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Glossary of Reporting Terms

How to access Reports

Reports provide detailed and/or summarized information on the attention levels, productivity and performance of the contact center’s various
channels, campaigns and operators.

The reports are grouped according to the following categories:

A Team Reports

. Chat Reports

. Voicemail Reports

. Facebook reports

o Contact Form Reports
. Call Reports

. Email reports

d Twitter Reports

b Management Reports
. Dialing Reports

. Report Designer

To access the reports, follow these steps:

1. Go to the "Reports" tab:
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3. Click on the report you want to generate from the selected category (in this case the detailed report "States by Agent" in the Team
category):
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There are two report types: detailed reports and summaries

Detailed reports show each of the interactions that correspond to the report and show specific data for each of them. Summary reports, on
the other hand, show averages and summary data without showing the detail of each corresponding interaction.

) Hovering over the report that you want to generate displays the slice criteria for that report.

4. Enter the required filters:

2021-10-12 B 2021-10-12 B 15 minutes | = 15

. Click the "Execute" button to generate the report.

. If you want to export the report to PDF and CSV format, click the "Export" button; read: ""How to export a report to pdf or csv"™.

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

[e2é)]

Related Articles
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E How to associate an application from Google Play Store

E How to associate an application from the App Store
Team Reports

The "Team" reports provide detailed and summary information on agent performance and productivity.
From here you can also access the details of the internal chats exchanged between the team.

The reports available in this category are:

~ Detail of internal chats by agent
This report provides detailed information on internal chats between i6 users, where chats took place during a given period of
time; this information can be filtered by agent.

~ Detail of states by agent
This report provides detailed information on the states adopted by the agents during their session in i6 during a given period of
time; this information can be filtered by agent.

~ Detall of states by campaign
This report provides detailed information on the states adopted by the agents during their i6 session during a given period of
time; this information can be filtered by campaign

~ Summary of pause states by agent
This report provides summary information of the pause states adopted by the agents during their session in i6 during a given
period of time; the information can be filtered by agent.

*~ Summary of pause states by campaign and agent
This report provides summary information of the pause states adopted by the agents during their session in i6 in a given period
of time; this information can be filtered by campaign and agent.

~ Summary of pause states by campaign
This report provides summary information of the pause states adopted by the agents during their session in i6 during a given
period of time; this information can be filtered by campaign.

~ Summary of states by agent
This report provides summary information of the states adopted by the agents during their session in i6 during a given period of
time; this information can be filtered by agent.

~ Summary of states by campaign and agent
This report provides summary information of the states adopted by the agents during their session in i6 during a given period of
time; this information can be filtered by campaign and agent.

~ Summary of states by campaign
This report provides summary information of the states adopted by the agents during their session in i6 during a given period of
time; this information can be filtered by campaign.

*» Summary of times by state
This report provides summary information of the total time that the agents spent in each state during their session in i6 during a
given period of time; this information can be filtered by campaign, agent and status.

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Detail of internal chats by agent
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This report provides detailed information on internal chats between i6 users, where chats took place during a given period of time; this
information can be filtered by agent.

What is this report for?

Get the duration of each of the internal chats that were generated between i6 users, during a specified period of time; as well as identifying the
user who started the chat, and the chat start date and end date.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

. Romina Galperin

'H' Home

2. Click on the "Team" reports category:

E Contact Fom
m Facebook
Inskagram
EJ wa

. Yoribub
Ea Elumbasr

3. Click on the detailed report "Internal Chats by Agent":
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4. Enter the required filters:

Start date and End date: range for which you want to obtain the information.
Inviting Agent: the user id of the agent initiating the chat.
Invited Agent: the user ID of the agent receiving the chat invitation.

When hovering over the filters, their description is displayed.

If the Inviting and/or Invited Agent filter is left blank, the report shows the information relating to all internal chats.

5. Click the "Execute" button to generate the report.
The information is displayed:

Detalle de eonversociones de chat inferno en determinado tiempo por agente.
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~ Click here to see the description of the report columns
~ INVITING AGENT

The user id of the agent initiating the chat

~ INVITED AGENT
The user ID of the agent receiving the chat invitation

~ START DATE
Date on which the internal chat started.

~ END DATE
Date on which the internal chat ended.

~ DURATION TIME

Total duration of the internal chat

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Detail of states by agent

This report provides detailed information on the states adopted by the agents during their session in i6 during a given period of time; this
information can be filtered by agent.

The sequence shown in the report is:

Connected Online No ACD State(s) selected by the agent

Connected: on entering the system, and for as long as they do not log out, the agent will be considered to be in the "Connected"
state, regardless of the states they may have throughout the session.

Online No ACD: default state of the agent on entering the system.

State selected by the agent: state(s) selected by the agent.

An example of the sequence observed in this report is:

If the agent enters the system at 08:00 and logs out at 12:00 it will look like this:

® They will be in "Connected" state from 08:00 to 09:00

® They will be in "Online No ACD" state from 08:00 until they decide to change the state on the system; suppose it changes to the "Available"
state at 08:10.

They will be in "Available" state from 08:10 until they decide to change to another state or, failing that, until they log out; in this case at 10:00
they decide to change to "Break" state.

They will be in "Break" state from 10:00 until they decide to change to another state or, failing that, until they lo out; in this case at 10:15 they
decide to change to "Available" state.

® They will be in "Available" state from 10:15 until they decide to change to another state or, failing that, until they log out.

What is this report for?

Get information about the time a specific agent entered and left the session in the system during a specified period of time, and check the states
in which the agent remained during their session in the system.
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To generate the report, follow these steps:

1. Go to the "Reports" tab:
Romina Galperin

ﬁ Home

2. Click on the "Team" reports category:

Mt

] sms

(2] vwte
Vit Mo
[£] wnatsapp
g
4

3. Click on the detailed report "States by Agent":
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Kicko Agent

States by Agent

States by Campasgn

4. Enter the required filters:

(4,

2021-10-12 [ 2021-10-12 B {5 minutes | =

Start date and End date: range for which you want to obtain the information.
Agent: agent user id. It is mandatory to generate the report.

Campaign: campaign ID.

Agent State: state of the agent in a given period of time.

When hovering over the filters, their description is displayed.

If you leave the Campaign and/or Agent State filter blank, the report will show information related to all campaigns
and/or agent states.

5. Click the "Execute" button to generate the report.

The information is displayed:
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Summary of agent states in apeeefiod time peiiod by agent.

~ CAMPAIGN
Campaign ID.

~ DATE FROM

The date the user entered a specific state.
~ DATE TO
~ STATE

~ PAUSE

~ CUSTOM

~ Click here to see the description of the report columns

The date on which a user left a specific state.

State of the agent in a given period of time.

Indicates whether the agent state is paused

Indicates whether the agent state is customized.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".
7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic

sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Detail of states by campaign

This report provides detailed information on the states adopted by the agents during their i6 session during a given period of time; this information

can be filtered by campaign.

The sequence shown in the report is:

Connected Online No ACD State selected by agent

Connected: on entering the system, and for as long as they do not log out, the agent will be considered to be in the "Connected"

state, regardless of the states they may have throughout the session.
Online No ACD: default state of the agent on entering the system.

State selected by the agent: state(s) selected by the agent.
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An example of the sequence observed in this report is:

If the agent enters the system at 08:00 and logs out at 12:00 it will look like this:

® They will be in "Connected" state from 08:00 to 09:00

® They will be in "Online No ACD" state from 08:00 until they decide to change the state on the system; suppose it changes to the "Available"
state at 08:10.

® They will be in "Available" state from 08:10 until they decide to change to another state or, failing that, until they log out; in this case at 10:00
they decide to change to "Break" state.

® They will be in "Break" state from 10:00 until they decide to change to another state or, failing that, until they lo out; in this case at 10:15 they
decide to change to "Available" state.

® They will be in "Available" state from 10:15 until they decide to change to another state or, failing that, until they log out.

What is this report for?

Get information by campaign about the time the agents entered and left the session in the system, during a specified period of time, and check
the states in which the agents remained during their session in the system.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

. Romina Galperin NTERACTION PO EE R TIOH SUPERVISOR REPORTS
Cinlimi 2|

ﬁ Home

2. Click on the "Team" reports category:

Instagram

Maxi

[2] vt
[=) whatsapo
Youtube
Y o

3. Click on the detailed report “States by Campaign”::

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

B Team

¥ Exckouts by Agent

! Paiise 518103 by Agent

Pause States by
Carmpaign
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4. Enter the required filters:

Start date and End date: range for which you want to obtain the information.
Campaign: campaign ID.
Agent State: state of the agent in a given period of time.

When hovering over the filters, their description is displayed.

If you leave the Campaign and/or Agent State filter blank, the report will show the information related to all
campaigns and/or agent states.

5. Click the "Execute" button to generate the report.

The information is displayed:

Surmirg of dpent sfates o spoecfied Hrie period by dampaign.
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~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

» AGENT

Agent user id.

~ DATE FROM
The date the user entered a specific state.

~ DATE TO
The date on which a user left a specific state.

