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Introduction
This chapter provides an overview of this document, identifies the primary
audience, introduces document conventions, and lists related reference
information.

This chapter contains the following sections:

Document Purpose 8

Audience 8

Document Version 8

Typographical Conventions 9

Expected Knowledge 9

Browser Recommendations and Technical Requirements 9

Internet Explorer Security Settings: 11

Technical Requirements for Playing Audio and VideoMedia 11
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Document Purpose
This document describes the tasks necessary for a Call Center Manager
(CC Manager) to use and administer QualityManager.

Audience
This document is intended for Call center managers.

Document Version
TheGenesysQualityManagement products are provided by a partnership
betweenGenesys and ZOOM International. TheGenesysQualityManagement
products use a versioning format that represents a combination/joining of the
versions used by these two separate entities. Although theGenesysQuality
Management products and documentation use this combined versioning format,
in much of the software and logs you will see the ZOOMversioning alone. You
need to be aware of this, for example, when communicating with Technical
Support.

The version for this document is based on the structure shown in the following
diagram:
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Typographical Conventions
Names of functions and buttons are in bold. For example:Upload.

File names, file paths, command parameters and scripts launched from the
command line are in non-proportional font.

Referred documents are in italics. For example: see the document This is a
Document for more information.

Code is placed on a gray background and bordered

Hyperlinks are shown in blue and underlined:
http://genesyslab.com/support/contact.

Expected Knowledge
Readers of this document are expected to have the following skills or knowledge:

l Basic internet browser knowledge.
l Basic IPT terminology knowledge is recommended.

Browser Recommendations and Technical
Requirements

Aminimum screen resolution of 1024 x 768 is necessary to use theGQM
applications comfortably.

The following supported browsers are recommended for theWebGUI. The
WindowsMedia Player is needed for Call Recording. The Java plugin is required
for Universal Player in QualityManager.

Important:
Use Java 6 with Internet Explorer or use another Browser. There is a
known issue with Java 7 which causes Internet Explorer to freeze.

http://genesyslab.com/support/contact
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The browsers for PCs are shown in order of preference. The fastest performing
browsers are first:

1. Google Chrome: Please download the latest version. Check issues using the
latest browser version before reporting them.Youmust install theWindows
Media Player plugin below:

http://www.google.com/support/chrome/bin/answer.py?hl=en&answer=95697

2. Internet Explorer 9

3. Internet Explorer 8withGoogle Chrome Frame plugin. TheGoogle Chrome
Frame plugin can be obtained here:

http://code.google.com/chrome/chromeframe/

4. Internet Explorer 7withGoogle Chrome Frame plugin.This version of IE
should be upgraded to IE9 as soon as possible.

5. Firefox 3.6.16+ Admin rights required for installation. Youmust install the
WindowsMedia Player plugin below:

http://www.interoperabilitybridges.com/windows-media-player-firefox-plugin-
download

6. Opera 9+

7. Safari 5

8. Internet Explorer 8without theGoogle Chrome Frame plugin.The
performance is slow.

The following browsers are not recommended:

Internet Explorer 7 without theGoogle Chrome Frame plugin runs too slowly.

Internet Explorer 6 is not supported.

Important:
Use Safari or Firefox with MacOS 10. There is a known issue with
Chrome that causes problemswith Universal player.

Web browsers require amedia player plug-in (WindowsMedia Player
9+ for WindowsPCs, VLC for Macs and Linux) for audio and video
media review, and at least Adobe Flash Player 9.x runtime installed for
viewing reports.

http://www.google.com/support/chrome/bin/answer.py?hl=en&answer=95697
http://code.google.com/chrome/chromeframe/
http://www.interoperabilitybridges.com/windows-media-player-firefox-plugin-download
http://www.interoperabilitybridges.com/windows-media-player-firefox-plugin-download
http://www.interoperabilitybridges.com/windows-media-player-firefox-plugin-download
http://www.interoperabilitybridges.com/windows-media-player-firefox-plugin-download
http://www.interoperabilitybridges.com/windows-media-player-firefox-plugin-download
http://www.interoperabilitybridges.com/windows-media-player-firefox-plugin-download
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Internet Explorer Security Settings:
WindowsXP

The following recommendations are encouraged for theWebGUI running on
WindowsXP:

l Check that the Call Recording URL is included in the "Trusted sites". If not,
include it there. If the user doesn't have administrator privileges, contact the
system administrator or set security level of the zone that contains the server
to Low.

l Check that there is no proxy enabled in the web browser. If there is, try to
disable it. The proxy can affect the functionality.

l Set the security level of trusted sites to Low.

Windows 7

The following recommendations are encouraged for theWebGUI running on
Windows 7:

l Check that the Call Recording URL is included in "Trusted sites". If not,
include it there. If the user doesn't have administrator privileges, contact the
system administrator or set security level of the zone that contains the server
to Low.

l Check that there is no proxy enabled in the web browser. If there is, try to
disable it.

l Set the security level of trusted sites to Low.

l Disable protectedmode for all zones. If protectedmode is Enabled for the
internet zone, it will affect the functionality, even if the server is in trusted sites
(Internet Explorer only).

Technical Requirements for Playing Audio
and Video Media

The followingmedia players are recommended for successful video and audio
playback. Please see the Screen Capture Administration Guide for more
information about media player configuration.

Themedia players are listed in order of preference, for the reasons supplied
below:
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1. Microsoft WindowsMedia Player: Plays all audio and videomedia on the
Windows 7OS. Previous versions ofWindows, for example,Vista and XP,
need additional codecs to play videomedia.
Download the K-Lite Codec Pack (BASIC or BASIC Mirror versions) from:
http://www.free-codecs.com/K_Lite_Codec_Pack_download.htm.

2. VLC: Plays combined video and audio recordings, including dual-screen
recordings of 1920x1080 or larger. It is not integrated into browsers, for
example, Internet Explorer and Firefox, for audio playback. VLC is
recommended for Macs and Linux-based systems for combined audio and
video reviewing. VLC can be downloaded at: http://www.videolan.org/vlc/.

3. QuickTime: Plays audio and is integrated into Internet Explorer, but does not
support playingmp3 audio and H.264 format video together for combined
audio and video playback.

http://www.free-codecs.com/K_Lite_Codec_Pack_download.htm
http://www.free-codecs.com/K_Lite_Codec_Pack_download.htm
http://www.free-codecs.com/K_Lite_Codec_Pack_download.htm
http://www.free-codecs.com/K_Lite_Codec_Pack_download.htm
http://www.free-codecs.com/K_Lite_Codec_Pack_download.htm
http://www.free-codecs.com/K_Lite_Codec_Pack_download.htm
http://www.videolan.org/vlc/
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Getting Started with Quality
Manager
A brief introduction to QualityManager, including how to:

l AccessGenesys QualityManager 8.1.50x
l Update your user profile
l View systemmessages sent automatically to or from a user profile

This chapter contains the following sections:

Logging in to QualityManager 14

Prompt to change your password 15

Retrieving a Forgotten Password 16

QualityManager User Interface 17

Editing Your User Profile 18

Changing Your Password 19

User Settings in the User Profile 21

Viewing SystemMessages 22

Delegating Evaluations 23

Chapter

2



Logging in to QualityManagerChapter 2              Getting Started with QualityManager

14QualityManager User Guide: CCManager

Logging in to Quality Manager

Figure 1: Log In To Quality Manager

To Log in, navigate to the QualityManager application URL in your browser:

1. Type your username in the Log In: field.
2. Type your password in thePassword: field.
3. ClickLog In.

If your password is not accepted, click Clear and type the password in the
Password field again.

Important:
If you log in with an incorrect password twice, you receive themessage
"Warning: The next incorrect entry will lead to the account being locked."
After the third attempt with the wrong password the account will be
blocked. Please contact your administrator to unblock your account.
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Prompt to change your password
If you have logged in using a default password or your password has passed its
expiration date, you will be prompted to change your password. Choose a new
password by typing the password in theNew Password andRepeat Password
fields. You will never be able to use the default password again.

Figure 2: Choosing a New Password
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Retrieving a Forgotten Password

Figure 3: Retrieving a Forgotten Password

1. To retrieve a forgotten password click Forgot Password?. TheAlert!
dialog displays.

2. Type your QualityManager username in the field provided (if you have you
entered the user name in the first box on the previous step then this will be
filled for you).

3. ClickOK.
QualityManager will send a new password to your registered (for example,
company) email account.

Important:
After requesting a new password, refresh your browser window before
attempting to log in again.
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Quality Manager User Interface

Figure 4: Quality Manager User Interface

The figure shows themain user interface.

1. Clicking a folder (for example. Evaluations) from the left-handmenu
displays the contents of that folder in themain window.

2. Tooltips are enabled by default, and show information boxeswhen the cursor
hovers over certain QualityManager features. To disable Tool tips, click
Tooltips off at the top right of the screen.

3. To view your user profile, click your user name.

4. To exit (log out of) the application clickLogout.
5. To view all QualityManager systemmessages sent to you, clickMessages.
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Editing Your User Profile

Figure 5: Editing Your User Profile

To view and edit your user profile:

1. Click the button with your user name to open theUser Profile tab.
2. Select the language settings of the application from theMy Language

dropdown.

3. ClickSave to save the changes.
4. Click to the close icon on theUser Profiletab to close the window.

Youmust log out of the application and log back in again to view the language
changes.

Important:
Note - Languages
If your browser is not set to use the same language inmenus and system
messages, youmay get occasional mixed-language alert messages
when, for example, you refresh the browser page.
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Changing Your Password

Figure 6: Changing Your password

1. ClickChange Password to open theChoose a New Password dialog.
2. Type your original password in theOld Password field.
3. Type the new password in theNew Password field.
4. Type the new password in theRepeat Password field.
5. ClickChange and Continue to save the changes.
6. Click exit on theUser Profile tab label to closer the User Profile tab.
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Important:
Your new password cannot be a password that you have used in the last
four password changes.
Strong passwords must have:
- at least 8 characters,
- with at least one character a number (0-9),
- at least one character a lowercase letter (a-z),
- at least one character an upper case letter (A-Z).
Where integration with external systems is used, the external system
dictates password settings for external users.
Please contact your administrator for details of settings.
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User Settings in the User Profile

Figure 7: User settings in the User Profile

1. Type the number of rows to display on list screens, for example, the
Evaluation List and User Manager screens. Entering a larger number here
(greater than 20) is useful for larger PC displays and will result in fewer
pages, but may take longer to scroll or display.

2. CheckDisplay on Startup if you have defined one or more Dashboard
widgets, and would like the Dashboard to be displayed immediately after
logging in.

3. ClickSave to update your user profile, orCancel to close the tab without
saving.
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Viewing System Messages

Figure 8: Viewing System Messages

1. ClickMessages at the top right of the application window to open the
messages tab.

2. To search for messages in a particular date range, select or type a date
range in the From and To fields then clickSearch.

3. Select aMessage.

4. When certain events, such as scheduling or completing an evaluation take
place, the system generates systemmessages. You can view themessages
that are to or from your user profile here. Click an item to view themessage
details in the text fields at the bottom of the tab.

5. Tomanage your messages in the tab, you can select one or multiple items,
then clickMark as read,Mark as unread orDelete.

6. To view results by page, add a page number to jump to, or tab through the
pages using the arrow buttons.

7. To refresh the results, click theRefresh button.
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Delegating Evaluations

Figure 9: Delegating Evaluations

TheDelegation checkbox option allows you to delegate your evaluation activities
to another user with evaluation permissions –this is typically used if you will be
unavailable to perform evaluations for a period of time. Checking this option
opens the Delegation section of the User Profile.

To delegate evaluations:

1. Select an evaluator from theEvaluator drop down list.
2. Select the delegation period From.

3. Select the delegation period To.
4. ClickSave.

During this delegation period, the evaluator will then be able to plan and perform
evaluations on agents to whom you are assigned as the evaluator.

