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Information Index

This index displays the information you might be looking for and the best report to view that information. If viewing
this table in a PDF reader, click the report name in the table to see a report sample and additional information about
that report.

The information | am looking for is... Best report to view that information

Agent Information

A list of agent assignments Assignment List

A list of agents and the team they belong to Agent List

A list of agents and their extension and email addresses Agent List

A list of agents and their status Agent List

A list of evaluations for an agent Evaluation List

A list of overdue agent assignments Overdue Assignment List

Agent's score history for a certain key performance indicator | Agent Scores by Question

Agent's average score Sales Results

Agent's total idle time Average Time Between Recordings
Agent's total recording time Average Time Between Recordings
Agent's total time between recordings Average Time Between Recordings

Average score earned by agents on an evaluation form with | Agent Score Analysis
the organization's score on the same form

How agents average score at the scoring category or Agent Analysis

question level compares to the organization's average score

How agents rank in the number of calls each handlesin a Recording Distribution Top 20
time period

How agents score in each category for a recording Agent Evaluation

How agents score in each scoring category Evaluation Scores by Category

How agents score on a particular key performance indicator | Agent Scores by Question
compared to their team

How agents score on an evaluation form compared to other | Agent Score Analysis
agents

How agents score on an evaluation form compared to the call | Agent Score Analysis
center’s average score

How agents score on an evaluation form on average over a Agent Performance Trending
period of time

How agents score on average on a particular key Agent Scores by Question
performance indicator

How many calls an agentis answering on average Recording Distribution Over Time

How to view a list of agents according to specific performance | Evaluation Score Ranking
measurements Hold Time Ranking
Quiz Score Ranking

The details for a certain evaluation Evaluation List
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The information | am looking for is...

The number of sales an agent has made compared to the
number of attempts

The number of sales made compared to the number of
attempts on a trending basis (by day, week, month, or year)

Which agents are handling the highest average number of
calls

Which agents are handling the most calls
Which agents are my top performers for each KPI

Which agents might provide a good example for a particular
KPI

Which KPI shows the greatest difference between an agent
and the team

Calibration Project Information

Evaluators' scores for a specific calibration project

Evaluators' scores for a specific calibration project, form and
recording

Evaluators' scores for a specific calibration project, form,
recording and scoring category

Evaluators' scores for a specific calibration project, form,
recording and scoring category and question

Contact Information

How many recordings (audio or screen) are made for a
certain time period

How many recordings are made each hour, half hour, or
quarter hour for the call center

How many recordings are received each day of the week for
the call center

How many recordings are received each hour for the call
center

Contest Information

How can | view all reward point transactions

Which reports can be associated with a contest

eCoaching Information

A list of all available eLearning lessons (active and inactive).

A list of all eCoaching modules, active and inactive

A list of all outstanding or completed eCoaching modules
assigned to agents
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Best report to view that information

Sales Results

Sales Trending

Recording Distribution Over Time

Recording Distribution Top 20
Categorized KPI
Categorized KPI

Agent Scores by Question

Evaluator Calibration

Evaluator Calibration — Recording

Evaluator Calibration — Category

Evaluator Calibration — Question

Screen Recording Error Summary

Call Distribution

Peak Period Daily

Peak Period Hourly

Reward Points Statement

Evaluation Score Ranking
Hold Time Ranking
Quiz Score Ranking

elLearning Lesson List
eCoaching Module List

Assignment List



The information | am looking for is...

Best report to view that information

A list of assigned eCoaching modules that are overdue

Compare the time an agent spends on an assignment to the
duration allocated for the assignment

How the eCoaching modules are improving performance

View a list of all eLearning lessons available in Encore, both
active and inactive

View the results of how agents performed on quizzes

View the results of how agents rank, according to their quiz
scores

View the time an agent spends on an assignment compared
to the standard duration allotted for the agent to complete the
lesson.

Evaluator Information

A list of all KPIs currently available on one or more forms
Evaluations completed for an agent

How an evaluator is scoring a KPI compared to other
evaluators

How an evaluator is scoring a KPl compared to the average
system score assessed by all evaluators in the system

Number of recordings an evaluator completed

Number of recordings an evaluator completed on average
each hour

Number of recordings an evaluator listened to last week
Number of times a form is used during a certain time period

The average length of recordings evaluated compared to the
average length of time spent evaluating the recordings

The average score an evaluator assigns to a KP!I

The average score an evaluator has assigned to recordings
during a certain time period

The suggestions evaluators added for agents when
evaluating recordings

Post Contact Survey Project Information

Average score for each question on a survey evaluation

Schedule Information

A list of agents currently active in one or more recording
schedules

A list of agents currently active in one or more recording
schedules that have not been recorded
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Overdue Assignment List

eCoaching Performance Impact Detail v2

eCoaching Performance Impact v2; eCoaching
Performance Impact Detail v2

See eCoaching Quiz Results

eCoaching Quiz Results

Quiz Score Ranking

elLearning Lesson Duration

Active KPI List
Agent Evaluation

KPI Comparison Report; KPI Comparison Chart
Evaluator Scores by Question

Evaluator Productivity; Evaluator Productivity Per
Time Period

Evaluator Productivity

Audit Log Report
Form Usage By Time Period

Evaluator Productivity
Evaluator Productivity Per Time Period

Evaluator Scores by Question

Evaluator Productivity Per Time Period

Agent Notes

Post Contact Survey — Average Score by Question

Agents Scheduled

Agents Scheduled Not Recorded



The information | am looking for is...

A list of agents currently active in one or more recording

schedules that have not been recorded a minimum number of

times

Best report to view that information

Agents Scheduled Below Target

A list of agents that are not active in any recording schedule

Agents Not Scheduled

Recorded Contact Information

Data from a dynamic playlist to either print or export

Dynamic Playlist Export

System Information

Activity performed by a certain user on the system

Audit Log Report

If the screen recording component is logging errors

Screen Recording Error Summary

The time a user logged in or out of the system

Audit Log Report

Team Information

A list of all evaluations for a team

Evaluation List

How teams are scoring on a particular question compared to
the average system score assessed by all teams in the
system

Team Scores by Question

How teams are scoring on an evaluation form compared to
other teams sorted by evaluation date

Team Analysis

How teams score on an evaluation form compared to other
teams

Team Score Analysis

How teams score on an evaluation form compared to the call
center’s average score

Team Score Analysis

The average score a team assigns to a KPI

Team Scores by Question
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Active KPI List

This report lists each active Key Performance Indicators (KPIs); these may also be called "questions" in Encore.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Question Type This criterion enables you to select different question types, such as pick list, scale,
text, or yes/no questions. This may be helpful to review certain question types all at
one time. For instance, you may want to review all scale questions to verify that
these questions are presented in a similar manner.

Scoring Category Use this criterion to select scoring categories to include on the report. Scoring
categories include different types of questions. This may be helpful to review all
questions in a certain category to verify they are focused and consistently address
the area of service.

Sample

Category % Of Points  KPI\ Selection

Call Closing and Wrap Up Closes call propery
100% Y
0% N

Procedures Reviews relationship to make good business decisions (offer direct
deposit, IDSafeChoice, Balance, SB0, ATM and going into the
branch)

100% HP{High Performer)
90% ME{Mests Expectations)
B0% FiFair)
50% Mi{Needs Improvement)
0% U{Unacceptable)

Commitment Takes ownership, uses resources to resolve concems and build the
relationship

100% S{Superior)
90% ME{Meets Expectations)
80% F(Fair)
50% HiiNeeds Improvemant)
0% WlUnacceptable)

Commitment Show interest by identifying and offering senices that meet the
members neads

—— o u
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Columns
Columns that are unique to this report are explained below:

% Of Points is the percentage of points assigned to each answer available for the question. In the sample, 100%
of the points are given to an agent if the evaluator chooses S(Superior) for the Takes ownership... KPI. If the
evaluator chooses F(Fair), the agent only receives 80% of the points.

KPN\Selection is the actual question or KPI entered in the system and the answers available to the evaluator.
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Agent Analysis

This report provides the agent's average score at the question or scoring category level compared to the
organization's average score. For the agent's average score at the evaluation level compared to the organization's
average score, use the Agent Score Analysis report.

CAUTION If you choose to run this report by form rather than by scoring category or question, consider that the Org.
Score is normalized for each agent which removes all questions marked as N/A from the Org. Score total. This
normalization causes the Org. Score to vary for each agent (see Org. Score below for more information on
normalization).

Criteria

The following criteria are unique to this report and are explained below for clarification.

Form / Category / Question This enables the report to include selected evaluation forms, scoring categories,
and/or evaluation questions. Select the form and the revision number at the top of
the window, and the scoring categories and questions open in the lower portion of
the window. Then select the scoring category and/or the questions to include on
the report.

Only Show Evaluations Limits the number of returned evaluations based on whether a recording was
evaluated.

e With Recordings only shows evaluations with recordings; evaluations
without recordings are excluded.

e Without Recordings only shows evaluations without recordings;
evaluations based on recordings are excluded.

Report Grouping This enables you to group the information in various ways, such as by month, form,
scoring category, etc. If you select:

Month, you can view evaluations grouped by month.
Site, you can view evaluations by site.
Site Then Form, you can view evaluations by site and then the form used to
evaluate the recording.

¢ Site Then Form Then Scoring Category, you can view all evaluations by
site, the form used to evaluate the recording, and the scoring category for
the form.

¢ Site Then Form Then Question, you can view all evaluations by site. then
the form used to evaluate the recording, and then the question on the form.

e Site Then Form Then Evaluator, you can view all evaluations by site, then
the form used to evaluate the recording, and then the evaluator who
assessed the recording.

Encore Report Guide
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Sample

Form % Agent 3 Avg + 0Org. 5 Difference ; #0Of % Last Evaluation 3
Score Score Evals
Customer Service - Main Form Christy Johnson 73.22 85.18 -11.96 3 1612016 4:03:34 PM
(rev.9)
Customer Service - Main Form Michael Axe 28.00 36.78 1.22 4 12182015 1:33:01 PM
(rev.9)
Customer Service - Main Form Peter Lindell 86.75 36.78 -0.03 4 12M82015 1:32:42 PM
(rev.9)
Post Contact Survey - Customer Christy Johnson 65.00 61.45 3.54 112102015 10:54:01 AN
Care (rev.3}
Post Contact Survey - Customer Michael Axe 63.57 61.45 2.1 1 12092015 3:40:58 PM
Care (rev.3}
Post Contact Survey - Customer Peter Lindell 57.50 61.45 -3.96 1 121002015 11:37:47 AM
Care (rev.3)
80.71 m 11612016 4:03:34 PM
Average Agent Score
Peter Lindell
5 Michael Ax
IChae e
<
Christy Johnson
0 20 40 60 60 100
Avg Score
Drill-Down

This report provides drill-down links in the # of Evals column to show a list of the evaluations completed for the
associated form.

Agent Score Form Evaluator Date Team

Michael Axe 768.67 Customer Senvice - Main Form wsmith 4/25/2016 Customer Care
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If you click alink in the Form column, Encore opens the evaluation that was completed.

Agent:

Team:
EvaluatedBy:
EvaluatedDate:

Client Experience

satisfaction.

provides correct solution for customers request

Followed correct process for solution

AgentEvaluation

Michael Axe ModifiedBy:

Customer Care ModifiedDate:

vsmith ContactRecordingDate:
4/25/2016 9:24:56 AM FormUsed:

ScoreByCategories

Accuracy Skills 80.0%
Effective Communication 80.0%
Procedures 52.0%
Strengthen the Relationship 200.0%

vsmith
4/26/2016 9:24:56 AM
8/14/2013 11:23:37 AM

Customer Senvice - Main Form
(Revision 9)

64.0 /80.0

8.0 /10.0
26.0 /500
20.0 7100

Agent Performance

Introduction

Introduces self using full name and company Yes
Client was reasonably and accurately verified 2
Actively listens and clearly defines the call's purpose G: Good

Adhered to One and Done (took ownership, used resources) NI- Meeds Improvement

Call Closing

Call was closed properly and client is clear on next 4
stepsiresults.

Asked if anything else the customer needed assistance Yes
with?

Business Int

ME: Meets Expectation

Bonus-Demonstrates a genuine desire to ensure customer  Yes

MI: Needs Improvement

10.0 /10.0
2.0710.0
8.0/710.0

407100

10.0 /10.0

54.0 7/ 60.0
10.0 /0.0

10.0 7 20.0
10.0 /20.0

NOTE When the reportis exported as an Excel, Word or PDF file, all drill-down links are disabled.

Encore Report Guide

12



Columns
Columns that are unique to this report are explained below:

Avg. Score is the average score earned by the agent for the form noted, in the date range selected. Encore totals
all the scores earned by the agent when evaluated with the form during the specified time range, and divides
them by the number shown in the # of Evals.

Org. Score is the average score earned by all agents that have been evaluated with the form. In the first report
sample above, Michael Axe received an average score of 88.00 on the Customer Service - Main Form (rev.9)
and the organization's score is 86.78. This means his score is higher than the average score earned by all the
agents. Important: The Org. Score is normalized to each agent. In the report above, Christy, Peter and Michael
may have different questions marked as N/A; the Org. Score is adjusted to remove questions marked as N/A
from the score. This means that agents evaluated with the same form may show different Org. Scores, which
allows the difference value (Avg. Score minus Org. Score) to only include questions which are NOT marked
N/A.

Difference is the Avg. Score minus the Org. Score. If the Avg. Score is less than the Org. Score, the difference
shows in red.

# Of Evals shows the number of evaluations completed for the agent using that form, in the date range selected
(per the Evaluation Date or Recording Date criteria).

Last Evaluation shows the last date and time that the agent was evaluated with the form. This may be helpful to
understand how long ago the agent was evaluated to determine if training has occurred since the last evaluation,
or if the agent is only periodically evaluated with a particular form.

Widget Requirements

This report can only be included in the list of dashboard widgets if it is added to either Shared Reports or My
Reports and follows these rules:

The Report Grouping criterion cannot be used.

Must have at least one and no more than five agents selected.

The selected date range for the Evaluation Date or Recording Date criteria must be less than 400 days.
The Ask at Execution option cannot be selected.
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Agent Evaluation

This report lists detailed information for each evaluation that was created during the date range selected. It shows all
scores as the actual number of points earned by the agent.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Form / Category / Question This enables the report to include selected evaluation forms, scoring categories,
and/or evaluation questions. Select the form and the revision number at the top of
the window, and the scoring categories and questions open in the lower portion of
the window. Then select the scoring category and/or the questions to include on
the report.

NA Questions Questions that are not answered by evaluators may be automatically marked as
Not Applicable (NA). These questions have no impact on the score. Selecting Yes
displays the NA questions on the form and selecting No hides them. The default
setting is it to display the questions with NA as an answer.

Report Grouping By default, the report lists each question and does not identify the scoring category
of each question. This criterion enables you to group the questions by scoring
category and provides a total score for each category.

Sections
This report has four sections:

1. The first section provides the agent information.

2. The second section shows the category scores in a graph.

3. The third section shows the score the agent received on each evaluation question and the total amount of
points possible for the question.

4. The fourth section shows any notes the evaluator has given to the agent.
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Sample

C5R: Alejandro Barahona Evaluation 1D: 16833715

Team: Risk Inbound Modified By: dquinn

Evaluated By: dquinn Modified Date: 17342011 1:54.00 PM

Recording Date: 1/3/2011 10:57:58 AM Form Used: Collection Inbound Evaluation Form
(rev. 3)

Evaluated Date: 1/3/2011 1:54:00 PM Agent avg. score: 92.79

Score by Categories

Accuracy Skills Solve Venfication

Agent Evaluation

Question Score | Possible

Was the member verified according to policy? ~ Yes 15.00/15.00
Was the home number updatediverified? ~ Yes 3.00/3.00
Was the work number updatedhverified?  he T 0.00/2.00
Was the r:ell numbarupdatedh-anﬁed'i‘ R T 00 1 2.00
Was the address updatediverified? T S 00/ 2.00
Was the POE updatedhverified? ~ Yes 2.00/2.00
Trapped Number was captured ~ Yes 3.00/3.00
Executes proper workflows) ~ Yes 5.00/5.00
'Cnrr‘e;étly-;;ocessed mlkﬂnws'""' ,.,-.aﬁﬂnﬁ,au

Updating the LKE field with the members POE information and the approp-u;até-d-até-s-lat;ﬁ.p; would have.
completed this step.

Wag the reason for delinguency ida«nliﬁad? 10.00 7 10.00

Did the representative ﬂifef.e.iﬂph;:.abla rasulu'tlnn lhat ad‘d:‘asses tha N E‘:'Sup;nnr 11.'..01] I.‘i?.t]l.ﬂ.
armra dallnquanc;ﬂ

Were arangements clearly stated in the call including when and how Yes  10.00/10.00

much?

Were consequences for broken arrangemants I:Ilild clnse]l s!ated Yes 8.00/8.00

bt e A — |

Offers appmpnala raferral tools when applu:able Yes 6.00/6.00
94.00M00.00

Evaluation Comment:
You did a good job reminding the member about their option of setting up

an automatic transfer to help avoid future oversight, delinquency and late
fees.
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Agent Evaluation (Percentages)

This report lists detailed information for each evaluation that was created during the date range selected. It shows all
scores as the percentage of points earned by the agent.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Form / Category / Question

NA Questions

Report Grouping

Sections

This report has four sections:

PN~

Encore Report Guide

This enables the report to include selected evaluation forms, scoring categories,
and/or evaluation questions. Select the form and the revision number at the top of
the window, and the scoring categories and questions open in the lower portion of
the window. Then select the scoring category and/or the questions to include on
the report.

Questions that are not answered by evaluators may be automatically marked as
Not Applicable (NA). These questions have no impact on the score. Selecting Yes
displays the NA questions on the form and selecting No hides them. The default
setting is it to display the questions with NA as an answer.

By default, the report lists each question on the report and does not identify the
scoring category of each question. This criterion enables you to group the
questions by scoring category and provides a total score for each category.

The first section provides the agent information.

The second section shows the category scores in a graph.

The third section shows the percentage of the score that the agent received on each evaluation question.
The fourth section shows any notes the evaluator has given to the agent.
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Sample

CSR: Alejandro Barahona Evaluation ID: 16833715
Team: Risk Inbound Modified By: dguinn
Evaluated By: dauinn Modified Date: 17372011 1:54:00 PM
Recording Date: 16372011 10:57-58 AM Form Used: Collection Inbound Evaluation Form
rev. 3)
Evaluated Date: 1/3/2011 1:54:00 PM Agent avyg. scora: 9278
Score by Categories

Accuracy Skills Solve Verification

Agent Evaluation (Percentages)

Question Answer Score
Was the member verified according to policy? Yes 100.00 %
Was the home number updatediverified? Yee S 100.00 %
Was the work number updatediverfied?  No 0.00 %
Waslhecallnumbﬁrupdatedhmﬁad'?"'"hn"-""ﬂ:hl]'i;
'h'l.l-';;s l.h.e: adﬁtessupdatedh-enﬁed? = .AL..;"E. e i = e 10!:“30“5-6‘
Was the POE updatediverified? Yes 100.00 %
Trapped Number was captued Yeo A 100.00 %
Executes properwordlow(s) Yes T 100.00 %
c;:;'rev.:,t.ly prn-:essed mmﬂnwsvvnni:Favr‘-" sd'nu'ﬁ.'

Updatmg the LKE ﬁeld with the.n.-ne.n:d;e(.ﬁ.PﬂE mﬁ:rmalu:m ar-d Ihe appfnpnale dal.e 5tamp would have
completed this step.

Executes proper notes Yes 100.00 %
Was tha reason for delinguency idam'lﬁad'? "rafs 100.00 %
Did the mpresenl,ame offer applicable msnluum that addresses the S. Supanor 100.00 %
an'tlra dallnquancy”

Wefe arrangements clearly stated m lhe :all mcludmg when and hnw Yes 100.00 %
much?

Were cmsaquence& for broken ﬂnﬂngementa {hard close) stated Yes 100.00 %
during the call?

Oﬂ’ers appmpnale raferral tools when appllc:abla Yas 100.00 %

Evaluation Comment:
You did a good job reminding the member about their eption of setting up

an automatic transfer to help avoid future oversight, delinquency and late
fees.
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Agent Evaluation Count

This report lists the number of evaluations completed per agent that meet the report criteria.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Evaluation Type Select the type of evaluations you would like to view on the report: either
evaluations of interactions (Evaluation) or post contact surveys completed by
customers (Surveys).

Evaluation Date Select a date range that includes the evaluation dates you need to view.

Forms Select one or more evaluation forms to view on the report. All revisions of the form
are included in the count value.

Number of Evals Use this criterion to view agents that have a certain number of evaluations
completed for them. For instance, if you want to view agents that have less than 10
evaluations completed in a month, select the date range in the Evaluation Date
criteria, then select Number of Evals. Choose theLess Than option and enter 10
in the Less Than number field near the bottom of the window. Only agents that
meet this criteria are included in the report.

