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NI1AH CEMUHAPA

« OCHOBHbIE KPI
 FCR

 FCS

 OB30OP Nice Perform
* ITPAEM?



A\/AYA 1P INTELLIGENT COMMUNICATIONS

3HaeTe nu Bbl... ?
* [Toyemy BO3HUMKAIOT BCMIIECKM OOBHEMOB

BbI30BOB?

* Hackonbko adpdekTuBHO npoLuna
MapKeTUHrosas KamnaHua?

* KNMEHTbI YNTOMUHAIOT KOHKYPEHTOB BCE '
yawle!?

 [lovemMy oOHM TOBapbl NpoaarTCy Nnyylle, a
apyrue xyxe?

« Kak oLeHNTb YOOBNETBOPEHHOCTb KNMEHTa?

» KakoBbl OCHOBHbIE NPUYNHBI MOBTOPHbIX
obpalleHuin?

 [Oe NpuodbINb?
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AVAYA "nim INTELLIGENT COMMUNICATIONS

OcHoBHble rpynnbl KPI (Key Performance
Indicators) KOHTaKkT-LUeHTpa

« Ctatuctuka YIATC

 Pe3ynsraTtMBHOCTL / NPON3BOAUTENBHOCTb

« KauecTBO 06CNyXMBaHNA U yOOBNETBOPEHHOCTb
KNWEHTOB

« JKOHOMMYECKMe nokasartenu
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A\/AYA 1P INTELLIGENT COMMUNICATIONS

KPI pe3ynstaTMBHOCTHU
* FCR, first-call resolution (% peLieHHbIX npobnem
C NnepBoro pasa)

* % aBTOMaTM3auun (B cucteme
camoobcnyxmBaHug, IVR)

* Mpopaxu (wT./bac, $/4yac, $/3BOHOK,
HanMeHoBaHUI / 3aKas)

* % obpallueHnn, 3aBEPLUMBLLINXCS NPOOAXKEN

© 2007 Avaya Inc. All rights reserved.



KPI pesynbTaTUBHOCTHU

FIRST CALL RESOLUTION

falele

(FCR)




A\/AYA 1P INTELLIGENT COMMUNICATIONS

KPI kayecTtBa obcnyxunBpaHuma v
YyAOBNETBOPEHHOCTU KITUEHTOB

* BHyTpeHHne 3amepbi:

« [laHHbIE OT rpynnbl MOHUTOPWHTA, CYNnepBn3OpPOB,
TPEeHepoB U np.

«CopepkaHne pasroBsopa

B3sanmonencreue n obweHue

*PaboTta ¢ nHOOpMAaALIMOHHbLIMKN CUCTEMaMM
 BHelwlHne oueHku:

« OLleHKa YO0BMETBOPEHHOCTUN KITMEHTOB C MOMOLLIbIO
OnpocoB
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AVAYA nlm INTELLIGENT COMMUNICATIONS

KPI kayecTtBa obcnyxunBpaHuma v
YyAOBNETBOPEHHOCTU KITUEHTOB

FIRST CALL SATISFACTION
(FCS)

AVAYA BBOOWUT HOBbIU KPI!



AVAYA nlm INTELLIGENT COMMUNICATIONS

KayecTBO 00CnyXnBaHus ¢ TOYKU 3peHUA
KOHTaKT-UueHTpa - FCR

KayecTBO 0OCnyXXMBaHUSA C TOYKN 3PEHUSA
KnumeHTta - FCS

© 2007 Avaya Inc. All rights reserved.
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TakK KakK e HamMm oueHuTb 3T KPI?
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Y Hac ectb Nice Perform !
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NICE Perform - BnussHue Ha KomnaHuio B
Lesyiom

Adaptive
Interaction

Analytics
fr aBTOMaTU4eCKui aHan
Pre<_:|3|9n TEHAEHUUN U MPUYKH)

Monitoring
' . ) (Pokyc Ha Hanbornee
Qua"ty 3HaYNMbIX

Management B3aUMOZENCTBISIX)
(KauecTtBO 06CNYyXMBaHMS)

