Job.
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2. Add Job window appears as shown below.

+ Add Job

Job Name: *

Description:

Define Mapping
Channel Type: *
Audio
Storage Group: *
Please select storage group.

Import Location: * @

Schedule

Start Date: * (3 End Date

2019 £

o

7

Job Start Time: *

4:38 PM 'c)

Run On Days: *

Add Metadata Mapping: *

v 4+ Add Metadata Mapping

The description of the fields in Add Job window is given below.

Table 9-2 Import Job Field Definition

Field Name Description

Job Name (Mandatory and e Provide Job Name which will help you identify this job
Unique) * Allows 100 characters and restricted with special characters
mentioned below
\/:*2"<>|
Note: System does not allow the above special characters
because system will create the results file with the job
name and windows does not allow to create files with
the above special characters
* Job Name is mandatory to create an import Job and it
should be unique.
Description * Allows to enter 256 character
e Enter a detailed description for this job
e This field is optional
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Table 9-2 Import Job Field Definition

Field Name Description

Schedule ¢ Allows to schedule the import Job to run

¢ Allows to set the Start Date, End Date, Job Start Time and
Run on Days

* Refer to Import Job Schedule section for more details.

Start Date (Mandatory) e Start Date must set to create import Job and its mandatory
e Start Date shouldn’t be past Date.
End Date * End Date is Optional — by default End Date will be OFF.
* When End Date is specified, job will run until the end date is
reached.

¢ End Date cannot be in lesser than Start Date

Job Start Time (Mandatory) e Job Start Time must set to create the import job and its
mandatory

¢ Specify the time when the job should run.

Run on Days (mandatory) * Run on Days must set to create the import job and its
mandatory

¢ Specify on which days the job should run.

Define Mapping ¢ Allows to configure the Channel Type, Storage Group,
Import Location, and Metadata Mapping

Channel Type (Mandatory) * Supports Audio, Chat and Email channel types. Select an
appropriate channel for the import job from the drop-down
list.

Storage Group (Mandatory) * |ts recommended to use a separate storage group for
Imported Jobs compare to the storage group what you use
to store Aspect Quality recorded recordings or have a
storage group defined for each job what you create which
will help you to search for recordings manually through
windows file explorer

Import Location (Mandatory) e Enter the location from where to import the media files and
metadata xml file. Please ensure this folder has read access
from the server where the Import process is running

* Valid server path required. Please do not use mapped drives
from your client. For example type \\server\FolderLocation

Add Metadata Mapping ¢ Opens the Add Metadata Mapping dialog page and
mandatory to fill the required field.
Refer to Add Metadata Mapping section for more details.

9.3.2 Import Job Schedule

Set up the Start Date, End Date, Start Time and Run on Days to schedule an import job daily,
weekly, and so on based on the requirement.
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9.3.2.1 Schedule a Job to Run Daily

Select the specific options to run an import job every day. Refer the below screen shot.

Schedule
Start Date: * End Date *
7/5/2019 = 9/30/2019 =

Job Start Time: *

4:38 PM o
Run On Days: *

Monday, Tuesday, Wednesday, Thursday, Friday, Saturday, Sunday v

The job will run every day at 4:38 PM till the End date.

9.3.2.2 Schedule a Job to Run Weekly

Select the specific options to run on specific day in a week. Refer the below screen shot.

+ Add Job x
Job Name: * Schedule
Start Date: * (3 End Date
Description: 71512019
Job Start Time: *
4:38 PM le)
Run On Days: *
Monday v
Define Mapping
Channel Type: * Add Metadata Mapping: *
Audio v 4+ Add Metadata Mapping
Storage Group: *
Please select storage group. v
Import Location: * @

The job will run every week on Monday at 4:38 PM.
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9.3.2.2.1 Add Metadata Mapping

Pick up a sample XML file from the list of xml files that you want to import and use that sample
xml file to define the mapping. In the Add Metadata Mapping screen you should upload the
sample xml file and map what xml field value should be parsed and update to Aspect Quality
fields. If you find no relevant Aspect Quality field for your field in XML then you can map that to
custom fields.

The Metadata Mapping can be done based on the Channel Type. These are:

Define Mapping

Channel Type: * Add Metadata Mapping: *
[ Augio n + Add Metadata Mapping

Flease select channel type.

|Aud!0 |

Chat

Email

* Channel Type: Audio
e Channel Type: Chat
e Channel Type: Email

Channel Type: Audio
1. Select the Channel Type as Audio from the drop-down list.
2. Click on Add Metadata Mapping on Add Job dialog page.

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 434



A aspect

Administrator Guide

3. Mapping tab will be enabled and few fields under the Mapping tab will be disabled. Custom
Fields tab will be disabled as shown in the Add Metadata Mapping screen below.

+ Add Metadata Mapping

Metadata File:

Select File

Interaction Type: @ Media Source File:

a Start Time:

End Time:

ACD Login:

First Name:

Last Name:

Queue Name:

Hold Count:

Maximum Hold Time:

Total Hold Time:

ANI:

DNIS:

4. Click on Select File button to select a XML file.

5. Select the xml file from the import location.

uciD:
Host ID:

Extension:

6. Select a sample XML file from the list of xml files which needs to import. Upload the xml file
then all the elements and attributes which has a value or self-closing elements and

attributes in the xml file will be displayed in each combo box.

7. Enter a field name and the combo box will show the matched results and if you don’t know
the exact name click on the combo box and choose a field name which you want to map.
Refer the below Table 9-3 for the details on what Aspect Quality fields mean.

Sample Audio XML file:

<?xml version="1.0" encoding="UTF-8"?2>

<CAudioFile xmlns:xsd="http://www.w3.0rg/2001/XMLSchema"
xmlns:xsi="http://www.w3.0rg/2001/XMLSchema-instance">

<CRI>

<StartTime>2018-10-15T19:43:41.9000000+0000</StartTime>

<Filename>SampleAudio.mp3</Filename>

<Duration>390</Duration> <ANI>2082326773</ANI>

<DNIS>35394011</DNIS>

<Direction>1</Direction>

<AgentPBXID>31432</AgentPBXID>

<AgentID>0</AgentID>
</CRI>
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</CAudioFile>

8. After Selecting the xml file, Mapping and Custom Fields will enable to map fields. Xml
attributes/elements will be available in the combo box as shown in the below screenshot.

Media Source File: *

{ =l

‘F«NI ‘
AgentlD
AgentPEXID
Channel
ContactiD
DBS_ID
DNIS
Table 9-3 Audio Mapping Definition
Field Name Aspect Quality Field Description
Interaction Type ¢ Type of the interaction. Map the xml attribute that contains the value for
» Aspect Quality Support four Interaction type.

types of interaction

¢ Namely ACD Call, Inbound
Direct Call, Outbound Direct
Call, Outbound Queued call are

the types.
ACD Call Used for calls made to a Service ¢ Provides the value for the Type available in
and routed through ACD (Automatic xml file to map for ACD Call type for interaction
Call Distributor) to an agent. in Aspect Quality.

* Allows to provide multiple values by comma
separated.

e If the input value(s) matches with the value in
the xml file interaction type will be updated
with ACD.

Inbound Direct Call Used for calls made directly to an ¢ Provides the value for the Type available in
agent's extension xml file to map for Inbound Direct Call type for

interaction in Aspect Quality.

* Allows to provide multiple values by comma
separated.

¢ If the input value (s) matches with the value in
the xml file interaction type will be updated
with Inbound Direct Call.
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Field Name

Outbound Queued
Call

Aspect Quality Field

Used for calls that are dialed by the
system and connected with agent.

Administrator Guide

Description

Provides the value for the Type available in
xml file to map for Outbound Queued Call type
for interaction in Aspect Quality.

Allows to provide multiple values by comma
separated.

If the input value (s) matches with the value in
the xml file interaction type will be updated
with Outbound Queued Call.

Outbound Direct Call

Used for calls manually dialed by
the agent.

Provides the value for the Type available in
xml file to map for Outbound Direct Call type
for interaction in Aspect Quality.

Allows to provide multiple values by comma
separated.

If the input value (s) matches with the value in
the xml file interaction type will be updated
with Outbound Direct Call.

Media Source File

Filename of the media which will be

Map the xml attribute that contains the media

(Mandatory) associated to an interaction. file name.
* Aspect Quality supports the files with “.wav,
.wma, .mp3 and .mp4” formats only.
Start Time Interaction Start date time. * Map the xml attribute that contains the Start
(Mandatory) Time.

Refer to Date Time Format for Import Job
section.

End Time (Mandatory)

Interaction End date time.

Map the xml attribute that contains the End Time.

Refer to Date Time Format for Import Job section.

conversation on Hold
e |tis a numeric value

ACD Login Username or the login id of the Map the xml attribute that contains the ACD Login.
(Mandatory) agent for the ACD associated who
handled the interaction.
First Name First Name of the agent, who Map the xml attribute that contains the first name.
handled the interaction.
Last Name Last Name of the agent who Map the xml attribute that contains the last name.
(Mandatory) handled the interaction
Queue Name Agent group/Queue associated with | Map the xml attribute that contains the agent
the interaction. group name.
Hold Count ¢ Number of time agent put the Map the xml attribute that contains the Hold

Count.
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Field Name

Maximum Hold Time

Aspect Quality Field

e Maximum duration, agent kept
conversation on Hold.

¢ Wil be in format HH:MM:SS

* Eg. Agent kept Conversation on
Hold twice. First hold for 30 sec
and Second hold for 1:30
second, then Maximum Hold
Time will display as 00:01:30

Administrator Guide

Description

Map the xml attribute that contains the Maximum
Hold Time.

Total Hold Time

e Total hold Time is the sum of all
the hold duration.

¢ Wil be in format HH:MM:SS

* Eg. Agent kept Conversation on
Hold twice. First hold for 30 sec
and Second hold for 1:30
second, then Total Hold Time
will display as 00:02:00

Map the xml attribute that contains the Total Hold
Time.

ANI

¢ ANI (Automatic number
identification)

* When agent receive the call
through Service or Direct, ANI
will update with the customer
number

Map the xml attribute that contains the ANI.

DNIS

¢ Dialed Number Identification
Service

¢ Dialed number identification
service (DNIS) is a service
number given by corporations
that allows customer to dial to
reach the agents.

Map the xml attribute that contains the DNIS.

uCIiD

Universal Call ID of the interaction.

Map the xml attribute that contains the UCID.

Host ID

e Host Id is a unique identifier for
each interaction.

¢ |t will be same for complete call
scenario. (If we have a
conference call all the
interactions as part of the
scenario will have same Host
ID).

Map the xml attribute that contains the Host ID.

Extension

Station ID of the agent where the
agent is logged in

Map the xml attribute that contains the Extension.
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9. Map the metadata for the Mapping fields as shown in the below screenshot.

+ Add Metadata Mapping ®
Metadata File:
Select File ImportAudio xmi ®
Custom Freids
Interaction Type: @ Media Source File: * Queue Name: UCID:
Direction v Selec v Selei v Se ~
ACD Call: @& Start Time: * Hold Count: Host ID:
v v v
End Time: * Maximum Hold Time: Extension:

Inbound Direct Call: &

ACD Login: * Total Hold Time:
Qutbound Queued Call: @ i =
First Name: ANI:
QOutbound Direct Call: @ EeiNange ™ DNIS:

Note: Now go to step 10 to complete the Metadata Mapping.

Channel Type: Chat

1. Select the Channel Type as Chat from the drop-down list.
2. Click on Add Metadata Mapping on Add Job dialog page.
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3. Mapping tab will be enabled and few fields under the Mapping tab will be disabled. Custom
Fields tab will be disabled as shown in the Add Metadata Mapping screen below.

+ Add Metadata Mapping

Metadata File:

Select File

Media Source File:

Start Time:

End Time:

ACD Login:

First Name:

Last Name:

Queue Name: UCID:
Customer Name:

Email Address:

Message Count:

Attachment Count:

Case ID:

4. Click on Select File button to select a XML file.

5. Select the xml file from the import location.

6. Select a sample XML file from the list of xml files which needs to import. Upload the xml file
then all the elements and attributes which has a value or self-closing elements and
attributes in the xml file will be displayed in each combo box.

7. Enter a field name and the combo box will show the matched results and if you don’t know
the exact name click on the combo box and choose a field name which you want to map.
Refer the below Table 9-4 for the details on what Aspect Quality fields mean.

Sample Chat XML file:

<?xml version="1.0" encoding="utf-8"?>

<recording>

<metadata>

<Filename>0687dlc6-dc78-4e5a-adbc-07d5849f3eb0.json</

Filename>

<CallStartUTC>04/12/2023 16:11:45.000 +0530</CallStartUTC>
<CallEndUTC> 04/12/2023 16:30:40.000 +0530</CallEndUTC>

<ACDLogin>ktandon</ACDLogin>

<AgentGroup> ATEAM IBChatWT2 KT2</AgentGroup>

<AgentFirstName>cloud kushalmgr</AgentFirstName>

<AgentLastName>tandon</AgentLastName>

<MessageCount>0</MessageCount>
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<Attachments>0</Attachments>
<Customer>cust6 chateagles</Customer>
<Email>cust6 chateagles@gmail.com</Email>
<Subject>100007</Subject>
</metadata>
</recording>

8. After Selecting the xml file, Mapping and Custom Fields will enable to map fields. Xml
attributes/elements will be available in the combo box as shown in the below screenshot.

Media Source File: *

|ﬂCDLOmn |'

AgentFirsthame
AgentGroup
AgentLastName
Attachments
CallEnduTC

CallStartuTC

T e

Table 9-4 Chat Mapping Definition

Field Name Aspect Quality Field Description

Interaction Type Aspect Quality Support chat type of | For Chat type of interaction, mapping is not
interaction. required.

Media Source File Filename of the media which willbe | « Map the xml attribute that contains the media

(Mandatory) associated to an interaction. file name.

e Aspect Quality supports the files with “.json”
formats only.

Start Time Interaction Start date time. e Map the xml attribute that contains the Start
(Mandatory) Time.
¢ Refer to Date Time Format for Import Job
section.
End Time (Mandatory) | Interaction End date time. * Map the xml attribute that contains the End
Time.
¢ Refer to Date Time Format for Import Job
section.
ACD Login Username or the login id of the Map the xml attribute that contains the ACD Login.
(Mandatory) agent for the ACD associated who
handled the interaction.
First Name First Name of the agent, who Map the xml attribute that contains the first name.
handled the interaction.
Last Name Last Name of the agent who Map the xml attribute that contains the last name.

(Mandatory) handled the interaction
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Field Name

Queue Name

Aspect Quality Field

Agent group/Queue associated with
the interaction.

Administrator Guide

Description

Map the xml attribute that contains the agent
group name.

Customer Name

Name of the customer.

Map the xml attribute that contains the name of
the customer.

Email Address

Email address of the customer.

Map the xml attribute that contains the Email
address of the customer.

Message Count

Number of message threads
between the customer and an
agent, during a chat.

Map the xml attribute that contains the Number of
message threads.

Attachment Count

Number of attachments, during a
chat.

Map the xml attribute that contains the Number of
attachments.

Case ID

Case ID of the interaction.

Map the xml attribute that contains the Case ID.

UCID

Universal Call ID of the interaction.

Map the xml attribute that contains the UCID.

9. Map the metadata for the Mapping fields as shown in the below screenshot.

+ Add Metadata Mapping

Select File

Metadata File:

ImpMetaData_chatxml

Custom Fields

Media Source File: *
N - |
Start Time: *

End Time: *

ACD Login: *

First Name:

Last Name: *

Queue Name: ucip:
Customer Name:

Email Address:

Message Count:

Attachment Count:

Case ID:

Cancel

Note: Now go to step 10 to complete the Metadata Mapping.

Channel Type: Email

1. Select the Channel Type as Email from the drop-down list.

2. Click the Add Metadata Mapping in the Add Job window.
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3. Mapping tab is enabled and few fields under the Mapping tab will be disabled. Custom
Fields tab will be disabled as shown in the Add Metadata Mapping screen below.

i+ Add Metadata Mapping x

Metadata File:

Select File

Interaction Type: @ Media Source File: Queue Name: UCID:
0 Start Time: Customer Name: Subject:
End Time: Email Address: Attachments:
L}
ACD Login: Message |D: Customer Transcript: @
Li)
First Name: Thread ID:
Last Name: Case ID:

4. Click on Select File button to select a XML file.
5. Select the xml file from the import location.

6. Select a sample XML file from the list of xml files which needs to import. Upload the xml file
then all the elements and attributes which has a value or self-closing elements and
attributes in the xml file will be displayed in each combo box.

7. Enter a field name and the combo box will show the matched results and if you don’t know
the exact name click on the combo box and choose a field name which you want to map.
Refer the below Table 9-5 for the details on what Aspect Quality fields mean.

Sample XML file for Agent:
<?xml version="1.0" encoding="utf-8"?>
<recording>
<metadata>

<Filename>email-Agent.json</Filename>
<CallStartUTC>2023-04-10 14:58:23:000 +0530</CallStartUTC>
<CallEndUTC>2023-04-10 14:59:07:000 +0530</CallEndUTC>
<ACDLogin>BManager</ACDLogin>
<AgentGroup>SWAT Email</AgentGroup>
<AgentFirstName>Reba</AgentFirstName>
<AgentLastName>Manager</AgentLastName>

<EmailType>InboundEmail</EmailType>
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<ThreadId>579960963</ThreadId>
<MessagelId>297282</Messageld>

<Customer>Anthony</Customer>
<Email>anthony@Alvaria.com</Email>

<CaseId>1</CaseId>

<Subject>RE: [Ref#: 579960963] TEST with Attached</Subject>
<DisplayRecord>true</DisplayRecord>

<Attachments>SampleAttachl.txt, levell\OpenSSL.txt</
Attachments>

</metadata>

</recording>

Sample XML file for Customer:
<?xml version="1.0" encoding="utf-8"?>
<recording>
<metadata>
<Filename>email-Customer.json</Filename>
<CallStartUTC>2023-04-10 14:58:23:000 +0530</CallStartUTC>
<CallEndUTC>2023-04-10 14:58:23:000 +0530</CallEndUTC>
<ACDLogin>BManager</ACDLogin>
<AgentGroup>SWAT Email</AgentGroup>
<AgentFirstName>Reba</AgentFirstName>
<AgentLastName>Manager</AgentLastName>
<EmailType>InboundEmail</EmailType>
<ThreadId>579960963</ThreadId>
<MessageId>297282</Messageld>
<Customer>Anthony</Customer>
<Email>anthony@Alvaria.com</Email>
<CaseId>1</CaseId>
<Subject>TEST with Attached</Subject>
<DisplayRecord>false</DisplayRecord>
<Attachments>customer\AspectSampleText.txt</Attachments>
</metadata>

</recording>
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8. After Selecting the xml file, Mapping and Custom Fields will enable to map fields. Xml
attributes/elements will be available in the combo box as shown in the below screenshot.

Media Source File: *

| ACDLogin

AgentFirstName
AgentGroup
AgentLastName
Attachments
CallEnduTC

CallStartUTC

e s

Table 9-5 Email Mapping Definition

Field Name

Interaction Type

Aspect Quality Field Description
¢ Type of the interaction. Map the xml attribute that contains the value for
» Aspect Quality Support three Interaction type.

types of interaction

¢ Namely Inbound Email,
Campaign Outbound Email,
Manual Outbound Email are the
types.

Inbound Email

Used for emails sent directly to an .

agent.

Provides the value for the Type available in
xml file to map for Inbound Email type for
interaction in Aspect Quality.

Allows to provide multiple values by comma
separated.

If the input value (s) matches with the value in
the xml file interaction type will be updated
with Inbound Email.

Campaign Outbound
Email

Used for emails that are sentby the |

system and were connected to an
agent.

Provides the value for the Type available in
xml file to map for Campaign Outbound Email
type for interaction in Aspect Quality.

Allows to provide multiple values by comma
separated.

If the input value (s) matches with the value in
the xml file interaction type will be updated
with Campaign Outbound Email.

Manual Outbound
Email

Used for emails manually sent by .

the agent.

Provides the value for the Type available in
xml file to map for Manual Outbound Email
type for interaction in Aspect Quality.

Allows to provide multiple values by comma
separated.

If the input value (s) matches with the value in
the xml file interaction type will be updated
with Manual Outbound Email.
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Field Name

Media Source File

Aspect Quality Field

Filename of the media which will be

Administrator Guide

Description

¢ Map the xml attribute which contains the

(Mandatory) associated to an interaction. media file name.
* Aspect Quality supports the files with “.json”
formats only.
Start Time Interaction Start date time. * Map the xml attribute which contains the Start
(Mandatory) Time.

* Refer to Date Time Format for Import Job
section.

End Time (Mandatory)

Interaction End date time.

Map the xml attribute which contains the End
Time.

Refer to Date Time Format for Import Job section.

ACD Login Username or the login id of the Map the xml attribute that contains the ACD Login.
(Mandatory) agent for the ACD associated who
handled the interaction.
First Name First Name of the agent, who Map the xml attribute that contains the first name.
handled the interaction.
Last Name Last Name of the agent who Map the xml attribute that contains the last name.
(Mandatory) handled the interaction

Queue Name

Agent group/Queue associated with
the interaction.

Map the xml attribute that contains the agent
group name.

Customer Name

Name of the customer.

Map the xml attribute that contains the name of
the customer.

Email Address

Email address of the customer.

Map the xml attribute that contains the Email
address of the customer.

Message ID The identification number for the Map the xml attribute that contains the Message
email message. ID.
For a reply email, the agent and
customer must have the same
message ID value.
Thread ID The identification number for the Map the xml attribute that contains the Thread ID.
email thread.
For a reply email, the agent and
customer must have the same
thread ID value.
Case ID The Case ID for the interaction. Map the xml attribute that contains the Case ID.
UCID Universal Call ID of the interaction. Map the xml attribute that contains the UCID.
Subject The subject of the email interaction. | Map the xml attribute that contains the subject of
the email.
Attachments Name of the attachment file in the ¢ Map the xml attribute that contains the

email.

attachments filename of the email.

* Allows to provide multiple values by comma
separated.
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Table 9-5 Email Mapping Definition

Field Name Aspect Quality Field Description

Customer Transcripts | Indicates whether the imported ¢ Map the xml attribute that contains the
email record should be displayed customer transcripts.
individually as an agenttranscriptor | «  For example, when the xml is not mapped or
customer transcript. If the email is a when mapping xml has value of Yes, True or
customer transcript, it will not be greater than 0, then it is considered as an
displayed as separate recording, agent record. Any other value will be
instead it will be associated with the considered as customer record.
corresponding agent reply.

9. Map the metadata for the Email Mapping fields as shown in the below screenshot.

+ Add Metadata Mapping x
Metadata File:
Select File ImpEmailMetaDataCustomer.xmi x
Custom Fislds
Interaction Type: @ Media Source File: * Queue Name: ucCiD:
l EmailTypd n Selec N sl N i .
Start Time: * Customer Name: Subject:

Inbound Email: @

End Time: * Email Address: * Attachments:
Campaign Outbound Email: @
v ~ v
ACD Login: * Message |D: Customer Transcript: @
Manual Outbound Email: @ = L h
First Name: Thread ID: *
Last Name: * Case ID:
v v

10.0nce the mapping is done in the Mapping tab for either of the Channel Type; Audio, Chat
or Email, next is Custom Fields tab.

11.Click on Custom Fields tab to map the custom defined fields, as shown in the below
screenshot.
Note:

e The user must map data for fields other than those provided in Mapping field, they
can define their own Custom Fields and map the data.

¢ Custom Field Name defines when mapping the metadata or using “Global Custom
Field Name Definition” (Refer to Global Custom Field Definition section) and use
them while mapping.
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+ Add Metadata Mapping

Metadata File:

Select File ImportAudio.xmi

Mapping

Administrator Guide

+

Custom Field Name Mapping

Table 9-6 Custom Fields Definition

Field Name Description

Add Button

* Allows user to add the custom filed names.
* Maximum of 30 custom fields can be added for an import job.

Delete Button

¢ Allows to delete the selected custom field row.
¢ When one custom field row exists, user will not be allowed to delete.

Custom Fields Name

* This is a text box as well as a drop-down list.

* All the custom fields available for Import switch will be displayed in the
drop-down list.

* User also defines a new custom field name for the import job.

Mapping

Allows user to map the xml attributes to the custom field.

12.Click OK Button, will close the Add Metadata Mapping and opens the Add Job page.

Note: When the metadata is mapped for an import job, the button will be displayed as Edit
Metadata Mapping. It allows to edit the metadata mapping details and the user can

not completely remove the metadata mapping.
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13.Click OK Button on Add Job dialog page. The import Job is saved and populated on the
Import Job Grid, as shown in the below screen.

MPORT JOBS

e+ |78 N
Jaga

column header and drop it here to group by that column

Channel To Import = v Created Date = import Location = Schedule = Storage Group = Aclve = FistRun = LlastRun = Siaflus

Every
O Audo Import JoB 6252019 22541 PV \SG2016SRVOMmporL.. Sun.Mon TueWed.Thu...  Import Default Storage Group ] © Pendng
at03:00 AM

14.First Run and Last Run will be empty when import job is created and the status is in
Pending status.

9.3.2.2.2 Date Time Format for Import Job

The date-time format is specified in the Importer configuration file. The importer configuration
file, Importer.exe.config, is located where the product was installed to. The default location is
C:\Program Files (x86)\Aspect Software\AQM\Server\.

The default formats in the configuration file are:

<add key="ImportJobDateFormats" value="yyyy-MM-dd HH:mm:ss:fff zzz, yyyy-MM-
ddTHH:mm:ss fffffffzzz" />

which would import dates such as:
2024-12-13 12:54:51:308 -06:00
2024-12-13T12:54:51.3080842-06:00
2024-12-13T20:03:06.1635209Z

The ImportJobDateFormats value is a comma separated list of format strings. Each format
string must follow the Microsoft .net date-time format string specification. A search for ".net
custom datetime format strings' should locate the Microsoft documentation and many
examples. The current Microsoft documentation at the time of writing is available at: https://
learn.microsoft.com/en-us/dotnet/standard/base-types/custom-date-and-time-format-strings

Letters in the format string represent parts of a date.
Common format specification parts are:

yyyy four digit year

MM 01 to 12 month number

dd 01 to 31 day of month

The Importer process will adjust the times to Universal Coordinated time based on the
provided format. If no timezone information is provided, the times are assumed to be in
Universal Coordinated Time.

The Importer process must be restarted to apply any changes made to Importer.exe.config file

For example, the start and end times required metadata fields. In the metadata XML files,
these times could be represented as:

<StartTime>5/30/2019 11:53:07 PM</StartTime>
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<EndTime>5/30/2019 11:53:07 PM</EndTime>

which would require an ImportJobDateFormats value containing: "M/d/yyy h:m:ss tt".

Note: This example is not the best way to represent and parse dates because there is no
timezone information. The format of the metadata depends on the external system
which supplies the metadata XML.

The ImportJobDateFormats option allows the Importer process to work with different external
systems. The RFC-3339 (ISO-8601) defines a standard for exchanging dates between
systems as shown in this example:

<callBeginTime>2024-12-13T19:50:25.3701610Z</callBeginTime>
<callEndTime>2024-12-13T19:55:55.3171714Z</callEndTime>

which would require an ImportJobDateFormats value containing:yyyy-MM-
ddTHH:mm:ss.fffffffK

Note: The XML element names are not part of any standard. You just need to map the names
provided by the external system to AQM fields. This is described in the "Add Metadata
Mapping" section.

9.3.2.2.3 Parse Single XML field for First Name and Last Name
XML file can have single xml field containing First Name and Last Name with Separator.
Examples:

<AgentName>john, doe</AgentName>

<AgentName>, doe</AgentName>

<AgentName>john, </AgentName>

<AgentName>john.doe, smith</AgentName>

<AgentName>john doe</AgentName>

<Entity AgentName = “john,doe” />

Separator:

Below are list samples
e ,(comma)
e . (Dot)
¢ (Blank-space)
e (Underscore)

To Parse the XML which has FirstName and LastName in single xml field, A Default Key

"ImportJobUserNameSeparators" with value "," will be deployed in the Importer.exe.config file.
As show in the below.

<add key="ImportJobUserNameSeparators" value=",6"/>

Multiple separators can also be specified. As show in the below.

<add key="ImportJobUserNameSeparators" value=",. _"/>
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While Parsing xml whichever separator occur first based on that Users FirstName and
LastName will be processed.

Note: If any changes are done in the Importer Configuration file, recommend to restart the
importer process is required to update the changes.

For example, with comma separator specified, when the same AgentName element is mapped
against Aspect Quality Field First Name & Last Name, it will be parsed as

XML Field First Name Last Name
<AgentName>john,doe</AgentName> john doe
<AgentName>,doe</AgentName> doe
<AgentName>john,</AgentName>*** john john
<AgentName>john,doe,smith</AgentName> john doe, smith

Note: *** - When the Last Name is blank in the XML field, then the First Name is mentioned
as the Last Name by default.

If the key "ImportJobUserNameSeparators" is not specified, then whatever value is present in
the mapping field will be used directly.

9.4 Import Job Grid

Import Job grid displays all the import jobs available in the system. Users grid contains
information as mentioned in the below table.

Table 9-7 Import Job Grid Attribute Details

Column Name Description Default Optional
Column Column

Channel to Import e Channel type selected for the import job.

¢ We are supporting interactions with “Audio”, \/

“Chat” and “Email” channels.

Job Name Displays name of the import job /
Description Displays description of the import job ‘/
Created Date Time Displays date time when the import job is created. /

Note: Date time will be displayed based the locale
and client machine time zone.

Last Modified Date Displays date time when the import job recently ‘/
Time updated.

Note: Date time will be displayed based the locale
and client machine time zone.

Import Location Displays the location from where the metadata and /
media files to import can be picked.
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Table 9-7 Import Job Grid Attribute Details

Column Name

Schedule

Description

Displays when the import job will run.

* Fore.g. If an import job is scheduled to run on
every Monday and Tuesday at 12:00 PM then the
schedule will display as below.

Every Mon, Tue at 12:00 PM

e If the import job is scheduled to run only one day
at 2:30 PM then the schedule will be display as
below.

Once at 24 July 2019 02:30 PM

Default
Column

v

Administrator Guide

Optional
Column

Storage Group

Displays the storage group assigned for import job
where the media files will be moved after the
interactions are imported.

time gets changed every time when the import job is
run.

Note: Date time will be displayed based the locale
and client machine time zone.

Active Indicates the import job is active or inactive /
e Checked ( v )—import job is active
¢ Unchecked () —import job is inactive
Start Date Displays the start date of the import job. i.e. when the /
job should start to run / have ran.
End Date Displays the end date of the import job. If No End date /
is specified, then this column will have a blank value.
i.e. until when the job should run.
First Run Date Time when the import job ran for the first time. /
Note: Date time will be displayed based the locale
and client machine time zone.
Last Run The recent date time when the import job ran. Date /
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Table 9-7 Import Job Grid Attribute Details

Column Name Description Default Optional
Column Column
Status Displays the recent run status of the import job. /

Status can be any one from the below mentioned list.

* PENDING - displays when the import job is
created and not run at least once.

e SUCCESS - displays when all the metadata and
media files available in the import location is
imported to Aspect Quality successfully.

e PARTIAL SUCCESS - displays when some of the
metadata and media files available in the import
location is imported to Aspect Quality and some of
the metadata and media files failed to import to
Aspect Quality.

e FAILED - displays when no metadata and media
files from the import location is imported to Aspect
Quality.

* PROCESSING - displays when the import job is
running and processing the metadata and media
files from import location to Aspect Quality.

© importer process nezds to be cresfedfo add 3 ir

= Slorage G = Afve = FislRun = LatFun = Sialus

mport Starage: 1] Q rens ng

mport $1i2g8 ] @ success

10:10:05

A
s o HAQKISRVO2\mportFllesiiob - Orice 21213 Ju 2019 62312018
= Email fah 1 BO52010 101005 A : mport Sorage [-] B O Farialy S
3 10013 AU 10013:08 AM
. Evary
WAQMSRYO2\mportFileskob
W Audio Job 4 B/25/204C 10:11:02 AM Jj = i Sun Mon Tue Wed T mport Storage ] A Faik
i al 10:13 AW
IACHISRVO2!mpartFileshiob 6/25/2019 )
W Audic Jub 5 BOEOMDADHAD A | e Every Tue 4024 &M | import Storage ® Xy 2 e
3 10:24:00 AW 3 1
@

Note:
* Grid will be sorted on Created Date Time by default.

e Useris able to sort on column in the grid and the customizations will be persisted till the
user signs out from the WEM or Resets the grid layout.

e Per page 100 import jobs will be displayed.

* Use the Filter option available in the menu to filter any column based on the
requirement.
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9.5 Importer Process

After the import job is created and When the schedule reaches for the job the import job will
run.

Note: Import job will not run if any one of the below statements is true.
e Importer Process is not started.
e Import Job is in inactive state.
* Import Location in the import job mentioned is not accessible.

» Storage Group assigned to an import job is inactive.

9.5.1 What does the importer process do?

1. Check for the schedule of the job and once the schedule is reached, starts to process the
job.

2. Gets the metadata file (xml) and media file from the importer location.

¢ For each xml file there should be a media file available. (one to one mapping)
Example: Ideally If 10 xml files is available then 10 media files should be available.

3. Each XML file in the Import location will be processed.

¢ 1 interaction will be created for every successfully parsed XML file.

¢ Based on the Metadata mapping (Refer to Add Metadata Mapping section) system
will parse the XML file and find the XML Attribute/element which is mapped to a
Aspect Quality field and update the Aspect Quality field with the corresponding value
of the XML element or attribute mapped.

4. Creates an interaction in Aspect Quality by associating the values parsed from xml for the
fields mapped.

Example: If xml contains attribute as below

<ACD Login> Agentl </ACD Login>

If ACD Login attribute is mapped to “ACD Login” field in Aspect Quality, then value for agent in
the interaction will be assigned a value as “Agent1”.

5. Once interactions are imported to Aspect Quality, metadata file will be deleted from the
import location and media file will be moved to the storage group specified in the import job.

6. Creates the Result file for job for each schedule. Import Job run details can be viewed.
(Refer to Import Job Results File section)

Note:

¢ ACD Login and Last name is mandatory fields in Aspect Quality, if the user specified in
the xml file is not available in Aspect Quality for import then Importer process will create
a new user with ACD Login and Last name provided and associate the user to the
interaction.

¢ If Agent Group is mapped and if the agent group specified in xml does not exists for the
import, then the importer process will create the agent group and associate to the
interaction.
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7.

Once import Job ran then it will fall into one of the below status.
* Processing
¢ Success

¢ Partial Success

e Failed
Note: Import Job will be in Pending status when the job is created and not run at least
once.

9.5.2 Import Job Success

o > w0 DN

Import location should be accessible.

Import job should be in active state.

Storage Group selected in Import Job should be active.

Once the schedule is reached, importer process will run the import Job.

All the metadata and media files exist in the import location processed without any failures
then the job will succeed. Run status will get updated in Import Job grid.

e Status will update to Success.

e If Job runs for the first time, then First Run and Last Run will be the same date time
when the job is run. Next time when the job will run only Last Run gets updated and the
First run remains same.

Example: Out of 100 metadata and media files, all 100 metadata and media file
processed success —Success

Metadata file will be deleted from the import location and Media files will be moved to the
storage group

For each xml file and corresponding media file one interaction will be created in Aspect
Quality. (Refer to Imported Interactions section)

Results File will be generated which will contain the details of the job run. (Refer to Import
Job Results File section)

9.5.2.1 Nothing to Import

If metadata and media files does not exist in Import Location and if the schedule is reached,
the job will not process anything, and the job status will be Success.

No interactions will get imported to Aspect Quality.
Status of the job will be displayed as Nothing to Import in Results file.

Last Run Status in Ul will be displayed as Success
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9.5.3 Import Job Partial Success

1.

2
3
4.
5

Import location should be accessible.

. Import job should be in active state.

. Storage Group selected in Import Job should be active.

Once the schedule is reached, importer process will run the import Job.

. All the metadata and media files exist in the import location processed with few failures

then the job will succeed partially. Run status will get updated in Import Job grid.
e Status will update to Partial Success.

¢ fJob runs for the first time, then First Run and Last Run will be the same date time when
the job is run. Next time when the job will run only Last Run gets updated and the First
run remains same.
Example:

¢ QOut of 100 metadata and media files, only 1 metadata and media file processed
success — partial Success.

* Out of 100, only 99 process success -Partial Success.

Successfully processed Metadata file will be deleted from the import location and Media
files will be moved to the storage group.

Media and metadata files failed to parse will be moved to the Failed folder (Refer to Import
Job Failed section)

For each xml file and corresponding media file processed successfully, one interaction will
be created in Aspect Quality.

Results File will get generated which will contain the details of the job run. (Refer to Import
Job Results File section)

9.5.4 Import Job Failed

1.

2
3
4.
5

6.

Import location should be accessible.

. Import job should be in active state.

. Storage Group selected in Import Job should be active.

Once the schedule is reached, importer process will run the import Job.

. All the metadata and media files exist in the import location processed with failures (Refer

to Possible reasons for the Import Job Failure section) then the job will fail. Run status will
get updated in Import Job grid.

e Status will be updated as Failed.

e If Job runs for the first time, then First Run and Last Run will be the same date time
when the job is run. Next time when the job will run only Last Run gets updated and the
First run remains same.

Example: Out of 100 metadata and media files, all 100 metadata and media file
processed with failures — Failed

Metadata and Media files will be moved to the Failed folder inside the import location.
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7. No interactions will get imported to Aspect Quality.
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8. Results File will get generated which will contain the details of the job run. (Refer to Import

Job Results File section)

9.5.4.1 Possible reasons for the Import Job Failure

1. Media file does not exist for a metadata file in the Import Location.

2. Media Files with invalid file types.

Note: Files supported formats in Aspect Quality - .WAV, .WMA, .MP3 .MP4, and .JSON

3. Data for the Aspect Quality mandatory fields mapped is missing/Blank.
Example: ACD Login is a mandatory field in Aspect Quality and if xml file contains no value
for the attribute/element mapped for ACD Login, then the job will fail.

4. Date Time format is incorrect (format which does not supported by Aspect Quality. Refer to

Date Time Format for Import Job )

9.5.5 Imported Interactions

Users can search, playback and evaluate the imported interactions in Aspect Quality.

9.5.5.1 Search Imported Interactions

User can add an Imported search criterion as shown in below screenshot and search for the

Imported Interactions.

Q, Search

Saved Searches e

- Ev

® New Search

Saved Searches

Date Options: Channel: *

Aspect Workforce Engagement Management Quality™ Administrator Guide

Criteria Summary:

Search Type:
Imported Equaks Yes
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9.5.6

All the imported interactions will be displayed in the search results grid. Imported column is
added in the search results grid (hidden column) which will indicate interactions imported to
Aspect Quality.

Imported column displays “Yes” for the imported interactions as shown in the below
screenshot.

SEARCH RESULTS
Q-
Drag a column header and drop it here fo group by that column
Channel = Direcion = vDate Time = Durafion =  Agent = Edension = Analyfics = ANl = DNIS = Staus = mported =
L)) Inbound 5/31/2019 35238 PM 0:04:00 Puttappa C) L]
LD} Inbound 5/3112019 3:52:38 PM 0:04:00 Puttappa ) /]
LV Inbound 5/31/2019 3:52:38 PM 0:04:00 Puttappa () V]
L] Inbound 51312019 3:52:38 PM 0:04:00 Puttappa (1) V]
LD} Inbound 5/31/2019 3:52:38 PM 0:04:00 Puttappa ) /]

9.5.5.2 Playback imported interactions

User can “Create Playlist” to playback the interactions. (Refer to Create a Playlist on page 4-
163 section).

Import Job Results File

1. Import Job result file contains the details about each iteration of a schedule of the import
job. User can view the complete details of each schedule of an import job in the results file.

2. Result file will be created by the importer process for each schedule of an import job within
a storage group specified for the import job. Result file will be in “.txt” format.

3. Structure of the Result file is as mentioned below

“"\\<StorageGroup>\Import Results\ImportJobName-JobID\Result-
YYYYMMDD-HHMM. txt”

Note:
* Job Name will be displayed with first 10 characters specified in the import job.
* Date time will be the start date time of the import job.
4. Result file contains the information mentioned below.
e Import Job Name
e Import Job Id
e Import Job Results
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9.5.7

9.5.8

¢ Execution Start Time - Date time when the schedule of the import job started. Date
time will be displayed in both local and UTC time zone.

¢ Execution End Time - Date time when the schedule of the import job ended. Date time
will be displayed in both local and UTC time zone.

* Next Execution Time - Date time when the next schedule for the import job. Date time
will be displayed in both local and UTC time zone.
If the import job end date is reached and no schedules are available, then N/A will be
displayed which indicates there is no further schedules.

¢ Parsed Interactions - Total number of interactions parsed. This includes xml and
media file as one interaction which includes passed and failed interactions.

¢ Imported Interactions - Total Number of interactions imported successfully. This
includes xml and media file as one interaction.

* Failed Interactions - Total Number of interactions failed to import. This includes xml
and media file as one interaction.

e Status - Status of the job. (Success, Partial Success, Failed and Nothing to import)
If the status is Failed or Partially success, failure reasons will be displayed.

Import Job Failed Folder

. When an import job failed to parse the media and metadata files, then all the media and

metadata files will be moved to Failed folder.

. Failed folder will be created by the importer process if the parsing of the files is failed.
. Failed folder gets created within the import location specified for an import job.

. Failed folder structure will be as mentioned below.

“"\\<ImportLocation>\Failed\Jobname-
JobID\YYYYMMDD\<media metadata files>”

Note:
* Job Name will be displayed with first 10 characters specified in the import job.
¢ Date will be the interaction date (start date) specified in the xml file

. When the import job is failed for the reasons mentioned in section, Possible reasons for the

Import Job Failure user can get the files failed to parse from the Failed folder and correct the
errors and add those media and metadata files to the import location so that the job will parse
those files for the next schedule.

Importer Process and Import Job Log File

. Log file can be used to know what went wrong in the importer process and the details of the

import job.

. Aspect Quality will provide 2 log files for Import.

¢ Importer Process Log file
* Log file for Importer process will get created when the importer process is started.

¢ Details of the importer process and Import Job will be logged. Actions performed on
each import job like Create/Edit/Delete/Activate/Deactivate will be logged in importer
log file.
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¢ If the import job not ran after the schedule is reached (Example: Reason like Import
Job is inactive) the reason will be logged.

¢ Importer Process log file will be generated in below mentioned location.

“C:\ProgramData\Aspect Software\Quality
Management\Log\Importer”.

e Import Job Log file

* Log file for each import job gets created by the importer process when the import job
run.

¢ Details of the import job schedule and job results will be logged.
* Importer Process log file will be generated in below mentioned location.

“C:\ProgramData\Aspect Software\Quality
Management\Log\Importer\Import-JobName-JobID\Import-JobName-
JobID HHMMSSmmm” .

9.5.9 EditImport Job

Edit button will be enabled when one import job is selected in the import jobs grid.

1. Click on Edit button # to update the import job detail.

9.5.9.1 Edit basic details

1. Select an import job from the import jobs grid and Click on Edit button.
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2. Edit Job dialog displays as shown in the below Edit Job screen.

x
Job Name: * Schedule
Job 1 *
Start Date: End Date
Description: 6252019 = 8/12019 =
Job Start Time: *
230 PM (o]
Run On Days: *
Tuesday Wednesday v
Define Mapping
Channel Type: * Edit Metadata Mapping: *
Audio v # Edit Metadata Mapping
Storage Group: *
Import Sterage v
Import Location: * @
WAGMSRVO2\importFilesiJob 1

3. All the fields will be enabled, and the user is able to update data for any field and save the
import job.

Note: For more information, refer to Table 9-2. When editing the data for each field all the
information mentioned in the table will be applicable.

9.5.9.2 Edit Metadata Mapping

Follow the steps below to edit a metadata mapping.

1. Click on Edit Metadata Mapping button to edit the metadata mapped for the import job.
The Edit Metadata Mapping dialog appears as shown below. The Mapping tab is selected
by default.
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¢ Edit Metadata Mapping x
Currently mapped file:  xmifile xm|

Remap Metadata File: &

Remap File
Mapping Custom Fields
Interaction Type: 8 Media Source File: * Queue Name: UCID:
Type v Filename - t ~ Selec v
ACDCall: © Start Time: * Hold Count: Host ID:
T CallStartUTC v : v select ~
End Time: * Maximum Hold Time: Extension:
Inbound Direct Call: @ CalEnduTC " . - i "
ACD Login: * Total Hold Time:
ACDLogir v Se -
Outbound Queued Call: @ ASDLsuly o
First Name: ANI:

AgentFirstName v 2 f ~

Outbound Direct Call: @ Last Name: * DNIS:

AgentLastName - alect v

2. The mapped metadata filename will be displayed at the top right corner of the dialog.

3. Click on the drop-down list to update the mapped data based on the requirements.
Note:
¢ Mandatory Mapping fields are marked with asterisk (*).
* Non-mandatory Mapping fields are editable based on the requirements.
4. Go to Custom Fields tab to add/update/remove for the Import Job.

Note: Functionality of all the fields will remain same as in Add Metadata Mapping dialog.
(Refer Add Metadata Mapping section)

5. Click on Remap File button to remap different metadata.

6. Click on Remap File button and select a different metadata file. It remaps the metadata
fields from the latest metadata file selected.