Important:
Evaluator delegation can also be defined for specific users within the
Adding another User Type section.
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Questionnaires
The following Chapter describesQuestionnaires. Questionnaires helpManagers
and Team Leaders assess the skills of their teams. The questionnaires allow
Managers and Team Leaders to grade the performance of staff over the whole of
the call making process, from the initial greeting through closing the call.

This chapter contains the following sections:

Setting up aQuestionnaire 26

Importing and Exporting Questionnaires 39

Chapter
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Setting up a Questionnaire
A brief introduction that includes how to create, configure andmanage
Questionnaires in Genesys QualityManager 8.1.50x.

Creating A New Questionnaire

Figure 10: Creating A New Questionnaire

To create a new questionnaire:

1. Click theQuestionnaires link in the left menu, thenClick Questionnaire
Manager to display the current list of questionnaires in QualityManager.

2. ClickAdd to add a new, blank questionnaire.

Specifying a Name and Version

Figure 11: Specifying a Name And Version

1. Type a suitable name for the questionnaire in the Questionnaire Name field.

2. Type an initialVer. (version) number (for example. 1.0). The name and
version combinationmust be unique in QualityManager.
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Setting the Questionnaire Properties

Figure 12: Setting the Questionnaire Properties

1. ClickProperties on theQuestionnaire toolbar to view the current settings for
this questionnaire.

2. From theQuestionnaires Properties dialog box, you can select the scoring
system used and how answers should be sorted and displayed in reports.

3. Scoring Systems
The following scoring systems are available:
l Points: Each answer(only) can be assigned a point value or "weight" (for
example 10), with the questionnaire score being the sum of all selected
answer points. Answers can use a negative point value (for example. -10),
andmust have a value of between -2,147,483,648 and 2,147,483,647.

l Percent: Each question and answer groupmust be assigned a
percentage value or "weight" (minimum: 1, maximum: 100). The final
questionnaire percentage score is calculated by finding the weighted
average of the selected answers.

l Grades: Each answer must be assigned a grade value or "weight"
(minimum: 0.001 equals "best", maximum: 5 equals "worst"), whereas
each question and question groupmust be assigned a percentage weight
(minimum: 1, maximum: 100). The final questionnaire score grade is
calculated using the same algorithm as for percentages; i.e. the weighted
average of the selected answers.

l TheAuto-Sort Answers By options apply to all answer listingswhen
viewing/editing questionnaires, during evaluations and in reports for
evaluations using this questionnaire. Answers can be listed by the time
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theywere added (Creation Time), or byWeight (by point, percent or
grade value depending on the scoring system used in the questionnaire).

l TheWeight for Reports ("q") option assigns a global weight for this
questionnaire when included in a report with multiple questionnaire
scores. The allowed weight range is 0.00 to 1.00 (double digit fractions),
with the default weight set to 1.00. In all reports, the total score will be
calculated as a weighted average of the final scores from each
questionnaire.

4. Modify these properties as required and clickOK.

Important:
The scoring system for a questionnaire can be changed after question
groups or questions and answers are added, but this will often lead to
automatic rounding of the weight values.
For example, if an answer is assigned a weight of 500 under a points
scoring system, the systemwill change this to a weight of 5 (that is
"worst") when switching to a grade system, whichmay not be expected
or required.
Therefore check all weight values in the questionnaire for accuracy after
changing the scoring system used.
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Adding a Question Group

Figure 13: Adding a Question Group

1. ClickAdd Group to add a new question group.

2. Type a suitable Group Name in theGroup Name field.
3. Type an optional Group Description in theGroup Description field for this

group of questions.

4. Type aGroup Weight for this group (if required).

Important:
If a percentage or points scoring system is being used, you will also be
required to add a percentageWeight value (the level of influence that
this question group has on the final questionnaire score).

The sum of the weight values for all question groupsmust add up to 100 before a
questionnaire can bemarked complete.

5. ClickSave to save theQuestion Group.
6. It is advised to save regularly while creating or editing a questionnaire. Click

Save&Close (which saves and returns you to the questionnaire list), then
double-click on the questionnaire's name (or clickEdit) to re-open the
questionnaire for further editing.
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Adding a Question

Figure 14: Adding A Question

1. Select the question group.

2. ClickAdd Question at the bottom right of themiddle list pane to add a new
question.

3. Type a question name (this is the text that the user will see).

4. Type an optional description.

5. Type a question weight for this group (if required).

6. ClickSave below the description field to add this question to the current
group.

Important:
If a percentage or grading score system is being used, enter the
percentage weight value that the question will have in this question
group.
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Adding Additional Questions and Groups

Figure 15: Adding Additional Questions and Groups

Create additional question groups and questions in a similar way.

1. Add a new question group by clicking the AddGroup button.

2. Add a new question by clicking the AddQuestion button.

3. The sum of the weights of all questions in a question group can be viewed on
the right side.

4. The weight of each individual question is displayed on the right side.

Important:
If a percentage or grades scoring system is being used, ensure that the
sumweight of all the questions together is 100%.
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Adding Answers to a Question

Figure 16: Adding Answers to a Question

1. Click to select a question.

2. With an existing question selected, clickAdd Answer at the bottom right of
the screen.

3. Answer Name is the text that the user views (and should be unique for this
question).Type an optionalAnswer Description.

4. Select aCompliance and type the answer'sPercentage (influence) for this
question's scoring.

5. ClickSave to save the answer.
6. ClickSave & Close to save the questionnaire and close it.

The Compliance field determines the influence that this answer can have on the
whole question group or questionnaire. By selecting an answer that contains the
appropriate compliance setting, the evaluator canmark a question group or an
entire questionnaire as a complete success or a complete failure.

The Compliance values have the followingmeanings:
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l Success all: If this answer is selected, every question in the current
questionnaire gets the value of the answer with the highest weight (having a
compliance value of None).

l Success group: As above, but every question in the current question group
gets the value of the answer with the highest weight (having a compliance
value of None).

l None: No overall effect. This is the default compliance setting, and is used for
most answers (or all if compliance settings are not required).

l n/a: Not applicable. The influence of which (on the final score) is specified in
QualityManager Application Options (see the section about Administrative
Options).

l Fail all: If this answer is selected, every question in the current questionnaire
gets the value of the answer with the lowest weight (having a compliance
value ofNone);

l Fail group: As above, but every question in the current question group gets
the value of the answer with the lowest weight (having a compliance value of
None).
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Adding Additional Answers

Figure 17: Adding Additional Answers

1. Add answers to the other questions in each group by selecting them in turn
and adding answers.

2. When the questionnaire is complete (contains a valid balance of question
groups, questions and answers), themessage at the top right of the
questionnaire tab updates.

3. Save your progress regularly using theSave & Close.

Specifying Call Selection Rules
This is an optional feature of the questionnaire, and is only necessary when you
wish to filter specific calls to be available for evaluation.
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Figure 18: Specifying Call Selection Rules

Specify a filter for the calls that can be selected for evaluation with this
questionnaire. Thismight be necessary if the questionnaire is only relevant for
one specific agent, team, or individual.

1. Click theQuestionnaires link in the left menu, then clickQuestionnaire
Manager to display the current list of questionnaires in QualityManager.

2. To edit the call selection rules clickCall Selection Rules on themain
questionnaire toolbar to open theCall Selection Rules dialog box.

3. Call Selection Options
The options available are:
l Exact Number: Use this checkbox to select calls to or from phone
numbers that exactlymatch the agent's number (for example, 1234).
Otherwise any number that contains the agent's number (in a position
specified byMatching Part) is recognized (for example, 1234 ismatched in
22331234).

l SIP Number: Use this checkbox to use the SIP number. The agent
number must contain the character '@' for recognition of SIP formatted
numbers. For example, 1234@example.com.

l Agent Extension Length: Use this field to set the length of the Agent ID.
QualityManageridentifies whether callingnr or
originalcallednr is the external call because, the external call
number is longer than the extension length.
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Important:
Note that if SIP is being used (and SIP Number is enabled), this number
must be the complete length of the agent's extension. For example, the
SIP number 1234@example.com requires anAgent Extension
Length of 16 (that is one for each character including periods and
@signs).

l Allow Internal Call Scoring: Use this checkbox to allow the selection of
calls between agents that are defined in the QualityManager users list.

l Matching Part: If Exact Number is not enabled, this dropdownwill show
the part of a call's phone number to search for a known agent extension.
Options are: StartsWith (extension at beginning of phone number), Ends
With (at end of phone number) or Contains (extension can be anywhere
within the phone number).

4. TheRecord Criteria Panel allows the timing of the calls to be specified.
Options are:
l Week Days: Select one or more days of the week that are valid.
l Time From/To: Select a time period within which the call must have
occurred.
Where Call Recording and the client PC are in a different time zones, then
the Time intervals will display different values than those originally saved
in the Questionnaire.

l Min-Max Recording: Select theminimumor maximum length of the call
recording in seconds.

5. These settings are optional, and apply only to the current questionnaire. Click
OK to save any changes, or Cancel to exit the dialog.
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Specifying Access Permissions
This is an optional feature of the questionnaire. This controls who can select the
questionnaire when planning evaluations. Evaluators and agents can be
assigned a questionnaire that they do not have permissions to select.

Figure 19: Specifying Access Permissions (OPTIONAL)

1. To limit or customize access to a questionnaire, clickPermissions on the
questionnaire toolbar. The Access Permissions dialog boxwill open.

2. Access can be granted or blocked for all users, or a subset of users. To
create a filtered subset of users, select either theAllow Selected Only or
Deny Selected Only permissions option, which activates the user selection
window.

3. Select the appropriate users in the dialog's left panel (usingCTRL click on
Windows orCMD click on theMac, for multiple selections).

4. Click >> (Send To Right) to add users to the subset.
Existing users with permissions can similarly be removed from the right panel
(whenAllow Selected Only orDeny Selected Only are activated) by selecting
users in the right panel and clicking << (Send To Left).

5. ClickOK to save your permissions preferences, or Cancel to exit the dialog
without saving.
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Managing Question Groups

Figure 20: Managing Question Groups

1. ClickManage Groups on the questionnaire toolbar to manage question
groups

2. Select a question group.

3. ClickAdd Group to add a question group orRemove Group to remove a
question group (removal of question groups is only possible via this dialog
box).

4. The sum of the weightsmust add up to 100%

5. ClickClose to close theQuestion Group Manager.
Double-clicking on a question group listed in this dialog will allow you tomodify
the Name, Description, andWeight parameters.

Important:
If a percentage or points scoring system is used, the sum of the weight
values for all question groupsmust add up to 100 before a questionnaire
can bemarked complete.
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Importing and Exporting Questionnaires

Figure 21: Importing and Exporting Questionnaires

TheQuestionnaire Manager features import and export functionality, enabling
powerful manipulation of questionnaires and their content.

Some typical uses can include:

l Backing up questionnaires and templates
l Fast set up of questionnaires on a new system
l Automated or advanced creation, editing, and sharing of questionnaires
using external text editors and tools
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Exporting a Questionnaire

Figure 22: Exporting a Questionnaire

To export an existing questionnaire

1. Select a questionnaire in the QuestionnaireManager.

2. ClickExport.
3. ClickSave File.
4. Save the resulting XML file to your computer, ideally giving it a more

descriptive filename than the default questionnaire.xml.
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Modifying an Exported Questionnaire

Figure 23: Modifying an Exported Questionnaire

You can view and edit exported questionnaire files in any XML-compatible text
editor, including the default text editor provided with your computer’s operating
system.

One of themost useful edits can be to the name and version values (See
Modifying an Exported Questionnaire; the original name has been changed in the
example). This enables you to import a duplicate of the exported questionnaire,
which can be the basis of a simple questionnaire template system.
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Importing a Questionnaire - 1

Figure 24: Importing a Questionnaire

To import a questionnaire

1. Click Import on theQuestionnaire Manager screen.
2. ClickBrowse in the import dialog to locate the questionnaire file on your

computer.

