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Sample Reports for Interaction Reporter

Introduction

Interaction Reporter is an IC Business Manager module that allows you to generate predefined reports. With
Interaction Reporter, you can easily navigate, generate, and view IC reports.

This document includes examples of actual reports, generated by Interaction Reporter.

For more information, see About Sample Reports for Interaction Reporter.
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About Sample Reports for Interaction Reporter
Interaction Reporter, is an IC Business Manager module that allows you to generate pre-defined reports.
Depending on the report, Interaction Reporter uses the ActiveReports 6 or Crystal Reports reporting runtime.
Reports are organized in the Navigation Pane by category. The report categories include:
® Analyzer Reports
e Dialer Reports
e Interaction Optimizer
® Line Reports
®  Queue Reports
. Interaction Quality Manager Reports
e  Tracker Reports
®  User Reports
e  Wrap-Up Codes
e  Account Code - Supervisor
e  Agent Queue Activation
e  Call - Supervisor
e  Director
e DNIS
®  General Administrative
e Interaction Feedback
e |IVR
®  Queue / Wrap-up
® |egacy Historical Reports
Note By default, Legacy Historical Reports category is not visible. To display this category, from Interaction Administrator, in the
Report Management node, select Report Configuration. On the Report Configuration page, in the Categories list, select Legacy
Historical Reports, and click the icon Edit the selected Category. In the Edit Category dialog, select Visible.
(] Legacy Reports
Note The Legacy Reports category contains reports that are generated using ActiveReports. The reports
in the Legacy Reports category have been replaced in Interaction Reporter in IC Business Manager with
new versions built on Crystal Reports. The new Crystal reports can be found in Interaction Reporter under

their respective categories. For example, the new Crystal User reports can be found under the User
Reports category, and the new Crystal Queue reports can be found under the Queue Reports category.

Sample Reports are examples of actual reports that have been generated by Interaction Reporter. The sample
reports illustrate the report designs and the content of each report type, based on ActiveReports 6 or Crystal
Reports.

This document contains examples of Interaction Reporter reports, listed in the order they appear in the Interaction
Reporter Navigation Pane, in IC Business Manager.
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"-"3 IC Business Manager - Interaction Reporter
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For detailed information on creating reports using Interaction Reporter, see the Interaction Reporter Help.
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Analyzer Reports
Analyzer Reports

The Analyzer Reports provide information on contact center management for agent and customer interactions.
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Analyzer Scoring Detail Report

The Analyzer Scoring Detail Report provides historical Analyzer scoring data on agent and customer cumulative
scores for contact center management. The report provides insight into predominance of agent positive and
negative keywords compared to customer positive and negative keywords.

The information in the Scoring Detail report is displayed by interval and workgroup and includes:
e  The sum of positive customer scores for the interaction
e  The sum of negative customer scores for the interaction
e  The sum of positive agent scores for the interaction
e  The sum of negative customer scores for the interaction
e  The total sum of customer scores for the interaction
e  The total sum of agent scores for the interaction

e  The total sum of customer and agent scores for the interaction

Sample Report

< Scoring Detail
o

Recording Date/ Time: 1042010 12:00:00 AM - 1042017 115859 PM
Group Crder: Warkgroup
Intarvad: Hour(Hiding smpty intervals )
SUMMARY inerachons: 902 A Total Score: 3T Avg. Agent Score 1501 Ay, Customer Scone: 156

Scores by Interval (All Werkgroups)

] Customer Positre Average
Customes Magative Average,

B ~oent Predte Average

W #oent Negative Average

- Customer Average

@ Apent Average

- Score Average

BEss

=

Bl 2o

000 100 200 300 400 500 600 700 800 900 10:00 1200 1400 1600 18:00 0 200
Scores by Workgroup

) A@ent Negative Score

60

50
40

0 - Customes Posilie Scone
20 Customes Negative Soong
10 -5 -2 -7

§ 25 &7 ar ¥ L] Agent Positive Scone

- X . 20

10 4 1 134
-0
-30

Accourting Care Center Customer Satisfachion  IPA Libs Inzurance Demo MemberSernces Partners  SC Technical Support WiraplpWQ

20T 458 AM AnalyTer Repos Scoring Detail Page 1ol B4
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Keyword Hit Report

The Keyword Hit report provides Analyzer summary and detail views that identify and compare the volume, or
percentage, of calls containing one or more phrases pertaining to a specific category over a specified period of
time. The Keyword Hit report has hyperlinks to a Keyword Detail view and an Interaction Detail View that contain
additional information.

The information in the Keyword Hit report is displayed by Workgroup, Keyword Set Category, and Keyword Set
name and includes:

e  Keyword
. Date
e  Number of recordings

(] Number of hits

Sample report
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Keyword Hit 2 GENESYS

Dotz 1017/2015 12:00:00 AM - 10/27/2015 11:55:55 Fi
Workgrowp: i e
Cabezory: Al b
E=pwond Set Mame: hlbe
Top Category Hits: 10
100
80
&
c
j .
& 601
[
-
—
(=]
g
-~
= -
5 40
=4
&
e
20
. 7 " it P
3 3 3 e . &=
& g & & £ o
HE @ o W -a.t- ég- o {\-@ @ J\@@@Qb ?9’ C;‘@
O o o ‘,,n 6‘*\& &‘ YQ P
¢ & & @ S S oo
< 9 -.3. ‘i‘%
Recordings
Tartal %
Category B3 100.00
Unhappy Customer 24 53.57
Happy 5 308
FCR Customer 13 30.15
Positive Az=nt 13 Z0.E3
Utilities Customer Problems & 952
Health Demo 3 AT8
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Keyword Hit 3 GENESYS

Cate: 10/17/2015 12:00:00 AM - 10/27/2015 11°55°55 PM
‘Workgrowp: oA
Gategory: e
Eeyaard Set Name: Al
Inbereal Daily
Keyword Dete # Recordings # Hits
Care Cemter 1 5

-
-

chest paing 104212015
hizairt attack
| cam't stamd

[
W me

|

n

ifyou oroer todey 104262015
‘Would you be interested in

n

|

call you Back 104/26/2015 B B
get back io you 1 2
lden't know 1 7

to your superdisar 10/26/2015 1 i

:
i
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Sample Reports for Interaction Reporter

Dialer Reports
Dialer Reports

The Dialer Reports display detailed information on Agent success on Dialer calls and Dialing algorithm statistics.

10



Sample Reports for Interaction Reporter

Agent Success Results Report

The Agent Success Results report displays detailed information about an Agent's success on Dialer calls that were
routed to the agent. The details are displayed by the Site ID and Campaign name, by agent, for the specified date
and period of time for a connected call.

The information in this report is displayed by Agent and includes:

Difference From Average (DFA) for the number of Dialer Calls
Percentage of Right party Contacts (RPC) related to total dialed calls
Percentage of successes related to number of Right Party Contacts
Total Results per Right Party Contacts

Total results per successes

Sample Report

o
<> Agent Success Results
Diarte Timia- 101772015 12-00-00 AM - 1072015 11:50:50 PM
Campaign: s not nul
Display Legends: Mo
Site ID: HOSimmom Campaign: Lead Gen
Dialer Calls Right Party Contacts (RPC) Successes Results
Agent ] DFA #_ %Calls DFA L] S®APC DFA Total Per RPC DFA Per Succ DFA
1= 1.50) 0 oo%p- -W00% o L oo 00§, oo 0.0 . oo
Partner 81 4 1.50 1 0%y, S0% 0 00w 0.o% WL T 00 00§ 1]
Average: 25 05 200% [T [ a0 00
Total 50 0 oo L]
This document was created using an EVALUATION version of AcveReports. Only a liotnsed user may kegally creale repodts for use in produstion. Please report
infractions or address questions 1o salesgrapecity us.com. Copyright @ 2002-2010 GrapeCity. inc. All rights reserved
aM0201T 752 AM Dialer Reports Agent Suceess Results Page 1of1
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Sample Reports for Interaction Reporter

Call History Report

The Call History report displays detailed information for all dialing results from call history. The report includes
many parameters for specific reporting results.

The information in this report includes:
e Campaign name
e  Phone number
e Call Date
e Remote Answer time
® Message Play time
e Connected Agent time
e Agent name
e  Call disconnected time
e  Call duration
e Abandon OR Contacted
e  Category
e  Wrap-up code

Sample report

12



Sample Reports for Interaction Reporter

13

Call Hist
g all History

DateTame: 10172015 12:00:00 AM - 1QF2712015 1156:50 PM
Show Legend: Na
Remos Conn Abd ——— Disposiben ———
lcampaign Phone Mo Call Date Call Teme Answer MsgPlay  Agent Agent Call Disc  Dur  Con Category Code
ARM Collections. 3085853301 0202008 172000 1728 190000 1eEET Rian Logan 17:30:08 DD0O388 C - -
ARM Collectons. 11 573015810800 10212018 1TA3:34  1TA334  1850SD  1TAEM Brad Forsymhe 18:06:2% 00-14-91
ARM Collections EEE5MTT 10212005 181808 181200 190000 189612 Rian Logan ABIET 000003 C - -
ARM Collectons. 5653395 02015 11808 18:18:96 100000 1E1E2 Rian Logan 181821 000004
ARM Collections 3125653305 10ZUANS 181841  18:1841 190000 11823 Rian Logan 1E1R03 00022 G -
ARM Collections. 12555723 10212015 181908 18098 180000 1E1B0S RianLogan 1818221 000004 C
ARM Collectons 31255534500 10212015 181932 181932 190000  1Ecee Brad Forsythe 181842 000006 C - -
ARM Collectons. 25851044 102018 182037 182037 100000  TEchedl Brad Forsyshe 18:2043 00-00-06
- = . = —a—
Phone Mo CallDate Call Time Answer MsgPlay  Agent Agent Call Disc Dur Com Category Code
DH Collecsons 011 5731158138 0 10212015 17:53:34 17:53:34 185050 175234 Brad Forsyshe 1BH0E:25 DO-14-51 - -
L comn  Disposition —
i Phaone No Call Date Call Tame _ Answer  MsgPlay  Agent Agent Call Disc  Dur __ Con Category Code
Dualer HOME WS 10048 110050 1000:00  10-00-00 11:00:50 00-00-01 - -
Draler 2HI9E30R25 W05 10048 10111 160000 16-00-00 1011 00022 - -
Dialer FPRIM 10212015 110049 110062 190000 110052 Sara. Newman 110225 OHNIF G
Dhaler FRM 10212015 110048 110102 180000 1102 Hennelta Hall 110532 DD443 C -
Diales PRIM 10212015 110052 1100054 180000 110055 Rusty. Humer 11035 000306 C
Dialer 4040770443 10212008 110082 110104 18:00:00  18-00:00 110014 00:00:22 - -
Dnaler 528051887 WS 10052 10054 1800:00  10-00:00 11:00:54 00-00-01
Dwaler HOME 1022015 110054 110107 180000 110107 Sharon.Fletcher 110726 000833 C - -
Diialer FRIM 10212015 110141 11:01:43 100000  16-00:00 11:01:13 000001
Disler HOME 10212015 110143 110135 180000  18-00:00 110138 - -
Ousler PRIM 10212015 110135 100138 190000 110138 Ellis Metwice 110315 000141
Onaler 2102204750 W28 1038 10148 180000 110148 Rolando Lawrence 110248 000292 C - -
Dnler TITEING wnzNns 2T 1ize 10000 160000 1910228 00-00-01
Drader IIINTIT2 1022015 10248 110240 100000 110240 Sara Newmnan 110657 000312 C© - -
Diialer FRIM 10212015 110826 11:.03:28 190000 190000 110328 000001

This document was created using an EVALUATION version of AcfveReports. Only a ioensed user may lsgally create reports for use in production. Please report
infractions or address questons 1o salesfiigrapecity us.com. Copyright & 2002-2010 GrapeCity. inc. All rights reserved

ANM0017 7:28 AM

Dizler Repons

‘Call History
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Sample Reports for Interaction Reporter

Campaign Disposition Summary Report

The Campaign Disposition Summary Report is an analysis of call dispositions, by Agent-assigned dispositions and
Dialer-assigned dispositions, with wrap-up category and wrap-up code breakdown.

The detailed statistics for disposition by Category and Wrap-up Code are:

Category

e  Category

e  Number of calls

e  Calls percentage of total

e Call Length Total

e Call Length Average

e  Call length percentage of total
Wrap-up Code

e (Category

e  Wrap-up code

e  Number of calls

e  Calls percentage of total

e  Calls percentage of category

e  Call Length total

e  Call length average

e  Call length percentage of total

e  Call length percentage of category

Sample report
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Sample Reports for Interaction Reporter

15

.,-é Campaign Disposition Summary

DateTime: 107205 120000 AM - 100272015 11:56:50 PM

Campaign: Is not sl

ARM Collections

All Dispositions by Category

| Calls Call Length
Category | ¥ | [ raul] Total Annp] % Total
- 1§ 125% 00:00:22 oo | 18
3 100% 00:19:34 DO-02:27 100%
Agent-Assigned Dispositions by Category
[ Calls | Call Length
Category | ] % Total | Total n-—-.g-| % Total
- 1 125% 00:00:22 00:00-22 18%
3] 100% [RTED) [Ee=) 100%
All Dispositions by Wrap-up Code
Calls | Call Length
Category Wrapup Code | #| % Total | % Category | Total | Average | % Total | % Category
- 1 ] 125% || 125% 00:00:22 oe022 | 1.0% 16%
8 100% 100% 001234 00:0227 100% 100%
Agent-Assigned Dispositions by Wrap-up Code
Calls. Call Length
Category Wrap-up Code .| % Total | % Category TuH[ Aw[ urnu[ % Category
- - s I oo N 100.0% e oz [ o B 100.0%
] 100% 100% 001834 00-0227 100% 100%

This document was created using an EVALUATION version of ActveReports. Only a lioensed user may legally create reports for use in production. Please report

infractions or address questions to salesfDgrapecity us.com. Copyright ® 2002-2010 GrapeCity, ine. Al rights reserved.

SM02017 8:30 AM Dialer Reports
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Sample Reports for Interaction Reporter

Campaign Statistics Report

The Campaign Statistics Report displays detailed Dialing algorithm statistics. The statistics are reported to the
interval level of detail, including record and agent counts, pace, and Campaign events.

The detailed statistics include:
e Date and Time range
e  Count of numbers to dial after filters have been applied
e  Count of numbers to redial after a recycle operation
e  Total number of Agents for the time interval
e Number of agents idle for the time interval
e  Percentage of agents idle for the time interval
e  Number of Non-Dialer agents
e  Percent of Non-Dialer agents

e Pace Dialer is placing calls. A negative number means Dialer is placing fewer calls than expected, in order
to keep agents busy.

e  Base number of calls per agent (CPA)

e  Adjusted number of calls per agent

e  Number of Dialed calls in time interval

®  Penetration rate based on filter size--dialed calls divided by filter size

e  Percentage of Contacts dialed

e  Percentage of Right Party Contacts

® Percentage of Abandoned Dials

e Percentage of Abandons related to detections--call analysis detected a live party, or not

e  Percentage of Abandoned Contacts

Sample Report

16



Sample Reports for Interaction Reporter

17

g Campaign Statistics

DateTume: 10/17/2015 12-00:00 AM - 1072772015 11:50:50 PM
Campaign: Is not null
Period Type: Half Heur
Display Legends: Mo
ARM Collections
‘Statistics in DateiTime
Averages Over Time Range Based on Counts. During Time Range
Diate/Time Range Contact Records Agenits CPA Filter | Contactss RPCs Abandans
Date Time Filner Recychke Total  Idie  “eldle  NDir %NDir | Pace | Base Ad) Dials Pen Rt | %Dials | %Conts | %Dials %Dets %HConts
102172015 1800 43 1] 10 00 00 0 00| 00| 00 00 ] 0.0 0o 00 0.0 0.0 0.
18:30 43 £ 10 00 00 ] 00| 00| 00 00 a oo oo oo o0 oo oo
17:30 43 £ 15 00 00 ] g6 00| 00 QR 1 23 oo 00 00 oo oo
18400 41 42 1.0 [11i] oo D oo 0o 00 0o | .5 88T 50.0 0 oo oo
10232015 15400 40 kTl 05 o4 oo D oo 00 00 0o o oo oo a0 0 oo oD
Ewvents in Date/Time Range
DatelTime Range Contact Records. Agents. CPA
Date Time Ewvent Mode Filter Recycle | Total idie %idle  NDir  %NDir | Pace |Base Ad) |
10212018 5:45:43  (Recycle Preview 43 38 15 0.0 0.0 o oo 0o 00 0.0
55238 (Recycle Prevew 43 38 i% 00 0.0 o L1 o0l 00 0.8
5:52:41  (New Active Group | Preview 43 E- i5 00 0.0 L] L1 ool 00 0.0
55242 (Reset Freview 43 38 16 00 2.0 o 00 00 oo 0.0
B:08:42 |Fecycle Preview 42 43 12 00 oo o oo 0.0 oo a0
B:08:58 (Recycle Preview 42 43 12 00 00 o oo 0o 00 00
B02058  (New Active Group | Prevew 2 43 12 00 0.0 o oo 0g 00 0.0
8:00:08  (Resat Preview 42 43 12 00 00 L] L1 oo 00 00
8:09:05 (Recycle Prevew 42 43 12 00 0.0 L] L1 oo 00 00
80905 |Recycle Prevew 42 43 1.2 00 0.0 o 0o 0.0 oo 0.0
B:08:11 |New Active Group Preview 42 43 12 0O oo o oo (1] 0o 0.0
80211 (Resst Preview 42 43 12 00 0o ] oo 0o 00 00

This docurment was created using an EVALUATION version of AcfweReports. Only a licensed user may kegally create reports fior use in production. Please report

infractions or address questions o salesfigrapecity us.com. Copyright & 2002-2010 GrapeCity. inc. Al rights reserved

81072017 8:18 AM

Dizler Repons

Campaign Statistics
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Sample Reports for Interaction Reporter

Campaign Success Results Report

The Campaign Success Results Report displays a campaign analysis by interval, including: Agent, Dials, Contacts,
Successes, Right Party Contacts (RPC), and actual results.

The detailed statistics include:
o Site ID

e  Campaign

e Day
e Time
e Agents

e  Number of dials

e  Number of contacts

e  Contacts percentage of dials

e Number of Right Party Contacts (RPC)
e RPC percentage of dials

e RPC percentage of Contacts

e  Number of successes

®  Successes percentage of dials

®  Successes percentage of Right Party Contacts (RPC)
e  Number of results

e  Results per RPC

®  Results per agent

e  Number of Abandons

e Abandons percentage of dials

e Abandons percentage of detects

e  Abandons percentage of contacts

Sample report

18



Sample Reports for Interaction Reporter

19

%3 Campaign Success Resultsl

DateTime: 10/ 72015 12:00-00 AM - 102772015 11:50-50 PM
Campaign: Is not null
Period Type: Half Hour
Display Legends: Mo
Site ID: _ HQS [= ARM Ce
Date/Time Range| Contacts. Right Party Contacts Succeszes Results Abandons
Day Time [Agents| #Dials | #  WDiaks| # WDials _ WCnts %Dials _ WRPC [ Per RPC_Per Agt % Dials __ %Dels  WCnts
1021/2015 1700 1 1| 11 1000 o= ool oo [T T poads oocods ooo o+ ooxie oonds o00%
17:30) 1 1| ol ooy oF ooxl" oox o o) oo oools ooods 00O od+ ooxls oonis 00%
18:00) 2 o a4l ea7y 2l z:3nils soo% 18 se7nde soow| oools ooole  ooo o+ oponls ool 00w
Day Totalifvg 1 E 5 625% 2 250%  40.0% 1 125%  50.0% 000 000 0.0 0 0.0% 00%  00%
Cmp Ti 1 S-I 5 B26% 2 260% 400% 1 1265% 50.0% 0.00 000 000K a 0.0% 00% 00%
Site ID:  HOGSimroom Campai DH C
DuateTime Range| Contacts Right Party Contacts Successes Results Abandons
Day Time |Agents| #Dials #  “wDials # %Dials  %Cnis: %lials  %WRPC # Per RPC Per Agt % Dials  %Dets  %Cnts
102112015 17:30) i 1 ol ooy ol ool oo% o+ ooxds ormx| ooole ool poo o+ ooxils ooxds oo0w
Day Totalifvg 1 1 0 00% 0 0o%  0.0% D 00%  00% 000 000 (000 [ 0.o% 00%  00%
| Cmp TotaliAvg 1 1 0 oo%| 0 0O%  0.0% D 00%  0O0% 000 000 0.0 0 0o% 0% oos)
Site I0: ] Campaign: __ Dialer
Duate Time Range| Contacts Right Party Contacts Successes Results Abandons
Day Time |Agents| #Dials | #  %Dials| # %Dials __ %Cnts %Dials _ %RPC # Per RPC_Per Agt %Dials __ %Dets _ %Cnts
10212015 1100 8 Mis 58TY 3l 587%™ 100.0% ok oo%ds o00%| 5000 188l @50 ol ooxl™ poml oo0x
11:30] 8 sl max| b sl eax ol ooxde oox| w00 omst e glhe 1yl ol msx
12:00] 8 w| 20  e5o%] 20 850% I+ 100.0% o+ oonds oo%| 4200 1450 700 o ooxl™ ooxt oox
1230] L) 3= saan| 3= sean ) w000 ode oonde oow| sooole 108fe o7 17 sl oamd s
13400 [ unl s0e% 285 8090%= 100.0% ol oo%le 00% 4400= 1810 750 o oo%)™ oox¥ 00w
1330 8 3= e20% M= 0% 1000% ol oonds o oo~ 1520 75y FR T N AT
14:00] 8 e BaD% 34 0+ saox I+ 1000% o+ ool ookl ool 147l B3y o oox? oox? 00w
14:30] 8 s 2= esew| 20~ esexls woox ol ooxds oms| oo™ 13~ e o oox? ol oox
15.:00] L nils smow| 2l sonl” woox of+ oonte oox| sl 173l o 3= soxl” e~ i
12:30| L] = 5T4% o= ssex ]l poex ol ooxds oo%| Mool 1700 850 ol wruils 231%ds 200%
18:00) 8 0= m2w] 0™ 012%™ 1000% of+ oonde oow| a4s00= 1s0de 750 17 20wl b 2w
This document was created using an EVALUATION version of ActiveRepons. Only a hcensed user may legally create reports for use n production. Flease répan
infractions or address questions io salesiigrapecity us.com. Copyright & 2002.2010 GrapeCiy, inc. All righis reserved,
BT02017 607 AM Dialer Reports Campaign Sucoess Results Page 10f 13



Call Analysis Report

Sample Reports for Interaction Reporter

The Call Analysis report displays a breakdown of call analysis results in summary, by hour of day, and by detailed

result.

The information in this report includes:
e  Call Analysis result
e Number of dials
e Hour
e Dials
e Live Voice count
® Live voice percentage
e  Answering machine count
e  Answering machine percentage
. Fax count
(] Fax percentage
®  SIT (Special Information Tones) count
®  SIT percentage
e  Failure count
e  Failure percentage
e Unknown count
e Unknown percentage

e  Percentage of total dials

Sample report

20



Sample Reports for Interaction Reporter

‘é Call Analysis

DateTame: 10/ 772015 12:00-00 AM - 10V2772015 11:50:50 PM
Campaign: Is not mull
ARM Collections
107212015
CA Result # Dials. %
Live Voice: ?- 678%
Undnown 1' 125%
Total Dials. L] 100%
Live Voice Ans Mach Fax sIm Failure Unknown % Total Dials|
From: Drals & o # B # % L £ =| | kS £ [l
17 2 13- 500%| oj1- oo%| oy~ oo% Ol 0o% o oo0% 1|3~ soo% 250%
1tq - B s 100.0%| ojl= 0.0% oy 00 o 00% o  0.0% i~ 00% TEO%
Unknown Details # Dials. %
] o 080w
Total Dials. 1 100%

This document was created using an EVALUATION version of ActweReports. Only a ioensed user may kegally create reports fior use in production. Phease report
infractions or address questions 1o sales@grapesity us.com. Copyright & 2002-2010 GrapeCity. inc. All rights reserved
AM0R01T 744 AM Dizler Reports ‘Call Analysis

Pape 10t
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Sample Reports for Interaction Reporter

Agent Utilization Report

The Agent Utilization report displays time usage information by agent across all campaigns, including: talk, ACW,
non-Dialer, idle, break, preview.

The information in this report includes:
e AgentID
e Logged in time
e  Number of calls
e  Average talk time for Dialer calls
e  Total talk time for Dialer calls
e Talk time percentage for Dialer calls
e  Average wrap-up time for Dialer calls
e  Total wrap-up time for Dialer calls
e  Wrap-up time percentage for Dialer calls
e  Number of inbound calls
e  Average number of inbound calls
e  Total number of inbound calls
e  Percentage of inbound calls
e  Number of manual dialed calls
e  Average number of manual dialed calls
e  Total number of manual dialed calls
e  Percentage of manual dialed calls
e Total idle time
®  Percentage of idle time
e DND and break time total

e DND and break time percentage

Sample Report

22



Sample Reports for Interaction Reporter

%" Agent Utilization

DateTame: 10272015 12:00:00 AM - 1002712015 11:56:50 PM
Campaign: Is nat rull
Non-Dialer Calls
Logged Wanual Dialed Calls ldle Time
Agent in Time Calls Calls Avg Tol % Total
|Eoes Wcmnas e LI -ﬂﬂh GO 910338
|Hanrietia Hall L] @ ODONO 000000 '. -1 B REE '—
|Pasner T13 are3 a L ] QB seTens
IRamon Szefszam oIt [ L) T ooz =
Lawience: [ 0 OmO000 0OD0:00 =1 ll:lﬂ_'-
Hurier o @ 000000 G000 I. GO @O1:De:Ss l—
wEWTAn a - ] -ﬂi'_ =l m_‘-
Fisicher L 9 0DONO 0Ornoing ‘. oy moTss '—
Tota: (-4 GE0a00 [0
Average: o DODOND OD0:0d =1 i e

This document was created using an EVALUATION version of ActweReports. Only a licensed user may kegally create reports for use in production. Please report
infractions or address questions 1o sales@grapecity us.com. Copyright & 2002-2010 GrapeCity. inc. All rights resenved
AM0R201T 728 AM Dizler Reports Agent Utilization Page 10f1
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Sample Reports for Interaction Reporter

Agent Disposition Summary Report

The Agent Disposition Summary report displays detailed information about agent-assigned call dispositions, with an
analysis of call counts and call lengths by disposition.

The information in this report is displayed by Agent and includes:
e Campaign name
e Dialer site
e  Category
e Category code
e  Number of calls
®  Percentage of total calls
e  Percentage of calls in category
e  Total call length
® Average call length
®  Percentage of total call length

e  Percentage of call length in category

Sample Report

24



Sample Reports for Interaction Reporter

25

ca" Agent Disposition Summary

DateTime: 10172015 12-00:00 AM - 10/27/2015 11:50:50 PM
Campaign- Is not nuil
Camgaign:  ARM Collections Dialer site:  HQSimroom
Calls Call Length
% % %
Category Wrap-up Code s‘ ‘I'nti‘ﬂ-gr]r 1«:-1] Anng.| 1&1 Calegary
Brad Forsythe
- 1 m:3yf .3 0006 00O0DS 07| o7
5 1 m3f 3 oous oo e
5 1 s3Iy 31 oMl 0000 10 10
3 1000 0B1508 000SOZ 1000
Ruan Logan
- 1l 143] 43 000000 ODOONO| OO 00
- 1 143] w3 ook oo B2 82
- 1 143] 43 00DOD4  ODDOHM | 15 15
- i a3 W3 00DM0  DDO0O0 oo L
5 i = M3 000004 DOOOM| 15 15
- 2] o) 285 o0OIEE  DOOUS BEp e2p
7 1000 000438 000038 1000
Campaign:  DH Collections Dialer site:  HQSimroom
Calls Call Length
% * i
Category Wiap up Code r{ 'ldi‘cm Tunll m| To;:‘ Catogory
Brad Forsythe
- 1 001000 o451 0451 N 100.0
11000 001451 0051 1000
Campaign:  Dialer Dialer site:  HQSimroom
Calls Call Length
% % %
Category Weag-up Code n‘ Tﬁ‘m 1uu1| nmp| ‘I'uI:I Category

This docurment was created usng an EVALUATION version of ActiveRepons. Only & hoensed user may legally create repons for use n production. Flaase repoit

infractions or address questions 1o sales@grapecity us.com. Copyright © 2002-2010 GeapeCity, ine. All ights resenved

END201T 647 AM

Dialer Reports

‘Agent Disposiion Summary
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Agent Utilization by Campaign Report

Sample Reports for Interaction Reporter

The Agent Utilization by Campaign report displays time usage information for agents, by campaign, on Dialer-
related tasks. The report includes statistics on tasks such as: logged-in time, connected/talk time, and wrap-up

time.

The information in this report is displayed by Campaign and Agent, and includes:

Campaign name

Agent

Logged-in time

Number of calls

Average Connected/Talk time
Total Connected/Talk time
Percentage Connected/Talk time
Average Wrap-up time

Total Wrap-up time
Percentage Wrap-up time
Average Preview time

Total Preview time

Percentage Preview time

Sample Report

26



Sample Reports for Interaction Reporter

dc; Agent Utilization By Campaign

DateTime: 1772015 1200000 AM - 102712015 115359 PM
Ci
Logged In| Connected | Talk Wrap-ug Preview

Agent Time Calls v Total] % Ava| Total| 4| Avg Total] %
Brad Forsythe 000000 0 DODOO0 o0:00-00 B+ oo  0o0000 00000 Be o) 00:00:00 DXo000 §+ oq
Dariio Rivera 000000 o 000000 00:00:00 I+ 00| 00:00:00 po:00:00 B+ o0 00:00:00 poo0oo s oo
Diave Gussin 00000 o 000000 oo:00:00 I+ 00| 00:00:00 o000 B+ o) 00:00:00 poo0oo B+ oo
Dawid Bolefski 00:00:00 0 00:00:00 00:00:00 00 000000 00:00:00 B+ 0] 00:00:00 00:00:00 b+ 0.
Erk Shoog 00:00:00 0 00:00:00 00:00:00 = 00 000000 00:00:00 Be 0] 00:00:00 00:00:00 e 0.
Jushin Hawking 00:00:00 0 00:00:00 00:00:00 = 00 000000 00:00:00 Be o) 00:00:00 00:00:00 e 0.
hike: Bode 00:00:00 0 00:00:00 00:00:00 00 000000 00:00:00 §e o) 00:00:00 00:00:00 e 0.
Pariner 572 00:00:00 0 00:00:00 00:00:00 s 0.0 00:00:00 0:00:00 §e 0.0 00:00:00 DE:00:00 e o4
Famen Szefszam 00-00-00 0 000000 00:00-00 s 0.0 000000 B0-00-00 §s 0.0) 00 000- 00 00:00:00 §» 0.1
Rian Logan 0oro00o li] DOr0000 000000 e Lilli] 000000 po:00:00 ¥ 0| 000000 oaoooo e oo
Stephen Irecki 000000 o 000000 00:00:00 I+ 0.0| 00:00:00 po:00:00 B+ 00| 00:00:00 po0o00 i+ o
Tom Yan Lemmens 00:00:00 0 000000 00:00:00 B+ 0.0 00:00:00 D0-00:00 Be 00 00:00:00 DE0000 e o
Total: 000000 0 00000 00:00.00 00.00:00
Average: 00:00:00 of  oo0000 00:00:00 00 000000 00:00:00 00| 0k00:00 00:00:00 00

C ARMC
Logged In Connected | Talk Wrap-up Preview

Agent Time Cals vy Tatal u. Ao Total] A Total %
i Pyl 00:24:00 2 000008 00500 16 T ii 00:00:00 000000 be o) 000029 000058 Be 4
Rian Logan 00553 5i DOcD0S4 o0:0d:29 Ie 36| Lk} DO-0004 B [1K] 002122 Di:46:48 I+ B
Total: 022953 7 0.04:45 000004 014746
Average: 01:14:56 ol 000041 000222 23 000001 00:00:02 0o  oki5 005353 Ty

This document was created using an EVALUATION version of ActiveReports. Only a licensed user may legally create repors for uss in production. Please report
infractions or address guestions 1o sales@grapecity us com, Copynight & 2002-2010 GrapeCity, ine. All nghts reserved

ANNZ0T 554 AM Diater Repors Agent Utilization By Campaign Fage 1 of 4
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Sample Reports for Interaction Reporter

Best Time to Call Analysis Report

The Best Time to Call analysis Report provides analysis by Contacts, Right Party Contacts (RPC), and success rates
of best hours to call for one (1) or many campaigns. The line chart uses the calculations of the tabular data,
specifically charting the values of contacts Per dial, RPC per Dial, and Success per Dial for each hour.

The information in the Best time to Call Analysis report is displayed by Time and includes:
e  Number of Dials
e  Number of Contacts per Dial
e  Percent of contacts per Dial
e  Number of RPC per Dial
e  Percent of RPC per Dial
e  Percent of RPC per Contact
e  Number of Success per Dial
®  Percent of Success per Dial
e  Percent of Success per Contact

®  Percent of Success per RPC

Sample Report

28



Sample Reports for Interaction Reporter

29

Best Time To Call Analysis

2 GENESYS

Cate: 10/17/ 2015 §:00200 AM o 10/I8/2015 TS558 AM
Site:
Campzagn:
COMpaEn Group: a
Site: HOSimreom
Campaign Nome: ARM Coliections
Campaign Sroup: -
Right Pasty Contact Success
Time Cials Per Seal 2 Ser il Per Contact = Per Dsal Per Contact Per RPC|
1700 2 50.00 ] .00 .00 9 0.00 Q.00 Q.00
1800 £ gL ey 2 1233 £0.00 1 1667 25,00 £0.00
™0
. //
0
&0
0 /"
) /
0 V/
0
a 1 2 3 4 7 g L] 1 i 12 13 15 17 1 1 1 17 n
——Contacis por Dl —RPC por Dial —Sances por Dial
Print Date: Friosy, August 4, 2017 10:R:E240 Genens Page 1o09



Sample Reports for Interaction Reporter

Call Answer Distribution Report

The Call Answer Distribution report displays summary data and a graph with analysis on the seconds to answer a
call. This report provides guidance on where to set the no-answer timeout. The line chart uses the calculations of
the tabular data, and it charts the number of answered calls per seconds to answer.

The information in the Call answer Distribution Report includes:
e  Number of calls
e  Number of calls answered within seconds
e  Percent of calls answered within seconds
® A Running Total of the percent of calls answered within seconds

Sample Report

Call Answer Distribution S GENESYS

Ote 151772018 800:08 AN H: 10/28/2018 78588 AM

[

sligroups

ArrE ity Fannng
calz within ' Tetal

fre

PrintOwts: Fricwy. Aupestd, 2057 22205AM [ PagRicria
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Sample Reports for Interaction Reporter

31

Call Answer Distribution 2 GENESYS

oete 10/87/2025 BSC-00 AN tm: L0M20/20:5 TR AM
sise: sy
Compngr [ra—
Ermprgr Group: o
cempEgs reme s Bne pgpersom
Campngs Groug wigrouss
LLEE cais Arswered withis
LY [P
e 11
5000
4000
-E
E 3000 '
L&)
2000
1000
o
o z 4 & B 12 14 16 B W = n 6 IR Eo I M % )
Seconds to Answer Phone
Prist Dwhe: Py, dupest 4, 2007 2304 [ Fagrid of 14



Sample Reports for Interaction Reporter

Interaction Optimizer Reports
Interaction Optimizer Reports

Interaction Optimizer Reports present information on agents' and workgroups' schedule adherence and
conformance.

32



Sample Reports for Interaction Reporter

Schedule Adherence and Conformance Detail Report

The Schedule Adherence and Conformance Detail report displays detailed information on an agent's adherence and
conformance by date.

The report details are grouped by Workgroups and Agents. The report details include:
. Date
e Adherence percentage by date
e Conformance percentage by date
e Agent name
e Adherence percentage by agent
e Conformance percentage by agent
e  Scheduled time
e  Scheduled duration
e  Scheduled activity
e Actual time
e  Actual duration
e  Actual activity

e  Exceptions
Sample Report

Schedule Adherence and Conformance Detail Report

33



Sample Reports for Interaction Reporter

| Schedule Adherence ar rmaiie Detai M.
g hedule Adherence and Conforma s
Date Range: 21072014 - 211062014
Time Zone: Selected: (UTC-05:00) Eastern Time (US & Canada)
Local: (UTC-05:00) Eastern Time (US & Canada)
Group By: Date
Scheduling Unit: ReportingSUTestd
Number of minutes to automatically excuse: 5 minutes
Treat all activities other than ACD as being equivalent: No
Activities counting toward conformance: ACD; Non-ACD
ReportingAgent10 Adherence:  £.48 % Conformance:  0.00 %
SCHEDULED ACTUAL
2:00 AM - 9:30 AM 1:30:00 ACD
930 AM - 345 AM 0:15:00 Break
945 AM - 1200 PM 2:15:00 ACD
12:00 PM - 1:00 PM 1:00-00 Maal
100 PM - 230 PM 1:30:00 ACD
230 PM - 245 PM 0:15:00 Break
245 PM - 5:00 PM 2:15:00 ACD
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Sample Reports for Interaction Reporter

Schedule Adherence and Conformance Summary Report

The Schedule Adherence and Conformance Summary report displays a summary chart on agents' adherence and
conformance by date.

The report summary includes:
® Agent's name
e Adherence percentage by date

e Conformance percentage by date
Sample Report

Schedule Adherence and Conformance Summary Report

]
5 Schedule Adherence and Conformance Summary
=
Date Range: HI02014 - 2102014
Time Zone: Selected: (UTC-05:00) Eastem Time (US & Canada)
Local: (UTC-05:00) Eastemn Time (US & Canada)
Scheduling Unit: ReporingSUTest
Interval: Daily
Number of minutes to Mromatically excuse: 5 minutes
Treat all activities other than ACD as being equivalent: Mo
Activities counting loward conformance: ACD, Non-ACD
110000
100.00r%
20.007%
50.00%
T0.00°%
"g 60,00,
a8 50000
40000
30.00r%
20000r%
10.007%.
oom|
Faporingig
snrtd
04
B2
[ comomanes [ 00~
B21201T 4:57 AM Interaction Opfimizer and Surnmary Fage 1 of 1
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Sample Reports for Interaction Reporter

Actual vs. Forecast Historical Analysis Report

This report displays the offered interactions, completed interactions, ACD talk time, and Number ACW for actual
and forecasted volumes.

Sample Report

Actual vs Forecast Historical Analysis

Fonecast SLar Date Tinme: BON2015 12:00:00 AM - BI42017 11:58:50 PM
Site 1D Range: o

oo 2 GENESYS

Volume Differences jActul mires Forecas:) ” Actual Volumes |I Forscasted Volumes. |
Dats Intgrval DOffered  Compigted ACD Tk Wumber ACW Ofteed Compoted ACDTalk  Number  ACW Ofiered  Compigted ACD Talt  NumDer  ACW
HEF-HOUT Tirné AT Compate ine ACW Cormpless Time ACW Compiste

Forecast: Week of 8312015
Senedule B/31/2015

ENIE0IE  1200AM - -2 DXIT0G - 4z Fr r ]
12:30AM -2 a3 Q34049 %= 48 s o750
-00AN 4 28 Q34146 M 48 47 o1 ]
1. 30AM =37 -5 L3158 w 13 45 g -
00N 3 ] 03:45:50 kT 45 iz
ZXAM -35 -8 034158 s 48 iE
J.00AM -¥ -3 034143 » 48 47
J.30AM 3 ] 034538 M 48 18
4'D0AM =37 =B 034332 w = 45
&30AM 2% =] aTazad ® a5 4B
S00AM -3 -8 J3es B 42 t 1}

S.20AM - -4 03207 £ i 1

EO0AM -3 -7 035309 -] a7 46

e — = -5 Q4T % <0 &8

TO0AM a7 28 X298 5 4z 42

T:30AM -5 » 48 ")

ED0AR -0 40 =3 43

B I0AM a3 4z = 56

00AM 43 ) 57 s

. 30AM 43 ] 58 1

10:00AM 43 £ S 46

102046 41 L 2 a2

11004 =41 43 &2 &1

11304 43 0 &1 81

Tan0eu = # Bl 54

12300 -43 a &0 81 ]

- -4 “ &2 e oEi

1. 50PN -4 &3 a2 &3 el

00PN 2 82 L1} &i 1263

ZX0FN &1 81 (5] a2 e )
Print Dater Wonday, Awguet 1d, 2017 B:28:43AM FRrREYE Fage 10765
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Sample Reports for Interaction Reporter

Headcount Summary: Scheduled vs. Forecasted Report

This report displays the summary of scheduled and forecasted headcount reported in 15-minute intervals for a

given schedule.