Note: When mapped values do not exist in the new metadata file, then those will get
obsolete and will display with a red triangle as shown on the below screenshot.
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# Edit Metadata Mapping x
Currently mapped file:  xmifile xmi
Remap Metadata File: 8
" Remap File ImportAudio.xmi
Custom Fields

Interaction Type: @& Media Source File: * Queue Name: UCID:

i A Type | vj i A Filename v Ble ~ Select v

ACD Call: @ Start Time: * Hold Count: Host ID:
_—

Inbound | & calstarnuTe v | v v

End Time: * Maximum Hold Time: Extension:

Inbound Direct Call: & A CalEnduTe - - -
ACD Login: * Total Hold Time:

QOutbound Queued Call: @ L A Acnitogin | o %
First Name: ANI:
| A AgentFirstName v | ~
| S

Outbound Direct Call: @ Last Name: * DNIS:
| & AgentLastiame | v‘ a v

Cancel

Note: All the metadata fields which are showing in Red does not exist in the latest

metadata file selected. User must select the correct mapping value and save the

metadata for the import job.

Click on Import Location field and edit the import job details as shown below.

# Edit Job

Job Name: *

Job 1

Description:

Schedule

Start Date: *

6/25/2019

2

@~ End Date

8112019

Job Start Time: *
2:30 PM ©
Run On Days: *

Tuesday,Wednesday ~

Define Mapping

Channel Type: * Edit Metadata Mapping: *

Audio ~ # Edit Metadata Mapping
Storage Group: *

Import Storage -

Import Location: * @

WAQMSRVO2\ImportFiles\Job 1_Edited| l

Cancel
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8. Click on OK button to save with the updated details and displays in the import jobs grid as
shown below.

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

Channel... = JobNa.. = aCrealedDate.. = Import Location = Schedule = SlorageGroup = Aclive = FirstRun = lastRun = Stalus =

AQMSRV02\ImportFilesuob | Every TueWed at
0 Audo  Jobi BER0B 04542 AM [ o 130 Import Storage ) 0 Pendig
1_Edted 0230 FM

Note:

e After updating the import job basic data and metadata mapping fields, the changes
will be applicable for the next available run of the import job.

* Import Jobs can be updated regardless of the status of the import job. Even when
the import job is in Processing state the details can be updated. The updated details
will get considered for the next run of the import job. The Updates will not be
considered for the current run.

9.5.10 Delete Import Job

Follow the steps below to delete an Import Job.
1. Select the import job which needs to be deleted and click on Delete T button.

2. Selecting an import job which is in other than Processing state and clicking on the Delete
button will display a confirmation message as shown in the below screenshot.

A Warning x

Are you sure you want to delete this import job?
No

3. Clicking on No button will cancel the delete action and will not delete the import job.

4. Clicking on Yes button will delete the import job successfully.

Note: Deleting the import job will not remove the interactions imported as part of the
deleted import job.

5. Selecting an import job with Processing status will display an alter message as shown in
the below screenshot.

Error ¥

The Job is getting processed. Please try after some time.

6. Clicking on OK button will not delete the import job. Once the job is completed then user
can delete the job.

Note: Import Jobs Created, Updated, and Deleted will be audited in Audit Activity Detail
Report.
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9.5.11 Activate and Deactivate Import Jobs

Activate () and Deactivate W buttons allow to activate and deactivate one import job from
the import jops list page.

1. Activate button will be enabled when one deactivated import job is selected in the Import
Jobs grid

¢ Clicking on Activate button will update the selected import job status to active.

+ Checkmark @ will be displayed under Active column for the corresponding import
job as shown in the below screen.

Jraq a columin header and drop it here to group by that column

Channel.. = JobNa.. = aCreatedDate . = Import Location = Schedule = SlorageGroup = Active = FistRun = LlastRun = Stalus =
AQMSRVO2UmportFilesiob | Every TueWed at
0 Augo  Jobi 6/25/2019 9:45:42 AW 1h . Ll D;erap;le e Import Storage ] 0O Pending
U W

2. Deactivate button will be enabled when one active import job is selected in the Import Jobs
grid.

* Clicking on Deactivate button will update the selected import job status to inactive.

+ Check mark @ will not be displayed and the column will appear blank under Active
column for corresponding import job as shown in below screen.

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

Channel.. = JobMa.. = aCreatedDate.. = Impor Location = Schedule = StorageGroup = Acive = FistRun = LastRun = Stafus =
VAQMSRVO2ImportFilesiob | Every Tue Wed at

¢ Ao Jobf BESRUGSLEL AN | Sl Import Storage © Pendng
1 0230PM

Note:

¢ When an import job is running and if it is in Processing state, deactivating the job will not
stop the job processing. The process will complete the run for the job.

¢ Only one import job can be activated/deactivated/deleted at a time.

9.5.12 Global Custom Field Definition

User is able to add/edit/delete the Global Custom Metadata Mapping fields for Importer.
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1. Click on Global Custom Field Definition @ button will open dialogue as shown below.

Note: When custom fields are not defined for an import job then all 30 custom filed names
will be displayed as blank.

@ Global Custom Field Definition

0 Custom information field names can be edited below.

Custom Field 1:

Custom Field 6:

Custom Field 11:

Custom Field 16:

Custom Field 21:

Custom Field 26:

Custom Field 2:

Custom Field 7:

Custom Field 12:

Custom Field 17:

Custom Field 22:

Custom Field 27:

Custom Field 3:

Custom Field 8:

Custom Field 13:

Custom Field 18:

Custom Field 23:

Custom Field 28:

Custom Field 4:

Custom Field 9:

Custom Field 14:

Custom Field 1%

Custom Field 24:

Custom Field 29:

2. Maximum of 30 custom fields will be defined for Importer.

Custom Field 5:

Custom Field 10:
Custom Field 15:
Custom Field 20:
Custom Field 25:

Custom Field 30:

3. Enter the custom field name in one or more text box and click the OK button.

@ Global Custom Field Definition

o Custom information field names can be edited below.

Custom Field 1:

Disposition

Custom Field 6:

Custom Field 11:

Custom Field 16:

Custom Field 21:

Custom Field 26:

Custom Field 2:

Local IP Port

Custom Field 7:

Custom Field 12:

Custom Field 17:

Custom Field 22:

Custom Field 27:

Custom Field 3:

Custom Field 8:

Custom Field 13:

Custom Field 18:

Custom Field 23:

Custom Field 28:

Custom Field 4:

Custom Field 9:

Custom Field 14:

Custom Field 1%

Custom Field 24:

Custom Field 29:

Custom Field 5:

Custom Field 10:
Custom Field 15:
Custom Field 20:
Custom Field 25:

Custom Field 30:

4. Entered custom fields will get saved for the Import switch. The defined custom fields are
used to map the data when creating/editing import job.

Note:

e Custom File Name must be unique.

¢ Maximum 50 characters are allowed for Custom field name.
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9.5.12.2 Edit Custom Field Name

1.

After saving the custom fields, click on Global Custom Metadata Mapping button will
display all the saved custom field names.

@ Global Custom Field Definition x

0 Custom information field names can be edited below.

Custom Field 1: * Custom Field 2: Custom Field 3: Custom Field 4: Custom Field 5:
Disposition Local IP Port

Custom Field 6: Custom Field 7: Custom Field 8: Custom Field 9: Custom Field 10:

Custom Field 11: Custom Field 12: Custom Field 13: Custom Field 14: Custom Field 15:

Custom Field 16: Custom Field 17: Custom Field 18: Custom Field 19: Custom Field 20:

Custom Field 21: Custom Field 22: Custom Field 23: Custom Field 24: Custom Field 25:

Custom Field 26: Custom Field 27: Custom Field 28: Custom Field 29: Custom Field 30:

. Custom Field with asterisk indicates that the field is mapped for one or more imported

4interactions.

Defined custom fields are displayed in alphabetical order on the Global Custom Metadata
Mapping dialog.

Update the existing custom field name and click on OK button will save the custom field
name.

Also user is able to define new custom field names. (Refer to Add Custom Field Name
section)

Note: When a custom field is defined from Add/Edit Metadata Mapping when creating/
editing an import job those custom field names will also be displayed.

9.5.12.3 Delete Custom Field Name

1.

Custom Field which is not mapped for any import job or not associated with any imported
interaction can be deleted/removed.

Custom Field which is mapped to minimum one import job displays with asterisk indicating
that the custom field name cannot be deleted. It can be only updated.
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3. To delete the custom field, clear the data in the corresponding custom field text box and

click on OK button as shown below.

@ Global Custom Field Definition

0 Custom information field names can be edited below.

Custom Field 1: *

Disposition

Custom Field 6:

Custom Field 11:

Custom Field 16:

Custom Field 21:

Custom Field 26:

Custom Field 2:
(I
Custom Field 7:
Custom Field 12:
Custom Field 17:

Custom Field 22:

Custom Field 27:

Custom Field 3:

Custom Field 8:

Custom Field 13:

Custom Field 18:

Custom Field 23:

Custom Field 28:

Custom Field 4:

Custom Field 9:

Custom Field 14:

Custom Field 19:

Custom Field 24:

Custom Field 29:

Custom Field 5:

Custom Field 10:

Custom Field 15:

Custom Field 20:

Custom Field 23:

Custom Field 30:

The Custom Field 2 (Local IP Host) is removed from the import switch.
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9.5.12.3.1 Import Job Flow Diagram
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10. Aspect Quality Evaluation

This chapter describes about how Aspect Quality uses Evaluation Templates to evaluate the
scores and Workforce Configuration to upload the scores.

The features of Quality Evaluation are listed below:
e Evaluation Templates

e Workforce Configuration
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10.1

10.1.1

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.

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. Launch Workforce Engagement Management.
2. Log in as an Administrator.

3. From the menu, select Administration.

#A Home

& Emp Experience

3% Administration

Import

The Administration dashboard opens.
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4. Under QM Evaluation, click Evaluation Templates.

#A Home

= Emp

.2 Administra

QM Evaluation

The Evaluation Templates window opens, and a list of templates whose Status is either
Draft or Complete displays in the table.

EVALUATION TEMPLATES

o+ 2| A &

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

4 Name = Description = Created By =| Created Date =| Status = Active = s Used =
& failure condition in
Administrator, AQM 6/24/2021 7:18:06 PM | Complete ] ]
classic
B fail dition-
e condtion Administralor, QM 6/24/2021 7-19.52PM  Drafl ©
clone
ALL in One template Administrator, AQM 10/21/2021 2:24:58 PM  Complete (] ]
award point for yes or
. X ! Administrator, AQM 4272021 7:26:35 PM  Complete (] (]
no question
bad request Administrator, AQM 5/7/2021 10:44:27 AM  Draft (]
Classic with Questin
3 ) Administrator, AQM 6/24/2021 5:39:20 AM  Complete ] (]
Failure Condition
clone Administrator, AQM 2/25/2021 1:57:30 PM  Complete ] ]
clone of yes or no wiht
Administrator, AQM 4/28/2021 1:30:13 PM  Complete ] ]
award point 2
clone-2 Administrator, AQM 32812021 445568 FM  Complete (] (]
clone-score adjustment Administrator, AQM 4/28/2021 12:59:54 PM Complete ] (]
clone-yes or Mo to
validate warning Administrator, AQM 4/28/2021 6:06:05 PM  Complete (] (]
message
cloning Classic Ui
.g Administrator, AQM G/24/2021 7:14:57 PM  Draft (]
question failure
Competency and -

n 1 - 56 of 56 items
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The following table contains descriptions of each column in the Evaluation Template table.

Column Name Description

Name The name of the template.
Note: By default, the list of templates are sorted based on the Names in the
ascending order.
Description The description of the template.
Created By 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.

* Evaluation Templates that you did not create in Workforce Engagement
Management do not display any value in the Created By column.

Created Date

The date that the user created the template.

Note:

* Evaluation Templates that you did not create in Workforce Engagement
Management do not display any value in the Created Date column.

* To get the recently saved evaluation template at the top of the list, user
can sort the grid based on the Created Date in the descending order.

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/lnactive

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.

The following table describes the menu options.

Menu Option Description

Refresh Refreshes the Evaluation Template grid with latest evaluation template
changes. Instead of the browser refresh button user can click on this menu
button which will refresh only the grid data and not the page.

Add Creates the new Evaluation Template and lists to the grid.

Edit Opens the Draft template for you to edit. Once a template is Complete, this
option no longer displays in the cog wheel menu.

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.
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Menu Option Description

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.

10.1.1.1 Definition and Administration

A Team Lead 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%.

(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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Template Section Description

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

e Bonus: Yes/No

e True/False

¢ Bonus: True/False

* 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
* List (if the Enable Weights check box is deselected)

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.Q016
0 Info ®

List question type

10.1.2 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 new evaluation template.

-
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The Create Evaluation Template window opens.

+ CREATE EVALUATION TEMPLATE X
Name: * #| Display Question Numbers
Demo_2 Weight For NJA Answer Choice:
Notincluded in score v
Description:

Display Scoring:
Overall
Scoring Type: *

Success Rate / Quality Score

Owverride Minimum Possible Score:

Override Maximum Possible Score:

%) & Pass/Fail v

Default Question Response: Allow Access To:

None

e Select Selected (0}

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.

Option Description

Section Displays scores for each section.
Question Displays scores for each question.
Overall Displays score for the entire evaluation.

5. From the Scoring Type drop-down list box, select one of the following options.

Score Display Type Description

Success Rate / Quality
Score (%)

Displays the score converted into a percentage.

Success Rate / Quality
Score (%) & Pass/Fail

If the defined Auto Fail condition is not satisfied, the system displays Pass
with Success Rate.

If the defined Auto Fail condition is satisfied, the system displays Fail with
Success Rate.
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Description

Total Points (Number)

Displays the absolute/raw score.

Total Points (Number) &

If the defined Auto Fail condition is not satisfied, the system displays Pass

Pass/Fail with Total Points.
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.

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 below

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.

e 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
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score, section score, and overall score. See the following table for more information.

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.

* By default, when the user opens a new scorecard template, the system
selects the Not included in score option.

Note: By default, the option for Weight for N/A Answer Choice is Not
included in the score.

Highest weight of the ¢ When the user selects N/A in the interaction, the system permits the
question highest weight of the question. For example, if

1. The Question Type is Yes/No

2. The Yes option has a weight of 10

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 ¢ When the user selects N/A in the interaction, the system permits the
question lowest weight of the question. For example, if

1. The Question Type is Yes/No

2. The Yes option has a weight of 10

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.

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.

The calculation to convert the configured value into the absolute score is
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.

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.6
The calculation to convert the configured value into the absolute score is
Sum of all Section weights * (value of Override Maximum Possible Score / 100)
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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.

'+ Select User Profiles

Search Items:

Selected (0) 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.
Or, click on the B button to select all of the profiles available in the database.

Note: In Via, 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.
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14.To save the basic template details, click OK. The Create Evaluation Template window
opens.

CREATE EVALUATION TEMPLATE

& == MName: Demo_2 Description:  Mi#
~ Section 1 - 1 Questions - Weight N/A - Comments: Disabled
Name: * Description:
Weight: ot Enable Comments
% Question 1 - Weight N/A - Comments: Disabled
Type: * Select a type ~ Options: Response Required
Text: * Weight: Enable Question Comment:
Add to Library
Display Mode: Dropdown -
Description: Dependent Questions
Auto Fail: If

+ Add Question

+ Add Section

OR

You can cancel the template creation by clicking Cancel.

15.1n the next procedure, you can Add a New Section.

10.1.2.1 Add a New Section

When you create a new evaluation template, by default, an empty Section with an empty
Question displays.

CREATE EVALUATION TEMPLATE

v Mame: Demo_2 Description:  M/A

&

~ Section 1 - 1 Questions - Weight N/A - Comments: Disabled

Name: * Description:
Weight: c Enable Comments
w Question 1 - Weight N/A - Comments: Disabled 4
Type: * Selecta type w Options: Response Required
Text: * Weight: Enable Question Comments
Add to Library
Display Mode: Dropdown ~
Description: Dependent Questions
Auto Fail: If

+ Add Question

+ Add Section
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To complete the Section, perform the following steps.

1. The following table describes the fields in the Section.
Note: The fields marked (*) are mandatory 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. The System calculates the section weight by the
sum of all the (Scorable) question weight within the section or user can
override the sum of question weight by entering the section weight manually.

Note:

* Dependent questions and Bonus questions are not included in the
Section weight.

e If user updates the existing question weight or adds a new question
(which is scorable) will override the section weight entered with the sum
of the question weights.

¢ After adding questions and adjusting the question weights, change the
section weight if you want to.

¢ When Section Weight is blank and if user saves the template as Draft/
Final, a validation message as “Please supply section weight” will be
displayed.

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.

+ Add Section Before | o

+ Add Section After

© Remove This Section

Zo Remove All Questions

I= Expand All Questions

+= Collapse All Questions e
T Move Up

| Move Down
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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.
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.

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.

10.1.2.1.1 Expand or Collapse a Section

To manually collapse the contents of a section, click the down arrow at the left of section title.

% | Section 1 - 1 Cuestions - 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.
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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.

10.1.2.2 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: The fields marked (*) are mandatory 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

weight is defined in the question).
Bonus: Yes/No

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 0 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

weight is defined in the question).
Bonus: True/False

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 0O 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 Scale 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 to
step 2.

10.1.2.2.1 Scored Scale and Bonus: Scored Scale

To add or modify the Scored Scale or Bonus: Scored Scale options, perform the following
steps.
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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.

Options: #

The Edit Question Options - Scored Scale window opens.

1 i# Edit Question Options x

Question 1 - Bonus: Scored Scale

Question Text:

High Weight: Low Weight:

0 % 0 2 Auto-calculate Weights
Text Weight

High = &

Low o

b. In the Question Text text box, you can add or modify the question text.

c. 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.

d. 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))
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e. By default, two (2) 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 O for the lowest
weight.

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.

10.1.2.2.2 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: &
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The Edit Question Options - List window opens.
# Edit Question Options x

Question 1 - List

(3 Choose One
Question Text:

Choose One

(3D Enable Weights

Text Weight
1 -
2 -
3 -
4 &
5 -
Max Possible Weight: N/A

b. If you want this question to have option to select only one select the Choose One
toggle-button.

# Edit Question Options x

Question 1 - List

Choose One

Question Text:

Choose One

Text Weight
1 &
2 -
3 o
4 &
5 -

Max Possible Weight: NiA
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c. In the 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.

Note: The Enable Weights button will be disabled if the Choose One button is

selected.

e. By default, five 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.

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 &
| 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.
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Menu Description

Move Down

Moves the current row one row below.

Note: |If this is the last row, then this menu is inactive.

Remove Option

Removes the current row.

Note: If there are only two rows 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 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.

2. 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.

3. 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.

4. 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

Dropdown All the question options in the template display in a drop-down list box.
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.

Note: When the question Type is Free Form Text, the Display Mode drop-down list box is

inactive.

5. From the Auto Fail Interaction drop-down list box, select the entity that you want to fail:
either Interaction (Evaluation), Section, or Question.

6. From the /f 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
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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 10-496.

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.

7. 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.

8. 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.

9. 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?”

10.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 10-509. Then, return to this step and continue
creating an evaluation template.
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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 £+ 3
Type: * Yes/No v Options: [_] Response Required
Text: * Sample question 1 Weight: * - [Ensbia Question Comments
[]Add to Library
Display Mode: Dropdovwn v .
Description: Description of sample @ Dependent Questions
question 1 Auto Fail: Interaction ~ If v Yes v
If 'Yes'
Vv Question 1 (Yes) o
Type: * Select a type v Options: |:| Response Required
Text: * Weight: * T ["] Enable Question Comments
[ ]Add to Library
Display Mode: Dropdown v
Description:
Auto Fail: Intera If

+ Add Question

+ Add Question

12.You can add multiple dependent questions for the same or different options in the question
by selecting Add Question below the question.

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 &
& Fill Question From Library

© Remove This Question “
1 Move Up &

| Move Down
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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.

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.

13.1f you want to add another Question to the template, at the bottom of the window, click Add

Question.
OR
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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.

4+ Add Question Before o

+ Add Question After Fo
& 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
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.

Aspect Workforce Engagement Management Quality™ Administrator Guide

Alvaria Confidential | aspect.com | 493




A CISpeCt Administrator Guide

Note: To manually collapse the contents of a Question, click the down arrow at the left of
section title.

“ | Question 1 (Yes)

The down arrow changes to a right arrow.

The Question details and the questions within that Question collapse, and only the
Question title displays.

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 detail
displays below the Question title.

10.1.2.2.3 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

Section Score in Percentage = (Sum of Question options weight selected/Section Weight) *
100

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
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then the following screen shot is an example of what the reviewer sees when completing the
evaluation template.

W Section 1 - 2 Questions - Weight N/A - Comments: Disabled -]
Name: * Description:
Weight: C Enable Comments
“ Question 1: 'How was the agent’s performance?’ - Bonus: Scored Scale - Weight 10 - Comments: Disabled o
Type: * I Bonus: Scored Scale ~ I Options: Exellent, Very Good, Good, Average, Poor # Response Required
- = wac & . .- o P For 'Bonus - Scored Scale' set the weight in Enable Question Comments
Text: How was the agent's performance? Weight: ‘Options’
Add to Library
Display Mode: Dropdown v N
Description: Dependent Questions
Auto Fail: If
~ Question 2: "Award the points to Agent' - Bonus: Scored Scale - Weight 10 - Comments: Disabled -3
Type: * I Bonus: Scored Scale vI Options: Excellent, Very Good, Good, Average, Poor ra Response Required
- s int: aent ' - 3 o Enable Question Comments
Text: Award the points to Agen Weight: * o .E%"Eg:-w Scored Scale’ set the weight in a
Add to Library
Display Mode: Dropdown v -
Description: Dependent Questions
Auto Fail: If

If the reviewer selects Excellent as an answer choice for both questions, then the score of the
section is:

¢ Score in Percentage = (20+10)/20*100 = 150%
e 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% :
2 Award the points to Agent Excellent v 100%

Section Result: 150% I

Note:

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
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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%
Award the points to Agent Best w 75%

I Section Result: 138%'

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.

10.1.2.2.4 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. The 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
e Pass/Falil
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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 £
+ 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 10-513 section, under the
Advanced Failure Condition on page 10-512.
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1. In the Create Evaluation Template window, with the Question added, from the Auto Fail
drop-down list box, select Interaction, Section, Question or any one/two from the list.

“ Section 1: "Agents Evaluation Template_1'- 1 Quesfions - Weight 5 - Comments: Disabled &
Name: * Agents Evaluation Template_1 Description:
Weight: q ["JEnable Comments
~ Question 1: "Auto Fail of Agents Evaluation Template_1' - Pass/Fail - Weight 5 - Comments: Disabled o
Type: * Pass/Fail w | Options: D Response Required
Text: * Auto Fail of Agents Evaluation Template_1 Weight: % 5 o (JEnable Question Comments
[] Add to Library
Display Mode: Dropdown b

Description: DDepeudentQuesunns

Auto Fail: Interaction,Section,Questi... ~ | If v
Interaction
Section

+ Add Question
Question

» Section 2- 1 Questions - Weight N/A- Comments: Disabled &

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.

v Section 1: 'Agents Evaluation Template_1'- 1 Questions - Weight 5 - Comments: Disabled o
Name: * Agents Evaluation Template_1 Description:
Weight: 3 [Jenable Comments
v Question 1:'Auto Fail of Agents Evaluation Template_1' - Pass/Fail - Weight 5 - Comments: Disabled - Auto Fail o
Type: * PassiFail v Options: D Response Required
Text: * Auto Fail of Agents Evaluation Template_1 Weight: * 5 s [JEnable Question Comments
[_JAdd to Library
Display Mode: Dropdown
Description: [ Dependent Guestions
Auto Fail: Interaction, Section v If
+ Add Question
¥ Section 2 - 1 Questions - Weight N/A - Comments: Disabled o

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 Quesions - Weight N/A - Commens: Disabled &
Name: * Agents Evaluation Template_1 Description:
. Al -
Weight: v |_|Enable Comments
W Question 1: "Auto Fail of Agents Evaluation Template_1" - Pass/Fail - Weight N/A - Comments: Disabled - Auto Fail @
Type: * Pass/Fail +  Options: \:I Response Required
Text: ¥ Auto Fail of Agents Evaluation Template_1 Weight: * i L Enable Question Comments
["JAdd to Library
Display Mode: Dropdown —
Description: |_|Dependent Questions
Auto Fail: Question v i Pass v

+ Add Question
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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.
“ Section 1: "Agents Evaluation Template_1" - 1 Questions - Weight N/A - Comments: Disabled

Name: * Agents Evaluation Template_1 Description:

Weight: C | [JEnable Comments

“ Question 1: "Auto Fail of Agents Evaluation Template_1" - Scored Scale - Weight N/A - Comments: Disabled

Type: * Scored Scale v | Options: s
Text: * Auto Fail of Agents Evaluation Template_1 Weight: * @ For Scored Scale’ set the weight in 'Options’. C
Display Mode: Dropdown v

Description:
Auto Fail: Interaction Section Questi | v If

+ Add Question

2 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
mentioned under the Evaluation tab, as shown below.

Evaluation: Administrator AQM Fail 0%, Agents Evaluation Template_1 v o+ E
Details Actions Iaﬂm Attachments
< 0 Do not show in report Complete: Fail 0%
Section AutoFail Fail 0%
1. Pass /Fail AutoFail

10.1.2.2.5 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 check-box. It enables the comment field for the section.
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2. From the Type drop-down list box, select List.

CREATE EVALUATION TEMPLATE

s

1]
«

v Section 1 - 1 Questions - Weight N/A - Comments: Enabled

Name: * Description:
Weight: o +| Enable Comments
W Question 1 - List - Comments: Disabled
Type: * List « | Options:
Text: * Weight:
Display Mode:
Description:
Auto Fail:

+ Add Question

MName: Demo_2 Description:  N/A

# Response Required

6 For 'List set the weight in 'Options'. Enable Question Comments

Add to Library

Vertical v .
Dependent Questions

3. Click on the Enable Question Comments check-box as shown below. It enables the

comment field for the question.

CREATE EVALUATION TEMPLATE

&

I}
5

w Section 1 - 1 Questions - Weight M/A - Comments: Enabled

Name: * Description:
Weight: z +| Enable Comments
» Question 1 - List - Comments: Enabled
Type: * List ~ | Options:
Text: * Weight:
Display Mode:
Description:
Auto Fail:

+ Add Question

4. Next to the Options text box, click Edit.

4

Mame: Demo_2 Description:  M/A

rd Response Required

© For 'List set the weight in ‘Options’. I" Enable Question Comments I

Add to Library

Vertical ~ .
Dependent Questions

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.

By default, the Edit Question Options window has five list options with blank text.
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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.

# Edit Question Options x®

Question 1 - List

@ Choose One
Question Text:

Choose One

Text Weight

k-
2 o
3 -
4 k-
5 &

Max Possible Weight: NiA
Cancel “
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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

(3 Choose One
Question Text:

Choose One

(3D Enable Weights

Text Weight
=
2 =
3 =
4 =
5 =

Max Possible Weight: N/A
cancel “

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:
e The Enable Weights button will be disabled if the Choose One button is enabled.
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* 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.

# Edit Question Options x

Question 1 - List

(3 Choose One
Question Text:

Choose One

Enable Weights

Text Weight

v o
2 v o
3 v o
4 L
5 v o

Max Possible Weight: NIA
Cancel “
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At the bottom of the window, the Max 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: 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.

# Edit Question Options x

Question 1 - List

(D Choose One
Question Text:

Choose One

Enable Weights
Text Weight
v @
+ Add Option Before
+ Add Option After

3 T Move Up n

1 Move Down

4 o
© Remove Option

5 v o
Max Possible Weight: NIA

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 (2) 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.
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If you select Vertical, the reviewer sees the List options displayed as in the following
screen shot.

m Annotations Attachments

Review:  None v Draft
Creator: Admi AcM plate: Test A12
Section 1
Question Description Answer Result
| Service
s ity
Flease select the reason for choosing us as your
1 ; Please salect opions which describes_ Mor #f| Location
service provider

o Value for money
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If you select Horizontal, the reviewer sees the List options displayed as in the following

screen

Review: Mone

s51

Question

1 a1

shot.

Evaluation

Attachments

Description

Comment: | ©PFonE

1A 6 Do
Comment:
Comment: Optiona

Answer

Yes

Result

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:

Review:  Mone

Comment:

s2

‘Question

Q1

Comment:

Comment:

Dwivedy Abhay,Pass 150%. Section Question Comments

Details Actions m

Attachments

-+ EB

2 Email Evaluation

v || O

Descriplion

& Print Evaluation
© Cancel

E Delete

Answer

Yes

Complete: Pass 150%

Section Result: Pass 200%

Resuit

~ Pass 100%

Section Result: Pass 100%

<b>Tara</p>

(" demo”).innerHTML = "Hello JavaScript!™
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¢ [|f <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 <htm1> texts
will be shown as shown below.

Details Actions Iam ﬂ Attachments

Review:  None v 8 Complete: Pass 150%
s1 Pass 200%

1.Q1

Yes Pass 100%

1A.DQ1

Yes Pass 100%
s2 Pass 100%

1.a1
Yes Pass 100%

Note:

Tara

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 triple-bar icon to view the

following menu.

« O Clear Template |

(2] Expand All

1] ar
E Collpase All

115}

& Cancel

T
4 = Save As Draft g

The following table describes the functions of the triple bar icon menu.

Menu Description

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 Collapses all the sections, questions, and dependent questions; displays only the

section titles.

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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Menu Description

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

The evaluation template saved sucessfully.

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.

10.1.2.3 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.
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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.

Evaluation: Administrator AQM, Draft, Template for Agent Performance v | + = v
Details Evaluation Annotations Attachments
Review:  None v Draft

Creator: Administrator, AQM Template: Template for Agent Performance

Greeting

Question Description Answer Result

If agent have not greeted customer P!

Did agent greeted the customer? Yes w
; It agent have not greeted customer po.
1A € Did agent greeted the customer politely? o : No v
1B € Information from the agent is useful? 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.

Creator: Administrator. AQM Template: Template for Agent Perfor
@ Information x

You are seeing this question because
you answerad "Yes' to the previous Description Answer Result

uestion If agent have not greeted customer P
¢ customer? ' 9 ' g Yes v

If agent have not greeted customer po.

€ Did agent greeted the customer politely?

1B @ Information from the agent is useful? True v

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
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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

1 Did agent greeted the customer?

1A @ Did agent greeted the

1B € Information from the agent is useful?

customer politely?

Description Answer Result

If agent have not greeted customer P!

If agent have not

Flease elaborate

True ~

10.1.2.3.1 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
Display

Section Score
Display

Overall Score
Display

Percentage Score

(Sum of selected

(Sum of selected

((Sum of selected

(Sum of all

Section Weight as 10
Question weight as 10
Option 1=2

Dependent question weight =
10

Option 1 =10
Option2=0
Option2=3
Option3=5

If Option 1 (Option 1 selected
in dependent question), Option
2 selected

question options dependent question options section score/
weight/Question question options weight + Sum of Sum of weights of
Weight) * 100 weight/ selected all sections) * 100
Dependent dependent
Question Weight) | question options
*100 weight) /Section
weight) * 100
Example: (2+3/10)*100 = (10/10)*100 = ((2+10+3)/ ((2+10+3)/
50% 100% 10)*100 = 150% 10)*100 = 150%
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Display

Dependent
Question Score
Display

Section Score
Display

Administrator Guide

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

Example:

Section Weight as 10
Question weight as 10
Option 1=2

Dependent question weight =
10

Option 1 =10
Option2 =0
Option2 =3
Option3 =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

10.1.2.4 Advanced Failure Condition

All the existing automatic failure conditions in earlier versions of Aspect EX Quality have
replaced with a new set of failure conditions. The Add Advanced Failure Condition feature
which allows you to fail a question based on Percentage Score or Point Score.

Example: You have a question as "Rate Agent Performance”, and available options are 1)
Excellent 2) Very good 3) Good 4) Intermediate 5) Needs improvement. You want to fail the
question for Intermediate or Needs improvement then, you can use the Advanced failure
condition and add a condition to fail based on the Percentage or Point Score. The failure
conditions have the following properties.

¢ You can define failure condition for question types such as

* Yes/No
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e Pass/Fail

e True/False

e Score Scale

¢ List (Applies only when weight is chosen)

Note: Advanced Failure Condition cannot be defined for Bonus Question types or Dependant
question types.

10.1.2.5 Failure Conditions at Question Level

There are two parameters to define the failure conditions at question level such as Percentage
Score and Point Score.

10.1.2.5.1 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/Fail,
Scored Scale, True/False, and Yes/No, as shown below.

CREATE EVALUATION TEMPLATE

$ = Name: 19 Description:  N/A
W Section 1- 1 Questions - Weight N/A - Comments: Disabled &
Name: * Description:
Weight: C \:l Enable Comments
W Question 1 - Weight N/A- Comments: Disabled o
Type: * Select 2 type Options: ["JResponse Required
Text: * B — |:| Enable Question Comments
Bonus: Yes/No Weight o
|__|Add to Library
Free Form Text Display Mode: Dropdown v
Description: Dependent Questions
List
Auto Fail: i

Pass/Fail

Scored Scale

+ Add Questior True/False

Yes/No
+ Add Section
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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 £
+ Add Question After

+ Add Advanced Failure Condition

# Score Adjustments s

& Fill Question From Library

Note: After selecting any of the above mentioned 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.

+ Add Advanced Failure Condition x

Auto Fail Question By: *

l Please select an auto fail fype. H

‘ Flease select an auto fail type. ‘

I FPercentage Score

FPoint Score

5. After selecting the Percentage Score, click on + button.
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6. Choose the failure condition and set the percentage as per your requirement.

+ Add Advanced Failure Condition x

Auto Fail Question By: *

Percentage Score v +
[GreaterThan = % o 0@
Equals

| Greater Than ‘

Greater Than Or Equals
Less Than

Less Than Or Equals

Not Equal E s [ ok ]

Exampile: If you create a failure condition called Percentage Score < 50 and while scoring
a call using this template, if the question score is lesser than 50%, then the question fails.
Even though the failure condition is satisfied and the question fails, the score of the
question is 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.

7. Click on OK button to complete the process.

10.1.2.5.2 Point Score

To define the failure conditions based on the point score, follow the steps below.
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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

$ = Name: 19 Description:  N/A
v Section 1- 1 Questions - Weight N/A - Comments: Disabled &
Name: * Description:
Weight: s ["] Enable Comments
W Question 1 - Weight N/A- Comments: Disabled o
Type: * Select a type Options: |:| Response Required
Text: * B —— |:| Enable Question Comments
Bonus: Yes/Mo Weight: _
|| Add to Library
Free Form Text Display Mode: Dropdown v
Description: Dependent Questions
List
Auto Fail: i

Pass/Fail

Scored Scale

+ Add Questior ——

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 s

& Fill Question From Library

Note: After selecting any of the above mentioned 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.
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4. Click on the Auto Fail Question By drop-down and select Point Score.

+ Add Advanced Failure Condition =

Auto Fail Question By: *

[ Fleaze select an auto fail fype. n

Please select an auto fail type.

Percentage Score

I Point Score I

5. After selecting the Point Score, click on + button.

6. Choose the failure condition and set the point as per your requirement.

+ Add Advanced Failure Condition x

Auto Fail Question By: *

Point Score w -
lGreaterThan H Points @&
Equals

‘ Greater Than |

Greater Than Or Equals
Less Than

Less Than Or Equals

Not Equal Cancel [ ok ]

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 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.

7. Click on OK button to complete the process.
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10.1.2.6 Failure Conditions at Section Level

There are two parameters to define the failure conditions at section level such as Percentage
Score and Point Score.

10.1.2.6.1 Percentage Score
To define the failure conditions based on the percentage score, follow the steps below.

1. At the end of the Section title bar, click the cog wheel icon to view a menu that displays
various actions that you can perform on the Section level.

2. Click on Add Advanced Level Failure Condition as shown below.

CREATE EVALUATION TEMPLATE

v Name: 21 Description:  N/A

4

W Section 1 - 1 Questions - Weight N/A - Comments: Disabled * Add Section Before e

+ Add Section After
Name: * Description:
Weight: 3 |:|Enanle Comments
Zg Remove All Questions
w Question 1 - Weight N/A - Comments: Disabled bed

1= Expand All Questions

1= Collapse All Questions

Type: * Select a type v | Options:

Text: ® Weight:
Display Mode: Dropdown

DesCI’iptiOﬂ: Uepeliuenin Wuesuuns
Auto Fail: i
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3. Click on the Auto Fail Section By drop-down and select Percentage Score.

+ Add Advanced Failure Condition x

(I Force Section Score to 0
Auto Fail Section By: *

Please select an auto fail type.

Flease select an auto fail type.

Percentage Score

Point Score

4. After selecting the Percentage Score, click on + button.

5. Choose the failure condition and set the percentage as per your requirement.

+ Add Advanced Failure Condition x

(I Force Section Score to 0
Auto Fail Section By: *

Percentage Score v || +
Less Than n % | v |@
Equals

Greater Than

Greater Than Or Equals

Less Than

Less Than Or Equals

Not Equal =L [ ok |

Example: If you create a failure condition called Percentage Score < 50 and while scoring
a call using this template, if the section score is lesser than 50%, then the section fails. You
must have the Section Scores Display option set to Percentage Score & Pass/Fail, Point
Score & Pass/Fail, or Pass/Fail to determine if this section has failed or not.

Note: If you toggled on the Force Section Score to 0 toggle button, the section score is
set to 0 when the answer meets the failure condition and criteria.
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6. Click on OK button to complete the process. The Advanced Failure Condition is enabled as
shown below.

W Section 1- 1 Questions - Weight NfA - Comments: DisabledIAdvanced Failure Condition : Enabled

10.1.2.6.2 Point Score

To define the failure conditions based on the point score, follow the steps below.

1. At the end of the Section title bar, click the cog wheel icon to view a menu that displays
various actions that you can perform on the Section level.

2. Click on Add Advanced Level Failure Condition as shown below.

CREATE EVALUATION TEMPLATE

& Name: 2 Description:  NJA

1]
-

v Section 1 -1 Questions - Weight N/A - Comments: Disabled b &

+ Add Section After
Name: * Name Description: Descriptio + Add Advanced Failure Condition

Weight: A 3 D Enable Comments

Zg Remove All Questions

v Question 1 - Weight N/A - Comments: Disabled _ o
1= Expand All Questions

Type: * Selecta lype +| options: A += Collapse All Questions
Text: ® Text Weight:
Display Mode: Dropdown
DesCI’lptIDn: Uepeiiuenin Wuesuuvns

Auto Fail: It Dependent Question Trigge
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3. Click on the Auto Fail Section By drop-down and select Point Score.

[ Flease select an auto fail type.

‘ Please select an auto fail type.

Percentage Score

I Point Score

+ Add Advanced Failure Condition

(3D Force Section Score to ()
Auto Fail Section By: *

Point Score

l Equals

‘ Equals |

Greater Than

Greater Than Or Equals
Less Than

Less Than Or Equals

MNot Equal

Cancel

4. Choose the failure condition and set the point as per your requirement.

Points 2 @&

Cancel

Example: If you create a failure condition called Point Score = 10, and while scoring the
call with this template, if the section gets a point score of 10, then the section fails. You
must set the Section Scores display option to Percentage Score & Pass/Fail, Point Score &
Pass/Fail, or Pass/Fail to know whether or not this question failed.

Note: If you toggled on the Force Section Score to 0 toggle button, the section score is
set to 0 when the answer meets the failure condition and criteria.
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5. Click on OK button to complete the process. The Advanced Failure Condition is enabled as
shown below.

W Section 1- 1 Questions - Weight NfA - Comments: DisabledIAdvanced Failure Condition : Enabled

If you want to clear the section level failure condition, follow the steps below.

1. Click on the cog wheel and select Edit Advanced Failure Condition.

———- R R

+ Add Section Before F.Y
+ Add Section After
# Edit Advanced Failure Condition

Zo Remove All Questions
I= Expand All Questions

+= Collapse All Questions

2. Toggle off the Enable toggle button to disable the Advanced Failure Condition and click on
OK button.

# Edit Advanced Failure Condition x

@) Enable

(3 Force Section Score to 0
Auto Fail Section By: *

Percentage Score v +

Greater than n 1 % | < (-]

10.1.2.7 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.
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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

d:

+ A G

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.

+ Add Failure Condition x

B Force Overall Score to 0
Auto Fail By: *

| Please selact an auto fail typa n

Fleasze selact an auto fail type |

Fercentage Score

Foint Scora

3. Click on the ‘+ button. You will see different options drop down list to set the failure
condition. Set the failure condition as per the requirement.
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4 Add Failure Condition i

I Force Overall Score to 0
Auto Fail By: *

Percentage Score w +
| Greatar than n < el
Equals
| Graater than

Greater than or equals
Less than

Less tham or eguals

-
Mot equals Cance

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 youtoggled 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.

CREATE EVALUATION TEMPLATE

# E tame Do Dot

BT T O - MG . e [
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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

- B

© Clear Template
Nai

® Expand ANl
Enable Comments

@ Colipase All

¥ @ cancel Comments: Disabled

3 save As Draft

- [l Save As Final

Description:

+ Add Question

+ Add Section

6. Update the failure condition as required and Click on OK button.

# Edit Failure Condition ;]

il ) Enable

g Force Owverall Score to
Auto Fail By: *

Percentage Score -...- -+
Less than w | 50 - TR -]
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7. To clear or remove the Failure condition added, turn off the Enable toggle button and Click
the OK button.

# Edit Failure Condition

(3D Enable

e “

10.1.3 Score Adjustments

To award or deduct points the user can use the option of Score Adjustments. Although the
points are awarded or deducted based on the certain conditions that are specified, while
syncing the Score Adjustments to a Question Type.

Initially the option Score Adjustment will be disabled, as shown below.

+ Add Question Before e
+ Add Question After

ins

& Fill Question From Library
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Once the user selects the question type from the Type* drop down list box, the Score
Adjustments option will be enabled.

Now, enter the weight in the Weight* text box, either by clicking the up down arrow keys, or
manually.

Click Score Adjustments, the dialog appears as shown below:

#: Question 1: Score Adjustments x

Weight:
10

Score Adjustments:

Mone w

The Weight text box shows the same value, as entered on the Evaluation Template, Question
Weight.

The Score Adjustments drop down list box, by default shows the option as None. It lists the
following options, other than None:

¢ Award Points

* Deduct Points
These options are given below:
1. Award Points

The user can award the points based on the certain conditions that are specified in the Score
Adjustments dialog box to assign the Award points.

Once the Award Points is selected, based on the Question Type selected either all the three
text boxes, next to Award Points will be enabled or only two text boxes will be enabled.
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In the below example, based on the type of question, only the first text box and the second list
box for the Award Points option is enabled.

# Question 1: Score Adjustments x

Weight:

Score Adjustments: *

- e
Award Points v » I "Pass’ Selectad a

IT'Pass” Selected

IT'Fail Selected “

<>

Enter the value in the text box that user should be awarded with. This is a
mandatory field, if left blank, a validation message appears to enter a weight in the box.

The next list box has two options, based on the Question Type* selected. Select either of the
conditions to be assigned to the Question to Award the user.

Click the OK button to assign the Award Points.
2. Deduct Points
The user can deduct the points based on the ceratin score attained by the user.

Once the Deduct Points is selected, based on the Question Type selected either all the three
text boxes, next to Deduct Points will be enabled or only two text boxes will be enabled.

In the below example, based on the type of question, all the three text boxes for the Deduct
Points option are enabled.

|
# Question 1: Score Adjustments x

Weight:

Score Adjustments: *

Deduct Points v 5 o w 1

If Highest Score

If Lowest Score “

‘ T Score = |

<>

Ii Score =<
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L

Enter the value in the text box that user should be deducted with. This is a
mandatory field, if left blank, a validation message appears to enter a weight in the box.

The next list box has four options, based on the Question Type* selected. Select either of the
conditions to be assigned to the Question to Deduct the user.

In the above example, If Score > option is selected, the immediate next text box is enabled.
Enter the value in the next text box. Say, if score is greater than 5, the points to be awarded or
deducted. So, enter the value 5 in the next text box.

Click the OK button to assign the Deduct Points.
Note:

a. For the Questions which has static options, for example: Yes or No, True or False,
Pass or Fail; the third text box remains disabled for both Award Points as well as
Deduct Points.

b. Weight has to be entered mandatorily on the Evaluation Template page for the
Question, otherwise the Score Adjustments dialog will throw an error after clicking
OK button and will not allow to save the Score Adjustments.

¢ You will return to either the Create or Edit Evaluation Template page (where you were
already). Click the Save As Draft option from the main menu, as shown below:

EDIT EVALUATION TEMPLATE

4l =

w OC!EEF Templﬂte WF}Ight N/t - Cao

[ Expand All
Nai

[ Collpase Al
We

@ Cancel

[ ]En:

<>

. A - Comments:
Save As Draft =

- Bl 5ave As Final Save As Draft
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* After saving the draft, when you click the Cog Wheel button, and select the Score
Adjustments option. The Score Adjustments dialog appears again. Whatever values you
have entered, will be saved for the Evaluation Template. Here, you can edit the values of
Score Adjustments, if required and click the OK button to save.