Liability

Recording
(Pwvicku, xxanobsbl)
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A\/AYA 5P T INTELLIGENT COMMUNICATIONS

[ToHATMe TOYHOro MOHUTOPUHrA

* TpaAULUMNOHHBIMN
® MeTogamu
0% ° oueHuBaetcsa o 2%

® o
3710 - 3HavgMLIe BbiI3OBOB

‘ BbI30BbI
« ObpaTnTb BHUMAHUE
Ha 3Ha4YMMbl€ BbI30BbI

o, ® o ®
® ®
. e [lOHATBL
\ / NepBONPUYNHY

Takoe 1ncno * lcnonb3oBaTh

Bbi3OBOB KOMIMNaHUA

B COCTOSIHUM 3HaHne And BJIIMAHNUA
T Ha npoLeccobl

© 2007 Avaya Inc. All rights reserved.
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AHanuns3 100% KaTeropusauus
B3aUMOOEUCTBUN —)»
4 - 1\\\
B ‘ @ "
C LA} --
) .
~ ~ Y ) —

Trends analysis

Konaem Brnyob :

YpoBHM 06CNyXnBaHus
OGP EKTUBHOCTb Npogax
[Mpon3BoaMTENBLHOCTb

INTELLIGENT COMMUNICATIONS

AaanTuBHada aHanUTUKA

e OGpaboTka

g I

.'
ApanTuBHoe

ynyJwieHue

«Packonku»

YoepxaHue KIMeHToB {
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[ToBTOpHbLIE OOpaLLeHUs

e 1001% . Kateropusauusa _p_q0>(6) Ka:':;'(ﬁ R
BIANMONCACTBIN ———2> B3aUMOAEeNCTBUW — chnzrel oAy
i Mpodune knuneH Q\
* [Ipu3Haku
HepeLlleHHbIX %
npoonem

A

&

Refinement v

MoanenupoBaHue u
HenonHas aHanus3 NpUYuH

nHdopmauna

e
e <
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YAoBneTBOPEHHOCTb KITIMEHTOB

Ananuns 100% w . O6paboTtka
B3auMoaemncTBum —p B3aMoaeucTeun =2 HeyAOBleTBOPEHHbLIE
* HeyAOBNETBOPEHH Platinum
* YOOBMETBOPEHHbIE Q\
e Platinum
* Gold
A
Refinement v

UNSIVHI
= MopenupoBaHue u

aHann3 Nnpu4vviH

HecobntoaeHne SL

o F
BhisicHeHue npuy Mmll
onyKToB { )
KauecTBo NPOAY / <« HeyAoBNeTBOPEHHO
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MpunoxeHuna NICE Perform



INTELLIGENT COMMUNICATIONS

HabnoaeHve 3a BbI30OBOM B peafibHOM

BpeM

P

€eHU

NICE - Microsoft Internet Explorer

| Ble Edt Vew Favortes Tools Help ‘ w
| @Back ~ o) - [x] [2] | Psearch JrFavorites € | (0 L & B
J Address I@ C:\Program Files\Nice Systems\hice Perform DemalmainSupervisor.html ‘ J Links >

NICE®

My Universe

$5

R

Agents

Agent Mode

Business Analyzer

Reporter

g )

Monitor

Insight Manager

]
Help |

iy
Logouts ¢ ¢+

Accessories

@5 @5 @ @

El Organization

I Agent Name ¥ | Activity

| Azhton Debra
ijIeroy Kirn
‘Bailey jose
.rBarlow Tamara
| Barrista Olaf
.Barn,' Bil

‘VBarry Michael
MBeIIcV)ws Eric
|Bellows Sharon
;Benavidéz Ben
erenson Marg
VBenson Rita
|Bernie Julie