Sample
Agent = Team = Evaluation Count =)
Vic Lowther GenAgents &
Ashley Black GenAgents 2
Tim Adams GenAgents 1
Luciane Castro GenAgents 1
Geoffrey Adams GenAgents 0
Victoria Adams GenAgents 0
Drill-Down

This report provides a drill-down link in the Evaluation Count column (see the sample above). To view the list of
evaluations for an agent that meet the report's criteria, click the number in the Evaluation Count column. A
sample of the drill-down report is shown below.

Agent Score Form Evaluator Date Team
Ashley Black 7250 Customer Senvice JWilson 292017 3:00:49 PM | GenAgents
Ashley Black 91.67 Customer Service Survey SURVEY _EVALUATOR 20202018 11:29:36 AM | GenAgents
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On the second level drill-down, the form name shown in the Form column is a link and, when clicked, shows a
copy of the evaluation completed for the agent.

NOTE When the reportis exported as an Excel, Word or PDF file, all drill-down links are disabled.

Columns
Columns that are unique to this report are explained below:

Evaluation Count is the number of evaluations completed for the agent that also match the report's selected
criteria.

Score is the score earned by the agent for that evaluation.
Form is the name of the form without the revision number.
Evaluatoris the name of the person that evaluated the interaction.

Dateis the date the interaction was evaluated.

Encore Report Guide
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Agent List

This report displays a list of agents and their statuses.

Criteria

The following criteria are unique to this report and are explained below for clarification.

| Agent Status

|| Use this criterion to include active agents, inactive agents, or both.

| Report Grouping

|| This criterion lets you group the agents by teams.

Sample

Agent = Team = E-Mail = Status =
Aaron Oplinger Collections aaron_oplingen@ABCCo.com Inactive
Abigail Urquizo Loan Unden-.rmmg Active
M'a'r'r'l Hﬁs . ~ Account Prntectmn el adam ﬁns@ﬁBCCo com  Actie
A.darnlﬂey "Technu:a]Sales .madamkey@,ﬂ-ﬁl:l:ucnm © Inactive
Mnaan-as  Telesenices .-adnmms@ABCCncum”"m"mlr.r-a;:.ti.-.'é
T Tt ..m“mm@mccnmm............Ir.léai.ﬁ
MAdriana Gloria Telesenices adnana. glona@ABCCo.com Inactive
Adrienne Peterson Loan Senices Inactive
Adnenn;:."i"ll-:..r ........... e e e e =
Alane Wachholz  Telesenices  alane wachholz@ABCCocom  Inactive
Nm“dm Barahuna R e
iy s eSS alejandmﬂnms@,ﬂ.ﬂct:ucnmlnamm
Alex Manasan Risk Specialists alex manasan@ABCCo.com Active
Alice lordanescu Collections Inactive
ﬁ.k-ll;él;.rnnﬂ.e.ﬁéal.c.t .............. =5 Gutl:u:und ............................................................ =
NmaChm-ez .............._TEIESEMEES Inﬂﬂm
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Agent Notes

This report lists detailed information regarding the notes entered on evaluation forms. It is most helpful when

determining where to focus
challenging for agents.

Criteria

training for a particular agent, or focus training on certain KPls that may be more

The following criteria are unique to this report and are explained below for clarification.

Date (Evaluation or
Recording)

This report can be executed to include evaluations by the date the evaluation was created
(Evaluation Date) or by the date the recordings were created (Recording Date).

Evaluation Score

This criterion enables you to view the notes for evaluations that received a certain overall
score. For instance, if you want to see the notes for evaluations with a score below 80%,
select Less Than and then enter 80 in the Select Eval Score field.

Evaluator Use this criterion to view the notes given by a certain evaluator. This is a good method to
review the evaluator's feedback and consider areas for improvement.

Forms Use this criterion to see the notes given to agents for a certain form. Since forms are
generally set up for each department or job function, this may be a good way to target areas
for training.

Questions ” Use this criterion to view notes given for a certain question.

Report Grouping

By default, the report lists each agent and their notes by the time and date they were
created. This criterion enables you to group the agent notes by Site, Site Then Agent, or
Site Then Agent Then Form.

Sample
Site Agent = Form = Evaluation Date Evaluated = Eval. Score
By
Site 1 Duryan Cellection Inbound Evaluation  1/22011 11:52:00 AM dguinn 97.33
Durocher Form {nev.3)
Cusestion: Was the cell number updated/verified? Hote: Updating the number provided for the co-borrower since she

i i ondy paraon beng contbched B2 tha teme would hive Blowed

Cuestion: Comeclly processed
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Cuestion: Did the representathe offer appicable resolution that sddresses future cals fo rowte to the comect person responsible for payment
the entire dednguency?
Hote: Excelent handing of the comversation regarding the
outstanding balance of & vehicls loan that nvoles & dvorce and the
m‘l'btr'lfﬂﬂéﬂ'll}ﬂf for the loan snce the ﬂ‘thef'ﬂil'f)‘ e
bankngtoy
Site 1 Duryan Cellection Inbound Evaluation 17372011 2:12:00 PM dguinn 9545
Durocher Form {nev.3)
Eval Note: Good job Duryan! Thank you for notaling the account 83 necessary and for requesthing the member's curment
POE and conlact mformabion
Cseation: Was the cell Aumber updated'venfied? Hote: Agking the member 15 vefify the remaning pormsn of ths

Hate dabe S8 within the LKE fisld whié completng
FH _____ w wiould have completed tha step
T In -

niamber woukd have complsted this step
workfiows
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Columns
The first row of each entry contains the information about where the note was originally created.

The second row shows the question that includes an evaluator comment. For instance in the sample, the first
entry shows two questions on the left and the evaluator's note for each on the right. The second entry also
shows two questions with corresponding notes. It also shows an Eval Note which is an overall note for the entire
evaluation, not just one particular question.

Encore Report Guide
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Agent Performance Analysis

This report is no longer supported. The Agent Score Analysis report should be used instead.

This report lists agents' performances on each form in which they are scored and helps to show how the agent is
performing compared to the overall organization and other, individual agents. The agents are sorted by form and
listed from the lowest to the highest score per form. The Difference column lists the change, positive or negative,
between the organization’s score earned on the form (Org. Score) and the agent’s average score earned on the form

(Avg. Score).

Criteria

The following criteria are unique to this report and are explained below for clarification.

Average Score

Avg Score Threshold

Detail Rows

Form / Category / Question

Number of Evals

Report Grouping

Encore Report Guide

Use this criterion to only view agents that match a certain average score. For
instance, if you want to view all agents with an average score of less than 70%,
choose Less Than and enter 70 in the Select Average Score field.

Use this criterion to highlight agents that match a certain average score. For
instance, if you want to view all agents with a score greater than 80%, choose
Greater Than and enter 80 in the field. All agents are listed on the report but only
agents with an average score greater than 80% are highlighted.

This criterion specifies how the detail rows in the report are grouped.

e Group By Form (Default) — When this option is selected (or the criterion is
not used) the report detail rows are grouped according to Form, then
Agent, showing one row for each unique combination of form/agent. This is
the detail row grouping shown in the report example. The Org Score thatis
presented shows the combined score for all agents using that form. The
difference is calculated based on that number. This type of detail is useful
when different forms have different point structures and you want to
compare similar data.

e Group By Agent — When this option is selected each detail row combines
all the agent’s evaluations into one row and one score. In addition, the Org
Score combines the scores of all the different forms that were used, giving
a single number for all forms. The difference is calculated based on that
number.

This enables the report to include selected evaluation forms, scoring categories,
and/or evaluation questions. Select the form and the revision number at the top of
the window, and the scoring categories and questions open in the lower portion of
the window. Then select the scoring category and/or the questions to include on
the report.

Use this criterion to view agents that have a certain number of evaluations
completed for them. For instance, if you want to view agents that have less than 10
evaluations completed in a months time, select the date range in either the
Evaluation Date or Recording Date criteria, then select Number of Evals. Choose
Less Than and enter 10 in the Select Number of Evals field.

This enables you to group the information in various ways, such as by form,
scoring category, etc. If you select:
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Site, you can view evaluations by site.

Site Then Form, you can view evaluations by site and then the form used to

evaluate the recording.
¢ Site Then Form Then Scoring Category, you can view all evaluations by
site, the form used to evaluate the recording, and the scoring category for

the form.

e Site Then Form Then Question, you can view all evaluations by site. then
the form used to evaluate the recording, and then the question on the form.

e Site Then Form Then Evaluator, you can view all evaluations by site, then
the form used to evaluate the recording, and then the evaluator who

assessed the recording.

Sample
Form = Agent 5 Avg. Org. Difference # Of  Last Evaluation = Last
Score Score Evals Evaluated B*r

Collection Inbound Evaluation Form (rev.3)  Alejandro 9279 89.10 369 4 1/5/2011 9:08.00 AM dquinn
Barahona

Cellection Inbownd Evaluation Form (rev.3)  Ameka Phillips 8442 B910 4.68 4 1572011 9:31:00 AM dquinn

Collection Inbound Evaluation Form (rev.3)  April Swanson B6.72 89.10 2.38 3 1/4/2011 5:37:00 PM dquinn

Collection Inbound Evaluation Form (rev.3) Chnsti Weeks 9r.00  89.10 7.90 1 11472011 8:44.00 AM dquinn

Collection Inbound Evaluation Form (rev.3) Duryan Durocher 96568 89.10 7.58 3 11472011 4:05:00 PM dquinn

Collection Inbownd Evaluation Form (rev.d) Gary Castle 95.00 8910 5.90 3 1472011 3:27:00 PM dquinn

Collection Inbound Evaluation Form (rev.3) Griselda 98.58 89.10 9438 3 1/4/2011 4:37:00 PM dquinn
Memushaj

Collaction Inbawnd Evaluation Form (rev.3)  Jorge Morales 9150 8910 240 3 1572011 9:37:00 AM dquinn

Collection Inbound Evaluation Form (rev.3) Lisa Ashley 54 81 8910 - 34 238 3 142011 2:01:00 PM dquinn

Collection Inbownd Evaluation Form (rev.3) Matilda Peraz 9518 8910 6.08 2 1/4/2011 5:09:00 PM dquinn

Collection Inbownd Evaluation Form (rev.3) Phillip Liebold 89.76 8910 0.68 3 1472011 4:30:00 PM dquinn

Collaction Inbawnd Evaluation Form (rev.3) Renas Geiger 9397 8910 488 3 1472011 4:15:00 PM dquinn

Collesciinn Outbeund Evaluation Form Allison Benedict 9318 B478 843 2 142011 11:26:00 AM dquinn

(rev.3)

folle;lﬁun Qutbound Evaluation Form Arthur Won 4083 B4.Te -43.93 2 17472011 4:04:00 FM dquinn

rev

foll;ﬂinn Qutbound Evaluation Form Catherine Parez 10000 84.76 15.24 17472011 10:45:00 AM dquinn

(O3 e
M

Columns
Columns that are unique to this report are explained below:

Avg. Score is the average score earmned by the agent on that form for the date range selected. You can group the
report by agent if you need to view all the scores received by a certain agent on multiple forms, or you can group
it by team, form, site, etc.

Org. Score is the average score earned by all agents that have been evaluated with the form. In the sample
above, Alejandro Barahona received an average score of 92.79 and the organization's score is 89.10. This
means his score is higher than the average score earned by all the agents. It may be helpful to review
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Alejandro's calls and see if there are tips or methods that can be shared with other agents to improve their
scores.

This score may vary per agent.

Difference is the Avg. Score minus the Org. Score. If the Avg. Score is less than the Org. Score, the agent has
an average score that is less than the average score earned by all agents in the organization for that form. These
numbers show in red.

# Of Evals shows the number of evaluations included in the Avg. Score for the agent for the evaluation form
noted. This number depends on the date range selected in the Evaluation Date or Recording Date.

Last Evaluation shows the last date and time that the agent was evaluated with the form. This may be helpful to
understand how long ago the agent was evaluated to determine if training has occurred since the last evaluation,
or if the agent is only periodically evaluated with a particular form.

Last Evaluated By shows which evaluator most recently evaluated the agent.

Encore Report Guide
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Agent Performance Trending

This report displays how agents have performed over time on each form.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Evaluation Date

Select a date range thatincludes the evaluation dates you would like to include in
the report.

| Forms

” Select a form to see how an agent has performed over time in certain areas. |

Recording Date

Select a date range that includes the recording dates for completed evaluations
you would like to include in the report.

Site/Team/Agent

Use this criterion to see how a certain site, team, or agent is performing on a form
over time.

Sample

Agent Name Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nowv Dec Average
Cora Sponhouse 9385 9055 9934 9057 9434 91487 W91 9158 91.24 9627 9346 9705 93.70
Cynthia Maloney 9553 9944 94325 9712 9867 9557 8385 9707 9854 9508 10000 9497 95.50
Jorge Morales 10000 8913 9155
Karla Morales 9973 100.00 9714 10000 9978 94635 9645 9958 0072 9697 9333 953k 95.13
Tami Frederick 100,00 100.00 9326 10000 9870 9735 9662 99.09 9673 9330 9533 9570 95.27
Wirginia Ccana 9378 9827 9331 9933 9r22 9750 9553 100.00 9565
William Johnson 8950 9364 9501 9293 9278 9918 8218 9248 9675 9353 93.52

e e ) s s
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Agent Performance Trending (Form: Customer Care)
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Graph

The graph illustrates the data shown on the report. It helps to quickly see obvious deviations, either positive or
negative.

Widget Requirements

This report can only be included in the list of dashboard widgets if it is added to either Shared Reports or My
Reports and follows these rules:

o Must have at least one and no more than five agents selected.
o The selected date range for the Evaluation Date criterion must be less than 400 days.
o The Ask at Execution option cannot be selected.
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Agent Score Analysis

This report provides the agent's average evaluation score compared to the organization's average score. To view the
agent's average score at the question or scoring category level compared to the organization's average score, use
the Agent Analysis report.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Detail Rows This criterion specifies how the detail rows in the report are grouped.

e Group By Form (Default) — When this option is selected (or the criterion is not
used) the report detail rows are grouped according to Form, then Agent,
showing one row for each unique combination of form/agent. This is the detail
row grouping shown in the report example. The Org Score thatis presented
shows the combined score for all agents using that form. The difference is
calculated based on that number. This type of detail is useful when different
forms have different point structures and you want to compare similar data.

e Group By Agent — When this option is selected each detail row combines all
the agent’s evaluations into one row and one score. In addition, the Org Score
combines the scores of all the different forms that were used, giving a single
number for all forms. The difference is calculated based on that number.

DNIS Select the DNIS codes to include in the report. This listis limited to the distinct DNIS
numbers used within the last year.

Evaluation Date Select a date range that includes the evaluation dates you need to review.

Evaluation Score This criterion limits the evaluations included in the report calculations so that only

evaluations that match the score criteria are included. For instance, if you need to
include all evaluations with an average score of less than 70%, choose Less Than
and enter 70 in the field below the comparison options.

Evaluation Type Select the type of evaluations you would like to view on the report: either evaluations
of recorded conversations or post contact surveys completed by customers.

Number of Evals Use this criterion to view agents that have a certain number of evaluations completed
for them. For instance, if you want to view agents that have less than 10 evaluations
completed in a months time, select the date range in either the Evaluation Date or
Recording Date criteria, then select Number of Evals. Choose Less Than and enter
10 in the in the field below the comparison options. Only agents having a number of
evaluations that meet this criterion are included in the report.

Only Show Evaluations Limits the number of returned evaluations based on whether a recording was
evaluated.

¢ With Recordings only shows evaluations with recordings; evaluations without
recordings are excluded.

¢ Without Recordings only shows evaluations without recordings; evaluations
based on recordings are excluded.

Recording Date Select a date range thatincludes the recording dates for completed evaluations you
need to review.
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Sample

The sample below shows the report with the default Detail Rows setting, Group by Form, selected:

Form Agent Avg Score Org. Difference # Of Evals LastEvaluation
Score
tomer Service - Main Form ian Bell B7.680 82.81 469 2 412212016 4:26-02 PM
Customer Service - MainForm Christy Johnsion 76.59 82.81 -§.22 I  118R0162:52:06 PM
| Customer Service - Main Fom Jewels Hancock 9134 g2 853 4 329201656239 PM
| Sales Performance Michael Axe 88.25 86.22 2.03 5 121M8R20151:33:01 PM
| Sales Performance Sue Wilbur 81.15 86.22 -5.07 2 42212016 4:25:62 PM

2000  4222/20164:28:02 P

Average Agent Score

Sue Wilbur
Michael Axe
Jewels Hancock
Christy Johnson
Brian Bell

0 20 40 60 80 100

Agent

Avg Score

This second sample illustrates how the report looks with the Detail Rows criterion set to Group by Agent.

- Agent Avg Score Org. Difference # Of Evals Last Evaluation

| Score

1 ——— = =]
Erian Bell 87.50 24.00 3.50 2 42212016 4:28:02 PM

| Christy Johnson 76.59 84.00 -7.41 7 1MB8i20162:52:06 PM
Jewels Hancock 91.34 84.00 7.34 4 3/29/20165:52:35 PM
Michagel Axe 88.25 34.00 425 5 12M8/20151:33:01 PM

| Sue Wilbur 81.15 34.00 -2.85 2 4227201642552 PM

20.00| 4122/20164:28:02 PM

Average Agent Score

Sue Wilbur
Michael Axe
Jewels Hancock
Christy Johnson
Brian Bell

0 20 40 60 80 100

Agent

Avg Score
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Drill-Down

This report provides a drill-down link in the # of Evals column (see samples above) to show a list of evaluations

completed for the agent that meet this report's criteria (see sample below).

Agent Score Form Evaluator Date Team

Karyn Peters 93.33 Customer Service Administrator 12/14/2016 Customer Support
Karyn Peters 80.00 Customer Service Administrator 12114/2016 Customer Suppaort
Karyn Peters 60.00 Customer Service Administrator 1214/2016 Customer Support
Karyn Peters 96.67 Customer Service Administrator 10/13/2016 Customer Support
Karyn Peters 98.33 Customer Service Administrator 10/13/2016 Customer Support
Karyn Peters 96.67 Customer Service Administrator 10/13/2016 Customer Support
Karyn Peters 96.67 Customer Service Administrator 10/13/2016 Customer Suppaort
Karyn Peters 96.67 Customer Service Administrator 10/13/2016 Customer Support
Karyn Peters 93.33 Customer Service Administrator 10/13/2016 Customer Support
Karyn Peters 46 67 Customer Service Administrator 10/13/2016 Customer Support

On the second level drill-down, the form name shown in the Form column is a link and, when clicked, shows a
copy of the evaluation completed for the agent.

NOTE When the reportis exported as an Excel, Word or PDF file, all drill-down links are disabled.

Columns

Columns that are unique to this report are explained below:

Form is the name of the form without the revision number. If the report is grouped by agent, this column does not

show.

Avg. Score is the average score earned by the agent. It is different depending on the value selected for the Detail
Rows criterion:

If the Detail Rows criterion is set to Group By Agent, the Avg. Score value is calculated by averaging the
scores of all evaluations for an agent that meet the report criteria. Only data that meets both the agent and
evaluation criteria are shown on the report.

If the Detail Rows criterion is set to Group By Form, either by specifically choosing this option or by default,
the Avg. Score value is calculated by averaging the scores of all evaluations for an agent and a form that meet
the report criteria. Only data that meets both the agent and form criteria are shown on the report.

Org. Score is the average score of all evaluations that meet the selected criteria.

If the Detail Rows criterion is set to Group By Agent, the Org. Score value is calculated by averaging the
scores of all evaluations that meet the report criteria. Each agent shows the same Org. Score on the report.
If the Detail Rows criterion is set to Group By Form, either by specifically choosing this option or by default,
the Org. Score value is calculated by averaging the scores of all evaluations for a form that meet the report
criteria.

Difference is the Avg. Score minus the Org. Score. If the Avg. Score is less than the Org. Score, the difference
shows in red.

Encore Report Guide
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# Of Evals shows the number of evaluations completed for the agent using that form, in the date range selected
(per the Evaluation Date or Recording Date criteria).

Last Evaluation shows the last date and time that the agent was evaluated with the form. This may be helpful to

understand how long ago the agent was evaluated to determine if training has occurred since the last evaluation,
or if the agent is only periodically evaluated with a particular form.

Widget Requirements

This report can only be included in the list of dashboard widgets if it is added to either Shared Reports or My
Reports and follows these rules:

o Must have at least one and no more than five agents selected.

¢ The selected date range for the Evaluation Date or Recording Date criteria must be less than 400 days.
e The Ask at Execution option cannot be selected.