~ STATE

State of the agent in a given period of time.

~ PAUSE

Indicates whether the agent state is paused.

~ CUSTOM
Indicates whether the agent state is customized.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: ""How to schedule the automatic
sending of reports".

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of pause states by agent

This report provides summary information of the pause states adopted by the agents during their session in i6 during a given period of time; the
information can be filtered by agent. The agent pause states are: Break, Bathroom, Away, Off to Lunch, Unavailable, Custom, and Online (no
conversations).

What is this report for?

Get information about the total and average time that a specific agent spent in each of the pause states during a specified period of time, and
check the number of times that a specific agent was in each of the pause states during their session in the system.

To generate the report, follow these steps:

1. Go to the "Reports" tab:
Romina Galperin

Ol

ﬁ Home

2. Click on the "Team" reports category:
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3. Click on the summary report "Pause States by Agent":

Time=s by State

Intemal Chats by Agent

Eick s by Agent

by Agent

Campsxign

4. Enter the required filters:
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Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Agent: agent user id. The filter is case sensitive

If you leave the Agent filter blank, the report will show the information related to all the agents.

5. Click the "Execute" button to generate the report.
The information is displayed:

Sammrmary of tgent pourae states in the éspecifed rime period by apent.

~ Click here to see the description of the report columns

« AGENT
Agent user id.

~ SLICE

Time segment that will be used to create the summary report.

« PAUSE TIME

Time the agent was in pause states.

~ BREAK TIME
Time that the agent was in the "Break" state.

~ BATHROOM TIME

Time that the agent was in the "Bathroom" state.

«“ TIME AWAY

Time the agent was in the "Away" state.

~* LUNCH TIME

Time that the agent was in the "Off to lunch” state.

~ AVAILABLE TIME
Time the agent was in the "Unavailable" state.

~ CUSTOM TIME

Time the agent was in custom states
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~ TIME ONLINE

Time the agent was in "Online (no conversations)" state

~ TOTAL PAUSE

Number of times the agent was in pause states.

~ TOTAL BREAK

Number of times the agent was in "Break" state.

~ TOTAL BATHROOM
Number of times the agent was in "Bathroom" state.

~ TOTAL AWAY

Number of times the agent was in "Away" state

» TOTAL LUNCH

Number of times the agent was in "Off to lunch" state.

~ TOTAL UNAVAILABLE

Number of times the agent was in "Unavailable" state.

~ TOTAL ONLINE

Number of times the agent was in "Online (no conversations)" state

~ TOTAL CUSTOM

Number of times the agent was in custom states.

~ AVERAGE TIME IN PAUSE STATES

[Time in pause states] / [Times in pause states]

~ AVERAGE TIME IN BREAK STATE
[Time in Break state] / [Times in Break state]

~ AVERAGE TIME IN BATHROOM STATE

[Time in bathroom state] / [Times in bathroom state]

~ AVERAGE TIME IN AWAY STATE

[Time in away state] / [Times in away state]

~ AVERAGE TIME IN OFF TO LUNCH STATE

[Time in off to lunch state] / [Times in off to lunch state]

~ AVERAGE TIME IN UNAVAILABLE STATE
[Time in unavailable state] / [Times in unavailable state]

~ AVERAGE TIME IN ONLINE STATE

[Time in online (no conversations) state] / [Times in online (no conversations) state]

~ AVERAGE TIME IN CUSTOM STATES

[Time in custom states] / [Number of times in custom states]

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search
E How to set up Messenger messaging
E How to associate a YouTube account

E How to associate an application from Google Play Store
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! How to associate an application from the App Store

Summary of pause states by campaign and agent

This report provides summary information of the pause states adopted by the agents during their session in i6 in a given period of time; this
information can be filtered by campaign and agent. The agent pause states are: Break, Bathroom, Away, Off to lunch, Unavailable, Custom and
Online (no conversations).

What is this report for?

Get information, by campaign, about the total and average time that a specific agent was in each of the pause states for a specified period of
time, as well as check the number of times a specific agent was in each of the pause states during their session on the system.

To generate the report, follow these steps:

1. Go to the "Reports” tab:

. Romina Galp{‘!"n MTERACTINN oA T o [PERVICRE REPORTS
Cinlire |-

ﬁ Home

2. Click on the "Team" reports category:

D Contact Form
[§] Facetoo
Ensiagram
E [E

il ubsr
Ei Deatler

3. Click on the summary report “Pause States by Campaign and Agent”:
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4. Enter the required filters:

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: campaign ID.
Agent: agent user id.

Filters are case sensitive.

If you leave the Campaign and/or Agent filter blank, the report will show the information related to all agents and/or
campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:
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~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID

~ SLICE

Time segment that will be used to create the summary report.

« AGENT

Agent user id

« PAUSE TIME
Time the agent was in pause states in the campaign.

~ BREAK TIME

Time the agent was in “Break” state in the campaign.

« BATHROOM TIME

Time the agent was in “Bathroom” state in the campaign.

« TIME AWAY

Time the agent was in “Away” state in the campaign

« LUNCH TIME
Time the agent was in “Off to lunch” state in the campaign

~ UNAVAILABLE TIME

Time the agent was in “Unavailable” state in the campaign.

~« CUSTOM TIME

Time the agent was in custom states in the campaign.

~ TIME ONLINE

Time the agent was in “Online (no conversations)” state in the campaign

« TOTAL PAUSE

Number of times the agent was in pause states in the campaign

~ TOTAL BREAK

Number of times the agent was in “Break” state in the campaign.

~ TOTAL BATHROOM

Number of times the agent was in “Bathroom” state in the campaign

« TOTAL AWAY
Number of times the agent was in “Away” state in the campaign.

~« TOTAL LUNCH

Number of times the agent was in “Off to lunch” state in the campaign.

« TOTAL UNAVAILABLE

Number of times the agent was in “Unavailable” state in the campaign.
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~ TOTAL ONLINE

Number of times the agent was in “Online (no conversations)” state in the campaign.

~ TOTAL CUSTOM

Number of times the agent was in custom states in the campaign.

~ AVERAGE TIME IN PAUSE STATES

[Time in pause states] / [Times in pause states]

~ AVERAGE TIME IN BREAK STATE
[Time in Break state] / [Times in Break state]

~ AVERAGE TIME IN BATHROOM STATE

[Time in bathroom state] / [Times in bathroom state]

~ AVERAGE TIME IN AWAY STATE

[Time in away state] / [Times in away state]

~ AVERAGE TIME IN OFF TO LUNCH STATE

[Time in off to lunch state] / [Times in off to lunch state]

~ AVERAGE TIME IN UNAVAILABLE STATE
[Time in unavailable state] / [Times in unavailable state]

~ AVERAGE TIME IN CUSTOM STATES

[Time in custom states] / [Number of times in custom states]

~ AVERAGE TIME IN ONLINE STATE

[Time in online state]/[Times in online state]

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of kickouts of agents.
This report provides summary information about the agents expelled.

What is this report for?

Get information about the agent and the reason for the expulsion (by strikes or supervisor)

To generate the report, follow these steps:

1. Go to the "Reports” tab:
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Romina Galperin

ﬁ Home

2. Click on the "Team" reports category:

3. Click on the summary report "Kickout by agent"
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4. Enter the required filters:

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Agent: agent user id.

Rows: maximum number of rows to show in the report.

5. Click the "Execute" button to generate the report.

The information is displayed:

Summary of agent kickouts in the ssps

20211001 [ 2021-10-13 157
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~ Click here to see the description of the report columns
~ AGENT

ID of the agent who was expelled.

~ SLICE

Time segment that will be used to create the summary report.

~ BY STRIKES

Indicates whether the agent was disconnected for exceeding the number of strikes allowed. The maximum number
of strikes allowed is 3 and they are generated by not answering a call.

The agent receives the following warning when disconnected by strikes:

Limite de strikes alcanzado

Presione OK para reintentar conexion.

» POR SUPERVISOR

Indicates whether the agent was disconnected by a supervisor.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of pause states by campaign

This report provides summary information of the pause states adopted by the agents during their session in i6 during a given period of time; this
information can be filtered by campaign. The agent pause states are: Break, Bathroom, Away, Off to lunch, Unavailable, Custom and Online (no
conversations).

What is this report for?

Get information, by campaign, about the total and average time that the agents were in each of the pause states during a specified period of time,
and check the number of times that the agents were in each of the pause states during their session in the system.

To generate the report, follow these steps:

1. Go to the "Reports" tab:
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3. Click on the summary report "Pause States by Campaign™:
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4. Enter the required filters:

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: campaign ID. The filter is case sensitive.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:

Summary of dgent pause seates tnthe dxpecifed time perfod by campedgn and agent.
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a. * Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID
« SLICE

Time segment that will be used to create the summary report.

= AGENT
Agent user id

~ PAUSE TIME

Time the agent was in pause states in the campaign.

» BREAK TIME
Time the agent was in “Break” state in the campaign.

* BATHROOM TIME

Time the agent was in “Bathroom” state in the campaign.

