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Interaction Supervisor Introduction

Deliberately Innovative

« Although the Interaction Client provides limited user, workgroup and
queue monitoring capabilities, Business Manager-Supervisor is more
powerful, summarizes additional operational statistics and provides
alerts.

* It allows a user to:
« Monitor individual agents
* Monitor multiple agents
« Monitor single workgroups
« Monitor multiple workgroups

» Set alerts to inform of events triggered by statistical changes
 Display, Sound, Email, .NET client message

* View real-time statistics in graphs and consolidated tables
* Respond to agent Assistance requests
* Run Interaction Reporter



Interaction Supervisor Introduction

Workspace

Supervisor is a
component of IC
Business Manager

When you start IC
Business Manager for
the first time, the main
window or workspace
will be blank.

When views are added,
they appear within IC
Business Managers
workspace as tabs by
default.

Once views are
arranged, the
workspace will be
‘remembered’ upon
exiting and re-entering
Supervisor.

INTERACTIVE INTELLIGENCE
Deliberately Innovative



Interaction Supervisor Introduction

» Workspaces will contain

one or more views and

can be organized by tasks

e There will be built-in

workspaces that can not

be deleted

 Ability to create custom
workspaces with one or

more views for a specific

task is available

Workspaces

e

View

INTERACTIVE INTELLIGENCE
Deliberately Innovative



Interaction Supervisor Introduction

Deliberately Innovative

Licenses |
- -
To view and use views, _
|icenses must be aSSig ned tO _ Client Configuration I Phonetic Spelings I Options I Security I Custom Attributes I Hisktary:
. Configuration  Licensing | Personal Info I Workgroups I Roles I Password Palicies I ACD I M
your user/station
o HiStoricaI ReportS License allocation method: additional Licenses il
S . P | % pssignable Interaction Feedback Access
UperV|Sor Ug' n " Concurrent Interaction Recorder Client Access
* |nteraction Feedback _ _ O Interaction Recorder Extreme Query
A IV Client Access License Interaction Recorder Quality Monitoring
CCess V' ACD Access License Inkeraction Report Assistant Supervisaor Plug-In
. |nteraction Recorder i~ Media 1 Cpkimizer Supervisar Plug-in
. i~ Media 2 O optimizer Thin Client Plug-in
Client Access & Media 3 Plus Recorder Access
* |nteraction Recorder Interaction Types. . O schedulable By Optimi?er
. . . Syskem Status Supervisor Plug-In -
Quality Monitoring < |LI_I
. Optimizer Supervisor W These licenses are enabled and will impact the license
PlUg-In '-0-' usage count,
» System Status
Supervisor Plug-In IV Enable Licenses

» Workgroup Supervisor

P|ug_|n «l | ¥ Confirm auto-save | (a4 I Cancel apply




Interaction Supervisor Introduction

Help

Use the Help Menu for
information regarding views
and how to use them

Historical Reports
Interaction Feedback
Interaction Recorder

Interaction Report
Assistant

Interaction Reporter

Interaction
Supervisor

Interaction Tracker
Optimizer
Administration

INTERACTIVE INTELLIGENCE
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Interaction Supervisor - System Views ... e
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Select New

Select View...

Group by: Categories
Select System Status

The following views will be
available:

* License statistics

* Queues

» Session Managers

» System Graph

« System Statistics



System Views — License Statistics

Deliberately Innovative

Shows the license items
ordered

Able to see the available and
used licenses in both numeric
and percentage form



System Views — Queues

Allows users to examine
Interactions within a queue
and pick them up, disconnect
them, place them on hold,
listen in on them, join them,
coach the agent on them, or
record them

4 queues are available
* Line Queue
+ Station Queue
» Workgroup Queue
» User Queue

Queue Type

INTERACTIVE INTELLIGENCE
Deliberately Innovative



System Views — Session Managers

Deliberately Innovative

Session Managers maintain the
state and operation of IC client
applications

The Session Manager View
allows users to view the
session managers and any
client connected to them and
the statistic related to the client



System Views — System Graph

Presents the relation of various
system statistics into a single

graph

Categories of System Statistics
that are available:

Email

Fax

IC Memory Usage
IC Performance
PMQ

Recording

Speech Recognition
IC System Status
Tracker Server
Transaction Server

INTERACTIVE INTELLIGENCE
Deliberately Innovative



System Views — System Statistics

Deliberately Innovative

Used to monitor the health of an
IC server as it reports activity on
the IC subsystems and queues.