Encore Report Guide
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Agent Scores by Question

This report provides a comprehensive list of the agent's accumulated scores for questions answered on evaluations.
Only evaluations created during the report’s date range are included. It can be used to provide report cards for agents
or to evaluate the difficulty and effectiveness of different questions.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Average Score

Average System Score

Form / Category / Question

Number of Evals

Report Grouping

Encore Report Guide

Use this criterion to only view questions that match a certain average score. For
instance, if you want to view questions with an average score of less than 70%,
choose Less Than and enter 70 in the Select Average Score field.

Use this criterion to view questions that match a certain average system score. For
instance, if you want to view questions with an average system score greater than
80%, choose Greater Than and enter 80 in the Select Average System Score
field.

This enables the report to include selected evaluation forms, scoring categories,
and/or evaluation questions. Select the form and the revision number at the top of
the window, and the scoring categories and questions open in the lower portion of
the window. Then select the scoring category and/or the questions to include on
the report.

Use this criterion to view questions that have a certain number of evaluations
completed for them. For instance, if you want to view questions that have less than
10 evaluations completed in a months time, select the date range in the Recording
Date criterion, then select Number of Evals. Choose Less Than and enter 10 in
the Select Number of Evals field.

This enables you to group the information in various ways, such as by question,
scoring category, etc. If you select:

Site, you can view question scores grouped by site.

Agent, you can view question scores grouped by agent.

Question, you can view question scores grouped by question.

Scoring Category, you can view question scores grouped by scoring

category.

¢ Site Then Agent, you can view question scores grouped by site and then
agent.

¢ Site Then Question, you can view question scores grouped by site and

then question.
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Sample

Site = Agent Name = Questlon = #of = Average = Average : Average 3 Difference : Difference =
Ewals Agent Team System (et - Agent
Score Score Score Team) System
Site 1 1 100.00 100.060 104000 0,00 0.00
Site 1 1 100.00 100.00 100.00 0.00 0.00
Sie 1 1 100.00 100.00 100.00 0.00 0.00
Site 1 2 100.00 100.00 100.00 0.00 0.00
S 1 1 100,00 100,00 10:0.00 0.00 0.00
Site 1 z 100.00 100.00 100.00 0.00 0.00
Ste1 L Ashley Was the address updatedhanfied R, 2) 3 333 9394 5322 60,61 58,80
Site 1 Matilda Perez  Was the addrass ugdatedharfiedPiRey 2) 2 100.00 93.54 k] 6.06 578
Se 1 Gary Castle Was the address updatedhenfiedWRav ) 3 100.00 93.94 9322 606 678
Site 1 Grigelds Vag the address updatedhenfiedHRey 2] 3 100.00 9384 an 6.06 678
Memushaj
Sde 1 Alligon Benedic  Was the address updatedhenfed?iRey ) 2 100.00 9583 93.22 417 6.76
Sie 1 Alsiandig ¥Wag the address updatedherifed WRev J) 4 100.00 9384 axn 6.06 678
Barahona
Ste 1 Jenoder Gorcia  Was the address updatedhenfiediRey g) 2 100.00 9583 93.22 417 678
Site 1 Phillip Lishold  Was the address ugdatedvenfied ey 2 3 100.00 93.894 ax 6.06 6.78
?Wu

Drill-Down
This report provides drill-down links in the Agent Name and Question columns to show additional information. If

you select the Gary Castle link in the Agent column, the report lists each evaluation where that question was
answered for this agent and the score assessed for the evaluation.

AgentlD:  Gary Castle

Create Date Evaluator Form Score

1AM NANAM dgien ... Collection inbound Evalugtion Ferm (nev3) 92.00
17372011 334 PM daquann Collection Inbound Evaluation Form {rev 3) 95.00
1472011 32T PM dquinn Collection inbound Evaluation Form {rev.3) 96.00
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If you select the question link in the Question column on the first level of the report, it shows the score this
question received on each evaluation. This helps to determine if this particular question affected the total
evaluation score.

Agent: Gary Castle
Question: Was the address updatedi/verified?

Craate Date Evaluator Form Question Score  Eval Score

17372091 10:31:00 AM dguinn Collection Inbound Evaluation 2.007 2.00 92.00
Fomm

17372011 3:34:00 P dquinn Collection Inbound Evaluation 2007200 95.00
Form

17472011 3:2T.00 P diguinn Collection inbound Evaluation 2007200 58.00
Foem

NOTE When the reportis exported as an Excel, Word or PDF file, all drill-down links are disabled.

Columns
Columns that are unique to this report are explained below:

# of Evals shows the number of evaluations included to calculate the average scores for questions. This number
depends on the date range selected in the Recording Date.

Average Agent Score is the average score earned by the agent for a particular question. You can group the report
by agent if you need to view all the scores received by a certain agent on multiple questions, or you can group it
by team, form, site, etc.

Average Team Score is the average score earmned by a team for a particular question.

Average System Score is the average score earned by all agents for a particular question.

Difference (Agent — Team) shows the difference between the average agent score and the average team score
for a question. If the agent score is less than the team score, this number shows as red. This calculation shows
how the agent is performing compared to his team.

Difference (Agent — System) shows the difference between the average agent score and the average system

score for a question. If the agent score is less than the system score, this number shows as red. This calculation
shows how the agent is performing compared to all agents in the system.
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Agents Not Scheduled

This report is most helpful for customers that use scheduled recording instead of full-time recording. It displays a list
of agents that are not currently scheduled.

Notes
When an agent is assigned directly to a schedule, he is explicitly assigned to the schedule. When the agent is
not directly assigned to a schedule but his team is assigned, the agent is implicitly assigned to the schedule.

Agents that are implicitly or explicitly scheduled are considered to be scheduled and are not displayed on this
report.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Encore Report Guide

Agent Status Use this criterion to view agents that are active or those that are inactive.
Report Grouping This enables you to group the information by team.
Sample

Agent < Active = Team =

Arthur Won ¥ Risk Specialist

Barbara Hitchings b Loan Underatiting

Bryan Valdivia ¥ Member Response

Cathering Perez Y Risk Outivaund

Daria Spane ¥ Telesenices

Drawid Delue ¥ Risk Leads

Gary Caslle ¥ Risk Inbound

Guadalupe Romers ¥ Risk Outound

Harmony Stevens Y Telesemices

Heather Kindred Y Telesemnices

Juan Tellez ¥ Teleservces

Julie Frank Y Customer Service
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Agents Scheduled

This report is most helpful for customers that use scheduled recording instead of full-time recording. It displays a list
of agents that are scheduled.

Notes
When an agent is assigned directly to a schedule, he is explicitly assigned to the schedule. When the agent is

not directly assigned to a schedule but his team is assigned, the agent is implicitly assigned to the schedule.
Agents that are implicitly or explicitly scheduled are considered to be scheduled and are displayed on this report.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Agent Status Use this criterion to view agents that are active or those that are inactive.
Report Grouping This enables you to group the information by team.
Sample
gent > Team > Active =
Aaron Oplinger Callections N
Abigail Urguizo Loan Underwriting X
Adam hins Account Protection Y
Adam Key Technical Sales N
Adrian Rivas Esenices N
Adrian Rivas Telesenices N
Adnana Gloria Teleserices N
Adrienne Peterson Loan Senices N
Adrienne Tilly Telesenices N
Alane Wachhaolz Telesenices N
Algjandro Barahona Risk Inbound Y
Alex Flores Telesenices N
Alex Manasan Risk Specialists Y
Alice lordanescu Collections N
Allison Benedict Risk Qutbound Y
Alma Chavez Telesenices N
Alyssia Johnson Telesenmces Escalation Magement N
Amaniel Habte Teleserices N
Ameka Phillips Risk Inbound Y
Amelia Puente Collections N
e w.,_“__‘_—__‘*l
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Agents Scheduled Below Target

This report is most helpful for customers that use scheduled recording instead of full-time recording. It displays a list
of agents that have handled a number of recordings that is less than the set threshold value. This threshold is set in
CenterPlus.

Notes

When an agent is assigned directly to a schedule, he is explicitly assigned to the schedule. When the agent is
not directly assigned to a schedule but his team is assigned, the agent is implicitly assigned to the schedule.
This report displays a list of agents that are explicitly and implicitly assigned to a schedule, and have handled a
number of recordings that is less than the set threshold value.

Criteria

This report includes only three criteria. The Preferences and Recording Date criteria are easy to use. The
Recordings Count enables you to enter a threshold amount so that you only see agents that meet the recording
count you entered. For instance, if you want to see agents who have had less than 10 recordings created for
them, you would select Less Than and enter 10 in the Select Recordings Count field.

Columns

This report shows information grouped by schedule. For each schedule, the following information is included:

Active — Shows whether the schedule is active or inactive.

Recordings — The target number of recordings that each agent assigned to this schedule should generate.
Screen Capture — Shows if the schedule includes screen captures.

Screen Recording — Shows the percentage of recordings that include screen capture.

Each schedule then lists agents who have not met the schedule's target. This list includes the agent's name,
whether the agent is active or inactive, and the number of recordings created for the agent.

Encore Report Guide
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Agents Scheduled Not Recorded

This report is most helpful for customers that use scheduled recording instead of full-time recording. It displays a list
of agents that have not handled any recordings.

Notes

When an agent is assigned directly to a schedule, he is explicitly assigned to the schedule. When the agent is
not directly assigned to a schedule but his team is assigned, the agent is implicitly assigned to the schedule.
Agents that are explicitly and implicitly assigned to a schedule are included on this report.

Sample
Schedule Recordings  Screen Screen Active
Capture Recording
ABC Collections 100% L 100% True
Agent Active
Abigail Urguizo
Brooke Rolph

Cary Shurrway

Columns
Columns that are unique to this report are explained below:
The Recordings column shows whether full-time or scheduled recording is set for the team.
The Screen Capture column shows whether the desktops for this team are recorded.
The Screen Recording column shows the percentage of recordings that include screen captures.
The Active column notes whether the schedule is active at this time.

The agents listed below the schedule are those that have not handled any recordings during the date range.
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Assignment List

This report displays a list of all assignments, at varying stages in their completion.

Criteria

The following criteria are unique to this report and are explained below for clarification.

| Assignment Date

” The date an assignment was created.

| Completion Date

” The date an assignment is completed.

| Due Date ” The date an assignment is due.
| Site ” All assignments created for agents at each site.
| Status ” The assignment's status: Not Started, In Progress, Completed, or Overdue.
Sample
Status = Priority %+ Assignment 2 Due % Duration = Comment Sender 2 Recipient = gned & pleted =
Date te
Completed 1 Core Values 1 212012 Rhonda Adams Krystal Vilaverde 1izsz0iz 252012
9:37:58 PM 93ITSEPM 4013 PM
Compieted 1 Core Values 1 2172012 Rhonda Adams  Brad Ellison 172512012 1252012
9:35.59 PM 83859 PM 9:39:41 PM
Mol Started 1 Core Values 1 2172012 Rhonda Adams  Kevin Smith 112612012
9:43:49 PM 94349 PM
Completed 2 Effective Greelings WINZ02 Rhonda Adams Kewin Smith 25202 W22
9:35.26 PM 93GI6PM  9:40:45PM
Compieted 2 Effective Greetings 1/30/2012 Rhonda Adams  Krystal Villaverde 172572012 172572012
93758 PM GATSEPM 24013 PM
Completed 3 Employee Conducl 1730/2012 Rhonda Adams Kryslal Villaverde 1522 12572012
8:37:55 PM GITSEPM S40:13PM
Completed 3 Employes Conducl 1302012 Rhonda Adams Kewin Smith Urri e 1302012
9:35.26 PM 93GZ6PM 115221 PM
Overdue 3 Employee Conducl 11302012 Rhonda Adams  Kevin Smith 172612012
9:43:49 PM 8.43:49 PM
Compisted 3 Employee Conduct 132012 Rhonda Adams  Brad Ellison 1252012 11252012
93559 PM IGSOPM 341PM
Compleled 1 How to lislen and ask W2Ti2012 Rhonda Adams Brad Ellison x5z 1252012
good questions 93359 PM IESIPM 23T4TPM
Overdue 1 Howlolisten and ask 12772012 Rhonda Adams  Kevin Smith 17262012
good guestions 94349 PM 4349 P
Compieted 1 Howiolislen and ask  1/27/2012 Rhonda Adams  Kevin Smith 172572012 11252012
good guestions 9:36°26 PM 3626 PM 9:40:45 PM
Completed 1 How to listen and ask W2ZTi202 Rhonda Adams Krystal Vilaverde 150z 252012
good questions 9:37:55 PM 93T55PM 94013 PM
Columns

Columns that are unique to this report are explained below:
Priority is the priority level assigned to the eCoaching module.

Duration is the number of hours it takes to complete the eCoaching module.
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Audit Log Report

This report lists the actions that each user has taken while working with recordings and evaluations. If you need this
information also logged in the Windows Application Event Log, open web.config in C:\dvs\encore and set the

appropriate configuration.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Criteria

Description

Date Range

Event Types

Recording Identifier

Use this criterion to select the dates you need to include in the report. This is the date the
user completed an action, not a recording or evaluation date.

This criterion enables you to view certain event types only. For example, if you need to view
the users that have deleted a recording from a library or when certain users have logged
into the system, choose the corresponding event type.

If you want to view all the events that have occurred for a particular recording, choose Equal

To and enter the recording's call index number in the blank field.

3/31/2011 5:39:00 PM
33172011 5:38:39 PM

3/31/2011 5:38:36 PM
37312011 5:38:15 PM

331/2011 5:38:12 PM
3312011 5:37:52 PM
373172011 5:37:49 PM
373172011 5:37-36 PM
33172011 5:37-30 PM

332011 5:37:29 PM
313142011 5:36:56 PM

W—___‘"WJ
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1 Adrienneh
1 Adrienneh

1 Adriennehl DynamicPlaylListAdd <Playlist=Agent - Sue><PlayListTyp:

1 Adrienneh RecordingRequested <Library=System><PFlayListName=Agea
Brad><PlayListOwner=AdnenneM=><Pla

1 Adrienneh DynamicPlaylistddd <Playlist=Agent - Brad=<PlayListType=

1 Adriennel

1 AdrenneM UserLoggedin

1 CynthiaT UserLoggedOut <isApplicationExit=F alse>

1 CynthiaT RecordingRequested <Library=System><PlayListMame=Lo
Minutes><PlayListOwner=CynthiaT>

1 CynthiaT DynamicPlaylListAdd <Playlist=Longer - 20 Minutes><Pl

1 CynthiaT RecordingRequested <Library=System><PlayListName=

T Oy Aol <Py

Users If you want to view all the events performed by a certain user, select the user name. When
the report executes, all the events this user has performed in the selected date range are
listed on it.

Sample
Log Date Time = Site = UserlD = Event Type = Log Detail \
1D

33172011 5:56:12 PM 0 Adriennel User_aggedOut <isApplicationExit=False>

33172011 5:39:25 PM 1 AdnenneM RecordingRequested <Library=System><PlayListName=Longe

Minutes><PlayListOwner=AdnenneM><
332011 5:39:24 PM 1 Adrenneh DynamicPlaylListAdd <Playlist=Longer - 20 Minutes><PlayLj
3/31/2011 5:39:02 PM 1 Adrienneh RecordingRequested <Library=System><PlayListName=E

Applied><PlayListOwner=AdnenneM
DynamicPlaylistAdd <PlayList=Encryption Applied><Pla

RecordingRequested <Library=System><PlayListMame=
Suex=<PlayListOwner=AdrienneM> <

RecordingRequested <Library=System>

Applied><PlayListOwner=CynthiaT >
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Columns
Columns that are unique to this report are explained below:
Event Type lists the type of event that occurred for that audit log entry.

Log Detail displays more detail about the user's actions. It may be helpful to troubleshoot a user's actions.
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Average Time Between Recordings

This report displays the idle time between recordings. It helps with:

¢ lIdentifying the amount of possible downtime between calls which may be considered wrap-up or idle time.
« Providing a total amount of non-recorded time for each agent as an indication of the agent’s productivity.

Notes

o This report is best used in a full-time recording environment.

¢ Lunch time or break time periods will affect the total or average idle times. To minimize the impact of lunch
and break time periods, run the report for periods that do not include the breaks. For instance, if the work day
is from 8:00 AM to 5:00 PM and lunch is at 12:00 PM, run the report for a time period of 8:00 AM to 12:00 PM.
Then run the report again from 1:00 PM to 5:00 PM.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Average Idle Time

Recordings Time Filter

Report Grouping

Thresholds:

- Recordings Count Threshold
- Total Time Threshold
- Average Idle Threshold

Total Time

Encore Report Guide

Use this criterion to view agents who have been idle for a certain number of
minutes. Calculated as: <total idle minutes>/ <number of idle periods between
recordings>.

With this criterion, you can select a certain time of the day to include in the
report. Since itis best to eliminate lunch or break periods from the report, itis
recommended that you set this criterion for the most productive times of the
day. As an example, if the time filter is set from 8:00 am to 12:00 pm and the
reportincludes multiple days, the report lists recordings that occurred during
that time period only for each day requested in the Recording Date criterion.

This enables you to group the information in various ways, such as by agent,
extension, or date. If you select:

e Agents, you can view recordings by agent.

e Agent Then Extension, you can view recordings by agent, including all
extensions the agent has used.

e Date Then Agent, you can view all recordings for each day and then
each agenton thatday.

When selected, these threshold settings highlight information on the report that
meets the criteria. For instance, if you want to highlight agents that have an
average idle time over 5 minutes, choose Greater than and enter 300 (5
minutes in seconds) in the blank field. When the reportis run, all agents are
listed but those whose average idle time exceeds 5 minutes are highlighted in
red.

This is the total amount of recording time for the recordings included on this
report.
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Sample

Drill-Down

Date Agent Login ID = Extension © Recordings = Total Time - Total ldle T Average =
Idle
17312011 11034 1896 fi’] 06:56:32 02:07:18 00:01:38
17312011 10364 1839 118 06:36:53 02:25:20 00:01:15
17312011 11120 1845 82 06:26:01 03:33:23 00:02:38
17312011 11852 1821 a7 06:03:50 02:29:10 00:01:33
17312011 11096 1890 148 03:16:29 06:46:38 00:02:46
17312011 806 1597 150 03:15:04 05:30:56 00:02:13
17312011 10716 1008 113 02:44:27 06:13:52 00:03:20
17312011 11879 1989 103 02:35:23 06:18:29 00:03:30
17312011 au7 1257 14 02:20:10 07:48:46 00:04:33
17312011 804 1578 a7 02:19:51 06:48:09 00:04:15
1732011 828 1667 106 02:15:56 07:05:59 00:04:03
17312011 10100 1719 29 02:13:07 06:42:18 00:04:06
1732011 &08 1592 98 02:11:25 05:09:39 00:03:12
17312011 11908 1846 92 02:06:09 06:26:27 00:04:15
17372011 10210 1806 96 02:06:03 06:53:54 00:04:21
17312011 &1 15749 86 02:05:34 06:54:16 00:04:52
17312011 11032 1956 86 02:02:52 07:02:17 00:04:58
WQSL 1842 06:44:23 00:04:10

This report provides drill-down links in the Recordings column to show additional information. When you click a
number in the Recordings column, the report shows a list of recordings for that agent. In the sample above, 82
was clicked in the third line to view recordings for agent 11120 for all days included on the report (see below).

Agent: 11120

Date Agent Login ID = Extension = Recordings Total Time = Total Idle
143201 11120 1845 ZF. 07:59:01 02:00:23
1442011 11120 1845 07:25:.07 02,30:27
1452011 11120 1845 01:17:19 00:04:
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When you click 92 in the Recordings column, you can view all recordings created only on 1/3/2011 for agent
1120.

Agent Login ID: 11120
Date Stant End Elapse ldle
132011 8:05:20 03:14:13 00:08:53 00:00:0
132011 g:14:22 031587 00:01:35 000009
132011 8:16:09 08:26:.07 00:09:58 00:00:12
132011 8:26:19 03:26:42 00:00:23 00:00:12
17372011 8:26:57 03:3012 00:03:15 00:00:1

To return to the previous drill-down level of the report, click the Back arrow button in the report toolbar.

NOTE When the reportis exported as an Excel, Word or PDF file, all drill-down links are disabled.

Columns
Columns that are unique to this report are explained below:
Total Time is the total amount of recorded time for an agent.

Total Idle is the total amount of non-recorded time for an agent. This may include other tasks, such as wrap-up
time after a recording or other tasks performed by an agent.

Average Idle is the average amount of non-recorded time for an agent. Calculated as: <total amount of idle
minutes> / <number of idle periods>.

On the second level of the drill-down, the Start and End times show the time the recording started and the time it
stopped. The Elapse time shows the total duration of the recording. The Idle time shows the amount of time
before the agent took the next call for that day.
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Business Intelligence Results

This report helps to identify the results of business intelligence questions.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Evaluation Type

Exclude Failed Evaluations

Enables you to include Calibration, Evaluation or Survey types on the report.

