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1. Introduction

ASLogger provides recording applications including call recording and call logging in legislature, call
centers, financial dealing, and control/command operations. Developed with cutting edge
technologies it is capable of recording analog/digital and VOIP calls. You can live monitor and
playback recorded calls without any noticeable interruption. Recordings are stored internally and can
be retrieved locally or remotely through Web Interface. You can generate 256 types of reports out of

it.

2. ASLogger Default Directories

K7

< ASLogger software binaries directories

[F=3EoR =X
@MUV| » Computer » Local Disk (C:) » ASLogger » v | 6,“ Search ASLogger ,O|
Organize ¥ Include in library v Share with v Burn New folder 38 v [ @
X Favorites [ ASlogger| ~ Web Based User Interface Directory
| BIN ASLogger biary files directoy
=5 Libraries coM COM components directory
Support Support docuemnts directory
/M Computer StartStopASLogger.exe This application starts and stop ASLogger
&, Local Disk (C3)
BIN Directory
BIN directory contains software exe and DLL files on which software depends:
i
=3 EeR =X
@ﬁvv, .. « Local Disk (C:) » ASLogger » BIN v I 5 ' ' Search BIN ol 1
Organize v Include in library v Share with v Play all Burn New folder B Nl @
¢ Favorites iﬁASConfigManager.exe |ALogger Configuration application

- Libraries

1% Computer
&, Local Disk (C)
. Local Disk (D:)

@ System Reserve

“ﬁ Network

& ASLService.exe

%] ASVoipCap.dll

= AsutilityServer.exe
¢ ASUtilityServer.ini
&- ASLODClient.exe
#28 ASCTIManager.exe
@ ASLService_demo.exe
m ASLStreamer.exe
PlaybackServer.exe
|#| License.dat

[EE] ASLSmoothExit.exe
|| censorbeep.wav

|%| Logger.dll
BackupManager.exe

Copy screen recording from Agent computer to server.

Agent Screen Recording and Record on

Recording Server

Live Call Streaming Server

Sends secure streams of recorded calls to player

Smoothly closes ASLogger services and applications

Recording beep files

Backup application

Demand Application
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In this document each application has complete description with screenshots.
« Calls Recording, Database and Applications Logs directories

[o o =]
@uv| , € Local Disk (D:) » ASLogger » - |‘-_r| Search ASLogger j e |
Organize « Include in library « Share with = Burn MNew folder 3= » [ II@I

-
~

» - Favorites |

MName

J CallsData (Recorded calls are save in this Dir under CDF files)
3 L,-g Libraries . Logs {Applications Logs are saved under this DID)

) mssgl  [Database files are located in this Dir)
4 M Computer
> &, Local Disk ()
4 5 Local Disk (D)
4 || ASLogger

3. ASLogger Service (StartStopASLogger.exe)

ASLogger is service oriented software. To start and stop ASLogger software please execute application
StartStopASLogger.exe i.e. "C:\ASLogger\StartStopASLogger.exe".

4. ASCTIManager (C:\ASLogger\BIN\ASCTIManager.exe)

ASCTIManager is the main recording and call logging application. It records all types of calls i.e.
ANALOG / DIGITAL / VOIP. Double click on ASCTIManager icon in system tray and you will see pop-

up:

User Login Window @

Login Information

|l zermame: |au:|mir'|

xxxx)i

Pazzward:

Lagin | Cancel

Default username and password are “admin”. On successful login you will see screen like below
Figure named as CTIManager.
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i

ASCTIManager Manager E

Exit View Help License

Total Logged Calls: 4 Active Channels Mow: 2 U=zer Mame: admin CTI Manager ID: |_
(¢ (VI ¢ B ¢ B ¢ ¢
1 3

4 1005 1008 1009 1010 1011
Call is being
recorded
1012 1013 1014 1015 1016 1017 1018 1019
waitig for call. Channel is net
connected to any Channel is connected but no
line. Offline channel call at this channel till now.
status.

* | [20130804 16:45:12] [OK] QUTBOUND Call Logging Started at channel [4] -> Extension[4]
[20130804 16:45:12] [QOK] QUTBOUND Call Logging Started at channel [3] -»> Extension[3]
[20130804 16:45:10] [OK]Logging Stopped at Channel [4] <-> Extension [4]

[20130804 16:45:10] [OK]Logging Stopped at Channel [3] <-> Extension [3]

[20130804 16:45:08] [OK] OUTBEOUND Call Logging Started at channel [4] -» Extension[4]
[20130804 16:45:08] [OK] QUTBOUND Call Logging Started at channel [3] -»> Extension[3]
[20130804 16:45:08] [Critical]Exention/Line [1005] offline

[20130804 16:45:08] [Critical]Exention/Line [1] offline

[20130804 16:42:41] Integrated Client connected

[20130804 16:41:04] [Info]Configuration Error Count [0].

[20130804 16:41:04] [Info]Logger Services are working properhy. &
4 | I 3

[ | »

Figure CTIManager

TutHLoggedCal-s:' 269 Active Channels Now: | 5 User Name: | admin CTI Manager ID: | 1

e Total Logged Calls: It means today's recorded total calls.

e Active Channels Now: It means total channels on which calls are being recorded currently.

e User Name: It means who logged in to CTI Manager to see its status.

e CTI Manager ID: It means recorder number. This is useful when more than one recording
servers are installed.

4.1 Licensing

Exit View License Help

Click on 'License’ menu item to view the license state. To register the software license please copy the
serial key and send to your vender / dealer by email or tell on phone. Vender email address is
info@ahmadsoftware.com of sales@ahmadsoftware.com .
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25 Licensing o ==
Drermo Yergion iz running, Demo will expire within 57 days. Pleaze Fleasze register the zoftware
before that time. Pleaze copy the "Senal Key'' and send to the dealer.

Serial Key: |#tv24+iNBoreg+CyoCejfw/'ed0 220007/ flues5a 7o)/l A==

Lizenze Key: Click.

Browse
Lizehze File

Cloze YWWindow

Licensing screen

On getting license file from the dealer or vender, please keep a copy of the “License.dat” to
“C:\ASLogger\Bin” and restart the software using StartStopASLogger.exe

OR

Click Browse License File button on above screenshot. Then Click “Register Now".

5. Playback Streaming Server
(C:\ASLogger\BIN\PlaybackServer.exe)

Playback streaming server sends recording calls data to Web based player named as ASPlayer. It runs

at default port 9786. You can change its ports but better is set with configuration Manager.
Playback Streaming Server

= e >
File View Configuration Help

Todays total requested Calls : 4

Todaw's Errors 1] Current Client Count : 0

[20121024 11:40:04] [info]Stream completed. [P[192.168.1.3] File[D:\ASLogger\CallData"20121024.110052-0010.CDF] index[1305930] Size[304850].
(20121024 11:39:59] [Info]Stream completed. IP[192.168.1.3] File[D:\ASLogger\CallData"20121024\110354-0016.CDF] index[1197055] Size[105150].
[20121024 11:33:46] [Info]Stream completed. [P[192.168.1.3] File[D\ASLogger\CallData" 201210241 10554-0012.CDF] index[315000] Size[106530].

[20121024 11:35:16] [Infa]Stream completed. IP[192.168.1.3] Fils[D:\ASLogger\CallData20121024\110052-0010.CDF] index]1305930] Size[304250].
[20121024 10:10:48] [Infa]Playback Server started successfully at port 9786

NUM
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PlaybackServer Configuration @
Settings

Concurrent requests limit © L] Server Listening Port :

[+ Do you like to track server processing in log files?

