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Introduction

For contact centers today information is more available than ever: calls, e-mail, web chat, and other

customer interactions can be monitored minute-by-mi nut e and i ndi vi dual agent so
Traditional reporting and analytics packages seek to turn this torrent of raw information into knowledge on

whi ch a company can act to improwvkings apaeér allamgs , whe:
clear: Reporting and analytics are critical elements of any successful contact center operation today. This

is true whether you are selling or supporting a product or service, or collecting funds. But t helTheebds m
fobjectiveo data traditionall y avadalllengtH, mumbemofcalls,nt ac t
calloutcomesetc.dj ust candt cut deep enou graoeperformancewofeyoun cl ear
agents. Average call length tells you nothing about customer satisfactiond your slowest agents might be

among your best if they are taking advantage of up-sell opportunities or handling the toughest customers.

This kind of critical knowledge, this Business Intelligence, can only be gained through the kind of

subjective data produced by CenterPlus™. With CenterPlus, reviewers are able to analyze calls and score

them in categories important to your organization. Are agents sticking to the script? Do they have the

abilitytohandlea cust omer 0 ¥oudnd this dut, amehrsueh more, with CenterPlus.

But often, just finding outisnd t e n@ata gdoh arganized for easy, at-a-glance analysis is more of a

burden than the valuable resource it should be. Business Intelligence has to be smart. It needs to get

under the surface, beyond raw numbers and facts, to the heart of the factors responsible for an
organizationbés performance, il luminating i mportant t
Business Intelligence,t he i nf or mati on should be accessible to ev
organization, from the agent dealing directly with customers, to top executives overseeing a number of

centers worldwide. Organizing large amounts of information into formats useful to every member of an

organi zation can be as great a chal | yandicanreggireldigbly | ect i

trained developers working with complex reporting tools.

Enter Portfolio™. Portfolio revolutionizes report generation and distribution with incredible new power and

flexibility: Interactive report cards and telephony reportsletyour agent s know how t heydr
and campaign reports provide a broader picture; trending reports let you see in what direction your

organization is heading. P o r t f stahdiard degselopment platform enables anyone to write and run these

powerful reports, with no special training required. Need custom reports? Users can import their own via

Crystal Reports. And Portfolio offers more than great reports: Its task management features let

administrators set up reports to be run and distributed at a given time, automatically, andPor t f ol i 06 s

Security Configurator makes sure people have access only to the information they need.

With Portfolio reports at your fingertips, information critical to getting the most from your agents, scripts,
and processes is presented in a format that is easy to understand and use. This document introduces you

to Portfolio and the ways in which it can help unlock your business intelligence potential effectively and
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inexpensively. This document also describes each of the 100+ different reports and templates that are

available in Portfolio.

Portfolio Overview: Main window components
Portfolio Clientds main window offers many different
estate is efficiently used, providing you the ability to add or remove components based on your needs. The

main window contains these parts: menu, toolbar, sidebar, navigation tree, and data area.
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The data area is where a selected report is displayed and also where other, multiple windows open, such
as the Tasks window. The toolbar, sidebar, and navigation tree are optional components that you can
choose to display or hide. Changes made to your main window are remembered by Portfolio Client each
time you log into it.

Report distribution

Portfolio includes a number of features which automate tasks such as eZnailing and printing reports. By
creating a report task, you can schedule Portfolio to complete any of these operations automatically on a
regular recurring schedule, or just once. Report tasks are especially useful for creating and sending
reports that employees need on a regular basisd such as a weekly sales report that is updated and

distributed to the executive team via email every Monday morning.
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Security Configurator

The Portfolio Security Configurator is the main administration tool for Portfolio and is used for adding,
managing, and removing user and group permissions. The Portfolio administrator has full control of who
can access certain reports and what they can do with them (save, print, delete or send, for example). The
Security Configurator uses groups, users, and permissions to allow you to manage report access on a

granular basis. Below is a comprehensive list of all the permissions that can be assigned to groups:

A Can pl ace t&Wrehsetting dp atasklomviewing a report, users can choose the option

that saves reports to a shared folder.

A Can create personal dn\henchodsiag the ddliverpsettingd fay 4 task, uders e r s

with this permission can choose to send reports to Portfolio users only.

A Can soettodny E-enaild Users can set up a task to send reports to any eZnail address -- even

those outside of the company.

A Can send r e pmailsd Uders cad setup a task t& send reports to only eZnail addresses

currently on the company domain

A Csemd report to Portfolio Users E-mailsd Users can set up a task to send reports to only eZnail

addresses set up in Portfolio.
A Can pr b tgers cae setoup 4 task to print reports.
A Al'l ow modi fdyUsergcanrmedifotmetiogol whem setting the report parameters.

