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Active Insights Dashboards
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Dashboards in the Active Insights platform are used to display a customized set of widgets
over multiple tabs and panes. These widgets can display a wide variety of information related

to service and call quality.

The Active Insights Dashboard page is displayed by default when the Active Insights
platform is accessed and can be displayed at any time by clicking the Dashboard button in the

Active Insights Title Bar.

This reference guide covers the following topics regarding dashboards:

e Overview

e Management
e Editing

e Organization

o Widgets
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Dashboards Overview

Dashboards Overview

Active Insights Dashboards are customizable preset arrangements of tabs, panels, and
widgets that display information related to service quality for the system. This includes such
data as answer time, agent scores, abandons, and call statistics. Dashboards also allow
different degrees of filtering, depending on the configuration of the dashboard.

Dashboards Menu

The Dashboards Menu located at the top of the Dashboard page is used to select which
dashboard is displayed.

The dashboard that is currently selected is marked with a checkmark +/ in the Dashboards
menu.

4 Panel System Dashboard

4 Panel Systern Dashboard VA
Agent Dashboard

Agent Dashboard Backup

Dashboard wyTabs

default

default agent A

Default Agent Duplicate -

The Dashboards Menu displays a list of all dashboards created for the system. This includes
the Default System Dashboard, the Default Agent Dashboard, the Standard Default
Dashboard, and the Standard Default Agent Dashboard.

Default System Dashboard

The Default System Dashboard is the dashboard that is displayed by default when Active
Insights is opened or when the Dashboard button in the Title Bar is clicked.

The dashboard that is set as the Default System Dashboard has the System Default icon s
displayed next to its name in the Dashboards menu.

Default Agent Dashboard

The Default Agent Dashboard is the dashboard that is displayed by default when an Agent
Dashboard is selected through the Reports page in Active Insights or via the Active Insights
Agent Dashboard action Web Agent.

The dashboard that is set as the Default Agent Dashboard has the Agent Default icon A
displayed next to its name in the Dashboards menu.
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Dashboards Overview

Standard Default Dashboard

The Standard Default Dashboard is the default system dashboard that is included with the
Active Insights platform. The Standard Default Dashboard cannot be deleted or edited.

The Standard Default Dashboard is labeled “default” in italics.

A description of the Standard Default Dashboard configuration is provided in Appendix A —
Default Configurations

default

default agent

Standard Default Agent Dashboard

The Standard Default Agent Dashboard is the default agent dashboard that is included with
Active Insights. The Standard Default Agent Dashboard cannot be deleted or edited.

The Standard Default Agent Dashboard is labeled “default agent™ in italics.

A description of the Active Insights Agent Default Dashboard configuration is provided in
Appendix A — Default Configurations.
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Dashboards Overview

Managing Dashboards

The Dashboards Management menu is used to manage the dashboards created for your
system. The Dashboards Management menu can be used to create, duplicate, rename, edit,
and delete dashboards. Additionally, existing dashboards can be set as the default system or
agent dashboard.

To display the Dashboard Management menu, click the Menu icon.
The Dashboard Management menu is displayed.

Note: The Standard Default Dashboard and Standard Default Agent Dashboard cannot be
renamed, edited, or deleted.

Mew

Duplicate

Fename

New

The New command is used to create a new dashboard.
To create a new dashboard, click the New command.
The Create New Dashboard window is displayed.

Type a name for the dashboard.

Click the Save button to create the dashboard with the entered name.
OR
Click the Cancel button to cancel creating the dashboard.

If the Save button is clicked, the dashboard is created. The entered name is used for the
dashboard in the Dashboards menu. The dashboard is created in a blank state with no tabs,
panes, or widgets.
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Dashboards Overview

+ Create new dashboard

MName

Duplicate

The Duplicate command is used to duplicate the dashboard selected in the Dashboards menu.
To duplicate the current dashboard, click the Duplicate command.

The Create New Dashboard window is displayed.

Type a name for the dashboard.

Click the Save button to create the dashboard with the entered name.
OR

Click the Cancel button to cancel creating the dashboard.

If the Save button is clicked, the dashboard is created. The entered name is used for the
dashboard in the Dashboards menu. The dashboard is created with the same tab, panel, and
widget configurations as the copied dashboard.

Rename

The Rename command is used to change the name for the dashboard selected in the
Dashboards menu.

To change the name of the select dashboard, click the Rename command.

The Rename Dashboard window is displayed.

4+ Rename dashboard

Mame

4 Panel System Dashboard

Type the new name to be used for the dashboard.

Click the Save button to save the new name to the dashboard.
OR

Click the Cancel button to leave the name of the dashboard unchanged.

If the Save button is clicked, the new name is used for the dashboard in the Dashboards
menu.

Active Insights Dashboards Reference Guide 5
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Edit

The Edit command is used to open the Edit Dashboard pane for current dashboard. The Edit

Dashboard pane is used to add, remove, and edit the tabs, panels, and widgets displayed in
the dashboard.

To edit the current dashboard, click the Edit command.
The Edit Dashboard pane is displayed on the right side of the screen.

More detailed instructions on how to use the Edit Dashboard pane are provided in the
“Editing Dashboards” section of this document.

Delete

The Delete command is used to delete the dashboard selected in the Dashboards menu.

To delete the current dashboard, click the Delete command.

A pop-up prompt is displayed asking if you are sure you want to delete the dashboard.

staging.amtelcoservices.com says

Are you sure you want to delete '4 Panel with tabs'?

Click the OK button to delete the dashboard.
OR
Click the Cancel button to keep the dashboard.

If the OK button is clicked, the dashboard is deleted and is no longer displayed in the
Dashboards menu.

Set as Default

The “Set as Default” command is used to set the dashboard selected in the Dashboards menu
as the Default System Dashboard.

Note: The Standard Default Dashboard is set as the Default System Dashboard when the
Active Insights is first activated.

To set the current dashboard as the Default System Dashboard, click the “Set as Default’
command.

The System Default icon s is displayed next to the dashboard in the Dashboards menu. When
Active Insights is opened or when the Dashboard button in the Title Bar is clicked, the
Default System Dashboard is displayed.

Set as Default Agent

The “Set as Default Agent” command is used to set the dashboard selected in the Dashboards
menu as the Default Agent Dashboard.

Note: The Standard Agent Default Dashboard is set as the Default Agent Dashboard when the
Active Insights is first activated.
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Dashboards Overview

To set the current dashboard as the Default Agent Dashboard, click the “Set as Default Agent”
command.

The Agent Default icon A is displayed next to the dashboard in the Dashboards menu. When

an agent dashboard is opened for an agent via the Reports page, the Default Agent Dashboard
is displayed.

Active Insights Dashboards Reference Guide 7
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Using Dashboards

MainTab Scoring Agent Performance

Service Levels Quick Filters Scores Quick Filters

N e [ T U S ey [T U

Agent (none) Client (none) skill General Agent (none) Client {none) skill (none)

Level By Skill ce Level By agent Score By Month Scores
100 2 00 0

System Service Levels Service Levels By Date

Overall Score

' I Active Listening and Engage... Answer Phrase Asked For and Confirmed Fir.
80.00% 0.00 2.57 0.00
Average Score Average Score Average Score
Asked For and Spelled Out L... Asked for and confirmed ph... CSR Answer Time

0.00 0.00 5.00

Score Average Score Average Score

Dashboards are used to view information related to service quality. This information can be
displayed through customizable tabs, panels, and widgets. The information displayed by
dashboards may be filterable at the different levels, depending on the dashboard
configuration.

Navigating Dashboards

Dashboards are structured in a hierarchy that enables the Dashboard to display different
information in different sections. The Dashboard hierarchy consists of tabs, panels, and
widgets.

Tabs

Tabs are the highest level of Dashboard structure. Each Dashboard contains at least one tab
but may contain more than one depending on dashboard configuration. Each tab contains one
or more panels.

Tabs are located at the top of the Dashboard and below the Dashboard menu. Each tab is
labeled with a caption that is determined by dashboard configuration. The displayed tab is
highlighted with blue text and a blue underline.

The left-most tab is displayed by default.

To display the contents of a tab, click the tab name.
The content of the tab is displayed.

Panels

Each tab can contain one or more panels. Each panel is displayed with a custom width and
can contain one or more widgets. The layout of the panels depends on the width of the panels
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as determined by the Dashboard configuration and the width of the window. If possible,
panels are displayed next to each other.

Panels are displayed left-to-right and then row-by-row.

Each panel may contain one or more filters. Filters contained in a panel only filter the
contents of the panel and have no effect on other panels.

Widgets

Each panel can contain one or more widgets. Each widget is displayed with a custom width
and height. The layout of the widgets depends on the width and height of the widgets and the
width of the window. In addition to displaying multiple widgets in the same row, widgets
may also be displayed directly above and below each other within a single row.

Widgets are displayed left-to-right and then row-by-row. Widgets may not follow consistent
TOWS.

Widgets are displayed left-to-right and then by row top-to-bottom. If a row has enough extra
space below a short widget that another widget can use, widgets may be stacked within a
TOW.

Filters

Multiple filters may be displayed in a dashboard. Filters can be displayed at the Dashboard
level and Panel level. The filters that may be displayed are the Date Selection filter, the
Agent filter, the Client filter, the Date filter, and the Skill filter.

Agent

The Agent filter is used to filter the displayed information by a selected agent. When an
agent is selected in the Agent filter, only information for that agent is displayed.

The Agent filter can appear at the Dashboard level or the Panel
level. If an agent is selected in the Agent filter at the Dashboard

level, the entire dashboard is filtered to show data related to the Q. am| X
selected agent. If an agent is selected in the Agent filter at the
Panel level, only the panel is filtered to show data related to the amy

selected agent.
To filter the dashboard or the panel by an agent, click the Agent amyz2
filter.

The Agent filter menu is displayed.

Select the name of the agent by which you would like the data
filtered.

Optionally, enter the Agent Name in the Search field to filter the
Agent list.

The selected agent is displayed in the Agent filter, and the dashboard or panel is filtered by
the agent.

To clear the contents of the Agent filter, click the Agent filter, and click the Cancel icon in
the Search field.

The Agent filter is cleared and the dashboard or panel is no longer filtered by agent.

Active Insights Dashboards Reference Guide 9
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Client

The Client filter is used to filter the displayed information by the selected Client or Clients.
When one or more Clients are selected in the Client filter, only information related to the
selected Clients is displayed.

The Client filter may only be displayed for panels.
To filter a panel by Clients, click the Client filter.
The Select Single Client and Select Range of Clients menus are displayed.
To filter the panel to display information for a single Client:

e Select the Client field.

The Client list is displayed. Select single client

. . Select a single account for search filter
e Select the desired Client.
e Click the Apply button below the Client field.

The selected Client is displayed in the Client
filter.

Client

Only data associated with the selected Client is
displayed.