To exclude failed evaluations from this report, select Yes.

Form / Category / Question This enables the report to include selected evaluation forms, scoring categories,
and/or evaluation questions. Select the form and the revision number at the top of
the window, and the scoring categories and questions open in the lower portion of
the window. Then select the scoring category and/or the questions to include on
the report.

Sample
Index  Rew. Bl Indicator Results Percentage Occurrences

316 1 Has the patient recently visited our web site?
eg 93 % 154
N T "

315 1 Pstient refered by T h
FM: Famiby Member 49 % 81
WS Webste T 4% 55
sC: Specialist T 9% - 15
PC: Primary Care Provider e "
oTOther T 1% ]

317 1 Suggestions that would improve the web experience. )
Functional on mulkiple devices 36 % a3
Ust of available providers 2% 57
wlpay 2% 51
Health tips 4% 8
CoveredServices 3% )
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Columns

Columns that are unique to this report are explained below:

Index shows the index number assigned to the question.

Rev. shows the question's revision number.

Bl Indicator shows the actual business intelligence question or indicator.

Results show the possible answers available for the business intelligence question.

Percentage shows the percentage of users that selected a certain answer for a question.

Occurrences shows the number of times a certain answer was selected for a question.
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Call Count Ranking

This report ranks agents in order of the number of calls they handled, according to the criteria selected. It displays
the agents’ ranking and can also show the agents’ scores. It may be used as a widget and as the basis for a contest.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Recording Date

Call Direction

User Image

Ranking Options

Recordings Time Filter

Use this criterion to define the period during which the call counts are collected and
compared.

Use this criterion to selectincoming or outgoing call direction.

Use this criterion to either hide or show the user image associated with the user
record on the report and contest widget.

Use this criterion to rank agents by the highest or lowest call count. The default setting
is to rank agents using the highest call count.

Use this criterion to define the time of day you need to count the calls on this report.

Duration Use this criterion to define the duration of the calls you need to count on this report.
DNIS Use this criterion to select the DNIS associated with the calls you need to include on
this report.
Call Type Use this criterion to include either internal or external calls on this report.
Sample

Name 3 Calls % Rank 3

Wan, Arthur 6561 1

Herman,Angelica 6499 2

Phillips.Ameka 6487 3

b Y

Sections

The Calls column shows the number of calls handled by the agent according to the criteria selected for the

report.

The Rank column shows how the agent ranks among the other agents according to the criteria selected.
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Widget Requirements

This report can only be included in the list of dashboard widgets if it is added to either Shared Reports or My
Reports and follows these rules:

o The selected date range for the Recording Date criterion must be less than 187 days.
o The Ask at Execution option cannot be selected.

The widget displays the top ranked agents in the report, up to a maximum of five agents.

CAUTION Ifthe reportis linked to a contest, you cannot display it as a widget.

Contest Requirements

A contest must have a report associated with it in order to set the details for the contest, such as the date of the
contest, the agents that can earn rewards, etc. This report can only be associated with a contest if it is added to
My Reports and follows these rules:

o The selected date range for the Recording Date criterion must be less than 187 days.

o The end date selected for the Recording Date criterion must be in the future.

o At least one team or agent must be selected for the Team or Agent criteria. If the Me option is selected, it will
be ignored.

¢ A -ranking method must be selected for Ranking Options.

o The Ask at Execution option cannot be selected for any criteria.

CAUTION Ifthe reportis displayed as a widget, you cannot link it to a contest.
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Call Distribution

This report helps to identify peak periods of call activity for each hour.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Recordings Time Filter This enables you to set the time period for the report. For instance, if you want to
view calls made between 8:00 AM and 5:00 PM move the slider to include these
times. Any calls created outside of this time period are notincluded in the report. If
no time period is selected, the reportincludes all 24 hours.

Time Period This criterion sets the time intervals shown in the left column of the report. The
number of recordings can be shown in 15 minute, 30 minute, or 1 hour intervals.

Sample
Sun Mon Tue Wed Thu Fri S5at  Total
08:00 - 09:00 0 229 186 167 0 0 0 582
09:00 - 10:00 0 634 477 nz 0 0 0 1,423
10:00 - 11:00 0 667 447 0 0 0 0 1,114
11:00 - 12:00 0 665 492 0 1] 0 0 1,157
12:00 - 13:00 0 522 432 0 0 0 0 954
13:00 - 14:00 0 451 432 0 0 0 0 883
14:00 - 15:00 0 485 427 0 0 0 0 912
15:00 - 16:00 0 555 488 0 0 0 0 1,043
16:00 - 17:00 0 528 498 0 1] 1] 0 1,026
17:00 - 18:00 0 41 380 0 ] 0 0 an
Total: 0 5,167 4,259 479 0 0 1] 9,905
Call Distribution
800 - I Sun
Man
. Tue
600 . e
ﬁ Thu
2 400 - . Fri
o Sat
L™
0 . . . .

09:00 - 10:00  11:00-12:00 13:00-14:00 15:00-16:00 17:00-18:00
Time Interval
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Categorized KPI

This report helps to identify the agents’ mastery of Key Performance Indicators (KPIs). It also helps to identify the
top performers in a category or for a specific KPI. This is helpful if you want to locate a best practice example to train
other agents or to reward those agents who are demonstrating a mastery of key skills.

Notes

¢ Questions that are answered with text entries are not included in this report.

o If aquestionis answered for a recording created during the specified date range, it is included in this report. If
you see a question missing from the report, it has likely not been answered for a recording created during the
date range.

« Questions that are not answered by evaluators may be automatically marked as Not Applicable (N/A). These
zero point questions are not included in the calculations for this report.

o If anevaluation is marked as a Manual Fail, all questions on the form are assessed a zero score. These
scores are included when calculating the question score. They are not included when calculating the agent
score.

Sections

This report is grouped into scoring categories and lists all the questions for each category. Then it displays the
five highest scoring agents for each question.

Sample
Scoring Category: Professionalism and Call Handling
Index Rev. Cuestion Score
56 3 Tone of voice was appropriate and confidence was evident 100
Cathy Mally
Rhonda Fedenco
Dave Macphal
Tanner Allen
Alex Manasan
0 20 40 &0 B0 100
Scaie
Index Rev. Question Score
235 1 Tone of voice was appropriate and confidence was evident (1Le. respectiul, polite 100
welcomang, etc)
Jeanette Gremillion
Jenna Martinez
*eidgnado
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Dynamic Playlist Export

This report displays the results of a dynamic playlist in report format. It may also be run by selecting the playlist and
clicking the Export Dynamic Playlist button. However, clicking this button does not allow you to select the columns
to display on the report; instead, every column shown on the Recorded Contacts page is included on the report. To
specify which columns you want to show on the report, run it from the Analytics page.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Columns Use this criterion to select the columns you would like to view in the report.

Playlist Use this criterion to select the dynamic playlist you would like to run in report format. Only
playlists created in My Playlists are available in this criterion.

Sort By Use this criterion to determine how the playlist results should be sorted in the report.
Sample
Date Duration Agent Name Team Name Comment Call Name Total duration  Audio location
index

1MM714 00:00:07 Langston.Barbara  Customer CBXZBYV5wx8 7 1
4:08:49 PM Senvice

MMTN4 00:00:08 Perry.Janikka Customer CBXZBYV4.vxE 8 1
4:08:48 PM Senice

1117114 00:00:08 Seabolt, Jessica Customer CBXZBYV3vxB 8 1
4:08:48 PM Senice

111714 00:00:10 Battles, Spencer Customer CBXZBYV2.wx8 10 1
4:08:46 PM Senice

MHTN4 00-00:10 Thibodeau, Jon Customer CBXZBYV1.wxB 10 1
4:08:46 PM Senice

MMTM4 00-00:10 Gordon,Jared Customer CB¥ZBYV0.wxB 10 1
4:08:46 PM Senice

117114 00:00:10 Bell Kelly Customer CBXZBYUZwx8 10 1
4:08:45 PM Senice

1MM17114 00:00:M Messer.Jennifer Customer CBXZBYUYw8 M 1
4:08:44 PM Senice

MHMTN4 00:00:12 Cunningham, Kristal Customer CBXZBYUX.wxE 12 1
4:08:44 PM Senice

MM17114 00:00:13 Rozumalski,Nathan Customer CBXZBYUW.vx8 13 1
4:08:42 PM Senice

1117114 00:00:15 Huff,Natika Customer CBXZBYUV.wxE 15 1
4:08:41 PM Senice

MM7M14 00:00:16 Cubbage,Rosa Customer CBXZBYUU.vx8 16 1
4:08:40 PM Senice

Columns

If this report is run by clicking the Export Dynamic Playlist button, the same columns shown on the Recorded
Contacts page are also shown on the report. If this report is run from the Analytics page, you may select the
columns that you would like shown on the report.
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eCoaching Module List

This report displays a list of eCoaching modules and details about each.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Forms Use this to view all the eCoaching modules assigned to questions listed on a certain form.
Module Use this criterion to select one or more eCoaching modules to show on the report.

Module Category Use this criterion to select one or more eCoaching module categories to show on the report,
such as Sales, Process, Product Info, etc.

Columns
Columns that are unique to this report are explained below:
Active shows if the eCoaching module is active or inactive.
Category lists the eCoaching category in which the module is assigned.
Link shows the actual location of the eCoaching material.

Quiz shows the name of the quiz that is associated with the eCoaching module. If no quiz is associated, this
column is blank.
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Sample

Pid 80-9T-T SRy Wd 60-9C-C EprEpURg

CHOTIFLILL EPUOUY | ELOTLILL SUPEDY BPLOYY WO SMARUREAD MRy £5300Ud shunaaug sedoud anuy
X
MY EFSPOL | JOROSURUDY WY BEESDL 19NPg 50y Gumume |
SLOTILY Y| SLOTILY JOpRSIMUDY ¥ rpoepbiuleq pnodysdgy 1ND0LS Mt oYU JINpod G | jonpose as(Ey
(Bibaugy)
ang SIISEG Jap0
Pid B1:29) Ml BLLFS SHSEQ S0 | QNd/LONUKINGS N0 aPmSmouben Zoe  pue Asojuan) papeD BJEEG
SHITTE Irg Braqun SL02TE wa Giequmy  pue Aojusau uby L puswnacpauod #boob s jopirsdhy IND MY MNP SEUGIND SRS JSPU0 PUR Alojusau) anuy
MY LS55 SUEDY e Z0°95E SPUEDUENS suogsanb pood
THOTSSIL WPUOY | ZLOZL W SIAENA SULI ussyedoadsuapnisaucy sbueysopamodydgy  Buiusgsy jo pe sy E5300Ud S PUR US| OF MOH anuy
Mid EZZ0F Aapiong Wd 6220 faping ] MON Bumei)
SHOTRTE {unupe) ned  SLOZSTIE (vnupe) ned Ang e g nsinai4A 1 egmg npnokyrsdny ojuf janpald 03Uz mop Ang anuL
Mid BZZ0F Aapiong Wd 6Z20°% faping U] MON Bummi)
SLOZBLE (Unupe) Ned  5LOZPTE (unupe) neg Ang 18 g nsipoid4 1egeq nenodyredyy QU janpaly @02ug Moy Ang aniy
aeg
;e paeau]  Ag paeaud PayIpow Ag paipow Nty u uopduasag foBayes ey SANIY
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eCoaching Performance Impact v2

This report displays a summary of how an agent's performance has improved after completing an eCoaching
module.

Notes

This report provides links to additional report levels. Click an agent's name to see all the eCoaching modules
assigned to the agent and how he has performed before and after completing each module. On the second level
of the report, click a score to see the completed evaluation where the agent earned the score. To move back to a
previous level, click the Back arrow in the report toolbar (located next to the zoom selection field).

If you would like to move directly to the second level of this report, showing all the eCoaching modules assigned

to agents and how they performed before and after completing the module, run the eCoaching Performance
Impact Detail v2 report.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Completion Date Use this criterion to see the performance impact by the date the modules are completed.
Module Use this criterion to see the impact on performance for a specific module.

Module Category Use this criterion to see the impact on performance for a specific module category.
Sender Use this criterion to see the performance impact by the user who has sent the modules.
Site/Team/Agent Use this criterion to see the performance impact for a certain site, team, or agent.
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54



Sample

Module Agent PriorScore SubsequentScore Improvement
Effective Greatings Krystal Villaverds 0.00 70,00 70.00
Employee Conduct Kiysial Villaverde 0.00 100.00 100.00
Core Values 1 Krysial Villaverds 40.00 70,00 30.00
How to listen and ask good questions  Knestal Villaverde: 40.00 64.00 24.00
Effective Greetings Kavin Smifh 40.00 40.00 0.00
How to Isten and ask good questions  Kewin Smith 52.00 56.00 4.00
Emplayes Conduct Brad Ellison 40.00 100.00 60.00
Core Values 1 Brad Ellison 40.00 T0.00 30.00
How Bo listen and ask good questions TE.00

How to listen and ask good questions
Core Values 1
Employee Conduct

Effective Greetings

0.00 20.00 40.00 &0.00 80.00 100.00

Improvement

Columns
Columns that are unique to this report are explained below:

Agent shows the name of the agent who has been assigned the eCoaching module. Click the link to see all the

eCoaching modules assigned to an agent and how his performance has improved after completing each module.

From that window, click the score link to view the evaluation form where the agent earned that particular score
for the question.

Prior Score is the score earned by the agent on the question prior to completing the eCoaching module.
Subsequent Score is the score earned by the agent on the question after completing the module.

Improvement shows how the agent's performance has improved after completing the eCoaching module.
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eCoaching Performance Impact Detail v2

This report lists details about how an agent's performance has improved after completing an eCoaching module.

Notes

This report provides a link to an additional report level. Click a score to see the completed evaluation where the
agent earmed the score. To move back to the previous level, click the Back arrow in the report toolbar (located
next to the zoom selection field).

If you would like to see an overall list of agents and how they performed before and after completing an
eCoaching module, see the eCoaching Performance Impact v2 report.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Completion Date Use this criterion to see the performance impact by the date the modules are completed.
Module Use this criterion to see the impact on performance for a specific module.

Module Category Use this criterion to see the impact on performance for a specific module category.
Sender Use this criterion to see the performance impact by the user who has sent the modules.
Site/Team/Agent Use this criterion to see the performance impact for a certain site, team, or agent.
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Sample

Module: How to listen and ask good questions

Agent: Krysial Villaverde

Guestion Prior Score Subsequent Score Improvement
Did the agent fully understand request (0 - not understand)? 4000 70.00 30.00
Dsd the agend ksten carefully, |e. customer did not need o 40.00 4000 0.0
repeal information”?

5
E
5
g
g

Agent: Kevin Smath

Question Prior Score Subsequent Score Improvement
Dd the agent fulty understand request (D - not understand)? 40,00 £0.00 20.00
Dsd the agent ksten carefully, i.e. customer did not need 1o 100.00 4000 -60.00
repeal infarmation?

Average: 70.00 50.00 -20.00

Agent: Brad Ellison

Question Prior Score Subsequent Score Impfovement
Did the agent fully understand request (0 - not understand)? 40.00 70.00 30.00
Ded the agent bsten carefully, i.e. customer did not need 1o 40.00 100.00 60.00

repeal information?

]
8
]
2
&
=

Columns
Columns that are unique to this report are explained below:

Agent shows the name of the agent who has been assigned the eCoaching module. Click the score link to view
the evaluation form where the agent earned that particular score for the question.

Question shows the question on the form that triggered the eCoaching module.
Prior Score is the score earned by the agent on the question prior to completing the eCoaching module.
Subsequent Score is the score earned by the agent on the question after completing the module.

Improvement shows how the agent's performance has improved after completing the eCoaching module.
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eCoaching Quiz Results

This report displays the results from completed quizzes.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Module Use this criterion to select one or more eCoaching modules that have associated quizzes to
show on the report.

Quiz Use this criterion to select one or more quizzes to show on the report.
Sample
Module Name Module Category Quiz Completions Average Score
Inventory and Order Sales Tutorials Inventory and Order 3 68.3%
Basics Basics Quiz
Support Process Problem Solving Technical Support Quiz 2 40.0%
March 30 Coaching Walues and Conduct March 30th Quiz 1 50.0%
Module
Upselling Sales Tutorials Upselling Quiz 2 75.0%
Product X Training Product Info Product Training Quiz 5 75.0%
Drill-Down
This report provides drill-down links in the Completions column to show a list of agents who have completed the
quiz.
Module Name: Inventory and Order Basics Module Category: Sales Tutorials
Quiz: Inventory and Order Basics Quiz Average Score: 65.3%
Agent Completed Date Score
Brad Azimov 3122015 70.0%
Linda Roberts 31272015 70.0%
Courtney Hamilton 3212015 65.0%

Click the drill-down link in the Score column to view the agent's actual quiz.

NOTE When the reportis exported as an Excel, Word or PDF file, all drill-down links are disabled.
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Columns

Columns that are unique to this report are explained below:

Module Category lists the eCoaching category in which the module is assigned.
Quiz shows the name of the quiz that was completed.

Completions shows the number of times this quiz has been completed.

Average Score shows the average score earned on the quiz according to the criteria selected for the report. For
instance, if the report only includes one agent, this would be the average score earned on a quiz for just the one
agent.
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eLearning Lesson Duration

This report provides the time an agent spends on an assignment compared to the standard duration allotted for the
agent to complete the lesson. This information helps to analyze how quickly agents are completing assignments
compared to management's estimate of how long the lesson should take to complete. Only completed lessons are
included on this report; assignments that are open but not yet completed do not show on this report.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Completed Date Select the dates of the completed lessons to include on the report.

Lesson Select the lesson(s) to show on the report.

Lesson Category Select one or more eLearning lesson categories to show on the report, such as Customer
Service, Product Details, etc.

Sample
Lesson 2 Recipient & Completed Date =  Time Spent 2 Avg Time 2 Assignment 32
Spent Duration
Customer Service Skills Brad Ellison 12122016 323 PM 00:13:29 00:08:31 00:10:00
Customer Service Skills Mary Fodge 1222016 1:24 PM DD:04:13 00:08:31 00:10:00
Customer Service Skills Karyn Peters 12M272016 334 PM  D0:06:55 00:08:31 00:10:00
Customer Service Skills Todd Schwartz 12122016 1:23 PM 00:08:37 00:08:31 00:10:00
Columns

Columns that are unique to this report are explained below:
Lesson shows the name of the eLearning lesson.
Recipient shows the agent that received the lesson.

Completed Date shows the date and time the agent complete the lesson. Lessons that have not yet been
completed are not included on this report.

Time Spent shows the time the total time the agent spent to complete the lesson. If the agent logged in multiple
times to complete the assignment, this column shows the sum of the total time spent on the assignment. If the
Time Spent value exceeds the Assignment Duration, the Time Spent value is displayed in red.

Avg Time Spent shows the average time all agents have spent completing the lesson.

Assignment Duration shows the expected time it should take an agent to complete the lesson.

Encore Report Guide



eLearning Lesson List

This report provides a summary of eLearning lessons that exist in Encore, both active and inactive.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Active Status Use this criterion to view all eLearning lessons according to their active statuses.

Created By Use this criterion to list eLearning lessons on the report according to the user(s) that created
them.

Created Date Use this criterion to list eLearning lessons on the report according to the date the lesson was
created.

Lesson Select one or more eLearning lessons to show on the report.

Lesson Category Select one or more eLearning lesson categories to show on the report, such as General
Skills, Sales Skills, etc.

Sample
Active MName Description Type Modified By Modified Date Created By Created Date
True Best Upsell Review for a good example of Recording A Administrator 12122016 | A Administrator 12122016
upselling interested customers 52916 PM 5:29:16 PM
True Customer Helps to improve general customer  PDF A Administrator 12122016 | A Administrator 12122016
Service Skills  service skills 11:40:01 AM 11:40:01 AM
Columns

Columns that are unique to this report are explained below:

Active shows True if the eLearning lesson is active and False if the lesson is inactive.

Type shows whether the eLearning lesson is a URL, PDF, Encore recording, or video.

Modified By and Modified Date show the last user that modified the lesson and the date of that modification.

Created By and Created Date show the user that originally created the lesson and the date it was created.
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Evaluation Form Export

This report displays the details of a selected evaluation form including:

Questions
Possible Answers
Scores
Categories

It is typically used to evaluate the details of a form since it provides all of them in one place. It's also helpful if you
need to submit the form to another individual for approval.

Criteria

The following criteria are unique to this report and are explained below for clarification.

| Select One Form || Select one form that you need to view details about.