Bower Margie

|Brown Courtney

Buster Donna
| Champan Kim

Cohen Elizabeth

| Colernan Chrystie

Costa Marty

| Cunningham Alice |

1k

DD DD DD

%)

eI I T

‘ Record Req

ECd

ielie

| Record

Monitor

Start Time

@ | Edit Colurnns
T Tl -~

End Time

07/11/06 04:44:18PM | 07/11/06

|07/11/06 04:44:45PM |07/11/06
07/11/06 04:44:15PM | 07/11/06
07/11/06 04:45:37PM |

|07/11/06 04:44:25PM | 07/11/06
|07/11/06 04:44:09PM | 07/11/06

|07/11/06 04:44:03PM ‘

|07/11/06 04:45:25PM |07/11/06
07/11/06 04:45:4SPM§

ju%/n/os 04:42:25PM 07/11/06
|07/11/06 04:45:15PM | 07/11/06
?7071'11/06 O4:45:58F’M7§
jcn?/u/os 04:'45:419|v'|§

dl

Directi—

04:47:28PM

04:47:45PM

04:47:55PM

04:47:35PM

04:47:10PM

04:46:45PM

04:47:25PM

04:47:15PM

In

In

In

In

In
Ou

In

Ou

€l
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INTELLIGENT COMMUNICATIONS

My Universe Business Analyzer

Productivity £ SN Il My Evaluations =7 ol Feedback eeEr ';9._
My Productivity - BankCard Private }Type| Recorded | Evaluator | Evaluated On |ScorJ_:

My Feedback - BankCard Private

06/01/03 09:18:134M Dharma Jeff 06/04/03 04:17:424M 69
= 06/01/03 12:21:34PM Downs Jim  06/04/03 11:21:174M 60

[Jordan Ted  BankCard - Private siw| E3
3

y E¥ 06/01/03 03:12:38PM Dharma Jeff 06/06/03 10:57:584M XD
...... |

[Jordan Ted MBankCard - Privatal]]

100

L LY 80+ |
/\/\/‘A M 06/02/03 10:19:22AM Dharma Jeff 06/08/03 11:16:03aM 61 |v| | | |
TaHNA I A «| ] \
\,\/ — | 40 i

-

BT s L] @ o

(0 10 o o o e e e e e Total:
week 1 week?  week3  weekd

.

10 evaluations 0
Period: last 30 days
@ Ava, Quality Score: 62

My Avg, Score: 8.1 My Coaching m-‘ My Avg, Feedback: 65
BankCard Private —_ .

BankCard Private
Ava, Score! 7.8 [=] Personal Coaching Packages (2)

@i L
o
=~

Avg, Feedback: 75
Period: last 30 days 7 Period: last 2 months

1 Subject | By | Sent | Due Date

! Service level Cohen Elizabeth  10/01/03 10/08/03

| Campaigns | Cohen Elizabeth 09/02/03 | 09/10/03
[=] General Coaching Packages (2)

1| Subject | By | Sent | DueDate —
Formn Designer Training  Cohen Elizabeth 09/01/03 09/08/03

_ ROD Training | Bower Margie | 12/04/03  12/09/03
[=] Reviewed Coaching Packages (2) : E]

@ Done

'j My Computer
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[MopTan MyUniverse - cynepBusop

/2 NICE - Microsoft Internet Explorer

INTELLIGENT COMMUNICATIONS

=& x|
J File Edit View Favorites Tools Help | "I'
| @Back + &) ~ [ &) (n| Psearch JcFavorites & | (3 oWl - [JE 3
J Address I@ C:\Program Files\Nice Systems\Nice Perform Demo\mainSupervisor. html

e HLinks »