« TIME AWAY
Time the agent was in “Away” state in the campaign

~« LUNCH TIME

Time the agent was in “Off to lunch” state in the campaign

« UNAVAILABLE TIME

Time the agent was in “Unavailable” state in the campaign.

« CUSTOM TIME
Time the agent was in custom states in the campaign.

~ TIME unsafe-ONLINE

Time the agent was in “Online (no conversations)” state in the campaign

« TOTAL PAUSE

Number of times the agent was in pause states in the campaign

« TOTAL BREAK

Number of times the agent was in “Break” state in the campaign.

« TOTAL BATHROOM
Number of times the agent was in “Bathroom” state in the campaign

« TOTAL AWAY

Number of times the agent was in “Away” state in the campaign

« TOTAL LUNCH

Number of times the agent was in “Off to lunch” state in the campaign.

« TOTAL UNAVAILABLE
Number of times the agent was in “Unavailable” state in the campaign.

~ TOTAL unsafe-ONLINE

Number of times the agent was in “Online (no conversations)” state in the campaign.

~ TOTAL CUSTOM

Number of times the agent was in custom states in the campaign.

~» AVERAGE TIME IN PAUSE STATES

[Time in pause states] / [Times in pause states]

« AVERAGE TIME IN BREAK STATE
[Time in Break state] / [Times in Break state]

~ AVERAGE TIME IN BATHROOM STATE

[Time in bathroom state] / [Times in bathroom state]
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~ AVERAGE TIME IN AWAY STATE
[Time in away state] / [Times in away state]

~ AVERAGE TIME IN OFF TO LUNCH STATE

[Time in off to lunch state] / [Times in off to lunch state]

~ AVERAGE TIME IN UNAVAILABLE STATE

[Time in unavailable state] / [Times in unavailable state]

~ AVERAGE TIME IN CUSTOM STATES

[Time in custom states] / [Number of times in custom states]

~ AVERAGE TIME IN unsafe-ONLINE STATE

[Time in online state]/[Times in online state]

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: ""How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: ""How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of states by agent

This report provides summary information of the states adopted by the agents during their session in i6 during a given period of time; this
information can be filtered by agent.

What is this report for?

Get information about the total time that a specific agent was logged in to the system, in “Available” state, pause states, and “No ACD” state for a
specified period of time. The agent pause states are: Break, Bathroom, Away, Off to lunch, Unavailable, Custom and Online (no conversations).

This report also reflects the total time that a specific agent spent attending, wrapping up and idle in each of the states in which they stayed during
their session in the system, as well as the maximum number of conversations attended simultaneously.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Rn.ljnir_'m‘ Gal?erin INTERACTION CONFIGURATIOH BEPORTS

ﬁ Home

2. Click on the "Team" reports category:

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!


https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/209682625/User+search
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639347/How+to+set+up+Messenger+messaging
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639882/How+to+associate+a+YouTube+account
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2539552804/How+to+associate+an+application+from+Google+Play+Store
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2539553150/How+to+associate+an+application+from+the+App+Store

Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

3. Click on the summary report “States by Agent”::

4. Enter the required filters:
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Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Agent: agent user id. The filter is case sensitive.

/L Ifyou leave the Agent filter blank, the report will show the information related to all the agents.

{

5. Click the "Execute" button to generate the report.

The information is displayed:
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~ Click here to see the description of the report columns.
~ AGENT

Agent user id.

« SLICE

Time segment that will be used to create the summary report.

« LOGGED TIME
Time the agent was logged in to the system.

« ACTIVE TIME
Time the agent was in active state (“Available”) on the system.

PAUSE TIME

Time the agent was in pause states in the system.

§

4

NO ACD TIME

Time the agent was in the “No ACD” state on the system.

L

% PAUSE
100 * [Time in pause states] / [Logged time]

L

% IDLE

100 * [Idle active time] / [Active time]

% NO ACD
100 * [Time in No ACD state]/[Logged time]

TOTAL PAUSE

Number of times the agent was in pause states in the system.

ACTIVE IDLE TIME
Time the agent was idle (without conversations) while in active state in the system.

« ACTIVE ATTENTION TIME

Time the agent was attending while in the active state in the system

[ 4

L4

L

« ACTIVE WRAP UP TIME

Time the agent was wrapping up while in active state on the system.

« PAUSE IDLE TIME
Time the agent was idle (without conversations) while in pause states in the system.

~ PAUSE ATTENTION TIME

Time the agent was attending while in pause states in the system.

~« PAUSE WRAP UP TIME

Time the agent was wrapping up while in pause states in the system

* NO ACD IDLE TIME

Time the agent was idle (without conversations) while in "No ACD" state in the system

« NO ACD ATTENTION TIME
Time the agent was attending while in “No ACD” state in the system

~ NO ACD WRAP UP TIME

Time the agent was wrapping up while in “No ACD” state in the system.

* MAXIMUM SIMULTANEOUS CONVERSATIONS

The maximum number of conversations attended by the agent simultaneously.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".
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Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of states by campaign and agent

This report provides summary information of the states adopted by the agents during their session in i6 during a given period of time; this
information can be filtered by campaign and agent.

What is this report for?

Get information, by campaign, about the total time that a specific agent remained logged in to the system in "Available" state, pause states and
"No ACD" state for a specified period of time. The agent pause states are: Break, Bathroom, Away, Off to lunch, Unavailable, Custom and Online
(no conversations).

This report also reflects, by campaign, the total time that a specific agent remained attending, wrapping up and idle in each of the states in which
they stayed during their session in the system; as well as the maximum number of conversations attended simultaneously.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin " \ETION RO MEIR R AT O REPORTS
Online Mo ACD |+ - i “ o : '

ﬁ Home

2. Click on the "Team" reports category:
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3. Click on the summary report "States by Campaign and Agent":

ﬁ Home
B Tesam

by Agent

tes by Campaign

< by Campaign and

4. Enter the required filters:
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Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: campaign ID.
Agent: agent user id.

Filters are case sensitive.

If you leave the Campaign and/or Agent filter blank, the report will show the information related to all the campaigns
and/or agents.

5. Click the "Execute" button to generate the report.

The information is displayed:

Surmmimry of agart states i gpeccfied Ame pariod by compaign e agent.
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~ Click here to see the description of the report columns.

~ CAMPAIGN
Campaign ID.

« SLICE

Time segment that will be used to create the summary report.

« AGENT
Agent user id.

« LOGGED TIME
Time the agent was logged in to the system.

~ ACTIVE TIME

Time the agent was in active state (“Available”) on the system.
~ PAUSE TIME

Time the agent was in pause states in the system.
~ NO ACD TIME

Time the agent was in the “No ACD” state on the system.
~ % PAUSE

100 * [Time in pause states] / [Logged time]
~ % IDLE

100 * [Idle active time] / [Active time]
~* % NO ACD

100 * [Time in No ACD state]/[Logged time]

TOTAL PAUSE
Number of times the agent was in pause states in the system.

ACTIVE IDLE TIME

Time the agent was idle (without conversations) while in active state in the system.

« ACTIVE ATTENTION TIME

Time the agent was attending while in the active state in the system

L

§

« ACTIVE WRAP UP TIME
Time the agent was wrapping up while in active state on the system.

~ PAUSE IDLE TIME

Time the agent was idle (without conversations) while in pause states in the system.

« PAUSE ATTENTION TIME

Time the agent was attending while in pause states in the system.

~« PAUSE WRAP UP TIME

Time the agent was wrapping up while in pause states in the system

~ NO ACD IDLE TIME
Time the agent was idle (without conversations) while in "No ACD" state in the system

~ NO ACD ATTENTION TIME

Time the agent was attending while in “No ACD” state in the system

* NO ACD WRAP UP TIME

Time the agent was wrapping up while in “No ACD” state in the system.

~ MAXIMUM SIMULTANEOUS CONVERSATIONS

The maximum number of conversations attended by the agent simultaneously.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".
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7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of states by campaign

This report provides summary information of the states adopted by the agents during their session in i6 during a given period of time; this
information can be filtered by campaign.

What is this report for?

Get information, by campaign, about the total time spent by agents logged into the system in the “Available” state, pause states, and “No ACD”
state, over a defined period of time. The agent pause states are: Break, Bathroom, Away, Off to lunch, Unavailable, Custom and Online (no
conversations).

This report also reflects the total time that agents spent attending, wrapping up, and idle in each of the states in which they stayed during their
session in the system, as well as the maximum number of conversations attended simultaneously by an agent.

To generate the report, follow these steps:

1. Go to the "Reports” tab:

Romina Galp{‘!"n 3% a TR oA T o [PERVICRE REPORTS
4D | - L : \

ﬁ Home

2. Click on the "Team" reports category:

D Contact Form
[§] Faceoon

eE—
B3 mai

=) sms
[#] rwitos
e
[ wmats
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3. Click on the summary report “States by Campaign”:

E Tem

by Agent
& Pauge States by

& Pauge States by
Campaign

States by Campaign and
Agen

! Tirmes by St
Envternial Chals by Agent
= by Agent
s by Agent

tes by Campaign

4. Enter the required filters:

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: campaign ID. The filter is case sensitive.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.