EDIT EVALUATION TEMP}"=
# Question 1: Score Adjustments %

Weight:

5

Score Adjustments: *

Award Points v ] - i 'Pass' Selected v

¢ Once you enter the Score Adjustments for a question, the header of that particular question
shows the value as Score Adjustments: Enabled, as shown below:

EDIT EVALUATION TEMPLATE

4

= Name: Test Score Description:  N/A
W Section 1: 'Final Evaluation’ - 1 Questions - Weight 5 - Comments: Disabled &
Name: * Final Evaluation Description:
Weight: 5 2 [] Enable Comments
W Question 1: "Award Points' - Pass/Fail - Weight 5 - Comments: Disabled - Response Required {Score Adjustments : Enabled £
Type: * Pass/Fail v Options: A Response Required
Text: * Award Points Weight: * 5 A Ij Enable Question Comments
["] Add to Library
Display Mode: Dropdown ¥
Description: Je 0 Ij Dependent Questions
Auto Fail: w  f v

+ Add Question

+ Add Section

* If you have not selected the Score Adjustments, the header will show as Score
Adjustments: Disabled.
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¢ When the user try to edit the question type, after syncing the Score Adjustments, a
Warning dialog box appears to remove the Score Adjustments. Select Yes or No, to save
or revert the changes, as shown below:

. Warning %

This will remove the Score Adjustments. Are you sure you want to
iose your changes?

o

Note: Score Adjustments is not applicable for the Dependant Questions type. In the Cog
Wheel button, the Score Adjustments option will not appear at all for the dependant
questions.

10.1.4 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, select Administration. The Administration panel appears.
4

. Under QM Evaluation, click Evaluation Templates.

# Home

= Employee Experience

#% Administration

mport

QM Evaluation

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 531



A aspect

Administrator Guide

The Evaluation Templates window opens, and a list of templates whose Status is either
Draft or Complete displays in the grid.

EVALUATION TEMPLATES

AR HE- RN

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

Name =|  Description =

knockDown-template?  knockDown-templatat

<h=Bold «/b> =<b=Bold =/b=
www.aspect.com wnwaspect com
Liet

Section Question
Comments

(Created By

Administrator, AQM

Administrator, AQM

Administrator, AQM

Administrator, AQM
Administrator, AQM
Administrator, AQM

Administrator, AQM

v Crealed Date =

1212412019 12:02:35 PM

1211972019 5:08:29 PM

1211972019 2:35:04 PM

1211972019 12:36:41 PM

1211972019 12:12:28 PM

1211972019 11:58:19 AM

1211972019 11:56:54 AM

Status = Active = UsedforScoing =

Complete /] [/}

Complete (v] [v]

Complete (V] V]

Complefe

Complate (V]

Complete

8 ° Clich

Complete V]

The Edit button s will be displayed beside the Add button as shown on the above

screen.

10.1.4.1 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.

EVALUATION TEMPLATES

2+ 2 O

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

Name =| Description =

knockDown-templated lnockDown-template1

<h=Bold «/b= =h=Bold «/b>
www.aspect.com wynw.aspect.com
List

Section Question
Comments

Created By

Administrator, AQM

Administrator, AQGM

Administrator, AQM

Administrator, AGM
Administrator, AQM
Administrator, AQM
Administrator, AQGM
Administrator, AQM

Administrator, AQM

v Created Date =

1212412019 12:02:35 PM

1211972019 5:08:29 PM

12/19/2019 2:35:04 FM

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

12/19/2019 11:52:52 AM

The Edit Evaluation Template window opens.

Status = Aclive = UsedforScoring =

Complete ] v}

Complete V] o

Complete

[<]
o

Complete
Complete
Complete
Complete

Complete

o 0 0 0o O

Complete
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2. To edit the template Name and other details, click Edit.

EVALUATION TEMPLATES

C+fEIT|lﬂ(!J

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

Name

= Description = Crealed By =

knockDown-template1 lnockDown-template1

<b=Bold /b= <b=Bold /b= Administrator, AQM
www.aspect.com www.aspect.com
List Administrator, AQM

Section Question

Comments

Administrator, AQM

Adminisirator, AQM

Administrator, AQM

Administrator, AQM

Administratar, AQM

Administrator, AGM

Administrator, AQM

¥ Created Date =

1212412019 12:02:35 PM

1211972019 5:08:29 PM

1211912019 2:35:04 PM

12/19/2019 12:36:41 PM

1211912019 12:12:28 PM

1211912019 11:58:19 AM

1211972019 11:56:54 AM

1211972019 11:55:51 AM

1211972019 11:52:52 AM

Siatus = Active = UsedforScoing =

Complete (V] v

Complete (] v}

Complete

[<]
o

Complete
Complete
Complste
Complete

Complate

o 0 0 & O

Complete

The Edit Evaluation Template details window opens.

# EDIT EVALUATION TEMPLATE

Name: *

15

Description:

Display Scoring:
Section, Question, Overall

Scoring Type: *

Success Rate / Quality Score (%) & Pass/. .

Default Question Response:

Mone

+| Display Question Numbers

Weight For N/A Answer Choice:

Mot included in score v

Override Minimum Possible Score:

Override Maximum Possible Score:

v
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 10-475.

4. To close the template details without editing, click Cancel.

OR

To save the template changes, click OK.
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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 triple-bar icon and from the menu select either
Save As Draft or Save as Final.

10.1.4.2 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.

EVALUATION TEMPLATES

gl+[e]m a0 v

Drag a column header and drop it here te group by that column
MName = Description = Created By = v (Creafed Date = | aStatus = Active =| UsedforScoring =
15 - Duplicate Administrator, AQM 1192020 10:11:16 AM Complete [v]

knockDown-templated knockDown-template1

=h=Bold =/b= =b=Bold </b= Administrator, AQM 12/24/2019 12:02.35 PM  Complete (V] /]
Www.aspect com www.aspect.com

List Administrator, AQM 12/19/2019 5:08:229 PM  Complete (v] [v]
ii:':'l:lfm i Administralor, AGM 121192019 Z35:04PM Complete © e
15 Administrator, AQM 12/19/2019 12:36:41 PM  Complete

14 Administrator, AQM 12119/2019 12:1228 PM | Complete (V]

15 Administrator, AQM 12119/2019 11:58:19 AM  Complete [v]

12 Administrator, AQM 12119/2019 11:56:54 AM  Complete (]

10 Administrator, AQM 12/19/2019 11:55:51 AM  Complete (V]
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1. Click Edit button ¢ , the Edit Evaluation Template details window opens.

i' EDIT EVALUATION TEMPLATE x
Name: * +| Display Question Numbers
15 Weight For N/A Answer Choice:
Mot included in score v

Description:

Override Minimum Possible Score:

Display Scoring:
Override Maximum Possible Score:
Section, Question, Overall v

Scoring Type: *

Success Rate / Quality Score (%) & Pass/. v
Default Question Response: Allow Access To:
Mone v Select Selected (2)

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.

‘4 select User Profiles x

Search Items:

Selected (0) Cancel “

Note: To provide the access for a new user, select the user profile for which the user is
associated with.
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10.1.5

4. Go to the Search Items field, either search by name or click on the magnifying glass to

search and select the profile/s.
Or, click on the Ea button to select all of the profiles available in the database.

5. In Via, 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.

e 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.

EVALUATION TEMPLATES
z+|s2)®m 8 o0
Drag a column header and drop it here to group by that column
Name =|  Description =|  Created By = | v Created Date = | 4 5latus = Achive =| UsedforScoring =
15 - Duplicate Administrator, AQM 1/9/2020 10:11:16 AM Complete [v]
knockDown-template1 knockDown-template1
<h=Bold =/p= =h=Bold </b= Administrator, AQM 12/24/2019 12:02.35 PM  Complete (] V]
Www.aspect.com wiwnw_aspect.com
List Administrator, AQM 12/19/20195:08:29 PM  Complete [v] (v]
ii:i:z‘i:‘eﬁ o Administiator AQM  12/192019 23504 P Complete ° )
15 Administrator, AQM 12/19/2019 12:36:41 PM  Complete
14 Administrator, AQM 12/19/2019 12:12:28 PM | Complete (/]
13 Administrator, AQM 12/19/2019 11:58:19 AM  Complete (/]
12 Administrator, AQM 12/19/2019 11:56:54 AM  Complete /]
10 Administrator, AQM 12/19/2019 11:55:51 AM  Complete ]

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.

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.
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2. Click on Duplicate button from the menu options as shown below.

EVALUATION TEMPLATES

$+ifﬂ)

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

Name = Description
knockDown-template <b=Bold </b= knockDown-templated <b=Bold </b=
wWww_aspect com wWww.aspect com
List

Section Question Comments

Created By

Administrator, AQM

Administrator, AQM
Administrator, AQM
Administrator, AQW
Adminiztrator, AQM

Administrator, AQM

¥ Created Date

1212412019 12:02:35PM

121972019 5:08:29 PM

1211972019 2:35:04 PM

12/19/2019 12:36:41 PM

1211972019 12:12:26 PM

1211972019 11:58:19 AM

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.

EEEIE DUPLICATE EVALUATION TEMPLATE

Name: *

Description:

Display Scoring:

Section, Question, Overall w
Scoring Type: *
Success Rate f Quality Score (%) & Pass/. W

Default Question Response:

Mone w

Note: The fields marked with a red asterisk (*) are required fields.

+| Display Question Numbers

Weight For N/A Answer Choice:

Mot inclu

Owverride

Owerride

ded in score ~

Minimum Possible Score:

L

Maximum Possible Score:

>

Allow Access To:

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
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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.

DUPLICATE EVALUATION TEMPLATE

# = Name 15 - Duplicate Description.  N/A
» Section 1: "8$1" - 1 Questions - Weight 10 - Comments: Disabled o
Name: * 51 Description:
Weight: 10 Enable Comments
v Question 1:'Q1" - Yes/No - Weight 10 - Comments: Disabled £
Type: * Yes/Mo + | Options: Response Required
Text: * o1 Waight: * 10 ~ Enable Question Comments
] : v
Add to Library
Display Mode: Dropdown v
Description: Dependent Questions
Auto Fail: nferaction v I v

+ Add Question

+ Add Section

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 check-boxes as shown below.

% Section 1:"§1"- 1 Questions - Weight 10 - Comments: Enabled &
Name: * g9 Description:
Weight: 10 +| Enable Comments
% Question 1:'G1" - Yes/No - Weight 10 - Comments: Enabled &
Type: * Yes/MNo +  Options: Response Required
Text: * 1 Weight: * 10 A IJ Enable Question Commemsl
Add to Library
Display Mode: Dropdown v
Description: Dependent Questions
Auto Fail: nteraction v i v

5. If you want to add a new section(s) to the duplicated template, see Add a New Section on
page 10-480.

6. If you want to add a new question(s) to the duplicated template, see Add a New Question
on page 10-483.
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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 triple-bar icon to

view the following menu.

€ Clear Template L

[® Expand All

1] ar
B Collpase All

w

€ Cancel

) 2 Save As Draft o
[2 Save As Final

rypre. rerealC

Note: When you save an evaluation template as Draft, it is successfully saved to the

database, when the following Success window opens.

uccess b

The evaluation template saved sucessfully.

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

S+ ¢ 4 8@ N

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

Name = Description = (Created By

15 - Duplicate Administrator, AQM
knockDown-template1 <b=Bold </b= knockDown-template1 <b=Bold =/b= .

WAy aspect com W 2spect com Administrator, AGM
List Administrator, AQM
Section Question Comments Administrator, AQGM
15 Administrator, AQGM
14 Administrator, AQM

= v(Created Date

119/2020 10:11:16 AM

1212412019 12:02:35 FM

12119/2019 5:08:20 PM
12/19/2019 2:35:04 PM
121192019 12:36:41 FM

12192019 12:12:28 FM
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10.1.5.1 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.

Question Type in Aspect Quality Displays as this in WEM

* Choose one * List, with Enable Options Weight deselected
* Choose one or more

e Scored Scale (Low to High) e 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.

10.1.6 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.

2. Log in as an Administrator.

3. From the Main menu triple-bar, select Administration. The Administration panel appears.
4

. Under QM Evaluation, click on Evaluation Templates.
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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
|+ & oW N

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

Name = Description = (Created By

15 - Duplicate Administrator, AQM

knockDown-template
=h=Bold =/b>

knockDown-template
=b=Bold «/b= Administrator, AQM

www.aspect.com wunw.aspect.com

List Administrator, AQGM
Section Question

Administrator, AQGM
Comments
15 Administrator, AQGM

5. Select the evaluation template and

= v(reated Date = | aSfatus = Aclive = UsedforScoring =
1/9/2020 11:1421AM  Complete (V]
1212412019 12:02:35PM  Complete V] [/}
12192019 5:03.29 P Complete [v] V]
12192019 235:04 PM  Complete [v] V]

121972019 12:36:41 PM  Complete

click on Delete button as shown below.

EVALUATION TEMPLATES
a4+ s ea Y

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

Name = Description = (Created By

15 - Duplicate Administrator, AQM

knockDown-template1
=h=Bold </b=
W aspect com

knockDown-template1
=h=Bold /b=
wwwaspect com

Administrator, AQM

List Administrator, AQM

Seclion Queston Administator, AQM

Comments

15 Administrator, ACGM
Note:

= v(Created Date = aStaus = Aclive = UsedforScorng =
1/9/2020 11:14.21AM  Complete [v]
121242019 12:0235FPM  Complete V] o
12119/2019 5:03:29 PM  Complete [v] V]
121192019 23504 PM  Complete (V] V]
12/19/2019 12:36:41 PM  Complete

¢ 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.

e The admin or the evaluation template owner can delete those Evaluation Templates
which are not used for scoring.

Click on Yes to delete the Evaluation Template.

10.1.7 Activate and Deactivate Evaluation Template/s

Aspect Workforce Engagement Management Quality™ Administrator Guide

This section describes how to activate and deactivate one or multiple Evaluation Templates.
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10.1.7.1 One Evaluation Template

Follow the steps below to activate and deactivate one Evaluation Template.

1.
2.

From the M

ain menu, select Administration. The Administration panel appears.

Under QM Evaluation, click on Evaluation Templates. The Evaluation Templates window

appears.

Select the Evaluation Template on the grid, and click on Activate button from the menu
buttons as shown below.

EVALUATION TEMPLATES

."}'+§‘f€|f

Drag a column header and
Name =

hidjh ksd hikjshd flkhsd
fkjhds flchsdfighsd
kifhskdjfhljsdf

9

8

Note:
¢ Whe

drop it here to group by that column

Description = (Created By = v(reated Date = aStafus = Aclive = UsedforScoing =

Administrator, ACM 1219/2019 11:41:25 AM  Complete

Administrator, AQM 12119/2019 11:40:37 AM | Complete

Administrator, AQM 12119/2019 11:40:03 AM  Complete

n 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.

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(z) before activating this evaluation template(s). Other selected
template(s) are updated

10.1.7.2 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.
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3. Press Ctrl + Left-click to select multiple Evaluation Templates at a time, and click on
Activate or Deactivate button from the menu buttons as shown below.

EVALUATION TEMPLATES

o+ old

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

Name = Description = C(reated By = v(reated Date = aSfatus = Achive = UsedforScoring =
13 Administrator, AQM 12/19/2019 11:58:19AM  Complete V]
12 Administrator, AQM 12/19/2019 11:56:54 AM Complete V]
10 Administrator, AQM 1211972019 11:55:51 AM  Complete V]
1 Administrator, AQM 12/19/2019 11:52:52 AM  Complete (V]
2 Administrator, AQM 12/19/2019 11:51:54 AM  Drait (v]
3 Administrator, AQM 12/19/2019 11:50.35 AM  Complete V]
4 Administrator, AQM 12/19/2019 11:49:02 AM  Complete V]
5 Administrator, AQM 12/19/2019 11:48:18 AM  Complete [v]

¢ 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

2|+ (UMY Activated Evaluation Templates

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

Name = Description = (reated By = v(realed Date = aSfalus Active = UsedforScoring =
1111 Administrator, AQM 119/2020 5:03:58 PM Draft
18 Administrator, AQM 119/2020 3:04:48 FM Complete
knockDown-template!  knockDown-template1
<b=Bold =/b= <b=Bold =/b= Administrator, AQM 12124/2019 12:02:35 PM | Complete ¢ v}
www.aspect.com www_aspect.com
List Administrator, AQM 12/19/20195:08:29 PM  Complete V] V]
S Deactivated Evaluation Template
Administrator, AQM 12/19/2019 2.35:04 FM  Complete (v] (v]
Comments
15 Administrator, AQM 12/19/2018 12:36:41 PM  Complete
14 Administrator, AQM 121192019 12:12:228 PM  Complete (V]

Note: Edit, Duplicate and Delete buttons are disabled when multiple evaluation templates
are selected.
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10.2 Workforce Configuration

This section discusses about the Workforce Configuration Navigation, Add, Edit and Upload
Scores options.

10.2.1 Navigation to Workforce Configuration
Follow the steps given below to navigate to the Workforce Configuration page:
1. Go to the main menu.

2. Click Administration > QM Evaluation> Workforce Configuration.

#A Home

w Employee Experience

% Administration

Import

QM Evaluation
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3. The Workforce Configuration page appears as given below

WORKFORCE CONFIGURATION

ES AR A

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

& Server Name =| Uploaded On = Uploaded By =

10.138.8.136

n 1-10f1items

Note: The menu options varies based on the existing Workforce Configuration. If there is not
at all any Workforce Configuration listed the grid, then the Add button will appear, as
shown below. The Upload Scores button will be disabled.

If there is an existing Workforce Configuration listed in the grid, the Add button will not
appear at all, instead of that the Edit button is replaced, the Upload Scores button will
be enabled, as shown above. As there is no option to delete the Workforce
Configuration, so once it is created, there isn’'t any option to add another configuration,
you can only edit the same.

WORKFORCE CONFIGURATION

||+

+

Use 'Add' button to add workforce configuration.
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4. The Menu buttons =~ 4 or &+ 4 1 onthe Workforce Configuration page are
described below:

Icons Description

Refresh | . Refreshes the Workforce Configuration grid with latest

= configuration changes. Instead of the browser refresh button
user can click on this menu button which will refresh only the
grid data and not the page.

Add 4+ Adds the new workforce configuration to the grid.
Edit # Edits the selected workforce configuration existing in the grid.
Upload Scores Allows to upload the scores details.

Note: The Upload Scores button will be enabled only when
there is at least one Workforce Configuration listed in
the Workforce Configuration grid.

5. The grid columns on the Workforce Configuration page are described below:

Column Description

Server Name The name of the server.

Uploaded On The date and time, when the scores are uploaded to Aspect
Workforce from Aspect Quality.

Uploaded By The logged in user, who uploads the score to the Aspect
Quality.

10.2.2 Create Workforce Configuration

To create a Workforce Configuration, perform the following steps.
1. Go to the main menu.
2. Click Administration > QM Evaluation > Workforce Configuration.

3. The Workforce Configuration page appears.

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 546



A CISpeCt Administrator Guide

4. Click on the Add button. The Add Workforce Configuration window appears as shown
below.
4+ Add Workforce Configuration x
Server Name: *
Web Server Name: *
Database Name: *

Admin User Name: *

Admin Password:

Employee Extra Field Name: *

The fields marked (*) are mandatory fields.
In the Server Name text box, enter the server name.
In the Web Server Name text box, enter the web server name.
In the Database Name text box, enter the database name.

In the Admin User Name text box, enter the admin user name.

© ® N o o

In the Admin Password text box, enter the admin password. The Edit button is available
next to Admin Password text box, when clicked Change Password, a dialog appears, as
shown below.

# Change Password *®

New Password:

Reenter Password:

The dialog allows to change the Admin password, which was entered on the Add
Workforce Configuration definition window.
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10.In the Employee Extra Field Name text box, enter the employee extra field name.

Note: When the value is not entered in the mandatory text boxes, a validation message
appears for the blank fields, when clicked OK, as shown below.

+ Add Workforce Configuration X

[ Flease supgly a server name

: Please s aweb server name, X
Wab Server ol
.[;.!Tahasg Ha- Plaase supply a databasa name x

Please supply an admin user name.

Admin User

Admin Password:

Pleass supply the employee extra %
feid
Employee Ed

11.Click OK to create a Workforce Configuration.

The created Workforce Configuration appears in the Workforce Configuration grid.

10.2.3 Edit Workforce Configuration

To edit a Workforce Configuration, perform the following steps.

1. Go to the main menu icon.

2. Click Administration > QM Evaluation > Workforce Configuration.
3. The Workforce Configuration page appears.
4

. Select the available Workforce Configuration from the grid that needs to be edited and click
the Edit icon.
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5. The Edit Workforce Configuration window appears as shown below.

# Edit Workforce Configuration x

Server Name: ®
WEMQA-001

Web Server Name: *

WEMWebSenicas
Database Name: *
AES
Admin User Nama: *
ADKIN

Admin Password:

Employee Extra Field Name: *

AQMSCoNe

6. Edit the fields as per your requirement.
Note: Refer to Create Workforce Configuration on page 10-546 section, step 4 to 10.

7. Click the OK button to complete the process.

10.2.4 Upload Scores

To upload scores in the Workforce Configuration, perform the following steps.
1. Go to the main menu icon.

2. Click Administration > QM Evaluation > Workforce Configuration.

3. The Workforce Configuration page appears.
4

. Select the available Workforce Configuration from the grid for which the scores needs to be
uploaded and click the Upload Scores icon * .

5. A'Warning message dialog appears to confirm the scores upload as shown below.
L Warning x

This action will upload scores of all agents from last 30 days fo
Worlkforce Server for Workforce enabled switch/switches in QM. It
may tale time. Do you want to continue?

No Yes

6. Click Yes to complete the process.

The Uploaded On and Uploaded By column on the Workforce Configuration page will be
updated and will display the date, time and name of the logged in user in the respective
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columns.

If the Configuration details which are entered, are not validated either during creating or editing
the Workforce Configuration, the error message is displayed on the Upload Scores page, as
shown below.

{ Error x

Unabile to upload the scores to Workiorce. Please check
Workforce server configuration and Workforce server is running

This prohibits the user to upload scores, so enter the same passwords in the Change
Password text boxes.
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11. Recording

Administrator Guide

This chapter describes about how Aspect Quality uses different configuration to record a
particular interaction.

Different features are covered within Recording. Recording features are listed below:

11.1 Agent Groups

Agent Groups are the groups of agents defined with the common skill set.

This section discusses about the Agent Groups information.

11.1.1 Navigation to Agent Groups

Follow the steps given below to navigate to the Agent Groups page:

1. Go to main menu icon.

Aspect Workforce Engagement Management Quality™ Administrator Guide

Agent Groups
Audio Ports
Locations
Receiver Groups
Recording Boards
Recording Groups
Recording Rules
Skill Groups
Switches

Trunk Channels

VOIP Tap Points
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2. Click Administration > Recording > Agent Groups.

3% Administration

Import

Recording

3. The Agent Groups page appears as given below:

AGENT GROUPS

I i)

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

4 Name =| Call Type = Number = Switch = Active =
OMinboundService2 ACD Call 1000002 UIP7 45P2_nata (V] &
QMinboundService3 ACD Call 1000003 UIPT.45P2_nata V]
MinboundService4 ACD Call 1000004 UIP7.45P2_nata v}
MinboundService5 ACD Call 1000012 UIP7.45P2_nata (]
OMinboundServicet ACD Call 1000013 UIP7 45P2_nata (]
OMMonitor 11000039 2014-02/26/2019 (Inactive) ]
QMMonitor 1000011 UIFT.45P2_nata v}
QMMonitor 11000039 QA UIP ECTIPS (Inactive) (V]
MOutboundService1 Outbound Queued Call 1000005 UIP7.45P2_nata (]
OMOutboundService2 Outbound Queued Call 1000006 UIFT.45P2_nata V]
QMCutboundServiced Qutbound Queued Call 1000007 UIF7.45P2 nata V)
QOMOutboundServiced Qutbound Queued Call 1000008 UIP7 45P2_nata v}
-

M < BSBPF‘
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4. The Menu buttons =~ » @ on the Agent Groups page are described below:

Icons Description
Refresh o Refreshes the agent groups grid with latest agent group

changes. Instead of the browser refresh button user can click
on this menu button which will refresh only the grid data and not

the page.
Edit » Edits the selected Agent Group existing in the grid.
Information e Provides the information about the skill groups associated with

the selected agent group from the grid.

5. The grid columns on the Agent Groups page are described below:

Column Description

Name The name of the Agent Group.

Call Type The type of call to which the agent is connected and recorded.

Number The unique number to identify the Agent Group.

Switch The name of switch to which agent is connected.

Active The agent group status is displayed by the icon, whether active
or not.

11.1.2 Edit Agent Group

This section only applies if you are connecting to a Unified IP switch supporting the Enhanced
CTIPS functionality. The configuration options are only available for ACD and Outbound
Queued Call types; they are optional and override the settings defined for the switch to which
the Agent Group is associated. You can define the Enhanced CTIPS options on a per-agent
group level. You must start the Aspect Quality service on the Primary server in order to
perform an initial data synchronization operation to load the agent groups into Aspect Quality.

To configure the enhanced CTIPS options for individual agent groups, perform the following
steps.

Note: The edit button will be enabled only for those Agent Groups that is associated with UIP
Enhanced CTIPS switches and call type other than chat. Also, the edit button remains
disabled for UIP Enhanced CTIPS related switches, which are inactive.

1. Go to the main menu icon.
Click Administration > Recording > Agent Group.

The Agent Group page appears.

N

Select the available Agent Group from the grid that needs to be edited and click the Edit
icon 4 .
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5. The Edit Agent Group window appears as shown below:

Name:

ATC_Inbound

Switch:

Call Type:

Agent Group Number:

0

(D Override Switch Setting &

Enable Full-Time Recording

Record Tariff Tone Type:

Record Tariff Tone Duplex Type:

Record Tariff Tone Interval:

Seconds

Note: The Name, Switch, Call Type and Agent Group Number cannot be updated for
any Agent Group that is once created and it will remain disabled for Edit Agent

Group option.

Aspect Workforce Engagement Management Quality™ Administrator Guide
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6. The Override Switch Setting toggle button is unflagged by default, flag it to enable other
options in the window.

# Edit Agent Groups x
Name: @) Override Switch Setting &
Filks S (3 Enable Full-Time Recording

Record Tariff Tone Type: *

Switch: Select a Record Tariff Tone Type v

Record Tariff Tone Duplex Type:
Call Type:

Record Tariff Tone Interval:
Agent Group Number: Seconds

0

The information @ button pop-up is available adjacent to the Override Switch Setting,
stating, “Please make sure the selected recording tone settings are in compliance with
local laws.”

7. If you want Unified IP to record calls for the selected agent group when Aspect Quality is
unable to communicate with the Unified IP system, flag the Enable Full-Time Recording
toggle button.

8. Once the Override Switch Setting toggle button is flagged, the Record Tariff Tone Type
drop-down is enabled and is a mandatory field. Select from the following options listed in
the drop-down:

Options Description

No Tone No tone or beep sounds.
Initiated Tone Atone or beep sounds when recording begins.
Periodic Tone A tone sounds repeatedly at intervals specified in seconds.

Note: If you select the Tariff Tone Type No Tone, then the Tariff Tone Duplex Type drop-
down list is inactive.
If you select Initiated Tone or Periodic Tone, the agent and caller will hear the tones
in the Unified IP call, as well as in the recordings.
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9. After providing the value in the Record Tariff Tone Type field, the Record Tariff Tone
Duplex Type drop-down is enabled and is a mandatory field. Select from the following
options listed in the drop-down:

Options Description

Agent Half Duplex Only the agent hears the tone or beep sounds.

Contact Half Duplex Only the contact hears the tone or beep sounds.

Full Duplex Both the agent and the contact hear the beep or tone.
Or

If you select the Record Tariff Tone Type Periodic Tone, then from the Record Tariff Tone
Duplex Type drop-down list, select the following option.

Options Description

Full Duplex Both the agent and the contact hear the beep or tone.

Note: When Record Tariff Tone Type No Tone option is selected, the Record Tariff Tone
Duplex Type field remains disabled.

10.The Record Tariff Tone Interval field remains disabled for Initiated Tone and No Tone
options. The field is enabled and is a mandatory, when Periodic Tone option is selected.
Enter the value manually in seconds, after which you want the tone to repeat. The value
should be a positive integer, less than 10 characters in length.

Note: Any modifications that you make in the Enhanced CTIPS configuration or the
Record Tariff Tone configuration do not require that you restart the Aspect Quality
Service in the Primary server.

11. Edit the field values as per your requirement.

12.Click the OK button to complete the process.

11.1.3 Information about Agent Group

This Information icon briefly gives the skills group information associated with the Agent Group
that is selected from the grid.

1. Go to the main menu icon.

2. Click Administration > Recording > Agent Groups.
3. The Agent Groups page appears.
4

. From the Agent Groups page select the agent from the grid for whom you need to view the
skill groups information. Then click the Information g icon.
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5. The Agent Information appears as below:

AGENT GROUPS

c ¢ 0

[ Information

Selected Agent Group: Outbound_General

i Skill Groups: After fix, Skill_Inbound, SkillQutbound

M3 GunEe
M3_External_Service
M3_External_Service
M3_External_Service
NEXA|English_Levelt
Outbound
Outbound_Aute
Outbound_Auto
Outbound_General
Outbound_General
OutboundService
OutboundService

OuthonndSenvica
M 4 1

All Types

Qutbound Queued Call
QOutbound Queued Call
Outbound Queued Call
Outbound Queued Call
Outbound Queued Call
Qutbound Queued Call
Outbound Queued Call

Outhoind Ouened Call

= Number

1000013

Switch
UIP735_1 (Inactive)
ENH_CTIPS_UIP7.3 (inactive)
UIP73_SP3_RCTIPS (Inactive)
ENH_CTIPS_UIPT.3 (Inactive)
UIPT3Enhanced
Default Import Switch
Lom_Zipwire1
UIPT3SP4ECTIPS (Inactive)
spdectips
UIPT3SP4ECTIPS (Inactive)
spdactips
UIPT3_CTIPS
UIP73Enhanced

LIP73_SP3 RCTIPS (Inactive)

6. The Information pop-up appears with following details:

* Information

Selected Agent Group: Outbound_General

Skill Groups:

YRR T A TREET

After fix, Skill_Inbound, SkilOutbound

Administrator Guide

Aciive =

o 0 0 00 0 0 00 0 00

o -
101 - 189 of 139 items

Selected Agent Group: Name of the Agent Group to which the agent belongs.

Skill Groups: The name of the Skill Group assigned to the agent.

11.2 Audio Ports

This section discusses about the Audio Ports. To navigate, create, edit, filter, and changing
status of an audio port is given below.

11.2.1 Navigation to Audio Ports

Follow the steps given below to navigate to the Audio Ports page:

1. Go to main menu icon.
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2. Click Administration > Recording > Audio Ports.

#A Home

& Emj

u Armin
3% Adminis

Recording

3. The Audio Ports page appears as given below:

Administrator Guide

AUDIO PORTS

2| Y|+ L]0 =

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

4 Name = Description = Type = Server N... = Termi... = Mode = Cha. = Ena... = St = Extension =
PLEK10 SIP_CBK ADM19SRV12 On Demand ] ]

PLBK100 SIP_CBK AQM19SRV12 On Demand (] ]

PLEK1000 SIP_CBK AQM19SRV12 On Demand (] ]

PLBK1001 SIP_CBK AQM19SRV12 0On Demand (] ]

PLEK1002 SIP_CBK AQM19SRV12 On Demand (/] ]

PLEK1003 SIP_CBK AQM19SRV12 On Demand (] o

PLEK1004 SIP_CBK AQM19SRV12 On Demand [} ]

PLBK1005 SIP_CBK AQM19SRV12 On Demand (/] ]

PLEK1006 SIP_CBK AQM19SRV12 On Demand (] ]

PLBK1007 SIP_CBK AQM19SRV12 0On Demand (] ]

PLBK1008 SIP_CBK AQM19SRV12 On Demand (] ]

PLEK1009 SIP_CBK AQM19SRV12 On Demand ] ]

PLBK101 SIP_CBK AQM19SRV12 0On Demand ]

PLEK1010 SIP_CBK AQM19SRV12 On Demand (] V]

PLBK1011 SIP_CBK AQM19SRV12 On Demand (] (]

PLBK1012 SIP_CBK AQM19SRV12 On Demand [} ]

PLBK1013 SIP_CBK AQM19SRV12 On Demand ] ]

PLEK1014 SIP_CGBK AQM19SRV12 On Demand ] -]

PLBK1015 SIP_CBK AQM19SRV12 On Demand ] ] =
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4. The Menubuttons ~ ¥y 4+ » @ = ontheAudio Ports page are described

below:

Icons Description

Refresh o Refreshes the Audio Ports grid with latest audio ports changes.
Instead of the browser refresh button user can click on this
menu button which will refresh only the grid data and not the
page.

Filter v Filters the grid based on the switches.

Add + Adds the new Audio Port to the grid.

Edit # Edits the selected Audio Port existing in the grid.

Information e Provides the information about the switch associated with the
selected audio port from the grid.

Change Status = Changes the status of the Audio Port listed in the grid.

5. The grid columns on the Audio Ports page are described below:

Column Description

Name The name of the port.

Description The description of the port.

Type The type of the port, which is configured.

Server Name The name of the server.

Terminal Number The terminal number of the port.

Mode The mode of the port.

Channel The channel of the port.

Enabled Indicates whether port is enabled or disabled by means of a
check mark icon.

Status Indicates whether port is active or inactive by means of a
check mark icon.

Extension The extension of the port, if provided.

Note: Audio Ports offers the grid that can be filtered and sorted based on selecting any of
the columns. Select the Column Settings = icon from the column that needs to be
filtered.

11.2.2 Create Audio Ports

To create a new Audio Port, perform the following steps.
1. Go to the main menu.

2. Click Administration > Recording > Audio Ports.
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3. The Audio Ports page appears.

4. Click on the Add button. The Add Audio Ports window appears with General tab active.

+ Add Audio Ports ®

General

(I Create Multiple Ports
(]

Port Number: @ L]
Port Type: *
Select a port type ~

Description:

@ Enable o

The fields marked (*) are mandatory fields.
Note:

a.

By default the Switch Associations, VOIP Forwarding, and Associated Recording
Groups tabs are disabled.

The VOIP Forwarding tab will be enabled only for HPXM Port Type.

Associated Recording Groups tab will be enabled only when there is minimum one
Switch Associations listed and Recording option should be flagged on the Usage
section, in the General tab.

5. In the General Tab: In the General tab of the window, various controls are disabled, once
Port Type is selected the corresponding controls are enabled. General tab broadly includes
five sections; Basic, Configuration, Usage, Audio Streaming, and Communication Manager.

6. The Create Multiple Ports toggle key is unflagged by default. Flag the key to create a
group of audio ports. Leave it unflagged, if single port is to be created.

7. The Number of Ports option text box will be enabled, once the Create Multiple Ports
option is flagged. Enter the number of ports to be created in the Number of Ports text box.

The information @ button pop-up is available adjacent to the Number of Ports, stating,
“Sum of 'Number of Ports' and 'Port Number' cannot exceed maximum port size
100,000.”

An error message displays, if the port number exceeds 100,000.

Either select the value by clicking the up-down arrow keys or manually enter it in the
Number of Ports text box.

Number of Ports field cannot be blank, when enabled.
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8. In the Port Number text box, the information @ button pop-up is available adjacent to the
Port Number, stating, “Enter the 'Port Number' between 1 and 100,000.”

Enter the unique value manually in the Port Number text box.
Port numbers appear in the Port Name Column after you configure the ports.
This field cannot be blank.

9. In the Description text box, enter the descriptive name for the ports.

10.The Enable toggle key is flagged by default. If user wants the audio ports to be able to
record, leave it as is. User can unflag it, so that the port does not record.

11. The Multi Registration toggle key is unflagged and disabled by default. Flag the key as
required.

Note: The Multi Registration key will be disabled for all the Port Types other than DMCC.

12.1n the Port Type drop-down, the options that are available by default are given below. Also
the General tab options pertaining to that Port Type are given in the below table:

Port Type Configuration Section Usage Section Audio Streaming Communication
Section Manager
Section
AC_HPXM | Server:* Select from the Recording: Codec: Select NA
available server options in | The Recording | from the available
the drop-down list box, the | toggle key is Codec options

name of the server on
which the audio port runs.

Recording Board:*

unflagged by
default. Flag it
if you want to

listed in the drop-
down. The options
are:

Select the recording board (e;:civr;/i;eggrrtc.ilng * Linear PQM
on which the audio port 8KHz 8-bit
resides from the available mono
options listed in the drop- * G.711 ulaw
down list box. e G.711 alaw

Recording Mode: By
default only the On
Demand option to be
selected.

Channel:* Either select
the value by clicking the
up-down arrow keys or
manually enter it in the
Channel text box. The
channel number of the
physical port used to
record.

Note: The information

o button pop-up is
available adjacent to the
Channel, stating, “Enter
the 'Channel' between 1
and 9999.”
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Configuration Section

Usage Section

Audio Streaming
Section

Administrator Guide

Communication

Manager
Section

AL_LDPM

Server:* Select from the
available server options in
the drop-down list box, the
name of the server on
which the audio port runs.

Recording Board: Select
the recording board on
which the audio port
resides from the available
options listed in the drop-
down list box.

Recording Mode: Select
from the options listed
under drop-down.

Alternate Recording
Mode: Select from the
options listed under drop-
down.

Channel:* Either select
the value by clicking the
up-down arrow keys or
manually enter it in the
Channel text box.The
channel number of the
physical port used to
record.

Note: The information

o button pop-up is
available adjacent to the
Channel, stating, “Enter
the 'Channel' between 1
and 9999.”

Terminal Number: This
option is enabled only
when single port is
created.

Note: If Create Multiple
Ports option is flagged,
the Terminal Number will
be disabled.

Recording:
The Recording
toggle key is
unflagged by
default. Flag it
if you want to
allow recording
on this port.

Live
Monitoring:
The Live
Monitoring
toggle key is
unflagged by
default. Flag it
if you want to
allow recording
on this port
using Live
Monitor.

Note: Live
Monitoring can
be flagged only
with the
Recording
Mode: On
demand option.

Codec: Select
from the available
three Codec
options listed in the
drop-down.The
options are:

Linear PCM
8KHz 8-bit
mono

G.711 ulaw
G.711 alaw

Note: When Live
Monitoring option
is flagged, Linear
PCM 8KHz 8-bit
mono option is not
available.

NA
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Configuration Section

Usage Section

Audio Streaming
Section

Administrator Guide

Communication
Manager
Section

AL_DP

Server:* Select from the
available server options in
the drop-down list box, the
name of the server on
which the audio port runs.

Recording Board: Select
the recording board on
which the audio port
resides from the available
options listed in the drop-
down list box.

Recording Mode: Select
from the options listed
under drop-down.

Alternate Recording
Mode: Select from the
options listed under drop-
down.

Channel:* Either select
the value by clicking the
up-down arrow keys or
manually enter it in the
Channel text box. The
channel number of the
physical port used to
record.

Note: The information

o button pop-up is
available adjacent to the
Channel, stating, “Enter
the 'Channel' between 1
and 9999.”

Recording:
The Recording
toggle key is
unflagged by
default. Flag it
if you want to
allow recording
on this port.

Live
Monitoring:
The Live
Monitoring
toggle key is
unflagged by
default. Flag it
if you want to
allow recording
on this port
using Live
Monitor.

Note: Live
Monitoring can
be flagged only
with the
Recording
Mode: On
demand option.

Codec: Select
from the available
three Codec
options listed in the
drop-down.The

options are:

e Linear PCM
8KHz 8-bit
mono

e G.711 ulaw

e G.711 alaw

Note: When Live
Monitoring option
is flagged, Linear
PCM 8KHz 8-bit
mono option is not
available.

NA
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Configuration Section

Usage Section

Audio Streaming
Section

Administrator Guide

Communication
Manager
Section

AL_DT_AM
C

Server:* Select from the
available server options in
the drop-down list box, the
name of the server on
which the audio port runs.

Recording Board: Select
the recording board on
which the audio port
resides from the available
options listed in the drop-
down list box.

Recording Mode: By
default only the On
Demand option to be
selected.

Channel:* Either select
the value by clicking the
up-down arrow keys or
manually enter it in the
Channel text box. The
channel number of the
physical port used to
record.

Note: The information

o button pop-up is
available adjacent to the
Channel, stating, “Enter
the 'Channel' between 1
and 9999.”

COM Port:* Select a
COM Port listed under the
drop-down.

Recording:
The Recording
toggle key is
unflagged by
default. Flag it
if you want to
allow recording
on this port.

Live
Monitoring:
The Live
Monitoring
toggle key is
unflagged by
default. Flag it
if you want to
allow recording
on this port
using Live
Monitor.

Note: Live
Monitoring can
be flagged only
with the
Recording
Mode: On
demand option.

Codec: Select
from the available
three Codec
options listed in the
drop-down.The

options are:

e Linear PCM
8KHz 8-bit
mono

e G.711 ulaw

e G.711 alaw

Note: When Live
Monitoring option
is flagged, Linear
PCM 8KHz 8-bit
mono option is not
available.

NA
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Configuration Section

Usage Section

Audio Streaming
Section

Administrator Guide

Communication

Manager
Section

AL_DT_CB
K

Server:* Select from the
available server options in
the drop-down list box, the
name of the server on
which the audio port runs.

Recording Board:*
Select the recording board
on which the audio port
resides from the available
options listed in the drop-
down list box.

Channel:* Either select
the value by clicking the
up-down arrow keys or
manually enter it in the
Channel text box. The
channel number of the
physical port used to
record.

Note: The information

o button pop-up is
available adjacent to the
Channel, stating, “Enter
the 'Channel' between 1
and 9999.”

NA

Note: The
Usage section
is uneditable,
but by default
Live Monitoring
is flagged in
this section.

UDP Port:* Enter
the value for the
UDP Port text box
for the Port Type,
either using the up
down arrow keys
or manually.

Note: The
information

o button pop-up
is available
adjacent to the
UDP Port, stating,
“Enter the 'UDP
Port'.”

NA
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Configuration Section

Usage Section

Audio Streaming
Section

Administrator Guide

Communication
Manager
Section

GSM

AL_DT_

Server:* Select from the
available server options in
the drop-down list box, the
name of the server on
which the audio port runs.

Recording Board: Select
the recording board on
which the audio port
resides from the available
options listed in the drop-
down list box.

Recording Mode: By
default only the On
Demand option to be
selected.

Channel:* Either select
the value by clicking the
up-down arrow keys or
manually enter it in the
Channel text box. The
channel number of the
physical port used to
record.

Note: The information

o button pop-up is
available adjacent to the
Channel, stating, “Enter
the 'Channel' between 1
and 9999.

Recording:
The Recording
toggle key is
unflagged by
default. Flag it
if you want to
allow recording
on this port.

Live
Monitoring:
The Live
Monitoring
toggle key is
unflagged by
default. Flag it
if you want to
allow recording
on this port
using Live
Monitor.

Codec: Select from
the available three

Codec options listed
in the drop-down.The

options are:

e Linear PCM
8KHz 8-bit mono

e G.711 ulaw

e  G.711 alaw

Note: When Live
Monitoring option
is flagged, Linear
PCM 8KHz 8-bit
mono option is not
available.

Streaming
Reception: The
Streaming Reception
toggle key is enabled
only when Live
Monitoring option is
flagged. By default
Streaming Reception
is unflagged. Flag it
as required.

UDP Port:* This
option is enabled
only when Streaming
Reception option is
flagged. Enter the
value for the UDP
Port text box for the
Port Type, either
using the up down
arrow keys or
manually.

Note: The
information

o button pop-up
is available
adjacent to the
UDP Port, stating,
“Enter the 'UDP
Port'.”

NA
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Configuration Section

Usage Section

Audio Streaming
Section

Administrator Guide

Communication

Manager
Section

AL_NGX

Server:* Select from the
available server options in
the drop-down list box, the
name of the server on
which the audio port runs.

Recording Board: Select
the recording board on
which the audio port
resides from the available
options listed in the drop-
down list box.

Recording Mode: Select
from the options listed
under drop-down.

Alternate Recording
Mode: Select from the
options listed under drop-
down.

Channel:* Either select
the value by clicking the
up-down arrow keys or
manually enter it in the
Channel text box. The
channel number of the
physical port used to
record.

Note: The information

o button pop-up is
available adjacent to the
Channel, stating, “Enter
the 'Channel' between 1
and 9999.”

Terminal Number: This
option is enabled only
when single port is
created.

Note: If Create Multiple
Ports option is flagged,
the Terminal Number will
be disabled.

Recording:
The Recording
toggle key is
unflagged by
default. Flag it
if you want to
allow recording
on this port.

Live
Monitoring:
The Live
Monitoring
toggle key is
unflagged by
default. Flag it
if you want to
allow recording
on this port
using Live
Monitor.

Note: Live
Monitoring can
be flagged only
with the
Recording
Mode: On
demand option.

Codec: Select
from the available
three Codec
options listed in the
drop-down.The
options are:

Linear PCM
8KHz 8-bit
mono

G.711 ulaw
G.711 alaw

Note: When Live
Monitoring option
is flagged, Linear
PCM 8KHz 8-bit
mono option is not
available.

NA
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Configuration Section

Usage Section

Audio Streaming
Section

Administrator Guide

Communication

Manager
Section

DMCC

Server:* Select from the
available server options in
the drop-down list box, the
name of the server on
which the audio port runs.

Recording Board:*
Select the recording board
on which the audio port
resides from the available
options listed in the drop-
down list box.

Recording Mode: By
default only the On
Demand option to be
selected.

Channel:* Either select
the value by clicking the
up-down arrow keys or
manually enter it in the
Channel text box. The
channel number of the
physical port used to
record.

Note: The information

o button pop-up is
available adjacent to the
Channel, stating, “Enter
the 'Channel' between 1
and 9999.

Recording:
The Recording
toggle key is
unflagged by
default. Flag it
if you want to
allow recording
on this port.