Sample Report

Headcount Summ

Schedule range:

Usens:

Forecast Schedule Date rangs:

Sehedule DateMime Range:

Scheduled vs Fo

<All=

<All=

11/2272013 12:00:00 AM - 81142097 11:55:53 PM
08/3172015 DE:30:22
081472017 08:30:22

Schedule 972002015

Scheduling Unit:
Published on date/time

Support
08/03/2015 11:08:30

2 GENESYS

91202015

S :Schemuled ACD | F - Forscasted D : Dterence

] i 2 3 T =
s o [ T ; 0 0 & 0 0 @ o0 D : 0 0 0
F 10 im I I 00, 108, 106 10
S EE L S8 0% 100, -iof iom o100 -16g oo, 06 06 -1
|6 T 8 g [
s 2 2 2 ¢ 2 2 @ 2 : 2 ; 2 2z 2 2 z 0 2 ; 2 ; 2 o ; 0
g[ 0 100 10p 100 1BQ 105 D% 100 108, 10K 169, 1% 100 10% 100 1ga  tom ;
D 100 1o, 100 100 108 10K 100 109 100 106 108 100 105 106 LG 104 10D -iom 100 100 10%  1og 100 104

18 18 20 21 F-] 23
Bl z @ 2 2 2 2 z | oz | 2 z ! oz i@ 2 2 2 2 z FEE: 2 2 i i
F| 100 1m0 I 1 100 100
o 100, 100 100 10m |
\igan AbsoiLte Deviation: 096 Standard Deviation:  0.95 5

Print Date: Monday, August 14, 2017 8:42:03AM
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Sample Reports for Interaction Reporter

Individual Schedule Detail Report

The Individual Schedule Detail report is an Interaction Optimizer scheduling report. It shows the work activities of
the Interaction Optimizer published schedule for an individual. Use this report to view planned activities for an
individual's work load based on an Interaction Optimizer schedule generated for anticipated workload. This report
shows start and stop times for each activity, and includes Total and Paid hours.

Sample Report

Individual Schedule Detail

Sehedule: <l

Pubiishied date: 1072015 12:00:00 AM - 12772015 11:59:55 PM % G E N E SYS
Users: <Al

Username: Allan.Lucus
Schedule: Schedule 10/26/2015

Monday Tuesday Wednesday Thursday Friday
1VZ61E 102715 10728415 IS 103015
Total howrs: 103000 | Total hours: 103000 | Total hours: 110300 | Tot nours: 1030000 | Total nours: 11:00:00
Pald hours: 0930000 Pald hours: 09:30:00 Paid hours: 1000:00 Pald hours: D%30:00 Palg hours: 10:00:00
500 730 ACD 500 700 ACD 500 70O ACD 500 6:30 ACD S0 715 ACD
730 745 Brosk 700 715 Break 700 715 Break 8:30 645 Break TA5 730 Break
745 930 ACD 715 930 AcD 715 93 acD 645 930 ACD T3 930 acD
930 10c30 e 30 10c30 sl 930 1030 Wew 930 10:30 ke 930 1030 ksl
10:30 115 ACD 10:3 115 ACD 130 1215 ACD 130 12115 ACD 10:30 1200 ACD
1215 1230 Broak 12115 1Z30 Break 1215 1230 Break 1Z15 1233 Break 1200 1215 Break
1230 1530 ACD 12:30 1530 ACD 1Z30 1800 ACD 1ZX30 15330 ACD 1215 1600 ACD

weskly paid hiours 4830000

Print Date: Friday. August 4. 2017 2:24:41AM Genesys Page 1of 237
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Sample Reports for Interaction Reporter

Individual Schedule Summary Report

The Individual Schedule Summary report is an Interaction Optimizer scheduling report. It shows the totals for
scheduled activities for an individual based on an Interaction Optimizer published schedule. Use this report to view
a summary of planned activities for an individual's projected workload. This report summarizes the total amount of
time for each activity per day, and it includes Total and Paid hours.

Sample Report

Individual Schedule Summary

39

Scheduia:
Pubilsh data:
Users:

Username:
Schedule:

Monday
1002815

Todal hours:
Pald hours:

Break

ACD

10:30:00
09:30:00

01:00:00 |
DE-00:00

<All-

V0AT2015 12:00:00 AM - 1022772015 11:59:58 PM

<All-

Allan.Lucus
Schedule 10/26/2015

Tuesday
10/Z7/15

Tatal hours:
Paid hours:

230:00| Break

ACD

Print Date: Friday. August 4. 2017 2:21-55AM

01:00:00
0B:00:00

Wednesday
10/2B1E
Tatal hours:
Pald hours:

11:00:00
10:00:00
Break :30:00
e 01:00:00

ACD 02:30:00

Tortal h

Thursday
10728015
OLrs:

Pald hours:

Break
i vl
ACD

Genesys

10:30:00
09:30:00
-30:00
01:00-00
09:00-00

Friday
1043015
Total hours:
Pald hours:

Break

ACD

weskly paid hours

11:00:00
10:00:00

-30:00
01:00:00
0B:30:00

46:30:00

2 GENESYS

Page 10of 237



Sample Reports for Interaction Reporter

Schedule (Graph) Report

The Schedule (Graph) is a report based on the published employee schedules generated by Interaction Optimizer.

This report displays a graph of individuals' start and end times--in 15 minute intervals--of planned work shift

activities, for a specified date and time range. Use this report to view a summary of planned work shift activities for

a group of individuals in a graph format.

Sample Report

Schedule (Graph)

o - 3 GENESYS

DAMA2013 14:1TET
DAMBROIT 41757

DaieTims Fange

Schedule 9/20/2015
Published {local time) - 0302015 11:09:30

(W= = W W [Joe R o (oo @[] woe |

Sunday, September 20, 2015

B F ja & @ | iz i | |5 Jw Jw e | | o o:m  |jm | | | | | |

Geeward. Campbedl

Harreed Terry
Porcy Bowman

Print Date: Thursday, August 10, 2017 8:09:154M Genatys Page 1.of 1,030
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Sample Reports for Interaction Reporter

Schedule (Graph) All Schedules: Published and not Published Report

This report displays a graph of published and not published scheduled activities in intervals of 15 minutes for
selected users.

Sample Report

Schedule (Graph) All schedules: Published and not Published

- 3 GENESYS

Forecast Schecule Daie ranga: AA2013 1200100 AM - BRR01T 115050 PM
Sohedile DabeTime Range: DADA2013 135348
DBDR20IT 135340

Schedule 9/20/2015

Published: Yes Fublished DateTime fme :  DOX2015 11:08:30

Sunday, September 20, 2015

[ e o iz iz i 18w i e w @ o2 = | | | | | |

Gerard Campbed
Harriet Terry
Perey, Bowman
Rachel Conner
Print Date: Thursday, August 10, 2017 7:27:31AM Ganesys Page 1of 1.910
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Sample Reports for Interaction Reporter

Schedule (List) Report

The Schedule Report (List) is based on the published employee schedules generated by Interaction Optimizer. This
report lists individuals' start and end times of planned work shift activities, for a specified date and time range. Use
this report to view the details of planned work shift activities for a group of individuals.

Sample Report

Schedule (List)

Schdule range <Al )
o
- 2 GENESYS
Dratei Time Range: D080 09:28:38
080827 092838
Schedule 9/20/2015
Publizhed (local irme) 08/03/2015 11:09:30
[sunday, September 20, 2015 BMN 000000 Me
DOODO0  CI0000 Scheduied ACD
Gerard.Campbell 02:00:00 OOOGD0 Meeting
Total Nme: 120000 030000 41500 Schedwbed ACD
180000 20:30:00 Seheduled ACD DH1500 Q43000 Brak
33000 4500 Break 04:30:00 080000 Schedwled ACT

204500 000000 Scheduled ACD

e e Rachel.Conner

01:00:00 Meeting Tetal time: 1250000
020000 Scheduled ACD ey e s
i Bt 00000 G-1ED0  Brwak

024500 Scheduled ACDH

DEt5l0 100000 Schedwled ACD
10:00:00 V90000 Mseting
Harriet.Terry 110000 120000 Scheduled ACD
120000 130000 Mes

Total time: 12:00:00
DA0000 000000 Schedued ACD 13:00:00 140000 Schadulsd ACD
D000 001500 Break 16:00:00 151600 Break
091500 00000 Scheduled ACD 150500  18.0000 Scheduled ACD
13-0000 110000 Mesting

110000 120000 Scheduled ACD
120000 130000 Mes

130000 15:00:00 Scheduled ACD
160000 1515 Break

151590 Seheduled ACD

Percy.Bowman
Total time: 20000
180000 23000 Scheduled ACD
203000 4500 Bresk
204500 230000 Scheduled ACDH

Print Diste: Thisrsday. August 10, 2017 7:50:21AM Genssys Page 1.of 1421
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Sample Reports for Interaction Reporter

Schedule (Text Based) All Schedules: Published and not Published Report

This report displays a text-based graph, for non-graphical printers, of published and not published scheduled
activities in intervals of 15 minutes for selected users.

Sample Report

43

Schedule (Text based) All schedules: Published and not Published

Schedule rangs <Al &
]
e - 3 GENESYS
Forecast Schedule Date rangs: 2012 12:00 00 AM - BR2017 11:52:56 PM
[Drate/Time Range: D8MA2012 135504
0BDE20NT 135504
Schedule 9/20/2015
Publizhed (local time) D9M32015 11:09:30
|_.u-u|| I Meal &l mesreg a Seheculed ACD N Scheduled Non-ACD o ‘Seheduled Tims O t Traniag o Unavailasie [l vacsten .wl
Sunday, September 20, 2015
|& I L] |2 lm Jun iz | w15 e w7 |w |w m | a2 |j= | | | | | |
Gerard Campbsil
azaaaazaaaflazaaaaaazazaaat i Ifilllaaaaaafaazaaaa:
Harmet Terry
:::::aaa::::.:aa_::::l|||.\:11===a.aama:::===a
Ferey Bowman
aalllllll:.ai:llll::llIllllaaaia-zllinl:.ll.l;
Rachel Conner
aasaaasaaaaaffasaiillaaasalillasaaaaaafasaaaaaaaaa

Print Diate: Thursday

August 10, 2017 T:03:51AM

=

Pags 1.of 2,031



Sample Reports for Interaction Reporter

Schedule (Text Based) Report

The Schedule (text based) is a report based on the published employee schedules generated by Interaction
Optimizer. This report displays a text-based graph of individuals' start and end times--in 15 minute intervals--of
planned work shift activities, for a specified date and time range. Use this report to view a summary of planned
work shift activities for a group of individuals in a text-based graph format. This graph can be printed in color or
black and white.

Sample Report

Schedule (Text based)

Schecule range: A (é GENESYS

Users: “All>

Diatei Tame: Range: 06062014 083148

020207 083148

Schedule 9/20/2015
Published (local time) - DMDH2015 11:09:30
| BSS 1 Maal & mootng 4 Schaduled ACD N Scheduled NonACO 0 Schedued Tma OF | Trinmg U Unavalas W vacaten W vrscrecised |

Sunday, September 20, 2015
| 7 |8 |2 |12 " |12 |13 |14 |18 |8 |7 AL e =] a1 z |22 | | | | | |

Gerard Campball
aaaaaazaaaflasaaaasaazaaat i 1 Ifilaaaaaafaazaaaa:
Harriet Terry
II:I::.I.I.‘IIII:.:I:.‘E-II:I:IIIII.I.'lIl:::ﬂIﬂ-\I\IIIII:I:I:J
Percy. Bowman
ao:l:l:l:laaa.:l.la:l:laaaaallll:l:l:laaaa.)-:laaan.:.la.l;
Rachel Conner
aaaaaoaa:llaMaaaalIllaaaaaaaalaaaaaaaaaaa
Print Diste: Thursday. August 10, 2017 5:54:404M Genesys Fage 1 of 1.088
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Sample Reports for Interaction Reporter

Schedule Unit Detail Report
This report displays detailed Interaction Optimizer Schedule Unit information.

Sample Report

Scheduling Unit Detail Report

Scheduling Unit:  <All> (é G E N ESYS

Scheduling Unit: Customer Service / Help Desk

Workgroup: Customer Service

Default Service Level:

Service level selected: Yes

Percent answered: 80

Within time period (seconds): 20

Average speed of answer? Yes 30 seconds

Utilization: Interaction Type Percent Utilization Maximum Assignable

Generic Object 100 1
Call Back 100 ]
Call 100 1
Chat 50 2
Email 25 3

Miscellaneous:
Uses Skills? Yes

Workgroup: Help Desk

Default Service Level:

Service level selected: Yes
Percent answered: 90
Within time period (seconds): 15
Average speed of answer? No
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Sample Reports for Interaction Reporter

Time Off Request by Agent Report

This report displays the time off request by Agent, and includes: Request Date, Agent, Request Type, the state of
the request, Time Off Duration, and indicates it the request is Paid Time Off.

Sample Report

46



Sample Reports for Interaction Reporter

Optimizer Time Off Request Report By Agent

Date Time Range: 101772015 12:00:00PM  to: 1072872015 11:50:50AM % GEN ESYS

Agent{s): | 1o
rgenl Request Date Request Type Request State Time Off Duration Paid Time Off
hbh-mmoss
Andy.West
102212015 Full Day 08:00:00 Yes
Becky. Oliver
1011812015 Full Day Denied 08:00:00 Yes
Grace_ Ray
10182015 Full Day 08:00:00 Yes
102072015 Full Day 08:00:00 Yes
1002212015 Full Day 08:00:00 Yes
10/22/2015 Full Day 08:00:00 Yes
Print Date: Friday, Auqust 4, 2017 10:13:57AM Genesys Page 1011

47



Sample Reports for Interaction Reporter

Time Off Request by Scheduling Unit Report

This report displays the time off request by scheduling unit, and includes: Request Date, Agent, Request Type, the
state of the request, Time Off Duration, and indicates it the request is Paid Time Off.

Sample Report

48



Sample Reports for Interaction Reporter

Optmizer Time Off Request Report By Scheduling Unit
Date Time Range: 101772015 12:00.00PM  to: 1072872015 11:50:58AM e
o
a2 GENESYS

Scheduling Unit: -

Fchedu]ing Unit Request Date Agent Request Type Request State Time Off Duration Paid Time Off

hhommogs

Customer Service | Help Desk

1001872015 Becky.Oliver Full Day Denied 08:00:00 Yes
101972015 Grace. Ray Full Day 08:00:00 Yes
1052072015 Grace Ray Full Day 048:00:00 Yes
1002272015 Andy West Full Day 08:00:00 Yes
1052272015 Grace Ray Full Day 08:00:00 Yes
1012372015 Grace. Ray Full Day 08:00:00 Yes

Print Date: Friday, August 4, 2017 2:28:37AM Geresys Page 1 ol 1
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Sample Reports for Interaction Reporter

Interaction Process Automation Reports
Interaction Process Automation Reports

Interaction Process Automation Reports present information on your organization's business processes, compiling
and displaying information on those tasks that flow through your defined business processes.

50



Sample Reports for Interaction Reporter

Process Detail Report

The Process Detail report displays detailed information on the States of specific business processes. The details are
grouped by Process and Process ID, and displayed by process State, for the specified period of time.

The report details for the process include:
® Process name
® Process ID
e Dynamic Details associated with the process
e  Total work time on all agent tasks for the process
®  States associated with the process
e Date and time the state started
e Date and time the state ended
e  Duration of time the process was in the state
e Due date and time assigned to user to complete the task
e User or queue assigned to the task
® Pick up date and time the task was accepted by the agent
e |Length of time agent worked on the task
e Notes related to the instance of the process

. Interactions related to the instance of the process

Sample Report

51



% Process Detail

Sample Reports for Interaction Reporter

Diate Range: &2172017 12:00:00 AM - /2172017 115958 PM (Today)
Process: wbssignliser
Site - 1
wohssignUser
Process ID:  G9295588 String 1: Assign to User Todal Work Time | 000309
Slates Staned Erded Dratation [oE T Fiched Up Wik fife
Initial State B212017 74551 AM 00:06:-28 Sublolal | 00:05:09
ACD W Nest Ingeger: B9340, Sanng 1: B21201T 74830 AW 000347 el 212017 7:40:30 AM 0003
Assign o Usar
Adenin W1 test inseger: BO3E, Saring 1: 000240 cafe_user BZNR0NT T84T AM o000
Amsign io User, assign User
user?
Hotes
BR2AL201T 7:52 AM Inferaciion Process Aulomation Process Detail Page 1 of 1
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Sample Reports for Interaction Reporter

Work Items Report

The Work Items report displays detailed information on Work Items performed for a process. The information is
grouped by user and then by Work Item, and includes Dynamic Details related to Work Items.

The detailed information in the report includes:

Process name

Total Duration of time for all Work Items for the process

Total Work Time agents spent on all Work Items

Dynamic Details associated with the Work Item

Process ID

Date and time the Work Item started

Date and time the Work Item ended

Duration of time for the instance of the Work Item

Date and Time the instance of the Work Item was picked up by the agent
Length of time an agent spent working on the instance of the Work Item
Agent or queue assigned to complete a Work Item

Work Item name

Average amount of time the user or queue users spent working on the picked-up tasks associated with the
Work Item

Average duration of all the tasks associated with the Work Item

Sample Report
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Sample Reports for Interaction Reporter

{ ‘! .g-—-qr B = I TEmm 0 [
<5 Work Items .
o
Date Range: B21/2017 12-00:00 AM - B21/2017 115050 PM (Today)
Process: wpAssignliser
Site ID- 1
wgAssignUser
Reserigtion Brocess Sfareg Fogsd Duration Bighed Up Work e
cafe_user
Admin Wi Tomis: 1 00010 00-00-00
Axg Work Time:, 0 Aug Total Time: 00:02-19
st integer- £.038, Stng 1 Assign BE20E5EE B212017 T:45:30 AM 000210 BR12017 T4847 AM 00-00-00
10 User, Sasign Liser. user2
user?
ACDWI Jomis: 1 00-03:47 D308
foeg, Werk Time, 00:03:09 Byg, Total Time,  00:03-47
S212017 T:4552 AM B2U200T T4 AN 000347 SR12017 7:48:30 AM 000208

w5t integer: 6938, Swng 1 Assgn  BED55EE
o User

22017 751 AM Interaction Process Automagion Work Rems.

Page 1 of 1
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Sample Reports for Interaction Reporter

Process Summary Report

The Process Summary report displays information on your business processes sorted by Date/Time and Status. The
statistics are displayed by Process name and are summarized by Process ID for each instance.

The summarized statistics include:
e Dynamic Details associated with the process
e  Duration of time the instance of the process ran
e  Status of the instance of the process and reason for the status, if available
e Date and Time the instance of the process began
e Date and Time the instance of the process ended
e Agent or process that launched the instance of the process

e  Version of the instance of the process

Sample Report

> Process Summary

Diate Range: BT 12:00:00 AM - 82172017 11:59:50 PM (Today)
Process: wAsmignLiser
Site ID: 1
wpAssignUser | Executions: 1 Awg. duration: 00:06:45 |
FrocessID | Details !E,,"'h‘:',",i'f“"“ Status/Reason Start Date End Date| Staried by Version
DOZOSSEE | String 1: Assign 1o User DO.00-45 | Running | amiz0n7 7:45:50 AM | cate_user [
B212T 7:52 AM Intevaction Process Autemation Process Summary Page 1ef1
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Sample Reports for Interaction Reporter

Line Reports
Line Reports

The Line Reports display detailed statistics for lines and line groups.

56



Sample Reports for Interaction Reporter

(Graph) Calls Entered Line Group by Hour Report

This graph shows the number of inbound and outbound calls attempted on each line group for every hour of a

specified day.

This graph can be used to evaluate calling volumes throughout the day on each line group. Each line group’s call
volume is plotted for each hour to allow system administrators to see line traffic at a glance. Call attempts are
evaluated versus actual connected calls to give a true picture of line group activity.

Sample Report

(Graph) Calls Entered Line Group by Hour

Lime Groups. Al o
[ oVe
Diate Time Rangs: o 12:00:00 AM - 10IZ7/2015 11:50:59 PM Q GENEQYJ
Shift Times Of-00:00-23-56-50
Site 1D Rangs: Al
B Calls Entered by Hour
2400 -
2000 1
1600 Bl SimGateway
B simGatewayJNB
O SimGatewaylUK
1200 I SimGatewayYUL
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Sample Reports for Interaction Reporter

(Graph) Calls Inbound Entered Line Group by Hour Report

This graph shows the number of inbound call attempts per hour for each line group during an interval you specify.
This includes all inbound calls that reached a Connected state (that is, connected to the IC server, not necessarily

Client_Connected where an agent answered a call).

Sample Report

(Graph) Calls Inbound Entered Line Group by Hour
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Sample Reports for Interaction Reporter

(Graph) Calls Outbound Blocked Line Group by Hour Report

This graph shows all outbound blocked line group calls by hour. IC sorts the outbound calls by blocked line group
name.

Sample Report

(Graph) Calls Outbound Blocked Line Group by Hour
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Sample Reports for Interaction Reporter

(Graph) Calls Outbound Line Group by Hour Report

This graph shows the number of outbound call attempts per hour for each line group (LineGrouplD), during an

interval you specify. Outbound call attempts include all calls (for example, wrong or invalid numbers, and busy
calls).

Sample Report

(Graph) Calls Outbound Line Group by Hour
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Sample Reports for Interaction Reporter

(Graph) Erlang Study Report

This report gives line group usage in terms of Erlang or CCS (see below). These numbers can be used with Erlang
calculators to determine if the proper number of lines is available to handle the call utilization.

Simply defined, an Erlang is the total line usage divided by the number of seconds available on one line in one hour
(for example, one Erlang is equal to one full hour of conversation).

Sample Report

(Graph) Erlang Study
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Sample Reports for Interaction Reporter

(Graph) Percent All Lines Busy by Hour Report

This report graphs the percentage of all lines busy in a particular line group. This graph only shows times when all
lines in the line group are busy with activity and additional calls could not be placed in the line group. You can use
this graph to evaluate line traffic distribution and the need for line resources.

Sample Report

(Graph) Percent All Lines Busy by Hour
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o
Diate Tirme Range: 101172018 12:00:00 AM - 102772015 11-50:52 PM C GENESYS
Shift Times: D0-00:00-23-56:50
Site ID Range: Al
Percent All Busy by Hour
Fercentage
60.000
50.000
40.000 - SimGateway
- SimGatewayJNB
[0 SimGatewayUK
30.000 O SimGatewayYUL
O SIP Trunk Providers
-} TFN SIP Trunks
20.000 - TheBucalDialer
[\ .
0000 L Tt =t 4 Y o S

@@@@@@@@@@@@@@@@@@@@@@@@

O AT AT AT BT 0T @7 AT @7 07,00 AT 0T 0T W AT T i@ S A Al A

Nise: SRt B Inmee e 1 B St It Rl St ony. TR SR il NEE B uSERE 1N Gray SCaK o DEER S5 WhRe

Pret Date: Fricay, August 4, 2017 Z29005AM Genesys Page Bl

62



Sample Reports for Interaction Reporter

(Graph) Percent Line Group Busy by Hour Report

This graph plots the percent of report line groups that were busy by hour during the hours included in the specified
date and time range. Use this graph to evaluate line traffic distribution and the need for line resources.

Sample Report

(Graph) Percent Line Group Busy by Hour
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Line Activity by Hour Report

Sample Reports for Interaction Reporter

This report evaluates call activity on the lines in a line group on an hourly basis. It shows LinelD, start time,
duration, utilization, and out of service time. Because this report generates a large amount of data, you should
limit your view to a specific line group for a short duration.

Sample Report

Line Activity by Hour

1V17/2015 12:00:00 AM - 102772015 11:58:58 PM

Date Time Range:

2 GENESYS

Site ID Range: <All=

Activity Time Range: 00:00:00-23:50:50

Line Group % %

Duration % Total Awvg Call Calls Calls Out

Date / Line  Hour per Line Utilization Uilization Calls Dwration Out Ot Blocked

Site ID: 1

20131047

<Stations-TCP>
1 01:00:00 00:00 0.00% a 00:00 o 0.00% 0.00%
2 01:00:00 00:00 0.00% a 00:00 o 0.00% 0.00%
3 01:00:00 00:00 0.00% a 00:00 o 0.00% 0.00%
4 01:00:00 00:00 0.00% [} 00:00 o 0.00% 0.00%
5 01:00:00 00:00 0.00% a 00:00 o 0.00% 0.00%
[ 01:00:00 1000 0.00% 3 00:00 o 0.00% 0.00%
T 01:00:00 00:00 0.00% a 00:00 o 0.00% 0.00%
] 01:00:00 1000 0.00% 3 00:00 o 0.00% 0.00%
? 01:00:00 1000 0.00% 3 00:00 o 0.00% 0.00%
L] 01:00:00 00:00 0.00% a 00:00 o 0.00% 0.00%
n 01:00:00 1000 0.00% ] 00:00 o 0.00% 0.00%
12 01:00:00 00:00 0.00% a 00:00 o 0.00% 0.00%
13 01:00:00 1000 0.00% 3 00:00 o 0.00% 0.00%
1 01:00:00 1000 0.00% 3 00:00 o 0.00% 0.00%
15 01:00:00 1000 0.00% 3 00:00 o 0.00% 0.00%

Print Date: Friday, August 4, 2007 S:51:154M Genesys Page 10 265
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Sample Reports for Interaction Reporter

Line Group All Trunks Busy for Interval by Day Report

This report shows all intervals a report line group had when all lines were busy. Use this report to evaluate line

traffic distribution and the need for line resources.

Sample Report

Line Group All Trunks Busy for Interval by Day

2 GENESYS

Line Group Range: <Al

Date Time Range:

1017/2015 12:00:00 AM - 10/27/2015 11:58:50 PM

Site ID Range: <Al
Avg Maximum % of £ % Max

Line Group Lines Interval Duration  Awailable L] Total  Awg Call Calls Calls Out All Calls
DatefMime/Hour Available Start perLine  Duration Utilization  Utilization Calls  Duration Qut Out Blocked Busy Enterad
Site Id: 1
SimGateway
A0MTI2015

23 1 1:00:00AM 3000 N 0557 12.82% 5 o 5 100.00% 0.00% 0.25% 2
10172015 1 1:00:00AM 230000 230001 05:57 0.43% 5 o 5 100.00% 0.00% 0.25% 2
Print Date: Friday, August 4, 2007 Z03:44AM Genesys Page 10756
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Sample Reports for Interaction Reporter

Line Group ldentification Report

This report shows the line group membership and the line configuration information to assist configuration
management and problem resolution.

Sample Report

66



Sample Reports for Interaction Reporter

67

Line Group ldentification Report

o
Line Group Range: <Al D G E N ESYS
Site ID Range: <AlE=
Site ID 1 Reporting Flag On
Group ID TFN SIP Trunks Dial Group Flag on
Lineld Active Line Phone Number LineType Direction
INDSIMOAD1SD01-UDP Yes 3178723000 SIP Bath
Level2 MNa 8687771184
SimGateway Yes 8687771184
SimGatewayJMNB +2TBTE250880

SimGatewaylK
SimGateway LIL
SimLyncTieLine
TheBucaDialer
ThelLeveld

Print Date: Friday, August 4, 2017 10:32:30AM
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Sample Reports for Interaction Reporter

Line Group Least Used Trunks by Day Report

This report shows the least used lines for each reporting line group for a specified day. It displays the Line Group
ID, Description, Line ID, and the number of calls received on a particular line.

Sample Report

Line Group Least Used Trunks by Day

Line Groups: <Al

S GENESYS

Date Time Range: 1V17/2015 12:00:00 AM - 1002772015 11:58:58 PM o

Site ID Range: <All=

Lines Shown per Group: 5

Site: 1

A0MTI2015

Avg. Call Calls

Line ID Group ID Utilization Calls Duration Qut
SimGateway UL SimGatewayruL {0000 [} 0000 o
SimGatewayNE SimGatway.JNB 10000 1} 00:00 0
INDSIMIAT1S001-UDP TFH SIP Trunks 00:00 a :00:00 0
SimGateway SimGateway DEET 5 ozt E
ThelLeveld SIP Trunk Providers 3 Dz o
TheBucalialer TheBUCADIaler 113044 2,761 s a1
=<Stations-TCP=- - 00:00 a :00:00 0
<Stations-TLS= - {0000 [} 0000 o
=Stations-UDP= - 10000 1} 00:00 0
BulkCaller - 4D6:21:57 7,805 0305 o
DefauRsiP - 10000 a 0000 o

Print Date: Friday, August 4, 2017 Z:14:194M Genesys Page 10of 14
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Sample Reports for Interaction Reporter

Line Summary and Detail
The Line Summary and Detail report displays line statistics. These statistics are grouped and summarized by site,
line, month, week, day, and interval. From the summary page, click the date hyperlink to display the detailed
interactions. Line Summary and Detail statistics include:

e  Average number of lines available

e  Duration of time the line was in use

e Maximum duration a line was available

e  Total amount of time the line was in use

e  Percentage of time the line was in use

e  Total number of calls for a line

e  Number of outbound calls on a line

e  Percentage of outbound calls on a line

e  Average call duration on a line

e  Percentage of outbound calls blocked on a line
Sample report

Show Detail: False
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Sample Reports for Interaction Reporter

Line Summary and Detail 2 GENESYS
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Wt £24 1 1233 axs 1ZITae p2tnal ] AT 124 " LY maas [
gy 1 LiF4k--1- ] 200800 LR 000N -] -] 200N ec 0000 ] -0
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Show Detail: True
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Sample Reports for Interaction Reporter

Line Summary and Detail

Dete Tovs Tange FE0I0 1T 0000 AM - T80T 11 5 5 P
Humnsent By By ilsamm By Wash Nombae
how Demei- Trem

dume 1 4004432 AB0A04E RERLE (ST T S W MR ¥ s

Week €3 1 [ 2] BORAT 12 SOQITIE AN " (T - LIRTE"] [T .3

[ 1 1004010 1004012 [2E: L 2 1w L] [T 1030 L o
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BBEO1T 70000 AM 1 0030 003000 0300 100N L] o Ao 02000 Qors
80017 73000 AM 1 000 00:00-38 fOOTM  10000% L] 0 s 20:60:00 anrs
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GRI01T B0000 AM ] 003m 00300 -2 oo -] [T 00000 Qs
SR00NT 8:30:00 AWM 1 003200 0030400 00000 oo -] [T 000000 -1
RTT BIG00 AM 1 oM 003750 OOTEE Q0% L] LT Q05000 s
BRL0TT 00000 AM 1 o0 003000 ooeed  Qmo% L] 0 oM 02000 anrs
ARI0TT 00000 AM ] 003000 003000 -2 oo -] [T 02000 aors
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BBAOTT 1 1:06:00 AM 1 oA 003000 ooned A% ] 0 o 20:60:00 aners
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SRINIT 123000 P 1 5] 0030700 OOTEE A% L] o o 005000 s
et S 38917 15703 Garasp g s enind
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Sample Reports for Interaction Reporter

Line Group Summary and Detail
The Line Group Summary and Detail report displays line group statistics. These statistics are grouped and
summarized by site, group, month, week, day, and interval. From the summary page, click the date hyperlink to
display the detailed interactions. Line Group Summary and Detail statistics include:

e  Group nhame

e  Average number of lines available

e  Duration of time the line was in use

e  Maximum duration a line was available

e  Total amount of time the line was in use

®  Percentage of time the line was in use

e Total number of calls for a line

e  Number of outbound calls on a line

e  Percentage of outbound calls on a line

e  Average call duration on a line

e Maximum calls entered

®  Percentage of All Busy

e Percentage of outbound calls blocked on a line

Sample report

Show Detail: False
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Sample Reports for Interaction Reporter

Line Group Summary and Detail

Dt Time Sangs:

BI6/3000 17 0000 AM - R II037 11590 PM

3 GENESYS

Suteotal By By Month. By Weel umber

Show Datail Faza

S8 1D: 1 AvgLines | Duration Max Aval Calls Out AvgCall | MaxCalls | %ANSusy | % Out Blocked

Available | Per Line Duraticn Duraian Ertered
dd-hhomems - . -

Group: ™ 1 725% 125 n B80% 00:54:22 4 1.30% n.00%
May 1 R LT DOODO0 DO ] ] 0o Do:00:00 ] 0O0% o.00%
Week #13 1 0e:1323 02134 D0:00:00 D.00% ] o 0.00% DO:D0:00 1] 0.00% 0.00%
ST 1 031323 031324 DOO000  DOO% [} ] 0.00% 00:00:00 ] 000% a.00%
Sune. 1 BOFOLAI 23030123 EELE SN 5 "s ] 7EI% DO:5E:54 4 367% oo0%
Week #21 1 323 20:08 323.20:00 205133 E5.B3% L 3 0.52% 010628 4 0.03% 0.00%
BT 1 15:50:08 15:50:08 DO3IET  338% E] ] 0.00% 001030 2 oii% a.00%
ST i 18:3-00 18:30-00 B.00% [} ] 0.00% 0-D0-00 ] 0.00% a.00%
SR 1 20-00:00 20r00-00 22.00% z E] 1304% DOe2e013 4 1.83% 000%
ST 1 20:00:00 2000000 107 40% i) o 0.00% 01:04:30 3 138% Q00%
18017 1 2000:00 20:00:00 100 00% [} ] 0.00% 0:00:00 1 000% 0.00%
Week #24 1 T 1B Dd44 7150847 TIRN00  3249% L] ] BT 010237 3 10.00% a00%
112017 i 20300 2003000 IGO0 100.00% [} o 0.00% 00:00-00 i 0.00% a0r%
&12amM7r 1 22300 223000 07:00:00 EIREL o o 0.00% DCcD0-00 1 0.00% 000%
B132017 1 1:00:09:35 1:00:00:38 092623 IS 4 ] 0.00% 022200 1 39.21% a00%
143017 1 1:20:00:00 1:20:00-00 HABSD  IETI% 8 t] 25.00% 2B TE] 3 22.08% a.00%
15017 1 115700 1105700 0250 BT = 2 TAI% BO-08:11 : 1 054 a.00%
B1E2017 1 12000 13000 Da:51:87 41.24% 18 1 2.50% DO:29-33 2 Oo% 000%
enTauT 1 15:30:00 15:30:00 D0-00:00 000% Q o 0.00% DCe00-00 o 0.00% Q00%
Waak #25 1 [=r vl 0522 DO-00:10 D00 2 1 50.00% DOeD0-08 2 OLD0% 000%
7 1 18:00:00 18:00:00 DOOD00 D00 [} ] 0.00% £0:00:00 ] L1 0%
£132017 1 18:30-00 18:36-00 BOD0:00 COO% o ] .00% 00:00-00 ] 0.00% o.00%
[r i 1 1:30:00 :30:00 D0:-00:00 DLDD% o o 0.00% DOcDa-D0 o 0.D0% ao0r%
21017 1 20:.00:00 21:00:00 DOO000  DOO% [} ] 0.00% 00:00:00 ] 0.00% a00%
w3307 1 > Mz DOOB10 DO 2 1 50.00% 00:00:05 2 oo 0%
£21017 1 23000 23000 000000  D.OO% [} o 0.00% 00:00-00 ] 0.00% a0
242017 1 1:00-00-00 1:00:00-00 D0-00:00 DLD0% o o 0.00% oocDa-Do o 0.00% a00%

Prirk Diste: SI02017 2:00:154M ey gttt

Show Detail: True
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Line Group Summary and Detail

Sample Reports for Interaction Reporter

S GENESYS

Cote Time Range: 202010 L1000 AM - 5282017 11:35.39 M
Sutastal By, By Month. By Wesk Numbes
Shorw Denmit Trum
St I i A Lines | Desration Max Aveadl UEEEStiGR Total Calls Calls Cnat A Cal Max Calls | % All Busy | % Out Blocked
Available | Fer Line Duration - = 5 Duration Entered
Groug: ] 1 [T TR aTe0T 78w ) " I 4 130% 0.00%
May i =R 031324 DO:00-00  D.00% t ] 0.00% 000000 [] 0.00% n.o0%
Week #1E 1 o133 61324 LT (] ] 0.00% 00000 8 a00% 0.00%
samnT 1 D1%2Y 031324 000000  000% [} ] 0.00% 00:00:00 0 0.00% 0.00%
21T 100000 AM 1 003000 00:30.00 LR T [} ] 000% 00000 ] o0o% 000%
22017 10:30:00 AM 1 00:30:00 00:30-00 DO:0000 DO ] ] 0.00% 00:00.00 ] oo LT3
202017 11:00:00 AM 1 00:30:00 00:30-00 DO:0000  0.00% [} ] .00% 00:00-00 ] 0.00% o.00%
22017 11:30:00 AM 1 00:30:00 00:30:00 DO-D0:00 0.00% [} ] 0.00% 000000 ] 0.00% D.00%
5202017 12:20:00 PM i 002817 A7 D000 0D0% [} ] 0.00% 00000 ] 0.00% D.00%
522017 14253 PM 1 001708 0077 DO:00-00  0OO% [ ] 0.00% 000000 ] oo 0.00%
522017 200:00 P 1 003000 00:30-00 0O000 00O [} ] 000% 000000 ] ooo% DO0%
June: 1 23080113 23030123 4105404 MM% 15 ] THI% 005854 4 387% 0.00%
Wk #23 1 ITH0S 3232000 051330 A% 4 3 852% 010828 4 ned% 000%
weEnT 1 15:80:08 15:80-00 Do:31sT  33ex k] ] 0.00% 00030 2 oz 0.00%
82017 T-00-00 AM 1 0-30-00 £o-30-00 DE-ALDO  100.00% t ] [T 0000 1 00w o.o%
82017 7-30:00 AM 1 00:00:35 00:00-35 DO-00:35  100.00% [} o 0.00% 00:00-00 1 0.00% D.00%
BB201T A28 AM i 00:18:30 00:78:31 D000 0D0% [} ] 0.00% 000000 ] 0.00% D.00%
SBI2017 B-00:00 AM 1 00:30:00 00:30:00 DO:0000 DO [ ] 0.00% 00:00-00 ] 0o 0.00%
SII2017 0:00:00 AM 1 00:20:00 00:30-00 000000 DOdrs [] ] o0.00% 00:00-00 ] oo 000
812017 33000 AM 1 00300 00:30-00 0O0000  00O% [} ] o000% o000 ] 000% 0.00%
82017 18-00-00 AM i DO-A-00 00:30-00 BE-DO-D0 D.00% t ] 0.00% 0000 ] 0.00% D.00%
AB2017 10:20:00 AM 1 00:30:00 00:30:00 DO:00-00  D00% [} ] 0.00% 000000 ] n.00% D.00%
BB2017 11:00:00 AM 1 00:30:00 00:30:00 DO:0000  000% [} ] 0.00% 000000 ] 000 D.00%
01T 11:30:00 AM 1 003000 00:30:00 LT [} ] 000% 000000 ] ooo% DO0%
02017 1200:00 PM 1 003000 00:30:00 0O0000 DO [ ] 000% 000000 ] oo LT3
62017 12:30:00 PM 1 00:30:00 00:30-00 DO:0000  0.00% [} ] .00% 000000 2 0.00% o.00%
82017 1-00:00 PM 1 003000 00-30-00 booe30 217 3 ] o.00% 0o:00-20 2 IRILY n.00%
82017 1:20:00 PM 1 00:30-00 00:30-00 DO-D0-D0  DOO% [} ] 0.00% 00:00-00 ] 0.00% D.00%
Pane Do WESDET 150 1AM SaneEy rage L arer
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Queue Reports
Queue Reports

The Queue Reports display detailed statistics on Distribution Queues.
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Sample Reports for Interaction Reporter Help

(Graph) Abandoned Call Profile Report

This graph plots the number of abandoned calls during each specified interval of a specified date range. An
abandoned call occurs when a call is on hold while it is alerting on a queue and the caller disconnects. The caller
perceives the call is on hold. You may also define an abandoned interaction as when an interaction enters an
INACTIVE state without first entering CLIENT_CONNECTED state while on a queue. This graph sorts abandoned
calls by queue name and includes a summary graph page named Grand Total Sum All Queues.

Sample Report

(Graph) Abandoned Call Profile
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(Graph) Abandoned Call Profile
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Sample Reports for Interaction Reporter

(Graph) Answered Call Profile Report

This graph plots the number of answered calls during each specified interval of a specified date range. An answered
call occurs when a call is alerting on a queue and the agent picks-up the call.

This graph sorts answered calls by queue name and includes a summary graph page named Grand Total Sum All
Queues.

Sample Report
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(Graph) Profile of Average Speed of Answer Report

This graph plots the average speed to answer time of calls during each specified interval of a specified date range.
The speed to answer time is the time a call is alerting on a queue until an agent picks-up the call. The graph sorts
the average speed to answer time by queue name.

Sample Report

(Graph) Profile of Average Speed of Answer
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(Graph) Profile of Calls Abandoned in 1st Service Level Report

This graph plots the number of abandoned calls in the 1st service level during each specified interval of a specified
date range. An abandoned call occurs when a call is on hold while it is alerting on a queue and the caller
disconnects. The caller perceives the call is on hold. Also, you may define an abandoned interaction as when an
interaction enters an INACTIVE state without first entering CLIENT_CONNECTED state while on a queue. The
service level tells managers the percentage of calls answered within the goal of X seconds. Supervisors can set the
goal to 10 seconds, 60 seconds, or more depending on the environment settings.

This graph sorts abandoned calls in the 1st service level by queue name and includes a summary graph page
named Grand Total Sum All Queues.

Sample Report

(Graph) Profile of Calls Abandoned in 1st Service Level
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(Graph) Profile of Calls Answered in 1st Service Level Report

This graph plots the number of answered calls in the 1st service level during each specified interval of a specified
date range. The service level tells managers the percentage of calls answered within the goal of X seconds.
Supervisors can set the goal to 10 seconds, 60 seconds, or more depending on the environment settings.

This graph sorts answered calls in the 1st service level by queue name and includes a summary graph page named
Grand Total Sum All Queues.