The information is displayed:

Surniry of agard states in specefied time period by sompaign.
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~ Click here to see the description of the report columns

« CAMPAIGN
Campaign ID.
~ SLICE

Time segment that will be used to create the summary report.

~ LOGGED TIME
Time that agents were logged in and allocated to the campaign.

~ BUSY TIME

The time that agents have been busy in at least one conversation (multiple and simultaneous conversations for a
single agent do not count).

« ACTIVE TIME

Time agents were in the active state in the campaign.

« PAUSE TIME
Time agents were in pause states in the campaign.

NO ACD TIME

Time agents were in “No ACD” state in the campaign.

% PAUSE
100 * [Time in pause states] / [Logged time]

L

[ 4

L4

% IDLE
100 * [Idle active time] / [Active time]

L

% NO ACD
100 * [Time in No ACD state]/[Logged time]

TOTAL PAUSE

Number of times the agents were in pause states in the campaign.

« ACTIVE IDLE TIME

Time agents were idle (without conversations) in active state in the campaign.

§

« ACTIVE ATTENTION TIME

Time spent by the agent attending conversations in the campaign in active state (separate account for all
conversations attended at the same time).

~ ACTIVE WRAP UP TIME

Time spent by the agent wrapping up conversations in the campaign in active state (separate account for all
conversations attended at the same time).

~« PAUSE IDLE TIME

Time agents were idle (without conversations) in pause states in the campaign.

~« PAUSE ATTENTION TIME

Time agents were attending conversations in pause states in the campaign (separate account for all conversations
attended at the same time).

~ PAUSE WRAP UP TIME

Time agents were wrapping up conversations in pause states in the campaign (separate account for all
conversations attended at the same time).

~“ NO ACD IDLE TIME

The idle time agents stayed (without conversations) in the “No ACD” state in the campaign.

* NO ACD ATTENTION TIME

Time agents were attending conversations in “No ACD” state in the campaign (separate account for all
conversations attended at the same time).
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~ NO ACD WRAP UP TIME

Time agents were wrapping up conversations in the “No ACD” state in the campaign (separate account for all
conversations attended at the same time).

~ MAXIMUM SIMULTANEOUS CONVERSATIONS
The maximum number of conversations attended by an agent simultaneously in the campaign.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".
7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and

sending of reports".

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of times by state

This report provides summary information of the total time that the agents spent in each state during their session in i6 during a given period of
time; this information can be filtered by campaign, agent and status.

What is this report for?

Get the total time that a specific agent spent in each state by campaign during the specified time period.

To generate the report, follow these steps:

1. Go to the "Reports" tab:
Romina Galperin

O |

ﬁ Home

2. Click on the "Team" reports category:

ﬂ' M

. Call

ﬂ Chat

ﬂ Contact Form

m Fas ook
instagram
B mai

[ sms
[#] rwittee
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3. Click on the summary report “Times by State”™:

ﬁ Home
E lesam

F Eackouls by Agedit

nadgn

& States by
Campasgn and Agent

¢ Agpent
States by Campaign

es by Campaign and

by Agent
is by fgent

States by Agent

4. Enter the required filters:

Start date and End date: range for which you want to obtain the information.

day and per month.

Agent: agent user id.

Campaign: campaign ID.

Agent State: state of the agent at a specified time.

Filters are case sensitive.

agents, campaigns and/or agent states.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per

If you leave the Agent, Campaign and/or Agent State filter blank, the report will display information related to all

5. Click the "Execute" button to generate the report.

The information is displayed:
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~ Haz click aqui para ver la descripcion de las columnas del reporte.
~ SLICE

Time segment that will be used to create the summary report.

~ CAMPAIGN
Campaign ID.

~ AGENT
Agent user id.

~ STATE

State of the agent in a given period of time.

~ TIME
Time an agent was in a specific state in the campaign.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: ""How to schedule the automatic
sending of reports".

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of kickouts by agent
This report provides summary information about the agents expelled.

What is this report for?

Get information about the agent, the date they were expelled, the message they received, and who expelled them.

To generate the report, follow these steps:

1. Go to the "Reports" tab:
Romina Galperin

Cinlini: Mo ACD |w

ﬁ Home

2. Click on the "Team" reports category:
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3. Click on the summary report "Kickouts by agent"

4. Enter the required filters:
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Start date and End date: range for which you want to obtain the information.

Agent: agent user id.

Rows: maximum number of rows to show in the report.

5. Click the "Execute" button to generate the report.
The information is displayed:

Detall of agent kickocts in the espesified time period b

{ gl by Supetvisor Toalpern

~ Click here to see the description of the report columns
~ AGENT

ID of the agent who was expelled.

~ MESSAGE
Message that the agent received at the time of being expelled.

~ USER
Id of the user who expelled the agent.

~ FORCED

Indicates whether or not the disconnection of the user was forced.

~ DATE

The date and time that the agent was expelled.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: ""How to export a report to pdf or csv".
7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and

frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: ""How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Chat Reports

"Chat" reports provide detailed and summarised information on the performance and productivity of the agents in the campaigns associated with

the Web Chat communication channel, as well as the detail and summary of the behaviour of the interactions and the associated parameters of
each campaign.

The reports available in this category are:
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~ Detail of active chat conversations by campaign
This report provides detailed information about the chat conversations that are active, that is, that are happening at the time of
generating the report; this information can be filtered by campaign.

~ Detail of chat conversations by agent
This report provides detailed information on chat conversations that were generated in a given period of time; this information
can be filtered by agent.

~ Detall of chat conversations by campaign
This report provides detailed information on the chat conversations that were generated in a given period of time; this
information can be filtered by campaign.

~ Detail of chat conversations by attention level

This report provides detailed information about chat conversations that were generated in a given period of time; this
information can be filtered by campaign, account, and attention level.

~ Trace chat conversations by campaign
This report provides detailed information on the progress of each of the steps that occurred in the chat conversations that were
generated in a given period of time; this information can be filtered by campaign.

~ Summary of causes of closure of chat conversations
This report provides summary information on the causes of termination of chat conversations that were generated in a certain
period of time; this information can be filtered by campaign.

*~ Summary of chat conversations by campaign and agent
This report provides summary information about chat conversations that were generated in a given period of time; this
information can be filtered by campaign and agent.

*~ Summary of chat conversations by campaign
This report provides summary information about chat conversations that were generated in a given period of time; this
information can be filtered by campaign.

*~ Summary of chat conversations by campaign and result
This report provides summary information about chat conversations that were generated in a given period of time; this
information can be filtered by campaign and disposition code.

~ Summary of chat conversations by account

This report provides summary information about chat conversations that were generated in a given period of time; this
information can be filtered by campaign and account.

*~ Summary of chat conversations by attention level
This report provides summary information about chat conversations that were generated in a given period of time; this
information can be filtered by campaign, account, and attention level.

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Detalil of active chat conversations by campaign

This report provides detailed information about the chat conversations that are active, that is, that are happening at the time of generating the
report; this information can be filtered by campaign.

What is this report for?

Get details about each of the active chat conversations of a specific campaign, during a specified period of time; and thus check the agent and
the address of the contact involved in the conversation.

To generate the report, follow these steps:
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1. Go to the "Reports” tab:
Romina Galperin

ﬁ Home

2. Click on the "Chat" reports category:

H Home

E Conlact Form
E Facetpok
. Instafiram

3. Click on the detailed report "Lives by Campaign":

=By Al Lewed
By Campaign
rpaign and Agent
¢ By Campaign and Result
¥ Close Causes
Bt
By Agent
By Att Level

By Campaign
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Transfer by Campaign

4. Enter the required filters:

Start date and End date: range for which you want to obtain the information.
Campaign: Campaign ID. It is mandatory to generate the report. When hovering over the filter, its description is displayed.

Conversation State: state of the chat conversation.

5. Click the "Execute" button to generate the report.
The information is displayed:

~ Click here to see the description of the report columns

» CAMPAIGN
Campaign ID.

~ ACCOUNT

ID of the account associated with the campaign.

~ START DATE
Chat conversation start date.

~ START DATE IN STATE

Start date of chat conversation in state.

~ CONTACT NAME

Name of the contact.

~ CONTACT ADDRESS
Contact address

~ AGENT
User ID of the agent involved in the chat conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".
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Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Detail of chat conversations by agent

This report provides detailed information on chat conversations that were generated in a given period of time; this information can be filtered by
agent.

What is this report for?

Get details about each of the chat conversations in which a specific agent intervened, for a specified period of time; and thus analyze the times
elapsed during these conversations.