Live
Monitoring:
The Live
Monitoring
toggle key is
unflagged by
default. Flag it
if you want to
allow recording
on this port
using Live
Monitor.

Codec: Select
from the available
Codec options
listed in the drop-
down.The options
are:

e  G.711 ulaw
e G.711 alaw

UDP Port:* Enter
the value for the
UDP Port text box
for the Port Type,
either using the up
down arrow keys
or manually.

Note: The
information

o button pop-up
is available
adjacent to the
UDP Port, stating,
“Enter the 'UDP
Port' between
10000 and 65534.”

Jitter Buffer
Size:* Enter the
value for the Jitter
Buffer Size text
box, either using
the up down arrow
keys or manually.
The minimum
value is 10.

Address:* Enter
the IP Address in
the Address text
box.

Extension:*
Enter the
extension
number in the
Extension text
box.

Manager
Name:* Enter
the name of the
Manager in the
Manager Name
text box.

Password:*
Enter the
password in the
Password text
box.

Note: When the
Create Multiple
Ports key is
flagged, the
Manager Name
and Password
fields are not
mandatory.
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Configuration Section

Usage Section

Audio Streaming

Administrator Guide

Communication

name of the server on
which the audio port runs.

Recording Board:*
Select the recording board
on which the audio port
resides from the available
options listed in the drop-
down list box.

Recording Mode: By
default only the On
Demand option to be
selected.

unflagged by
default. Flag it
if you want to
allow recording
on this port.

Live
Monitoring:
The Live
Monitoring
toggle key is
unflagged by
default. Flag it
if you want to
allow recording
on this port
using Live
Monitor.

listed in the drop-
down.The options
are:

e G.711 ulaw
e G.711 alaw
« (G.729

UDP Port:* Enter
the value for the
UDP Port text box
for the Port Type,
either using the up
down arrow keys
or manually.

Note: The
information

o button pop-up
is available
adjacent to the
UDP Port, stating,
“Enter the 'UDP
Port' between
10000 and 65534.”

Section Manager
Section
SIP Server:* Select from the Recording: Codec: Select NA
available server options in | The Recording | from the available
the drop-down list box, the | toggle key is Codec options
name of the server on unflagged by listed in the drop-
which the audio port runs. | default. Flag it down.The options
. R if you want to are:
Recording Board: allowrecording | « G.711 ulaw
Select the recording board on this port.
on which the audio port * G711 alaw
res?des from the available Live_ _ UDP Port:* Enter
options listed in the drop- Monitoring:
down list box. The Live the value for the
Monitoring UDP Port text box
Recording Mode: By toggle key is for the Port Type,
default only the On unflagged by either using the up
Demand option to be default. Flag it down arrow keys
selected. if you want to or manually.
allow recording | Note: The
on this port information
using Live o button pop-up
Monitor. is available
adjacent to the
UDP Port, stating,
“Enter the 'UDP
Port' between
10000 and 65534.”
UCM_SIP Server:* Select from the Recording: Codec: Select NA
available server options in | The Recording | from the available
the drop-down list box, the | toggle key is Codec options
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Configuration Section

Usage Section

Audio Streaming
Section

Administrator Guide

Communication
Manager
Section

SIP_CBK Server:* Select from the
available server options in
the drop-down list box, the
name of the server on

which the audio port runs.

Recording Board:*
Select the recording board
on which the audio port
resides from the available
options listed in the drop-
down list box.

NA

Note: The
Usage section
is uneditable,
but by default
Live Monitoring
is flagged in
this section.

UDP Port:* Enter
the value for the
UDP Port text box
for the Port Type,
either using the up
down arrow keys
or manually.

Note: The
information

o button pop-up
is available
adjacent to the
UDP Port, stating,
“Enter the 'UDP
Port' between
10000 and 65534.”

NA

The fields marked (*) are mandatory fields.

See Whenever once a Port Type is selected and an attempt is made to change the Port Type,
irrespective of whether all the fields are populated or not being saved, a dialog box appears,
stating to select Yes or No for whether to accept or revert the changes. As given below: for

details.

See Alternate Recording Mode for details.

See Codec for details.

Note: Whenever once a Port Type is selected and an attempt is made to change the Port
Type, irrespective of whether all the fields are populated or not being saved, a dialog
box appears, stating to select Yes or No for whether to accept or revert the changes. As

given below:

Warning

The changes are not saved. Are you sure you want to change

and lose the changes?

d. Recording Mode

Mo

In the Configuration section of the window, select one of the following Recording Mode

from the drop-down list box.

Selection

Description

On Demand

This is the most common setting. Recording is controlled by the

monitoring mode and the rules that are configured by the user.
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Selection Description

Call Events

This option is not available for every port type. From the
Recording Mode drop-down list box, if you want to start or stop
recordings using telephony hardware signals, select Call Events.

Activity Detection

This option is not available for every port type. In this mode, Audio
Codes hardware attempts to detect voice activity and record when
present.

e. Alternate Recording Mode

In the Configuration section of the window, select one of the following Alternate Recording
Mode from the drop-down list box.

Selection Description

Call Events

From the Alternate Recording Mode drop-down list box, if you
want to start or stop recordings using telephony hardware signals,
select Call Events.

Activity Detection

If you want to start or stop recordings when the system sense
audio activity on the line, select Activity Detection.

Note: The Call Events mode is recommended if the integration supports it. Call Events
provides much better call recordings. To use Call Events, the integration tap point
must be between the outside caller and the call center. Call Events does not work
for always-connected agent side taps (sometimes called “nailed-up” connections).
Activity Detection breaks a single call into multiple recordings because periods of
silence are interpreted as the end of a call, and then the recording stops. However,
Activity Detection is the only alternate way to record for always-connected, nailed-

up agent side taps.

f. Codec

In the Audio Streaming section of the window, select the Codec from the drop-down list
box. Codec options specify the audio format which the audio port uses when writing a
recording file to disk or when streaming across the network for live monitoring.

Note: In general, for sites in North America and Japan, select ulaw. For sites in Europe,

select alaw.

Selection Description

Linear PCM 8KHz 8-bit mono

An uncompressed version of the audio. Aspect Software does not
recommend this format. If you select Live Monitoring for use on
the audio port, this option is not available in the drop-down list.

G.711 ulaw A compressed audio format. Aspect Software recommends that if
the source from which the audio port is retrieving the audio is
using this audio format, that you also set up the audio port to use
the same audio codec.

G.711 alaw A compressed audio format. Aspect Software recommends that if

the source from which the audio port is retrieving the audio is
using this audio format, that you also set up the audio port to use
the same audio codec.
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13.In the Switch Associations tab: By default only Add button is enabled to add switch
associations.

The welcome screen for the first time shows, ‘Use “Add” button to add switch associations’.

Click on the Add button. The Add Switch Associations window appears as given below:

4! Add Switch Association x

Association Type:
Switch only v
Switch: *

Select a switch v

Note: The fields marked (*) are mandatory fields.

Select the Association Type from the drop-down. The options listed in the drop-down
varies as per the Port Type in the General tab. These are given in the below table:

Port Type Association Type

AC_HPXM Switch only

AL_LDPM ¢ Position on switch: By default this option is selected. Enter
the value in the Position:* combo text box.

Note: If Create Multiple Ports key is flagged in the general tab:
Multiple Port Creation for Position on switch will increment by
one for every new port position value in Switch Association tab
for the selected switch type.

* Agent on switch: When this option is selected, enter the
value in the Agent:* combo text box from the drop-down.

Note: The Position selection should be unique to a Switch. For
example: When you select Switch 1 as Position 1, you can still
add Switch 2 as Position 1 or Switch 1 as Position 2. But, you
cannot again associate Switch 1 with Position 1.

AL DP Trunk Channel: By default this option is selected. Select the
value from the drop-down in the Trunk Channel:* combo text
box.

AL DT _AMC Switch only
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Port Type Association Type

AL_DT_CBK Switch only
AL_DT_GSM Switch only
AL_NGX e Position on switch: By default this option is selected. Enter

the unique value in the Position:* combo text box.

Note: If Create Multiple Ports key is flagged in the general tab:
Multiple Port Creation for Position on switch will increment by
one for every new port position value in Switch Association tab
for the selected switch type.

* Agent on switch: When this option is selected, select the
unique value in the Agent:* combo text box from the drop-
down.

DMCC » Switch only: By default this option is selected.

* Position on switch: If this option is selected, enter the value
in the Position:* combo text box.

Note: If Multi Registration key if flagged:

1.) When you have only one Avaya switch in the system
and Multi Registration option is flagged from the General
tab, the Switch Association Position field will be
automatically populated with the Extension number that is
given by the user and the Switch Association is created
itself.

The Delete option will be disabled for the single Avaya
Switch Associations for which the Multi registration key is
flagged. Also Edit option is enabled, but will not allow to
make any changes to these fields in the Switch
Associations tab.

2.) When you have more than one Avaya switch in the
system and the Multi Registration key is flagged, the Switch
Association will not be automatically added by the system.
The user has to select the Switch from the drop-down list
box and then the Position field will be populated itself as in
the Extension number. Select OK to create a Switch
Association. This process needs to be repeated for as
many switches listed.

3.) When more than one Port or multiple ports are created,
the Switch Associations needs to be created only for one
switch, and for next n number of switches, the Switch
Associations will be created itself with the Port Number and
the Extension number (Position field) will be automatically
populated. The Port Number will be with existing Port
Number + 1 and Extension number or Position also as
existing Extension number + 1.

Note: If Create Multiple Ports key is flagged in the general tab:
Multiple Port Creation for Position on switch will increment by
one for every new port position value in Switch Assocation tab
for the selected switch type.

SIP Switch only
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Port Type Association Type

UCM_SIP Switch only

Note: You should not define UCM_SIP audio ports dedicated
for more than one switch in the same Recording server. A
separate recording server needs to be configured for each
additional switch.

Example of non-supported configuration: (See table below)

SIP_CBK Switch only

Ports Switch Server

1000 to 1100 Cisco SwitchA | RecordingServer1

2000 to 2100 Cisco SwitchB | RecordingServer1

Select the Switch with which you associated the audio ports from the drop-down that lists
all the active switches for the system.

Click OK to save.
The Switch Association created appears in the grid.
User can add more than one Switch Associations.

Note: Whenever once a Switch is selected and an attempt is made to change the Switch,
irrespective of whether all the fields are populated or not being saved, a dialog box
appears, stating to select Yes or No for whether to accept or revert the changes. As
given below:

Warning x

You have unsaved changes. Are you sure you want to leave and
lose your changes?

No Yes

Once the Switch Association is created, all the other menu options are enabled.These are:

Icons Description

Add 4+ Adds the new switch to the grid.

Edit # Edits the selected switch existing in the grid.
Delete m Deletes the selected switch from the grid.

Set As Default @ Sets the selected switch from the grid as default.

Note: By default the first line switch item will be marked as default, with a check mark &
icon in the default column.
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Any switch item from the grid can be made as default, by selecting the required switch and
click the Set as Defaulticon & . The check mark @ appears in the Default column for the
respective switch.

14.In the VOIP Forwarding tab: By default only Edit ¢ button is enabled to change source
tap points.

The welcome screen for the first time shows, ‘Use “Edit” button to change source tap
points’.

Click on the Edit # button. The Edit Source Tap Points window appears as given below:

# | Edit Source Tap Points x

Available ltems: Selected Items:

VTP_HPX_UCCE
VTP_UCCE_HPX_VM

Note: The VOIP Forwarding tab will be enabled only for HPXM Port Type.

In the Edit Source Tap Points window, shows all the VOIP Forwarding items in the
Available Items column.

User can select the items from Available ltems section and move it to Selected Items by

using the Add items > arrow key.

To select more than one item from the Available ltems section, long press the Cirl key.

To remove the items from the Selected Items section, use the Remove items < arrow
key.

Once the required VOIP Forwarding items are in the Selected Items section, click the OK
button.

Now, the VOIP Forwarding grid is updated and all the Selected Iltems will be listed.

The VOIP Forwarding grid comprises of one column, that is Name. Name includes all the
VOIP Forwarding details.

15.1n the Associated Recording Groups tab: By default only Edit # button is enabled to
change associated recording groups.
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The welcome screen for the first time shows, ‘Use “Edit” button to change associated
recording groups’.

Click on the Edit ¢ button. The Edit Associated Recording Groups window appears as

given below:

# Edit Associated Recording Groups x

Switch:

Select a switch v

Available ltems: Selected Items:

Note: Associated Recording Groups tab will be enabled only when there is minimum one
Switch Associations listed and Recording option should be flagged on the Usage
section, in the General tab.

The Switch drop-down will list all the switches that were created in the Switch Associations
tab.

Select any of the Switch from the drop-down and all the Recording Groups from the
selected Switch will be displayed under the Available Items section.

If user wants to select any or all of the Available ltems select them with the help of Ctrl key

and click the Add items » arrow key.

Now, the selected items will be displayed in the Selected Items section.

To remove the items from the Selected Items section, use the Remove items < arrow
key.
If user wants to select the different recording group from a different switch, first select the

switch from the Switch drop-down, and then select the respective recording groups as
required.

Although, when you select the different Switch, the previously selected recording groups
will not be listed under the Selected Items section. But, when the previous Switch is
reselected, same recording groups will be populated itself under the Selected ltems
section.

Once the required recording groups are in the Selected ltems section, click the OK button.
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Now, the Associated Recording Groups grid is updated and all the Selected Items will be
listed. This list includes all the recording groups added by means of all the different
selected switches.

The Associated Recording Groups grid comprises of two columns, these are Name and
Switch.

Name includes all the Recording Group names.

Switch includes the name of the switch to which the Recording Group belongs.

16.After updating the recording groups in the Associated Recording Groups tab, click the
Switch Associations tab for editing a switch. Select the name of the Switch that needs to
be edited. Click on the Edit ¢ button. The edit Warning dialog box appears, as shown
below:

Warning x

This will remove the recording groups added in the associated
recording groups tab. Are you sure you want to change and lose
the changes?

v EECE

Click Yes, if you want to remove the recording groups added in the associated recording
groups tab. Click No, if you don’t want any changes.

17.After updating the recording groups in the Associated Recording Groups tab, click the
Switch Associations tab for deleting a switch. Select the name of the Switch that needs to
be deleted. Click on the Delete button. The delete Warning dialog box appears, as shown
below:

Warning x
This will remove the recording groups added in the associated

recording groups tab. Are you sure you want to delete and iose
the changes?

v S
Click Yes, if you want to delete the recording groups added in the associated recording

groups tab. Click No, if you don’t want any changes.

18.After updating the recording groups in the Associated Recording Groups tab, click the
General tab. The Recording toggle key was flagged to enable the Associated Recording
Groups tab. Again unflag the Recording toggle key in the Usage section. The Warning
dialog box appears, as shown below:

Warning x

This will remove the recording groups added in the associated
recording groups tab. Are you sure you want to change and lose
the changes?

v
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Click Yes, if you want to change the recording groups added in the associated recording
groups tab. Click No, if you don’t want any changes.

19.0nce all the required fields are populated, select the OK button on the General tab to
complete the process.

The created audio port appears in the Audio Ports grid.

11.2.3 Edit Audio Ports

To edit an Audio Port, perform the following steps.

1. Go to the main menu.

2. Click Administration > Recording > Audio Ports.
3. The Audio Ports page appears.
4

. Select the available Audio Port from the grid that needs to be edited and click the Edit icon
& .

5. The Edit Audio Ports window appears with General tab active as shown below:

# ! Edit Audio Ports x
Switch Associations VolP Forwarding
Configuration Usage
a Server: * (D Recording
5G-2019C v
Port Number: @ Recording Board: * i)

o7 5 ) )
SaTd HEXM Audio Streaming

Recording Mode: Codec:

PE—
fneniand Y, Linear PCM 8KHz 8-bit mono | v

Description:
(1]

@[> Enable Channel: *@

<>

182

Note: The Port Type cannot be updated for any Audio Port that is already created and it
will remain disabled for Edit Audio Ports option.

6. Edit the fields as per your requirement.
Note: Refer to Create Audio Ports on page 11-559 section, step 4 to 18.

7. Click the OK button to complete the process.
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11.2.4 Filter Audio Ports

The Filter icon filters the audio ports listed in the grid on the basis of switches.

1.

Go to the main menu.

2. Click Administration > Recording > Audio Ports.
3. The Audio Ports page appears.

4.
5

From the Audio Ports page click the Filter v icon.

. The Filter window appears as below:

Y Filter x

]

Switches: *

Avaya 7.x,Avaya TSAPI Cisco UCCX Cisco UCM,Defa... v

. Switches:* From the Switches drop-down list box, select the type of switch associated to

the port, that should be listed on the Audio Ports page. Multiple switches can be selected at
once.

. Click OK to complete the process.

11.2.5 Information about Audio Ports

The Information icon briefly gives the audio ports information associated with the switches that
is selected from the grid.

1.
2.

Go to the main menu icon.

Click Administration > Recording > Audio Ports.

3. The Audio Ports page appears.
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4. From the Audio Ports page select the Name from the grid for which you need to view the
switches information. Then click the Information e icon.

5. The Audio Port Information appears as below:

AUDIO PORTS

cv+¢§

[ Information

Selected Audio Port:
P switches:

Prermow

PLBK1000
PLBK1001
PLBK1002
PLBK1003
PLBK1004
PLEK1005
PLBK1006
PLBK1007
PLBK1008
PLEBK1009
PLBK101

PLEBK1010
PLBK1011
PLEK1012
PLBK1013
PLEBK1014

Pl RK1NR

% !

ferName = Terminal Nu
PLBK1002

uIPTasPaecTIPs  1SRV12

SIFCCER T TAUMTISRY12
SIP_CBK AQM19SRV12
SIP_CBK  AQM13SRV12
SIP_CBK  AQM13SRV12
SIP_CBK  AQM19SRV12
SIP_CBK AQM19SRV12
SIP_CBK  AQM13SRV12
SIP_CBK AQM19SRV12
SIP_CBK AQM19SRV12
SIP_CBK AQM19SRV12
SIP_CBK  AQM19SRV12
SIP_CBK AQM19SRV12
SIP_CBK  AQM13SRV12
SIP_CBK AQM19SRV12
SIP_CBK  AQM19SRV12
SIP_CBK AQM19SRV12
SIP_CBK  AQM19SRV12

<IP CRK  ANMAQSRVA?

L ]

Mode = Cha =  Enabled = Stalus = Extension =

Q
[<]

©On Demand

On Demand

On Demand

On Demand

On Demand

©On Demand

©On Demand

On Demand

©On Demand

On Demand

©On Demand

O 0 000 000300

On Demand

On Demand

On Demand

©On Demand

On Demand

On Demand

On Demand

3000 00 0 0O0O0C00O0Q0CdFO0O0COQCOCQ

3000 00

£in Nemand

3

1- 100 of 1481 items

6. The Information pop-up appears with following details:

Selected Audio Port: Name of the Audio Port.

Information

Selected Audio Port:
Switches:

P

PLBK1002
UIPT3SP4ECTIPS

— e wmm

Switches: The name of the Switches associated to the port.

11.2.6 Change Status of an Audio Port

The Change Status icon allows to edit only the audio ports status that is selected from the grid.

1.

2
3.
4

Go to the main menu.

Click Administration > Recording > Audio Ports.

The Audio Ports page appears.

From the Audio Ports page select the Name from the grid for which you need to edit the
status information. Then click the Change Status = icon.

Note: Status can be updated for multiple audio ports selected at once.
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5. The Change Status window appears as below:

= Change Status x

[

(B Status

(I Enabled

6. By default the Change Status dialog box for the selected audio port, shows the Status and
Enabled toggle keys unflagged, irrespective of whether they are active in the grid. The
radio buttons beneath both the options are disabled as well.

7. Notice the selected Audio Port highlighted in the grid for Change Status. Enabled column is
active and Status column shows inactive.

8. Edit the Change Status dialog as required.

= Change Status X

@) Status
@ Active

) Inactive

@) Enabled
O Yes

@ No

Here, Status is flagged to Active and Enabled is flagged to No.
9. Click the OK button to save the changes.
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10.The changes will be updated in the Audio Ports grid as shown below:

AUDIO PORTS

)| X || *

£ 0 =

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

AName = Description = Type = Server Name = Terminal Nu = Mode = Cha = Enabled = Stalus = Extensien =
PLEK10 SIP_CBK  AQM19SRV12 On Demand @ ]
PLBK100 SIP_CBK AQM19SRV12 ‘On Demand ] V]
PLBK1000 SIP_CBK  AQM19SRVi2 On Demand ] ]
PLEK1001 SIP_CBK  AQM19SRV12 On Demand ] ]
PLBK1002 SIP_CBK AQM19SRV12 ‘On Demand (] V]
PLBEK1003 SIP_CBK AQM19SRV12 ‘On Demand ] V]
PLEK1004 SIF_CEK  AQM19SRV12 On Demand ] ]
PLBK1005 SIP_CBK AQM19SRV12 On Demand (] V]
PLBK1006 SIF_CBK  AQM19SRV12 On Demand ] ®
PLBEK1007 SIP_CBK AQM19SRV12 ‘On Demand (] ]
PLBK1008 SIP_CBK AQM19SRV12 ‘On Demand ] (V]
PLBK1009 SIF_CBK  AQM19SRV12 On Demand ] L]
PLBK101 SIP_CBK AQM19SRV12 On Demand (/]
PLBK1010 SIP_CBK  AQM19SRV12 On Demand ] ]
PLBK1011 SIP_CBK AQM19SRV12 ‘On Demand ] (V]
PLBK1012 SIP_CBK AQM19SRV12 ‘On Demand ] V]
PLEK1013 SIP_CBK  AQM19SRV12 On Demand ] ]
PLBK1014 SIP_CBK AQM19SRV12 ‘On Demand ] (V]
PIRK101R SIP CRK ANMAASRV1D Oin Nemand ] ] 24
»
n ¥ X 4 5 L | 1 - 100 of 1481 items

11.3 Locations

You only need to define locations if one or more of the following conditions apply:

¢ You are configuring Aspect Quality with Unified IP.

* You are using Location Aware Recording servers in the system. For example, on Unified IP,
the Aspect Quality Recording server is aware of the physical location of the DCP/TMS and
knows which agents are configured to which DCP/TMS based on the configuration location

settings.

* You are using distributed recording storages across three or more distinct geographic
locations where the locations share the storage groups as alternate storages.

This section describes about Navigation, Add, Edit and Delete a Location.

11.3.1 Navigation to Locations

Follow the steps given below to navigate to the Locations page:

1. Go to main menu icon.
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2. Click Administration > Recording > Locations.

# Home

& Employ

+$ Administration

Import

3. The Locations page appears as given below:

LOCATIONS
T+ L@
Drag a column header and drop i here to group by that column
4 Name = Description
Loct
Loca2
Location 1 Documentation
b
n 1-3 of 3items

4. The Menu buttons 2= + 4

L=

on the Locations page are described below:

Description

Refresh = Refreshes the locations grid with latest locations changes.
Instead of the browser refresh button user can click on this
menu button which will refresh only the grid data and not the
page.
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Icons Description

Add <+ Adds the new location to the grid.
Edit # Edits the selected location existing in the grid.
Delete = Deletes the selected location existing in the grid.

5. The grid columns on the Locations page are described below:

Column Description

Name The name of the locations.
Description The details about the Location, if entered while creating a new
location.

11.3.2 Create Locations

To create a new Location, perform the following steps.
1. Go to the main menu.

2. Click Administration > Recording > Locations.
3. The Locations page appears.
4

. Click on the button. The Add Location definition window appears with the General tab

active.
+ Add Location x
m Telephony Servers Servers Storage Groups
Name: *
Description:

The fields marked (*) are mandatory fields.

5. On the General tab:

¢ In the Name text box, type a name for the location.
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¢ In the Description text box, type a short description of the location.

If the system does not use location aware recording servers, then go to step 7.

6. On the Telephony Servers tab:

Under the Switch drop-down, only the UIP switches are listed, because the Telephony
Server is based on the UIP.

After you select a UIP Switch from the drop-down list, in the Available Items window all the
servers that are associated with that UIP switch are listed.

The naming configuration of Server is:
Server Name (Switch Name): For example, 100159 (UIP735)

You can Add or Remove a server associated with the switch to the Selected Items window,
by using the arrow keys.

You cannot modify the Telephony Servers tab until the telephony server is available for
selection, which occurs when the system is up and running.

Note: For more information, see Location Aware Recording Server on page 11-588.

+ Add Location x

General Telephony Servers Servers Storage Groups
Switch:

[ spdectips n

Available ltems: Selected ltems:

169 (spdectips) »

171 (sp4ectips)

7. If the system does not use distributed recording storages across three or more distinct
geographic locations where the locations share the storage groups as alternate storages,
then go to step 10.

8. On the Servers tab:
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In the Available Items window all the servers that are available in the system are
displayed. You can Add or Remove the required servers that you want to associate with
this particular location to the Selected Items window, by using arrow keys.

+ Add Location

x

i General Telephony Servers m Storage Groups

Available ltems:
8G-2019C
E
AQMSRV02
FHSYRETRYTRY
AQMQAS
LOM-AGMSM1
AQM19SRV13
REET
3G-2019B
10.100.49.157

9. On the Storage Groups tab:

Selected ltems:

All the storage groups are linked and listed under the Available Items window. You can
Add or Remove the required storage groups that you want to associate with this particular
location to the Selected Items window, by using the arrow keys.

+ Add Location x
General Telephony Servers Servers
Available ltems: Selected ltems:
StorageGrouphName1_MNameEdited_20220423 »
StorageGroupNamed 20220427
StorageGroupName5_20220427
StorageGroupName2_20220427
maximum 50 character storage group
name_maximum 50
Storage Grp1
Storage Grp
Cisco Storage
edited5
storage group_BG_storage group_BG_storage
group_BG
Default Import Storage Group
edited2
edited4
Add storage group from wio1
test
Cancel [ ok |

10.Click OK. The Add Location window closes, and the Location that you created displays in

the grid on the Locations page.
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11.Repeat the procedure for all locations that are required in the system.

Note: Only Name of location on the General tab is the mandatory field to create a new
location.

11.3.3 Edit Location

To edit a Location, perform the following steps.

1. Go to the main menu.

2. Click Administration > Recording > Locations.
3. The Locations page appears.
4

. Select the available Location from the grid that needs to be edited and click the Edit icon
# ||

5. The Edit Location window appears, as shown below.

# Edit Location x
m Telephony Servers Servers Storage Groups
Name: *
Location 1
Description:
Documentation

6. Edit the field values as per your requirement.
Note: Refer to Create Locations on page 11-584, step 4 to 10.

7. Click the OK button to complete the process.

Note: Multiple switches can be selected from the drop-down list box on the Telephony
Servers tab, and can be edited.

11.3.4 Delete Location

To delete a Location, perform the following steps.

1. Go to the main menu.
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11.3.5

2. Click Administration > Recording > Locations.
3. The Locations page appears.

4. Select the available Location from the grid that needs to be deleted and click the Delete
icon.

5. Awarning message appears, if you want to delete or not, as shown below.
A Warning x

Are you sure you want to delete?

No Yes

6. Select the Yes option to delete the location.

Location Aware Recording Server

In Aspect Quality, for example, when there are two recording servers at different locations, and
when an agent answers the call from one location, Aspect Quality might select the port
connected to a switch (Telephony Server ID) that resides at a different location. Another
example is that you might be using a Unified IP system that has telephony in two different
locations.

You can select a recording port on which to record calls, as explained below (see also the
following diagram).

¢ In the first level, recording ports that are tied to the same Telephony Server as the agent
audio path (where the agent is signed on) are preferred first. In the diagram example below,
the location is named Bangalore.

* If for some reason all recording ports at the first level of preference are busy, and there is
another telephony server tied to the Bangalore location, then the second telephony server
ports are selected to record calls.
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* If all ports of all telephony servers associated with the Bangalore location are busy, then
recording ports are selected from the remaining pool of recording ports.

Bangalore Lombard

—(-.. —

=1

WAN Link

",é
7

sy Shrar
ESIP Poris)

11.3.5.1 Prerequisites

e Aspect Quality version 24 and above
* Aspect Unified IP version 7.4 SP2 and above
* SIP Recording Ports

¢ Agent Trunk Tapping configuration only when telephony servers are in multiple locations
when used with Aspect Quality.

11.4 Receiver Groups

Use Receiver Groups to create an association between File Receiver process(es) and Unified
IP telephony servers for a switch. Receiver Groups only apply to Unified IP switch definitions
configured to use Enhanced CTIPS.

You can use Receiver Groups to record on the Telephony Server and transmit the recording
files for storage and retrieval in Aspect Quality.

You must define at least one Receiver Group for each Unified IP switch with an Enhanced
CTIPS integration.

This section describes about Navigation, Add, Edit, Delete a Receiver Groups.
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11.4.1 Navigation to Receiver Groups

Follow the steps given below to navigate to the Receiver Groups page:
1. Go to main menu.

2. Click Administration > Recording > Receiver Groups.

# Home

= Employee Experience

%% Administration
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3. The Receiver Groups page appears as given below:

RECEIVER GROUPS
C|\+ 2| E
A;\Iam; h o o = Switch =
m UIP73SP4ECTIPS (Inactive)
prio2 to 11 UIP73SP4ECTIPS (Inactive;
uip735 L 35
n 1-4of4ilems
4. The Menu buttons < + & @ on the Receiver Groups page are described below:
Icons Description
Refresh P Refreshes the receiver groups grid with latest receiver group
changes. Instead of the browser refresh button user can click
on this menu button which will refresh only the grid data and not
the page.
Add 4+ Adds the new receiver group to the grid.
Edit # Edits the selected receiver group existing in the grid.
Delete il Deletes the selected receiver group existing in the grid.

5. The grid columns on the Receiver Groups page are described below:

Column Description

Name The name of the Receiver Group.
Switch The name of the switch to which the receiver group is
associated.

11.4.2 Create Receiver Groups

To create a new Receiver Group, perform the following steps.

1. Go to the main menu.
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2. Click Administration > Recording > Receiver Groups.
3. The Receiver Groups page appears.

4. Click onthe * button. The Add Receiver Group definition window appears with the
General tab active.

| + Add Receiver Group x
Name: *
Switch: *
Select a switch ~

Note: The fields marked (*) are mandatory fields.
* In the Name text box, enter the name for the receiver group to be created.

*  From the Switch drop-down list box that displays the active UIP Enhanced CTIPS
switches, select the switch to which you want to associate the Receiver Group. The
switch that you select determines the items that you can select on the Senders tab.

Note: When you select a Switch once, on the general tab, and you revisit to change the
same, a warning dialog appears, if you want to change and lose the changes, as shown
below.

Warning x

The changes are not saved. Are you sure you want to change
and lose the changes?

v EECEE

Once you enter the value in the General tab fields, other two tabs; Receivers tab and
Senders tab, will be enabled.

5. On the Receivers tab, the Available Items window lists all the File Receiver Processes
server names. You can Add or Remove a File Receiver process associated with the
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Receiver Group to the Selected Items lists, by using the arrow keys. You must assign at
least one File Receiver process to the Receiver Group.

Note: A File Receiver process cannot be associated with more than one Receiver Group
with the same switch.

+ Add Receiver Group x

Senders

General

Available Items: Selected Items:
4 Name = » Name Priority Level
AQM19SRV12 No Data

ACQM19SRV13

AQMQAS

6. On the Senders tab, the Available Items window lists all the Unified IP servers available
for the selected switch. You can Add or Remove a selected Unified IP server(s) that you
want to associate with the Receiver Group to the Selected Items window, using the arrow

keys.

Add the Unified IP servers that use this Receiver Group. This maps or associates specific
Unified IP servers with specific Aspect Quality File Receivers. Proper mapping allows sites
to control how to move recordings.

Note: The Senders tab displays the list of valid Unified IP servers only after:
¢ You create a proper switch definition with Enhanced CTIPS switch type,
* You start Interaction Monitor, and
¢ The switch definition connects to Unified IP and data syncs.

There are two Type of Senders list:

* Quality Metadata Sender: These type of servers are all listed in one row only, separated
by spaces and Hyphen (-).

¢ Quality Media Sender: These are listed individually in different rows.
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+ Add Receiver Group x

General Receivers m
Available ltems: Selected Items:
4 Name =| Type = MName Type
LOM-QAZ-TA1 QM Media Sender No Data
LOM-QAZ-TAT QM Media Sander
LOM-QAZ-TA2 QM Media Sender
LOM-QA2-TA2 QM Media Sender

LOM COR - LOM-
QART10-6C - LOM-0A4- QM Metadata Sender
CORR - LOM-QART710-6D

LOM-QART10-6E M Media Sender

LOM-QART10-TG QM Media Sender

The combination of Receiver Group options defines the File Receiver process(es) that
handle the media and metadata files for the specified Unified IP servers.

The list of valid Unified IP servers must include all the Unified IP telephony servers and the
Unified IP Centercord servers. The Chat server uses File Receiver to send chat transcript
files as a reply to the user. Centercord servers use File Receivers to send recording
metadata only when you enable Full Time recording, and there is an error condition
preventing normal recording processing.

Unified IP servers consist of Telephony servers for media (vox files) and core machines for
full time recording metadata (for example, Agent, Agent Group). If you enable Full Time
Recording, you must add these Quality Metadata Sender machines to a Receiver Group.
For chat integration, you must add the Quality Media Sender machines to a Receiver
Group.

Note: The Unified IP Sender Type column is a read-only field that contains either Quality
Media Sender or Quality Metadata Sender.

Unified IP Sender Type Description

Quality Media Sender The Unified IP system sends VOX files.

Quality Metadata The Unified IP system sends fields with information about the
Sender VOX files.

The Unified IP chat server sends .json files with interaction
content and metadata.

7. Click OK. The Add Receiver Group window closes, and the Receiver Group that you
created displays in the grid on the Receiver Groups page.

Note: It is mandatory to enter and select values in all the tabs, otherwise an error message
appears with the exclamation tag on the tabs, as shown below.
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| + Add Receiver Group x

m Receivers A Senders A

l l

Switch: *

QAUIP ECTIPS w

11.4.3 Edit Receiver Groups

To edit a Receiver Group, perform the following steps.

1.

Go to the main menu.

. Click Administration > Recording > Receiver Groups.

2
3.
4

The Receiver Groups page appears.

. Select the existing Receiver Group from the grid that needs to be edited and click the Edit

icon # .
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5. The Edit Receiver Group window appears as shown below.

m Receivers Senders

*

Name:

QA UIP ECTIPS

6. Edit the field values as per your requirement.

Note: Refer to Create Receiver Groups on page 11-591 section, step 4 to 7.

7. Click the OK button to complete the process.

Note: The Switch option will be disabled for editing, whether it is Active or Inactive. The
inactive switch will be displayed in the window as (Inactive).

11.4.4 Delete Receiver Group
To delete a Receiver Group, perform the following steps.

1. Go to the main menu.

2. Click Administration > Recording > Receiver Groups.
3. The Receiver Groups page appears.
4

. Select the existing Receiver Group from the grid that needs to be deleted and click the
Delete icon.

5. A warning message appears, if you want to delete or not, as shown below.
A Warning *

Are you sure you want to delete?
v

6. Select the Yes option to delete the receiver group.
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11.5 Recording Boards

Recording Board lists all the available recording boards in the system.

This section describes about Navigation, Add, Edit, Activate and Deactivate a Recording
Board.

11.5.1 Navigation to Recording Boards

Follow the steps given below to navigate to the Recording Boards page:

1. Go to the main menu.

2. Click Administration > Recording > Recording Boards.

#A Home

& Employee Experience

¥% Administration

Import
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3. The Recording Boards page appears as given below:

RECORDING BOARDS

| | [

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

« Name = Description = Serial Number = Type Server = Active =
Silent Monitor Recording board for silent monitoring SIP QW-AQM18REC-01 (]
SIP 1 gw-ccagmrec-01  gw-ccagmrec-01 SIP channels SIP QW-AQM18REC-01 o
SmartWorks DT 4235 AudioCodes SmartWORKS DT AQM19SRV13
SmartWorks HPX 23654789 AudioCodes SmartWORKS HPX AQM19SRV13
SmartWarks HPX 234432535 AudioCodes SmartWORKS DP AQM19SRV13 ]
SmartWorks HPX 2 65234158746986 AudioCodes SmartWORKS HPX QW-AQM18REC-D1
Smartworks LD 4235 AudioCodes SmartWORKS LD AQM19SRV13 ]
WFQO_HPX AudioCodes HPXMedia AQM19SRV13 ]
WFQ_HPXMedia AudioCodes HPXMedia AQM19SRV13 ]
3
n 1-90f9 items

4. The Menu buttons
below:

~u
L=

=

+ || &

Icons Description

Refresh P Refreshes the recording boards grid with latest recording board
changes. Instead of the browser refresh button user can click
on this menu button which will refresh only the grid data and not
the page.

Add 4+ Adds the new recording board to the grid.

Edit # Edits the selected recording board existing in the grid.

Activate (O Activates the existing recording board.

Deactivate ﬁ) Deactivates the existing recording board.

5. The grid columns on the Recording Boards page are described below:

Column Description

Name

The name of the Recording Board.

Description

Gives the description of the board, if any.

Serial Number

Gives the serial number of the particular recording board.

Type

Gives the recording board configuration.

Server

The name of server to which recording board is associated.

Aspect Workforce Engagement Management Quality™ Administrator Guide
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Column Description

Active The recording board status is displayed by the icon, whether
active or not.

11.5.2 Create Recording Boards

To create a new Recording Group, perform the following steps.
1. Go to the main menu.

2. Click Administration > Recording > Recording Boards.

#A Home

& Emp Experience

¥% Administration

Recording

3. The Recording Boards page appears.
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4. Clickonthe + button. The Add Recording Boards definition window appears.

+ Add Recording Boards x

N ® MNetwork Adapter

IP Address: *

Description:

Server: *

Select a server ~

Board Configuration

Type:

AudioCodes HPXMedia v

Note: The fields marked (*) are mandatory fields.

5. In the Name text box, type a board name that uniquely identifies a recording board. This
field cannot be blank.

6. In the Description text box, type a short description of the board.
7. Select the Server from the drop-down list box, in which you installed the board.

8. In the Board Configuration section of the window, from the Type drop-down list box,
select the type of board. There are total nine recording board types listed in the drop-down.
In the example, the card is an AudioCodes HPXMedia.

By default the first type of recording board is selected, here it is AudioCodes HPXMedia.
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Based on the Type of recording board selected, further section needs to be updated.

Type Section (s)

AudioCodes HPXMedia In the Network Adapter section of the window, enter the IP

Address*.
AudioCodes In the Serial Number* text box enter a value.
SmartWORKS DP
AudioCodes In the Serial Number* text box enter a value.
SmartWORKS DT
AudioCodes In the Serial Number* text box enter a value.

SmartWORKS HPX Note: In the AudioCodes SmartWORKS HPX, the Serial

Number need not be unique.

AudioCodes In the Serial Number* text box enter a value.
SmartWORKS LD

AudioCodes In the Serial Number* text box enter a value.
SmartWORKS NGX
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Type Section (s)

Avaya DMCC

In the Primary AES Server section of the window, enter the
following values in the text boxes:

* Address*®

e Port*

* User Name*

* Password*®

e Certificate*

* Protocol Version*

* TSAPI Link Name

In the Backup AES Server section of the window, enter the
following values in the text boxes:

e Address

e Port

e User Name

e Password

¢ Certificate

* Protocol Version
e TSAPI Link Name

Note:

¢ In the Primary AES Server section window the fields
marked with * are mandatory, but they aren’t mandatory in
the Backup AES Server section until and unless all these
similar * fields are left blank. If any one of the similar to *
marked fields are entered with any value in the Backup
AES Server, all the similar * fields becomes mandatory in
Backup AES Server.

* Any modification made to an Avaya DMCC recording board
requires restarting the Aspect Quality service on affected
Recording port server. The DMCC Recording ports are
made aware of the DMCC interface when the Aspect
Quality service is restarted; otherwise, the DMCC
Recording ports associated with the recording board are
not functional.
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Type Section (s)

SIP

In the SIP Configuration section of the window:

¢ Secure RTP: The Secure Real-Time Transport Protocol
(RTP) toggle key is unflagged by default.

e Certificate*

* Transport Protocol: Select the protocol for SIP signaling
(TCP, UDP or TLS) from the drop-down list box. By default,
the first listed item, i.e. TCP is selected.

Note: Even though you can add multiple recording boards
against a single Aspect Quality Recording server, the
boards must have the same Local Signaling Port and
Transport Protocol. The Ul populates the two fields by
using the information from the first board when you create
more boards. Aspect Quality warning messages open if
you attempt to change the information.

e Local Signaling Port*

Note: An Aspect Quality Recording server can have two
Unified IP switches up and running only when the
Transport Protocol and the Local Signaling port for
both Unified IP versions are the same. Therefore, a
single Aspect Quality Recording server cannot
accommodate two versions of Unified IP if one of the
versions is secure (with Secure Socket Layer [SSL])
and the other is unsecure (non-SSL).

e Primary Proxy Server Port*

e Primary Proxy Server Address*
e Backup Proxy Server Address
* Backup Proxy Server Port

Note: Backup Proxy Server Address and Backup Proxy
Server Port, both are optional fields. But, if any value is
entered should be entered either in both the fields or
both the fields should be blank.

¢ RFC 2833 DTMF Payload Type*: Enter the Type to carry
RFC 2833 DTMF digits.

Note: This type must match the value used in the Unified
IP Gateway configuration.

9. Dial String: In the Dial String text box, type a number used
by the Unified IP Numbering Plan for the M3 Service that is
running the Aspect Quality Monitor Script. The number
overwrites the Dial String value in the Switch Definition
window for this particular recording board. If you leave the
text box empty, the system uses the switch Dial String
instead.

Note: For Unified IP, a typical Dial String is 9999.

Note: When you have already created any SIP board from
any particular server listed in the drop-down list box,
the Transport Protocol will automatically be selected as
the same, when you again create another SIP board
with the same server.
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Type Section (s)

Cisco BIB (Cisco Built-in | The Built-in Bridge (BIB) recording feature requires the
Bridge) creation of a new Cisco BIB recording board on each recording
server. This board is based on the SIP Protocol and provides
an interface between the Cisco Unified Contact Center
Enterprise (UCCE) and the Unified Communications Manager
(UCM) switch and the recording servers.

The number of audio ports on this board is limited by the CPU
and memory capacity of the recording server. The results of
the load testing provide the specific capacity numbers and limit
on provisioning. For the specific capacity numbers and limits
on provisioning, see the Alvaria Quality Planning Guide.

In the SIP Configuration section of the window, enter the
following values in the text boxes:

¢ Transport Protocol: Select the protocol for SIP signaling
(TCP, UDP or TLS) from the drop-down list box. By default,
the first listed item, i.e. TCP is selected.

Note: Even though you can add multiple recording boards
against a single Aspect Quality Recording server, the
boards must have the same Local Signaling Port and
Transport Protocol. The Ul populates the two fields by
using the information from the first board when you create
more boards. Aspect Quality warning messages open if
you attempt to change the information.

* Local Signaling Port*
e Certificate

Note: When you have already created any Cisco BIB board
from a particular server listed in the drop-down list box,
the Transport Protocol and Local Signaling Port will
automatically be updated with the existing same value,
when you again create another Cisco BIB board with
the same server.

Note: The fields marked (*) are mandatory fields.
Serial Number*

In the Serial Number text box, type the full master serial number, which is unique for
every type of recording board in the system.

Note: To determine the serial number, you can examine the documentation included
with the card, or you can access the built-in Web server configured on this card.
You can also open SmartWorks on the Recording server and locate the serial
number on the Board tab.

Certificate
Enter any value for Certificate.

Note: When a Recording Board is created with a particular Server with either the SIP or
Cisco BIB Type, the Certificate field value should remain the same for as many
Recording Boards created. If the Certificate value is changed for either SIP or
Cisco BIB, a warning message appears that whether the value to be updated
across all the Recording Boards with that particular Type, as given below for SIP
Type.
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Warning x

Changing the Certificate parameter on this SIP beard will change
the parameter value across all SIP boards defined on the same
server. Are you sure you want to change?

v EEEES

Note: You can configure multiple recording boards against a single Aspect Quality server. You
can also configure multiple ports against a single board and against an already-created
board.

10.Click the OK button to create the Recording Board.

Note: By default, the new Recording Board which is created will be listed in the grid and will
be Active.

11.5.3 Edit Recording Boards

To edit a Recording Board, perform the following steps.
1. Go to the main menu.

2. Click Administration > Recording > Recording Boards.

#A Home

3. The Recording Boards page appears.
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4. Select the available Recording Board from the grid that needs to be edited and click the
Edit icon.

5. The Edit Recording Board window appears as shown below:

f’ Edit Recording Boards ®
Namic:® SIP Configuration
SIP_sP4 (3B Secure RTP
. Certificate:
Description:
Server: * Transport Protocol: Local Signaling Port: *
TCP w 5060
AQM19SRV12 v
Primary Proxy Server Address: * Primary Proxy Server Port: *
Board Configuration 10153592475 5080
Type: Backup Proxy Server Address: Backup Proxy Server Port:
10.153.52.176 5060
RFC 2833 DTMF Payload Type: * Dial String:
101 3001

6. Edit the field values as per your requirement.
Note: Refer to Create Recording Boards on page 11-599 section, step 5 to 9.

7. Click the OK button to complete the process.

Note: When you edit the Transport Protocol type for SIP or Cisco BIB Type of Board
Configuration, a warning message appears to confirm the changes. If Yes, then this
change will be updated in all the existing SIP and Cisco BIB recording boards.