Sample Report

(Graph) Profile of Calls Answered in 1st Service Level

Queue Range: <All» 2

Date Time Range: AW I772015 12-00-00 AM - 127016 11:56:50 FM 2 GENESYS
Activity Time Range: 00:00:00-23.50:50

St I0) Range: <AR>

Queue Name: Customer Service

S Number of Calls Answered in 1st Service Level
600.00

500.00

400.00

300.00

200.00

100.00

0.00 =
FAPP S PP PP LS PP LI PP PP F PP P G S TS L L LTS LLS
e F A LSS S s e g

P . B A -
& & T F T Y W b LIl ol R g g el ol L

Bt Date: Frigay, Augest 4, 2017 TIEITAM Genesys Page 54 of 280

81



Sample Reports for Interaction Reporter

(Graph) Profile of Calls Entering ACD Report

This graph plots the number of ACD calls entering a queue during each specified interval of a specified date range.
An entered call occurs when a call enters a queue regardless if it is answered, goes to voice mail, and so on.

This graph sorts the number of ACD calls entering a queue by queue name and includes a summary graph page
named Grand Total Sum All Queues.

Sample Report

(Graph) Profile of Calls Entering ACD
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(Graph) Profile of Maximum Wait to Answer Report

This graph plots the maximum wait to answer time of calls during each specified interval of a specified date range.
The wait to answer time is the time a call is alerting on a queue until an agent picks-up the call.

This graph sorts the maximum wait to answer time by queue name and includes a summary graph page named
Grand Total Sum All Queues.

Sample Report
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(Graph) Profile of Maximum Wait to Answer
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Queue Service Level

The Queue Service Level report provides the ability to see the summary and details of the configured service
levels, up to 12, in an absolute or cumulative view with a percentage option.

Sample Report
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Queue Summary and Detail

The Queue Summary and Detail report displays summarized statistical data along with detailed statistics on
Workgroup Queues. The statistics are reported, grouped, and summarized by any combination of Queue,
MediaType, Interval, Skill or DNIS. Data for calls Answered or Abandons is summarized and displayed when a
single service level configuration is present in the data selected, but is otherwise suppressed. The report also
displays a chart for Interactions Distributions and Service Level.

Sample Report
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Sample Reports for Interaction Reporter

Interaction Quality Manager Reports
Interaction Quality Manager Reports

The Interaction Quality Manager Reports display detailed information on quality scoring and calibration details.
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Calibration Details

The Calibration Details report displays a detailed assessment of the quality of an interaction. The report can be
grouped by Scorer or Scored individuals.

The detailed information in the report includes:
e  Number of Scorecards
® Average Score
e Highest Score
® |owest Score
e  Median Score
®  Score Variance
e  Scored User
e Recording ID
e Total Count
®  Variance
e Interaction ID
e  Total Talk
e Total Hold
e  Wrap-up Code
®  Scorer
e Total Score
e  Critical Score
®  Non-Critical Score
e  Pass/Fail
e Rank
e  Scoring User
e Scored User
e  Total Recordings
®  Variance
e Recording ID
e Total Score
e  Critical Score
®  Non-Critical Score
e  Pass/Fail

. Rank
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® Interaction ID

e Total Talk

e Total Hold

e  Wrap-up Code
Sample Report

Scored User

" - . &
= )
Calibration Details = GENESYS
Cute Time Apnge
Eroup Beport By
Carorarar Gny -1
Customer Service Abbrev
Numbsr of Soomcards: 0 Highest Score: 100.00% Median Score: TT.Ta%
Average Score T285% Lowest Seone: 24148% Score Varanes: Th.80%
100
02.65
@0 865.29
77.78
e 744
T0 8567
i - B0-88
e 50.00
g o 2444
L
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20
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o
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Calibration Details S GENESYS
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Calibration Question Group Details Report

The Calibration Question Group Details Report aggregates scores across all the scorecards for a question group and
identifies anomalies in the responses.

The detailed information in the report includes:
. Interaction ID Key
e Recording ID
®  Questionnaire Name
e  Group Name
®  Question Type
® Results
®  Question Sequence ID
e High Score
. Low Score
®  Score Variance
e  Number Scored

e Comments
Sample Report

Calibration Question Group Details
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< Calibration Question Group Details

Recording Date/Time: 10/177/2015 12:00:00 AM - 10727/2015 11:50:50 PM
Guestionnaire Name: Is not null Populating...
Workgroup Queue: Is not null
Interaction ID Key: 100126301080151021
Recording 1D: TB370F 14-5680-D0AS-8745-57 7400320001
Customer Service Abbrev
Intro/Gresting
. High Low Score  Number Results
D YesiNo Questions Score  Score  Variance — Scored Yes No NIA
1. Did the agent welcome the caller with the 1.00 1.00 0.00 1 1 0 ]
appropriate greeting?
2_ Did the agent say his/her name during the 1.00 1.00 0.00 1 1 0 ]
mitroducbon?
. , , High  Low Score  Number Results
o Multiple Choice Questions Score Score Variance Scored | gcoe  Count NIA
3. How did the agent sound in speakmng with the 00 100 0.00 1 1 0
customer?
This agent loves hisher job! 3.00 1
HelShe would rather be somewhere sise 0.00 L1
Just taking care of business. Nothing more 1.00 a
Pretty nommal 200 1]
Customer Service Skills
n ¢ High Low Score  Number Results
- -- Qu s Score Score Variance  Scored Yes No NiA
1. Did the agent repeat the issue back to the customer 1.00 1.00 0.00 1 1 0 ]
for verification?
. . : High  Low Score  Number Results
o Mu Choice Questions =
tiple Score  Score  Variance Scored Score Count NIA
2. How would you describe the agent’s understanding .00 100 0.00 1 1 0
of the issus/guestion(s)?
The agent displayed a deep understanding 3.00 1
Completely clueless 0.00 a
It book a few iries, but the agent eventually 1.00 o
figurad it out
The agent knew most of the answers 2.00 0
Hold Etiquette
: : High  Low Score  Number Results
- [z nrnmes Score  Score Variance  Scored| geore Count NIA
1. How many times did the agent put the customer on 17.00 17.00 0.00 1 1 li]
hold?
17.00 1
N " High Low Score  Number Results
o e Qu = Score Score  Variance  Scored Yes No NIA
2. [Dnd the agent follow the appropnate protocol for 1.00 1.00 0.00 1 1 0 0
placing the caller on hold?
Interaction ID Key: 100154138280151028
Recording ID: CBA11014-106E-DO2B-8745-57740D320001
Customer Service Abbrev
Intro/Greeting
This document was created using an EVALUATION version of ActiveReports. Only a licensed user may legally create
gt for e i protT o e e et ress st == =CitymsToTT—Sopyrght S
SA0Z0NT 78522010 GrapeCity. inc. ARIEE POl Page 1 of 4
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Calibration Recording Summary

The Calibration Recording Summary report aggregates scores across all the scorecards for a specific questionnaire
and identifies anomalies in the responses.

The detailed information in the report includes:
®  Questionnaire Directory
®  Questionnaire Name
®  Questionnaire Notes
e Media Type
e Recorded Date
e Recording ID
. Interaction ID Key
e Initiation Policy
e Recording Length
e Direction
e  Number of Scorecards of Questionnaire
e  Average Score of Questionnaire
e Median Score of Questionnaire
e Highest Score of Questionnaire
(] Lowest Score of Questionnaire
e  Score Variance of Questionnaire
e  Number of Scorecards by user for Group
e  Highest Score by user for Group
®  Average Score by user for Group
® Lowest Score by user for Group
®  Median Score by user for Group

e  Score Variance by user for Group

Sample Report
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Calibration Recording Summary
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‘Comparrson of Group Scores by User for Intro/Gresting
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Comparison of Group Scores for Questionnaire
2500
Monica ‘enancio
80.00
o 10 20 30 40 50 60 70 80 a0 100
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Questionnaire Details. | Interaction Details
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Comparison of Group Scores for Guestionnaine

Erik Skoog | .00
E1.00
il 10 20 k'] 40 50 1] 70 B0 90 100
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Deleted Recording Audit by Date Report

The Deleted Recording Audit by Date report is an Interaction Recorder report that displays deleted recordings by
Date and Time the Recording was deleted, and then by User ID.

Sample Report
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Deleted Recording Audit by Date

Date/Time to report on:

User ID{s):

<All>

/872014 12:00:00 AM - 22017 11:58:58 PM

3 GENESYS

Time [Local] IC UserlD Recording ID Comments
100112014
FAT20PM Jachyn. Spliare C20CF313-DD3IS-DOAE-BACE-01E
101412014
T5T20PM Shane.Chuvalas E2274D13-AETS-DOBF-BIAD-0A5
10/14/2015
250:01PM Brad Forsyihe SCO74513-CB23-D050-8CCS1AS  Recorded on 2014-01-10 15:42:57
Z50:01PM Brad Forsytne SC074813-F523-D024-8CC5-1A5  Recorded on 2014-01-10 15:42:58
10/30/2014
11:58:234M Brad Forgythe BBECA112-0384-DDSF-8B68-324
612412014
EAT:4AM John.Watkinson D4ATTA13-9899-D077-9970-665C
7212015
1221:02PM Russ.Johnson TAE4CB13744A-D06C-EB10-A19
B/TI2015
204:02PM Brad Forsythe SCIFFB13-ABEC-DOE2-8586-301  Recorded on 2015-08-07 17:53:44
Print Date: Thursday, August 10, 2017 7:4%:35AM Genesys Page 1071
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Sample Reports for Interaction Reporter

Deleted Recording Audit by User Report

The Deleted Recording Audit by User report is an Interaction Recorder report that displays deleted recordings by
User and then by Date/Time the recording was deleted.

Sample Report

102
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Deleted Recording Audit by User

S GENESYS

Date/Time to report on: &/8/2014 12:00:00 AM - 8/0/2017 11:50:50 PM
User ID{s): <All=

Deleted on: Recording ID Comments
Brad.Forsythe

103072014 11:58:23AM

872015 2:04.02PM

10142015 2:50:01PM

10142015 2:50:01PM

Jaclyn. Spillane
102014 X17:20PM

John.Watkinson

G242014 817 34AM

Russ.Johnson

T212015 1221:02PM

Shane Chuvalas

101472014 7:57:20°M

Print Date: Thursday, August 10, 2017 8:4B38AM

103

BSECAT13-0384-DD5SF-8568-324,
SCIFF813-AEEC-DOE2-968E-301
SCO074813-CB23-DOSD-BCCS-1A5

SCOT4513-FI23-DO24-5CC-1A91

C20C5913-DD35-DOAE-8ACS-015

DAATTA13-9809-DO7TT-83970-60

T4E4CH13-T44A-D0SC-E610-A19

E2279013-AETI-D0SF-89AD-0A0

Genesys

Recorded on 2015-08-07 17.53:44

Recorded on 2014-01-10 15:42:57

Recorded on 2014-01-10 15:42:58

Page 1011



Recorder Questionnaire Detail Report

This report provides detailed information about each questionnaire included in the range. It enables supervisors

Sample Reports for Interaction Reporter

and managers to analyze all of the questions, score ranges, types of questions, weights and other possible values

available in a questionnaire. Since the Questionnaire Builder application does not provide a way to view all of
these details on one page, this report provides the best way to analyze all of the questionnaire information in a

consolidated format.

Sample Report

Recorder Questionnaire Detail

Questionnaire Range or List <All>
Questionnaire Group Mame Range or List : <Al
Questionnaire Question
Min Max Possible Answer
Score Eoom Type Min Max Waight  Poasible Answer Text Valse
Naimia : April Dema Gusstionain 1
o a
Group 1 Test
Text - Dud the agent wse the cormect company gresting
TrueFaks o 1 L]
Yes 1
Mo Q
Text : Dud the agent qualify the customer using the CLASSIC sales technique?
TrusFalse o 1 o
Vs 1
Mo a
Text : Dad the agent complete the notes on the acoount as required and to the expected
standard?
Mukpie Choes o 3 1
Excalient notes and detsil 3
A gapacid 2
Balow sapactanon 1
Mo rotes @
Text : Did the agent complete a follow up work for the call >
TrueF alse o i a
Ve 1
Mo a
Namie : Brand Loyalty SmartFriend Perfomance
o 500
Problem Resolution Time
Print Date: Friday, Augest 4, 3017 10-13-500M Genesys Fage 1 0f58
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Recorder Scoring Summary Report

This report summarizes the questionnaire scores for each Interaction Recorder questionnaire in the specified
range. It lists a summary line for each scored recording under each questionnaire name included in the

report. Recordings that have not been scored will not appear in the list. The summary line provides an overview
of how an agent performed on each recorded, scored interaction in the range.

Sample Report

Recorder Scoring Summary

Guestionnaire Range or List <All=
User Range of List : <All=
Date Time Range or List : 10MTR2015 12:00:00 AM - 1012772015 11:59:59 PM

[Datetiome of recording not the date of the scoring)

* : Used for calibration
Quession Cueston
nae Min e Mas

Hame - ~ IC Usar Tite Recording Dabe Meda Score  Percaniik Bank
Score Score
Cartemer Service Abbrey
o L] Paecy Bowman Cal, Parcy Bowman on Cal 7 v c
WRA201S 12 240AM
0 9 Paezy Bowman Cal, Paroy Bowman on cal : = 8
W0RA2NS 105858PM
o ) Percy Bowman Cal, Percy Bowman on Cal g -] B
102T2018 T2308PM
L Saephen Waher Cal, Stephen Wadter on Cat e & A
0212015 S 18AM
Avg Cuestionnaine Name Scone: s
Grand Total Avg Quesiionnaire Name Scon 12.50
Print Date: Friday, Augest 4, 2017 22500AM Genesys Page 10f1
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Recorder User Scoring Summary Report

This report summarizes the questionnaire scores for each IC user and Interaction Recorder questionnaire in the

Sample Reports for Interaction Reporter

specified range. It lists a summary line for each scored recording under each user name included in the
report. Recordings that have not been scored will not appear in the list. The summary line provides an overview
of how an agent performed on each recorded, scored interaction in the range.

Sample Report

Recorder User Scoring Summary

Guestionnaire Range of List
User Range or List :
Date Mime Range or List :

<All=

<All»

10172015 12:00:00 AM - 100272015 11:55:59 PM

[DateMime of reconding nat the date of the scofing)

** ; Used for calibration

Guesson Cueson
nare Mn nasine Mas =
IC User = M Tise Recording Date Weda Score  Percentile Rank
Soom Score
Percy.Bewman
o L] Cumtamer Senvics Cal, Percy Bowman on 10202015 Cal 7 ko) c
Ankrew 10202015 12227 48AM 12224080
0 L Customer Senvice Cal, Parcy Bowman on e T o Cal L] [ ] B

Stephen. Walter

Print Date: Fnday. Augest 4, 2017 22142AM

Aneewy
Customar Senvics
Airov

Customar Sennce
Anbrov

10202015 1048%6PM
Cal, Parcy Bowman on
TS TIZ0EPM

Cal, Stphen Waitar on
0212015 4 10AM

Avg Questionnaine Name Scone:

1a1a0s cal
TaI10AM

Avg Cuestionnaine Name Scone:

Grandg Totsl Avg Cusstionnare Name Scone

Genesys

TET

Page 1
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Quality Scoring Details
The Quality Scoring Details report displays detailed information on quality scoring, grouped by recording and then
by Questionnaire. The report shows: if a Questionnaire was marked for Calibration; if there were critical questions,
and their scores; and if questions were marked N/A during scoring. The report also displays comments attached to
questions during the scoring process. The detailed information in the report includes:

e Recording Date

e Media

®  Questionnaire Name

®  Passed/Failed results

e Recorded User ID

e Form Score

e  Percentile

e Rank

e Scored User ID

®  Question Group

. Importance

®  Question Text

®  Question Answer

(] N/A indicator

e  Score: Min., Max., Answer

Sample report
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Quality Scoring Details 3 GENESYS

Cbe Time fange: EOALTIO1S 120000 AN - DIT) 200 115550 B

Recorded User ID: Stephen Waler Form Score:  I7.00 Percentile: 5500 Rank: A
Soored User iD: Stephen Wakor
Question Group:  Im/Greetng Scare
Text Answer NA Min Max Answer
Requirsd Didl the agent welcome the caller with the appropriase gresting™ fas oo 100 100
Required Diid the agent say his/her name during the introduction? Tes o.oa 1.06 1.00
Requined How did the agent scund in speaking with the cusiomer? This agent loves hisfher jabl o.oo 300 30
Question Group:  Customer Service Skills Score
Question Text Guestion Answer NA Min Max Anawer
Reguired Did the agent repeat back 1o the for T Yos oo 100 100
Required Hew would you desoribe the agent's v of the i i The agent displayed a deep o.oa ana EX
understandng
Question Group:  Hold Esgustie Seore
Text Anzwer WA Min Max Answer
Peguined How many times did the agent put thie customer on hold® 17 1.00 20000 17.00
Required Diid the agent follow the sppropriate protocol for placing the caller on hold? Yes o.oa 100 1.00
Mame: T Saervice Abbrew
Recorded User ID: Peroy Bowman Form Score: 800 Percentile: 8886 Rank: B
Sooded User ID: Fancy Bowman
Question Group:  Imro/Gresng Soore
Importance Toxt Guestion Answer WA Min Max Answor
Required Diid the agent welcome the caller with the appropriate greeting™ fes o.oa 100 1.00
Feguired Did the agent say hisher nams during e intreduction? Yeou oo 100 1.00
Reguired How did the agent sound in speaking with the cusiomer? Pratty normal oo 3oo 200
P Bute: 0Ny, ARt 2007 D2S1aM senen L T

108



Sample Reports for Interaction Reporter

Tracker Reports
Tracker Individual Detail Report

This report displays an individual's detailed information, such as Organization, Type, Street Address, City, State,
Zip, Country, and iAddress.

Sample Report

Sored Ei)l. Lastranme &hd Firstname
2 GENESYS

Last Name Range and Discrete <At Location Range and Discrete <All>

First Name Range and Discrete <Al City Range and Discrete : <Al
Organization Range and Discrete : <All> State Range and Discrete : <Al
Default iAddress Range and Discrete - <Al Postal Code Range and <All>
Organization Type Range and Discrete : <Agl> e
Active Range and Discreie [No=0.Yes=1) <Al Country Range and Discrete - <All>
Application ID Range and Discrete - <All>

Site ID Range and Discrete : <All>

Last Name:

FirstMame:

Individual Details
Type Or ganization Location IC User Name Title Middle Name  Gender Active Application ID Site ID

Emarmal - - - - - - Yes - [

lAddress Type Busimess Business 2 Home Home 2 Assistant

Phone -

Email :

Wil - - Mame :

Print Date: Friday. August 4, 2017 10:14:10AM Genesys Page 10 1.2
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Tracker Individual Summary Report
This report displays interactions between a user and individuals from a specific location or organization.

Sample Report

Serted By: Lasiname and Firsiname
2 GENESYS

Last Name Range and Disorete - <Al City Range and Disorete - <All>

First Mame Range and Discrete : <Al State Range and Discrete : <All=

Organization Range and Discrete : <Al Postal Code Range and <All>

Discrete :

Default Address Range and Discrete - <Alb>

Organization Type Range and Discrete <Al Country Range and Discrete : <Al>

HBctive Range and Discrete <Al

{Ho=0:Yes=1)

Application ID Range and Discrete - <Al

Site ID Range and Discrete © <Al

Last Name First
OrganEation Type Street Address City State Ip Country iAddress

Exiemal -
Irteraciive Intedigencs 4.0 I Liser . - . - 15001
Interactive Indedigencs 4.0 iC Uner E - - E E 20001
Intgractive Indedigence 4.0 i Ugar = - - E = 202
Ircractivg Intedigence 4.0 I User - - - - - 0003
Interactive Inedigancs 4.0 I User - - - - - q46
IrErastive Ireligencs 4.0 i User - = - - = 247
Interacling Intedigence 4.0 I User . = - - - 228
Print Date- Friday. Avgust 4, 2017 10333240 Genesys Page 10T
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Tracker Interaction Segment Detail by IC User Report
This report displays detailed interactions by IC User.

Sample Report

Sarted By: IC USER and Date Time 5
B GENESYS

IC User Range and Discrets: <All> First Mame Range and Discrete: <Al
Date Range and Discrete: 10/17/2015 12:00:00 AM - 102772015 11-50:59 Last Name Range and Discrete: <AR>
P
Type Range and Discrete: <All=
Location Mane Range snd Discrete: <AE>
Diisplay Mame Range and Disorete: cAll» Organization Name Range and Disonete: <AR>
\Address Range and Discrete: <Al Incadent I Range and Discrete: <A
Duration Range and Discrete: <Al Confference ID Range and Discrete: AR
Direction Range and Discrete: =All> Segment Type Range and Discrete: <Al
Workgroup Range and Discrete: <Al Interaction ID Key Range and Discrete: <Al>
Account Code Range and Discrete: <Al Site ID Range and Discrete: <Al
How Ended Range and Dvscrete: <All> Station Range and Discrete: <AE
City Range and Discrete: <All> Wirap-up Code Range and Disorete: <AE»
State Range and Discrete: =All>
Postal Code Range and Discrete: <All=
Country Range and Discrete : <All>
IC USER Lo
Diate Tiene AN2020135 10:32:02 AM
Type Segment Conference
Duration  Direction D Account Code Workgroup Sie ID Segment Typs Interaction 1D Key
(="} 100 N 1001210523 - IMEUTANGE AJSNE 1 COMBmns: 1061201082260 15 1020
Print Date: PRy, August 4, 2017 SE1S1AM Geoeupn Fage 10033,143
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Tracker Interaction Segment Summary by IC User Report

This report displays a detailed segment summary report for the IC Current User.

Sample Report

2 GENESYS

Sarted By: IC USER and Date Time

IC User Range and Discrete: <All» First Mame Range and Discrete: <Al
Date Range and Discrete: 11772015 12:00:00 AM - 1¥IT2015 115058 Last Mame Range and Discrete: <A
PN

Type Range and Discrete: <All>

Location Name Range and Discrete: <All>
Display Mame Range and Diccrets: <All> Crganization Name Rangs and Discrete: <AR>
lAddress Range and Discrete: <Al Incident ID Range and Descrete: AR
Duration Range and Dizcrete: <All> Conference ID Range and Dizcrete: <Al
Direction Range and Diserete: <Al Segment Type Range and Discrete: <AR=
Workgroup Range and Discrete: <All> Interaction ID Key Range and Disorete: <Al
Account Code Range and Discrete: =All= Site ID Range and Discrete: <A
How Ended Range and Discrete: <All> Station Range and Discrete: <Al
City Range and Discrete: <All> Wirap-up Code Range and Discrete: <Ali>
State Range and Discrete: <Al
Postal Code Range and Discrete: <All»
Country Range and Disorete - <All»

Segment Initgr

Type DiaieiTirne: Duration Type Initister |address Respondent Fespondent lAddress
IC USER Unkivown
Diate Tifme 10202015 10:32:02 AM
(=" IRA0205 1IT02 AN 12:00 Confererce RUSE JOnnEon L kt] "IAADOE IN #13TaITIE8
Date Tima AUH2N1S 1:35:26 PM
=] 10212015 1:35:28 P 04:49 Confererse Howars Frenis Ly Thompa GH gF:. Loy T

Print Dt Friday. Avgust 4. 3077 10144840

Genaeys

Page 100 3,806
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Tracker Location Detail Report

This report displays a location's detailed information.

Sample Report

113

2 GENESYS

Sorted By: Location and Organization

Location Range and Discrete : <All> City Range and Discrete : <All>
Organization Range and Discrete : <Al State Range and Discrete ; <Al
Default iAddress Range and Discrete © <All> Postal Code Range and <Al
Discrete :
Organization Type Range and Discrete - <Al
Active Range and Discrete <Al Couniry Range and Discrete <Al
(No=0:Yes=1)
Application ID Range and Discrete : <Al
Site ID Range and Discrete - <Al
Location : Brisbane
Type Organization Actve Application ID Site ID
Cugtomel Tes! Company Name Y&
LAddress Type Businesd Business 2
Phane :
Email -
Fax -
URL :
Address Type Strest State Postal Code Country
Business :
Shipping -
Billing -
FRemarks
Print Date- Frigay. Avgust 4. 2017 T1GITAM Genesys Page 1of 18



Tracker Location Summary Report

This report displays a location summary.

Sample Report

Sample Reports for Interaction Reporter

S GENESYS

Sorted By: Location and Organization

Location Range and Disorete - <Al City Range and Dizcrete : <Al
Organization Range and Discrete <Al State Range and Discrete - <Al
Default iAddress Range and Discrete : <Al Fostal Code Range and <Al
Discrete -

Organization Type Range and Discrete - <hl>
Active Range and Discrete <Al Couniry Range and Discrete Al
(No=0-Yes=1)
Application ID Range and Disorete : <A lb>
Site ID Range and Discrete - <Al
Location Type Owganization Street Address City State Tip Country tAddress
Brissare Customer  Test Company Mame
Criombl Pamner L, ]
nmLoc1 Zystem hmeg1
Pauten Parmer KPN Wromeme SEnaR 5 Facaten Utrecht 3991 AR NegENEN
Iranapois. Customer  Stage Two
Iradlanapots Irtemal Imeracive ImEligence

40
Insanapois. Vienor IMIN TES! Interachve Way Inmanapoes L] A53TH s +1317T1 58020
Inferaciive Intesigence Intemal Interactive Ineligence -
Kylv PETEr T-iMegran W ONELNIRGvER Y A Bl Kyt #3042 L8005
Eyiv Pamel My Ofg -
Ey Pamer My_Ong
Locatsnsame Interral CrgancalionName
MW 285N Extéfns Dalacam
B GiEweniage PaTe L] WLAAAeE 12 B GraeTagE Zuid Hol &nd ZEIECK  negenana
Sacramenin, CA inemal Imeractive Meligence

4n
San Francsco Cugtomer  ABC Company -
Zostesrnees Pamer KRN Romigeniaan T8 Zostermess Zua Hotand ITMS0N  Megenana

Total Locations :

Print Date- Friday. Avgust 4. 3077 TiS40AN

17

Page 1o 1
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Tracker Organization Details Report

This report displays an organization's detailed information.

Sample Report

115

racker Organization Details

Sarted By: Locaton and Organization

Organization Range and Discrete :
Default iAddress Range and Discrete -
Organization Type Range and Discrete

Active Range and Discrete
(No=0-Yas=1)

Application ID Range and Discrete

Site ID Range and Discrete -

<Al
<he
<Al

<Al

<Al

2 GENESYS

City Range and Discrete :
State Range and Discrete ;

Postal Code Range and
Discrete :

Couniry Range and Discrete ;

<All=

<Al>

AN

Ovganization:  ABC Company

Qrganizabion Detaks
Type

Cusscemer

IAddress Type Business

Yes

Business 2

Appiication ID

Site ID

Phone

Address Type Strest

State

Postal Code

Couniry

Business - 1234 My Way

Shipping -

Billing :

Print Date: Friday. Avgust 4. 3017 ZI535AN

CA

Genesys

Sage 1 of 32



Tracker Organization Summary Report

This report displays an organization summary.

Sample Report

Sample Reports for Interaction Reporter

=S GENESYS

Sorted By: Location and Organization

<Al

Organization Range and Discrete : City Range and Discrete - <Al
Default iAddress Range and Discrete - <Ak State Range and Discrets * <Al
Organization Type Range and Discrete <At Postal Code Range and <Al
: Discrete -
Bctive Range and Discrete <Al
No=0_Yes=1
! ) Country Range and Discrete : <Ali>
Application ID Range and Disorets - <bE>
Site ID Range and Discrete : <Al
Postal
Organization Type Streot Mddress City State Code  Couniry iAddress
ABC Company Cusiomer 1234 ey Way San Jose CA . . .
ACME Inc Customet 123 Swat Indianapoils ™ o1E1E01 us -
Ay Tech managemant Customet - . . -
Advanced Teoh Manageme Customar Thames Cermral Hafeid Road Slough Berishre SL1 1AE L O7T34453500
Ama AS Customet Brymsalan 2 osin Oeio DEDE Norway io@atea no
Bzmatica Fariner - . . - =
can Extemal Cale B Progress No 8200 San Salvader El Samasor 00008 - 011 22503484 484
Datacom Extemal 210 Federal Sireet Auckiang . 01 orw ZRaiand SE40Z1XMET
Darve’s House of Chicken Cusiomer - 317) BE-CTT
Darve’s House of Lobeler Cusiomer - - E A7) &18-5008
EDIT, Inc. Customer TEX imeracive Way Indlaragols
Gabiosky Inc Syste™ 144 WhSiler Dr Fremoni HH (i ST T =
ARGt Sysiem -
IBC Vieather Exiemal Indiznapals ] . N7 2222992
[ Vendor = -
Irspirea T ages Customer - . . =
Irferactive Inbedigence remai = = =
Irferactive Inbeligence 4.0 rema - . . -
Irferactive Inteligence France Customer 13 rug Camiie Desmouirs IS5y 146 WDUInGIE —— 2130 France £33188002317
Saing
Inferaciive Light Bengess Customer Scranion B8 15408 = rasCUSORNCaius@gmal.
T-integraset Partner Kyl - faoos = =
Print Date: Friday. Aegust &, 2017 Z31:334M Genesys Page etz
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User Reports
User Reports

The User Reports display detailed information about user availability, user interactions, and fax interactions.

117



Fax Detail Report

Sample Reports for Interaction Reporter

The Fax Detail Report displays detailed data for fax interactions for the specified date and period of time. This
report includes:

Processing Date and time

Fax Direction

Envelope

Fax ID

Remote Number

Remote CSId

Duration of the fax transmission
Number of Pages in the fax transmission

Transmission Speed for the fax

The report also displays information on the Total Inbound and Total Outbound fax transmissions including:

Succeeded fax transmissions
Failed fax transmissions
Total fax transmissions
Duration of fax transmissions

Average duration of fax transmissions

Sample Report
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o

- Fax Detail
o

Date: 10/17/2015 12:00-00 AM - 107272015 11:50:50 PM
Sender: NiA
Processing Date | Direction | Envelope | Fax ID Remote Number
10720215 12:58:45 PM Inbound 1001217300 1001217205
| Suceeeded Failed Totadl Duwration| Awg Duration
Todal Inbound 1 1] 1 D0:00:27 00:00:27
Total Qutbound [ ] 0| D0:00:00 00:00:00
Tntal| 1 1] 1 D0:00:27 00:00:27

119

This document was
infractions or addre

ated using an EVALUATION version of ActiveReports. Only a licensed user may legally create reports for use in production. Please report
questions to sales@grapecity us.com. Copyright @ 2002-2010 GrapeCity, inc. All rights reserved.

BAD2017 T:40 AM

User Reports

Fax Detail

Page 10f2



Fax Summary Report

Sample Reports for Interaction Reporter

The Fax Summary report displays a summarized view of statistics for each user on the Total Inbound and Total

Outbound fax transmissions within the specified period of time. The report statistics include:

Number of Succeeded fax transmissions
Number of Failed fax transmissions
Total number of fax transmissions

Total Duration of fax transmissions

Average duration of fax transmissions

Sample Report

<5 Fax Summary

Sender: Shane Chuvalas

Date: 10/17/2015 12:00-00 AM - 10/27/2015 11:50:50 PM
Sender: M/A Site ID: 1
Succeeded Eailed Total Duration| Awg Duration|
Total Inbound i 0| 1 00:00:27 00:00:27|
Total Cutbound [ 0j 0 00:00:00 00:00-00)
Total 1 0| 1 00:00:27 00:00:27|
Site ID: 1

Duration| Awg Duration|

Succeedad Eailed] Total)
Total Inbound ] 0j 0 00:00:00 00:00-00|
ZTotal Cutbound| 0 1 00:00:29 00:00:28)
Totall 0 1 00:00:29 00:00:28)

This document was created using an
infractions or address questions fo sales:

UATION version of ActiveRep
grapecity us.com. Copynght

Only a licensed user may legally create reports for use in production. Please report
2-2010 GrapeCity, inc. All rights reserved.

BMO2017 T:53 AM User Reporis

Fax Summary

Page 1 of 1
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Sample Reports for Interaction Reporter

Fax Envelope Detail Report

The Fax Envelope Detail report shows all detailed activity of a specified envelope ID, including direction, time,
remote number, fax ID, envelope ID, and call ID.

Sample Report

121



Sample Reports for Interaction Reporter

2 GENESYS

Diate Time Range:
Envelope Range: <Al

Shift Time Range:

10M72015 12:00:00 AM - 10/27/2015 11:50:50 PM

00:00:00-23:52:59

Site ID Range: <All=
Success Flag : 5F
Site ID: 1
Envelope ID: 1001217304
DateiTima Fax ID Call ID Kay Direction Success/Fallure Remote Number Fallure Typs
10202015 1225545 PM 1001217303 1001218314601 510 Cutbound FUCCEEE Se5TITIEL ‘SUCCEES
Numiber of Faxes: 1 Humber Cut Faxes: 1 Mumber Ingoming Fassc: b
Avg. Duration [khonmoes]: i [ Avg. Dutbound Duration: ‘D029 Avg. Inboursd Duration: 00D
Envelope 10: 1001217309
DateTima Fax ID Call I Kay Direction Succesa/Fallure Remote Number Fallure Type
102002015 1225545 PM 1001217305 1001216315601 510 Inbound SUCCRES: - SUCCESS

20
Hurnber of Fanse: 1 Humber Curt Faxsc: 1] Humiber Iroceninig Fazsc:
Avg. Duraticn [khonm:oze): 0037 Avg. Outbound Duration: :00c00 Avg. Inb-ound Duration: 0027
Site ID : 1
Number of Faxes: 2 Number Out Faxec: 1 MHumb=2r Inooming Faxe<:
Avg. Duration [Whonmoss): 0028 Avg. Dutbownd Duration: ‘D29 Awg. Inbound Duration: 0027
Frint Caade: Friday, Asgust & 2097 101 3:36AK Ganasys Page 1071

122



Sample Reports for Interaction Reporter

Fax Failure Detail Report

The Fax Failure Detail report shows detail of the fax failure activity by date, direction, and envelope ID, with status
being defined as failed transmission. This report is limited to failure information, since fax failures may have issues
that need to be addressed.

Sample Report

123

Date Time Range:

Shift Time Range:
Site ID Range:

Success Flag:

00:00-:D0-23:59:58
<All=

Fax Failure Detail

214/2014 12:00:00 AM - BM472017 11:50:50 PM

2 GENESYS

Site ID: 1

Date: 10/3072015

Fallure

Ennvel o Directicn Remote Numibsar Fallura T Ratries

Time o Attampt ype To Hamsa
31506 PM 1001828373 Inbong - o SUCCEss -
Humiber of Faxss: 1 Humber Dut Faxss: D Humibser Ingoeming Faces: 1
Avig. Duraticn [hhommoesl: 0025 Awg. Curtbownd Duration: 0000 Avg. Inbound Duration: 009
Site ID Totals: 1
Hurmiber of Fawse: . Humber Dut Faxes: o Humbsr Inooming Fames: i

- R— Avg. Cwtbownd Duration: .
Avg. Duration (Rhmmozz]: e 0000 Awg. Inbound Duraticn: -a0e28
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Fax Failure Summary Report

The Fax Failure Summary report shows a summary of the fax failure activity for each envelope ID. This report
displays the last failure for each envelope ID, and is limited to failure information, since fax failures may have
issues that need to be addressed.

Sample Report
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Fax Failure Summary

Drate Time Range:

Shift Time Range:

Site ID Range:

Success Flage

21472014 12:00:00 AM - B/147°2017 11:50:50 PM

00:00-00-23:53:58

<All=

F

2 GENESYS

Site ID: 1
Date: 10/3072015

Humber of Faxss:

avg. Dursticn (hh-mmoes):

Site ID Totals: 1
Humber of Faxse:

avg. Dursticn (hh-mmoes):

Humbar Out Faxss: b
D025 Avg. Cwribownd Duration: 0000

Humbar Dut Fawss:

Avg. Cwtbownd Duration:
20028 00100

Print Daie: Monday, August 14, 2017 7S2:05AM GEFES]-E
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Sample Reports for Interaction Reporter

User Performance Summary Report

The User Performance Summary report analyzes users and agents and their interaction activity. The report displays
both ACD and non-ACD summary information for a user. The report template provides flexible column placeholders
to display statistics such as Transfered, ACD Loggedln, DND, and Occupancy, and the template also provides
flexibility to order report groups based on User, Queue, and Media Type.

The User Performance Summary report displays detailed agent statistics, including:
e  The number of interactions offered
e  The number or percentage of interactions answered
e  The number or percentage of flow outs
e The average duration for talk time
® The average duration for hold time
e The average duration for ACW
e The average duration for handle time
e  The number of Non-ACD inbound interactions
e The average duration of Non-ACD inbound interactions
e  The number of Non-ACD outbound interactions
e The average duration of Non-ACD outbound interactions
e  The number or percentage of transfers
e  The duration of DND
e The number or percentage of holds

e The number or percentage of local disconnects

Sample Report
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User Performance Summary
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Sample Reports for Interaction Reporter

User Call Detail

The Crystal User Call Detail report displays per Agent, per day, information on interactions such as: Initiated and
connected date/time, media type, direction, interaction type, remote number, remote name, interaction duration,
hold time and account code.

Sample Report

User Call Detail 2 GENESYS
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User Call Summary

Sample Reports for Interaction Reporter

The Crystal User Call Summary report displays per Agent, summarized data such as: Number, duration and
average duration of interactions. Also for Inbound and Outbound interactions, displays the number, duration,
average duration and call type (External or Intercom). This is presented on a tabular way for each day on the
selected date time range of the report. In addition, the report shows a comparative chart of percentages of

Interaction Directions within the period of time for the user.

Sample Report
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Sample Reports for Interaction Reporter

User Availability

The User Availability report combines the legacy User Availability Summary and User Availability Detail reports into
one report. The layout has changed slightly to accommodate the graphs and charts from both reports.

The User Availability report displays per user:

A pie chart representing a summary of ACD vs Non-ACD durations on the datetime period of the report

A comparative chart of the summary of time on each of the following status groups: Available, Break,
Follow Up, Unavailable and Training

A table with the following activity data per day: first Logged in time of the day; total Logged in duration;
total Non ACD duration; total DND duration; total ACW duration; total duration on available status;

duration on break status; duration on follow up status; duration on unavailable status; and duration on
training status

The users' daily availability detail is suppressed by default. The user can display the detail by double
clicking the corresponding Date Field. When selected, a new tab is opened displaying two tables. The first
one is a summary table with grouped status keys, including the duration of each status key and the

frequency of these status keys. The second table gives detailed information on the changes of states per
day within the date time range

Sample Report
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Sample Reports for Interaction Reporter

User Productivity

The User Productivity report displays user and team data grouped dynamically by User, Queue, DNIS, Media Type,
or Interval in any runtime specified grouping order. The report displays counts and percentages of interactions
Offered, Answered and Abandoned, Flow Outs, and Transfers. Also provided are the durations and averages of
Talk, Hold, ACW and Handle times as well as counts and averages for inbound and outbound Non-ACD calls.

Note

This report, while similar in format and columns available, differs from the Queue Summary and Detail report in
that the metrics are calculated using agent level data rather than workgroup level data. It is inaccurate to
compare or equate the Queue and User reports with one another. For example, an Offered interaction in the User
Productivity report will display the number of calls that were offered to a specific user, while as an Offered
interaction in the Queue Summary and Detail report will show the number of calls that were presented to a
specific workgroup queue (prior to being presented to an agent).

For further explanation on how interval queue data is formulated, see the PureConnect Data Dictionary Technical
Reference located in the PureConnect Documentation Library on the Genesys Web site at help.genesys.com.

Sample Report
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Sample Reports for Interaction Reporter

Wrap Up Codes Report
Wrap Up Codes Report

The Wrap Up Codes Report displays statistics for completed interactions summarized by group.
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Sample Reports for Interaction Reporter

Wrap Up Codes

The Wrap Up Codes Report displays statistics for completed interactions, summarized by group, including: Wrap-up
code, Queue, User, or Date. The flexibility in creating this report allows the User to display the groups in any order
or not include a group in the report. The report also allows the User to choose to display interaction details. The
statistics displayed in this report include:

e  Wrap-up code

®  Queue
(] User
(] Date

®  Wrap-up Time

e  Total Interactions

e  Total Duration

®  Average Duration

e  Number of Outbound Interactions
e  Outbound Duration

e  Average Outbound Duration

e  Number of Inbound Interactions
. Inbound Duration

®  Average Inbound Duration

e  Optional Interaction Details

Sample report

135



Sample Reports for Interaction Reporter

Wrap Up Codes 2 GENESYS

Carte Time Aenge- 10/1/2045 110000 AM - 11/38/D015 15:5955 AU
Blspiny imEnCn Bemai ez
drsup draer. WFep Lip 0588, Ouiud. User. Dite
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(] Time Interactions  Duration Duration  Interactions  Durafion Duraion  Inferasons  Duration Dusration
AvweregMschies 3 w000: 00007 1 000090 00000 0 000000 000000
ARM Collections 3 000021 000007 1 00:00:10 00:00:10 o 00:0000  0O00:00
Brad Forsythe 2 00:00:18  0O-00:08 1 00:00:10  00:00:10 o 00:00:00  00-00:00
1002172015 1 000008  OO:0008 o 000000  00:00:00 0 00:0000 000000
100128577780151021 820 PM 00:00-08
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10:2172015 1 00:00-D5 00-D0:05 o 004000 D0:00:D0 o D0:D0-00 000000
100128573480151021 8:18 PM 00:00:05
AvpoitmentReschedded 1 000%®  0%e3 0 000000 000000 0 000000 000000
Insurance Agents 1 0000:38  00:00:38 (] 0000:00  00:00:00 [} 00:00:00  00:00:00
Russ.Johnson 1 00:00:30  00:00:36 [ 00:00:00  00:00:00 ] 00:00:00  00:00-00
10202015 1 0000:38  OO:00:38 [ 0000:00  00:00:00 0 00:00:00  0D00:00
100121052460151020 10:26 AM 00:00:38
Baysgmt 1 mo;ss o o 0j0m0 w00 9 00030 ohois
Sales Specialist 1 000003 00:0003 (] 000000 DO:0000 o 000000 000000
Justin Hawkina 1 000003 0O0003 o 000000 000000 o DO:OO00  DOOG:00
10/232015 1 00:00:03 00:DD:03 o ‘D0:00:00 DO:00:DD o DD:00:0D DD:00:00
100138873780151023 11:02 AM 00:00:03
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Sample Reports for Interaction Reporter

Account Code - Supervisor
Account Code Call Detail by Date Report

The Account Codes Call Detail by Date Report displays interactions (calls and chats only) and the account code
information for one or more users for a given time period. The report is designed to help a supervisor determine
which account codes were used on a particular day, and to review the information regarding their interactions for a
specific date range. Supervisors may use account codes for billing purposes for long distance calls, for example.