Sample

Form Definition

Form: Quality Senice Expenence Revision: 1

Index: 2 Published: True

Created By: dquinn Created Date:  5/23/2006 6:04:00 PM
Modified By:  dquinn Modified Date: 5/30/2006 3:12:00 PM

Scoring Categories

Category Name Possible Points
5

RespectProfessionalism 35
Commitment 30
Competency and Honasty 35

5
Toa: e

Agent Performance

Uses appropriate closing according to senice standards [1, rev=4] YesMo Respect/Professionalism 7

Focus: complete attention 1o the members needs [14, rev=2] Yes/Mo Respect/Professionalism T

w__"“-*hem for calling [15, rev=3]

Respect/Professionalism

Sections
the Agent Performance section lists the questions for both the Agent Performance and Business Intelligence (if

used) tabs. Then it shows the possible answers for each question, the scoring category they are assigned to,
and the maximum points available for each question.
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Evaluation List

This report displays a list of evaluations with a drill-down to view details about each evaluation. It includes a
signature line for both a supervisor and an agent at the end of the evaluation details in case you need to review the
evaluation with the agent and obtain signatures.

Sample

The first level of the report is shown below.

Agent Score Form Created By Created Date Team

Karn Maldonado 100.00 Teleseraces Main Fom (1) dquinn 5232010 Risk Leads
Duryan Duracher 97.00 Collection Inbound Evaluation Fom (3] dquinn 82372010 Risk Inbound
Renae Geiger 100.00 Collection Inboun luation Form dquinn 5/23/2010 Risk Inbound
Renae Geiger £9.00 Collection Inboun ion Form dquinn 52472010 Risk Inbound
Matilda Perez 93.33 Collection Inbound Evaluation Form (3) dquinn 52472010 Risk Inbound
Lisa Ashlay 88.16 Collectipn Inbgund Evalyation Form (3) dquinn 5125/2010 Risk Inbound
Phillip Liebeld 90.26 Collection Inbeund Evaluation Form (3) dauinn 5/25/2010 Risk Inbound
April Swanson 89.13  Collection Inboun luation Form dquinn 52772010 Risk Inbound
Dave Macphail 100.00 Collection: Vendor Evaluation (1) dquinn 5/27/2010 Risk Specialists
Rashad Gresham 100.00 Collection Quitbound Evaluation Form (3 dquinn 52872010 Risk Qutbound
Griselda Memushaj 100.00 Collection Inboyund Evaluation Form (3) dquinn 5/28/2010 Risk Inbound
Grselda Memushaj 9742 Collection Inbound Evaluation Fom (3] dquinn 2292010 Risk Inbound
Griselda Memushaj 97.87  Collection Inboun luation Form dquinn 53072010 Risk Inbound
Kevin Key 94.26 Collection Qutbound Evaluation Form (3 dquinn 5/30/2010 Risk Outbound
Christi Weeks 100.00 Collection Quitbound Evaluation Form (3 dquinn 573172010 Risk Qutbound
Bruce Alldradge 100.00 Technical Support Evaluation (1) vjohnsomn 513172010 Telesenices

Mw Collection Qutbound Evaluation Ferm (3] dauj 53172010 Risk Specialists
“msllaetinn Inboun it Risk Inbound
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If the link in the third column is clicked the information below opens.

Agent Evaluation

Agent: Duryan Durecher Modified By: dquinn

Team: Riisk Inbound Modified Date: 5/23/2010 1:03:31 PM

Evaluated By: dquinn Contact Recording Date: 52272010 12:03:31 PM

Evaluated Date: 52372010 1:03:31 PM Form Used: Collection Inbound Evaluation Form
(Rewsion 3)

Score By Categories

Accuracy Skills 100.0% 2007200
Solve 100.0% 51.0/51.0
Verification 89.7% 2607290

Total: 97.0/ 100.0

Agent Performance

Was the member verfied according to policy? Yes 15.0 £ 15.0
Was the home number updatedivenfied? Mo 00730

Greaf startf in the verificalion process fo venfy the numbers on file. Venfication of the complele number is
required to confirm that the numbers listed are valid. [f the last 4 of the number is provided, asking for the
first 6 will allow update or confirmation that the number listed is comect

Was the work number updatedferified? Yes 20/20
Was the cell number updatedfverified? Yes 20/20
Was the address updatedivenfied? Yes 20/20
Was the POE updatedfiverfied? Yes 20/20
Trapped Number was captured Yes 30/30
Executes proper workflow(s) Yas BO/5D
Comectly processed workflows S: Supernor 10.0 /100
"‘L-\""“""m...\_/_\"“ w
Sections

The Agent Performance section on the second level of the report shows the questions for both the Agent
Performance and Business Intelligence (if used) tabs. Then it shows the answers assigned to each question, the
points awarded the agent, and any comments added to a question or the overall evaluation.

The Contact Data section on the second level of the report (not shown in the example above) shows the details
for the recording, such as the date, duration, call type, call direction, etc.
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Evaluation Score Ranking

This report ranks agents in order of their evaluation scores, according to the criteria selected. It displays the agents’
ranking and can also show the agents’ scores. It may be used when setting up a contest.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Forms

Only Show Evaluations

Qualify Manual Fails

Ranking Options

Score Column

Use this criterion to select one or more forms. This helps to further define the score
data to compare.

Use this criterion to narrow the data to only include evaluations with recordings or
evaluations without recordings.

Use this criterion to determine how to factor manual fails in the evaluation score
totals.

e The agent is disqualified - Any agent who received at least one manual fail on
an evaluation (for the evaluation criteria selected) is notincluded in the report.

e The evaluation score counts as zero - Any agent who received a manual fail
receives a score of 0 for the evaluation.

e The evaluation is ignored - Any evaluation that received a manual fail is
ignored in the calculation of the agent's score.

Use this criterion to rank agents by the average score (highest first or lowest first), or
by highest single score, or by lowest single score. The default setting is the highest
average score.

Use this criterion to either hide or show the score column on the report and contest
widget.

User Image Use this criterion to either hide or show the user image associated with the user
record on the report and contest widget.
Sample

Name Score Rank Points

? Brian Bell 82 1 425

2 Michael Axe 7T 2
Sue Wilbur 72 3 250
Teresa Ramirez 62 4
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NOTE This report calculates rankings using evaluations produced from an evaluation session or from a customer
survey. The ranking number does not include evaluations completed as part of a calibration project or from a quiz
score.

Sections

The Score column shows the evaluation scores for the agents according to the criteria selected, and may either
be the highest average score, the lowest average score, the highest single score, or the lowest single score
(according to the Ranking Options criterion). This column can be omitted from the report by selecting No for the
Score Column criterion.

If two agents earn the same score, they also share the same rank. For instance, if two agents tie for second
place, both will be listed with a rank of 2 in alphabetical order. The next agent on the list will receive a rank of 3.

The Rank column shows how the agent ranks among the other agents according to the criteria selected.

The Points column shows the number of reward points awarded to the agents for the evaluation criteria selected,
if the report is linked to a contest. If there is no linked contest, the Points column is not shown. The point value is
blank if the agent's score does not qualify the agent for reward points.

Widget Requirements

This report can only be included in the list of dashboard widgets if it is added to either Shared Reports or My
Reports and follows these rules:

o The selected date range for the Evaluation Date criterion must be less than 400 days.
o The Ask at Execution option cannot be selected.

The widget displays the top ranked agents in the report, up to a maximum of five agents.

CAUTION Ifthe reportis linked to a contest, you cannot display it as a widget.

Contest Requirements

A contest must have a report associated with it in order to set the details for the contest, such as the date of the
contest, the agents that can earn rewards, etc. This report can only be associated with a contest if it is added to
My Reports and follows these rules:

The selected date range for the Evaluation Date criterion must be less than 400 days.

The end date selected for the Evaluation Date criterion must be in the future.

At least one agent must be selected for Site/Team/Agent. If the Me option is selected, it will be ignored.
A ranking method must be selected for Ranking Options.

The Ask at Execution option cannot be selected.

CAUTION Ifthe reportis displayed as a widget, you cannot link it to a contest.
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Evaluation Scores by Category

This report displays a list of evaluations with a drill-down to view details about each evaluation, specifically the score
earned in each scoring category. It includes a signature line for both a supervisor and an agent at the end of the
evaluation details in case you need to review the evaluation with the agent and obtain signatures.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Scoring Category Use this criterion to determine which scoring categories, such as Process Adherence,
Product Knowledge, etc., show on the report.

Show Employee ID Use this criterion to determine whether the employee ID column shows on the report.
Column

Sample

The first level of the report is shown below.

Agent Score Form Created By Created Date Team
T1.67 Sales (1 adm 10/10/2014

Kadrica Yearby 63.75 Customer Sernvice (1 MSmith 10/30/2014 Customer Senvice
Brandy Martin 13.33 Customer Senice (1 MSmith 10/30/2014 Customer Service
Jessica Griffeth 64.29 Customer Sernvice (1 MSmith 10/30/2014 Customer Senvice
Jonathan Lane 73.33 Customer Semice (1 MSmith 10/30/2014 Customer Semvice
Thomas Waccina 72.92 Customer Sernvice (1 adm 11/3/2014 Customer Semvice
Thomas Vaccina 66.67 Customer Semice (1 adm 11/3/2014 Customer Service
Thomas Waccina 71.25 Customer Senvice (1 adm 11/3/2014 Customer Semvice
Thomas Vaccina 89.17 Customer Semice (1 adm 11/3/2014 Customer Service
Thomas Waccina 86.25 Customer Senvice (1 adm 11/3/2014 Customer Semvice
Thoemas Vaccina 86.25 Customer Senice (1 Jaustin 1/3/2014 Customer Service
Thomas Waccina 85.42 Customer Sernvice (1 Jaustin 11/3/2014 Customer Semvice
Thoemas Vaccina 8042 Customer Senice (1 Jaustin 1/3/2014 Customer Service
Thomas Waccina 88.75 Customer Senvice (1 Jaustin 11/3/2014 Customer Semvice
Thoemas Vaccina 8542 Customer Senice (1 Jaustin 1/3/2014 Customer Service
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If the link in the Form column is clicked the information below opens.

Agent Evaluation

Agent: Jonathan Lane Modified By: MSmith

Team: Customer Senvice Modified Date: 10/30/2014 2:48:18 PM
Evaluated By: MSmith Contact Recording Date: 10/30/2014 6:58:27 AM
Evaluated Date: 10/30/2014 2:43:18 PM Form Used: Customer Service (Revision 1)

Score By Categories

Company Advocate 100.0% 10.0/10.0
Customer Advocate 50.0% 10.0/20.0
Knowledge/Expertise 0.0% 0.0/00
Process Adherence 100.0% 10.0/10.0
Respect/Professionalism 70.0% 14.0/20.0

Agent Performance

Introduction

Did the agent effectively identify self and the company? V: Very Effectively 10.0 /10.0
Did the agent properly verify customer? Y: Yes 10.0 /10.0
Did the agent listen carefully, i.e. customer did not need to N: Mo 0.0/1040

repeat information?

Did the agent let the customer complete request without V: Very Effectively 10.0 /10.0
interruptions?
Did the agent fully understand request (0 - not understand)? 10 10.0/710.0
If the agent needed clarfication, was clarification asked MN: Mot Respectfully 4.0/100
respectfully?

Request Fulfillment

Did the agent identify what was being done so there were  <N/A> 0.0/10.0
no awkward silences?

hold procedures effectively 0.0/100

Sections

The Score By Categories section on the second level of the report (shown above) lists each scoring category
and the total points awarded in each category to the agent on this evaluation .

The Agent Performance section on the second level of the report (shown above) lists the questions for both the
Agent Performance and Business Intelligence (if used) tabs. Then it shows the score given to each question, the
points awarded the agent, and any comments added to a question or the overall evaluation.
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Evaluator Calibration

This report displays the evaluators' scores for a specific calibration project and compares each score to the average
and the selected baseline evaluation.

Criteria

The following criteria are unique to this report and are explained below for clarification.

NA Questions Use this criterion to determine how to display questions marked as Not Applicable (NA). If
this criterion is not defined, then the default is to ignore a question that was scored as NA by
at least one person.

| Project Name || Use this criterion to view evaluator's scores per project. |

Sample
Evaluator Calibration Report

Project: John Adams Sales Call Report Date: 11/11/2011 08:42:08
Baseline Evaluator: Carl Anderson

Evaluators Score Baseline & Baseline & % Average & Averaged %
Carl Anderson 79,45 000 0.00% 027 0.38%
Carel Wiliams 20.51 106 1.32% 133 1.65%
Forest Johnson 79.65 020 0.25% 047 0.58%
Joan Waters 74.20 -82% -7.08% -488 -6.72%
John White 81.45 200 2.465% 227 2.78%
Susan Day 82581 306 3.71% 333 4.08%
Tamismith 79.50 005 0.0&% 032 0.80%
William Banks 76.20 -325 -4 2T% -288 =3.92%

Average: | 7948 027] ____0s% 000 _0.11%]

Baseline A %

-0.08 -0.07 -006 -005 -00d 003 002 001 O 001 002 003 004 005

Carl anderson J
camlwillams .
Farest Johnson : |
Joan Watars S R — s
Johin white i)
Susan Cay et
Tamismith ]
e

Willam Eanks
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Drill-Down

The Project name shown in the report header is a drill-down link that opens the Evaluator Calibration — Recording
report. To return to the Evaluator Calibration report, click the Back arrow button in the report toolbar.

NOTE When the reportis exported as an Excel, Word or PDF file, all drill-down links are disabled.

Header Details

Header details that are unique to this report are explained below:
Project shows the name of the project and links to the drill-down report, Evaluator Calibration — Recording.
Report Date shows the timestamp when the report is run.

Baseline Evaluator shows the evaluator selected in the project as the baseline.

Columns

Columns that are unique to this report are explained below:
Evaluators shows all evaluators assigned to this project.

Score shows the average score assessed by the evaluator. This is noted as the Evaluator's Score in the
descriptions below.

Baseline A is calculated using this formula: Baseline Evaluator's Score — Evaluator's Score.

Baseline A% is calculated using this formula: (Baseline Evaluator's Score — Evaluator's Score)/Evaluator's
Score.

Average A is calculated using this formula: Average Score — Evaluator's Score.

Average A% is calculated using this formula: (Average Score — Evaluator's Score)/Evaluator's Score.
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Evaluator Calibration — Category

This report displays the evaluators' scores for a specific form, recording and scoring category. It compares each
score to the average and the selected baseline evaluator.

Notes

o Only available as a drill-down by clicking the Form name on the Evaluator Calibration — Recording report.
o No criteria buttons are available for this report since it is only available as a drill-down report.

Sample
Evaluator Calibration Report

Project: John Adams Sales Call Report Date: 11/11/2011 08:42:08
Form: Customer Service Recording: 01Z15Z5F
Scoring Category:  Introduction
Basaling Evaluator: Carl Anderson Agent: John Adam s
Evaluators Score Bazaline & Basaling & % Average & Avarape O %
Carl Anderson 78.458 0.00 0.008 027 0.345%
Carol Williams £0.51 106 1.32% 133 1,685
Forest Johnson 79.65 020 0.25%% 047 0.55%
Joan Waters 74.20 -5.25 -7.08% -458 -6 72%
John White 21.45 200 2.46% 227 2.78%
Susan Day 8251 306 3.71% 333 4.08%
TamiSmith 73.50 005 0.08% 032 0.40%

William Banks 76.20 -3.25 -4 275 -298 -3.925%

m—mm

Baseline A %

-0.08 -007 006 -0.05 -000d -003 -0.02 -0.01 [+ 00 002 003 004 005
4 kB ' = ¥

Carl anderson
carclwillmms
Forest ohnson
Joan Waters
dshn White
susan [ay

Tamismith

Willam Banks
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Drill-Down

The Scoring Category name shown in the report header is a drill-down link that opens the Evaluator Calibration —
Question report. To return to the Evaluator Calibration — Category report, click the Back arrow button in the
report toolbar.

NOTE When the reportis exported as an Excel, Word or PDF file, all drill-down links are disabled.

Header Details

One header detail is unique to this report:

Scoring Category shows the name of the scoring category with a drill-down link to Evaluator Calibration —
Question.

Columns

The columns on this report are identical to those on the Evaluator Calibration report.
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Evaluator Calibration — Question

This report displays the evaluators' scores for a specific form, recording, category and question. It compares each
score to the average and the selected baseline evaluator.

Notes

o Only available as a drill-down by clicking the Scoring Category name on the Evaluator Calibration — Category

report.
« No criteria buttons are available for this report since it is only available as a drill-down report.

Sample
Evaluator Calibration Report
Project: lohn Adams Sales Call Report Dete: 11/11/201108:42:08
Form: Customer Service Recording: 01Z15Z5F

Secoring Category: Inro duction
Questien: Did agent verify customer's information correctly?

Baseline Evaluator: Carl Anderson Agent: lohn Adams
Evaluators Score Baseline & Baseline & 5% Average 4 Average A %
Carl Anderson 79.45 000 0.005% 027 0.38%
Carcl Williams 80.51 106 1.35 133 1.65%
Forest Johnson 79.65 020 0.25% 047 0.55%
Joan Waters 74.20 -52%8 -7.08% -4598 -6.72%
Jehn White 81.45 200 2,463 227 2.78%
Susan Day 82.51 306 3.71% 332 4.08%
TamiSmith 79.50 005 0.065% 032 0805
William Banks 76.20 -325 -4 27 -258 -3.90%
Average: | 7918 027  -0M%| 000 -011%
Baseline A %
008 -0.07 006 005 -00d 003 002 000 O 001 002 003 004 005
Carl anderson
Caml willams |
Forest Johnson |
Joan vatars | T —————]
John White o |
susan Cay ET————
Tamismith e
willam Banks > A= 3}
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Header Details

One header detail is unique to this report:

Question shows the text for the question.

Columns

The columns on this report are identical to those on the Evaluator Calibration report.
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Evaluator Calibration — Recording

This report displays the evaluators' scores for a specific form and recording. It compares each score to the average
and the selected baseline evaluator.

Notes

o Only available as a drill-down by clicking the Project name on the Evaluator Calibration report.
o No criteria buttons are available for this report since it is only available as a drill-down report.

Sample
Evaluator Calibration Report
Project: John Adams Sales Call Report Date: 11/11/2011 08:42:08
Form: CustomerService Recording: 01Z15Z5F
Basaline Evaluator: Carl Anderson Agant: John Adams
Evaluators Score Basaling & Basaling & % Avarape & Avarape o %
Carl Anderson 7845 0.00 0.00% 027 0.34%
Carcl Williams £0.51 108 133 133 1.65%
Forest Johnson 79.65 020 0.25% 047 0.59%
Joan Waters 7420 -5.25 =7.085% -498 -6.72%
Jehn White g1.45 2100 2.46% 227 2.78%
Susan Day 82,51 3.06 3.71% 333 4.03%
Tami Smith 79.50 0.05 0.06% 032 0.405%
William Banks 76.20 -3.25 -4.2T% -298 -3.92%

Baseline A %

-008 -007 -006 -005 004 -003 -002 -0.0d 1] 001 ©002 003 004 005

3 " — v 4 - T .
Carl anderson
Caml willams
Forest Johnson
Joan Waters
John whre
susan Cay

Tamismith

Willam BEanks
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Drill-Down

The Form name shown in the report header is a drill-down link that opens the Evaluator Calibration — Category

report. To return to the Evaluator Calibration — Recording report, click the Back arrow button in the report toolbar.

NOTE When the reportis exported as an Excel, Word or PDF file, all drill-down links are disabled.

Header Details

Header details that are unique to this report are explained below:

Form shows the name of the form with a drill-down link to Evaluator Calibration — Category.
Recording shows the name of the recording selected in the project.

Agent shows the name of the agent associated with the recording.

Columns

The columns on this report are identical to those on the Evaluator Calibration report.
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Evaluator Productivity

This report illustrates the productivity of the evaluators and helps a manager determine if an:

o Evaluation team is productive.
o Evaluator is working more efficiently than another.
o Evaluatoris truly listening to the entire recording before scoring the agent’s performance.

This report also displays the number of evaluations completed throughout the day. It may help a manager to
determine the time of day in which an evaluator may be more productive.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Forms Use this criterion if you would like to view information about how an evaluator
scored agents using a particular form.

Recordings Time Filter With this criterion, you can select a certain time of the day to include in the report.
Since itis best to eliminate lunch or break periods from the report, itis
recommended that you set this criterion for the most productive times of the day. As
an example, if the time filter is set from 8:00 AM to 12:00 PM and the report
includes multiple days, the report shows recordings that occurred during that time
period only for each day requested in the Recording Date criterion.

Sample
Evaluator = Evaluations ~ Average = Average * Average < Recording Time
Completed Completed Recording Evaluation to Evaluation
per Hour Length Time Time Ratio
dquinn 65 1 00:01:24 00:16:05 1: 115
vjohnson 3 0 00:02:13 00:12:54 1:5.6
Evaluator Productivity Chart
6=
5
B
w 34
=
0
g = ! g ] g g8 ] =1
¥ 2 L o iad = g - b
Axis Title
E dquinn vjohnson
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Columns
Columns that are unique to this report are explained below:
Evaluations Completed is the total amount of evaluations completed by the evaluator.
Average Completed per Hour is the average number of evaluations completed by each evaluator per hour.