Logs Directary : |D: W45 Logger\Logs\FlaybackS erver

Call Logs Directories in sequence for playback Streaming

D:v45LoggertCallD ata

Cancel

6. Live Call Streaming Server (C:\ASLogger\BIN\ASLStreamer.exe)
It sends live calls data to web based ASLPlayer for real time call play. It default port is 8005.

M]] A5 Live Call Streaming Server E'E'@ﬁ

File Configurations About

Debug Logs.(Enabled only for programmer to debug any issue.) |

Debug logs will be generated on demand.
Please note that logging slows down the overall performance.

°,

% You can set configurations for the application by the below Configuration screen.

-

Configurations IEI
Server Listening port: | 2005
Cancurrent Clisnt Lirnit: | a0
Set Log Level: |Enor j

Log Mane: |Live5tream

Cancel
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7. Backup Manager (C:\ASLogger\BIN\BackupManager.exe)

Backup Manger is a small utility that take backup of database and recorded calls data (CDF Files) and
deletes temporary tables in database after set time. Please have a look on the below screenshot:

Database Backup Utility =N = ‘|,,§.3_|

CDF backup infromation

Serial I File Name ] Status l Date I
( Backup configurations @
i Calls Data backup configurations -
CDF Files Direcory: | D:\Recording45Logger\CallD ata _I
| Backup Directory Name: ID:\Calls backup __l
[V Delete Files Older Than |—5_ Days

 Database Backup Information

Backup Directory Name: ID:\CaIIs backup I

Database Name: IAS Logger

Backup Name: IAS Logger

Databg
Serial

Archive Data Daily at : |1g; 5859PM :I:

Cancel I

Settings I Calls Backup Backup DB I Close |

konitoring thread running...

% Click on ‘Settings’ button to do configurations so that backup should be automatic.

+ Calls data backup (CDF files): Please set CDF directory, CDF backup directory, delete CDF
files after taking backup. Backup directory should be USB or Network drive.

< Database Backup: Database backup directory should be external drive or network drive. You
can also set database name and backup file name.

«% Set backup time: You can also set daily backup time. Time setting is the last item in
configuration dialog.

< Manual Calls data backup (CDF files): You can do manual backup by clicking on ‘Calls

Backup’ button.
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8.

0

« Manual Database Backup: Click on ‘Backup DB’ button to take Backup manually.

Web Interface (Client Side applications)

Web Interface is the main client side application Used to interact with ASLogger system.
Please follow the below steps to understand how to use the system.

8.1 How to start internet explorer (IE)?

8.2

Start Internet Explorer (IE) 32 bit, 6.0 or above version.
UAC Enabled: If your windows 7 or Vista has full UAC protection then run IE with administrator
rights as shown in below screenshot:

Open file location

Interne @ Run as administrator

[ Edit with Motepad ++

il Scan with Microsoft Security Essentials...

B Add to archive...

& Add to "iexplore.rar”

£ Compress and email...

B Compress to “iexplore.rar” and email
Unpin from Taskbar
Fin to Start Menu

Explorel

Restore previous versions

Send to 3

Cut
Copy

Create shortcut
Delete
Rename

Properties

Note:- In case UAC enabled and you run IE with normal user rights then windows don't allow to

install ASLogger Players therefore you must run IE with administrator rights as shown in above
screenshot.

UAC Disabled: If UAC is disabled on your system then please run the IE with just double click.
Login Page

Enter http://ASLogger Server IP Address/ASLogger (for example: http://localhost/ASLogger) on the
address bar of the IE. You will see Log on Page:

10 Confidential @Ahmad Software Technologies www.ahmadsoftware.com Version 1.4
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Login

“ Please fill the following fields to login.

Username;

Password:

[7] Auto Login
[] Login as Super Admin

| Login I Reset

Enter your Username and Password, and then click the Login button.

< LOGIN AS AN ADMINISTATOR OR NORMAL USER: If you want to save username /
password and want to auto logon when you open the browser then check the "Auto Login’

U

check box.

% LOGIN AS SUPPER ADMINISTRATOR: If you are administrator and want to do
configurations how this application should work or want to see logs then use default
username / password “master” and check the "Login as Supper Admin” checkbox.

8.3 LOGIN AS SUPPER ADMINISTRATOR

On successful login to configuration side you can do configurations and can see logs. There are two
tabs:

®,

% Configuration

°,

% Logs

8.21  Configuration tab
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®,
0.0

8.3.2

‘Configurations ™  Activity Log

Configurations

Activity Logs: | Debug [+]
pages: |300 [+]
page Count: 100
DB Server URL:  localhostlaslogger
Database Name:  ASLogger
Database User: sa
Database Password: 12345678

Masteer User Password:  eessee

Save Changes

From the tab you can set:

v

AN NN

AN

Activity Log Mode: Debug or None. Please keep ‘None’ for best performance. Debug is used
for debugging purposes only.

Pages: You can set maximum number of pages that you want to see on call search page.
Page Count: You can set maximum number of call records per page on search screen.

DB Server URL: It is ASLogger database server path.

Database Name: Set database name for ASLogger. Default is ‘ASLogger’ and it should be
‘ASLogger’ except any emergency.

Database User: Database username. Default it is “sa”.

Database Password: It is database user password. Default database password is “12345678"
Master User Password: Default username / password for supper administrator are “master”.
Please change it so that other users can not access the supper admin side.

Activity Log

This tab is used to see activity logs and debug logs.

Configurations “Activity Log

Logs Details

[10/25/2012 18:47:56]
[Debug]

15-Oct-2012 Delete 0 [http-//localhost 2334 /Default aspx]
23-00-12 Delete ] [sp_Login ‘master’,'master’ ]
Delete All

[10/23/2012 18:58:09]

[Debug]
[http://localhost-2334/Defavlt.aspx]
[sp_Login 'master’ 'master’ |

[10/23/2012 19:04:41]

[Debug]

[http:/flocalhost-2334/Default aspx?ReturnUrl=/Monitor aspx]
[sp_Login ‘master’,'master” |

®,

% Click on the Left panel log file to view the logs.

°,

% Right Panel will show logs detail.

12
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®,

% Select and Delete Logs that you want to delete.

R/

% Click on top right link to logout.