Sample Report
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Account Code Call Detail by Date

Sample Reports for Interaction Reporter

Users: <All>

Date Time Range:

10172015 12:00:00 AM - 10/27/2015 11:58:59

2 GENESYS

PM
Account Code Range: <Al
Site ID Range: <All=
Purpose Code Range: <All=
Account Code : 00048
Customer Name: 0008
Date: 1002712015
Time User I/ Ot Type Remaote Number Remaote Name Call Duration  Hold Time
1:08:57 AM Coin.Steeples Cutnound cal 011 842 16TE825 Coiln Steeples D03 0000
Number of Calls: 1 Number Out Calls: i Number Incoming Calls: g
Awyg. Duration (nih:mm:ss): ‘00:3s Avg. Outbound Duration: :00:35 Awg. Inbound Duration: 0000
Account Code : 0008
Customer Name: oooa
Number of Calls: 1 Numbser Out Calls: i Numbsr Incoming Calls: 0
Avg Duration Mh-mm:ss)- oe Avj. Outbound Duration: 0032 Avg. Inbound Duration: :00:00
Prnt Date: Frasy. Augist £, 2017 10:20:084M Genesys Page 107 448
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Sample Reports for Interaction Reporter

Account Code Call Detail by User Report

The Account Codes Call Detail by User Report displays all activity for a particular account code by user based on a
selected range of users. The report is designed to help a supervisor determine what account code was used on a
interaction, and to review the information regarding users’ interactions for a specific date range.

Sample Report
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Sample Reports for Interaction Reporter

Account Code Call Detail by User

Users: <All> DC.: G E N ESYS

Date Time Range: 10/M17/2015 12:00:00 AM - 10/27/2015 11:58:59
PM

Account Code Range: <All>

Site ID Range: <All=
Purpose Code Range: <All>
Account Code : 0004
Customer Name: 0008

User: Colin.Steeples

Extension: 1304

DatelTime InfOut  Type Remote Number Remote Name Call Duration Hold Time
102772015 1:08:57 AM Quiouna Cal 011 6421678825 Colin Steaplies 0035 200:00
NHumbser of Calla: 1 Humber Out Calla: 1 Humber incoming Calla: o

Awvg. Duration [hih:mm:ss): W3 avg. Outbound Duration: 003s Awg. Inbound Duration: ‘Roo

Account Code : 0008

Customer Name: 0008

Mumber of Calla: 1 Humber Out Calls: 1 Humber Incoming Calls: ]

Avg Duration (nh:-mm:sa): 00035 Avg Outbound Duration: 00:35 &vg Inbound Duration: ‘0000

Print Dats: Friday, August 4, 3017 S4T.424M GEnesys Page 1o £31
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Sample Reports for Interaction Reporter

Account Code Call Summary by Date Report

The Account Code Call Summary by Date Report displays an interaction summary for each date including the
number of interactions, total duration, and average duration. This supervisor report is designed to help a user
determine what account codes were used on based on a summary of the user’s interactions for a specific date
range.

Sample Report
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Sample Reports for Interaction Reporter

Account Code Call Summary by Date

Users:

Date Time Range:

<All=

10172015 12:00:00 AM - 10/27/2015 11:58:59

2 GENESYS

PM

Account Code Range: <All=

Site ID Range: <All=

Purpose Code Range: <All=>

Account Code © 000

Customer Name: 0008

Date: 100272015

Total Total Avg Outbound Outhound Avg Out Inbound Inbound Avg

User Calls Duration Duration Calls Duration Dwration Calls Duration In Duration
Coln Sleepies 1 00:3s 0035 1 (L1 0035 o {0000 0000
Numbsr of Calle: 1 Number Out Calle: 1 NHumbsr incoming Calls: o

Awvyg. Duration [hh-mm:es): L3 Avg. Outbound Duration: 003z Awg. Inbound Duration: ooo

Account Code : 0008

Customer Name: 0008
Number of Calla: 1 Humber Out Calla: 1 Humber Incoming Calls: o
Avg Duration Mn:mm:es): 00:35 Avg. Outbound Duration: 00:35 A¥{. Inbound Duration: :00000

Print Date: Fraiay, August £, 2017 210:42AM GEnesys Page 1008
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Sample Reports for Interaction Reporter

Account Code Call Summary by User Report

The Account Codes Call Summary by User Report, which is a Supervisor version of the Account Code Call Summary
for Current User Report, displays all activity for a particular account code by user as specified in the range of users,
then by date. The account code is subtotaled by user and then by account code. The report is designed to help a
supervisor determine what account codes were used based on a summary of the users’ interactions for a specific
date range.

Sample Report
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Account Code Call Summary by User

Sample Reports for Interaction Reporter

Users:
Date Time Range:

Account Code Range:

<All>

101772015 12:00:00 AM - 1V27/2015 11:59:50

PM
=All=

< GENESYS

Site ID Range: <All>
Purpose Code Range: <All>
Account Code : 0ooe
Customer Name: 0008
User: Colin_Stesples
Extension: 1304
Total Total Avg Qutbound Outbound  Avg Out Inbound Inbound Avg
Date Calls  Duration Duration Calls Duration  Duration Calls Duration  In Duration
10272015 1 0035 00c3s 1 0035 200035 1] 20000 :00:00
Humber of Calls: 1 Humber Out Calls: 1 MHumber incoming Calls: Q
Awg. Duration [hh.mm:ss);: 03s Avg. Outbound Duration: 00:35 Avg. Inbound Duration: D000
Account Code : 0008
Customer Name: 0006
Number of Calls: 1 Number Out Calls: 1 Numbar Incoming Calls: o
Avg. Duration (hhommoss): 00:35 Avg. Outbound Duration: 00:38 Avg. Inbound Duration: :00c00
Frint Date: Friday, August 4, 2017 Z18:10AM Genesys Fage 1 of 32
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Sample Reports for Interaction Reporter

Agent Queue Activation
Agent Activation by Workgroup Report

This report lists the specified (ACD and Custom) workgroup queue(s) and all of the agents who were activated or
deactivated in that queue during the given period. Agents with the appropriate Access Control

permissions (“Activate Self") can activate or deactivate themselves from a particular queue via the Workgroup
Activation dialog in Interaction Client. Likewise, administrators and supervisors with the appropriate Access
Control permissions ("Activate Others™) in Interaction Administrator can activate or deactivate agents from queues
via Interaction Supervisor or Interaction Administrator. This report indicates who activated or deactivated the
agent, and the time of the activation/deactivation events.

Sample Report
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Sample Reports for Interaction Reporter

Agent Activation by Workgroup

Date Time Range: 101172010 12:00:00 AM - 107172017 11:58:59 PM Dﬂ GE NESYS
. Q

Activity Time Range: 00:00:00-23:59:59

Site ID Range: <Al

Agent Range: <Al

Workgroup Range: <Al

Site ID : 1

WorkGroup CompanyOperator

First Change: 1NA2016 12:00-00AM Last Change: 102016 12:00-00AM Total Changes: 1

Date Time Agent Has Queue ? Activated By Whom ?

10/472018 12:00:004M Operator Yes Yes Operator
Print Date: Tuesaay, Octaber 17, 2017 10015:21PM Genesys Page 1011
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Sample Reports for Interaction Reporter

Queue Activation by Agent Report

This report lists each agent in the specified range who have been activated or deactivated in an ACD or Custom
workgroup queue during the given time period. Agents who have not been activated or deactivated during that
time do not appear in this report. For each agent listed, the report shows the date and time of the change, the
name of the workgroup and whether or not that workgroup has a queue, if the agent was activated or deactivated
in the queue, and by whom.

Sample Report
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Sample Reports for Interaction Reporter

Queue Activation by Agent

Date Time Range: 1001 7/2010 12:00:00 AM - 10172017 11;5%:99 PM C 1
o GENESYS

Activity Time Range: 00:0000-23:-59:5%
Site ID Range: Al
Agent Range: <Al
Workgroup Range: =All=
Site ID : 1
Agent - QOperator
10V42016 First Change: 10/472016 12:00:00AM Last Change: 10/42016 12:00:00AM Total Changes: 1
Date Time Workgroup Has Queue ? Activated By Whom 2
104472016 12:00-004M CompanyQperator Yes Yes Operator
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Sample Reports for Interaction Reporter

Call - Supervisor

(Graph) Area Code Report

This graph shows all outbound calls by area code, and includes total duration of calls, total calls to that area code,
and average duration of calls to that area code. The international version of this report is the International Remote
number Logical Component 1 graph. The Area Code graph provides managers with regional calling patterns. By
using this report, you can determine the distribution of calls to various area codes.

Sample Report

Country Codes: <All> GENESYS

Codes =All=

Daie Times: 10/ 772015 12:00:00 AM - 10I2772015 11:59:58 PM
Site ID Range: <Al

Purpose Code Range =&ll=

Ares Code

Numbar of Codes

Code Frequency

1,600

1,200

800

400

R A T R R R R R R e R R

Print Date: Friday. Augest 4, 2017 22535AM [ Page B of 10
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Sample Reports for Interaction Reporter

(Graph) Calls Processed User Comparison Report

This graph shows the number of inbound and outbound calls and inbound chats (all chats have an inbound
direction) processed by each user for a given time period. IC sorts the calls and chats by local user IDs and dates.

Use this report to compare and evaluate the volume of inbound calls each agent processes in the specified time
range.

Sample Report

(Graph) Calls Processed User Comparison
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Print Dabe: Friday, August 4, 3017 Z27:E3AM Gemery Bage 1 o9
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Sample Reports for Interaction Reporter

(Graph) Incoming Calls by User Report

This graph shows the number of inbound calls and chats associated with each user specified in the range. This
report does not include system-owned calls.

Sample Report

(Graph) Incoming Calls by User

\Jser Range <Al 2
Date Range: 10172015 12:00-00 AM - 102772015 11:59:50 FM ? G E N ESYS
Sie 1D Range <Al

Furpose Code Range: <All>

Nureber o Call Number of Inbound Calls

1800
1600
1400
1200
1000
800
600
400
200

Pt Date: Fraay, August 4. 2017 1013:38AM Genesys Page 1 of7
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Sample Reports for Interaction Reporter

(Graph) International Remote Number Logical Component One Report

This graph shows the exchanges dialed, and the duration of calls to those exchanges within the specified area
codes. This is the international version of the Area Code Graph report. It can be useful if you need to analyze
outbound call volume to specific geographic areas. IC sorts this graph by country code and then by exchange.

Sample Report

(Graph) International Remote Number Logical Component One

Country Codes: <All> =
Codes: <A : G F N FSYS
Date Times: 1072018 12:00:00 AM - 1062772018 11:52:50 PM
Site |0 Range: <All>
Purpose Code Range- =All>
LoCompd
Total Duration #uwg Duration
Country Code LoCompl [a—— Total Calls Iy L 85
]
- 57:33:08 L] 04:58
0 57:33:08 aca 04:58
Total Duration HAvg Duration
Country Code LoComp! hh:mem-ss Total Calls hbhomm:ss
1
- 01:08:18 L 11:03
0 04:35 04:35
08 01:18:37 = 0514
8 g5z 052
10 01:26:12 o 04:32
nz 28T T 0417
14 01:07 01:07
18 55:40 1z 04:38
24 34:54 1 3454
1 13:20 &l 04:30
48 24:28 e 04:05
51 08:43 1 08:43
Print Date: Friday, Auguet 4, 2017 Z27.04AM GATHGYE Page 10710
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Sample Reports for Interaction Reporter

(Graph) Outgoing Calls by User Report

This graph displays the sum of outgoing calls by user, listed by local user IDs.

Sample Report

(Graph) Outgoing Calls by User

a1 Fangs <A

=
Daie Time Rangs: 1070015 12:00:00 AM - 10272015 11:50:50 PM = GENESYS
$ite10 Rangs: <AR>
Purposs Code Range: “All

Sumbsr o1 Dutboung Cale

Number of Outbound Calls

500.00

400.00

200.00

100.00

0.00

Prnt Date: Frigay, August 4, 2017 T1ET5AM Genesys Page 1 of 3
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Sample Reports for Interaction Reporter

(Supervisor) Caller ID Detail Report

This report shows details of external identifiable incoming calls or chats received by each user. This Supervisor
report displays data for a range of users.

Sample Report
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Sample Reports for Interaction Reporter

(Supervisor) Caller ID Detail

Date Time Range: 101772015 12:00:00 AM - 10027/2015 11:58:50 PM L
3 GENESYS
Caller ID Range: <All>
User Range: <All>
Site ID Range: <All=
Purpose Code Range: <All>
Summary:
Caller ID: _ CallerlD Number of Calls : ¢
Name: Unknown Name Total CallerlD Duration (hhomm:ss) -00:01
Average Duration (hh:mm:ss) : -00:01
Call Details:
Hola Thne Call Duwration
Dats Tims End User Account Code Exi. hh:mm:es hhmmoss
102772015 w3621 PM Rian.Logan - R@n.Logan 00:00 0001
Summary:
Caller ID: 7806 CallerlD Number of Calls : i
Name: 13 Partnert Total CallerlD Duration (hhomm:ss) : 0038
Average Duration (hhomm:ss) : 0038
Call Details:
Held Time Call Duration
Date Time Eng User Accouni Code Ext, hhcmences hhommoes
101272015 1122255 AM Pensope Fyne - Ba008 0026 038
Summary:
Caller ID: 8382 CalleriD Number of Calls - ]
Name: Erik Skoog Total CallerlD Duration (hhomm:ss) : -00:28
Average Duration (hhomm:ss) : -00:28
Call Details:
Held Time Call Duration
Date Time [End Ucsd Account Cooe Ext Ihh:mences hih:mmoes
1012772015 424756 PM Bansiops Byne - 85008 0020 0028
Print Date: Friday, August £, 2017 S:47:12AM Ganagys Page 1 of 380
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Sample Reports for Interaction Reporter

(Supervisor) Caller ID Summary Report

This report shows a summary of inbound calls and chats each IC user received from each identified external
telephone number or IP address. IC displays chats under the IP address from where the chat originated. The chat
header name displayed is the name of the first chat found in the query of the data. This name does not represent
the person that made all the chats.

Sample Report
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Sample Reports for Interaction Reporter

(Supervisor) Caller ID Summary

User Range: <All= '.‘Do
¢3||H |D Ranqe: <Al o G E N E SYS
Date Time Range: 101772015 12:00:00 AM - 1002772015 11:56:50 PM
Site ID Range: <All>
Purpose Code Range: <All>
User: -
Extension: 11801

Total Duration Avg Duration Hald Time Average Hold
CalleriD Name Total Calls (hh:mm:ss) (hh:mm:ss) (hh:mm:ss) {hh:mmi:ss)
(202) 579-8632 Amber Lowmiller 32 :03:05 :00:08 :00:00 :00:00
(204) 239-86538 Lawrence Cramer 41 02:48 :00:04 -00:00 :00:00
(207) 508-4821 Brad Downey a4 00:17 -00:01 -00:00 -00:00
(208) 383-7458 Stephen Giordano 35 :04:40 :00:08 :00:00 :00:00
(210) 831-7569 Monty Sanders 38 :04:52 :00:08 :00:00 :00:00
(212) 404-7681 MNew York City Zone 1 NY 1 :02:28 :02:28 -00:00 {00:00
(212) 506-75168 Mew York City Zone 1 NY 1 :02:29 :02:20 -00:00 :00:00
{212) 858-0845 James Ewing 37 :05:23 :00:09 -00:00 :00:00
{213) 457-8458 Sacremento 30 :00:20 :00:01 -00:00 :00:00
(214) 20€-1050 Dallas TX 1 0817 087 :00:00 :00:00
(214) 40400067 Frisco TX 1 :02:29 :02:29 -00:00 :00:00
(214) 588-0332 Dallas TX 1 :02:28 :02:28 -00:00 -00:00
(214) 723-5888 Dallas TX 1 :02:29 :02:29 -00:00 :00:00
(214) 764-6318 Dallas TX 1 :02:28 :02:28 :00:00 :00:00
(214) 801-7574 Mckinney TX 1 :02:20 :02:29 -00:00 :00:00
(217)457-8223 Ben Dowver ek | :02:32 :00:05 -00:00 :00:00
(218) 847-0582 Alice Wunderkind 33 :00:21 :00:01 :00:00 :00:00
(239) 352-8922 MNaples FL 1 :08:32 :08:32 -00:00 :00:00
(239) 9634662 Naples FL 1 :02:29 :02:29 0000 :00:00
(254) 252-3800 Mardin TX 1 01:00:02 01:00:02 :00:00 :00:00
{281) 309-0020 Dickinson TX 1 :02:41 :02:41 -00:00 :00:00
(281) 294-0857 Katy TX 1 :02:29 :02:209 :00:00 :00:00
(281) 533-6010 Valley Lodge TX 1 0229 0229 -00.00 A00:00
(281) 2428573 Seabrook TX 1 :08:32 :08:32 -00:00 {00:00
(301) 571-2385 Richard Springfield 3 :00:16 :00:01 -00:00 :00:00
(302) B58-4888 George Tanner 34 :02:56 :00:05 :00:00 :00:00
(305) 918-2177 North Dade FL 1 :02:28 :02:28 :00:00 :00:00
(307) 398-5789 Tommy Jones 32 02:32 :00:05 -00.00 :00:00
(312) 584-1581 Aubrey Colescott 32 :00:52 -00:02 -00:00 -00:00
(312) 7054823 Eileen Dover 34 :00:21 :00:01 :00:00 :00:00
(313) 579-0618 David Krokett 38 :03:23 :00:05 -00:00 :00:00
(314) Bog-8811 Felix Martin 37 :02:35 :00:04 :00:00 :00:00
{314) 7054808 Lavermne Simpson M :00:19 -00:01 -00:00 -00:00
(315) 3341350 Rome NY 1 :02:29 :02:29 :00:00 :00:00
(315) 696-1787 Tully NY 1 01:00:01 01:00:01 -00:00 :00:00
(317) 258-5871 Rhonda Jackson 36 02:37 :00:04 -00:00 :00:00
(317) 8314823 Dave Rush 43 :04:57 -00:07 -00:00 -00:00
(319) 248-7080 Fort Madison 1A 1 :02:29 :02:29 -00:00 :00:00
{340) 8268-3544 Dave Anthony 40 :05:22 :00:08 :00:00 :00:00
(347) 2808-8352 New York City Zone 14 NY 1 :02:28 :02:28 :00:00 :00:00
(347) 25047738 New ork City Zone B NY 1 01:41 -01:41 -00:00 -00:00
(347) 370-3813 Mew York City Zone 7 NY 1 :02:29 :02:29 :00:00 -00:00
(347) 428-2510 New York City Zone 12 NY 1 :02:28 :02:28 -00:00 :00:00
Print Diate: Friday, August 04, 2017 2:27.06AM Genesys Page 1¢* 118
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Sample Reports for Interaction Reporter

(Supervisor) User Outbound Call Summary by Number Dialed Report
This report summarizes dialed outbound numbers for a specific time period and the users who called them.

This Supervisor User Summary report is beneficial for professional services and environments with specific
accounts. Each user’s calls to specific numbers are summarized. You can use this report to evaluate accounts and
service information. This Supervisor report displays a range of users.

Sample Report
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Sample Reports for Interaction Reporter

Outbound Call Summary by Number Dialed

- et S GENESYS

Dialed Numbers: <All> o

Date Time Range: 10M7/2015 12:00:00 AM - 1072772015 11:58:50 PM

Site ID Range: <All>

Purpose Code Range: <All>

User: -

Total Duration Avp. Duration Hold Tims 4vg. Hold

Dlaisd Number ome Total Calls {nh:mm:za) {hh:mm:ea) {hh:mmess) (nhemam:25)

{206) 2175155 Seatie WA 1 00003 0003 100:00 10000

(210) 624-2955 £3n Antonlo TX 1 00:03 :00:02 100:00 0000

(210) 7B9-8427 San Antonlo TX 1 -00:03 -00:03 200:00 10000

(281) 418-0210 Houston Suburban TX 1 100:03 :00:03 10000 0000

(261) 415-2868 Housion Suburban TX 1 00:03 0003 100:00 0000

(261) E79-E096 Houston Suburban TX 1 00:03 :00:03 10000 10000

(305) 548-3901 [Remoie SEtion Conneclion 1 0oe 00:E 0000 0000
for User 'Jullan Hamander)

(313) 342-1078 Detrolt Zone 4 MI 1 00:03 D003 10000 10000

(313) 345-8542 Deetrolt Zone 2 MI 1 0003 003 {0000 0000

(313) 553-6277 Detrodt Zone & MI 1 0003 0003 10000 10000

(313) 645-2709 Dietrodt Zone & Mi 1 00:03 :00:03 200:00 10000

(323) 2584524 Los Angesss CA 1 100:03 :00:03 100:00 0000

(334) 352-2353 [Ramote Station Connaction 5 0541 -01:08 :00:00 00:00
for User 3. Pariner3 3]

(40B) 255-80094 San Josa CA 1 100:03 20003 00:00 10000

(416) TT8-TE2S [Remote Station Connection 3 445 14015 100:00 100:00
for User Dave. Gussin]

(614) 4714577 Gahanna OH 1 00:03 0003 :00:00 £0:00

(614) 478-5425 Eanamna OH 1 :00:03 :00:03 200:00 00:00

(E30) 40&8-D012 Eamvia L 1 00:03 :00:03 10000 10000

(630) 268-7652 [Remote Station Connection 1 0543 0543 100:00 0000
for User ‘pariner 6027

(B30) 468-T882 [Remote Station Connection 3 0937 0312 0000 0000
fior User I3, Parnert’)

(646) 749-3122 Mew York Cry Zone 1 NY 1 -28:10 :28:10 :00:00 00:00

(B51) 241-8841 Twin Cries MM 1 100:03 :00:03 0000 D000

(B51) 455-6855 Twin Craes MM 1 -00:03 :00:03 100:00 10000

(67B) 418-7965 Allanta Normeast GA 1 00:03 D003 10000 10000

(713) 433-5803 Houston TX 1 00003 D003 10000 10000

(713) 434-8335 Houston TX 1 00:03 :00:03 10000 10000

(713) 4352027 Houston Suburban TX 1 00:03 :00:03 “00:00 00:00

(7T13) F28-8T17 Houston TX 1 100:03 :00:03 10000 10000

(713} 7T73-2408 Houston TX 1 00:03 20003 100:00 100200

(714) 772-2786 Ananeim CA 1 00003 0003 10000 10000

(720) 733-2206 Denver CO 1 00003 0003 10000 10000

011 61402334187 [Remote Station Conneclion 4 0346 -00:57 00:00 0000
for User ‘Ramon_Szefiszam’]

011 61421863877 [Remote Sttion Connection 1 05:13 05:13 00:00 D0:00
fior User "Aanon. Roderson]

Print Cale: Friday. August 04, 2017 Z10:18AM Genesys Page 10f 32
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Sample Reports for Interaction Reporter

Area Code/Exchange Summary Report

This report lists all outbound calls by area code, and includes total duration of calls, total calls to that area code,
and average duration of calls to that area code. The international version of this report is the International Remote
number Logical Component 2 Summary. The Area Code Summary report provides managers with regional calling
patterns. By using this report, management can determine the distribution of calls to various regions of the
country.

Sample Report
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Sample Reports for Interaction Reporter

Area Code/Exchange Summary

Area Code <Al= Dﬂ G S 8
Country Code Range : <All> o E N E Y
Date Time Range: 10/1772015 12:00:00 AM - 10V27/2015
11:50:50 PM
Site ID Range: <All>
Purpose Code Range: <Al
Country Area Code Exchange Total Duration Total Calls Avg. Duration
(hh:mm:ss) (hh:mn:ss)
0
- 57:33:06 e [04:58
- Summary 57:33:06 636 :04:58
0 Country Summary 57:33:06 636 :04:58
1
- 01:08:18 a8 =11:03
- Summary 01:06:18 6 :11:03
201
33e :04:35 1 04:35
201 Summary :04:35 1 :04:35
208
217 :05:02 1 105:02
279 :04:48 2 02:24
309 :07:25 1 :07:25
333 :04:38 1 ‘04:38
340 :08:28 1 :08:28
376 1758 2 :08:50
417 :00:03 1 100:03
433 :01:05 1 :01:05
728 0444 1 04:-44
738 :03:57 1 103:57
888 112:51 2 :06:26
984 :07:38 1 :07:38
206 Summary 01:18:37 15 :05:14
208
002 -00:52 1 :09:52
208 Summary :03:52 1 09:52
210
248 :07:40 1 -07:40
415 01:18 1 01:18
Print Date: Friday, August &, 2017 10:3326AM Genesys Page 1 of 33
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Sample Reports for Interaction Reporter

Hourly Call Summary by Extension Report

Lists the number of calls and chats (incoming only) processed by each extension during each hour of a specific time
period.

Analyzes call and chat volume for given time period. Each hour is broken out with numbers of calls or chats
processed by each extension during each hour.

Sample Report

Hourly Call Summary by Extens|

. -0t -5 3
Date Time Range.. 1V17/2015 12:00:00 AM - 10/27/2015 11:50:50 PM % G E N E SYS

Shift Time Range: 00:00:00-22:58:59
Extension Range: <All=
Site ID Range: <All=
Purpose Code Range: <Al=
Ext.: Hour:
1 2 3 4 5 g T -] 2 10 11 12 13 4 15 16 17 18 19 20 21 22 23 Total
> 11 g 11 3 5 g a7 45 30 40 38 3 a2 33 24 36 38 8 13 a 11 7 47
111336 o o 0 4] 1 o o o 1] o 0 o o o 4] 0 o o o o o 4] 1
1003 3 g 3 a8 1 4 5 g o 0 o o o 4] 0 o o o o -] 3 50
1011 o 1] 1] 1] ] a o 1] ] i 1] ] 1] 0 1] i 1 0 1] 1] o [u] 3
11801 oo &3 102 23 7 a o 1] ] i 1 ] 1 0 1 1] 1 62 14 33 30 81 7! 748
11802 81 100 an 2z a1 2 12 4 5 @ 5 8 10 g 1] 4 11 a3 23 28 57 B2 10 504
11803 o 1 1] 1] 1 a o 1] i o 1] 2 1] 2 1] 1] a 0 1] 1 o [u] i a
1234 o 1] 1] 1] ] a o 1] ] o 1 ] 1] 0 1] 1] a 0 1] 1] o [u] 1
1304 4 1] [i] i} i} (i) o i) [i] o 0 0 1] 0 i} [i] (i) 0 i) 1] o i 4
1540 D 1] 0 [u] ] (i) o 1] o o 0 ] 1] 1] [u] 0 (i) 0 1 1] o [u] 1
1814 D 1] 0 [u] ] (i) o 1] o o 0 ] 1] 1 [u] 2 (i) 1 1] 1] o [u] 4
4109 D 1] 0 [u] ] (i) o 1 o o 0 ] 1] 1] [u] 0 (i) 0 1] 1 o [u] 2
4201 D 1] 0 [u] ] (i) o 1] o o 0 1 1] 1] [u] 0 (i) 0 1] 1] o [u] 1
4241 D 1] 0 [u] ] (i) o 1] o o 0 ] 1] 1] [u] 1 (i) 0 1] 1] o [u] 1
4250 D 1] 0 [u] ] (1] o o i} o 0 0 1] i} [u] 0 (1] 0 o 1] 1 [u] 1
4254 D 1] 0 [u] ] (1] o o 1 o 1 0 1] i} [u] 0 (1] 0 o 1] o [u] 2
4255 D 1] 0 [u] ] (1] o o i} 1 0 0 1] i} [u] 0 (1] 0 o 1] o [u] 1
4258 D 1] 0 [u] ] (1] 1 o i} o 0 0 1] i} [u] 0 (1] 0 o 1] o [u] 1
4878 D 1] 1 1 ] (1] o o i} o 0 0 1] i} [u] 0 (1] 0 o 1] o [u] 2
6134 D 1] 0 [u] ] (1] o o i} o 0 0 1 2 [u] 0 (1] 0 o 1] o [u] 3
7180 13 g bl 1 g a 10 8 il 14 1 " 8 g 10 10 a g 10 11 11 10 1 230
7181 b 13 11 10 1 a 11 12 10 10 1 10 10 13 10 bl 10 10 11 9 12 11 238
7182 b 10 10 el 8 10 11 11 il 10 15 10 11 13 el 10 8 12 10 12 10 T 233
T84 12 g bl 12 10 10 11 11 il 1 10 12 10 B 11 10 8 14 10 a 14 10 1 238
7185 11 11 10 12 8 1" B 10 10 12 8 10 10 8 11 ] 12 8 -] g 10 10 230
7187 o o 0 4] o o 5 g 5 5 5 5 g 5 5 5 5 5 o o o 4] 60
7188 o o 0 4] o o 5 g 5 5 5 5 g 5 5 5 5 5 o o o 4] 60
7200 4 g L] 5 5 5 o o 1] o ] o o o 4] 0 o a g 10 10 10 1 4
7237 o o 0 4] o o o o 1] o ] o o o 4] 0 1 a o o o 4] 1
7238 o o 0 4] o o o o 1] o 0 o o o 4] 0 o o 1 o o 4] 1
7242 o o 0 4] o o o o 1] o 0 o o 1 4] 0 o o o o o 4] 1
Print Date: Friday, August 4, 2017 10:13:454M Ganesys Page 10l
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Sample Reports for Interaction Reporter

Dialed Number Detail Report

This report shows all outbound calls sorted by dialed number, during a specified range of dates. Managers and
supervisors can use this report to review all outbound calls and to see who is servicing specific accounts.

Sample Report

163



Dialed Number Detail

Dialed Numbers: whl=

Date Time Range:

10/31/2015 12:00:00 AM - 10/31/2015 00000 AM

Sample Reports for Interaction Reporter

S GENESYS

Site ID Range: |
Purpose Code Range: Al
Dialed Number: HOME Summary: MNumber of Calls: 13
MName: Unknown Total Duration: 01:23:18
Avg. Duration: 06:24
Hold Tima Call Duration

Date Time Usar Ext (hhomm:ss) {hh:mm:ss) s
103172015 2:31:06 AM Enls Mchnde T190 1D0:00 ‘a2 -

103172018 22T 4T AM Henratia Hall 7191 10000 ‘0555

10312018 A2441 AM Henneta Hal T D000 039

10372018 436742 AM Henretia. Hall TiNn 0000 028 -

1053172015 12:09:03 AM Rolando.Lawrence: 7104 200200 0E50 -

1053172018 511439 AM Rolando. Lawrence 7194 10000 ‘DB4T -

10312018 EE0AT AM Rolando Lawrance T84 D000 083 -

10312018 1221838 AM Rudy. Hunter 7185 D000 0135

10372015 L1532 AN Rudy. Hunter 7185 0000 0703 -

1063172015 51040 AM Rudy, Hunter 7195 :00:00 0438 -

103172015 12:19:01 AM Sara.Newman 7192 1D0:00 DEid -

103172018 40320 AM Sara Newrmnan 7192 10000 ‘0345 -

103172018 222706 AM Sharon. Fiatcher TIT193 D000 [DE24
Dialed Number: PRIM Summary; Mumber of Calls: 82
Name: Unknown Total Duration: 08:28:50

Awg. Duration: 08:12
Hold Timé Call Duration

Date Time User Ext (nh:mm:ss) {nh:mm:ss) s
103172018 12:27:02 AM Emls Mchride 7180 D000 ‘DBAT -

10312018 123615 AM EMls Mchride T180 D000 0E12

103172018 12:58:22 AM ENls. Mcbride T80 0000 jirat

100372015 1:11:14 AM Ells.Mcbride 7190 100:00 o758 -

1003172015 1:36:14 AM Emis Mcbride T80 :00:00 0547 -

102172018 1:42:12 AM Enls Mchnde 7190 :D0:00 0e28 -

103172018 20057 AM Emlz Mchriae 7180 D000 ‘01226 -

103172018 I0E3I AM Ells. Mchride Ti80 0000 0TES

10372015 F3425 AM Ells. Mchride Ti90 0000 DE33 -

10272015 F41:115 AM Ems Mcbride 7190 20000 g0z -

1053172018 42243 AM Emls Mchride 7180 :D0:00 ‘De28 -

1312018 L4658 AM EMls Mchriae 7180 00200 ‘0408

103172018 54638 AM ENls Mcbride T80 D000 DEST

10372015 12226012 AM Hennetia Hall 719 :00:00 0E3T -

Print Date: Wednesday, July 19, 2017 S:15:16AM

Genesys

Page 1 af 47
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Sample Reports for Interaction Reporter

International Remote Number Logical Component Two Summary Report

This report shows the exchanges dialed, and the duration of calls to those exchanges within the specified city
codes. This is the international version of the Area Code report. It can be useful if you need to analyze outbound
call volume to specific geographic areas. IC sorts this report by country code and then by exchange.

Sample Report
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Sample Reports for Interaction Reporter

International Remote Number Logical Component Two Summary

LoCompd

Country Code Range :

Date Time Range:

<Al

=All=

101772015 12:00:00 AM - 10272015
11:50:50 PM
<Al

2 GENESYS

Site ID Range:
Purpose Code Range: <Al
Country LoComp1 LoComp2 Total Duration Total Calls Avg. Duration
(hh:mm:ss) (hh:mm:ss)
0
- 57:33:06 [i1i] ‘04:58
- Summary 57:33:06 B35 -0d:-58
0 Country Summary 57:33:06 696 -04:58
1

- 01:08:18 i ] :11:03
- Summary 01:06:18 3 “11:03

201
338 04:35 1 :4:35
201 Summary :04:35 1 :04:35

206
217 :05:02 1 [06:02
279 D448 2 (0224
30g@ 07:25 1 :07:25
333 04:38 1 [04:38
340 :08:28 1 :0B:28
Ire :17:58 2 ‘0B:50
M7 -:00:03 1 0003
433 :01:05 1 01:05
T26 0444 1 (44
736 0357 1 03:57
Baa -12:51 2 828
ge4 :07:38 1 :07:38
206 Summary 01:18:37 15 0514

208
BO2 0952 1 052
208 Summary 09:52 1 052

210
34z 0740 1 0740
415 :01:18 1 01:18

Print Date: Friday, August 4, 2017 9:51:14AM GEnsEys Page 1 aof 33
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Sample Reports for Interaction Reporter

Station ID Detail Report

The Station ID Detail report shows the Station ID information by date for a selected range of stations. This report
information includes call duration, end user, and hold time.

You can use these reports to monitor call activity placed or received from non-user assigned phones. For example,
you could easily monitor activity on a lobby phone with these reports.

Sample Report
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Station ID Detail

Sample Reports for Interaction Reporter

Date Time Range: 1071772015 12:00:00 AM - 1072772015 11:52:50 PM DO
Shift Time Range: 00:00:00-23:50:50 3 GENESYS
Station ID Range: <All>
Site ID Range: <Al
Purpose Code Range: <All>
Station 1D: =
Caii Duration Hald Time
Dats | Time Dirsolion End Usar Ext Eamots Mams Ol R} [hh:mm es)
102772015 1205222 AM Inbound - 11802 Allca Wungerkind :00:00 0000
112772015 120522 AM inbound - 11802 Sacremenio -00:01 0000
10272013 110522 AM Inbound - 11602 Lawrence Cramer 0001 0000
TV2TR2015 110535 AM Qutbound - - [Rempte SEtion D36 0000
Connection for Ussr
‘Colin. Steepies]
10272018 1:05:52 AM Inbound - 11802 Tommy Jones :00:00 0000
10272015 120552 AM Inbound - 11802 Richard Sprngheld :00:00 10000
1072772015 1:0622 AM Inbound - 11801 Dave Anthony 00:00 D0:00
10272015 1:06:52 AM Inbound - 11801 George Hentage 0001 D000
1072772015 1:06:52 AM Inbound - 11801 Jason Lese ‘0001 D000
10272015 106252 AM Inbound - 11802 Tranvis Trenton 0001 0000
12772015 10722 AM Inbound - 11801 Phllip Anderson :00:00 0000
10272018 10722 AM Inbound - 11801 Charioiie :00:00 0000
12772015 10722 AM Inbound - 11801 Eamara Dwyers 0001 10000
10272018 120752 AM Inbound = 11802 Dors Robinson :00:00 10000
10272015 110752 AM Inbound - 11801 Furt Whaekar :00:00 0000
1052772015 1:07:52 AM Inbound - 11801 Roanoke 00:01 D000
102772015 1:08:22 AM Inbound - 11802 Stephen Glordang :00:00 00:00
102772015 10822 AM Inbound - 11802 Bradiey Anderson 00:01 00:00
1272015 10922 AM Inbound - 11802 Andrew Momonic 0001 0000
102772015 120841 AM Quibound - - [Remote Station 0052 0000
Connection for Uiser
‘Colin.Steepies]
10272015 1:08:52 AM Inbound = 11802 Kathy Johnson 0001 10000
10272015 1:09:48 AM Inpound = BEEBEATOES Gowanda NY n22s 0000
102772015 1:09:52 AM Inbound - 11801 Pater Donovan 0001 100:00
102772015 1:09:52 AM Cutbound - - [Remate Station 0024 D0:00
Connection for User
‘Colln.Steepies]
272015 1110222 AM Inbound - 11801 Jason Braun -00:00 0000
12772015 1:10:31 AM Qutbound - [Remote Sation 01s4 10000
Connaction for Usar
‘Colin Steapies]
102772018 1:1122 AM Inbound - 11802 Dave Rush 0001 D000
10272018 1:11:52 AM Inbound = 11802 D Krokett :00:00 D000
102772015 1:11:52 AM Inbound - 11802 Jefl Ege :00:00 00:00
10272015 1:11:41 AM Cutbound - - Detroit Zone & MI :00:03 D000
102772015 1:12222 AM Inbound - 11801 Mary Anne Sullvan ‘0001 D000
10272015 1:12222 AM Inbound = 11802 James Ewing 0001 10000
Print Date: Friaay, August 4, 2017 Z2T:19AM Genesys Page 107380
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Sample Reports for Interaction Reporter

Station ID Summary Report

The Station ID Summary report shows the Station ID summary information by date for a selected range of
stations, including call duration, call count, and average duration.