Interaction Supervisor - Agents and Workgroups

Select New

Select View...

Group by: Categories
Select Agents and
Workgroups

The following views will be
available:

Agent Details
Agent Graph

Agent or Workgroup
Queue

Agent Overview
Workgroup Details
Workgroup Directory
Workgroup Graph
Workgroup Overview
Workgroup Statistics

INTERACTIVE INTELLIGENCE
Deliberately Innovative



Workgroup Views — Agent Overview

Deliberately Innovative

Select New
Select View...
Group by: Categories

Select the Agent Overview view

from the right hand menu \



Workgroup Views — Agent Overview

INTERACTIVE INTELLIGENCE
Deliberately Innovative

Select the workgroup where the agent
belongs or select [All] to see all the
agents



Workgroup Views — Agent Overview

Deliberately Innovative

Select the agents or agents
you want to get an overview on



Workgroup Views — Agent Overview

Select the Interval and Queue
Statistics you would like to see

Interval Statistics:

Current Period
Current Shift
Previous Period
Previous Shift

Queue Statistics:

Interactions Received
Interactions answered
Interactions completed
Longest interaction waiting
Longest talk time

Average wait time

Average talk time

Non-ACD interactions
Average agent positive score
Average agent negative score
Average customer positive
score

Average customer negative
score

INTERACTIVE INTELLIGENCE
Deliberately Innovative



Workgroup Views — Agent Overview

Deliberately Innovative

» The Agent Overview view
consolidates multiple
agent statistics in an
expandable table, so that
an agent's performance
can be compared to other
agents in various
workgroups.

« Expand the +/- sign next
to the agent names to see
statistics per workgroup.

* The statistics you have
selected are on the right.

* Right click and choose
‘Add/Remove Statistics’ to
change the agents or
statistics.

Column widths can be changed by dragging the vertical split bars.
Column order can be changed by dragging column headers to a
different order.




Workgroup Views — Agent Details

Deliberately Innovative

Select New
Select View... /
Group by: Categories

Select the Agent Details view from the
right hand menu



Workgroup Views — Agent Details

Deliberately Innovative

Select the agent you want a detailed
report on



Workgroup Views — Agent Details

Deliberately Innovative

Select one of the workgroups that
agent belongs in or select [All] if you
want to include all the workgroups the
agent belongs in



Workgroup Views — Agent Details

This view summarizes the
activity of a single agent
for a single workgroup or
all the workgroups the
agent belongs in

The statistics you have
selected are in the rows,
and the periods/shifts in
the columns

Right click and choose
‘Add/Remove Statistics’ to
change the period/shifts or
statistics

INTERACTIVE INTELLIGENCE
Deliberately Innovative



Workgroup Views — Workgroup Overview

INTERACTIVE INTELLIGENCE
Deliberately Innovative

Select New
Select View...
Group by: Categories

Select the Workgroup Overview

view from the right hand menu \



Workgroup Views — Workgroup Overview

INTERACTIVE INTELLIGENCE
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Select the workgroup or
workgroups you like to get an
overview on



Workgroup Views — Workgroup Overview

Select the statistics you would like to see in the

overview list

Available Statistics:

Total Agents

Logged in

Available for ACD interactions

Not available for ACD interactions
Percent available

Longest available

On inbound ACD interactions

On inbound ACW

Longest inbound ACD interactions
On outbound ACD interactions

On outbound ACW

Longest outbound ACD interaction
On no-ACD interactions

Longest non-ACD interaction
Interactions waiting

Interactions answered

Longest interaction waiting
Longest talk time

Agents logged in on this workgroup
Agents available

Lowest active agent negative score
Lowest active customer negative score

INTERACTIVE INTELLIGENCE
Deliberately Innovative



Workgroup Views — Workgroup Overview

Select the Interval and Queue
Statistics you would like to see

Interval Statistics:

Current Period
Current Shift
Previous Period
Previous Shift

Queue Statistics:

Interactions Received
Interactions answered
Interactions completed

Longest interaction waiting
Longest talk time

Average wait time

Average talk time

Non-ACD interactions

Average agent positive score
Average agent negative score
Average customer positive score
Average customer negative score

INTERACTIVE INTELLIGENCE
Deliberately Innovative



Workgroup Views — Workgroup Overview

INTERACTIVE INTELLIGENCE
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The Workgroup Overview view
consolidates multiple workgroup
statistics in an expandable table
control, so that an workgroup's
performance can be compared
to each other.