8.4 LOGIN AS AN ADMINISTATOR OR NORMAL USER

Players Installation Process: If you are logging first time as an administrator or normal user then IE
will show you a screen as shown below:

[ @ b tocatbon st qgerrsearchsops £+ 2% 0 soger x| | A

admin | Change Password | Logout | Auto Log

= [ parent
=L Agent 1054
- Dlagent 1040
t=Cagent 1000
~Oagent 1101
[ agent 1085
=l agent 1032
[ lagent 1003

1<l

<]

Call Rating: All Rating Levels

Direction: Al Calls
Cleritesl  [limpertant
gook Mark L1100

[[<l[<]

You should for some time until you see the below screen:

Shiee Lisers
-] Parent
=[] agemt 1054
— ] Agent 1040
= Agent 1090
[ Agert 1208 [=]
] agesm 1085
Llagems 1038 Security Warning |
— ] Agent 1003 ’
= Agert 1070
[ 1.&.“ ] b s You are about to nstall & certificate from a certification authosity (CA)
Agaat 106 AL clming to represent:
Tk | Todsy = Ahamad Software Technologies
Start Diate: | Windead cannct validste that the certilieste is actually from "Ahsed
End ate: [ Saftware Technologies™. You shewld confim its angin by comacting
Shartcwt Dyr: | Any Langth = "Ahmad Software Technalogies™. The follewing numbes will asit you
) ¥ i bhis process:
Cal Duration: L
Search Calls; Thusmibprint {shal 660 44585 OFDS B ORECERME S6105.288 11 3COMMD
By Finld: Field Seach [~]
Call Rating: All Ratng Levets. =1 Waming:
Hake=l T ypoin rtall RS Foet Certiiate, Wind s will SULOFRBtically st sivy
Diirecticn: All Calis El certile ate isgued by this CA. Installing & Lerificate with 50 onesnfinmed
D - !I:L.nbplml . gty k. B you elick "Yes” you scknowledpe thin
Do you want o install this certificate?

The above screen is saying to install digital certificate so that digitally signed ActiveX should
be installed on you system. Please click “Yes” to install the certificate.
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After successful installation of digital certificate ActiveX controls (Players) will also be installed and
you will see the screen like the below:

&« (j;‘;[a http:/ Aocathost/ASLogger/Search. asp D - 8| @ astogger ]

admin | Change Password | Logout | Auto Login &
Search’ Monitor  Reports
| Show Users. I Agent Name Group | Extension Call Start Time Duration From Rating ol Tag Bookmarks Calt (‘<;
& [IPacent AlO P 1 | Agent 1004 Parent 4 2013.08-04 02:51:33  00:03:21 = 4
j ;z:: ::; 0 2 Agent 1003 parent a 2013-08-04 02:51:33 00:03:21 = 3
Cl Agert 1003 Od 3 Agent 1004 Parent 4 2013-08-04 02:40:12  00:02:06 = 4
-] Agent 1004 cld 4 Agent 1003 Parent 3 2013-08-04 02:40:12  00:02:37 = 3 o - test
"] Agent 1005 O S Agent 1004 Parent 4 2013-08-04 02:15:10  00:03:08 = 4
-] Agent 1006 (m]PF ] 6 Agent 1003 Parent 3 2013-08-04 02:15:10  00:03:04 =b 3
- ] Agent 1007 [m P 7  Agent 1004 Parent 4 2013-08-04 01:06:24 00:03:37 = 4
~ ] Agent 1008 ad 8  Agent 1003 Parent 3 2013-08-04 01:06:24 00:03:38 =H 3
:sz :g:: O d 9 Agent 1004 Parent 4 2013-08-03 17:36:42 - 00:05:27 4= 4
- ] Agent 1011 O & 10 Agent 1003 Parent 3 2013-08-03 17:36:42 00:05:27 4= 3
-l Agent 1012 ' d B 11 Agent1008 Parent a 2013-08-03 17:33:32 00:02:14 4= 4
— [l Agent 1013 O 12 Agent 1003 Parent 3 2013-08-03 17:33:52  00:02:14 4= 3
-l agent 1014 0'd Ed 13 Agent100s Parent 1004 2013-07-2505:51:09 00:02:07 = 1004
~[CJagent 1015 O 14 |Agent 1003 Parent 1003  2013-07-2% 0%:51:09 00:02:07 =§ 1003
jﬁm :g:: O 15 | Agent 1017 Parent 1017  2013-07-23 18:57:22 00:02:00 Ioloemoovsasuloemosawsss - z
Clacae 1018 Cild | 16 |agentioon  |oarent | e Py L S + =
-] Agent 1019 [y ] 17 |Agent 1019 Parent :20 ouu PP O RO MoS876555 | Bookmarks -
[] Agent 1020 O 18 Agent 1010 Parent 1010 2013-07-23 18:54:10. OGPN \1yrk important Call Mo9876558 | Comments
[lAgent 1021 O 19 Agent 1020 Parent 1020  2013-07-23 18:52:29 0Q Add/Update Comments [NO9B76555 | A Name
[Jagent 1022 Ol d 20 | Agent 1009 Parent 1009 2013.07-23 18:51:13 0C Call Rating Level 1 Mo9876555 | ANI Phone
[Jagent 1023 Mo 21 | Agent1018  Parent 1018 2013-07-23 18:50:20 00 Call Rating Level 2 MoS876555 | AN Oetait
= 0é 22 Agent1013  Parent 1013 2013-07-23 18:50:06 00 Coll Rating Level 3 mo9876555 | Delete ? Yes
od 23 Agent 1023 Parent 1023 2013.07-23 18:49:20 0Q Call Rating Level 4 mosg7esss Hidden Flelds
Group Name Parent
O 2a Agent 1011 Parent 1011 2013.07-23 18:48:09 0C Call Rating Level S no987635s |-
O 25 Agent1010  Parent 1010 2013-07-23 18:47:32 o0 NeverDelete ThisCall |}, 9576555 - — —
Old 26 Agent 1008 Parent 1008 2013-07-23 18:47:19 00:02:58 4P Demo6758544 Demo9IB7E55S = =
0 27 | Agent 1021 Parent 1021  2013.07-23 18:47:17 00:05:56 4P Demo6758544 Demo987655%
od 28 Agent 1018 Parent 1018 | 2013-07-23 18:46:27 00:02:58 4P Demo6758544 Demo9IB76555
& 29 | Agent 1012 Parent 1012 2013-07-23 18:46:13  00:06:54¢ 4P Demo6758544 Demo9IB76555
{ Levels (mpy ] 30 Agent 1022 Parent 1022 2013-07-23 18:45:27 00:06:54 49 Demo6758544 Demo9876555 .
[catical  [_itmportant | < >
[lBook Mark 1100
e emraE o A
| sewen | > = I —

There are 3 tabs on the above screen

R

s Search

R

<  Monitor

R

< Reports

8.4.1 Search

On this screen user can find and playback recorded calls by selecting specific search criteria from
left panel i.e.

Search Filters:

User, channel, Start Date, End Date, Call start Time, Call End Time, Minimum call duration,
Maximum Call Duration, Text Search, Field based search, Call Direction, Critical Calls, Start Mark
Calls, Book Marked Calls, Answered/Unanswered Calls, Logged on demand calls(LOD). You can
also use shortcuts dropdowns “Between” and “Call Length” for fast selection filters.

Confidential @Ahmad Software Technologies www.ahmadsoftware.com Version 1.4
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Shortcut date:| Today
Start Date: 2013-07-23 | | 00:00:00 |
End Date: 2013-07-23 | | 00:00:00 |
Shortcut Dur: Any Length
[Shaw Users <] || Call Duration: | 00:00:00 | | 00:00:00 |
S [ Parent - Call Type: All Calls have duration
[ agent 1001 Direction: Al Calls
g"‘gf”‘ 1002 Search Calls:| |
t 1003
o 1000 By Field: Field Seach
[ Agent 1005 "Il call Rating: All Rating Levels
[C] Agent 1006
I :!;:t 1007 [ critical [] Important
] Agent 1008 [ 1Baok Mark [_|LOD
[T] Agent 1009 T
[C] Agent 1010
L [C] Agent 1011
- [ Agent 1003 [l agent 1012 -

Player Detail information is given in below screenshot:

Mowve Backward | Play all selected calls a.tom:el

% Add Bookmark: if you want to add bookmarks to currently active call then click on slider bar

[==="== on the location where you want to add bookmark.