To filter the panel to display data associated with any Select range of clients
Clients within a range of Client Numbers: Select from a range of clients by specifying

. . the starting and ending client numbers
¢ Select the Start Client field.
Starting Client

The Client list is displayed.

o Select the first Client in the range of Clients you
would like displayed.

e Select the End Client field.

Ending Client

The Client list is displayed.

o Select the last Client in the range of Clients you
would like displayed.

e Click the Apply button below the End Client field.

The selected Clients are displayed in the Client filter.

Only data associated with Clients with a Client Number within the selected range is
displayed.

To clear the contents of the Client filter, click the Client filter and click the Clear button.
The Client filter is cleared and the panel is no longer filtered.
DateTime

The DateTime filter is used to filter the panel to information for a date range or to
information for an amount of time relative to the present day.

To filter a panel by date or time, select the Date filter.
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Dashboards Overview

The DateTime filter contains an Absolute Date tab and a Relative Date tab.
Absolute Date

The Absolute Date tab is used to filter the panel to information for a set date or date range.
The Absolute Date tab contains the Start Date field, the End Date field, and the Auto-Select
Range section.

To manually set a date range:

e Enter the first date of the desired date
range in the Start Date field in MM/DD/YYYY | start Date

Absolute Date Relative Date

format. 4/19/2024
o Enter the last date of the desired date range
in the End Date field in MM/DD/YYYY End Date
format. 4/28/2024
To use an Auto-Select Range: Auto-select range

. A . Choose from list of pre-selected ranges to auto-
¢ Click a hyperlink in the Auto-Select Range populate the list

section.

previous month

e If“Previous Month” is selected, the Start
Date is populated with the first date of the current month
previous month and the End Date is
populated with the last date of the previous
month. last 30 days

last 10 days

o If “Current Month” is selected, the Start
Date is populated with the first date of the
current month, and the End Date is m
populated with the last date of the current
month.

e If“Last 10 days” is selected, the Start Date is populated with the date that occurred
10 days previous, and the End Date is populated with the current date.

o [f“Last 30 days” is selected, the Start Date is populated with the date that occurred
30 days previous, and the End Date is populated with the current date.

Click the Apply button.

The date range is displayed in the filter, and only information for the entered date range is
displayed.

Relative Date

The Relative tab is used to filter the panel to information for an amount of time relative to the
current day. The Relative Date tab contains a series of preset relative date and time buttons, a
Units menu, and a Value field.

To choose a preset relative date or time, select the button with the number of the unit of time
by which you would like the panel filtered.

Active Insights Dashboards Reference Guide 11
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The amount of time selected is displayed, and
the panel is filtered to display information for

that amount of time before the current date or Minutes |'T'| "T] "?] "Q] "?] |';'| |‘§"
time up to the present. S —————

Abszolute Date Relative Date

. . Hours: |T| ‘T| ‘T| ‘T|
To manually set a relative date or time: e — _
o Select a unit of time in the Units menu. Days: |£| ‘é| ‘ é | ‘i| ‘i i|
o Enter the number of the selected units Weeks: | 1 H 2 H 3 |
for which you would like information —_— .
displayed previous to the current date Months: | Previous ‘ Current |
or time.

e Click the Apply button.

The amount of time select is displayed, Minutes

and the panel is filtered to display
information for that amount of time m
before the current date or time up to
the present.

Date Selection

The Date Selection Bar is used to quickly change the date range of the data displayed. The
Date Selection Bar is only displayed for panels.

The button for the current displayed date range has a blue outline. The default date range
displayed when the dashboard is first opened is determined by the dashboard configuration
settings.

prev month current month last 10 days last 30 days yesterday today

Click a button on the Date Range Selection Bar to change the date range displayed.
The following date ranges can be selected:

The Date Range Selection Bar contains the following buttons:

Prev Month

The “Prev Month” button is used to display data from the first day of the previous month to
the last day of the previous month.

Current Month

The “Current Month” button is used to display data from the first day of the current month to
the current day.

Last 10 Days

The “Last 10 Days” button is used to display data from 9 days previous to the current day.
Last 30 Days

The “Last 30 Days” button is used to display data from 29 days previous to the current day.
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Yesterday

The “Yesterday” button is used to display data from the previous day.
Today

The “Today” button is used to display data from the current day.
Skill

The Skill filter is used to filter the panel by an Automated Call Distribution (ACD) Skill.
When an ACD Skill is selected in the Skill filter, only
data associated with the ACD Skill is displayed.

The Skill filter may only be displayed for panels. ) code X

To filter the panel by an ACD Skill, click the ACD Skill
filter.

Code Call
The Skill filter menu is displayed.

Select the ACD Skill by which you would like the data
filtered.

Optionally, enter the ACD Skill name in the Search field to
filter the Skill list.

The selected ACD Skill is displayed in the ACD Skill
filter, and the panel is filtered by the ACD Skill.

To clear the contents of the Skill filter, click the Skill filter,
and click the Cancel icon < in the Search field.

The Skill filter is cleared, and the panel is no longer filtered by ACD Skill.

Manual

Distribution

Code Calls skill

Active Insights Dashboards Reference Guide 13
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Editing Dashboards

Dashboards are fully customizable, enabling supervisors to design the ideal layout for
themselves and their agents. Using the Edit Dashboard pane, dashboards can be edited at the
Dashboard level, Tab level, Panel level, and Widget level.

The Edit Dashboard pane contains the Dashboard tab, the Panel tab, and the Widget tab.
When the Edit Dashboard pane is opened, only the Dashboard tab is displayed.

Dashboard

The Dashboard tab is used to edit the general settings
for the dashboard. The Dashboard also allows
supervisors to add tabs and panels to the dashboard.

Dashboard

Dashboard Properties

The Dashboard page contains the Filters field, the Tabs

section, and the Dashboard Duration fields. Al

Select the filters for dashboard. Filters applied at this

evel apply to all panels and have hi

FllterS tha panel filter

The Filters field is used to set the filter that is displayed
for the entire dashboard. The Filters field can be set to None
“None” or “Agent.”

Tabs Add Tab
“None” is selected by default.

e To enable the Agent filter, select the Agent Main Tab
option.

Name

o To disable the Agent filter, select the None
option. Main Tab

If the Agent filter is enabled, the Agent filter is Panels Add Pane

displayed at the top of the screen next to the
Dashboards menu.

Service Levels Quick Filters

Tabs

Scores Quick Filters
The Tabs section is used to create, remove, and manage
tabs for the Dashboard. By default, the dashboard service Level Advanced
contains a blank tab by default. The blank tab has a

Scores Advanced
blank name.
Adding Tabs

Scoring

Tabs are added using the Add Tab hyperlink.
To add a tab, click the Add Tab hyperlink.

A blank tab is created titled “*new tab*.”

Agent Performance

Organizing Tabs

The order in which tabs are displayed in the dashboard is determined by the order in which
tabs are displayed in the Tabs list. Tabs are displayed left-to-right in the dashboard to match
the order of tabs in the Tabs list from top-to-bottom. The top entry in the Tabs list is the tab
that is displayed by default when the Dashboard is opened.
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The width of each tab is determined by the length of the name entered in the Name field for

that tab.

To change the order in which tabs are displayed, click the Order icon of a tab entry in the
Tabs list and drag the entry to the position in which you would like it.

More information on Dashboard structure and organization is included in the “Dashboard

Layout” section of this document.
Editing Tabs
Panels can be added to tabs to add functionality.

To edit a tab, expand the tab settings by clicking the tab name
in the Tabs list.

The settings for that tab are expanded. The Name field, Menu
icon, : Add Panel command, and Panel field are displayed.

Name

The Name field is used to set the name of the tab. The name
of the tab is displayed at the top of the dashboard as a label for
the tab.

Enter the name for the tab.
Manage Tab

The Manage Tab menu is used to manage the tab. The
Manage Tab menu is displayed using the Menu icon.

To display the Manage Tab menu, click the Menu icon.

Main Tab

Name

Main Tab

Panels Add Pane

Service Levels Quick Filters

Scores Quick Filters

Service Level Advanced

Scores Advanced

The Manage Tab menu is displayed. The Manage Tab menu contains the Duplicate Tab and

Delete Tab commands.

Duplicate Tab

Delete Tab

Duplicate Tab
The Duplicate Tab command is used to duplicate the tab.

To duplicate the tab, click the Duplicate Tab command.

The tab is duplicated. All tab settings are copied, including the name, panels, and widgets

contained within the panels.

The duplicate tab is added to the bottom of the Tabs list.
Delete Tab

The Delete Tab command is used to delete the tab.

To delete the tab, click the Delete Tab command.

The tab is deleted and removed from the Tabs list.

Active Insights Dashboards Reference Guide
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Add Panel

The Add Panel command is used to add a panel to the Panel list for the tab.
To create a new panel, click the Add Panel command.

A blank panel is created with a blank caption.

Panels

Panels contain widgets and can be filtered separately Panels Add Pane
from each other. Multiple panels can be displayed

under a single tab. The Panels section is used to create,
edit, and manage panels. The Panels section contains Service Levels Quick Filters
the Caption field and the Menu icon.

Caption Caption

The caption is displayed at the top of the panel. The Service Levels Quick Filters
Caption field is used to set the caption of the panel.

Enter a caption for the panel. Scores Quick Filters

Manage Panel ]
Service Level Advanced

The Manage Panel menu contains the Duplicate Panel
and Delete Panel commands. Scores Advanced

To duplicate the panel, click the Duplicate Panel
command.

A duplicate panel is created with the same name and widgets as the original panel.
To delete the panel, click the Delete Panel command.

The panel is deleted and removed from the Panel list.

Organizing Panels

Panels are displayed left-to-right then in rows top-to-bottom under the tab. The way in which
panels are displayed is determined by the width of each panel, the width of the Active
Insights window, and the order of panels in the Panel list, starting with the top panel in the
Panels list and ending with the bottom panel in the Panels list.

To change the order in which panels are displayed, click the Order icon on a panel entry in
the Panel list and drag the entry to the position in which you would like it.

The panel is placed in the new position and is displayed in that position on the Dashboard.

More information on Dashboard structure and organization is included in the “Dashboard
Layout” section of this document.

The width of each panel is set under the Panel tab for the panel.
Dashboard Duration Fields

The Dashboard Duration fields determine when calls are counted as certain types of calls.
For each Dashboard Duration field that is set to a value greater than 0 (zero), a call must have
a duration for that category greater than or equal to the number of seconds entered to be
considered that type of call.
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Minimum Call Duration

The Minimum Call Duration field is used to determine the minimum number of seconds
between when a call entered the system and when the call was disconnected in order for the
call to be counted and displayed as a call on the Dashboard.

Minimum System Abandon Duration

The Minimum System Abandon Duration field is used to determine the minimum number of
seconds between when a call was distributed to a queue and when the caller hung up in order
for the call to be considered a System Abandon.