Warning 4

Changing the Transport Protocol parameter on this board will
change the parameter value across all SIP and Cisco BIE boards
defined on the same server. Are you sure you want to change?

No Yes

11.5.4 Activate a Recording Board

This feature allows to activate a Recording Board based on the selected parameters. To
activate a Recording Board follow the steps given below.
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1. Select the Recording Board for which the Active column is blank, as shown below:

RECORDING BOARDS

Al HIE AT

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

4 Name = Description = Serial Number = Type » Server = Active =
Silent Monitor Recording board for silent monitoring SIP QW-AQM18REC-01 ]

8IP 1 gw-ccagmrec-01  gw-ccagmrec-01 SIP channels sIP QW-AQM18REC-01 |:|
SmartWorks HPX 23654789 AudioCodes SmartWORKS HPX AQMI19SRV13 °
SmartWorks HPX 2 65234158746986 AudioCodes SmartWORKS HPX AQM19SRV13 ]
WFO_HPX AudioCodes HPXMedia AQM19SRV13 [}
WFO_HPXMedia AudioCodes HPXMedia AQM19SRV13 (]

3

n 1-60f6 items

2. Click on the Activate © button and the checkmark will be shown on the Active column
for the selected Recording Board as shown below:

RECORDING BOARDS

||k [\

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

4 Name = Description = Serial Number = Type = Server = Active =
Silent Monitor Recording board for silent monitoring SIP QW-AQM1BREC-01 ] E
SIP 1 gw-ccagmrec-01 gw-ccagmrec-01 SIP channels SIP QW-AQM18REC-01 II'
SmartWorks HPX 23654789 AudioCodes SmarfWORKS HPX  AQM19SRV13 (/]
SmartWorks HPX 2 65234158746986 AudioCodes SmarfWORKS HPX AQM19SRV13 (]
WFO_HPX AudioCodes HPXMedia AQM19SRV13 (]
WFO_HFXMedia AudioCodes HPXMedia AQM19SRV13 (]

i

n 1- 6 of 6 items

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 607



A CISpeCt Administrator Guide

11.5.5 Deactivate a Recording Board

This feature allows to deactivate a Recording Board. To deactivate a Recording Board follow
the steps given below.

1. Select the Recording Board for which the Active column is checked as shown below:

RECORDING BOARDS

|| F|| L [\

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

4 Name = Description = Serial Number = Type = Server = Active =
Silent Monitor Recording board for silent monitoring SIP QW-AQM18REC-01 ©
SIP 1 gw-ccagmrec-01 qw-ccagmrec-01 SIP channels SIP QW-AQM18REC-01 II'
SmartWorks HPX 23654789 AudioCodes SmarfWORKS HPX AQM19SRY13 (]
SmartWorks HPX 2 65234158746986 AudioCodes SmarfWORKS HPX AQM19SRV13 (v}
WFO_HPX AudioCodes HPXMedia AQM19SRV13 (]
WFO_HPXMedia AudioCodes HPXMedia AGM19SRV13 (]

»

n 1-60f 6 items
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2. Click on the Deactivate & button and the Active column will be blank for the selected
Recording Board as shown below:

Note:

Note:

RECORDING BOARDS

Al HIE AT

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

4 Name = Description = Serial Number = Type = Server = Active =
Silent Monitor Recording board for silent monitoring SIP QW-AQM18REC-01 ]
8IP 1 gw-ccagmrec-01  gw-ccagmrec-01 SIP channels sIP QW-AQM18REC-01 |:|
SmartWorks HPX 23654789 AudioCodes SmartWORKS HPX AQMI19SRV13 (]
SmartWorks HPX 2 65234158746986 AudioCodes SmartWORKS HPX AQM19SRV13 ]
WFO_HPX AudioCodes HPXMedia AQM19SRV13 [}
WFO_HPXMedia AudioCodes HPXMedia AQM19SRV13 (]
»
n 1-60f 6 items

When in the Recording Boards grid, there is more than one Recording Board with the
same Name, either of the Recording Boards can be set to Active. But both the
Recording Boards with the similar name can be inactive. If you try to Activate both the
similar named Recording Boards, an Error message appears to deactivate the existing
recording board or change the name of the recording board.

A Error x

Recording board with the name "SmartWorks HPX 2" already
exists. Please deactivate the exisling recording board or change
the name of this recording board

v

When similar Serial Number for different Types of Recording boards, all the Recording
Boards can neither be activated nor deactivated. The Serial Number should be unique
for different recording boards types for all to be active. This is not applicable for
AudioCodes SmartWORKS HPX, as it doesn’t need to have unique serial number.

Recording board with the serial number '4235' already exists
Piease deactivate the existing recording board or change the
| serial number of this recording board.

v
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11.6 Recording Groups

Recording Groups are a collection of one or more Audio ports based on similar criteria (for
example, the same switch or the same telephony card). An Administrator can create a
Recording Group and give only certain Mentors permission rights to review the calls recorded
on the ports in the group(s).

This section discusses about Navigation, Add, Edit, Activate and Deactivate a Recording
Group.

11.6.1 Navigation to Recording Groups

Follow the steps given below to navigate to the Recording Groups page:
1. Go to the main menu.

2. Click Administration > Recording > Recording Groups.

# Home

w Employee Experience

#% Administration

Import
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3. The Recording Groups page appears as given below:

RECORDING GROUPS

2|+ I\

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

4 Name = Switch = Active =

Adding_Editing spdectips ]

ARG1_edit Avaya 7.x (]

C-RG Cisco UCCX (]

Rec_grp UIP73_SP3_RCTIPS (Inactive) [v]

RecGroup UCCE (]

RG Avaya 7.x ]

RG_UIP Avaya 7x

RG_UIP UIP735 []

RG1 Avaya 7x (-]

RG1 Cisco UCCX (]

RG1_latest spdeclips (]

RG1_Spa1 spdectips (]

RG2_Add all profile spdectips ]

RG2_Sp4 spdectips (]

sss1 UIP73SP4ECTIPS (]

Ux rec Grp UIP73_SP2_RCTIPS (]

n 1 - 16 of 16 items.
4. The Menu buttons A, + | W on the Recording Groups page are described
L=
below:

Icons Description

Refresh | - Refreshes the recording groups grid with latest recording group
changes. Instead of the browser refresh button user can click
on this menu button which will refresh only the grid data and not
the page.

Add 4+ Adds the new recording group to the grid.

Edit # Edits the selected recording group existing in the grid.

Activate (O Activates the existing recording group.

Deactivate ﬁ) Deactivates the existing recording group.

5. The grid columns on the Recording Groups page are described below:

Column Description

Name The name of the Recording Group.

Switch The name of switch to which recording group is associated.

Active The recording group status is displayed by the icon, whether
active or not.
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11.6.2 Create Recording Groups

To create a new Recording Group, perform the following steps.
1. Go to the main menu.

2. Click Administration > Recording > Recording Groups.
3. The Recording Groups page appears.
4

. Clickonthe <+ button. The Add Recording Groups window appears with General tab
active.

+ Add Recording Group x

m Profile Permissions

Name: * Recording Group Members:

Switch: *

Select a switch v

Note: The fields marked (*) are mandatory fields.

5. In the General tab of the window, in the Name text box, type a group name that uniquely
identifies a recording group. This field cannot be blank.

6. Select the Switch from the drop-down list box.
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7. Once the Switch is selected the Recording Group Members option is enabled. Click the
Select tab, the Add Audio Port(s) window appears as below:

+ Audio Port(s) x

Search ltems:

Selected (0) Cancel “

¢ Clickthe Add <+ button on the Audio Port(s) window to add the active audio ports
which are associated with the switch that is selected. Click the Shift key to select the
multiple audio ports from the list.

Note: Only the active audio ports will be listed by default.

» Click the Add All E3 button to select all the existing audio ports associated with the
selected switch.

¢ Click the Clear » button to clear the selected audio ports from the Audio Port(s) grid
window.

¢ Click the Delete button to clear all the existing audio ports at once from the Audio
Port(s) grid window.

¢ Select OK to confirm the selected Audio Ports.
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8. Now, select the Profile Permissions tab, as shown below:

+ Add Recording Group x

General Profile Permissions

Available ltems: Selected Items:
4 Name = » MName Permission
Default Profile

duplicate default
Karthik UsrPro

Mentor Profile

MP cloned

New UP_edit

Mo right and Permission
Mot in use

Team_Userprofile

Note: Here all the user profiles which are active will be displayed, except the Administrator
profile.

* When you want to provide permissions to the Recording Groups that you are creating,
then the user profiles can be added from the Profile Permissions tab.

¢ To select one or multiple user profiles under the Available Items section, click on the
> button.
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¢ Once the user profiles are selected, they are added to the Selected ltems grid, as
shown below:

+ Add Recording Group x

Profile Permissions

Available ltems: Selected Items:
4 Name = » MName Permission
rofi £ -
clone team user profile Agent profile Review =2

cloned from wio

Mentor Profile Review v
cloned profile? or inactive rule test

cloned team user profile? «

cloned test

Copy of AGent Profile

Copy of Copy of Mentor Profile

Copy of Mentor Profile

Copy of Test profile1

Default Profile

e The user profiles permission can be edited by two ways.

By either selecting the adjacent Permission drop-down button for changing individually
the user profiles, or by selecting the Change selected user profiles

permission = button for changing all the user profiles Permission in the Selected

Items grid at once.
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¢ The Change Permission window appears. Select the desired permission for the user
profiles and click OK, as shown below:

= Change Permission »®
Permission:
[ Review n
Review |
Score .

9. Click the OK button to create the Recording Group.

Note: By default, the new Recording Group which is created will be listed in the grid and will

be Active.

11.6.3 Edit Recording Groups

To edit a Recording Group, perform the following steps.

1.

2
3.
4

Go to the main menu.

. Click Administration > Recording > Recording Groups.

The Recording Groups page appears.

. Select the available Recording Group from the grid that needs to be edited and click the

Edit icon.
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5. The Edit Recording Group window appears with General tab active as shown below:

# Edit Recording Group ®
m Profile Permissions
Name: * Recording Group Members:
Live Recording Select Selected (3)
Switch:

6. Edit the General and Profile Permissions tab as per your requirement.
Note: Refer to Create Recording Groups on page 11-612 section, step 5 to 8.

7. Click the OK button to complete the process.

11.6.4 Activate a Recording Group

This feature allows to activate a Recording Group based on the selected parameters. To
activate a Recording Group follow the steps given below.
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1. Select the Recording Group for which the Active column is blank, as shown below:

RECORDING GROUPS

|t 2|

Drag a column header and drop i here fo group by that column

4Name = Switch
Adding_Editing spdectips

ARG1_gdit Avaya 7x

C-RG Cisco UCCX

Live Recording Avaya T.x

Rec_grp UIP73_SP3_RCTIPS (Inactive
RecGroup UCCE

RG Avaya 7.x

RG_UIP Avaya7.x

RG_UIP UIP735

RG1 Avaya 7.

RG1 Cisco UCCX
RG1_latest spdectips

RG1_Spd1 spdactips

RG2_Add all profile spdectips

RG2_Sp4 spdectips

sss1 UIPT3SP4ECTIPS
Ux rec Grp UIP73_SP2_RCTIPS

"

= | Aclive

o o

o °|:|o

<]

G 0 000006600

3

1-17 of 17 items

2. Click on the Activate © button and the checkmark will be shown on the Active column

for the selected Recording Group as shown below:

RECORDING GROUPS

IR S Y

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

4 Name = Switch
Adding_Editing spdectips
ARG1_edit Avaya 7 x

C-RG Cisco UCCX

Live Recording Avaya 7 x

Rec_grp UIP73_SP3_RCTIPS (Inactive)
RecGroup UCCE

RG Avaya 7 x

RG_UIP Avaya 7.x

RG_UIP UIP735

RG1 Avaya T.x

RG1 Cisco UCCX
RG1_latest spdectips
RG1_Spd1 spdectips

RG2_Add all profile spdectips

RG2_Sp4 spdectips

5551 UIP73SP4ECTIPS
Ux rec Grp UIP73_SP2_RCTIFS

Aspect Workforce Engagement Management Quality™ Administrator Guide

1]

= Active

a 0 offofo o o

9O 00 000000

»
1-17 of 17 items
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11.6.5 Deactivate a Recording Group

This feature allows to deactivate a Recording Group. To deactivate a Recording Group follow
the steps given below.

1. Select the Recording Group for which the Active column is checked as shown below:

RECORDING GROUPS

IR S Y

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

4 Name = Switch = Active =
Adding_Editing spdectips (]

ARG1_edit AvayaTx ]

C-RG Cisco UCCX []

Live Recording Avaya 7 x I [] "
Rec_grp UIP73_SP3_RCTIPS (Inactive) []

RecGroup UCCE (-]

RG AvayaTx ]

RG_UIP Avaya Tx

RG_UIP UIP735 []

RG1 Avaya 7x (-]

RG1 Cisco UCCX (]

RGA_latest spdectips [}

RG1_Spd1 spdectips ]

RG2_Add all profile spdectips (]

RG2_Sp4 spdectips []

sss1 UIFT3SP4ECTIPS ]

Ux rec Grp UIFT3_SF2_RCTIFS []

3

n 1-17 of 17 items

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 619



A aspect

11.7

11.7.1

Aspect Workforce Engagement Management Quality™ Administrator Guide

2. Click on the Deactivate =

Recording Group as shown below:

Administrator Guide

button and the Active column will be blank for the selected

RECORDING GROUPS

|t 2|
Drag a column header and drop it here to group by that column
4Name
Adding_Editing
ARG1_gdit

C-RG

Live Recording
Rec_grm

RecGroup

RG

RG_UIP

RG_UIP

RG1

RG1

RG1_latest

RG1_Sp41

32_Add all profile

RG2_Sp4

Uxrec Gip

Switch
spéectips
Avaya7x
Cisco UCCX

Avaya 7.x

UIP73_SP3_RCTIPS (Inactive;

UCcE
AvayaTx

Avaya T x

UIP735

Avaya T.x

Cisco UCCX
spdectips
spdectips
spdectips
spdactips
UIPT3SP4ECTIPS

UIP73_8P2_RCTIPS

(<IN <]

G 0 000006600

3

1-17 of 17 items

Note: Multiple Recording Groups can be Activated / Deactivated together.

Recording Rules

You can base the rules on a wide variety of criteria, so that you can create general rules that
apply to the entire contact center or specific rules that apply only to a particular agent or

customer.

Recording Permission for Rules

Permissions allow an Administrator to create, edit or view rules. To view the Recording Rules
window, perform the following steps.

1. Go to the main menu.
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2. Click Administration > Recording > Recording Rules.

aspect

v

# Home

& Em

Recording

3. The Recording Rules window appears.

RECORDING RULES

54 + | L ﬁ ‘D € Date & Time are dis played based on Web Server Time zone.
a Switch
4 Name = Interact... = Switch = Schedule = Recor. = 5. E B = A =

4 Switch: Avaya 7.x

Every Sun, Mon, Tue, Wed, Thu, Fri, Sat from 1:30
7:00 ACD Call Avaya7x o > A 100% Pre-Call )
AM to 3:00 AM
— e s Every Sun. Mon. Wed, Frifrom 12112021 &t 230 AM s ®
=% A vaya 7 100% Z
* a s o 212872022 9:00 PM
Inbound Direct | oe Every Sun, Mon, Tue, Wed, Thu, Fri, Sat from 12:00
call : AM to 12/2/2021 11:59 PM

@
s
&
&

Pre-Call (/]

Every Sun, Mon, Tue, Wed, Thu, Fri, Sat from
$1 - Actual Build ACD Call Avaya7x s a 100% Pre-Call ]
121372021 at 2:00 AM to 4:00 PM

Every Sun, Mon, Tue, Wed, Thu, Fri, Sat from

§1 - After Fix ACD Call Avaya 7 x 100% Pre-Call

pis e ) 12192021 a1 12:00 AM to 1150 PM e e 2
Outbound Every Sun, Mon, Tue, Wed, Thu, Fri, Sat from

52 Avaya Tx ik i & 100% Pre-Call ]
Queued Call 12/2/2021 3t 2:30 AM to 2:30 FM

$2 - 2nd fix - Default Outbound Direct .y Every Tue, Thu, Sat from 12/3/2021 at 2:00 AM to i o ®

Avaya 7 x %0 re-Lal

Schedule call i 1212312021 5:00 PM

e ACD Call 5 i Every Sun, Mon, Tue, Wed, Thu, Fri, Saf from 12:00 o s ®

$3- ral America ) vaya 7. 100% =

= & id Ga AM to 12/4/2021 11:59 PM s

QOutbound Every Sun, Mon, Tue, Wed, Thu, Fri, Sat from

54 2 AvayaTx ik 3 SRR 100% Pre-Call ]
Queued Call 121272021 at 2:00 AM to 12/10/2021 10:30 PM

= e . o Every Sun, Mon, T led, Thu, Fri, Sat from 100% Pre-Call

2 ACD Cal waya X 100% Te-Cal

i i i 12122021 at 12:00 AM o 12/6/2021 11°59 PM . »

3

n 2 3 4 » M 1- 100 of 315 items.

The fields that display in the Recording Rules window include:

¢ Name - an arbitrary name that you create to identify the rule.
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11.7.2

Call Type - the type of call to record; ACD Calls, Direct Calls, Outbound Calls.
Switch - the specific switch.

Schedule - schedule period for rule.

The schedule date and time will be displayed based on the server (where QWS is running)
time zone. The information icon on the rules page will specify the same. The recording will
also take place based on the server time zone, irrespective of the machine time.

For example: Let’s say the server is in (UTC-06:00) Central Time (US & Canada) time
zone, and the WEM is launched from a machine which has (UTC-05:30) Chennai, Kolkata,
Mumbai, New Delhi time zone.

The user selects the Start Time as “4:45 PM” which is current time of machine, where you
have opened your browser, but the server’s current time is “5:15 AM”. The calls will get
recording only when the server reaches the start time specified in the rule, despite of the
machine where you have opened your browser have already reached.

Recording Percentage - the rate at which the system records interactions that satisfy the
rule (for example, 50% means one out of every two interactions are recorded that meet the
criteria of this rule, 25% means one out of every four interactions are recorded).

Screen — a checkmark under the column indicates whether the system records window
activity and voice on the call.

Evaluation — indicates whether the system evaluates the specific rule before or after the
call takes place.

Status — use the option to turn rules on and off from the Rules List window. When a rule is
Enabled, it triggers recordings appropriately. When a rule is Inactive or Deleted, it does not
trigger recordings. You can reset Rules that are Disabled to Active status at any time.

Create a New Rule

To create a new rule, perform the following steps.
. Go to the main menu.
2. Click Administration > Recording > Recording Rules.

3. The Recording Rules window appears.
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4. Clickonthe < button. The Add Recording Rule window appears with General tab active.

| + Add Recording Rule x
Schedule Permissions
Name: * (3D Enable Screen Capture @
(i}
Description:
Switch: * Override Histerical and Archiving
Select a switch ~ (D Move to Historical
(1]

Recording Details

Recording Percentage: & w
100 % <
Interaction Type: * @ (3B Move to Archiving
Select an interaction type w @
Daily Records: @
~ L]

0 ~

(3 Disqualify Recording ©

Note:
¢ The fields marked (*) are mandatory fields.
¢ Click on the Info @ icon for more details.

5. In the General Details section of the window, in the Name text box, type a rule name that
uniquely identifies a rule. This field cannot be blank.

6. In the Description text box, type a description that uniquely identifies a rule in the Defined
Rules List window.

7. Select the Switch from the drop-down list box.

8. In the Recording Details section of the window, in the Recording Percentage field, specify
the percentage of the interactions that the system should meet the rule’s criteria.

Note: Click on the Info ® icon for more details.

9. From the Interaction Type drop-down list box, select the type of interaction to which the
rule applies. This field cannot be blank.

Note: Click on the Info @ icon for more details.

Monitor Interaction Description

Type

ACD Call Calls that the system routes to an agent by an automatic call distributor. A
call that comes into an ACD is queued/announced to some application
and taken or delivered to an agent.

Inbound Direct Call Inbound calls that the system places directly to a specific agent. Here,
ACD does not queue or announce the call.
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Monitor Interaction Description

Type

Outbound Direct Call | Calls placed by an agent to another agent or to a customer.

Outbound Queued This is the outbound call that the dialer initiates if the system eventually

Call connects the call to an agent. This is applicable only for dialer integration.

IVR Call Any interaction type recorded over the IVR port or IVR trunk channel.

Chat An interaction that the system routed to an agent through the chat
window.

All Types Apply one rule to all interaction types.

10.In the Daily Records field, type the maximum number of interactions that meet the rule’s
criteria that the system should record each day. This field cannot be blank.

Business rules are applicable for all Aspect Quality connectors. In the Aspect Quality
system, you can define business rules for Quality Monitoring. During Quality Monitoring,
the system records every interaction only if it satisfies a predefined business rule.

Note: Click on the Info @ icon for more details.

11. Select the Disqualify Recording toggle button for a particular business rule defined within
Aspect Quality. If you toggled on the button, the flag acts as if no rules apply, even if other
rules qualify a particular interaction to record. For example, if the system records an
interaction for a reason other than recording rules, such as agent request via the Desktop
Client, selecting Disqualify Recording does not alter that, and the system records the
interaction.

12.In the Screen Capture section of the window, select the Enable Screen Capture toggle
button if you want to allow screen captures. Screen capture only occurs if a rule matches
when the agent receives a call.

If you toggled on the Enable Screen Capture button, the After Call work field becomes
active. The Quality uses this option when an agent is in Wrap up mode. If the timeout
duration ends before the Wrap mode, the interaction monitor stops the screen capture
activity. If the Wrap mode ends before the timeout duration, then the screen capture
timeout is not applicable, and the interaction stops.

Note: Click on the Info ® icon for more details.

13.In the Override Historical and Archiving section of the window, click on the Move to
Historical toggle-button if you want to set up different historical results than what the
system already creates.

Note: Click on the Info ® icon for more details.

a. In the After text box, type the number of days after which you want the system to store
the recordings. This field cannot be blank.

b. Under the Delete Instead of moving to Historical section, toggled-on the Audio toggle
button if you want the system to delete recordings before moving the recordings to
Historical.

c. Under the Delete Instead of moving to Historical section, toggled-on the Screen
Capture toggle button if you want the system to delete recordings before moving the
recordings to Historical.
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d. Under the Delete Instead of moving to Historical section, toggled-on the Chat toggle
button if you want the system to delete chats before moving the chats to Historical.

In the Override Historical and Archiving section of the window, click on the Move to
Archiving toggle-button if you want to set up different archiving results than what the
system already creates.

Note: Click on the Info ® icon for more details.

a. In the After text box, type the number of days after which you want the recordings to be
archived.

b. Under the Delete Instead of moving to Archive section, toggled-on the Audio toggle
button if you want the recordings to delete before moving the recordings to Archive.

c. Under the Delete Instead of moving to Archive section, toggled-on the Screen Capture
toggle button if you want the recordings to delete before moving the recordings to
Archive.

d. Under the Delete Instead of moving to Archive section, toggled-on the Chat toggle
button if you want the chats to delete chats before moving the chats to Archive.

14.Select the Criteria tab and click on the Criteria drop-down list.

+ Add Recording Rule x
General Criteria Schedule Permissions
Criteria: Criteria List

l Select a criteria n

| Select a criteria |

ANI

Agent

Agent Group
Application

Custom Information

Note:
* If the switch is not selected in the General tab, the Criteria tab will be disabled.
¢ Criteria search will show the result specific for the selected switch.
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¢ When the user selects a switch and adds some criteria then, go back to the General
tab and changes the Switch, the below warning message pops up.

Warning x

This will remove the criteria added in the criteria tab. Are you sure
you want to change and lose the changes?

o (S

Note: Clicking on the Yes button will remove only the switch specific criteria.

15.In the Criteria drop-down list, select one of the following criteria for the rule.

Criteria Evaluation Definition

Type

ANI Pre-Call Specifies a rule that applies to a specific Automatic Number Identification
(ANI).

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 number by which you want to search.

Agent Pre-Call Specify an agent name whose interactions should be considered for this
recording rule.

On the Search field, type the name of the agent or click on the magnify
glass to search and select Yes. Select the Agent and click on OK. It
displays the result related to the selected switch in the General tab.

Agent Group Pre-Call Specify an agent name whose interactions should be considered for this
recording rule.

On the Search field, type the name of the agent group or click on the
magnify glass to search. It displays the result related to the selected
switch in the General tab.

Application Pre-Call Specify an agent name whose interactions should be considered for this
recording rule.

On the Search field, type the name of the application or click on the
magnify glass to search. It displays the result related to the selected
switch in the General tab.
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Criteria Evaluation Definition
Type
Custom Post-Call Specifies a (usually) post-call rule that applies to a custom information
Information value associated with the call.
From the Key drop-down list, select the Custom Information Name and the
Show items with value that appears, select
¢ Contains
¢ Ends with
* Equals
e Starts with
Then, in the Entry text box, type the number by which you want to search.
It displays the result related to the selected switch in the General tab.
DNIS Pre-Call Specifies a rule that applies to a specific Dialed Number Identification
Service (DNIS).
From the Show items with value that is drop-down list box, select
¢ Contains
¢ Ends with
* Equals
e Starts with
Then, in the Entry text box, type the number by which you want to search.
Duration Post-Call Specifies a post-call rule that applies to call duration.
From the Show items with value that is drop-down list box, select
e Greater than
e Lessthan
Then, in the Entry text box, type the number by which you want to search.
The Entry text format is HH:MM:SS.
Hold Count Post-Call Specifies a post-call rule that applies to the number of times the agent
placed the call on hold.
From the Show items with value that is drop-down list box, select
e Greater than
¢ Lessthan
Then, in the Entry text box, type the number by which you want to search.
Initial Agent Pre-Call On the Search field, type the name of the agent group or click on the
Group magnify glass to search. It displays the result related to the selected
switch in the General tab.
Initial Skill Pre-Call On the Search field, type the name of the skill group or click on the
Group magnify glass to search. It displays the result related to the selected
switch in the General tab.
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Criteria Evaluation Definition
Type
Max Hold Post-Call Specifies a post-call rule that applies to the longest single time the agent
Duration placed the call on hold.
From the Show items with value that is drop-down list box, select
* Greater than
e Lessthan
Then, in the Entry text box, type the number by which you want to search.
The Entry text format is HH:MM:SS.
Position Pre-Call Specifies a rule that applies to a specific position or a position that Equals,
Begins With, Ends With, or Contains a particular string.
From the Show items with value that is drop-down list box, select
¢ Contains
¢ Ends with
e Equals
e Starts with
Then, in the Entry text box, type the number by which you want to search.
Recording Post-Call On the Search field, type the name of the recording group or click on the
Group magnify glass to search.
Recording Post-Call Specifies a rule that applies to a Specific recording port or group of ports.
Port
On the Equals drop-down, select the Port.
Skill Group Pre-Call A group of Agents called Skill Group. On the Search field, type the name
of the skill group or click on the magnify glass to search.
Team Pre-Call On the Search field, type the name of the team or click on the magnify
glass to search.
Total Hold Post-Call Specifies a post-call rule that applies to the total time the agent placed the
Duration call on hold.
From the Show items with value that is drop-down list box, select
* Greater than
e Lessthan
Then, in the Entry text box, type the number by which you want to search.
The time must be hh:mm:ss format.

16.After selecting any of the above criteria, click on the + button to add the criteria under
the Criteria List section.

Note:

* After adding a criteria into the Criteria List section that criteria will be removed from
the Criteria drop-down list.

¢ If you want to remove the selected criteria from the Criteria List section, click on the

Remove button.
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17.Select the Schedule tab.

| + Add Recording Rule x

General Criteria m Permissions
Date Options:
Immediately w
Start Date: (3 End Date:

Days of weeks: *

Monday, Tuesday, Wednesday, Thursday, Friday, Saturday, Sunday ~
Start Time Of Day: *© End Time Of Day: * @
12:00 AM o 11:50 PM o]

The day and time parameters define the period recording takes place with the other criteria
that you select.

18.In the Date Options section drop-down list, the Immediately option is selected by default.
OR

Select the Begin On option, and select the specific date on which you want the schedule to
begin.

19.Toggle on the End Date field if you want to end the schedule. To select the specific date on
which you want the schedule to end, click the calendar icon and select the date.

20.In the Days of Week drop-down list, select the check boxes of the day(s) of the week on
which you want to apply this rule.

21.In the Start Time of Day field and End Time of Day field, select the time as per your
requirement.
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22.Click the Permissions tab.

+ Add Recording Rule x
General Criteria Schedule
Availableltems: Selectedltems:
4 Name = » MName Permission

Agent Profile
AR Agent

AR Supervisors
AspectTest

Auto Profile

BR Supervisor
clone_chida

C0O DS Supervisor
COGUA Calls Only
Default Profile

Delete

Demo_Clone
Demo_DesktopClients

desktoo_copy -

23.To provide permission to view or edit a rule, select one or multiple user profiles under the
Available Items section and click on the > button.

+ Add Recording Rule x
General Criteria Schedule m
Availableltems: Selectedltems:
4 Name = » Mame Permission

Agent Profile
AR Agent

AR Supervisors
AspectTest

Auto Profile

ER Supervisor
clone_chida

CO DS Supervisor
COGUA Calls Only
Default Profile

Delete

Demo_Clone
Demo_DeskiopClients

desktoo_copy -
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24.To add more users who can view and modify the rule, click Edit under the Permission drop-
down field as shown below.

4+ Add Recording Rule x
General Criteria Schedule m
Availableltems: Selecteditems:

4 Name = » Mame Permission
AspeciTest Agent Profile View n
clone_chida -

AR Agent HEL
CO DS Supervisor Edit

= — _

Default Profile P AR Supervisors = =
Delete Auto Profile View w
LemoRClone ER Supervisor View ~
Demo_DeskiopClients

COGUA Calls Only View w
deskioo_copy
Desktop_Test
edit all
Mentor Profile
MX & AR DS Operations
MX Agent
MX DEC Agents -

25.1f you give a user permission to view a rule, then the rule is available as a search parameter
on the Mentor’s Search window.

Permission to edit rule allows a user to enable, disable, and change the rule.

26.Click OK to save the rule.

11.7.3 Edit a Rule

To edit a rule, perform the following steps.
1. Go to the main menu.
2. Click Administration > Recording > Recording Rules.

3. The Recording Rules window appears.
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4. Select the rule and click on # button.

RECORDING RULES

[+]

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

4 Name = Interacti.. =  Switch = Schedule = RecordingP.. = Sc. = Ev.. = Ac. =
1 Inbound Direct AmETs Every Sun, Mon, Tue, Wed, Thu, Fri, Sat from 12:00 AM 100% Pre-Call ®
Cal 1o 11:59 PM
7 )
™ ACD Call AvayaTx Every Sun, Mon, Tue, Wed, Thu, Fri, Sat from 12:00 AM 100% Post-Call ®
1o 11:59 PM
. ; .
12 Inbound Direct vayaTx Every Sun, Mon, Tue, Wed, Thu, Fri, Sat from 12:00 AM 100% Pre-Call ®
Cal 1o 11:59 PM
; .
T2341g 5% ACD Cal splectips Every Sun, Mon, Tue, Wed, Thu, Fri, Sat from 12:00 AM 100% Pre-Call ®

to 11:59 PM

Every Sun, Mon, Tue, Wed, Thu, Fr, Satfrom 61162021
1234@H55% 43456457 ACD Call spdectips e A e 100% Pre-Cal )
2t 1Z00AM 1o 11:59 PM

70% al types - Combi UIP73_SP3_RCTIPS  Every Sun, Mon, Tue, Wed, Thu, Fri, Sat from 05:30 AM
al WDES omoine A”TYDES ) _ very sun, von, Tue, Ve u, Fri, Satirom 70% o Pre-Cal
Agenté Agent Grp- (Inactive) 10 05:29 AM
Every Sun, Mon, Tue, Wed, Thu, Fri, Sat from 05:30 AM
aa ACD Cal Avaya Tx i L L 100% ® Frecal
10.05:29 AM
Every Sun, Mon, Tue, Wed, Thu, Fri, Sat from 05:30 AM
aa ACD Cal Avaya Tx e L 100% Pre-Cal
0.05:20 AM
Every Sun, Mon, Tue, Wed, Thu, Fri, Sat from 05.30 AM
A ACD Cal Avaya Tx SRS LA 100% Pre-Cal
0.05:20 AM
Every Sun, Mon, Tue, Wed, Thu, Fri, Sat from 05:30 AM
AR ACD Call Avaya Tx Y : 100% Pre-Call
0.05:20 AM
ACD 50% - Max daily 50 - UIP73_SP3_RCTIPS Every Sun, Mon, Tue, Wed, Thu, Fri, Sat from 05:30 AM
Y30 o cal BhS Y ' 50% ® Frecal .
Farh anent in team1 {Inartivel 1n NR-20 AM

-72 of 72 items
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5. The Edit Recording Rule window appears.

+ Edit Recording Rule x
Criteria Schedule Permissions
Name: * ("B Enable Screen Capture
Description:
Switch: * Override Historical and Archiving
Avaya T.x v (T Move to Historical

Recording Details

Recording Percentage:
00 % O
Interaction Type: * () Move to Archiving

Inbound Direct Call v

Daily Records:

<>

0

(I Disqualify Recording

6. Edit the General, Criteria, Schedule and Permissions tab as per your requirement.

Note: Refer to the Create a New Rule on page 11-622 section (for General - step 4 to 12,
Criteria - step 13 to 15, Schedule - step 16 to 20 and Permissions - step 21 to 25).

11.7.4 Activate a Recording Rule

This feature allows to activate a Recording Rule based on the selected parameters (Refer
Create a New Rule). To activate a Recording Rule follow the steps below.
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1. Select the Recording Rule for which the Status column is blank, as shown below.

RECORDING RULES

s+ s 0

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

4 Name = nteracti.. = Switch = Schedule =

ACD 50% - Max daily 50
- Each agent in team1

M\f . , ..
UIPT3_SP3_RCTIPS Every Sun, Mon, Tue, Wed, Thu, Fri, Sat
rom 05:30 AM to 05:29 AM

ACD Call

Active ACD Cal Cisco UCCX Every Sun, Mon, Tue, Wed, Thu, Fri, Sat
from 12:00 AM to 11:59 PM
M\f . , ..
active classic ACD Call Cisco UCCX Every Sun, Mon, Tue, e, Thu, Fr, S
rom 05:30 AM to 05:29 AM
M\f . , ..
R Chat Cisco UCCX Every Sun, Mon, Tue, Wed, Thu, Fri, Sat
from 12:00 AM to 11:59 PM
M\f . , ..
Active_inactive Inbound Direct ... Cisco UCCX EERIGE LU T A
from 12:00 AM fo 11:59 PM
E Sun, Mon, Tue, Wed, Thu, Fri, Sat
Active_inactive Inbound Direct ... Avaya 7x SRR LT WSth T
from 12:00 AM to 11:59 PM
‘uﬁ\f . , ..
Active_inaciive ACD Call Cisco UCCX Every Sun, Mon, Tue, Wed, Thu, Fr, S

from 12:00 AM to 11:59 PM

Recordin.. = Screen = Evaluaion = Stalus =
50% [v] Pre-Call .
100% Pre-Call
100% Pre-Call
100% Post-Call
100% Pre-Call /]

100% Pre-Call /]
100% Pre-Call

2. Click on the Activate © button and the checkmark will be shown on the Status column

for the selected Recording Rule as shown below.

RECORDING RULES

2+ 7 Y

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

i Name = Interacti.. = Switch = Schedule =

ACD 50% - Max. daily 50

Wi i
. UIPT3_SP3_RCTIPS Every Sun, Mon, Tue, Wed, Thu, Fri, Sa
- Each agent in team1

from 05:30 AM to 05:29 AM

ACD Call

Every Sun, Mon, Tue, Wed, Thu, Fri, Sat

Active ACD Call Cisco UCCX
from 12:00 AM fo 11:59 PM
Wi i,
active classic ACD Call Cisco UCCX Evety Sun, Mon, Tue, Wed, Thu, Fil, S
from 05:30 AM fo 05:29 AM
Wi i,
R T Chat Cisco UGCK Every Sun, Mon, Tue, Wed, Thu, Fri, Sat
from 12:00 AM to 11:39 PM
Every Sun, Mon, Tue, Wed, Thu, Fri, Sat
Active_inactive Inbound Direct ... Cisco UCCX i
from 12:00 AM to 11:59 PM
Wi i
Active_inactive Inbound Direct .. Avaya 7.x S RETOE) TOE, Eh LTH FT L
from 12:00 AM to 11:59 PM
Wi i
Active_inactive ACD Call Cisco UCCX Bvery Sun, Mon, Tue, Wed, Thu, Fi, Sat
from 12:00 AM to 11:59 PM
E Sun, Mon, Tue, Wed, Thu, Fri, Sat
Adtive_inactive ACD Cal Defeult Import Suitch o o U HEG, T L S8

from 05:30 AM to 05:29 AM

Every Sun, Mon, Tue, Wed, Thu, Fri, Sat

Aspect Workforce Engagement Management Quality™ Administrator Guide

Recordin.. = Screen =  Evaluation = Status =
50% ® Pre-Call ’
100% Pre-Call V]

100% Pre-Call

100% Paost-Call

100% Pre-Call V]
100% Pre-Call (V]
100% Pre-Call

100% Pre-Call
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This feature allows to deactivate a Recording Rule. To deactivate the Recording Rule follow

the steps below.

1. Select the Recording Rule for which the Status column is checked as shown below.

RECORDING RULES
gt ¢ W
Drag a column header and drop it here to group by
aName = Inferacti.. =
ACD 50% - Max. daily 50
AR Yo Lo
- Each agent in team1
Active ACD Call
active classic ACD Call
Active_inactive Chat

Active_inactive Inbound Direct .

Active_inactive Inbound Direct .
ACD Call

Active_inactive

Active_inactive ACD Call

Aspect Workforce Engagement Management Quality™ Administrator Guide

that column

Switch =

UIF73_SP3_RCTIPS

Cisco UCCX

Cisco UCCX

Cisco UCCX

Cisco UCCX

Avaya Tx

Cisco UCCX

Default Import Switch

Schedule

Every Sun, Mon, Tue, Wed, Thu, Fri, Sat
from 05:30 AM fo 05:29 AM

Every Sun, Mon, Tue, Wed, Thu, Fri, Sat
from 12:00 AM to 11:59 PM
Every Sun, Mon, Tue, Wed, Thu, Fri, Sat
from 05:30 AM to 05:29 AM
Every Sun, Mon, Tue, Wed, Thu, Fri, Sat
from 12:00 AM to 11:59 PM
Every Sun, Mon, Tue, Wed, Thu, Fri, Sat
from 12:00 AM to 11:59 PM

Every Sun, Mon, Tue, Wed, Thu, Fri, Sat
from 12:00 AM to 11:59 PM

Every Sun, Mon, Tue, Wed, Thu, Fri, Sat
from 12:00 AM to 11:59 PM
Every Sun, Mon, Tue, Wed, Thu, Fri, Sat
from 05:30 AM to 05:28 AM

Every Sun, Mon, Tue, Wed, Thu, Fri, Sat

Recordin...

50%

100%

100%

100%

100%

100%

100%

100%

Screen

o

Evaluation = Stalus =

Pre-Call

Pre-Call v]

Pre-Call

Post-Call

Pre-Call (V]

Pre-Call (V]

Pre-Call

Pre-Call
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2. Click on the Deactivate X  button and the Status column will be blank for the selected
Recording Rule as shown below.

RECORDING RULES

s+ s 0

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

4 Name = nteracti.. = Switch = Schedule = Recordin.. = Screen = Evauglion = Sias =
ACD 50% - Max daily 50 Every Sun, Mon, Tue, Wed, Thu, Fri, Sat u
DT THER AT aen cal UP73_SP3_RCTIRS o oo 50% o Pre-Call
- Each agent in team1 from 05:30 AM to 05:29 AM
Every Sun, Mon, Tue, Wed, Thu, Fri, Sat
Active ACD Call Cisco UCCX Y i : 100% Pre-Call
from 12:00 AM to 11:59 PM
Every Sun, Mon, Tue, Wed, Thu, Fri, Sat
aciive ciassic ACD Call Cisco UCCX e 100% Pre-Call
rom 05:30 AM to 05:29 AM
Every Sun, Mon, Tue, Wed, Thu, Fri, Sat
Aclive_inaciive Chat Cisco UCCX e 100% Post:Call
from 12:00 AM to 11:59 PM
Every Sun, Mon, Tue, Wed, Thu, Fri, Sat
Aclive_inaciive Inbound Direct ... Cisco UCCX e 100% Pre-Call @
from 12:00 AM to 11:59 PM
Every Sun, Mon, Tue, Wed, Thu, Fri, Sat
Active_inactive Inbound Direct ... Avaya 7.x L ' 100% Pre-Call (V]
from 12:00 AM to 11:59 PM
Every Sun, Mon, Tue, Wed, Thu, Fri, Sat
Aclive_inactive ACD Cal Cisco UCCX very sun. Mo, fue, WeC, Thi P 53 1opgg Pre-Call
from 12:00 AM to 11:59 PM
Every Sun, Mon, Tue, Wed, Thu, Fri, Sat
Active_inactive ACD Call Default Import Switch L N ' 100% Pre-Call
rom 05:30 AM to 05:29 AM
Every Sun, Mon, Tue, Wed, Thu, Fri, Sat
. .
11.7.6 View a Recording Rule
This feature allows to view a recording rule. To view a recording rule, follow the steps below.
1. Select the recording rule which you want to view.
RECORDING RULES
[ R O B
Drag a column header and drop it here to group by that column
& Name = Inferacti.. = Switch = Schedule = RecordingP... = Sc. =| Ev... = Ac.. =
Inbound ACD ACD Cal A AR Every Sun, Mon, Tue, Wed, Thu, Fri, Sat from 12:00 AM 100% & Pre-cal ®
to 11:59 PM
Inbound ACD Mentors ACD Call Quest_Avaya Every Sun, Mon, Tue, Wed, Thu, F1, Sat from 1200AM 4 &  FPrecal
to 11:59 PM
\nbound Direct Inbound Direct I e Every Sun, Mon, Tue, Wed, Thu, Fri, Sat from 12:00 AM 100% ® PreCal ®
call to 11:59 PM
\nbound Direct Mentors Inbound Direct Quest_Avaya Every Sun, Mon, Tue, Wed, Thu, Fri, Sat from 12:00 AM 100% ® Pre-Cal
call to 11:59 PM
Outbound Automatic Qutbound AR AT Every Sun, Mon, Tue, Wed, Thu, Fri, Sat from 12:00 AM 100% ® Pre-cal ®
Queued Call to 11:59 PM
Outbound Automatic ACD Cal Quest Avaya Every Sun, kon, Tue, Wed, Thu, Fri, Sat from 12:00 AM 100% o Bracal
WMentors to 11:59 PM
P Outbound Direct Quest Avaya Every Sun, Won, Tue, Wed, Thu, Fri, Sat fom 1200 AM © Emr] °
call to 11:59 PM
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2. Click on the View B button and the below window appears.

Bi View Recording Rule

x
Criteria Schedule Permissions
Name: Enable Screen Capture @
Inbound Direct L]
Description:
Inbound direct dialed calls
Switch: Override Historical and Archiving
Move to Historical
L]
Recording Details
} ) [
Recording Percentage: @
Audio Screen Capture Chat
o Move to Archiving
[i]
o
1]
Audio
Disqualify Recording @

3. Go through the General, Criteria, Schedule and Permissions tab.

Note: When an user has only view permission on the recording but not the Edit then this
will help the user to view the recording rule in read only mode

11.8 Skill Groups

This section describes about the Navigation, Add, Edit, View, Activate and Deactivate Skill
Groups.

11.8.1 Navigation to Skill Groups

Follow the steps given below to navigate to the Skill Groups page:

1. Go to the main menu.
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2. Click Administration > Recording > Skill Groups.

# Home

& Em

Import

e Expeni

#% Administ

Recording

3. The Skill Groups page appears as given below:

Administrator Guide

Aspect Workforce Engagement Management Quality™ Administrator Guide

SKILL GROUPS

2+ 2 B

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

4 Name
AOMDev_InbSkilll
AQMDev_OutbSkill1

AOMDev_RG1

AQMOQA_HPXSkill1
AOMOA_OutbSkilll
AQMOQA RG_T
AQMOQA_RG1
AOMOA_SKilll
CCcceee
ChipTestSkill

Demo Skill_Edited
Development
Dummy

QASKill2
QualityControl

5G

Switch = Aclive
Cisco UCCX

Cisco UCCX

Cisco UCCX

Cisco UCCX

Cisco UCCX

Cisco UCCX

Cisco UCCX

Cisco UCCX
UIPT3SP4ECTIPS

UCCE (Inactive

spdectips

Cisco UCCX
UIP73_SP3_RCTIPS (Inactive)
UCCE (Inactive)

co UCCX

Avaya Tx

00 000 00 0 0

e 0 000

Synced

00030 O0O0C

13

1-32 of 32 items
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4. The Menu buttons == + » & on the Skill Groups page are described
below:
Icons Description
Refresh o Refreshes the skill groups grid with latest skill group changes.

Instead of the browser refresh button user can click on this
menu button which will refresh only the grid data and not the

page.
Add 4 Adds the new skill group to the grid.
Edit # Edits the selected skill group existing in the grid.
View B Provides th'e information to view about the selected skill groups
from the grid.
Activate (M Activates the existing skill group.
Deactivate ) Deactivates the existing skill group.

Note: If the existing Skill Group is synced, the Deactivate
button will be disabled, which means the synced skill
group will be active by default.