This report also reflects the detail of the classifications of each conversation (result of the conversation as selected by the agent); as well as
whether the conversation was transferred, has login, pre survey and post survey forms, and whether it has an associated ticket.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin e : I REPORTS
SIS ERAC . EEPOR

ﬂ Home

2. Click on the "Chat" reports category::

H Home

E Contact Farm
E Facatsmok
. Instafiram
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3. Click on the detailed report "By Agent"::

L} By Aocount
By ALt Leved
By Campaign
' By Campaign and Agent

L} By Campaign and Result

By Akt Leved

By Carnpaign

Lives By Camypaign

Transfer by Campaign

4. Enter the required filters:

2021-10-13 2021-10-13 EH 15

Start date and End date: range for which you want to obtain the information.

Agent: Agent user id. It is mandatory to generate the report. When hovering over the filter, its description is displayed.

5. Click the "Execute" button to generate the report.
The information is displayed:

Dietail uf chat conversntions ih the espenified time period by campaign and agent

~ Click here to see the description of the report columns

~ START DATE
Conversation start date.

~ CAMPAIGN
Campaign ID.
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« ACCOUNT

ID of the account associated with the campaign.

= ATTENTION LEVEL
Last attention level assigned to the conversation.

~ CONTACT NAME

Name of the contact.

« ATTENDED
Indicates whether the chat conversation was successfully taken by the agent.

~ FINISHED

Indicates whether the chat conversation was finished after the agent had taken it (regardless of whether or not the
agent answered it).

~ ABANDONED
Indicates whether the chat conversation was closed without being attended by the agent.

« UNANSWERED

Indicates whether the chat conversation was assigned to the agent but the agent was unable to attend to it.

~ ENDER

Specifies who ended the chat conversation (e.g. Agent, Contact, Schedule, Error, etc).

~ ATTENTION START DATE
Date of successful attention.

~ END DATE

End date of the chat conversation.

~« DURATION TIME

Total duration of the chat conversation.

= WAITING TIME
Time the chat conversation remained on hold (includes queuing time, ACD, transferring, etc.).

~ ACD TIME

Time that elapsed while the chat conversation was assigned to the agent; not including the time that elapsed while
the agent booked and attended the conversation.

TIME WAITING FOR ANSWER

Time that elapsed while the agent was booked and attending the chat conversation.

ATTENTION TIME

Time it took the agent to attend to the chat conversation.

§

4

~ WRAP UP TIME
Time finishing the chat conversation after the attention ended.

~ DISPOSITION

Chat conversation disposition code (last sheet if defined as a tree).

» ABSOLUTE DISPOSITION

Absolute disposition code (includes the entire tree path).

«» SUCCESS

If the last disposition code is a success.

* TRANSFERRED
Indicates whether the chat conversation was transferred (or a transfer was attempted) at least once.

* TRANSFERRED OK

Indicates whether or not the chat conversation was successfully transferred

* TRANSFER TYPE

Transfer destination type: campaign, attention level, agent, queue, number
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~ TRANSFER DESTINATION
Destination address of the transfer.

~ MESSAGES

Total number of messages in the chat conversation

~ LOGIN

Indicates whether the interaction has a login form.

~ PRE SURVEY
Indicates whether the chat conversation has a pre survey form

~ POST SURVEY

Indicates whether the chat conversation has a post survey form.

~ CClI

Indicates whether the chat conversation has CCl integration

*~ TICKET

Ticket associated with the chat conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Detail of chat conversations by campaign

This report provides detailed information on the chat conversations that were generated in a given period of time; this information can be filtered
by campaign.

What is this report for?

Get details about each of the chat conversations of a specific campaign, during a specified period of time; and thus analyze the times elapsed
during these conversations.

This report also reflects the detail of the classifications of each conversation (result of the conversation as selected by the agent); as well as
whether the conversation was transferred, has login, pre survey and post survey forms, and whether it has an associated ticket.

To generate the report, follow these steps:

1. Go to the "Reports"” tab:

REPORTS

ﬁ Home

2. Click on the "Chat" reports category:
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E Contact Form
m Facetook

Instagram

3. Click on the detailed report "By Campaign":

By Campaign
irnpaign and Agent

b By Campaign and Result

ot

By Agent

v Campaign
v by Camparign

4. Enter the required filters:
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Start date and End date: range for which you want to obtain the information.

Campaign: Campaign ID. When hovering over the filter, its description is displayed.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:

~ Click here to see the description of the report columns.

~ CAMPAIGN
Campaign ID.

« START DATE

Chat conversation start date .

« ACCOUNT
ID of the account associated with the campaign.

« ATTENTION LEVEL

Last attention level assigned to the chat conversation.

« CONTACT NAME

Name of the contact.

« FIRST AGENT

User ID of the first agent who successfully attended the chat conversation.

= LAST AGENT
User ID of the last agent who successfully attended the chat conversation.

~« ATTENDED

Indicates whether the chat conversation was taken successfully by an agent.

~ FINISHED

pecified e period by campipn,

Indicates whether the chat conversation was finished after an agent had taken it (regardless of whether or not the

agent answered it)

~ ABANDONED

Indicates whether the chat conversation was closed without being attended by an agent.

= SL +

Indicates whether the chat conversation was attended within the defined service level threshold.

~ FAILED RESPONSES

When at least one agent failed to attend the chat conversation.

« GHOST

Indicates whether the chat conversation was closed before the limit configured in the "Ghost Conversation

Threshold" was met.
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« OUT OF SCHEDULE
Indicates whether the chat conversation entered outside the scheduled campaign hours.

~ ENDER

Specifies who ended the chat conversation (e.g. Agent, Contact, Schedule, Error, etc).

« ATTENTION START DATE

Date of successful attention.

~ END DATE
End date of the chat conversation

~ DURATION TIME

Total duration of the chat conversation

~ WAITING TIME

Time the chat conversation remained on hold (includes queuing time, ACD, transferring, etc.).

« ACD TIME

Time that elapsed while the chat conversation was assigned to an agent; not including the time that elapsed while
the agent booked and attended the conversation.

TIME WAITING FOR ANSWER
Time that elapsed while the agent was booked and attending the chat conversation

ATTENTION TIME

Time it took the agent to attend to the chat conversation

L

L

= WRAP UP TIME

Time finishing the chat conversation after the attention ended.

~ TIME BEFORE ABANDONED
If the chat conversation was abandoned, this is the time that the contact was active in it.

DISPOSICION
Chat conversation disposition code (last sheet if defined as a tree).

~ ABSOLUTE DISPOSITION

Absolute disposition code (includes the entire tree path).

« SUCCESS

If the last disposition code is a success

L

* TRANSFERRED
Indicates whether the chat conversation was transferred (or a transfer was attempted) at least once.

* TRANSFERRED OK

Indicates whether or not the chat conversation was transferred successfully.

« TRANSFER TYPE

Transfer destination type: campaign, attention level, agent, queue, number.

* TRANSFER DESTINATION
Destination address of the transfer

« MESSAGES
Total number of messages in the chat conversation

~ LOGIN

Indicates whether the chat conversation has a login form.

* PRE SURVEY

Indicates whether the chat conversation has a pre-survey form.

« POST SURVEY
Indicates whether the chat conversation has a post survey form.

~ CCI
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Indicates whether the chat conversation has CCl integration

~ TICKET
Ticket associated with the chat conversation

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Detail of chat conversations by attention level

This report provides detailed information about chat conversations that were generated in a given period of time; this information can be filtered
by campaign, account, and attention level.

What is this report for?

Get details about each of the chat conversations that were assigned to the different attention levels associated with the campaign accounts,
during a specified period of time; and thus analyze the times of these conversations.

This report also reflects the detail of the classifications of each conversation (result of the conversation as selected by the agent); as well as
whether it was transferred and if it has an associated ticket.

To generate the report, follow these steps:

1. Go to the "Reports" tab:
Romina Galperin

Cinliy CO|w

ﬁ Home

2. Click on the "Chat" reports category:

H Home
B Team
Call

E Contacl Farm

=] sms

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!


https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/209682625/User+search
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639347/How+to+set+up+Messenger+messaging
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639882/How+to+associate+a+YouTube+account
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2539552804/How+to+associate+an+application+from+Google+Play+Store
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2539553150/How+to+associate+an+application+from+the+App+Store

Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

[] rwtter
] vosce mait
G Whatsapp
Youtuibe

o

3. Click on the detailed report "By Attention Level":

¥ By Aocount
2y ALE Leved

By Campaign

* By Carpaign and Agent

b By Campaign and Result

¥ Close Causes

ot

By Carmnpaign
Lives By Campaign
I aFmpagn

Transfer by Campaign

4. Enter the required filters:

D] of o BT ES AT

Start date and End date: range for which you want to obtain the information.
Campaign: Campaign ID.

Account: ID of the account associated with the campaign.

Attention Level: attention level assigned to the conversation.

When hovering over the filters, their description is displayed.

If you leave the Campaign, Account and/or Attention Level filter blank, the report will show the information related to
all campaigns, accounts and/or attention levels.

5. Click the "Execute" button to generate the report.
The information is displayed:

] Detalle de comersaciones de chat en determinado tiempo por campatia, centa p nivel de atensin.

30 campchat campehal Nival_1 Todas
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~ Click here to see the description of the report columns

« CAMPAIGN
Campaign ID

« ACCOUNT
ID of the account associated with the campaign.