NICE®

My Universe Business Analyzer

Help | Logout Mow 28, 2007 Welcome to My Universe

Monitor Insight Manager Accessories

B5® Supervisor View

Scheduled Reports { 2yl Evaluation Status Ll el Yesterday's Highlights [ =
Typel Report Name Agent Name |To Evaluate [ Evaluated lTarget| Last Period| | [ Top scores ‘
[ @3 Quality Comparison ‘ Cuthbert Carina 6 10 15 15 ; Agent | puration|System Score
@3 Agent Corngarl.son by skill L Harris Nlcole. 7 9 15 14 |2ordan Ted 00:03:04 (50 )
| @3 Agents Evaluations Summary. Johnston Karin 3 14 15 15 ey 00:02:58 m
| @3 Agents Evaluations Trend Jordan Ted 10 6 15 13 [ EiD oG arte 00:03:49 m
| @3 Agent Skills Analysis F === — ‘
@3 Baentotatas @ : [l Bottom scores
. S — ! Agent |Duration|System Score
Group Quality Trends [ENE Agent Performance Laallenlal | T 00:03:13 (34 )
e o " | Way :03:
. ; Adherence| |Temperley Janet 00:01:44 [ 40 }
[BankCardPrivatelBankCard Accounts)| figent ’ BrocUetzity ‘ EzalUatoIiAVD: ‘ Feechacliiva: ‘ to Sched. Tordarited 00:01:34 [ 40 )
s IE =T R Wayne Hank ¥ 3.45 465 (2) 3,58 (2) 178 ‘
o i # Harris Nicale $7.35 43 (2) 62 (1) 82 £297:9ystarscore: 82
‘ Total Calls: 687
601 10 B | B # Johnston Karin 4:8.63 478 (1) £72 (1) 186 ’
40— {] """ # Jordan Ted 5.55 ¥ 63 (2) ¥, 52 (2) Y74
L iy Agent Quality Score
20 s LL - Agent Summary (last 30 days) @ I
week week week week | = Total Avq. Score - [ Previous Month [ This Month i ]
L A TarE = 100
gents 4 - .
e : Productivity 54 6.25 80 — 1 =il {
Total Interactions: 2456 s 7 22 [ W | [
BankCard - Private 60 — B— | ‘ I
Group Avg. quality: 72 Feedback 6 18 40+ ] | I j ! l (Ll e
BankCard - Business Adherence to Schedule 80 | I :,:‘ 5 ‘ &
Group Avg. quality: 67 | T 204 | - — # ! H
Period: last 7 months o ‘ | .-I | 1‘ U‘ 1= ‘ i
T T T T
Cohen | Cuthbert Johnson Jordan Hanis Harper
Leonard Carina Kann Lenny  Nicole Ben
Agents: 4
Agent avg. this month: 72 —!
Agent avg, previous month: 78

(=]
i€l

l— ’_ I_ I— l_] »_) My Computer
t‘Startl J c 8- Wan} # O] e 3 @ |3g] 2 “@ NICE - Microsoft Inter.. () GE l &3] NicePerform_Tele2.ppt J ‘ I@ e, L A K %%UQE @@ 0:33
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INTELLIGENT COMMUNICATIONS

MopTtan MyUniverse — 6usHec
nonb3o0oBaTesnb

/23 NICE - Microsoft Internet Explorer

| Fle Edt Wew Favorites Tools Help

=181 x|

¥
"

[Qek -0 -A @

A ‘ ) Search

" Favorites €2 | (v W] v

53

J Address I@ C:\Program Filesiice SystemsiNice Perform DemoimainMarketing, html

I Be ||uns »

NICE®

Business Analyzer

[BE® Business User View

Scheduled Repo

(2lld]

Reporter

Monitor

Insight Manager

Accessories

Business Performance Management

Help | Logout

Nov 29,

Welcome to My Universe

=~

ess Intelligence {2

[Z] Top Reasons for Customer Compl...

|

BigStar
Promation § Gray Swan

Promotion

Xireme Wieek
Campaign

% of interactions by Campaigns:
Gray Swan Prormotion:
Rtrerme Week Campaign:
"Take Two" Campaign:
BigStar Promotion:

Undetermined:
|

Interesting Interact. (209

'Typel Time | Comment
| BBk | 6/05/06 2:26:16PM | Service Idea
Bl  £/07/06 5:04:44PM Product Idea |

| =

129%%
139

A IAD IS F AR ASPAA | oo okike

Type| Report Name Campaigns | Service | Marketing | Sales
7& CTI Scorecard [ | - Excellence Effectiveness Efficiency
[} | Calls aHT | | | Gray Swan Promation 1:949% 1 76% 1 90%
| [g) Calls THT Xtreme Week Campaign 849% 4 80% 75%
' @) Calls Yolume "Take Two" Campaign ¥ 86% 67% 4 77%
: @ Root Cause Analysis-Agent Prod. | BigStar Promotion 77% ¥ 61% 1:63%
[% Agents' Performance v Sites | | |
THeractions by Ca m Phoenix 4:93% 4 77% 91%
B Denver 75% ¥ 55% 4 75%
“T ake Twio" Tampa 4 86% 1 82% 74%
Undetarminad Campaign Dallas ¥, 82% 4:89% ¥, 80%

Campaigns:

Avg. Service Excellence: 85%
Avg., Marketing

Effectiveness: 71%
Avg. Sales Efficiency: 76%

Sites:
Aug. Service Excellence:

Avg. Marketing
Effectiveness:
Avg. Sales Efficiency:

8400

76
80%

Calls Categorized | % of Total calls|
Lost Delivery [

12.8% |
Damaged Part 10.9% |
Product Return 7.3%
Missing Items 4.4%
Itemn Mot In Stock 3.5%

=] Top Customers at High Risk ‘

Customer Name | Type |Risk Level |
Ashton Debra Platinurn
Barry Michael Platinumn
Kent Bob Platinurn [
Knox Debra Gold |
Benson Rita Gold

100%
1%

80% o 62% B9% =
B0%
40%
20%

Acceasibility Couresy Knowledge

Agcuracy Helpfulness

|@ Done

© 2007 Avaya Inc. All rights reserved.
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3 NICE - Microsoft Internet Explorer

Form Designer ™
File | Edit | Actions

INTELLIGENT COMMUNICATIONS

Administration | Layout | Help

D ‘ I@ Replace Layout ” Custormize Layout I ml.&bbey-Medium

| i [

ClEEEL
[=1-1= | BankCard Evaluation form
E]ﬁ 1. Greeting

=] 1.b. Provided individL
[—]-~ 2. Security \ Verification
~{:Z] 2.a. Obtained Caller's
32| 2 b. Verified Custorm
-{:Z| Didn't verify Custome
32| Didn't verify Security
=B 3. Etiquette
-~{:2] 3.a. Friendly and pro,
~{:Z| 3. Decreases dow
~{:Z| 3.c. Practices words
32| 3.d. Showed empath
-~{:Z| 3.e. Demonstrates ac
=B 4. Call Control

~{:Z] 4.a. Able to effective
32| 4 b. Demonstrated kr
2| 4.c. Handles difficutt
32| 4 4. Utilized proper h
= 5. Cross Seling

-~{:Z] 5.a. Idertified & need
32| 5.h. Overcame objec
32| Closed additional rev

BankCard Evaluation form

« Agent Name « Call Type [

« Evaluator Name + Complete Duration

« Agent Review Date + Score

1.a. Said "Thank you for calling Bankcard"?  Yes ¢ No

1.b. Provided individual name?  Yes " No

2.a. Obtained Caller's Name  Yes  No

2.b. Verified Customer's Address  Yes { No

* [T Didn't verify Customer's SSN

* [T Didn't verify Security Question

3.a. Friendly and projected a smile l ﬂ

3.b. Decreases down time\dead air | :]
=

3.c. Practices words to use\words to avoid |

G

=

=

© 2007 Avaya Inc. All rights reserved.




J File Edit Yiew Favorites Tools Help

DaboTbl onepaTto

,:3 NICE - Microsoft Internet Explorer

0d

INTELLIGENT COMMUNICATIONS

Business Analyzer — oueHKa KayecTBa

=18

3
ll'

JGBackv 3 -« & &

| - Search

< Favorites &4 ‘

S

53

J Address I@ C:\Program Files\Nice SystemsiNice Perform DemoimainSupervisor, html

= B ||unks »