5. The grid columns on the Skill Groups page are described below:

Column Description

Name The name of the Skill Groups.

Switch The name of the switch to which the skill group agent is
connected.

Active The skill group status is displayed by the icon, whether active
or not.

Synced The icon to identify whether the Skill Group agent is synced, as
created from WEM.

11.8.2 Create Skill Groups

To create a new Skill Group, perform the following steps.
1. Go to the main menu.
2. Click Administration > Recording > Skill Groups.

3. The Skill Groups page appears.
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4. Click onthe <+ button. The Add Skill Groups window appears with General tab active.

Add Skill Group x

General Profile Permissions

Name: * Skill Group Members:

Switch: *

Select a switch v

Note: The fields marked (*) are mandatory fields.

5. In the General tab of the window, in the Name text box, type a group name that uniquely
identifies a skill group. This field cannot be blank.

6. Select the Switch from the drop-down list box.
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7. Once the Switch is selected the Skill Group Members option is enabled. Click the Select
tab, the Add Agent Group window appears as below:

®
Search ltems:
Q
+ B3
Selected (0) cancel [ ok ]

¢ Click the Add <+ button on the Agent Group window to add the active agent groups
who are associated with the switch that is selected. Click the Shift key to select the
multiple agent groups from the list.

» Click the Add All E3 button to select all the existing agent groups associated with the
selected switch.

¢ Click the Clear * button to clear the selected Agent Groups from the Agent Groups
grid window.

¢ Click the Delete button to clear all the existing Agent Groups at once from the
Agent Groups grid window.

¢ Select OK to confirm the selected Agent Groups.
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8. Now, select the Profile Permissions tab, as shown below:

+ Add Skill Group x

General Profile Permissions

Available ltems: Selected Items:
4 Name = ® Name Permission

Agent profile

clone team user profile

cioned from wio1

cloned profile1 or inactive rule test

cloned team user profile

cloned test

Copy of AGent Profile

Copy of Copy of Mentor Profile

Copy of Mentor Profile

Copy of Test profiled il

Note: Here all the user profiles which are active will be displayed, except the Administrator
profile.

* When you want to provide permissions to the Skill Groups that you are creating, then
the user profiles can be added from the profile Permissions tab.

¢ To select one or multiple user profiles under the Available Items section, click on the
> button.
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¢ Once the user profiles are selected, they are added to the Selected ltems grid, as
shown below:

+ Add Skill Group x

General Profile Permissions

=

Available tems: Selected Items:
4 Name = # Name Permission
clone team user profile = Agent profile Review v
cloned from wio1
¢ Team_Userprofile Review v

cloned profile or inactive rule test

cloned team user profilet €
cloned test

Copy of AGent Profile

Copy of Copy of Mentor Profile

Copy of Mentor Profile

Copy of Test profile1

Default Profile

e The user profiles permission can be edited by two ways.

By either selecting the adjacent Permission drop-down button for changing individually
the user profiles, or by selecting the Change selected user profiles

permission = button for changing all the user profiles Permission in the Selected
Items grid at once.
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¢ The Change Permission window appears. Select the desired permission for the user
profiles and click OK, as shown below:

= Change Permission x
Permission:
[ Review n
| Review |
Score .

9. Click the OK button to create the Skill Group.

Note: By default, the new Skill Group which is created will be listed in the grid and will be

Active. As it's created from the WEM and not from the Switch, the Synced column will
be blank by default.

11.8.3 Edit Skill Groups

To edit a Skill Group, perform the following steps.

1.

2
3.
4

Go to the main menu.

. Click Administration > Recording > Skill Groups.

The Skill Groups page appears.

. Select the available Skill Group from the grid that needs to be edited and click the Edit icon

& .
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5. The Edit Skill Group window appears with General tab active as shown below:

| Edit Skill Group x
Profile Permissions
Name: * Skill Group Members:
Development Select Selected (1)
Switch:

6. Edit the General and Profile Permissions tab as per your requirement.
Note: Refer to Create Skill Groups on page 11-639 section, step 5 to 8.

7. Click the OK button to complete the process.

11.8.4 View a Skill Group

This feature allows to view a Skill Group. To view a Skill Group, follow the steps below.
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1. Select the existing skill group from the grid, which you want to view.

SKILL GROUPS

e+ & B

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

+ Name = Switch =|  Active =| Synced =

AQMDev_InbSkilid Cisco UCCX ] ]

AQMDev_OutbSkill1 Cisco UCCX e L]

AQMDev_RG1 Cisco UCCX ) )

AQMQA_HPXSKill1 Cisco UCCX ] ]

AQMQA_OutbSkilll Cisco UCCX ] []

AQMQA_RG_T Cisco UCCX ] L]

AQMQA_RG1 Cisco UCCX /] (]

AQMQA_Skill1 Cisco UCCX ] []

ccecce UIPT3SP4ECTIFS ]

ChipTestSkill1 UCCE (Inactive) ] (]

Demo Skill_Edited spdectips

Development Cisco UCCX ] L]

Dummy UIP73_SP3_RCTIPS (Inactive) ]

QASKill2 UCCE (Inactive) ] (]

QualityControl Cisco UCCX (] ]

SG Avaya T x (V] -

3

n 1-32 of 32 items.

2. Click on the View B button and the below window appears.

By View Skill Group x

Name: Profile Permissions:

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

4 Name = Permission =
i Agent profile Review
Switch: g v
Cisco UCCX Mentor Profile Review

Skill Group Members:

Dev-Q

The user can view the Skill Group details.

3. Click OK to close the View window.
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11.8.5 Activate a Skill Group

This feature allows to activate a Skill Group based on the selected parameters. To activate a
Skill Group follow the steps given below.

Administrator Guide

1. Select the Skill Group for which the Active column is blank, as shown below:

SKILL GROUPS

e+ 2 B O

Drag a column header and drop it her fo group by that column

4 Name =

CCCCCe
ChipTestSkill
Demao Skill_Edited
Developmen
Dummy
QASKill2
Quality
QualityControl
56

skill group - out
skill grp other
Skill grp-in
Skill_Demo
Skill_UIP

Skille
SkilGroup1

SkillGroup2

Switch = Aclive

UIPT3SP4ECTIPS

UCCE (Inactive)

spdectips

Cisco UCCX
UIP73_SP3_RCTIPS (Inactive}
UCCE (Inactive)

Cisco UCCX

Cisco UCCX

Avaya T.x

UIPT35

UIPT35

UIPT35

Cisco UCCX
UIPT3_SP3_RCTIPS (Inactive]
UCCE (Inactive)

UCCE (Inactive)

UCCE (Inactive)

Aspect Workforce Engagement Management Quality™ Administrator Guide
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2. Click on the Activate © button and the checkmark will be shown on the Active column
for the selected Skill Group as shown below:

SKILL GROUPS

2+ ¢ B Y
Drag a column header and drop it here to group by that column

& Name = Switch = Aclive = Synced =

AV CIBLY UGG

[4
[4

AQMOA_Skilll Cisco UCCX ] o
cccece UIP73ISP4ECTIPS ]

ChipTesiSkil1 UCCE (Inactive) V] /]
Demo Skill_Edited spdectips

Development Cisco UCCX ] V]
Dummy UIP73_SP3_RCTIPS {Inactive] V]

QASKill2 UCCE (Inactive) < ]
Quality Cisco UCCX | | ) | |

QualityControl Cisco UCCX [] (]
56 Avaya 7.x (]

skill group - out UIP735 (]

skill grp other UIP735 ]

Skill grp-in UIP735 (]

Skill_Demo Cisco UCCX ] ]
Skill_UIP UIP73_SP3_RCTIPS {Inactive) o

Skillg UCCE (Inactive) ]

SkillGroup1 UCCE (Inactive) ] ] v
1 3

n 1-33 of 33 items

11.8.6 Deactivate a Skill Group

This feature allows to deactivate a Skill Group. To deactivate a Skill Group follow the steps
given below.
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1. Select the Skill Group for which the Active column is checked as shown below:

SKILL GROUPS

2+ ¢ B Y

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

4 Name = Switch

ARV TR UGGA

AQMOA_Skill Cisco UCCX

cccece UIP73ISP4ECTIPS
ChipTesiSkillt UCCE (Inactive}

Demo Skill_Edited spdectips

Development Cisco UCCX

Dummy UIP73_SP3_RCTIPS (Inactive)
QASKilI2 UCCE (Inactive)

Quality Cisco UCCX

QualityControl Cisco UCCX

ich Avaya T.x

skill group - out UIP735

skill grp other UIP735

Sidll grp-in UIP735

Skill_Demo Cisco UCCX

Skill_UIP UIP73_SP3_RCTIPS {Inactive)
Skillg UCCE (Inactive)

SkillGroup1 UCCE (Inaclive}

= Aclive = Synced =

[4
[4

o 00

O 00 00 0 OO0l 0 0

o ] -

4
1-33 of 33 items

2. Click on the Deactivate &  button and the Active column will be blank for the selected

Skill Group as shown below:

SKILL GROUPS

s+ 2 B O

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

4 Name = Switch

CCCCee UIPT3SP4ECTIPS
ChipTestSkill1 UCCE (Inactive)

Demo Skill_Edited spdectips

Development Cisco UCCX

Dummy UIPT3_SP3_RCTIPS (Inactive)
QASKil2 UCCE (Inactive)

Quality Cisco UCCX

QualityControl Cisco UCCX

G AvayaTx

skill group - out UIPT35

skill grp other UIP735

Skill grp-in UIPT35

Skill_Demo Cisco UCCX

Skill_UIP UIPT3_SP3_RCTIPS (Inactive]
Skille UCCE (Inactive)

SkillGroup1 UCCE (Inactive)

SkillGroup2 UCCE (Inactive)

= Active = synced =

[

[ <] OOOOGOOHOGG [ I <

@ -
»
1-33 of 33 items.

Note: Multiple Skill Groups can be Activated / Deactivated together. Synced Skill Groups can
neither be Activated, nor Deactivated. The Skill Groups that are created from WEM only

can be Activated / Deactivated.
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11.9 Switches

Each Aspect Quality system integrates with one or more switches, which is used for the
environmental definitions (for example: agents, agent groups and teams) within that
integration.

For each of these switches the configuration procedures need to be performed.

This section discusses about the Switches.

11.9.1 Navigation to Switches

Follow the steps given below to navigate to the Switches page:
1. Go to the main menu.

2. Click Administration > Recording > Switches.

# Home

& Employee Experience

% Administration

Import

Recording

h
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3. The Switches page appears as given below:
SWITCHES

||+ O

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

& Name = Type = Monitoring = Primary Replica = SyncWith = Screen = Active =
Avaya Tx Avaya Quality Monitoring AQM19SRV {2 (] (] (]
Avaya TSAPI Avaya Quality Meonitoring ~ AQM19SRV12 (] (]
Cisco UCCX Cisco UCCX Quality Menitoring ACM195RV12 (] (v] V]
Cisco UCM Cisco UCM Quality Monitoring AQM19SRV12 (v] (v] V]
Default import Switch Custom Quality Monitoring AQM19SRV12 ]
Demo Switch_Edited Unified IP Quality Monitoring AOM19SRV12 ] (] e
ECTIPS Unified IP Quality Monitoring ~ AQM19SRV12 ]
ENH_CTIPS_UIF7.3 Unified IP Quality Monitoring ~ AQM19SRV12 © ©
Lom_Zipwire1 Zipwire Logging AQM19SRV12 (]
spdectips Unified IP Quality Monitoring AQM19SRV12 (] (] (]
UCCE Cisco UCCE Quality Monitoring AQM13SRV12 (] ©
UIP ECTIPS1 Unified IP Quality Monitoring ~ AQM19SRV12 ]
UIP35_RCTIPS Unified IP Quality Monitoring ~~ AQM19SRV12 ] ] e
UIP73_CTIPS Unified IP Quality Monitoring ACQM195RV12 (] (V] V]
UIP73_SP2_RCTIPS Unified 1P Quality Monitoring ~~ AQM19SRV12 ® ®
UIP73_SP3_RCTIPS Unified IP Quality Monitoring ~ AQM19SRV12 ] ©
UIPT735 Unified IP Quality Monitoring AQM195RV12 (] (] e
TR T = R = = .
n 1-21 of 21 ifems.
4. The Menu buttons = 4 % on the Switches page are described below:
Icons Description
Refresh | . Refreshes the switches grid with latest skill group changes.
L . .
Instead of the browser refresh button user can click on this
menu button which will refresh only the grid data and not the
page.
Add 4 Adds the new switches to the grid.
Edit # Edits the selected switches existing in the grid.
LDAP/AD Sync ¢ Allows to sync the LDAP/AD details.
Activate (9 Activates the existing switches.
Deactivate ) Deactivates the existing switches.

5. The grid columns on the Switches page are described below:

Column Description

Name The name of the Switches.

Type The type of the switch, which is configured. The Type column
can be filtered by the user based on the Type of switch.

Monitoring Mode The option selected for Monitoring Mode is displayed.
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Column Description

Primary Replica

The replica associated with the switch is displayed.

Sync With Quality

The switch is configured to Sync with Quality is displayed in
this column with a tick mark icon.

Screen The switch is configured to enable the screen capture is
displayed in this column with a tick mark icon
Active The switch status is displayed by the icon, whether active or

inactive.

6. The hidden columns are also available in the Switches, which can be explored with the help

of column settings = menu of grid column. These are given below:
SWITCHES

SHIE S 4 [\

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

AQM19SRV12 Storage Grp1 (-] []

AQM19SRVZ Storage Grp1 /] ]

AQM19SRV12 Storage Grpi [v] (]

AQM19SRV12 Cisco Storage [] []

AQM19SRV12 Default Import Storage Group

AQM19SRV1Z Avaya Storage (] ] ] o
AQM19SRV12 Add storage group from classict

AQMIGSRV12 Storage Grp1 [] ]

AQMAGSRV12 Storage Grpi /]

AQM19SRV12 Storage Grpt (] [v]

AQMI9SRVI2 Cisco Storage /] []

AQM19SRV12 Add storage group from classici

AQM19SRV12 Storage Grpi (] ] =
4 »

n 1-210f21 items

Column Description

Default Storage Group The storage group which is associated with the switch is
displayed.

LDAP/AD Enabled The LDAP server is configured for the switch is displayed in

this column with a tick mark icon.

Encryption The switch is configured with Encryption is displayed in this

column with a tick mark icon.

11.9.2 Create Switches

To create a new Switch, perform the following steps.

Aspect Workforce Engagement Management Quality™ Administrator Guide

Alvaria Confidential | aspect.com | 652



A CISpeCt Administrator Guide

1. Go to the main menu icon.
Click Administration > Recording > Switches.

The Switches page appears.

A w0 DN

Click on the Add + button. The Add Switch window appears with General tab active.

4+ Add Switch x

m Monelanio

Information

LDAP Servers:
Name: *

None v

Primary Database Replica:
Type: *
S5G-2018C v
Select a type A

(I Sync With Alvaria EX Quality

(I Send quality scores of agents to WFM

Note:
a. (*) - These are the Mandatory Fields.

b. By default the Database tab is disabled. It will be enabled, when the Type of switch is
selected from the General tab.

c. When the Type of switch is selected as Custom, the Database tab will be disabled.

5. In the General Tab: In the General tab of the window, in the Name text box, type a
descriptive name that uniquely identifies a switch. This field cannot be blank.

6. By default Sync with Aspect EX Quality and Send quality scores of agents to WEM
toggle keys are available. The toggle keys selection options varies as per the Type of
switch selected, any or all of the below keys are available:

a. Select the Sync with Aspect EX Quality toggle key, if you want Aspect Quality to read
the entity data from the switch and store it in the Aspect Quality database.

b. Select the Send quality scores of agents to WFM toggle key, if you want to upload
scorecards to Aspect Workforce Management for viewing.

c. Select the Communication Over SSL toggle key, if the Secure Data Transmission is
enabled at Unified IP for the Primary or Secondary CTI Portal server, or with the Primary
or Secondary Admin Web Service.
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d.

Select the Record within same location only toggle key, when you define a switch for
the location. Flag this option when you want Aspect Quality to search for recording ports
only at the location associated with the switch (and not at other locations).This option is
available only when the switch type is Aspect Unified IP. When no location is defined
and the option is flagged, the DCP’s are implicitly treated as separate locations.

7. By default LDAP Servers and Primary Database Replica fields are available in the LDAP
Servers section of the window. The fields varies as per the Type of switch selected, any or
all of the below fields are available:

a.

From the LDAP Servers drop-down list box, select the LDAP or Active Directory server
ID or IP address.

From the Primary Database Replica drop-down list box, select the available database
replica.

In the Dial String field, type the DN that the audio port dials when attempting to perform
agent monitoring. The information is needed only when Silent Monitoring audio ports is
used.

In the Unique Aspect Quality ID field, type the unique number to identify this switch
definition to the Unified IP system. This number must be a two-digit, positive integer in
the range of 10 through 99.

8. Select the Type of switch from the drop-down list box.There are several switches in the
drop-down list, as shown below:

+ Add Switch x

Database Monitoring

Information Communication (CMI)

Name: * Primary Address: * Primary Port: *

Type: * Backup Address: Backup Port:

Avaya

|Avaya

Call Center

Cisco UCCE
Cisco UCCX
Cisco UCM

Custom

Unified IP

LDAP Servers:

None v

Primary Database Replica:

AQM19SRV12 ~

Dial String:
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When you select a Type, based on it the Version field appears. And upon selecting the Version
from the drop-down menu the Communication section and the LDAP Servers section field

varies.

The Type of switches along with the Version, and the Communication section fields are given
in the below table.

Version

Description (Communication Section)

Avaya

CMI

Primary Address:* Type the name or IP Address of the
Avaya Contact server.

Primary Port:* Type the port number that you use to
connect to the Avaya Contact server. The default is 9011.

Backup Address: Type the name or IP Address of the
failover Avaya Contact server, if used.

Backup Port: Type the port number of the failover Avaya
Contact server, if used. The default is 9011.

Avaya TSAPI

TLINK:* Type the TLINK service name.

Note: This name can be obtained from the AES
Management Console by clicking Status > Status
and Control > TSAPI Service Summary.

User Name:* Type the Avaya Application Enablement
Service (AES) user name.

Note: The user must be a CTI user with the CTI User field
set to Yes in the AES Edit User window.

Password:* Type the Avaya Application Enablement
Service (AES) password.

Note: The list of AES users can be obtained from the AES
Management Console by clicking User
Management > User Admin > List All Users.
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Description (Communication Section)

Cisco UCCE

(Cisco Unified
Contact
Center
Enterprise)

CTI Server

Primary Address:* Type the name or IP Address of the
SideA CTI server.

Primary Port:* Type the port number that you use to
connect to the SideA CTI server.

Backup Address: Type the name or IP Address of the
failover SideB CTI server, if used.

Backup Port: Type the port number of the failover SideB
CTI server, if used.

User Name:* Type the Cisco UCCE Agent login ID.

Password:* Type the Cisco UCCE Agent login password.

CTIOS

Primary Address:* Type the name or IP Address of the
Primary CTIOS server.

Primary Port:* Type the port number that you use to
connect to the Primary CTIOS server.

Backup Address: Type the name or IP Address of the
Backup CTIOS server, if used.

Backup Port: Type the port number of the Backup CTIOS
server, if used.

Cisco UCCX

(Cisco Unified
Contact
Center
Express)

NA

Primary Address:* Type the name or IP Address of the
SideA CTl server.

Primary Port:* Type the port number that you use to
connect to the SideA CTI server.

Backup Address: Type the name or IP Address of the
failover SideB CTI server, if used.

Backup Port: Type the port number of the failover SideB
CTl server, if used.

Cisco UCM

(Cisco Unified
Communicatio
ns Manager)

NA

Initial Service Provider:* Type the name of the Cisco TSP
driver that you got, when configured the Cisco TSP (Phone
and Modem settings).

Note: If there is only one instance of the Cisco TSP driver
installed, the Initial Service Provider and Final
Service Provider contain the same name.

Final Service Provider:* Type the name of the service
provider.

Note: If there is more than one instance of the Cisco TSP
driver installed, the Final Service Provider is the
name of the last service provider. If there is only one
instance of the Cisco TSP driver installed, set the
Final Service Provider to the same value as the
Initial Service Provider.

Custom

NA

NA
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Description (Communication Section)

Unified IP

ECL (External Call
Logger)

Primary Address:* Type the name or IP Address of the
Primary CenterCord server.

Primary Port:* Type the port number that you use to
connect to the Primary Call Logger.

Backup Address: Type the name or IP Address of the
failover backup CenterCord, if used.

Backup Port: Type the port number of the failover backup
CenterCord, if used.

Tenant Name:* Type the short name of the tenant.

CTIPS (CTI Portal
Server) / Enhanced
CTIPS

Primary Address:* Type the name or IP Address of the
primary CTI portal server machine name.

Primary Port:* In the Primary CTI Portal Server Port text
box, type 8170, which is the port number for the primary
CTI portal server with the Secure Data Transmission (SDT)
disabled in Unified IP.

ORType 8171, which is the port number for the primary CTI
portal server with the Secure Data Transmission (SDT)
enabled in Unified IP.

Note: Refer to the Unified IP Server Configurator
application to identify the exact port number
required.

Backup Address: In the Secondary CTI Portal Server
Address text box, type the machine name of the backup CTI
portal server.

Note: You must use the Secondary CTI Portal Server
machine name, not the IP address, for the IMON
Unified IP connector to work with CTIPS over the
SSL.

For integrations with Unified IP 7.3 SP1 or later, use a Fully
Qualified Domain Name (FQDN). For example:
lom-rec73.cor.ord.labs.aspect.com

Where lom-rec73-cor is the machine name, and
ord.labs.aspect.com is the FQDN.

Backup Port: Type the port number of the failover CTI portal
server.

Tenant Name:* Type the short name of the tenant.

CallBack Server Port:* Type the port number that the CTI
Portal Server should use for publishing the events. The
value is unique across all Aspect Unified IP switch defined
on a particular site.

User Name:* Type the CTI portal server user name.The
user is defined in the Active Directory and in the Server
Configurator application of Unified IP.

Password:* Type the password for the corresponding user.

(*) - These are the Mandatory Fields.
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9. Inthe Database Tab: Based on the selection of the Type of switch, the Database tab will be
enabled. The Database tab will be enabled with the field variables that vary with the Type
and Version of the switch.

+ Add Switch x

General Database Monitoring

Sync Database using:

System Manager v

System Manager User Management Web Service System Management Service

SM Server Address: Port: AES Server Address: * Port: *
(I sSL (I ssL

User Name: User Name: *

Password: Password: *
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Below table specifies the various section and fields in the Database tab that are available
based on the Type and Version of switches selected in the General tab:

Section Field Description
LDAP Server Address:* Type the name or IP address of the server running
Configuration Microsoft ADAM.
Port:* * Type 389. This port number is the port to connect to
Microsoft ADAM.

* Type 443. This port number is for the System Manager
User Management Web Services with the SSL flagged.

* Type 80 for unsecure and 8443 for secure connection.
This port number is for the TCP port used when
connecting to the Cisco Call Manager.

* Type 1433. This port number is to connect to the Cisco
UCCE CTI Server.

e Obtain the port number from the Unified IP Server
Configurator entry for the PrimaryDataServer.

User Name:* Type the fully qualified name to connect to Microsoft ADAM
/ Avaya System Manager / Avaya AES / Cisco Call
Manager / ODBC data source.

For example:

e Microsoft ADAM:
CN=agm,O0=dem,DC=lombard,DC=com

e Avaya AES: CMUser@CMServerlPAddress

* Cisco Call Manager: This is the Cisco Call Manager
user that was created for data-sync.

¢ ODBC data source: The default is dta.

Password:* Type the password associated with the User Name.
e The default password for the ODBC data source is tjm.

SSL By default Secure Socket Layer (SSL) toggle key is
unflagged. Select SSL to securely connect to Microsoft
ADAM / Avaya System Manager / Avaya AES / Cisco Call
Manager.

Note: The SSL connection is mandatory to connect to the
Cisco Unified Communications Manager and LDAP/

AD,.
Base DN:* The LDAP Base Distinguished Name (DN) for the switch to
which you are integrating.

Sync Database To Sync Database, select the options available of either

using System Manager or DEM from the drop-down menu.
System SM Server Type the name or IP address of the server running the
Manager User | Address:* Avaya System Manager.
Management
Web Service
System AES Server Type the name or IP address of the server running the
Management Address:* Avaya Application Enablement Service (AES).
Service
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Field

Data Source Name:*

Administrator Guide

Description

Type the name of the ODBC DSN you created to connect to
the Switch database. If you used the default name when
you set up the ODBC configuration, then enter ACC_DSN.

Database Name:*

Either Primary or Backup.

Primary database name is the name of the database to be
connected.

Backup database name is the name of the backup
database to be connected

Call Manager

Call Manager IP/

Type the IP address of the Cisco Call Manager.

Database Host:* Warning: Do not type the name; type only the IP
address.

Notification Endpoint Port:* Type the port number.

Service

Note: The Endpoint port is the port that the Unified IP
Notification Services uses to alert Aspect Quality
about changes made to entities against which
Aspect Quality syncs; for example, if a user logs
into UCC Administrator and adds or updates a
service, Aspect Quality receives notification of that
change through this port.

Note: Aspect requires that the port for Aspect Quality is in
the range of 5180 and 5189.

(*) - These are the Mandatory Fields.
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10.In the Monitoring Tab: Based on the configuration in the General tab and the Database

tab, the options are enabled in the Monitoring tab.
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+ Add Switch

General Database

Configuration

Monitor Mode:

Quality Monitoring w

Invalid Call Duration:

5000 MiliSeconds

(B Screen Capture
(I Record Inbound Direct Calls
(B Record Outbound Direct Calls

(I Record calls if no agent present

Enhanced CTIPS Configuration

(3 Enable Full-Time Recording

Media Storage and Security
Default Storage Group: *
Select a storage group

(1D Enable Media Security

Encryption Key:

Auto-Generate new key every

Hours.

Record Tariff Tone Configuration

Record Tariff Tone Type: * o
Select a Record Tariff Tone Type
Record Tariff Tone Interval:

Seconds

Record Tariff Tone Duplex Type: *

Cancel

Administrator Guide
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11.Below table specifies the various section and fields in the Database tab that are available
based on the Type and Version of switches selected in the General tab:

Section

Configuration

Field

Monitor Mode:*

Description

From the Monitoring Mode drop-down list box, select one of
the following options:

* Logging

e Quality Monitoring

* Quality Monitoring with Caching

Invalid Call
Duration:*

e Type the minimum time (in milliseconds) of a recorded
file. If a recording is shorter than the set time, the file is
deleted.

e By default it is set to 5000 Milliseconds.

Screen Capture

(Toggle key)

In the Screen Capture section, select the flagged option to
allow screen captures when recording calls.

OR

Select the unflagged option to disallow screen captures
when recording calls.

Note: Regardless of the recording option that you select,
you must define a rule before any screen captures
can occur.

Record Inbound
Direct Calls

(Toggle key)

If you want to record inbound direct calls to an agent, select
the Record Inbound Direct Calls toggle key.

Note: If the Monitoring Mode is Quality Monitoring, you
must create a rule and enable it before Aspect
Quality records any inbound direct calls.

Record Outbound
Direct Calls

(Toggle key)

If you want to record outbound direct calls to an agent,
select the Record Outbound Direct Calls toggle key.

Note: If the Monitoring Mode is Quality Monitoring, you
must create a rule and enable it before Aspect
Quality records any outbound direct calls.

Record calls if no
agent present

(Toggle key)

Select the Record calls if no agent present toggle key, if you
want any call (or segment of a call) recorded when there is
no agent involved in the call. When deselected, any call (or
segment of a call) on which there is no agent involved, is
not recorded.

Note: This setting does not refer to IVR calls.

Stereo Recording

(Toggle key)

Select the Stereo Recording to record a call as stereo
instead of mono.

Note: Stereo recordings roughly is double the size of
mono recordings of the same duration. So the
storage space needs to be planned accordingly.
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Field
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Group:*
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Description

From the Default Storage Group drop-down list, select the
storage group default that the system should use to store all
files associated with interactions recorded for this switch.

Note: When the system uses distributed recording
storages, the system can override the default
storage group for the switch in all of the recording-
producing processes (for example, Port Manager,
IVR Import, Agent Desktop Client, and Mentor

Desktop Client).

Enable Media
Security
(Toggle key)

a.) Encryption Key
b.)Show Key History

c.)Auto-Generate
new key every
(Toggle key)

If you want to secure the media files, select the Enable
Media Security toggle key.

Note: If you want to secure the media files, and you select
the Enable Media Security toggle key, you must set
the encryption key to encrypt the media files on

network transmission.

* a.) When the Enable Media Security toggle key is
flagged, the Generate tab is enabled. Click Generate
tab to generate the Encryption Key.

* b.) Show Key History button shows the history of last
ten keys that were generated for encryption.

e c.) If you want the system to change the encryption key
every N hours, select the Auto-Generate new key every
toggle button.

In the every hours field, type the interval number of hours
after which you want the system to change the encryption
key. The Interaction Monitor process changes the key for
every N hour automatically, and the system starts
encrypting the media files using the newly-changed key.
The Interaction Monitor process calculates the key change
time based on the key creation time.

As an example, if you back up the database every 24 hours,
and automatically set the encryption key to change every
48 hours, then the potential key loss is the period between
the last backup and the database failure.

Cisco BIB
Configuration/
Enhanced
CTIPS
Configuration

Enable Full-Time
Recording

(Toggle key)

Select the Enable Full-Time Recording toggle key, if you
want to continue to record calls when the Recording server
is not able to communicate with the Interaction Monitor.
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Section

Record Tariff
Tone
Configuration

Field

Record Tariff Tone
Type:*

Administrator Guide

Description

From the Record Tariff Tone Type drop-down list box, select
one of the following options:

* Initiated Tone

* Periodic Tone

* No Tone

If you select Initiated Tone or Periodic Tone, the agent and
caller will hear the tones in the Unified IP call, as well as in
the recordings.

The info @ button pop-up disclaimer is available adjacent
to the Record Tariff Tone Type, stating “Please make sure
the selected recording tone settings are in compliance with
local laws.”

Record Tariff Tone
Interval

If you selected the Record Tariff Tone Type as Periodic
Tone, then in the Record Tariff Tone Interval text box will be
enabled. Type the number (in seconds) in the text box after
which you want the tone to repeat.

Note: If you select either Initiated Tone or No Tone from
the Record Tariff Tone Type, the Record Tariff Tone
Interval will be disabled.

Record Tariff Tone
Duplex Type:*

If you selected the Record Tariff Tone Type Initiated Tone,
then from the Record Tariff Tone Duplex Type drop-down
list box, select one of the following options.

* Agent Half Duplex
* Contact Half Duplex
e Full Duplex

OR

If you selected the Record Tariff Tone Type Periodic Tone,
then from the Record Tariff Tone Duplex drop-down list box,
select the following option

e Full Duplex
Note: If you select No Tone from the Record Tariff Tone

Type, the Record Tariff Tone Duplex Type drop-
down list box will be inactive.

(*) - These are the Mandatory Fields.

12.In the Monitoring Configuration section of the window, from the Monitoring Mode drop-
down list box, select one of the following options:

Option Description

Logging

All calls are recorded (displayed as Active).

Quality Monitoring

Calls are recorded based on Aspect Quality rules that are
defined.

Quality Monitoring with Caching

All calls are recorded (displayed as Pending). Primarily used
when on-demand recording is required.
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11.9.3

13.In the Record Tariff Tone Configuration section of the window, from the Record Tariff Tone
Type drop-down list box, select one of the following options.

Option Description

No Tone No tone or beep is heard.
Initiated Tone A tone or beep sounds when the recording starts.
Periodic Tone Atone is heard repeatedly at the interval specified in seconds.

Note: If necessary, you can set tone characteristics in the Unified Resource Manager in
Unified IP. For more information, see the Unified IP Resource Manager System
Administrator Guide.

14.1f you selected the Record Tariff Tone Type Initiated Tone, then from the Record Tariff
Tone Duplex Type drop-down list box, select one of the following options:

Option Description

Agent Half Duplex Only the agent hears the beep or tone.
Contact Half Duplex Only the contact hears the beep or tone.
Full Duplex Both the agent and the contact hear the beep or tone.

15.1f you selected the Record Tariff Tone Type Periodic Tone, then from the Record Tariff
Tone Duplex drop-down list box, select the following option:

Description

Full Duplex The agent and the contact hear the beep or tone at regular intervals.

16.Click Ok. The Switches window appears and the created switch displays in the Active list.

Edit Switches

To edit a Switch, perform the following steps.

1. Go to the main menu.

2. Click Administration > Recording > Switches.
3. The Switches page appears.
4

. Select the available Switch from the grid that needs to be edited and click the Edit icon .
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5. The Edit Switch window appears with General tab active as shown below:

# Edit Switch x
Database Monitoring
Information Communication
Name: * TLINK: *
Avaya_CMI_1 AVAYARASPECTCMECSTARASPECTAES
User Name: *
Type:
ctilser
Password: *

Version:

Avaya TSAPI v
Sync With Alvaria EX Quality

(I Send quality scores of agents to WFM

LDAP Servers:

Hone v

Primary Database Replica:

Dial String:

Note: For the UIP switches, the Version drop-down list will be disabled for “ECL” and
“Enhanced CTIPS”. Only for the “CTIPS” the Version drop-down list is enabled and it
can be updated to only “Enhanced CTIPS”. This means the Version of the UIP switches
once created, can only be edited from “CTIPS” to “Enhanced CTIPS”.

6. Edit the General, Database and Monitoring tab as per your requirement.

Note: Refer to Create Switches on page 11-652, step 4 to 16.
7. Click the OK button to complete the process.

11.9.4 LDAP\AD Sync

To Sync a Switch with LDAP, perform the following steps:
1. Go to the main menu icon.
2. Click Administration > Recording > Switches.

3. The Switches page appears.
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4. Select the Switch from the Name column that needs to be synced and click on LDAP/AD
Sync ¢ button.

SWITCHES3

:3+,r )

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

4« Name = Type = Monitoring ... = Primary Replica = SyncWith... = Screen = Active =
Cisco UCM Cisco UCM Quality Monitoring AQM1ISRV12 [] ] ] =
Default Import . . e
Switch Custom Quality Monitoring AQM19SRV12 (V]
Demo ; ;

Swich. Edited Unified IP Quality Monitoring ~ AQM19SRV12 (] -] ]
ECTIPS Unified [P Quality Monitoring AQM19SRV12 V]
ENH_CTIPS_UIF . Unified IP Quality Monitoring  AQM19SRW12 ] ]

Lom_Zipwire1 Zipwire Logging AQM19SRV12 [V]

spdectips Unified P Quality Monitoring AQM19SRV12 [} ] ]
UCCE Cisco UCCE Quality Monitoring AQOM19SRV12 (-] [}

UIP ECTIPS1 Unified IP Quality Monitoring AQM19SRV12 ]
UIP35_RCTIPS Unified IP Quality Monitoring ~ AQM19SRW12 ] ] V)
UIP73_CTIFS Unified |P Quality Monitoring ~ AQM19SRW12 [} ] (V]
UIP73_SP2_RCT... Unified IP Quality Monitoring AQM19SRV12 (V] ]

UIP73_SP3_RCT... Unified IP Quality Monitoring ~ AQM19SRV12 ] ]

UIP735 Unified IP Quality Menitoring AQM19SRV12 ] ] V]
UIP735_1 Unified IP Quality Monitoring  AQM19SRV12 (] ]

UIP73Enhanced Unified IP Quality Monitoring AQM19SRV12 ] ] v
UIP73SP4ECTIPS  Unified IP Quality Monitoring ~ AQM19SRV12 V] -] e
Zip1 Zipwire Logging AQM19SRV12 (/]

L3

n 1-21 of 21 items

Note: If LDAP/AD is configured for the switch, the LDAP/ AD Sync button will be enabled.
If LDAP/AD is not configured for the switch, then the LDAP/AD Sync button will be
disabled.

5. The LDAP/AD Sync Success message window appears, as shown below:
@ Success x

LDAFTAD details synced successiully.

Note: Once the LDAP/ AD sync is successful, the users part of that switch will be updated
with the domain and logon details.

6. Click the OK button to save the changes.
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11.9.5 Activate a Switch

This feature allows to activate a Switch based on the selected parameters. To activate a
Switch follow the steps given below.

1. Select the Switch for which the Active column is Unchecked, as shown below:

SWITCHES

c + | (9]

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

4 Name = Type = Monitoring = Primary Replica = SyncWith.. =  Screen = Active =
Cisco UCM Cisco UCM Quality Monitoring ACQM19SRV12 [] [v] (] =
Default Import

Switch Custom Quality Monitoring AQM195RV12 ]

Demo - i >

i Unified IP Quality Monitoring ~ AQM19SRVA2 o ] ]

ECTIPS Unified IP Quality Monitoring AQM19SRV12 (/]
ENH_CTIPS UIP.. Unified IP Quality Monitoring ~ AQM19SRV12 ) ]

Lom_Zipwire1 Zipwire Logging AQM19SRV12 ]

spdectips Unified IP Quality Monitoring AGM19SRV1Z ] ] (]

UCCE Cisco UCCE Quality Monitoring AQM19SRV12 V] (]

UIP ECTIPS1 Unified IP Quality Monitoring AQM19SRV12 (/]
UIP35_RCTIPS Unified IP Quality Monitoring AQM19SRV12 (V] (] (]
UIP73_CTIPE Unified IP CQuality Monitoring AQMIISRV1I2 ] (-] @
UIP73_SP2_RCT... Unified IP Quality Monitoring AQM19SRV12 (-] (] :
UIP73_SP3_RCT... Unified IP Quality Monitoring AQMI9SRV12 ] ]

UIPT35 Unified IP Quality Monitoring AQM19SRV12 (] (] (/]

UIP735_1 Unified IP CQuality Monitoring AQMIISRVI2 (V] ]

UIP73Enhanced  Unified IP Quality Monitoring ~ AQM19SRV12 ) ] )
UIP73SP4ECTIPS  Unified IP Quality Monitoring AQM19SRV12 (] (] V]

Zip1 Zipwire Loaging AGM19SRVI2 e

Ll

n 1-210f 21 ifems
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2. Click on the Activate © button and the checkmark will be shown on the Active column
for the selected Switch as shown below:

SWITCHES

sl 2 [

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

4 Name = Type = Monitoring ... = Primary Replica = SyncWith... = Screen = Active =
Cisco UCM Cisco UCM Quality Monitoring AQM18SRV12 (] [] (] =
Default Import .

Swilch Custom Quality Monitoring AQM18SRV12 ]

b Unified IP Quality Monitoring AQM1GSRV12 (-] (-] (]
Switch_Edited

ECTIPS Unified IP Quality Monitoring AQM19SRV1Z (V]
ENH_CTIPS_UIP_. Unified IP Quality Menitoring AQM19SRV12 [] []

Lom_Zipwire1 Zipwire Logging AQM18SRV12 /]

spdectips Unified IP Quality Monitoring ~ AQM19SRV12 ] (] V]

ucce Cisco UCCE Quality Menitoring AQM19SRV12 < (-]

UIP ECTIPS1 Unified IP Quality Monitoring AQM19SRV12 (V]
UIP35_RCTIPS Unified IP Quality Monitoring AQM19SRV12 [] ] (]
UIPT3_CTIPS Unified IP Quality Monitoring AQM1GSRV12 (-] (-] (]
UIP73_SP2_RCT... Unified IP Quality Monitoring AQM19SRV12 ] (] EI
UIP73_SP3_RCT.. Unified IP Quality Monitoring AQM19SRV12 (] (]

UIP735 Unified IP Quality Menitoring AQM18SRV12 (] (] (]

UIP735_1 Unified IP Quality Monitoring AQM19SRV12 [] []

UIP73Enhanced Unified IP Quality Menitoring AQM18SRV12 (] (] (]
UIP73SPAECTIPS  Unified IP Quality Monitoring ~ AQM18SRV12 ] (] ]

Zip1 Zipwire Logging AQM19SRV12 (-]

4

n 1-210f 21 itlems.

11.9.6 Deactivate a Switch

This feature allows to deactivate a Switch. To deactivate a Switch follow the steps given below.
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1. Select the Switch for which the Active column is checked as shown below:
SWITCHES

| | b

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

4 Name = Type = Monitoring ... = Primary Replica = Sync With... = Screen = Active =
Cisco UCM Cisco UCM Quality Monitoring ~ AQM19SRV12 ] ] ] =
Default iImport
Switch Custom Quality Monitoring AQMT9SRV12 o
Demao
St ke Unified IP Quality Monitoring AQM19SRYI2 ] (V] (/]

ECTIPS Unified IP Quality Monitoring AQM19SRV12 (]
ENH_CTIPS_UIP... Unified IP Quality Monitoring AQM19SRV12 (] ]

Lom_Zipwire1 Zipwire Logging AQM19SRV12 (]

spdectips Unified IP Quality Monitoring ~ AQM19SRV12 ] ] e

ucce Cisco UCCE Quality Menitoring AQM19SRV12 (] L]

UIP ECTIPS1 Unified IP Quality Monitoring AQM19SRV12 (/]
UIP35_RCTIPS Unified IP Quality Monitoring AQM19SRV12 (] (] (V]

UIP73_CTIPS Unified IP Quality Menitoring AQM19SRV12 ] L] e
UIP73_5P2_RCT... Unified IP Quality Monitoring AQM19SRV12 ] ] m
UIP73_8P3_RCT... Unified IP Quality Monitoring AQM19SRV12 ] ]

UIP735 Unified IP Quality Monitoring AQM19SRV12 (/] ] ]

UIP735_1 Unified IP Quality Monitoring AQM19SRV12 ] (]

UIP73Enhanced Unified IP Quality Monitoring AQM19SRV12 (/] V] V]
UIP73SP4ECTIPS  Unified IP Quality Monitoring AQM19SRV12 ] ] ]

Zip1 Zipwire Logging AQM19SRV12 (] =

1l »

n 1-21 of 21 items.

2. Click on the Deactivate ¥  button and the Active column will be blank for the selected
Switch as shown below:

SWITCHES

Z| | o

Drag @ column header and drop it here fo group by that column

4Name = Type = Monitoring.. = Primary Replica = SyncWih.. = Screen = Adive =
Ciseo UCM CiscoUCM Quality Monitoring ~ AQM19SRV12 © ® ] =
Default import g =

S Custom Quality Monitoring ~ AQM19SRV12 L]

Demo

e i Unified IP Quality Monitoring ~ AQM19SRV12 ] ] ]

ECTIPS Unified 1P Quality Monitoring ~ AQM19SRV12 ]
ENH_CTIPS_UIP.... Unified IP Quality Monitoring ~ AQM19SRV12 e o

Lom_Zipwire1 Zipwire Logging AQM19SRV12 o

spdectips Unified IP Qualiy Monitoring ~ AQM19SRV12 © ® ]

UCCE Cisco UCCE Quality Monitoring ~~ AQM19SRV12 (] (]

UIP ECTIPST Unified 1P Quality Monitoring ~ AQM19SRV12 ]
UIP35_RCTIPS  Unified IP Qually Monitoring ~ AQM19SRV12 ) ® ]

UIP73_CTIPS Unified 1P Qualty Monitoring ~ AQM19SRV12 © ] ]
UIP73_SP2_RCT .. Unified [P Quality Monitoring ~ AQM19SRV12 e ) l:l
UIP73_SP3_RCT... Unified IP Qualty Monitoring ~ AQM19SRV12 ] ]

UIP735 Unified IP Quality Monitoring ~ AQM13SRV12 © ® ]

UIP735_1 Unified IP Quality Monitoring ~ AQM19SRV12 ] ]

UIP73Enhanced  Unified IP Qualty Monitoring ~ AQM19SRV12 © ] ]
UIP738P4ECTIPS  Unifid IP Quality Monitoring ~ AQWHISRV12 ] (] ]

Zip1 Zipuire Logging AQM19SRV12 o

4 »

. 1-21 0721 items
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11.10 Trunk Channels

When using IVR Recording, you may need to modify existing trunk entities within the Aspect
Quality system.

The following procedure describes where existing trunk channel information resides, and how
the information displays. You can follow this procedure to examine existing trunk channel
definitions and to create new trunk channel definitions.

This section describes about Navigation, Add, Edit, Activate and Deactivate a Trunk Channel.

11.10.1 Navigation to Trunk Channels

Follow the steps given below to navigate to the Trunk Channels page:
1. Go to the main menu.

2. Click Administration > Recording > Trunk Channels.

A Home

& Employee Experience

3% Administration

Import
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3. The Trunk Channels page appears as given below:

TRUNK CHANNELS
= o+ 2
& Card Number B Channel Number - Switch Name Source L VR Active E
20804 3704 DR_UIP Q o =
708 DR_UIF O
3713 DR_UIP
5 DR_UIP (]
705 DR _UiF
709 DR_UIF
13700 DR_UIP
13720 DR_UIF
13721 DR_UIF
13702 DR_UIP
137 DR_UIP
137 DR_UIF
2 DR_LUIF
""" DR_UIP
4 DR_UIF
3 1704 DR_UIP Acpect UnifisdlF v
n 2 3 4 5 U 1- 100 of 13656 fems
4. The Menu buttons |42 W on the Trunk Channels page are described

below:

Icons Description

Refresh P Refreshes the Trunk Channels grid with latest trunk channels
changes. Instead of the browser refresh button user can click
on this menu button which will refresh only the grid data and not
the page.

Add 4+ Adds the new trunk channel to the grid.

Edit « Edits the selected trunk channel existing in the grid.

Activate () Activates the existing trunk channel.