Add Bookmarks

Add Bookmark, Cancel |
)

% You added bookmarks in call will be shown on top of player with green marks as shown below:

t 1009 Pares oo
..... @ Bookmark Text

Test Bookmark

2012-10-24 11:14:57 00:04:00

®,

% Left Click on green mark to see the bookmark.

15 Confidential @Ahmad Software Technologies www.ahmadsoftware.com Version 1.4
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®,

% Right Click on green mark to edit the book mark.

K7

« Playing searched Calls

-_
0| Agent 1015 Parent 1015 2012-10-23 19:05:54 00:02 *
1 Agent1014 Parent 1014 201210-23 18:59:17 00:04
0| 2 Agent1013 Parent 1013 2012-10-23 18:57:52 00:07~
J 3 Agent1010 parent 1010 2012-10-23 18:56:23 00:06
o & 4 Agent1011 Parent 1011 2012-10-23 18:54:22 00:02
0| 5 Agent1015 Parent 1015 2012-10-23 18:52:22 00:02
J 6 Agent1016 Parent 1016 20121023 18:52:15 00:06
0| 7 Agent1014 Parent 1014 2012-10-23 18:51:23 00:06
ol 8 Agent1009 parent 1009 2012-10-23 18:51:14 00:07
o & 5 Agent1015 Parent 1015 2012-10-23 18:49:22 00:02
J 10  Agent1013 Parent 1013 2012-10-23 18:47:20 00:04
0| 11 |Agent1014 Parent 1014 2012-10-23 18:46:18 00:01
0| 12 |Agent1010 1010 2012-10-23 18:46:13 00:04
ol 13 |Agent1012 parent 1012 2012-10-23 18:45:22 00:08
o & 14 |Agent 1014 Parent 1014 2012-10-23 18:43:14 00:01
0| 15 |Agent1016 Parent 1016 2012-10-23 18:42:49 00:02
0| 16 Agent 1011 Parent 1011 20121023 18:41:12 00:02
= — T — T o mrm ol

ImE 4P P

R/

% Select calls. The call you will select will be added in player’s play list

°,

% Click on Play button.

®,

% You can also play a call on double clicking the selected record.

% You can also play all selected call simultaneously by clicking on “Multi-Call Play” button. Multi-
play can play 20 calls simultaneously.

Multi-Calls Playback F—q
1014 —
1010 ————
1013
1016

< e

o

% You can save calls as wave/wma. When you click save button then below pop screen will open
from where you can save calls:
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5 | Save call as [Calls Coversion Module)
Check All| Uncheck |

X5

Change File Save Format ©

# Save Name Saveas Dowloadi. Conversio..
[¥1 20121023185917[Channel-14] WAV

[¥3 20121023185623[Channel-10] WaAY

110 20121023184720[ Channel-13] WAV

6 20121023185215[Channel-16] waAv

Save Settings

* Wave  WMA

[~ Save all calls in single file : I singlewma

Destination Folder : |C:\

=3

| Save |

[E-Mail How] Close |

&

* You can also mark calls as critical.( Popup Menu)

% You can add comments on call. ( Popup Menu)
% You can add book marks on call. ( Popup Menu)

* You can also mark calls as Normal.( Popup Menu)

% You can also mark calls as important.( Popup Menu)

* You can add call rating from 1 to five levels. ( Popup Menu)

% You can mark a call ‘Never delete’ when backup is taken. ( Popup Menu)
* You can do by right clicking on any search call record with the pop menu:

CRST cosure oo rm

oo
[

32
33
34
35
36
37
38
35
40
41
42
43
44
45
46
47
43
45

] =

JOooggaooonooogaooanoonood
(Y S U U S S S Y Y Y

~

Agent1001 Parent 2013-05-29 17:29:23 | 00:00:27 |=§|1001 03334758850
Agent1001 Parent 1001  |2013-05-29 17:29:05| 00:00:17 = 1001 88

Agent1001 Parent 1001  |2013-05-29 17:28:34| 00:00:26 = 1001 88

Agent1001 Parent 1001 |2013-05-29 17:23:45| 00:00:19 = 1001 88

Agent1001 Parent [0t et nr an smanes 00:00:45 = 1001 788546487564,
Agent 1001 Parent e ——— 00:00:13 |=p|1001 7

Agent1001 Parent EY Mark important call 00:00:15 | = 1001 85455654
Agent1001 Parent Add/Update Comments | 00:00:45 | 4= 5485245555555555 1001

Agent 1001 Parent call Rating Level 1 00:00:12 |=p|1001

Agent1001 Parent Call Rating Level 2 00:00:19 | 4= 85455654 1001

Agent1001 | Parent 00:00:09 | 4= 1001

Agent 1001 Parent Call Rating Level 4 00:00:34 |=p|1001 03334758850
Agent1001  |Parent Call Rating Level 5 00:00:21 | = 1001 457387524787
Agent1001  Parent Never Delete This Call _ [000:14 | = 1001 73454789654
Agent1001 Parent 1001 |2013-05-29 16:54:59 | 00:00:24 = 1001 03334758850
Agent1001 Parent 1001 |2013-05-29 16:54:51| 00:00:09 = 1001 457878787
Agent1001 Parent 1001 |2013-05-29 16:48:19| 00:00:22 = 1001 4587841254874
Agent1001 Parent 1001 | 2013-05-29 16:36:43 | 00:00:02 = 1001 ~
Agent1001 | Parent 1001  |2013-05-29 16:36:41| 00:00:06 = 1001 87878445

f5 s w1

Page K 0

View 31 - 60 of 135

Popup Menu
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8.4.2 Monitor

On monitoring tab you can monitor live calls for any of the

R/

0

*

®,

X4

*

rewind Live Call. You can also play multiple live calls simultaneously.

Live Monitor Player: Please carefully read the Live Monitor Player. It plays live calls and also can

When Neo Call is playing

™
Spaekers Balahge |

Add Bookmark

[Speeker onforF
When Call is playing

44 11

Playback Live Call

ICDnﬁgu ration |

Channel User/Channell

) © Y & Agent1012 [1014]

00:00 :37

Call Timer

0.0 KB

Download Stream Size |

|Live Channel |

[idiz] |Line not connected|

ChasselID 1002
User Name © AgantlDO2 0
00 :00: 12

ChaneelQ 1003
User Name - AgentiD0S 0
0000 12

ChaneeliD 1004
User Name - AgentlDi2 0
w1l

Chareel |0 - 1005
User Reme : ApentiDis 0
o0 1l

Charee! |0 - 1006
User Neme - AgensiDO6 0
o0 12

Chanee! |0 - 1007
Utser Namse © ApeneiDiT 0
Wil

Chaneel|D - 1008
User Neme : ApentiDig 0
00 :m: 13

Select channel/Users from dropdown:

B~ .:tl'.'u- 2 AtLagge

Channshil ; 1037
User Hame : Agent1837 0
00:00:131

Channelil 208
User Name : Agentl02E20
00:00:131

Channelil ; J02%
User Mame : Agentl0T5 0
00;00:31

Channelil ; J030
User Hame : Agentli300
000031

Channeiil : 1031
User Hame : Agentlo3ld
00 00: a1

Channeiil : 1032
Usesr Hame : Agenclodld
0000

Channelil : 1083
User Mame : Agencli330
60:00:11

Channaiil : bils
User Mame : Agentliadd
B0:00:11

admin | Change Password | Logout | Auto Login B

(maan| 1D 1053

* User Name - Aperd 1083 0

0003 18

(eIl 1053
User Name - Aperalisd 0
000318

rmnnel D : 1065
User Name - Apenal0s5 0
LiiH i his]

rpnnel D 1066
User Name - Aperallss 0
oind ;10

CrannellD : 1067
User Name - Aperalls? o
Lo ]

hannellD : 1058
Uiser Name - Ageral0sa o
o300 10

rmnnel 10 - 1085

LBHHIM.:W!D‘“I}
00d: 18

(rannel D : 1060
User Name - Agest1050 0
00:06:10

ChanasliD : 1079
User Rame : Agentld?50
00 ;0089

ChanneliD : 1080
User Rame : Agentl0S0 0
00:00:08

ChanneliD ; 1081
User Kame : AgentbiE10
00000

ChannetID; 1082
User Kame ; AgencblEI0
000000

ChannediD : 1083
User Kame : Agentl820
00 ;00 o

ChannediD: 1084
User Hame : AgencliSs 0
00100 : o9

ChannedID : 1083
Rizer Kame : Agencbi@s 0
00200

ChannadlD : 1086
User Hame | Agentilas D
00 :00: 9
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% Select Channels/Users from left pane and click on “Monitor” Button or if you are Administrator
then you can click on Monitor button without selecting any user or group if you want to see all

the channels in right pan.
% Select Active Channel and click on Play button to play live call OR double click the active channel

and live call play will start.
% Click on bookmark button to add in currently playing call.

Add Bookmarks

Add Bookmark Caticel |

% Click on Configuration button if you want to do any configurations like multi-call play etc.

i Live Call Player Setting
—Channel Display Settings on Web Page ———————————————
{+ Order by Channel Number
" Order by Agent N
Play Settings

v Enable Play Contiuesely.
v Show the call time when channel is active.
[~ Enable multi-channel live call monitoring

corcer |

% You can set display order of channels.
* You can enable multi-channel live call monitoring.
% You can also do the following on a call if you have assigned rights by the administrator:

ChannellD : 1008 | s o AR
| User Name : Agent1008 Start Call Logging
00 -02 50 :
Stop Call Logging

Start Silence On Call
Stop Silence On Call

Email Call Log File(Wave)
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8.4.3 Agent’s Evaluations

Agent's evaluations are the key part of any call recording solution especially for call centers.
Flexible scorecard templates allow you to align your quality monitoring efforts with your strategic
business goals.

72

% New QA Campaign

Please click on "New QA Campaign” and you will see screen like below in the right panel:

Create QA Campaign

Campaign Name:
Start Date: End Date:
[] Activate After End Date [ _|Is Shared?

Save Campaign

e Write Campaign Name.

e Select Campaign Start Date.

e Select Campaign End Date. End date should be greater than the start date.

e Check “Activate After End Date” check box if you want to continue the QA Campaign after
end date.

e Check "Is Shared” check box if you want to share your created campaign with other non-
admin users. You Campaign should automatically be shared with other users having
administrator rights.

e Click "Save Campaign” button. On successful Campaign creation you will see a new box
below the “New QA Campaign” as shown in below screen:

Question Statement:

Question Type: ~ Question Type Display Order: | 1 [v]

Option Text: Rating: 4

Option Text: Rating: b4

Save Queston |+ Add Hore
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e Question Statement: Write Campaign question in “Question Statement” text box.
e Question Type: Select “Question Type” from the drop down box. Question types should
be:
o Single Selection
If you select this option; your question will options with radio buttons.

How Agent responded Scores: 10

~

) good

O Very Good
() Excallent

Q poor

User will be able to select one option only. Question total score will be equal to
the score of an option having highest scores.

o Multiple Selection
If you select this option your question will options with checkboxes. User can
select multiple options during answering. Question total score will be equal to
the sum of score of all options.

How was customer Response on our services Scores: 40

D Nice call responss
D Timely working
D Company Performance

D InTime

o Display Order: You can set question displayer.

e Option Text: Add answer option text.

e Rating: Add option rating. Rating would be digit. You can add decimal if your option
rating has floating point value.

e +Add More: If you want to add more option choices then please click on button “+ Add
More".

e “X” Button: If you want to delete option then click “X" button next to “Rating”.

e Save Question: Click save button on completing options and rating. On saving question,
detail of question will be added to grid like below:

T S N T
1 4 ®

Communication Way Single Selection

o Edit Question: To edit the question and options then click on button E
e Delete Question: To delete the question with all options then click on button x.
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< QA Campaign List
To see all the campaigns click on left side menu item “QA Campaign List” and screen will look like
below:

\.?\ admin | Change Password | Logout | Auto Login &

Logger Search | Monitor "Evaluation™ Eval. Reports = Reports

Evaluation Menu QA Campaign List
! Campaign Name | Questions | Score StartDate | EndDate | Publish Status
I k38 New Test Compaign | 1/16/2014 1/16/2014 Not Published
k78 Agents Training Campaign 0 0 2/4/2014 2/27/2014 Not Published

» Closed Evaluations

» QA Campaign List
P> NewQAC

14 <« Page il of 2 View 31 - 32 of 32

Publish Campaign: Click on publish campaign @ button. If a campaign is published then you
will not be able to edit or delete it.
Delete Campaign: Click on delete button $.

View Published Campaign Detail: click on button &* to view campaign in detail.
Call Evaluation Form: New Test Survey »

How was the new agent response? Maximum Scores:[23]

iL_JiRemote client software or browser base software options Scores: {5}
D Remote client software or browser base software options Scores: {3}
D Remote client software or browser base software options Scores: {7}

D Remote client software or browser base software options Scores: {8}

Customer complain level? Maximum Scores:[5]

O Client Software should be browser basad to access Scores: {1}
O Client Software should be browser basad to access Scores: {2}
O Client Software should be browser basad to accessClient Software should be browser based to access Scores: {3}

O Client Software should be browser based to accessClient Software should be browser based to accessClient Software should
be browser based to access Scores: {5}

How much training is needed to new agent? Maximum Scores:[12]

D PC Screen Activity Capturing. Scores: {3}
D PC Screen Activity Capturing. Scores: {2}
D PC Screen Activity Capturing. Scores: {3}
[ pc screen Activity Capturing. Scores: {4}

Close

4

Edit Campaign: To edit campaign button. On clicking edit campaign, screen will look like
below:
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admin | Change Password | Logout | Auto Login

Logger

Evaluation Menu Create QA Campaign

P _Calls under Evaluation Campaign Name:  New Test Compaign
Start Date:  2014-1-16 End Date. 2014-1-16
ey [/ Activate After End Date ¥ Is Shared?

P Closed Evaluations

Update Form

Question Statement:

Question Type:  QuessonType  [v]  Display Order: 1 [v]

Option Text Rating ®

Option Text: Rating ®

* Add ors
Disp. Order Question | Type Options Count | Action
1 asciefasatasarets Multple Selection 2 % @2
1 2332434342342342 Single Selection 2 X @3
1 fasdfdsfasdfsd Single Seiection 2 & 2

&

+ Add Call to Evaluations:
You can add calls to evaluations on search page. There are two options to add calls in
evaluations. Calls already added to evaluations will have icon 5 on search page.