Sample Report
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Station ID Summary

Sample Reports for Interaction Reporter

Date Time Range: 10/17/2015 12:00:00 AM - 10027/2015 11:50:50 PM C}G
Shift Time Range: 00:00:00-23:59:50 o G E N E SYS
Station ID Range: <Al
Site ID Range: <All>
Purpose Code Range: <All>
Station ID: -
Total Calls Total Aversge Outtound Outtoung Avg Cut Inbgund
Dute | Tne: Durstn Duration Call Duration Duration —— Duraticn o i
Caig Duratson
102772015 11:59:50 PM 1,898 12:48:46 -00:24 118 01:24:59 ‘D43 1,778 112255 00:23
Number of Calls: 1,598 Number Out Caills: 118 Number incoming Calls: 1,778
Avg. Durstion (Rhamm el 0024 AvQ. Cutbound Durstion: 00:43 Avd. Inbound Duwrslion: 00:23
Number unknown Callc: 1]
2w, urkpown Durstlen :00:00
Station ID: (830) 468-7854
. Total Calle Total Averagr Cuttound Outbound Avg Out nisound
Date ! Time Duration Duration caile Duration Duration fo— Duraticn Avg b
(= Duration
1012772015 312:47 PM 1 0534 0534 1 0534 0534 0 00:00 :00:00
Number of Calle: 1 Wumiser Out Calle: 1 MNumbsr Insoming Calle: [
Avg. Duration (hhomm-ec); 0534 Avg. Outbound Duration: 05:34 Awg. inbound Duration: -00:00
Humber unknown Calls: o
Awg. unknown Duration: 100200
Station ID: (630) 463-7682
_— Total Calle Total Aversges Curtbound Cartbound Awg Ot b ownd
Time Owsration Duration (=113 Duration Duration Duration Avamn
Cale Duration
102772015 11:32703 AM 4 10333 023 4 105:33 ‘023 1] 100:00 100:00
Mumnber of Calie: 4 Mumbser Out Calie: 4 Mumbsr insoming Calls: 1]
Avp. Duration (Whommoss): 023 Avg. Gutbound Duration: 0223 &g Intoung Duradion: 0000
Huamber Uhinown Calle: 1]
Awg. unknown Durathon: 00:00
Station ID: +61402334187
Tetal Calle Total Hverage Outtound Outbound Avg Out Inbound
Dste 1 Time Duration Suration caile Durstton Duratien Inboune e Avgin
Calc Dwrathon
1052772015 4:02:32 AM 2 el ] ‘0122 2 D244 0122 1] 100:00 {00:00
Number of Calls: & Wumber Qut Calls: 2 Mumbsr ingoming Calls: 0
A, Duration (Whommes) 022 AVQ. CUtDoUnd Duration. o122 Avl. Inbound Durstion: 200:00
Humiber unknown Caile: 0
Awg. unknown Durafion: 00:00
Print Date: Friaay, August 4, 2017 224:28AM Genesys Page 1of 30
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Sample Reports for Interaction Reporter

Director
Director Reports
The Director reports are displayed in the Interaction Reporter navigation pane when the Director product is

installed. The available reports are:

e  Director Queue Diagnostic Report
e Interaction Director Enterprise Group Interaction Statistics

For information on report elements, see Interaction Director Reports available from the PureConnect
Documentation Library on the Genesys Web site at:
http://help.genesys.com
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Sample Reports for Interaction Reporter

DNIS

DNIS Detail Report

The Call Detail by DNIS report displays a detail of inbound calls for each day in the given range. The DNIS Detail
Report includes: connected date, caller ID, remote name, remote number, local user, station ID, call duration, and

number of calls.

Sample Report

DNIS Detail Report

DNIS Range: <Al )
o
Site ID Range: <All> [=] GEN ESYS
Date Time Range: 1053172015 12:00:00 AM - 10/31/2015 6:00:00 AM
Purpose Code Range: <All>
DNIS: 1010
Summary: DNIS Number of Calls: 3
Total Call Duration : -15:57
Avg. Duration : -05:19
Date Time Caller Id Name User Ext Station Id Call Duration Hold Time
1031/2015 1223:20 AM {3B0) 534-6760 Travis Trenton Percy Bowman 7TTiER Bucalfg D518 00:00
10/31/2015 2:23:21 AM {610) Se8-8322 Bradley Anderson Percy Bowman TTTiER Bucalgg 0518 00:00
10/31/2015 5:53:23 AM {307) 383-5T7B0 Tommy Jones Gerard.Campbel 7200 Bucaildd 0518 00-00
Print Date: Weadnesday, July 19, 2017 9:2B:52AM GEnesys Page 10r13
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Sample Reports for Interaction Reporter

Statistics Group DNIS Daily Report

The Statistics Group DNIS Report displays a detail by day for the specified DNIS or DNIS range. The report is
designed to give a summary report of the day’s queue activity by DNIS. This report displays the number of ACD
calls, number of abandoned calls, and percentages on abandoned and answered within the first service level as
configured in Interaction Administrator. This report has Flexible Fields. By default, IC displays Service Level 1 in
the first flexible field.

Sample Report

Statistics Group DNIS Daily

Date Time Range: 10/17/2015 12:00:00 AM - 10272015 11:58.58 PM S GENESYS
Stats Group Range: DS =
Report Group Range: AL
Site ID Range: an
Aed ] fng Avg Avg Lo
Gaile. D spesa BEW Aband anang E— Dbonnedt AR

Itatitian Group e ang in ang win = o szana Winmng
DNIZ S50 0354 00:00 162 285% 2543 1208
oNIS 5519 0350 00:00 153 3% 2540 11
oNIS T 04w 0000 121 0™ 2618 D87
DNIZ S 04:08 00:00 125 210% 2636 Cl4ag
oNig 55 0403 0000 245 430% 25500 TaE
oNIZ £553 0403 00 124 1.79% 2898 07T 5%
NS 5853 oam2 00:00 - e S 1.72% 2496 DE2E
oNig s478 ax:E 00:00 157 0400 4™ 2807 “m
oNIZ 5570 0345 o000 155 4 TS 2881 .o
ONES 8 Te Oa08 ooy 00.00 128 4T 1™ 2581 Dese
OMES 4881 Q408 008 00:00 0 oeor 1.01% 2851 o

G130 e 002 00000 1436 e 2.50% %509 26,708 Ja
PNt Date: Frisay, August & 2017 B113:58AM Genesys Page 1of 128
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Sample Reports for Interaction Reporter

General Administrative
(Supervisor) IA Change Notification History Report

This report displays the history of configuration changes you make in Interaction Administrator. Use this report as
an audit trail for tracking these IA changes.

Sample Report
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Sample Reports for Interaction Reporter

{(Supervisor) IA Change Notification History

Date Time Range: 10/17/2015 12:00:00 AM - 1072772015 11:58:50 PM Cg GE NESYS
o
User Range: <All>
Class Range: <Al
Site ID Range: <Al
Date Time Key User Station Type Class
10/1802015 9:28:50 AM Jonathan_ Mabrito INDSIM0AD1SHO2 Addition IF Phones

2ff1a8c7-2a70-428c-8aef-Occedica7 186

10/18/2015 9:29:50 AM Jonathan Mabrito INDSIM0AD1SHO2 Addition Workstations
VikkiPOffice
101122015 9:55:41 AM Jonathan Mabrito INDSIM0DAD15H02 Modification IP Phones

2ff1adcT-2a70-428c-Baef-Occed1ca7 186

1071902015 @:55:41 AM Jonathan Mabrito INDSIMDAD1SHOZ Addition IP Phone External R
b7ebcb3c-42b8-416b-b505-43aeleeancal

1071842015 9:55:41 AM Jonathan.Mabrito INDSIMDAD1SHOZ Moedification Workstations
VikkiPOQffice
1V18/2015 3:13:38 PM don.stewart DOMNSPC10 Medification Users
Trent.Vance
Date Time Key User Station Type Class
1072042015 9:35:04 AM david ham INDSIM0OAD1SHO1 Medification Workgroups

Care Center

10/20/2015 9:35:04 AM david.ham INDSIMDAD1SHO1 Modification MediaTypes
Chat

1V2002015 9:35:04 AM david.ham INDSIMQAD1SHO1 Medification MediaTypes
Workitem

10/20/2015 9:35:04 AM david.ham INDSIMOADISHO1 Moedification MediaTypes
EMail

10/20/2015 9:35:04 AM david.ham INDSIM0AD1SHO1 Medification MediaTypes
WebCallback

10/20/2015 9:35:05 AM david.ham INDSIMOAD1SHO1 Modification MediaTypes
Call

10/20/2015 9:35:05 AM david.ham INDSIMDAD1SHO1 Modification MediaTypes
Generic

10/20/2015 9:35:05 AM David Ham INDSIMOAD1S5HO1 Modification Workgroups
Care Center

1072002015 9:35:05 AM David.Ham INDSIMOAD1SHO1 Addition Workgroups
Care Canter

10/2002015 2:37-07 PM John Watkinson INDSIMOAD1SHO2 Modification Users
Johnny Watkinson

Date Time Key User Station Type Class
Print Dade: Friday, August 4, 2017 2:10:38AM Genesys Page 101
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Sample Reports for Interaction Reporter

(Supervisor) IC Change Notification History Report

This report displays the history of change notifications sent to the Admin Server of the Interaction Center. For
example, anytime you delete or modify a user, or modify an IC Data Source, IC sends a change notification. Use
this report as an audit trail for tracking these change notifications.

Sample Report
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Sample Reports for Interaction Reporter

(Supervisor) IC Change Notification History

. y 4 - 7 - - ]
Date Time Range: 1071772015 12:00:00 AM - 10/27/2015 11:58:50 PM CJD GENESYS

Class Range: <Al

Site ID Range: <All>

Date Time User Type Class
Path Attrib

10/17/2015 1:00:00 PM ChasB Modified Workstation
HQSimreom\Production\S IM4C\Waorkstations\ChasB Contact Line

10/17/2015 1:00:50 AM ChazB Modified Waorkstation
1HQSimreom\Production\SIM4CtWarkstations\ChasB Contact Line

10/17/2015 1:01:14 PM ChasB Modified Workstation
HASimroom\Production\S IM4C 1 Waorkstations\ChasB Contact Line

10/17/2015 1:01:37 AM ChasB Modified Workstation
HQSimreom\Production\S IM4CWorkstations\ChasB Contact Line

10/17/2015 1:02:00 PM ChasB Modified Workstation
HAQSmmom\Production\SIM4CIWaorkstations\ChasB Contact Line

10¥17/2015 1:02:50 AM ChasB Modified Workstation
HQSmreom\Production\S IM4ACTWaork stations\ChasB Contact Line

10/17/2015 1:03:14 PM ChasB Modified Workstation
HQSimreom\Production\S IM4C\Waorkstations\ChasB Contact Line

1071772015 1:03:37 AM ChasB Medified Woerkstation
VHOQSimroomiProduction\S IM4C\Waorkstations\ChasB Contact Line

10/17/2015 1:04:00 PM ChasB Modified Waorkstation
\HQSimreom\Preduction\SIM4CIWaorkstations\ChasB Contact Line

10/ 712015 1:04:50 AM ChasB Modified Workstation
HQSimreom\Production\S IM4ACIWorkstations\ChasB Contact Line

Print Date: Friday, August &, 2017 2:14:22AM GENESYS Page 106,046
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Sample Reports for Interaction Reporter

Interaction Feedback
Satisfaction Trend (Line Graph) Report

The Survey Satisfaction Trends report shows the satisfaction trend for an agent over time, by survey. The report is
displayed in a line graph. This report includes data from completed surveys.

Sample Report

Satisfaction Trends (Line Graph)

DiateTime Range 10172015 120000 AM - 10R2772015 11:58:58 PM .

=
Suver 38 GENESYS
Users AR

Support WG Survey

Average Score (selected users)

20
16
2 Gerard. Camphe
8 12 Hamiet Termy
= Parcy Bowman
] Rachel Conner
4
o
Fé’-&v a&\‘ﬁ s q}p PO 453‘% 1::‘% ,b:‘.“" P
A 2 ' o g j L 1 43 & A
& & & gF & & F g & & 4
f o o o o i & o of of o
Privit Date: Friday, Augast 4, 2017 10 13:434M

Genesys Page 1810
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Sample Reports for Interaction Reporter

Survey Scoring Detail Report

The Survey Scoring Detail report shows the average survey score for agents during a date and time range. The

report also shows survey detail by user, including survey scores, percentile, and score and weight by question. This
report includes data from completed surveys.

Sample Report

Survey Scoring Detail

DateTime Rangs: 10TTE0NS 1200:00 AM - MEZTER015 115955 PM

v o 2 GENESYS

il

Support WG Survey Scanes Ranking definition
A uRaTE 100 A
THE & 3 Survey 10 be used by e BulkTHler fof e ABDMENE Lakng Chpefage  CPeftetlle  AWSrage Percaniie [T MR ®E
of suney's. = e ko o am I me
* Based on sessien ugers. &0

B F

Avg of Score / IC User

24
0
18
12 = -
] &
8
4
1]
s &
tﬁé s .ﬁ‘e <p"du
Surveys for s user
ag ] | Curvey | Quscion | Zumtmer
Usr Seane Paromiie - R samcipant score | Weight Text | Hecomed Answer
e TTAT Zigo Ti00
Print Date: Friday, August 4, 2017 2.20-13AM Genesys

Page 101,718
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Survey Scoring Summary Report

Sample Reports for Interaction Reporter

The Survey Scoring Summary report shows the average survey score for agents during a date and time range. It
also includes a list showing Average Score and Percentile per User for the selected survey. This report includes data

from completed surveys.

Sample Report

Survey Scoring Summary

DataTima Rangs: OATI015 120000 AM - 1FZTI2015 11:55:50 PM o )
o
Survey: =l o G E N ESYS
Users . =All=
. Ranking definition
Support WG Survey 5;:9:“ o A
This |5 2 sunvey i ke used by the BukCaller for the auiomatc Sking of - AYRLIOR P PeEnte  AVEREON MAnImn LF Ve P L
ey, nso  mor nw  nw 10 700 me
“ BaEed On BHecIed USET 6 D
5 F
Avg of Score / IC User
24
20
L]
12 & 5
& "

Uner 2y Scons
2188
Garard Campbe| 056
Hariet Teamy 139
Percy Bowman 28
Ranhe Conner 2141

Print Date: Frday. Asgast 4. 2017 218:41AM

TR
e
TE.TI

P

Page 10f3
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Sample Reports for Interaction Reporter

Survey vs. Quality Scores Report

This report compares survey and quality scores from Interaction Recorder for a given agent. This report includes
data from completed surveys.

Sample Report
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Survey Vs Quality Scores

10A17/2015 12:00:00 AM - 10/727/2015 11:59:59 PM

DateTIime Range:

Survey: <Al
Users - <All~
Highiight difMerence above "%

Sample Reports for Interaction Reporter

S GENESYS

| SCoMes PeICentage DITarence
[ o | e :
Support WG Survey
Bowman, Percy (Percy Bowman)
CALL, Percy Bowman on 10/28/2015 75.00%  77.78% __‘ 3.64%]
12:22:46AM
CALL, Percy Bowman on 10/26/2015 75.00%  86.80% i‘ 16.95%] -[
10:58:58PM
CALL, Percy Bowman on 10/27/2015 £3.33%  98.88% : 8.45%]

T:2308PM

Print Dale: Frday, August 4, 2017 2:29:03AM

Genesys

Page 1071
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Sample Reports for Interaction Reporter

IVR
IVR Audit Report

The IVR Audit report provides a raw listing of each interaction in the IVR during the specified time period, sorted
first by Interaction ID and then by date/time. It also lists each node or menu (Event) (e.g., IVR menu, destination,
etc.) and the exit code for each. An exit code of O indicates it passed through that menu successfully and any
other exit code indicates a failure, such as the caller hung up, or the call was otherwise disconnected. This report is
most useful for assisting with troubleshooting problems on particular calls in the system.

Sample Report
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Sample Reports for Interaction Reporter

IVR Audit R rt
Date Time Range: 10/17/2015 12:00:00 AM - 10/27/2015 &
11:50:58 PM o GENESYS
o
Site ID Range: <All=

Exit Code 0=Success ; <=0 =Failure

Interaction
key Diate Time Event 1. Exit Code
1001291835601 51022 212013 8:59:04 PM Defaul? Proflie o
100129183560151022 102172015 a:59:04 PM Defaull Scheoule i}
100129183560151022 1002172015 A:59:04 PM Darail Scheoule o
1001291835601 51022 212013 9:101:31 PM Emor Handling: Default Schedus o
1001291835601 51022 z120]s 9:101:33 PM AR=ndant Disconnect o
100129183560151022 12172015 9101:33 PM Afendani Disconnect o
1001291865601 51022 1212015 906:08 PM Defaul? Proflie 1]
1001291865601 51022 z120]s 910608 PM Defaul? Schedule o
100129186560151022 102172015 0608 PM Defaull Scheoule i}
1001291865601 51022 212013 910E34 PM Emor Handling: Default Schedus o
1001291865601 51022 z120]s 910835 PM AR=ndant Disconnect o
100129186560151022 102172015 0836 PM ARandant Disconnedt i}
10012921 2260151022 12172015 8:30:26 PM Defawll E-mall Proflie o
10012e21 2260151022 z120]s 830225 PM Unknoan Exit 1
100129297360151022 102172015 9:12:40 PM Dafawt Profie i}
1001292973601 51022 212013 91240 PM Defaul? Schedule o
1001292973601 51022 212013 91240 PM Defaul? Schedule o
100129297360151022 102172015 1507 PM Emor Handling: Default Schadus i}
100129297360151022 12172015 1508 PM Afendani Disconnect o
1001292973601 51022 z120]s AR=ndant Disconnect o
1001204512601 51022 z120]s Dafaul? Proflie o
100129451260151022 12172015 Defaull Schedule o
1001284512601 51022 212013 Defaul? Schedule o
100129451260151022 102172015 Emor Handling: Default Schadus i}
100129451260151022 12172015 Afendani Disconnect o
1001284512601 51022 212013 9:51:45 PM AR=ndant Disconnect o
1001294899601 51022 z120]s 10003 PM Dafaul? Proflie o
100129459360151022 12172015 10:0Z03 PM Defaull Schedule o
1001204899601 51022 212013 10003 PM Defaul? Schedule o
1001294899601 51022 z120]s 10:04:30 P Emar Handling: Default Schedus o
100129439960151022 102172015 10:04:32 PM ARandant Disconnedt i}
1001204899601 51022 212013 10:04:32 PM AR=ndant Disconnect o
1001296235601 51022 z120]s 1003304 P Dafaul? Proflie o
100129643660151022 12172015 10:3304 PM Defaull Schedule o
100129643660151022 12172015 10:3304 PM Defaull Schedule o
1001296235601 51022 z120]s 103531 PM Emar Handling: Default Schedus o
100129643660151022 102172015 103533 PM ARandant Disconnedt i}
1001296435601 51022 1212015 103533 PM Anendant Disconnect 1]
1001296365601 51022 z120]s 11:2726 PM Dafaul? Proflie o
1001296365601 51022 1z120Ms 11:2726 PM Dafaul? Schedule li]
100129836560151022 12172015 112726 PM Defaull Schedule o
1001296365601 51022 212013 11:25:53 PM Emor Handling: Default Schedue o
Print Date: Friday, August 4, 2017 2:2E:53AM Genesys Page 10f83
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Sample Reports for Interaction Reporter

1VR Breakdown Report

This summary reports by date, and displays IVR level name, interactions, duration, percent of calls by IVR level
name, repeated calls, and percent of calls repeated.

Sample Report
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Sample Reports for Interaction Reporter

IVR Breakdown

Date Time Range: 10/17/2015 12:00:00 AM - 10/27/2015 11:52:58 GD G E N ESYS
PM =
Site ID Range: <All=
Lewel : <All=
Site ID : 1
Menu :
Calls % of Daily  Awg Menu Total Time % of Grand Repeated
Entered Totals Duration Total Time Calls
Application: -

Default E-mail Profile

2015-10-28 4 28.57% -00:00 :00:00 0.00% O
2015-10-27 10 71.43% -00:00 :00:00 0.00% O
Default E-mail Profile 14 <0000 :00:00 0
Default Profile

2015-10-28 13 15.20% -02:01 :28:18 14.10% 0
2015-10-27 2 B4.71% -02:14 02:40:12 85.00% O
Default Profile a5 0212 03:06:30 0

TS Jason +1-866-231-8145

2015-10-27 1 100.00% -00:03 :00:03 100.00% 0

TS Jason +1-866-231-8145 1 :00:03 :00:03 0

TS Shane +1-866-B78-8233

2015-10-27 1 100.00% 01:00:02 01:00:02 100.00% 0
TS Shane +1-886-872-8233 1 01:00:02 01:00:02 0
- 101 :02:26 04:06:35 0
Application :  -H

Default Schedule

2015-10-27 1 100.00% -02:28 ‘02:26 100.00% 0

Default Schedule 1 -02:26 202:26 0

Ermmor Handling: Default Schedule

2015-10-27 2 100.00% -00:01 -00:02 100.00% D

Print Date: Friday, August 4, 2017 2:38:25AM GensEys Fage 1076
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Sample Reports for Interaction Reporter

IVR Exit Path Report

The IVR Exit Path report lists each menu in each application and shows the number of calls that exited the IVR
(auto attendant) at that level during the specified time period. It also shows related statistics, such as what
percent of abandoned calls in that period were abandoned on each menu, the average amount of time the caller
spent in that menu before abandoning, the total time all callers spent in that menu during that period, and the total
percentage of time callers spent in that menu.

Sample Report
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Sample Reports for Interaction Reporter

IVR Exit Path

Date Time Range: 10/17/2015 12:00:00 AM - 10/27/2015 11:59:59 DD
e 3 GENESYS
Site ID Range: <All=
Lewel : <All=
Site ID : 1
Calls Exited % of Calls Avg VR Total Time % Time
Menw/ Exit Path Duration
Default Profile
Attendant Disconnect Fii] 05 % -02-26 03:04:41 0077 %
Transfer to 3 4% :00:07 :00:22 0.20%
Marketing/Partners
TS Jason +1-866-231-8145
Custom Screen Pop 1 1% -00:03 :00:03 0.03%
80 02:18 03:05:08
-l
Default 5chedule
Attendant Disconnect 1 313% -02:26 02:26 08.65%
Error Handling: Default Schedule
Attendant Disconnect 2 G7% -00:01 :00:02 1.25%
3 -00:-43 202:28
+HHH
Marketing
Waorkgroup Queue 3 100% -00:00 -00:00 0.00%
3 -00-00 -00:-00
-|{Emar Handling: Default Schedule]-|
Attendant Disconnect
Attendant Disconnect 2 100% -00:00 -00:00 0.0D0%
2 -00:00 :00:00
Default Profile|
Default Schedule
Attendant Disconnect Fii] 26% -02-26 03:04:31 00.20%
Print Diate: Friday, August 4, 2017 9:45:594M Genssys Page 1073
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Sample Reports for Interaction Reporter

IVR Summary Report

The IVR Summary report provides a summary of activity in each Interaction Attendant application in the specified
level. For each day in the range, it shows: the total number of calls for the application; the percentage of that
number out of all calls in the system; the average duration of each call in that application; the total time of those
calls in the application; and how many times those calls went through the application menu, if more than once.

Sample Report
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Sample Reports for Interaction Reporter

IVR Summary
Date Time Range: 10/M1772015 12:00:00 AM - 10/27/2015 11:52:58 DD
P 3 GENESYS

Site ID Range: <All=
Lewel : <All=
Site ID : 1

Application : Attendant Disconnect

Calls % of Daily Avg IWVR Total Time Daily Time Repeated
Entered Totals Druration % Calls

Application :  Attendant Disconnect
2015-10-28 10 12.95% -00:00 :00:00 0.00% 0
2015-10-27 a7 a7.01% :00:00 :00:00 0.00% D
Attendant Disconnect i -00:00 :00:00 0
Application :  Default E-mail Profile
2015-10-28 4 28.57% :00:00 :00:00 0.00% 0
2015-10-27 10 71.43% :00:00 :00:00 0.00% D
Diefault E-mail Profile 14 -00:00 :00:00 0
Application :  Default Profile
2015-10-28 13 15.20% -:02:01 :28:18 14.10% D
2015-10-27 72 84.71% :02:14 02:40:12 85.90% 0
Default Profile a5 -02:12 03:08:30 0
Application - Default Schedule
2015-10-26 26 14.53% -02:01 :52:30 10.60% 0
2015-10-27 153 85.47% -02:54 O07:22:46 859.40% 0
Default Schedule 178 :02:46 08:15:16 0

Application - Error Handling: Default Schedule

2015-10-28 10 12.88% -00:02 :00:20 13.16% 0
2015-10-27 a7 87.01% -00:02 02:12 B0.84% 0
Error Handling: Default Schedule T -00:02 202:32 0

Application :  IPA Submenu

2015-10-28 1 100.00% -00:20 :00:20 100.009% 0
IPA Submenu 1 -00:20 :00:20 0
Print Date: Friday, August 4, 2017 10:33:59AM Genssye Page 1073
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Sample Reports for Interaction Reporter

IVR Summary Abandoned Report

This summary reports by date, and displays level name, interactions, aborted interactions, average aborted
duration, percent aborted, repeated aborts, and percent repeated.

Sample Report
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Sample Reports for Interaction Reporter

Diate Time Range: ;I;l..:ﬁ'.'ZE 15 12:00:00 AM - 10/27/2015 11:52:50 % G E N ESYS

Site ID Range: <All=

Lewel : <All=

Site ID : 1

Application: Attendant Disconnect

Percent
Calls Calls Abandoned
Date Abandoned
Entered Abandoned Duration

Application :  Attendant Disconnect

2015-10-28 10 0 :00:00 0.00%
2015-10-27 &7 0 :00:00 0.00%
Aftendant Disconnect T 0 :00:00

Application - Default E-mail Profile

2015-10-28 4 4 :00:00 100.00%
2015-10-27 10 10 :00:00 100.00%
Default E-mail Profile 14 14 (0000

Application :  Default Profile

2015-10-28 13 2 :00:55 15.38%
2015-10-27 72 4 :00:32 5.50%
Default Profile B5 ] 02T

Application :  Default Schedule

2015-10-28 28 4 :01:50 15.38%
2015-10-27 153 10 02:01:08 8.54%
Default Schedule 179 14 02:02:58

Application - Error Handling: Default Schedule

2015-10-26 10 0 :00:00 0.00%
2015-10-27 &7 0 :00:00 0.00%
Ermor Handling: Default Sched: T 0 0000

Application :  IPA Submenu

2015-10-28 1 0 :00:00 0.00%
IPA Submenu 1 0 J00:-00

Application :  Marketing

2015-10-27 3 0 :00:00 0.00%
Marketing 3 0 0000

Application :  Menu to Select
Print Date: Friday, Augusi 4, 2017 2:28:06AM Genssys Page 1013
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Sample Reports for Interaction Reporter

Queue/Wrap-up

Queue Period Statistics Agent Wrap Up Code by Queue Detail Report

This report enables a supervisor to see the wrap-up codes and related detailed statistics (number of interactions,
average talk time, total talk time, average ACW, total ACW, and the number of supervisor requests) for each
agent in each queue. A wrap-up code of "NS" mean the user did not specify a wrap-up code in the specified time
period, even though wrap-up codes were enabled and offered. A wrap-up code of "-" (dash) indicates a regular
interaction where no wrap-up code was offered, specified, or entered.

Sample Report

Queue Period Statistics Agent Wrap-up Code by Queue Detail

Date Time Range: B/82017 12:00:00 AM - 8/14/2017 11:59:59 PM

o
-
Agent Range: <Al o G E N ESYS
Queue Range: <Al
Site ID Range: <All>
Interactions Avg Total Avg Total Supervisor
Talk Talk ACW ACW Requests
Site ID: 1
Testl
20170808
TestGroup
1 10 00:01 00:10 00:01 00:10 10
TestGroup 10 -00:01 -00:10 -00:01 -00:10 10
2017-08-08 10 -00:01 00:10 :00:01 -00:10 10
Testl 10 :00:01 :00:10 00:0 200:10 10
Site ID: 1 10 -00:01 :‘00:10 -00:01 -00:10 10
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Sample Reports for Interaction Reporter

Queue Period Statistics Wrap-up Code Summary Report

This report enables a supervisor to see the wrap-up codes and related summary statistics (number of interactions,

average talk time, total talk time, average ACW, total ACW, and the number of supervisor requests) for each

agent or each queue. A wrap-up code of "NS" mean the user did not specify a wrap-up code in the specified time

period, even though wrap-up codes were enabled and offered. A wrap-up code of "-" (dash) indicates a regular
interaction where no wrap-up code was offered, specified, or entered.

Sample Report

Queue Period Statistics Wrap-up Code Summary

Date Time Range: 882017 12:00:00 AM - 8142017 11:59:59 PM

o
-
Agent Range: <Al o G E N ESYS
Queue Range: <Al
Site ID Range: <All=
Interactions Avg Total Avg Total Supervisor
Talk Talk ACW ACW Requests
Site ID: 1
8/8/12017
Test1
[
1 10 -00:01 :00:10 :00:01 -00:10 10
Testi 10 :00:01 :00:10 :00:01 :00:10 10
8/812017 10 :00:01 200:10 :00:01 :00:10 10
Site ID: 1 10 :00:01 200:10 {00:01 :00:10 10
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Sample Reports for Interaction Reporter

Legacy Historical Reports

(Supervisor) Agent Availability Detail Report

Use this report to determine how long you were in an Available state to take calls, and your status while you were
unavailable. When you log in and log out of the Client, IC creates the logged in and logged out flags. States change
when you change your status in the Client, and these changes do not affect the logged in and logged out flags.

Sample Report
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Sample Reports for Interaction Reporter

(Supervisor) Agent Availability Deta

Date Time Range: 292015 10:00:00 AM - 5/29/2015 11:59:59 AM
Activity Time Range: <Al o
Qo
Site ID Range: <All> (=] GE N ESYS

Agents Workgroups: <Al

Site ID: 1
Agent  ALLIE.EUTSEY Flags

Logped in Acd Logged Kon Acd Logged DND ACW

In in
Agent Summary: 01:5723 (12:08 0000 01:45:14 1110
Flaga
Logged In Acd Logged Non Acd Logged DND ACW
in in
BIZII2NS State Duration
01:5723 1209 200000 012514 A1l

10:02:48AM Folow Up 00:10 . . L]
10:02:58AM Of 3 CUStomer Sateraction cail 01:00 * .
10:03:58AM Folow Up 00:10 . . L]
10:04:03AM Avalanie o3 * .
100E31AM on 3 customer satisfaction call 02:00 * .
10:06:31AM Folow Up 00:10 . * *
10:06:41AM Avaladle :00:00 . *
10:06:4 1AM on a customer satisfaction cail 00:30 . .
1007 11AM Folow Up 00:10 * . +
100T-21AM Avaladie o103 N .
10008:24AM on a customer satisfaction call 07 " *
10:08:41AM Folow Up 0010 . # [
10:08:51AM Avalanle 0103 . .
1009 54AM on a customer satisfaction call 0017 . *
1010 11AM Folow Up :00:10 N . L]
1010:21AM Avalale 00:10 . .
10E3AM ON 3 CUstomer satisfaction call 0200 N .
1DAZIAM Folow Up 0010 * * *
10:12:41AM Avalanle 0013 . .
10:12:54AM on a customer satisfaction call 00:47 . .
101 11AM Folow Up 00:10 . * L]
101X21AM Avalanie 03 . +
orint Date: Wadnesday, Juty 19, 2017 205 304AM Genesys Fages 1 of 158
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Sample Reports for Interaction Reporter

(Supervisor) Agent Availability Summary Report

Use this report to determine how long users were in an Available state to take calls, and each user’s status while
he or she was unavailable. This is a summary version of the detail report. The report is summarized by date to
show how much time an agent logged in each state. This report gives the user a general overview of each state
entered for each day and the duration of these states. IC sorts this report by IC user IDs.

Sample Report
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(Supervisor) Agent Availability Summary

Sample Reports for Interaction Reporter

Date Time Range: 82902015 12200:00 AM - 82902015 11:59:59 PM
Activity Time Range: <Al
Site ID Range: <Al

Agents Workgroups: A

2 GENESYS

Site ID: 1
Agent  ALLAN.LUCUS Flags
Logged in Acd Logged Won Acd Lopged DND ACW
In In
24:00:00 100:00 100:00 24:00:00 00:00
BI292015 First Activity:  12:00000AM  LastActivity:  12:00:DQAM Total Activity Time: oo
Siats: Gons Home Flags: (DND) Duration: 24:00:00
Agent Status Totals:
2400:00
Agent:  ALLIEEUTSEY Flage
Loggedin Acd Logged Non Acd Logged DND ACW
in In
24:00:26 05:15:31 100:00 18:44:55 02:34:08
BI282015 First Activity:  12:00:00AM  Last Activity:  11:55:53FM Total Acthity Time: 235953
State: Avaiable Fags. {ACD) Duration: 0515
Follow Up [DND) (ACW) 02:34:06
on a customer satisfaction cal |:ACS| [DND_- 16:90:4%
agent status Totals:
24100:26
Agent:  AMY.COOPER Flags
Loggedin Acd Logged Wor Acd Logged DHD ACW
in In
23:59:22 03:18:28 100:00 20:40:54 02502
B/292015 First Activisy.  12:00:38AM  Last Acivity:  11:S2031PM Tota Acthity Tima: 233853
State: Avalable Flags:  (ACD) Duration: 03:18:28
Follow Up [DND) [ACW) 01:25:02
on a customer senice Interaction {ACD) (DND) 10:32:52
N 3 Nelp desk Interaction {ACD) (DND) 08:43:00
Agent Status Totals:
23592
Print Date: Wednesday, July 19, 2017 S:14:08AM Genesys Page 107140
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Sample Reports for Interaction Reporter

(Supervisor) Number Search Report

This report allows you to search all users who have called or received calls from a specific phone number. The
Number Search Report is a tool for managers and system administrators who wish to track down the callers of
specific numbers. IC sorts this report by IC user name.

Sample Report

(Supervisor) Number Search

Searched Numbsr Ranpe- <Al c ;

User Rangs: <Ap> 5 GENESYS

Diate Tims Rangs: 1312015 12:00:00 AM - 1030205 11:59:58 AM

St ID) Fange: A

U - Buminary Tatal Cals 123

Eaterdlis 11803 Totsl Hass Time (NECMMIEE) 0000

Totsl Deraton (Rh:mm:es ) © 0SEIT
Femos Cunten ok Thme

— Time Dimobn Murrtar N~ ot Code e oo
o018 1204:25 AN Ifbdund S20) 483500 Barnara Dwyen . ox 0000
Ll ot ] 1ZI404 AN inbound A SO8-3018 Langnam Creed TX = b 0050
10F320E 1230022 AM Imbouna S 507378 Coral Spengs FL - s 0000
jle - g 124053 AM  inbound 300; BEE-sEEY Gaonge Tanner = o 0000
132015 124138 AM Inoound 340 E2E-3542 Dave Anmamy - k- 0000
LHAE TZATS3AM  Inbound 350) SR4-ETE3 Travis Tremion = o 0000
1320 13100 AN Inocard T3T) S45-BE53 Eanaa Bas = e 0000
Lol ] 13740 AN Inbosmad 217 457-EI23 Ben Dover - i W
WHANS T8I AN Inbgeng B0 S46-3512 Chelsea Fagom = o )
W05 14740 AM Intound 304) G0-BE11 Faslx Martn - E 2 000
1S ZON00AM Inbound 200 ETe-BE2 b LowsTilles . oW 0000
13RS FON41 AM Intound 215) 475802 Al Wundenuna - -3 ] 0000
M08 Inbscnd SHpmEn GEORIND - o 0000
IR0 Inbdng Baman Eiars - e 0000
3RS x Inpound James Dagg = s 00:00
1205 ZaT. Inpound Bradisy Anderson S Kiini o} 00:00
IS L3541 AN Inocard 407) 5135857 Jule Baidnl - o 0000
WRACE TS0 AN Inboamd 208 TS TEphen Foriang = o m
R0IS FTOTAE AN Inboamd 308} WA-307 Miami FL - E -
A0S FAICT AN Inboung EAS) E31-5645 Ardres Momonks - W 00
03RS T2 AN Inbound 217 AET-RI23 Bt Dover - = 0000

Pl St Weraresany, Jury 19, 3907 SN ERaL Geeriesys Page 18031
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Sample Reports for Interaction Reporter

(Supervisor) User Call Detail Report

The (Supervisor) User Call Detail Report displays all calls for one or more users for a given time period. The report
is designed to give a supervisor a report of each user’s calls. A supervisor can use this report to audit an agent’s
productivity. System administrators may choose to use the User Call Detail Report to bill users and departments for
their long distance calls.

Sample Report
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Sample Reports for Interaction Reporter

{Supervisor Call Detail

Users: <Al>

Date Time Range: 1073172015 12:00:00 AM - 1043172015 11:50:50 AM
Site ID Range: <All>

Purpose Code Range: 0-3;5-8;10-8080

3 GENESYS

User: .
Exisntion: 11803
Call Duration Hold Time

Date ! Time. nOut Femote Humber Remots Name e [hovmen; s8] (hih-mem:ec)
10312018 12:08:59 AM Inbound (520) 483-5388 Barbara Dwyers - :00:30 00100
V32015 12114218 AM Inbound (832) SDE-3016 Langnam Cresk TX . 0228 00:00
10312015 1223022 AM Inbound (954) E07-38T6 Coral Springs FL - 028 0000
1312015 12:40:5% AM Inbound (302) BSB-458% George Tanner . 0216 0000
10312015 124130 AM Inbound (340) E26-3544 Dave Anthony - 016 0000
10/31/2015 12:42:59 AM Inbound (380) 584-678% Travis Trenton . ‘0216 00:00
10/3172015 1:31:00 AM Inbound (732) 549-8653 Barbara Evans . 016 0000
13172015 1:37:40 AM nbound (217) 457-5223 Bén Dover - :0Z16 0000
10/31/2015 1:46:21 AM Inbound (609) 5863512 Cheisea RadcitT . :00:00 0000
1312015 1:47:40 AM Inbound (314) 638-8511 Felix Marn . 016 0000
10312015 20100 AM Inbound (202) 579-B632 Amber Lowmiier - v 0000
1V3 12015 20340 AM Inbound (219) 547-9582 Alice Wungemind . 0Z16 0000
103172015 204221 AM Inbound (208) 353-7458 Stephen Glordano - 0001 0000
1B 12015 21341 AM Inbound (732) 5498653 Babara Evans . 016 0000
1312015 Z 19041 AM Inbound (B32) 5796346 James Dagg . 016 20000
10/31/2015 Z:27:52 AM Inbound (610) 5898322 Bradiey Anderson . :00:00 0000
10312015 23541 AM Inbound (407) S19-5457 Julle Baidini = piea i 0000
1312015 Z5901 AM npound (208) 383-7458 Stephen GIonang - 016 0000
1073172015 30745 AM nbound (305) 361-3237 Miami FL - 0228 2000
1073172015 34302 AM nbound (615) B31-5645 Andrew Momonic . 016 0000
1073172015 345:42 AM Inbound (217) 4579223 Ben Dover - 0224 0000
10/3172015 3:46:09 AM nbound (585) 332-2875 Lyndonvilie NY - 01:00:02 00:00
105172015 40302 AM Inbound (609) 26-3512 Cheisea Ragciim = a1 0000
1073172015 404:52 AM Inpound (T8T) 2314827 Kurt Whegler - :00:00 0000
1312015 416223 AM Inbound (470) 254-5853 Philllp Anderson = 00:00 0000
10312015 4:21:53 AM nbound (765) 258-33T1 Drew Lamson - :00:01 00:00
10312015 4:25:53 AM nbound (301) 571-2365 Richard Springfieid = 00 0000
1312015 £:31:23 AM nbound (313) 5799616 David Krokett - :00:01 0000
V32015 4:46:53 AM Inbound (413) 3478512 Brangdon Lowrey - 20001 0000
10312015 4:4823 AM Inbound (301) 571-2365 Richand Springfeld - Eiver) ] 0000
132015 449223 AM Inbound (302) 8554639 George Tanner - 0001 0000
103172015 4:50:53 AM npound (470) 254-0853 Philllp Andersan - 00 200:00
10312015 £:54:53 AM nbound [314) TOS-4596 Laveme Simpson - 00:01 00:00
107312015 4:55:23 AM Inbound (317) 8314823 Dave Rush - :00:01 20000
103172015 4:56:53 AM Inbound (415) 88622114 Mary Anne Sulllvan - 00 0000
103172015 S00:53 AM Inbound (413) 2478512 Branoon Lowrey - :00:00 200:00

Prnt Date: Trursday, June 30, 2008 450800 Genesys Page 1ot 31
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Sample Reports for Interaction Reporter

(Supervisor) User Call Summary Report

The (Supervisor) User Call Summary report displays a summary of all calls for the specified IC users on each day in
the given range. The report is designed to give a summary report of the user’s call volume.

Sample Report
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Sample Reports for Interaction Reporter

203

3 GENESYS

Users:
Date Time Range:

Site ID Range:
Purpose Code Range:

<All>

1073172015 12:00:00 AM - 1073172015 11.59:50 AM

<All>

0-3:5-8:10-2000

User: -
Extension: 11803
Tatal AVerage Cuttauna Ayg. Oulbownd Inbawnd A, Inbound
Total Dwration Duration Outhound Duration Dwration Inbound Duration Duration
Dats Callg (hdv;men 56} [hivmmcss) Calls Thih;rmen 5] Thihcmmess] Calle {hhammcs) [hhomemcss]
1073142015 153 0352:37 031 o :0a:00 -00:00 153 035237 01:31
Unkncwn inzoming Cutgaing Total
Numiber of Calls o 153 o 153
Awerage{ hhommisc] :00:00 oA 00000 K] |
User: Allie.Eutsey
Extension:  BE004
Tatal Average Outbound Avg. Outbownd Inbownd A Inbound
Total Dwration Duration Cutbound Duration Duration Inbownd Duration Duration
Date Calic {Rhmen:sE) (himmoss) Calie [hhcmen ss) hhcemm:es) Calle {Rhomenoss) {hhomencse)
0312015 199 04728 0118 9% 2359 0015 103 035326 0216
Unkngwn Inzoming Outgaing Tolal
Mumiber of Calle o 103 86 159
Averaged MuEmISE) ‘000D 02:1& DS 01:18
User: Bob.Kemna
Extension: 88032
Total Average Ouitound Awyg. Outbownd Inbgund Awg. Inbound
Tokal Curation Curation Cutbeund Duration Dwratian imBeund Duration Duration
Cate Calle (h:men:ee) (hh:mmeee) Caile [Mih:men ee) hmmeee) Calle {hhammsee) (hhomemiee)
103172015 4 013428 0T 3 0045 nos £ 01:34:03 20302
Unknown Inc<oming Cutgaing Totsl
Mumiber of Calle o 1] 3 3
Awerage{ hh:mmice) :00:00 0x02 0015 0247
Print Date: Weanezaay, July 19, 2017 E12:30AM Genesys Fage 10f 14



Sample Reports for Interaction Reporter

Agent Availability Detail Report

Use this report to determine how long you were in an Available state to take calls, and your status while you were
unavailable. When you log in and log out of the Client, IC creates the logged in and logged out flags. States change
when you change your status in the Client, and these changes do not affect the logged in and logged out flags.