The workgroups you have
selected will be the rows. The
statistics you have selected are
columns on the right.

Right click to change the
workgroups or statistics



Workgroup Views — Workgroup Details ...

Deliberately Innovative

Select New
Select View...
Group by: Categories

Select the Workgroup -

Details view from the right
hand menu



Workgroup Views — Workgroup Details .........ocuome

Deliberately Innovative

Select the workgroup you like to
get an detailed overview on



Workgroup Views — Workgroup Details

The Workgroup Details view
displays details about a selected
workgroup such as the status of
individual members and
statistics on the workgroup
itself.

You can see active calls within
the queue, whether if the call is
assigned or not.

The bottom of the view can
show the member’s status by
clicking on the Members tab. \

Right click and choose

‘Add/Remove Statistics’ to
change the period/shifts or
statistics.

INTERACTIVE INTELLIGENCE
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Use the scroll bar to reveal
additional statistics.




Workgroup Functions — Call Control

Deliberately Innovative

The bottom half of the
Workgroup Details view
shows the calls currently
in the queue.

Additional columns of
information can be added
in the Queue tab by right
clicking on the column
headers

Supervisors can click on
a call in the queue and
either Listen, Coach,
Join, Pickup, Transfer the
Call, etc




Workgroup Functions — Member Activation

If a user is activated in a
workgroup, they can take
ACD Interactions and if they
are deactivated, they will not
receive ACD Interactions.

The Workgroup Details
view, allows you to activate
or deactivate a user

Right click a user in the
workgroup and select

‘Manage Workgroup
activations’

You can select members
and make them active or
deactivate them for the

particular workgroup
selected.

INTERACTIVE INTELLIGENCE
Deliberately Innovative



Workgroup Functions — Change User Status

INTERACTIVE INTELLIGENCE
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Supervisors can change the
status of workgroup
members from the
Workgroup Details view

Right click a user in the
workgroup that you want to
change the status on and
select ‘Change Status for
Users Name’

You can select the status
from the drop down in order
to change



Agent Graph INTERACTIVE lNTELLlGENCE‘
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Select New
Select View...
Group by: Categories

Select the Agent Graph M
the right hand menu



Agent Graph INTERACTIVE INTELLIGENCE

Deliberately Innovative

Select the workgroup you
want to select agents from or
select [All] if you want to list
all the agents in the system



Agent Graph [NTERACTIVITELLIGENCE‘

Deliberately Innovative

Select the agents you
want to list on the graph



Agent Graph

Select the Interval and Queue
Statistics you would like to see

Interval Statistics:
* Current Period
* Current Shift
* Previous Period
* Previous Shift

Queue Statistics:
* Interactions Received
* Interactions answered
* Interactions completed
* Longest interaction waiting
* Longest talk time
* Average wait time
* Average talk time
* Non-ACD interactions
* Average agent positive score

* Average agent negative score

* Average customer positive
score

* Average customer negative
score

INTERACTIVE INTELLIGENCE

Deliberately Innovative



Agent Graph

INTERACTIVE INTELLIGENCE
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The Agent Graph view shows
the statistics you selected of
1 or more agents

The generated graphs will
allow comparison if 2 or more
agents are selected

Change the chart type by
right clicking and select
‘Chart Type’



Workg roup Graph INTERACTIVE lNTELLlGENCE‘

Deliberately Innovative

Select New
Select View...
Group by: Categories

Select the Workgroup Graph /

view from the right hand menu



Workg roup Graph [NTERACTIV ITELLIGENCE'

Deliberately Innovative

Select the workgroup or
workgroups you want to
list on the graph



Workgroup Graph

Select the statistics you would like to see on the
workgroup graph

Available Statistics:

Total Agents

Logged in

Available for ACD interactions

Not available for ACD interactions
Percent available

Longest available

On inbound ACD interactions

On inbound ACW

Longest inbound ACD interactions
On outbound ACD interactions

On outbound ACW

Longest outbound ACD interaction
On no-ACD interactions

Longest non-ACD interaction
Interactions waiting

Interactions answered

Longest interaction waiting
Longest talk time

Agents logged in on this workgroup
Agents available

Lowest active agent negative score
Lowest active customer negative score

INTERACTIVE INTELLIGENCE
Deliberately Innovative



Workgroup Graph

Select the Interval and Queue
Statistics you would like to see

Interval Statistics:
* Current Period
* Current Shift
* Previous Period
* Previous Shift

Queue Statistics:

* Interactions Received

* Interactions answered

* Interactions completed

* Longest interaction waiting

* Longest talk time

* Average wait time

* Average talk time

* Non-ACD interactions

* Average agent positive score

* Average agent negative score

* Average customer positive
score

* Average customer negative
score

INTERACTIVE INTELLIGENCE

Deliberately Innovative



Workg rOUP Graph [NTERACTIVE lTELLlGENCE'

Deliberately Innovative

The Workgroup Graph will
display all the statics select in
both graph and numeric form

The generated graphs will
allow comparison if 2 or more
agents are selected

Change the chart type by right
clicking and select ‘Chart

Type’



Organizing Views

If you have multiple tabs open
in a Workspace you can
arrange them to view multiple
at the same time or use
Slideshow mode that cycles
through open tabs.

To show multiple tabs at the
same time, left click and drag
tab header until the zones
image appears. Hover over
the different zone to see
where the tab will be placed.
Let go on the zone you wish to
place the tab. You can also
drag tabs to any order or drag
the tab off the workspace to

be by Itself Wiewy | Workspaces Tools  Actions
Mavigation pane 3

Reset pane layout

To show in Slideshow mode,
click View from the men Toolbars b
Options, then Show Sl|de v Status bar

ShOW Full screen F11

Show slide show

INTERACTIVE INTELLIGENCE
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Alerts

An alert notifies when a
statistic is in or out of a user-
defined range, based on the
value of a statistic.

When an alert becomes
active, it can play a sound,
change the color of text or an
icon, send an Email, or send a
Supervisor Message.

Easiest way to create an alert
is by right clicking on the
statistic you want to alert on
and choosing ‘Edit Alerts’.

This will pre-fill the
agent/workgroup and statistic
fields on the Edit Alerts dialog
box.

=4 ¥

Total agents 3
Available for ACD interactions 1
Percent available . .
¥y Edit alerts...
On inbound ACD interac
Remove

On outbound

Cn non- interactions 9 Help

7 Add/Remove statistics...

Intergctions waiting 0

INTERACTIVE INTELLIGENCE
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Logged in

Mot available for ACD interactions
gest available
Inbound ACW
outbound ACD interactions
gest outbound ACD interactior
gest non-ACD interaction

Interactions answered



Alerts

Alert conditions allow you to specify
the parameters that have to be met
to trigger the alert.

Severity level is an optional value
that can colorize the icon that is
shown when an alert is triggered

INTERACTIVE INTELLIGENCE

Deliberately Innovative



Alerts

INTERACTIVE INTELLIGENCE
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One or more actions can be
selected for a alert when its
triggered

Available Actions:
« Show the statistic
* Play a sound on the computer

* Send an email to one or more
people

» Execute a custom handler

* Send a client memo



Alerts

Supervisor Messages

-Need Supervisor Message
creation permissions setup
by Administrator

-Sends Messages to the
bottom of the.NET client or
as a ‘Desktop Pop-up’ (or
toast).

Usage Example: You could
set an alert on Interactions
Waiting > 20 to send a
Supervisor Message to
agents that are currently
deactivated to tell the to
activate themselves in the
workgroup to help with
volume.

INTERACTIVE INTELLIGENCE

Deliberately Innovative



Alerts

Active Alerts

From the Tools menu select
View Active Alerts.

Shows alerts that are
currently triggered.

Manage Alerts

From the Tools menu select
Manage Alerts.

Shows all alerts, alerts in a
specific category, or by filter.