¢ Right click method: To add calls to evaluations, please right click on call in grid on search
6 Add call to Evaluation

page; there will be a popup menu and click on | Again there will be a

popup dialog that will say to select evaluation form:

admin | Change Password | Logout | Auto Login ¥

Search” Monitor Evaluation = Eval. Reports = Reports

AgentName | Group |Extension| CallStartTime | Duration Rating Call Tag

u
0é Agent1002  Account 1002 2014-01-30 01:14:57 00:00:02 = 1002 o
[0 Bl  Agent1002  Account 1002 2014-01-30 01:14:56  00:00:02 | = 1002
Ol Agent 1002 Account 1002 _20140143001:14:52 00:00:04 =9 1002 3 23 - -
ld lAgentiooa Jaccount | 1002  Mark Normaical oz |=b|1002 : trtrtrtety =
35 || Jd Agent1002  Account 1002 |B Mark critical cal 08 = 1002 ' 2224 -
0 J Agent1002  Account 1002 3 Markimportant Call 04 = 1002
Lo ald Agent1002  Account | 1002 [ adojupdate Comments |3; oo 1002 E
Agent 1016 = . Call Rating Level 1
0] 0O é Agent 1002 Account 1002 05 = 1002 - -
o olé 1002 |Account | 1002 S o fatingLevel2 03 = 1002
- Dlagent 1018 | = Agea Fl o CallRating Level 3 -
*Dummn v O J‘ Agent 1002 Account 1002 | . Call Rating Level & 02 =) 1002 - -
! = W
= [ agent 1020 0éd Agent1002  Account 1002 |@% (yif Rating Level S 37 = 1002 35879295 -
mm&uﬂm ‘VI 0éd Agent 1002 Account 1002 | Never Delete Thiscall  [14 = 1002 36673713
StartDate:| 20140101 | | 00:0000 | 0é Agent 1002 Account 1002 @8 Addcallto Evaluation 55 = 1002 02134970550
End Date: + miry Agent1002  Account 1002 2014-01-25 12:08:41  00:01:43 4= 1002
0é Agent1002  Account 1002  2014-01-16 20:58:32 00:02:11 = 1002 03015776667
oé Agent1002  Account 1002 | 2014-01-16 15:32:31  00:00:06 = 1002
oé Agent1002  Account 1002 2014-01-16 15:32:23 | 00:00:01 | =P 1002 -
[ & €5 Agent1002  Account 1002 2014-01-16 15:32:13  00:00:00 |=» 1002 P22 2238
[ J EI€5 Agent1002  Account 1002 2014-01-14 01:23:12° 00:00:01 | =) 1002 - |
0d Agent 1002 Account 1002 2014-01-14 01:23:11 00:00:00 |=9 1002 TRk
< >
e <« Page [ of 3 » =
P E WM AE
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Add Call to Evaluation x

Evaluation Form:  Select Evaluation Form

[11s Shared Evaluation?

Add to Evaluations

If you want to share evaluating call with other users having normal user rights there check the “Is
Shared Evaluation?” checkbox.

e Add Multiple calls to Evaluation Simultaneously: Please select multiple calls and click

on button at bottom of left pane.

Calls under Evaluation:

To see calls under evaluations (Calls being evaluated), please click on left side menu item “Calls
under Evaluation” on evaluation tab.
Below are icons and their meaning on the page:

[: Score the call or edit call scores] [ Un-Shared Evaluation] [Shared Evaluation]
[O All questions are answered in evaluation and click to move the call in closed evaluations] [

E Delete Selected Evaluations] [¢ Complete selected evaluations]

admin | Change Password | Logout | Auto Login Y

Logger ch  Monitor “Evaltation” Eval Reports
Evaluation Menu Calls Under Evaluation

P Calls under Evaluation 7 Evaluate Call &/ Complete Evaluation &3 Share Evaluation - Unshare Evaluation '# Delete Evaluation
P Ciosed Evaluations i Agent Group Ext, CallTime Duration | Eval.1D | Evaluator | Eval Started ' Last Activity
» QA Campaign List (1 Kol agent1002 Account | 1002 2014-011615:32:13 00:00:00 330 admin  1/25/2014  1/25/2018 Ne
A) New QA Campaign O E;B Agent 1005  Parent 1005 2013-09-14 23:21:13 00:00:25 329 admin 1/24/2014 1/24/2014 Ne
i < 3 O E;B Agent 1006  Parent 1006 2013-05-14 23:21:13 00:00:25 328 admin 1/24/2014 1/24/2014 Ne
,,,,, O SB Agent 1005  Parent 1005 2013-09-14 23:21:57 00:00:30 327 admin 1/24/2014 1/24/2014 Ne
O L—.‘B Agent 1006  Parent 1006 2013-09-14 23:21:57 00:00:30 326 admin 1/24/2014 1/24/2014 Ne
O DB Agent 1005  Parent 1005 2013-03-14 23:22:30 00:00:27 325 admin 1/24/2014  1/24/2014 Ne
(] BB Agent 1006  Parent 1006 2013-09-14 23:22:30 00:00:27 324 admin 1/24/2014 1/24/2014 Ne
[ BB Agent 1005  Parent 1005 2013-09-14 23:26:20 00:00:28 323 admin 1/24/2014  1/24/2014 Ne
0 BB Agent 1006  Parent 1006 '2013-09-14 23:26:20 00:00:28 322 admin 1/24/2014 1/24/2014 Ne
O GB Agent 1005  Parent 1005 2013-09-14 23:27:52 00:00:42 321 admin 1/24/2014 1/24/2014 Ne
O B Agent 1006  Parent 1006 2013-05-14 23:27:52  00:00:42 320 admin 1/24/2014  1/24/2014 Ne
O BB Agent 1005 Parent 1005 2013-05-14 23:28:36 00:01:06 319 admin 1/24/2014 1/24/2014 Ne
O BB Agent 1006  Parent 1006 '2013-09-14 23:28:36 00:01:06 318 admin 1/24/2014 1/24/2014 Ne
() 7=z ] Agent 1006  Parent 1006 2013-09-14 23:29:57 00:01:15 317 admin 1/24/2014 1/24/2014 Ne
mH 7=} Agent 1005 Parent 1005 2013-09-14 23:29:57 00:01:19 316 admin 1/24/2014  1/24/2014 Ne
| [ £05J Agent1005 Parent | 1005 2013-09-14 23:31:37 00:00:37 | 315 admin  1/24/2014 = 1/24/2014 Ne
(W) S,},; Agent 1006  Parent 1006 2013-09-14 23:31:37 00:00:37 314 admin 1/24/2014 1/24/2014 Ne
O > Agent 1005 Parent 1005 2013-09-14 23:32:32  00:01:59 313 admin 1/28/2014 1/24/2014 Ne
O [7d=] Agent 1006  Parent 1006 2013-09-14 23:32:32| 00:02:00 312 admin 1/24/2014 1/24/2014 Ne
{ w7 =] Agent 1005  Parent 1005 2013-08-14 23:34:54  00:00:20 311 admin 1/24/2014  1/24/2014 Nev
Atk . < >
m Page . of 9w » View 1- 30 of 244 |
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How to Evaluate Calls? Select multiple calls under evaluation grid and click on button
! Evaluate Call then there will be pop-up for scoring calls with multiple tabs indicating Evaluation

ID as shown in below screenshot:

Call Time: 2014-01-10 15:32:12
Call Duration: 00.00:00

Evaluation ID: 330
Total Questions: 2

Wil

Agent: Agent 1002 Answered Questions: 0
Channel: 1002 > Last Evaluated: 1262014
Call Summary Evaluation Summary Obtained Score: 0
: Play Call: I! — ‘o‘

val on Form Name: New Test S

)

How was the new agent response? Scores: 23

D Remote client software or browser base software options
D Remote chient software or browser base software options
[ Remote ciient software or browser base software options
D Remote client software or browser base software options v

Save Evaluation Cancel

You can also open scoring pop-up by just clicking icon@ or double click row.