3. Click Import to start the import.

Important:
Only valid QualityManager questionnaire files in XML format can be
imported; you will receive an error message if the system does not
recognize or cannot validate the imported file.

Tip:
If your import browser is Chrome, then the file pathmay display
incorrectly. For example: C:\fakepath\questionnaire_
percent.xml, this does not affect the import and is a known issue with
the Chrome browser.
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Importing a Questionnaire - 2

Figure 25: The Imported Questionnaire

When a questionnaire imports successfully, the application will open it for editing.

1. Ensure that the name and version are correct.

2. ClickSave & Close to save the questionnaire after completing any
modifications.
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Evaluations
This chapter describes how to plan and use Evaluations.

This chapter contains the following sections:

Planning an Evaluation 46

Practical Examples of Evaluations 60

Chapter
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Planning an Evaluation
This is a short tutorial to show how to plan a new agent evaluation in Genesys
QualityManager 8.1.50x

Opening the Evaluation Planner

Figure 26: Opening the Evaluation Planner

To schedule a new evaluation:

1. ClickEvaluations in the left handmenu.
2. ClickEvaluation Planner to open theEvaluation Planner tab.

Important:
ClickClose or click the tab close icon, to close the planner without
saving.
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Specifying an Evaluation Period and Questionnaire

Figure 27: Specifying an Evaluation Period and Questionnaire

1. Specify the evaluationPeriod: using thePeriod: drop down list (for
instance, selectCurrent Week) and the From and To dateswill appear.
Alternatively, select specific dates using the Calendars for From and To or
by typing dates into the From and To fields (Use the format MM/DD/YY).

2. TheQuestionnaire drop down list enables you to pick an available
questionnaire to use for the evaluation. If the questionnaire you wish to use is
not visible, ensure that it is marked as completed in the Questionnaire
Manager (SeeQuestionnaires).

3. Set the Interaction Count . This specifies theminimumnumber of
interactions (calls, messages or other media) to be used for this evaluation.
This number should equal the sum of all themedia type counts specified in
theBasic andSub-Criteria tabs.

4. Select theApply to Statistics checkbox to include the results of this
evaluation in reports linked to the selected group or agents. De-selecting this
option is useful if the evaluation is for testing or internal purposes only and
should not affect the agent results.

Next select a target user, group or self-evaluation.



Planning an EvaluationChapter 4              Evaluations

48QualityManager User Guide: CCManager

Selecting a Target User, Group or Self-Evaluation Option

Figure 28: Selecting a Target User or Group

1. On theBasic tab you can choose to evaluate:
2. An agent group by selectingGroup Evaluation.
3. Individual agents by selectingAgent Evaluation.
4. Self Evaluation by selectingSelf Evaluation. This is only available if the user

currently logged-in has been assigned the self-evaluate role in their user
profile (see Enabling Agent Self-Evaluation), If selected, this automatically
sets the Evaluator and Evaluated Agent to the currently logged-in user. This
enables agents to plan and perform their own performance evaluations. See
theQualityManager Agent User Guide for more details.
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Selecting a Target User

Figure 29: Selecting Agents for Evaluation

Select Agents for Evaluation

The example above shows an Agent Evaluation.

1. SelectAgent Evaluation.
2. Select anEvaluator. The Evaluator must be aQualityManager Team

Leader, CC Manager, or Supervisor type of user.

3. The groups for which the evaluator is responsible are shown in the Groups
list. Click on one or more groups. Clicking on a group displays the group's
agents in the Agent list on the right.

4. Select the checkboxes of the agents to be evaluated.

5. Agent interactions (for example calls) can be filtered by selecting aWrapup
value (if one is available) and a limitation on theMedia Direction (inbound
and/or outbound). TheMedia Direction drop down also enables you to
specify whether the evaluation should use internal interactions (INTERNAL)
only or all interactions to that agent (ALL). The default isBOTH, meaning
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both inbound and outbound internal and external interactionswill be
sampled.

Important:
If agent usernames or phone extensions are re-allocated (re-used)
within your organization, please be aware that an evaluation period
starting in the past may include unwanted calls, made by another agent
who was earlier allocated the same username / extension. Ensure the
evaluation starting date is not earlier than that of the agent to be
evaluated.

Adding Evaluation Media Types

Figure 30: Adding Evaluation Media Types

On theBasic tab, specify the types of media to be evaluated.

1. ClickAdd Media Type to add a new Media Type.

2. Themedia types created within GQMare:
l Call : Selectsmedia only from interactions containing call recordings (this
includes screen captures that also include call recordings).

l Call+Screen : Selects only from interactions that contain both a call
recording and a screen capture.

l Screen : Selects only from interactions containing screen captures (this
includes call recordings that also include screen captures).

l External mediamay also be specified (Chat logs or Email). In the latter
case, themediamust be accessed outside of QualityManager.

3. The Min. Count field is theminimumnumber of media records that should
be sampled for this type. UnlessSub-Criteria are specified, the sum of all
Media Type record counts on this tabmust equal the Interaction Count
value at the top of the Planner screen.

4. The Allow Selection andAllow Replacement buttons enable sampled
calls to be selected or replaced by the evaluator during an evaluation. By
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default these features are enabled, but clicking either button will disable
(restrict) the functionality available during an evaluation.

5. To save clickSave.

Adding Media for Evaluation

Figure 31: Adding Media for Evaluation

When scheduling an evaluation, youmay already know which existing
interactions should be used. QualityManager enables one or more Call or Screen
(video) interactions to be selected for use with the evaluation.

To add specific interactions:

1. ClickAdd Interaction. A selection dialog box opens that allows the
evaluator to filter results by specific parameters.

2. Select an Interaction.

3. ClickSearch to display a list of matching interactions.
4. Click the checkbox for each record you wish to add to the evaluation.

5. ClickAdd Interactions.
6. The chosen interactions appear in themedia window and the selection

window closes.

7. Interactions can also be removed from the evaluation by clicking the
appropriate removal button (See AddingMedia for Evaluation (Optional)), or
a quick note can be added for evaluators to reference.
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Important:
If the currently selected agent does not have an ID (for example
extension number) specified in their ScoreCARD profile, the error
message “The agent identifier is set to NONE. Search results will
contain results for all agents” appears in the Add Interaction selection
dialog window. This results in interactions for all agents being displayed
in the dialog box.

Adding Sub-Criteria

Figure 32: Adding Sub-Criteria

1. Click theAdd Sub-Criteria tab.
2. ClickAdd Media
3. TheMedia Type dialog box opens. Select aMedia Type from the dropdown

list. Specify aMin. count click Save. Repeat this step until all required
media types have been added. Themedia types available are:
l Call
l Call + Screen
l Screen
l Chat
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l Email
l Other

Tip:
QualityManager creates rows forChat, Email, orOthermedia in the
grading, allowing these interactions to be evaluated.Chat, Email, and
Othermay require different questionnaires, however, because they are
writtenmedia andmay have different standards for evaluation thanCall,
Call + Screen, or Screenmedia.

4. The Interaction Countmust be the sum of all of theBasic andMin.
Counts from allSub-Criteriamedia types. If the Interaction Count box is
highlighted with red edges, the Interaction Countmust be changed to equal
the sum.

5. In addition to the options available on theBasic tab, a subset of sampled
calls can be required tomatch a different specific time period to that specified
on the Basic tab.

6. You can specify aminimum call length (Min. Length) to filter out short or
aborted calls, and aMaximum lengthMax. Length to filter out excessively
long calls. 

Tip:
This feature allows the evaluator to compare similar skill levels and bring
agents that are almost up to target on track. Then for further evaluations,
setting theMax. length at higher than accepted norms identifies where
more in depth trainingmay be required for those agents whose calls are
excessively long.

7. External Data shows calls that have been flagged with specific information
associated with them. For example, the External Data can be configured to
flag high value, new, returning, or other customers, allowing the evaluator to
select calls from various customer types.

8. TheDeadline field allows a date to specified bywhich the evaluationmust be
completed. A reminder message can be set to notify the evaluator (Remind
Evaluator) a specified number of days before the evaluation deadline (Days
to Deadline).
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9. ClickCreate Evaluations. The evaluations are created and amessage box
states how many evaluationswere created. ClickOK to close themessage
box.

10. Select Evaluation List to view the created evaluations.

Important:
If there are no calls that satisfy the sub-criteria available then, calls that
satisfy the Basic criteria will be added.

Important:
Further Sub-Criteria can be added as required, but asmentioned earlier,
the sum of theMin. Count fields for all media records from all Basic and
Sub-Criteria tabsmust be the same as the Interaction Count value at the
top of the Planner.

Enabling a Selection of Random Calls

Figure 33: Selection of Random Calls
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A powerful method of performing evaluations is to automatically select the
minimumnumber of calls required for evaluation at random.

Important:
TheAllow random calls selection option is enabled by default in the
Evaluation Planner, but this setting cannot be changed unless
evaluation sub-criteria have been defined, as shown in the Figure:
Selection of RandomCalls.

Important:
When using theGet Random Interactions function while performing
an evaluation, QualityManager only selects interactions that have not
yet been used for evaluation.

Using Evaluation Templates
1. ClickSave As Template to save the evaluation settings for re-use.
2. Enter a unique name for this template.

3. Specify if the template will be for your use only by selectingPrivate, or
shared with other evaluation creators by selectingShared.

4. ClickSave to save the changes.

Loading a Saved Template
To load a saved template:

1. ClickLoad Template in themenu bar.
2. Select an existing template name from the drop-down list that appears.

Evaluation templates that you have permissions to load can be permanently
deleted by clicking the Templates button in themenu bar of the Evaluation
Planner, and clickingRemove on the appropriate template in the Templates
dialog box .
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Important:
Loading an evaluation template will overwrite any existing settings in the
Evaluation Planner. Removal of an evaluation template is permanent
and cannot be undone!

Creating the Evaluation

Figure 34: Creating the Evaluation

To Schedule the evaluation after specifying the criteria for determining agent calls
for evaluation:

1. ClickCreate Evaluation at the top of the Evaluation Planner page to
schedule (create) the evaluation. If any parameters or options are not correct
during creation, a validation error dialog boxwill help you identify the cause of
the issue; otherwise a confirmation dialog boxwill confirm that the evaluation
has been scheduled.

2. ClickOK to close the dialog box. A confirmationmessage is sent to the
evaluator.

3. Click Evaluation List from themenu on the left to view the updated list of
evaluations.
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Viewing Created Evaluations

Figure 35: Viewing Created Evaluations

Existing evaluations display in theEvaluation List.

1. The newly created evaluation should be visible at the top of the list by default.

2. Evaluations can be arranged by status by clicking Status.

3. Use the forward, back, and shuffle controls to navigate through the pages of
results.

This list screen enables you to also permanently remove (Delete) evaluations
and createNew evaluations. ClickNew evaluations.

Important:
After an evaluation has been scheduled, it is currently no longer possible
to modify the interaction (call) selection parameters for that interaction.
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The status of a newly scheduled evaluation isCreated, but this will change to In
Progress or Finished during the life cycle of the evaluation -See Performing an
Evaluation for more information.

Figure 36: Show evaluations that have a specific status with the drop down list

The columns can be sorted by clicking on a column heading, or show evaluations
with a specific status with the drop down list.

1. The statuses are:
l All
l Created
l In progress
l Finished
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Searching for Evaluations

Figure 37: Searching for Evaluations

Evaluations can be filtered using the search dialog.