INTERACTIVE INTELLIGENCE
Deliberately Innovative

m

o Current active alerts EI@
Marme Parameters La
Auailable for ACD interactions Warkgroup: Marketing 4f

™ Editthe current alert

Close |

"/ Manage Alerts EI@
[ Showe all alerts in the system
MNarme Statistic Group Pararneters Sewverity
4 [ My Default Alert Set
'y Available for ACD interactions Workgroup statistics Workgroup: Marketing

)
B Addalert. | [ Edit.. H Rernove
Close |



Alerts INTERACTIVE INTELLIGENCE
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Status Change Alerts st Marne First Mame M arne Extension Dep
From the Members tab in a : 8wy Editalerts.. .
] . . wsucker Clinton .
Workgroup view, right click “honda ren tanage Warkgroup activations
on a user and choose ‘Edit ' Dona Manage User activations
Alerts’. teler Fermando Directory formatting options
: Gu'lrf Properties
[zl Javier
sey Lance Display skill set
The Edit Alerts dialog box L R
will appear. You can select Wt =
what status for which you Statistic (imeinstats =
WISh tO Create an alert w:|&l Custommer Satisfaction '|
Status : |ﬁ At Lunch '|

Alert conditions
Defined alerts:

After this selection click Add a0 00000 ononos
and the Alert dialog will be
presented. Same options as
adding a single alert.

B Add., | | Edit. M Rermove
':E:' [o]'4 Cancel |



ASSistance Res ponse INTERACTIVE ITELLIGENCE
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Workgroup Supervisor

associations are configured | When an agent needs help and sends
in Interaction Administrator a Assistance Request, a toast pop —
in each workgroup. opens on the Supervisors screen

In order for the request
assistance process to work
properly, at least one
supervisor must be
configured for your
workgroup in Interaction
Administrator on the
Roles/Supervisor tab and at
least one supervisor for your
workgroup must be logged
in.

Supervisors receive
assistance requests only if
they are running IC
Business Manager. They do
not receive assistance
requests if they are running

only Interaction .NET Client. You can manage all Assistance Requests from the
Agent Assistance window




Assistance Response

The supervisor can either
click Respond or Ignore
the request in the toaster
pop or Agent Assistance
window

If an supervisor ignores
the request, the
Assistance Request stays
active and can pick it up at
another time or another
supervisor can pick up the
request

Multiple supervisors can
join an Assistance
Request

INTERACTIVE INTELLIGENCE
Deliberately Innovative



Assistance Response

When a request is accepted, a
chat window opens with the agent

The supervisor can chat with the
agent

Telephony options are available
as well if the agent needs to join
the call, listen in, or coach the

agent \

INTERACTIVE INTELLIGENCE
Deliberately Innovative



Reports - HiStOI"ical INTERACTIVE INTELLIGENCE'
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Historical Reports
Select New View
Select the Historical
Reports category and \
then the Historical
Reports view, then OK.

-This requires a valid
Historical Reports
license.



INTERACTIVE INTELLIGENCE
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Reports - Historical

Select a report by clicking

I'iE) Getting Started -J"‘_"Historical Reports 2 Agent Overview | 3 W/orkgroup Details 3 Agent Details | B Workgroup Overdiew h Workgroup Graph d

on a row in the list.

Note the Historical
Reporting dropdown
menu, especially for
Report Help.

Expand and/or scroll to
the Description column to
see the contents of the
reports.

Start the report by double
clicking on the specific
row.

Report

~ | Account Code

Account Code Call Detail for Curren
Account Code Call Summary far Cu
| Arcount Code - Supersizor
Account Code Call Summary by Use
Account Code Call Surnmary by Dal
Account Code Call Detail by Date
Account Code Call Detail by User

| Agent

Agent &vailability Detail

Agent &vailability Summary

~ | Agent - Superdsar

{Supervisor) Agent Svailability Detai
(Supervisor) Agent Svailability Surm
| Agent Performance

Agent Performance Detail for Quewn
Agent Perforrmance Detail for Quew
Agent Perforrmance Detail for Quewn

Agent Perfarmance Summary for Q

Description

Detail report of the account codes information by date for the current us

Surnrmary report of the account codes information by date for the currer

Surnrmary report of the account codes information by date for the select
surmmary report of the account codes information by date for the currer
Detail report of the account Codes information by date for the selected L

Detail report of the account codes information by date for selected users

Displays a detail of all statuses or states for the current user running the r

Surmmmary report of agents availability by date time range and by shift sta

Displays a detail of all statuses or states for a range of users running the v

Displays a surnmary of all statuses or states for the selected users running

The agent performance reports are used to analyze the agents and their i
The agent performance reports are used to analyze the agents and their i
Agent performance detail for queue grouped by interaction type, Used te

