Task Detail Report

Last
Due Date Tine L erlas:t ilon E-l\—/zsnkt CapItDure SOlN;:er Po(i:é:wat ul\rl;rre Queue Queue Type T%Jreguesi quzgirlgl Category Priority St,\stn:s Filnsal H:elsd Al_ga:esr:t
D Nanme Nane

2021- 05-03 0126PM itx003751 33850 ext 003751 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 4  Unknown 110 Conpleted 1 0 Agent
2021- 05-03 0251PM it x003764 33970 ext 003764 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 50 Conpleted 1 0 Agent
2021- 05- 03 0255PM it x003784 34157 ext 003784 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 2 Unknown 70 Queued 0 0
2021- 05- 03 0350PM itx003818 34477 ext 003818 TEST_SOLUTION capture_pointl iWD _Queued InteractionQueue iWD_New channel 3 Unknown 60 Queued 0 0
2021- 05- 03 0440PM itx003841 34677 ext 003841 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1  Unknown 110 Queued 0 0

i tx003835 34627 ext 003835 TEST_SOLUTION capture_point3 iW_Queued InteractionQueue iWD_New channel 1 Unknown 50 Queued 0 0
2021- 05- 03 0513PM

i tx003865 34920 ext 003865 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 1  Unknown 100 Conpleted 1 0 Agent
2021- 05- 03 0538PM it x003859 34857 ext 003859 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 120 Queued 0 0
2021- 05- 03 0558PM it x003787 34190 ext 003787 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 70 Conpleted 1 0 Agent
2021- 05- 03 0626PM itx003771 34040 ext 003771 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 2 Unknown 120 Conpleted 1 0 Agent
2021- 05- 03 0638PM it x003847 34740 ext 003847 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 5 Unknown 120 Conpleted 1 0 Agent
2021- 05-03 0709PM it x003906 35300 ext 003906 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 90 Conpleted 1 0 Agent
2021- 05-03 0711PM it x003805 34370 ext 003805 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 90 Conpleted 1 0 Agent
2021- 05-03 0720PM itx003763 34113 ext 003763 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 5 Unknown 120 Conpleted 1 0 Agent
2021- 05- 03 0736PM it x003885 35100 ext 003885 TEST_SOLUTION capture_point3 iWD Queued InteractionQueue iWD_New channel 5 Unknown 50 Conpleted 1 0 Agent
2021- 05-03 0751PM itx003819 34490 ext 003819 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 60 Conpleted 1 0 Agent
2021- 05-03 0757PM itx003862 34887 ext 003862 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 130 Queued 0 0
2021- 05- 03 0805PM it x004023 36673 ext 004023 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 90 Conpleted 1 0 Agent
2021- 05- 03 0813PM itx003877 35027 ext 003877 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 100 Queued 0 0
2021- 05-03 0814PM it x003998 36170 ext 003998 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 100 Conpleted 1 0 Agent
2021- 05- 03 0815PM it x003786 34180 ext 003786 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 4  Unknown 60 Conpleted 1 0 Agent
2021- 05- 03 0833PM itx003873 34990 ext 003873 TEST_SOLUTION capture_point3 iW_Queued InteractionQueue iWD_New channel 2 Unknown 100 Conpleted 1 0 Agent
2021- 05- 03 0834PM it x004049 36640 ext 004049 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 60 Conpleted 1 0 Agent
2021- 05- 03 0853PM itx003892 35170 ext 003892 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 4  Unknown 40 Conpleted 1 0 Agent
2021- 05- 03 0854PM it x004048 36763 ext 004048 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 100 Conpleted 1 0 Agent
2021- 05- 03 0907PM itx003917 35473 ext 003917 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 110 Conpleted 1 0 Agent
2021- 05-03 0917PM it x004057 36710 ext 004057 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 100 Conpleted 1 0 Agent
2021- 05- 03 0938PM it x003776 34090 ext 003776 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 70 Conpleted 1 0 Agent
2021- 05-03 1009PM it x003821 34510 ext 003821 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 40 Conpleted 1 0 Agent
2021- 05-03 1013PM itx003790 34217 ext 003790 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 100 Queued 0 0
2021- 05- 03 1015AM it x003752 33860 ext 003752 TEST_SOLUTION capture_point2 iW _Queued InteractionQueue iWD_New channel 2 Unknown 60 Conpleted 1 0 Agent
2021- 05- 03 1020PM itx003913 35360 ext 003913 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 1  Unknown 50 Conpleted 1 0 Agent
2021- 05- 03 1026PM it x004062 36760 ext 004062 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 2 Unknown 30 Conpleted 1 0 Agent
2021- 05-03 1032PM it x004075 36870 ext 004075 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 110 Conpleted 1 0 Agent
2021- 05-03 1039PM it x004029 36450 ext 004029 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 80 Conpleted 1 0 Agent
2021- 05-03 1049PM itx004014 36320 ext 004014 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 4  Unknown 100 Conpleted 1 0 Agent
2021- 05- 03 1056PM it x003944 35670 ext 003944 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 80 Conpleted 1 0 Agent
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Cust oner
ID

Cust oner 5
Cust oner 4
Cust oner 3
Cust oner 4
Cust oner 3
Cust oner 3
Cust oner 1
Cust oner 1
Cust oner 3
Cust oner 4
Cust oner 2
Cust oner 5
Cust oner 4
Cust oner 4
Cust oner 1
Cust oner 5
Cust oner 4
Customer 1
Cust oner 4
Cust oner 4
Cust oner 3
Cust oner 5
Cust oner 3
Cust oner 4
Cust oner 5
Cust oner 4
Cust oner 4
Cust oner 2
Cust oner 2
Cust oner 1
Cust oner 1
Cust oner 4
Cust oner 4
Customer 1
Cust oner 3
Cust oner 2

Cust oner 3

Cust oner
Segnent

BRONZE

SI LVER
GOLD

SI LVER
BRONZE
BRONZE

BRONZE
SI LVER
SI LVER
SI LVER

SI LVER
GLD

SI LVER
SI LVER
SI LVER
SI LVER
SI LVER
BRONZE
BRONZE
BRONZE

Product

Moni tori ng
Moni tori ng
Moni t ori ng
Service
Service
Moni t ori ng
Moni t ori ng
Moni tori ng
Moni t ori ng
Moni tori ng
Moni tori ng
Moni t ori ng
Moni t ori ng
Moni t ori ng
Moni t ori ng
Service
Moni tori ng
Service
Service
Service
Moni t ori ng
Moni t ori ng
Service
Service
Moni t ori ng
Service
Service
Service
Unspeci fied
Moni tori ng
Service
Service
Service
Moni tori ng
Moni t ori ng
Service

Noti fication

Product Subtype

Profanity detection

Profanity detection

Sentiment anal ysis
Agent advi sory

Agent advisory

Profanity detection
Profanity detection
Profanity detection

Profanity detection

Sentiment anal ysis

Sentinent anal ysis

Profanity detection

Sentinent anal ysis
Recordi ng service
Sentiment anal ysis

Escal ati on

Profanity detection

Language transl ation

Escal ation

Escal ati on

Profanity detection

Sentiment anal ysis
Agent advi sory
Agent advi sory
Sentinent anal ysis

Agent advi sory

Language transl ation

Escal ation

Unspeci fied

Profanity detection

Agent advi sory
Escal ati on

Agent advi sory

Profanity detection

Sentiment anal ysis

Agent advi sory

Product description

Medi a
Type
emai |
wor ki t em
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wor ki t em
wor ki tem
wor ki tem
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emai |
enai |
wor ki t em
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Interaction
Type

Qut bound
Qut bound
I nbound
I nbound
Qut bound
Qut bound
Qut bound
Qut bound
I nbound
Qut bound
I nbound
I nbound
Qut bound
Qut bound
I nbound
I nbound
I nbound
I nbound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
I nbound
I nbound
Qut bound
Qut bound
| nbound
I nbound
I nbound
I nbound
Qut bound
Qut bound
Qut bound
Qut bound

I nbound

Interaction
Subt ype

Qut boundRepl y
Qut boundRepl y
I nboundNew

I nboundTest
Qut boundNew
Qut boundRepl y
Qut boundACK
Qut boundACK

I nboundNew
Qut boundRepl y
I nboundTest

I nboundNew
Qut boundACK
Qut boundACK

I nboundNew

I nboundTest

I nboundNew

I nboundNew
Qut boundNew
Qut boundRepl y
Qut boundNew
Qut boundRepl y
Qut boundNew
Qut boundRepl y
I nboundTest

I nboundTest
Qut boundRepl y
Qut boundRepl y
I nboundTest

I nboundNew

I nboundNew

I nboundTest
Qut boundACK
Qut boundRepl y
Qut boundACK
Qut boundACK

I nboundTest
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Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
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Tenant
Tenant
Tenant
Tenant
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Tenant
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Tenant
Tenant
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N AN P PR a e PO A~ O P GaN

NoWw N O W A RN R

P

A w0 w

[N

Sour ce
Process

T
T

Fi nance
Fi nance
1T
Fraud
Fraud
Fraud
1T
T
1T
1T
IT
Fraud
Fraud
Fraud
T
Fraud
1T
1T
1T
IT
1T
Fraud
1T
Fraud
Fraud
Fraud
IT
T
Fraud
Fraud
Fraud
T
1T
Fraud

Fraud

Source Process
Subt ype

Access Request

Access Request
Credit

Credit

Support Request
Ban Request

Ban Request
Account Checki ng
Access Request
Support Request
Access Request
Access Request
Support Request
Ban Request

Ban Request

Ban Request
Access Request
Dupl i cate Account
Request

Support Request
Access Request
Support Request
Access Request
Ban Request
Support Request
Ban Request
Account Checki ng
Dupl i cate Account
Access Request
Access Request
Ban Request

Ban Request

Ban Request
Support Request
Access Request
Ban Request

Ban Request

Ski Il
ID

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Request ed

Agent
Nare

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Source Date

Tinme

2021-05-03
2021-05-03
2021-05- 04
2021- 05- 04
2021-05-03
2021-05-03
2021-05-03
2021-05-03
2021-05- 04
2021-05-03
2021-05-03
2021-05-03
2021-05-03
2021-05-03
2021-05-03
2021- 05- 04
2021-05-03
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05-03
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-03
2021- 05- 04
2021-05-03
2021-05-04
2021-05- 04
2021-05-03
2021-05-03
2021-05-04
2021- 05- 04
2021- 05- 04
2021-05-03

2021-05- 04

1158PM
0311PM
0242AM
0547AM
1135PM
0524PM
0856PM
0534PM
0120AM
0856PM
1058PM
0803PM
0804PM
0952PM
1107PM
0335AM
1128PM
0326AM
0642AM
0948AM
0208PM
0657AM
0546AM
1225AM
0853AM
1101PM
0308AM
1057PM
0134AM
0306AM
0249PM
0903PM
0721AM
0817AM
1251AM
0900PM
0934AM



Create Date

Time

2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04

2021-05-04

1231AM
0137AM
0320AM
0606AM
0725AM
0709AM
0804AM
0807AM
0341AM
0201AM
0737AM
0912AM
0513AM
0138AM
0846AM
0603AM
0814AM
1046AM
0830AM
1026AM
0315AM
0822AM
1113AM
0855AM
1107AM
0923AM
1118AM
0233AM
0619AM
0352AM
1236AM
0917AM
1122AM
1132AM
1053AM
1035AM
0931AM

Source Due Date

Ti ne

2021-05- 03
2021-05- 03
2021-05- 03
2021-05-03
2021-05-03
2021-05- 03
2021-05-03
2021-05- 03
2021-05-03
2021-05- 03
2021-05- 03
2021-05-03
2021-05-03
2021-05-03
2021-05- 03
2021-05-03
2021-05- 03
2021-05- 03
2021-05- 03
2021-05-03
2021-05-03
2021-05- 03
2021-05-03
2021-05- 03
2021-05-03
2021-05- 03
2021-05- 03
2021-05-03
2021-05-03
2021-05-03
2021-05- 03
2021-05-03
2021-05- 03
2021-05- 03
2021-05- 03
2021-05-03

2021-05-03

0126PM
0251PM
0255PM
0350PM
0440PM
0513PM
0513PM
0538PM
0558PM
0626PM
0638PM
0709PM
0711PM
0720PM
0736PM
0751PM
0757PM
0805PM
0813PM
0814PM
0815PM
0833PM
0834PM
0853PM
0854PM
0907PM
0917PM
0938PM
1009PM
1013PM
1015AM
1020PM
1026PM
1032PM
1039PM
1049PM
1056PM

Fini sh Date

Tine

2021-05- 04
2021-05- 04

2021-05-04

2021-05-04
2021- 05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04

2021-05-04

2021-05- 04

2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04

2021-05- 04

2021-05- 04
2021- 05- 04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04

2021-05-04

1232AM
0138AM

0805AM

0342AM
0202AM
0738AM
0914AM
0514AM
0255AM
0848AM
0604AM

1123AM

1028AM
0316AM
0824AM
1114AM
0857AM
1119AM
0927AM
1119AM
0234AM
0623AM

1237AM
0919AM
1124AM
1133AM
1055AM
1036AM
0935AM

Depar t nent

Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment

Depar t ment
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Process

Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process

Process
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Task Detail Report
Accept Finished iWD Hold
Ti me Ti me Ti nme
(Fnt) (Fnt) (Fnt)
00: 00: 35 00: 01: 27 00: 00: 00
00: 00: 35 00:01: 18 00: 00: 00

00: 00: 00

00: 00: 00

00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 00: 35 00:01: 12 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 00: 35 00: 01: 21 00: 00: 00
01: 15: 23 01:16: 10 00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 00: 35 00: 01: 16 00: 00: 00

00: 00: 00
00: 36: 26 00:37:10 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 00: 35 00: 01: 28 00: 00: 00
00: 00: 35 00: 01: 26 00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
00: 11: 12 00: 11: 55 00: 00: 00
00: 03: 33 00: 04: 16 00: 00: 00
00: 00: 35 00: 01: 19 00: 00: 00
00: 00: 35 00: 01: 17 00: 00: 00
00: 03: 07 00: 03: 53 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 19 00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 00: 35 00:01: 21 00: 00: 00
00: 00: 35 00:01: 19 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
00: 00: 35 00: 01: 19 00: 00: 00
00: 02: 52 00: 03: 38 00: 00: 00

3/48

Handl e
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00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
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00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

47
38
00
00
00
00
40
00
43
32
44
43
41
42
40
36
00
39
00
40
48
46
43
42
38
38
39
37
41
00
39
40
41
39
44
39
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Task Detail Report

Last
Due Date Tine L erlas:t ilon E-l\—/zsnkt CapItDure SOlN;:er Po(i:é:wat ul\rl;rre Queue Queue Type T%Jreguesi quzgirlgl Category Priority St,\stn:s Filnsal H:elsd Al_ga:esr:t
D Nanme Nane

2021-05-03 1111PM itx003824 34530 ext 003824 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 50 Conpleted 1 0 Agent
2021- 05-03 1115PM it x003855 34820 ext 003855 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 120 Conpleted 1 0 Agent
2021- 05-03 1120PM it x003789 34210 ext 003789 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 1  Unknown 100 Conpleted 1 0 Agent
2021- 05-03 1124PM it x003861 35103 ext 003861 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 40 Conpleted 1 0 Agent
2021- 05-03 1126PM it x004089 36990 ext 004089 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 90 Conpleted 1 0 Agent
2021- 05-03 1134PM itx003826 34547 ext 003826 TEST_SOLUTION capture_point3 iW_Queued InteractionQueue iWD_New channel 2 Unknown 40 Queued 0 0
2021- 05-03 1135AM it x003762 33950 ext 003762 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 4  Unknown 50 Conpleted 1 0 Agent
2021- 05-03 1142PM itx003766 33990 ext 003766 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 120 Conpleted 1 0 Agent
2021- 05- 03 1146PM it x003871 34977 ext 003871 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 100 Queued 0 0
2021- 05-03 1147PM itx004113 37210 ext 004113 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 2 Unknown 80 Conpleted 1 0 Agent
2021- 05-03 1152AM it x003770 34027 ext 003770 TEST_SOLUTION capture_point2 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 130 Queued 0 0

i tx003745 33797 ext 003745 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 60 Queued 0 0
2021- 05- 03 1154PM

i t x004092 37017 ext 004092 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 90 Queued 0 0
2021- 05- 03 1156PM it x004035 36500 ext 004035 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 2 Unknown 30 Conpleted 1 0 Agent
2021- 05- 03 1209PM itx003774 34070 ext 003774 TEST_SOLUTION capture_pointl iWD Queued InteractionQueue iWD_New channel 2 Unknown 70 Conpleted 1 0 Agent
2021- 05- 03 1248PM it x003746 33810 ext 003746 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 90 Conpleted 1 0 Agent
2021- 05- 04 0104PM it x003995 36137 ext 003995 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 80 Queued 0 0
2021- 05-04 0121AM it x003996 36150 ext 003996 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 90 Conpleted 1 0 Agent
2021- 05- 04 0132AM it x004017 36347 ext 004017 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 60 Queued 0 0
2021- 05-04 0132PM itx004105 37150 ext 004105 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 80 Conpleted 1 0 Agent

i tx003785 34233 ext 003785 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 60 Conpleted 1 0 Agent
2021- 05- 04 0135PM

i tx004430 40017 ext 004430 TEST_SOLUTION capture_point2 iW_Queued InteractionQueue iWD_New channel 3 Unknown 100 Queued 0 0
2021- 05-04 0137AM itx004136 37400 ext 004136 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 60 Conpleted 1 0 Agent
2021- 05- 04 0138PM it x004087 36970 ext 004087 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 4  Unknown 70 Conpleted 1 0 Agent
2021- 05- 04 0142AM it x004020 36370 ext 004020 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 40 Conpleted 1 0 Agent
2021- 05- 04 0143AM it x003930 35530 ext 003930 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 80 Conpleted 1 0 Agent
2021- 05-04 0145PM it x003939 35610 ext 003939 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 130 Conpleted 1 0 Agent
2021- 05- 04 0146PM it x004065 36873 ext 004065 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 40 Conpleted 1 0 Agent
2021- 05-04 0152AM it x003880 35050 ext 003880 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 2 Unknown 90 Conpleted 1 0 Agent
2021- 05- 04 0154PM it x003829 34567 ext 003829 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 5 Unknown 80 Queued 0 0
2021- 05- 04 0159PM it x003905 35287 ext 003905 TEST_SOLUTION capture_point3 iW> Queued InteractionQueue iWD_New channel 4  Unknown 90 Queued 0 0
2021- 05-04 0201PM itx003916 35387 ext 003916 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 130 Queued 0 0
2021- 05- 04 0204AM it x003924 35470 ext 003924 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 50 Conpleted 1 0 Agent
2021- 05- 04 0207AM it x004041 36560 ext 004041 TEST_SOLUTION capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 60 Conpleted 1 0 Agent
2021- 05-04 0212AM itx003931 35537 ext 003931 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 60 Queued 0 0
2021- 05-04 0218AM itx004141 37450 ext 004141 TEST_SOLUTI ON capture_point2 iWD_Queued |InteractionQueue iWD_New channel 1 Unknown 80 Conpleted 1 0 Agent
2021- 05- 04 0218PM it x004427 40403 ext 004427 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 80 Conpleted 1 0 Agent
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Resul t
Code
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Cust oner
ID

Custoner 1
Customer 1
Cust oner 5
Cust oner 5
Cust oner 4
Cust oner 3
Cust oner 4
Cust oner 5
Cust oner 4
Custoner 1
Cust oner 4
Cust oner 3
Cust oner 1
Cust oner 3
Cust oner 2
Cust oner 3
Cust oner 4
Cust oner 4
Cust oner 4
Cust oner 5
Cust oner 4
Cust oner 3
Cust oner 1
Cust oner 3
Custoner 1
Cust oner 4
Cust oner 2
Cust oner 5
Cust oner 2
Cust oner 1
Cust oner 4
Cust oner 3
Cust oner 3
Cust oner 3
Cust oner 3
Cust oner 1

Cust oner 5

Cust oner
Segnent

GOLD

BRONZE
BRONZE
BRONZE
SI LVER
SI LVER
GOLD

GaLD

BRONZE
BRONZE
SI LVER
BRONZE
SI LVER
GOLD

GaLD

SI LVER
BRONZE

SI LVER
SI LVER
SI LVER
GOLD

SI LVER
SI LVER
BRONZE
BRONZE
GOLD

Product

Moni tori
Moni tori
Moni tori
Moni tori
Moni tori
Moni tori
Moni tori
Moni tori
Service
Service
Service
Service
Service

Service

Notification

Moni tori
Service
Service
Service
Service
Service
Service
Moni tori
Moni tori
Service
Moni tori
Moni tori
Service
Service
Moni tori
Moni tori
Service
Service
Moni tori
Service
Service

Service

ng

Product Subtype

Sentiment anal ysis
Profanity detection
Recordi ng service
Sentinent anal ysis
Profanity detection
Profanity detection
Profanity detection
Profanity detection
Agent advi sory
Agent advi sory
Agent advi sory
Language translation
Escal ation

Language translation
Adverti senment
Profanity detection
Agent advi sory
Agent advi sory
Escal ation

Escal ation

Agent advisory
Escal ati on
Profanity detection
Profanity detection
Agent advi sory
Profanity detection
Sentinent anal ysis
Agent advi sory
Escal ation
Sentinment anal ysis
Recordi ng service
Escal ati on

Agent advi sory
Profanity detection
Agent advisory
Escal ation

Escal ation

Medi a
Type
emai |
wor ki t em
emai |
emai |
emai |
emai |
wor ki tem
emai |
wor ki tem
wor ki t em
emai |
emai |
emai |
wor ki tem
emai |
wor ki tem
emai |
emai |
wor ki tem
emai |
emai |
emai |
emai |
wor ki tem
enai |
emai |
wor ki t em
emai |
wor ki tem
emai |
wor ki t em
wor ki tem
wor ki t em
wor ki t em
emai |
emai |

wor ki tem

Task Detail Report

Interaction
Type

Qut bound
Qut bound
I nbound
Qut bound
Qut bound
Qut bound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
Qut bound
| nbound
I nbound
I nbound
I nbound
Qut bound
Qut bound
I nbound
Qut bound
Qut bound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
I nbound
I nbound
| nbound
Qut bound
Qut bound
I nbound
I nbound
Qut bound
Qut bound
I nbound

Qut bound

Interaction
Subt ype

Qut boundRepl y
Qut boundRepl y
I nboundTest
Qut boundRepl y
Qut boundACK
Qut boundRepl y
Qut boundNew

I nboundTest
Qut boundRepl y
I nboundTest
Qut boundACK
Qut boundRepl y
I nboundNew

I nboundNew

I nboundNew

I nboundNew
Qut boundACK
Qut boundRepl y
I nboundTest
Qut boundACK
Qut boundACK
Qut boundRepl y
I nboundNew
Qut boundNew

I nboundTest
Qut boundACK

I nboundTest

I nboundTest

I nboundTest
Qut boundACK
Qut boundNew

I nboundTest

I nboundNew
Qut boundACK
Qut boundACK

I nboundTest

Qut boundACK
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Sour ce Tenant

Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce

Sour ce

Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant

Tenant

PN woa

NN

BOA NNN W W W P

A O w b N B

Sour ce
Process

Fraud
Fraud
1T
1T
Fraud
IT
Fraud
T
1T

Fi nance
Fraud
Fraud
Fraud
Fraud
Fraud
Fraud
T
T
1T
1T
1T
Fraud
Fraud
Fraud
Fraud
Fraud
Fraud
Fraud
IT
Fraud
IT
Fraud
T
T
1T

Fi nance

1T

Source Process
Subt ype

Ban Request

Ban Request
Access Request
Access Request
Dupl i cate Account
Access Request
Account Checki ng
Support Request
Support Request
Credit

Ban Request

Ban Request

Ban Request
Account Checki ng
Account Checki ng
Account Checki ng
Request

Access Request
Support Request
Request

Access Request
Account Checki ng
Dupl i cate Account
Account Checki ng
Ban Request

Dupl i cate Account
Account Checki ng
Account Checki ng
Support Request
Ban Request
Access Request
Dupl i cate Account
Support Request
Request

Request

Credit

Support Request

Ski Il
ID

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Request ed

Agent
Nare

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Source Date

Tinme

2021-05-03
2021-05- 04
2021-05-03
2021- 05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-03
2021-05- 04
2021-05- 04
2021-05-03
2021-05-03
2021-05- 04
2021-05-03
2021-05-03
2021-05-03
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05-03
2021-05- 04
2021-05- 04
2021-05-03
2021-05- 04
2021-05-03
2021-05-03
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05-03
2021-05-03
2021-05- 04

2021-05- 04

0353PM
1240AM
0857PM
0406AM
0936AM
0742AM
1225AM
0305PM
0146AM
0149PM
0835PM
1147PM
0322AM
0853PM
1204PM
1132AM
0823AM
0209AM
0159AM
0852AM
1152PM
0726PM
0846AM
1125PM
0708AM
1017PM
0824PM
0637AM
0721AM
0212AM
0408AM
0154AM
0850AM
0959PM
1109PM
1212PM
0547PM



Create Date

Time

2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04

2021-05-04

0636AM
0757AM
0343AM
0811AM
1145AM
0656AM
0115AM
0159AM
0824AM
0141PM
0208AM
1210AM
1148AM
1054AM
0222AM
1211AM
1019AM
1023AM
1034AM
0111PM
0320AM
1153PM
0333PM
1150AM
1033AM
0923AM
0939AM
1139AM
0837AM
0707AM
0907AM
0928AM
0928AM
1109AM
0922AM
0412PM
1148PM

Source Due Date

Ti ne

2021-05- 03
2021-05- 03
2021-05- 03
2021-05-03
2021-05-03
2021-05- 03
2021-05-03
2021-05- 03
2021-05-03
2021-05- 03
2021-05- 03
2021-05-03
2021-05-03
2021-05-03
2021-05- 03
2021-05-03
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04

2021-05-04

1111PM
1115PM
1120PM
1124PM
1126PM
1134PM
1135AM
1142PM
1146PM
1147PM
1152AM
1154PM
1154PM
1156PM
1209PM
1248PM
0104PM
0121AM
0132AM
0132PM
0135PM
0135PM
0137AM
0138PM
0142AM
0143AM
0145PM
0146PM
0152AM
0154PM
0159PM
0201PM
0204AM
0207AM
0212AM
0218AM
0218PM