To search for an evaluation:

1. Click >> on the left hand side to hide themenu bar in order to get the
maximumpossible display width for the list.

2. Click >> at the top right of the Evaluation List tab (see screenshot) to reveal
the search dialog box.

3. Set as few or many search fields as required.

4. ClickSearch to apply the filter, orClear to reset the search fields.
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Practical Examples of Evaluations
This section gives practical examples of how to:

l Plan the evaluation of specific calls for specific agents. This could be as the
result of a complaint, or a good or bad call discovered by livemonitoring.

l Create all of the required evaluations for a period as a batch .
l Improve the quality of the calls by comparing the evaluations of different
evaluators.

Planning the Evaluation of Specific Calls
To evaluate a specific call, access the call:

1. Open theEvaluation Planner.
2. Select aPeriod and theQuestionnaire to be used to evaluate the call from

the dropdown. Type the Interaction Count. See Specifying an Evaluation
Period andQuestionnaire.

3. On the Basic tab SelectAgent Evaluation. See Select a Target User.
4. Select theEvaluator that deals with the group that the agent belongs to. The

groups that the evaluator deals with will appear in bold in theGroups field. If
necessary scroll down in that field to see the full list.

5. Select the group that the agent belongs to and the agents in that group will
appear in theAgents field. If necessary scroll down in that field to see the full
list.

6. Select the checkbox for the agent. This activates theAdd Interaction
button.

7. ClickAdd Interaction, theAdd Specific Interactions dialog opens. Most
fields on the form are optional but themore information that is entered on the
dialog themore specific the search will be for the call required.

8. Select theMedia Direction, type, or copy and paste theCustomer number
(if known) and theMin. length andMax. Length of the call.

9. Type, or copy and paste aDescription (thismust match the notemade in
the description field of the call).

10. Select a Media Type and aWrapup, select a Period and clickSearch.The
calls that correspond to the search will appear. Youmay then play the call to
confirm that you have the correct one.
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11. Once the correct call is selected, click the checkbox for that call and ensure
that all other calls are unchecked. ClickAdd Interactions. TheAdd
Specific Interactions dialog closes and the call will be added to the
evaluation.

12. ClickCreate Evaluations to create the evaluation. The evaluation is
created and amessage box states how many evaluationswere created.
ClickOK to close themessage box.

13. Select Evaluation List to view the created evaluation.

Important:
After an evaluation has been scheduled, it is then no longer possible to
modify the interaction (call) selection parameters for it.
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Creating Multiple Evaluations

Figure 38: Creating Multiple Evaluations

To create all of the required evaluations for a period as a batch:

1. Open theEvaluation Planner.
2. Select aPeriod and theQuestionnaire to be used to evaluate the calls from

the dropdown. Type the Interaction Count. See Specifying an Evaluation
Period andQuestionnaire.

3. On the Basic tab selectGroup Evaluation
4. The Evaluator list appears and by default every evaluator is selected. The

select Evaluator:All/None checkboxwill select all or none of the evaluators.
Select or de-select checkboxes to choose which evaluators are included.

5. To select the groupswhich are assigned to an evaluator, without actually
selecting the evaluator, click on the evaluator’s namewithout selecting the
checkbox. The groups that the evaluator is responsible for will appear in the
evaluator’s box on the right hand side.
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Figure 39: Created Evaluations

1. ClickCreate Evaluations. The evaluations are created and amessage box
states how many evaluationswere created. Click OK to close themessage
box.

2. Select Evaluation List to view the created evaluations.
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Performing an Evaluation
This chapter is a brief tutorial on how to complete a scheduled agent evaluation in
Genesys QualityManager 8.1.50x. The same basic procedure applies to Self
evaluations if appropriate. For further details on Self evaluations see theQuality
Manager User Guide Agent document.

Evaluations contain one or moremedia records, each of whichmust be graded by
answering all questions shown in the evaluation's questionnaire. This tutorial
describes how to accomplish this.

Chapter
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Opening the Scheduled Evaluation

Figure 40: Opening the Scheduled Evaluation

To perform an evaluation:

1. ClickEvaluation List.
2. Select the check box for the appropriate evaluation or click on the evaluation.

3. ClickEvaluate.
4. Click to reveal the search dialog if the list is long.

It is only possible to evaluate evaluations that have beenCreated or In Progress
but not those in the Finished status.

To re-use a completed evaluation, see the Re-Using the Evaluation - 1 (Optional)
steps at the end of this tutorial.
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The Evaluator Screen

Figure 41: The Evaluator Screen

After starting an evaluation, the evaluator form opens

1. You canAdd Specific Interactions.
2. You can Add Random interactions.
3. Some buttonsmentioned in this tutorial may not be visible on smaller displays

and can only be accessed via the expansion symbol on the right-hand side.

If no existing interactionswere specified during the scheduling of the
evaluation, the new evaluation will not have any interactions (media records)
associated with it.

4. To close the formwithout saving changes clickClose on the toolbar or tab.
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Adding Random Media for Evaluation

Figure 42: Adding Random Media for Evaluation

To add randommedia for evaluation

1. ClickAdd Random Interactions to addmedia records for the
evaluation.This will retrieve theminimumnumber of appropriate agent calls
specified when the evaluation was scheduled.

2. The PlayMedia button will play the call or video on the integratedmedia
player.

3. The ReplaceMedia button allows the evaluator to replace or remove the
media record.

4. TheGrade button allows the evaluator to evaluate themedia record.

5. The Current Rating column displays the sum of questionnaire answers for
eachmedia record, while the Total Rating field displays the average of all
Current Rating values.

6. ClickingQuick Note enables the evaluator to draw attention to some short
text written for eachmedia record without having to open the grading form.
This can be used for quicklymarking exceptional records for later study. It
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can also be used by the person scheduling the evaluation to draw the
evaluator's attention to something in the interaction that should be evaluated.

The Comments and Evaluation Feedback text fields visible on this screen display
the text added in these fields for all media evaluations.

Important:
When using the Add Random Interactions function when performing an
evaluation, QualityManager only selects interactions that have not yet
been used for evaluation.
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Adding Specific Media for Evaluation

Figure 43: Adding Specific Media for Evaluation

1. ClickAdd Interactions to select one or more specific interactions to add for
evaluation.

2. After the interaction selection dialog box opens, specify filters (period, media
type etc.) as necessary.

3. ClickSearch.
4. Ensure the required interactions are checked for inclusion.

5. ClickAdd Interactions.
6. These interactionswill appear in themain evaluation window, ready for use.
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Replacing Media for Evaluation

Figure 44: Replacing Media for Evaluation

To change or update the list of media records available for evaluation, theAllow
Call Replacement optionmust be enabled when scheduling an evaluation.

IfAllow Call Replacement is permitted:

1. Click the green arrows to replace the evaluation.

2. Click the X to remove evaluations.

3. ClickRemove to remove evaluations.
Thismay be useful if the calls are of an inferior quality, and not suitable for use in
the evaluation. If replaced, an alternative call will be offered, which fulfills the
evaluation's interaction parameters.

Important:
In order to complete an evaluation, everymedia record listed in an
evaluationmust be graded.
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Grading a Media Record

Figure 45: Grading a Media Record

To grade amedia record, click the Evaluate icon for that record. A formwill open
with an integratedmedia player.

1. Click thePlay button to beginmedia playback.

Important:
If a user requests a combination of mp3 and recd files, andmixing fails
with amessage Loading Media Failed then only themp3 (audio) is
made available and not the video.

2. The questionnaire associated with the evaluation will be displayed in a small
window on the form. The Calling Number, Ticket Number, and Category can
be updated as required. Scroll down in the window (if necessary) in order to
view all the questions.

3. The questionnaire associated with the evaluation displays in a small window
on the right of the form. Scroll down in the window if necessary in order to
view all the questions.Select a suitable answer for each question, stopping
and replaying themedia as necessary. All questionsmust be answered for all
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media records present in the evaluation before the evaluation can bemarked
as complete.

4. The Internal Note text field can be used for keeping notes about amedia
record that are only visible to evaluators (not to agents).

5. The Feedback Panel contains two text fields that can be seen by the
evaluated agent. Things To Maintain can be used to keep a list of points
illustrating areas of good performance by the agent, whereas any areas for
improvement should be noted in the Things To Improve field.

6. ClickSave & Close at the top of the grading form to keep all modifications
made to the form fields. The grading session can therefore be saved and
returned to at a later time.Close closes the grading form.



Completing the EvaluationChapter 5              Performing an Evaluation

74QualityManager User Guide: CCManager

Completing the Evaluation

Figure 46: Completing the Evaluation

1. Before completion, feedback can be sent to the agent (text in the feedback
fields on this tab) by clickingSend Feedback.

2. To view feedback from earlier evaluations for the same agent, click
Feedback History.

3. ClickReveal Results to Agent to allow the agent to view the results.

4. View media rating in the Current Rating column.

5. View the average of all media in the evaluation in the Total Rating field.
6. Once themedia records have been fully graded, the evaluation can be

marked asComplete.To complete the evaluation and exit this tab, click
Complete on the toolbar. If all media record questionnaires have been fully
answered, QualityManager marks the evaluation as complete by assigning it
the Finished status in the Evaluation List.
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Sending Feedback to an Agent

Figure 47: Sending Feedback to an Agent

After marking an evaluation as complete, the option to send feedback to the
evaluated agent is available (from the information in the feedback text fields).

This invites the agent to log in to QualityManager to view their evaluated
performance. After selectingYes orNo, the evaluator form closes.

Important:
A completed evaluation (an evaluation with the status Finished) cannot
be re-opened for editing unless the customReopen Evaluations role has
been assigned to the user – see Re-Open An Evaluation. This would
normally be an extraordinary occurrence.
Completed evaluations can be opened in read-only view, where they
can be printed or used as a source for a report.
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Deleting Evaluations

Figure 48: Deleting Evaluations

The evaluation list now shows the completed evaluation with a Finished status.

To delete an evaluation that you have created (havingCreated, In Progress or
Finished status):

1. Select the evaluation.

2. SelectMore Actions.
3. ClickDelete in the dropdown list. If this option cannot be clicked, the

Evaluate Agents permission needs to be added to your role. This applies to
any role that will need to delete (self) evaluations.

Important:
Only the original creator (not necessarily the evaluator) of an evaluation
has the right to delete it. This limitation is important for self evaluations.
The role creating self evaluations (for example Agent) must be assigned
theEvaluate Agents permission, in addition to theSelf-Evaluate
permission, in order to be allowed to both create and delete evaluations.
Without the agent being assigned the Evaluate Agents permission, no-
one on the systemwill be able to delete the agent's self evaluations.



Re-Using the Evaluation - 1Chapter 5              Performing an Evaluation

GenesysQualityManagement 8.177

Re-Using the Evaluation - 1

Figure 49: Re-Using the Evaluation - 1 (Optional)

An existing evaluation (with any evaluation status) can be re-used to quickly set
up and perform additional evaluationswith the same parameters.

Re-using an evaluation enables a user to re-assign a finished evaluation to
another evaluator, whilst keeping the samemedia associated with it. The new
evaluator can then evaluate the same call, which allows a first stage in a
calibrations procedure that will be conducted entirely throughQualityManager,
and which fully documents the calibration process. For more information on this
topic please see Calibrating Evaluations.

To re-use an existing evaluation:

1. Select the evaluation by clicking it.

2. SelectMore Actions.
3. Click the Re-evaluate button from theMore Actions dropdown.
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Re-Using the Evaluation - 2

Figure 50: Re-Using the Evaluation - 2 (Optional)

1. Open theEvaluation Planner. The Remove Interactions dialog appears.
Select Yes to remove all the agent interactions used in the initial evaluation or
No to keep them. The criteria of the original evaluation will be set in the
Evaluation Planner. Modify the evaluation as required.

2. ClickCreate Evaluations. A new evaluation is created and appears in the
evaluation list.
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Re-Opening an Evaluation

Figure 51: Re-Opening an Evaluation

After an evaluation ismarked as complete, it is assigned the Finished status.
Finished evaluations cannot be opened again to edit scores unless the custom
Reopen evaluations permission has been assigned to the user’s role (see Re-
Defining User Roles).