Average Recording Length is the average length of recordings assessed by the evaluator. Calculated as: <total
duration for all recordings assessed by the evaluator> / <number of recordings assessed by the evaluator>.

Average Evaluation Time is the average evaluation time for each recording for the evaluator. Calculated as:
<total duration of evaluations completed by the evaluator> / <number of evaluations completed by evaluator>.

Recording Time to Evaluation Time Ratio is the ratio of recording time in seconds to evaluation time in seconds.

Encore Report Guide

78



Evaluator Productivity Per Time Period

This report displays how productive an evaluator is during a certain time period and helps to compare productivity
among all evaluators.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Form / Category / Question

Report Grouping

This enables the report to include selected evaluation forms, scoring categories,
and/or evaluation questions. Select the form and the revision number at the top of
the window and the scoring categories and questions open in the other windows.
Then select the scoring category and/or the questions to include on the report.

This enables you to group the information in various ways, such as by form,
scoring category, etc. If you select:

e Form, you can view evaluations by the form used to evaluate the recording.
¢ Site Then Form, you can view evaluations by site and then the form used to
evaluate the recording.

Encore Report Guide

Time Period This is the time interval used in the blue columns. The sample below shows the
time interval in months. You may also choose time intervals of daily, weekly, or
yearly.

Sample
January | February | March Total
2011 20m 2Mm
Administrator Num Evals: 0 [ 9 15
Awy Score: 58,39 BD.48 60.04
Awg Talk Time:| 000000 O00:00:28) 00:01:31 00:01:06
Avg Task Time:| 000000 00:00:43) 000559 00:03:53
collection Hum Evals: 0 B o B
Avg Score: a1.97 197
Avy Talk Time:| 00:00000) O00:00:53) 00:00:00 D0:00:58
Avg Task Time: | 00:0000) O0:00:44) 000000 00:00:44
collection? Hum Ewvals: | 0 o 28
Avy Score: 8285 82.85
Avyg Talk Time: | 00:04:06] 00:00:00) O0:00:00 00:04:06
Avg Task Time: | 00:12:39) 00:00:00) 00:00:00 DD:12:39
collection3 Hum Evals: 2 0 0 2
Avy Score: 7738 7739
Awg Talk Time: | 00:05:47 | 00:00:00) 00:00:00 D0:05:47

— Avvq Task Time:| 00:17:56 'm.ﬂ:l.l:ﬂ_h 00:00:00 00:17:56

ot Evals: | =
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Columns

The first column on this report lists each evaluator included on the report. Other information that is unique to this
report is explained below:

Num Evals shows the number of evaluations completed by the evaluator for the date range selected.
Avg Score is the average score assessed by the evaluator on all evaluation forms for the date range selected.

Avg Talk Time is the average duration of all recordings related to evaluations created during the date range.
Calculated as: <total duration of all recordings> / <number of recordings>.

Avg Task Time is the average duration of time spent evaluating calls made during the date range selected.
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Evaluator Scores by Question

This report summarizes an evaluator's grading behavior, comparing the evaluator's average score assessed for each
question to the average system score. You may find this information helpful when comparing how evaluators score a
particular question or set of questions in order to focus on managing or training evaluators.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Forms Use this criterion if you would like to view information about how an evaluator
scored agents using a particular form.

Recordings Time Filter With this criterion, you can select a certain time of the day to include in the report.
Since itis best to eliminate lunch or break periods from the report, itis
recommended that you set this criterion for the most productive times of the day. As
an example, if the time filter is set from 8:00 AM to 12:00 PM and the report
includes multiple days, the report lists recordings that occurred during that time
period only for each day requested in the Recording Date criterion.

Sample
Site Evaluator = CQuestion > # of * Average - Awverage - Difference >
Evals Evaluator System
Score Score
Site 1 dguinn ¥ fiden 8 100.00 100,00 0.00
Site 1 dguinn Y r in k4 i 100.00 100.00 0.00
Site 1 dguinn Proper identification prowv 3 100.00 100.00 0.00
Site 1 dguinn Listened fully and attentively to the calles a 100.00 100,00 0.00
Site 1 dguinn Professipnalism an iage w riate whil d 100.00 100.00 0.00
Site 1 inm id th realy b mprehend th 3 100.00 100.00 0.00
Site 1 dguinn Was information about specific accounts propedy notated? 8 100.00 100.00 0.00
Site 1 dguing Il was cl ropedd i 100.00 100.00 0.00
Site 1 dguinn Took [ mership of call im or [l 5 T5.00 T5.00 0.00
Site 1 dguinn fiden 7 5 80.00 80.00 0.00
Site 1 dguinn splanation/coachin ided is clear and understandabl § 6000 £0.00 0.00
Site 1 inm Representative asked approprate questions 1o gain 5 76.00 76.00 0.00
Site 1 dguinn { i e I: i I 5 80.00 #0.00 0.00
Site 1 dquinn ilizes ¢ rces when un f proper pr re (R ] 0.00 0.00 0.00
Site 1 dguinn Decision given was within representative’s authodty (as 5 0.00 0.00 0.00
Site 1 dguinn Vas the membar varif rdin licy? G0 94 92 94.92 0.00

Site 1 - he home number Merfied? 8393 §3.93 0.00
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Columns
Columns that are unique to this report are explained below:
# of Evals is the number of evaluations that included this question.

Average Evaluator Score is the average score an evaluator has awarded to a specific question. Calculated as:
100 x <sum of all earned points awarded by the evaluator for a question> / <sum of all possible points awarded
by the evaluator for a question>.

Average System Score is the average score awarded to a question by all evaluators. Calculated as: 100 x <sum
of all earned points for a question>/<number of possible points for a question>.

Difference is the Average Evaluator Score minus the Average System Score. If the Average Evaluator Score is
less than the Average System Score, this number is highlighted in red.
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Form Usage By Time Period

This report helps you check how often a specific form is used. It may point toward the effectiveness of a particular
form and help to clear out forms that are not used often.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Report Grouping This enables you to group the information by site, so that you can see which site is
using which forms more often and compare that information to its service or sales
results. When using this criterion, a graph is included for each site.

Time Period Use this criterion to group information by Daily, Weekly, Monthly, or Yearly time
periods shown in the blue columns of the report.

Sample
January  February June Total
2011 2011 2011

Card Processing Evaluation 0 0 1 —
Collection Inbound Evaluation ... 35 0 0 “
Collection Qutbound Evaluation... 25 0 0 “
Collaction: Vendor Evaluation 8 0 0 “
Insurance Evaluation 0 0 1 —
Technical Support Evaluation 2 0 0 “
Teleservices Call Quality Eval... 2 0 ] n
Teleservices Main Form 3 2 1] “

Total 75 2 2 B

Columns

This report lists the form names in the first column and the number of times they are used to create an evaluation
in each blue column.
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Hold Time Ranking

This report ranks agents in order of their hold time duration, according to the criteria selected. It displays the agents’
ranking and can also show the agents’ hold time duration. It may be used when setting up a contest.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Hold Time Use this criterion to filter by a certain hold time. If this criterion is not specified, then all
recordings are included when calculating agent ranking, including recordings with no
hold time (i.e. where hold time equals 0:00:00).

Hold Time Column Use this criterion to either hide or show the hold time as a separate column on the
report or contest widget.

Ranking Options Use this criterion to rank agents by the average hold times (highest first or lowest first),
or by highest single hold time, or by lowest single hold time. The default setting is the
lowest average hold time.

Recording Date Use this criterion to define the period during which the hold times are collected and
compared.
Recordings Time Filter Use this criterion to define a single time range in which to review hold times (in 15-

minute increments).
Site/Team/Agent Use this criterion to define the agents to be compared.

User Image Use this criterion to either hide or show the user image associated with the user
record on the report or contest widget.

Sample
Name Hold Time Rank Points
Abigail Urguizo 1:10 1 355
c .Y Alejandro 1:55 2 300
J‘B d Barahona
-

F Alex Manasan 2:30 3 250
-

ﬂ Allison Benedict 305 4 200
g Ameka Phillips 3.45 5 125

o
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Sections

The Hold Timecolumn shows the hold time for the agents according to the criteria selected, and may either be
the highest average hold time, the lowest average hold time, the highest single hold time, or the lowest single

hold time (according to the Ranking Options criterion). This column can be omitted from the report by selecting
No for the Hold Time Column criterion.

If two agents have the same hold time, they also share the same rank. For instance, if two agents tie for second
place, both will be listed with a rank of 2 in alphabetical order. The next agent on the list will receive a rank of 3.

The Rankcolumn shows how the agent ranks among the other agents according to the criteria selected.

The Points column shows the number of reward points awarded to the agents for the criteria selected, if the
report is linked to a contest. If there is no linked contest, the Points column is not shown. The point value is blank
if the agent's hold time does not qualify the agent for reward points.

Widget Requirements

Encore uses the hold times for each agent's recordings to determine the ranking for this report's widget. This
report can only be included in the list of dashboard widgets if it is added to either Shared Reports or My Reports
and follows these rules:

o The selected date range for the Recording Date criterion must be less than 400 days.
e The Ask at Execution option cannot be selected.

The widget displays the top ranked agents in the report, up to a maximum of five agents.

CAUTION Ifthe reportis linked to a contest, you cannot display it as a widget.

Contest Requirements

A contest must have a report associated with it in order to set the details for the contest, such as the date of the
contest, the agents that can earn rewards, etc. This report can only be associated with a contest if it is added to
My Reports and follows these rules:

The selected date range for the Recording Date criterion must be less than 187 days.

The end date selected for the Recording Date criterion must be in the future.

At least one agent must be selected for Site/Team/Agent. If the Me option is selected, it will be ignored.
A ranking method must be selected for Ranking Options.

The Ask at Execution option cannot be selected.

CAUTION Ifthe reportis displayed as a widget, you cannot link it to a contest.
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KPI Comparison Chart

This report displays the average score assigned by each evaluator for each question or Key Performance Indicator
(KPI) in graph form.

Notes

« Questions that are answered with text entries are not included in this report.

o If aquestionis answered for a recording created during the specified date range, it is included in this report. If
you see a question missing from the report, it has likely not been answered for a recording created during the
date range.

« Questions that are not answered by evaluators may be automatically marked as Not Applicable (NA). These
zero point questions are not included in the calculations for this report.

o If anevaluation is marked as a Manual Fail, all questions on the form are assessed a zero score. These zero
scores are included when calculating the total average score assigned by the evaluator.

Criteria

Most criteria on this report are easy to understand; however, it is important to emphasize that you must select up
to five questions and five evaluators in order to run the report. If you need to run the report for several questions
and evaluators, select five at a time and generate the report multiple times.

Sample

Index:260 Revision:4
Actively listens with intent to serve the caller

; scheatham
Ll

mpena

0 20 40 &0 80 100

Score

Index:TT Revision:3
Adhered to One and Done (took ownership, used resources)

scheatham

Evaluator

0 20 40 60 80 100

Score

Index:238 Revision:1

’.ﬂ-——*mu,hy' representative is accurate an __Ehllshad policies &
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KPI Comparison Report

This report lists the average score given by each evaluator for each Key Performance Indicator (KPI). It can help you
determine if the evaluation team is scoring questions/KPIs in a similar manner.

Notes

o Questions that are answered with text entries are not included in this report.

o If aquestionis answered for a recording created during the specified date range, it is included in this report. If
you see a question missing from the report, it has likely not been answered for a recording created during the
date range.

« Questions that are not answered by evaluators may be automatically marked as Not Applicable (NA). These
zero point questions are not included in the calculations for this report.

o If anevaluation is marked as a Manual Fail, all questions on the form are assessed a zero score. These zero
scores are included when calculating the total average score assigned by the evaluator.

Sample
[- % =1 =
=

E 3 l.;f E

2 = -
a - ; §
= =

3

Index Rev. Cuestion
56 3 Tone of veice was appropnate and confidence was eadent 100% % s 0%
To 3 Asked questions for clanty and understanding 0% 0% 100% 0%
T 3 Adhered to One and Done {took ownership, used resowces) 0% % 50% 0%
149 T Execules proper workfiow when applhcable and includes all necessary document ation (includes 0% 100% % 0%
propér date, amount and lollow-up date)?
197 2 Was the address updated’venfied? % % % 0%
158 1 Was a proper greeting used? 100% % s 0%
159 1 Proper identification proaded 100% % 1Y 0%
200 1 Listened fully and attentrvely to the caller 100% % % 0%
201 1 Professionalisen and verbiage was appropaate while mantaning good vendar rappon 100% % % 0%
202 2 Dvd the riprasantatng actroily hiten bo comprahaend the problem and offed apphcable resolution 100% (i 0% o8
{(VWhen Applcable)

203 1 Was miormation about specific accounts property notated? 100% 0% 0% 0%
204 1 Call was closed properly 100% 0% 0% 0%
‘E‘-_‘:l'___l.m_muncq_a.l_e_ ownership of call in order to provide resolution for ¢ B T5% 0% 0% 0%

= --""'ﬁmfi}ﬂw_ S Rﬂ::p_\_ : 0% v

Columns

Columns that are unique to this report are explained below. The blue columns on the right side of the report
shows all the evaluators and the average scores they have assigned to questions for the selected date range.

Index is the internal system number assigned to the question.

Rev. is the revision number assigned to the question. When a question is modified, the system does not delete
the previous version of the question since it may have evaluation answers attached to it. Instead, the system
assigns a new revision number to it.
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Overdue Assignment List

This report displays a detailed list of overdue assignments that have been assigned to agents.
Criteria

The following criteria are unique to this report and are explained below for clarification.

Assignment Date The date an assignment was created.
Recipient The user who was assigned the module by the sender.
Sender The user who assigned the module to the recipient.
Site All assignments created for agents at each site.
Sample
Status = Priofity = Assignment 2 D + Duration * Comment Sender = Recipient Assigned  *
Date Date
Orverdue 3 Employee Conducl 132012 3 Rhonda Adams Kenvin Smith 1262012
9:43:49 PM F 4349 PM
Orverdue 1 How to lislen and ask AR2TR012 1 Rhonda Adams Kevin Smith 262012
good questions S4349 PM F4349 PM
Columns

Columns that are unique to this report are explained below:
Priority is the priority level assigned to the eCoaching module.

Duration is the number of hours it takes to complete the eCoaching module.
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Peak Period Daily

This report displays the number of recordings made on different days of the week. This report helps to:

« Determine the busiest day of the week for any time period selected, such as month, quarter, or year.
o lllustrate the peak periods as a graph and in data form.
« Provide a different view of data reported on the Call Distribution report.

Sample
Humber of Recordings Per Day of Week

&000

% 4000

B

o

E 2000

2

1]
Manday Wedresd sy Frday
Eunday Tueesday Thursday Eatunday
Humber of
Recordings
Sunday 0
Monday 5,288
Tuesday 4.302
Wednesday 480
Thursday
Friday
Saturday 0
Columns

The Number of Recordings column lists the number of recordings created during each day of the week for the
selected date range. The graph at the top of this report shows the same information as an illustration.

Widget Requirements

This report can only be included in the list of dashboard widgets if it is added to either Shared Reports or My
Reports and follows these rules:

o The selected date range for the Recording Date criterion must be less than 187 days.
o The Ask at Execution option cannot be selected.
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Peak Period Hourly

This report displays the number of recordings made on different days of the week. This report helps to:

« Determine the busiest day of the week for any time period selected, such as month, quarter, or year.
o lllustrate the peak periods as a graph and in data form.
« Provide a different view of data reported on the Call Distribution report.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Granularity This is the time interval shown in the left column of the report. The number of
recordings can be shown in 15 minute, 30 minute, or 1 hour intervals.

Recordings Time Filter This enables you to set the time period for the report. If you want to view calls made
between 8:00 AM and 5:00 PM, move the slider to include these times. Any calls
created outside of this time period are notincluded in the report. If no time period is
selected, the reportincludes all 24 hours.

Sample
Number of Recordings Per Time Period
1850
= 140
£ 1
1000
k] 8%
&0
420
i =
8
05:00 AM 11:00 AM 01:00 P 03:00 PM 05:00 P11
08:00 AM 10:00 AM 12200 PM 02:00 PM 04:00 PM
Time
Humber of
Recordings
8:00:00 AM . 9:00:00 AM 582
9:00:00 AM . 10:00:00 AM 1,423
10:00:00 AM - 11:00:00 AM 1,114
11:00:00 AM - 12:00:00 PM 1.157
12:00:00 PM - 1:00:00 PM 954
1:00:00 PM . 2:00:00 PM 883
2:00:00 PM . 3:00:00 PM 912
3:00:00 PM - 4:00:00 PM 1,043
4:00:00 PM - 5:00:00 PM 1.026
5:00:00 PM - 6:00:00 PM an

Columns

The Number of Recordings column lists the number of recordings created during each day of the week for the
selected date range. The graph at the top of this report shows the same information as an illustration.
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Widget Requirements

This report can only be included in the list of dashboard widgets if it is added to either Shared Reports or My
Reports and follows these rules:

o The selected date range for the Recording Date criterion must be less than 187 days.
o The Ask at Execution option cannot be selected.

This report widget shows a maximum of 12 time slots. Set the 12 hours you want to view on the widget by
selecting the time range in the Recordings Time Filter criterion. For example, this report has the Recordings Time
Filter criterion set to 10 am — 8 pm:

Peak Period Hourly - 2

rzoorm N @
G600 PM | D

500 PM | O

+z00 P4 [N @

s:00 P |
zzoorv [ :

1:00 P 2
12:00 PM | D
11:00 A |0

10200 AM 1

By contrast, this report has no criteria set in the Recordings Time Filter, so the widget automatically shows the
first 12 slots which start at midnight and end at 11 am:

Prak Period Hourly v

11:00 AM (O

10:00 AM | ] 1
S0 AM
B:00 AM
£:00 AM
5:00 AM
5:00 AM

4:00 AM

3:00 AM

o O o o o o O O

2300 AM

ey B

12:00 AM (D
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Post Contact Survey — Average Score by Question

This report displays the average score for each question on a survey evaluation.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Project Name Use this criterion to view question scores per survey project.
Sample
Post Contact Survey
Average Score by Question
Project: Customer Care - Team 1 Report Date: 11/11/2011 08:42:08
Form: Customer Care Survey Evaluation Date: 12/3/2011 - 5/5/2012

Average Possible Average

Question Foints Points Score
Actively lismens with intent 1o serve the caller 8.00 10.00 80.00
Answer given by representative is accurate and in keeping with published

policks & procedures 17.50 20.00 £87.50
Ask affective open and closed quesTions to UNcover needs? 8.25 10.00 82.50
Did the agent accurately complate order information? 5.12 10.00 9120
Did the agent present inform ation in dear, easy to understand language? 7.40 10.00 74.00
Obtained caller permission to be put on hold? 24.60 30.00 82.00

Header Details

Header details that are unique to this report are explained below:
Project shows the name of the project.

Report Date shows the timestamp when the report is run.

Form shows the name of the form associated with the survey project.

Columns

Columns that are unique to this report are explained below:
Average Points shows the average score received by agents.
Possible Points shows the total number of possible points an agent may earn for the question.

Average Score is calculated using this formula: (Average Points/Possible Points) x 100.
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Quiz Score Ranking

This report ranks agents in order of their quiz scores, according to the criteria selected. It displays the agents’
ranking and can also show the agent’s quiz scores. It may be used when setting up a contest.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Quiz Select one or more quizzes to be compared. If no quiz is selected, then all quiz forms
are used to aggregate the score data.

Quiz Date Define the period during which quiz scores are collected and compared.

Ranking Options Choose to rank agents by the average score (highest first or lowest first), or by highest
single score, or by lowest single score. The default setting is the highest average
score.

Score Column Choose to either hide or show the score column on the report or contest widget.

Site/Team/Agent Define the agents to be compared.

User Image Choose to either hide or show the user image associated with the user record on the

report or contest widget.

Sample

Name Score Rank Points
Abigail Urguizo a2 1 575
‘ ) Alejandro 79 2 405

tﬁ, g Barahona

- P

Alex Manasan 70 3 a7s
Allison Benedict 68 4 345
Ameka Phillips 61 5 05

\ |
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Sections

The Score column shows the quiz scores for the agents according to the criteria selected, and may either be the
highest average score, the lowest average score, the highest single score, or the lowest single score (according
to the Ranking Options criterion). This column can be omitted from the report by selecting No for the Score
Column criterion.

If two agents earn the same score, they also share the same rank. For instance, if two agents tie for second
place, both will be listed with a rank of 2 in alphabetical order. The next agent on the list will receive a rank of 3.

The Rank column shows how the agent ranks among the other agents according to the criteria selected.