Fini sh Date

Tine

2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04

2021-05-04

2021-05-04

2021-05- 04

2021- 05- 04

2021- 05- 04
2021-05- 04

2021-05-04

2021-05- 04

2021-05- 04

2021-05-04

2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04

2021-05- 04

2021-05- 04
2021-05- 04

2021-05- 04

2021- 05- 05

0638AM
0758AM
0345AM
0851AM
1146AM

0117AM
0200AM

0142PM

1056AM
0224AM
1212AM

1024AM

0112PM
0349AM

0334PM
1151AM
1034AM
0925AM
0940AM
1131AM
0839AM

0929AM
1111AM

0414PM
0252AM

Depar t nent

Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment

Depar t ment

NP R NN R NNN W W

PN RN W R WNNNNN R NN

N

NRNNNN W NN N

Process

Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process

Process

o o0 00 b DM O A~ DM D O W AN OO OO ®W OO A DM DD DN O OODMD®NMOAOBMDNDO DA DN O

Task Detail Report
Accept Finished iWD Hold
Ti me Ti me Ti nme
(Fnt) (Fnt) (Fnt)
00: 00: 35 00: 01: 26 00: 00: 00
00: 00: 35 00:01: 19 00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 38: 16 00: 39: 07 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 28 00: 00: 00
00: 00: 35 00:01: 19 00: 00: 00
00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 00: 00
00: 00: 00
00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
00: 00: 35 00: 01: 21 00: 00: 00
00: 00: 00
00: 00: 35 00:01: 19 00: 00: 00
00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 28: 24 00: 29: 15 00: 00: 00
00: 00: 00
00: 00: 35 00: 01: 28 00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 00: 35 00: 01: 21 00: 00: 00
00: 00: 35 00:01: 19 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
-1:51: 35 -1:52:21 00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 00: 00
00: 00: 00
00: 00: 00
00: 00: 35 00:01: 19 00: 00: 00
00: 00: 35 00:01: 18 00: 00: 00
00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
03: 03: 07 03: 03: 57 00: 00: 00
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Handl e

Tine

(Fnt)

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

46
39
40
46
a4
00
48
39
00
43
00
00
00
43
42
a1
00
39
00
43
46
00
48
40
a1
39
44
a1
40
00
00
00
39
38
00
43
45



Task Detail Report

Last
Due Date Tine L erlas:t ilon E-l\—/zsnkt CapItDure SOlN;:er Po(i:é:wat ul\rl;rre Queue Queue Type T%Jreguesi quzgirlgl Category Priority St,\stn:s Filnsal H:elsd Al_ga:esr:t
D Nanme Nane
2021- 05- 04 0221PM itx003833 34607 ext 003833 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 90 Queued 0 0
2021- 05-04 0224PM it x004264 38670 ext 004264 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 4 Unknown 100 Conpleted 1 0 Agent
2021- 05- 04 0230AM it x003979 35990 ext 003979 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 60 Conpleted 1 0 Agent
2021- 05-04 0232PM it x004047 36617 ext 004047 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 1 Unknown 70 Queued 0 0
2021- 05- 04 0233AM it x003840 34823 ext 003840 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 4  Unknown 100 Conpleted 1 0 Agent
2021- 05- 04 0243AM itx003807 34390 ext 003807 TEST_SOLUTION capture_pointl iW> _Queued InteractionQueue iWD_New channel 3 Unknown 120 Conpleted 1 0 Agent
2021- 05-04 0247PM itx003793 34250 ext 003793 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 70 Conpleted 1 0 Agent
i tx003954 35973 ext 003954 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 100 Conpleted 1 0 Agent
2021- 05- 04 0255PM
i tx004187 37870 ext 004187 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 60 Conpleted 1 0 Agent
i tx003997 36243 ext 003997 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 60 Conpleted 1 0 Agent
2021-05-04 0257PM i tx004417 39900 ext 004417 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 60 Conpleted 1 0 Agent
2021- 05- 04 0302AM it x003900 35237 ext 003900 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 2 Unknown 80 Queued 0 0
2021- 05- 04 0304AM it x003981 36113 ext 003981 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 70 Conpleted 1 0 Agent
2021- 05- 04 0309PM it x003760 34073 ext 003760 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 100 Conpleted 1 0 Agent
2021- 05- 04 0311PM itx004206 38340 ext 004206 TEST_SOLUTION capture_point3 iW) Queued InteractionQueue iWD_New channel 2 Unknown 80 Conpleted 1 0 Agent
2021- 05- 04 0315AM it x004142 37460 ext 004142 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 5 Unknown 120 Conpleted 1 0 Agent
2021- 05- 04 0315PM itx003942 35640 ext 003942 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 1 Unknown 90 Conpleted 1 0 Agent
2021- 05-04 0316PM itx004145 37490 ext 004145 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 80 Conpleted 1 0 Agent
2021- 05-04 0317PM itx003965 35860 ext 003965 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 80 Conpleted 1 0 Agent
i tx003883 35080 ext 003883 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 50 Conpleted 1 0 Agent
2021- 05- 04 0318PM
i tx004244 38410 ext 004244 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 100 Conpleted 1 0 Agent
2021- 05- 04 0319PM it x004085 36950 ext 004085 TEST_SOLUTION capture_pointl iWD _Queued InteractionQueue iWD_New channel 3 Unknown 90 Conpleted 1 0 Agent
2021- 05- 04 0325AM it x003777 34100 ext 003777 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 1  Unknown 70 Conpleted 1 0 Agent
i tx003936 35580 ext 003936 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 40 Conpleted 1 0 Agent
2021- 05- 04 0325PM
i t x004003 36220 ext 004003 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 40 Conpleted 1 0 Agent
2021- 05- 04 0326AM itx003812 34430 ext 003812 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 2 Unknown 70 Conpleted 1 0 Agent
2021- 05-04 0326PM itx003794 34257 ext 003794 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 100 Queued 0 0
2021- 05- 04 0329PM it x004093 37027 ext 004093 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 60 Queued 0 0
2021- 05- 04 0330AM it x004098 37077 ext 004098 TEST_SOLUTION capture_pointl iWD _Queued InteractionQueue iWD_New channel 4 Unknown 100 Queued 0 0
2021- 05- 04 0339PM itx003782 34140 ext 003782 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 1  Unknown 40 Conpleted 1 0 Agent
2021- 05- 04 0342PM itx003831 34587 ext 003831 TEST_SOLUTION capture_point3 iWD Queued InteractionQueue iWD_New channel 4  Unknown 50 Queued 0 0
2021- 05- 04 0343AM itx003768 34010 ext 003768 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 80 Conpleted 1 0 Agent
2021- 05- 04 0348PM itx003867 34940 ext 003867 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 80 Conpleted 1 0 Agent
2021- 05- 04 0350PM itx004153 37567 ext 004153 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 5 Unknown 50 Queued 0 0
2021- 05- 04 0355PM itx003953 35737 ext 003953 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 130 Queued 0 0
2021- 05- 04 0404PM it x004067 36797 ext 004067 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 60 Queued 0 0
2021- 05- 04 0407PM it x004240 38660 ext 004240 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 100 Conpleted 1 0 Agent
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Resul t
Code
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Cust oner
ID

Cust oner 3
Cust oner 4
Cust oner 3
Cust oner 2
Cust oner 3
Cust oner 1
Cust oner 1
Cust oner 1
Cust oner 3
Cust oner 2
Cust oner 5
Cust oner 5
Cust oner 3
Cust oner 5
Cust oner 4
Custoner 1
Cust oner 4
Cust oner 3
Cust oner 3
Cust oner 4
Cust oner 1
Cust oner 5
Cust oner 3
Cust oner 2
Custoner 1
Cust oner 4
Cust oner 5
Cust oner 4
Cust oner 1
Cust oner 3
Cust oner 2
Cust oner 4
Cust oner 5
Cust oner 4
Custoner 1
Cust oner 5

Cust oner 5

Cust oner
Segnent

SI LVER
BRONZE
BRONZE

BRONZE
SI LVER
SI LVER
GOLD

SI LVER
SI LVER
BRONZE
GOLD

GOLD

BRONZE
SI LVER
BRONZE

BRONZE
BRONZE
BRONZE
SI LVER
GOLD

BRONZE
BRONZE
GaLD

SI LVER
BRONZE
SI LVER
BRONZE
GLD

BRONZE

Product

Notification

Moni tori
Service
Service
Service
Service
Moni tori
Service
Moni tori
Moni tori
Service
Service
Moni tori
Service

Service

Noti fication

Service
Service
Moni tori
Service
Service
Service
Service
Moni tori
Moni tori
Moni tori
Service
Moni tori
Moni tori
Service
Moni tori
Service
Moni tori
Moni tori
Moni tori
Moni tori

Moni tori

ng

Product Subtype

News feed
Profanity detection
Escal ation

Agent advi sory
Escal ation

Escal ati on

Recordi ng service
Escal ati on
Profanity detection
Sentiment anal ysis
Language transl ation
Language translation
Profanity detection
Escal ation

Escal ati on

News feed

Escal ati on

Escal ati on
Recording service
Escal ation

Escal ation

Agent advi sory
Agent advi sory
Sentiment anal ysis
Profanity detection
Sentiment anal ysis
Escal ation
Profanity detection
Profanity detection
Agent advi sory
Profanity detection
Agent advi sory
Profanity detection
Sentinent anal ysis
Profanity detection
Sentinent anal ysis

Profanity detection

Medi a
Type
emai |
emai |
wor ki tem
emai |
emai |
emai |
wor ki tem
emai |
enai |
wor ki t em
wor ki t em
emai |
wor ki tem
wor ki tem
wor ki tem
wor ki tem
emai |
wor ki t em
emai |
emai |
emai |
wor ki t em
wor ki tem
emai |
enai |
wor ki t em
wor ki t em
emai |
wor ki tem
wor ki tem
emai |
wor ki tem
wor ki t em
emai |
wor ki tem
wor ki t em

emai |

Task Detail Report

Interaction
Type

I nbound
Qut bound
Qut bound
Qut bound
I nbound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
I nbound
| nbound
I nbound
I nbound
Qut bound
Qut bound
Qut bound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
I nbound
I nbound
Qut bound
Qut bound
I nbound
| nbound
Qut bound
I nbound
Qut bound
Qut bound
I nbound
I nbound
Qut bound

Qut bound

Interaction
Subt ype

I nboundNew
Qut boundACK
Qut boundRepl y
Qut boundNew

I nboundTest
Qut boundNew
Qut boundACK
Qut boundNew
Qut boundNew
Qut boundNew
Qut boundNew

I nboundTest

I nboundTest

I nboundNew

I nboundNew
Qut boundNew
Qut boundACK
Qut boundNew
Qut boundACK

I nboundTest
Qut boundACK

I nboundNew
Qut boundACK

I nboundNew

I nboundNew
Qut boundRepl y
Qut boundNew

I nboundNew

I nboundNew
Qut boundRepl y
I nboundTest
Qut boundNew
Qut boundRepl y
I nboundNew

I nboundNew
Qut boundNew
Qut boundRepl y
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Sour ce Tenant

Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce

Sour ce

Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant

Tenant

Ll N R N

NN N

g N O bR N O NN W W N A

[

Sour ce
Process

T
T
1T
1T
1T
IT
Fraud
Fraud
1T
Fraud
Fi nance
Fraud
Fraud
T
IT
Fraud
T
Fraud
1T
Fraud
Fraud
Fraud
1T
Fraud
1T
T
Fraud
1T
IT
T
IT
Fraud
Fraud
T
Fraud
Fraud

Fraud

Source Process
Subt ype

Support Request
Access Request
Access Request
Access Request
Access Request
Access Request
Ban Request

Ban Request
Access Request
Account Checki ng
Credit

Account Checki ng
Account Checki ng
Request

Support Request
Ban Request
Support Request
Account Checki ng
Access Request
Account Checki ng
Ban Request

Ban Request
Access Request
Dupl i cate Account
Support Request
Access Request
Account Checki ng
Access Request
Access Request
Support Request
Access Request
Ban Request

Dupl i cate Account
Access Request
Account Checki ng
Ban Request

Account Checki ng

Ski Il
ID

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Request ed

Agent
Nare

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Source Date

Tinme

2021-05-03
2021-05- 04
2021-05- 04
2021-05-03
2021-05-03
2021-05- 04
2021-05-03
2021-05-04
2021-05- 04
2021-05-03
2021- 05- 04
2021-05-03
2021-05-03
2021-05-03
2021-05-04
2021- 05- 04
2021-05-03
2021-05- 04
2021-05- 04
2021-05-03
2021-05- 04
2021-05- 04
2021-05-03
2021-05-04
2021-05- 04
2021-05-03
2021-05-03
2021-05-03
2021-05-04
2021-05-03
2021-05-04
2021-05-03
2021-05-03
2021- 05- 04
2021- 05- 04
2021-05- 04

2021-05- 04

0534PM
0751AM
0851AM
0905PM
1054PM
0532AM
0439PM
1207AM
0847AM
0730PM
0425PM
0730PM
1129PM
1040PM
0130PM
0757AM
0732PM
0505AM
0131AM
0715PM
0948AM
0533AM
0430PM
0256AM
1112AM
0702PM
1025PM
1155PM
1058AM
1237PM
1259AM
1236PM
1010PM
0510PM
0448AM
0149AM
0528PM



Create Date

Time

2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04

2021-05-04

0700AM
0926PM
1006AM
1104AM
0719AM
0502AM
0407AM
0953AM
0725PM
1016AM
1137PM
0901AM
1007AM
0115AM
0805PM
0408PM
0942AM
0422PM
0948AM
0831AM
0901PM
1153AM
0240AM
0936AM
1028AM
0541AM
0402AM
1205PM
1219PM
0306AM
0709AM
0150AM
0826AM
0506PM
0955AM
1143AM
0859PM

Source Due Date

Ti ne

2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04

2021-05-04

0221PM
0224PM
0230AM
0232PM
0233AM
0243AM
0247PM
0255PM
0255PM
0257PM
0257PM
0302AM
0304AM
0309PM
0311PM
0315AM
0315PM
0316PM
0317PM
0318PM
0318PM
0319PM
0325AM
0325PM
0325PM
0326AM
0326PM
0329PM
0330AM
0339PM
0342PM
0343AM
0348PM
0350PM
0355PM
0404PM
0407PM

Fini sh Date

Tine

2021-05- 04
2021- 05- 04

2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021- 05- 04
2021-05- 04

2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04

2021-05- 04

2021-05-04

2021-05-04

2021-05- 04

2021-05-04

0927PM
1007AM

0753AM
0504AM
0408AM
1004AM
0726PM
1034AM
1139PM

1022AM
0232AM
0856PM
0409PM
0944AM
0423PM
0950AM
0832AM
0902PM
1154AM
0241AM
0938AM
1030AM
0543AM

0308AM

0151AM
0828AM

0923PM

Depar t nent

Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment

Depar t ment

PR N W W NN W N

N
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Process

Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process

Process
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Task Detail Report

Accept Finished iWD Hold

Ti ne Tine Tinme
(Fnt) (Fnt) (Fnt)
00: 00: 00

00: 00: 45 00: 01: 30 00: 00: 00
00: 00: 35 00:01: 19 00: 00: 00

00: 00: 00
00: 32: 47 00: 33:35 00: 00: 00
00: 00: 35 00: 01: 19 00: 00: 00
00: 00: 35 00: 01: 16 00: 00: 00
00: 09: 35 00: 10: 21 00: 00: 00
00: 00: 35 00: 01: 30 00: 00: 00
00:17: 09 00: 18: 01 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00

00: 00: 00
00: 14: 15 00: 15: 03 00: 00: 00
01: 16: 44 01:17:34 00: 00: 00
00: 49: 52 00: 50: 39 00: 00: 00
00: 00: 35 00: 01: 21 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
00: 00: 35 00: 01: 26 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
00: 00: 35 00: 01: 17 00: 00: 00
00: 00: 35 00: 01: 19 00: 00: 00
00: 00: 35 00: 01: 26 00: 00: 00
00: 00: 35 00: 01: 21 00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00

00: 00: 00

00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00

00: 00: 00

00: 00: 00

00: 00: 00
00: 23: 03 00: 23: 46 00: 00: 00
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Handl e

Tine

(Fnt)

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

00

39
00
43
39
36
41
50
47
44
00
43
45
42
a1
42

42
37
39
46
a1
40
42
42
00
00
00
40
00
44
44
00
00
00
38



Task Detail Report

Last
Due Date Tine L erlas:t ilon E-l\—/zsnkt CapItDure SOlN;:er Po(i:é:wat ul\rl;rre Queue Queue Type T%Jreguesi quzgirlgl Category Priority St,\stn:s Filnsal H:elsd Al_ga:esr:t
D Nanme Nane

2021- 05- 04 0409PM it x004406 39790 ext 004406 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 90 Conpleted 1 0 Agent
2021- 05-04 0411AM it x003845 34720 ext 003845 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 70 Conpleted 1 0 Agent
2021- 05-04 0413PM itx004148 37520 ext 004148 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 120 Conpleted 1 0 Agent
2021- 05-04 0414PM itx004415 39880 ext 004415 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 2 Unknown 110 Conpleted 1 0 Agent
2021- 05-04 0417PM itx004283 38747 ext 004283 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 70 Queued 0 0
2021- 05- 04 0420AM itx003772 34050 ext 003772 TEST_SOLUTION capture_point3 iW> _Queued InteractionQueue iWD_New channel 5 Unknown 80 Conpleted 1 0 Agent
2021- 05- 04 0421AM it x003972 35930 ext 003972 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 70 Conpleted 1 0 Agent
2021- 05- 04 0421PM itx004139 37610 ext 004139 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 50 Conpleted 1 0 Agent

i t x003839 34657 ext 003839 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 140 Queued 0 0
2021- 05- 04 0423PM

i tx004237 38350 ext 004237 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 90 Conpleted 1 0 Agent
2021- 05- 04 0424AM it x003976 36093 ext 003976 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 80 Conpleted 1 0 Agent
2021- 05- 04 0427PM it x004090 36997 ext 004090 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 4  Unknown 140 Queued 0 0
2021- 05- 04 0439PM it x003887 35120 ext 003887 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 100 Conpleted 1 0 Agent
2021- 05- 04 0440PM itx003817 34467 ext 003817 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 80 Queued 0 0

i tx003849 34760 ext 003849 TEST_SOLUTION capture_point3 iW> Queued InteractionQueue iWD_New channel 4  Unknown 80 Conpleted 1 0 Agent
2021- 05- 04 0442PM

i tx003854 34810 ext 003854 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 4 Unknown 100 Conpleted 1 0 Agent
2021- 05- 04 0448PM itx003753 33913 ext 003753 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 70 Conpleted 1 0 Agent
2021- 05- 04 0456PM it x003893 35177 ext 003893 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 120 Queued 0 0
2021- 05- 04 0500AM it x003754 33893 ext 003754 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 1  Unknown 150 Conpleted 1 0 Agent
2021- 05- 04 0500PM it x003879 35040 ext 003879 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 50 Conpleted 1 0 Agent
2021- 05- 04 0502AM it x004102 37160 ext 004102 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 60 Conpleted 1 0 Agent
2021- 05- 04 0503AM it x003803 34350 ext 003803 TEST_SOLUTION capture_point3 iW _Queued InteractionQueue iWD_New channel 5 Unknown 80 Conpleted 1 0 Agent
2021- 05- 04 0504AM it x004052 36667 ext 004052 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 1  Unknown 120 Queued 0 0
2021- 05- 04 0506AM it x003966 35867 ext 003966 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 60 Queued 0 0
2021- 05- 04 0509AM it x004201 38007 ext 004201 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 90 Queued 0 0
2021- 05- 04 0513AM it x003969 35900 ext 003969 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 5 Unknown 90 Conpleted 1 0 Agent
2021- 05-04 0514PM it x004371 39477 ext 004371 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 100 Queued 0 0
2021- 05- 04 0515AM it x004202 38563 ext 004202 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 160 Conpleted 1 0 Agent

i t x004250 38470 ext 004250 TEST_SOLUTION capture_pointl iWD_Queued |InteractionQueue iWD_New channel 4 Unknown 70 Conpleted 1 0 Agent
2021- 05- 04 0518PM

i tx004349 39297 ext 004349 TEST_SOLUTION capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 90 Queued 0 0
2021- 05- 04 0521PM itx004011 37326 ext 004011 TEST_SOLUTION capture_point2 iW Queued InteractionQueue iWD_New channel 1 Unknown 70 Conpleted 1 0 Agent
2021- 05- 04 0524AM it x003828 34560 ext 003828 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 70 Conpleted 1 0 Agent
2021- 05- 04 0524PM itx004172 37743 ext 004172 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 5 Unknown 60 Conpleted 1 0 Agent
2021- 05- 04 0526PM it x003922 35450 ext 003922 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 110 Conpleted 1 0 Agent
2021- 05-04 0527PM itx004191 38070 ext 004191 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 1  Unknown 80 Conpleted 1 0 Agent
2021- 05- 04 0531AM it x004030 36843 ext 004030 TEST_SOLUTION capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 70 Conpleted 1 0 Agent
2021- 05- 04 0547PM it x004059 36730 ext 004059 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 1  Unknown 30 Conpleted 1 0 Agent
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Resul t
Code
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Cust oner
ID

Cust oner 2
Cust oner 3
Cust oner 4
Cust oner 3
Cust oner 5
Cust oner 3
Cust oner 5
Cust oner 5
Custoner 1
Custoner 1
Cust oner 3
Cust oner 3
Cust oner 1
Cust oner 4
Cust oner 3
Cust oner 3
Custoner 1
Cust oner 3
Custoner 1
Cust oner 4
Cust oner 4
Cust oner 4
Cust oner 5
Cust oner 2
Custoner 1
Cust oner 3
Cust oner 5
Cust oner 1
Cust oner 4
Cust oner 5
Cust oner 5
Cust oner 3
Cust oner 3
Customer 1
Cust oner 4
Cust oner 3

Cust oner 2

Cust oner

Segnent Product
BRONZE Service
BRONZE Moni tori ng
BRONZE Service

SI LVER Moni tori ng
BRONZE Moni t ori ng
[coNp) Moni t ori ng
GOLD Service
GaLD Service
GOLD Service
BRONZE Moni tori ng
SI LVER Moni tori ng
GOLD Moni t ori ng
BRONZE Service
BRONZE Moni t ori ng
GaLD Service
BRONZE Moni t ori ng
SI LVER Service
GOLD Service
BRONZE Moni t ori ng
BRONZE Moni t ori ng
BRONZE Moni t ori ng
GoLD Service
BRONZE Moni t ori ng
SI LVER Moni tori ng
BRONZE Moni t ori ng
GOLD Moni tori ng
SI LVER Service

SI LVER Service
BRONZE Moni t ori ng
BRONZE Service
GaLD Moni t ori ng
BRONZE Service
BRONZE Moni tori ng
GOLD Moni tori ng
BRONZE Service

SI LVER Noti fication
BRONZE Service

Product Subtype

Language translation
Sentinent anal ysis
Language translation
Sentinent anal ysis
Recording service
Profanity detection
Language translation
Agent advi sory
Language transl ation
Sentiment anal ysis
Recordi ng service
Sentinment anal ysis
Agent advi sory
Recordi ng service
Agent advi sory
Sentinment anal ysis
Escal ati on

Agent advi sory
Profanity detection
Sentinent anal ysis
Profanity detection
Escal ati on

Profanity detection
Recording service
Profanity detection
Profanity detection
Agent advi sory

Escal ation

Recordi ng service
Escal ation

Profanity detection
Language translation
Profanity detection
Profanity detection
Escal ation

News feed

Escal ation

Medi a
Type
emai |
wor ki t em
emai |
emai |
wor ki tem
emai |
emai |
emai |
wor ki tem
emai |
wor ki t em
wor ki tem
emai |
emai |
wor ki tem
wor ki tem
wor ki t em
wor ki t em
emai |
wor ki t em
emai |
wor ki t em
emai |
wor ki tem
enai |
wor ki t em
emai |
emai |
wor ki tem
wor ki tem
emai |
enai |
emai |
wor ki t em
wor ki tem
emai |

emai |

Task Detail Report

Interaction
Type

Qut bound
I nbound
I nbound
Qut bound
Qut bound
I nbound
I nbound
Qut bound
Qut bound
I nbound
I nbound
Qut bound
Qut bound
Qut bound
I nbound
I nbound
Qut bound
I nbound
Qut bound
Qut bound
Qut bound
Qut bound
I nbound
Qut bound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
Qut bound
I nbound
Qut bound
I nbound
I nbound
I nbound
I nbound

Qut bound

Interaction
Subt ype

Qut boundACK

I nboundTest

I nboundTest
Qut boundNew
Qut boundRepl y
I nboundTest

I nboundTest
Qut boundRepl y
Qut boundACK

I nboundNew

I nboundTest
Qut boundNew
Qut boundACK
Qut boundNew

I nboundNew

I nboundNew
Qut boundACK

I nboundNew
Qut boundACK
Qut boundRepl y
Qut boundNew
Qut boundNew

I nboundNew
Qut boundRepl y
Qut boundNew

I nboundNew
Qut boundNew

I nboundNew
Qut boundACK
Qut boundRepl y
I nboundTest
Qut boundNew

I nboundTest

I nboundTest

I nboundTest

I nboundTest

Qut boundNew
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Sour ce Tenant

Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce

Sour ce

Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant

Tenant

[ R BRG]

B
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Sour ce
Process

T
Fraud
1T
1T
Fraud
1T
Fraud
T
Fraud
Fraud
Fraud
1T
Fraud
Fraud
1T
Fraud
T
Fraud
1T
1T
1T
1T
1T

Fi nance
1T
Fraud
1T
Fraud
1T
T
1T
Fraud
Fraud
Fraud
Fraud
Fraud

Fraud

Source Process
Subt ype

Support Request
Account Checki ng
Support Request
Access Request
Ban Request
Support Request
Ban Request
Request

Ban Request
Account Checki ng
Ban Request
Access Request
Ban Request

Ban Request
Support Request
Dupl i cate Account
Support Request
Dupl i cate Account
Request

Support Request
Access Request
Access Request
Support Request
Credit

Support Request
Ban Request
Support Request
Account Checki ng
Access Request
Support Request
Support Request
Ban Request

Ban Request
Account Checki ng
Ban Request
Account Checki ng

Ban Request

Ski Il
ID

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Request ed

Agent
Nare

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Source Date

Tinme

2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05-03
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05-03
2021-05-03
2021-05-04
2021-05-03
2021-05-03
2021-05- 04
2021-05-03
2021- 05- 04
2021-05- 04
2021-05-03
2021-05-03
2021-05-04
2021-05- 04
2021-05-03
2021- 05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-03
2021-05-03
2021-05-04
2021-05-03
2021- 05- 04
2021-05-03

2021-05- 04

0959AM
0543AM
1010AM
1243PM
0754AM
0835PM
0650AM
0318AM
0558AM
0242PM
0320AM
0625AM
0852PM
0401PM
0715AM
0810PM
0701PM
0249AM
1156PM
0152AM
0921AM
0539PM
1156PM
0712AM
0345PM
0826PM
1142AM
0805PM
0706PM
1048AM
1136PM
1033PM
0526AM
0822PM
0737AM
1046PM
1104AM



Create Date

Time

2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04

2021-05-04

1116PM
0743AM
0442PM
1136PM
0934PM
0216AM
0956AM
0358PM
0722AM
0850PM
1005AM
1146AM
0851AM
0604AM
0742AM
0747AM
1230AM
0905AM
1247AM
0844AM
1254PM
0449AM
1116AM
0947AM
0751PM
0956AM
1049PM
0751PM
0901PM
1023PM
1033AM
0651AM
0635PM
0922AM
0732PM
1046AM
1116AM

Source Due Date

Ti ne

2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04

2021-05-04

0409PM
0411AM
0413PM
0414PM
0417PM
0420AM
0421AM
0421PM
0423PM
0423PM
0424AM
0427PM
0439PM
0440PM
0442PM
0442PM
0448PM
0456PM
0500AM
0500PM
0502AM
0503AM
0504AM
0506AM
0509AM
0513AM
0514PM
0515AM
0518PM
0518PM
0521PM
0524AM
0524PM
0526PM
0527PM
0531AM
0547PM