To reopen an evaluation:

1. Select an evaluation with the Finished status.
2. ClickMore actions.
3. ClickReopen from the dropdown. The status of the evaluation becomes In

Progress.

Important:
After re-opening an evaluation, only the assigned evaluator can view
andmodify the evaluation scores. There is currently no permission that
will enable a user role to view/modify evaluations for which the user is
not the assigned evaluator.
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Sending Evaluation Feedback to the
Evaluator

Agents can send feedback on their evaluations using the Send Evaluation
Feedback button on the toolbar of the evaluation list. This feature is important
when a contact center allows agents to review and appeal their evaluation
results. Only the users that have been evaluated have access to this button.

To send evaluation feedback as an agent:

Navigate to the Evaluation list from the left hand navigation tree.

Figure 52: Sending Evaluation Feedback Button

1. Click on the evaluation that requires feedback (must be in Finished status).
2. Click theSend Evaluation Feedback button on the toolbar.

Themessage entry window opens.

Figure 53: Send Evaluation Feedback Message

1. Add the evaluation ID number to clarify which evaluation themessage is
related to.

2. Add amessage to the evaluator.

3. ClickSend.
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Figure 54: Send Evaluation Feedback Message Sent

A notification appears in the bottom right hand corner of the browser window to
confirm that themessage has been sent to the evaluator.

Themessage will now appear in the evaluator's systemmessage inbox. For more
information about how the evaluator retrieves themessage please see Viewing
SystemMessages.
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Using the Evaluation Detail Report
The Evaluation Detail report is themain report that an evaluator will use when
providing feedback to an evaluated agent. At the veryminimum it will contain the
questions on the grading form and the answers given. Evaluator noteswill be
shown at the bottom of the grading form.

The form also contains a link to a read-only version of the grading formwhere the
user can listen to the call and view the screen capture if there is one.

When printed, the Evaluation Detail report contains signature lines for the
evaluator and the agent to certify that the evaluation has been delivered
(generally for HR purposes).

Figure 55: Evaluation List

To open theEvaluation Detail Report:

1. Navigate toEvaluation list.
2. Select a finished evaluation record from the list of evaluations.

3. ClickReport from the tool bar in theEvaluation List tab.
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Figure 56: Evaluation Detail Report

1. ClickPrint to print theEvaluation Detail.
2. ClickExport to Spreadsheet to export the Evaluation Detail to an Excel

spreadsheet.

The Include All Possible Answers checkboxwill display not only the answer
that was selected, but all of the other possible answers aswell (displayed in gray).
This can be useful when providing feedback to an agent (knowing what other
options the evaluator had to choose from can provide context for the evaluation).

TheEco Printing option will create a slightly compressed version of the
evaluation detail report that can be printed on less paper using less ink. It is
intended for large contact centers that will print a large number or reports.

Important:
The spreadsheet is in the .xls format used in Excel versions 97-2003.

During export, the following dialog box appears.
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Figure 57: Open the Spreadsheet

ClickOK to open the spreadsheet

The Evaluation Detail report is displayed.
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Linking to a Read-only Grading Form

Figure 58: Detail Report Showing Interaction

The Evaluation Detail allows you to link to the grading form.

1. Mouse over the word and number Interaction #xxx ( where xxx is the
interaction number). The word and number will turn red to reveal that it is a
link.

2. Click the link Interaction #xxx, the read-only accessGrading Formwill
open.
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Figure 59: Grading Form

If there is amedia interaction associated with the Grading Form, it appears in the
Play drop down list, and can be selected to play in theMedia player.

When there ismore than onemedia interaction associated with the Grading Form
(for instance if a call has been transferred or put on hold), each interaction will
appears in thePlay drop down list and can be selected to play in theMedia
player.
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Reporting
A short tutorial to show how to create and export evaluation charts and reports in
Genesys QualityManager 8.1.50x.

This chapter contains the following sections:

Types of Reports 88

Setting Up a Report 89

Reports for a Single Evaluation 108

Exporting Report Data 109
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Types of Reports
The following types of reports (visual graphs) can be created:

l Agent Skills: select an agent, questionnaire, evaluation period question
groups (skills) and questions to view an agent's skill profile

l Compare Agents: Select a questionnaire, evaluation period and question
group ('skill') and questions to view a comparison between agents' skills

l Compare Evaluators: Select an agent, questionnaire and evaluation period
to compare how different evaluators scored this agent

l Results Distribution:Displays a detailed view of agents, evaluations, and
interactions volume (categorized using average scores into 'Good', 'Average'
and 'Bad' rankings). Choose from displaying theNumber of agents,
Number of interactions, orNumber of evaluations.

l Compare Scores: A report enabling the comparison of evaluators'
performance, either for a single call or agent.

l League Table: Based on the 'Averages per Questionnaire for Agent' report,
but sorted according to final score and permitting the selection of multiple
questionnaires (aggregate average).

l Interactions Volume:Displays all interactionsEvaluated,Replaced, and
Not Evaluated over a specific time period.

l Evaluations Volume:Displays evaluation volume by status. Choose from
Planned, In Progress, and Finished or all three, over a specific time
period.

Each report is set up using the parameter fields, after which the Compute Graph
button is clicked to generate the report graph. Parameters can still bemodified
after report creation, but each time the Computer Graph buttonmust be clicked to
generate the report and resulting graph.

Report graphs can either be printed using the standard browser print dialog
(CTRL + P for Windows,CMD + P for Mac), or the graph itself can be saved as
a static graphic image via right-click on the generated graph > Save Image
Locally.

Alternatively, report data can be exported in Excel 2007+ (.xlsx) spreadsheet
format – see the Exporting Report Data section.
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Setting Up a Report

Figure 60: Selecting Agent Skills

SelectReports in the left-handmenu for all reports in QualityManager. The
following example report setup is typical for theAgent Skills,Compare Agents,
andCompare Evaluators reports.

1. Click the required report in the left-handmenu (for example, theAgent
Skills report).
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Figure 61: Setting Up a Report

2. Select an agent. group from theGroup dropdown.
3. Select an agent from theAgent dropdown.
4. Select a questionnaire from theQuestionnaire dropdown.
5. Select an evaluation start date in From and select an evaluation end date in

To.
6. Select an initial report Scale from the dropdown (in the figure, this is a

Week). TheScale affects how wide the time interval is between columns in
the final graph. Any of these parameters can be changed again later if
necessary.

7. Select which skills will be included in the report using the checkboxes or the
dropdown. You can choose fromAll skills or select different sections of the
questionnaire (these will vary according to the particular questionnaire).

8. When all required parameters have the appropriate values, clickCompute
graph to create the report, or the Export to spreadsheet button to export the
report directly in an Excel 2007 spreadsheet format (.xlsx) (see Exporting
Report Data).

The remaining reports aremore complex, and their setup is explained in the
following sections.

Important:
Where the evaluation is carried out in points rather than as a percentage,
the y axis of the graphmay exceed 100.
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Results Distribution Graph - 1
TheResults Distribution graph displays the overall progress of large numbers
of agents and groups over a period of time.

Figure 62: Opening the Results Distribution Tab

1. SelectReports in themenu.
2. SelectResults Distribution. TheResults Distribution tab and

Parameters section open.

Figure 63: Results Distribution Tab

1. TheShow drop down list has the alternativesNumber of Agents,Number
of Evaluations, andNumber of Interactions. Click on one of these to
select what is displayed in the chart.

2. Select aQuestionnaire from theQuestionnaire dropdown to base the
analysis on.

3. Select aQuestion Group from theQuestion Group dropdown (Optional)
to base the analysis on.
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4. Select aQuestion (Optional) from theQuestion dropdown to base the
analysis on.

Figure 64: The Results Distribution Tab Parameters

1. Select or type a From Date for the graph to begin.
2. Select or type a To Date for the graph to end.
3. Select theScale for the Graph from the drop down (this affects how wide the

bars in the graph display).
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Figure 65: The Results Distribution Tab Parameters / Select Agents

1. Select one or more agentGroups. You can select all or none by checking or
uncheckingSelect All/None. The agents in the groupswill display in the
Agents section. You can select more than one group by pressing and
holding theCTRL keywhile clicking additional groups.

2. Select one or moreAgents using their checkboxes. You can select all or
none by checking or uncheckingSelect All/None.

TheScoring parameters enable you to determine the threshold (boundary)
values for the report groupings.
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3. Set theGood Threshold (this valuemust be lower than theMaximum
value). TheGood Threshold is theminimum value for an agent score to be
included in the top rated group (the default is 75%).

4. Set the Bad Threshold (this valuemust be higher than theMinimum
value). TheBad Threshold is themaximum value for an agent score to be
included in the worst rated group (the default is 25%). All agent scores that
fall between these two thresholds are included in the average group.

Figure 66: Compute Graph

1. ClickCompute Graph to begin the chart creation process. A graph will
display if there is data available. If you receive amessage warning about no
data being available for the specified parameters, you will need tomodify
your parameter values - for example, change the From Date, To Date, or
questionnaire specified, then click Compute Graph again.

2. ClickExport to Spreadsheet to create a tabular version in downloadable
spreadsheet format (.xlsx).
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Figure 67: Export to Spreadsheet Dialog

ClickOK to open the spreadsheet.

The exported Spreadsheet will open inMS Excel 2007-10 or compatible
alternative.
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Figure 68: Example of Exported Spreadsheet

The cells can be resized as required.
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Results Distribution Graph - 2

Figure 69: Results Distribution Graph 2

The graph bars displayGood (green),Average(orange) and Bad(red) scores.

With the graph open, hover over a bar section to see information about the data
calculated.

Clicking on a part of a bar opens the Evaluation Detail screen with all interactions
included in that part of the chart.
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Compare Scores Report - 1

Figure 70: Compare Scores Report – 1

TheCompare Scores report enables the comparison of the performance of
evaluators and their questionnaires across agents or groups. The following two
modes are available:

l evaluation-based comparison ("head to head"); compare the scoring by
two evaluators for one specific evaluation

l agent-based comparison ("general comparison"); compare the scoring by
two evaluators for a specified agent

ClickReports > Compare Scores to display the parameters page. The first row
of boxes define the parameters for the base evaluation, fromwhich all
comparisons aremade.

1. Select a base questionnaire to use.

2. Select a base evaluator group.

3. Select a base evaluator.

4. Select one evaluation (only one can be selected here).
The second row of boxes define the parameters for all other evaluations that
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will be compared to the base evaluation. The questionnaire is now
automatically selected.

5. Select one or more target evaluator groups.

6. Select one or more target evaluator.

7. Select one or more target evaluations for comparison.

8. ClickOK to start the process of creating the report or export as a
spreadsheet (.xlsx) file.

Compare Scores Report - 2

Figure 71: Compare Scores Report – 2

The Figure:Compare ScoresReport shows a sample spreadsheet report. All
evaluation values are shown in columns. The first evaluation displayed is the base
evaluation, while the remaining evaluations shown are those selected for
comparison to the base evaluation.

The first column of figures for an evaluation displays the simple average value for
that question (or weighted average value for question groups). The second
column of figures displays the calculated difference between this evaluation's
value and the base evaluation.
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Important:
Question groups, together with their assigned weight (w) are listed on
the left side of the report, each followed by the list of questions it
contains. Values shown in red are a negative difference (the evaluation
contained a higher mark for the question / question group than the base
evaluation).

League Table - 1

Figure 72: League Table – 1

The League Table report provides a simple way to create an agent 'leader
board', with the highest performing agents overall or for a given questionnaire /
agent group displayed in ranked order.

1. ClickReports > League Table to display the parameters for this report.
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2. Specify from / to dates to limit the number of finished evaluations analyzed,
then a scoring system (for example, Percentage).

3. Specify one or more questionnaires as the source of the evaluations.

4. Additional criteria can be specified: Mainstream limits the range of scores to
upper / lower limits, and Agent / Agent Group allows the League Table to be
confined to a subset of agents.