= ATTENTION LEVEL
Last attention level assigned to the chat conversation

START DATE

Chat conversation start date

AGENT

User id of the first agent to join the chat conversation (even if it failed).

§

4

~ CONTACT NAME
Name of the contact.

~ ATTENDED

Indicates whether the chat conversation was taken successfully by an agent

~ FINISHED

Indicates whether the chat conversation was finished after an agent had taken it (regardless of whether or not the
agent answered it).

* ABANDONED
Indicates whether the chat conversation was closed without being attended by an agent.

« FAILED RESPONSES
When at least one agent failed to attend the chat conversation

~« ATTENTION START DATE

Date of successful attention paid to the chat conversation.

« END DATE
End date of the chat conversation

~ DURATION TIME
Total duration of the chat conversation

~ WAITING TIME

Time the chat conversation remained on hold (includes queuing time, ACD, transferring, etc.)..

« ATTENTION TIME

Time it took the agent to attend to the chat conversation
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~ WRAP UP TIME
Time finishing the chat conversation after the attention ended

TIME BEFORE ABANDONED

If the chat conversation was abandoned, this is the time that the contact was active in the conversation

{

£

DISPOSITION

Chat conversation disposition code (last sheet if defined as a tree).

ABSOLUTE DISPOSITION
Absolute disposition code (includes the entire tree path).

SUCCESS

If the last disposition code is a success.

» TRANSFERRED

Indicates whether the chat conversation was transferred (or a transfer was attempted) at least once.

{

{

* TRANSFERRED OK

Indicates whether or not the chat conversation was transferred successfully.

~ TRANSFER TYPE
Transfer destination type: campaign, attention level, agent, queue, number

~ TRANSFER DESTINATION

Destination address of the transfer.

~ TICKET

Ticket associated with the chat conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Detail of bot conversations

This report provides detailed information on the chatbot conversations that were generated in a given period of time; this information can be
filtered by campaign.

What is this report for?

Get the summary of bot conversations, by account associated with a campaign, for a specified period of time; and thus analyze the times elapsed
during these conversations.

This report also reflects the number of messages exchanged between client and bot, and can distinguish how many each party sent and of what
type.

To generate the report, follow these steps:

1. Go to the "Reports" tab::

Rnrnir_w.t Gal?erin INTERACTION CONFIGLRATION REPORTS
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ﬂ Home

2. Click on the "Chat" reports category:

H Homiz

E Contact Farm
E Facatsmok
Instafiram

[#] rwiter
Ml
E Whatsapp

Youdiibe

sl

3. Click on the summary report “By Account”:

Acoount
Attt Lewed
By Campaign
' By Campaign and Agent

F By Campaign and Result

By Agent

By Al Lewel

fy Carmnpaign
Campaign
Campaign

Transfer by Campaign

4. Enter the required filters:
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Start date and End date: range for which you want to obtain the information.
Campaign: Campaign ID.

Filters are case sensitive.

If you leave the Campaign filter blank, the report will show the information related to all campaigns

5. Click the "Execute" button to generate the report.
The information is displayed:

Detail af bot chats in the especified time period by campaign.

~ Click here to see the description of the report columns.

~ CAMPAIGN
Campaign ID

« ACCOUNT
ID of the account associated with the campaign.

~ START DATE
Conversation start date.

« CONTACT NAME

Name of the contact.

« SEARCHED FOR AGENT

The conversation was sent to search for an agent.

« ENDER
Specifies who ended the conversation (e.g. Agent, Contact, Schedule, Error, etc).

~ BOT TIME

Time the conversation spent in BOT or IVR.

« MESSAGES

Number of messages exchanged

« CLIENT MESSAGES
Number of client messages.

« AGENT MESSAGES
Number of agent messages.
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~ BOT MESSAGES

How many messages were written by the bot in the conversation.

~ TEXT BOT MESSAGES

How many text-type bot messages were written in the conversation.

~ ATTACHMENT BOT MESSAGES

How many attachment-type bot messages were written in the conversation

~ GALLERY BOT MESSAGES
How many gallery-type bot messages were written in the conversation.

~ LIST BOT MESSAGES

How many list-type bot messages were written in the conversation.

*» CALL LUIS

Times the LUIS API was called in BOT chat conversations.

~ Conversation 1D
Unique id of the conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Trace chat conversations by campaign

This report provides detailed information on the progress of each of the steps that occurred in the chat conversations that were generated in a
given period of time; this information can be filtered by campaign.

What is this report for?

Get details about each trace of chat conversations by campaign over a specified period of time, thus being able to analyse the steps taken during
each of the conversations and having access to the exact date and time of these steps and the agents involved in the conversation.

This report also reflects the detail of the classifications of each conversation (result of the conversation as selected by the agent); as well as
whether it was transferred and if it has an associated ticket.

To generate the report, follow these steps:

1. Go to the "Reports"” tab:

REPORTS

ﬁ Home

2. Click on the "Chat" reports category:
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m Facetook

Instagram

3. Click on the detailed report "Trace by Campaign":

By Campagn as

' By Campasgn and B

By Agent

Al Liswed

4. Enter the required filters:

2021-10-14 jE 2021-10.14 B
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Start date and End date: range for which you want to obtain the information.

Campaign: Campaign ID. When hovering over the filter, its description is displayed.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:

briouctf el it BT e B fleriad B sl

Step Origin Originm Agont At Lav, Start Date End Datw Start in Queusd Fin. Disp. Disp. Trea Goal AL

~ Click here to see the description of the report columns

» CAMPAIGN
Campaign ID

« START DATE

Chat conversation start date

~ END DATE
End date of the chat conversation

~ ACCOUNT

ID of the account associated with the campaign

« ATTENTION LEVEL

Last attention level assigned to the chat conversation

~ CONTACT NAME
Name of the contact

« FIRST AGENT
User ID of the first agent to join the chat conversation (even if it failed).

~« ATTENDED

Indicates whether the chat conversation was taken successfully by an agent

~ FINISHED

Indicates whether the chat conversation was finished after an agent had taken it (regardless of whether or not the
agent answered it).

~ ABANDONED
Indicates whether the chat conversation was closed without being attended by an agent

~ DURATION TIME

Total duration of the chat conversation.

« WAITING TIME

Time the chat conversation remained on hold (includes queuing time, ACD, transferring, etc.).

= ATTENTION TIME
Time it took the agent to attend to the chat conversation

~ DISPOSITION

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

Chat conversation disposition code (last sheet if defined as a tree).

« ABSOLUTE DISPOSITION
Absolute disposition code (includes the entire tree path).

« SUCCESS
If the last disposition code is a success

« TICKET

Ticket associated with the chat conversation.

~ Conversation thread columns
~ Origin Step
Indicates how the chat conversation reached this step (initial step, was transferred, was reopened, etc.)
~ Origin
Origin of the chat conversation step (agent or contact).

« Agent

User ID of the agent who intervened in the chat conversation step.

~ Attention level
Attention level assigned to the chat conversation step.

~ Start date
The start date of the chat conversation step.

L4

End date
End date of the chat conversation step

L4

Start in Queued
Start date of the chat conversation step in the queue

~ Finished
Indicates whether the chat conversation step was finished after an agent had taken it (regardless of whether or
not the agent attended to it)

~+ Abandoned

The chat conversation step was closed without having been attended by an agent.

~ Duration time
Total duration of the chat conversation step.

~ Time in queue
Total time that the chat conversation step remained in the queue

~ Attention time
Time it took the agent to attend to the step in the chat conversation.

« Transferred
Indicates whether the chat conversation step was transferred (or a transfer was attempted) at least once.

~ Transferred Ok
Indicates whether or not the transfer was successful

~ Transfer Type

Transfer destination type: campaign, attention level, agent, queue, number

« Transfer Destination
Destination address of the transfer.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".
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Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of causes of closure of chat conversations

This report provides summary information on the causes of termination of chat conversations that were generated in a certain period of time; this
information can be filtered by campaign.

What is this report for?

Get the summary of the causes of closure of chat conversations, by campaign, for a specified period of time. The information in this report is
presented in a time segment, which can be: 15 minutes, 30 minutes, Hour, Day and Month.

£ This report can be used to monitor the most common causes for chat conversations being closed.

To generate the report, follow these steps:

1. Go to the "Reports"” tab:

Romina Galperin ’ CUPERVISOR REPORTS

ﬁ Home

2. Click on the "Chat" reports category":

H Home
B T eam
Call

E Caonlact Form
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3. Click on the summary report "Causes of Closure"::

E ca

' BOT by Account

' By Acoound

4. Enter the required filters:

By ALl Lewel
By Campagn
By Campagn and Agent

By Campaign and

By Agent

Ty At Lisved

By Campaign

Lives By Campaign
Trace: by Campraign

Transior by Carmpaign

day and per month.

Campaign: Campaign ID. The filter is case sensitive.

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:

Suimmary of close ciruses for char coruersations
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~ Click here to see the description of the report columns
~ SLICE

Time segment that will be used to create the summary report.