The permissions available for report categories are listed below. The permissions are arranged in order of
importance. Selecting a permission higher on the list automatically selects the less important permissions

below it.

A Btedl Can delete this category. A category can only be deleted if it is empty of all subZategories and

reports.

A Ch & Canedit the category items, such as category name, parent category, and comments.
A 1 n®pCarr import new reports into this category.

A CrdeCGan aeate a new category.

A R & &ah run all reports in this category and view the results.

A different set of permissions for specific reports can also be set for delete/change/read access.

Creating Reports
P or t fpoelconfigiired templates enable you to create custom management reports. These reports are
typically focused on agent performance, evaluator performance, and other performance measures, such

as business intelligence collected that needs to be passed on to other departments within your enterprise.

The templates in Portfolio Client enable users to configure a report with consistent settings. The user can
create as many reports as needed from the same template, selecting different names and settings for each
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report. Below are some examples of reports that can be created from these templates and the business

use they serve:

A Business intelligence that pertains to the market:i

each Wednesday for the previous week. Select the Business Intelligence Results template and create a
report that only lists business intelligence results pertaining to the marketing department for the previous
week. Then set up a task to deliver this report via eZnail to the director of marketing every Wednesday
morning.

A To review the productivity f ortthePreduaicity byiAgentagen't
template and create a report to show data for a specific agent. This report can be run at any time or it can

be set up to be delivered on a regular basis.

A Thirector of Sales is interested in reviewing the sales results for all company sites on a monthly basis.
Select the Sales Results by Site template and choose an implicit date range to report results from the

previous month. Then set up a task to deliver this report on the first day of each month.

Portfolio Licensing and Reports Descriptions

There are no licensing restrictions for Portfolio Server or Portfolio Clientd all relevant reports are included
with the purchase of Encore. The client application can be installed on as many workstations as you need.
The only exception is Liberation Advanced Trending Reports, which are available for an additional fee.

Here is a summary of the two (2) available sets of reports:

Encore System Reports (14 reports) | Included with each new or Administer and monitor
updated Encore system Encore system
CenterPlus Reports (47 reports) Included with new or updated Analyze agent performance,
CenterPlus system forms usage, and other
performance indicators

Portfolio CenterPlus Reports
47 Portfolio reports are included with CenterPlus. These reports provide valuable insight into your call

¢ e n t perfoérance and help maintain the data in your CenterPlus system. They include:

1. Agent Evaluation 25. Team Performance Analysis

2. Agent Evaluation (Percentages) 26. Team Performance With Trending

3. Agent Scores by Question 27. Team Performance by Scoring Category
4. Business Intelligence Results 28. Team Scores by Question

5. Business Intelligence Tracking 29. Active KPI List

6. Business Intelligence Tracking Chart 30. Agent Extension List

7. Call Distribution by Site 31. Agent List

8. Categorized KPI 32. Agent List Active/lnactive

9. Evaluator Productivity 33. Agent List by Team
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10. Evaluator Productivity per Time Period 34. Agents Not Scheduled
11. Evaluator Scores by Question 35. Agents Not Scheduled by Team
12. Evaluator Scores by Scoring Category 36. Agents Scheduled

13. Forms Usage per Time Period 37. Agents Scheduledd Below Target
14. KPI Comparison 38. Agents Scheduledd Not Recorded
15. KPI Comparison Chart 39. Agents Scheduled by Team

16. Productivity by Agent 40. Available KPI List by Category
17. Productivity by Site 41. Available KPI List by Type

18. Productivity by Team 42. Form List

19. Recordings to Evaluate 43. Form Listd Last Used

20. Sales Results by Agent 44, List of Categories

21. Sales Results by Site 45. List of Schedule Details

22. Sales Results by Team 46. Team List

23. Sales Trending 47. Team List by Site

24. Team Evaluation

1. Agent Evaluation shows detailed information for each evaluation that was created during the date

range selected. It shows all scores as the actual number of points earned by the agent.

CSR: Gina Bullock
Team: Sales Tearn 1 Mo dified by: KevinChilds
Evaluated by: KevinChilds Mo dified date: 812502006 9:22:00
Recording date: 8/24/2006 9:58:05 Form used: COuthound Sales Campaign (rev. 1)
Evaluated date: £/25/2006 9:15:00 Agent avg. score: 79.08
Score by categories
100 100.00 100.00 _
a0
&0
a0 0.0
3000
1
Customer Data Input Sales Semice Standards Specials Up SellsfCross Sell
Understanding
Agent Perform ance
Cuestion Answer Score / Possible
Did the agent address the customer by name? Yes 3007500
Did the agent introduce hirfherself to the customer? Yes 5.00r500
Did the agent ask the customer if he has ever subscribed to the Sentinel? Yes 50071500

2. Agent Evaluation (Percentages) is similar to the Agent Evaluation template, except it shows all scores

as a percentage of the total points available.
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3. Agent Scores by Question provides a comprehensive list of the agent's accumulated scores for
guestions answered on evaluations. Only evaluati
It can be used to provide report cards for agents or to evaluate the difficulty and effectiveness of different

questions.