5. Finally theGrouping option displays the ranked results at Agent level
(default) or at Group level (useful when agent groups need to be directly
compared).

6. ClickExport to Spreadsheet to generate the report as a downloadable
spreadsheet file (.xlsx).

League Table - 2

Figure 73: League Table – 2
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The Figure League Table shows an example League Table report grouped by
agent. This spreadsheet report can be printed or further processedmanually or
with other tools.
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Interaction Volume
The Interaction Volume report displays all interactionsEvaluated,Replaced,
andNot Evaluated over a specific time period.

Figure 74: Interaction Volume Tab

To open the Interaction Volume tab, clickReports > Interaction Volume.

In theChart Data section:

1. Select the type of volume in theVolume dropdown box. TheVolume
dropdown box has 4 options.
l Volume: Shows the total number of interactions.
l Volume Ratio: Shows the percentage ratio between interactions in the
given state.

l Call Length: Shows the total length of calls and screens that were
evaluated / not evaluated / replaced.

l Call Length Ratio: Shows the call lengths in percent of total volume.

Volume is selected by default.
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Interactions between two agentsmay be calculated twice (once for each agent ),
but the effect on the statistics will be negligible.

2. Check the boxesEvaluated,Replaced, andNot Evaluated, and select
which states are shown in the chart. Evaluated andReplaced are selected
by default.Not Evaluated is unselected by default.

3. Select filters from the dropdown in the Filter section:
l The evaluators default isAll Evaluators.
l The groups default isAll Groups.
l The questionnaires default isAll Questionnaires.

4. In theDate Range: section:
l Select a From date.
l Select a To date.

Choose the scale for the graph, there are 5 options:

l Day (default)
l Week
l Month
l Quarter
l Year

5. Check the checkboxes in Interaction Types to select the interaction types
available in the system to be included in the graph. These are:
l Call + Screen
l Chat (such as instant messages)
l Email
l Other
l Registration

All are selected by default unlessCall Length orCall Length Ratio are selected
where onlyCall + Screen is enabled.

6. ClickCompute Graph.
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Figure 75: Interaction Volume Chart

The graph displays the following colors:

l Green for Evaluated.
l Orange forReplaced.
l Gray for those that wereNot Evaluated.

Important:
The Interaction Volume chart will only function correctly if Quality
Manager configuration parameters in the Call RecordingWebGUI are
correctly configured, such as theAgent Key ID. Please refer to the
QualityManager Configuration Settings section in the QualityManager
Administration Guide for more information.
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Evaluations Volume
Evaluations Volume: displays evaluation volume by status. Choose from
Planned, In Progress, and Finished or all three, over a specific time period.

Figure 76: Evaluations Volume Tab

To open theEvaluations Volume tab clickReports > Evaluations Volume.

In the Chart Data section:

1. Select the type of volume in theVolume dropdown box. TheVolume
dropdown box has 2 options:
l Volume: Shows total number of interactions.
l Volume Ratio: Shows percentage ratio between interactions in the a
given state.

Volume is selected by default.

2. Check the boxesPlanned, In Progress, andCompleted, and select which
states are shown in the chart.

3. Select filters from the dropdown lists in the Filter Section.
l The evaluators default isAll Evaluators.
l The groups default isAll Groups.
l The questionnaires default isAll Questionnaires.

4. In theDate Range: section:



Setting Up a ReportChapter 6 Reporting

GenesysQualityManagement 8.1107

l Select a From date.
l Select a To date.

5. ClickCompute Graph
The graph will display.

6. To export to a spreadsheet, clickExport to Spreadsheet.

Figure 77: Evaluations Vol Chart

The graph displays the following bar colors:

l Red for Planned
l Orange for In Progress
l Green forCompleted

Mouse over a stacked bar item on separate lines to show:

l The total number of evaluations in the stack in format <number of evaluations
in stack> of <number of evaluations in bar>.

l The percentage of all evaluations in the bar in format <percentage>% (no
decimals).
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Reports for a Single Evaluation

Figure 78: Reports for a Single Evaluation

1. ClickEvaluation list in the left handmenu. TheEvaluation List tab opens
and displays available evaluations. Select the check box of an evaluation in
theEvaluation List.

2. ClickReport at the top of theEvaluation List tab. This creates a simple
text-based report with the following options:
Include All Possible Answers: Shows all possible answers (with those not
selected grayed out).
Eco Printing:Creates a simpler text-based version of the report, with
graphical borders removed for more economic printing.

3. To print, clickPrint. To save as an Excel file (.xlsx) file clickExport to
Spreadsheet.

Tip:
To produce a report for multiple evaluations, select more checkboxes in
step 1
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Exporting Report Data

Figure 79: Exporting Graph Data to a Spreadsheet - 1

To export all graph data to aMicrosoft Excel 2007 or above (.xlsx) spreadsheet
file:

1. Configure the graph parameters.

2. ClickExport to Spreadsheet at the top of each graph.

Important:
The Compare Scores and League Table ‘graphs’ do not actually create
any visual graphs in QualityManager; rather they enable the Compare
Scores and League Table reports to be downloaded in spreadsheet
format.
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Figure 80: Exporting Graph Data to a Spreadsheet - 2

Export to Spreadsheet creates a downloadable .xlsx file within a short space of
time (how this appears depends on the web browser used).

1. SelectOpen with and select a spreadsheet application to open the file or
clickSave File to save the spreadsheet to the operating system.

2. ClickOK.
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Figure 81: Exported Graph (Compare Evaluations) in Spreadsheet Format

View the downloaded file in Microsoft Excel versions 2007 and above, and other
programs that can read the Excel .xlsx format. The file can also be processed or
analyzed by other tools.

The following types of data are visible:

1. Evaluation ID (click on the column or row to expand the cell to read the full
ID).

2. Evaluation Date (when the evaluation was completed).

3. Weighted totals.

The color coding of the cells is:

l Green better than base level.
l Yellow same as base.
l Redworse than base.
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Tip:
Evaluations are identified by their evaluation ID. The evaluation ID is
included in a header row of exported graph data, but is normally hidden
from view. Increase the height of this row (normally row 5) to see the IDs
(see figure).
Using an ID number, you can search for the specific evaluation in the
ScoreCARD evaluation list using the search (enter the same ID into
From and To ID fields).
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Calibrating Evaluations
To ensure that all evaluations are carried out to the same standard using the
same scoring, it is necessary to compare how each evaluator scores agents. The
best way to do this is get all of the evaluators to score the same agent, call (or
media), and questionnaire to compare the scores for each section.When the
evaluations have been carried out and compared, the group of evaluators should
discuss the different evaluations and agree on a standard set of criteria that they
will all use.
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Selecting a Suitable Evaluation for
Calibration

Find a suitable evaluation for calibration by navigating to theEvaluation List.
TheEvaluation List tab opens and displays themost recent evaluations. Use
the page controls at the bottom of the window to find Finished evaluations.

Figure 82: Select a Suitable Evaluation

1. Select the check box of an evaluation with the status Finished.
2. ClickReport to see how the individual sections and questions have been

scored in detail. TheEvaluation Detail opens in a separate tab. If the
evaluation is suitable, then the evaluation can then be used for calibration
across the evaluation team.
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Figure 83: Evaluation Detail
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Assigning Evaluators to the Agents Group
Before calibrating evaluators, youmust ensure that they are assigned the right to
evaluate the group that the target agent is in.

Find each evaluator in the User Manager section, open their profile and check if
the groups have been assigned to them.

Figure 84: Assign Evaluators to Group

1. SelectUser Manager from themenu tree. TheUser Manager tab opens
2. Select an evaluator. In the figure above, this is a supervisor. Other rolesmay

perform the evaluation if they have the appropriate permissions.

3. Click editAdd or Edit User. The dialog box opens for this evaluator.
4. Drag the group (in the exampleRenova Dzepciste) into theGroups

Assigned to Supervisor field.
5. ClickSave.

Repeat steps 2 to 5 for each evaluator.
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Creating Evaluations for each Evaluator

Figure 85: More Actions on Evaluation List

1. Select theEvaluation List tab again, ensure the evaluation is still selected.
2. ClickMore Actions.
3. SelectRe-evaluate.

TheEvaluation Planner tab opens populated with the same interactions and
parameters as the original evaluation. The Remove Interactions dialog box
opens.

Figure 86: Remove Interactions

4. ClickNo (this ensures that the same interaction is used for each evaluation).
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Figure 87: Choose an Evaluator

5. Select an evaluator to participate in the calibration session.

6. ClickCreate Evaluations. The evaluations created dialog displays.

Figure 88: Evaluation Created

7. ClickOK. The evaluation is created.

Repeat steps 1 to 7 for each evaluator.

The newly created evaluations should now display in theEvaluation Listwith the
most recent displaying at the top of the first page.

Figure 89: Showing Created Evaluation with Parent ID

TheParent ID denotes the original evaluation that the new evaluation is based
on. This is useful for comparison purposeswith the original.
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The evaluatorsmust all evaluate the same agent and interactions. Once all of the
evaluations are completed, QualityManager can generate reports to compare
results.

The easiest way to compare evaluators in detail, is to find the Finished
evaluations in theEvaluation List, select each evaluation, and clickReport. The
evaluators can then compare scores .

Figure 90: Detail Report Comparison

Youmay also wish to use compare scores. See Compare ScoresReport - 1.
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Figure 91: Compare Scores
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Comparing Evaluators
The Compare Evaluators chart provides an overview of evaluators in relation to
each other.

Figure 92: Select Compare Evaluators

To compare scores (logged on as ccmanager):

1. SelectReports in the left handmenu.
2. SelectCompare Evaluators.
3. Select theGroup,Agent,Questionnaire, From and To that correspond

with an evaluation carried out in the previous section.

4. ClickCompute graph.
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Compare Evaluators Chart

Figure 93: Compare Evaluators Chart

In this example, the Compare Evaluators chart is divided into three sections
showing the scores given by three evaluators. The columns correspond to
sections in the questionnaire in this example:

l The light blue columns represent the scores forOpening Call.
l The gray columns represent the scores forMerchants skills.
l The Blue column is represent the scores forCall Control.
l The purple columns represent the scores for Closing the call.

Hover over a particular column and the name of the column and the precise
percentage display.
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Dashboards
An introduction to setting up andmanaging widget dashboards for a fast real-time
overview of call center performance in QualityManager.

This chapter contains the following sections:

TheQualityManager Dashboard 124

Setting Up a Dashboard - 1 126

Setting Up a Dashboard - 2 128

Setting Up a Dashboard - 3 130
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The Quality Manager Dashboard

Figure 94: The Quality Manager Dashboard

TheQualityManager Dashboard is available to users with certain roles within
QualityManager (Team Leader, Supervisor, CC Manager).

You can configure a varying number of information boxes ('widgets') on the
Dashboard. The widgets display a quick summary of evaluation data such as
high/low performing agents and groups, in a simple visual format.

The widgets take data directly from theQualityManager database, so Dashboard
reflects an up-to-the-minute overview of your call center's performance.

Two dashboards are available:

Default is the basic setup for all Dashboard users. The default widgets can be set
up to give users a generic top-level performance overview.
User Dashboard can be customized by each individual Dashboard user for
his/her own requirements.

1. SelectDashboard to open theDashboard tab.

The types ofWidget in the figure are:

1. Pie

2. Trend
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3. High Scoring Agent

4. Low Scoring Agent
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Setting Up a Dashboard - 1

Figure 95: Setting Up a Dashboard – 1

A dashboard can only be properly set up when agents, groups and
questionnaires have been defined.

1. ClickDashboard in the left handmenu. TheDashboard tab opens.

2. Click eitherUser Dashboard orDefault Dashboard
3. Choose the number ofWidgets per Rowfrom the dropdown list. For

example, twoWidgets per Row are used and two rows are in the figure,
enabling four widgets in the display.