Fini sh Date

Tine

2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04

2021-05- 04
2021- 05- 04

2021-05- 04

2021- 05- 04
2021-05- 04

2021-05- 04

2021-05- 04
2021- 05- 04

2021-05- 04

2021- 05- 04
2021-05- 04
2021-05-04

2021-05- 04

2021-05- 04

2021-05-04

2021-05- 04

2021-05- 04
2021- 05- 04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04

2021-05-04

1117PM
0744AM
0444PM
1137PM

0217AM
0958AM
0535PM

0851PM
1018AM

0852AM

0743AM
0749AM
0107AM

0102AM
0846AM
0103PM
0450AM

0957AM

0929PM
0902PM

0250PM
0652AM
0649PM
0923AM
0809PM
1138AM
1117AM

Depar t nent

Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment

Depar t ment
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Process

Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process

Process
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Task Detail Report
Accept Finished iWD Hold
Ti me Ti me Ti nme
(Fnt) (Fnt) (Fnt)
00: 00: 35 00:01: 19 00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 00: 35 00: 01: 26 00: 00: 00
00: 00: 35 00: 01: 16 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 27 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
01: 36: 09 01: 36: 53 00: 00: 00
00: 00: 00
00: 00: 35 00:01: 19 00: 00: 00
00: 11: 32 00:12:18 00: 00: 00
00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
00: 36: 19 00: 37: 06 00: 00: 00
00: 00: 00
00: 14: 28 00: 15: 12 00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 08: 12 00: 08: 59 00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 00: 00
00: 00: 00
00: 00: 00
00: 00: 35 00:01: 21 00: 00: 00
00: 00: 00
01: 37: 00 01: 37: 49 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
00: 00: 00
04: 15: 37 04:16: 25 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
00:12: 59 00: 13: 44 00: 00: 00
00: 00: 35 00:01: 14 00: 00: 00
00: 36: 31 00: 37: 20 00: 00: 00
00: 51: 06 00:51: 53 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
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Handl e

Tine

(Fnt)

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

39

46
36
00
47
42
39
00
39
41
00
43
00
43
44
42
00
39
43
42
40
00
00
00
41
00
44
42
00
43
44
40
34
44
42
a4



Task Detail Report

Last
Due Date Tine L erlas:t ilon E-l\—/zsnkt CapItDure SOlN;:er Po(i:é:wat ul\rl;rre Queue Queue Type T%Jreguesi quzgirlgl Category Priority St,\stn:s Filnsal H:elsd Al_ga:esr:t
D Nanme Nane

i tx003977 35970 ext 003977 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 80 Conpleted 1 0 Agent
2021- 05- 04 0600PM itx004118 37250 ext 004118 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 1 Unknown 70 Conpleted 1 0 Agent

i tx004332 39147 ext 004332 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 1  Unknown 50 Queued 0 0
2021- 05-04 0605PM it x004313 38987 ext 004313 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 100 Queued 0 0
2021- 05- 04 0606PM it x003800 34320 ext 003800 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 2 Unknown 110 Conpleted 1 0 Agent
2021- 05- 04 0618AM it x004100 37100 ext 004100 TEST_SOLUTION capture_pointl iW> _Queued InteractionQueue iWD_New channel 1 Unknown 150 Conpleted 1 0 Agent
2021- 05-04 0623PM itx003814 34493 ext 003814 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 4  Unknown 80 Conpleted 1 0 Agent
2021- 05- 04 0624AM itx004122 37287 ext 004122 TEST_SOLUTI ON capture_pointl iWD_Queued |InteractionQueue iWD_New channel 2 Unknown 70 Queued 0 0
2021- 05- 04 0628AM it x004045 36840 ext 004045 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 110 Conpleted 1 0 Agent
2021- 05- 04 0632PM itx004338 39187 ext 004338 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 1 Unknown 40 Queued 0 0
2021- 05-04 0637PM itx003851 34780 ext 003851 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 90 Conpleted 1 0 Agent
2021- 05- 04 0639PM it x004074 36860 ext 004074 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 60 Conpleted 1 0 Agent
2021- 05- 04 0646PM it x004328 39110 ext 004328 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 40 Conpleted 1 0 Agent
2021- 05-04 0647PM itx003952 35730 ext 003952 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 120 Conpleted 1 0 Agent
2021- 05- 04 0656AM it x003802 34337 ext 003802 TEST_SOLUTION capture_point3 iW> Queued InteractionQueue iWD_New channel 3 Unknown 70 Queued 0 0

i tx003894 35190 ext 003894 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 110 Conpleted 1 0 Agent
2021- 05- 04 0659AM

i tx004225 38240 ext 004225 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 70 Conpleted 1 0 Agent
2021- 05-04 0700PM itx004214 38130 ext 004214 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 80 Conpleted 1 0 Agent
2021- 05-04 0705PM itx004372 39487 ext 004372 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 1  Unknown 20 Queued 0 0
2021- 05-04 0706PM it x004348 39370 ext 004348 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 100 Conpleted 1 0 Agent
2021- 05-04 0710AM itx004146 37500 ext 004146 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 50 Conpleted 1 0 Agent
2021- 05- 04 0713PM itx003990 36090 ext 003990 TEST_SOLUTION capture_point2 iW_Queued InteractionQueue iWD_New channel 2 Unknown 90 Conpleted 1 0 Agent
2021- 05-04 0717AM it x004061 36747 ext 004061 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 1  Unknown 80 Queued 0 0
2021- 05- 04 0719AM it x004009 36270 ext 004009 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 1 Unknown 100 Conpleted 1 0 Agent
2021- 05- 04 0719PM it x004002 36350 ext 004002 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 130 Conpleted 1 0 Agent
2021- 05-04 0725PM itx004132 37367 ext 004132 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 100 Queued 0 0
2021- 05-04 0726PM it x004080 36900 ext 004080 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 60 Conpleted 1 0 Agent
2021- 05-04 0728PM itx004133 37380 ext 004133 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 4  Unknown 80 Conpleted 1 0 Agent
2021- 05-04 0731PM itx003864 34943 ext 003864 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 80 Conpleted 1 0 Agent
2021- 05-04 0733AM itx004103 37130 ext 004103 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 90 Conpleted 1 0 Agent
2021- 05- 04 0734PM itx003929 35517 ext 003929 TEST_SOLUTION capture_pointl iWD Queued InteractionQueue iWD_New channel 2 Unknown 80 Queued 0 0
2021- 05-04 0738AM itx004198 37980 ext 004198 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 110 Conpleted 1 0 Agent
2021- 05-04 0743PM itx004434 40060 ext 004434 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 110 Conpleted 1 0 Agent
2021- 05-04 0750AM it x004038 36530 ext 004038 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 4 Unknown 60 Conpleted 1 0 Agent
2021- 05-04 0755AM itx004168 37943 ext 004168 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 50 Conpleted 1 0 Agent
2021- 05-04 0808PM it x004381 39567 ext 004381 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 50 Queued 0 0
2021- 05- 04 0810AM it x003756 33890 ext 003756 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 50 Conpleted 1 0 Agent
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Resul t
Code
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Cust oner
ID

Cust oner 3
Cust oner 5
Cust oner 4
Cust oner 5
Cust oner 3
Cust oner 3
Cust oner 4
Cust oner 1
Cust oner 3
Cust oner 4
Cust oner 5
Cust oner 1
Cust oner 3
Cust oner 4
Cust oner 4
Cust oner 5
Cust oner 2
Cust oner 3
Cust oner 4
Cust oner 1
Cust oner 2
Cust oner 1
Cust oner 1
Cust oner 1
Cust oner 2
Cust oner 3
Cust oner 2
Cust oner 2
Cust oner 5
Cust oner 1
Cust oner 2
Cust oner 2
Cust oner 2
Cust oner 4
Cust oner 4
Cust oner 3

Cust oner 5

Cust oner
Segnent

BRONZE
GoLD

GOLD

SI LVER
BRONZE
SI LVER
BRONZE
SI LVER
BRONZE
BRONZE

SI LVER
BRONZE
GOLD

GOLD

BRONZE
SI LVER
SI LVER
SI LVER
SI LVER
SI LVER
GaLD

SI LVER
GOLD

SI LVER
GOLD

SI LVER
GOLD

BRONZE
SI LVER
GOLD

SI LVER
SI LVER
SI LVER
BRONZE

Product

Moni tori
Moni tori
Moni tori
Moni tori

Service

Notification

Service
Service
Service
Service
Moni tori
Moni tori
Moni tori
Service
Service
Service

Service

Noti fication

Moni tori
Moni tori
Moni tori
Service
Service
Service
Service
Moni tori
Service
Service
Service
Moni tori
Moni tori
Service
Service
Moni tori
Service
Service

Service

ng
ng
ng
ng

ng
ng
ng

ng
ng
ng

Product Subtype

Profanity detection
Profanity detection
Profanity detection
Profanity detection
Escal ation

News feed

Escal ati on

Escal ati on

Agent advi sory
Escal ati on
Profanity detection
Recordi ng service
Profanity detection
Escal ation

Agent advi sory
Agent advi sory
Escal ati on

News feed
Profanity detection
Sentinent anal ysis
Sentiment anal ysis
Escal ati on

Agent advi sory
Agent advi sory
Escal ati on
Sentiment anal ysis
Agent advi sory
Escal ation

Escal ation
Sentinment anal ysis
Recordi ng service
Escal ati on

Escal ati on
Profanity detection
Escal ation

Escal ation

Escal ation

Medi a
Type
wor ki t em
wor ki t em
wor ki tem

emai |
emai |
emai |
emai |
emai |
enai |
wor ki t em
wor ki t em
emai |
wor ki tem
emai |
emai |
wor ki tem
wor ki t em
emai |
emai |
wor ki t em
wor ki tem
wor ki t em
wor ki tem
emai |
enai |
emai |
emai |
wor ki tem
wor ki tem
emai |
emai |
wor ki tem
wor ki t em
emai |
emai |
wor ki t em

emai |

Task Detail Report

Interaction
Type

Qut bound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
I nbound
Qut bound
Qut bound
Qut bound
I nbound
I nbound
Qut bound
I nbound
Qut bound
Qut bound
I nbound
Qut bound
Qut bound
I nbound
I nbound
I nbound
I nbound
| nbound
I nbound
I nbound
I nbound
Qut bound
I nbound
I nbound
I nbound

I nbound

Interaction
Subt ype

Qut boundRepl y
Qut boundRepl y
I nboundTest
Qut boundNew

I nboundNew
Qut boundACK
Qut boundNew
Qut boundRepl y
Qut boundNew
Qut boundNew
Qut boundRepl y
I nboundTest
Qut boundACK
Qut boundACK
Qut boundACK

I nboundNew

I nboundTest
Qut boundRepl y
I nboundTest
Qut boundNew
Qut boundACK

I nboundNew
Qut boundACK
Qut boundNew

I nboundNew

I nboundNew

I nboundNew

I nboundNew

I nboundNew

I nboundTest

I nboundTest

I nboundNew
Qut boundACK

I nboundNew

I nboundTest

I nboundTest

I nboundTest
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Sour ce Tenant

Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce

Sour ce

Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant

Tenant
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Sour ce
Process

Fraud
T
Fraud
1T
Fraud
IT
Fraud
T
1T

Fi nance
1T
1T
Fraud
Fraud
Fraud
1T
T
Fraud
Fi nance
1T
Fraud
Fraud
Fraud
T
Fraud
Fraud
1T
Fraud
Fraud
Fraud
IT
Fraud
T
Fraud
1T
1T
1T

Source Process
Subt ype

Account Checki ng
Support Request
Account Checki ng
Access Request
Account Checki ng
Access Request
Ban Request
Support Request
Access Request
Credit

Support Request
Support Request
Account Checki ng
Ban Request

Ban Request
Access Request
Access Request
Ban Request
Credit

Access Request
Account Checki ng
Ban Request

Dupl i cate Account
Access Request
Account Checki ng
Ban Request
Access Request
Account Checki ng
Dupl i cate Account
Account Checki ng
Access Request
Ban Request
Access Request
Ban Request
Access Request
Support Request

Support Request

Ski Il
ID

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Request ed

Agent
Nare

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Source Date

Tinme

2021-05-04
2021-05-03
2021-05- 04
2021- 05- 04
2021-05-03
2021-05- 04
2021-05-03
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05-03
2021-05- 04
2021-05-03
2021-05-03
2021-05-03
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05-03
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-03
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021- 05- 04
2021- 05- 04
2021-05- 04

2021-05-03

0748AM
1152PM
0436PM
0702PM
0757PM
1239AM
0751PM
0301AM
1030AM
0952AM
0807AM
1026PM
0119PM
1157PM
0455PM
0838PM
0658AM
0557PM
1201PM
1152AM
1043AM
1158PM
0307AM
0730AM
0731AM
0432AM
1136PM
1100AM
0256AM
1133AM
0612AM
0900AM
1120PM
0702AM
0452PM
0936PM
0325PM



Create Date

Time

2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04

2021-05-04

1013AM
0202PM
1008PM
0947PM
0443AM
1238PM
0545AM
0219PM
1102AM
1019PM
0758AM
1143AM
1008PM
0931AM
0446AM
0907AM
0838PM
0817PM
1048PM
1021PM
0424PM
1020AM
1125AM
1044AM
1017AM
0322PM
1155AM
0318PM
0807AM
1258PM
0929AM
0756PM
1158PM
1106AM
0620PM
1050PM
1246AM

Source Due Date

Ti ne

2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04

2021-05-04

0600PM
0600PM
0600PM
0605PM
0606PM
0618AM
0623PM
0624AM
0628AM
0632PM
0637PM
0639PM
0646PM
0647PM
0656AM
0659AM
0659AM
0700PM
0705PM
0706PM
0710AM
0713PM
0717AM
0719AM
0719PM
0725PM
0726PM
0728PM
0731PM
0733AM
0734PM
0738AM
0743PM
0750AM
0755AM
0808PM
0810AM

Fini sh Date

Tine

2021-05- 04
2021-05- 04

2021- 05- 04
2021-05- 04

2021-05-04

2021-05-04

2021-05- 04
2021- 05- 04
2021-05- 04

2021-05-04

2021-05-04
2021-05- 04
2021-05- 04

2021-05- 04
2021-05-04

2021-05- 04

2021-05- 04

2021-05-04

2021-05- 04
2021- 05- 04
2021-05- 04

2021-05-04

2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04

2021-05-04

1015AM
0203PM

0445AM
1239PM
0625AM

1143AM

0759AM
1144AM
1009PM
0932AM

0909AM
0839PM
0818PM

1036PM
0425PM
1021AM

1045AM
1037AM

1156AM
0320PM
0826AM
1259PM

0757PM
1159PM
1108AM
0742PM

1247AM

Depar t nent

Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment

Depar t ment
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Process

Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process

Process
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Task Detail Report
Accept Finished iWD Hold
Ti me Ti me Ti nme
(Fnt) (Fnt) (Fnt)
00: 00: 35 00: 01: 26 00: 00: 00
00: 00: 35 00: 01: 27 00: 00: 00

00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 26 00: 00: 00
00: 00: 35 00: 01: 21 00: 00: 00
00: 39: 05 00: 39: 53 00: 00: 00

00: 00: 00
00: 40: 50 00: 41: 37 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
00: 00: 35 00: 01: 16 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00

00: 00: 00
00: 14: 26 00:15: 14 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
00: 00: 35 00: 01: 21 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 25 00: 00: 00
00: 19: 35 00: 20: 24 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 18: 31 00:19: 24 00: 00: 00
00: 00: 35 00: 01: 18 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
01:21: 09 01:21:53 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
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Handl e

Tine

(Fnt)

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

46

00
00
46
41
43
00
42
00
44
43
44
36
00
43
43

00
43
a4
41
00
45
44
00
40
43
48
38
00
43
40

39
00
40



Task Detail Report

Last
. q eue q Last
. Interaction Task Capture Sol ution Capture Q Medi a S St atus I's I's
Due Date Tine 'D Event 'D Nare Point Name Queue Queue Type Tar get Channel Category Priority Nane Final Held Agent
D Nanme Nane
2021- 05- 04 0812PM itx004366 39703 ext 004366 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 2 Unknown 80 Conpleted 1 0 Agent
2021- 05-04 0815PM it x004235 38560 ext 004235 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 70 Conpleted 1 0 Agent
i tx003921 35437 ext 003921 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 40 Queued 0 0
2021- 05- 04 0817AM
i tx004151 37550 ext 004151 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 60 Conpleted 1 0 Agent
2021- 05- 04 0821AM it x004408 40273 ext 004408 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 40 Conpleted 1 0 Agent
i tx003884 35090 ext 003884 TEST_SOLUTION capture_point2 iW> _Queued InteractionQueue iWD_New channel 5 Unknown 60 Conpleted 1 0 Agent
2021- 05- 04 0822AM
i tx004312 39033 ext 004312 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 1  Unknown 80 Conpleted 1 0 Agent
2021- 05- 04 0822PM itx004324 39080 ext 004324 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 2 Unknown 60 Conpleted 1 0 Agent
2021- 05- 04 0827AM i tx004110 37190 ext 004110 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 90 Conpleted 1 0 Agent
2021- 05- 04 0828PM it x004039 36537 ext 004039 TEST_SOLUTION capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 110 Queued 0 0
2021- 05-04 0831PM it x004247 38440 ext 004247 TEST_SOLUTI ON capture_pointl iWD_Queued |InteractionQueue iWD_New channel 3 Unknown 50 Conpleted 1 0 Agent
2021- 05- 04 0835AM it x004277 38700 ext 004277 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 110 Conpleted 1 0 Agent
2021- 05- 04 0835PM it x004169 37700 ext 004169 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 100 Conpleted 1 0 Agent
2021- 05- 04 0836PM itx004162 37640 ext 004162 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 50 Conpleted 1 0 Agent
2021- 05- 04 0843PM itx004401 39750 ext 004401 TEST_SOLUTION capture_pointl iWD Queued InteractionQueue iWD_New channel 1 Unknown 80 Conpleted 1 0 Agent
2021- 05- 04 0844PM it x003897 35220 ext 003897 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 40 Conpleted 1 0 Agent
2021- 05- 04 0846AM it x003934 35936 ext 003934 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 60 Conpleted 1 0 Agent
2021- 05-04 0847AM it x004231 38300 ext 004231 TEST_SOLUTION capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 60 Conpleted 1 0 Agent
2021- 05-04 0847PM itx004353 39330 ext 004353 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 2 Unknown 60 Conpleted 1 0 Agent
2021- 05-04 0849PM it x003870 34980 ext 003870 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 4 Unknown 70 Conpleted 1 0 Agent
2021- 05- 04 0852AM it x004293 38827 ext 004293 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 90 Queued 0 0
2021- 05- 04 0852PM it x004403 39767 ext 004403 TEST_SOLUTION capture_pointl iWD _Queued InteractionQueue iWD_New channel 2 Unknown 140 Queued 0 0
i tx003811 34417 ext 003811 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 90 Queued 0 0
2021- 05- 04 0855AM
i tx004081 36910 ext 004081 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 4  Unknown 50 Conpleted 1 0 Agent
i tx004109 37177 ext 004109 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 2 Unknown 130 Queued 0 0
2021- 05- 04 0855PM
i tx004271 38657 ext 004271 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 100 Queued 0 0
2021- 05- 04 0856PM it x004099 37087 ext 004099 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 50 Queued 0 0
i tx003832 34597 ext 003832 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 2 Unknown 70 Queued 0 0
2021- 05- 04 0859PM
i tx003958 35790 ext 003958 TEST_SOLUTION capture_pointl iWD _Queued InteractionQueue iWD_New channel 5 Unknown 70 Conpleted 1 0 Agent
2021- 05-04 0901PM itx003963 35840 ext 003963 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 5 Unknown 70 Conpleted 1 0 Agent
i tx004256 38520 ext 004256 TEST_SOLUTION capture_point2 iWD Queued InteractionQueue iWD_New channel 2 Unknown 60 Conpleted 1 0 Agent
2021- 05- 04 0902PM
i tx004385 39610 ext 004385 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 4 Unknown 50 Conpleted 1 0 Agent
2021- 05- 04 0903PM it x003804 34360 ext 003804 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 50 Conpleted 1 0 Agent
2021- 05- 04 0904AM it x004232 38510 ext 004232 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 50 Conpleted 1 0 Agent
2021- 05- 04 0905PM it x004044 36590 ext 004044 TEST_SOLUTION capture_pointl iWD_Queued |InteractionQueue iWD_New channel 4  Unknown 100 Conpleted 1 0 Agent
2021- 05- 04 0908PM it x003749 33880 ext 003749 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 90 Conpleted 1 0 Agent
2021- 05- 04 0909PM it x003923 35460 ext 003923 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 80 Conpleted 1 0 Agent
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Resul t
Code
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Cust oner
ID

Cust oner 5
Cust oner 5
Cust oner 4
Cust oner 2
Cust oner 1
Cust oner 1
Cust oner 1
Cust oner 5
Cust oner 5
Cust oner 3
Cust oner 3
Cust oner 1
Cust oner 1
Cust oner 1
Cust oner 4
Cust oner 2
Cust oner 3
Cust oner 2
Cust oner 5
Cust oner 2
Cust oner 2
Cust oner 5
Cust oner 3
Cust oner 5
Cust oner 4
Cust oner 5
Cust oner 2
Cust oner 4
Cust oner 5
Cust oner 2
Cust oner 4
Cust oner 4
Custoner 1
Cust oner 5
Custoner 1
Cust oner 4

Cust oner 2

Cust oner
Segnent

SI LVER
SI LVER
SI LVER
SI LVER
SI LVER
SI LVER
SI LVER
BRONZE
SI LVER
BRONZE
GOLD

SI LVER
BRONZE

SI LVER
BRONZE
BRONZE
SI LVER
GLD

SI LVER
SI LVER
GOLD

GOLD

BRONZE
SI LVER
BRONZE
BRONZE

Product

Service
Moni tori ng
Moni t ori ng
Service
Noti fication
Moni t ori ng
Service
Moni tori ng
Moni t ori ng
Notification
Moni tori ng
Service
Moni t ori ng
Service
Service
Moni t ori ng
Service
Service
Service
Moni tori ng
Moni t ori ng
Moni t ori ng
Service
Service
Noti fication
Service
Moni tori ng
Service
Service
Moni tori ng
Moni t ori ng
Service
Moni tori ng
Service
Service
Moni tori ng

Moni t ori ng

Product Subtype

Agent advi sory
Recordi ng service

Recordi ng service

Language transl ation
Product description

Profanity detection

Agent advi sory

Sentiment anal ysis

Profanity detection

News feed

Profanity detection

Escal ation

Sentinent anal ysis

Language translation

Agent advi sory
Recordi ng service
Agent advi sory
Escal ati on

Agent advi sory
Sentinent anal ysis

Recording service

Profanity detection

Language translation

Agent advi sory
News feed

Agent advi sory
Sentinent anal ysis
Escal ation

Escal ation
Sentinment anal ysis
Sentiment anal ysis

Agent advi sory

Profanity detection

Escal ati on

Agent advisory

Profanity detection

Sentiment anal ysis

Medi a
Type
wor ki t em
wor ki t em
wor ki tem
wor ki t em
wor ki tem

emai |
emai |
wor ki tem
wor ki tem
emai |
wor ki t em
wor ki tem
wor ki tem
wor ki tem
emai |
enai |
wor ki t em
emai |
wor ki tem
wor ki t em
emai |
emai |
emai |
emai |
wor ki tem
emai |
wor ki t em
emai |
emai |
emai |
emai |
wor ki tem
wor ki t em
emai |
emai |
wor ki t em

emai |

Task Detail Report

Interaction
Type

I nbound

Qut bound
Qut bound
Qut bound
Qut bound
I nbound

Qut bound
Qut bound
I nbound

Qut bound
Qut bound
Qut bound
| nbound

I nbound

Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
I nbound

I nbound

Qut bound
I nbound

Qut bound
Qut bound
Qut bound
I nbound

Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
I nbound

I nbound

Interaction
Subt ype

I nboundNew
Qut boundACK
Qut boundRepl y
Qut boundACK
Qut boundRepl y
I nboundNew
Qut boundNew
Qut boundRepl y
I nboundNew
Qut boundRepl y
Qut boundNew
Qut boundNew

I nboundTest

I nboundTest
Qut boundNew
Qut boundACK
Qut boundNew
Qut boundRepl y
Qut boundACK
Qut boundRepl y
Qut boundACK
Qut boundACK

I nboundTest

I nboundNew
Qut boundNew

I nboundTest
Qut boundACK
Qut boundACK
Qut boundACK

I nboundNew
Qut boundNew
Qut boundRepl y
Qut boundACK
Qut boundACK
Qut boundACK

I nboundTest

I nboundTest
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Sour ce Tenant

Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce

Sour ce

Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant

Tenant
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Sour ce
Process

Fraud
T
1T
Fraud
Fraud
1T
1T
T
1T
T
Fraud
Fraud
Fraud
T
1T
Fraud
Fraud
T
Fraud
1T
Fraud
1T
1T
Fraud
Fraud
Fraud
1T
1T
Fraud
T
1T
Fraud
Fraud
T
Fraud
Fraud

Fi nance

Source Process
Subt ype

Ban Request
Request

Access Request
Ban Request

Ban Request
Access Request
Request

Access Request
Request

Support Request
Ban Request

Ban Request
Account Checki ng
Support Request
Access Request
Account Checki ng
Account Checki ng
Access Request
Dupl i cate Account
Support Request
Account Checki ng
Support Request
Access Request
Ban Request
Account Checki ng
Dupl i cate Account
Support Request
Access Request
Account Checki ng
Access Request
Access Request
Dupl i cate Account
Account Checki ng
Support Request
Account Checki ng
Ban Request
Credit

Ski Il
ID

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Request ed

Agent
Nare

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Source Date

Tinme

2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05-03
2021-05-03
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05- 04
2021-05-03
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05-04
2021-05-03
2021-05-04
2021-05- 04
2021-05-03
2021- 05- 04
2021-05-03
2021-05-03

2021-05-03

0816AM
0553PM
0731AM
0856AM
0907PM
0220AM
1228PM
1147AM
0341AM
0516AM
0547PM
0631AM
0956AM
0732AM
0321PM
1140PM
0709PM
0531PM
0815AM
0158AM
0408PM
1118PM
0324PM
1219AM
0239AM
1142AM
1212PM
0247AM
0112AM
1038PM
0739PM
0939PM
0602PM
1216PM
1045PM
0708PM
0909PM



Create Date

Time

2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04

2021-05-04

1036PM
0850PM
0924AM
0455PM
1118PM
0848AM
0955PM
1011PM
0119PM
1107AM
0903PM
0919PM
0624PM
0551PM
1116PM
0904AM
0931AM
0834PM
1043PM
0820AM
0931PM
1127PM
0544AM
1153AM
0123PM
0918PM
1232PM
0704AM
0959AM
0953AM
0905PM
1109PM
0458AM
0845PM
1105AM
1218AM
0923AM

Source Due Date

Ti ne

2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04

2021-05-04

0812PM
0815PM
0817AM
0817AM
0821AM
0822AM
0822AM
0822PM
0827AM
0828PM
0831PM
0835AM
0835PM
0836PM
0843PM
0844PM
0846AM
0847AM
0847PM
0849PM
0852AM
0852PM
0855AM
0855AM
0855PM
0855PM
0856PM
0859PM
0859PM
0901PM
0902PM
0902PM
0903PM
0904AM
0905PM
0908PM
0909PM