The agent performance reports are wsed to analyze the agents and their i

Marne

ACCOUNT_CODE_CALL_DETAIL_CL
ACCOUNT_CODE_CALL_SUMMARY

ACCOUNT_CODE_CALL_SUMBARY
ACCOUNT_CODE_CALL_SUMBARY
ACCOUNT_CODE_CALL_DETAIL_BY
ACCOUNT_CODE_CALL_DETAIL_BY

AGEMT_AWAIL_DETAIL
AGEMT_AWAIL_SUMMARY

SUPER_AGENT_AVAIL DETAIL
SUPER_AGENT_AWAIL_SUMMARY

QUEUE_PERIOD_AGEMT_PERF_DETA
QUEUE_PERIOD_AGEMNT_PERF_INTEI
QUEUE_PERIOD_AGENT_PERF_DET2
QUELE_PERIOD_AGEMT_PERF_SLIMI



Reports - Historical T NN

The Reports Parameters iﬁﬁqEnter Report Parameters for Distribution Queue Performance {Date by Que...
dialog box is dlsplayed Hueuels] | Date Time Range | Shift Time Range I Site 1D I

The tabs will differ

depending upon the Enter a queue, ligt of queues, or range of queues.

report. Typical tabs = =]

(parameters) include
queues, date/time, shifts,

etc. Discrete walue I &dd

The !-zzz means ‘ALL’ Start of range I

when referring to Agents Erc) ff e |

or Queues. Add
" aluesS tart End

T zzz] Delete |

Cancel | Load Save Review | Bun




Reports - Historical T NN

When changing DatelTime iﬁﬁqEnter Report Parameters for Distribution Queue Performance (Date by Que... [E3 |
parameter, it is easiest to Queue(s] Date Time Range | Shift Time Range | Site 1D |
do in the following way:

1) Clle on the parameter Enter date and time range or zet of ranges.
in the lower box.

2) This will change the
dates in the range b

3) Adjust the dates in the
ranges boxes.

4) Click add to insert in e
the parameter box. - — 4|

5) nghllght the old M2/18/2010 00:00:00 02/18/2010 235359 Delete |

parameter in the lower
box (now that there are
two) and delete.

Click Run

Note: the final parameters
always need to be in the
lower boxes on each tab.

Start of ran

[ 2namo =] 42016 PM =
[ 2namo =] 42016 PM =

End af range

Cancel Load Save Review | Bun I




Reports - Historical T NN

Tr.le Crys't?I Reports. Lo_:l Distribution Queue Performance (Date by Queue) EI@ I
window will open with the X 1ofB (] S &&=k - dh  Toal803  100% 80307803
report displayed. Freview |

- gpenoddistribution.rpt .+ -
[+ +000000000000C
The tOOIbar at the top - 2012-11-29 Distribution Queue Performance (Date by Queue)
. H H - Accountit T iaz
allows for: Printing, . Accounts B e e mee B —
H = - ARk Coll BhiftTime Range: OOOEO -Z3%50 50
Exporting, Zooming, or ) Clins o o
= = [+ Customer
C h an g in g to d Iffe re nt - Custamer| Intoanc g Talk TobiTAW  mgocw  TobiACW  Intoban A Aban  Shanand lla;"u\nlt o oo Bul1  lom
B~ DH - Den
pages. - Dialer HifeI D 1
(- Escalation 118872012
H - Facilies ATonirg o mm mm mm mm o mm OO mm mm [T R T
De pe n d I n g u po n th e [~ FeedBacl ARk Aeclmhe o mm mm mm mm o mm it mm mm Oor: 0O L
B Finance ARM Gollechors o mm mm mm mm o mm o mm mm  oms oms 3
re pO rt, S u b 're pO rt O r - GenenlGa clams o mm mm mm mm o mm oo mm mm oo omw
. . - GeneriGa Buskomer 545 mE  1smEE mi0 13s0s P o 2z o MmO+ soEm M
breakdown are available in 9 Genenlia e : om  om om mm  m mr mm mm mm me om
[+~ Healthcal L?u"u;::m o mm mm mm mm o mm OO mm mm OO OO
rap
th e Ieft h a n d COI u m n or by B- Help Des Dider 27 b ] AT 21 mm mm 1Ze mi+ 5.13% oim MM 57 47%  SE5T
- - - - - HR Escatalan o mm mm mm mm o mm omE mm mm oo oo
cllckl ng on a statlstlc B Irsurance Faes o mm mm mm mm o mm noms mm mm oo ooms
H- Insurance Feed Back o mm mm mm mm o mm oo mm mm  oms ooms
when the arrow changes & PALie | s @ mm  mm mm @m0 B am mm D m om
G- IP& Telet Gerena o mm mm mm mm o mm noms mm mm  omw ooms
to a magnifying glass - IPa1 ég:::;; o mm mm mm mm o mm ooy mm mm oo oo
[] |T G:nz:aas Eeuke o mm mm mm mm o mm oorE mm mm omrE omrE
- Kahls Heallver e Ageris o mm mm mm mm o mm oo mm mm oo oomw
S K kls 3 Hew Desk o mm mm mm mm EN msz BT mm mm oo ooms