Minimum Agent Abandon Duration

The Minimum Agent Abandon Duration field is used to determine the minimum number of
seconds between when a call was distributed to an agent and when the caller hung up in order
for the call to be considered an Agent Abandon.
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Panel

The Panel tab of the Edit Dashboard pane is used to edit the display of a specific panel,
manage filters for the panel, and manage widgets contained within the panel.

To display the settings for a panel, click on the empty space within the border of the panel you
would like to edit.

The Panel tab for the panel is made available next to the Dashboard tab, and the contents of
the Panel page are immediately displayed.

Alternatively, if the Widget tab is displayed, click the Panel tab.
The contents of the Panel page are displayed for the panel to which the widget belongs.

The Panel page contains the Panel Properties section, the Panel Widgets section, and the
Filters section.

Deleting the Panel

The Delete button is used to delete a panel from a tab.

To delete the panel, click the Delete button.

The panel is deleted and removed from the tab. The Dashboard page is displayed.

Panel Properties

The Panel Properties section is used to choose the size and appearance of the panel. The
Panel Properties section contains the Width field, Border field, Style field, Border Color
field, Shade field, and Caption field.

Width

The Width field is used to set the width of the panel, up to a maximum of 12. The width of
the panel is used to determine the placement of the panel on the tab and whether two or more
panels can be placed next to each other.

More information on Dashboard structure and organization is included in the “Dashboard
Layout” section of this document.

Border
The Border field is used to determine the thickness of the border for the panel.
To set the border thickness for the panel, click the Border field.

e To set the thickness of the border, select “1,” “2,” or “4.”

¢ To set the panel to have no border, select “None.”
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Style

The Style field is used to determine the style of the border
for the panel.

To set a border style for the panel, click the Style field.
e Select “Solid” for a solid border line.
e Select “Dashed” for a dashed border line.
e Select “Dotted” for a dotted border line.
o Select “Double” for two solid, parallel border lines.

Border Color

The Border Color field is used to determine the color of
the border.

To set the color of the border for the panel, click the
Border Color field.

Select a color for the border for the panel.
Shade

The Shade field is used to determine the shade of the
color used for the border. The Shade menu contains a list
of values ranging from 50 to 950. The higher the value,
the darker the color.

To set the shade of the color for the border, click the
Shade field.

Select the shade value to be used with the color selected
in the Border Color field.

Caption

The Caption field is used to set the caption used to label
the panel. The value of his field is the same as the
Caption field located under the Panel section of the
Dashboard page.

To change the caption given to the panel, enter the
preferred caption in the Caption field.

Panel Widgets

Widgets display a variety of information and can be
customized to fit specific needs.

Dashboard Panel

Panel Properties Delete
Width
12
Border Style
1 v Solid v
Border Color Shade
Gray v 500
Caption
Widgets

Panel Widgets

Change order of widgets by dragging move handle

i

Score by Agent

Service Level

Add new widgets

Add any number of widgets to the selected panel

Add Widgets v

Search - DateTime

Search - Agent %

Date Selection | Add Filter

The Panel Widgets section is used to manage the widgets that are displayed in the panel. By
default, panels contain no widgets unless the panel was created as a duplicate of another

panel that contained widgets.

The names of any widgets added to the panel are displayed in the Panel Widgets section.
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Organizing Widgets

Widgets are organized left-to-right then in rows top-to-bottom within a panel. The way in
which widgets are displayed is determined by the width and height of the widget, the width
of the panel, and the order of widgets in the Widgets list, starting with the top widget in the
Widgets list and ending with the bottom widget in the Widgets list.

To change the order in which widgets are displayed, click the Order icon on a widget entry
in the Widgets list and drag the entry to the position in which you would like it.

The widget is placed in the new position and is displayed in that position on the panel.

More information on Dashboard structure and organization is included in the “Dashboard
Layout” section of this document.

The size and appearance of each widget is edited under the Widget tab of the Edit Dashboard
pane.

Adding Widgets

Widgets must be added to a panel for the panel to have functionality.
To add widgets to the panel, click the Add Widgets button.

The Add Widgets pane is displayed.

Add Widgets

The Add Widgets pane displays a list of widgets that are available to be added to the panel.
The Add Widgets pane includes a Search field and the Add Widgets hyperlink. A check box
is displayed next to each widget in the widget list.

Multiple instances of the same widget can be added to the same panel.
Search

The Search field is used to filter the list of available widgets to only widgets that contain the
string of characters entered in the Search field.

To filter the widgets list by a string of characters, enter the characters in the Search field.
The widget list is updated after each keystroke.

Add Widgets

The Add Widgets button is used to add widgets to the panel.

To add widgets to the panel, select the check box next to each widget which you would like
added to the panel.

Click the Add Widgets hyperlink.

The selected widgets are added to the panel. If multiple widgets are added, the new widgets
are added to the bottom of the widgets list in alphabetical order.

Filters

The Filters section is used to add filters that can be used within the panel. The Filters section
also includes the Filters field and the Add Filter hyperlink.
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Filters added to the panel only filter the information displayed within the panel. The Filters
section displays a list of added filters. Search filters are displayed left-to-right at the top of
the panel depending on the order in which they are displayed in the filters list.

Note: Panels are affected by filters at the Dashboard level, regardless of the filters chosen. If
an Agent filter is selected at both the Dashboard level and Panel level, selecting an
agent at the Panel level clears the Agent filter at the Dashboard level.

To change the order in which filters are displayed, click the Order icon on a filter entry in
the Filters list and drag the entry to the position in which you would like it.

The filter is placed in the new position and is displayed in that position on the panel.
To remove a filter from the panel, click the Delete icon X next to the filter name.

The filter is removed from the panel and the filter name is no longer displayed in the Filters
list.

Organizing Filters

Filters are displayed left-to-right across the top of the panel in the order that the filters appear
in the Filters list. If the Date Selection filter is selected, the Date Selection bar is displayed
either above or below all other filters.

o If'the Date Selection filter is at the top of the Filters list, the Date Selection bar is displayed
above all other filters for the panel.

e If the Date Selection filter is positioned below one or more filters in the Filters list, the Date
Selection bar is displayed below all other filters for the panel.

To change the order in which filters are displayed, click the Order icon on a filter entry in
the Filters list and drag the entry to the position in which you would like it.

The filter 1s placed in the new position and is displayed in that position on the panel.
Filters Menu

The Filters field is used to select the filter to add to the Filters list for the panel.

To add a filter to the Filters list, click the Filters field.

The Filters menu is displayed.

Select the filter you would like added to the panel.

Click the Add Filter hyperlink.

The selected filter is added to the Filters list for the panel.

The following filters are available.

Date Selection

The Date Selection filter displays a bar at the top of the panel that is used to quickly select
the date range for the data displayed by the panel. When the Date Selection bar is added to
the filters list, the filter entry can be expanded to view additional settings.

The Date Selection filter entry contains the Default field. The Default field is used to set the
default Date Selection range when the panel is loaded.

Select the default Date Selection range.
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Note: The Date Selection filter is a date filter and cannot be deleted. The Date Selection filter
can only be replaced by the Search — Date filter.

Search — Agent

The Search — Agent filter is displayed at the top of the panel and is used to filter the panel to
only display data for a selected agent.

Note: If the Agent filter is enabled for the dashboard, the Search — Agent filter does not
function for the panel.

Search — Client

The Search — Client filter is displayed at the top of the panel and is used to filter the panel to
only display data for a selected Client or range of Clients.

Search — DateTime

The Search — DateTime filter is used to filter the panel to only display data for a selected
period of time. When the Search — DateTime filter is added to the Filters list, the filter entry
can be expanded to view additional settings.

The Search — DateTime filter entry contains the Unit field and Value field.

Unit

The Unit field is used to select the Unit by which data is filtered in the panel. The Unit field
can be set to Minutes, Hours, Days, Weeks, or Months.

Select the default unit of time by which you would like the panel filtered.

Value

The Value field is used to set the number of the selected units that are displayed. When a
value is selected, that number of units of time that occurred previously to the current time are
displayed.

Select the default number of units by which you would like the panel filtered.

Note: The Search — DateTime filter is a date filter and cannot be deleted. The Search — Date
filter can only be replaced by the Date Selection filter.

Search — Skill

The Search — Skill filter is used to filter the panel to only display data associated with a
selected ACD Skill.

Reviewed Scores Only

The Reviewed Scores Only filter is used to filter the panel to only display data for calls that
have been marked as Reviewed in the Call Information page.

Note: The application of the Reviewed Scores Only filter is not indicated on the panel. When
the Reviewed Scores Only filter is applied, it immediately affects the panel.
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Widget

The Widget tab is used to change the size and

appearance of individual widgets. The Widget tab is
also used to adjust unique widget properties, if the Service Level by Skill
selected widget has any.

Dashboard Panel Widget

Width Height
To display the Widget tab for a widget, click the empty ) Wg
space within the border of the widget you would like to 7 ?
edit. Border Style

The Widget tab for the widget is made available nextto || v Solid v
the Panel tab, and the contents of the Widget page are

immediately displayed. Border Color  Shade
The type of widget is displayed at the top of the widget Green ¥ | |°% ¥
page. Widget Properties
The Widget page contains the Delete button, the Display
Widget Border section, and the Widget Properties -

. ercentage v
section.

Deleting the Widget
The Delete button is used to delete a widget from a panel.
To delete the widget, click the Delete button.

The widget is deleted and removed from the panel. The Panel page for the panel to which the
widget belonged is displayed.

Widget Border

The Widget Border section is used to adjust the size and appearance of the widget. The
Widget Border section contains the Width field, the Height field, the Border field, the Style
field, the Border Color field, and the Shade field.

Width

The Width field is used to set the width of the widget, up to a maximum of 12. The width of
the widget is used to determine the placement of the widget within the panel and whether two
or more widgets can be placed next to each other.

More information on Dashboard structure and organization is included in the “Dashboard
Layout” section of this document.

Height

The height field is used to set the height of the widget, up to a maximum of 8. The height of
the widget may determine how widgets are organized and displayed.

More information on Dashboard structure and organization is included in the “Dashboard
Layout” section of this document.

Border

The Border field is used to determine the thickness of the border for the widget.
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To set the border thickness for the widget, click the Border field.
e To set the thickness of the border, select “1,” “2,” or “4.”
e To set the panel to have no border, select “None.”
Style
The Style field is used to determine the style of the border for the widget.
To set a border style for the widget, click the Style field.
e Select “Solid” for a solid border line.
e Select “Dashed” for a dashed border line.
e Select “Dotted” for a dotted border line.
e Select “Double” for two solid, parallel border lines.
Border Color
The Border Color field is used to determine the color of the border.
To set the color of the border for the widget, click the Border Color field.

Select a color for the border for the widget.

Shade

The Shade field is used to determine the shade of the color used for the border. The Shade
menu contains a list of values ranging from 50 to 950. The higher the value, the darker the
color.

To set the shade of the color for the border, click the Shade field.
Select the shade value to be used with the color selected in the Border Color field.
Widget Properties

Some widgets have unique properties that affect the functionality of the widget. If these
settings are available for the widget, they are displayed in the Widget Properties section.