~ CAMPAIGN
Campaign ID.

~ TOTAL

Total number of chat conversations

~ CUT OFF BY CONTACT

Chat conversations that ended because the contact closed the chat window

~ CUT OFF BY AGENT

Chat conversations that were closed because the agent hung up

= INACTIVITY
Chat conversations that were closed due to inactivity

~ NETWORK

Chat conversations that were closed due to network inactivity

~ TIMEOUT ACD

Chat conversations that were closed because they timed out on ACD

~ OUT OF SCHEDULE
CChat conversations that were closed because they entered outside the campaign operating schedule

~ RULES
Chat conversations that are closed by configured rules

~ OTHER

Chat conversations that were closed due to unknown causes

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of chat conversations by campaign and agent

This report provides summary information about chat conversations that were generated in a given period of time; this information can be filtered
by campaign and agent.

What is this report for?

Get the summary of the chat conversations by agent in a specific campaign during a specified period of time; and thus analyze the total and
average times elapsed during these conversations.

This report also reflects the number of conversations that have login, pre-survey and post-survey forms. The information in this report is
presented in a time segment, which can be: 15 minutes, 30 minutes, Hour, Day and Month.

To generate the report, follow these steps:

1. Go to the "Reports" tab:
e re—
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Romina Galperin NTERACTION CONFICURATICHN SUPERVISOR REPORTS
|'_ |_-_ - b i ¥ -

ﬁ Home

2. Click on the "Chat" reports category:

H Hicwmiz

E Contact Form
E Facetsmok
Instafiram

3. Click on the summary report "By Campaign and Agent":

' By Acooumd

By ALt Leswed

By Agent

Ty Att Lisvel

iy Campaign

Liry AT

Trace by Camgraign

Iransfer by Campaign
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4. Enter the required filters:

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: campaign ID.
Agent: agent user id.
Filters are case-sensitive.
If you leave the Campaign and/or Agent filter blank, the report will show the information related to all the campaigns

and/or agents.

5. Click the "Execute" button to generate the report.
The information is displayed::

Summary of ehar conversiations in the especified time period by campaign and agent.

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.
« SLICE

Time segment that will be used to create the summary report.

« AGENT

User ID of the agent who intervened in the chat conversations.

« ATTENDED
Total number of chat conversations attended by the agent (not necessarily the first to attend).

=« 1ST ATTENTION
Total number of chat conversations the agent attended as the first agent.

~ ABANDONED

Total number of chat conversations that were abandoned before the agent could reply

* UNANSWERED

Total number of chat conversations that the agent tried to attend but failed

~ TIME WAITING FOR ANSWER
Total wait time in which the agent has the chat conversation assigned, but is not yet attending it
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~ ATTENTION TIME
Total time taken by the agent in attending to the chat conversations

~ WRAP UP TIME

Time finishing chat conversations after the attention ended.

~ AVERAGE TIME WAITING FOR ANSWER

[Wait Time for Attention] / [Chat conversations with attention attempts]

~ AVERAGE ATTENTION TIME
[Attention Time] / [Chat conversations attended]

~ AVERAGE WRAP UP TIME
[Time Wrapping Up] / [Chat conversations attended]

~ LOGIN

Chat conversations where the agent intervened and there was a survey (at login)

~ PRE SURVEY

Chat conversations where the agent intervened and there was a (previous) survey.

~ POST SURVEY
Chat conversations where the agent intervened and there was a survey (post survey).

~ CCI

Chat conversations where the agent intervened and there was a survey (in CCl)

~ LOGGED TIME

Total time the agent stayed logged in and assigned to the campaign

ACTIVE TIME
Total time the agent spent in the "Available" state for the campaign

PAUSE TIME

Total time the agent spent in pause states for the campaign

* % BUSY
100 * [Time busy in the campaign] / [Logged time]

*~ 9% BUSY OTHER
100 * [Time busy in other campaigns] / [Logged time]

{

{

~ % ACTIVE
100 * [Time in Available state] / [Logged time]

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of chat conversations by campaign

This report provides summary information about chat conversations that were generated in a given period of time; this information can be filtered
by campaign.

What is this report for?
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Get the summary of chat conversations by campaign for a specified period of time; and thus analyze the total and average times elapsed during
these conversations.

This report also reflects the number of chat conversations that were attended before certain time thresholds (15 seconds, 30 seconds, 60

seconds and 120 seconds); as well as those conversations that have login, pre-survey and post-survey forms. The information in this report is
presented in a time segment, which can be: 15 minutes, 30 minutes, Hour, Day and Month.

To generate the report, follow these steps:

1. Go to the "Reports” tab:

Romina Galperin NTERACTION o T o1 IBER D REPORTS

ﬁ Home

2. Click on the "Chat" reports category:

'ﬂ‘ Home
B Team
.

E Cosnlact Form
E Facatnok
Instafram

Mal

3. Click on the summary report "By Campaign™:
' By Acoound
By Att Lewel

By Campadgn and Agent

' By Campaign and Result
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Bast

By Agent

Ty At Lised

by Campaign
Lives By Campasgn

Trace by Campraign

Transier by Carmpaign

4. Enter the required filters:

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID. The filter is case sensitive.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:

Summary of ehat conversations i the especified time period by eampaign,

~ Click here to see the description of the report columns

~ SLICE
Time segment that will be used to create the summary report

~ CAMPAIGN
Campaign ID

~ TOTAL

Total number of chat conversations.

~ VALID
Total number of chat conversations, not ghosting, in schedule

~ ATTENDED

Total number of chat conversations, attended by any agent

~ FINISHED

Total number of chat conversations that were closed while an agent had them assigned

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

L

OUT OF SCHEDULE
Total number of chat conversations that entered outside the campaign attention schedule

ABANDONED

Total number of chat conversations that, when closed, did not have an agent attending them

% ABANDONED

100 * [Abandoned chat conversations] / [Valid chat conversations]

CUT OFF BY CONTACT
Total number of chat conversations that ended because the contact closed the chat window

§

4

L

« ATTENDED CUT OFF BY CONTACT

Total number of chat conversations that finished because the contact closed the chat window, while being attended

~ ABANDONED CUT OFF BY CONTACT

Total number of chat conversations that finished because the contact closed the chat window, and were abandoned

« ATTENTION FAILED

Total number of chat conversations which had at least one failed attention attempt (independent of any other event).

~ ABANDONED ATTENTION FAILED
Total number of chat conversations that failed to be attended to and were abandoned

~ WAITING TIME

Total time that the chat conversations were without an assigned agent

« TIME WAITING FOR ANSWER

Total wait time in which the agent has the chat conversation assigned, but is not yet attending it

= ATTENTION TIME
Total time taken by all agents in attending to chat conversations

~ WRAP UP TIME

Total time all agents took wrapping up chat conversations

» AVERAGE ANSWER TIME

[Answer Time] / [Chat Conversations Attended]

* AVERAGE TIME WAITING FOR ANSWER

[Wait Time for Attention] / [Chat conversations with attention attempts]

* AVERAGE ATTENTION TIME
[Attention Time] / [Chat conversations attended]

~ AVERAGE WRAP UP TIME
[Time Wrapping Up] / [Chat conversations attended]

* MAXIMUM WAITING TIME

Maximum time in ACD for chat conversations

~ MAXIMUM SIMULTANEOUS WAITING

Maximum number of concurrent chat conversations in ACD

* MAXIMUM ASSIGNED SIMULTANEOUSLY

Maximum number of concurrent chat conversations assigned to agents.

~ SL 15

Total number of chat conversations that were attended to by the first agent, or abandoned in less than 15 seconds

~ % SL 15

100 * [Chat conversations with SL 15 sec] / [Valid chat conversations]

« SL 30
Total number of chat conversations that were attended to by the first agent, or abandoned in less than 30 seconds

~ % SL 30

100 * [Chat conversations with SL 30 sec] / [Valid chat conversations]
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=~ SL 60

Total number of chat conversations that were attended to by the first agent, or abandoned in less than 60 seconds.

=~ % SL 60
100 * [Chat conversations with SL 60 sec] / [Valid chat conversations]

= SL 120
Total number of chat conversations that were attended to by the first agent, or abandoned in less than 120 seconds

~ % SL 120

100 * [Chat conversations with SL 120 sec] / [Valid chat conversations]

~ LOGIN

Chat conversations with survey (login).

~ PRE SURVEY
Chat conversations with a (previous) survey

~ POST SURVEY

Chat conversations with survey (post survey).

~ CClI

Chat conversations with survey (CCl).

~ AVERAGE MESSAGES
[Messages Attended] / [Chat Conversations]

~ LOGGED TIME
Total time that the agents remained logged in and assigned to the campaign

~ % BUSY
100 * [Time busy in other campaigns] / [Logged time]

% BUSY OTHER

100 * [Tiempo ocupado en otras campafias] / [Tiempo logueado]

~ POS. LOG.
Agent connections after a long period of disconnection. If checked daily, it serves to distinguish connected agents

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of chat conversations by campaign and result

This report provides summary information about chat conversations that were generated in a given period of time; this information can be filtered
by campaign and disposition code.