Click the X in the upper
right hand corner to close
the report.



Reports - Historical T T OEeE

"ﬁ"_qEnter Report Parameters for Distribution Queue Performance {Date by Que...

The Reports Parameters Queuels] | Date Time Range | Shift Time Hangel SiteIDI
can be saved for quick
use next time.

Enter a queue, list of queues, or range of queles.

_ [ =
For example, if you always
run a report with the same Discrete value [ Add
3 queue names or agent ot of range |
names. End of range I
add

After the parameters are

. . . . " alue/Start End
filled in, simply click on [ 2] beiae |
the Save button, and name
the Parameter set, and
CIiCk Save_ Cancel i e l ﬁ‘aie | Fieview | Bun

Next time simply choose
Load from the parameters
dialog box and select the
Parameter set to Load.

Save Parameter Set

Parameter Set: ITodd's queue

- Last Used -

Note: These parameter
sets are save per user per
machine and are not
global.

Delete | Save Cancel




Reports — Report Assistant R

Report Assistant

Select New View

Select the Historical
Reports category and
then the Report
Assistant view, then OK
-This requires a valid

Report Assistant
license.



Reports — Report ASSistant INTERACTIVE INTELLIGENCE
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™ Interaction Report Assistant m

The Report Assistant

H : : Welcome to the Interaction
ap_)pllcatlon will start the Roport Assistant
wizard.

This wizard guides you through the creation of & basic ad-hoc
report. Choose data, layout, rowsicolumng, users orworkgroups
depending on the package you select Once the reportis

- enerated you can edityour choices and print or exportthe repart.
At the Report Assistant R e
welcome screen click
Next.

Press Nest to continue
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Package and layout
Choosze the data and layout you want For your repart,

Choose a Data Packag

—Data  Layout
Choose a Layout _
&gent Status j ] ¥ Tahle

. gent Queue Statistics
CI |CK N ext_ Agent Queue Statistics [Media Type)

Agent Queue Statistics [Custon Groups]
wharkgroup Hueue Statistics | 0 Matrix
wiorkgroup Queue Statistics [Custom Groups)
wiorkgroup Queue Statistics [Media Type]
whorkgroup Jueue Statistics [Skills) %%
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Table design
Select from the available fizlds the column: to appear on the report, ]

Choose fields from the
Available Fields box on
the Ieft, to put into the Current package: Agent Status

H H Ayvailable Fields Calumn Fields: -~ =
Column !=|elds on the right N Last name
Jzerid State Start [Ti
for the pieces of data you e e e
H S S [ atedti 5 k
want in your report. s o
State Start [Date] o

W/
Statuz Gr o
auencinﬁ number
Click on the blue arrows /Lu:uggedln[Descr.]

. ACD L dl
to move fields between Sraus DND

Statuz AW
boxes.

Flag indizating the the agent wasz logged in to |C for the current state, 1=True,

Click Next.
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Select Users

Choose Site ID (usuall

Select the ugers on which to run the repart,

or1).