Agent Scores Report - by Question

Generated: 12/27/2007 12:24:02
Date Range: 11/1/2007 - 12/17/2007

Site Agent Name Question #of Bvds Average Awverage Aversge Difference Difference
Agent Team System  [(Agent- [Agent -
Score Score Score Team) System)

Situ 1l fovu Garnox Wom rebuttals to price ox delivery handled sffoc thm br? [} 3500 60.00 68.2¢ -25.00 -33.24
S 1 fovw Garnor How wulldid fhe agentatiemptto match s produst with the ¢ 3 66.67 76.00 16.92 -2.33 -10.26
Situl f£o1n Garner Did tho aguntengguetwayy to impmve the madability o f the 1 40.00 20.00 20.00 -40.00 -40.00
fitu 1 fovu Carnor Did the s zuntiugzuetamas to place the ad? 1 40.00 16.00 20.00 -36.00 -40.00
it 1l fovu Garnex Was the ad mad bac) to the cHent fox accuracy? 1 100 00 42.00 89333 200 65T
Situ 1 fove Garnex Did the s junt s firm the s to mers purchae? 1 000 40.00 $0.00 -+0.00 -50.00
fiu 1l fovu Carner Was the g tomer’s Tequostfising 1osolved with the firet call? i 100 00 9365 9437 635 513
Situ 1 £ovu Garnex W the cwtomer's billing ques tion handled w: puc tfalhy? 3 10000 T6.67 T1.33 23.33 2267

4. Business Intelligence Results displays the results of business intelligence questions which are solely
used to glean information from clients regarding product quality, service satisfaction, and any other
information the enterprise deems important to ask. They are not used to score agent performance. This
template is able to parse results by question so that each department in the enterprise only views pertinent
business intelligence. For instance, results pertinent to the marketing department are sent only to

marketing and results pertinent to the shipping department are sent only to shipping.

Business Intelligence Results

Generated:  03/14/200710:31:11
Date Range: not specified

Index Rev. BlliIndicator Results Percentage Occurrences
100 3 If a current subscriber, what was the customer's favorite area of the paper?
AF: Arts & Fashion 175 b

101 1 What areas of the paper did the customer think could be improved?

Better intemational coverage

Local Business
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5. Business Intelligence Tracking shows how evaluators are answering business intelligence questions.

It helps managers determine whether evaluators are answering business intelligence questions

consistently or if they may be skipping them to save time. This is a real possibility since the results of

business intelligence questions do not i mpact t
Business Intelligence Tracking
Generated: 03/14/2007 10:31:21
Crate Range: not specified
Score per Evaluator
2 |
= = L]
o =
i
= — =
= g =
Index Rev. Question T |l &
100 3| If a current subscriber, what was the customer's favorite area of the paper? 2% | 38% | el
101 1| hat areas of the paper did the customer think could he improved? 0% | 40% | a0
104 1{Ifan up sell or cross sellwas declined, why? 0% | 6L% | 39%
105 1|¥Was this a current subscriber? 0% | 58% | 42%
106 1|Was payment taken at the time of the cal? 0% | 4%% | 51
110 1|Did the custamer sign-up for automatic payment? 0% | 56% | 449
111 1]1f the custamer signed-up for auto pay, was their decision influenced by the special offer? 0% | 50% | A0%
119 1| If cancellation, why? 0% | 40% | el
120 1{If camplaint, what department? 0% | 33% | 67%
6. Business Intelligence Tracking Charts hows a graph displaying eval

intelligence questions. It is a graphical representation of the Business Intelligence Tracking template. It

helps managers determine, at a glance, whether evaluators are answering business intelligence questions

consistently

or if they may be

skipping them

t o

may also help evaluators or their supervisor to locate questions that may need to be discussed among the

evaluation team.

Generated: 03/14/2007 10:31:36
Date Range: not specified

Business Intelligence Tracking Chart

Inde: 00 Pew 2 M_‘_

If @ current subseriber, what was the customer's favorite area of the papar?

Index:101 Rew.:f
Wit areas of the paper did the customer think could be improved?