Fini sh Date

Tine

2021-05- 04
2021-05- 04

2021-05- 04
2021- 05- 05
2021-05- 04
2021-05-04
2021-05- 04

2021-05-04

2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04

2021-05- 04

2021-05- 04
2021- 05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04

2021-05-04

1107PM
0917PM

0456PM
0133AM
0849AM
0959PM
1002PM
0120PM

0905PM
0920PM
0626PM
0552PM
1117PM
0906AM
1001AM
0836PM
1044PM
0816AM

1155AM

1001AM
0955AM
0907PM
1111PM
0459AM
0905PM
1106AM
0100AM
0924AM

Depar t nent

Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment

Depar t ment
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Process

Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process

Process
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Task Detail Report
Accept Finished iWD Hold
Ti me Ti me Ti nme
(Fnt) (Fnt) (Fnt)
00: 29: 58 00: 30: 42 00: 00: 00
00: 26: 22 00: 27: 07 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 17 00: 00: 00
02:14: 31 02:15:19 00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 02: 55 00: 03: 39 00: 00: 00
-1:49:54 -1:50: 45 00: 00: 00
00: 00: 35 00: 01: 25 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 00: 35 00: 01: 17 00: 00: 00
00: 00: 35 00: 01: 21 00: 00: 00
00: 00: 35 00: 01: 29 00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 00: 35 00: 01: 19 00: 00: 00
00: 29: 29 00: 30: 14 00: 00: 00
00: 00: 35 00: 01: 25 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
-1:55: 21 -1:56: 07 00: 00: 00

00: 00: 00

00: 00: 00

00: 00: 00
00: 00: 35 00:01: 17 00: 00: 00

00: 00: 00

00: 00: 00

00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
00: 00: 35 00: 01: 25 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
00: 00: 35 00: 01: 25 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
00: 18: 40 00:19: 30 00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 41: 31 00: 42: 17 00: 00: 00
00: 00: 35 00: 01: 16 00: 00: 00

18/48

Handl e

Tine

(Fnt)

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

39

00
37
43
40
39
46
45
00
40
37
41
49
43
39
40

44
41
00
00
00
37
00
00
00
00
42
45
42
45
42

40
41
36



Due Date

2021-05- 04

2021-05- 04

2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04

2021-05-04

2021-05-04

2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04

2021-05-04

Time

0918AM

0920AM

0922AM
0933PM
0935AM
0936AM
0940PM
0941PM
0947AM
0948AM
0950AM

0953AM

0954AM
0956AM
0956PM
1001PM
1005PM
1008AM
1008PM
1014AM
1016AM
1018AM
1022PM
1026PM
1028PM
1030AM
1031AM
1036PM
1037AM
1041PM
1044PM
1046AM
1048AM
1048PM

Interaction
ID

it x004083
i tx004158
it x004357
i tx003948
i tx004342
itx004411
i tx004213
i tx004373
it x004315
i tx004199
i tx003853
it x004407
i t x003850
i t x004036
it x004042
i tx003989
i tx003947
i tx004097
i t x003935
i tx003904
i tx003801
i tx004217
i tx003748
i tx003761
it x004290
i tx004337
i tx003903
i t x004050
i tx003919
i tx003928
i tx004197
i t x004084
it x004028
i tx004269
i tx004343
i tx004027

i t x004040

Last
Task
Event

I D

37290
37607
39367
35690
39230
39840
38117
39497
39316
37990
34797
39800
34767
36507
36570
36080
35680
37533
36040
35280
34327
38160
33827
33940
38807
40380
35267
36647
35540
35510
37970
36940
37240
38637
39237
36430
37133

Capture
ID

ext 004083
ext 004158
ext 004357
ext 003948
ext 004342
ext 004411
ext 004213
ext 004373
ext 004315
ext 004199
ext 003853
ext 004407
ext 003850
ext 004036
ext 004042
ext 003989
ext 003947
ext 004097
ext 003935
ext 003904
ext 003801
ext 004217
ext 003748
ext 003761
ext 004290
ext 004337
ext 003903
ext 004050
ext 003919
ext 003928
ext 004197
ext 004084
ext 004028
ext 004269
ext 004343
ext 004027

ext 004040

Sol ution
Nane

TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON

TEST_SOLUTI ON

Capt ure

Poi nt Nane

capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi

capt ur e_poi

ntl
ntl
ntl
nt2
nt2
ntl
nt2
ntl
nt3
nt3

nt3

ntl
ntl
nt2
ntl
nt3
ntl
nt3
nt3
nt3
nt3
ntl
nt3
nt2
nt2
nt2
nt3
nt3
nt3
nt3
ntl
nt2

ntl

nt2

nt2

Task Detail Report

Queue Queue

iWD_Queued Interacti
iW_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iW_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iW_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iW_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti

iWD_Queued Interacti

19/48

Type

onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue

onQueue

Queue
Tar get
Nanme
i WD_New
i WD_New
i WD_New
i \D_New
i WD_New
i VD_New
i WD_New
i WD_New
i \D_New
i WD_New
i \D_New
i WD_New
i WD_New
i WD_New
i VD_New
i WD_New
i WD_New
i \D_New
i WD_New
i WD_New
i WD_New
i VD_New
i WD_New
i WD_New
i \D_New
i WD_New
i WD_New
i WD_New
i WD_New
i WD_New
i VD_New
i WD_New
i WD_New
i WD_New
i WD_New
i \D_New

i WD_New

Medi a
Channel
channel 1
channel 4
channel 3
channel 2
channel 3
channel 5
channel 2
channel 2
channel 2
channel 1
channel 1
channel 1
channel 1
channel 5
channel 2
channel 5
channel 5
channel 2
channel 4
channel 4
channel 4
channel 1
channel 5
channel 5
channel 2
channel 2
channel 5
channel 2
channel 5
channel 4
channel 4
channel 5
channel 4
channel 1
channel 3
channel 3

channel 3

Cat egory

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Priority

70
50
100
80
70
60
60
80
50
90
110
60
60
30
120
100
90
110
50
130
90
70
70
50
90
110
80
110
80
130
90
50
140
90
70
70
50

St at us
Nane

Conpl et ed
Queued
Queued
Conpl et ed
Conpl et ed
Conpl et ed
Queued
Queued
Conpl et ed
Conpl et ed
Queued
Conpl et ed
Queued
Queued
Conpl et ed
Conpl et ed
Conpl et ed
Conpl et ed
Conpl et ed
Conpl et ed
Queued
Conpl et ed
Queued
Conpl et ed
Queued
Conpl et ed
Queued
Queued
Conpl et ed
Conpl et ed
Conpl et ed
Conpl et ed
Conpl et ed
Queued
Queued
Conpl et ed
Conpl et ed

I's
Fi nal

» B O O

o o »r

I's
Hel d

o|lo|o|o|o|o|o|o|o|o|o|o|]o|o|o|o|o|o|lo|lo|o|o|o|o|o|o|o|o|o|]o|o|o|o|o|o|o| o

Last

Agent
Nare

Agent

Agent
Agent
Agent

Agent
Agent

Agent

Agent
Agent
Agent
Agent
Agent
Agent

Agent

Agent

Agent

Agent

Agent

Agent

Agent
Agent

Agent
Agent

2

W W W o o

o w N



Resul t
Code

W OWw W W W W W W W W W W W W W W W W W W W W W W Ww W w ®w w w w w w w w w w

Cust oner
ID

Cust oner 5
Customer 1
Cust oner 3
Cust oner 3
Cust oner 1
Cust oner 1
Cust oner 1
Cust oner 1
Cust oner 5
Custoner 1
Cust oner 5
Cust oner 1
Cust oner 4
Cust oner 1
Cust oner 2
Cust oner 2
Cust oner 4
Cust oner 2
Cust oner 5
Cust oner 3
Cust oner 1
Cust oner 4
Cust oner 4
Cust oner 3
Cust oner 5
Cust oner 2
Cust oner 4
Cust oner 4
Cust oner 2
Cust oner 2
Cust oner 3
Custoner 1
Custoner 1
Cust oner 4
Cust oner 5
Cust oner 2

Cust oner 2

Cust oner
Segnent

BRONZE
BRONZE
BRONZE

SI LVER
SI LVER
GOLD
GLD
BRONZE
BRONZE
BRONZE
SI LVER
GOLD
GOLD

SI LVER
GaLD

SI LVER
SI LVER

Product

Notification

Service
Service
Moni tori
Moni tori
Moni tori
Service
Moni tori
Service
Moni tori
Moni tori
Service
Moni tori
Moni tori
Service
Moni tori
Moni tori
Service
Moni tori
Service
Service
Service
Moni tori
Service
Service
Moni tori
Moni tori
Service
Service
Moni tori
Moni tori
Moni tori
Service
Service
Service
Moni tori

Service

Product Subtype

News feed

Escal ati on

Agent advi sory
Sentinent anal ysis
Recording service
Profanity detection
Language translation
Profanity detection
Escal ati on
Profanity detection
Profanity detection
Agent advi sory
Sentinent anal ysis
Profanity detection
Escal ati on
Profanity detection
Profanity detection
Escal ati on
Sentiment anal ysis
Agent advi sory
Escal ation

Escal ati on
Profanity detection
Language translation
Escal ati on
Profanity detection
Sentinent anal ysis
Agent advi sory
Escal ation
Sentinment anal ysis
Profanity detection
Sentinment anal ysis
Agent advi sory
Agent advi sory
Agent advisory
Profanity detection

Escal ation

Medi a
Type
emai |
wor ki t em
wor ki tem
wor ki t em
wor ki tem
emai |
wor ki tem
wor ki tem
enai |
wor ki t em
emai |
wor ki tem
emai |
emai |
wor ki tem
enai |
emai |
wor ki t em
wor ki tem
emai |
emai |
emai |
wor ki tem
wor ki tem
wor ki tem
emai |
wor ki t em
emai |
wor ki tem
wor ki tem
emai |
wor ki tem
wor ki t em
emai |
wor ki tem
emai |

wor ki tem

Task Detail Report

Interaction
Type

I nbound
I nbound
I nbound
Qut bound
I nbound
Qut bound
Qut bound
Qut bound
I nbound
I nbound
I nbound
I nbound
| nbound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
I nbound
Qut bound
Qut bound
I nbound
Qut bound
Qut bound
Qut bound
I nbound
I nbound
I nbound
| nbound
I nbound
I nbound
Qut bound
I nbound
Qut bound
I nbound
Qut bound

I nbound

Interaction
Subt ype

I nboundTest

I nboundNew

I nboundNew
Qut boundNew

I nboundTest
Qut boundNew
Qut boundNew
Qut boundRepl y
I nboundTest

I nboundNew

I nboundNew

I nboundNew

I nboundTest
Qut boundNew
Qut boundACK
Qut boundNew
Qut boundRepl y
Qut boundNew

I nboundNew
Qut boundACK
Qut boundACK

I nboundTest
Qut boundACK
Qut boundRepl y
Qut boundRepl y
I nboundTest

I nboundNew

I nboundNew

I nboundNew

I nboundTest

I nboundNew
Qut boundACK

I nboundNew
Qut boundACK

I nboundTest
Qut boundNew

I nboundNew

20/48

Sour ce Tenant

Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce

Sour ce

Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant

Tenant

a A O P PO W N O M D BN R

R

W aN O h W W AR W N D ORE W W N ®

(S

Sour ce
Process

Fi nance
T
Fraud
Fraud
Fraud
IT
1T
T
1T
Fraud
1T
Fraud
IT
T
Fraud
Fraud
Fraud
Fraud
Fraud
Fraud
Fraud
Fraud
1T
T
Fraud
Fraud
1T
Fraud
Fraud
T
Fraud
1T
T
T
1T
Fraud

1T

Source Process
Subt ype

Credit

Support Request
Ban Request

Ban Request
Account Checki ng
Support Request
Access Request
Support Request
Access Request
Ban Request
Access Request
Account Checki ng
Access Request
Access Request
Ban Request
Account Checki ng
Dupl i cate Account
Ban Request
Ban Request
Ban Request
Ban Request
Ban Request
Access Request
Access Request
Account Checki ng
Account Checki ng
Access Request
Dupl i cate Account
Ban Request
Access Request
Ban Request
Access Request
Support Request
Support Request
Support Request
Ban Request

Access Request

Ski Il
ID

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Request ed

Agent
Nare

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Source Date

Tinme

2021-05-03
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021- 05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05-03
2021-05- 04
2021-05-03
2021-05-03
2021-05- 04
2021-05- 04
2021-05-03
2021-05- 04
2021-05-03
2021-05- 04
2021-05-04
2021-05-03
2021-05-03
2021- 05- 04
2021- 05- 04
2021-05- 04

2021-05- 04

0919PM
0431PM
1058AM
0927AM
1017AM
1104AM
0824AM
0642PM
0639PM
0436PM
0231AM
0200PM
0822AM
0728AM
1245AM
0323AM
0501AM
1251AM
1032AM
0652AM
1005PM
0549AM
1252PM
0108PM
1022AM
1023AM
0926PM
0618AM
0722PM
0444AM
0458PM
1009PM
1126PM
0658PM
0307PM
0804AM
0307AM



Create Date

Time

2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04

2021-05-04

1147AM
0529PM
1031PM
0940AM
1018PM
1124PM
0806PM
1048PM
0959PM
0747PM
0752AM
1128PM
0752AM
1054AM
1111AM
1017AM
0930AM
1227PM
0942AM
0902AM
0431AM
0819PM
1227AM
0115AM
0933PM
1021PM
0903AM
1103AM
0923AM
0923AM
0730PM
1158AM
1047AM
0922PM
1018PM
1056AM
1108AM

Source Due Date

Ti ne

2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04

2021-05-04

0918AM
0920AM
0920AM
0922AM
0933PM
0935AM
0936AM
0940PM
0941PM
0947AM
0948AM
0950AM
0953AM
0953AM
0953AM
0954AM
0956AM
0956PM
1001PM
1005PM
1008AM
1008PM
1014AM
1016AM
1018AM
1022PM
1026PM
1028PM
1030AM
1031AM
1036PM
1037AM
1041PM
1044PM
1046AM
1048AM
1048PM

Fini sh Date

Tine

2021-05- 04

2021-05- 04
2021-05-04

2021-05- 04

2021-05-04

2021- 05- 04

2021-05-04

2021-05- 04
2021- 05- 04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04

2021-05- 04

2021-05- 04

2021- 05- 05

2021-05- 04

2021-05-04

2021-05- 04

2021-05-04

2021-05- 04

2021-05- 04

2021-05-04

0238PM

0941AM
1020PM
1125PM

1018PM
0749PM

1130PM

1112AM
1018AM
0931AM
0454PM
1004AM
0903AM

0820PM

0117AM

0238AM

0919AM

0924AM

0731PM

1159AM
0201PM

1058AM
1258PM

Depar t nent

Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment

Depar t ment

N R R W W Rr N RN W N

N
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Process

Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process

Process

w A OO O W A OO O O N~ OO b WO OO 000 W wWw oo oo b DO W o NN O DN

Task Detail Report
Accept Finished iWD Hold
Ti me Ti me Ti nme
(Fnt) (Fnt) (Fnt)
02: 50: 24 02:51: 14 00: 00: 00

00: 00: 00
00: 00: 00
00: 00: 35 00: 01: 26 00: 00: 00
00: 00: 35 00: 01: 29 00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 00: 00
00: 00: 00
00: 18: 32 00:19: 21 00: 00: 00
00: 00: 35 00: 01: 25 00: 00: 00
00: 00: 00
00: 00: 35 00: 01: 17 00: 00: 00
00: 00: 00
00: 00: 00
00: 00: 35 00: 01: 18 00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 00: 35 00:01: 18 00: 00: 00
04: 26: 04 04:27:00 00: 00: 00
00: 21: 18 00: 21: 59 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
00: 00: 00
00: 00: 35 00: 01: 26 00: 00: 00
00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 00: 00
04:16: 37 04:17: 22 00: 00: 00
00: 00: 00
00: 00: 00
-1:54: 22 -1:55:15 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
00: 00: 35 00: 01: 18 00: 00: 00
00: 00: 35 00: 01: 21 00: 00: 00
03:13: 10 03:13:55 00: 00: 00
00: 00: 00
00: 00: 00
00: 00: 35 00: 01: 25 00: 00: 00
01: 48: 22 01:49: 14 00: 00: 00
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Handl e

Tine

(Fnt)

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

45
00
00
46
49
43
00
00
44
45
00
37
00
00
38
43
38
51
36
42
00
46
00
43
00
40
00
00
48
a4
38
a1
40
00
00
45
a7



Task Detail Report

Last
Due Date Tine L erlas:t ilon E-l\—/zsnkt CapItDure SOlN;:er Po(i:é:wat ul\rl;rre Queue Queue Type T%Jreguesi quzgirlgl Category Priority St,\stn:s Filnsal H:elsd Al_ga:esr:t
D Nanme Nane
2021- 05- 04 1051PM itx004279 38717 ext 004279 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 100 Queued 0 0
2021- 05-04 1052PM it x003767 34000 ext 003767 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 70 Conpleted 1 0 Agent
2021- 05- 04 1053AM it x004439 40110 ext 004439 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 50 Conpleted 1 0 Agent
i tx003825 34550 ext 003825 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 60 Conpleted 1 0 Agent
2021- 05- 04 1053PM
i tx003863 35993 ext 003863 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 50 Conpleted 1 0 Agent
2021- 05- 04 1057AM it x004364 39417 ext 004364 TEST_SOLUTION capture_pointl iWD Queued InteractionQueue iWD_New channel 5 Unknown 50 Queued 0 0
2021- 05-04 1058PM it x003815 34460 ext 003815 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 1  Unknown 80 Conpleted 1 0 Agent
2021- 05- 04 1059PM itx004228 38270 ext 004228 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 80 Conpleted 1 0 Agent
2021- 05- 04 1100PM it x004248 38450 ext 004248 TEST_SOLUTI ON capture_pointl iWD_Queued |InteractionQueue iWD_New channel 1 Unknown 130 Conpleted 1 0 Agent
2021- 05-04 1101AM itx003788 34197 ext 003788 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 90 Queued 0 0
2021- 05-04 1105PM itx003823 34520 ext 003823 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 50 Conpleted 1 0 Agent
2021- 05-04 1108AM itx004125 37310 ext 004125 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 110 Conpleted 1 0 Agent
2021-05-04 1114PM itx003941 35627 ext 003941 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 70 Queued 0 0
i tx003758 33910 ext 003758 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 110 Conpleted 1 0 Agent
2021- 05-04 1118PM itx003914 35933 ext 003914 TEST_SOLUTION capture_pointl iWD Queued InteractionQueue iWD_New channel 5 Unknown 60 Conpleted 1 0 Agent
i tx004101 37386 ext 004101 TEST_SOLUTION capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 20 Conpleted 1 0 Agent
2021-05-04 1119PM it x003956 35813 ext 003956 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 80 Conpleted 1 0 Agent
2021- 05-04 1121AM it x003909 35320 ext 003909 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 60 Conpleted 1 0 Agent
2021-05-04 1124PM itx004124 38380 ext 004124 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 30 Conpleted 1 0 Agent
2021-05-04 1126AM it x004091 37007 ext 004091 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 60 Queued 0 0
2021-05-04 1126PM it x004000 37403 ext 004000 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 1  Unknown 90 Conpleted 1 0 Agent
2021- 05-04 1129AM it x003795 34270 ext 003795 TEST_SOLUTION capture_point2 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 40 Conpleted 1 0 Agent
2021- 05-04 1133AM it x004140 37440 ext 004140 TEST_SOLUTION capture_point3 iWD_Queued InteractionQueue iWD_New channel 1  Unknown 90 Conpleted 1 0 Agent
2021- 05-04 1133PM itx004222 38210 ext 004222 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 50 Conpleted 1 0 Agent
2021- 05- 04 1134AM it x003799 34310 ext 003799 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 60 Conpleted 1 0 Agent
i tx003984 36043 ext 003984 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 40 Conpleted 1 0 Agent
2021- 05-04 1135PM it x004155 37590 ext 004155 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 90 Conpleted 1 0 Agent
i tx004252 38490 ext 004252 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 110 Conpleted 1 0 Agent
2021-05-04 1137AM it x004308 38950 ext 004308 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 50 Conpleted 1 0 Agent
2021- 05-04 1140PM itx003747 33817 ext 003747 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 80 Queued 0 0
2021- 05-04 1143AM it x003955 35760 ext 003955 TEST_SOLUTION capture_point2 iWD Queued InteractionQueue iWD_New channel 4  Unknown 60 Conpleted 1 0 Agent
i tx003933 35593 ext 003933 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 5 Unknown 100 Conpleted 1 0 Agent
2021-05-04 1148PM
i tx003940 35620 ext 003940 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 80 Conpleted 1 0 Agent
i tx003791 34230 ext 003791 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 90 Conpleted 1 0 Agent
2021-05-04 1154AM i t x004069 36820 ext 004069 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 80 Conpleted 1 0 Agent
2021- 05-04 1157PM it x003950 35707 ext 003950 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 80 Queued 0 0
2021- 05-04 1158AM it x004131 38750 ext 004131 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 70 Conpleted 1 0 Agent
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Resul t
Code
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Cust oner
ID

Cust oner 5
Cust oner 4
Cust oner 2
Cust oner 5
Cust oner 2
Cust oner 1
Cust oner 2
Cust oner 3
Cust oner 3
Cust oner 3
Cust oner 2
Cust oner 1
Cust oner 1
Cust oner 3
Cust oner 3
Cust oner 2
Cust oner 3
Cust oner 5
Cust oner 5
Cust oner 4
Cust oner 1
Cust oner 1
Cust oner 5
Cust oner 5
Custoner 1
Cust oner 3
Cust oner 3
Cust oner 5
Cust oner 4
Cust oner 5
Cust oner 4
Cust oner 3
Cust oner 5
Customer 1
Cust oner 2
Cust oner 1

Custoner 1

Cust oner
Segnent

GOLD
SI LVER

SI LVER
BRONZE
SI LVER
BRONZE
GLD

SI LVER
GLD

SI LVER
BRONZE
GOLD

GOLD

SI LVER
SI LVER
GLD

SI LVER
BRONZE
BRONZE
SI LVER
SI LVER
SI LVER
SI LVER
SI LVER
BRONZE
SI LVER
BRONZE
SI LVER
SI LVER
BRONZE
BRONZE
BRONZE
SI LVER

Product

Notification

Moni tori
Moni tori
Moni tori
Moni tori
Service
Moni tori
Moni tori
Moni tori
Moni tori
Service
Service
Moni tori
Service
Moni tori
Moni tori
Moni tori
Moni tori
Moni tori
Service
Service
Moni tori
Service
Service
Moni tori
Service
Moni tori
Moni tori
Service
Service
Service
Moni tori
Moni tori
Service
Service
Moni tori

Service

ng
ng
ng
ng

Product Subtype

News feed

Sentinent anal ysis
Profanity detection
Profanity detection
Sentiment anal ysis
Escal ati on
Sentiment anal ysis
Sentiment anal ysis
Profanity detection
Recordi ng service
Escal ation

Agent advi sory
Sentinent anal ysis
Escal ation

Recordi ng service
Profanity detection
Profanity detection
Sentinent anal ysis
Sentiment anal ysis
Escal ation

Escal ation
Profanity detection
Agent advi sory
Escal ati on
Profanity detection
Language translation
Sentinent anal ysis
Profanity detection
Agent advi sory
Agent advi sory
Agent advi sory
Sentinment anal ysis
Recording service
Escal ati on

Language translation
Sentinent anal ysis

Agent advisory

Medi a
Type
wor ki t em

emai |
emai |
emai |
wor ki tem
wor ki t em
emai |
emai |
enai |
emai |
emai |
emai |
wor ki tem
emai |
emai |
enai |
wor ki t em
wor ki t em
wor ki tem
wor ki t em
wor ki tem
wor ki t em
emai |
emai |
wor ki tem
emai |
emai |
wor ki tem
wor ki tem
emai |
wor ki t em
wor ki tem
emai |
wor ki t em
wor ki tem
wor ki t em

wor ki tem

Task Detail Report

Interaction
Type

I nbound
I nbound
I nbound
Qut bound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
Qut bound
Qut bound
I nbound
| nbound
Qut bound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
Qut bound
Qut bound
I nbound
Qut bound
Qut bound

Qut bound

Interaction
Subt ype

I nboundNew

I nboundTest

I nboundTest
Qut boundRepl y
Qut boundACK

I nboundTest
Qut boundACK

I nboundTest
Qut boundRepl y
Qut boundRepl y
Qut boundACK

I nboundNew

I nboundNew
Qut boundACK
Qut boundACK

I nboundNew
Qut boundNew

I nboundTest
Qut boundRepl y
I nboundNew
Qut boundRepl y
I nboundTest
Qut boundRepl y
I nboundTest
Qut boundNew

I nboundTest
Qut boundRepl y
I nboundNew
Qut boundRepl y
I nboundNew
Qut boundACK
Qut boundRepl y
Qut boundACK

I nboundNew
Qut boundNew
Qut boundACK

Qut boundACK

23/48

Sour ce Tenant

Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce

Sour ce

Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant

Tenant
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Sour ce
Process

T
Fraud
Fraud
1T
1T
IT
1T
Fraud
Fraud
Fraud
Fraud
1T
Fraud
T
IT
1T
T
T
1T
1T
1T
IT
1T
Fraud
Fraud
T
Fraud
1T
IT
T
Fraud
1T
Fraud
Fraud
Fraud
1T

Fraud

Source Process
Subt ype

Access Request
Ban Request

Ban Request
Access Request
Support Request
Support Request
Access Request
Dupl i cate Account
Ban Request

Ban Request

Ban Request
Access Request
Ban Request
Access Request
Support Request
Access Request
Support Request
Access Request
Access Request
Support Request
Access Request
Access Request
Access Request
Account Checki ng
Ban Request
Support Request
Ban Request
Access Request
Access Request
Access Request
Ban Request
Access Request
Dupl i cate Account
Account Checki ng
Account Checki ng
Support Request

Ban Request

Ski Il
ID

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Request ed

Agent
Nare

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Source Date

Tinme

2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05-03
2021-05- 04
2021-05-03
2021-05-04
2021-05- 04
2021-05- 04
2021-05-03
2021-05- 04
2021-05-03
2021-05-03
2021-05-04
2021- 05- 04
2021-05-03
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05-03
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05-04
2021-05-03
2021-05-04
2021-05-03
2021-05-04
2021-05-03
2021- 05- 04
2021-05- 04

2021-05- 04

0853PM
0152AM
1028PM
0533AM
0709PM
0810AM
0739PM
1107AM
0517PM
0429AM
0937PM
1211AM
1040PM
0614PM
0733AM
0302AM
0829PM
0451AM
1258AM
1047AM
0400AM
0224PM
0522AM
1204PM
0208AM
1040AM
0123PM
0345PM
0838AM
0759PM
0741AM
0832PM
0710AM
1101PM
0117AM
1022AM
0250AM