Widget Properties settings are documented in the “Widgets List” section of this document.
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Dashboard Layout

The layout of a dashboard is influenced from many sources. Tabs, panels, and widgets can all
behave differently depending on the dashboard settings and window size.

Scroll Bars

Sections of the dashboard have either hard or customizable limits. If the size of a section’s
contents exceeds either limit, a scroll bar is created to enable users to view the contents.

Scroll bars can be displayed on the right and bottom edges of pages, panels, and widgets,
depending on the section of the dashboard that would overflow the display and in what
direction the overflow would occur.

Tabs

Tabs appear at the top of the dashboard below the Dashboards menu and any dashboard
filters. Tabs are displayed left-to-right on the dashboard to match the top-to-bottom order of
tabs in the tabs list. The top entry in the tabs list is displayed by default when the dashboard
is opened.

The size of each tab is determined by the length of the name for the tab as entered in the
Name field in the Panels section of the Dashboard. If the combined width of all tabs exceeds
the width of the Active Insights window, a horizontal scroll bar is created across the bottom
of the dashboard.

Panel and Widget Display Layout

The layout of panels and widgets is determined by an invisible grid of rows and columns
forming cells. When a panel or widget is added, edited, or moved, the panel or widget takes
up a certain number of cells in width and height. Panels are oriented toward the top-left and
are added in order originating from the first cell of the top row.

The width of the dashboard has a limit of 12 cells when the Active Insights window is
maximized, but this limit may be reduced if the window is not maximized and may result in
panels and widgets appearing in a different layout.

The width of cells is somewhat adjustable. When the width of the window containing the
Active Insights page is reduced, widgets and panels become thinner to try to maintain
organization. If the width of the window reduces to the point that the contents of a panel or
widget would be restricted, the panels and widgets are shifted downward. Panels and widgets
that would appear at the end of a row are instead displayed at the start of the next row.

While the layout of panels and widgets on the page may vary due to window, panel, and
widget size, the order of panels and widgets will not change and will always match the order
as displayed in the Panel list and Widget list in the Edit Dashboard pane. Panels and widgets
are always displayed left to right, row by row. No panel or widget will be displayed on a
higher row or earlier in a row than the panel or widget that is above it in the list.

The height of the dashboard has no limit on the number of cells. When the height of the
window displaying the Active Insights page is reduced, the height of cells does not change. If
the cumulative height of panels and widgets is greater than the height of the screen, a scroll
bar is displayed on the right side of the page.
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Panels

The organization of panels is determined by the width of the panel, the width of the window,
and the size and order of other panels on the tab. Panels adjust to have as much height as
needed to display the widgets contained within them. If multiple panels are displayed in the
same row, the height of each panel in the row is set to match the height of the tallest panel in
that row, even if the panel may have some empty space as a result.

The cumulative width of all panels in a row is limited by the width of the Active Insights
window. If a panel would cause the cumulative width of the row to exceed the width of the
window, the panel is placed at the start of the next row instead.

Widgets

The organization of widgets is determined by the width and height of the widget, the width of
the panel, and the size and order of other widgets in the panel. Widget height does not

depend on other widgets in the row, and rows do not need to have uniform heights. Widgets
may still be assigned to cells directly beneath shorter widgets, resulting in a stacked
appearance.

The cumulative width of all widgets in a row is limited by the width of the panel in which
they are displayed. If a widget would cause the cumulative width of the row to exceed the
width of the panel, the widget is placed in the next available spot.

Cell Assignment Process

When Active Insights is determining where panels or widgets are placed in the dashboard, it
takes the first panel or widget in its respective list and checks each cell, moving left-to-right,
row by row. If the checked cell has enough cells to the right of it to fit the panel or widget,
the panel or widget is assigned to the cell. When a panel or widget is assigned to a cell, the
top left corner of the panel or widget occupies that cell, and cells below and to the right of the
checked cell are filled by the panel or widget.

v

v

v

v

v

After a panel or widget is assigned, the next panel or widget in the list is selected, and Active
Insights checks the next cell in the row. If the current panel or widget cannot be placed on the
checked cell, the cell is skipped, and the next empty cell in the row is selected.
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Skipped cells are not checked again for any panels or widgets. If a cell could not accept the
panel or widget when it was checked, the cell will remain empty. No panel or widget will
ever be assigned to an earlier cell than a panel or widget that is listed above it in its
respective list.

Because of this process, it is possible to have empty cells on the dashboard that could fit one
or more existing panels or widgets, but Active Insights cannot fill these empty cells because
it would break the order.

To fill unwanted empty cells and create the most efficient widget layout, order panels or
widgets in their list in the order they would best fit when added via this cell assignment

process.
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Widgets List

Widgets display a wide array of information and provide dashboards with functionality. This
section lists the widgets available to use in Active Insights dashboards. Additional properties
for the widgets that are edited under the Widget tab are listed here as well.

Some widgets contain a Reminder icon. ~ The Reminder icon = provides a reminder of
what information is displayed by the widget.

To display the reminder tooltip, hover over the Reminder icon.

The Reminder tooltip is displayed.
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Abandon Time

System Abandon Call Duration System Abandon Time
4.00 4.00

Avg abandon duration (1) Avg abandon duration (1)
Agent Abandon Wait Time Agent Abandon Time
12.00 19.00

Avg abandon duration (1) Avg abandon duration (1)

The Abandon Time widget can be added to dashboards in the Active Insights platform. The
Abandon Time widget displays a single statistic related to abandons for the dashboard’s
dataset. The kind of information displayed and the way in which it is displayed are
determined by the widget properties.

Clicking the Exclamation Point icon (*) displays a Call Logs search results list that is filtered
to display calls that are either agent abandons or system abandons, depending on the widget
properties configuration.

The Abandon Time widget contains a Reminder icon.

Note: The title of the Abandon Time widget changes depending on the widget properties
configuration.

Widget Properties
The widget properties for the Abandon Time widget includes the Type and Display fields.
Type

The Type field is used to select what type of data related to abandon calls is displayed by the
Abandon Time widget. Each data type is measured in seconds.

Note: The data type selected in the Type field is displayed as the title of the Abandon Time
widget in the Dashboard.

Select the type of data you would like displayed by the widget.
The Type field contains the following data type options.

System Abandon Time

The System Abandon Time type represents the number of seconds between when the call

was distributed to a queue and when the caller hung ;
up for System Abandons. System Abandons care System Abandon Time

calls in which the caller hung up before the call could | System Abandon call Duration
be assigned to an agent. Agent Abandon Time
System Abandon Call Duration .

. Agent Abandon Call Duration
The System Abandon Call Duration type represents o
the number of seconds between when the call entered | Agent Abandon Wait Time
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the system and when the caller hung up for System Abandons. The System Abandon Call
Duration includes the System Abandon Time.

Agent Abandon Time

The Agent Abandon Time type represents the number of seconds between when the call was
distributed to an agent and when the caller hung up for Agent Abandons. Agent Abandons
are calls in which the caller hung up after the call was assigned to an agent without the call
being answered.

Agent Abandon Call Duration

The Abandon Call Duration type represents the number of seconds between when the call
entered the system and when the caller hung up for Agent Abandons. The Agent Abandon
Call Duration includes the Agent Abandon Wait Time and the Agent Abandon Time.

Agent Abandon Wait Time

The Agent Abandon Wait Time type represents the number of seconds that the call is in
Waits for Agent Abandons.

Display

The Display field determines what formula is used to calculate the value displayed for the
selected data type. The selected formula is applied to all data for the selected data type within
the dataset to produce the value displayed in the Abandon Times widget.

Note: A description of the formula and data type selected is displayed below the value in the
Abandon Times widget.

Select the formula you would like the widget to use when displaying information.
The Display field contains the following formula options.
99" Percentile

The 99™ Percentile option displays the number of seconds that 99 percent of values were less
than. This can be used to show the upper limit of the values a dataset contains while

excluding the largest one percent.
] 99th Percentile
95" Percentile

. . . 95th Percentile
The 95™ Percentile option displays the number of seconds that 95
percent of values were less than. This can be used to show the upper Average
limit of the values a dataset contains while excluding the largest five Minimum
t.
PERCEl Maximum
Average

The Average option displays the average of all values in the dataset.
Minimum
The Minimum option displays the smallest value contained in the dataset.

Maximum

The Maximum option displays the largest value contained in the dataset.
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Abandons
System Abandons Agent Abandons
31 23
Calls not on an agent screen (1) Calls not on an agent screen (1)
System Abandons % Agent Abandons %
18.90 14.02
Calls not on an agent screen (1) Calls not on an agent screen (1)

The Abandons widget displays information regarding abandons that occurred in the dataset.
Depending on the widget properties, the Abandons widget may display the number of System
Abandons, Agent Abandons, or both.

Clicking the Exclamation Point icon (*) displays a Call Logs search results list that is filtered
to display calls that are either agent abandons or system abandons, depending on the widget
properties configuration.

The Abandons widget contains a Reminder icon.

Note: The title of the Abandons widget changes depending on the widget properties
configuration.

Widget Properties
The widget properties for the Abandons widget includes the Type and Display fields.

Widget Properties

Type

Agent v

Display

Percentage

Type

The Type field is used to set the type of abandons that is displayed. The Type field can be set
to “System,” “Agent,” and “All.”

Select the type of abandon that the Abandons widget should display.
Note: The Type field is set to “All” by default.
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System

If the Type field is set to “System,” the Abandons widget displays information about System
Abandons in the dataset. A call is labeled as a System Abandon if the caller hung up before
the call was assigned to an agent.

If the Type field is set to “System,” the widget is titled “System Abandons.”
Agent

If the Type field is set to “Agent,” the Abandons widget displays information about Agent
Abandons in the dataset. A call is labeled as an Agent Abandon if the caller hung up after the
call was assigned to an agent but before the call was answered by the agent.

If the Type field is set to “Agent,” the widget is titled “Agent Abandons.”
All

If the Type field is set to “All,” the Abandons widget displays information about both the
System Abandons and Agent Abandons for the dataset.

If the Type field is set to “All,” the widget is titled “Abandons.”
Display

The Display field is used to set how the data for the Abandons widget is displayed. The
Display field can be set to “Count” or “Percentage.”

Select the type of data that by which abandons should be displayed.
Note: The Display field is set to “Count” by default.
Count

If the Display field is set to “Count,” the total number of abandons in the dataset is displayed,
and the widget title is unchanged.

Percentage

If the Display field is set to “Percentage,” the percentage of calls in the dataset that were
abandons is displayed, and a percentage symbol (%) is added to the end of the widget title.
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Avg. Answer Time

Avg. Answer Time

000:00:19

The Avg. Answer Time widget displays the average call answer time of all calls taken in
hours, minutes, and seconds (in ~hh:mm.:ss format).