Sample Report
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Sample Reports for Interaction Reporter

205

Agent Availability Detail

Date Time Range:
Activity Time Range: <Ak
Site ID Range: =Al=

Agents Workgroups: A

Er2972015 10:00000 AM - Sr2902015 11:59:50 AM

S GENESYS

Site ID: 1
Agent:  ALLIE.EUTSEY Flags

Logged In acd Logged Won Acd Lopged DHD BCW

In In
Agent Summary. 01:57:23 209 20000 01:45:14 41210
Flags
Lopged In 200 Logged Hon 200 Lopged DD ACW
In in
Brrazms Slate Duration
01:5723 208 *00-00 01:45:14 11:10

10:02:43AM Follow Up 00:10 . . .
10:02:55AM on 3 customer satisfaction el 01:00 . .
10:03:58AM Folow Up 0a:10 . . *
100 084N Avalanie 0023 - »
1008 31 AM Of 2 Customar sateraction el 0200 - .
1008 31AM Folow Up 100:10 . + L
1006 41AM Avalaoie 00700 . .
10:06:41AM on 3 customer satisfaction cal 00:30 N *
107 11AM Foliow Up 00:10 . * .
10:07:21AM Avalanie 01:03 - #
10:08:24AM on 3 customear satetaction cal o7 . N
10084140 Folow Up 0010 - . L]
10:08:51AM Avaladig 0103 - .
1008 S4AM on a customer satisfaction cal a7 . .
ik 11AM Foliow Up Da:10 . . *
1ik21AM Avaladle L0:10 * w
IR ITAM on 3 customer satisfaction cal 0200 N .
1012 31AM Folow Up 00:10 - . L]
1012 41AM Avalanie 0a:13 . *
1012 54AM on 3 customear satisfaction cal 0a:17 * N
11 T1AM Folow Up 00:10 * * L
113 21AM Avalanie 0033 * .
Primt Date: Wednesday, July 19, 2017 S23:524M Genesys Page 1 of 158



Sample Reports for Interaction Reporter

Agent Availability Summary Report

Use this report to determine how long you were in an Available state to take calls, and your status while you were
as unavailable. This is a summary version of the detail report. It is summarized by day to show how much time an
agent logged in each state. This report gives the user a general overview of each state entered for each day and
the duration of these states.

Sample Report
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Sample Reports for Interaction Reporter

Agent Availability Summary

Date Time Range: 8292015 1220000 AM - 572972015 11:59:59 PM
Activity Time Range: <Al a
o
Site ID Range: <Al =) GEN ESYS

Agents Workgroups: <Al

Site ID: 1
Agent  ALLANLUCUS Flags
Logped in Acd Logged Kon Acd Logged DHD ACW
In In
24:00:00 10000 00:00 24:00:00 200700
82902015 First Actvity:  1200:00AM  LastActviy:  12:00:00AM Total Actutty Time: ‘0o
State: Gone Home Flags: [DND) Duraon: 24:00:00
Agent Status Totals:
24:00:00
Agent  ALLIEEUTSEY Flage
Logged In Acd Logged Non Acd Lopged DHD ACW
In n
24:00:26 05:15:31 00:00 18:44:55 02:34:08
BI29/2015 First Activity:  12:00:00AM  Last Activity:  11:55:53PM Total Acvity Time: 23:59:53
State: Avalable Flags:  (ACD) Duration: 05:15:31
Foliow Up (DMD) (ACW) 02:35:06
on a cusiomer saisfaction ca (ACD) (DND) 16:10:49
Agent Status Totals:
24:00:26
Agent:  AMY.COOFER Flage
Lopped In Aed Logged Non Acd Lopged DND ACw
In n
23:59: 1 03:18:28 00:00 2004054 01:25:02
BI29/2015 First Activity:  12:00:38AM  LastActvily:  11:55:31PM Total Acavity Time: 2588
State: Avalabie Flags: (ACD) Duration: Q3ia2e
Foliow Up (DND) (ACW) 012502
on a customer service Intaraction (ACD) {DND) 10:32:52
on a help desk Interaction (ACD) (DND) 06:43.:00
Agent Status Totals:
23:56:22
Print Date: Wednesday, July 19, 2017 S010:524M Genesys Page 1 of 40
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Sample Reports for Interaction Reporter

Agent Availability with Activation Report

This report is identical to the (Supervisor) Agent Availability Detail Report, except this one adds a summary of
agent activation changes at the end of the report. Supervisors use this report to view and track very detailed
information with regards to the agents status activity. Use this report to determine how long users were in an
Available state to take calls, and each user’s status while he or she was unavailable. When you log in and log out
of the Client, IC creates the logged in and logged out flags. States change when you change your status in the
Client, and these changes do not affect the logged in and logged out flags. This report is sorted by Site and IC user
names.

Sample Report
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Sample Reports for Interaction Reporter

Agent Availability with Activation

Date Time Range: 8292015 10:00:00 AM - 872972015 11:59:59 AM
Activity Time Range: <Al .
o
Site ID Range: <Al> o G ENESYS

Agents Workgroups: <Al

Site ID: 1
Agent:  ALLIEEUTSEY Flags

Logged in Acd Logged Hon Acd Logged DHD ACW

In in
Agant Summary: 01:57:23 100:00 01:45:14 1110
Flaga
Logged In Acd Logged Non Acd Logged DHD ACW
n n
BrzazMs State Duration
01:57:23 :00:00 0125014 11210

10:02:43AM Folow Up 0010 - . L]
10:02:58AM Of 3 CUSIOMEr Satisfaction cail 01:00 . +
10:03:58AM Folow Up 0910 . . L]
10:04:03AM Avalanie 0023 * .
1004 31AM 0N 3 CUStOMEr satisfaction cail 02:00 * *
10:06:31AM Folow Up 00:10 . * L]
10:06:41AM Avallanke 100:00 N .
100641AM on 3 customer satisfaction call 0030 * “
1007 11AM Folow Up 00:10 * * L]
10:07-21AM Avalanke 01:03 . .
10:08:24AM on a customer satisfaction call A7 * M
10:08:41AM Folow Up 00:10 N * L]
10:08:51AM Avallaie 010 . *
1003 52AM on a customer satisfaction cail A7 * #
1001 1AM Follow Up 00:10 . * L]
10:10:21AM Avalanie 100:10 . *
101 AM on a customer satistaction call 02:00 . *
DAZ3AM Follow Up 00:10 * “ *
101Z:41AM Avallanle 013 N *
1012 54AM on a customer satisfachion call 0017 . .
I NAM Folow Up 0010 * * .
101 321AM Avallable D33 * .
1013 54AM on a customer satisfaction call 0017 N .
10E11AM Folow Up 0010 . J *
1014:21AM Avalanie 00:10 . .
10143 AM 0 a customer satsfaction cail 0200 . w
10:16:31AM Folow Up 00:10 * . .
101E41AM Avalaoie KN} & .
Print Date: Wednesday, Juy 19, 2017 S015:30AM GEnesys Page 107 114
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Agent Performance Detail for Queue Report

Sample Reports for Interaction Reporter

This report is for supervisors who want to analyze agents and their interaction activity at a detail level. You can
select agents individually or by queue. It shows a summary of activity for each agent, followed by the queue detail.
Specifically, it shows the number of ACD interactions, after call work, and time available for ACD interactions. By
default, this report shows detail by day, but you can show detail down to the smallest time range, interval. IC sorts
this report by agent, date, and queue.

Sample Report

Agent Performance Detail for Queue

Date Time - 10312013 1220000 AM - 10302013 11:32:38 AM D‘-‘
Shift : <Al (=] GENESYS
Site 1D : <All>
Agents Morkgroups: <Al
Mion ACT) DS 3PE EROWT DY QUEUE DNPY 10 Elminate showing Supiicale ot
ACD ] | [
avg loeal Dees L] Avg Total ot Avg Totsl
Allan Lucus ang Tats nag Teta Epeed Lo Rz Asttrated & - T o Time
e Taii Tam new aew am Zestani Tam Tk ot
1W3IN2015
Cusiomse Ssrvice o D0a D00 0600 D08 o0 o D0 a OO0 0000
Help Dok g 000a 000a oo 00000 oopd o 00000 -] s =)= i)
1015 0 10.00 19000 0000 0:00 10:00 ] 000 ] 00:00 00.00 [ D000 Do:00
[rEEp—— 8 20000 tee0  00ue 0:00 000 o 0.00 ] 00:00 0000 [ D0 R
Allie Eutsey ™ Tots ™ Tots zeee Lasa Fustie Attaten & ™ Tine out Time
- Talk Tam LW s = Zastage Tam e out
TWIN2013
Ho WortGroup g ol 0000 oo 000D oupa o 00000 ne oo TR
Customer Satisfaction L el WILAT 000 090400 000 I8 Ak E ] [} %0 ooLe
1312015 82 ] WA 08 G W0 315 118 0 a0 00700 " D015 EiE")
Agrees Sumemary £ EIE WILT 000 010400 1000 s 118 ] 00:00 00,00 1 D015 EoE ]
Per Date: Wednesaay, July 15, 2017 S1214AM Genesys Page 1 of §5
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Sample Reports for Interaction Reporter

Agent Performance Detail for Queue by Date by Interaction Type Report

The Agent Performance Detail for Queue by Date by Interaction Type report displays a detail of agent information
by interaction type for a specified date/time range for selected agents. You can select the agents individually or by
a workgroup. This report shows the summary for each agent by queue and by day. It shows the number of ACD
interactions, after call work, and time available for ACD interactions.

Sample Report

Agent Performance Detail for Queue by Date by Interaction Type

Duate Time 1073172015 12:00:00 AM - 10312015 11:53:50 AM

Shift - <t [= GENESYS
Site ID - <Al
Agents Morkgrowps: <Al
Alie.Eutsey Avg Local Disc J.aa_-d
Avg Total Avg Total Speed Ratic
Imts Talk Tak ACW ACW Ans
INIR015

Customes Satrsfaction

= L0 ouas Dadas 0010 50 000 L

Calpack 1 ooT 3 oa1a & 0000 e

cnat 106 arsa p5:oTar 0010 1500 s L= ] o

Eran ] o301 (1508 0010 s oeo0 S

Cusloasd Sallelaction a2 ara ey 00: 1 oiga0n o e ) Nns .15

32013 2 LR 034847 00w D000 0000 n 113

agent Summary 2 0140 10:34:47 00:90 010400 00:00 an 113

Pt Dite: Weanestay, July 19, 2017 G:224TAM Genesys Page 1.0f 39
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Sample Reports for Interaction Reporter

Agent Performance Detail for Queue by Interval Report

The Agent Performance Detail for Queue by Interval report displays a detail of agent information by interval for a
specified date/time/interval range for selected agents. You can select the agents individually or by a workgroup.
This report shows the summary for each agent by queue, by day, and by interval. It shows the number of ACD
interactions, after call work, and time available for ACD interactions.

Sample Report

Agent Performance Detail for Queue by Interval

Date Time : 10312015 8:00:00 AM - 10312015 11:52:50 AM D‘-‘ G 8 S
s . o GENESY
Site 1D : <Al
Agents Workgroups. <All>
Hori ACD iofals are shown Dy queus o0’y i elminabe showing Supiicale totais
ACD | | Hisn ACT
g Losai Dies n ™ Todal it hwg Tokal
Alan Lucus A Tabst an Tk e Lot msfis  Asiesten s = Tene s nd Time
s Talw Taik = AW e Aamipne Tl Tam Out
132015
Customer Service
ED000 AM o 00:00 0000 D00 D000 00-00 o 0.0 ET
MO0 AM o 10000 00000 :Da:00 oo a0:00 o 0.00 B0d
TIO00 AM o 00 0000 0000 D000 0000 0 .00 2000
7-M00 AN 8 A00d 00000 D06 Eol ik o 0.00 nA00
o El 0000 0000 £ 00:00 ] .00 20
BCMI00 AM o 1000 0000 D000 D000 000 o 0.00 na0g
0000 AM o D000 0000 0000 D000 00:00 o .00 m
SO0 AM o 10000 0000 :Da:00 o0 o0:00 o 0.00 oG
100000 AM o 0000 0000 0000 D000 9000 o .00 T
13000 AM o 10000 0000 :Da:00 o0 o0:00 o 0.00 B0l
110000 AM o 00 0000 0000 D000 0000 ] .00 2000
113000 AM 8 A00d 0000 D00 Eo k00 o 0.00 nA00
Customar 3arvice 0 D000 0000 0000 D000 00:00 o o E o 0000 o000 ] 000 0000
Pl Dake: Wednesaay, July 19, 2017 S26:00AM Genesys Page 1 oram
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Sample Reports for Interaction Reporter

Agent Performance Summary for Queue Report

This report is for supervisors who want to analyze agents and their interaction activity at a summary level. You can
select agents individually or by queue. It shows a summary of activity for each agent, without regards to queue.
Specifically, it shows the number of ACD interactions, after call work, time available for ACD interactions, and non-
ACD activity. IC sorts this report by agent, then by date.

Sample Report

Agent Performance Summary for Queue

Date Time - 10731/2015 12:00:00 AM - 107312015 11:59:50 AM s
shin o 2 GENESYS
Site ID : <All>

Agents Morkgroups: <All>

Mo ACD ictals are shown Dy gueus onfy fo elminate showing Supiicale totais

ACD ] [ [T

dwg Lol Dies n dwg Tortal ot hvg Toksl
Allan Lucus avg Tobst g Tetm - Loas matts - Time i o Time
i Taik Tal s acw L Tal T ot

gt Surmerary L] L] L] e 9000 L L] 200 L] 0000 0000 L] B0 oarne
" Ay loeal Dees n avg Total Ot Avg Tetal
ABie Evtsey g Tetal ™ Tota 2pmee Lot mstne - Time Out Timm
L Talk Tam s ade Arn Tal Tk ="

Egrn armemany 2 o w3y 0 Al 0000 ny 118 L] 00100 0000 " k] e
g Losai Dics = awg Total ot avg ot
Amy Cooper g Tobat ™ Totw Tpens Lons Ratie = Tine ia ot Time
itz Tais Tam AW aw i Tal Tk ot

Egann Surnemary L] L] L] 8] L] 000 L] 000 L] o000 (k] L] L] olrng
g Loea Dega in dvg Total oA Ay Total
Beth.Collier A Tabs an Tatw 1peec Loat mais = Teme ond Time
L Taix Tai A acw And Tl Tam Out

Egrnt Sarmenany L L] Hdcdd B0 0000 00200 ] 000 L] 0000 00000 L] D000 0i00e
Liseai Digs " i Total out A Toew
Bob Kemna [ Tatal ™ Total l::d Lo maltz - Timem | Timn
g Talm Tam AW A Am Tam Tam O

Egren Surmany mn LAt sz 000 LR oo m .09 L] 0000 100000 3 LR o0y
g Lissa Digs m vy Total out avg Toe
Bab. Tomatos g Ttal g Totai Spmes Load Ratie. - Thne i out Time
L Taik Tali = A el Tl T oud

AEA STATY LRl wnm [ a1 ars 00.00 &7 1m ] 0000 0000 [ ] 00000 00000

Penn Date: Wednesday, July 19, 2017 S20:28AM Genesys Fae 1o
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Sample Reports for Interaction Reporter

Caller ID Summary by Date Report

This report shows a summary of inbound calls and chats each IC user received from each identified external
telephone number or IP address. IC displays chats under the IP address from where the chat originated. The chat
header name displayed is the name of the first chat found in the query of the data. This name does not represent
the person that made all the chats. This report is helpful for viewing date activity for a specific caller ID.

Sample Report

Caller ID Summary by Date

Diatw Time Rangs 1073172015 12:00:00 AM - 10723172015 11:56:50 AM
Caliar®) Hange <All> o G E N ESYS
o
Bz ID Rangs <Al
Pufsces Code Range. 0-3,5-8,10-02098
10315
e Foessie MursEs Todal Came: Tedal Dursiien Arg. Durabes Tetal mesa Arg. Mol ALt To08
(202) STS-NE3Z 1 2w T nooo oond
{204 ) 235-BE58 3 o2 o1 0000 00-00
{207) 538-4E21 1 00:01 0001 0000 00-00
i e 0035 0000 00000
3 e mn fia] oena
2 W o oena =
5 oi2e k] Bena =
4 03 BDE0 il vl
azhe oaoo ‘00c0a
02) pItgeas g o000 .ocoa
305) 36 1-2237 1 0000 0000
307) 398-E789 s 0000 000
312) 5841581 1 0000 000
3H3) TOS4823 1 0000 000
3] STRREIE 2 o] e
I14) Gag-22 M & it ] oeoa o
3id) TOS-4854 g BDE00 il vl
3id) 1 D00 oe:0a
31T 5 nooo ‘0ona
1T) B3 1-4823 5 nooo 0ona
3480) E26-2544 2 0000 00:00
347) BAB-E14E 1 0000 00-00
{360) S34-ETER E 0000 0000
365) 9661544 1 el L]
405) SAS-EE5E 3 fiae] oena =
407 155457 5 k] aena =
A08) G2 36441 2 k] aena =
(1Y) MaT-es2 8§ 0000 -ocog
(415) B82-2114 § 0000 .ocog
416) 4TE-E128 3 0000 0000
Prnt Date: Weanesaay, Juty 19, 2017 8:25:02AM Gemesys Page 1 of 18
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Sample Reports for Interaction Reporter

Caller ID Summary by User Report

This report shows a summary of caller IDs of calls and chats each IC user received from each identified external
telephone number or IP address. IC displays chats under the IP address from where the chat originated. The chat
header name displayed is the name of the first chat found in the query of the data. This name does not represent
the person that made all the chats. This report is helpful for viewing caller ID activity for a specific user.

Sample Report

215



Caller ID Summary by User

Date Time Range:

11712015 12:00:00 AM - 10/17/2016 11:50:50 PM

Sample Reports for Interaction Reporter

23 GENESYS

CallsriDe: <All>
Ve <All>
3l ID Range: <All=
WorkG3noup Rangs: <All>
Purpaes Code Rangs: 0-3:5-8;10-2080
= -
Total Duraticn Avg Duration Hicld Duration Hold Duration
Remobe Humber CalleriD Date Total Calls hhomer ot by e es hhommoes hhomme e
{202) 579-8532 AMDEr Lowemiliar 1072712015 ) :03:05 ‘0006 00:00 00100
(204) 238-8858 Lawrence Crames 105272015 a1 048 ‘0004 0d0:00 200:00
(207) 588-4621 Brad Downay 102712015 M 00T 0001 00:00 200:00
(208) 363-74558 Slephen Glordano 100272015 35 0448 :D0r08 00:00 20000
(210) B31-7569 Monty Sanders 102712015 k'Y b T ] 00008 00:00 200:00
(212) 804-7681 New York City Zone 1 NY 100272015 1 0228 028 D000 00:00
{212) 596-7516 New York City Zone 1 NY 1002712015 i i 0223 00:00 :00:00
{212) B55-0845 James Ewing 107272015 37 0523 0008 00:00 00:00
(213) 457-8458 Sacremento 10272015 0 ‘00:20 '00:01 0000 200:00
[214) 38&-1050 Dalas TX 10272015 1 R 017 0 00 20000
(214) 454-388T Frisco TX 105272018 1 029 029 A0:00 20000
(214) 566-0332 Dallas TX 10272015 1 0228 ‘028 A00: 00 20000
(214) 723-5996 Dailas TX 102772015 1 Ri s ] 2 00:00 20000
(214) 7646318 Dallas TX 102712015 1 0228 028 0000 0000
(214) 901-7574 Mackinngy TX 10/27/2015 1 02:29 0229 -00:00 :00:00
(217) 457-8223 Ban Dovar 10272015 k5] 032 0005 0d0:00 :00:00
(218) 547-2562 Allce Wundertind 102712015 1 0021 00001 100:00 200:00
(238) 352-5922 Napies FL 1052712015 1 0832 :DEc32 00:00 0000
(235) 9E3-4862 Napies FL 102712015 1 0229 029 10000 2D0:00
(254) 252-3600 Martin TX 107272015 1 01:00:02 01:00:02 00:00 00:00
{281) 309-0030 Dickinson TX 1062712015 1 021 A 00:00 :00:00
(281) 3040657 Katy TX 107272015 1 02:29 ‘0229 00:00 +00:00
{281) 533-5010 Valiey Lodge TX 10272015 1 0229 ‘0229 00:00 00:00
[281) S42-8573 Seabrook TX 10272015 | 0832 ‘DB:32 000 200:00
(301) 571-2385 Richard Spangheld 10272015 ki 018 00001 000 20000
(302) B5a-2589 Geonge Tamner 10272015 = 0256 :000s 100:00 20000
(305) 918-2177 North Dade FL 102772015 1 28 xas 00:00 20000
(307) 335-5789 Tommy Jones 102712015 32 02:32 00005 20000 00:00
(312) 584-1581 Aubrey Colescott 1002772015 2 0052 0002 00:00 100:00
(312) TO5-4823 Elesn Dowvar 10272015 kT 0021 ‘001 00:00 20000
(312) 579-54818 Dawid Kroket 1002712015 ] ‘0323 ‘0005 00:00 00:00
(314) E58-8811 Fllx Mariin 102712015 .7 0238 ‘00004 0000 200:00
(314) TO5-48%5 Laveme Simpson 10272015 k3] 0019 00001 00:00 20000
(315) 334-1359 Rome NY 100272015 1 0229 0229 0000 100:00
{215) 896-1797 Tully NY 100272015 1 01:00:01 01:00:01 100:00 20000
(317) 2555871 Rhonda Jackson 102712015 ) 0237 0004 00:00 +00:00
{317) 8314823 Dawve Rush 107272015 43 04:57 0007 00:00 00:00
(318) 248-7T080 Fort Madaisan 1A 10272015 1 0229 ‘0229 <0000 200:00
(340) E26-3534 Dawe Anmory 10272015 40 0522 00008 0000 20000
Print Date: Tuesday, Ocloder 17, 2017 10:40:24PM Ganszys Page 10f 612
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Sample Reports for Interaction Reporter

Distribution Queue Performance (Date by Queue by Interaction Type) Report

This report allows you to see a detailed view of queue activity grouped by date. It includes such information as
interactions answered, total talk time, average talk times, and average speed of answer. It also shows information
on ACW time and Abandons.

Sample Report

Distribution Queue Performance (Date by Queue by Interaction Type)

i <Al —
— ' 2 GENESYS
Date Time Range: B2WI015 12-:00:00 AM - 7202015 11:58:50 PM L=
Shift Time Range: <All>
Site 1D Range: <All>
Inta Ans Awg Talk Total Tak g ACW Tokal ACW s Aban Avg Aban % Aband Wax Walt Avgipmsa  BWl¥ll Enmmd
ans Ans
Sitell: 1
8292015
_SystembviTranstertiub_
cal [ e 0000 wm oo e i ge CL00% WD 00:00 LOo% o
_SyslernTrangen [] o000 00:00 00:00 0000 [ D00 0.00% oone 0000 [1:29 ]
un_
CompanyOperator
ca -] oo 0000 00:00 0000 a 0000 0.00% e 0000 oDo%s o
CompanyDperater ] = ) e ) Lo i) -] ol [ [ =] oo -1 o
Customer Satisiaction
can ATST =17 1431559 0000 0000 184 02 4.18% staek] 0023 L1 e
Carsas 280 oaT 182 00:00 0000 a 0000 0.00% e 0000 100.00% 2880
Cha 1.43% o GEia3e L) feop=) -] reage) C % wein o 100.00% 1439
Email ] 0z4s 1RE0DE 00200 ] [ 0000 0.00% oo D000 100.00% 410
Cusamer L fidd 2as 56 5e i) L= i=-] s B0 1.50% -L3-L] A SOl B&S1
Sa0sfacton

Can o0z =3 4] 4ZH20 00:00 L]

a

Daod 0.00% e 0006 T18E% Lan:

Prm Date: Wednesday, July 15, 2017 3 1205AM Geneays Page 1 of €
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Sample Reports for Interaction Reporter

Distribution Queue Performance (Date by Queue) Report

This report allows you to see a detailed view of queue activity with a breakdown by date. It includes such
information as interactions answered, total talk time, average talk times, and average speed of answer. It also
shows information on ACW time and Abandons.

Sample Report

Distribution Queue Performance (Date by Queue)

Cuewe Range: <Al=> >
L]
Date Time Range: 22015 12:00:00 AM - B292015 11:55:59 FM o GENESYS
Shift Time Range: <Al
Site 1D Range: <Al=
Ints Ans Avg Tam Tortal Talk Avg ACW Total ACW Ints Aban Ay Alban % Aband Max Wai Av] Speed Svlllvl 4 Lo
Ans Ans Ratio
SitelD: 1
BEA2015
_Sysiemiv Transfertd o :00:00 o000 000 0000 ] o DLO0% 000 1] 000% 0.0
b,
Arzountng 0 20000 0000 000 0000 ] 0o 0% 000 0000 000% 0o
ARM Colectons 0 20000 0 000 0000 ] 000 D0% 000 000 000% 00
CompanyDpermcr ] 0000 0m 0000 0000 o oo 000 0000 0000 000% 000P
Cusiomes B 4B EE 2445554 0000 00:00 184 i et i 1.80% it 000 B0 B% NTAE%
Sateaction
Custonmes’ Sanvice 2851 0446 2204 0000 0000 o i) (el M1 1034 TR 29.90%
Dzt 1,486 0830 130 0 0000 a2 ooe1E BRI 1 ke o0 100 0% 100 0i
FeecBack 0 0000 0o 000 D000 ] 0000 Do% 000 0000 007% 0o
FeexBack IP4 L] 0000 o000 0000 00:00 o oo D00 0000 00-00 000% 000P
Help Desk 2,618 Ribt) = o000 00:00 o o0 DuD0% e 0021 TE1% 102 50
mo L] 00:00 00 o000 00:00 o wom DuD0% o000 oo 0.00% 0
IPA Inaligent Mobie: L] 0000 o w000 o000 ] 0000 oo w000 0000 00T LT
Connect
IPA Intadigmnt Mobiie: 0 0000 mom mm oo 1] wom (el mm oo 000% 000%
Connect 2
1P Life Insurance: o ;00:00 o000 0000 0000 ] 0 DL0% 000 U] 000% 0.0
D
IPA, Telsk=aith ] 0000 000 D00 00:00 1] o DuD0% D00 00-00 0.00% [l 8
I5_Sureey 0 0000 0o 000 D000 1 058 100.00% 000 0000 007% 0o
Marketing ] 00:00 o0 0000 00:00 o o0 D00 0000 0000 000% 0P
Medimmuns 0 00:00 00 o000 00:00 o wom D0 o000 oooo 0.00% 00
MemberSenites 0 20000 000 000 0000 ] 00 DU0% 000 0000 000% 0o
Print Cabe: Wedneaday, Jdy 19, 2017 9:10:27AM Ceanesys Page 1af 4
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Sample Reports for Interaction Reporter

Distribution Queue Performance (Queue by Date Grouping) Report

This report allows you to see a summary view of queue activity grouped by date. It includes such information as
interactions answered, total talk time, average talk times, and average speed of answer. It also shows information
on ACW time and Abandons.

Sample Report

Distribution Queue Performance (Queue by Date Grouping)

Sortedby  Sorted by Month

o 3 GENESYS

Date Time Range: B282015 12:00:00 AM - 8282015 11:58:58 PM
Shift Time Range: <All>
Site ID Range: <All=
Ints &Ans Lvg Talk Total Talk Awg ACW Total ACW Ints Aban Awg Aban % Aband Max Walt Avg Spesd vl Ll 1 Load
ans Ang Ratlo
SitelD: 1
_SystemhrTransferHub_
i1 a i s i) 00:00 00c0a ik i) a :00:00 0.00% 00c0a 0000 0.00% .o
_SystemiwTransferH a 000a 100:00 100:00 100:00 a 00:00 0.00% 00200 00:00 0.00% 0.00%
ub_
Accounting
og [} aooa 0000 10000 aooa a -0o:o0 0.00% 00e0a -00:00 0.00% oo
Agcouriing a -a0oa :00:00 {00:0a ek ) a -0a:00 0.00% 00c00 0000 0.00% oLod%
ARM Collections
i1 a i s i) 00:00 00c0a ik i) a :00:00 0.00% 00c0a 0000 0.00% .o
ARM Collections 1} 0000 -00:00 0000 00:00 0 :00:00 0.00% 0000 0000 0.00% 0.00%
CompanyOperator
og [} aooa 0000 10000 aooa a -0o:o0 0.00% 00e0a -00:00 0.00% oo
CompanyDperator a -a0oa :00:00 {00:0a ek ) a -0a:00 0.00% 00c00 0000 0.00% oLod%
Prnt Date: Wednssaay, July 19, 2017 9:15:23AM Page 107 10
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Sample Reports for Interaction Reporter

Distribution Queue Performance (Queue by Date by Interaction Type) Report

This report allows you to see a detailed view of queue activity with a breakdown by date and interaction. It includes
such information as interactions answered, total talk time, average talk times, and average speed of answer. It
also shows information on ACW time and Abandons.

Sample Report

Distribution Queue Performance (Queue by Date by Interaction Type)

Chseue Range- <AN> o
Date Time Range: /2912015 12.00:00 AM - 8282015 11.50:58 PM Q GENESYS
Shift Time Range: <All>
Site ID Range: <All>

Ints A v Tk Tots Tam AV ACW Totsl ACW iz AR v ADan % Apand MaxWalt  AvgSpesa  SviLwi Enisred

Ana [

SitelD: 1
_SystemivrTransferHub_
[ lror ]
=1} L] 1=l oa:o i) o g ) B.00% oo L= e ] 0% o
AZR201S L] oao0 00:00 00:00 00 o ] n.o0% DOm0 000 oos o
SysemiarTransfer -] oo 00:00 0000 2000 o 000 0.00% e ehe i 8600 -1 ]
ub
CompanyOperator
2292015
cal a o000 00:00 00:00 0 o 00:00 D.o0% oo00 0000 1.4 ]
A2azns ] i) Da-oo i) =2 ] g 000 - -3 ] 0000 -1 o
CompanyDperator [] ooeo D0:00 00:00 000 B 0000 0.00% DO0 0000 1.9 o

Customer Satisfaction

ARNMNS5

can LR -4 1) [ERREE L] o000 o e o 418% =131 0023 %% a2
Calback 225 17 12:36:12 00:00 o0 o 000 o.o0% 0os 0000 100.00% 2,880
cnat 143 nre3 CERTT] 00:00 000 | 00:00 0.00% 010 0000 100.00% 1438

Primt Diate: Wednesday. Juy 15, 2017 r25adam Serein Page 1077
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Sample Reports for Interaction Reporter

Distribution Queue Performance (Queue by Date by Interval) Report

This report allows you to see a detail view of queue activity grouped by date. This report also allows a supervisor to
compare intervals for a particular day on a particular queue. It includes such information as interactions answered,
total talk time, average talk times, and average speed of answer. It also shows information on ACW time and
Abandons.

Sample Report

Distribution Queue Performance (Queue by Date by Interval)

Gueue Range: “All> =
Date Time Range: B2e2015 12-00:00 AM - 8292015 11:50:50 PM E G E NESYS
Shift Time Range: <Al
Site ID Range: <All>

nis AN &g Taik Tots TaK Avg ACW Toks AW s A A ADaEn % Anang Mo Walt  AvgSpesa  SWilwld Loaa

s [T Ratio

SirelD: 1
_SystemivrTransferHub_
000D [ o il L) eia=] e iigel Coo% W W 0Oo% (14
Jnmam o Gane 0000 09:00 el c b i 0.00% - i -] 00:00 coos e
010000 o 000 0000 00:00 o000 ] 0000 0.00% oo 00:00 oo oo
01:3000 [ oato il 00:00 L= ne ] ] giine ) G D0% oeto 000 ooes 0%
0200000 ] -] -] 0000 00:00 -] -] a0 C.00% oo 0o:00 Qoo% .00
03:00:00 - ooco 0000 00:00 e ake] - oo0a OL00% anee 0000 oo ooos
03300 [ oato il 0000 0D ] iiae G D0% oo 000 oo 0%
0200000 - -] -] 0000 00:00 o000 -] oaod C.00% - i -] 0o.oo ADo% 0.00%
04:3000 - 0000 0000 00:00 0080 ] on0g 0.00% oo 00:00 oo oo
05:0000 - 0000 0000 00:00 e ] D000 D.00% o0 00:00 oo -1
LER b - - )= 0000 00:00 o0o0 -] aod C.00% - i) 0o.o0 Qoo% 0.00%
06:00:00 - 0000 0000 00:00 0080 ] on0g 0.00% o oe 00:00 oo oo
063000 - 0000 0000 00:00 0000 [ 0000 0.00% 00 0000 oo oo
or:0000 o = 1= i ) ] L} i) C.00% g 5] oo 0.00%
10:00:00 - 0000 00:00 00:00 0080 ] o008 0.00% e 00:00 oo oo
113000 £ 0000 0000 00:00 0000 ] o000 0.00% oo 0000 oo oo
1200000 o = 1= i o000 ] L} i) C.00% iy 2] oo 0.00%
12:30:00 - 0000 00:00 00:00 0080 ] on0g 0.00% 5] 00:00 oo -1
133000 £ 0000 0000 00:00 0000 ] 0000 0.00% 0000 0000 oo oo
Pfint Date: Wednesday, July 15, 2017 5 15-41AM Page 1.of B2
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Sample Reports for Interaction Reporter

Distribution Queue Performance (Queue by Date) Report

This report allows you to see a summary view of queue activity grouped by date. It includes such information as
interactions answered, total talk time, average talk times, and average speed of answer. It also shows information
on ACW time and Abandons.

Sample Report

Distribution Queue Performance (Queue by Date)

Queus Range: <All> —
- S GENESYS
Date Time Range: B/29/2015 12:00:00 AM - 8/28/2015 11:508:58 PM o
Shift Time Range: <All>
Site ID Range: <All=
Inte &ns Avg Talk Total Talk Avg ACW Total ACW Ints Aban Avg Aban % Aband Max Walt Avy Spesd Svilvll Load
Ans Ang Ratlo
SitelD: 1
_SystembherTransferHub_
B2H2015 a aooa 00:00 200:00 oooa a 200:00 0.00% 100:00 0000 0.00% 0L00%
_SysiemiwTransferd a aooa 00:00 200:00 oooa a 200:00 0.00% 100:00 0000 0.00% 0o0%
ub_
Accounting
B2H2015 a i) 0000 -00:00 jualikii) a -00:00 0.00% 00:00 0000 0.00% 0.00%
Accounting a aooa 00:00 200:00 oooa a 200:00 0.00% 100:00 0000 0.00% 000
ARM Collections
BZH2015 a ek va) 00:00 -00-00 fualeki) a -00:00 0.00% 00:00 0000 0.00% L0
ARM Collections a aooa 00:00 200:00 oooa a 200:00 0.00% 100:00 0000 0.00% 000
CompanyOperator
BZH2015 a ek va) 00:00 -00-00 fualeki) a -00:00 0.00% 00:00 0000 0.00% L0
CompanyOperator a aooa 00:00 200:00 oooa a 200:00 0.00% 100:00 0000 0.00% 0L00%
Customer Satisfaction
Prnt Diata: Wednasday, July 19, 2017 3:116:53AM Page 10610

Genesys

222



Sample Reports for Interaction Reporter

Distribution Queue Performance (Queue by Interaction Type) Report

This report allows you to see a detailed view of queue activity grouped by interaction type. It includes such
information as interactions answered, total talk time, and average speed of answer, average wait time. It also
shows information on ACW time and Abandons.

Sample Report

Distribution Queue Performance (Queue by Interaction Type)

. Al -
e o 3 GENESYS
Date Time Range: B/29/2015 12:00:00 AM - 8/28/2015 11:58:508 PM =]
Shift Time Range: <All>
Site ID Range: <All=
Ints Angs Avp Talk Tostal Talk Avg ACW Total ACW Ints ABan Avg Aban % Aband Max Walt Avg Spasd Svilvil Entered
ans £na
SitelD: 1
_SystembherTransferHub_
Cal a 000a :00:00 [000g 00:00 [+ -oaoo 0.00% 10000 ‘0000 0.00% o
_SystemiwTransterH a 0000 100:00 0000 0000 a 200:00 0.00% 100:00 D0:00 0.00% o
ub_
CompanyOperator
cal a 0000 :00:00 “00:0g 00:00 [ 200:00 0.00% 100000 ‘0000 0.00% o
CompanyOperator a 0moa 00:00 00:00 000 Q 20000 0.00% 00:00 0000 0.00% o

Customer Satisfaction

cal 3757 az17 1431558 200:00 oooa 164 20200 4.18% 0303 0023 S5.10% 38z
Calback 2,860 a7 1335012 200:00 ki) a 200:00 0.00% 100:08 0000 100.00% 2,880
Chat 1439 azs3 G434 20000 pualenii) a -oa:oo 0.00% 0010 -oo-oo 100.00% 1433
Emall 210 0245 18:50:08 -00-00 ek ) a 200:00 0.00% 00:00 0000 100.00% 410
Customer 8,465 04z 244:55754 200:00 oooa 164 202:00 1.80% 0303 ooin B0.60% B.651
Salisfaction

Customer Service

cal 1,002 08:33 14251220 00000 0000 Q -00:00 0.00% 01:20 D006 T1.86% 1,002
Chat 1,439 0242 54:45:12 -00-00 ek ) a 200:00 0.00% Rt Dodd T2EI% 1,433
Emall 410 0za3 19:07:02 200:00 oooa a 200:00 0.00% 0227 00ond 100.00% 410
Customer Service 2,851 0448 22604234 -00:0a 10000 a 200:00 0.00% 04 0025 765.35% 2,851

Prnt Diata: Wednasday, July 19, 2017 2:18:10AM Page1aofs

Genesys
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Sample Reports for Interaction Reporter

IVR Summary by Date Report

This summary reports by date, and displays IVR level name, interactions, duration, percent of calls by IVR level
name, repeated calls, and percent of calls repeated.

Sample Report
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Sample Reports for Interaction Reporter

IVR Summary by Date

Date Time Range: 107172015 12:00:00 AM - 10/21/2015 11:59:509 (:.o
ey 3 GENESYS
Site ID Range: <All=>
Level : 3
Site ID : 1

Application : After Hours

Calls % of Daily Avg VR Total Time Daily Time Repeated
Entered Totals Duration % Calls

Application :  After Hours
2015-10-28 1 50.00% -00:26 :00:26 50.00% 0
2015-10-29 1 50.00% :00:28 :00:26 50.00% 0
After Hours 2 :00:26 :00:52 0
Application - Default Schediile
2015-10-28 13 3.21% :02:01 :26:15 2.76% 0
2015-10-27 75 18.52% :02:58 03:42:36 23.42% o
2015-10-28 139 34.32% :02:03 04:44:20 20.92% 0
2015-10-29 42 10.37% :02:12 01:32:37 B.75% 0
2015-10-30 20 22.22% :02:24 03:35:40 22.69% 1
2015-10-31 48 11.38% :02:22 01:48:50 11.45% 0
Default Schedule 405 02:21 15:50:18 1
Application :  Error Handling: After Hours
2015-10-28 1 50.00% :00:03 :00:03 50.00% 0
2015-10-29 1 50.00% :00:03 :00:03 50.00% 0
Error Handling: After Hours 2 -00:03 :00:06 0

Application :  Error Handling: Default Schedule

2015-10-28 10 3.30% :00:02 :00:20 3.33% 0
2015-10-27 a7 22.11% :00:02 :02:12 22.00% 0
2015-10-28 87 28.71% -00:02 :02:54 20.00% 0
2015-10-29 34 11.22% :00:02 :01:06 11.00% 0
2015-10-30 a1 20.13% :00:02 :02:00 20.00% 0
2015-10-31 44 14.52% :00:02 :01:28 14.87% 0
Error Handling: Default Schedule 303 -00:02 :10:00 L]
Print Dale Wednesday. July 19, 2017 900%43AM Genesys Page 1 of 2
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Sample Reports for Interaction Reporter

Line Activity Summary by Day Report

This report compares day to day line activity in a summary. This report shows the call activity on the configured
lines in a line group across several days. You can use this report to help determine individual lines that need
further research based on information from the line group reports.