Create Date

Time

2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04

2021-05-04

0921PM
0151AM
1156PM
0635AM
0805AM
1042PM
0553AM
0840PM
0906PM
0344AM
0643AM
0236PM
0941AM
0105AM
0923AM
1234PM
0947AM
0913AM
0230PM
1154AM
1018AM
0409AM
0355PM
0824PM
0441AM
1013AM
0503PM
0901PM
0952PM
1209AM
0959AM
0940AM
0933AM
0347AM
1141AM
0939AM
0300PM

Source Due Date

Ti ne

2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04

2021-05-04

1051PM
1052PM
1053AM
1053PM
1053PM
1057AM
1058PM
1059PM
1100PM
1101AM
1105PM
1108AM
1114PM
1118PM
1118PM
1118PM
1119PM
1121AM
1124PM
1126AM
1126PM
1129AM
1133AM
1133PM
1134AM
1135PM
1135PM
1135PM
1137AM
1140PM
1143AM
1148PM
1148PM
1154AM
1154AM
1157PM
1158AM

Fini sh Date

Tine

2021-05- 04
2021- 05- 04
2021-05- 04

2021-05-04

2021-05-04
2021-05- 04

2021-05-04

2021-05- 04

2021-05-04

2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04

2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04

2021-05- 04

2021-05- 04
2021- 05- 04
2021-05- 04
2021-05- 04
2021- 05- 04

2021-05-04

0152AM
1158PM
0646AM
1006AM

0546AM
0841PM
0907PM

0644AM
0237PM

0106AM
1014AM
0337PM
0958AM
0914AM
0906PM

0341PM
0411AM
0357PM
0826PM
0442AM
1006AM
0504PM
0902PM
0954PM

1000AM
0937AM
0934AM
0348AM
1142AM

0939PM

Depar t nent

Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment

Depar t ment
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Process

Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process

Process
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Task Detail Report

Accept Finished iWD Hold

Ti ne Tine Tinme
(Fnt) (Fnt) (Fnt)
00: 00: 00

00: 00: 35 00:01: 18 00: 00: 00
00: 00: 35 00: 01: 28 00: 00: 00
00: 10: 34 00:11: 20 00: 00: 00
02: 00: 25 02:01:11 00: 00: 00

00: 00: 00
-1:52: 36 -1:53: 27 00: 00: 00
00: 00: 35 00:01: 18 00: 00: 00
00: 00: 35 00: 01: 19 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 00: 35 00: 01: 18 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 21 00: 00: 00
00: 50: 19 00:51: 01 00: 00: 00
03:02: 23 03: 03: 05 00: 00: 00
00: 10: 15 00: 10: 58 00: 00: 00
00: 00: 35 00: 01: 26 00: 00: 00
06: 35: 07 06: 35: 52 00: 00: 00

00: 00: 00
05: 21: 59 05: 22: 45 00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 00: 35 00: 01: 25 00: 00: 00
00: 00: 35 00: 01: 18 00: 00: 00
-1:52:18 -1:53:06 00: 00: 00
00: 00: 35 00:01: 14 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
-1:56: 18 -1:57: 07 00: 00: 00
00: 00: 35 00:01: 21 00: 00: 00
00: 00: 35 00: 01: 21 00: 00: 00
00: 00: 35 00: 01: 25 00: 00: 00

00: 00: 00
06: 37: 36 06: 38: 31 00: 00: 00
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Handl e

Tine

(Fnt)

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

00
38
48
41
41
00
46
38
39
00
40
38
00
a1
37
37
38

40
00
a1
43
43
45
38
43
34
44
43
00
42
44
41

45
00
50



Task Detail Report

Last
Due Date Tine L erlas:t ilon E-l\—/zsnkt CapItDure SOlN;:er Po(i:é:wat ul\rl;rre Queue Queue Type T%Jreguesi quzgirlgl Category Priority St,\stn:s Filnsal H:elsd Al_ga:esr:t
D Nanme Nane

2021- 05-04 1202PM itx004182 37827 ext 004182 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 100 Queued 0 0
2021- 05-04 1204PM itx004115 37323 ext 004115 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 60 Conpleted 1 0 Agent
2021- 05-04 1205PM itx003778 34110 ext 003778 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 90 Conpleted 1 0 Agent
2021- 05-04 1209PM it x004068 36807 ext 004068 TEST_SOLUTI ON capture_pointl iWD _Queued InteractionQueue iWD_New channel 5 Unknown 100 Queued 0 0
2021-05-04 1218PM itx004224 38230 ext 004224 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 130 Conpleted 1 0 Agent
2021- 05-04 1228PM itx003951 35720 ext 003951 TEST_SOLUTION capture_pointl iWD _Queued InteractionQueue iWD_New channel 2 Unknown 140 Conpleted 1 0 Agent
2021- 05-04 1230AM it x003888 35127 ext 003888 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 1  Unknown 90 Queued 0 0

i tx003911 35340 ext 003911 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 70 Conpleted 1 0 Agent
2021- 05-04 1232AM

i tx004119 37260 ext 004119 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 4  Unknown 70 Conpleted 1 0 Agent
2021- 05-04 1238PM itx004304 38930 ext 004304 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 110 Conpleted 1 0 Agent
2021- 05-04 1258PM itx003773 34116 ext 003773 TEST_SOLUTION capture_point2 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 30 Conpleted 1 0 Agent

i tx003898 35693 ext 003898 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 60 Conpleted 1 0 Agent
2021- 05- 05 0103AM

i tx004278 38773 ext 004278 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 100 Conpleted 1 0 Agent
2021- 05- 05 0103PM it x004390 39733 ext 004390 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 5 Unknown 40 Conpleted 1 0 Agent
2021- 05-05 0106PM it x004207 38067 ext 004207 TEST_SOLUTION capture_point2 iW> _Queued InteractionQueue iWD_New channel 4  Unknown 60 Queued 0 0
2021- 05-05 0110AM it x003844 34710 ext 003844 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 100 Conpleted 1 0 Agent
2021- 05-05 0117AM it x003945 35667 ext 003945 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 100 Queued 0 0
2021- 05-05 0121AM it x003842 34690 ext 003842 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 70 Conpleted 1 0 Agent
2021- 05-05 0122AM it x004238 38357 ext 004238 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 130 Queued 0 0
2021- 05-05 0123AM it x004210 38090 ext 004210 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 50 Conpleted 1 0 Agent
2021- 05-05 0124PM it x004246 38427 ext 004246 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 110 Queued 0 0

i tx004021 36380 ext 004021 TEST_SOLUTION capture_pointl iWD Queued InteractionQueue iWD_New channel 4  Unknown 120 Conpleted 1 0 Agent
2021-05-05 0127PM i tx004144 37480 ext 004144 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 5 Unknown 100 Conpleted 1 0 Agent
2021- 05- 05 0130AM it x004026 36420 ext 004026 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 70 Conpleted 1 0 Agent
2021- 05- 05 0138AM i tx004176 37770 ext 004176 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 110 Conpleted 1 0 Agent
2021- 05-05 0140PM it x004360 39613 ext 004360 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 1 Unknown 120 Conpleted 1 0 Agent

i tx003992 36110 ext 003992 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 70 Conpleted 1 0 Agent
2021- 05-05 0142AM

i tx004046 36610 ext 004046 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 80 Conpleted 1 0 Agent
2021- 05-05 0144PM itx004188 37877 ext 004188 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 100 Queued 0 0
2021- 05- 05 0146AM it x003769 34020 ext 003769 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 2 Unknown 100 Conpleted 1 0 Agent
2021- 05- 05 0146PM itx003857 34840 ext 003857 TEST_SOLUTION capture_point2 iW> Queued InteractionQueue iWD_New channel 3 Unknown 50 Conpleted 1 0 Agent
2021- 05- 05 0153PM it x004008 36879 ext 004008 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 90 Conpleted 1 0 Agent
2021- 05- 05 0202AM itx004121 37280 ext 004121 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 90 Conpleted 1 0 Agent
2021- 05- 05 0205AM it x004432 40040 ext 004432 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 1 Unknown 80 Conpleted 1 0 Agent
2021- 05- 05 0206AM it x004154 37580 ext 004154 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 1  Unknown 70 Conpleted 1 0 Agent
2021- 05-05 0206PM it x004341 39220 ext 004341 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 4  Unknown 60 Conpleted 1 0 Agent
2021- 05-05 0207PM it x004258 38673 ext 004258 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 5 Unknown 40 Conpleted 1 0 Agent
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Cust oner
ID

Cust oner 5
Cust oner 2
Cust oner 2
Cust oner 3
Cust oner 4
Cust oner 2
Cust oner 4
Cust oner 1
Cust oner 2
Cust oner 2
Cust oner 1
Cust oner 5
Cust oner 1
Cust oner 3
Cust oner 4
Cust oner 2
Cust oner 4
Cust oner 2
Cust oner 4
Cust oner 2
Cust oner 5
Cust oner 4
Cust oner 3
Cust oner 4
Cust oner 3
Cust oner 5
Cust oner 3
Cust oner 1
Cust oner 3
Cust oner 5
Cust oner 2
Cust oner 5
Cust oner 2
Cust oner 3
Cust oner 3
Cust oner 5

Custoner 1

Cust oner
Segnent

GOLD

BRONZE
SI LVER
GOLD

GOLD

BRONZE
SI LVER
BRONZE
SI LVER
BRONZE
GOLD

BRONZE
SI LVER

SI LVER
SI LVER
BRONZE
GLD

SI LVER
SI LVER
SI LVER
BRONZE
GOLD

SI LVER
SI LVER
BRONZE
GLD

GOLD

Product

Moni tori
Service
Service
Moni tori
Service
Service
Moni tori
Moni tori
Moni tori
Moni tori
Service
Service
Service
Service
Moni tori
Moni tori
Service
Moni tori
Moni tori

Service

Unspeci fied

Service
Moni tori
Moni tori
Moni tori

Service

Unspeci fi ed

Service
Service
Moni tori
Moni tori
Service
Moni tori
Moni tori
Moni tori
Moni tori

Moni tori

Product Subtype

Recordi ng service
Escal ati on

Agent advi sory
Profanity detection
Escal ation

Agent advi sory
Profanity detection
Profanity detection
Sentinent anal ysis
Sentiment anal ysis
Escal ation

Escal ation

Agent advi sory

Escal ation

Profanity detection
Sentinment anal ysis
Language translation
Sentinent anal ysis
Profanity detection
Escal ation

Unspeci fied

Escal ati on

Profanity detection
Profanity detection
Profanity detection
Escal ation

Unspeci fied

Agent advi sory

Escal ation

Sentinment anal ysis
Profanity detection
Escal ati on
Recording service
Recordi ng service
Profanity detection
Profanity detection

Sentiment anal ysis

Medi a
Type
emai |
wor ki t em
emai |
emai |
emai |
emai |
emai |
wor ki tem
enai |
wor ki t em
wor ki t em
wor ki tem
emai |
wor ki tem
emai |
enai |
wor ki t em
emai |
emai |
wor ki t em
emai |
wor ki t em
wor ki tem
emai |
enai |
emai |
wor ki t em
emai |
emai |
emai |
wor ki t em
enai |
wor ki t em
wor ki t em
emai |
emai |

wor ki tem

Task Detail Report

Interaction
Type

I nbound
Qut bound
Qut bound
Qut bound
I nbound
I nbound
Qut bound
Qut bound
I nbound
Qut bound
Qut bound
Qut bound
| nbound
I nbound
I nbound
I nbound
Qut bound
I nbound
Qut bound
Qut bound
Qut bound
I nbound
Qut bound
Qut bound
I nbound
I nbound
Qut bound
Qut bound
| nbound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound

I nbound

Interaction
Subt ype

I nboundNew
Qut boundRepl y
Qut boundRepl y
Qut boundACK

I nboundTest

I nboundNew
Qut boundACK
Qut boundRepl y
I nboundTest
Qut boundNew
Qut boundACK
Qut boundRepl y
I nboundTest

I nboundNew

I nboundTest

I nboundTest
Qut boundACK

I nboundNew
Qut boundNew
Qut boundNew
Qut boundACK

I nboundNew
Qut boundNew
Qut boundNew

I nboundTest

I nboundNew
Qut boundRepl y
Qut boundACK

I nboundTest
Qut boundRepl y
Qut boundACK
Qut boundRepl y
Qut boundNew
Qut boundACK
Qut boundNew
Qut boundNew

I nboundTest
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Sour ce Tenant

Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce

Sour ce

Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant

Tenant
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Sour ce
Process

Fraud
Fraud
1T
Fraud
1T
IT
1T
Fraud
1T
T
1T
1T
Fraud
Fraud
IT
1T
T
Fraud
Fraud
1T
1T
IT
1T
Fraud
1T
Fraud
Fraud
1T
IT
T
Fraud
Fraud
Fi nance
T
1T
1T
1T

Source Process
Subt ype

Dupl i cate Account
Account Checki ng
Access Request
Ban Request
Support Request
Support Request
Access Request
Ban Request
Access Request
Access Request
Access Request
Support Request
Ban Request

Ban Request
Support Request
Access Request
Support Request
Dupl i cate Account
Account Checki ng
Support Request
Support Request
Support Request
Access Request
Dupl i cate Account
Access Request
Ban Request

Ban Request
Support Request
Support Request
Support Request
Ban Request

Ban Request
Credit

Support Request
Support Request
Request

Access Request

Ski Il
ID

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Request ed

Agent
Nare

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Source Date

Tinme

2021-05-04
2021-05- 04
2021-05-03
2021- 05- 04
2021-05- 04
2021-05-03
2021-05-03
2021-05-04
2021-05-03
2021-05- 04
2021-05-03
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05-03
2021-05-04
2021-05-03
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05-03
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05-04
2021-05-03
2021-05-04
2021-05- 04
2021-05-04
2021- 05- 04
2021- 05- 04
2021-05- 04

2021-05- 04

0528PM
1114AM
0805PM
0532AM
0742AM
0915PM
0821PM
0628AM
1146PM
0637PM
0805PM
0236AM
0328PM
0206PM
0833AM
1059PM
0140AM
1146PM
0759AM
0628PM
0854PM
0900PM
1201PM
0149AM
0601PM
1124AM
0303AM
1032AM
0640AM
0321PM
0101AM
0106AM
0345AM
1007PM
1208PM
0512PM
0547PM



Create Date

Time

2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04

2021-05-04

0704PM
0149PM
0249AM
1134AM
0836PM
0943AM
0845AM
0911AM
0210PM
0949PM
0216AM
0905AM
0923PM
1109PM
0801PM
0739AM
0940AM
0717AM
0845PM
0806PM
0901PM
1049AM
0423PM
1057AM
0653PM
1034PM
1026AM
1110AM
0718PM
0213AM
0807AM
1038AM
0224PM
1156PM
0514PM
1017PM
0904PM

Source Due Date

Ti ne

2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05

2021- 05- 05

1202PM
1204PM
1205PM
1209PM
1218PM
1228PM
1230AM
1232AM
1232AM
1238PM
1258PM
0103AM
0103AM
0103PM
0106PM
0110AM
0117AM
0121AM
0122AM
0123AM
0124PM
0127PM
0127PM
0130AM
0138AM
0140PM
0142AM
0142AM
0144PM
0146AM
0146PM
0153PM
0202AM
0205AM
0206AM
0206PM
0207PM

Fini sh Date

Tine

2021-05- 04
2021- 05- 04

2021-05-04

2021-05- 04

2021-05- 04
2021-05-04
2021- 05- 04
2021-05- 04
2021-05-04
2021-05- 04

2021-05-04

2021-05-04

2021-05- 04

2021-05- 04

2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04

2021-05-04

2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04

2021-05-04

0247PM
0251AM

0837PM
0944AM

0912AM
0211PM
0951PM
0248AM
0936AM
0934PM
1125PM

0740AM

0718AM

0807PM

1050AM
0425PM
1058AM
0654PM
1114PM
1028AM
1111AM

0215AM
0808AM
1143AM
0226PM
1158PM
0516PM
1018PM
0929PM

Depar t nent

Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment

Depar t ment

PR NN NN N NN ® NN ®ONNRN P NN PRP P NMNNDNRPRPNRNPRNMNNPRP ®NN RPN

Process

Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process

Process
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Task Detail Report

Accept Finished iWD Hold

Ti ne Tine Tinme
(Fnt) (Fnt) (Fnt)
00: 00: 00

00: 57: 58 00: 58: 50 00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
00: 00: 35 00: 01: 21 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 31: 19 00:32: 03 00: 00: 00
00: 30: 30 00: 31: 20 00: 00: 00
00: 10: 30 00:11:18 00: 00: 00
00: 15: 12 00: 16: 01 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 21 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 39: 53 00: 40: 34 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
00: 00: 35 00: 01: 21 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
00: 00: 35 00: 01: 26 00: 00: 00
01: 05: 06 01: 05: 52 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
00: 00: 35 00: 01: 21 00: 00: 00
00: 00: 35 00:01: 21 00: 00: 00
00: 00: 35 00: 01: 26 00: 00: 00
00: 24: 40 00: 25: 30 00: 00: 00

27148

Handl e

Tine

(Fnt)

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

00

43
00
44
41
00
43
43
40
39
45
43
44
00
a1
00

00
40
00
43
42
40
43
36
42
a1
00
42
46
a1
44

41
46
45



Task Detail Report

Last
Due Date Tine L erlas:t ilon E-l\—/zsnkt CapItDure SOlN;:er Po(i:é:wat ul\rl;rre Queue Queue Type T%Jreguesi quzgirlgl Category Priority St,\stn:s Filnsal H:elsd Al_ga:esr:t
D Nanme Nane

2021- 05- 05 0209AM it x003881 35310 ext 003881 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 70 Conpleted 1 0 Agent
2021- 05-05 0211PM itx004149 37530 ext 004149 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 80 Conpleted 1 0 Agent
2021- 05- 05 0213AM it x003962 35830 ext 003962 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 100 Conpleted 1 0 Agent
2021- 05-05 0217PM it x003994 36130 ext 003994 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 60 Conpleted 1 0 Agent
2021- 05- 05 0226PM it x004260 38557 ext 004260 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 110 Queued 0 0

2021- 05- 05 0233PM itx003915 35377 ext 003915 TEST_SOLUTION capture_point2 iW>_Queued InteractionQueue iWD_New channel 1 Unknown 50 Queued 0 0

2021- 05- 05 0237AM itx004114 37220 ext 004114 TEST_SOLUTION capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 90 Conpleted 1 0 Agent
2021- 05-05 0237PM itx004387 39627 ext 004387 TEST_SOLUTI ON capture_point3 iWD_Queued |InteractionQueue iWD_New channel 3 Unknown 100 Queued 0 0

2021- 05- 05 0238AM it x003987 36060 ext 003987 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 120 Conpleted 1 0 Agent
2021- 05- 05 0240AM it x004016 36340 ext 004016 TEST_SOLUTI ON capture_pointl iWD_Queued |InteractionQueue iWD_New channel 5 Unknown 50 Conpleted 1 0 Agent
2021- 05- 05 0240PM it x003891 35160 ext 003891 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 70 Conpleted 1 0 Agent
2021- 05- 05 0241AM it x003781 34130 ext 003781 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 40 Conpleted 1 0 Agent
2021- 05- 05 0245AM it x004326 39313 ext 004326 TEST_SOLUTI ON capture_pointl iWD_Queued |InteractionQueue iWD_New channel 3 Unknown 80 Conpleted 1 0 Agent
2021- 05- 05 0253PM it x004070 36830 ext 004070 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 50 Conpleted 1 0 Agent
2021- 05- 05 0256AM it x004180 37807 ext 004180 TEST_SOLUTION capture_point3 iW> Queued InteractionQueue iWD_New channel 4  Unknown 90 Queued 0 0

2021- 05- 05 0257PM it x004209 38080 ext 004209 TEST_SOLUTION capture_point2 iWD_Queued InteractionQueue iWD_New channel 1  Unknown 100 Conpleted 1 0 Agent
2021- 05- 05 0302PM it x004200 38000 ext 004200 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 1 Unknown 90 Conpleted 1 0 Agent
2021- 05-05 0310PM itx004212 38110 ext 004212 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 80 Conpleted 1 0 Agent
2021- 05-05 0313PM itx004196 38163 ext 004196 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 4  Unknown 140 Conpleted 1 0 Agent
2021- 05-05 0317AM it x004416 39890 ext 004416 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 70 Conpleted 1 0 Agent
2021- 05- 05 0320AM it x004288 38840 ext 004288 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1  Unknown 110 Conpleted 1 0 Agent
2021- 05- 05 0320PM it x004426 39977 ext 004426 TEST_SOLUTION capture_pointl iWD Queued InteractionQueue iWD_New channel 1 Unknown 90 Queued 0 0

2021- 05- 05 0321AM it x004071 37053 ext 004071 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1  Unknown 90 Conpleted 1 0 Agent
2021- 05-05 0327AM itx004111 37197 ext 004111 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 100 Queued 0 0

2021- 05- 05 0327PM it x004409 39820 ext 004409 TEST_SOLUTI ON capture_point3 iWD_Queued |InteractionQueue iWD_New channel 2 Unknown 70 Conpleted 1 0 Agent
2021- 05- 05 0328AM it x004004 36230 ext 004004 TEST_SOLUTION capture_point2 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 80 Conpleted 1 0 Agent
2021- 05- 05 0328PM it x003957 35843 ext 003957 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 2 Unknown 50 Conpleted 1 0 Agent
2021- 05- 05 0329AM it x004428 39997 ext 004428 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 90 Queued 0 0

2021- 05-05 0329PM it x004019 36360 ext 004019 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 90 Conpleted 1 0 Agent
2021- 05- 05 0335AM it x004227 38257 ext 004227 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 5 Unknown 50 Queued 0 0

2021- 05- 05 0336PM it x004203 38030 ext 004203 TEST_SOLUTION capture_point3 iW) Queued InteractionQueue iWD_New channel 3 Unknown 10 Conpleted 1 0 Agent
2021- 05- 05 0339PM it x004435 40070 ext 004435 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 100 Conpleted 1 0 Agent
2021- 05- 05 0340AM it x003889 35343 ext 003889 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 3  Unknown 90 Conpleted 1 0 Agent
2021- 05- 05 0340PM itx004413 39860 ext 004413 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 2 Unknown 70 Conpleted 1 0 Agent
2021- 05- 05 0342PM it x004086 36960 ext 004086 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 110 Conpleted 1 0 Agent
2021- 05- 05 0346AM it x004423 39960 ext 004423 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 5 Unknown 50 Conpleted 1 0 Agent
2021- 05- 05 0348AM it x004420 39927 ext 004420 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 70 Queued 0 0
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Resul t
Code

W OWw W W W W W W W W W W W W W W W W W W W W W W Ww W w ®w w w w w w w w w w

Cust oner
ID

Custoner 1
Cust oner 4
Cust oner 2
Cust oner 2
Cust oner 1
Cust oner 4
Cust oner 5
Cust oner 2
Cust oner 3
Custoner 1
Cust oner 1
Cust oner 1
Cust oner 2
Cust oner 1
Cust oner 2
Cust oner 3
Cust oner 5
Cust oner 2
Cust oner 3
Cust oner 5
Cust oner 4
Cust oner 4
Cust oner 3
Cust oner 4
Cust oner 2
Custoner 1
Cust oner 3
Cust oner 5
Cust oner 4
Cust oner 5
Cust oner 4
Cust oner 3
Cust oner 5
Cust oner 2
Cust oner 4
Cust oner 4

Custoner 1

Cust oner
Segnent

SI LVER
SI LVER
SI LVER
GLD

BRONZE
SI LVER
GOLD

SI LVER
SI LVER
GOLD

SI LVER
GaLD

BRONZE
SI LVER
GLD

BRONZE
BRONZE
BRONZE
BRONZE
BRONZE
BRONZE
SI LVER
BRONZE
BRONZE

SI LVER
GOLD

SI LVER
SI LVER

Product

Moni tori
Moni tori
Moni tori
Moni tori
Service

Moni tori

Unspeci fied

Service
Service
Service
Moni tori
Moni tori
Moni tori
Moni tori
Moni tori
Moni tori
Service
Service
Service
Service
Service

Service

Noti fication

Service
Service

Service

Noti fication

Service
Moni tori
Service
Moni tori
Moni tori
Moni tori
Moni tori
Moni tori
Moni tori

Service

ng
ng
ng
ng

ng

ng

Product Subtype

Profanity detection
Profanity detection
Profanity detection
Sentinent anal ysis
Agent advisory
Sentiment anal ysis
Unspeci fied
Language translation
Escal ati on

Agent advi sory
Recordi ng service
Sentinment anal ysis
Sentinent anal ysis
Profanity detection
Sentiment anal ysis
Profanity detection
Agent advi sory
Escal ati on

Escal ation

Escal ation

Agent advisory
Agent advi sory

News feed

Agent advi sory
Escal ati on

Escal ation

News feed

Escal ation
Sentinent anal ysis
Agent advi sory
Profanity detection
Recordi ng service
Profanity detection
Sentinent anal ysis
Profanity detection
Sentinent anal ysis

Language translation

Medi a
Type
wor ki t em

emai |
wor ki tem
emai |
emai |
emai |
emai |
wor ki tem
wor ki tem
wor ki t em
emai |
wor ki tem
wor ki tem
emai |
emai |
enai |
wor ki t em
emai |
wor ki tem
emai |
emai |
emai |
wor ki tem
emai |
wor ki tem
emai |
emai |
wor ki tem
wor ki tem
wor ki tem
emai |
wor ki tem
emai |
wor ki t em
emai |
wor ki t em

emai |

Task Detail Report

Interaction
Type

Qut bound
Qut bound
I nbound
Qut bound
Qut bound
Qut bound
Qut bound
I nbound
I nbound
Qut bound
I nbound
I nbound
| nbound
Qut bound
Qut bound
I nbound
I nbound
I nbound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
I nbound
Qut bound
Qut bound
Qut bound
Qut bound
I nbound
Qut bound
Qut bound
Qut bound
I nbound
Qut bound
Qut bound

I nbound

Interaction
Subt ype

Qut boundNew
Qut boundNew

I nboundTest
Qut boundACK
Qut boundNew
Qut boundRepl y
Qut boundRepl y
I nboundTest

I nboundTest
Qut boundACK

I nboundTest

I nboundNew

I nboundNew
Qut boundNew
Qut boundRepl y
I nboundTest

I nboundTest

I nboundNew
Qut boundNew
Qut boundRepl y
Qut boundRepl y
Qut boundNew
Qut boundRepl y
Qut boundRepl y
I nboundNew
Qut boundRepl y
Qut boundNew
Qut boundRepl y
Qut boundNew

I nboundNew
Qut boundACK
Qut boundRepl y
Qut boundRepl y
I nboundTest
Qut boundACK
Qut boundACK

I nboundTest
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Sour ce Tenant

Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce

Sour ce

Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant

Tenant
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Sour ce
Process

Fraud
T
1T
Fraud
Fraud
Fraud
1T
Fraud
1T
T
1T
Fraud
Fraud
Fraud
IT
1T
Fraud
Fraud
1T
Fraud
1T
Fraud
1T
T
1T
T
Fraud
1T
Fraud
Fraud
Fraud
1T
Fraud
Fraud
Fraud
Fraud