The Avg. Answer Time widget contains a Reminder icon.
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Avg. Duration

Avg. Duration

000:01:14

The Avg. Duration widget displays the average duration of calls taken in hours, minutes, and
seconds. (in ~hh:mm:ss format).

The Avg. Duration widget contains a Reminder icon.

34
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Call Metrics by Date

The Call Metrics by Date widget displays a graph of data for calls in the dashboard’s dataset
organized by portions of time. The Call Metric by Date widget contains a graph and a legend.

Call Metrics By Date [P 95 ]
Category

1.000 . Bl =gent abandon time
agent abandon wait time
o B system abandon time
= B wait time
nosa ome
g g B znzwertime
=

|
. -
Monday Tuesday Wednesday Thursday  Friday
Group By Day Of Week

Legend

The Call Metrics legend indicates which data category is represented by each color.
Calculations for the following data categories are displayed in the Call Metrics graph.

The following data categories may be displayed, depending on the Field setting in the widget
properties.

Agent Abandon Time

The Agent Abandon Time category represents the number of seconds between when the call
was distributed to an agent and when the caller hung up. The Agent Abandon Time statistic
only includes Agent Abandons, which are calls in which the caller hung up after the call was
assigned to an agent without the call being answered.

Agent Abandon Call Duration

The Abandon Call Duration category represents the number of seconds between when the
call entered the system and when the caller hung up. The Agent Abandon Call Duration
statistic only includes Agent Abandons. Agent Abandon Wait Time and Agent Abandon
Time are included in the Agent Abandon Call Duration.

Agent Abandon Wait Time

The Agent Abandon Wait Time category represents the number
of seconds that the call was in Waits. The Agent Abandon Wait Category

Time statistic only includes Agent Abandons. M =gent sbandon time

agant abandon wait time
System Abandon Time B system abandon tme
The System Abandon Time category represents the number of M wait time

nosa Tme

seconds between when the call was distributed to a queue and
when the caller hung up. The System Abandon Time statistic

Bl answer time
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only includes System Abandons, which are calls in which the caller hung up before the call
could be assigned to an agent.

System Abandon Call Duration

The System Abandon Call Duration category represents the number of seconds between
when the call entered the system and when the caller hung up. The System Abandon Call
Duration statistic only includes System Abandons.

Wait Time

The Wait Time category represents the number of seconds the call was in the Waits queue.
The Wait Time statistic includes Agent Abandons, System Abandons, and non-abandon calls.

Hold Time

The Hold Time category represents the number of seconds the call was in the Hold state. The
Hold Time statistic only includes non-abandon calls.

Answer Time

The Answer Time category represents the number of seconds the call was in the Ringing
state. The Answer Time statistic includes Agent Abandons and non-abandon calls.

Call Duration

The Call Duration category represents the number of seconds from when the call entered the
system to when the call was disconnected. The Call Duration statistic includes Agent
Abandons, System Abandons, and non-abandon calls. Wait Time, Hold Time, and Answer
Time are included in the Call Duration.

Graph

Call Metrics By Date [P 95 ]
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The Call Metrics graph is displayed as a stacked bar graph. The graph displays a bar or area
for each statistic displayed in the graph. The left side of the Call Metrics graph displays the
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number of seconds that the graph represents. The bottom of the call metrics chart displays the
time ranges for which data is displayed.

The height of each segment of the bar represents the number of seconds produced by the
calculation for the category.

Segments displayed in each bar are organized by size with smaller segments appearing below
larger segments.

Tooltips
A tooltip is provided for each bar or area.

The tooltip displays the following information about the bar or area:

e The category for which data is displayed. category: hold time

e The value represented. e 16735

e The date for which data is displayed. date: Oct 08 2024

e The day of the week for which data is displayed. Day Of Week: TLlesdéy
Note: If the Date Display field is set to “Group by Day of

Week,” the date and day of the week are not displayed in the tooltip.
Widget Properties

The widget properties for the Call Metrics by Date widget are used to change what type of
data is displayed and how it is organized. The widget properties for Call Metrics by Date
widget contain the Display field, the Date Display field, and the Fields field.

Display

The Display field determines what formula is used to calculate the 99th Percentile
value displayed for each data category. The selected formula is used to
calculate all values for the category type within the dataset.

95th Percentile

Average
Note: An abbreviation of the formula selected in the Display field is o J
displayed in brackets following the graph title. Minimum
Maximum

If 99" Percentile is selected, “P 99” is displayed.

If 95™ Percentile is selected, “P 95” is displayed.
e [f Average is selected, “avg” is displayed.
e [f Minimum is selected, “min” is displayed.

e [f Maximum is selected, “max” is displayed.

Select the formula you would like the Call Metrics by Date widget to use to display
information.

The Display field contains the following formula options.
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99th Percentile

Displa
The 99" Percentile option displays the number of seconds that 99 |, ik
percent of values were less than. This can be used to show the 9Gth Percentile ~
upper limit of the values a dataset contains while excluding the
largest one percent. 99th Percentile
95t Percentile 95th Percentile
The 95" Percentile option displays the number of seconds that 95 A\.ﬂlerlage
percent of values were less than. This can be used to show the Minimum
upper limit of the values a dataset contains while excluding the Maxirmum

largest five percent.

Average

The Average option displays the average of all values in the dataset.
Minimum

The Minimum option displays the smallest value contained in the dataset.
Maximum

The Maximum option displays the largest value contained in the dataset.
Date Display

The Date Display field determines how data displayed by the Call Metrics by Date widget is
grouped.

Select how you would like information displayed by the Call Metrics by Date widget to be
grouped.

The Date Display field can be set to the following options.

Date

If the “Date” option is selected, the graph displays a bar for each date in the dataset, and each
bar is labeled with the date it represents.

Day of Week

If the “Day of Week” option is selected, the graph displays a bar for each date in the dataset,
and each bar is labeled with the day of the week it represents.

Group by Day of Week

If the “Group by Day of Week” option is selected, the graph displays a bar for each day of
the week, and each bar is labeled with the day of the week it represents. If the dataset

contains data for multiple dates with the same day of the week, all data for the day of the
week is combined into one bar.

Fields

The Fields field is used select the set of data categories for which
information is displayed.

Abandon Type

Select the data category set which you would like displayed by the
Call Metrics by Date widget. Call Duration
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The following data category sets can be selected:
Call Metrics

If the Call Metrics option is selected, information is displayed for the Agent Abandon Time,
Agent Abandon Wait Time, Wait Time, Hold Time, and Answer Time data categories.

Abandon Type

If the Abandon Type option is selected, information is displayed for the Agent Abandon
Time, Agent Abandon Wait Time, and System Abandon Time data categories.

Call Duration

If the Call Duration option is selected, information is displayed for the Agent Abandon Call
Duration, System Abandon Call Duration, and Call Duration data categories.
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Call Metrics by Client

The Call Metrics by Client widget contains a bar graph that displays data for calls organized
by the Client to which the calls were received. The Call Metrics by Client widget displays
data by Client for up to the top 20 Clients to which the most calls were received.

The Call Metrics by Client legend indicates which data category is assigned to each color.
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Legend

The Call Metrics legend indicates which data category is represented by each color.
Calculations for the following data categories are displayed in the Call Metrics graph.

The following data categories may be displayed, depending on the Field setting in the widget
properties.

Agent Abandon Time

The Agent Abandon Time category represents the number of seconds between when the call
was distributed to an agent and when the caller hung up. The Agent Abandon Time statistic
only includes Agent Abandons, which are calls in which the caller hung up after the call was
assigned to an agent without the call being answered.

Agent Abandon Call Duration

The Agent Abandon Call Duration category represents the Category

number of seconds between when the call entered the system B =gent sbandon time
and when the caller hung up. The Agent Abandon Call Duration agent sbandon wait tme
statistic only includes Agent Abandons. Agent Abandon Wait B system abandon time
Time and Agent Abandon Time are included in the Agent o et hme

Abandon Call Duration. - ;:ﬂ:?me
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Agent Abandon Wait Time

The Agent Abandon Wait Time category represents the number of seconds that the call was
in Waits. The Agent Abandon Wait Time statistic only includes Agent Abandons.

System Abandon Time

The System Abandon Time category represents the number of seconds between when the call
was distributed to a queue and when the caller hung up. The System Abandon Time statistic
only includes System Abandons, which are calls in which the caller hung up before the call
could be assigned to an agent.

System Abandon Call Duration

The System Abandon Call Duration category represents the number of seconds between
when the call entered the system and when the caller hung up. The System Abandon Call
Duration statistic only includes System Abandons.

Wait Time

The Wait Time category represents the number of seconds the call was in the Waits queue.
The Wait Time statistic includes Agent Abandons, System Abandons, and non-abandon calls.

Hold Time

The Hold Time category represents the number of seconds the call was in the Hold state. The
Hold Time statistic only includes non-abandon calls.

Answer Time

The Answer Time category represents the number of seconds the call was in the Ringing
state. The Answer Time statistic includes Agent Abandons and non-abandon calls.

Call Duration

The Call Duration category represents the number of seconds from when the call entered the
system to when the call was disconnected. The Call Duration statistic includes Agent
Abandons, System Abandons, and non-abandon calls. Wait Time, Hold Time, and Answer
Time are included in the Call Duration.
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Graph
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The Call Metrics by Client graph displays a bar for each of up to the top 20 Clients to which
the most calls were assigned. The left side of the Call Metrics by Client graph displays the
duration in seconds.

Each bar is broken into colored segments by the data category represented. The height of
each section represents either the number of calls or the percentage of calls for the Client that
fit the data category, depending on the configuration of the widget properties.

Bar sections are organized vertically from largest to smallest, with sections that represent a
greater number of seconds for the value of the data category for the Client appearing higher
in the graph and sections that represent a lesser number of seconds appearing lower.

Tooltips

A tooltip is provided for each bar segment.

The tooltip displays the following information about the segment:
e The data category for which data is displayed
e The Client Number for which the segment displays data
e The maximum value in seconds that the segment represents
e The average value in seconds that the segment represents
e The minimum value in seconds that the segment represents

e The total number of hours for which data is represented
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Widget Properties

The widget properties for the Call Metrics by Client widget are used to change what type of
data is displayed and how it is organized. The widget properties for Call Metrics by Client
widget contain the Display field and the Fields field.

Display

The Display field determines what formula is used to calculate the 99th Percentile
value displayed for each data category. The selected formula is used to
calculate all values for the category type within the dataset.

95th Percentile

Average
Note: An abbreviation of the formula selected in the Display field is o J
displayed in brackets following the graph title. Minimum
Maximum

e If 99" Percentile is selected, “P 99 is displayed.

e If 95" Percentile is selected, “P 95” is displayed.
e If Average is selected, “avg” is displayed
e If Minimum is selected, “min” is displayed.

e If Maximum is selected, “max” is displayed.

Select the formula you would like the Call Metrics by Client widget to use to display
information.

The Display field contains the following formula options.