Site ID |1 >

Dependent on the report, I Advanced ptions

4dd

=

| Eemayve | Hemove;‘-‘«lll

Wark graup IHeIp Dezk

Elected Users

choose additional data

| Last Marme | Firzt Mame

Site | User Id
and then Add. 1 Jazon Braun Eraun

1 Jerermy. Carter Carter

1 Beth.Callier Callier

1 Fandy.Cox Cox

1 Jennifer.Dearbomme  Dearbome

. 1 Melizza Greeves Greeves

CI'Ck Next. 1 Simlnowva Ihowa

1 Dave.Johnson Johnzon

1 Fionda. M alin b alin

1 Sarah Montgomery  Montgomeny

1 Doug. Mygrant b pgrant

1 Elizabeth.5anders  Sanders

1 Tony Schwartz Schwartz

Jazon
Jeremy
Beth

R andy
Jennifer
Melizza
Simlnova
Dave
Fonda
Sarah
Doug
Elizabeth
Taony
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Dependent on the report,
choose additional Filters.

Click Next.
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Groupz and Summaries (Optional)
Select the groups and summaries to add on wour report,

Dependent on the report,
choose additional Groups
and Summaries.

Group By | Friendly Mame Summary Type
h: - Last narme <Mones j
I~ State Start [Time) <Mone: j
CI ick Next. [l State End [Datestime] <Mones j
I~ Statuz key <Mone: j
r Duration <Mones ﬂ
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Choose Report Wizard selection
Orientation and click -
.. ackage
FInISh' Agent Status
Lavout
Tahle

Date criteria
From 2182010 12:00:00 Akd To 2008720170 11:59:59 Phd

Report Orientation

% Partrait & Landzcape

Once the report iz generated, you can easily edit pour selections. Fram the
i Report viewer File menu, click Edi.

i o
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/A‘Eile Report  Help

. 1 of 140 b B = = I EE= E T - Find | Mext
The report will be =
displayed.
The toolbar at the top
From 2M8/2010 12;00:00 AM To 2182010 11:59:59 PM
allows for: Printing,
Exportl ng, Zoom | ng, or Last name State Start (Time) State End (Date/time) Status key Duration
changing to different C
Braun 12:00 Abd 2MB20101 2:00:20 A Fallowe Up 00:00:20
pages . Braun 12:00 &M 22010 12:01:18 AM Suvailable 00:00:59
Braun 12:01 At 2ME20012:01:45 AM On Help Desk ACD Call 000029
Use the Re port menu Braun 12:01 Ahd 2HE2M01 20208 AM Follows Up 000020
optlons to change des|gn, Braun 12:02 Ahd 2M8201012:02:09 Ak Available 00:00:01
- t f. It t Braun 12:02 Ak 2ME20M012:02:35 AM On Help Desk ACD Call 00:00: 26
| n p u S’ | ers’ e c' Braun 12:02 &AM 2HER01012:02:55 AM Faollovy Up 00:00:20
Braun 12:02 &AM 218200120308 AM Acvailable 00:00:13
Braun 12:03 Ak 2A8201012:04:03 AM On Help Desk ACD Call 00.00.57
. . Braun 12:04 Ahd 2HE201012:04:25 A Followe Up 00:00:20
Use F I Ie > Save As If y Braun 12:04 AM 2M 2010 12:04:26 AM Avvailable 00:00:01 2
. | | E
wish to save the report for p—

future re-use.

Use File > Recent Files to
load a previously saved
report.

Click the X in the upper
right hand corner to close
the application.
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Interaction Reporter allows you
to easily create pre-defined
reports using filters. These filters
can be saved to run the report
again and can be exported to a
file.

Click on the Interaction Reporter —
workspace.

Reports are organized into 5
categories:

Line Reports
Queue Reports
Recorder

User Reports
Wrap Up Codes
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To get started, select the
Interaction Reporter icon

from the left hand menu \

in IC Business Manager
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Select a type of report

you would like to run and
double click it to open the
filter configuration screen

Add additional /
parameters to filter on as

you seem fit

Enter in filter information /
for the report such as the

time range

Click ‘Run Report’ to
generate the report
according the filter
information
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The report will be displayed.

The toolbar at the top allows
for: Printing, Zooming, or
changing to different pages.

Click ‘Show Parameters’ to
go back to the filter
configuration to edit the
filters again
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Once a report is created that
you would like to share with
other Supervisors, the filter can
either be saved as a file or
saved on the IC Server

To save to a file, click ‘Import’

To save to the IC server, click
‘Save’



Conclusion—-Q & A



Thank You!