Sample Report

Line Activity Summary by Day

Date Time Range: 100172015 12:00:00 AM - 10/31/2015 11:59:59 PM C: GENESYS

Site ID Range: <All> =

Activity Time Range: A=

Line Group % %
Line Duration % Total Awvg Call Calls Calls Out
Date [Time § Hour per Line UHilization Uilization Calls Dwration Out Ot Blocked
Site ID: 1

20131047

<stations-TCP> 23:00:01 0:00 0.00% a -00:0d o 0.00% 0.00%
<Statlons-TLS> 23:00:01 00:00 0.00% a “00:00 o 0.00% 0.00%
<Stations-UDP=- 23:00:01 00:00 0.00% a “00:00 o 0.00% 0.00%
BulkCallar 2300001 ADE215T 1.766.79% 7.905 0305 ] 0.00% 0.00%
DataulisIp 2300001 00:00 0.00% 0 00:00 ] 0.00% 0.00%
2015-10-18

<Stations-TCP> 2400001 00:00 0.00% 0 00:00 ] 0.00% 0.00%
<Stations-TL5> 2400001 00:00 0.00% a 00:00 ] 0.00% 0.00%
=Stations-UDP> 24:00:01 1000 0.00% Q 00:00 ] 0.00% 0.00%
BulkCallar 2400001 4250822 1,771.39% 8,373 0303 o 0.00% 0.00%
DafaulisiP 2400001 00:00 0.00% ] -00:00 o 0.00% 0.00%
2013-10-13

<Statlons-TCP> 24:00:01 0:00 0.00% a -00:0d o 0.00% 0.00%
<Statlons-TLS> 24:00:01 0:00 0.00% a -00:0d o 0.00% 0.00%
<Stations-UDP=- 2400001 00:00 0.00% 0 00:00 o 0.00% 0.00%
BulkCallar 2400001 4362232 1.616.11% 777 0322 ] 0.00% 0.00%
Print Date: Wednesday, Juy 19, 2017 9:26:36AM Genesys Page 1 0f 31
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Sample Reports for Interaction Reporter

Line Activity Summary by Line Report

This report evaluates line activity for a day. This report shows the call activity for all lines in the specified range of
line groups for a specified time and date range. Because this report generates a large amount of data, you should
limit the number of days and lines that you select for the report.

Sample Report

Line Activity Summary by Line

Date Time Range: 10/1/2015 12:00:00 AM - 10/31/2015 11:59:50 PM =] GENESYS

Site ID Range: <All> Q

Activity Time Range: =hl>

Line Group % %
Line Duration % Total Awvg Call Calls Calls Out
Date Time § Hour per Line UHilization Utilization Calls Dwration Out Ot Blocked
Site ID: 1

<Stations-TCP>

20151017 23:00:01 0:00 0.00% a -00:00 o 0.00% 0.00%
2015-10-18 24:00:01 00:00 0.00% a “00:00 o 0.00% 0.00%
2015-10-19 24:00:01 00:00 0.00% a “00:00 o 0.00% 0.00%
2015-10-20 24:00002 00:00 0.00% 0 00:00 ] 0.00% 0.00%
2015-10-11 2400004 00:00 0.00% 0 00:00 0 0.00% 0.00%
20151022 2400002 00:00 0.00% a 00:00 o 0.00% 0.00%
20151023 24:00:03 1000 0.00% Q 00:00 ] 0.00% 0.00%
2015-10-24 24:00:01 1000 0.00% Q 00:00 ] 0.00% 0.00%
2015-10-25 24:00:04 0.0 0.00% a -0o:oa o 0.00% 0.03%
2015-10-28 24:00:01 00:00 0.00% a “00:00 o 0.00% 0.00%
2015-10-27 24:00002 00:00 0.00% 0 00:00 ] 0.00% 0.00%
2015-10-28 2400008 00:00 0.00% 0 00:00 ] 0.00% 0.00%
2015-10-29 2400001 00:00 0.00% a 00:00 0 0.00% 0.00%
2015-10-30 230134 00:00 0.00% a 00:00 o 0.00% 0.00%
2015-10-11 24:00:01 1000 0.00% Q 00:00 ] 0.00% 0.00%
<Stations-TCF> 358:0203 00:00 0.00% 1] -00:00 o 0.00% 0.00%
Print Date: Wednesday, July 19, 2017 9:2T-03AM GEnesys Page 1 of 23
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Sample Reports for Interaction Reporter

Line Group Activity Summary by Day Report
This report shows the daily summary of line group activity.

Sample Report

Line Group Range: =l % G E N E SYS

Date Time Range: 10/1/2015 12:00:00 AM - 10/31/2015 11:50:58 PM
Site ID Range: =l

Avg Maximum % of L % Max
Line Group Lines Interval Duration  Awailable % Total  Avg Call Calls Calls Out All Calls
DatafTime/Hour Available Start per Line  Duration Utilization Uttilization Calls  Duration Out Cut Blocked Busy Entered
Site Id: 1
SimGateway
1 2015 1 1:00:00AM 23:00:00 23:00:01 0557 0.43% 5 o 5 100.00% 0.00% 0.26% 2
10182015 1 12:00000AM 24:00:00 24:00:01 545 1.16% 12 o2 12 100.00% 0.00% 0.82% 3
101952015 1 1Z:00:00AM 24:00:00 24:00:01 5405 3.76% 32 0141 32 100.00% 0.00% 277% 2
120E015 1 12:D000AM 24:00:00 24:00:02 025941 12.48% 55 DI 55 100.00% 0.00% 6.70% 3
10212015 1 12:00:00AM 24:00:00 24:00:04 L= bt 9.15% 86 032 E6 100.00% 0.00% 494% 4
107222015 1 12:00:00AM 24:00:00 24:00:02 5255 36T% 42 oin1e 4z 100.00% 0.00% 271% 3
10232015 1 12:00:00AM 24:00:00 24:00:03 5353 3Ta% 19 ‘50 19 100.00% 0.00% 1.45% 2
107242015 1 12:00:00AM 24:00:00 24:00:01 00:00 0.00% o 0000 o 0.00% 0.00% 0.00% 0
107282015 1 12:00:00AM 24:00:00 24:00:01 0020 0.02% 1 ‘0020 1 100.00% 0.00% 0.0% 1
10262015 1 12:D0:00AM 24:00:00 24:00:01 Q20147 5.42% 4 4 100.00% 0.00% 7.20% 3
10272015 1 12:00:00AM 24:00:00 24:00:02 055352 H5T% 4 o814 43 100.00% 0.00% 14.04% 3
107282015 1 12:00:00AM 24:00:00 24:00:08 033123 14.68% &7 ‘0309 &7 100.00% 0.00°% 8.00% 4
10252015 1 12:00:00AM 24:00:00 24:00:01 2808 1.95% 24 oo 4 100.00% 0.00% 122% 2
10302015 1 12:00000AM 230127 230134 053820 24.49% 34 ‘0asT ] 100.00% 0.00% 13.24% 2
Print Date: Weanesaay, Juy 19, 2017 9:23:16AM Genesys Fage 1076
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Sample Reports for Interaction Reporter

Line Group Activity Summary by Line Report

This report evaluates the line group activity for a day. This reports show call activity on the configured line groups
across several days.

Sample Report

e Group Activity Summary by Line
Line Group Range: <Al % G E N E SYS

Date Time Range: 107172015 12:00:00 AM - 1003172015 11:58:58 PM
Site ID Range: Al

Avg Maximum % of £ % Max
Line Group Lines Interval Duration  Awailable L Total  Avg Call Calls Calls Out All Calls
DatefTime/Hour Available Start perLine Duration  Utilization  Utilization  Calls  Duration Out Out Blocked Busy Entered
Site Id: 1
10M7I2015 115:00:00 760012 14:45:18 5.35% 2505 18 2,756 58.51% 0.00% 485 3
simGatenay 1 1:00:00AM 23.00:00 23:00:01 TEST 0.43% 5 o1 5 100.00% 0.00% 0.26% 2
SimGateway¥ UL 8 1:00:00AM 23:00:00 184:00:08 00:00 0.00% 1] 000 1] 0.00% 0.00% 0.00% ]
519 Trunk Providers 1 1:00:00AM 23:00:00 23:00:01 03:09:37 13.74% E D452 o 0.00% 0.00% 8.46% 3
TFN SIF Trunks 1 1:00:00AM 23:00:00 23:00:01 0.00% 1] 00:00 1] 0.00% 0.00% 0.00% ]
TheBucalialer 1 1:00:00AM 23:00:00 23:00:01 11:30:44 50.05% 2761 D15 2761 100.00% 0.00% 50.00% 2
101812015 120:00:00 288:00:12 18:05:53 6.26% 0022 2,592 58.13% 0.00% 5.66% 3
SimGatenay 1 1Z:00:00AM 0:00 24:00:01 1.16% 12 0124 12 100.00% 0.00% 0.82% 3
SimGatewayy UL 8 12:0000AM 192:00:08 00:00 0.00% 1] 00:00 1] 0.00% 0.00% 0.00% ]
SIP Trunk Providers 1 12:00:00AM 24:00:01 05:43:52 23.88% 51 0 0.00% 0.00% 17.03% 2
TFN SIF Trunks 1 12:D000AM 24:00:01 05:08 0.36% 4 o117 1] 0.00% 0.00% 0.36% 1
TheBucalialer 1 12:D0:00AM 24:00:00 24:00:01 12:00:08 S0.01% 2830 D15 2830 100.00% 0.00% 43.95% 2
10192015 120:00:00 288:00:12 181721 6.35% 2,597 0022 2,814 57.23% 0.00% 5.44% 2
SimGateway 1 12:D0:00AM 24:00:00 24:00:01 5405 3.76% 32 01:41 2 100.00% 0.00% 277% 2
Print Date: Wednesday, Juy 19, 2017 9:05:324M Genesys Page 1017

229



Line Group All Trunks Busy for Interval by Grade of Service Report

Sample Reports for Interaction Reporter

This report shows all intervals during which a report line group had all lines busy, and the line group had a grade of
service less than the grade of service report parameter value entered during runtime. Use this report to evaluate
line traffic distribution and the need for line resources.

Sample Report

S GENESYS

Line Group Range: <AL=

Date Time Range:

10V1/2015 12:00:00 AM - 10/21/2015 11:50:50 PM

Site ID Range: <AL=
Greater Than 100.0%

Avg Maximum % of b % Max
Line Group Lines Interval Duration  Available % Total  Avg Call Calls Calls Ot All Calls
DatefTime/Hour Available Start per Line  Duration Utilization Utilization Calls  Duration Cut Out Blocked Busy Entered
Site Id: 1
SimGateway
10172015 1 1:00:00AM 23:00:00 23:00:01 B5:5T 0.43% 5 o111 5 100.00% 0.00% 0.26% 2
10/182015 1 12:00:00AM 24:00:00 24:00:01 1.16% 12 024 12 1040.00% 0.00% 0.32% 3
10152015 1 12:00:00AM 24:00:00 24:00:01 £4105 3.TE% 32 o4 2 1040.00% 0.00% 27% 2
102072015 1 12:00:00AM 24:00:00 24:00:02 0zsad 2.48% 55 s ) 5] 100.00% 0.00°% 6.70% 3
10212015 1 12:00:00AM 24:00:00 24:00:04 0zi1dd 2.15% 86 o132 86 100.00% 0.00% £94% 4
10222015 1 12:00200AM 24:00:00 24:00:02 52055 3.6T% 42 o11g 4z 100.00% 0.00°% 271% 3
107232015 1 12:00:00AM 24:00:00 24:00:03 5353 3T4% 19 o250 19 100.00% 0.00% 1.45% 2
10242015 1 12:00:00AM 24:00:00 24:00:04 00:00 0.00% o :0a:00 o 0.00% 0.00% 0.00% o
10282015 1 12:00:00AM 24:00:00 24:00:01 00:20 0.02% 1 0020 1 100.00% 0.00°% 0.0% 1
107262015 1 12:00:00AM 24:00:00 24:00:01 020117 B.42% 4 ‘57 4 100.00% 0.00°% 7.29% 3
10272015 1 12:00000AM 24:00:00 24:00:02 05:53:52 24.57% a3 ‘oEd 43 100.00% 0.00% 14.04% 3
10282015 1 12:00:00AM 24:00:00 24:D0:08 03323 4.68% &7 plek k) &7 100.00% 0.00°% 8.00% 4
1022015 1 12:D0:00AM 24:00:00 24:00:01 25:08 1.95% 24 0110 24 100.00% 0.00% 1.22% 2
Print Date: Weanesaay, Juy 19, 2017 9:23:404M Genesys Fage 1076
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Sample Reports for Interaction Reporter

Queue Period Statistics Abandon Report

The Queue Period Statistics (QPS) Abandon report displays the percentages of all ACD interactions abandoned at
the various service level thresholds. The service level thresholds are determined by your settings in Interaction
Administrator. This report includes interactions answered, interactions entering the queue, and the percentage of
interactions abandoned at each service level threshold.

Sample Report

Cheeue Range: <Al % GENESYS

Diste Tinse Range: SIS 12:00:00 AM - B202015 11:50:50 PM
Shift Time Range: <Ali>
Site ID Range <Al
Service Threshalds
Greup Inks. Ints Ints <1y <M <3 <& <50 <@ Avg Aband  Awg Speed Ans
by Offerred Arrvaered Abard Time
SigelD: 1

_SystemlvrTransferbub_

AR5 a [ o 000 o.o0% o.00% 0.00% oo 0.00% D00 0000
~SysembrTransie 1] [+] o aod% 0.00% 0.00% oo 000 000% 000 0000
rHub

Accounting

AROmE 1] [ o GO0 0.00% 0.00% o0 ooos 0.00% 2000 o000
Acoourting ] [} o ook oo B00% (19 e nuo% 2000 0000
ARM Collections

B2WI015 0 - 0 [1-43 0.00% 000% (123 000 000% 20:00 0000
AR Collacliors ] [ o [1-43 0oo% 0o0% (123 1103 0o D000 0000
CompanyOperator

a0 o [+ a o00% o.0o0% 0.00% [:1::, 9 ooos 000w D300 o000
CompanyDperator ] [} o ook n.o0% B00% oot e nuo% 2000 0000
Cusiomer Satisfaction

B2WI01S BT 5488 184 [1-43 0.00% 000% (123 000 000% 20 0010
Cuplomas e (R 184 (133 0o00% 0o0% (129 1109 000 A0 0010
Sarsiscton

Customer Service

RIS 2851 2551 o [Or% 0.00% 0.00% 000% 00 D00 D0-00

Customar Senvce 2851 2851 0 (133 0.00% 000% 000% (10,9 000% D000

Dialer

[ lraeaij ] 1478 1488 2 [=1e 0 noo% 583% 000 oo ooos DX oo
Diisler 1578 1488 0 =1 0.00% 2.83% oS ooo% 0.00% D10 oo
Prist Diate: Wednesaay, July 19, 2017 023 034M Geresys Page Tof 5
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Sample Reports for Interaction Reporter

Queue Period Statistics Abandon Report (Accumulative Percentage) Report

The Queue Period Statistics (QPS) Abandon Report (Accumulative Percentage) displays the accumulated
percentages of all ACD interactions abandoned at the various service level thresholds. The service level thresholds
are determined by your settings in Interaction Administrator. This report includes interactions answered,
interactions entering the queue, and the accumulated percentage of interactions abandoned at each service level

threshold.

Sample Report

Queue Period Statistics Abandon Report (Accumulative Percentage)
B GENESYS

Chseue Range: <Al
Duate Tanse Ranpe SIUT0NS 12:00:00 AM - B2002015 11:50:50 PM
Shift Time Range: <Al
Site ID Rangs <Al
Sarvice Threshalds
Group Ints nts kits =10 =N =30 <40 <50 <80 Avg Aband  Awg Speed Any
By Offeared Arrvwered Aband Time
SitelD: 1
_SystemlviTransferHub_
BII0N5 1] 9 ] D00 o.oo% o.00% 0.00% i ounors 000 0000
SrvemhrTransie 0 ] 0 [T 0.00% D.00% n00% (179 0.00% D000 0000
rHub
Accounting
[ Feelel i 1 a ] o o0 o.00% 0.00% 0.00% oo 0u00% D00 i
Actmartng o 1] ] 00 0.00% 0.00% 0o (el DD 0000 0000
ARM Collections
BRO2013 Q [+] 0 ook 0.00% 0oo% 0o QoS 000% 2000 cooo
ARM Codections ] 5} 0 [:T: 23 0.00% 0.00% 000 s 0.0 0000 0000
CompanyOperator
WIN2015 a ] o 00 o.00% 0.00% 0.00% [+ 11 000% D00 i
CampanyDperater ] ] ] o0 0.00% 0.00% 000 (el 0.00% D000 0000
Customer Satisfaction
B202018 L) & 488 L a0k 000 ooo% 0o QoS Doos a2 reR ]
Customar CY ] Sa80 104 -1 .3 0.00% 0.00% 0.00% oo 0.0 0200 0010
Sangtaoton
Customer Service
AR08 F1-1] b3-11 ] -1 : 000% 000% oo oors 000% 0000 002
Customer Service 288 2881 o [-T: 23 0.00% 0.00% noos oS 000% 00:00 00Is
Dialer
IO 1.578 1488 B2 00% b.00% 5E3% SE% S.83% A% D18 i eii]
Dhuader 1578 1488 B2 00 0.00% 583% S8 5% 5% D18 o]
Print Diie: Weednescday, July 18, 2017 G-20-15AM Genesys Paga 1ofd
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Sample Reports for Interaction Reporter

Queue Period Statistics Response Report

The Queue Period Statistics (QPS) Response report displays the percentages of all ACD interactions answered at
the various service level thresholds. The service level thresholds are determined by your settings in Interaction
Administrator. This report includes interactions answered, interactions entering the queue, and the percentage of
interactions answered at each service level threshold.

Sample Report

Qe Range - 2 GENESYS

Diste Tinse Range: SIZ015 12:00:00 AM - &2072015 11:50:50 PM
Shift Time Range: <Al
Site 1D Range <Al
Fervice Thresholds
Group Ints. Ints Ints <1 <M <3 <80 <50 <@ Ag Local Dise.
by Oftesred Arrswered Aband Epeed

SitelD: 1
_SystemlvrTransfertub_
[T a [ ] [-1: ooo% o.00% -1 Qoo Do D00 [
FysembrTransle ] a o (103 n.00% 0.00% (1 oo 0.00% 00:00 o
sk _
Accounting
[ Lt ;] [+ o oo 0.00% 0.00% 0.00% 000% 0.00% 0000 [
Asoountng 3] & o [:T: .3 0.00% 0.00% 0.60% A06% o.00% 0000 [}
ARM Collections
BIR2015 ] [ ] OO0 0.00% 0.00% 000 el g8 000 D00 [
ARM Cellgcions 0 0 0 000% 0.00% 000% 000 s 000% D00 0
CompanyOperator
B2GO0S ] o 0 oors 0.00% 0.00% 0.00% 000 0.00% 0000 [
CompanyDperator a a o A 0.00% 0.00% 1 L1703 0.00% 0000 o
Customer Satislaction
BRD015 8851 8480 184 B0.E0% 212% ar% ATEN oAk DA% D10 T2
Cusdomaer CE) &4 o4 BOAT 213% 273% TN QA% DA% D10 732
Satistaction
Cusiomer Service
BRI 2851 2851 0 THIE% 147% S18% 0E% 0Bs% 181% D025 15
Cusbomer Service 2851 2881 ] TE M 4TS 575% nai% 0as% idi% D25 154
Prist Dlate: Weadnesday, July 1 Geresys Page 1 of &
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Sample Reports for Interaction Reporter

Queue Period Statistics Response Report (Accumulative Percentage) Report

The Queue Period Statistics (QPS) Response Report (Accumulative Percentage) displays the accumulated

percentages of all ACD interactions answered at the various service level thresholds. The service level thresholds
are determined by the settings in Interaction Administrator. This report includes interactions answered, interactions

entering the queue, and the percentage of interactions answered at each service level threshold.

Sample Report

Queue Period Statistics Response Report (Accumulative Percentage)

N 3 GENESYS

Date Time: Range: B/2BE015 12-00:00 AM - B2H2015 11:56:56 PM
$hift Time Range: <A
Site 1D Range <All>
Senvice Threshokis
Group Ints et iy <10 <M <3 <4 «50 <8 fog Local Dise
by Offerred Arawered Aband Speed

SiseiD: 1
_Systembw TransferHub_
B0 o (] ] 0.00% 0u00% 0.00% n.ors 0.00% ooo% i) a
_51;"""1"-"* 0 ] ] no00% 0.00% 0.00% D.OT% 0.00% 000% D000 ]
rhiub_
Accounting
anezims 0 a Q 000% oo Qoo 00T 000% oo 0o ]
Aeomnting o o ] aoo% 0.00% 0.00% 0.0 0.0 0.00% 0300 ]
ARM Coliections
BRa0NE o (] -] 000% ooo% oo 0.00% 0.00% ooo% 000 o
RN Collections 0 ] ] 0% 0.00% (1703 0.00% 0.00% 000% D000 ]
CompanyOperator
SRS o 0 ] 000% 0.00% ao0% 0.00% n.oa% n06% Diroa o
ComparpCera ] o Q nons oo 0o0% 0.o% 000% ooo% 0o -]
Customer Satisfaction
AR015 8,851 8468 184 EQ 0% B2T2% BS.40% BRIT% BOOX% BO.EI% D0 T2
Cusiomer 8,821 g.480 154 E0.80% B272% ELELE BO2T% 20.02% o0E3% 0310 7312
Saestacton
Customer Service
BIH0NE 2,851 2.851 [} TEI0% A% f1eln B4 BEXT% BOEEN i) 1528
Cuszomer Senvce 2.851 85 [ THI% TS B E% AT B 60.00% w25 1529
Dialer
ol T 1578 1480 w2 100.00% 100.00% 100.00% 0075 $00.00% 100.00% o001 1578
Diler 1578 1480 -] 100.00% 100.00% 100.00% W0.00% $00.00% 100.00% 0001 1572
Pring Diate: Wednesday, July 19, 3017 2D5-50AM Genezys Page 1of 8
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Sample Reports for Interaction Reporter

Recorder Scoring Detail Report

The Recorder Scoring Detail Report displays detailed information on quality scoring, grouped by recording and then
by Questionnaire. The report shows: if a Questionnaire was marked for Calibration; if there were critical questions,
and their scores; and if questions were marked N/A during scoring. The report also displays comments attached to
questions during the scoring process.

Sample Report

Recorder Scoring Detail

Guestionnaire Range or List: <All=
User Range or List : <All=
Date Time Range or List : 11/2000 12:00:00 AM - 1/1/2000 11:59:59 PM

[Datetime of recarding not the date of the sconing) ** 1 Usod for calibrat

Croestionnare: Min Questonnare = Queston Anz
IS User Questionnare Mame - Max Scorg | SVESEN GIUP  Question Text Anisear o
UseriD target Questionnaire Hame
Tithe: Chat, Display Mame on 1/172000 Recording Date: 112000 12:00:00AM Madia: Chat Form Score H - Passed) Percendibe: 0 Rank: F
12:00:00AM N
] a Group Mars Gusston 1 Tt This is tha
answer
Bwg Answer Sears
Grand Total Avg Answer Score:
Print Drate: Wednesday, July 19, 2017 #:08:2TAM Genesys Page 10f 1
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Sample Reports for Interaction Reporter

Recorder Scoring Summary for Admin Report

This report summarizes the questionnaire scores for each Interaction Recorder questionnaire in the specified
range. It lists a summary line for each scored recording under each questionnaire name listed by IC Scorer
(reviewer). Recordings that have not been scored will not appear in the list. The summary line provides an
overview of how an agent performed on each recorded, scored interaction in the range. To see a report like this
sorted by user instead of by IC Scorer, see the Recorder Scoring User Summary for Admin report.

Sample Report

Recorder Scoring Summary for Admin

Guestionnaire Range or List <All>
User Range or List : <All=
Date Time Range of List 1M72000 12:00:00 AM - 11172000 11:59:59 PM

[Dateftime of recording not the date of the scoring)
**; Used for calibratio

Queston Cueston
nare M naing Mas
Hame Seme Seare IC User Tide Recording Date Weda Soore  Percentis Rar
Questionmaire Name
IC Scarer
UsaelDi scoring o [- UsaelD) target (Passed) Chai, Drsplay Mame cn 112000 1200.004M Chai s [} Ranik b
WHr2000 1200 00AM
Avg Guestionnaire Name Score: o
Grand Total Avg Questionnare Name Scon 500
Print Diabe: Wednesday, Joly 18, 2017 8:08:D8AM Genesys Page 1of
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Sample Reports for Interaction Reporter

Recorder Scoring User Summary for Admin Report

This report summarizes the questionnaire scores for each IC user and Interaction Recorder questionnaire in the
specified range. It lists a summary line for each scored recording under each IC User name included in the first
column of the report, and is sorted by that name. Recordings that have not been scored will not appear in the

list. The summary line provides an overview of how an agent performed on each recorded, scored interaction in
the range. To see a report like this sorted by questionnaire instead of by user, see the Recorder Scoring Summary
for Admin report.

Sample Report

Recorder Scoring User Summary for Admin

Guestionnaire Range or List =All=
User Range or List : <All=
Date Time Range or List : 1M72000 12:00:00 AM - 1172000 11:52:59 PM

(Dot of recording not the date of the Sooring)
 ; Used for calibratio

Quesdon Cueston
nare M nasng Max
Hame [E Seore 1 Lser Tite Rlecording Cabe Weda Score  Percentie Rar
Questionnaire Name
IC Scorer
UsariD seaning o 0 UsariD target (Paszaq) Chat, Display Mama cn 112000 120000AM Chat L [} Rk b
V2000 1200 00AM
Avg Cuestionnaire Name Scone: im
Grand Total Avg Quastionnaire Name Scone: 5.00
Print Date: Wednesday, July 10, 2017 9:25:30AM Genasys Page 1of
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Sample Reports for Interaction Reporter

Tracker Interaction Segment Detail for Admin Report
This report displays detailed interactions between a user and participants.

Sample Report

Tracker Interaction Segment Detail for Admin Report
Sarted By: Start Date Time and Initistor ICUserdD a
L
3 GENESYS

IC User Range and Discrete: <All> First Mame Range and Discrete: <Al
Date Range and Disonete: 1712000 12:00-00 AM - 17172000 11-50-50 PM Last Name Range and Discrete: <AR>
Type Range and Discrete: oo

Location Mame Range and Discrete: AN
Diisplay Mame Range and Disorete: Al Organization Name Range and Discrebe: <Al
|Address Range and Discrets: <All= Incident ID) Range and Discrete: <Al
Duration Range and Discrete: <All> Conference I Range and Discrete: 0-2147483047
Direction Range and Discrete: 0285 Segment Type Range and Discrete: 0-355
Workgroup Range and Discrete: <All> Interaction 10 Key Range and Discrete: AR
Accourt Code Range and Discorete: =All> Site ID Range and Discrete: <AR>
How Ended Range and Drscrete: 0-285 Station Range and Discrese: <AD>
City Range and Diserete: <All= Wrap-up Code Range and Discrete: AR
State Range and Discrete: <All>
Postal Code Range and Discrete: <All>
Country Range and Discrete <All=
Start Date Time: 1859-12-3 19:00:00
Initiator ICUserlD UseriD) trackeri
Type Segment Conference

Duration  Direction D Account Code Workgroup Site 1D Segment Type Interaction ID Key
Caat 0003 Intarcom o Anount Code Workgrupt 1 Interact 1234567EM012 345678
Print Date: Weanesaay, Jy 15, 2017 F0EL5AM Geresy Page otz
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Sample Reports for Interaction Reporter

Tracker Interaction Segment Summary for Admin Report
This report displays a detailed segment summary report for all users.

Sample Report

Sorted By. Start Date Time and Initistor ICUserD 8
2 GENESYS

IC User Range and Discrete: <All» First Mame Range and Discrete: <Al
Date Range and Discrete: 12000 12-00:00 AM - 17172000 11:50:-50 PM Last Mame Range and Discrete: <AR>
Type Range and Discrete: -8

Location Name Range and Discrete: <Al
Display Hame Range and Discrete: =hAll> Crganization Name Range and Discrete: <AR>
lAddress Range and Discrete: <All> Incident ID Range and Discrete: AR
Duration Range and Discrete: <All> Conference ID Range and Discrete: 0-214T 483547
Direction Range and Discrete: 0-258 Segment Type Range and Disaete: 0258
Workgroup Range and Discrete: <All> Irteraction ID Key Range and Discrote: <Al
Account Code Range and Discrete: <All> Site 1D Range and Discrete: <AR>
How Ended Range and Discrete: B-255 Station Range and Discrete: <Al
City Range and Discrete: LTS Wrap-up Code Range and Discrete: <A
State Range and Discrete <All=
Postal Code Range and Discrete- <Al
Couniry Range and Discrete © <All>

Segment Inetator
Type DateTrme Durafion Type Initiator |Address Respondent Respondent ddress
Stant Date Tene 1985-12.31 15:00-00
Initiator ICUserlD UseriD trackeri
(=2 3 171993 :00:00 P 00:02 Inleract mexo Fma Regporaant Regponrdant
Cast 27311599 720000 PA 00:03 Interact InEator ritiator Respondant Respondant
Print Dt Wednesamy, Jay 15, 2017 5:18:00AM Gensgyd Fage 12
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Sample Reports for Interaction Reporter

Legacy Reports
Wrap Up Codes Report

The Wrap Up Codes Report displays statistics for completed interactions, summarized by group, including: Wrap-up
code, Queue, User, or Date. The flexibility in creating this report allows the User to display the groups in any order
or not include a group in the report. The report also allows the User to choose to display interaction details. The
statistics displayed in this report include:

e  Wrap-up code

®  Queue
(] User
(] Date

e  Total Interactions

e  Total Duration

®  Average Duration

e  Number of Outbound Interactions
e  Outbound Duration

e  Average Outbound Duration

e  Number of Inbound Interactions
. Inbound Duration

®  Average Inbound Duration

e  Optional Interaction Details for Date and Total Duration

Sample Report
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Sample Reports for Interaction Reporter

S WapUpCodes

Date Range: TAT2015 12:00-00 AM - 10272015 115050 PM

Display interaction detail: Yes

Group Order: Wrap Up Code, Cusue, User, Date

| Total Outbound Outbound Avg Out Inbound Inbound |
Interactions  Total Duration  Awg Duration  Interactions Duration [Duration Interactions Duration Awg In Duration

Brad Forsythe 1 00:00:08 00:00:08 L] 00:00:00 00:00:00 a 00:00:00 00:00:00

W212015 1 00:00:08 00:00:08 o 00:00:00 00:00:00 a 00:00:00 00:00:00
820 PM 00:00:08

Rian Lagan 1 000005 00-00-05 o 00:00:00 00-00-00 a 00:00-00 00-00:00

W05 1 000005 00-00:05 L} 00:00:00 000000 a 03:00-00 00-00:00
818 PM 000005

Russ Johrson 1 0000:38 00-00-36 L 00-00-00 00-00-:00 ] 00:00-00 00-00:00
10202015 1 000038 00-00:38 ] 00:00:00 00-00-00 ] 08:00-00 00-00:00
28 AM 0000:38

Justin Hawkins 1 000003 00-00:02 L] 00-00:00 00-00:00 1] 00:00-00 00-00:00
10232015 1 000003 00-00:03 ] 00:00:00 00-00-00 ] 0C:00-00 00-00:00
1102 AM 000003
Calback 1 000040 000040 0 0 000G0 000000 00 0 0%:0000 000000
This docurment was created using an EVALUATION version of A ports. Only a li user may legally create reports for uss in production. Pleass report
infractions or address questons 1o salesfgrapecity us.com. Copyright & 2002-2010 GrapeCity, inc. All nghts reserved.
BMO201T 8:07 AM Legacy Reports Wrap Up Codes Page 1of4
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Sample Reports for Interaction Reporter

Line Detail Report

The Line Detail Report displays detailed line statistics. These statistics are grouped and summarized by site, line,
month, week, day, and interval. The detailed statistics include:

®  Average number of lines available

e  Duration of time the line was in use

e  Maximum duration a line was available
e  Total amount of time the line was in use
®  Percentage of time the line was in use

e  Total number of calls for a line

e  Number of outbound calls on a line

e Percentage of outbound calls on a line

®  Average call duration on a line

e  Percentage of outbound calls blocked on a line

Sample report

-5 Line Detail

o
Date Time Range: 10V17/2015 12:00:00 AM - 10/17/2015 11:59:50 PM
Subtotal By: By Manth, By Week Number
Site- 1 Avg Lines | Duration | Max Avail Utilization Total Calls Calls Qut Avg Call | % Out Blocked
Available per Ling Diuration % # % Duration
Line: INDSIMOAD1 SDO1-UDP 1 23:00:00 23:00:04 00:00:00 0.00% ] L] 0.00%  00:00:00 0.00%
October 1 23:00:00 23:00:01 0:00:00 0.00% 0 L] 0.00%  00:00:00 0.00%

Week #41 1 23:00:00 23:00:01 00:00:00 0.00% o L] 0.00% 00:00:00 0.00%

10MTR2015 1 23:00:00 23001 00:00:00 0.00% L] L] 0.00%  00:00:00 0.00%
1011772015 1:00:00 AM 1 DD:30:00 00:30:00 DO-00:00 0.00% 1] 0 0.00% DO0:00:00 0.00%
10/17/2015 1:30:00 AM 1 DD:30:00 00:30:00 DO-00:00 0.00% i) 0 0.00% DO:00:00 0.00%
10/17/2015 2:00:00 AM 1 DD:20:00 00:30:00 D0-00:00 0.00% 1) L] 0.00% 0O0:00:00 0.00%
1011772015 2:30:00 AM 1 DD:30:00 00:30:00 DO-00:00 0.00% 1] 0 0.00% D0O0:00:00 0.00%
10/17/2015 3:00:00 AM 1 DD:30:00 00:30:00 DO-00:00 0.00% 1] L] 0.00% DO:00:00 0.00%
1011772015 3:30:00 AM 1 DD:30:00 00:30:00 DO-00:00 0.00% 1] ] 0.00% DO0:00:00 0.00%
10/17/2015 4:00:00 AM 1 DD:30:00 00:30:00 DO-00:00 0.00% 1] 0 0.00% D0O0:00:00 0.00%
10/17/2015 4:30:00 AM 1 DD:20:00 00:30:00 D0-00:00 0.00% 1) L] 0.00% 0O0:00:00 0.00%
1011772015 5:00:00 AM 1 DD:30:00 00:30:00 DO-00:00 0.00% 1] 0 0.00% DO0:00:00 0.00%
1011772015 5:30:00 AM 1 DD:30:00 00:30:00 DO-00:00 0.00% 1] 0 0.00% D0O0:00:00 0.00%
1011772015 6:00:00 AM 1 DD:30:00 00:30:00 DO-00:00 0.00% 1] ] 0.00% DO0:00:00 0.00%
1011772015 6:30:00 AM 1 DD:30:00 00:30:00 DO-00:00 0.00% 1] 0 0.00% D0O0:00:00 0.00%
10/17/2015 7:00:00 AM 1 DD:30:00 00:30:00 DO-00:00 0.00% i) 0 0.00% DO:00:00 0.00%
1011772015 7:30:00 AM 1 DD:30:00 00:30:00 DO-00:00 0.00% 1] 0 0.00% DO0:00:00 0.00%
10/17/2015 8:00:00 AM 1 DD:30:00 00:30:00 DO-00:00 0.00% 1] 0 0.00% D0O0:00:00 0.00%
10/17/2015 8:30:00 AM 1 DD:30:00 00:30:00 DO-00:00 0.00% 1] L] 0.00% DO:00:00 0.00%
1011772015 9:00:00 AM 1 DD:30:00 00:30:00 DO-00:00 0.00% 1] 0 0.00% DO0:00:00 0.00%
10/17/2015 9:30:00 AM 1 DD:30:00 00:30:00 DO-00:00 0.00% i) 0 0.00% DO:00:00 0.00%
10/17/2015 10:00:00 AM 1 DD:20:00 00:30:00 D0-00:00 0.00% 1) L] 0.00% 0O0:00:00 0.00%
1011772015 10:30:00 AM 1 DD:30:00 00:30:00 DO-00:00 0.00% 1] 0 0.00% D0O0:00:00 0.00%
10/17/2015 11:00:00 AM 1 DD:30:00 00:30:00 DO-00:00 0.00% i) 0 0.00% DO:00:00 0.00%
1011772015 11:30:00 AM 1 DD:30:00 00:30:00 DO-00:00 0.00% 1] ] 0.00% DO0:00:00 0.00%
1011772015 12:00-00 PM 1 DD:30:00 00:30:00 DO-00:00 0.00% 1] 0 0.00% D0O0:00:00 0.00%
10/17/2015 12:30-00 PM 1 DD:30:00 00:30:00 DO-00:00 0.00% 1] L] 0.00% DO:00:00 0.00%
10/17/2015 1:00:00 PM 1 DD:30:00 00:30:00 DO-00:00 0.00% 1] 0 0.00% DO0:00:00 0.00%

This document was created using an EVALUATION version of ActiveReports. Only a licensed user may legally create reports for use in production. Please report
infractions or address ons to sales{igrapecity.us.com. Copyright @ 2002-2010 GrapeCity, inc. All rights reserved.

BMD2017 7:26 AM Legacy Reports Line Detail Page 1of 11
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Sample Reports for Interaction Reporter

Line Summary Report

The Line Summary Report displays a summary of line statistics. These statistics are grouped and summarized by
site, line, month, week, and day. The summarized statistics include:

e Average lines available

e  Duration per line

e  Maximum available duration

e  Utilization duration and percentage
e  Total number of calls

e  Number and percentage of calls out
e  Average call duration

e  Percentage of outbound calls blocked

Sample Report

fg L!neSurnmaryqr - Bt -

Date Time Range: 101772015 12:00:00 AM - 1272015 11:55:53 PM
Subtotal By: By Month, By Wisek Number

Todal Calls Can % Dui Blocked
- g paitatic | oerline | Dustcn [Gohicmenss fcamoun | Amcan |
iz INDSIA0AD1S D0 U DP 4 18:23:00-00 10-23-00:1%  01:13:43 0.4T% a2 18 35 0% Ob-01-45 0.00%

‘Dctober 1 1E2300:00 10:23:00:18 01:13:43 AT a2 18 38.10% 000145 0.00%

10/1772018 1 23:00:00 230001 00:08:00 0.00% a o 0.00% 00:00:00 0.00%

101820 1 1000000 10x0ood 00:p508 03w 4 o 000%  DoD1AT 000

1MS2015 1 1e00000 1000001 004420 3.09% 11 2 18.18% 00:04:02 0.00%

12W201S 1 1000000 1000002 0e:zra 149% 15 4 00T% 000120 0.00%

Q2015 1 1000000 1:.00:00:04 00:00:18 R.02% 1 1 100.00%  00:00:18 0.00%

1072212015 1 1:00:00:00 1:00:00:02 100:00:30 0.0o% 4 L] 100.00%  00:00:08 0.00%

TZTI205 1 1000000 1000003 00:00.00 Q.Co% 0 o 0.00% 00:00:00 0.00%

1072472015 1 1:00:00:00 1:00-00-01 00:00:00 0.00% ] o 0.00% 00:00:00 0.00%
... .|

1072572015 1 100:00-00  1:00-00-04 00:00:00 0.o0% a o 0.00% 00:00:00 0.00%

102672015 1 100:00:00  1:00:00-01 00:00:38 0L.04% 5 & 100.00%  00-00-07 0.00%

1n2r2ms 1 1:00:00:00  1:00:00:02 0a:01:14 DL 2 o 0.00% 00:00:37 0.00%
Lina: SimiGateway 1 102300200 10:23:00:18 161029 6.15% 336 338 100.00% 000253 0.00%

October 1 102300200 10-23-00:18 161029 615% 336 k=1 100.00%  00:-02-53 0.00%
v ¥ 6 Q7 S 2 e S O o we g VO v e

1 r2ms 1 2300:00  23:00:01 00:08:57 043% 8 L} 100.00% 000111 0.00%
. _____ |

1011872015 1 1:00:00:00 1:00:00:01 00:10:45 1.10% 12 12 100.00% 00:01:24 0.00%

12015 1 10000000 1:00:00:01 00:54:05 3T0% 2 2 100.00% 000141 0.00%

202015 1 1000000 1000007 L8Rl 12.48% 55 55 100.00% 000519 0.00%

1120 E 1 000000 100000s 0211448 LR 8 & 100.00%  00013ET 00o%

1Z22015 1 1:00:00:00  1:00:00:02 00:52.55 187% 42 42 100.00% 00:01:18 0.00%

102205 1 1000000  1:00:00:03 00:53:53 AT 19 1@ 100.00%  00:02:50 0.00%

10242015 1 1030000 1:00:00:01 00:00:00 0.00% o o 0.00% 00:00:00 0.00%

NS COCUMETE Was L] USingG al w oL LR Vs REBDOTTS. LAWY o OS5 | ey v TS
infractions or address questions to salesi@grapecity.us.com. Copynght @ 2002-2010 GrapeCity, ing. All nghts reserved.
BHNZ0T 726 AM Legacy Reports Line Summary Page 1 of 4
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Sample Reports for Interaction Reporter

Queue Detail Report

The Queue Detail Report displays detailed statistics on Workgroup Queues. The statistics are reported to the
interval level of detail. These statistics are grouped and summarized by site, queue, media type, skill (optional),
and day. Data for Answered and Abandons is summarized per service levels on each media type.