99t Percentile

The 99 Percentile option displays the number of seconds that 99 percent of values were less
than. This can be used to show the upper limit of the values a dataset contains while
excluding the largest one percent.

95t Percentile

The 95" Percentile option displays the number of seconds that 95 percent of values were less
than. This can be used to show the upper limit of the values a dataset contains while
excluding the largest five percent.

Average

The Average option displays the average of all values in the dataset.
Minimum

The Minimum option displays the smallest value contained in the dataset.
Maximum

The Maximum option displays the largest value contained in the dataset.

Fields

The Fields field is used to select the set of data categories for which
information is displayed.

Abandon Type

Select the data category set which you would like displayed by the
Call Metrics by Client widget. Call Duration
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The following data category sets can be selected:
Call Metrics

If the Call Metrics option is selected, information is displayed for the Agent Abandon Time,
Agent Abandon Wait Time, Wait Time, Hold Time, and Answer Time data categories.

Abandon Type

If the Abandon Type option is selected, information is displayed for the Agent Abandon
Time, Agent Abandon Wait Time, and System Abandon Time data categories.

Call Duration

If the Call Duration option is selected, information is displayed for the Agent Abandon Call
Duration, System Abandon Call Duration, and Call Duration data categories.
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Call Scoring by Date

The Call Scoring By Date widget displays a color-coded cumulative bar chart. The Score By
Month chart displays the average score for each Score Label in each month.
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The Score By Month legend indicates what Score Label is assigned to each color in the Score

By Month chart.

Cumulative Bar Chart

The Score By Month cumulative bar chart displays average scores in a compound bar for
each month of the year.

Tooltips

A tooltip is provided for each section of the bar.

To display the tooltip for a segment, hover over a segment in the Score By Month bar chart.

The tooltip displays the following information about the segment:

e The Score Label that the segment represents

e The average score for the score segment

e The maximum score possible for the Score Label
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Calls Within Service Level

Calls within Service Level

127

Mumber of calls answered within 20 seconds C)"

The Calls Within Service Level widget displays the number of calls taken with an answer
time equal to or less than 20 seconds.

Clicking the Exclamation Point (*) icon displays a Call Logs search results list that is filtered
to display calls with an answer time of more than 20 seconds.

The Calls Within Service Level widget contains a Reminder icon.
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List Calls
03/01 /2024 04:16:31 PM 311012 OnCall Centre
03/01/2024 10:33:07 AM 1805 & 2182 |5 Web Chat, 5M5, Email Chat
03/01/2024 10:29:56 Ah 311012 OnCall Centre

02/28/2024 02:11:459 PM 58088 /& 9087521915

Ln

02/28/2024 02:09:11 PM  840% /A 908752191

Hom

Hom
02/28/2024 02:06:13 PM  62.0% /A 9087521915  Home Screen

Hom

02/12/2024 03:30:15 P} 9087521915 ome SCreel
02/05/2024 08:58:38 AM 2182 IS Web Chat, 5M5, Email Chat
02/05/2024 08:55:55 AM 2182 IS Web Chat, 5M5, Email Chat

The List Calls widget displays information on the 10 most recent calls to enter the system in
the dataset. The List Calls widget displays calls in order of most recent from top to bottom.
For each call, the following Call Log columns are displayed.

Review

The Review column displays a check mark. The color of the check mark changes depending
on the review status of the call.

o If the call has not been marked for review, the check mark is grey.
e If the call has been marked for review, the check mark is red.

o If the call has been reviewed, the check mark is green.

Start Time
The Start Time column displays the date and time that each call began.

o [If the call started less than 24 hours ago, the Start Time column displays the amount
of time that has passed since the call started it 24:mm:ss format. Hovering over the
time presents a tooltip that displays the date and time at which the call started in
mm/dd/yyyy hh:mm:ss format.

e [fthe call started more than 24 hours ago, the Start Time column displays the date
and time at which the call started in mm/dd/yyyy hh:mm:ss format.

Scoring

The Scoring column displays information about the Post Call Analytics for the call.

Percentage

The Scoring Column displays the total score of all scores assigned to the call as a percentage
of the maximum possible total score. The highlight color around the percentage is different
depending on the value of the percentage.

e The highlight is green if the percentage is greater than or equal to 75.
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e The highlight is yellow if the percentage is greater than or equal to 50 and less than
75.

e The highlight is orange if the percentage is greater than or equal to 25 and less than
50.

e The highlight is red if the percentage is less than 25.

Hovering over the percentage assigned to a call displays a summary of the call’s Post-Call
Scores.

Summary

& Revenue Opportunity

(‘i\, Service Enhancement Opportunity
G) Summary
Caller Sentiment Score v m C5R Message Handling v v

The summary displays a list of all warnings, annotations, trends, and scores. By default, only
the label is displayed for each warning, annotation, and trend, and only the label and the
score value is displayed for each score.

Each listing includes an Expand icon  that is used to display the details of the listing.
To view the details of a listing, click the Expand icon.

The listing is expanded, and the Expand icon v is replaced by the Collapse icon.

To hide the details of a listing, click the Collapse icon.

The listing is collapsed, and the Collapse icon ~ is replaced by the Expand icon.

Icons
The Scoring Column also displays icons related to the Post Call Analytics for the call.

e [If the call was given a warning using an Al Annotation element, the Warning icon is
displayed. A

e [Ifthe call was given a trend using an Al Trend element, a trend icon is displayed. The
Positive Trend icon ~* is displayed if the trend was positive, and the Negative Trend
icon “ is displayed if the trend was negative.

Client Number
The Client Number column displays the Client Number to which the call was placed.
Client Name

The Client Name column displays the Client Name associated with the Client Number.

48 Active Insights Dashboards Reference Guide



Widgets List

Max Call Duration

Max Call Duration

000:14:35
O

The Max Call Duration widget displays the duration of the call that has the largest duration in
hours, minutes, and seconds (in hhh:mm.ss format).

Clicking the Exclamation Point icon (") displays a Call Logs search results list that is filtered
to display calls with a duration greater than the average call duration.

The Calls Within Service Level widget contains a Reminder icon.
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Score By Agent

Top Agent Scores Bottom Agent Scores
Lsurs | 87.5% 11.9% Erics | 31.6% -3.2%
Jessy  T15% —4.1% Stzven | 45.0% -16.3%
Amy | B7.3% 5.5% Michasl | 51.0% -A7.0%
Pau  59.3% —5.0% Andres | 51.0% 17.0%
| -AT.0% Pau  59.3% 5.0%
-AT.0% Amy | 67.3% 5.5%
~16.3% Jessy  T15% —41%
-3.2% Leurs 875% 1.9%

The Score By Agent widget displays information related to score percentages for agents. The
chart displays the average score percentage for each agent compared with the average score
percentage for all Score Labels for which the agent has a score.

Rows can be displayed in ascending or descending order by Average Agent Percentage,
depending on the widget settings. The Score by Agent widget displays a row for up to as
many agents as configured in the Widget Properties section.

Each row contains the Average Agent Percentage and the Average Score Difference.
Agent

The Agent Login Names are displayed along the left side of each row.

Average Agent Percentage

The first column displays the average of all scores assigned to the agent as a percentage of
the total maximum score possible. The Average Agent Percentage is also represented by the
bar displayed across the chart. The bar extends further toward the right the larger the
percentage that it represents.

Average Score Difference

The second column displays the difference between the Average Agent Percentage and the
composite average percentage, which is the overall average of scores for the Score Labels.

Note: The Average Agent Percentage is compared to the composite average percentage only
for Score Labels for which the agent has a score. If an agent did not receive a score in a
Score Label, the average for that Score Label is not included in the calculation for the
composite average percentage.

If the Average Agent Percentage is greater than the composite average percentage, the
Average Score Difference is displayed as a positive number in green. If the Average Agent
Percentage is less than the composite average percentage, the Average Score Difference is
displayed as a negative number in red.

Tooltips
A tooltip is displayed for each agent listed on the Score By Agent widget.

To display the tooltip for an agent, hover over the bar that contains statistics for the agent.

The tooltip displays the following information for the agent:
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e The number of calls that agent took
e The average score for the agent
e The total of all scores assigned to the agent

Widget Properties

Widget Properties

Title

Top Agent Scores

Sorting

Descending v

Max Count

10

The widget properties for the Score By Agent widget contains the Title field, the Sorting
field, and the Max Count field.

Title

The Title field is used to set a title for the widget.
Enter a title for the Score By Agent widget.

Note: The Title field is blank by default. If any changes are made to the widget properties for
the Scores By Agent widget, a title must be given to the widget before changes can be
saved.

Sorting

The Sorting field is used to determine the order in which agent statistics are displayed. The
Sorting field can be set to “Ascending” and “Descending.”

Select the how agent statistics should be displayed in the Score By Agent widget.
Note: The Sorting field is set to “Ascending” by default.
Ascending

If the Sorting field is set to “Ascending,” the agents with the lowest Average Agent
Percentages are displayed in ascending order with the lowest percentage displayed at the top
of the widget.

Descending

If the Sorting field is set to “Descending,” the agents with the highest Average Agent
Percentages are displayed in descending order with the highest percentage displayed at the
top of the widget.
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Max Count

The Max Count field is used to determine the number of agents for whom statistics are
displayed.

Enter the number of agents for whom you would like statistics displayed.

OR
Set the number of agents using the selection arrows. -

If the number entered in the Max Count field is equal to or greater than the number of agents
present in the dataset, all agents are displayed.

If the number of agents in the Max Count field is less than the number of agents present in
the dataset, the agents for whom statistics are displayed is determined by the Sorting field.

e If the sorting field is set to “Ascending,” agents with lowest Average Agent
Percentages are displayed.

o [If the sorting field is set to “Descending,” agents with the highest Average Agent
Percentages are displayed.
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Call Metrics

Call Metrics

Category

W zgent sbandon time

B agent abandon call duration
agent abandon wait time

B zystem abandon time
system abandon call duration

W wait time
hiold firme

W znzwer fime

B call duration

Averages

The Call Metrics widget displays a graph of data for calls in the dashboard’s dataset. The
Call Metrics widget contains a graph and a legend.

Legend

The Call Metrics legend indicates which data category is
represented by each color. Calculations for the following
data categories are displayed in the Call Metrics graph.

Category
B =zg=nt sbandon time
B =gent abandon call duration

Agent Abandon Time agent abandon wait tme

The Agent Abandon Time category represents the M =ystem abandon time
number of seconds between when the call was distributed system sbandon call durstion
to an agent and when the caller hung up. The Agent n ""3; ime

noda ame

Abandon Time statistic only includes Agent Abandons,
which are calls in which the caller hung up after the call
was assigned to an agent without the call being answered.

B znswer time
B call duration

Agent Abandon Call Duration

The Abandon Call Duration category represents the number of seconds between when the
call entered the system and when the caller hung up. The Agent Abandon Call Duration
statistic only includes Agent Abandons. Agent Abandon Wait Time and Agent Abandon
Time are included in the Agent Abandon Call Duration.