Index:104 Rev.:{
If an up sell or cross sell was declined, why?

Index:105 Rew.:1

= as this a cumrent subscriber? M administrator
T B KevinChilds
3 Index:108 Rew.:1 [ Peggy Clark
‘ifas payment talken at the time of the call?
Index:110 Rew.:1
Did the customer sign-up for automatic payment?
Index:111 Rew.:1
If the customer signed-up for auta pay, was their decision influenced by the special offer?
Index:11@ Rew.:f
If cancellation, why?
I T T T T T
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7. Call Distribution by Site shows all the calls received by each site and the hour in which they were

received. This report helps management with planning and staff scheduling.

8. Categorized Key Performance Indicator Statistics shows statistics for questions and is grouped by
categories. It helps to identify the agents6 mastery
category or for a specific KPI. This is helpful to a manager who may want to locate a good example or best

practice to train other agents and to reward those agents who are demonstrating a mastery of key skills.

Categorized KPI Statistics

Generated:  03/14/2007 10:31:49
Date Range: not specified

Scoring Category: Service Standards

Index Rev. Question Score
107 11 Did the agent ask the customer if he has ever subscribed to the NY Times? 100%
Agent Score
Joyee Hadley 100%,
Etarma Freeman 100,
Ellie Friese 100,
Steve Carner 100%, | | [ [
I I I I
] 20 40 B0 g0 100

9. Evaluator Productivity illustrates the productivity of the evaluators and helps managers determine if

the evaluation team is productive, if one evaluator may be working more efficiently than another, and if the
evaluator is truly I|Iistening to t heforrrande.iThisreportealscor di n g
shows the number of evaluations completed throughout the day. This may help a manager to determine

the time of day in which an evaluator may be more productive. Only questions used in evaluations that are

related to calls are used in the template. Questions that have not been used in evaluations, or evaluations

that are not related to calls, are not taken into consideration.
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Evaluator Productivity

Generated: 0371472007 10:32:03

Date Range: not specified
Start Tune: not specified
End Time: notspecified

Evaluator Evaluations Average Averajge Average Recording Time to
Completed Completed Recording Evaluation Evaluation Time

perHour Length time Ratio

administrator 1 1] 00:02:39 00:02:52 1:1.1
KewinChilds 92 2 00:02:35 000605 1:24
Fegzwlark 69 1 000224 00:03:51 1:14
PostCallSurveyTzer 2 o omoZ:az2 00:00:23 1:02

Evaluator Productivity Chart

16
14
-
S 12
=
g 10
<
i B _ -
S 6
5
> 4 —
< I
Lm I = | |
= = 8 = 8 = S| =
— o] o o o] =] : |
Time
| [ | O O
administrator KevinChilds PeggyClark PostCallSurveyUser

10. Evaluator Productivity per Time Period shows how productive an evaluator is during a certain time
period and helps to compare the productivity of all evaluators.

11. Evaluator Scores by Question summarizes each evaluator's grading behavior on each question,
comparing the evaluator's raw score to the average system score. It can be used for evaluator training and

performance management.
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Evaluator Scores Report - by Question

Generated: 11;27,2007 10:0925
Date Range: 10/1/2007 - 11/25/2007
Site Evaluator Question #of Evals  fAverage Average Difference

Evaluator  System

Score Score

fin 1 ad ministratox Di the aguntaddmes the c o o mex by nama? 3 75.00 ap.7s -15.715
fin 1 ad ministratox Di the agentintn dwe him/derielfto the oo o mex? 3 100.00 21.50 18.50
fim 1 ad minis tratox Dil the saguntas) the cwstomorifhe has svexsubscrbed to the funtite 1 0.0o0 33.41 -83.41
fim 1 ad ministratox Inotasubicrter, was the How Cns o morspecisl offo md? 1 20.00 77.22 278
fiw 1 ad minis tratox If s mtmoing ¢ ubscrber, was the Eatoming Cwstomerspecisl o flamd? 2 +0.00 71.52 -31.52
fiw 1 ad minis tratex Ifa cumuntsubicrber was the customerthanded foxhi continned ¢up 1 100.00 100.00 0.00
fiw 1 ad minis fratox Ifcnooentiubscnter, was the s o mer asded foramas ho tho ughtconl 1 100.00 T9.17 20.33
fin 1 ad ministratox How welldid the ¢ o % mor appearte mdentand the ¢ ampai 10 dug: 2 78.33 27.07 5.73
fim 1 ad ministratox D3 the custo max buythe ¢ nbicoptio n? 2 100.00 73.10 21.80
fin 1 ad minis tratox Was anupselloxcmss sull athmptud? 2 73.33 59.61 372
fin 1 ad minis tratox Dil the cstomex puxchase the apselloxcross sall? 2 0.00 41.98 -41.98
fiw 1 ad minis tratox How wulldid the & jent expm s 6o 16 ernfintums tin the custo mox? 3 29.00 39.01 -0.01
fiw 1 ad minis tratex Ifa vak, wem the custo mer’s foll name, addmes, and billing informa tic 2 100.00 33.79 11.21

12. Evaluator Scores by Scoring Category summarizes each evaluator's grading behavior on each
scoring category, comparing the evaluator's raw score to the average system score. It can be used for
evaluator training and performance management.