The detailed statistics include:
e  Number of interactions offered
e  Number of interactions answered
®  Percentage of interactions answered
e  Number of interactions abandoned
e  Percentage of interactions abandoned
e Average Speed of Answer (ASA)
®  Percentage answered in Service Levels
®  Average talk time
e  Average hold time
e Average ACW time
® Average handle time
e  Number of Flow Outs to another queue
e  Number of interactions placed on hold

e Data for up to 5 configured Service Levels for Answered and Abandons

Sample Report

- Queue Detail Report

o
Date Time Range: 16472018 12:00-00 AM - 142018 11:58:59 PM (Today)
Media Typé: Call
GTBLIP Order: Queus, MESI.&T]-DE. Date
Target Service Lewel Calculation: Target answerediTotal answened
Warkgroup: workgroup!
INBOUND INBOUND SERVICE LEVELS
o ANS .. - ABD .. TANS
SWVC AVG AVG AVG AVG Flow £ ANS ANS ANS ANS ANS AEBN AEN ABN AEN ABN
OFF £ % £ % | AsA  LVL TALK HOLD ACW HAND Out HOLD| 5 10 20 30 40 5 10 30 30 4D
fos— 1 0 ©o% 0 0% O0D0 0% 000 OO0 OO0 OO0 1 © @ ©0 0 © ©0 © O 0 0 0
Call 1 0 0% o 0% 0:00 0% OO0 000 OO0 DO 1 (o} o o o o ] 1] o o [+] o}
1142018 1 0 o% 0 0% 000 0% 000 000 000 000 1 0 e o © © © © © © 0 o0
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Sample Reports for Interaction Reporter

Queue Service Level Report

The Queue Service Level Report displays the summary and details of the configured service levels, up to 12, in an
absolute or cumulative view, with a percentage option. The Summary View includes Answered and Abandoned
interactions across all intervals. The Detail View includes Answered and Abandoned interactions per interval, with
chart data for each interval.

The summarized statistics include:
e  Workgroup
e Media Type
e  Service Levels
e Answered Service Level
e Answered Total
e Abandoned Service Levels

e  Abandoned Total

Sample Report

> Queue Service Level Report

Diate Time Ranpge: Q272010 12:00:00 AM - 92772017 115859 PM
Interval Config: Hall HourfHiding smpty intervais)
Service Level Format: Partial Sum
Workgroup: s not null
Media Type: Call
Show Detail: True
Target Service Level Calculation: Target anewerad/Total answered
Summary
_SystemberTransferHub_
Call sL1 L2 513 L4 5LS SLE Total
Answered a 1] a o o a ]
Abandoned a ] 0 [+] o o ]
gl
Call SL1 L2 BL3 L4 SLS ELE LY ELB Total
Answered - 1 a o o a o o 1
Abandoned 1 1 [+] o a o o 3
g Call
QATIINT 1:57 AM Legacy Reports Queus Service Level Repon Page 1e13
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Sample Reports for Interaction Reporter

Queue Summary Report

The Queue Summary Report displays summarized statistical data on Workgroup Queues. These statistics are
grouped and summarized by site, media type, and interval. The report also displays a chart for Interactions
Distributions and Service Level.

The summarized statistics include:
e  Number of interactions offered
e  Number of interactions answered
® Percentage of interactions answered
e  Number of interactions abandoned
e Percentage of interactions abandoned
e Average Speed of Answer (ASA)
®  Percentage answered in Service Levels
®  Average talk time
e  Average hold time
e  Average ACW time
® Average handle time
e  Number of Flow Outs to another queue
e  Number of interactions placed on hold

e Data for up to 6 configured Service Levels for Answered and Abandons

Sample Report
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Sample Reports for Interaction Reporter

3 Queue Summary Report

Diate Time Range: 10MT015 1200000 AM - 10ET2015 11:58:59 PM
Interval Configuration: Half Hour{Hiding emply intervals)

Media Type: Call

Target Answered Service Level Percentage: a0 %

Target Service Level Calculation: Tanget answerediTotal answered

Summary by Media Type (Call)

INBOUND INBOUND SERVICE LEVELS
—AHS — —ABD — ‘IH\:J' AVG AVG AVG AVG Flow M Servioe levels are unavailable due to multiple workgroups, media types, or servioe
» * ’ ASA_ LVL TALK HOLD ACW MAND Out HOLD teval configurations.

UL O T — [
1387 oE% n % [ 5] 22% 413 oo 00 413 o 1

1424 GEW 30 2% 018 0% 408 000 000 408 O o

1306 7MW 43 3% 017 81% 413 000 000 413 O 1

1427 @8% 34 % 017 SI% 407 000 000 407 © 1

1357 @8% 50 3% 010 SI% 414 000 OO0 414 O [

1422 OT% B2 4% 017  83% 400 000 ©000 406 O o

1411 GT% 40 3% 018 B2 412 000 000 412 0 o

1414 @EW 37 % 017 82% 411 000 000 41 0 0

1396 G7H 38 % 010 SI% 415 000 OO0 415 O [

1417 GE% 38 2% 018 83% 410 000 000 410 O o

1370 e a8 % [1a]:] Ti% 400 oo 00 408 1] o

1378 GEw 32 2% O18 TEW 400 000 000 400 O o

1575 @8 44 3% 028 TI% 417 000 000 417 O 1

1537 BE% 44 3% 0I5 TI% 420 000 ©O0 43 0 0

1834 1 ) 83 % 024 Ti% 428 o-po 00 428 1] a

1543 @AW 42 3% O34 TEW 4325 000 000 425 0 o

1517 @7M 47 3% 024 TE% 431 000 000 431 O [

1564 O7W 52 3% 024 TT% 423 000 000 423 O o

1538 7% 48 3% 033 7% 428 000 OO0 42 0 1

1832 o7& 48 3% 023 TOm 430 000 000 426 0 El

1488 @8 TT B O TIN 414 000 OO0 414 O 2

15TB @7W 44 3% 024 7% 420 000 000 420 O 1

1555 O7® 45 3% 020 TS% 420 000 OO0 43 0 1

1874 GTE B8 3% 028 TI% 41 000 000 421 1 1

1412 B3% 100 T 016 TG% 408 000 000 408 O o

1423 G2% 115 T 018 Bi% 405 000 000 405 O 1

1643 9% 40 2% 020  80% 430 000 000 430 1 [

1820 O7H 43 3% 00 S1% 430 000 000 438 O 1

This document was created using an EVALUATICN version of ActiveReports, Only a licensed wser may legally create reports for use in production. Please report
infractions or address questions io sales@grapecity.us.com. Copyright & 2002-2010 GrapeCity, inc. All ights reserved

BOF2017 B 18 AM Legacy Reports Quews Summarny Repon Page 1af3
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User Availability Detail Report

Sample Reports for Interaction Reporter

The User Availability Detail report displays information about users in two tables, per user per day, and includes

an Overall Summary Duration graph..

e  The first table, for each user, displays a summary grouped by status and shows the duration and

frequency for each status.

e The second table, for each user, displays detailed information on the changes of states per day, within the

specified date and time range.

Sample Report

<5 User Availability Detail

=
Status Date: WAT2018 12:00:00 AM - 107017 11:50:50 PM
columbus_user Site: 1
Owerall Summary Duration
E5400
'E o120
z E1B40
=
§ 580
17280
L
10172016
Count Summary by status Duration
1 Avalable 1:00:00:00
Status detail I Loggedin  Mon ACD DHD ACW | Available Break  Follow Up Unavailable  Training
Time Status Duration Group I 1:00-00-:00 00-00:00 00:00:00  00-00:00 | 1:00-00:00 00-00-00 00-00:00 00000  00:00:00
000000 Avasilable 1:00:0000 Awailabie e 1:00:00:00 DO:00:00 D0:00-00 D3:0000  DOH00:00
Site: 1
1AT2017 10:24 PM Legacy Reporms User Availability Detail Page 1 of 44
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User Availability Summary Report

The User Availability Summary report displays the following information for a user:

® A pie chart that summarizes the user's ACD vs. Non ACD durations for the Date and Time period of the
report

e A comparative chart of the summary of time in the Status groups: Available, Break, Follow Up,
Unavailable, and Training

e A table displaying the user’s first logon time of the day and the total daily durations for: Logged In, Non
ACD, DND, ACW, Available status, Break status, Follow Up status, Unavailable status, and Training status

Sample Report

o . ape
< User Availability Summary
O
Status Date: 10ATR20S 12:00:00 AM - 102772015 11:50:50 PM
Aaron Robertson Site. 1
Swemmary ACD vs. Mon ACD Durations Comparative Status Group Durations
—49%
5% J
. . [ Loggedin M Non ACD OND ACW | I Available I Greak I Follow Up I Unavailable  Training |
Pged i [ 03:30-10 014702 00117 0000030 [ 031334 00:00:00 00-00:30 0010047 00:00:00 |
102620158 1:11 AM 01:8442 00:28:37 00:11:07 00-:00:20 014532 00:00-00 DiDO-20 001047 00:00:00
W2Tr20s T2 AM 01:33:21 01:20:25 00-00:10 00:00:10 012600 00:00:00 000010 00-00:00 00:00:00
This document was creaied using an EVALUA M wersion of ActveRepors. Only a licensed user may legally ereate repors for use in production. Please repost
infractions or address questions io salesfigrapecity ws.com. Copyright @ 2002-2010 GrapeCity, inc. All fights reserved
BMO2017 B:31 AM Legacy Reporms User Availabiity Summary Fage 1 of HI7
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User Call Detail Report

Sample Reports for Interaction Reporter

The User Call Detail report displays detailed data for each agent on interactions—calls, e-mails, and chats—for the
specified date and period of time.

The information in this report is displayed for each user, by day, including:

Initiated time

Connected time

Media type—call, e-mail, chat
Direction—Intercom, Inbound, Outbound
Type—Intercom or External

Remote Number

Remote Name

Duration

Hold Time

Account Code

Sample Report

%“ User Call Detail

DatefTime Connected: 101772015 12:00:00 AM - 10/27/2015 11:50:50 PM
_ site: 1 Ext 11802
10Tz Total Calls: 1811 Total Duration: 131158
Initiated Connected  Media Owection Type Remote Nismber Remate Name Duration  Hold Time  Account Code
010522 DIOER  Cal Inbound External (219) 54749562 Alios Wunderking 0000:00 000000
010522 D10ER  Cal Inbound External (213) 457-8458 Sacremento 000001 000000
D052z D1DER  Cal Inbound Extermal (204) 229-2658 Lawrence Cramer 000001 000000
010535 010538  Cal Outoound  Extemal 011 6492078551 [%13500% 000136 DO:00:00
"Colin Steeples]
D155 D155 Cal Inbound External (307) 2085789 Tammy Janes 000000  DO:00:00
010552 D105E2  Cal Inbound External (201) 571-2365 Richard Springfiek 000000  O0:00:00
0822 010822 Cal Inbound Extemal (340) E28-2544 Diawe Anthony 00-00:00 D0-00-00
D852 0iDES2  Cal Inbound Extemal 418) 4TE-5328 George Hertape 00-00:01 D0-00-00
D1:0852 D106E2  Cal Inbound External (380) 584-5TER Trawis: Trenion 000001 000000
010852 DIDESZ  Cal Inbound External 1405) £49-2608 Jason Lee 000001 000000
pI722  DIORR  Cal Inbound External 4T0) 2540863 Philip Andersan 000000  DO-0D0:00
pIOT22  DIOTER  Cal Inbound Extemnal (518) 7874558 Charlotie 000000  D0-00:00
01722 D1OTZ  Cal Inbound Extornal (520) 4635088 Barbara Dwyers 000001 D000
DIO7S2  DIOTE2  Cal Inbound Extornal (787) 2314827 Kurt Wheeler 0000:00 000000
010752 DIOTE?  Cal Inbound External () 4630235 Daris Abinsan 000000 000000
oI07E2  DIOTER Cal Inbound External (732) 540-3653 Roancks 000001 000000
01:0822 010822  Cal Inbound Extornal (615) B31-5645 Andngw Mormonic 000001 000000
010822  D1OEX  Cal Inbound Extornal (208) 2637458 Stephen Giordano 0000:00 000000
010822 DI0ER  Cal Intounc External {610) 686-8322 Gradley Andersan 0000:01 000000
DI0841  DI:0E45  Cal Outbound  Extemal 011 8403078851 [%13500% 0000:52 000000
“Colin Stesphes]
M0852  0iDES2  Cal Inbound Extamal (B10) 308-T045 Hathy Johrson 00-00:01 D0-00-00
DI094E  D1:0948  Cal Inbound External (718) 2410143 Gowanda NY 000229 000000
010952 DIDRSES  Cal Outoound  Extemal 011 B483078551 [%13500% 000024 000000
“Colin Steeples]
M52 01DeE2 Call Inbound Extemal {B14) 4385677 Paeter Donovan 00-00:01 000000
011022 DN Cal Inbound External (808) 5366763 Jason Braun 000000 000000
D101 DH:G35  Cal Cutbound  Exwemal 011 8453078551 [%13506% 0001:54 000000
"Colin Steephes]
01122 022 Call Inbound Extemal {317) BE31-4823 Diawe Fush 00-00:0 D0-00-00

This document was created using an EVALUATION version of ActweRepons. Only a lisensed user may legally create repons for use in production. Please repont
infractions or address questions 1o salesfgrapecity ws.com. Copyright @ 2002-2010 GrapeCity. ine. All fights reserved.
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Sample Reports for Interaction Reporter

User Call Summary Report

The User Call Summary report displays summarized interaction data for each agent within the specified period of
time. The summarized data is displayed in a table and a pie chart.

The table displays the information for each user, by day, including:
e Number, duration, and average duration of interactions—calls, chats, and e-mails
e  Number, duration, average duration, and call type—External or Intercom—for Inbound interactions

e  Number, duration, average duration, and call type—External or Intercom—for Outbound interactions

The pie chart displays a comparison of percentages of the types of interactions for the user within the specified
period of time, by:

(] Inbound/External
. Inbound/Intercom
e  Qutbound/External

e  Qutbound/Intercom

Sample Report

<5 User Call Summary

Date/Time Connected: 10172015 12:00:00 AM - 10272015 11:50:50 PM
= User ID: - Site: 1 Ext: 11802
. [ T
P%— [ mtewns Fosma
-T% B Ctbound insszom
I O basns Inbound [ ] Outtsounad [ ]

Count  Duration Avg| Count Duration Avg. External Intercom| Cownt Durstion Awg.  External  Intercom

Wi IXITES 00002 1778 111948 D003 17re o 135 015207 00:00:50 135 ﬂl

10272015 191 131185 00002N 17mé 111848 000023 1T o 135 015207 00:00:50 135 ':I|

ersion of ActveRe Only a licensed user may legally create repons for use in production. Please report

estons o salesilg om. Copyright @ 010 GrapeCity, inc. All ights reserved
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Sample Reports for Interaction Reporter

User Productivity Detail Report

The User Productivity Detail Report displays detailed agent statistics, including:
e  The number of interactions offered
e The number and percentage of interactions answered
e  The number and percentage of interactions abandoned
e  The number and percentage of flow outs
e  The duration and average for talk time
e  The duration and average for hold time
e  The duration and average for ACW time
e  The duration and average for handle time

Sample Report

S User Productivity Detail - i [0

Date: 10M72015 12:00-00 AM - 10272015 11:50:50 PM
Media Type: cal

Answered Abandoned Flow Outs Talk Time Haold Time ACW Time Handle Time |
2 [ % 2] % 2 [ % Duration | Average | Duration | Average | Duration | Awerage | Duration | Average |

130 AM Cal 2 2 100.00% 0 Do 0 0o0%  0Q0g1 o008 000000 0000:00 Q00020 OO:00:10 00:00:31 00-00:18

TO0PM Cal 1 1 100.00% [ 0 000%  DOOSD4 00504 000004  0ODO:O4  QOWDO-ID 0Q:00:10 OO0EiEB DODS:18
o 0 0oo% 0 000% 0 000%  0ODO00 020000 000000  DOOD:DD  OOO000 O00:0000 00:00:00

100 AM cal a 0 ooor% o 000% 0 000% 00:00:00 D0-00-00 00-00-00 000000 00:00:00 00:00-00 D0-00-00 D0-00:00

430 PM Cal 0 0 ooo% [ L e 0 000% 000000 00000 000000 000000 Q00000 O0O:0000 000000  OO-DCH00

530 PM Cal o 0 000k [T 0 000% 00:00:00 00:0000 000000 2 OOD000 2000000 @ OC:0000 000000 00:00:00
400 PM =] o 0 o00% 0 oo 0 000% 00:00:00 00000 000000 2 0ODOD0 000000 | OO:00D0 000000  00:00:00
1230 PM Ca 0 0 000% 0 o00% 0 0.00% 00:00:00 00000 000000 2 OODOO0 000000 | OG:0000 000000  00:00:00

500 AM Call 1 1 100.00% o 0or% 0 000% Do070 D071 00:00:00 D0:00:00 00:00:10 00:00:10 000711 Doo7
600 AM Cal 1 1 100.00% o 0% 0 0.00% 00:08:39 DI-08:38 00:00:00 D0:D0:00 00:00:10 00:00:10 00-08-49 DO-08:49

This document was creaiad using an EVALUATION version of ActveRepons. Only 3 licensed user may legally create repons for use in production. Please report
infractions or address questions to salesfigrapecity us.com. Copyright @ 2002-2010 GrapeCity, inc. All fights reserved.
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Sample Reports for Interaction Reporter

User Productivity Summary Report

The User Productivity Summary Report displays summarized statistics related to users for the specified Date and
Time. The summarized data is displayed in tables and a graph.

The Summaries Per User table displays a statistical summary of counts, percentages, and durations for each
user, including:

e  The number of interactions Offered

e The number and percentage of interactions Answered
e The number and percentage of interactions Abandoned
e The number and percentage of Flow Outs

e  The Duration and Average for Talk Time

e  The Duration and Average for Hold Time

e The Duration and Average for ACW Time

e The Duration and Average for Handle Time
This table also displays the Grand Totals of these statistics.

The Summaries Per User and Queue table displays all the statistical information from the Summaries Per User
table with the addition of agent queue statistics, including Totals.

Sample Report

256



Sample Reports for Interaction Reporter

-]

3 User Productivity Summary

Date: 1011772015 12:00-:00 AM - 102772015 11:56:50 PM
Media Type: Cal

Summaries Per User

T— — -Ind| [Flow Outs [Transferred]|  TakTime |  HoldTime | ACW Time Handle Time NOW-ACD |
# [ % # ] % | # # | % |Duration|Average | Duration | Average | Duration [Average | Duration] Average| IN # [Average[OUT #] Average |

- 1a—n e E T m{un W] 000[ swsse ] 00:04:22] 00:26-5] 00.00:00] rooeseus[ 00:00:12] mowen] 0004:34]  7[00.10:43] s 000018
[Faron Reberson 3] 3[od of ooo] ofonco] o] 0.00[00:0% 15[ 00:01:42] 00:00:0¢] 00:00:01] 00:00:30] 00:00:10] 00-0%:4€[ 0a01:28]  ofoodemd] 4002
A Chandra o] ofoce] of ooel ofoce] o o.oofonoo00]oo00an] 000000 no-00-00f no-po-oo] oo:co-00] oo-no-no] ocoo-a] o coana]  of oeoo:oo
(nzam Elns o ofooa[ of ooo] ofooo[ o o0o[o00:00:00]0000:00] 00:00:00] 00-00:00) 00-00-00] 0-00-00] 00.00:00] 0000.00]  ofoo0ona| of o000
[Aan Lucus 4] 144l 100] o ooe] ofooo] o omof203e02|000s34] 00:0000] 00-00:00] 00:52-35] 00:00-23] 21-28:37] 000827 ofoo-00:00] o] 00000
[Fdee Eutsey 3908| 3%06| 100 0| 000 0] 000 O] 000 sosssso|00-0146| 0O:00:00| 0G-00:00] 09:59-32| 00-00:10] «vecsam) 000158 ] 00-00:00) 4546| 00:00-15
[Amy Cocper 3e0] 3eef1o00]  of ooo] ofooo] o 000] zoessas]oons4e] oo:o0-00] no-0o-00f 02:21:01] 00:00:23] amessas|omoeita]  ofoooom]  of oocoo:00)
[rdrew Fogesn o ofooa[ of ool ofooo[ o ©.00]00:00:00]00:00:00] 00:00:00] 03:00:00) 00-00-00] 00-00:00] 00.00:00] 000000  ofvo.0ana] of o0-0000
[noy Starren 3| 2foer| o] o] 1]o33] o ooofon0526]000243] 00:00-14| 00-00:07] 00-00-04] 00-00:02] 000%-44| 0or0z52]  ofoooona|  of oooooo
Bamy Harmwig 0] ©O|0oa] 0| 000 0|000 0 0.00|00:00:00|00-00:00 on:onnu"Wl 00-D0-00| G-00-D0| DO-00-00| O0-00-00] 1] DO-D0:01 0| 00-00-00
Becky Oiwer 0] ofooe] of ooe] ofoce] o oo oeneoe]soooon] oooo-oof no-oocof no-no-oo] oo-o-00] nooo-nof ocoooe]  ofcoooma]  of oo-oo-oo)
Bt Collar 200] ol 100 of ooo| ofooo] o 000 awas|00-0854] 00:0000[ 00-00:00] 03:3108] 000042 raxesoooo3a]  ofcocoma| o oooooe
B Gacea o] ofooe| of ooe] ofoce] o oooooveoo|ooooon| oo-oooo] no-oo-oof no-no-0o] oo-o0-00| no-bo-oc| ocoooe|  ofcoooa]  of oo-ooo)
Bob kemna BG74| 5674| 100| 0| 000 0000 0O 000 =oswan|000Z 18| 00:0000 DO-0000| 18:15.56) DO:00:10| sazias| 000228 O] 0O0000| 562000018
Biob Shapp=! 0] ofoce] of oove] ofose] o oo oeveoe]soooon] oo-oooof vo-oooof no-no-oo] co-eo-o] oooo-oof ocoooe]  ofeoooma]  of oooo-oo)
Biob Spearman 4l a[1oa[ of ooe[ ofoce] o o.o0o|oodv4s|co0o2e] 00000 oo-00-00) 0ODO-00| 0O:00-00| DO-014e| ocooze|  of omopal 2| oO-OO-4E)
Bob Tomatoe oos| sa4| 100 o] ooo| ofooe] o] 000 zaxass]000s17] 000000 0000:00 01:51:57] 000010] amasf Ocr0sze]  ofeooomd|  ofoooooe
Boubacar Dialle 1| [ 700] 0O 000 0|000| ©| 006| 00002 00:05:02| 0O:00-08| 00-00:06] DO-00-10| 0a-b0-10] D020 000520 0| 00.00:00) 0| 000000
Brad Forsyhe 20] efosm] of ooo] 4foz20] 2] o©10] ooz wafoooz42] oo:0518] nooo2of oo0z-08] wo-oona] ooseecf ooomn]  ofoooooe]  re[ooooas
Bradiey Forsythe o] ofooa] of ooel ofooe] o 0.00|000000|00-0000) m;mm"ﬁ 00-00-00] 00:00-00| 00-00-00] 0C00-0a] o] DO-0:0Y) 1| oo-oo0e
[Brian Bowsaurs s57o| 2570|100 o] oool ofooo| o 000 seemod|oonzo| oooo0o]oooooo| 15:28-16] 000010 seemm|ooozze| o cooomm| 1153]oooenE
Brian Wiams 12| 112] 100| O] 000 0000 1| 001| 15-30.35| D0:05:18| 00:0000) 00-00:00| 01-21-45) DO:0044| 16-52:00) 00002 O] 000000 0| oo-0000
Bruce Knapp 27 w27 o] of oool  ofosoe] o] woof res-w]oooen| oooooof oo-oooof oo-ae-4s oooo22] vesessfoooeza]  ofootomm| o] oooooe
Chad Memms 120] 13¢[ 100 of ooo[ ofooe] o coof1e3%a1)ooos3e| oooooo]oooooo| ootse0] oooo2s| oarifocoeoa[  ofcotowa| o oooode
Charles Awla o ofooo] of ool ofooe] of o.0efoooe00]ooocoo| oo-oo-00] 0o-00-00f 00-00:00] c-oo-00] cooa| ocoo-0a]  of oo ofcooooe
(Chas Bowman 7] 1|05 0] 00O 6035 1] 0% 004110]00:0348] 00:0106| 00:00:06) DO-01:20] 000007 DO:43:38) 00-03:58] 0] 000000 0] 00:00:00]
Chrs Har 501] so1[100] o] ooo] ofooo] o 000] xowwss|oo0s:3e] oo:o0-00] no0o:00f 01:21:10] 0€:00:10] amrass[ ooses]  ofoosoe]  ofco-oo:0o)

This document was created using an EVALUATION version of M'.\'EQGD—OI‘IS.O"I; a licensed user 'naflEﬂal y create repons for use In production. :IE'BS‘: repon
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Sample Reports for Interaction Reporter

Line Group Detail Report

The Line Group Detail Report displays detailed statistics of line groups. These statistics are grouped and
summarized by site, line, month, week, day, and interval. The detailed statistics include:

® Average lines available

e  Duration per line

e  Maximum available duration

e  Utilization duration and percentage
e  Total number of calls

e  Number and percentage of calls out
® Average call duration

e Maximum calls entered

®  Percentage of all busy

e Percentage of outbound calls blocked

Sample Report

<5 Line Group Detail

o
Date Time Range: 10717/2015 12:00:00 AM - 10/27/2015 11:52:53 PM
Subtotal By: By Month, By Week Number
Site: 1 Avg_Lines Dural?on Max A_vzil Utilization Total Calls Calls Qut Avg C_all Max Calls | % All Busy | % Out Blocked
Available | per Line | Durati % # Duration | Entered
Group: SimGateway 1 10:23:00:00 40:23:00:1%  16:10:23 615% 338 336 100.00% 202 4 3T3% 0.00%
October 1 10:23:00:00 10:23:00:19  16:10:2% 615% 338 336 100.00% 00:02:53 4 3.73% 0.00%

Week # 41 1 23:00:01 00:05:57 0.43% 3 3 100.00%  00:01:11 2 0.26% 0.00%

172015 1 23:00:01 00:05:57 0.43% 3 3 10000% 00:01:11 2 0.26% 0.00%
10/17/2015 1:00:00 AM 1 00:30:00 00:00-00 0.00% 1] 0 000% 00:00-00 a 0.00% 0.00%
10 T/2015 1:30:00 AM 1 00:30:00 00:00:00 0.00% 1] o 0.00% 00:00:00 a 0.00% 0.00%
10/17/2015 2:00:00 AM 1 00:30:00 0.00% 1] o 000% 00:00:00 a 0.00% 0.00%
10/47/2015 2:30:00 AM i 00:30:00 0.00% 1] i} 000% 00:00-00 a 0.00% 0.00%
10/17/2015 3:00:00 AM 1 00:30:00 0.00% 1] o 000% 00:00:00 a 0.00% 0.00%
101772015 3:30:00 AM 1 00:30:00 0.00% 1] 0 000% 00:00-00 a 0.00% 0.00%
10/17/2015 4:00:00 AM 1 00:30:00 0.00% 1] o 000% 00:00:00 a 0.00% 0.00%
101772015 4:30:00 AM 1 00:30:00 0.00% 1] o 000% 00:00:00 a 0.00% 0.00%
10/17/2015 5:00:00 AM i 00:30:00 0.00% 1] i} 000% 00:00-00 a 0.00% 0.00%
101772015 5:30:00 AM 1 00:30:00 0.00% 1] o 000% 00:00:00 a 0.00% 0.00%
10/47/2015 8:00:00 AM 1 00:30:00 0.00% 1] i} 000% 00:00-00 a 0.00% 0.00%
10 7T/2015 8:30:00 AM 1 00:30:00 0.00% 1] o 0.00% 00:00:00 a 0.00% 0.00%
10/17/2015 7:00:00 AM 1 00:30:00 0.00% 1] 0 000% 00:00-00 a 0.00% 0.00%
10/ 7/2015 7:30:00 AM i 00:30:00 0.00% 1] i} 000% 00:00-00 a 0.00% 0.00%
10/17/2015 8:00:00 AM 1 00:30:00 0.00% 1] o 000% 00:00:00 a 0.00% 0.00%
10/17/2015 8:30:00 AM 1 00:30:00 0.00% 1] i} 000% 00:00-00 a 0.00% 0.00%
10/17/2015 9:00:00 AM 1 00:30:00 0.00% 1] o 000% 00:00:00 a 0.00% 0.00%
10/17/2015 9:30:00 AM 1 00:30:00 0.00% 1] o 000% 00:00:00 a 0.00% 0.00%
101 7/2015 10:00:00 AM 1 00:30:00 0.00% 1] o 0.00% 00:00:00 a 0.00% 0.00%
10/17/2015 10:30:00 AM 1 00:30:00 0.00% 1] o 000% 00:00:00 a 0.00% 0.00%
10/17/2015 11:00:00 AM 1 00:30:00 0.00% 1] i} 000% 00:00-00 a 0.00% 0.00%
101772015 11:30:00 AM 1 00:30:00 0.00% 1] o 000% 00:00:00 a 0.00% 0.00%
10/17/2015 12:00:00 PM 1 00:30:00 0.00% 1] 0 000% 00:00-00 a 0.00% 0.00%
101 7/2015 12:30:00 PM 1 00:30:00 0.00% 1] o 0.00% 00:00:00 a 0.00% 0.00%
10/17/2015 1:00:00 FM 1 00:30:00 0.00% 1] o 000% 00:00:00 a 0.00% 0.00%

This document w.
infractions or addre

reatad using an EVALUATION version of ActiveRepaorts. Only a licensed user may legally create reports for use in production. Please report
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Sample Reports for Interaction Reporter

Line Group Summary Report

The Line Group Summary Report displays a summary of line group statistics. These statistics are grouped and
summarized by site, line, month, week, and day. The summarized statistics include:

Average lines available

Duration per line

Maximum available duration

Utilization duration and percentage

Total number of calls

Number and percentage of calls out

Average call duration

Maximum call entered

Percentage all busy

Percentage of outbound calls blocked

Sample Report

%" Line Group Summary

Date Time Range:

Subtotal By: By Month, By Week Mumber

10/117/2015 12:00:00 AM - 10#27/2015 11:50:50 PM

Avg Lines | Duration

Max Avail

Avg Call Max Calls

259

= 1 i . Utilization Total Calls }ATOM—{ > | % All Elusyl % Out Blocked
Available | perLine Duration 1 % # e Duration Entered
Group: SimGateway 1 10:23:00:00 10:23:00:19  16:10:23 615% 335 336 100.00%  00:02:53 4 3.73% 0.00%
Octobar 1 10:23:00:00 10:23:00:19  16:10:29 615% 338 336 10000% 00:02:53 4 3.73% 0.00%
Week #41 1 23:00:00 F3:00:01 00:05:5T 0.43% 3 3 10000%  00:04:11 2 0.26% 0.00%
10712015 1 23:00:00 23:00:01 00:05:57 043% 3 g 100.00% 00:01:11 2 0.26% 0.00%
Week #42 41 7:00:00:00 T7:00:00:14  08:09:03 485% 246 10000%  00:01:59 4 2.T6% 0.00%
10182015 i 1:00:00:00 1-00:00:01 00:18:45 1.16% 12 12 100.00% 00:01:24 3 D.82% 0.00%
10M1H2015 1 1:00:00:00 1:00:00:01 00:54:05 A70% 32 32 100.00% 00:01:41 2 2.72% 0.00%
1072042015 1 1:00:00:00 1-DD:00:02 02:58:41 12.43% 55 1] 100.00% 00:03:16 3 6.70% 0.00%
172112015 1 1:00:00:00 1-DD:00:04 021144 215% ag BB 100.00% 00:01:32 4 4.04% 0.00%
1222015 1 1:00:00:00 1:00:00:02 00:52:55 38T% 42 42 100.00% 00:01:18 3 2.71% 0.00%
1072372015 1 1:00:00:00 1-DD:00:02 00:53:52 AT4% 12 19 100.00% 00:02:50 2 1.45% 0.00%
1072412015 i 1:00:00:00 1-00:00:01 00:00-00 0.00% a o 0.00% 00:00-00 o D.00% 0.00%
Week #43 1 3:00:00:00 3:00:00:04  O7:55:29 1% a3 10000%  00:05:36 3 T11% 000%
1072512015 1 1:00:00:00 1-00:00:01 00:00:20 0.02% 1 1 100.00% 00:00:20 1 D.01% 0.00%
1072812015 i 1:00:00:00 1-00:00:01 02:01:47 B42% 41 41 100.00% 00:02:57 3 T.2% 0.00%
1272015 1 1:00:00:00 1:00:00:02 05:53:52 245T% 43 43 100.00% 00:08:14 3 14.04% 0.00%
Group: SimGatewayy 8 10:23:00:00 B7:16:02:32 02:13:22 011% 43 43 100.00% 00:03:06 2 0.00% 0.00%
uL
October 8 10:23:00:00 BT:16:02:32 02:13:22 011% 43 43 10000°%  00:03:06 2 0.00% 0.00%
Week #41 8 23:00:00 T:16:00:08  00:00:00 0.00% 1} o 000% 00:00:00 o 0.00% 0.00%
101712015 8 23.00:00 7-16:00:08 00:00-00 0.00% 1] o 0.00% 00:00-:00 o D.00% 0.00%
Week #42 8 T:00:00:00 36000532 01:58:50 013% k2 8 10000%  00:03:08 2 0.00% 0.00%
101872015 & 1:00:00:00 8:00:00:08 00:00-00 0.00% 1] o 0.00% 00:00:00 o D.00% 0.00%
10M1H2015 & 1:00:00:00 8-00:00:08 00:08:40 0.08% 1 1 100.00% 00:08:40 1 D.00% 0.00%
1202015 & 1:.00:00:00 B8:00:00:15 000900 0.08% a B 100.00% 00:01:00 1 0.00% 0.00%
12172015 5§ 1:00:00:00 8:00:00:32 01:13:04 0.83% 13 13 100.00% 00:05:37 2 D.00% 0.00%
1222015 8 1:00:00:00 8-00:00:16 00:00-02 0.00% 1 1 100.00% 00:00-03 1 D.00% 0.00%
123205 & 1:.00:00:00 8:00:00:24 00223 0.20% a B 100.00% 00:0240 2 0.00% 0.00%
1072412015 & 1:00:00:00 8:00:00:08 00:07-23 0.08% 7 T 100.00% 00:01:03 1 D.00% 0.00%
This document was ing an EVALUATION wersion of ActiveReports. Only 3 licensed user may legally create reports for use in production. Please report
infractions or addre: to sales{@igrapecity.us.com. Copyright ® 2002-2010 GrapeCity, inc. All rights reserved.
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Sample Reports for Interaction Reporter

Quality Scoring Details Report
The Quality Scoring Details Report displays detailed information on quality scoring, grouped by recording and then
by Questionnaire. The report shows: if a Questionnaire was marked for Calibration; if there were critical questions,
and their scores; and if questions were marked N/A during scoring. The report also displays comments attached to
questions during the scoring process. The detailed information in the report includes:

e Recording Date

e Media

®  Questionnaire Name

®  Passed/Failed results

e Recorded User ID

e Form Score

e  Percentile

e Rank

e Scored User ID

®  Question Group

. Importance

®  Question Text

®  Question Answer

(] N/A indicator

e  Score: Min., Max., Answer
Sample Report

Quality Scoring Details Report
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Sample Reports for Interaction Reporter

:

. om R |
g Quality Scoringﬁhrils w

Recording Date: S2EZ010 12:00:00 AM - S2E2017 11:55:50 PM
Name: [~ Sarvics Abbrew
Recorded User ID; Percy Bowman Form Score: 0R00  Percentibe; 5000  Rank: A&
Fcored User ID: Fercy Bowman
Group: Intre Grsting Score
Question Text Guestion Amswer WA (M [max Answer
Fequired Did the agent welcome ithe caller with the appropriate gresting 7 Tes 0.0 1.00 1.00
Regured  [Ditme agent say hisMer name durng te mtraduston ™ ves opo  |1oe  [100
Required  [How did e agent sound in spesking with the customer? Pretty normal opo  |3oe (200
73 Group: Senvce Shills Score
L-pud-- Question Text Guestion Answer HiA | Man Max Answer
[Requres  [oia me sgent repest the issus back t the customer for verificaton? [res | Joso Jroe [iee
[Requred  [How would you describe the sgents ing of the i The agent displayed a deep [
Group: Hold Etiquesie: Soore
Cuwstion Text Gusstion Answer WA |Men [Max Amswer
|Requred  [How many imes did the agent put the customer an hoid? | |=f [100 J2000 [ooo
|Requred  [Did the agent follow the appropriate protocol for placing the calier on hold? |ves | |ooo [1oo [100

L= LE o Servce Abbrew
Recorded User ID: Chas Bowman Form Score: O7.00 Percentile: 77.78 Rank: C
Scored User 1D; Chas. Bowman
t:::-w Intro Greating Score
Question Text Dusstion Answer WA |Min  [Max Anzwer
R equred (Dhdl the agent welcome the caller with the appropnate greetng? Tes 0,00 1.00 1.00
lequar Did tha agent say his/her nams during tha imtmducton * Yas 0.0 1.00 1.00
Faquiread [Fioaw did the Bgent Sound in Spealing Wwith the cusiomer? Fratty normal ooo  |aoo  |z200
(=2 Group: Senics Skl Score |
SR2BSNT 4:26 AM Legacy Reports ‘Guality Scoring Details Fage 1 of 57
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Calibration Details Report

The Calibration Details Report displays a detailed assessment of the quality of any interaction. The report can be
grouped by Scorer or Scored individuals.

The detailed information in the report includes:
e  Number of Scorecards
® Average Score
e Highest Score
® |owest Score
e  Median Score
®  Score Variance
e  Scored User
e Recording ID
e  Variance
. Interaction 1D
e Total Talk
e Total Hold
e  Wrap-up Code
®  Scorer
e Total Score
e  Critical Score
e  Non-Critical Score
e  Pass/Fail
e Rank
e  Scoring User
e  Scored User
e  Variance
e Recording ID
e Total Score
e  Critical Score
e  Non-Critical Score
e  Pass/Fail
e Rank
e Interaction ID

e  Total Talk
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e Total Hold
e  Wrap-up Code
Sample Report

Calibration Details by Scored User

S Cllibration Detali . Te—

Recording Date/Time: BM2015 12:00-00 AM - ERQ201T 11:50:50 PM
Group Report by: Seored User
Guestionnaire Name: Is Aot null <All>
Customer Service Abbrev
Humber of Scorecards: 2 Highest Score: 100.00% Median Score: TTIr%
Avetage Score. T3.13% Lowest Score: 24.4% Score Variance: T5.80%
100

percantiis
5 3

T
30
204
104
.._
S R A N N

8 :P# e
& o & o & &
¢ 00"’@ N & J & Q"d a“f ¢
302017 220 PM Legacy Reporms Calibration Detaits Page 1 of8

Calibration Details by Scoring User
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S Calibration Details | ™ - == e

Recording Date/Time: 81172015 12:00:00 AM - 8302017 11:56:59 PM
Group Report by: Searing User
Guestionnaire Hame: I5 ot rull <All>
Customer Service Abbrev
Humber of Scorecands: i Highest Seore:  10000% Median Seore:  TT.7E%
Average Score: T333% Lowest Score: 24 14% Score Varancs:  7580%
100
2
E I
* & i q“ & &
3 \ o @‘D' é é
& & & -x«“ & o
ﬁeb Q @i (ﬂ’ L o
*
B/AN2017 2:20 PM Legacy Reporms Calibration Details Page 10f8
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Calibration Recording Summary Report

The Calibration Recording Summary Report aggregates scores across all the scorecards for a specific questionnaire
and identifies anomalies in the responses.

The detailed information in the report includes:
®  Questionnaire Directory
®  Questionnaire Name
®  Questionnaire Notes
e Media Type
e Recorded Date
e Recording ID
. Interaction ID Key
e Initiation Policy
e Recording Length
e Direction
e  Number of Scorecards
® Average Score
e Median Score
e Highest Score
. Lowest Score

e  Score Variance

Sample report
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[+] . - -
< Calibration Recording Summary
Recording Date/Time: 10/17/2015 12:00:00 AM - 10¢27/2015 11:59:59 PM
Questionnaire Name: Is not null Populating. ..
Questionnaire Details Interaction Details
Questionnaire Directory: Customer Service Media Type: Call
Questionnaire Name: Customer Service Abbrev Recorded Date: 1W212015 9:43:16 AM
Recording ID: TE3TOF 14-56B0-DOAR-8745-5T 7400320001
Interaction |D Key: 100126391060151021
Questionnaire Notes: gesrhv%?;ﬁs:;f:;?r:' the full Custamer Initiation Policy: Marketing Interactions
Recording Length: 000710
Direction: Inbound
Scorecard Detalls
Number of Scorecards: f Average Score: 89 66% Median Score: 89.66%
Highest Score: 89 65% Lowest Score: 80 86% Score Variance: 0.00%
100
90 (O
B0 .66
&0
70
® &0
& 50
2
& a0
30
20
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Comparison of Group Scores by User for Intro/Greeting
Group Note:
Number of Scorecards: 1 Average Score: 100.00% Median Score: 100.00%
Highest Score: 100.00% Lowest Score: 100.00% Score Variance: 0.00%
Brad Forsythe
I
percentile
Comparison of Group Scores by User for Customer Service Skills
Group Mote:
MNumber of Scorecards: 1 Average Score: 100.00% Median Score:; 100.00%
Highest Score: 100.00% Lowest Score: 100.00% Score Variance: 0.00%
Brad Forsythe

This document was created using an EVALUATION version of ActiveReports. Only a licensed user may legally create
reports for use in production. Please report infractions or address questions to nhs@grﬁpﬂm,us.com. Copyright &

B/10/2017 7005 A 10 GrapeCiy. inc. AT Gghis Rapare- Calibration Recording Summary Page 2 of 12
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Change log
Date Changes

12-March-2019 Created this change log.
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