The Points column shows the number of reward points awarded to the agents for the criteria selected, if the
report is linked to a contest. If there is no linked contest, the Points column is not shown. The point value is blank
if the agent's score does not qualify the agent for reward points.

Widget Requirements

Encore uses the quiz score earned by each agent to determine the ranking for this report's widget. This report
can only be included in the list of dashboard widgets if it is added to either Shared Reports or My Reports and
follows these rules:

o The selected date range for the Quiz Date criterion must be less than 400 days.
e The Ask at Execution option cannot be selected.

The widget displays the top ranked agents in the report, up to a maximum of five agents.

CAUTION Ifthe reportis linked to a contest, you cannot display it as a widget.

Contest Requirements

A contest must have a report associated with it in order to set the details for the contest, such as the date of the
contest, the agents that can earn rewards, etc. This report can only be associated with a contest if it is added to
My Reports and follows these rules:

The selected date range for the Quiz Score Date criterion must be less than 400 days.

The end date selected for the Quiz Score Date criterion must be in the future.

At least one agent must be selected for Site/Team/Agent. If the Me option is selected, it will be ignored.
A ranking method must be selected for Ranking Options.

The Ask at Execution option cannot be selected.

CAUTION Ifthe reportis displayed as a widget, you cannot link it to a contest.
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Recording Analysis Detail

This report provides details about agents and the calls they have handled.
Criteria

The following criteria are unique to this report and are explained below for clarification.

Call Direction Use this criterion to show calls that were either incoming, outgoing or both call

directions on the report.

| Report Grouping || Use this criterion to group the data by day or week.
| First Day of Week || Set the first day of the week as either Sunday or Monday.
Sample

Recording Analysis Detail

Report Date: Tuesday, May 29, 2018 12:55 PM
Recording Date: 4/1/2018 12:00:00 AM - 4/30/2018 11:59:59 PM

Report Grouping: Day

Account Protection (1 Agents)

Agent Name First Last Recordings  Incoming Outgoing Internal External AwgCall Calls Awvg Hold
Length Per Time
Hour
Lopez, April 412002013 412002018 0 00:02:48 2.00 00:00:00
420/2018 J14PM 321 PM

N

Agent Name First Last Recordings  Incoming Outgoing Internal External AwgCall Calls Awvg Hold
Length Per Time
Hour
Herman, Angelica 42002013 412002015 2 0 a 0 0 00:02:00 2.00 00:00:00
420020158 J14PM F21 P
Medina,Elias 472002013 412002018 0 00:02:47 2.00 00:00:00
42012018 J14PM F22PM

Team Totals: 400018 4200018 D0:02:23 00:00:00
3:14 PM 3:22 PM
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Columns
Columns that are unique to this report are explained below:
Agent Name includes both the name of the agent and either the day or week in which the data occurred.
First is the date and time of the first recording in this set of data.
Last is the date and time of the last recording in this set of data.
Recordings shows the total number of recordings in the data set.
Incoming shows the number of incoming calls in the data set.
Outgoing shows the number of outgoing calls in the data set.
Internal shows the number of calls made inside the organization that are included in the data set.
External shows the number of calls made to parties outside the organization that are included in the data set.
Avg Call Length shows the average length of a call in this data set.
Calls Per Hour shows the average number of calls this agent handled each hour for this data set.

Avg Hold Time shows the average hold time for all calls included in this data set.
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Recording Distribution Over Time

This report displays the number of recordings created for ports during the defined time intervals, and helps to pinpoint
the time of day when ports are most busy with recorded calls. It can provide information for up to five extensions at a

time.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Extension (Limit 5)

Granularity

Recordings Time Filter

Sample

F O Recordings

09:00
10:00
11:00
12:00
13:00
14:00
15:00
16:00
Total:

000 A4

Only five extensions can be selected at a time on this report in order for it to run.

This is the time intervals shown in the left column of the report. The number of
recordings can be shown in 15 minute, 30 minute, or 1 hour intervals.

With this criterion, you can select a certain time of the day to include in the report. If the
day begins at 8:00 AM and ends at 5:00 PM, set this criterion to include these times.
Any recording occurring outside of these times will not be included on the report.

Ports Loading Per Time Period

1000 A4

11:00 AM

12200 PR

Extension Extension Extension

300
250
200
150
100
50
1]
3 2
= =
o ==
1039
. 09:00 42
-10:00 131
-11:00 ]
-12:00 251
-13:00 133
- 14:00 162
-15:00 178
- 16:00 170
- 17:00 208
1,604
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1040

12
o7
a7
oo
43
107
135
131
126
847

1048

B O == O} k) OB W B D

I
(LX)

B 1048
1040
. 1039

100 P
00 Fia
1]

400 Pid

Total

54
2682
328
354
228
215
Jue
301
kET)

2473
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Columns
The extension columns, such as Extension 1039, show the number of recordings created during the time interval

noted. If this report is run for multiple days, it displays the total number of recordings created during the hour for
every day included in the date range.
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Recording Distribution Top 20

This report displays the top 20 extensions that have the highest number of recordings made during the selected date
range. At the end of the report, a graph illustrates the data. This report helps to:

« Show the extension with the most recordings for diagnostic purposes.

o Tell amanager which agent is making the most recordings; who is the most active.
Identify agents that have the highest number of recordings created in order to determine if this agent may
need to adjust his sales approach, etc. Forinstance, an agent with many recordings may be rushing the
process and might possibly sound pushy or abrasive to customers. There could be several reasons for
looking into the agents who have the highest number of recordings.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Ranked by This criterion enables you to choose how the information is ranked. These options are available:

e Number of Recordings
e Average Talk Time
e Total Talk Time

Sample
Extension Agent Login ID Humber of Recordings
1890 11096 303
1008 10716 230
1821 11852 220
1597 B0G 217
1989 11879 217
1592 808 211
1719 10100 206
1839 10364 198
1842 10331 195
1868 11138 186
1578 804 186
1846 11906 181
1807 11348 178
1845 11120 175
1843 11031 172
1847 10628 172
1579 821 166
1896 11034 155
Hl"'"'_'“‘ _y_‘\ﬁ 153
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Columns
Number of Recordings is the total number of recordings for the extension.

Average Talk Time (not shown on the sample above) is the average recording time. Calculated as: <total
duration of all recordings> / <number of recordings>.

Total Talk Time (not shown on the sample above) is the total amount of recording time.
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Reward Points Statement

This report is a log of all reward point transactions. It is helpful in the following tasks:

« View a history of contest activity including which agents earned points and how contest points are spread
across the team or organization.

¢ Review reward points by agent.

o Verify the manual adjustments.

Base filters are applied for the user running this report.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Contest Name Use this criterion to select the contest(s) you would like to view on the report. If this criterion
is not selected, all contests show on the report.

Reward Name Use this criterion to select the reward you would like to view on the report. If this criterion is
not selected, all rewards show on the report.

Transaction Use this criterion to filter the data by these transaction types: earned points, redeemed
points, or adjustments. If this criterion is not selected, all transaction types show on the
report.

Sample

NOTE By default, the reportis sorted by date with the most recent date showing first. If no criteria are
selected for the report, the most recent transaction for each agent matches that agent's current reward
points balance. If criteria are selected for the report, the most recent transaction for each agent on the
report may not reflect the current (or today's) reward point balance.

Date Participant Eamed Points  Trans. Contest! Reward Name Contest/ Reward Balance Reason
Time Points Crwmer
32412016 Jacob Allen Adjustment 100 W& Adam Woods 900 Jacob and Emelda were in
training
24/2016 Emelda Alvarado Adjustment 100 Mid Adam Woods 1000 Jacob and Emealda were in
training
324/2016  Christy Johnson  Eamed Points 500 October Eval Perf Adam Woods 2500| Rewarded at the end of
Contest October Eval Perf Contest
3242016 Teresa Ramirez  Eamed Pointz 100 October Eval Perf Adam Woods 100 Rewarded at the end of
Contest October Eval Perf Contest
242016 Sue Wilbur Eamed Poiniz 200  Cctober Eval Perf Adam Woods 800 Rewarded at the end of
Contest October Eval Perf Contest
2412016 Peter Lindell Redeemed =250 Amazon Gift Card $25 | Adam Woods 2100 Point redemption for
Points reward
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Columns

The Participant column shows the agent who received or redeemed the points.
The Earned Points column shows the origin of the points for the transaction.

The Contest/Reward Owner column shows the individual who set up the award and redeems the points for it.
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Sales Results

This report helps to:

o Identify those agents performing particularly well with sales. These recordings may offer training or best
practice examples.

« Identify those agents who may not be as successful with the sales process and may benefit from additional
training or coaching.

o Compare the agent’s sales success with the evaluation score to determine if high evaluation scores result in
increased sales. The correlation between these two numbers may point to whether the correct Key
Performance Indicators (KPIs) are being measured.

Notes

In order for data to show in the Sales and Attempts columns of this report, data must be populated in the fldSales
and fldAttempts columns of Encore's tbICall. If you need more information about these columns or this table,
see your system administrator or call dvsAnalytics' Customer Support at 800.910.4564.

If you are using scheduled recording, the sales numbers on this report should not be used as an official number in
which to base commissions, etc.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Average Score Threshold This option highlights information that meets the criterion. For instance, if you want
to highlight agents that have an average score of more than 95%, choose Greater
than and enter 95 in the blank field. When the reportis run, all agents are listed but
those whose average score exceeds 95% are highlighted in red.

Percent of Sales Threshold This option highlights information that meets the criterion. For instance, if you want
to highlight agents that have a percentage of sales lower than 60%, choose Less
Than and enter 60 in the blank field. When the reportis run, all agents are listed
but those whose percentage of sales is less than 60% are highlighted in red.

Report Grouping This enables you to group the information in various ways:

e Team, you can view the sales results by team.
e Team Then Site, you can view the sales results by team then site.
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Sample

Columns

Columns that are unique to this report are explained below:

Sales is the number of sales made.

Attempts is the number of calls made that may or may not have resulted in a sale.

% Of Sales is the percent of calls that resulted in a sale. Calculated as: <number of sales> / <number of

attempts>.

Evaluations is the number of evaluations completed.

Agent = Sales = Attempts = % OF + Evaluations T Avg Score -
Sales
Aaron Oplinger 276 309 89% 30 76%
Abigail Urquizo 213 228 93% 36 8%
Adam kins 333 366 9% 24 94%
Adam Key 185 255 TE% 45 69%
Adrian Rivas 303 47 G4%. 33 67%
Adnana Glona 351 396 87% 18 T9%
Adrienne Peterson 549 504 92% 42 1%
Adrienne Tilly 270 285 5% 30 95%
Alane Wachholz 317 17 T8% 42 T2%
Alejandro Barahona 231 333 69% 30 93%
Alex Flores 192 n 60% 15 2%
Alex Manasan 156 245 63% 36 88%
I danescy gl g 453 T e T 95%

Avg Score is the average score earned on all evaluations included in the Evaluations column.
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Sales Trending

This report compares the evaluation scores to the percentage of sales made to determine whether successful scores
on the Key Performance Indicators (KPIs) result in increased sales. The trending graph displays sales results
compared to attempted sales for a selected time period.

Notes

In order for data to show in the Sales and Attempts columns of this report, data must be populated in the fldSales
and fldAttempts columns of Encore's tbICall. If you need more information about these columns or this table,
see your system administrator or call dvsAnalytics' Customer Support at 800.910.4564.

If you are using scheduled recording, the sales numbers on this report should not be used as an official number in
which to base commissions, etc.

Criteria

The criteria on this report are simple and easy to understand. Just to clarify one criterion, you may group
information by Daily, Weekly, Monthly, or Yearly time periods using the Time Period criterion.

Sample
Period Sales Attempis % Of Sales  Evaluations Score
Mon, 010372011 B 56 1% 55 B5%
Tue, 01042011 3 15 0% 18 4%
Wed, 01052011 0 0% 57 B1%
‘Wed, 012201 0 1] 0% 0 0%
Fn, 027122011 0 0 0% 1 6%
S ) O " T

Columns

Columns that are unique to this report are explained below:
Sales is the number of sales made during the time period.
Attempts is the number of calls made that may or may not have resulted in a sale.

% Of Sales is the percent of calls that resulted in a sale. Calculated as: <number of sales> / <number of
attempts>.

Evaluations is the number of evaluations completed.

Score is the average score earned on all evaluations included in the Evaluations column.
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Screen Recording Error Summary

This report lists errors and other events that have occurred in the Encore Screen Recorder. dvsAnalytics
recommends generating this report daily to check the health of your screen recording system for the previous day.
You may also generate this report at any time to investigate or troubleshoot any issues that may arise.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Error Types Use this criterion to view certain error types that occurred during desktop recording.
Only error types that have recorded data for the selected time period are listed in
this filter. If you do not see a particular error type, adjust the date range to include a
time when data was most likely recorded for the error type.

Port Use this criterion to view errors that occurred for certain ports. Only ports that have
recorded data for the selected time period are listed in this filter. If you do not see
the port you need, adjust the date range to include a time when data was most
likely recorded for the port.

Sections

This report is grouped into several sections. Each section is explained below and most columns in each section
are easy to understand.

The Summary section provides a simple overview of the number of recordings versus the number of screen
recordings. It lists the number of recordings that are impacted on this report.

The Error Details section shows how many times each error type has occurred. The % of Errors column shows
how often this error type occurred compared to the total number of recordings. Calculated as: <number of this
error type> / <number of total audio recordings>.

The SRS Error Details section provides details for all errors that occurred in the Screen Recording Server (SRS).
The VED Error Details section provides details for all errors that occurred in the Video Engine DLL (VED).

The SIS Error Details section provides details for all errors that occurred in the Station Information Server (SIS).
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Sample

# of Total Audio Recordings: 10,070
# of Total Screen Recordings: 3,023
# of Screen Errors: T.047

Error Details

Error # Count  Source First Error Last Error % of Description
Errors
ERRO 7.019 SIS W32011 152011 69.7 Mo server connection, or invalid query
8:00 AN 9:49 AN type
ERRE03 15 SRS 32011 1402011 0.15 ERRE09: Machine <IP
S13AM 535PM Address:Port> is already in recording
state, however new START
command was received for this
Extension. The START command is
ignored. Recording ™wsr will be lost.
ERR24 3 VED W32011 142011 0.03 Screen Recording Host not installed
816 AM  9:49 AM and running on workstation
ERRZ6 10 VED 132011 1s20M 0.1 Workstation or SRS did not respond
B30 AN 9:21 AN
Total: 7,047

SR5609

SRS Error Details

ERR&09: Machine <IP Address:Port> is already in recording state, however new
START command was received for this Extension. The START command is

ignored. Recording *.wsr" will be lost.

Port Extension # Of Errors First Error Last Error

1008 1008 1 1/4/2011 4:11:46 PM 1/4/2011 4:11:46 PM
1375 1375 1 17412011 2:05:27 PM 1/4/2011 2:05:27 PM
1592 1592 1 17372011 2:33:45 PFM 1732011 2:33:45 PM
1755 1755 2 1472011 3:11:47 AM 1/4/2011 4:37:03 PM
1842 1842 1 17372011 9:13:56 AM 1/3/2011 9:13:56 AM
1845 1845 1 142011120118 PM 1/4/2011 12:01:18 PM
1847 1847 1 17412011 5:35:37 PM 1/4/2011 5:35:37 PM
1890 1890 1 1/4/2011 1:52.07 PM 1/4/2011 1:52:07 PM
1891 1891 2 VI201112:34:22 PM 14472011 11:26:53 AM
1896 1896 1 17372011 9:27:12 AM 1/3/2011 9:27:12 AM
1957 1857 1 1/4/2011 4:25:11 PM 1/4/2011 4:26:11 PM
1958 1958 1 V42011 11:49:45 AM 17472011 11:49:45 AN
1989 1889 1 1/3/2011 4:03:16 FM 1/3/2011 4:03:16 PM
Total: 15
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VED Error Details

VED24 Screen Recording Host not installed and running on workstation

Port Extension & Of Errors First Error Last Error

1207 1207 1 1/4/2011 9:49:23 AM 1/4/2011 9:49:23 AM
1584 1584 1 17372011 9:18:45 AM 1372011 9:16:45 AM
1891 1891 1 17312011 8:16:02 AM 1/3/2011 8:16:02 AM
Total: 3

VED26 Workstation or SRS did not respond

Paort Extension #& Of Errors First Error Last Error
1133 1133 1 /372011 9:17:58 AM 1/3/2011 9:17:58 AM
1554 1554 1 1/4/2011 2:50:04 PM 1472011 2:50:04 PM
1342 1842 1 142011102733 AM . 1/4/2011 10:27:33 AM
1843 1843 1 132011 3:31:14 PM 1372011 3:31:14 PM
1845 1845 1 1/3/2011 8:30:18 AM 17372011 8:30:18 AM
1890 1330 1 U3/2011 11:35:55 AM 1/3/2011 11:35:55 AM
1896 1896 1 /52011 9:21:23 AM 152011 9:21:23 AM
1989 1989 3 1/4/2011 3:26:26 PM 1/4/2011 4:56:09 PM
Total: 10
SIS Error Details
SIS0 No server connection, or invalid query type

Port Extension & Of Errors First Error Last Error
1008 193 1/3/2011 8:00:41 AM 1/5/2011 9:35:55 AM
1013 60 17372011 8:28:14 AM 1/5/2011 9:17:29 AM
1062 14 1/3/2011 9:40:01 AM 1/4/2011 45743 PM
1086 30 VI2011 12:36:32 PM 1/5/2011 9:09:55 AM
1090 58 1/372011 9:27:54 AM 132011 5:57:37 PM
1093 n 1/3/2011 9:00:41 AM 1/5/2011 9:44:29 AM
1094 &  1/3/2011 11:28:19 AM 1472011 5:55:41 PM
1M 24 1/3/2011 9:03:45 AM 1472011 5:39:14 PM
1124 17 1/3/2011 8:57:39 AM 1/4/2011 2:11:06 PM
126 2 /472011 3:32:56 PM 1/4/2011 4:21:116 PM
127 70 1/3/2011 1:13:49 PM 1/472011 5:58:28 PM
1128 9 1/3/2011 9:35:39 AM 1/4/2011 3:57:43 PM
13 10 1/3/2011 9:59:28 AM 1472011 5:28:02 PM

,]_u}_\ 89 152011 9:41:33 AM
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Survey Analysis

The Survey Analysis report helps you manage the survey project and track responses as they arrive. It is designed

to complement the Post Contact Survey — Average Score by Question report.

Criteria

The following criteria are unique to this report and are explained below for clarification.

| Agent || Use this criterion to limit the results of the report to a specific agent or agents. |
Survey Select the survey project(s) that you would like to include in the report. Each survey project
selected appears on its own area of the report.
Survey Sent Date Use this criterion to limit the results of the report based on when the survey was sent. For
example, this criterion allows you to review surveys sent outin the current week.
| Team || Use this criterion to limit the results of the report to a specific team or teams.
Sample
FRepon Date: Tuesday. December 10, 2013 1:29 PM
Customer Satisfaction Survey
Test Survey Project for Survey Analysis Report testing
Survey Statistics
Response Summary Stats by Day
B Mo Response I Opt Qut Survey Completed W Mo Response
Survey Completed
Ot Out
Day surveys Sent = Burveys : OptOutRequests :  AvgResponse Time :  Response &
Completad Rafe

FeplD 42 28 2 45 hrs GEET%

Sep2i 47 28 1 45 hrs S0.5T%

Bap22 58 35 3 51 hrs Bl.34%

Sepl3 =] 36 3 &1 hrs SE.3E%

Sap2d ] 23 3 48 hrs: 5897T%

Zepls g2 28 4 44 hrs 53.EE%

2ap 26 a7 3s 3 43 hirs 61.40%

Sep27 43 30 2 45 hrs BO.TT%

2ap 28 45 H 1 48 hrs 54.58%

Eap 28 43 26 3 S3nrs 53.06%
Agent and Team Statistics
Salas - Dutbound Agent Nams = ::ﬂwys + Completsd Average core X

CGresham, Rashad ] 3 8T TTa
i2ardia, Bathany
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Drill-Down

This report provides drill-down links in the Completed column to show a list post contact surveys (evaluations)

complete by customer for an agent.

Survey Analysis

Agent AvgScore Form Ewaluator Date Team

Rashad Gresham 88.30 Collection Evalustion Collection 21852010 Sales - Qutbound
Rashad Gresham 100.00 Collection Evalestion collection1 72772010 Sales - Outbound
Rashad Gresham 85.00 Collection Evalustion collection1 TR20v2010 Sales - Qutbound

If you click alink in the Form column, Encore opens the post contact survey (evaluation) that was completed.