Fraud

Source Process
Subt ype

Ban Request
Request

Access Request
Ban Request
Account Checki ng
Account Checki ng
Request

Dupl i cate Account
Access Request
Request

Access Request
Account Checki ng
Ban Request

Ban Request
Support Request
Support Request
Ban Request

Ban Request
Access Request
Dupl i cate Account
Access Request
Account Checki ng
Access Request
Access Request
Access Request
Support Request
Account Checki ng
Access Request
Ban Request
Account Checki ng
Ban Request
Access Request
Ban Request

Ban Request
Account Checki ng
Ban Request

Ban Request

Ski Il
ID

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Request ed

Agent
Nare

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Source Date

Tinme

2021-05-03
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05- 04
2021-05-03
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021- 05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-03
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-03
2021- 05- 04
2021- 05- 04
2021-05- 04

2021-05- 04

0951PM
0231PM
1222AM
0822AM
1120AM
0352AM
1157PM
1125PM
0416AM
0530AM
0615AM
0132AM
0850PM
1132AM
1127AM
0729PM
0338PM
1227PM
0732PM
1143PM
0914PM
0448PM
0945AM
1129PM
0725PM
0321AM
0137AM
0323PM
0231AM
0907PM
0809AM
0438PM
0724PM
0704PM
0129AM
0939AM
1048PM



Create Date

Time

2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04

2021-05-04

0838AM
0440PM
0947AM
1015AM
0910PM
0922AM
0153PM
1106PM
1007AM
1032AM
0858AM
0308AM
1001PM
1143AM
0704PM
0813PM
0746PM
0813PM
0737PM
1137PM
0943PM
1142PM
1137AM
0143PM
1122PM
1025AM
0951AM
1150PM
1038AM
0843PM
0747PM
1155PM
0847AM
1130PM
1149AM
1144PM
1135PM

Source Due Date

Ti ne

2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05

2021- 05- 05

0209AM
0211PM
0213AM
0217PM
0226PM
0233PM
0237AM
0237PM
0238AM
0240AM
0240PM
0241AM
0245AM
0253PM
0256AM
0257PM
0302PM
0310PM
0313PM
0317AM
0320AM
0320PM
0321AM
0327AM
0327PM
0328AM
0328PM
0329AM
0329PM
0335AM
0336PM
0339PM
0340AM
0340PM
0342PM
0346AM
0348AM

Fini sh Date

Tine

2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04

2021-05-04

2021-05-04
2021- 05- 04
2021-05- 04
2021-05-04
2021-05- 04

2021-05-04

2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04

2021-05-04

2021-05-04

2021-05-04
2021-05- 04
2021-05- 04

2021-05- 04

2021-05- 04
2021- 05- 04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04

0902AM
0442PM
0948AM
1016AM

0154PM

1009AM
1033AM
0859AM
0310AM
1027PM
1144AM

0815PM
0747PM
0814PM
0826PM
1138PM
0931PM

1217PM

1123PM
1026AM
0949AM

1040AM

0748PM
1157PM
0913AM
1131PM
1150AM
1145PM

Depar t nent

Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment

Depar t ment

BN NN PR WD W NN
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Process

Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process

Process
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Task Detail Report
Accept Finished iWD Hold
Ti me Ti me Ti nme
(Fnt) (Fnt) (Fnt)
00: 23: 25 00: 24: 10 00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00

00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 17 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 28 00: 00: 00
00: 00: 35 00:01: 21 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
00: 00: 35 00: 01: 25 00: 00: 00
00: 25: 01 00: 25: 48 00: 00: 00
00: 00: 35 00: 01: 25 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 00: 35 00: 01: 25 00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 48: 39 00: 49: 25 00: 00: 00
00: 00: 35 00: 01: 25 00: 00: 00
-1:47:15 -1:48: 05 00: 00: 00

00: 00: 00
00: 38: 33 00: 39: 18 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 17 00: 00: 00
00: 00: 35 00:01: 17 00: 00: 00
15174355 -1:58:37 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 26 00: 00: 00
00: 00: 35 00: 01: 28 00: 00: 00
00: 24: 57 00: 25: 49 00: 00: 00
00: 00: 35 00: 01: 25 00: 00: 00
00: 00: 35 00: 01: 25 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00

00: 00: 00
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Handl e

Tine

(Fnt)

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

40

40
42
00
00
37
00
48
41
44
45
42
45
00
40
45

41
45
45
00
40
00
37
37
37
00
42
00
46
48
47

45
44
00



Task Detail Report

Last
Due Date Tine L erlas:t ilon E-l\—/zsnkt CapItDure SOlN;:er Po(i:é:wat ul\rl;rre Queue Queue Type T%Jreguesi quzgirlgl Category Priority St,\stn:s Filnsal H:elsd Al_ga:esr:t
D Nanme Nane

2021- 05- 05 0351PM itx004391 39657 ext 004391 TEST_SOLUTI ON capture_point3 iWD_Queued |InteractionQueue iWD_New channel 3 Unknown 70 Queued 0 0
2021- 05- 05 0354AM it x003796 34403 ext 003796 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 90 Conpleted 1 0 Agent
2021- 05- 05 0357PM it x003982 36020 ext 003982 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 5 Unknown 50 Conpleted 1 0 Agent
2021- 05- 05 0358AM it x004412 40073 ext 004412 TEST_SOLUTI ON capture_pointl iWD _Queued InteractionQueue iWD_New channel 3 Unknown 130 Conpleted 1 0 Agent
2021- 05- 05 0359AM it x003890 35147 ext 003890 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1  Unknown 40 Queued 0 0
2021- 05- 05 0359PM itx004152 37560 ext 004152 TEST_SOLUTION capture_pointl iWD Queued InteractionQueue iWD_New channel 5 Unknown 70 Conpleted 1 0 Agent
2021- 05- 05 0405AM it x004298 38960 ext 004298 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 120 Conpleted 1 0 Agent
2021- 05- 05 0407PM itx004163 37650 ext 004163 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 40 Conpleted 1 0 Agent
2021- 05- 05 0409AM it x004280 39170 ext 004280 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 70 Conpleted 1 0 Agent

i tx004116 37237 ext 004116 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 40 Queued 0 0
2021- 05- 05 0410PM

i tx004161 37627 ext 004161 TEST_SOLUTION capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 80 Queued 0 0
2021- 05- 05 0413AM itx004171 38473 ext 004171 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1  Unknown 110 Conpleted 1 0 Agent
2021- 05-05 0416AM it x003783 34150 ext 003783 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 90 Conpleted 1 0 Agent
2021- 05- 05 0418AM itx004130 37596 ext 004130 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 1  Unknown 50 Conpleted 1 0 Agent
2021- 05- 05 0428PM it x004327 39100 ext 004327 TEST_SOLUTION capture_point2 iW> Queued InteractionQueue iWD_New channel 2 Unknown 100 Conpleted 1 0 Agent
2021- 05- 05 0435PM it x004285 38760 ext 004285 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 70 Conpleted 1 0 Agent
2021- 05- 05 0437AM it x004186 37860 ext 004186 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 90 Conpleted 1 0 Agent
2021- 05- 05 0439AM it x004219 38180 ext 004219 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 5 Unknown 60 Conpleted 1 0 Agent
2021- 05- 05 0441AM it x004060 36876 ext 004060 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 1  Unknown 110 Conpleted 1 0 Agent
2021- 05- 05 0445AM it x003866 34930 ext 003866 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 2 Unknown 70 Conpleted 1 0 Agent
2021- 05- 05 0445PM itx004211 38097 ext 004211 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 70 Queued 0 0
2021- 05- 05 0446PM itx004175 37757 ext 004175 TEST_SOLUTION capture_point2 iW>_Queued InteractionQueue iWD_New channel 2 Unknown 80 Queued 0 0
2021- 05- 05 0451AM it x004015 36330 ext 004015 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 1  Unknown 60 Conpleted 1 0 Agent

i tx004051 36660 ext 004051 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 150 Conpleted 1 0 Agent
2021- 05- 05 0454AM

i t x004106 37383 ext 004106 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 110 Conpleted 1 0 Agent
2021- 05- 05 0455AM it x004126 37320 ext 004126 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 90 Conpleted 1 0 Agent
2021- 05- 05 0456PM it x004179 37800 ext 004179 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 80 Conpleted 1 0 Agent
2021- 05- 05 0457AM it x004377 39770 ext 004377 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 60 Conpleted 1 0 Agent
2021- 05- 05 0458PM it x004296 38850 ext 004296 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 60 Conpleted 1 0 Agent
2021- 05- 05 0502PM it x004165 37667 ext 004165 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 70 Queued 0 0
2021- 05- 05 0505PM it x004193 38383 ext 004193 TEST_SOLUTION capture_pointl iWD Queued InteractionQueue iWD_New channel 3 Unknown 70 Conpleted 1 0 Agent
2021- 05- 05 0510AM it x003869 35230 ext 003869 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1  Unknown 90 Conpleted 1 0 Agent
2021- 05-05 0511AM it x004322 39060 ext 004322 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3  Unknown 100 Conpleted 1 0 Agent
2021- 05- 05 0524AM it x004266 38730 ext 004266 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 100 Conpleted 1 0 Agent
2021- 05- 05 0525AM it x004402 39757 ext 004402 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 70 Queued 0 0
2021- 05-05 0525PM it x004418 39910 ext 004418 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 40 Conpleted 1 0 Agent
2021- 05- 05 0526AM it x004367 39450 ext 004367 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 100 Conpleted 1 0 Agent
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Resul t
Code
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Cust oner
ID

Cust oner 3
Customer 1
Cust oner 3
Cust oner 2
Cust oner 3
Cust oner 5
Cust oner 1
Cust oner 3
Cust oner 4
Cust oner 3
Cust oner 4
Cust oner 5
Cust oner 5
Cust oner 4
Cust oner 3
Cust oner 2
Cust oner 4
Cust oner 5
Cust oner 4
Cust oner 1
Cust oner 5
Cust oner 2
Cust oner 4
Cust oner 3
Custoner 1
Cust oner 4
Cust oner 3
Cust oner 5
Cust oner 3
Cust oner 4
Cust oner 4
Custoner 1
Cust oner 2
Cust oner 2
Cust oner 2
Cust oner 5

Cust oner 4

Cust oner
Segnent

SI LVER
SI LVER
SI LVER
BRONZE

SI LVER
SI LVER
GOLD
GLD
SI LVER

SI LVER
SI LVER
GOLD
GLD
SI LVER
BRONZE
SI LVER
GaLD
GOLD
GOLD
SI LVER
GOLD
BRONZE
SI LVER
SI LVER
BRONZE
GOLD
GLD
BRONZE

BRONZE

Product

Service
Service
Moni t ori ng
Service
Service
Moni t ori ng
Service
Moni tori ng
Service
Service
Moni tori ng
Service
Moni t ori ng
Moni t ori ng
Service
Service
Moni tori ng
Service
Moni t ori ng
Service
Moni t ori ng
Moni t ori ng
Moni t ori ng
Moni tori ng
Moni t ori ng
Moni tori ng
Service
Service
Service
Noti fication
Service
Moni t ori ng
Moni tori ng
Moni tori ng
Service
Service

Service

Product Subtype

Agent advi sory

Agent advi sory
Profanity detection
Escal ation

Language translation
Profanity detection
Language translation
Sentiment anal ysis
Escal ati on

Language translation
Profanity detection
Language translation
Profanity detection
Sentinment anal ysis
Agent advi sory

Escal ati on

Profanity detection
Agent advi sory
Profanity detection
Language transl ation
Recording service
Profanity detection
Sentinment anal ysis
Recording service
Recordi ng service
Profanity detection
Agent advi sory

Escal ation

Language transl ation
Product description
Agent advi sory
Profanity detection
Sentiment anal ysis
Profanity detection
Agent advisory

Escal ati on

Agent advisory

Medi a
Type
emai |
wor ki t em
wor ki tem
wor ki t em
wor ki tem
emai |
emai |
wor ki tem
wor ki tem
emai |
wor ki t em
emai |
emai |
emai |
emai |
enai |
wor ki t em
emai |
wor ki tem
emai |
wor ki tem
wor ki t em
emai |
wor ki tem
wor ki tem
emai |
emai |
wor ki tem
emai |
emai |
emai |
wor ki tem
emai |
wor ki t em
emai |
emai |

wor ki tem

Task Detail Report

Interaction
Type

Qut bound
Qut bound
Qut bound
Qut bound
I nbound
Qut bound
Qut bound
I nbound
I nbound
Qut bound
Qut bound
I nbound
| nbound
I nbound
Qut bound
I nbound
Qut bound
Qut bound
Qut bound
I nbound
Qut bound
Qut bound
Qut bound
I nbound
Qut bound
I nbound
I nbound
I nbound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
I nbound
I nbound

Qut bound

Interaction
Subt ype

Qut boundRepl y
Qut boundRepl y
Qut boundRepl y
Qut boundNew

I nboundTest
Qut boundNew
Qut boundACK

I nboundTest

I nboundNew
Qut boundRepl y
Qut boundNew

I nboundTest

I nboundNew

I nboundTest
Qut boundRepl y
I nboundTest
Qut boundACK
Qut boundACK
Qut boundNew

I nboundNew
Qut boundRepl y
Qut boundNew
Qut boundNew

I nboundTest
Qut boundRepl y
I nboundNew

I nboundNew

I nboundTest
Qut boundNew
Qut boundNew
Qut boundRepl y
Qut boundRepl y
Qut boundRepl y
Qut boundRepl y
I nboundTest

I nboundTest

Qut boundACK
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Sour ce Tenant

Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce

Sour ce

Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant

Tenant
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Sour ce
Process

Fraud
Fraud
Fraud
Fraud
Fi nance
Fraud
Fraud
Fraud
Fraud
T
1T
Fraud
1T
Fraud
1T
Fraud
Fraud
T
Fraud
1T
Fraud
Fraud
1T
T
Fraud
T
Fraud
Fi nance
1T
Fraud
1T
Fraud
Fraud
T
Fraud
1T
1T

Source Process
Subt ype

Account Checki ng
Account Checki ng
Account Checki ng
Ban Request
Credit

Ban Request

Dupl i cate Account
Account Checki ng
Ban Request
Request

Access Request
Ban Request
Access Request
Account Checki ng
Access Request
Ban Request

Dupl i cate Account
Access Request
Dupl i cate Account
Access Request
Account Checki ng
Ban Request
Access Request
Access Request
Dupl i cate Account
Access Request
Ban Request
Credit

Access Request
Ban Request
Support Request
Ban Request

Dupl i cate Account
Access Request
Ban Request
Access Request

Access Request

Ski Il
ID

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Request ed

Agent
Nare

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Source Date

Tinme

2021-05-04
2021-05- 04
2021-05-03
2021- 05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05-03
2021-05- 04
2021-05-04
2021- 05- 04
2021-05-04
2021-05- 04
2021-05-03
2021- 05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05-03
2021-05-04
2021- 05- 04
2021- 05- 04
2021-05- 04

2021-05- 04

0324PM
0321AM
0905PM
0920AM
0621AM
0202PM
1027AM
0947AM
0512PM
0906AM
0424AM
0157PM
0230PM
0657AM
0223PM
0248PM
0743AM
0851AM
1109PM
0431AM
0306PM
0511AM
0159AM
1223AM
0534AM
1222PM
0711AM
0510PM
0214PM
1115AM
0127PM
0940PM
1134AM
1133AM
0828PM
0738PM
0350PM



Create Date

Time

2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04

2021-05-04

1108PM
0422AM
1009AM
1117PM
0849AM
0446PM
0933PM
0559PM
0927PM
0152PM
0544PM
0643PM
0314AM
0314PM
1012PM
0938PM
0721PM
0817PM
1115AM
0816AM
0807PM
0654PM
1044AM
1116AM
0113PM
0252PM
0708PM
1056PM
0943PM
0606PM
0742PM
0818AM
1012PM
0921PM
1128PM
1135PM
1043PM

Source Due Date

Ti ne

2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05

2021- 05- 05

0351PM
0354AM
0357PM
0358AM
0359AM
0359PM
0405AM
0407PM
0409AM
0410PM
0410PM
0413AM
0416AM
0418AM
0428PM
0435PM
0437AM
0439AM
0441AM
0445AM
0445PM
0446PM
0451AM
0454AM
0454AM
0455AM
0456PM
0457AM
0458PM
0502PM
0505PM
0510AM
0511AM
0524AM
0525AM
0525PM
0526AM

Fini sh Date

Tine

2021-05- 04
2021- 05- 04
2021-05- 04

2021-05- 04
2021- 05- 04
2021-05- 04

2021-05-04

2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04

2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04

2021-05- 04

2021-05- 04
2021- 05- 04
2021-05- 04
2021-05- 04

2021-05- 04

2021-05-04

0524AM
1010AM
1154PM

0447PM
0950PM
0600PM
1009PM

0907PM
0315AM
0520PM
1014PM
0940PM
0723PM
0819PM
1140AM
0817AM

1045AM
1118AM
0318PM
0254PM
0709PM
1119PM
0945PM

0908PM
0901AM
1014PM
0938PM

1137PM
1044PM

Depar t nent

Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment

Depar t ment
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Process

Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process

Process
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Task Detail Report

Accept Finished iWD Hold

Ti ne Tine Tinme
(Fnt) (Fnt) (Fnt)
00: 00: 00

01:01: 27 01:02: 16 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
00:36: 31 00:37:18 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 27 00: 00: 00
00: 16: 12 00: 17: 07 00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 40: 20 00: 41: 08 00: 00: 00

00: 00: 00

00: 00: 00
02:23: 09 02:24: 02 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
02: 05: 22 02: 06: 10 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
00: 00: 35 00: 01: 18 00: 00: 00
00: 00: 35 00: 01: 26 00: 00: 00
00: 00: 35 00:01: 17 00: 00: 00
00: 24: 43 00: 25: 31 00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00

00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 18 00: 00: 00
00: 00: 35 00: 01: 26 00: 00: 00
02: 04: 00 02: 04: 44 00: 00: 00
00: 00: 35 00:01: 18 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
00: 21: 35 00: 22: 16 00: 00: 00
00: 00: 35 00: 01: 28 00: 00: 00

00: 00: 00
01: 25: 22 01: 26: 09 00: 00: 00
00: 41: 38 00: 42: 37 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
00: 16: 19 00:17:11 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
00: 00: 35 00: 01: 21 00: 00: 00
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Handl e

Tine

(Fnt)

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

00

42
42
00
a7
50
40
43
00
00
48
42
43
44
38
46
37
43
40
00
00
38
46
39
38
44
36
48
00
42
54
42

00
42
41



Task Detail Report

Last
Due Date Tine L erlas:t ilon E-l\—/zsnkt CapItDure SOlN;:er Po(i:é:wat ul\rl;rre Queue Queue Type T%Jreguesi quzgirlgl Category Priority St,\stn:s Filnsal H:elsd Al_ga:esr:t
D Nanme Nane
2021- 05- 05 0533AM it x004183 37840 ext 004183 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 120 Conpleted 1 0 Agent
2021- 05- 05 0535PM it x004215 38140 ext 004215 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 70 Conpleted 1 0 Agent
2021- 05- 05 0538AM it x004273 38820 ext 004273 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 5 Unknown 80 Conpleted 1 0 Agent
2021- 05- 05 0540AM it x003918 35407 ext 003918 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 50 Queued 0 0
2021- 05- 05 0541AM it x004205 38050 ext 004205 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 40 Conpleted 1 0 Agent
i tx004037 36520 ext 004037 TEST_SOLUTION capture_point3 iW> _Queued InteractionQueue iWD_New channel 1 Unknown 110 Conpleted 1 0 Agent
2021- 05- 05 0542AM it x004088 36980 ext 004088 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1  Unknown 90 Conpleted 1 0 Agent
i tx004376 40590 ext 004376 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 80 Conpleted 1 0 Agent
2021- 05- 05 0543AM it x004192 37917 ext 004192 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 80 Queued 0 0
2021- 05- 05 0544PM itx004249 38457 ext 004249 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 4  Unknown 110 Queued 0 0
2021- 05- 05 0548PM it x004303 39050 ext 004303 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 80 Conpleted 1 0 Agent
2021- 05- 05 0555AM it x003834 34620 ext 003834 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 80 Conpleted 1 0 Agent
2021- 05- 05 0556AM it x003882 35070 ext 003882 TEST_SOLUTI ON capture_pointl iWD_Queued |InteractionQueue iWD_New channel 5 Unknown 70 Conpleted 1 0 Agent
2021- 05- 05 0600AM it x004055 37593 ext 004055 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1  Unknown 100 Conpleted 1 0 Agent
2021- 05- 05 0603AM it x004257 38530 ext 004257 TEST_SOLUTION capture_point3 iWD Queued InteractionQueue iWD_New channel 2 Unknown 90 Conpleted 1 0 Agent
2021- 05- 05 0610AM it x003806 34380 ext 003806 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 50 Conpleted 1 0 Agent
2021- 05-05 0613AM it x004190 37900 ext 004190 TEST_SOLUTION capture_point2 iWD_Queued |InteractionQueue iWD_New channel 4  Unknown 90 Conpleted 1 0 Agent
2021- 05-05 0615AM it x004233 38320 ext 004233 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 60 Conpleted 1 0 Agent
2021- 05- 05 0620PM it x004129 37340 ext 004129 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 60 Conpleted 1 0 Agent
2021- 05-05 0621AM it x004167 37680 ext 004167 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 70 Conpleted 1 0 Agent
2021- 05- 05 0622AM it x004239 38370 ext 004239 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 80 Conpleted 1 0 Agent
2021- 05- 05 0623AM it x003926 35490 ext 003926 TEST_SOLUTION capture_point3 iW) _Queued InteractionQueue iWD_New channel 1 Unknown 120 Conpleted 1 0 Agent
2021- 05- 05 0625AM it x004147 37510 ext 004147 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 1  Unknown 110 Conpleted 1 0 Agent
2021- 05- 05 0635AM it x004365 40180 ext 004365 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 100 Conpleted 1 0 Agent
2021- 05- 05 0638PM it x004291 38817 ext 004291 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 70 Queued 0 0
2021- 05- 05 0641AM itx004164 37670 ext 004164 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 20 Conpleted 1 0 Agent
2021- 05- 05 0643AM it x004079 36887 ext 004079 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 90 Queued 0 0
2021- 05- 05 0645AM it x003765 33980 ext 003765 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 2 Unknown 120 Conpleted 1 0 Agent
2021- 05-05 0647PM it x004194 37940 ext 004194 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 120 Conpleted 1 0 Agent
2021- 05- 05 0649AM it x004320 39047 ext 004320 TEST_SOLUTION capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 80 Queued 0 0
2021- 05- 05 0652PM it x004335 39167 ext 004335 TEST_SOLUTION capture_point3 iW Queued InteractionQueue iWD_New channel 3 Unknown 80 Queued 0 0
2021- 05- 05 0658AM it x004363 39640 ext 004363 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 40 Conpleted 1 0 Agent
2021- 05- 05 0704AM it x004108 37703 ext 004108 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 80 Conpleted 1 0 Agent
2021- 05-05 0704PM it x004189 38273 ext 004189 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 30 Conpleted 1 0 Agent
i tx003874 35030 ext 003874 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 110 Conpleted 1 0 Agent
2021-05-05 0707AM i tx004394 39680 ext 004394 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 80 Conpleted 1 0 Agent
2021- 05- 05 0709AM it x004032 36670 ext 004032 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 90 Conpleted 1 0 Agent
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Resul t
Code
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Cust oner
ID

Cust oner 2
Cust oner 3
Custoner 1
Cust oner 4
Cust oner 1
Cust oner 1
Cust oner 3
Cust oner 5
Cust oner 3
Cust oner 3
Cust oner 5
Cust oner 4
Cust oner 1
Cust oner 4
Cust oner 3
Cust oner 5
Cust oner 2
Cust oner 5
Cust oner 3
Cust oner 3
Cust oner 4
Cust oner 3
Cust oner 4
Cust oner 4
Cust oner 2
Cust oner 4
Cust oner 3
Cust oner 2
Cust oner 5
Cust oner 4
Cust oner 3
Cust oner 3
Cust oner 2
Cust oner 5
Cust oner 2
Cust oner 2

Cust oner 3

Cust oner
Segnent

GOLD
SI LVER
BRONZE
GLD
SI LVER

SI LVER
SI LVER

SI LVER
SI LVER
SI LVER
BRONZE
BRONZE
BRONZE
BRONZE
SI LVER
GOLD

BRONZE
BRONZE
SI LVER
BRONZE

Product

Service

Unspeci fied

Service
Service
Service
Service
Service
Moni tori
Moni tori
Service
Service
Service
Service
Moni tori
Moni tori
Service
Service
Service
Service
Service
Moni tori
Service
Moni tori
Service
Service
Service
Service

Service

Unspeci fied

Service
Moni tori
Moni tori
Service
Moni tori
Moni tori
Service

Service

Product Subtype

Escal ati on

Unspeci fied
Language translation
Escal ation

Escal ation

Agent advi sory
Language translation
Profanity detection
Sentinent anal ysis
Escal ati on

Escal ation

Escal ation

Escal ation
Profanity detection
Profanity detection
Agent advi sory
Language translation
Escal ati on

Agent advi sory
Escal ation
Sentiment anal ysis
Agent advi sory
Profanity detection
Agent advi sory
Escal ati on

Escal ation

Escal ation

Agent advi sory
Unspeci fied

Escal ation
Sentiment anal ysis
Sentinment anal ysis
Escal ati on
Recordi ng service
Sentiment anal ysis
Agent advi sory

Escal ation

Medi a
Type
emai |
emai |
emai |
wor ki t em
wor ki tem
wor ki t em
emai |
wor ki tem
enai |
emai |
wor ki t em
wor ki tem
wor ki tem
emai |
wor ki tem
enai |
wor ki t em
wor ki t em
emai |
wor ki t em
wor ki tem
wor ki t em
wor ki tem
wor ki tem
enai |
emai |
wor ki t em
wor ki tem
wor ki tem
emai |
emai |
enai |
wor ki t em
emai |
emai |
wor ki t em

wor ki tem

Task Detail Report

Interaction
Type

Qut bound
Qut bound
I nbound
Qut bound
Qut bound
Qut bound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
Qut bound
I nbound
I nbound
Qut bound
Qut bound
I nbound
I nbound
Qut bound
I nbound
I nbound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
| nbound
I nbound
Qut bound
Qut bound
Qut bound
I nbound
Qut bound
I nbound

I nbound

Interaction
Subt ype

Qut boundACK
Qut boundRepl y
I nboundNew
Qut boundNew
Qut boundNew
Qut boundACK
Qut boundACK

I nboundNew
Qut boundACK

I nboundNew
Qut boundRepl y
I nboundNew
Qut boundNew
Qut boundRepl y
I nboundTest

I nboundNew
Qut boundRepl y
Qut boundRepl y
I nboundNew

I nboundNew
Qut boundACK

I nboundTest

I nboundTest
Qut boundNew
Qut boundNew
Qut boundNew
Qut boundNew
Qut boundACK

I nboundTest

I nboundTest
Qut boundACK
Qut boundRepl y
Qut boundRepl y
I nboundNew
Qut boundACK

I nboundTest

I nboundNew
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Sour ce Tenant

Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce

Sour ce

Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant

Tenant
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Sour ce
Process

Fraud
T
Fraud
Fraud
Fraud
IT
Fraud
Fraud
1T
T
Fraud
Fraud
Fraud
Fraud
IT
1T
Fraud
Fraud
Fraud
1T
Fraud
Fraud
1T
Fraud
1T
Fraud
1T
Fraud
IT
Fraud
Fraud
1T
Fraud
T
Fraud
1T
1T