Agent Abandon Wait Time

The Agent Abandon Wait Time category represents the number of seconds that the call was
in Waits. The Agent Abandon Wait Time statistic only includes Agent Abandons.

System Abandon Time
The System Abandon Time category represents the number of seconds between when the call
was distributed to a queue and when the caller hung up. The System Abandon Time statistic

only includes System Abandons, which are calls in which the caller hung up before the call
could be assigned to an agent.
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System Abandon Call Duration

The System Abandon Call Duration category represents the number of seconds between
when the call entered the system and when the caller hung up. The System Abandon Call
Duration statistic only includes System Abandons.

Wait Time

The Wait Time category represents the number of seconds the call was in the Waits queue.
The Wait Time statistic includes Agent Abandons, System Abandons, and non-abandon calls.
Hold Time

The Hold Time category represents the number of seconds the call was in the Hold state. The
Hold Time statistic only includes non-abandon calls.

Answer Time

The Answer Time category represents the number of seconds the call was in the Ringing
state. The Answer Time statistic includes Agent Abandons and non-abandon calls.

Call Duration

The Call Duration category represents the number of seconds from when the call entered the
system to when the call was disconnected. The Call Duration statistic includes Agent

Abandons, System Abandons, and non-abandon calls. Wait Time, Hold Time, and Answer
Time are included in the Call Duration.

Graph

The Call Metrics graph is displayed as either a bar graph or Call Metrics
area graph, depending on the widget properties. The graph 3

displays a bar or area for each statistic displayed in the graph.
The left side of the Call Metrics graph displays the number of
seconds that the graph represents.

The height of each bar or area represents the number of |-
seconds produced by the calculation for the category. = 154

Tooltips

A tooltip is provided for each bar or area.

To display the tooltip for a bar or area, hover over the bar or

area for which you would like information displayed. Averages

The tooltip displays the following information about the bar or area:
e The category for which data is displayed.
e The value represented.

The Call Metrics widget can be added to dashboards in the Active Insights platform. The Call
Metrics widget displays a graph of data for calls in the dashboard’s dataset.

Widget Properties

The widget properties for the Call Metrics widget are used to change what type of chart the
widget displays and what type of calculation is used for each data category in the dataset.
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Type

The Type field is used to select how data is displayed in the Call Metrics graph. The Type
field can either be set to “Area” or “Bar.”

Select the how you would like data displayed.

Area

When the Type field is set to “Area,” each value in the Call Metrics graph is | Type

displayed as a line graph connecting each data point, and the area below
each point is colored to represent the category for which a value is Area Vv
displayed.
Area
Bar
Bar

When the Type field is set to “Bar,” each value in the Call Metrics graph is
displayed as a vertical bar. Each bar is colored to represent the category for which a value is
displayed.

Display

The Display field determines what formula is used to calculate the value displayed for each

data category. The selected formula is used to calculate all values for the category within the
dataset.

Select the formula you would like used to create that data that is displayed.

Note: A description of the formula selected in the Display field is displayed below the Call
Metrics graph.

The Display field contains the following formula options.

99t Percentile

Displa

The 99™ Percentile option displays the number of seconds that 99 |, it
percent of values were less than. This can be used to show the 09%th Percentile
upper limit of the values a dataset contains while excluding the
largest one percent. 99th Percentile
95t Percentile 85th Percentile
The 95™ Percentile option di Average

ption displays the number of seconds that 95 -
percent of values were less than. This can be used to show the Minimum
upper limit of the values a dataset contains while excluding the Maxirmum

largest five percent.

Average

The Average option displays the average of all values in the dataset.
Minimum

The Minimum option displays the smallest value contained in the dataset.
Maximum

The Maximum option displays the largest value contained in the dataset.
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Score Cards

Active Listening and Engageme... Answer Phrase Asked For and Confirmed First ...
0.0 2.37 0.00

Average Score Average Score Average Score
Asked For and Spelled Out Last ... Asked for and confirmed phone... CSR Answer Time
0.00 0.00 5.00

Average Score Average Score Average Score

CSR Attitude CSR Call Closing CSR Call Control
3.9 4.25 3.75

Average Score Average Score Average Score

CSR Call Qutcome CSR Confidence CSR Engagement
3.69 3.73 3.96

Average Score Average Score Average Score

The Score Cards widget displays the average cumulative score of all Score Labels combined
and the cumulative score for all scores for each individual Score Label in the dataset.

The Score Cards widget displays a pane for each Score Label in the dataset. Each pane
displays the average score for a specific Score Label. Score Label averages are displayed in
alphabetical order by Score Label.

The layout of the panes displayed by the Score Cards widget depends on the width assigned
to the Score Cards widget in the Edit Dashboard pane. Each pane has a width of 2 cells, and
for every 2 cells of width to which the widget is set, a column is displayed in the widget.
When two or more columns are displayed, panes are displayed in alphabetical order left-to-
right, row-by-row.

A Reminder icon is displayed for each pane.
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Scores

Scores
Active Listening and Engagement: | 0.0%
Answer Phrase  47.5%
Asked For and Confirmed First Mame: | 0.0%
Asked For and Spelled Out Last Mame: | 0.0%
Asked for and confirmed phone number: | 0.0%
CER Answer Time  100.0%
CSR Attitude | 78.0%
CER Call Closing | 85.0%
CSR Call Control | F3.0%
CSR Call Qutcome  T3.7%
CSR Confidence  74.5%
C5SR Engagement 9
CSR Grammer &9
CER Integrity/Ownership 75
CSR Message Handling | 74.1%
CSR Offer Message  100.0%
CSR Sentiment Score  83.0%
CER Soft Skills / Vocal Tone  83.0%
CER Surname Spelling  2.1%
CSR Verification  75.0%
Call Conirol: | 20.0%

- - - T
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The Scores widget displays the average score achieved for each Score Label compared to the
maximum score possible.

Rows are displayed by the name of the Score Label. The Score Chart displays a row for each
Score Label represented in the chart. Each row contains the average Score Label percentage
and the maximum score possible.

Score Label
The Score Labels are displayed along the left side of each row.
Average Score Label Percentage

The first column displays the average of scores assigned for the Score Label. The Average
Score Label Percentage is displayed as a percentage of the maximum possible score.

The Average Score Label Percentage is displayed in green if the percentage is greater than or
equal to 90, and is displayed red if the percentage is less than 90.

The Average Score Label Percentage is also represented by the bar displayed across the
chart. The bar extends further toward the right the larger the percentage that it represents.

Maximum Score

The second column displays the maximum possible score that can be assigned for the Score
Label.

Note: This widget is not affected by the Agent filter at the Dashboard or Panel level.
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Tooltips
A tooltip is displayed for each agent listed on the Scores widget.

To display the tooltip for a Score Label, hover over the bar that contains statistics for the
Score Label.

The tooltip displays the following information for the Score Label:

e The number of calls that have a score for the Score Label
e The average score for the Score Label
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Service Level

System Service Levels

type

@ =zbandons [ageni]
abandons [system]
greater than 20
ess than 10
ess than 15
ess than 20

@ lessthan 5

77.44%

The Service Levels widget contains a color-coded pie chart.

The System Service Levels percentage in the center of the pie chart displays the percentage
of calls taken with an answer time of less than 20 seconds.

The System Service Levels legend indicates what Service Level category is assigned to each
color in the System Service Levels pie chart.

Pie Chart

The System Service Levels pie chart displays colored wedges in portions based on the
percentage of calls that were answered within the listed time range intervals and the
percentage of calls that were agent abandons or system abandons. The System Service Levels
pie chart sections are displayed in clockwise order following the order of the legend.

The pie chart can be used to display calls that are within the Service Level category.

To display calls within the Service Level category, click the section of the pie chart
corresponding to the Service Level for which you would like to view calls.

The Calls page is displayed and filtered by the answer time range or Abandon Type of the
Service Level category.

Tooltips

A tooltip is provided for the Service Levels percentage and for each section of the System
Service Levels pie chart.

The System Service Levels percentage tooltip displays an explanation of the Service Level
percentage.
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To display the System Service Level percentage tooltip, hover over the System Service Level
Percentage.

The System Service Level percentage tooltip is displayed.

To display the tooltip for a section of the System Service Levels pie chart, hover over the
section for which you want the tooltip displayed.

The tooltip for each section of the System Service Level pie chart displays the following
information:

e The Service Level category that the section represents
e The percentage of the total calls that the section represents

e The number of calls that the section represents
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Service Level By Agent

Service Level By agent
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The Service Level By Agent widget contains a bar graph that displays colored sections to
represent the number or percentage of calls that belong to each Service Level category
relative to the agent who took the calls.

The Service Levels By Agent legend indicates which Service Level category is assigned to
each color.

Bar Graph

The Service Level By Agent graph displays a bar for each agent who took calls in the dataset.
The left side of the Service Level By Agent graph displays either call count or call
percentage intervals, depending on the configuration of the widget properties.

Each bar is broken into colored segments by the Service Level represented. The height of
each section represents either the number of calls or the percentage of calls for agent that fit
the Service Level category, depending on the configuration of the widget properties.

Bar sections are organized vertically from largest to smallest with sections that represent a
greater number or proportion of calls appearing higher in the graph and sections that
represent a lesser number or proportion of calls appearing lower.

Tooltips
A tooltip is provided for each bar segment.
To display the tooltip for a segment, hover over an area on the Service Level By Agent graph.
The tooltip displays the following information about the segment:
e The agent for which the segment displays data
e The Service Level category that the segment represents

e The number of calls that the segment represents
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e The percentage of calls for the agent that were answered within 20 seconds
e The percentage of calls for the agent that were abandons of any type
e The percentage of calls for the agent that the segment represents

Widget Properties

Widget Properties

Display

Count b

The widget properties contain the Display field.

Display

The Display field determines how the Service Level data is displayed for each agent. The
Display field can be set to “Count” or “Percentage.”

Select how data in the Service Level By Agent widget should be displayed.

Note: The Display field is set to “Count” by default.

Count

If the Display field is set to “Count,” the Service Level By Agent widget displays the number
of calls that each agent took within each Service Level category. The Service Level By Agent
widget displays a stacked bar graph for each agent that is oriented along the horizontal edge.
The height of each segment represents the number of calls for the Service Level. The vertical
scale is labeled “Calls” and displays intervals by call count.

Percentage

If the Display field is set to “Percentage,” the Service Level by Agent widget displays the
percentage of calls that each agent took within each Service Level out of all calls for the
agent. The Service Level By Agent widget displays a proportional bar graph for each agent.
The height of each segment represents the proportion of calls for the Service Level. The
vertical scale is labeled “Percentage of Calls” and displays intervals by call percentage.
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Service Level By Date

The Service Level By Date widget is used to track Service Level patterns by date. The
Service Level By Date widget contains a stacked line graph that displays the total number of
calls in a day sorted by answer time, agent abandons, and system abandons.