4. Create the first widget by clickingAdd Widget and selecting one of the
following types from the dropdown list:
High Scoring Agents
High Scoring Groups
Low Scoring Agents
Low Scoring Group

Specify themaximumnumber to display using theCount parameter.
Trend displays the average score trend from a specified questionnaire for an
agent group (or groups), with numbers comparing this week/month to last
week/month.
Pie uses the pass and fail criteria (Good / Bad Threshold) from a specified
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questionnaire to display a pie chart of agent categories (good/average/bad) for a
group or all groups. For an example of this please see Setting Up a Dashboard -
2.

Repeat step 4 until all of the widgets have been selected.
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Setting Up a Dashboard - 2

Figure 96: Setting Up a Dashboard – 2

In the example in the figure, a pie widget is selected from the list inAdd Widget.

1. Click the settings button to configure the widget (see figure).

2. ThePie Configuration dialog box appears. In thePie Configuration
dialog box:



Setting Up a Dashboard - 2Chapter 8              Dashboards

GenesysQualityManagement 8.1129

Figure 97: Pie Widget Configuration

1. Type aRefresh: rate in minutes. This dictates how often the data is
refreshed for the widget. It is recommended that this value shouldn’t be less
than 5minutes to avoid browser performance issueswith multiple widgets
refreshing together.

2. Select aPeriod: fromwhich the data will be collected, from thePeriod:
dropdown. Choose from:
Yesterday,Current Week, Last Week,Current Month, Last Month,
Current Quarter, First Quarter, Second Quarter, Third Quarter, Fourth
Quarter,Current Year, Last Year

3. Type aDescription for the widget.
4. Select aQuestionnaire from the dropdown list. If aDescription: is not

provided for a widget during configuration, QualityManager will display
settings information in the title bar of the widget instead.

5. The threshold values can bemodified if required. Select a target agent
Group. Use the checkbox toSelect All/None of the groups and useCTRL
(Win) orCMD (Mac) while selecting to add or remove groups from your
selection.

6. The questionnaire provides the defaultGood Threshold,Bad Threshold,
andMin-Max Value (range).

7. ClickSave to apply the settings and display the widget.
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Setting Up a Dashboard - 3

Figure 98: Setting Up a Dashboard – 3

After saving the widget configuration, the widget displays the data as appropriate.

1. Additional widgets can be added or removed, dragged to different positions
by their title bars (themouse cursor changes to a crosswhen dragging is
possible), or minimized as required.

2. After completing the widget configuration, clickSave to save the changes
(theSave button is disabled if no changes need to be saved).

3. Use the appropriate buttons in the upper right hand corner of the widget to
remove, minimize, or hide the widget.

Important:
For performance reasons, nomore than 20 dashboard widgets can be
added to a dashboard.
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Administration
The following chapter describes the Administration tasks available including how
tomanage groups and users.

This chapter contains the following sections:

User Management 132

Additional Options 151

Chapter
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User Management
A short tutorial to show how to create, modify, and remove users and groups in
Genesys QualityManager 8.1.50x. All tasks in the User Management section
require a ccmanager login. If you are currently logged in to QualityManager, log
out, refresh your web browser, and log in with a ccmanager login and password.

The default log in is ccmanager with the default password admin.

Groups And Users In Quality Manager
User groups (also known simply as groups) can have a hierarchy and can help to
organize QualityManager users; for example, they can be used to allow the
evaluation of a specific team of agents.

The group hierarchy levels and users aremanaged within the GroupManager,
while the User Manager provides a simplemethod of performing bulk operations
on the full list of QualityManager users.

Figure 99: Groups and Users in Quality Manager

To create, modify, or remove users and groups in QualityManager:
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1. Select Administration in the left handmenu
2. SelectGroup manager

TheGroup Manager tab will open.

The Group Manager

Figure 100: The Group Manager Tab Opens

1. TheGroup Manager tab opens displaying the group tree, which contains
theRoot Group and all of its subordinate groups. It is possible to change the
structure of an existing tree by dragging and dropping groups from one
position to another. This is useful when reassigning staff for a new campaign.
Where group A has a sub group, it is shown as a folder with a name next to it.
Groupswith no subgroup are shown as just the name. If youmove the last
subgroup from a group it will change from being a folder to just the group
name.

2. The group tree also appears on the left hand side below Group Manager in
themenu.

3. Agents, team leaders, supervisors, ccmanagers, and administrators within
QualityManager are always contained within at least one User Group. The
default group is called theRoot group. All others groups are subordinate to
theRoot group. TheRoot group cannot be deleted.
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Creating A User Group
You can only add new groups in theGroup Manager (tree view) when an
existing group is selected.

Figure 101: Creating a User Group

1. Select a group to add the new group to

2. ClickAdd
3. Type unique name for this group inGroup Name
4. ClickSave to create the group under (inside) the currently selected group

Important:
Every group namemust be unique within the application, so it is
suggested you use a sensible naming convention for groups, such as
LocationFunction (for example, UKSales).
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Viewing Users In Groups

Figure 102: Viewing Users In Groups

1. To view users in a particular group, select the appropriate group name under
Group Manager in the left handmenu.

2. The groupmembers will appear.

If no groups have yet been created, users are all present in the default 'Root'
group and can only be viewed andmanaged in the User Manager.
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Adding an Agent User

Adding a User (Agent)

TheActive setting indicateswhether this user is available in QualityManager for
evaluations and reporting.

Agent profiles that are no longer relevant and/or available should have their
Active status changed toDe-Activated orBlocked. To unblock a user, change
the status toActive.

For more information, see The RoleManager.

Select the Language that the QualityManager interface displays in when the
user logs in. This can be changed by the user.
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Important:
Most user accounts are imported by the integration with the
Genesysplatform database. There are some roles which are only used
byQualityManager.
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The User Manager

Figure 103: The User Manager

TheUser Manager tab displays a list of all users registered onQualityManager.
This list of all usersmakes searching and bulk editing of user profiles easier.

1. SelectAdministration thenUser Manager in the left handmenu to open
theUser Manager tab.

2. When viewing a list of users, double-click on the user record or select the
checkbox of the user
To add a new user clickAdd.
To edit clickEdit.
To remove a user select the user and clickRemove.

3. Enter a first or last name of a user to filter for a search.

4. Select which page of results to view.
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Adding Supervisory Roles

Figure 104: Adding Another User Type

Add users in theUser Manager by clickingAdd or edit users by selecting the
user and clickingEdit.

1. If the user type being created or modified is not 'agent', theAdd or Edit
User dialog box expands to show the group assignment.

2. Group assignment allows the user to be recognized as an evaluator for one
or more groups in QualityManager (those shown in the right panel named
Groups Assigned to Supervisor).
To assign a group to the current user, select a group within the Groups panel
and clickAdd .
Add All allows all available groups to be assigned in one operation.
Remove All removes all group assignments.
To remove a single group assignment, select an assigned group in the right
panel and clickRemove.

3. Delegation enables another evaluator to inherit the same evaluation
permissions for a pre-defined period (for example, during an evaluator's
vacation). This can be enabled by clicking theDelegation checkbox, after
which the target evaluator and the delegation period can be defined and
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saved. During this period, the target evaluator will then be able to evaluate
agents assigned to the original evaluator.

4. ClickSave to update the user profile, orCancel to exit the profile editor
dialog without saving changes.

Removing Users

Figure 105: Removing Users

Users can be removed fromQualityManager in either theUser Manager tab or
from a group that is selected in the left handmenu under theGroup Manager.

In either case,

1. Select the checkbox or click on the user youmust remove.

2. ClickRemove in the toolbar.
3. ClickYes in the confirmation dialog box that appears to confirm permanent

user deletion.
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Removing a User Group

Figure 106: Removing a User Group

To open theGroup Manager tab item clickGroup Manager in the left hand
menu.

1. Removing a user group can only be performed in theGroup Manager tab.
Only an empty group (containing neither users nor sub-groups) can be
deleted.

2. Click the group to select it.

3. ClickRemove in the toolbar.
4. ClickYes in the confirmation dialog box that appears to confirm permanent

user deletion.
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Important:
User groups are handled by the integration with the Genesysplatform
database.
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The Role Manager

Figure 107: The Role Manager

AlthoughQualityManager supplies a number of standard user roles (including
'Agent', 'Team Leader', 'Supervisor', 'CC Manager', 'IT Administrator'), it is
useful to customize the permissions for each role, or create a new custom role
structure. Any user who has been assigned the permissionChange roles,
add/remove permissions canmodify user roles in QualityManager.

1. SelectRole Manager.
2. ClickAdd to create new roles or select a role from the list (theEdit,Copy,

andDelete actions require a role to be selected for them to operate). The
standard rolesmay bemodified but not removed.

3. ClickEdit to modify existing roles.
ClickCopy to create new roles based on an existing role.
ClickDelete to remove a role.

4. ClickOK on the Edit User Role dialog to confirm changes.

Important:
The standard roles cannot be removed, but may bemodified.
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Re-Defining User Roles

Figure 108: Re-Defining User Roles

As an example, imagine that you wish to enable users with a role of supervisor to
create andmodify questionnaires.

1. Click on Team leader in the list of roles.
2. ClickEdit to open the Edit User Role dialog box.
3. Modify the current permissions for the Team leader role.
4. Click on a permission (in this example:Create and modify

questionnaires) in the left window andmove it over to the right window
using the >> button. Conversely, moving a permission from the right window
to the left using the << button removes this permission for this role.

5. ClickOK to save anymodifications and immediately apply these permissions
to all users who are assigned this role.
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Important:
After modifying an existing role for the currently logged-in user, that user
will need to log out and back in for the new permission properties to be
enabled.

Per-
mission
Property

Allows the User To By default in
Role

Add
specific call
to the
evaluation

Select and add a specific call recording to the evaluation. This feature is
only available if the user who planned the evaluation did not disable this
property.

Team leader,
Supervisor, CC
Manager

Add/edit
users,
groups and
manage
user
hierarchy

Manage users, groups, and hierarchy for user's group and subgroups. CC Manager

Change
roles,
add/remove
per-
missions

Edit and add remove user roles and assign privileges to the roles. CC Manager

Create and
modify
ques-
tionnaires

Create, modify and remove questionnaires. CC Manager

Create
evaluation

Create single evaluation for groups which are on the group list
CanEvaluate (assigned groups). This permission is designed to only
allow users to create/plan an evaluation for themselves to complete for
their assigned groups. This permission will not allow evaluators to plan
evaluations for any other evaluators.

Team leader,
Supervisor, CC
Manager

Edit admin
settings

Edit system-wide settings (menu: Administration/Quality Manager
options).

CC Manager

Edit
settings

Edit technical settings only. No access to business data (Manage
Wrapup, Category ).

IT Administrator
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Per-
mission
Property

Allows the User To By default in
Role

Edit closed
eval-
uations.
Re-open

Open an evaluation with the status Finished. This will change the
evaluation status from Finished to In progress, and allow users to edit
or modify the grading form.

Supervisor, CC
Manager

Edit
interaction
types

Add/Rename/Delete interaction types. CC Manager

Edit license Allows admin to upload or reload theQuality Manager license. IT Administrator

Edit shared
templates

Edit shared templates - delete, rename shared templates, change type
from Shared to Private.

CC Manager

Evaluate
agents

Execute preparedmy evaluations, evaluate agents (My evaluations =
evaluations where I'm the evaluator).

Team leader,
Supervisor, CC
Manager

List Audit
events

List/Search Audit events CC Manager 

Manage
assigned
evaluations

This permission allows users that have created evaluations to delete
evaluations they have created.

Team Leader

Password
reset

The right to reset user's password, but does not allow the user to edit any
other user parameters. Users with this right have read-only access to
user administration and see the whole user tree. Able to open User
Details, where everything except for the fields for resetting the password
will be read-only.