< Close Evaluations

“Close Evaluations” means calls whose scoring has been completed and calls are sealed for

further score changing.

Logger

Evaluation Menu

P _calls under Evaluation " Unshare Evaiation ﬂnqmm

» Ciosed Evaluations 5| Agent Group CallTime L Eval 10 | Evaluator | Co ed On | QA Form Name 5

» dA Campaign List 0 B Agent 1002  Account  2014-01-09 10:28:53  00:00:01 83 Agent 1004 1/9/2014 New Test Survey 33 13/40 32.50
0O <] Agent1002  Account  2014-01-0101:31:39 00:00:01 82 Agent 1004 1/9/2014 New Test Survey 3/3 15/40 47.50
(W] 2] Agent1002  Account  2014-01-01 18:57:48 00:00:21 81 Agent 1004 1/9/2014 New Test Survey 3/3 24/40 60.00
[0 63 Agent1002 Account 2014-01.0118:42:19 00:12:47 80  Agent1004  1/9/2014  New Test Survey 33 9/40 2250
O a Agent 1002  Account  2014-01-05 21:55:45 00:00:01 79 Agent 1004 1/9/2014 New Test Survey 33 23/40 57.50
O B Agent1002  Account  2014-01-05 21:55:51 00:00:01 78 Agent 1004 1/9/2014 New Test Survey 3/3 27/40 67.50
() <] Agent 1002  Account  2014-01-05 21:55:52 00:00:01 77 Agent 1004 1/9/2014 New Test Survey 3/3 21/40 52.50
O a8 Agent 1005 Parent 2013-09-24 23:06:57  00:00:07 76 admin 1/5/2014 New Test Survey 3 27/40 67.50
m] B Agent 1006  Parent 2013-09-27 05:45:48  00:00:08 75 admin 1/9/2014 New Test Survey 3/3 17/40 42.50
[0 B3 Agent1002 Account 2014-01-0118:42:15 00:12:47 74 admin 1/2/2014  New Test Survey 33 7/40 17.50
[0 &3 Agent1002 Account 2013-12-3123:24:02 00:00:03 73 Agent 1004 1/2/2014 New Test Survey 3/3 21/40 52.50
[0 &3 Agent1002 Account 2013-12-3123:24:07 00:00:01 n Agent 1004 1/2/2014  New Test Survey 373 18/40 47.50
0o &8 Agent1002  Account  2013-12-31 23:24:08 00:00:01 70 Agent 1004 1/2/2014 New Test Survey 33 25/40 72.50
[0 &5 Agent1002 Account 2013-12-3123:24:09 00:00:01 69 Agent 1004 1/1/2014 New Test Survey 3/3 13/40 32.50
0O -] Agent 1004  Account  2013-12-30 18:28:23 00:00:01 68 admin 1/9/2014 New Test Survey 3/3 17/40 4250
O a8 Agent 1004 Account  2013-12-30 18:28:27 00:00:01 66 admin 1272014 New Test Survay 33 25/40 62.50
(m] ﬂ Agent 1004  Account  2013-12-30 18:26:54 00:00:01 65 admin 12/31/2013  New Test Survey 33 10/40 2500
[ s Agent 1006  Parent 2013-09-14 19:11:26  00:00:30 64 admin 1/9/2014 Test Survey 2/2 28/50 56.00
O -] Agent 1005  Parent 2013-09-14 19:12:00 00:00:25 63 admin 1/9/2014 Test Sutvey 2/2 20/50 40.00
() -] Agent 1006  Parent 2013-09-14 15:12:00 00:00:25 62 admin 1/9/2014 Test Survey 272 30/50 60.00
[ B Agent 1005  Parent 2013-05-14 15:12:42 00:00:26 61 admin 1/9/2014 Test Survey 212 30/50 60.00
O 3 Agent 1004  Parent 2013-10-01 15:22:47 00:00:00 36 admin 12/31/2013  New Test Survey 3/3 15/40 37.50
[0 &3 Agent1004 Parent 2013-10-01 15:22:52  00:00:33 35 admin 12/30/2013  New Test Survey 33 10/40 25.00
[0 B Agent1008 Parent  2013-100115:23:30 00:00:11 34 admin 1/2/2014  New Test Survey 33 21/40 $2.50
[J &5 Agent1004 Parent 2013-10-01 15:23:48 00:01.06 33 admin 12/30/2013  New Test Survey 3/3 11/40 27.50
) S Agent 1004  Parent 2013-10-01 15:23:42 00:00:05 n admin 1/2/2014 New Test Survey 3/3 16/40 40.00
0o @ Agent 1004 Parent 2013-10-01 14:02:23  00:00:06 29 admin 12/30/2013  New Test Survey 3/3 16/40 40.00
O 2] Agent 1004 Parent 2013-10-01 14:05:03  00:03:12 27 admin 12/30/2013  Test Survey 242 18/50 36.00
O ﬂ Agent 1004 Parent 2013-10-01 14205:03 00:00:16 26 admin 12/30/2013  New Test Survey 3/3 15/40 37.50
[0 &3 Agent1004 Parent 2013-10-01 14:19:01 00:00:39 23 admin 12/30/2013  Test Survey 2/2 10/50 20.00

View 1-300f 46 |
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What you can do with closed evaluations?

e Share the evaluations
e Un-share Evaluations

e See Score detail on just double click the call row or select the evaluations and click the
button “View Detail".

e Reject the evaluation. On rejecting evaluation, calls will be deleted from evaluations.

8.4.4 Evaluation REPORTS

You can create Evaluation in tabular or graphical formats. You can also create reports by

user/agent, group, or evaluator.