Source Process
Subt ype

Account Checki ng
Support Request
Ban Request

Ban Request
Account Checki ng
Support Request
Account Checki ng
Account Checki ng
Access Request
Access Request
Ban Request

Ban Request
Account Checki ng
Ban Request
Request

Access Request
Ban Request

Ban Request
Account Checki ng
Access Request
Account Checki ng
Dupl i cate Account
Request

Dupl i cate Account
Support Request
Ban Request
Support Request
Ban Request
Support Request
Ban Request

Dupl i cate Account
Access Request
Ban Request
Support Request
Account Checki ng
Access Request

Access Request

Ski Il
ID

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Request ed

Agent
Nare

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Source Date

Tinme

2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05-03
2021-05-03
2021-05-04
2021- 05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05-03
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021- 05- 04
2021- 05- 04
2021-05- 04

2021-05- 04

0405PM
0728PM
0738PM
0218AM
1059AM
1027AM
1254AM
1246PM
0301PM
0553PM
0649PM
0552AM
0947PM
0922PM
0434PM
0114AM
0509AM
0526PM
0151AM
0640PM
0856PM
0242AM
1138AM
1012PM
0630PM
0759AM
1131AM
0335PM
0805AM
0600PM
0858AM
0515PM
1208PM
0237PM
0616AM
0519PM
0414AM



Create Date

Time

2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04

2021-05-04

0712PM
0826PM
0917PM
0918AM
0801PM
1109AM
1145AM
1056PM
0736PM
0906PM
0953PM
0704AM
0833AM
1128AM
0904PM
0503AM
0721PM
0853PM
0313PM
0612PM
0851PM
0916AM
0437PM
1037PM
0934PM
0555PM
1158AM
0137AM
0731PM
0945PM
1006PM
1036PM
0128PM
0727PM
0825AM
1108PM
1048AM

Source Due Date

Ti ne

2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05

2021- 05- 05

0533AM
0535PM
0538AM
0540AM
0541AM
0542AM
0542AM
0542AM
0543AM
0544PM
0548PM
0555AM
0556AM
0600AM
0603AM
0610AM
0613AM
0615AM
0620PM
0621AM
0622AM
0623AM
0625AM
0635AM
0638PM
0641AM
0643AM
0645AM
0647PM
0649AM
0652PM
0658AM
0704AM
0704PM
0707AM
0707AM
0709AM

Fini sh Date

Tine

2021-05- 04
2021-05- 04
2021- 05- 04

2021-05-04
2021-05- 04
2021-05-04

2021-05- 05

2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04

2021-05- 05

2021-05- 04

2021-05-04

2021-05- 04

2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04

2021-05-04

0714PM
0827PM
0939PM

0802PM
1111AM
1147AM
0436AM

1002PM
0706AM
0834AM
0525PM
0906PM
0504AM
0722PM
0855PM
0315PM
0613PM
0852PM
0917AM
0438PM
1234AM

0609PM

0139AM
0732PM

1111PM
0625PM
0842PM
0833AM
1110PM
1117AM

Depar t nent

Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment

Depar t ment

NN NN WN RN W N

NWNN R NN NN ® W R W NN
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Process

Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process

Process
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Task Detail Report
Accept Finished iWD Hold
Ti me Ti me Ti nme
(Fnt) (Fnt) (Fnt)
00: 00: 35 00:01: 18 00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 22: 01 00: 22: 53 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
00: 00: 35 00: 01: 17 00: 00: 00
00: 00: 35 00: 01: 15 00: 00: 00
05: 39: 34 05: 40: 23 00: 00: 00

00: 00: 00

00: 00: 00
00: 08: 21 00: 09: 11 00: 00: 00
00: 00: 35 00: 01: 16 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
05: 55: 53 05: 56: 44 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
00: 00: 35 00: 01: 26 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 00: 35 00: 01: 18 00: 00: 00
00: 00: 35 00: 01: 25 00: 00: 00
01: 56: 03 01: 56: 55 00: 00: 00

00: 00: 00
00: 12: 47 00:13: 35 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 26 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00

00: 00: 00

00: 00: 00
00: 34: 28 00: 35: 20 00: 00: 00
04:55: 53 04: 56: 44 00: 00: 00
01:14:17 01:15: 06 00: 00: 00
00: 07: 28 00: 08: 16 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
00: 28: 21 00: 29: 11 00: 00: 00
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Handl e

Tine

(Fnt)

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

38

47
00
42
37
35
44
00
00
45
36
42
46
42
46
44

44
40
43
38
45
47
00
43
00
46
42
00
00
47
46

43
42
45



Due Date

2021-05-05
2021-05- 05
2021- 05-05
2021-05- 05
2021-05-05
2021-05-05
2021-05-05
2021-05-05
2021-05-05
2021-05- 05
2021-05-05
2021-05-05
2021-05-05
2021-05-05
2021-05-05
2021-05-05
2021-05-05
2021-05- 05
2021- 05- 05
2021-05-05
2021-05-05
2021-05-05
2021-05-05
2021-05-05
2021-05-05
2021-05- 05
2021-05-05
2021-05-05
2021-05-05
2021-05-05
2021-05-05
2021-05-05
2021-05-05
2021-05- 05
2021- 05- 05
2021-05-05

2021-05-05

Time

0720AM
0722AM
0725AM
0727AM
0731AM
0735PM
0736AM
0737AM
0741AM
0746AM
0749AM
0749PM
0751AM
0753AM
0759AM
0801AM
0807PM
0812AM
0812PM
0814AM
0818PM
0821AM
0825PM
0826PM
0827PM
0840AM
0843AM
0844PM
0845PM
0846PM
0849PM
0850AM
0855PM
0856AM
0901AM
0903AM
0904AM

Interaction
ID

i t x003968
i tx004010
i tx004331
i tx004314
i tx004421
i tx004184
i tx004370
it x003902
i tx004422
it x004043
i tx004034
i tx004383
i tx003975
i tx003971
it x004230
i tx004429
i tx004267
i tx004173
i tx004234
i tx004138
i tx004254
i t x003959
i tx004265
it x004289
i tx004270
i tx003797
i tx004346
i t x004350
i tx004301
i tx004160
it x004299
i tx004177
i tx004243
i tx003970
i tx004410
i tx004276

i t x003808

Last
Task
Event

I D

35887
36277
41770
38997
40540
39670
39503
35260
39970
36913
36490
39587
35947
35920
38290
40007
38617
37740
38330
38143
38507
35800
38939
38933
38936
34287
39270
39310
38900
38193
38880
37850
38400
35907
42080
38687
34400

Capture
ID

ext 003968
ext 004010
ext 004331
ext 004314
ext 004421
ext 004184
ext 004370
ext 003902
ext 004422
ext 004043
ext 004034
ext 004383
ext 003975
ext 003971
ext 004230
ext 004429
ext 004267
ext 004173
ext 004234
ext 004138
ext 004254
ext 003959
ext 004265
ext 004289
ext 004270
ext 003797
ext 004346
ext 004350
ext 004301
ext 004160
ext 004299
ext 004177
ext 004243
ext 003970
ext 004410
ext 004276

ext 003808

Sol ution
Nane

TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON
TEST_SOLUTI ON

TEST_SOLUTI ON

Capt ure

Poi nt Nane

capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi
capt ur e_poi

capt ur e_poi

nt3
nt3
ntl
nt2
nt3
ntl
nt3
nt3
nt3
ntl
nt2
nt3
nt3
nt3
nt3
nt3
nt3
nt3
nt2
nt2
nt2
nt2
nt2
ntl
nt3
nt3

ntl

nt2
ntl
nt2
nt3
nt2
nt3
nt3
ntl

nt2

Task Detail Report

Queue Queue

iWD_Queued Interacti
iW_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iW_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iW_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti
iW_Queued Interacti
iWD_Queued Interacti
iWD_Queued Interacti

iWD_Queued Interacti
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Type

onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue
onQueue

onQueue

Queue
Tar get
Nanme
i WD_New
i WD_New
i WD_New
i \D_New
i WD_New
i VD_New
i WD_New
i WD_New
i \D_New
i WD_New
i \D_New
i WD_New
i WD_New
i WD_New
i VD_New
i WD_New
i WD_New
i \D_New
i WD_New
i WD_New
i WD_New
i VD_New
i WD_New
i WD_New
i \D_New
i WD_New
i WD_New
i WD_New
i WD_New
i WD_New
i VD_New
i WD_New
i WD_New
i WD_New
i WD_New
i \D_New

i WD_New

Medi a
Channel
channel 1
channel 5
channel 1
channel 2
channel 5
channel 1
channel 1
channel 2
channel 5
channel 1
channel 4
channel 3
channel 3
channel 1
channel 3
channel 3
channel 3
channel 3
channel 2
channel 4
channel 5
channel 1
channel 4
channel 2
channel 5
channel 4
channel 4
channel 3
channel 3
channel 5
channel 3
channel 2
channel 1
channel 5
channel 4
channel 3

channel 5

Cat egory

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Priority

60
50
90
70
60
60
70
50
70
60
60
20
60
120
60
90
100
120
70
70
60
70
90
90
100
70
40
60
90
100
70
110
80
110
80
60
170

St at us
Nane

Queued

Queued

Conpl et ed
Queued

Conpl et ed
Conpl et ed
Conpl et ed
Conpl et ed
Conpl et ed
Conpl et ed
Conpl et ed
Queued

Queued

Conpl et ed
Conpl et ed
Queued

Queued

Conpl et ed
Conpl et ed
Conpl et ed
Queued

Conpl et ed
Conpl et ed
Conpl et ed
Conpl et ed
Queued

Conpl et ed
Conpl et ed
Conpl et ed
Conpl et ed
Conpl et ed
Conpl et ed
Conpl et ed
Queued

Conpl et ed
Queued

Conpl et ed

I's
Fi nal

» o o

o o »

1S Last

Agent
Hel d s

Agent

Agent
Agent
Agent
Agent
Agent
Agent
Agent

Agent
Agent

Agent
Agent
Agent

Agent
Agent
Agent
Agent

Agent
Agent
Agent
Agent
Agent
Agent
Agent

Agent
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Resul t
Code
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Cust oner
ID

Cust oner 5
Cust oner 3
Custoner 1
Cust oner 5
Cust oner 1
Cust oner 1
Cust oner 1
Cust oner 4
Cust oner 4
Cust oner 5
Cust oner 2
Cust oner 2
Cust oner 3
Cust oner 1
Cust oner 5
Cust oner 4
Custoner 1
Customer 1
Cust oner 3
Cust oner 3
Cust oner 1
Cust oner 3
Cust oner 3
Cust oner 4
Cust oner 3
Cust oner 5
Cust oner 2
Cust oner 5
Cust oner 3
Cust oner 2
Cust oner 5
Custoner 1
Cust oner 5
Cust oner 3
Cust oner 4
Cust oner 1

Cust oner 3

Cust oner
Segnent

GOLD
GoLD
GOLD
BRONZE
SI LVER
GoLD
SI LVER
BRONZE
GOLD
GOLD
BRONZE
GOLD
SI LVER
BRONZE
BRONZE
SI LVER
BRONZE
SI LVER
SI LVER
SI LVER
BRONZE
SI LVER
BRONZE
GaLD
GOLD
GOLD
SI LVER

SI LVER
BRONZE
BRONZE
SI LVER
BRONZE
SI LVER
GOLD

Product

Moni tori ng
Service
Service
Moni tori ng
Service
Unspeci fied
Moni t ori ng
Service
Service
Service
Moni tori ng
Moni t ori ng
Service
Moni t ori ng
Service
Moni t ori ng
Service
Moni tori ng
Service
Moni tori ng
Moni t ori ng
Moni t ori ng
Service
Service
Moni t ori ng
Moni tori ng
Service
Service
Service
Moni tori ng
Service
Noti fication
Service
Moni tori ng
Service
Moni tori ng

Moni t ori ng

Product Subtype

Sentiment anal ysis
Language transl ation
Agent advi sory
Sentinent anal ysis
Agent advisory
Unspeci fied

Recordi ng service
Escal ati on

Escal ati on

Agent advi sory
Recordi ng service
Profanity detection
Escal ation

Recordi ng service
Language transl ation
Sentinment anal ysis
Escal ati on
Profanity detection
Escal ation
Profanity detection
Sentiment anal ysis
Profanity detection
Agent advi sory
Agent advi sory
Profanity detection
Sentiment anal ysis
Agent advi sory
Agent advi sory
Escal ation
Profanity detection
Agent advi sory

News feed

Escal ati on
Sentinent anal ysis
Escal ation
Profanity detection

Profanity detection

Medi a
Type
wor ki t em
wor ki t em

emai |
wor ki t em
wor ki tem
emai |
emai |
emai |
wor ki tem
wor ki t em
emai |
wor ki tem
wor ki tem
emai |
wor ki tem
wor ki tem
wor ki t em
wor ki t em
emai |
emai |
emai |
wor ki t em
wor ki tem
emai |
wor ki tem
wor ki t em
emai |
wor ki tem
emai |
emai |
wor ki t em
enai |
emai |
wor ki t em
wor ki tem
emai |

emai |

Task Detail Report

Interaction
Type

I nbound
Qut bound
I nbound
Qut bound
Qut bound
I nbound
I nbound
I nbound
I nbound
Qut bound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
I nbound
I nbound
I nbound
I nbound
I nbound
I nbound
Qut bound
I nbound
Qut bound
Qut bound
Qut bound
Qut bound
I nbound
I nbound
I nbound
Qut bound
Qut bound
I nbound
I nbound

I nbound

Interaction
Subt ype

I nboundTest
Qut boundNew

I nboundTest
Qut boundRepl y
Qut boundACK

I nboundTest

I nboundTest

I nboundTest

I nboundTest
Qut boundNew
Qut boundRepl y
I nboundTest
Qut boundNew

I nboundTest
Qut boundNew

I nboundNew
Qut boundNew

I nboundNew

I nboundNew

I nboundNew

I nboundNew

I nboundNew

I nboundTest
Qut boundACK

I nboundNew
Qut boundNew
Qut boundRepl y
Qut boundACK
Qut boundRepl y
I nboundTest

I nboundNew

I nboundNew
Qut boundACK
Qut boundRepl y
I nboundTest

I nboundTest

I nboundNew
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Sour ce Tenant

Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce

Sour ce

Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant

Tenant

o o w
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Sour ce
Process

T
T

Fi nance
Fraud
1T
IT
Fraud
T
1T
T
1T
1T
Fraud
Fraud
IT
Fraud
Fraud
Fraud
Fraud
1T
Fraud
IT
1T
Fraud
1T
T
Fraud
1T
Fraud
Fraud
IT
1T
Fraud
Fraud
Fraud
Fraud

1T

Source Process
Subt ype

Request

Support Request
Credit

Account Checki ng
Access Request
Support Request
Dupl i cate Account
Support Request
Support Request
Request

Request

Access Request
Ban Request

Ban Request
Access Request
Dupl i cate Account
Account Checki ng
Ban Request

Ban Request
Support Request
Ban Request
Request

Support Request
Ban Request
Support Request
Access Request
Account Checki ng
Access Request
Ban Request
Account Checki ng
Access Request
Access Request
Dupl i cate Account
Ban Request

Dupl i cate Account
Account Checki ng

Access Request

Ski Il
ID

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Request ed

Agent
Nare

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Source Date

Tinme

2021-05-03
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021- 05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021- 05- 04
2021- 05- 04
2021-05- 04

2021-05-03

1012PM
0828AM
0846AM
0715PM
1058PM
0656AM
0830AM
1206AM
1240PM
0527AM
0911AM
0559PM
0620AM
0704AM
0553PM
1010PM
0311PM
0232PM
0320PM
0351AM
0113PM
0416AM
0853AM
0734AM
0720PM
0512AM
0836AM
0251PM
0636PM
0932AM
0901AM
1138AM
0138PM
0636AM
0507PM
0740PM
0409PM



Create Date

Time

2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04

2021-05-04

0953AM
1039AM
1001PM
0952PM
1135PM
0715PM
1049PM
0905AM
1134PM
1104AM
1050AM
1045PM
1013AM
0947AM
0843PM
1147PM
0925PM
0636PM
0855PM
0356PM
0904PM
0955AM
0920PM
0938PM
0926PM
0424AM
1029PM
1025PM
0959PM
0535PM
0944PM
0709PM
0912PM
0946AM
1124PM
0925PM
0517AM

Source Due Date

Ti ne

2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05

2021- 05- 05

0720AM
0722AM
0725AM
0727AM
0731AM
0735PM
0736AM
0737AM
0741AM
0746AM
0749AM
0749PM
0751AM
0753AM
0759AM
0801AM
0807PM
0812AM
0812PM
0814AM
0818PM
0821AM
0825PM
0826PM
0827PM
0840AM
0843AM
0844PM
0845PM
0846PM
0849PM
0850AM
0855PM
0856AM
0901AM
0903AM
0904AM

Fini sh Date

Tine

2021- 05- 05

2021- 05- 05
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021- 05- 04
2021-05- 04

2021-05-04

2021-05- 04

2021-05- 04
2021- 05- 04
2021-05- 04

2021-05- 04
2021- 05- 04
2021-05- 04

2021-05-04

2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04

2021-05- 04

2021- 05- 05

2021-05-04

0944AM

0411AM
1113PM
1048PM
0906AM
1143PM
1152AM
1051AM

0949AM
0845PM

0637PM
0856PM
0821PM

0956AM
0950PM
0956PM
0958PM

1031PM
1026PM
1000PM
0820PM
0946PM
0729PM
0913PM

0945AM

0518AM

Depar t nent

Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment

Depar t ment
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Process

Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process

Process
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Task Detail Report

Accept Finished iWD Hold

Ti ne Tine Tinme

(Fnt) (Fnt) (Fnt)
00: 00: 00
00: 00: 00

11: 42: 45 11:43: 29 00: 00: 00

00: 00: 00
04: 34: 48 04: 35: 37 00: 00: 00
03:57: 41 03:58: 33 00: 00: 00
-1:58:38 -1:59: 24 00: 00: 00
00: 00: 35 00:01: 21 00: 00: 00
00: 08: 37 00: 09: 25 00: 00: 00
00: 47: 17 00: 48: 04 00: 00: 00
00: 00: 35 00: 01: 28 00: 00: 00

00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 25 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00

00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 25 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
04: 23: 26 04:24:14 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
00: 29: 13 00: 30: 00 00: 00: 00
00:17: 14 00: 18: 01 00: 00: 00
00: 31: 12 00: 31: 54 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 26 00: 00: 00
00: 00: 35 00: 01: 19 00: 00: 00
00: 00: 35 00: 01: 21 00: 00: 00
02:44: 20 02: 45: 07 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
00: 18: 44 00: 19: 35 00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00

00: 00: 00
10: 20: 58 10: 21: 44 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 21 00: 00: 00
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Handl e

Tine

(Fnt)

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

00
00
39
00
a4
47
a1
41
43
42
48
00
00
45
42
00
00

44
43
00
42
42
42
37
00
46
39
41
42
44
46
43
00
41
00
a1



Task Detail Report

Last
Due Date Tine L erlas:t ilon E-l\—/zsnkt CapItDure SOlN;:er Po(i:é:wat ul\rl;rre Queue Queue Type T%Jreguesi quzgirlgl Category Priority St,\stn:s Filnsal H:elsd Al_ga:esr:t
D Nanme Nane

i tx003876 35020 ext 003876 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 40 Conpleted 1 0 Agent
2021- 05- 05 0906AM

i tx004024 36410 ext 004024 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 60 Conpleted 1 0 Agent
2021- 05-05 0911AM it x003798 34406 ext 003798 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 5 Unknown 60 Conpleted 1 0 Agent
2021- 05-05 0912AM it x004398 39717 ext 004398 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 40 Queued 0 0
2021- 05-05 0915PM it x004396 39700 ext 004396 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 130 Conpleted 1 0 Agent
2021- 05-05 0917PM it x004380 39557 ext 004380 TEST_SOLUTION capture_point2 iW_Queued InteractionQueue iWD_New channel 3 Unknown 40 Queued 0 0
2021- 05- 05 0925AM it x003830 34630 ext 003830 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 80 Conpleted 1 0 Agent
2021- 05- 05 0929PM it x004419 39917 ext 004419 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 5 Unknown 20 Queued 0 0
2021- 05- 05 0931AM it x003907 35323 ext 003907 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 50 Conpleted 1 0 Agent
2021- 05- 05 0932AM it x003901 35250 ext 003901 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 40 Conpleted 1 0 Agent
2021- 05- 05 0933AM it x003843 34700 ext 003843 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 5 Unknown 80 Conpleted 1 0 Agent
2021- 05- 05 0941AM it x003858 34847 ext 003858 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 150 Queued 0 0
2021- 05-05 0943PM it x004414 40313 ext 004414 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 60 Conpleted 1 0 Agent
2021- 05- 05 0946AM it x004204 38040 ext 004204 TEST_SOLUTION capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 120 Conpleted 1 0 Agent
2021- 05- 05 0949PM it x004259 38550 ext 004259 TEST_SOLUTION capture_pointl iWD Queued InteractionQueue iWD_New channel 3 Unknown 90 Conpleted 1 0 Agent
2021- 05- 05 1004PM it x004286 38770 ext 004286 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 70 Conpleted 1 0 Agent
2021- 05- 05 1005AM it x004438 40100 ext 004438 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 70 Conpleted 1 0 Agent
2021- 05-05 1007AM it x004001 37200 ext 004001 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 60 Conpleted 1 0 Agent
2021- 05-05 1008PM it x004340 39500 ext 004340 TEST_SOLUTION capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 90 Conpleted 1 0 Agent
2021- 05-05 1014AM it x003988 36067 ext 003988 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 130 Queued 0 0
2021- 05-05 1015PM it x004263 38577 ext 004263 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 140 Queued 0 0
2021- 05- 05 1018AM it x004022 36390 ext 004022 TEST_SOLUTION capture_point3 iWD _Queued InteractionQueue iWD_New channel 5 Unknown 80 Conpleted 1 0 Agent
2021- 05-05 1021AM it x004433 40047 ext 004433 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 4  Unknown 100 Queued 0 0
2021- 05- 05 1023AM it x004005 36240 ext 004005 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 90 Conpleted 1 0 Agent
2021- 05- 05 1026AM it x004344 39247 ext 004344 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 5 Unknown 50 Queued 0 0
2021- 05-05 1027AM it x003838 35643 ext 003838 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 60 Conpleted 1 0 Agent
2021- 05- 05 1033AM it x004424 40150 ext 004424 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 80 Conpleted 1 0 Agent
2021- 05- 05 1040AM it x004316 39020 ext 004316 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 80 Conpleted 1 0 Agent
2021- 05-05 1041AM it x003927 35500 ext 003927 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 90 Conpleted 1 0 Agent
2021- 05- 05 1042AM it x004013 36310 ext 004013 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 70 Conpleted 1 0 Agent
2021- 05- 05 1057AM it x004317 39027 ext 004317 TEST_SOLUTION capture_point2 iW> Queued InteractionQueue iWD_New channel 3 Unknown 120 Queued 0 0
2021- 05- 05 1100AM it x003937 35590 ext 003937 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 50 Conpleted 1 0 Agent
2021- 05-05 1102AM it x004355 39350 ext 004355 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 1 Unknown 90 Conpleted 1 0 Agent
2021- 05-05 1105AM it x003896 35210 ext 003896 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 80 Conpleted 1 0 Agent
2021-05-05 1110AM it x004094 37037 ext 004094 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 80 Queued 0 0
2021-05-05 1111AM it x003960 35810 ext 003960 TEST_SOLUTION capture_pointl iWD _Queued InteractionQueue iWD_New channel 2 Unknown 100 Conpleted 1 0 Agent
2021- 05-05 1113AM it x003846 34730 ext 003846 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 50 Conpleted 1 0 Agent
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Resul t
Code
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Cust oner
ID

Cust oner 2
Cust oner 3
Cust oner 3
Cust oner 3
Cust oner 3
Cust oner 3
Cust oner 5
Cust oner 3
Cust oner 4
Cust oner 5
Cust oner 5
Cust oner 2
Cust oner 3
Cust oner 3
Cust oner 1
Cust oner 4
Cust oner 3
Cust oner 5
Cust oner 5
Cust oner 4
Cust oner 5
Cust oner 1
Cust oner 1
Cust oner 2
Custoner 1
Cust oner 3
Cust oner 2
Cust oner 3
Cust oner 5
Cust oner 3
Cust oner 5
Cust oner 3
Custoner 1
Cust oner 2
Cust oner 5
Cust oner 2

Cust oner 5

Cust oner
Segnent

SI LVER
GoLD

SI LVER
GLD

SI LVER
SI LVER
SI LVER
BRONZE
BRONZE
SI LVER

BRONZE
SI LVER
SI LVER
SI LVER
SI LVER
BRONZE
GOLD

BRONZE
SI LVER
BRONZE
GLD

SI LVER
GLD

SI LVER

BRONZE
SI LVER
GLD

SI LVER

Product

Moni tori

Noti fication

Moni tori
Moni tori
Service
Moni tori
Moni tori
Moni tori
Service
Moni tori
Service
Moni tori
Service
Service
Service
Service
Service
Moni tori
Moni tori
Moni tori
Service
Service
Service
Service
Service
Moni tori
Service
Moni tori
Service
Service
Service
Service
Moni tori
Service
Service
Moni tori

Moni tori

ng

ng
ng

Product Subtype

Profanity detection

News feed

Profanity detection

Sentinent anal ysis

Escal ation

Profanity detection

Sentiment anal ysis

Profanity detection

Escal ati on

Profanity detection

Escal ati on
Sentinment anal ysis
Escal ation
Escal ation
Escal ati on

Escal ati on

Language translation

Sentinent anal ysis

Sentiment anal ysis

Profanity detection

Agent advisory
Escal ati on
Agent advi sory

Agent advi sory

Language translation

Sentiment anal ysis

Language transl ation

Sentinment anal ysis
Escal ation
Escal ation
Escal ati on

Agent advi sory

Profanity detection

Agent advi sory

Escal ation

Profanity detection

Sentiment anal ysis

Medi a
Type
emai |
wor ki t em
wor ki tem
wor ki t em
wor ki tem
wor ki t em
emai |
emai |
wor ki tem
wor ki t em
wor ki t em
emai |
wor ki tem
wor ki tem
emai |
enai |
emai |
wor ki t em
wor ki tem
wor ki t em
emai |
emai |
emai |
emai |
wor ki tem
emai |
wor ki t em
wor ki tem
wor ki tem
wor ki tem
wor ki t em
enai |
emai |
emai |
emai |
emai |

wor ki tem

Task Detail Report

Interaction
Type

Qut bound
Qut bound
I nbound
I nbound
I nbound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
I nbound
I nbound
I nbound
Qut bound
Qut bound
Qut bound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
Qut bound
I nbound
I nbound
Qut bound
I nbound

Qut bound

Interaction
Subt ype

Qut boundNew
Qut boundNew

I nboundTest

I nboundTest

I nboundTest
Qut boundACK
Qut boundNew
Qut boundACK
Qut boundRepl y
Qut boundRepl y
Qut boundNew
Qut boundRepl y
Qut boundRepl y
Qut boundNew
Qut boundACK
Qut boundNew