The Service Levels By Date legend indicates which Service Level category is assigned to
each color.

Service Levels By Date

SENes #
@ =zbandon agent
sbandon system 7
greater than 20

ez= than 10 35
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2
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greater than 20 15.81%
abandons at 25.12%

The Service Levels By Date caption displays the largest two Service Level categories and the
combined Agent and System Abandons. The name of the category is displayed followed by
the percentage of calls that belonged to the category.

Stacked Line Graph

The Service Levels By Date graph displays the total number of calls by the date the calls
were received. The total call volume for each date is represented by the height of the line
graph when compared to the numbers along the left side of the graph.

The call volume is divided by Service Level category, and the categories are indicated by
color. The call volume for a Service Level category for the date is represented by the vertical
width of that color area within the graph for each date.

Service Level categories are sorted by call volume for each date. Service Level categories
that have more associated calls are displayed higher in the graph, and Service Level
categories with fewer associated calls are displayed lower.

Single Service Level categories can be highlighted.

To highlight a Service Level category, click the Service Level category which you would like to
highlight in the Service Levels By Date legend.
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series series
® =zbandon agent

A TS

The data for each Service Level category except the one that was clicked is dimmed.
To reset the Service Level By Date display, click the Service Levels By Date graph.
No Service Level categories are dimmed.

Tooltips

A tooltip is provided for each Service Level category for each date.

To display the tooltip for a segment, hover over an area on the Service Level By Date graph for
the date.

The tooltip displays the following information about the segment:
e The Service Level category that the area represents

e The number of calls for the Service Level category on the date
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Service Level By SkKill

Service Level By Skill
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The Service Level By Skill widget contains a bar graph that displays colored sections to
represent the number or percentage of calls that belong to each Service Level category
relative to the Automated Call Distribution (ACD) Skill used to distribute the calls.

The Service Level By Skill legend indicates which Service Level category is assigned to each
color.

Bar Graph

The Service Level By Skill graph displays a bar for each ACD Skill used to distribute calls in
the dataset. The left side of the Service Level By Skill graph displays either call count or call
percentage intervals, depending on the configuration of the widget properties.

Each bar is broken into colored segments by the Service Level represented. The height of
each section represents either the number of calls or the percentage of calls for the ACD Skill
that fit the Service Level category, depending on the configuration of the widget properties.

Bar sections are organized vertically from largest to smallest with sections that represent a
greater number or proportion of calls appearing higher in the graph and sections that
represent a lesser number or proportion of calls appearing lower.

Tooltips

A tooltip is provided for each bar segment.

To display the tooltip for a segment, hover over an area on the Service Level By Skill graph.
The tooltip displays the following information about the segment:

e The ACD Skill for which the segment displays data
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e The Service Level category that the segment represents

e The number of calls that the segment represents

e The percentage of calls for the Agent that were answered within 20 seconds
e The percentage of calls for the Agent that were abandons of any type

e The percentage of calls for the Agent that the segment represents

Widget Properties

Widget Properties

Display

Count e

The widget properties contain the Display field.

Display

The Display field determines how the Service Level data is displayed for each agent. The
Display field can be set to “Count” or “Percentage.”

Select how data in the Service Level By Skill widget should be displayed.

Note: The Display field is set to “Count” by default.

Count

If the Display field is set to “Count,” the Service Level By Skill widget displays the number
of calls assigned to each ACD Skill within each Service Level category. The Service Level
By Skill widget displays a stacked bar graph for each ACD Skill that is oriented along the
horizontal edge. The height of each segment represents the number of calls for the Service
Level. The vertical scale is labeled “Calls” and displays intervals by call count.

Percentage

If the Display field is set to “Percentage,” the Service Level By Skill widget displays the
percentage of calls assigned to each ACD Skill within each Service Level category. The
Service Level By Skill widget displays a proportional bar graph for each ACD Skill. The
height of each segment represents the proportion of calls for the Service Level. The vertical
scale is labeled “Percentage of Calls” and displays intervals by call percentage.
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Service Level By Client
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The Service Level by Client widget contains a bar graph that displays colored sections to
represent the number or percentage of calls received for the Client that are within the Service
Level category. The Service Level by Client widget displays data by Client for up to the 20
Clients to which the most calls were assigned.

The Service Level by Client legend indicates which Service Level category is assigned to
each color.

Bar Graph

The Service Level by Client graph displays a bar for each of up to the top 20 Clients to which
the most calls were assigned. The left side of the Service Level By Client graph displays
either call count or call percentage intervals, depending on the configuration of the widget
properties.

Each bar is broken into colored segments by the Service Level represented. The height of
each section represents either the number of calls or the percentage of calls for the Client that
fit the Service Level category, depending on the configuration of the widget properties.

Bar sections are organized vertically from largest to smallest, with sections that represent a
greater number or proportion of calls appearing higher in the graph and sections that
represent a lesser number or proportion of calls appearing lower.

Tooltips

A tooltip is provided for each bar segment.

To display the tooltip for a segment, hover over an area on the Service Level By Client graph.
The tooltip displays the following information about the segment:
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e The Client Number for which the segment displays data

e The Client Name for which the segment displays data

e The Service Level category that the segment represents

e The number of calls that the segment represents

e The percentage of calls for the Agent that were answered within 20 seconds
e The percentage of calls for the Agent that were abandons of any type

e The percentage of calls for the Agent that the segment represents

Widget Properties

Widget Properties

Display

Count e

The widget properties contain the Display field.

Display

The Display field determines how the Service Level data is displayed for each Agent. The
Display field can be set to “Count” or “Percentage.”

Select how data in the Service Level By Client widget should be displayed.

Note: The Display field is set to “Count” by default.

Count

If the Display field is set to “Count,” the Service Level By Client widget displays the number
of calls received for each Client within each Service Level category. The Service Level By
Client widget displays a stacked bar graph for each Client that is oriented along the
horizontal edge. The height of each segment represents the number of calls for the Service
Level. The vertical scale is labeled “Calls” and displays intervals by call count.

Percentage

If the Display field is set to “Percentage,” the Service Level By Client widget displays the
percentage of calls received for each Client within each Service Level category. The Service
Level By Skill widget displays a proportional bar graph for each Client. The height of each
segment represents the proportion of calls for the Service Level. The vertical scale is labeled
“Percentage of Calls” and displays intervals by call percentage.
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Total Calls

Total Calls

1,577

The Total Calls widget displays the total number of calls taken.

The Total Calls widget contains a Reminder icon.
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Overall Score

Overall Score

64.61

The Overall Score widget displays the average score of all scores in the dataset as a

percentage of the maximum possible score.

The Overall Score widget contains a Reminder icon.
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Appendix A — Standard Dashboards

The Active Insights platform includes the Standard Default Dashboard and the Standard
Default Agent Dashboard. These dashboards are included by default, and cannot be deleted,
edited, or renamed.

Standard Default Dashboard

Service Levels

provmonth | cumcotmonth | lastiOdeys | bty | yoedeniey | lodoy
Glert. (rane) Aoent trone) S thone)

Total Cal
76
Calls within Service Low Pvg. Answer Time Avg. Duration Max Call Duration
47 000:00:07 000:01:47 000:24:55
System Abandans System Abandons System Abandon Call Duration System Abandon Time
12 15.79 91.25 16.17
Agent Abandons Agent Abandens % ‘Agent Abandon Wait Time Agent Abandon Time

7 ) 9.21 7 2500 1914

The Standard Default Dashboard is the initial default system dashboard. The Standard
Default Dashboard contains the Service Levels tab and the Scores tab.

Service Levels

The Service Levels tab is used to view information related to the quality of service by the
system. The Service Levels tab contains the Service Levels panel.

Filters
The Service Levels panel contains the following panel filters:

e The Date Selection filter with the default date range set to “Today.”
e The Search — Client filter
e The Search — Agent filter
e The Search — Skill filter
Widgets
The Service Levels panel contains the following widgets:
e The Calls within Service Level widget

e The Avg. Answer Time widget
e The Avg. Duration widget
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e The Max Call Duration widget

e The Abandons widget set to display the System Abandons count

e The Abandons widget set to display the System Abandons percentage

e The Abandon Times widget set to display Average System Abandon Call Duration

e The Abandon Times widget set to display Average System Abandon Time

e The Abandon Times widget set to display the Average Agent Abandon Wait Time

e The Abandon Times widget set to display the Average Agent Abandon Time

e The Service Level By Agent widget

e The Service Level By Skill widget

e The Service Level By Date widget with the Date Display property set to the “Group
By Day Of Week” option

e The Service Level By Date widget with the Date Display property set to the “Date”
option

e The Service Level by Client widget

e The Service Level widget

e The Call Metrics widget set to display averages.

e The Call Metrics by Date widget set to display the 99™ percentile statistics for the
Abandon Time data category.

e The Call Metrics by Client widget set to display the 99" percentile statistics for the
Abandon Time data category.

Scores

The Scores tab is used to view information related to post-call scores. The Scores tab
contains the Scores panel.

Filters
The Scores panel contains the following panel filters:

e The Date Selection filter with the default date range set to “Today.”
e The Search — Client filter

e The Search — Agent filter

e The Search — Skill filter

Widget
The Scores panel contains the following widgets:
e The Call Scoring by Date widget
e The Score Chart widget
e A Scores by Agent widget displaying in descending order
e A Scores by Agent widget displaying in ascending order

e The Overall Score widget
e The Score Cards widget
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Standard Default Agent Dashboard

Today
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The Standard Default Agent Dashboard is the initial default agent dashboard. The Standard
Default Agent Dashboard contains the Main tab. The Main tab contains the Today panel.

The Standard Default Agent Dashboard contains the Agent filter at the Dashboard level.
Today

The Today panel contains widgets to display general information for the system and an
individual.

Filters
The Today panel contains the Date Selection filter with the default range set to “Today.”
Widgets
The Today panel contains the following widgets:
e The Calls within Service Level widget
e The Avg. Answer Time widget
e The Avg. Duration widget
e The Max Call Duration widget

e The Abandons widget set to display the Agent Abandons count
e The Abandons widget set to display the Agent Abandons percentage

e The Abandon Times widget set to display the average Agent Abandon Call Duration

e The Abandon Times widget set to display the average Agent Abandon Wait Time
e The Abandon Times widget set to display the average Agent Abandon Time

e The Overall Score widget

e The List Calls widget

e The Score Cards widget
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e The Score Chart widget

Return to Dashboards Overview
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Documentation Change Log

Document Section
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Appendix A
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Appendix A

Appendix A

Widgets List
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Notes and Change
Log

Changes

Added Call Metrics by Client widget
Added Service Level by Client widget

Added new widgets to the Standard
Default Dashboard

Added Call Metrics by Date Widget

Added new widgets to the Standard
Default Dashboard

Added new widgets to the Standard
Agent Default Dashboard

Added Call Metrics Widget
Added Abandon Time Widget
Added Review Calls Only filter
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