Agent: Rashead Gresham
Team: Sales - Outbound
EvaluatedBy: Caollaction
EvaluatedDate: EME2010 4:04:00 PM

Accuracy Skills

Handling
Solve
Verification

iz kept

Evaluation

AgentEvaluation

ModifiedDate:
ContactRecordingDate: 2M8/2010 1:15:58 PM

ScoreByCategories

Call Closing and Wrap Up
Professionalism and Call

Agent Performance

\Was the member verified according to policy

Collection
BM8/2010 4:04:00 PM

Collection Evaluation (Revision
14}

33.0/320
11.0/11.0
21.2/330

20/80
15.0/15.0

T N T

EvaluationComment

Thiz was a graat call, Rashad! Thiz may be 5 member thal you want o follow wp with fo help ensure the promize

15.0/15.0
3.0/30

2002

NOTE When the reportis exported as an Excel, Word or PDF file, all drill-down links are disabled.
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Charts

Chart 1 shows the response summary in a pie chart, including the breakdown of surveys sent, surveys
completed and opt-out requests for each survey project selected.

Chart 2 shows the statistics by day, including a day-by-day breakdown of surveys sent, surveys completed and
opt-out requests based on the day the survey was sent.

Tables

Table 1 shows the statistics by day. This information may help you decided which day of the week or month
surveys are most likely to get a response. It's important to remember that the responses and opt-out requests
are grouped and sorted by the day the original survey was sent, rather than by when the opt-out request was
processed or the survey was completed. For instance, if a survey sent on August 31 was completed on
September 3, then the completed survey is counted on the August 31 row, and its average response time and
response rate is credited to that day's subtotals.

Table 2 shows survey responses based on agent and team. This information can be used to ensure you have
enough surveys for each agent or team. It may also be used to decide whether to extend the end date of a survey
project or end the project sooner, if you have received enough responses.

Columns

Columns shown in both tables and are unique to this report are explained below:

Surveys Sent shows the number of survey links sent to customers on that day, either for a project (table 1) or for
an agent (table 2).

Surveys Completed shows the total number of surveys completed, of the total number of survey links sent to
customers.

Opt Out Requests shows the total number of opt-out requests, of the total number of survey links sent to
customers.

Average Response Time shows the average number of hours recipients have taken to respond to the survey.

Response Rate shows the total number of surveys completed, of the total number of survey links sent to
customers, as a percentage.

Agent shows the name of the agent who helped a customer that was sent a survey link.

Completed shows the total number of surveys completed, of the total number of survey links sent to customers
for this agent.

Average Score shows the average score awarded to the agent by customers who completed a survey.
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Widget Requirements

This report can only be included in the list of dashboard widgets if it is added to either Shared Reports or My
Reports and follows these rules:

Must have at least one and no more than 10 agents or teams selected.

Cannot have both agents and teams selected.

The selected date range for the Survey Sent Date criterion must be less than 400 days.
The Ask at Execution option cannot be selected.
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Team Analysis

This report displays how a team performed on each form and compares its performance to the average score earned
by all teams in the organization. For the team's average score at the evaluation level compared to the organization's

average score, use the Team Score Analysis report.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Forms

This enables the report to include certain forms. Be sure to select the correct
revision of the form(s) to include on the report.

Include Failed Evaluations?

If you would like to include failed evaluations on the report, select Yes for this
criterion.

Sample
Form Name and % Team 3 Avg Crg. Difference # of Last Evaluation
Revision Score Score Evals
Collection Inbound Risk Inbound 21.98 8368 -1.68 33 1/6/2011 8:37:00 AM
Evaluation Form (3)
OHD Evaluation Form (2) OHD B7.72 8368 -5.88 1 17372011 10:50:00 AM
Teleservice Evaluation (1)  Risk Leads 100.00 B3.68 G.32 3 1/3/2011 1:24:00 PM
Collection Cutbound Risk Qutbound 22.08 B3.628 -1.81 22 1/4/2011 3:34:00 PM
Ewaluatiom Form (3)
Loss Mitigation (Z) Loss Mitigation  100.00 8368 G6.32 1 1/3/2011 3:33:00 PM

Tesm

Technical Support Teleservices 100.00 B3.628 G6.32 2 1/4/2011 8:15:00 AM
Ewaluation (1)
Caollection Inbound Risk Cutbound 97.00 B3.68 3.32 1 1742011 8:44:00 AM
Ewaluatiom Form (3)
Collection: WVendor Risk 100.00 83628 G6.32 -] 1/4/2011 4:13:00 PM
Ewaluation (1) Specialists
Collection Cutbound Risk 100.00 8368 G6.32 1 1/4/2011 1:35:00 PM
Ewaluatiom Form (3) Specialists
Teleservices Call Quality Teleservices 23.37 83628 -0.31 3 1/6/2011 8:48:00 AM

Ewaluation (1)

Foais: T e amesl om0 75 st sro0au

Risk Specialists
Teleservices

Logs Mitigation Team
Risk Duibound

Risk Leads

OHD

Fisk Inbound

Avg Team Score
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Columns
Columns that are unique to this report are explained below:
Avg. Score is the average score earned by the team on that form.
Org. Score is the average score earned by all teams that have been evaluated with the form.

Difference is the Avg. Score minus the Org. Score. If the Avg. Score is less than the Org. Score, the team has an
average score that is less than the average score earmed by all teams in the organization for that form. These
numbers show in red.

# Of Evals shows the number of evaluations included in the Avg. Score for the team for the evaluation form
noted.

Last Evaluation shows the last date and time that an agent on the team was evaluated with the form. This may
be helpful to understand how long ago the team was evaluated to determine if training has occurred since the last
evaluation or if the team is only periodically evaluated with a particular form.

Widget Requirements

This report can only be included in the list of dashboard widgets if it is added to either Shared Reports or My
Reports and follows these rules:

The Report Grouping criterion cannot be used.

Must have at least one and no more than five teams selected.

The selected date range for the Evaluation Date or Recording Date criteria must be less than 400 days.
The Ask at Execution option cannot be selected.
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Team Performance Analysis

This report is no longer supported. The Team Score Analysis report should be used instead.

This report displays how a team performed on each form and compares its performance to the average score eamed
by all teams in the organization. Only forms that were used to score the team are included on this report, so if you
see a form missing from the report, this is the likely reason.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Average Score Use this criterion to only view teams that match a certain average score. For
instance, if you want to view all teams with an average score of less than 70%,
choose Less Than and enter 70 in the Select Average Score field.

Avg Score Threshold Use this criterion to highlight teams that match a certain average score. For
instance, if you want to view all teams with a score greater than 80%, choose
Greater Than and enter 80 in the field. All teams are listed but only teams with an
average score greater than 80% are highlighted.

Form / Category / Question This enables the report to include selected evaluation forms, scoring categories,
and/or evaluation questions. Select the form and the revision number at the top of
the window, and the scoring categories and questions open in the lower portion of
the window. Then select the scoring category and/or the questions to include on
the report.

Number of Evals Use this criterion to view teams that have a certain number of evaluations
completed for them. For instance, if you want to view teams that have less than 10
evaluations completed in a months time, select the date range in either the
Evaluation Date or Recording Date criteria, then select Number of Evals. Choose
Less Than and enter 10 in the Select Number of Evals field.

Report Grouping This enables you to group the information in various ways, such as by form,
scoring category, etc. If you select:

Site, you can view evaluations by site.
Site Then Form, you can view evaluations by site and then the form used to
evaluate the recording.

e Site Then Form Then Scoring Category, you can view all evaluations by
site, then the form used to evaluate the recording, and then the scoring
category for the form.

o Site Then Form Then Question, you can view all evaluations by site. then
the form used to evaluate the recording, and then the question on the form.

e Site Then Form Then Evaluator, you can view all evaluations by site, then
the form used to evaluate the recording, and then the evaluator who
assessed the recording.
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Sample

Form = Team = Awvg. Org. Difference #0f  Last Evaluation = Last =
Score Score Evals Evaluated By

Collection Inbound Evaluation Form (rev.3) Rizk Inbound 8883 B9.10 - 02T H 17572011 9:37:00 AM dquinn

Collection Inbound Evaluation Form (rev.3) Risk Outbound 97.00 B9.10 7.90 1 1/472011 8:44:00 AM dquinn

Cull;:tion Outbound Evaluation Fom Risk Outbound 8824 B4T6 349 23 10472011 3:44:00 PM dquinn

(rew.3)

Cullg{:tioﬂ Cutbound Evaluation Form Risk Specialists 4083 B4A.TE -4393 2 1472011 4:04:00 PM dquinn

(rev.J)

Callection: Vendor Evaluation (rev.1) Risk Specialists 100.00 10000 0.00 ] 1472011 4:13:00 PM dguinn

Insurance Evaluation {rev.1) Advanced Support 3400 S4.00 0.00 1 6172011 6:46:21 AM Administrator

Technical Support Evaluation (rev. 1) Telesenices 100.00 100.00 0.00 2 1/472011 3:15:00 AM sjohnson

Telesenices Call Quality Evaluation (rev.1) Teleservices 100.00 97.92 208 1 17572011 8:4%:00 AM vjohnson

Telesenices Call Quality Evaluation (rev.1) Technical Sales 9583 792 - 2.08 1 11572011 8:32:00 AM vohnson

Telesenices Main Form (rev.1) Equity Senices 0.00 6324 - 6824 1 27272011 10:33:00 AM dquinn

Telesenaces Main Fomm (rev.1) Risk Leads 100,00 6324 .76 3 11372011 1:24:00 PM dquinn

Telesenices Main Form (rev.1) Risk Qutbound 11 e84 287 1 222011 10:30:00 AM dquinn

Average Team Scores

Risk Leads

Equity Services
Tashnical Sakss
Teleservice
Advanted Suppodt
Risk Specialiss
Risk Outbaund
Risk Inbound

Score

Columns
Columns that are unique to this report are explained below:

Avg. Score is the average score earned by the team on that form. You can group the report by team if you need to
view all the scores received by a certain team on multiple forms, or you can group it by form, site, scoring
category, etc.

Org. Score is the average score earned by all teams that have been evaluated with the form. In the sample
above, the Risk Inbound team received an average score of 88.83 and the organization's score is 89.10. This
means the team's score is lower than the average score earned by all the other teams. It may be helpful to
review the team's calls and see if there are other ways the team may handle calls to improve its score.

Difference is the Avg. Score minus the Org. Score. If the Avg. Score is less than the Org. Score, the team has an
average score that is less than the average score earned by all teams in the organization for that form. These
numbers show in red.

Encore Report Guide 116



# Of Evals shows the number of evaluations included in the Avg. Score for the team for the evaluation form
noted.

Last Evaluation shows the last date and time that an agent on the team was evaluated with the form. This may
be helpful to understand how long ago the team was evaluated to determine if training has occurred since the last

evaluation or if the team is only periodically evaluated with a particular form.

Last Evaluated By shows which evaluator last evaluated the team.
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Team Score Analysis

This report provides the team's average evaluation score compared to the organization's average score. To view the

team's average score at the question or scoring category level compared to the organization's average score, use

the Team Analysis report.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Detail Rows

DNIS

Evaluation Date

Evaluation Score

Evaluation Type

Number of Evals

Only Show Evaluations

Recording Date
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This criterion specifies how the detail rows in the report are grouped.

e Group By Form (Default) — When this option is selected (or the criterion is not
used) the report detail rows are grouped according to Form, then Team,
showing one row for each unique combination of form/team. This is the detail
row grouping shown in the report example. The Org Score thatis presented
shows the combined score for all teams using that form. The difference is
calculated based on that number. This type of detail is useful when different
forms have different point structures and you want to compare similar data.

e Group By Team — When this option is selected each detail row combines all
the team’s evaluations into one row and one score. In addition, the Org Score
combines the scores of all the different forms that were used, giving a single
number for all forms. The difference is calculated based on that number.

Select the DNIS codes to include in the report. This listis limited to the distinct DNIS
numbers used within the last year.

Select a date range that includes the evaluation dates you need to review.

This criterion limits the evaluations included in the report calculations so that only
evaluations that match the score criteria are included. For instance, if you need to
include all evaluations with an average score of less than 70%, choose Less Than
and enter 70 in the field below the comparison options.

Select the type of evaluations you would like to view on the report: either evaluations
of recorded conversations or post contact surveys completed by customers.

Use this criterion to view teams that have a certain number of evaluations completed
for them. For instance, if you want to view teams that have less than 25 evaluations
completed in a months time, select the date range in either the Evaluation Date or
Recording Date criteria, then select Number of Evals. Choose Less Than and enter
10 in the field below the comparison options. Only teams having a number of
evaluations that meet this criterion are included in the report.

Limits the number of returned evaluations based on whether a recording was
evaluated.

¢ With Recordings only shows evaluations with recordings; evaluations without
recordings are excluded.

¢ Without Recordings only shows evaluations without recordings; evaluations
based on recordings are excluded.

Select a date range thatincludes the recording dates for completed evaluations you
need to review.
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Sample

The sample below shows the report with the default Detail Rows setting, Group by Form, selected:

Form 2 Team 3 Avg : Org. < Difference + #0f = LastEvaluation >
Score Score Evals
Customer Service Customer Support 73.711 75.01 -1.30 63 12/14/2016 11:38:19 AM
Customer Service Sales 86.67 75.01 11.66 7 12M14/2016 11:38:04 AM
Survey Customer Support 50.00 30.00 0.00 26 10/13/2016 2:31:58 PM
m 121142016 11:38:19 AM
Average Team Score
Sales
g
K
Customer Support

Avg Score

This second sample illustrates how the report looks with the Detail Rows criterion set to Group by Team

Team & Avg + Org. + Differences #0f £ Last Evaluation 3
Score Score Ewvals
Customer Support 7555 76.36 -0.81 89 12M14/2016 11:38:19 AM
Sales 86.67 76.36 10.31 T 1214/2016 11:38:04 AM
76.36 m 12/14/2016 11:38:19 AM

Average Team Score

Sales

Team

Customer Support:

Avg Score

Encore Report Guide
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Drill-Down

This report provides a drill-down link in the # of Evals column (see samples above) to show a list of agents

included in that specific count (see sample below).

Agent Score Form Evaluator Date Team

Jackson 76.67 Customer Service Administrator 12114/2016 Customer Support
MecCoullough

Brad Ellison 86.67 Customer Service Administrator 12/14/2016 Customer Support
Karyn Peters 93.33 Customer Service Administrator 12/14/2016 Customer Support
Sheryl Knight 95.00 Customer Service Administrator 12/14/2016 Customer Support
Sheryl Knight 95.00 Customer Service Administrator 12/14/2016 Customer Support
Brad Ellison 96.67 Customer Service Administrator 12/14/2016 Customer Support
Jackson 73.33 Customer Service Administrator 12/14/2016 Customer Support
McCoullough

On the second level drill-down, the form name shown in the Form column is a link and, when clicked, shows a

copy of the evaluation completed for the agent.

NOTE When the reportis exported as an Excel, Word or PDF file, all drill-down links are disabled.

Columns

Columns that are unique to this report are explained below:

Form is the name of the form without the revision number. If the report is grouped by team, this column does not

show.

Avg. Score is the average score earned by the team. It is different depending on the value selected for the Detail

Rows criterion:

If the Detail Rows criterion is set to Group By Team, the Avg. Score value is calculated by averaging the
scores of all evaluations for a team that meet the report criteria. Only data that meets both the team and
evaluation criteria are shown on the report.

If the Detail Rows criterion is set to Group By Form, either by specifically choosing this option or by default,
the Avg. Score value is calculated by averaging the scores of all evaluations for a team and a form that meet
the report criteria. Only data that meets both the team and form criteria are shown on the report.

Org. Score is the average score of all evaluations that meet the selected criteria.

If the Detail Rows criterion is set to Group By Team, the Org. Score value is calculated by averaging the
scores of all evaluations that meet the report criteria. Each team shows the same Org. Score on the report.
If the Detail Rows criterion is set to Group By Form, either by specifically choosing this option or by default,
the Org. Score value is calculated by averaging the scores of all evaluations for a form that meet the report
criteria.

Difference is the Avg. Score minus the Org. Score. If the Avg. Score is less than the Org. Score, the difference
shows in red.
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# Of Evals shows the number of evaluations completed for the team using that form, in the date range selected
(per the Evaluation Date or Recording Date criteria).

Last Evaluation shows the last date and time that the team was evaluated with the form. This may be helpful to
understand how long ago the team was evaluated to determine if training has occurred since the last evaluation,
or if the team is only periodically evaluated with a particular form.

Widget Requirements

This report can only be included in the list of dashboard widgets if it is added to either Shared Reports or My
Reports and follows these rules:

¢ Must have at least one and no more than five teams selected.

¢ The selected date range for the Evaluation Date or Recording Date criteria must be less than 400 days.
e The Ask at Execution option cannot be selected.
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Team Scores by Question

This report provides a comprehensive list of the team's accumulated scores for evaluation questions. It can be used
to provide report cards for teams or to evaluate the difficulty and effectiveness of different questions.

Criteria

The following criteria are unique to this report and are explained below for clarification.

Average Score

Average System Score

Form / Category / Question

Number of Evals

Report Grouping

Score Threshold
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Use this criterion to only view questions that match a certain average score. For
instance, if you want to view questions with an average score of less than 70%,
choose Less Than and enter 70 in the Select Average Score field.

Use this criterion to view questions that match a certain average system score. For
instance, if you want to view questions with an average system score greater than
80%, choose Greater Than and enter 80 in the Select Average System Score
field.

This enables the report to include selected evaluation forms, scoring categories,
and/or evaluation questions. Select the form and the revision number at the top of
the window, and the scoring categories and questions open in the lower portion of
the window. Then select the scoring category and/or the questions to included on
the report.

Use this criterion to view questions that have a certain number of evaluations
completed for them. For instance, if you want to view questions that have less than
10 evaluations completed in a months time, select the date range in the Recording
Date criterion, then select Number of Evals. Choose Less Than and enter 10 in
the Select Number of Evals field.

This enables you to group the information in various ways, such as by question,
scoring category, etc. Question scores may be grouped by:

Site

Team

Question

Scoring Category
Site Then Agent
Site Then Question

When selected, this threshold setting highlights information on the report that
meets the criterion. For instance, if you want to highlight teams that have an
average score greater than 80, you would choose Greater than and enter 80 in
the blank field. When the reportis run, all teams are listed but only teams with a
score greater than 80 are highlighted in red.
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Sample

Siter Team Question #Of Evals Average Awverage Difference
Team System
Score Score
Site 1 Rizk Specialists Tone of vosce was appropnate and confidence was ewdent(Rev. 3) § 10000  100.00 0.00
Site 1 Rizk Inbound Was the address updated venfied 7 {Rev. 2) H 93.94 932 0.72
Site 1 Rigk Qutbound Was the address updatediverified?(Rev. 2) 24 9583 9322 261
Site 1 Rizk Specialisis Was the address updatedfverified?({Rev. 2) 2 50.00 9322 4322
Site 1 Risk Specialisis Was a proper greeting used? ] 10000 100.00 0.0
Site 1 Risk Specialisis Proper dentification provwded 8 10000  100.00 0.0
Site 1 Rigk Specialists Listenad fully and attentraly to the caller § 10000 10000 0.04
Site 1 Risk Specialisis Profesgionalism and verbiage was approphate while maintaining 8 100.00 100,00 0,00
good vindor rapport
Site 1 Risk Specialists Did the nepresentative actively listen to comprahend the problem ] 100.00 10000 0.0
and offer applicable resolution (When Applicable{Rev. 2)
Site 1 Rizk Specialisis Was information about specific accounts properly notated? 100.00 100.00 0.0:0
Site 1 Risk Specialists Call was closed properdy 100.00 100100 0.0
Site 1 Equity Senrdces Took appropnate cwnership of call in onder 1o provide: resolution for 1 0.00 75.00 75,00
caller's concem
Site 1 Rizk Leads Took appropnate ownership of call in order to prowde resobution for 3 10000 75.00 25 04
caller's concemn
Sitg 1 Equity Senices Tone of vesce was appropiate and confidence was eident (ie 1 0.00 20,00 20.00
respectiul, polle, welcoming, etc)
Site 1 Rizk Outbound Tone of vosce was appropnate and confidence was evdent (1.e 1 100.00 50.00 20.00
respactful, polite, welcoming, atc)
Site 1 Risk Leads Tone of voice was appropnate and confidence was ewdent (i.e 3 100.00 B0.00 20.0d
.—__.....——_.._._____J__ respectiul. polie, welcoming, etc)
T caachi 0 B0
Columns

Columns that are unique to this report are explained below:

# Of Evals lists the number of evaluations included to calculate the average scores for the question.

Average Team Score is the average score eamned by the team for a particular question. You can group the report
by team if you need to view all the scores received by a certain team on multiple questions, or you can group it

by question, site, etc.

Average System Score is the total average score eamned by all teams for a particular question.

Difference shows the difference between the average team score and the average system score for a question.
If the team score is less than the system score, this number shows as red. This calculation shows how the team
is performing compared to other teams in the system.
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