Deactivate Q) Deactivates the existing trunk channel.

5. The grid columns on the Trunk Channels page are described below:

Column Description

Card Number

The name of the trunk channel. Can be alpha-numeric.

Note: By default, the trunk channels are sorted based on

Card Number in ascending order.

Channel Number

The channel number of the trunk channel. Should range
between 0 to 999999999.

Host ID

The ID associated with the trunk channel. Should range
between 1 to 999999999.
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Column Description

Switch Name The name of the Switch to which the trunk channel is
associated.
Source The Ul from where the respective Trunk Channel is created.

For example, Aspect EX Quality, Aspect Unified IP, etc.

IVR The IVR Channel is displayed by the icon, whether enabled or
not.
Active The trunk channel status is displayed by the icon, whether

active or not.

11.10.2 Create Trunk Channels

To create a new Trunk Channel, perform the following steps.

1.

2
3.
4

5.

Go to the main menu.

. Click Administration > Recording > Trunk Channels.

The Trunk Channels page appears.

. Click on the Add button. The Add Trunk Channel definition window appears.

Add Trunk Channel x

(3 Create Multiple Trunk Channels

Number of Trunk Channels:

Switch: *

Select a switch.. v

Card Number: *

Host ID: * &

Channel Number: * @

£

(3 IVR Channel

Note: The fields marked (*) are mandatory fields.

The Create Multiple Trunk Channels toggle key is unflagged by default. Flag the toggle
key to create multiple Trunk Channels.

. Once the Create Multiple Trunk Channels toggle key is flagged, the Number of Trunk

Channels text box is enabled. Either set the value for number of trunk channels to be
created with the help of arrow keys adjacent to the text box, or manually enter the value.
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From the Switch drop-down text box, select the type of switch required for association to
the trunk channel.

Enter the value in the Card Number text box. This is the name of the trunk channel and
can be, alphabets, numbers, or alpha-numeric.

Enter the value in the Host ID text box.

The information @ button pop-up is available adjacent to the Host ID, stating, “Host ID
should be in the range between 1 to 999999999.”

An error message displays, if the port number exceeds 999999999.
Manually enter the value in the Host ID text box.
Host ID field cannot be blank.

10.Enter the value in the Channel Number text box.

The information @ button pop-up is available adjacent to the Channel Number, stating,
“Channel Number should be in the range between 0 to 999999999.”

An error message displays, if the port number exceeds 999999999.

Either select the value by clicking the up-down arrow keys or manually enter it in the
Channel Number text box.

Channel Number field cannot be blank.

11.The IVR Channel toggle key is unflagged by default. Flag the toggle key to enable IVR

Channel. The IVR column will be marked with a check mark icon, to show VR Channel
enabled for the trunk channel.

12.Click OK to create the Trunk Channel.

By default, the new Trunk Channel which is created will be listed in the grid and will be
Active.

11.10.3 Edit Trunk Channel

To edit a Trunk Channel, perform the following steps.

1.

Go to the main menu.

. Click Administration > Recording > Trunk Channels.

2
3.
4

The Trunk Channels page appears.

. Select the available Trunk Channel from the grid that needs to be edited and click the Edit

icon.
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5. The Edit Trunk Channel window appears, as shown below:

i# : Edit Trunk Channel x

Switch:

Card Number: *

5678

Host ID: * @&

12

Channel Number: * @

44

567

@~ IVR Channel

Note: For Synced Trunk Channels, only IVR Channel toggle key will be enabled to edit.

6. Edit the field values as per your requirement.
Note: Refer to Create Trunk Channels on page 11-673 section, step 4 to 12.

7. Click the OK button to complete the process.

Note: Unflag the IVR Channel toggle key for an existing enabled IVR trunk channel turns
the IVR trunk channel to a regular trunk channel.

11.10.4 Activate a Trunk Channel

This feature allows to activate a Trunk Channel based on the selected parameters. To activate
a Trunk Channel follow the steps given below.
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1. Select the Trunk Channel for which the Active column is blank, as shown below:

TRUNK CHANNELS

Channel Number = Hostid = Swilch Name = aSource = VR = Aclive =
5555 L] 7
8 o
-] -]
102 [} ]
0 2100 L]
2102 ]
201 (]
720 2122
0 2106 ]
- - ¥
v
n T3 45 M 1- 100 0532 items

2. Click on the Activate © button and the checkmark will be shown on the Active column
for the selected Trunk Channel as shown below:

TRUNK CHANNELS

o+ 4 (U]
DOvag a column header and drop it here to group by that column
Card Number = Channal Number = Hostid = Swilch Name = 4 Source = MR = Active =
5555 5 5 QA UIF ECTIFS Alvara™ EX Qual ]
5678 0 d Avaya TSAP1 Alvar I
st 1 B (]
Test 5 )
OUTSIDE CALL 101 ] -]
TrunkToLomProcy 102 2 e o
15
0 2100 (]
720 210 2012102 o
0 21 720121
0 21 2012118 ]
17201 2
0 2106 D121 o
2014-02/2672019 T e - .
.
n 23 4 5 ¥ 1- 100 of 532 ems

11.10.5 Deactivate a Trunk Channel

This feature allows to deactivate a Trunk Channel. To deactivate a Trunk Channel follow the
steps given below.
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1. Select the Trunk Channel for which the Active column is checked as shown below:

TRUNK CHANNELS

= Hostid = Swilch Name E 4 Source = MR = Active =
5555 5 5 QA LIP ECTIPS ™ EX Qual ]
5678 ] 7 Avaya TSAFI l
st 13 B (]
Test5 )
OUTSIDE CALL 101 L] -]
TrunkToLomProcy 102 2 @ o
3 315
2100 (]
7201 2102 2012102 ]
0 2113 720121
201 2 2012118 ]
7201 2 72
0 2106 ]
- -
.
' 23 4 5 > M 1- 100 of 532 ems

2. Click on the Deactivate & button and the Active column will be blank for the selected
Trunk Channel as shown below:

TRUNK CHANNELS

T+ 20

Ovag a column header and drop it here 10 group by 1hat column

Card Number = Channel Number = Hostid = Swilch Name = aSource = VR

= = Active =
5555 5 5 QA LIF ECTIPS Alvaria™ EX Quality o =
67 0 7 Avaya TSAPI Avaria™ EX Quale —]
Tzt B 6 QAUIP ECTIFS Alvaria™ EX ity (/]
ouTS -] L
TrunkToLomPrauxy 102 L] L]
0 2100 L
720 210 °
201 -]
7201 2122
0 2106 ]
17N 9448 ATINAIIE 2014-02/262018 A ronst | Lo A1 O - ¥
5
n 7 3 4 5 > ¥ 1. 100 of 592 fems

Note: When in the Trunk Channels grid, there is more than one Trunk Channel with the same
Card Number(name), either of the Trunk Channels can be set to Active. But both the
Trunk Channels with the same Card Number(name) can be inactive. If you try to

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 677



A CISpeCt Administrator Guide

Activate both the similar named Trunk Channel, an Error message appears to
deactivate the existing Trunk Channel or change the name of the Trunk Channel.

A Error x

System does not aliow duplicate frunk channel(s) or duplicate host id(s) name
as shown below. Please either deacfivate old ones or change the name before
acfivating the current ones. Oiher selected trunk channel(s) are updated.

Channel Number :Test - 0 QA UIP ECTIPS
Hostld :Test - 0 QA UIP ECTIPS

Note: Multiple Trunk Channels can be Activated / Deactivated together.

11.11 VOIP Tap Points

In Recording Boards, you configured one or more recording boards. Now, create the VOIP tap
points that utilize these recording boards.

This section applies to Avaya, Aspect Unified IP, and Cisco integrations.

This section describes about Navigation, Add, Edit, Activate and Deactivate a VOIP Tap Point.

11.11.1 Navigation to VOIP Tap Points

Follow the steps given below to navigate to the VOIP Tap Points page:

1. Go to the main menu.
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2. Click Administration > Recording > VOIP Tap Points.

#A Home

m Empla

.
*$ Adminis

Import

Recording

3. The VOIP Tap Points page appears as given below:

VOIP TAP POINTS
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on the VOIP Tap Point page are described

4. The Menu buttons =4[ Q
below:

Icons Description

Refresh o Refreshes the VOIP tap points grid with latest VOIP tap point
changes. Instead of the browser refresh button user can click
on this menu button which will refresh only the grid data and not
the page.

Add + Adds the new VOIP tap point to the grid.

Edit # Edits the selected VOIP tap point existing in the grid.

Activate () Activates the existing VOIP tap point.

Deactivate ‘d\) Deactivates the existing VOIP tap point.

5. The grid columns on the VOIP Tap Points page are described below:

Column Description

Name The name of the VOIP Tap Point.
Server The name of the server to which VOIP tap point is associated.
Recording Board Displays the name of the recording board associated with the

VOIP tap point.

Active The VOIP tap point status is displayed by the check mark icon,
whether active or not.

11.11.2 Create VOIP Tap Points

To create a new VOIP Tap Point, perform the following steps.

Note: Use this section only if you are using an AudioCodes HPXMedia board.
1. Go to the main menu.

2. Click Administration > Recording > VOIP Tap Points.

3. The VOIP Tap Points page appears.
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4. Click on the Add ¥ button. The Add VOIP Tap Point definition window appears, with the
General tab active, by default.

| g s
-+ Add VOIP Tap Point x
m Tapped Protocols Forwarding
Name: * Tap Board: *
Mo tap boards available v
Description: Maximum Forwarding Session: *
0 ¢
Server: *
Select a server. ~

Note: The fields marked (*) are mandatory fields..

5. On the General tab:

a.

In the Name text box, type a VOIP Tap Point name that identifies a VOIP tap point. This
field cannot be blank.

In the Description text box, type a short description for the VOIP Tap Point.
Select the Server from the drop-down list box that hosts the VOIP Tap Point.
In the Tap Board drop-down list box, select the type of board that the Tap Point uses.

In the Maximum Forwarding Sessions text box, type the number of media sessions
that are available for use on the selected HPX Board.

6. On the Tapped Protocols tab:

Flag any or more of the below VOIP protocols toggle key to enable them and use them to
monitor on the tapped local area network, based on the ACD/PBX with which Aspect
Quality is integrated:

a.
b.

Cisco Skinny Call Control Protocol: Cisco (HPX)
Session Initiation Protocol: Aspect Unified IP (HPX), and Cisco (HPX)
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c. Avaya H.323: Avaya (HPX only)

+ Add VOIP Tap Point x

General

Tapped Protocols Forwarding

@ Cisco Skinny Call Control Protocol Avaya H.323
Port: * Port Protocol: CS Port: * Port Protocol:

2000 TCP v 1720 TCP ~
Switch: * RAS Port: * RAS Port Protocol:

Select a switch v 1719 UDP »

Switch: *
Select a switch v
Session Initiation Protocol
Port: * Port Protocol:
TCP v

Session Initiation Protocol: *
Switch: *

Select a switch w
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The above protocols options are explained below in the table:

Protocols Description

Cisco Skinny Call Port*: In the Port text box, type the port number over which
Control Protocol Cisco Skinny Call Control Protocol communication will occur.
By default, this is port 2000.

Port Protocol: From the Port Protocol drop-down list box,
select the transport protocol that delivers Cisco Skinny Call
Control Protocol messaging. The typical transport protocol is
TCP.

Switch*: From the Switch drop-down list box, select the
Aspect Quality switch with which to associate monitored Cisco
Skinny Call Control Protocol VolP traffic.

Session Initiation Port™: In the Port text box, type the port number over which
Protocol session initiation protocol communication occurs.

Port Protocol: From the Port Protocol drop-down list box,
select the transport protocol that delivers session initiation
protocol messaging. The typical selection is UDP.

Session Initiation Protocol*: In the Session Initiation Protocol
text box, type the value over which session initiation protocol
communication occurs.

Switch*: From the Switch drop-down list box, select the
Aspect Quality switch with which to associate monitored
session initiation protocol VolP traffic.

Avaya H.323 C S Port*: In the CS Port text box, type the H.323 Call
Signaling (CS) port number. By default, the CS port number is
1720.

Port Protocol: From the Port Protocol drop-down list box,
select the transport protocol that delivers H.323 Call Signaling
(CS) messaging. The typical transport protocol is TCP.

RAS Port*: In the RAS Port text box, type H323 registration,
Admission, and Status (RAS) port number. By default, the RAS
port number is 1719.

RAS Port Protocol*: From the RAS Port Protocol drop-down
list box, select the transport protocol that delivers H.323
Registration, Admission, and Status (RAS) messaging. The
typical RAS transport protocol is UDP.

Switch*: From the Switch drop-down list box, select the
Aspect Quality switch with which to associate monitored Avaya
H.323 VolIP traffic.

Note: The fields marked (*) are mandatory fields.

7. On the Forwarding tab:

Select the Edit button to change the associated audio ports.
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+ Add VOIF Tap Point x

General Tapped Protocols

'

Use "Edit" button to change associated audio ports

The Edit Forwarding window appears.

# Edit Forwarding x

Switch: *

Select a switch v

Available Items: Selected Items:

Note: The fields marked (*) are mandatory fields.

Select a Switch from the drop-down list box. The VoIP audio ports associated with the
selected switch will appear in the Available Items list.
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Select one or more of the VolP audio ports that you want to associate with this VolP tap
point, with the help of Add button, and move the audio ports to the Selected Items list.

Note: You can select any VolP audio port and assign it to this VolP tap point. Aspect
Software recommends that you select a group of ports that are sequentially
numbered. Then, it is easier to track which group of audio ports that you assigned to
which tap point.

If you want the VolIP audio port to be able to receive audio that needs to be recorded
from multiple tapped locations on the local area network, you can also assign the
same VoIP audio ports to multiple VoIP tap points.

Click OK to complete the process and close the Edit Forwarding window.

8. Click OK to create the VOIP Tap Point.

Note: By default, the new VOIP Tap Point which is created will be listed in the grid and will be

Active.

11.11.3 Edit VOIP Tap Point

To edit a VOIP Tap Point, perform the following steps.

1.

Go to the main menu.

2. Click Administration > Recording > VOIP Tap Points.
3.
4

The VOIP Tap Point page appears.

. Select the available VOIP Tap Point from the grid that needs to be edited and click the Edit

icon.

The Edit VOIP Tap Point window appears, with General tab active, by default, as shown
below:

I
# Edit VOIP Tap Point x

Tapped Protocols Forwarding

Name: * Tap Board: *

WQES5 HPX1 (Inactive) v

Description: Maximum Forwarding Session: *

1 )

Server: *

AQMQAS v
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6. Edit the field values as per your requirement.

Note: Refer to Create VOIP Tap Points on page 11-680 section, step 4 to 8.
7. Click the OK button to complete the process.

11.11.4 Activate a VOIP Tap Point

This feature allows to activate a VOIP Tap Point based on the selected parameters. To activate
a VOIP Tap Point follow the steps given below.

1. Select the VOIP Tap Point for which the Active column is blank, as shown below:

VOIP TAP POINTS

= Recording Board

b
n 1-2 062 tems
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2. Click on the Activate © button and the checkmark will be shown on the Active column
for the selected VOIP Tap Point as shown below:

VOIP TAP POINTS

a Mame = v Sefver = Recording Board = Activa

i e e .

n .20l 2 dems

11.11.5 Deactivate a VOIP Tap Point

This feature allows to deactivate a VOIP Tap Point. To deactivate a VOIP Tap Point follow the
steps given below.
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1. Select the VOIP Tap Point for which the Active column is checked as shown below:

VOIP TAP POINTS

¥ Sapver = Recording Board

.20l 2 dems

2. Click on the Deactivate & button and the Active column will be blank for the selected
VOIP Tap Point as shown below:

VOIP TAP POINTS
e+ 0
e £ her
Name Sare Recording Board E  Active =
\ES HP
n of 2 Bems

Note: When in the VOIP Tap Point grid, there is more than one VOIP Tap Point with the same
Name, either of the VOIP Tap Point can be set to Active. But both the VOIP Tap Point
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with the same name can be inactive. If you try to Activate both the similar named VOIP
Tap Points, an Error message appears to change the name of the VOIP tap point.

A Error x

Wolp Tap Point with the name "WQES' exists. Please change the
name of fhe voip tap point.

Note: When similar Recording Board for different VOIP Tap Points, all the VOIP Tap Point

cannot be activated. The Recording Board should be unique for different VOIP Tap
Points for all to be active.

A Error

The Al-Logix VolP tap board denoted by serial number'
Chidat{HFX1 (Inactive))' is already assigned o another VoIP tap
poini. Please select g different tap board.
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12. Security

The chapter introduces the major Security components that are the part of the Aspect Quality.
As an Administrator, knowing the components helps you to be more productive while using the
Aspect Quality.

The Security features are listed below:
e APl Users
e Teams
e User Profiles

e Users
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12.1 APl Users

This section describes how to view the existing APl Users and how to Add, Edit and Delete the
API Users in the system.

12.1.1 Navigation to APl Users

Follow the steps given below to navigate to the APl Users page:
1. Go to the main menu icon.

2. Click Administration > Security > APl Users.

# Home

& Em

3% Administration

Import

QM Evaluation
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3. The API Users page appears, as given below:

API USERS

& Authorized Account
Bhagya LIS

L]

n 1-40f4items
4. The Menu buttons -, +|[2][g]on the APl Users page are described below:
o o)
Icons Description
Refresh o Refreshes the API Users grid with latest API users changes.

Instead of the browser refresh button user can click on this
menu button which will refresh only the grid data and not the

page.
Add 4+ Adds the new API user to the grid.

Edit # Edits the existing APl user listed in the grid.
Delete Deletes the existing API user listed in the grid.

5. The grid column on the API Users page is described below:

Column Description

Authorized Account The name of the API User account.

12.1.2 Create API User

To create a new API User, perform the following steps.

1. Go to the main menu icon.
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2. Click Administration > Security > APl Users.
3. The API Users page appears.
4. Click on the Add button.The Add API User definition window appears.

'+ Add AP User x
Authorized Account: *
API List
Available Items: Selected [tems:
Media File Security

Note: The fields marked (*) are mandatory fields.
5. Enter the user name in the Authorized Account text box.

6. In the API List, select the Media File Security from the Available ltems window. With the
help of Add button, move it to the Selected Items window. To move the items from Selected
Iltems to Available Items window, use the Remove button.

7. Click OK to create the API User.
By default, the new API User which is created will be listed in the grid.

12.1.3 Edit APl User

To edit an API User, perform the following steps.
1. Go to the main menu icon.

2. Click Administration > Security > APl Users.
3. The API Users page appears.
4

. Select the available API User from the grid that needs to be edited and click the Edit icon.

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 693



A CISpeCt Administrator Guide

5. The Edit APl User window appears, as shown below.

# Edit API User %
Authorized Account: *
Demo
API List
Available ltems: Selected [tems:
Media File Security

6. Edit the field values as per your requirement.
Note: Refer to Create API User on page 12-692 section, step 4 to 7.

7. Click the OK button to complete the process.

12.1.4 Delete API User

To delete an API User, perform the following steps.
1. Go to the main menu icon.

2. Click Administration > Security > APl Users.
3. The API Users page appears.
4

. Select the available API User from the grid that needs to be deleted and click the Delete
icon.

5. Awarning message appears, if you want to delete or not, as shown below.
A Warning x

Are you sure you want to delete?
v (I

6. Select the Yes option to delete the listed API User.
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12.2 Teams

Ateam is a collection of one or more agents, based on equivalent skills or a specific contact
center need (predominantly for reporting). Through the data-sync process, Aspect Quality
imports any teams (or equivalent entity) from the switch. You can also define Teams on the
Aspect Quality system, but you cannot edit teams that the data-sync process has imported.

Use Teams on the Aspect Quality system for the following purposes:
* Reviewing and Scoring interactions
¢ Live Monitoring

* Reporting

In this section, you can

* View Available Teams

* Create a New Team

* Add Members to a Team

* Edita Team

* View Team Details

* Activate a Team

¢ Deactivate a Team

12.2.1 View Available Teams

This section describes how to see the available teams in the system.

1. Login to Workforce Engagement Management.
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2. Go to Main Menu and click on Administration and under Security, click Teams as shown
below.

#A Home

The Teams window opens with the list of teams displayed in the table.

TEAMS

o+ <] © gynced teams cannot be activated/deactivated

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

4Name = Switch = Active = Synced =
<Default= PROD_UIP (] (] ~
<Default= DR_UIP (] (]
<Expert= PROD_UIP L] L]
<Expert= DR_UIF L] L]
AlbertTestEntWorkgroup PROD_UIP (]
AlbertTestEntWorkgroup PROD_UIP (]
AMEGUA Inactive Users PROD_UIP (] (]
AMEGUA Inactive Users DR_UIP (] (]
AMEGUIA SPN OB DEDICADO FROD_UIP ] L]
AMEGLIA SPN OB DEDICADO DR_UIP ] []
ARGUA Inactive Users PROD_UIP ] (]
ARGUA Inactive Users DR_UIF L] L]
ARGUA Inactive Users DR_UIP (]
ARGUA Support PROD_UIP (] (]
ARGUA Support DR_UIP (] (]
BAGUA Support DR_UIP (]
DR_UIP L] L]
PROD_UIP L] L]
I - v
L] 1-100 of 671 items
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¢ A maximum of 100 teams display on each page. Pagination options display at the

bottom of the table.

¢ Aninformation icon displays above the table, stating Synced teams cannot be
activated/deactivated.

The following table describes the buttons available on the Teams window.

Button Name Description

Refresh When you click Refresh, the system refreshes the Teams
table.

Add When you click Add, you can create a new team.
Edit When you click Edit, you can modify a team.
View When you click View, you can see existing team details.
Activate When you click Activate, you make a team active.
Deactivate When you click Deactivate, you make a team inactive.

B

The following table contains descriptions of the columns in the Teams table.

Column Name Description

Name

The name of the team.

Switch

The switch that is associated with the Team.

Active

If the team is active, then a check mark displays.

If the team is inactive, no icon displays.

Synced

If the team is synced from the ACD, a check mark displays.

12.2.2 Create a New Team

Through the data-sync process, Quality imports any teams (or equivalent entity) from the
switch. However, you cannot edit teams that the data-sync process has imported.
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You can also create a team in Workforce Engagement Management. To create a team,
perform the following steps.

1. On the Teams window, click Add. The Add Team window opens.

+ Add Team x

General Profile Permissions

Name: * Team Members:

New Tearm|

Switch: *

Select a switch v

Note: The fields marked (*) are mandatory fields.

2. In the Name text box under the General tab, type a name for the team.

The maximum number of characters allowed is 128. The Team name must be unique, and
you can use special characters.
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3. From the Switch drop-down list box, select the switch that you want to associate with the
team. In the Team Members section of the window, the Select button is enabled, and
displays Selected (0).

+ Add Team x

General Profile Permissions

Name: * Team Members:

New Team Select Selected (0}

Switch: *

DR_UIP n

4. Click on the Select button under the Team Members section to Add Members to a Team.

5. Go to Profile Permissions tab to provide the review or score permission for the user
profile. The main menu, under the Available Items section, contains features such as
Sorting, Filtering, Reset Layout and Clear Al filters.

+ Add Team x

General Profile Permissions

Available Items: Selected Items:

4 MName E » Mame Permission
Agent Profile ~

AR Agent

The following table describes the available option under the main menu.

Button Name Description

Sort Ascending Refer Sort Columns section
Sort Descending Refer Sort Columns section
Filter Refer Filter Criteria section
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Button Name Description

Reset Layout Refer Reset Layout section

Clear All Filters Refer Clear All Filters section

6. Select the Available ltems based on your requirement and click on the Add items button as
shown below.

+ Add Team x

General Profile Permissions

Available ltems: Selected ltems:

aMName = » Mame Permission
Agent Profile ~

AR Agent

AR Supenvisors
AspectTest

BR Supenvisor
C0O DS Supervisor
COGUA Calls Only
Default Profile
Mentor Profile

M & AR DS Operations hd

The following table describes the arrow buttons on the Profile Permissions tab.

Arrow Button Button Name Description
Add All ltems Moves all the Available Items table to the Selected ltems
table.
» Note: If no items are available in the Available Items

table, the Add All Iltems button is disabled.

Add Iltems Moves only the selected items from the Available Items
table to the Selected Items table.

) Note: If you select at least one item in the Available
ltems table, the Add ltems button is enabled.

Remove Items Moves only the selected items from the Selected ltems
table to the Available Items table.

( Note: If you select at least one item in the Selected
Items table, the Add Items button is enabled.
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Arrow Button Button Name Description

Remove All Items Moves all the selected items from the Selected Iltems
table to the Available Items table.

4 Note: If no items are available in the Selected Items
table, the Remove All Items button is disabled.

7. Select either Review or Score from the drop-down list as shown below.

+ Add Team x

General Profile Permissions

Available Items: Selected Items:
4 MName = » Name Permission

CO DS Supervisor ~ Agent Profile Score ~
COGUA Calls Only

: AR Agent Score w
Default Profile

AR Supernvisors Score

Mentor Profile * P e
MX & AR DS Operations AspectTest Review ~
MX Agent BR Supenvisor [ Review

MX DEC Agents

g Review
MX DEC Director
MX DEC Supenvisors

MX DS Management hd

Note: To apply the same permission such as Review or Score for the selected user
profiles under the Selected Items, follow the steps below.
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a. Select all of the user profiles and click on the Change selected user profiles
permission button as shown below.

Note: By default, the Change selected user profiles permission button is disabled.
When you select two or more user profiles, the button will be enabled.

+ Add Team x

General Profile Permissions

=
=

Available Items: Selected Items:

aName = » Name Permission

ji lal
CO DS Supenisor Agent Profile Score v
COGUA Calls Only
¢ AR Agent Score v
Default Profile
AR Supernvisors Score

Mentor Profile « B v
MX & AR DS Operations AspectTest Review v
WX A

WX Agent BR Supenisor Score v

MX DEC Agents
X DEC Director
M} DEC Supenisors

I DS Management v

b. Click on the Permission drop-down list and select Review or Score based on your
requirement.

= Change Permission x

Permission:

[ Review

| Review

Score .

c. Click OK to complete the process.
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8. Click OK button. The Add Team window closes and the Teams window is active as shown

below.
TEAMS
c + B ] © synced teams cannot be activatedideactivated.
Drag a column header and drop it here to group by that column
4 MName =| Switch = Active =| Synced =
MAGUA_Requal FPRUL_UIF v ~
MXGUA_Requal DR_UIP /] o
MXGUA_Unassigned DR_UIP ] ]
MXGUA_Unassigned PROD_UIP V] []
MXGUA_Unassigned DR_UIP ]
MXGUAMiguelRamirez PROD_UIP ]
New Team DR_UIP o
PEGUA Inactive Usars DR_UIP ] []
PEGUA Inactive Users DR_UIP ]
PEGUA Inactive Users PROD_UIP ] o
PEGUA Support PROD_UIP ] o
PEGUA Support DR_UIP /] o
PEGUA Support DR_UIP [ ]
PYGUA Inactive users PROD_UIP V] [/]
PYGUA Inactive users DR_UIP ] o
PYGUA Support DR_UIP /] o
PYGUA Support PROD_UIP ] o
test PROD_UIP ]
test PROD_UIP /] v
M 4 1 2 3 S .k M 301 - 400 of 672 ems
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12.2.3 Add Members to a Team

1. On the Add Team window, in the Team Members section, click Select. The Select Users
window opens.

+ Select Users x

Search ltems:

Selected (0) Cancel “

The buttons on the Select Users window are described in the following table.

Button Name Description
Search Click to search for the matched user and to open the
User table.
ﬂ" Note: Only active users are displayed.
Add Click to open the Users table, where you can add users
to the team.
I Note: Only active users are displayed.
Add All Add all members associated with the switch to the team.
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Button Name Description

Remove Remove the selected member from the team.

x

Delete All Remove all members from the team.

)

2. In the Search Items text box, you can type the name of the member that you want to add to
the team.

OR

Click the Search icon. A window opens with a list of users from the selected switch.

x
alUserNa... = First Name = Last Name = Role = Email Ad... =
aaronalc Aaron Aldama Agent aaronal.consult. ..

. Rodriguez . .
aaronro Aaron Joel Agent aaronro@herb.
Cordova
abelo Abel Ccampo Agent abelo@herbalif....
ABIGAILSAC Abigail Sanchez Razo Agent abigailsa.consu. ..
abimaelg Abimael Garcia Agent abimaelg@her...
abimaelgac Abimael Garcia Venegas  Agent abimaelga.con...
abisaimc Abisai Menor Uriostegui  Agent abisaim._consult....
. Gallardo . abnerc-
abnercc Abner Hely Agent .
Coronado c@herbalife.com
. Gallardo .
abneycc Abney Hely Agent abneyc.consult...
Coronado
abrahama Abraham Alcanatara Agent abrahamag@her.
n 2 3 4 5 . » W 1- 200 of 4213 items

3. Select the members that you want to associate with the team.

Note: You can select more than one member at a time by pressing CTRL key and clicking
the member row with the mouse.

4. Click OK. The member list closes, the Select Users window is active, the users display in
the lower half of the window.

5. Click OK. The Select Users window closes, the Add Team window is active, and the
Selected (X) label displays the number [in parentheses ()] of members that you selected.

Aspect Workforce Engagement Management Quality™ Administrator Guide  Alvaria Confidential | aspect.com | 705



A aspect

Administrator Guide

6. Click OK. The Add Team window closes, and the team that you created displays in the
table on the Teams window.

12.2.4 Edit a Team

This section describes how to edit a team that you created in Workforce Engagement
Management. Use the Edit feature to modify the Team Name, and add users to, or remove
associated users from, the team.

1. Log in to Workforce Engagement Management as an Administrator.

2. Go to Main Menu and click on Administration and under Security, click Teams as shown
below.

#A Home

& Employee Experience

3% Administration

Import
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3. From the Teams table, select the row of the team that needs to edit, and click Edit. The Edit
Team window opens.

# Edit Team x
m Profile Permissions
Name: * Team Members:
New Team Select Selected (4)
Switch:

Note: The Edit button is disabled for teams that are synced in the system.

4. If you want, you can change the team name in the Name text box.
AND
If you want to change the team members, perform the following steps.
a. Click Select. The Select Users window opens.

b. To delete a member, select the member from the list, and click Remove.

#

c. To add a member, click Add. A window opens with a list of members associated with the
selected switch.

d. Select the members that you want to associate with the team.

e. Click OK. The window with the list of members closes, and the Select Users window is
active.

f. Click OK. The Select Users window closes and the Edit Team window is active.
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5. Go to the Profile Permissions tab (refer Arrow Button table) and select the options based
on your requirement. Refer step 6 and 7 from Create a New Team.

Note: To remove one item from the Selected Items list, select the item and click on
Remove items button.

# Edit Team »®

General Profile Permissions

Available Items: Selected ltems:
4 Name = » MName Permission

i ”~
CO DS Supenvisor Agent Profile Review v
COGUA Calls Only

AR Agent Review ~

Default Profile
Mentar Erafile @ AR Supenvisors Review -
MX & AR DS Operations AspeciTest Review ~
MX Agent BR Supenisor Review -
MX DEC Agents
WX DEC Director
MX DEC Supervisors
MX DS Management hd

6. Click OK. The Edit team window closes and the Teams window is active. The system saves
the changes that you made.

12.2.5 View Team Details

You can view the details of a team - the switch name, team members and user profiles
associated with the team.

1. Log in to Workforce Engagement Management as an Administrator.

2. Go to Main Menu and click on Administration and under Security, click Teams as shown
below.
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3. From the Teams, select the row of the team which needs to view, and click on the View
button. The View Team window opens.

B view Team x
Name: Profile Permissions:
New Team Drag a column header and drop it here to group by that column
4 Name E Permission E
Agent Profile Score
Switch: ¢
DR UIP AR Agent Score
AR Supenisors Score
Team Members: AspeciTest Review
A A A
Aldama, Aaron BR Supemnisor Score

Rodriguez Cordova, Aaron Joel
Ocampao, Abel
Sanchez Razo, Abigail

ok
The following table describes the available option under the triple-bar menu as shown
above.
Sort Ascending Refer Sort Columns section
Sort Descending Refer Sort Columns section
Filter Refer Filter Criteria section
Columns Click on the Name and Permission check boxes to add or remove the
columns under the Profile Permission section
Reset Layout Refer Reset Layout section
Clear All Filters Refer Clear All Filters section

Note: 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. Refer the below screenshot.

Profile Permissions:

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

4 MName = Permission =
Agent Profile Score
AR Agent Score
AR Supemisors Score
AspeciTest Review
BR Supernvisar Score

Example: Based on the above scenario, if the Permission column is drag-and-drop
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on the “Drag a column header and drop it here to group by that column” field. Then
the Profile Permissions section will be grouped, as shown below.

Profile Permissions:

4 Permission
aMame

4 Permission: Review

AspeciTest

4 Permission: Score

Agent Profile

AR Agent

= Permission

4. When you are finished viewing the team details, click OK to close the window.

12.2.6 Activate a Team

To activate a team, perform the following steps.

1. Log in to Workforce Engagement Management as an Administrator.

2. Go to Main Menu and click on Administration and under Security, click Teams as shown

below.

3. From the Teams table, select the row of the team which needs to activate, and click

Activate.

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

4 Name
<Expert~
<Expert=
A

Abhay_Wkgrp_test2

AQM New Team

AQMDev_Team1
AQMQA_HPXTeam1

AQMGA_Teamd

Switch
UIFT3_SP4_RCTIPS
UIFT3_ENCTIPS
UIPT3_ENCTIPS
UIPT3_ENCTIPS
Uccx
UCCX
uccx

UCCX

@ Synced teams cannot be activated/deaciivated.

= Aclive = Synced =
[/ o B
L/ o
o
L/ o
[/ o
o
o o

Note: The Activate button is enabled only for an inactive team.

The system activates the team and refreshes the table on the Teams window.
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12.2.7 Deactivate a Team

To deactivate a team, perform the following steps.

1.
2.

Log in to Workforce Engagement Management as an Administrator.

Go to Main Menu and click on Administration and under Security, click Teams as shown
below.

From the Teams table, select the row of the team which needs to deactivate and click
Deactivate.

TEAMS

o+ s B © Synced teams cannot be activated/deaciivated.

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

4 Name = Switch = Aclive = Synced =
<Expert= UIP73_SP4_RCTIPS (V] ] -
<Expert= UIP73_ENCTIPS (V] ]

A UIP73_ENCTIPS (V]

Abhay_Whkarp_test2 UIP73_ENCTIPS (V] [v]

AQM New Team ucex (V]

AQMDev_Team1 ucex V] [v]
AQMQA_HPXTeam1 ucex V] [v]
AQMQA_Team uccx (V] [v]

Avaya Team 1 Avaya TSAPIT A1 (V]

Note: The Deactivate button is enabled only for an active team.

The system activates the team and refreshes the table on the Teams window.
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12.3 User Profiles

To grant permissions or rights to a user, you should create a user profile. Using profiles, an
Administrator can assign permissions and rights for multiple users at the same time. You can
assign a user permission to perform specific tasks; for example, creating or viewing templates
and reports.

To launch the User Profiles window, perform the following steps.
1. Login to Workforce Engagement Management.

2. Go to Main Menu and click on Administration > Security > User Profiles.

# Home

& Employee Experience

%% Administration

Import

The User Profiles window opens with a table listing all the user profiles available in the
system.

USER PROFILES

z +ea

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

4 Name = 4 Description
Admin Profile Admin Profile
Default Profile Default Profile
Mentor Profile

Note: A maximum of 100 user profiles can display on the page.
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The following table describes the buttons on the User Profiles window.

Button Name Description
Refresh Refreshes the User Profiles table.
~a
L=
Add Creates a new user profile.
Edit Edits an existing user profile.
?‘
Duplicate Copies an existing user profile.
@] Note: You cannot duplicate the Admin profile.
Delete Deletes an existing user profile.
1]
Activate If a user profile is inactive, click to activate the user
| profile.
O Note: If the user profile is inactive, the Active button is
enabled.
Deactivate Deactivates the user profile.
& Note: If the user profile is active, the Deactivate button
is enabled.

The following table describes the columns in the User Profiles table.

Column Description

Name The name of the user profile.
Description The description of the user profile.
Active If the user profile is active, then a check mark icon displays.

Note: The default for the column sorting is by Name.
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12.3.1 Rights and Permissions

12.3.1.1 User Rights

User rights are privileges that you give to users to access Aspect Quality entities (for example,
Interactions, Reports, Rules). If a user has a Right on an entity, then the user can create
objects of that entity.

Rights Definition

Manage Recordings

Self Review The user can review their own calls.

Download Recordings The user can download a recording to review when the user
disconnects from the Aspect Quality system. Aspect
recommends that you give only Mentors and Administrators
permission to download.

Export Recordings The user can export an audio or video recording for future
viewing.
Assign Interactions The user can assign the interaction(s) to other users temporarily.
Note: This right exposes all user profiles and the users for each
profile.
Delete Interactions The user can delete the interaction(s).
Note: This right exposes all user profiles and the users for each
profile.
Manage Evaluations
Self Evaluate The user can score their own calls.

Create Evaluation Template The user can create evaluation templates.

View Peer Review Agent: All Agents, Mentors, and Administrators can view the
evaluations marked for Peer review by Agent.

Mentor: All the Mentor and Administrators can view the
evaluations marked for Peer review by Mentor.

Administrator: All Administrators can view the evaluations
marked for Peer review by Administrator.

Grant Peer Review The user can flag an evaluation for peer review for the
accessible interactions. Users who have the View Peer Review
right can have the Grant Peer Review right.

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

Edit All Evaluations The user can edit an evaluations.

Note: This feature works if the View All Evaluations button is
enabled.

Assign Evaluations The user can assign an evaluation (created by the user) to other
users.
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Rights Definition

Create Task 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.

Hide/Show Interactions The user is able to reserve interactions for Hide/Show
interactions as well as release interactions from Hide/Show
interactions. The user is able to search and access interactions
that are currently reserved for Hide/Show interactions given that
the interaction falls within the scope of the user’s permissions.
Users who do not have this permission cannot search or access
any interactions that are currently reserved for Hide/Show

interactions.

Manage Calibrations

View Calibration Events The user can access all the calibration events.

Assign Calibration Events The user can assign the interaction to other users to calibrate the
score.

Note: This right exposes all the users for the selected

templates.
Manage Reports
View Reports The user can review all reports.
Create Reports The user can create new reports.
Other Configurations
Create Recording Rule The user can create business rules that determine how Aspect

Quality records a call.

Protect Interaction User can request to keep an interaction available for playback
after the historical or archive processes run.

12.3.1.2 User Permissions

To grant permissions to a user, you should create a user profile. Using profiles, an
Administrator can assign permissions and rights for multiple users at the same time. You can
assign a user permission to perform specific tasks; for example, creating or viewing templates
and reports.

The calls you can see when you search in Aspect Quality are the union of calls between any
Teams, Agent Groups, and Recording Groups you have permission to review or score. You
can review a call:

¢ If any agent in one of the Team handles the call.
¢ If an Agent Group takes the call.

* If a port in one of the Recording Groups records the call.
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To access calls, you must determine if you should have access to calls based on a set of
Agents, a set of Agent Groups, a set of Recording Ports, or a combination of these sets. Once
you determine the access, define the groups you need and grant access.

In addition to which groups a user can access, you can set each group for review-only, edit, or
score permission. The following are permission options:

Permission Definition

Teams

Review — Permission allows the Mentor to listen to calls handled
by Agents in the Teams.

Score — Permission allows the Mentor to score these
interactions.

Evaluation Templates

View — Permission allows the Mentor to use a specific evaluation
template without modification.

Edit — Permission allows the Mentor to make changes to the
specific evaluation template.

Rules

View — Permission allows the Mentor to use a specific rule in
searches and to open the rule definition without modifying it.

Edit — Permission allows the Mentor to make changes to the
specific rule within the bounds of the Mentor’s other assigned
access.

Recording Groups

Review — Permission allows the Mentor to listen to any call
recorded by a physical port in the assigned recording group.

Score — Permission allows the mentor to score these
interactions.

Reports

View — Permission allows the Mentor to view existing report
results and the report template without modifying it.

Edit — Permission also allows the Mentor to make changes to the
specific report within the bounds of the Mentor’s other assigned
access.

Skill Groups

Review — Permission allows the Mentor to listen to calls handled
by Agent Groups associated with the Skill Group.

Score — Permission allows the Mentor to score these
interactions.

12.3.2 Create a User Profile

To create a user profile, perform the following steps.

1. Login to Workforce Engagement Management.

2. Go to Main Menu and click on Administration > Security > User Profiles.
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The User Profiles window opens with a table listing all the user profiles available in the

system.
USER PROFILES
C+tHda

Drag a column header and drop it here o group by
aName

Admin Profile

Default Profile

Mentor Profile

that column

= 4 Description
Admin Profile

Default Profile

3. Click Add. The Create User Profile window opens with the Rights tab active as shown

below.

CREATE USER PROFILE

€ 0

Name: * | yame

m Permissions Users

Description:

Manage Recordings

(B Self Review

(B Download Recordings
(B Export Recordings
(D Assign Interactions

(I Delete Interactions

Other Configurations
(B Create Recording Rule

(B Protect Interaction

Aspect Workforce Engagement Management Quality™ Administrator Guide

Manage Evaluations
(B Self Evaluate
(B Create Evaluation Template
(B View Peer Review
Grant Peer Review
(B View Al Evaluations
Edit All Evaluations
(B Assign Evaluations
(B Create Task

(B Hide/Show Interactions

Manage Calibrations
() View Calibration Events

Assign Calibration Event

Manage Reports

(B View Reports

Create Report
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The following table describes the buttons on the Create User Profile window.

Button Name Description

Back Click to redirect to the User Profiles window.

€

Save Click to save the user profile.

=

Note: The fields marked (*) are mandatory fields.
4. In the Name text box, type a name for the user profile.
5. In the Description text box, type a description for the user profile.

6. On the Rights tab, using the Rights table (see User Rights on page 12-714), select the
options that you want to assign to the user profile.

7. Select the Permissions tab.
CREATE USER PROFILE

€| B

Name: Agent Profile Description: Agent Profile with minimum rights

Rights Users
Teams Evaluation Templates Rules Reports Recording Groups Skill Groups
Available Items: Selected Items:
|:| 4 Name =| Switch = 1 Name Switch Permission
|:| =Default= UIP735_1 (Inactive)
|:| <Default= UIP735 (Inactive)
[] <Default= UIP73Enhanced

UIP73_SP3_RCTIPS

=Default=

s {Inactive)

[] <Default- UIP73_SP2_RCTIPS

|:| =Default= UIP73SP4ECTIPS (Inactive)
[ <Default- ENH_CTIPS_UIF7 3

* e {Inactive)

[[] =Default- UIP35_RCTIPS

[[] =<Default= spdectips

[ <Expert= spdectips

=

=Evnart= 11IB72Enhancad

Note: The Item Type displays below the tabs. For information about each Iltem Type, see
User Permissions on page 12-715.

In the preceding screen shot, the Item Type selected is Teams.
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The following table describes the columns in the Available Items table.

Column Description

Name The entity name.

Switch The switch name.

Note: The Switch column does not display Entity types
such as Evaluation Template or Reports.

The following table describes the columns in the Selected Items table.

Column Description

Name The entity name.

Switch The switch name.

Note: The Switch column does not display Entity types such as
Evaluation Template or Reports.

Permission Depending on the type of Entity, displays a drop-down list box from
which you can select the following permissions.

* Review or Score - if you select Score, the entity item can both
Review and Score.

¢ Edit or View

Note: See User Permissions on page 12-715 for more information on
which permission to select.

The following table describes the arrow buttons on the Permissions tab.

Arrow Button Button Name Description
Add All Items Moves all the Available Items table to the Selected
Items table.
» Note: If no items are available in the Available
ltems table, the Add All Items button is
disabled.

You need not select any check boxes if you
intend to click this button.

Add Item Moves only the selected items from the Available
ltems table to the Selected Items table.

) Note: If you select at least one item in the Available
Items table, the Add Items button is enabled.

Remove Item Moves only the selected items from the Selected
ltems table to the Available Items table.

4 Note: If you select at least one item in the Selected
Items table, the Add Items button is enabled.
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Arrow Button Button Name Description
Remove All Moves all the selected items from the Selected Iltems
ltems table to the Available Items table.
4 Note: If noitems are available in the Selected ltems

disabled.

table, the Remove All Items button is

You need not select any check boxes if you
intend to click this button.

Administrator Guide

8. To move an Available Item type, in the left pane, select the check boxes next to the items
that you want to move, and click the appropriate arrow button. The Available ltems that you

selected move to the Selected Items table in the right pane.

Note: To select all Available Iltems or all Selected Items, click the first check box in the

header row, next to Name.

9. In the Selected Items table, from the drop-down list box next to each entity item, select the

Permission for that entity.

10.Select the Users tab.

CREATE USER PROFILE
€

Name: * Agent Profile with minimum rights Description: Agent Profile with minimum rights

Rights Permissions m

+

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

User Name ¥ First Name = Last Name = Switch Name

No Data

The following table describes the buttons on the Users tab.

Button Button Name Description

Add Click to add users.

+

= Role =

Remove Click to remove users.

Note: By default, the Remove button is disabled.
T When you select at least one item from the
table, the Remove button is enabled.
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11.Click Add. The Add User window opens.

4+ Add User x

Users: *

Select

Note: The fields marked (*) are mandatory fields.

12.Click Select. The Select Users window opens.

+ Select Users ®

Search Items:

Search Q,

Selected (0) Cancel “
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The buttons on the Select Users window are described in the following table.