IT Administrator

Password
reset (team
members
only)

The right to reset teammember's passwords, cannot edit any other user
parameters. Users with this right have read-only access to user
administration. The Root of the tree is the group that the user belongs to.
Open User Details, where everything will be read-only, except for fields
for resetting the password.

Supervisor, CC
Manager

Plan
evaluations
for all
groups

Plan evaluations for groups which are listed in the CanEvaluate list. This
permission is to allow evaluators to also plan/create evaluations for other
members (evaluators) of the groups assigned to that evaluator. This
limits evaluators from planning evaluations outside of assigned groups. If
evaluator is in the Belongs to group they may appear in the list of agents
to evaluate. For this evaluator to evaluate themselves from this planning
they must have theSelf evaluate permission assigned.

CC Manager
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Per-
mission
Property

Allows the User To By default in
Role

Plan
evaluations
for own
group or
subgroups

Plan evaluations for groups which are listed in the CanEvaluate list. This
permission is to allow evaluators to also plan/create evaluations for other
members (evaluators) of the groups assigned to that evaluator. This
limits evaluators from planning evaluations outside of assigned groups. If
evaluator is in theBelongs to group, they may appear in the list of
agents to evaluate. To evaluate themselves from this planning they must
have the permissionSelf evaluate assigned.

Supervisor, CC
Manager, Team
Leader

Replace
calls

Replace a call in evaluations (enable the "replace call" button - will
replace a single call with another randomly selected call).

Team leader,
Supervisor, CC
Manager

Remove all
evaluations

Delete evaluations created by ANY user CC Manager

Self-
evaluation

Plan and create evaluations for themselves and their own interactions. CC Manager,
Team Leader,
Agent

Send
evaluation
feedback

Send evaluation feedback to the evaluator. Enables "Send Feedback" in
the agent view.

Agent

View all
evaluations

View all evaluations. CC Manager

View
evaluations
- agent view

View their own evaluations in read-only form. This will also allow agents
to view the evaluation detail report and from the evaluation detail report
click the Interaction link and be directed to the read access only grading
form where the agent can view the grading form, listen to the call and /or
view the screen recording.

Agent

View
graphs

View reports and graphs of agents in associated teams only
(CanEvaluate) "assigned to supervisor"

Team leader,
Supervisor, CC
Manager

View
graphs for
all groups

View graphs for other groups and the whole call center. This permission
will over-ride group checks, the user will be able to see data of the whole
call center.

CC Manager

View my
evaluations

View evaluations (where the user is the evaluator). This should include
evaluations that the role (supervisor, team leader, ccmanager) has
created. They should not be able to see evaluations created by other
team leaders, supervisors, or ccmanagers.

Team leader,
Supervisor, CC
Manager
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Per-
mission
Property

Allows the User To By default in
Role

View team
evaluations

View evaluation of agents in associated teams. View evaluations of
agents which are in the user's CanEvaluate (assigned groups) group
list. This means the user can see all evaluations of the team they are a
member of and all evaluations of teams that they can evaluate. This is
also true for the group in which they belong. This permission will also
restrict the view of the evaluation detail report to the "assigned to
supervisor" groupings.

Team leader,
Supervisor, CC
Manager

Table 1: Role Permissions Properties
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Enabling Agent Self-Evaluation
A typical example of role modification is to enable agents to plan and perform
evaluations of their own performance (self-evaluations). By default, this is
disabled, so thisSelf-evaluation permissionmust be added to the agent roles in
QualityManager as shown. Agents will now see the Evaluationsmenu item, but
only be allowed to plan and perform evaluations for themselves. See theQuality
Manager Agent User Guide for more information.

If some but not all agents are allowed to perform self-evaluations, it will be
necessary to create a second customAgent role that includes this permission.

Figure 109: Enabling Agent Self-Evaluation

To Add Self-evaluations to the Agent RolesNavigate toAdministration > Role
Manager

1. Select Agent from theRoles available
2. ClickEdit
3. Select Self-evaluation
4. Click >
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5. ClickOK
By default, QualityManager does not include the results of self-evaluations in
reports and graphs, since these results are generally subjective in nature.
However, if self-evaluations are to be reported (for example if QualityManager is
configured to only run self-evaluations), this setting can be changed in the
Application Options.
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Additional Options
A short tutorial to show the use of additional administrative options in Genesys
QualityManager 8.1.50x for users with CC Managers or Administrator
permissions.

Interaction Types

Figure 110: Interaction Types

Interaction Types define the types of interaction that QualityManager can
process in evaluations and reports. The interaction types can bemodified
(renamed) on the Interaction Types screen as required.

To add an interaction type:

1. Select Interaction Types in the left handmenu.
2. ClickAdd.
3. Type an interaction name in the Name field.

4. ClickSave.
To Delete an Interaction Type

1. Select Interaction Types in the left handmenu. Select an interaction type to
delete.

2. ClickDelete.
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Important:
The system interaction types,Call,Call+Screen andScreen cannot be
deleted cannot be renamed or removed.

To Edit an Interaction Type:

1. Select Interaction Types in the left handmenu. Select an Interaction type to
edit

2. Edit ClickAdd
3. Type an Interaction Name in theName field.
4. ClickSave.

Audit Log

Figure 111: Audit Log

QualityManager tracks all user interactionswithin the application by keeping an
audit log. By default, this is only available to users with CC Manager status.

1. ClickAudit Log and a list of themost recent events in QualityManager
displays in theAudit Log tab.

2. Use the filtering options (user name, from and to date range, event type) to
reduce the list to relevant events.
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3. Alternatively, export all entries to an Excel (2007 and later) spreadsheet file
(.xlsx) for additional analysis.

Quality Manager Options

Figure 112: Quality Manager Application Options

QualityManager application level options (Call Recording application user login
etc.) can be viewed andmodified by a user with CC Manager permissions in the
Quality Manager Options section of the Administrationmenu.

1. ClickQuality Manager Options to open theQuality Manager Options
tab.

2. TheCalculating method for non-applicable (N/A) answers setting,
controls how the N/A compliance setting for questionnaire answers is
calculated. These options are global for all questionnaires. Their purpose is
to assign a score to N/A answers that will be statistically non-significant,
neither unduly penalizing nor rewarding the agent for being given such an
answer. They have the followingmeaning:

l Method 1:Use the average value (arithmeticmean) of all the submitted
answers in the question group to define the score for all non-applicable
answers (that is the score depends on which answers have already been
selected). Thismeans that the score given to the N/A answers reflects the
agent's performance in the question group as a whole.

l Method 2:Use the average value (arithmeticmean) of all possible answers
for the question groups to define the score for all non-applicable answers
(that is the score does not depend on which answers have already been
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selected). Thismeans that the score given to the N/A answers reflects the
averagemark of all available answers in the questionnaire.

l Method 3: Skip the N/A answer (that is exclude this question from the final
group score, so N/A answers are ignored). In this case the agent will be
awarded a score of zero points for this question.

TheRecords on a page setting is a global count of how many list rows appear
on a single list page (for example the evaluation list). Increasing this number can
reduce the number of result pages, but also slow down page builds / refreshes.

The following two settings (Custom week interval start,Custom month
interval start) enable cultural time settings to be designated, for example in the
US, the first day of the week is Sunday, whereas inmost of Europe it isMonday
(this can be specified inCustom week interval start).

Notify agent on evaluation creation notifies agents automatically that an
evaluation has been created for them. This allows them to follow the progress of
the evaluation and (if they are given the view report permission) to view the
results.

Include self-evaluations in statistics is switched off by default. Since self-
evaluations are subjective, including their results in statistics could affect results
considerably. However, checking this option will include self-evaluations in all
reporting.

TheSupervisor role equivalent andAgent role equivalent options enable
the user to map these two roles in QualityManager (agent and supervisor) to their
two equivalent roles in Genesys ConfigurationManager when integrating the
agent databases.

3. Ensure that all details are correct before saving changes.
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About Tab

Figure 113: About Tab

The About tab shows the currently installed version and build number for Quality
Manager.
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Request Technical Support
Technical Support from VARs

If you have purchased support from a value-added reseller (VAR), contact the
VAR for technical support.

Technical Support from Genesys

If you have purchased support directly fromGenesys, please contact
http://genesyslab.com/support/contact Genesys Technical Support.

Chapter

10

http://genesyslab.com/support/contact

	Chapter 1              Introduction
	Document Purpose
	Audience
	Document Version
	Typographical Conventions
	Expected Knowledge
	Browser Recommendations and Technical Requirements
	Internet Explorer Security Settings:
	Technical Requirements for Playing Audio and Video Media

	Chapter 2              Getting Started with Quality Manager
	Logging in to Quality Manager
	Prompt to change your password
	Retrieving a Forgotten Password
	Quality Manager User Interface
	Editing Your User Profile
	Changing Your Password
	User Settings in the User Profile
	Viewing System Messages
	Delegating Evaluations

	Chapter 3              Questionnaires
	Setting up a Questionnaire
	Creating A New Questionnaire
	Specifying a Name and Version
	Setting the Questionnaire Properties
	Adding a Question Group
	Adding a Question
	Adding Additional Questions and Groups
	Adding Answers to a Question
	Adding Additional Answers
	Specifying Call Selection Rules
	Specifying Access Permissions
	Managing Question Groups

	Importing and Exporting Questionnaires
	Exporting a Questionnaire
	Modifying an Exported Questionnaire
	Importing a Questionnaire - 1
	Importing a Questionnaire - 2


	Chapter 4              Evaluations
	Planning an Evaluation
	Opening the Evaluation Planner
	Specifying an Evaluation Period and Questionnaire
	Selecting a Target User, Group or Self-Evaluation Option
	Selecting a Target User
	Adding Evaluation Media Types
	Adding Media for Evaluation
	Adding Sub-Criteria
	Enabling a Selection of Random Calls
	Using Evaluation Templates
	Loading a Saved Template
	Creating the Evaluation
	Viewing Created Evaluations
	Searching for Evaluations

	Practical Examples of Evaluations
	Planning the Evaluation of  Specific Calls
	Creating Multiple Evaluations


	Chapter 5              Performing an Evaluation
	Opening the Scheduled Evaluation
	The Evaluator Screen
	Adding Random Media for Evaluation
	Adding Specific Media for Evaluation
	Replacing Media for Evaluation
	Grading a Media Record
	Completing the Evaluation
	Sending Feedback to an Agent
	Deleting Evaluations
	Re-Using the Evaluation - 1
	Re-Using the Evaluation - 2
	Re-Opening an Evaluation
	Sending Evaluation Feedback to the Evaluator
	Using the Evaluation Detail Report
	Linking to a Read-only Grading Form

	Chapter 6               Reporting
	Types of Reports
	Setting Up a Report
	Results Distribution Graph - 1
	Results Distribution Graph - 2
	Compare Scores Report - 1
	Compare Scores Report - 2
	League Table - 1
	League Table - 2
	Interaction Volume
	Evaluations Volume

	Reports for a Single Evaluation
	Exporting Report Data

	Chapter 7              Calibrating Evaluations
	Selecting a Suitable Evaluation for Calibration
	Assigning Evaluators to the Agents Group
	Creating Evaluations for each Evaluator
	Comparing Evaluators
	Compare Evaluators Chart

	Chapter 8              Dashboards
	The Quality Manager Dashboard
	Setting Up a Dashboard - 1
	Setting Up a Dashboard - 2
	Setting Up a Dashboard - 3

	Chapter 9              Administration
	User Management
	Groups And Users In Quality Manager
	The Group Manager
	Creating A User Group
	Viewing Users In Groups
	Adding an Agent User
	The User Manager
	Adding Supervisory Roles
	Removing Users
	Removing a User Group
	The Role Manager
	Re-Defining User Roles
	Enabling Agent Self-Evaluation

	Additional Options
	Interaction Types
	Audit Log
	Quality Manager Options
	About Tab


	Chapter 10              Request Technical Support