NICE®

My Universe

Business Analyzer

\ Table View

Monitor

Insight Manager

Accessories

Help | Logout

. Business Analyzer

z?ﬁ Preferences |

“:‘E. p} Query: Sales campaign
g g Group By: m 50 Evaluations shown ‘f@ I‘_E :{] @\g] i_g]
i~ ‘, Type 7: Evaluation Name | Score | AgentName Evaluator 7] Evaluated On ¥ ] Modified On ; calibrated Recalibration Rec!uired | Reviewed =
Eval[;alions GoodBuy &P | wolter Gloria Bower Margie ‘06!’01!06 06:56:08PM | 06/01/06 07:01:08PM | v
@ 1 Customer Experience | @ ] Cuthbert Carina 1 Cohen EIizabeth“TOS/DZ/US 06:52:49AM 706/’02/06 06:55:48AM7§ v v ‘ v
Audit Trail Customer Experience m Brown Courtney | Ashton Debra ‘06/02/06 08:11:07AM | 06/02/06 08:12:25AM; + W
[ .GoodBuy m Cuthbert Carina | Cohen Elizabeth |06/02/06 08:13:36AM | 06/02/06 08:14:44AM3
3 .Customev Experience | @EZB | williams Tony Dharma Jeff {06/02!06 10:19:00AM | 06/02/06 10:21:15AM | v l
GoodBuy 85 i Costa Marty 7 Bower Margie il 06/02/06 11:07:17AM  06/02/06 11:08:53AM4§ i i v
GoodHe;aIth ( 19 ] 1l Barlow Tam;ara T Bernie Juliier 7 US;DZ}US 11:17:17AM US}OéIDG 11:22:13AM? v
| :Customer Experience (A0 Benson Marg Bernie Julie 06/02/06 11:20:53AM 06/02/06 11:24:21AM5; + + +
‘ CellPlus 69 Dillon Robert Bernie Julie 06/03/06 01:12:43PM | 06/03/06 Dl:lS:UBDMi ‘
‘ :GoodHeaIth @D |eenson Marg Bernie Julie ‘06/03!'06 04:44:56PM  06/03/06 04:46:54PM; v ‘ v
" I BankCard Evaluation 78 I Framster Guwen V Farmington Fion;§06/03.f06 07:02:32PM 706;"03/06 07:0?:359M7; A
"- :Cellplus A m Jordan Ted Cohen Elizabeth >06103/06 09:06:06PM 706/03/06 09:08:44PM7§ v
l |BankCard Evaluation m Kent Bob Farmington Fiona:,EIsJDSfOS 11:41:38PM 06/03/06 11:42:SODM§ v v
| .BankCard Evaluation 69 Downs Jim Dharma Jeff 106f04f06 04:17:42AM | 06/04/06 04:19:49AM§ + + v
‘ BankCard Evaluation 83 Benson Marg Bernie Julie {06/04!06 08:25:48AM | 06/04/06 08:29:38AM‘§ + v +
‘.7 Ej BankCard Eualuationr V [ 91 | ] Bailey Josem ] Ashton Debra 7v061’041’06 08:37:48AM 3v061’04."06 08:38:49AMVE v
‘A EH 1 GoodHealth A 3757 Cuthbert Carina ] Cohen Elizabeth 7{06/04/06 08:49:57AM§7061"04106 08:51:22AM§ + e '
‘ EH GoodBuy @ED |eenavidez Ben Ashton Debra 06/04/06 10:13:07AM } 06/04/06 10:15:49AM 3 v v v
‘ E@ Customer Experience 60 Grimes Mike Downs Jim ‘06/04{06 11:21:17AM | 06/04/06 11:23:27AM3 v
‘V .Customer Experience 79 Dillon Robert Bernie Julie 06/04/06 11:46:33AM | 06/04/06 11:52:35AM3 1Y%

|@ Done

© 2007 Avaya Inc. All rights reserved.