Button Name Description
Search Click to search for the matched user and to open the
Users table.
ﬂ" Note: Only active users are displayed.
Add Click to open the Users table, where you can add
users to the list.
I Note: Only active users are displayed.
Add All Add all active users to the list.

Remove Remove the selected users from the list.

Delete All Remove all users from the list.
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13.Click Add. The Users list opens.
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User Nam = FirstMam =

# &

1004 Cisco 7931
1007 Cisco 7941
1008 Cisco 7931
1009 Cisco 7931
1016 Cisco 7940
1017 Cisco 7940
1022 Cisco 7941
1024 Cisco 7960
1025 Cisco IP

Communicator

1026 Cisco 7941

= o -

Administrator Guide

*
LastMame =  Switch Name = Role =
$ None Agent -

Godihuggil UIPT3_SP3_RCTIPS Agent
SCCP 1004 Cisco UCM (Inactive) Agent
SEPOD1FO9E253... Cisco UCM {Inactive) Agent
SCCP 1008 Cisco UCM (Inactive) Mentor
SCCP 1009 Cisco UCM (Inactive) Agent
1016 Cisco UCM (Inactive) Agent
1017 Cisco UCM (Inactive) Agent
SIP 1022 Cisco UCM (Inactive) Agent
1024 Cisco UCM (Inactive) Agent
Surya 1025 Cisco UCM (Inactive) Agent
SIP 1026 Cisco UCM (Inactive) Agent
EM Device Profile T
3
5 ¥ 1- 100 of 2046 items
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12.3.3

The following table describes the columns in the User list table.

Column Name Description

User Name The user’s name.

First Name The first name of the user.

Last Name The last name of the user.

Switch Name The switch associated with the user.

Note: If the user is not associated with any switch
name, then No Switch is displayed.

Role The user’s role or persona.

14.Select the users to which you want to apply the user profile you have just created.

Note: You can select more than one user at a time by pressing the CTRL key and clicking
the user row with the mouse.

15.Click OK. The User list table closes, the Select Users window is active, and the users you
selected displays in the lower half of the window.

16.Click OK. The Select Users window closes and the Add User window is active.

17.Click OK. The Add User window closes, the Create User Profile window is active, and the
new user profile displays in the table.

18.Click Save.

Edit a User Profile

To edit a user profile, perform the following steps.
1. Login to Workforce Engagement Management.

2. Go to Main Menu and click on Administration and under Security, click User Profiles as
shown below.

The User Profiles window opens with a table listing all the user profiles available in the
system.

USER PROFILES

o +fa

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

4 Name = 4 Description
Admin Profile Admin Profila
Default Profile Default Profile

Mentor Profile

3. From the User Profiles table, select the user profile which needs to modify.
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The Edit User Profile window opens with the Rights tab active.

EDIT USER PROFILE

€m

Name: *  pentor Profile

Description:

m Permissions Users

Manage Recordings

Self Raview
Download Recordings
Export Recordings
Assign Interactions

Delete Interactions

Other Configurations
Create Recording Rule

(B Protect Interaction

Manage Evaluations
@Y SelfEvaluate
@~ Create Evaluation Template
@Y View Peer Review
@[~ Grant Peer Review
(B View All Evaluations
Edit All Evaluations
@[~ Assign Evaluations
@Y Create Task

@[> Hide/Show Interactions

Manage Calibrations
View Calibration Events

Assign Calibration Event

Manage Reports
View Reports
Create Report

5. Make the changes you want, on any of the tabs, to the user profile.
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6. Click on Users tab, the users associate with the User Profile listed in the grid as shown
below.

EDIT USER PROFILE

€« B

Name: * | piantor Profile Description: | pascrintion

Rights Permissions m

+ © Only users marked as "Not Saved' Can be deleted from the list.

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

NotSaved =  User Name = | FirstName =| Last Name = | Switch Name = Role
2112 Abhay Dwivedy UIP73_SP4_RCTIPS Mentor
2117 Tara Pissay UIP73_SP4_RCTIPS Agent

Example: 2112 and 2117 users are associated with the User Profile.
7. Click on the Add button to add more users.

8. Click on Select button and the Select Users window appears as shown below.

+ Select Users x

Search ltems:

Selected (0) Cancel [ ok |

9. Type the username on the Search Items field or click on the magnifying glass and click Yes
as shown below.

Your search may refurn a large
number of items. Do you want to
proceed?

Mo Yes
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10.Select the user which you want to add and click on OK button.
Example: 2111 is selected from the grid as shown below.

+ Select Users x

Search Items:

Q
x
UserN. = FirstN.. = LastN.. = Switch. = Role = Email .. =
Suijit Dwivedi UIP73_SP4... | Mentor sujit. Dwived. ..
2113 Ajantha Srinivasan UIP73_SP4... Mentor 2113@logg. ..
2114 Sadiya Fathima UIP7T3_SP4... Mentor 2114@logg. ..
2115 Sree Madhi UIP73_SP4... Agent Madhi123@...
2116 Bhagya Godihuggi UIP73_SP4... Agent 2116@logqg. ..
2119 Sandesh Kundar UIP7T3_SP4... Agent sandesh ku. ..
2122 Azeem Mohammed UIP7T3_SP4... Mentor 2122@logg...
2125 AutoCall Agent1 UIP7T3_SP4... Agent 2125@logag...
2126 AutoCall Agent2 UIP73_SP4... Agent 2126@logg...
2127 AutoCall Agent3 UIP7T3_SP4... Agent 2127 @logyg...
4001 Useri auto UIP73_SP4... Agent 4001 @ord2...
4002 User2 auto UIP7T3_SP4... Agent 4002@ord2...
4003 User3 auto UIP73_SP4... Agent 4003@ord2...
4004 Userd auto UIP7T3_SP4... Agent 4004@ord2... -

n 1-24 of 24 items

Note: 2112 and 2117 are not listed under the User Name column as both are already
added to the Users tab.

11.Click on OK button as shown below.

+ Select Users x

Search Items:

+ BB x B

(2111)Dwivedi, Sujit

Selected (1) Cancel [ ok ]
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12.The user 2111 is added to the grid. Refer the below screenshot.

EDIT USER PROFILE
€

Name: * | pantor Profile Description:

Rights Permissions m

© Only users marked as 'Not Saved' Can be deleted from the list

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

NotSaved = User Name = First Name = Last Name

= SBwitch Name = Role
(/] 211 Sujit Dwivedi UIP73_SP4_RCTIPS Mentor
2112 Abhay Dwivedy UIP73_SP4_RCTIPS Mentor

2117 Tara Pizsay UIP73_SP4_RCTIPS Agent

Note: The grid will be sorted by Not Saved column and always adding a new user to user
profile will be shown at the top.

13.Click Save.

12.3.4 Remove a New User from a User Profile

To remove a user from a user profile, perform the following steps.

Note: You can only remove an existing user from a user profile if you first add that user to
another user profile.

1. Login to Workforce Engagement Management.

2. Go to Main Menu and click on Administration and under Security, click User Profiles as
shown below.

The User Profiles window opens with a table listing all the user profiles available in the
system.

USER PROFILES

AR N 7 |l

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

1 Name = aDescription

Admin Profile Admin Profile

Default Profile Default Profile

Mentor Profile

3. From the User Profiles table, select the user profile from which needs to remove a user(s).
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4. Click Edit.
’\

The Edit User Profile window opens with the Rights tab active.

EDIT USER PROFILE

€ B

Name: * | piantor Profile Description:

Rights Permissions Users

Manage Recordings Manage Evaluations Manage Calibrations

Self Review @ SelfEvaluate View Calibration Events
Download Recordings @ Create Evaluation Template Assign Calibration Event
Export Recordings @Y View Peer Review

Manage Reports

Assign Interactions @ Grant Peer Review View Reports

Delete Interactions View All Evaluations
® Create Report

Edit All Evaluations
Other Configurations

@[©) Assign Evaluations
Create Recording Rule

@ Create Task
(B Protect Interaction

Hide/Show Interactions
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5. Select the Users tab.

EDIT USER PROFILE

€ B

Name: * Agent Profile Description:

Rights Permissions m

+ © oOnly users marked as ‘New' Can be deleted from the list

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

Not Saved = User Name = First Name = LastName = Switch Name = Role = ‘
] 1_Classic Edit 1 1 MNone None |
Just like that 1 Uccx Agent |
Test User 3 3 3 UIF73_ENCTIPS Agent
2115 Bhagyashree Godihuggi UIP73_ENCTIPS Agent
2116 Tara Pissay UIF73_ENCTIPS Agent
MX PWD PWD UCCX Agent
5 5 s UCCX Agent .| |
- 1-7 of 7 items ;
|

Note: The new user is flagged with a check mark icon in the Not Saved column. The
information message on the right reminds you that Only users marked as ‘Not
Saved’ can be deleted from the list.

6. Select the row of the new users and click on Delete.

12.3.5 Duplicate a User Profile

You may want to duplicate a user profile if you want to create a profile with similar (but not
exact) options.

Note: Users cannot be duplicated during this procedure, so you must select the users that
you want to associate with this user profile.

To duplicate a user profile, perform the following steps.
1. Login to Workforce Engagement Management.

2. Go to Main Menu and click on Administration and under Security, click User Profiles as
shown below.
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The User Profiles window opens with a table listing all the user profiles available in the
system.

USER PROFILES

S + 4 a

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

4 Name = | 4 Description
Admin Praofile Admin Praofile
Default Profile Default Profile
Mentor Profile

3. From the list of user profiles, select the user profile which needs to duplicate.

4. Click Duplicate.

&

The Duplicate User Profile window opens with the Rights tab active.

DUPLICATE USER PROFILE

€ B

Name: * | om0 Description:

m Permissions Users

Manage Recordings Manage Evaluations Manage Calibrations

@7 Self Review @~ SelfEvaluate @~ View Calibration Events
Download Recordings Create Evaluation Template Assign Calibration Event
Export Recordings View Peer Review

Manage Reports.

Assign Interactions Grant Peer Review
© 9 © View Reports

Delete Interactions View All Evaluations
» @) Create Report

Edit All Evaluations
Other Configurations

@~ Assign Evaluations
@ Create Recording Rule

Create Task
(B Protect Interaction

@~ Hide/Show Interactions

5. In the Name text box, type a name for the duplicated user profile.

6. In the Description text box, type a description for the duplicated user profile.
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7. Make the edits to the user profile Rights and Permissions with the options that you want.

Administrator Guide

8. Select the Users tab. The following table describes the buttons on the Users tab.

Button Button Name

Add

==

Description

Click to add users.

Remove

Click to remove users.

Note: By default, the Remove button is disabled.
When you select at least one item from the
table, the Remove button is enabled.

9. Click Add. The Add User window opens.

'+ Add User

Users: *

Select

Note: The fields marked (*) are mandatory fields.
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10.Click Select. The Select Users window opens.
+ Select Users ®

Search ltems:

Selected (0) Cancel “

The buttons on the Select Users window are described in the following table.

Button Name Description
Search Click to search for the matched user and to open the
Users table.
& Note: Only active users are displayed.
Add Click to open the Users table, where you can add
users to the list.
I Note: Only active users are displayed.
Add All Add all active users to the list.
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Button Name Description

Remove Remove the selected users from the list.

*

Delete All Remove all users from the list.

)

11.Click Add. The Users list opens.

x
User Nam = FirstNam = Last Name = Switch Name = Role =

# & -1 Mone Agent
Bhagyal Godihuggil UIP73_SP3_RCTIPS Agent
1004 Cisco 7931 SCCP 1004 Cisco UCM (Inactive) Agent
1007 Cisco 7941 SEPO01FOE253... Cisco UCM (Inactive) Agent
1008 Cisco 7931 SCCP 1008 Cisco UCM (Inactive) Mentor
1009 Cisco 7931 SCCP 1009 Cisco UCM (Inactive) Agent
1016 Cisco 7940 1016 Cisco UCM (Inactive) Agent
1017 Cisco 7940 1017 Cisco UCM (Inactive) Agent
1022 Cisco 7941 SIP 1022 Cisco UCM (Inactive) Agent
1024 Cisco 7960 1024 Cisco UCM (Inactive) Agent
1025 g:;;':mcamr Surya 1025 Cisco UCM (Inactive)  Agent
1026 Cisco 7941 SIP 1026 Cisco UCM (Inactive) Agent

EM Device Profile T

3

n 2 3 4 5 L | 1- 100 of 2046 items
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12.3.6

The following table describes the columns in the User list table.

Column Name Description

User Name The user’s name.

First Name The first name of the user.

Last Name The last name of the user.

Switch Name The switch associated with the user.

Note: If the user is not associated with any switch name, then No
Switch is displayed.

Role The user’s role or persona.

12.Select the users to which you want to apply the user profile you have just duplicated.

Note: You can select more than one user at a time by pressing the CTRL key and clicking
the user row with the mouse.

13.Click OK. The User list table closes, the Select Users window is active, and the users you
selected displays in the lower half of the window.

14.Click OK. The Select Users window closes and the Add User window is active.

15.Click OK. The Add User window closes, the Duplicate User Profile window is active, and
the new (duplicated) user profile is listed in the table.

16.Click Save.

Delete a User Profile

To delete a user profile, perform the following steps.

Note: If at least one user exists in the user profile, you cannot delete the user profile.
1. Login to Workforce Engagement Management.

2. Go to Main Menu and click on Administration and under Security, click User Profiles as
shown below.

The User Profiles window opens with a table listing all the user profiles available in the
system.

USER PROFILES

c + g4

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

4 Name = | a4 Description
Admin Profile Admin Profile
Default Profile Default Profile

Mentor Profile

3. From the list of user profiles, select the user profile which needs to delete.
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4. Click Delete.

Note: If at least one user exists in the user profile, the Delete button is disabled.

12.3.7 Activate a User Profile

12.3.8

To activate a user profile, perform the following steps.
1. Login to Workforce Engagement Management.

2. Go to Main Menu and click on Administration and under Security, click User Profiles as

shown below.

The User Profiles window opens with a table listing all the user profiles available in the
system.

USER PROFILES

S + g4 &

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

4 Name = 4 Description
Admin Profile Admin Profile
Default Profile Dedault Profile
Mentor Profile

3. From the list of user profiles, select the user profile which needs to activate.

4. Click Activate.

Deactivate a User Profile

To deactivate a user profile, perform the following steps.

Note: If even one user exists in the user profile, you cannot deactivate the user profile.
1. Login to Workforce Engagement Management.

2. Go to Main Menu and click on Administration and under Administration, click User

Profiles as shown below.

The User Profiles window opens with a table listing all the user profiles available in the
system.

USER PROFILES

c + =

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

4 Name = aDescription
Admin Profile Admin Profile
Default Profile Default Profile
Mentor Profile
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3. From the list of user profiles, select the user profile that you want to deactivate.
4. Click Deactivate.

If even one user exists in the user profile, the Deactivate button is disabled.
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12.4 Users

User Management is a feature from the Aspect Quality component of Workforce Engagement
Management that an Administrator uses to add a user, activate and deactivate a user, and so

on.

This chapter describes the below features about Users.

12.4.1

Listing Users on page 12-738

Creating Users on page 12-743

Editing User on page 12-755

Filtering Users on page 12-758

Activate and Deactivate Users on page 12-762
Monitoring Permissions on page 12-763

Team Information on page 12-765

Listing Users

Users navigation menu is displayed under “Administration” section.

1. Go to main menu and select Administration > Security > Users.

# Home

= Em Experience

#% Administration

Security

2. The Users screen which will list all the active users in the system by default as shown

below.
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USERS

YT + & 06

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

Monitoring

FirstName =  LastName User Name Switch Role UserProfle... = Active = Audio = Screen = Chat = Login =  LDAP/AD Syn...
diaguseri diaguseri diagusert Diagé Agent Default Profile (] (] (] ]
diaguser1 diaguser1 diaguser1 Diag2? Agent Default Profile (] [] [~] []
diaguser1 diaguser1 diaguser1 Diag3 Agent Default Profile (] [] L] ]
diagusert diagusert diaguser1 Diag5 Agent Default Profile (-] (] L] -]
diaguseri diaguseri diagusert Diag Agent Default Profile (] (] (]
diaguser1 diaguser1 diaguser1 Diag4 Agent Default Profile (-] [] < ]
diaguser1 diaguser10 diaguser10 Diag4 Agent Default Profile (] [] L] ]
diaguseri diaguseri0 diaguser10 Diag Agent Default Profile ] [] (] [] ]
diaguseri0 diaguser10 diaguser10 Diagé Agent Default Profile (] (] (] ] []
diaguser10 diaguser10 diaguser10 Diag2 Agent Default Profile (-] [] < ]
diaguseril diaguser10 diaguser1i0 Diag3 Agent Default Profile (-] (] < -]
L]

‘< . 2 3 4 5 [ 1-100 of 60010 items
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The header bar icons function as follows:

Icons Description

Refresh Refreshes the users grid with latest user changes. Instead of user click
on the browser refresh button user can click on this which will refresh
only the grid data and not the page

Filter Allows to
» Filter users by team
» User status (active and inactive)

Add Creates a new user

Edit Updates the details of existing user

Information Provides the team information of the selected user

Activate Allows to activate more than one user who are in inactive state
Deactivate Allows to deactivate more than one user who are in active state

Monitoring Permissions | Change the monitoring permissions (audio and screen) for more than
one user

Users grid contains information as mentioned in the below table.

Users Grid Attributes Details:

Column Name Description Default Column Optional Column
First Name Displays first name of the user v
Last Name Displays last name of the user v
User Name Displays user name of the user v
Switch e Switch name to which the v

user is associated.

¢ [f the user is not associated
with any switch, then “None”
will be displayed

Switch Type e Type of the switch the user is v
associated.E.g., Unified IP,
Avaya

e If the user is not associated
with any switch, then “None”
will be displayed
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Users Grid Attributes Details:

Administrator Guide

Column Name Description Default Column Optional Column
Role Displays Role of the user from v
the below list
* None
* Agent
* Mentor
* Administrator
e Silent Monitor
* IVR
Windows Logon e If windows account is v
Name available for the user, then
displays the windows logon
domain and user name in
below format
<domain\username>
* If windows account is not
available, then blank will be
displayed.
Email Address » Displays Email address of v
the user
* If email address does not
exist, then blank will be
displayed
User Profile Name » Displays Profile name for v
which the user is associated.
e For user with Role “Silent
Monitor” and “IVR” blank will
be displayed as the users will
not be assigned to any
profile.
Agent Position Displays Position ID of the user v
Active Indicates the user is active or v
inactive
» Checked (v ) - useris
active
* Unchecked () - useris
inactive
Synced Indicates the user is synced from v
Switch OR created from other
source like (WEM Ul, Importer,
and so on.)
» Checked (v ) — Synced
User from ACD
* Unchecked ( ) — Non-Synced
User
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Users Grid Attributes Details:

Column Name

Monitoring
* Audio
* Screen
e Chat

* Login

Description

Indicates what monitoring
permissions available for the
user

If audio monitoring is
available for the user a tick
mark will be displayed under
“Audio” column

If screen monitoring is
available for the user a tick
mark will be displayed under
“Screen” column

If chat monitoring is available
for the user a tick mark will
be displayed under “Chat”
column

If the user is allowed to log in,
a check mark will be
displayed under the “Login”
column

Administrator Guide

Default Column Optional Column

v

LDAP/AD Synced

Indicates the user having LDAP/
AD synced account

Checked (v ) — LDAP/AD
account is synced

Unchecked () — LDAP/AD
account is not synced

Info Icon @ - Duplicate
LDAP User account found for
the same user. If an icon like
this is found the
Administrator must Edit the
user and choose the right
LDAP User account (Refer
Editing a user section for
more details)

Note:

* Displays all the active users available in the system.

* Users associated with inactive switch will not be displayed.

* Grid will be sorted on Last Name by default.

The grid is customizable till the user signs out from the WEM or reset the grid layout.

* Per page 100 users will be displayed.

e Use the filter option of each column (available top of the column) based on the

requirements.
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12.4.2 Creating Users

Create user will add a new non-synced ACD user into the Users list page and by default it will
be in active state. To add a new user, follow the steps below.

1. Click on Add button to add a new user.
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2. Add User dialog will be displayed as shown in below Add User screen.

+ Add User

User Name: *

First Name:

Last Name:

Switch:

MNone

Windows Logon User Name:

Windows Logon Domain:

Add Users Attribute Details:

Email Address: Manitoring Capabilities:

(I Audic Monitoring
(I Screen Monitoring
(I Chat Monitoring
» Login

Role:
Agent v
Agent Position 1D:

Associated Teams: 6@

Legacy Password:
User Profile:

Field Name Description

User Name (Mandatory | ¢ Provide username
and unique) « Username is mandatory to create a user and it should be unique
within the switch (If you are associating this user to a switch else the
user name should be unique within the list of users who are not
associated with any switch).
First Name * Provide the user’s first name
e This is an optional field.
Last Name * Provide the user’s last name
e This is a mandatory field.
Switch » Select switch for which the user should be associated
* All the active switches available in the system will be displayed in the
Switch drop-down list
* By default, None will be selected as switch option. Select None when
the user is not associated with any switch.
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Add Users Attribute Details:

Field Name Description

LDAP/AD Sync e LDAP/AD Sync button will be enabled if the selected switch is
configured with LDAP/AD server.

* The LDAP/AD Sync will be enabled when None is selected in the
Switch drop-down list and the LDAP/AD server is configured in the
system.

* Clicking on this button will sync the LDAP/AD account for the user
based on the first name and last name entered. e.g., enter user first
name as “Joe” and last name as “Fernald” and the same user will be
existing in the LDAP/AD server configured, then the LDAP/AD
account for the user will be synced.

¢ Below details will be synced from LDAP/AD based on the
configuration of the LDAP/AD in Workforce Engagement Management

ul:
*  Windows Logon User Name
*  Windows Logon Domain
* Email Address
Windows Logon User e This is a drop-down list and textbox.
Name « User can enter the “Windows Logon User Name” or Select the logon

name synced from the LDAP/AD.

* If you don’t want to click on the Sync button to connect to the
LDAP/AD and sync the data and if you are sure what the windows
logon account and domain then you can enter it and either if you
are not sure or you want to sync that from LDAP/AD instead of
typing you can Click on the SYNC LDAP button and pick the value
from the drop-down list.

* After the LDAP/AD account is synced, the logon name for the user will
be displayed in “Windows Logon User Name” drop-down list. User can
select the name as shown in the below screen shot.

Windows Logon User Name:

| El

|2255 |

* All the logon accounts will be displayed in the drop-down list when
more than one logon are available for same user in the LDAP/AD. The
user will select the account which need to be synced.

* If the user wants to provide an account details without syncing from
LDAP/AD, then user can enter the user name.
Note:

¢ Windows Logon User Name must be configured for a user to log in for
WEM (If WEM is deployed in Premise or if its hosted in Rackspace)

¢ When “Windows Logon User Name” is entered/synced for a user, then
“Windows Logon Domain” must be provided and vice-versa. Both the
fields are dependent.
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Add Users Attribute Details:
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Field Name Description

Windows Logon .
Domain

Note: Windows Logon Domain must be configured for a user to log in for

Domain synced from the LDAP for the user. After LDAP/AD sync the
domain name will be displayed as shown in the below screenshot.

Windows Logon Domain:

ord2012
User can also enter the domain manually.

WEM (If WEM is deployed in Premise or if its hosted in
Rackspace).

Email Address .

Note: To sync email address from LDAP “Sync emails” should be

Note: Some SMTP Servers support case-sensitive email addresses.

Provide the valid email address for the user.
Email Address can also be synced from the LDAP.
Email Address should be in format of <text@a.com>

configured when creating LDAP server from Workforce
Engagement Management Ul.

(Example: John.Smith@company.com and
john.smith@company.com are different email addresses for case-
sensitive SMTP Servers). If entering manually, verify the letter
case is correct.

Role » Select the role for the user
* Below roles will be displayed in the Role dropdown list
* None
* Agent
e Mentor
e Administrator
e Silent Monitor
* IVR
* By default, “None” will be selected.
* Refer Section C to view the changes for adding a user with different
roles.
Agent Position ID e Enter the position ID for the user.
* Enabled only for the users with role IVR. For all other user roles, it will
be read-only field.
¢ Agent Position ID can also be synced from switch.
User Profile » Select a user profile for which the user should be assigned.

By default, the user profile will be blank.

Saving the user without selecting any user profile will assign the user
to “Default Profile”.

For users with “Administrator” role the “Admin Profile” will be
displayed by default.

To select a user profile, follow the steps provided in Section A
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Add Users Attribute Details:

Field Name Description

Legacy Password * Provide the password for the user to log in to Workforce Engagement
Management Ul.

* As the name specifies this password will be helpful only when the user
wants to log in to Classic Ul (Legacy application).

Monitoring Capabilities * Set “Audio Monitoring”, “Screen Monitoring”, “Chat Monitoring”, and
Login for the user.

* Audio Monitoring, Screen Monitoring and Chat Monitoring —
ON - audio, screen and chat can be recorded for the user.

* Audio Monitoring, Screen Monitoring and Chat Monitoring —
OFF — audio, screen and chat can cannot be recorded for the
user.

* Login ON - login is enabled for the user for a particular site.
¢ Login OFF -- login is disabled for the user for a particular site

Teams ¢ Select a team for which the user should be member of.
» If a switch is selected Select button will be enabled.

e Only if a user is associated to switch, team can be assigned.
* User can be assigned to a team or not as its optional.

¢ If you don’'t want the user should not be assigned to any team, then do
not select any team.

* To assign a user for team, follow the steps provided in Section B.
Note:

* Teams which are not synced from switch will be displayed.

¢ The information about which teams will be displayed will be provided

in the Information popover when the user clicks on the Info (@ ) icon.

Note: Maximum characters allowed for the text fields are as mentioned in the below table.

Character limitation in Add User dialog

Text Field Name Maximum Characters Allowed

User Name 256
First Name 64
Last Name 64
Windows Logon User Name 50
Windows Logon Domain 50
Email Address 256
Agent Position ID 10
Password 64
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3. After entering data in all the fields (refer the below screen shot), click on OK button to save

the user.
+ Add User ®
User Name: * Email Address: Monitoring Capabilities:
Agentt agent @ord2022 com @ Audio Monitoring
¥ Screan Monitorin
First Name: Role: - -
@~ Chat Monitoring
Agent Agent
g il i &> Login
Agent Position |D:
Last Name: ® g Associated Teams: @
One Select Selected (0)
: Legacy Password:
Switch:
User Profile:
UIP Switch w

C LDAP/AD Sync

Windows Logon User Name:
Agent1 w

Windows Logon Domain:

ORD2022

4. The User is added to the grid as shown in the below screenshots.

Monitoring
FirztName =  LastName = UserName = vSwilch =  Role = Email Add = User Profile E  Aclive = Audio = Screen = Chat = Login = LDAPAD Syn
Agent One Agent1 UIF Switch  Agent agent!@ord2022. . Defaull Profile -] ] -] L] L] ]

12.4.3 Select a User Profile

Follow the steps below to select a user from the directory.
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1. Click on the Users Profile text box then type a Users Profile name or without typing any
text, click on the Search button.

User Profile:

Q

Note: The below screen shot pops up when the User Profile text box field is empty or
without any text.

Your search may return a large
number of items. Do you want to

2. Click on Yes button to view all the active user profiles except the Admin Profile available in
the system or No button to cancel the search.

proceed?

3. Select the User Profile and click on OK button or double click on the User Profile row. Refer
the below screenshot.

Name = Description =
Agent Profile
Default Profile Default Profile

Mentor Profile

n 1-3 of Jitems

Note: Select only one profile for a user.

4. Selected user profile will be displayed in the User Profile text box as shown in the below
screenshot.

User Profile:

Agent Profile x

Note:
» All the profiles matching the search text entered will be listed.

¢ In case only one profile exists with the entered text, then the profile will get added
directly to the User Profile text box.

¢ To remove or re-assign the user profile selected, click on x button on the User
Profile text box.
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12.4.4 Select one or more Teams

To select one or more teams follow the steps below.
1. Select a switch.

2. Click on Select button for Teams. Refer the below screen shot.

Teams: €

Select Selected (D)

3. Select Teams dialog will be displayed as shown in the below screenshot.

+ Select Teams x
Search ltems:
Q
+ 0
Selected (0) Cancel [ ok ]

4. Click on the Search Items text box then type any text or without typing any text, click on
the Search button.

Note: The below screenshot pops up when the Search Items text box field is empty or
without any text.

Your search may return a large
number of items. Do you want to

5. Click on Yes button to view all the active non-synced teams for the selected switch or No
button to cancel the search.

proceed?
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6. Select one or more teams and click on OK button.

Note: To select multiple teams, use the CTRL key and left key on the mouse.

x
Mame = Switch Mame = Status =
Team 2 Avaya Avaya T.x Active
Team1 Avaya Avaya T.x Active

n 1-2of2items

7. Selected teams will be displayed in the search list box. Refer the screen shot below.

+ Select Teams x
Search ltems:
Q
+ X | &
Team 2 Avaya
Team1 Avaya
Selected (2) Cancel “

Note:

¢ Teams can be searched by clicking on * button (adds one or more selected teams)
e Click on button to add all the teams to the search list.

¢ Click on * button to remove selected teams.

¢ Clickon = toremove all the selected teams.

8. Click on OK button. Selected teams count will be displayed as shown in the below screen
shot.

Teams: €

Select Selected (2)
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12.4.5 Saving a User with Different User Roles

Based on the user role selected, the input to be provided for the user will differ.

Note: Mandatory fields are marked with red asterisk on the screen shots.

1. Role: None/Agent/Mentor

¢  When None/Agent/Mentor role is selected, below data will not be applicable. Hence,
those fields will be disabled.

* Agent Position ID

+ Add User

User Name: *

First Narme:

Last Name: *

Switch:

Windows Logon User Name:

Windows Logon Domain:

2. Role: Administrator

Email Address:

Role:

foent

Agent Position ID:

Legacy Password:

Monitoring Capabilities:

(I Audio Monitoring
1 Screan Monitoring
I Chat Monitoring

I Login

Associated Teams: €&

User Profile:

* When Administrator role is selected, below data will not be applicable. Hence, those

fields will be disabled.
* Agent Position ID

¢ Teams
e User Profile

e User with Administrator role will be assigned to Admin Profile by default.
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+ Add User x

User Name: * Email Address: Monitoring Capabilities:

() Audio Monitoring
(I Secreen Monitoring

First Name: Role:
("I Chat Monitoring
Administrat e
minestrator i) Lﬂgil‘l
Agent Position ID:
Last Name: * ¢ Associated Teams: @
o Legacy Password:
Switch:
s User Profile:
MNone W

Admin Profile

Windows Logon User Name:

Windows Logon Domain:

3. Role: Silent Monitor

¢ When the Silent Monitor role is selected, the data below will not be applicable and
these fields will be disabled.

* Agent Position ID

* Teams

e User Profile

¢ Monitoring Capabilities — Audio Monitoring, Screen Monitoring and Chat Monitoring
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+ Add User x
User Name: * Email Address: Maonitoring Capabilities:
First Name: Role:
Silent Monitor w

Last Name: *

Agent Position ID:
Associated Teams: @

Legacy Password:

itch:
e User Profile:
{0 b
Windows Logon User Name:
Windows Logon Domain:

4. Role: IVR

* When the IVR role is selected, the following fields are not applicable and are disabled:

LDAP/AD Sync — Windows Logon User Name and Windows Logon Domain
Email Address

Teams

User Profile

Monitoring Capabilities — Screen Monitoring

Legacy Password

* Switch and Agent Position ID are mandatory fields for an IVR user and are marked with
a red asterisk.
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4+ Add User ®

User Name: * Email Address: Monitoring Capabilities:
3 Audio Monitoring

First Marme: Role:
(I Chat Monitoring

VR ,
s & (I Login

Agent Position ID:

Last Name: * Associated Teams: €

Switch: Legacy Password:
User Profile:

Mone v

Windows Logon User Name:

Windows Logon Domain:

12.4.6 Editing User

« Edit button will be enabled when one user is selected in the users grid.

« Clickon ¢ button to update the user details.

12.4.6.1 Edit ACD Synced User

Follow the steps below to edit an ACD synced user.
1. Select a synced user from the users’ grid and click on Edit button.

2. Edit User dialog displays as shown in the below screen shot.
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# Edit User *®
User Name: Email Address: Monitoring Capabilities:
Agentt agentl@ond2022 com

@¥ Audio Monitoring
@~ Screen Monitoring

First Mame: Role:
@~ Chat Monitoring
o ¥ || @ Login
5 Agent Position ID:
Last Name: Associated Teams: €
e Select Selected (0)
Switch: Legacy Password:
User Profile:
Default Profile x
C LDAPIAD Sync
Windows Logon User Name:
Agent1 w
Windows Logon Domain:
ORD2022
Note:

* The fields below do not allow updates for a synced user. The fields will be displayed in
read only mode:

e User Name
e First Name
e Last Name
e Switch

¢ All other fields can be updated.

¢ The Selected user count will not be displayed when the user is assigned to a synced
team.

3. Click OK.

12.4.6.2 Edit ACD Non-Synced User

Follow the steps below to edit an ACD non-synced user.

1. Select a non-synced user from the users’ grid and click on Edit button.
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2. Edit User dialog displays as shown in the below screen shot.

# Edit User x

User Name: * Email Address: Monitoring Capabilities:
AQMAdmin (I Audio Monitoring

(3 Screen Monitoring

First Name: Role:
(3 Chat Monitoring
AQM Administrator v
Login
i Agent Position ID:
Last Name: * Associated Teams: €
Administrator
Switch: Legacy Password: .
User Profile:
Mone W )
Admin Profile
Windows Logon User Name:
AQMAdmin w
Windows Logon Domain:
ORD2022

Note:

All the fields are enabled. Any field can be updated and the updated fields saved for the
chosen user.

For information on each field, refer to the Table (Add Users Attribute Details). When
editing the data for each field, all the information mentioned in the table will be
applicable.

If a Password is provided for the user regardless of the characters entered for the
password, 6 bullets will be displayed to indicate that the user was saved with a
password.

Editing the Last Name, First Name or the Switch for the LDAP/AD synced user will reset
the “Windows Logon User Name” and “Windows Logon Domain”. This allows a sync of
the data based on the latest modifications.

Under Monitoring Capabilities, use the Login toggle to indicate whether the user is
enabled for login (ON) or disabled for login (OFF).

3. When a duplicate icon is found for the LDAP/AD sync, select the correct LDAP/AD account
for the user and save the LDAP/AD account for the user as shown below.
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Windows Logon User Name:

agmadmin

Note: When editing a user, both active and inactive teams will be displayed for the user.

4. Click on OK to save the updated details and displays in the users grid.

imn hezder and rop it here to group.
Monioring

Firstame = alastName = UserName = Suitch = Roe = WndowslogonName =  EmailAddress = UserProfieNa.. = Synced = Achve = Ao = Screen = Chal = LDAPIADSy. =

wioaqn2 user? vioaqm? UPT3Enhancsd  Mentor wiolbg Mentor Profie [ L)

Note: Users Created and Updated will be audited in Audit Activity Detail Report.

12.4.7 Filtering Users

Follow the steps below to filter users.

1. Click on Filter button to filter users by
¢ Active or inactive users
¢ Teams

2. Filter dialogue will be displayed as shown in below screen shot.

Y Filter x

Teams:

| Include All Selected (All)

(3 Include Inactive Users

12.4.7.1 Filtering by Team

1. By default, Include All will be flagged. Select (All) will be displayed which indicates all the
teams present in the system will be selected.
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2. Select button will get enabled when Include All is un-flagged as shown in below screen
shots.

Y Filter x

Teams: *

Select Include All Selected (0)

(3 Include Inactive Users

3. Click on Select button and Select Teams Dialogue appears as shown in the below screen
shot.

+ Select Teams x

Search Items:

Selected (0) Cancel “
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4. Click on Add button and displays all active teams present in system.

x
Name = | a Switch Name = Status =
Team1 Avaya Avaya 7.x Active
[AQMDevﬁTeam1 ] Cisco UCCX Active
AQMQA_HPXTeam1 Cisco UCCX Active
AQMQA_Team1 Cisco UCCX Active
Default Cisco UCCX Active
Development Cisco UCCX Active
QualityControl Cisco UCCX Active
Team_Demo Cisco UCCX Active
No Team None Active
Team testh Test switch1 Active
<Default> UIP 6.7 Active
<Expert> UIP 6.7 Active
baseAgentWorgroup1 UIP 6.7 Active
for CQ UIP 6.7 Active

-

n 1-29 of 29 items

5. Select one or more teams and click on OK button. The total number of teams appear as
shown in the below screen shot.

T Filter x

Teams: *

[] nclude Al Selected (2)

(I Include Inactive Users

concer (D
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6. Click on OK button and all the active users associated with the selected team(s) will be

displayed in the Users Grid as shown below.

USERS
z(x]+ ¢ 0 =
Drag a column header and drop it here {0 group by that column
Monitoring
First Name = stastName = UserName = swicn = Roe = Windows Logon Name = Emai Address = UserProleName = Synced = Adive = Audo

Agent26 Agent26 Cisco UCEX Mentor Default Profile ° ] ]
Agen20 QA_ucex Agent20 Cisco UCCX Agent Default Profile ] ] ]
Agen21 QA_UGCX Agent21 Gisco UGCX Agent Default Profile ] ] ]
Ageni22 Qa_ucex Agentz2 Gisco UCCX. Agent Default Profile ® ® ®
Agent23 QA_ucex Agent23 Cisco UCCX Mentor Default Profile ] ] ]
Agent2d QA_UCCX Agentza Cisco UCCX Agent Default Profile ] ]
Agent25 QA_ucex Agent25 Cisco UCCK Agent Default Profile ) ()

Note: Refer Team Information on page 12-765 to view the team information of the users

displayed in the grid,

12.4.7.2 Filtering to include Inactive Users

1. Include Inactive Users will be un-flagged which indicates all the active users present in the

system only will be displayed by default.

Y Filter

Teams:

«| Include All

(3 Include Inactive Users

Cancel

2. Flag Include Inactive Users and click on OK button in

Y Filter

Teams:

[+/] Include Al

@~ Include Inactive Users

Cancel

Aspect Workforce Engagement Management Quality™ Administrator Guide

Selected (All)

below Filter screen shot.

Selected (All)
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3. All the active and inactive users based on the selected Teams will be displayed in Users
Grid as shown in below screen shot.

USERS
IR AIE AP A = Include Inactive Users: ~ Yes

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

Monitoring
First Na = vlastNa. = UserName = Switch = Role =  Windows Logon = EmailAddress =  User Profi = Synced = Active = Au =  Sc = LDAPI. =
Support6030 6030 Avaya7.x Agent Default Profile (V]
Support6030 Support6030 6030 Avaya7.x Agent Default Profile V]
Support6029 6029 Avaya7.x Agent Default Profile V]
Support6029 Support6029 6029 Avaya7.x Agent Default Profile V]
Support6028 6028 Avaya7.x Agent Default Profile o
Support6028 Support6028 6028 Avaya7.x Agent Default Profile V]
Support6027 6027 Avaya7.x Agent Default Profile V]
Support6027 Support6027 6027 Avaya7.x Agent Default Profile V]
Support6026 6026 Avaya7.x Agent Default Profile ]
Support6026 Support6026 6026 Avaya7.x Agent Default Profile V]
SIP 4003 SIP 4003 4003 Avaya7.x Agent Default Profile V] o
SIP 4003 SIP 4003 4003 Avaya7.x Agent Default Profile V]
SIP 4002 SIP 4002 4002 Avaya7.x Agent Default Profile V] ]
SIP 4002 SIP 4002 4002 Avava 7 x Aaent Default Profile o b
2 5 4 5 > 1-100 of 8252 items

Note: Include Inactive Users label appears top right corner on the Users page.

¢ When Include Inactive Users is flagged in Filter dialogue, then “Yes” will appear in
Users page which indicates inactive users included

¢ When Include Inactive Users is Un-flagged in Filter dialogue, then “No” will appear
in Users page which indicates inactive users excluded.

Activate and Deactivate Users

The user is allowed to activate or deactivate one or more users from the users list page by
clicking Activate ¢ and Deactivate i button.

1. Activate and Deactivate button will disable when only one synced user is selected in the
Users Grid because system does not allow a ACD Synced user to be deactivated.

2. Activate button will be enabled when one deactivated non-ACD synced user is selected in
the Users Grid.
Note:

¢ Click on Activate button to activate the selected non-ACD synced user’s status to
active.

e Checkmark @ will be displayed under Active column for corresponding user as
shown in the below screen shot.

Include Inactive Users: | Yes

Monitoring

FistName = alastName = UserName = swich = Roe = WindowslogonName = EmalAddress = UserProfleNa. =| Syned = Adve = Audo =| Sween = LDAPADS. =
ohagya shree usert Ciscoucox | Agent DefauitProfie °

3. Deactivate button will be enabled when one active non-ACD synced user is selected in the
Users grid.

Note:
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¢ Click on Deactivate button to deactivate the selected non-ACD synced user status
to inactive.

e Checkmark & will not be displayed a under Active column for corresponding user
as shown in below screen shot.

= Roe = Windows Logon Name = Emal Adoress a.. = Synced = Active = Ao = Sceen = LDAPADS.. =

4. Activate and Deactivate button will be enabled when more than one ACD synced or non-
ACD synced user is selected in the Users grid regardless of the user is in active or inactive
state.

Note:

» Click on Activate button will update the user’s status to active for only inactive non-
synced user.

* Click on Deactivate button will update the user’s status to Inactive for only active
non-synced user.

¢ Click on Activate or Deactivate button for selected Synced users, the status will not
update to active or inactive.

5. Activate and Deactivate both the buttons will be enabled when combination of synced and
non-synced users are selected.

Note: Only non-synced users status will be get updated based on users active or inactive
status.

6. Selecting two or more users with the same user name with different active status and
clicking on Activate button will display error message as shown in below screen.

A Error x

System cannot have duplicate user(s) with the same user name
(Agent 1) for the same switch. Please edit the user(s) by
changing the user name or deactivate the user(s) before
activating this user(s). Other selected user(s) are updated.

Note: Updated user status will be audited in Audit Activity.

12.4.9 Monitoring Permissions

You can click on the Monitoring Permissions = button to update Audio, Screen, Chat
Monitoring, and Login status.

1. Monitoring permissions allows to update Audio, Screen, and Chat monitoring for multiple
users as well as enabling and disabling logins for those selected users.
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Last Nama

2. Click on the Monitoring Permissions == button and the Monitoring Permissions

dialogue appears as shown below.

3= Monitoring Permissions x

o Manage monitoring permissions to all the
selected users.

(D Audio Monitoring

(I Screen Monitoring

(I Chat Monitoring

(3 Login

Note:

¢ By default, Audio Monitoring, Screen Monitoring, Chat Monitoring and Login
toggle buttons are in the OFF state.

* Clicking on the OK button in Monitoring Permissions dialogue, will not update any
changes to selected users.

. Toggling to ON for Audio Monitoring, Screen Monitoring, Chat Monitoring, and Login

enables these settings and sets the choice to Allowed by default.

. Clicking the OK button in the Monitoring Permissions dialogue displays a check mark @

under the Audio. Screen, Chat and/or Login columns as shown below.

MonSoring
v Swailch Role Windows Logon Nama Emadl Address User Prodile Nama Synced Actve Audo Saeen Chat Login
RD20Z7Agenitl ppeni 1 @O0l com  Dufiaull Profie (-] -] & -] -] L]

. If any Monitoring Permissions are set to Not Allowed, check marks & for the selected

users in the Users grid under the Audio, Screen, Chat, and/or Login columns will not be
displayed as shown below.

Ruis Airakres. Logon hame Ermad Addse Uiser Prabis Mame Syrced Aactra At Soreen nat o LEWPMAD Symosd

. The Monitoring Permissions button will be disabled when the Silent Monitoring role user

is selected in the user’s grid.
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7. When selecting a user defined with the IVR user role, the Monitoring Permissions option is
disabled. The Audio Monitoring, Chat Monitoring, and Login options are available for
modification.

= Monitoring Permissions x

o Manage moniforing permissions to all the
selected users

(D Audio Monitoring

() Chat Monitoring

(I Login

Note: After updating monitoring permissions, only permissions changed for the user will be
updated in Audit Activity.

12.4.10 Team Information

Information button will be enabled when only one user is selected in users’ grid.

1. Select a user and click on Information @ button. A pop-up appears as shown in the below
screen shot.

Information x |
Selected User: P 8, Tara
Teams: Abhay_Wkgrp_test2 '

Note:

* All the teams will be displayed when the user is assigned to multiple teams as shown
in the below screen shot.

Information x
Selected User: 1, Agent
Teams: Team 2 - UIP ECTIPS, Test

S = ————
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* No Team will be displayed as team name when the user is not assigned to any team.

Information x |
Selected User: User, Test
Teams: Mo Team
Note:
¢ If a user is assigned to an inactive team, then team name with (Inactive) suffix will be
displayed.

e If a user is selected as Administrator, IVR and Silent Monitor then N/A will be displayed
for Teams as they cannot be member of any team.
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About Aspect®

Aspect is dedicated to transforming the service economy by humanizing the workforce experi-
ence. Their WorkforceOS platform offers a robust workforce management solution that aligns
employee preferences with business needs enhancing scheduling, predictive insights, and col-
laboration 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 en-
terprises across key sectors, including financial services, airlines, automotive, insurance, retail,
telecommunications, and utilities. The Aspect WorkforceOS stands out as the only culture-driven
WEM software designed to foster work-life balance while maximizing ROI for businesses. For
more details, visit www.aspect.com
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