I nboundTest

I nboundNew

I nboundTest
Qut boundNew
Qut boundRepl y
Qut boundRepl y
Qut boundRepl y
I nboundNew
Qut boundNew

I nboundTest
Qut boundACK

I nboundTest
Qut boundACK

I nboundTest
Qut boundACK
Qut boundRepl y
I nboundNew

I nboundNew
Qut boundACK

I nboundTest

Qut boundNew
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Sour ce Tenant

Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce

Sour ce

Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant

Tenant
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Now N A

Sour ce
Process

Fraud
T
1T
1T
1T
Fraud
1T
Fraud
1T
T
Fraud
1T
Fraud
T
IT
1T
Fraud
Fraud
1T
1T
1T
Fraud
1T
T
Fraud
T
Fraud
1T
Fraud
T
IT
1T
Fraud
Fraud
1T
1T
1T

Source Process
Subt ype

Account Checki ng
Access Request
Access Request
Support Request
Access Request
Account Checki ng
Support Request
Dupl i cate Account
Support Request
Access Request
Ban Request
Access Request
Dupl i cate Account
Access Request
Support Request
Access Request
Ban Request

Ban Request
Access Request
Access Request
Support Request
Ban Request
Support Request
Access Request
Ban Request
Support Request
Ban Request
Access Request
Ban Request
Access Request
Access Request
Access Request
Account Checki ng
Ban Request
Support Request
Access Request

Support Request

Ski Il
ID

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Request ed

Agent
Nare

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Source Date

Tinme

2021-05-04
2021-05-03
2021-05-03
2021- 05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05-03
2021-05- 04
2021-05-03
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021- 05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-03
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05-04
2021-05-03
2021-05-04
2021-05- 04
2021-05-04
2021- 05- 04
2021- 05- 04
2021-05-03

2021-05- 04

0607AM
0952PM
0445PM
0529PM
0349PM
0551PM
0202AM
0222PM
0713PM
0539AM
0559PM
0752AM
1109AM
0259PM
1039AM
0708PM
0143PM
0740AM
0608PM
0845PM
0749AM
1207AM
0626PM
1001AM
0628PM
0325AM
0703PM
0803AM
0541AM
0837PM
0241PM
0832AM
1112PM
0139AM
1120AM
1108PM
0110AM



Create Date

Time

2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04

2021-05-04

0843AM
1058AM
0422AM
1102PM
1104PM
1059PM
0712AM
1134PM
0900AM
0906AM
0732AM
0812AM
1142PM
0751PM
0900PM
0938PM
1159PM
1017AM
1019PM
1002AM
0919PM
1047AM
1151PM
1033AM
1024PM
0726AM
1142PM
0950PM
0926AM
1037AM
0954PM
0936AM
1036PM
0909AM
1214PM
0947AM
0744AM

Source Due Date

Ti ne

2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05

2021- 05- 05

0906AM
0906AM
0911AM
0912AM
0915PM
0917PM
0925AM
0929PM
0931AM
0932AM
0933AM
0941AM
0943PM
0946AM
0949PM
1004PM
1005AM
1007AM
1008PM
1014AM
1015PM
1018AM
1021AM
1023AM
1026AM
1027AM
1033AM
1040AM
1041AM
1042AM
1057AM
1100AM
1102AM
1105AM
1110AM
1111AM
1113AM

Fini sh Date

Tine

2021-05- 04
2021-05- 04
2021- 05- 04

2021-05-04

2021-05-04

2021-05-04
2021- 05- 04
2021-05- 04

2021-05- 05
2021- 05- 04
2021-05- 04
2021- 05- 04
2021-05- 05
2021-05- 04
2021- 05- 04

2021-05- 04

2021-05- 04

2021-05- 04
2021-05- 05
2021- 05- 04
2021-05- 04

2021-05-04

2021-05-04
2021-05- 04
2021-05- 04

2021-05- 04

2021-05-04

0844AM
1056AM
0516AM

1106PM

0727AM

0905AM
0907AM
0734AM

0152AM
0752PM
0901PM
0940PM
1200AM
0131PM
1055PM

1048AM

1033AM

0939AM
1217AM
0951PM
0927AM
1038AM

0937AM
1038PM
0911AM

0948AM
0746AM

Depar t nent

Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment

Depar t ment
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Process

Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process

Process
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Task Detail Report
Accept Finished iWD Hold
Ti me Ti me Ti nme
(Fnt) (Fnt) (Fnt)
00: 00: 35 00:01: 19 00: 00: 00
=dlg Brre &35 -1:58:24 00: 00: 00
00: 53: 31 00: 54: 15 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00

00: 00: 00
00: 14: 32 00: 15: 16 00: 00: 00

00: 00: 00
00: 04: 03 00: 04: 50 00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 00: 35 00: 01: 27 00: 00: 00

00: 00: 00
02: 09: 09 02: 09: 53 00: 00: 00
00: 00: 35 00: 01: 27 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
00: 00: 35 00: 01: 26 00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
03:13: 09 03:13:59 00: 00: 00
00: 35: 13 00: 35: 59 00: 00: 00

00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00

00: 00: 00
-1:59:19 00: 00: 09 00: 00: 00

00: 00: 00
02:12: 54 02:13: 45 00: 00: 00
00: 34: 09 00: 34: 56 00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 00: 35 00: 01: 21 00: 00: 00
00: 00: 35 00: 01: 21 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
00: 00: 35 00: 01: 27 00: 00: 00
00: 00: 35 00: 01: 26 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 19 00: 00: 00
00: 00: 35 00: 01: 25 00: 00: 00
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Handl e

Tine

(Fnt)

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:
00:

39

39
00
a4
00
39
00
42
40
47
00
39
a7
44
46
40

41
00
00
42
00
45
00
46
42
40
41
a1
00
44
47

00
39
45



Task Detail Report

Last
Due Date Tine L erlas:t ilon E-l\—/zsnkt CapItDure SOlN;:er Po(i:é:wat ul\rl;rre Queue Queue Type T%Jreguesi quzgirlgl Category Priority St,\stn:s Filnsal H:elsd Al_ga:esr:t
D Nanme Nane
2021- 05-05 1115PM itx004382 39580 ext 004382 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 60 Conpleted 1 0 Agent
2021-05-05 1116AM it x004329 39120 ext 004329 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4 Unknown 70 Conpleted 1 0 Agent
2021-05-05 1125PM it x004294 38903 ext 004294 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 80 Conpleted 1 0 Agent
2021-05-05 1135AM it x004181 37817 ext 004181 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 80 Queued 0 0
2021- 05-05 1145AM it x003895 35197 ext 003895 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 4  Unknown 110 Queued 0 0
2021- 05-05 1145PM it x004268 38733 ext 004268 TEST_SOLUTION capture_point3 iW_Queued InteractionQueue iWD_New channel 2 Unknown 80 Conpleted 1 0 Agent
2021- 05-05 1146AM it x004354 39340 ext 004354 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 50 Conpleted 1 0 Agent
i tx004253 38500 ext 004253 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 5 Unknown 60 Conpleted 1 0 Agent
2021-05-05 1147AM
i tx004311 39030 ext 004311 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 80 Conpleted 1 0 Agent
2021- 05-05 1148AM it x003860 34870 ext 003860 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 70 Conpleted 1 0 Agent
2021- 05-05 1149PM it x004379 39547 ext 004379 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 40 Queued 0 0
2021- 05- 05 1205AM it x004012 36790 ext 004012 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 60 Conpleted 1 0 Agent
2021-05-05 1211AM it x003920 35430 ext 003920 TEST_SOLUTION capture_pointl iWD_Queued |InteractionQueue iWD_New channel 3 Unknown 60 Conpleted 1 0 Agent
2021- 05-05 1212AM it x004031 36480 ext 004031 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 40 Conpleted 1 0 Agent
2021- 05-05 1213AM it x004309 38957 ext 004309 TEST_SOLUTION capture_point3 iWD Queued InteractionQueue iWD_New channel 4  Unknown 90 Queued 0 0
2021- 05-05 1217AM it x004064 36777 ext 004064 TEST_SOLUTION capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 70 Queued 0 0
2021- 05-05 1219AM it x003837 34637 ext 003837 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 70 Queued 0 0
2021-05-05 1219PM it x004095 37050 ext 004095 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 60 Conpleted 1 0 Agent
2021-05-05 1221PM it x004334 39160 ext 004334 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 70 Conpleted 1 0 Agent
2021- 05-05 1222PM it x004120 37270 ext 004120 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 80 Conpleted 1 0 Agent
2021- 05-05 1223PM it x004437 40090 ext 004437 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 40 Conpleted 1 0 Agent
2021- 05-05 1227AM it x003848 34783 ext 003848 TEST_SOLUTION capture_point2 iW_Queued InteractionQueue iWD_New channel 2 Unknown 80 Conpleted 1 0 Agent
2021- 05-05 1233AM itx003813 34440 ext 003813 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 20 Conpleted 1 0 Agent
i tx003875 35010 ext 003875 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 50 Conpleted 1 0 Agent
2021-05-05 1233PM i tx004178 37790 ext 004178 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 70 Conpleted 1 0 Agent
2021- 05-05 1234PM itx004378 39537 ext 004378 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 60 Queued 0 0
2021- 05-05 1237PM itx004143 37470 ext 004143 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 60 Conpleted 1 0 Agent
i tx003967 36023 ext 003967 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 100 Conpleted 1 0 Agent
2021-05-05 1241PM i tx004220 38190 ext 004220 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 110 Conpleted 1 0 Agent
2021- 05- 05 1249AM it x003999 36180 ext 003999 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 2 Unknown 80 Conpleted 1 0 Agent
2021- 05- 05 1255AM it x004056 36713 ext 004056 TEST_SOLUTION capture_pointl iWD Queued InteractionQueue iWD_New channel 5 Unknown 60 Conpleted 1 0 Agent
2021- 05-05 1258PM it x004392 40276 ext 004392 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 5 Unknown 120 Conpleted 1 0 Agent
2021- 05-06 0136AM it x004345 39260 ext 004345 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 3  Unknown 70 Conpleted 1 0 Agent
2021- 05-06 0156AM it x004347 39453 ext 004347 TEST_SOLUTION capture_point2 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 40 Conpleted 1 0 Agent
2021- 05- 06 0202AM it x004399 39730 ext 004399 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 120 Conpleted 1 0 Agent
2021- 05-06 0204AM it x004384 39683 ext 004384 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 100 Conpleted 1 0 Agent
2021- 05- 06 0255AM it x004388 39637 ext 004388 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 2 Unknown 100 Queued 0 0
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Resul t
Code
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Cust oner
ID

Cust oner 5
Cust oner 2
Custoner 1
Cust oner 2
Cust oner 3
Cust oner 1
Cust oner 4
Cust oner 2
Cust oner 3
Cust oner 4
Cust oner 2
Cust oner 1
Cust oner 3
Cust oner 1
Cust oner 1
Cust oner 4
Cust oner 4
Cust oner 5
Cust oner 3
Cust oner 4
Cust oner 3
Cust oner 2
Cust oner 4
Cust oner 1
Cust oner 5
Cust oner 4
Cust oner 5
Cust oner 4
Cust oner 4
Cust oner 1
Cust oner 3
Cust oner 4
Cust oner 3
Cust oner 4
Cust oner 2
Cust oner 2

Custoner 1

Cust oner
Segnent

SI LVER
BRONZE
GOLD
SI LVER
GOLD
GoLD
SI LVER
GaLD
SI LVER
BRONZE
SI LVER
SI LVER
GLD
SI LVER
SI LVER
GOLD
BRONZE
GLD
SI LVER
GLD
BRONZE
SI LVER
BRONZE
SI LVER
GOLD
SI LVER
GLD
BRONZE
SI LVER
SI LVER
GaLD
GOLD
SI LVER
GLD
SI LVER
BRONZE
SI LVER

Product

Moni tori ng
Moni tori ng
Moni t ori ng
Moni tori ng
Service
Notification
Moni t ori ng
Service
Moni t ori ng
Service
Moni tori ng
Service
Service
Moni t ori ng
Moni t ori ng
Service
Service
Service
Service
Service
Moni t ori ng
Service
Moni t ori ng
Moni tori ng
Moni t ori ng
Service
Moni tori ng
Service
Service
Moni tori ng
Service
Moni t ori ng
Moni tori ng
Moni tori ng
Service
Service

Service

Product Subtype

Profanity detection

Sentinent anal ysis
Sentiment anal ysis
Sentinent anal ysis
Escal ation

News feed

Recordi ng service
Escal ati on
Sentinent anal ysis

Escal ati on

Profanity detection

Escal ation

Agent advi sory
Sentinment anal ysis
Sentiment anal ysis

Escal ati on

Language translation

Escal ati on
Agent advi sory

Agent advi sory

Profanity detection

Agent advi sory

Profanity detection

Sentiment anal ysis

Sentinent anal ysis

Language translation

Sentinent anal ysis
Escal ation
Escal ation
Recordi ng service

Escal ati on

Profanity detection

Sentiment anal ysis

Sentinent anal ysis

Language translation

Agent advi sory

Agent advisory

Medi a
Type
emai |
emai |
emai |
wor ki t em
wor ki tem
emai |
emai |
emai |
enai |
emai |
wor ki t em
wor ki tem
wor ki tem
emai |
emai |
enai |
emai |
wor ki t em
wor ki tem
emai |
wor ki tem
wor ki t em
wor ki tem
wor ki tem
wor ki tem
emai |
wor ki t em
emai |
emai |
wor ki tem
emai |
enai |
wor ki t em
wor ki t em
emai |
wor ki t em

emai |

Task Detail Report

Interaction
Type

Qut bound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
Qut bound
I nbound
I nbound
I nbound
Qut bound
Qut bound
Qut bound
I nbound
Qut bound
I nbound
I nbound
I nbound
I nbound
I nbound
Qut bound
| nbound
Qut bound
Qut bound
Qut bound
I nbound
Qut bound
Qut bound
Qut bound

Qut bound

Interaction
Subt ype

Qut boundACK
Qut boundACK

I nboundTest
Qut boundRepl y
I nboundTest
Qut boundACK

I nboundNew
Qut boundNew
Qut boundACK
Qut boundNew
Qut boundRepl y
Qut boundACK
Qut boundNew
Qut boundNew

I nboundNew

I nboundTest

I nboundTest
Qut boundACK
Qut boundNew
Qut boundRepl y
I nboundNew
Qut boundNew

I nboundNew

I nboundNew

I nboundTest

I nboundNew

I nboundNew
Qut boundRepl y
I nboundNew
Qut boundACK
Qut boundACK
Qut boundRepl y
I nboundNew
Qut boundRepl y
Qut boundNew
Qut boundRepl y
Qut boundNew
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Sour ce Tenant

Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce

Sour ce

Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant

Tenant
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Sour ce
Process

Fraud
Fraud
Fraud
1T
1T
Fraud
Fraud
Fraud
1T
T
Fraud
1T
Fraud
Fraud
IT
Fraud
T
T
1T
1T
Fraud
Fraud
Fraud
T
Fraud
Fi nance
Fraud
Fraud
Fraud
Fraud
Fraud
Fraud
T
T
1T
Fraud

Fraud

Source Process
Subt ype

Dupl i cate Account
Account Checki ng
Account Checki ng
Support Request
Access Request
Account Checki ng
Account Checki ng
Ban Request
Support Request
Support Request
Account Checki ng
Support Request
Ban Request
Account Checki ng
Support Request
Ban Request
Request

Access Request
Support Request
Support Request
Account Checki ng
Ban Request

Dupl i cate Account
Support Request
Dupl i cate Account
Credit

Ban Request
Ban Request
Ban Request
Ban Request
Ban Request
Account Checki ng
Access Request
Access Request
Access Request
Account Checki ng

Ban Request

Ski Il
ID

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Request ed

Agent
Nare

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Source Date

Tinme

2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05-03
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021- 05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05-03
2021-05- 04
2021-05-03
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021- 05- 04
2021- 05- 04
2021-05- 04

2021-05- 04

0249PM
0122PM
1231PM
1142AM
1133PM
0825PM
1145AM
0341PM
0944AM
0807AM
0738PM
0447AM
0530AM
0620AM
0807PM
0654AM
0635AM
0433AM
0218PM
0905AM
0544PM
0617PM
0208AM
0704PM
0935AM
0541PM
0317AM
0947AM
0549AM
0532AM
1103AM
0915AM
0251PM
0241PM
0949PM
1001PM
0710PM



Create Date

Time

2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04

2021-05-04

1048PM
1009PM
0931PM
0706PM
0908AM
0925PM
1038PM
0904PM
0946PM
0812AM
1047PM
1041AM
0916AM
1045AM
0958PM
1117AM
0718AM
1204PM
1000PM
0222PM
1154PM
0739AM
0537AM
0835AM
0714PM
1047PM
0402PM
0955AM
0821PM
1021AM
1124AM
1102PM
1022PM
1018PM
1126PM
1058PM
1113PM

Source Due Date

Ti ne

2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021- 05- 05
2021-05- 05
2021-05- 05
2021-05- 06
2021-05- 06
2021- 05- 06
2021-05- 06

2021- 05- 06

1115PM
1116AM
1125PM
1135AM
1145AM
1145PM
1146AM
1147AM
1147AM
1148AM
1149PM
1205AM
1211AM
1212AM
1213AM
1217AM
1219AM
1219PM
1221PM
1222PM
1223PM
1227AM
1233AM
1233PM
1233PM
1234PM
1237PM
1241PM
1241PM
1249AM
1255AM
1258PM
0136AM
0156AM
0202AM
0204AM
0255AM

Fini sh Date

Tine

2021-05- 04
2021-05- 04
2021- 05- 04

2021-05- 04
2021-05-04
2021-05- 04
2021-05-04

2021- 05- 04

2021- 05- 04
2021-05- 04

2021-05-04

2021-05- 04
2021- 05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04

2021-05-04

2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021- 05- 05
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04

1050PM
1010PM
0954PM

0933PM
1039PM
0906PM
0953PM
0813AM

1137AM
0918AM
1046AM

1205PM
1001PM
0223PM
1156PM
0751AM
0538AM
0836AM
0715PM

0403PM
1003AM
0822PM
1023AM
1120AM
0134AM
1023PM
1043PM
1127PM
1111PM

Depar t nent

Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t ment

Depar t ment
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Process

Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process

Process
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Task Detail Report
Accept Finished iWD Hold
Ti me Ti me Ti nme
(Fnt) (Fnt) (Fnt)
00: 00: 35 00:01: 19 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
00: 21: 35 00: 22: 24 00: 00: 00

00: 00: 00

00: 00: 00
00: 07: 10 00: 07: 56 00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
00: 00: 35 00: 01: 26 00: 00: 00
00: 05: 47 00: 06: 40 00: 00: 00
00: 00: 35 00: 01: 25 00: 00: 00

00: 00: 00
00: 54: 50 00: 55: 37 00: 00: 00
00: 00: 35 00: 01: 20 00: 00: 00
00: 00: 11 00: 01: 00 00: 00: 00

00: 00: 00

00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 17 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
00: 00: 35 00: 01: 21 00: 00: 00
00: 00: 35 00: 01: 16 00: 00: 00
00: 11: 22 00:12:12 00: 00: 00
00: 00: 35 00: 01: 27 00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
00: 00: 35 00: 01: 26 00: 00: 00

00: 00: 00
00: 00: 35 00: 01: 24 00: 00: 00
00: 07: 36 00: 08: 24 00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
00: 00: 35 00: 01: 23 00: 00: 00
-1:55:33 -1:56: 23 00: 00: 00
02: 31: 35 02:32: 26 00: 00: 00
00: 00: 35 00:01: 19 00: 00: 00
00: 24: 13 00: 25: 03 00: 00: 00
00: 00: 35 00:01: 13 00: 00: 00
00: 11: 27 00:12: 11 00: 00: 00

00: 00: 00
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Handl e

Tine

(Fnt)

00:
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00
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Task Detail Report

Last
Due Date Tine L erlas:t ilon E-l\—/zsnkt CapItDure SOlN;:er Po(i:é:wat ul\rl;rre Queue Queue Type T%Jreguesi quzgirlgl Category Priority St,\stn:s Filnsal H:elsd Al_ga:esr:t
D Nanme Nane
2021- 05- 06 0258AM it x004339 39200 ext 004339 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 1 Unknown 90 Conpleted 1 0 Agent
2021- 05- 06 0300AM it x004297 38860 ext 004297 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 90 Conpleted 1 0 Agent
2021- 05-06 0327AM it x004431 40030 ext 004431 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 100 Conpleted 1 0 Agent
2021- 05- 06 0333AM it x004356 39456 ext 004356 TEST_SOLUTI ON capture_pointl iWD _Queued InteractionQueue iWD_New channel 2 Unknown 120 Conpleted 1 0 Agent
2021- 05- 06 0435AM it x004361 39400 ext 004361 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 1  Unknown 90 Conpleted 1 0 Agent
2021- 05- 06 0504AM it x004405 39777 ext 004405 TEST_SOLUTION capture_pointl iWD Queued InteractionQueue iWD_New channel 1 Unknown 100 Queued 0 0
2021- 05-06 1213AM it x004440 40653 ext 004440 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 3 Unknown 70 Conpleted 1 0 Agent
2021- 05-06 1219AM it x004359 39377 ext 004359 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 4  Unknown 90 Queued 0 0
2021- 05- 06 1222AM it x004330 39150 ext 004330 TEST_SOLUTI ON capture_point3 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 70 Conpleted 1 0 Agent
2021- 05-06 1225AM it x004223 38220 ext 004223 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 2 Unknown 100 Conpleted 1 0 Agent
2021- 05-06 1232AM it x004323 39070 ext 004323 TEST_SOLUTION capture_pointl iWD_Queued InteractionQueue iWD_New channel 4 Unknown 70 Conpleted 1 0 Agent
2021- 05-06 1235AM it x004300 38890 ext 004300 TEST_SOLUTION capture_point3 iWD_Queued InteractionQueue iWD_New channel 3 Unknown 80 Conpleted 1 0 Agent
2021- 05-06 1244AM it x004226 38250 ext 004226 TEST_SOLUTI ON capture_pointl iWD_Queued InteractionQueue iWD_New channel 2 Unknown 80 Conpleted 1 0 Agent
2021- 05-06 1248AM it x004245 38417 ext 004245 TEST_SOLUTI ON capture_point2 iWD_Queued InteractionQueue iWD_New channel 5 Unknown 100 Queued 0 0
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Resul t
Code

W OWw W W W W W W W W W W W W

Cust oner
ID

Cust oner 5
Cust oner 4
Cust oner 4
Cust oner 2
Cust oner 2
Cust oner 3
Cust oner 2
Cust oner 2
Cust oner 3
Cust oner 5
Cust oner 1
Cust oner 4
Cust oner 5

Custoner 1

Cust oner

Segnent Product
BRONZE Service
GOLD Moni tori ng
SI LVER Moni t ori ng
GoLD Service
SI LVER Moni t ori ng
SI LVER Moni t ori ng
GOLD Moni t ori ng
GOLD Moni tori ng
BRONZE Moni t ori ng
SI LVER Moni tori ng
GOLD Service
GOLD Service
SI LVER Service
GOLD Service

Product Subtype

Escal ati on
Profanity detection
Profanity detection
Agent advi sory
Profanity detection
Recordi ng service
Profanity detection
Recording service
Profanity detection
Profanity detection
Escal ation

Escal ation

Escal ation

Escal ation

Medi a

Type
emai |
wor ki t em
wor ki tem
wor ki t em
wor ki tem
wor ki t em
wor ki tem
emai |
wor ki tem
emai |
emai |
wor ki tem
wor ki tem

emai |

Task Detail Report

Interaction
Type

Qut bound
Qut bound
Qut bound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
I nbound
Qut bound
Qut bound

I nbound

Interaction
Subt ype

Qut boundNew
Qut boundACK
Qut boundACK
Qut boundRepl y
I nboundTest
Qut boundNew

I nboundNew
Qut boundNew

I nboundNew
Qut boundRepl y
I nboundTest
Qut boundACK
Qut boundACK

I nboundTest
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Sour ce Tenant

Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce
Sour ce

Sour ce

Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant
Tenant

Tenant

a o g N N O W W b

Sour ce
Process

Fraud
T
Fraud
1T
Fraud
IT
Fraud
Fi nance
1T
T
Fraud
1T
IT

Fraud

Source Process
Subt ype

Dupl i cate Account
Access Request
Dupl i cate Account
Access Request
Ban Request
Request

Dupl i cate Account
Credit

Support Request
Support Request
Account Checki ng
Support Request
Access Request

Ban Request

Ski Il
ID

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Request ed

Agent
Nare

Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown
Unknown

Unknown

Source Date

Tinme

2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04
2021-05- 04

2021-05- 04

1215PM
0642PM
1010PM
1126AM
0822AM
0459PM
0241PM
0838AM
1018PM
0354PM
0142PM
0714PM
0837PM
0151PM



Create Date

Time

2021-05- 04
2021-05- 04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05-04
2021-05- 04
2021-05- 04
2021-05-04
2021-05- 04

2021-05-04

1029PM
0936PM
1156PM
1041PM
1043PM
1116PM
1159PM
1042PM
1011PM
0839PM
1001PM
0931PM
0843PM
0908PM

Source Due Date

Ti ne

2021-05- 06
2021-05- 06
2021- 05- 06
2021-05- 06
2021- 05- 06
2021-05- 06
2021- 05- 06
2021-05- 06
2021- 05- 06
2021-05- 06
2021-05- 06
2021- 05- 06
2021-05- 06

2021- 05- 06

0258AM
0300AM
0327AM
0333AM
0435AM
0504AM
1213AM
1219AM
1222AM
1225AM
1232AM
1235AM
1244AM
1248AM

Fini sh Date

Tine

2021-05- 04
2021-05- 04
2021- 05- 04
2021-05- 04

2021-05-04

2021- 05- 05

2021-05-04
2021- 05- 04
2021-05- 04
2021-05-04

2021-05- 04

1031PM
0937PM
1157PM
1056PM
1043PM

0508AM

1012PM
0840PM
1002PM
0932PM
0844PM

Depar t nent

Depar t ment
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t nent
Depar t ment
Depar t ment
Depar t ment
Depar t nent
Depar t ment
Depar t ment

Depar t ment

W N W W N NN PR NN

Process

Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process
Process

Process

o A 00O O O o 0 O U w N O b

Task Detail Report
Accept Finished iWD Hold
Ti me Ti me Ti nme
(Fnt) (Fnt) (Fnt)
00: 00: 35 00:01: 19 00: 00: 00
00:00:35  00:01:21  00: 00: 00
00:00:35  00:01:20  00: 00: 00
00:14:07  00:15:01  00: 00: 00
-1:59: 38 00: 00: 21 00: 00: 00

00: 00: 00
05:07: 21 05: 08: 09 00: 00: 00
00: 00: 00
00: 00: 06 00: 00: 54 00: 00: 00
00:00:35  00:01:26  00: 00: 00
00:00:35  00:01:19  00: 00: 00
00: 00: 35 00: 01: 22 00: 00: 00
00:00:35  00:01:22  00: 00: 00
00: 00: 00
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00:
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40
49
38
00
43
00
43
46
39
42
42
00