[ [ [ [ [ myComputer




INTELLIGENT COMMUNICATIONS

NICE - Microsoft Internet Explorer

J File Edit VYiew Favorites Tools Help ‘ ,’,' ]
J @Back ~ ) - [x] 2] »| S search Favorites 4% | A o i §
JAgIdress I@ C:\Program Files\Nice Systems\Nice Perform Demo\mainSupervisor.html L] B Go “Links 2

NICE® =) Jul 23, 2007

My Universe Business Analyzer Reporter Monitor Insight Manager Accessories

My Reports
,' Group By: ICategory ;‘ ?II_@] 5 I@ | Refresh |
My Re,[’f’”s : -| Template Category: Quality Management Reports \:_

Report Name Template Name Creator Last Run Average Run Time Creati(
BankCard Private - Evaluation Summary Agents Evaluation Summary Gordon James 06/11/2006 23 0S/014
BankCard Private - Evaluations Trend Agents Evaluations Trend Gordon James 0671172006 45 05;"01,1.
BankCard Private - Agents Aboves/Below Standard Agents Above and Below Standard Gordon James 06/11/2006 12 051'01.4
BankCard Private - Skill Analysis Agents Skill Analysis Gordon James 06/11/2006 123 05/014
BankCard Private - Quality Comparison Quality Comparison Gordon James 0671172006 24 05/01.:}
BankCard Private - Agents Notes Agents Notes Gordon James 0671172006 i0 05/01.;:

-] Template Category: Evaluator Reports \

Scope Report Name Template Name Creator Last Run Average Run Time Creat)
[% BankCard Private - Calibration Results Calibration Results Gordon James 06/11/2006 @ 26 051’01.‘7
[% BankCard Private - Form Usage Form Usage Gordon James 06/11/2006 @ 33 05/01,
[% BankCard Private - Evaluators Standard Evaluators Above and Below Standard  Gordon James 06/11/2006 &7 05/01,
[% BankCard Private - Evaluators Trend Evaluators Trend Gordon James 06/11/2006 @ 98 05/01,

-1 Template Category: Advanced QM Reports

Scope Report Name Template Name Creator Last Run Average Run Time Creat:

[% Scorecard Report by Groups Scorecard Report Gordon James 06/11/2006 @ 23 05/01,

-1 Template Category: User Administration Reports

Scope Report Name Template Name Creator Last Run Average Run Time Creat
[% All Users Details Users Details Gordon James 06/12/2006 12 09/05,
[% All Profiles Details Profile Details Gordon James 07/12/2006 @ 15 039/05,

~-| Template Category: Feedback Reports

Scope Report Name Template Name Creator Last Run Average Run Time  Creati|y
4| ]

[&] Done [ [ [ | [ |4 myComputer
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AHanu3 ayaumo

* AHanM3 KnN4YeBbIX CNOB 1 dopas
* AHann3 aMoLUNOHaNbLHOro YPOBHS
« AHann3 pasroBsopa

« PasgeneHne cToOpoH B pa3roBope

' | KnroyeBast —

ale e e

MNMoBbIllWeHHbIe mll
TOHA

"'"""l"'llllil‘ o il ||||||||l
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INTELLIGENT COMMUNICATIONS

Ob6paTHan cBA3b

* 3P PEKTUBHBLIN NHCTPYMEHT OnepaTMBHOrO
Nony4YeHNsa MHEHUA KnneHTa

Survey Result > (Play' )
Survey Name: Customer !
Report Name: BankCard Feedback Trend \
Description: [ (&) [save_[v][EIRun | [CTlose Report Preview @D@I@ %E
Time: 05/06/03 My Reports | Report Parameters Advanced | M1 (4 4 > D X %= Q-
@ ! 2] MainRieport
Phone number: 773 77512 = i l o
: r ‘
Scove: 66 SR TIRE errage Survey Score Trend
Selosted Groins: or Chicago Center
BankCard Private 100
[# ‘Name Descrij BankCard Business Accounts =
| . : 90
(1 | First Call Haowy man Selected Users: | |
: | Resolution (FCR) regarding 80 |
I | ———— ] e K === e, —
|2 | Knowledge | On a scal 6 70 e
is "Poor", - 5 60
i -: ‘kncwvledq Chanée Selection... & ‘
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