Search  Monstor

Evaluaton

Eval Reports

Reports

admin | Change Password | Logout | Auto Login %

= [_:’CM Al [ et b M & ELR | Foa | M W v (T &
L] Account
- [ agest 1001 Eval. Form:  New Test Survey [Score: 40] From: 01042014 To: 02-03-2014 Raport Creation Dete: 03022014
- [ Agens 2002 Agent Name EvallD Complated On | Obt. Scores | % Scores | Custoaser complain level? How
3
‘r'j‘“’“”’ PR 68 010972014 17 Qs 5
JAges 1004 7
s oo TotalEvals: 1 Average Score 17 425% &5
L 75 010972014 7 a2s 2
=) ]Wmm Agent 1006 X
[ Agens 1016 TotalEvals: 1 Average Score 17 425% 5
- [ agent 1017 76 01092014 27 67.5 5
- [ Agent 1018 V| Aent 1005
7 A Total Evals: 1 Average Score 2 675% L0
Report Type: Tabular Report 2 7T 00014 21 525 1
MponBrisgents | v] 78 0u0w20N 7 675 5
79 01002014 2 575 5
s 20 01092014 9 25 3
el aalR s s 81 D10AR014 % 60 3
ool M Sciee I M seoce | 82 01082014 12 as 2
AL 8 01092014 13 25 3
Evalustions: | | sUARED
5 TolalEvals: 7 Average Score  19.43 4257 % 3145
e Total Evaluations 10| Avg. Obt. Score 19.7 4925% 345
| Report I >
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admin | Change Password | Logout | Auto Login Y

Evaluaton "EVal'REparS” Reports
W 4 : Jeea p 2l o9 [ V[ LIt SRR
Tvel, Form:  New Test Survey Scoce: 40) From: 01042014 To: 0o3.2014 Feport Treation Cote. 02-03-2014
30.004
2500
20.00
% 15.00 4
@
1000_ -
500+
0.00-
e s es n LM LAl L ” n
LAz | Lagent | Lagen | | Agans 100 J
Evaluations
Evaluation F'orm Questicon
W owwas the new apentresponse’ Cxstomer complain level? -mmvmnum
o new agent?
< >

8.4.5 REPORTS

From reports tab you can create different types of reports (more than 200 reports) i.e. Excel type
reports, bar char reports, pi-chart reports. User can select Report filter from left Pane i.e.
Users/Channels, Report type, Report X-axis, Report Y-Axis, Report based on, ANI/ALI, Start and
End Date, Start and End call time, Call Duration, Call Length. After selecting report parameters
click on “Report” Button. After report creation you can email the report using outlook attachment
by clicking on “Email” button.
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= R T ———

W

£ - 2| @ anogge

aclenin | Changs Padsond | Logout | Auts Legin 5

Logager Popstn
show sers =l ] dd a [ Jorr b b oo [ o] et e e
= Clrarent —
= Llagene 1001
= Clagent 1002 Channal / Group f Agant Mama g duration par Day 20130101
i~ [Clagent 1003 003 Parent t NULL BE 15828 LHOE LR o L]
: :*‘0“ 190 1004 : Parent : NULL ann o038 o:0a:an te00:33 o o
o Mi ::: 1005 | Parent © 23 an:a4 001150 000113 o o
I Clagent 1007 1008 ¢ Parent = n 03103 o100 e00:08 o o
= L agent 1oos 1007 ; Parent o 21 AT B 00012 L] L]
- Dlagent 1003 1008 : Parent : 10 pncan T D008 o o
_H“"‘"“ ::;‘1' 1009 ; Parent e AR 00358 0000532 o o
Le — e 1090 ¢ Parent = 1 (TR oot 000123 o o
_I_]w 1013 1041 ; Parent © T 04135 0:05:; %0 00017 o o
b= [agent 1014 1012 : Parent © 10 100 008 55 00019 o o
I~ Clagent 1015 1003 : Parent = 1 1:34:50. 0:07:45 0000:36 o o
| : }"‘9"‘ ::i‘; 1014 1 Parent © 8 (L] 0108154 0000130 o o
Lo 2 g | 1005 : Parent = 3 LELE Y 0160 0o00:13 o o
| 1096 : Parent : 5 LR o501 00 0007 o o
Raport Type:| Repon [~] | 1097 : Parent : 24 aaTam e 60 o00:13 o o
Regart X Axigi| Dy ] | 1098 : Porent = o GAT:6F 050350 T o o
Report ¥ Axie:| Repon By Ghannel || | 1049 : Parens : i LE=EH 0:03:58 00:23 o o
Rt Dagad g1 Humbar of Catls | | 1020 ; Pareni = 13 114:20 050543 0=00:21 L} L]
(] Omty AMLALY Calla. 1021 : Parent : 7 [ ETY 1556 [T R o o
Shortout date:| Vasr i d9te : 1 | 1022 : Parent = 12 1iFaam e 0=00:23 o o
:MI::HW‘I ! :$$ } 1023 : Parent : i 127501 :07:55 Do00:24 o o
|An|1 E . E] 1024 : Parend = L] 05323 O00:15 o o
Ounseion: | 00.00:00 || 00:06:00 | | 3¢ Porent : 108 ETE ] o o
call m[-‘mtﬂl | | A Parent : 108 1:07:02 te00:18 o o
Call Typas| AR Calla hawe duracion [ ] |[T<tal 2608 25:21:3T | 0:07:03 | of of
Directions A% Catls =] |Ave | 10a.7| 10324 | 0:00:18 1 o] o]

Search Filter:

| Show Users [=]

= [ parent
Agent 1001
Agent 1002
Agent 1003
Agent 1004
Agent 1005
Agent 1006
Agent 1007
Agent 1008

[ Anant 1000

m

Report Type: Report
Report X Axis: Day
Report Y Axis: Report By Channel
Report based on: Number of Calls
[ only ANIALI Calls
Shortcut date: Last 7 Days
Start Date: | 2013-07-16| | 00:00:00 |
End Date: | 2013-07-23| | 00:00:00 |
Quick Duration: Any Length
Duration: | 00:00:00 || 00:00:00 |
Call Rating: |Al Rating Levels
call Type:|nll Calls have duration
Diraction: |Al Callz
[ ] important
[ ] Bock Mark [_] LOD

" Repot

Send |

[ critical

| Show Users

Show Channel Names

Show Channels
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“ear to date -
Last 7 Days
Today
Yesterday
Report By Channel Thiz wesk
Hﬂpljl't By Channel Mumber of Calls Last week
Report By Agent Number of Callz Thiz month
Report By Channel Call Duration _ l-a=t month
Report By Group Average Call Duration This Quarter
Report By Total Summerised Hﬂm’t | Last Quarter

Choose Time

12012-01-01| [ oo:ooo0 || 1V

|| Time 000000

[ 4 ] January 2012 D

5w Mo Tu We Th Fr Sa

|H3IJT
Q2 02 08 12 i IO

Less than 4 seconds
R I RE M vree @ [Between4 and 14 seconcs
- Between 13 and 35

(s o |etween 1 and 2 minutes
|Elﬂﬂﬂﬂt ® B w @ Between 2 and 5 minutes

3 5 7l = Between 5 and 10 minutes
;E-E-E--i Setween = and 10 minutes
EEH ' m Longer than 30 minutes

% You can do with reports:

||J<i 4 1 of1 DIJ| @ Find | Mext () E
m ’E‘m‘ |Sa1re REpurtl |REfTE$|1|| Print report|

Navigate report paging using paging navigation.
Zoom reports.
Search text within the report.

SN

Export report in formats:
= Excel
= PDF
=  Word
v Refresh the report by clicking on refresh button.
v Print report by clicking on the Print Button.
v Pi-Char Report will look like below:
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W Fricy
N Saturday
N Monday
W Tuesday
Weadnesday
’ = 113
———02
437 ’
R M N .
% BAR CHART will look like below:
80—
60—+
40
20
0 1
Friday Saturday Monday Tuesday Wednesday
B 1001 :Parent:  EEEE 1004 : Parent: 1007 : Parent:  HEEE 1010 : Parent : 1013 :Parent: W 1015 : Parent:
1002 : Parent 1005 : Parent: MM 1008 : Parent: 1011 :Parent: BB 1014 :Parent: WM 1016 : Parent:
I 1003 :Parent: WM 1005 Parent: [ 1009:Parent: [ 1012 :Parent:
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