13. Forms Usage per Time Period helps call center managers check how often a specific form is used
during a time period. It may point toward the effectiveness of a form and help to clear out forms that are
not used often. The bar graph shows how much the form is used during the time period. If the report data

is grouped by site, a graph is displayed for each site.

Form Usage per Time Period Report
Generated: 12022007 17:27:24
Date Range: 107172007 - 11/25/2007
-HwmberorEuahatons
1062007 11072007 11082007 110302007 11 A02007 11412007 114272007 11 A 372007 1126/2007 I Total
Financial - Mortgage Serdices [ [ w [ w 1 Fl Fl [ 5
Imbourd Subscription Sales) o o n o n o L] 1 L] q
Outbound Sales Campaign 1 1 1 3 + 2 3 1 1 17
Fost Call Surse o n 1 o n o o 1 L] 2
Total S Ea e e = EE N 25
Forms Usage per Time Period
"0
Ll Fi
inanciai - Morgage
E 14 B ocnices
E Inbeund Subssiption
E 3 L.
g w0 Oulbound Sates
B O Campaian
[ Fost Call Sunvew
£ .
5
2y
- L
- I
R 273 B
@
Fosm

14. KPI Comparison displays the average score given by each evaluator for each question or KPI. It helps

a manager determine if the evaluation team is scoring questions/KPIs in a similar manner.
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15. KPI Comparison Chart displays the average score given by each evaluator for each question or KPI

in graph form. It has the same businessusesandr ul e s

as the

i KPI

Comparisonbo

KPI Comparison Chart

Generated: 037142007 10:32:18
Date Range: not specified
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facareitiagcrber, was e castmer tanked B bk contineed s apport
hikx=d Revk bl
ez atoabeorber, was e catme r atked br anas ke ﬂolgltwlkl\h’ Mpm(l"lh?(l?
lickiSt Revk b2
How we Ikl the ez tome T appear © 1kt the campak) yprhct
hekr2 Revk bl
Dkl the cagtomer brythe sabgcription?
1] X w 1) an 1
Score
16. Productivity by Agents hows an agentoés performance in five ar
e Calls taken per hour
e Call workload distribution
e Average talk time per call
e Successful sales (usually determined by the sales result code but may need custom configuration)
e Average evaluation score
This template can be used in many ways. The following are just a few ideas:
A  Compare the number of calls taken by an agent to
each day.
A ®renine how much of the workload a particular agent is managing compared to other agents in the call
center.
A Compare the average talk time to the successful s

or hinder sales.

17. Productivity by Site is the same as the Productivity by Agent report, except it compares results from

multiple sites.

18. Productivity by Team is the same as the Productivity by Agent report, except it compares results

between teams.
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19. Recordings to Evaluate provides a list of recordings for the evaluator to score for the day. It shows

the number of evaluations that meet the selected criteria and the number of evaluations which should be
completed for the day. This template conveniently provides direct access to CenterPlus for evaluating the

recordings. The user clicks a recording filename, selects a form to use, and then evaluates the recording.

20. Sales Results by Agentincludes e a ¢ h  a gumimet ob ssles and sales closing percentage along

with the number of evaluations received and average evaluation score. This template is useful for

determiningan agent 6s success or need for coaching with th
A ldentifying those agents performing partiaogotarly w
best practice examples.

A 1ldentifying those agents who may not be as success

additional training or coaching.

A Comparing the agentodés sales success wittitnsdorasse eval u

results in high sales. The correlation between these two numbers may point to whether the correct KPIs

are being measured.

21. Sales Results by Site is similar to Sales Results by Agent, except it shows sales results grouped by

site with details for teams and agents.

22. Sales Results by Team is also similar to Sales Results by Agent, except it shows sales results

grouped by site with details for teams and agents.

23. Sales Trending is also similar to Sales Results by Agent, except it shows sales results for the entire

site broken down by days, in one succinct report. This report helps management to compare the evaluation

scores to the number of sales made, over a specified time period, to consider whether the KPls are

resulting in increased sales.
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