What is this report for?

Get the summary of chat conversations by campaign and result for a specified period of time; and thus analyze the total and average times
elapsed during these conversations.
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This report also reflects the number of chat conversations that were attended before certain time thresholds (15 seconds, 30 seconds, 60
seconds and 120 seconds); as well as those conversations that have login, pre-survey and post-survey forms. The information in this report is
presented in a time segment, which can be: 15 minutes, 30 minutes, Hour, Day and Month.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin e : I REPORTS
: ACD |

ﬂ Home

2. Click on the "Chat" reports category:

H Home

E Contact Farm
E Facatsmok

E Whalsapp
Youdiibe

sl

3. Click on the summary report "By Campaign and Result":

" BOT by
' By Acoound

By ALl Lewel
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By Agent

Ty At Liswed

Iy Campiaign

Lives By Campasgn
Trace: by Campraign

Transfer by Carmpaign

4. Enter the required filters:

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: campaign ID. The filter is case sensitive.

Disposition Code: code that identifies the result of the conversation(s).

If the Campaign filter and/or Disposition Code are left blank, the report will show the information related to all the
campaigns and/or disposition codes.

5. Click the "Execute" button to generate the report.
The information is displayed:

Sumrmnary of char conversations in the especified time period by campaign and management resulr.

~ Click here to see the description of the report columns
~ SLICE

Time segment that will be used to create the summary report.

~ CAMPAIGN
Campaign ID.

~ DISPOSITION
Disposition codes of the chat conversations (last sheet if defined as a tree).

~ TOTAL

Total number of chat conversations.

= VALID
Total number of chat conversations, not ghosting, in schedule.

~ ATTENDED
Total number of chat conversations, attended by any agent.
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~ FINISHED
Total number of chat conversations that were closed while an agent had them assigned.

~ CUT OFF BY CONTACT

Total number of chat conversations that ended because the contact closed the chat window.

« ATTENDED CUT OFF BY CONTACT

Total number of chat conversations that finished because the contact closed the chat window, while being attended.

= ATTENTION FAILED
Total number of chat conversations which had at least one failed attention attempt (independent of any other event).

~ WAITING TIME

Total time that the chat conversations were without an assigned agent.

« TIME WAITING FOR ANSWER

Total wait time in which the agent has the chat conversation assigned, but is not yet attending it

« ATTENTION TIME

Total time taken by all agents in attending to chat conversations

~ WRAP UP TIME
Total time all agents took wrapping up chat conversations

~ AVERAGE ANSWER TIME

[Answer Time] / [Chat Conversations Attended]

* AVERAGE ATTENTION TIME

[Attention Time] / [Chat conversations attended]

* MAXIMUM WAITING TIME

Maximum time in ACD for chat conversations

=« SL 15

Total number of chat conversations that were attended to by the first agent, or abandoned in less than 15 seconds

~ % SL 15

100 * [Chat conversations with SL 15 sec] / [Valid chat conversations]

~ SL 30

Total number of chat conversations that were attended to by the first agent, or abandoned in less than 30 seconds

« % SL 30
100 * [Chat conversations with SL 30 sec] / [Valid chat conversations]

~ SL 60

Total number of chat conversations that were attended to by the first agent, or abandoned in less than 60 seconds.

~ % SL 60

100 * [Chat conversations with SL 60 sec] / [Valid chat conversations]

= SL 120
Total number of chat conversations that were attended to by the first agent, or abandoned in less than 120 seconds

~ % SL 120
100 * [Chat conversations with SL 120 sec] / [Valid chat conversations]

~ LOGIN

Chat conversations with survey (login).

~» PRE SURVEY

Chat conversations with a (previous) survey

« POST SURVEY
Chat conversations with survey (post survey).

~ CCI

Chat conversations with survey (CCl).
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» AVERAGE MESSAGES
[Messages Attended] / [Chat Conversations Attended]

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of chat conversations by account

This report provides summary information about chat conversations that were generated in a given period of time; this information can be filtered
by campaign and account.

What is this report for?

Get the summary of chat conversations, by account associated with a campaign, for a specified period of time; and thus analyze the total and
average times elapsed during these conversations.

This report also reflects the number of chat conversations that were attended before certain time thresholds (15 seconds, 30 seconds, 60

seconds and 120 seconds); as well as those conversations that have login, pre-survey and post-survey forms. The information in this report is
presented in a time segment, which can be: 15 minutes, 30 minutes, Hour, Day and Month.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin NTERACTION i URATION SUPERVISOR REPORTS
. ACD v

ﬁ Home

2. Click on the "Chat" reports category:

ﬂ Homiz

E Conlact Farm

[£] raceboox
Iristigram
Ml
[=] sms
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3. Click on the summary report “By Account”:

4. Enter the required filters:

E Twilber
E i+ Ml
B Whalsapp
. Youlube
m [lasbor

By ALt Leswed

By Campaign

By Campagn and Agent

' By Campasgn anc Result

Ty Att Lisved

iy Campaign

Lives by Campasgn

Trace by Campraign

Transfer by Cam

day and per month.
Campaign: Campaign ID.
Account: Account ID.

Filters are case sensitive.

campaigns and/or accounts.

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per

If you leave the Campaign and/or Account filter blank, the report will show the information related to all the

5. Click the "Execute" button to generate the report.
The information is displayed:
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~ Click here to see the description of the report columns.

~ CAMPAIGN
Campaign ID

« ACCOUNT

ID of the account associated with the campaign

~ SLICE

Time segment that will be used to create the summary report

~« TOTAL

Total number of chat conversations.

~ VALID
Total number of chat conversations, not ghosting, in schedule.

~ GHOSTS

Total number of chat conversations that were closed before the limit set in the "Ghost Conversation Threshold" was
met.

« ATTENDED
Total number of chat conversations, attended by any agent

~ FINISHED
Total number of chat conversations that were closed while an agent had them assigned.

OUT OF SCHEDULE

Total number of chat conversations that were created outside the campaign attention schedule.

ABANDONED

Total number of chat conversations that, when closed, did not have an agent attending them.

~ % ABANDONED

100 * [Abandoned chat conversations] / [Valid chat conversations].

L

§

« CUT OFF BY CONTACT
Total number of chat conversations that ended because the contact closed the chat window.

~ ATTENDED CUT OFF BY CONTACT

Total number of chat conversations that finished because the contact closed the chat window, while being attended.

~ ABANDONED CUT OFF BY CONTACT

Total number of chat conversations that finished because the contact closed the chat window, and were abandoned

= ATTENTION FAILED
Total number of chat conversations which had at least one failed attention attempt (independent of any other event).

~ ABANDONED ATTENTION FAILED
Total number of chat conversations that failed to be attended to and were abandoned

~ WAITING TIME

Total time that the chat conversations were without an assigned agent.

« TIME WAITING FOR ANSWER

Total wait time in which the agent has the chat conversation assigned, but is not yet attending it.
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= ATTENTION TIME
Total time taken by all agents in attending to chat conversations

* WRAP UP TIME

Total time all agents took wrapping up chat conversations

* AVERAGE ANSWER TIME

[Answer Time] / [Chat Conversations Attended].

* AVERAGE TIME WAITING FOR ANSWER
[Wait Time for Attention] / [Chat conversations with attention attempts].

~ AVERAGE ATTENTION TIME

[Attention Time] / [Chat conversations attended].

« AVERAGE WRAP UP TIME
[Time Wrapping Up] / [Chat conversations attended)].

* MAXIMUM WAITING TIME

Maximum time in ACD for chat conversations.

* MAXIMUM SIMULTANEOUS WAITING

Maximum number of concurrent chat conversations in ACD.

~* MAXIMUM ASSIGNED SIMULTANEOUSLY

Maximum number of concurrent chat conversations assigned to agents.

« SL 15

Total number of chat conversations that were attended to by the first agent, or abandoned in less than 15 seconds.

= 0o SL 15
100 * [Chat conversations with SL 15 sec] / [Valid chat conversations].

~ SL 30

Total number of chat conversations that were attended to by the first agent, or abandoned in less than 30 seconds.

~ % SL 30

100 * [Chat conversations with SL 30 sec] / [Valid chat conversations].

~ SL 60

Total number of chat conversations that were attended to by the first agent, or abandoned in less than 60 seconds.

~ % SL 60
100 * [Chat conversations with SL 60 sec] / [Valid chat conversations]

« SL 120

Total number of chat conversations that were attended to by the first agent, or abandoned in less than 120 seconds

~ % SL 120

100 * [Chat conversations with SL 120 sec] / [Valid chat conversations]

« LOGIN
Chat conversations with survey (login).

~ PRE SURVEY

Chat conversations with a (previous) survey

~« POST SURVEY

Chat conversations with survey (post survey).

« CClI

Chat conversations with survey (CCl).

* AVERAGE MESSAGES
[Messages Attended] / [Chat Conversations Attended].

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".
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7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of chat conversations by attention level

This report provides summary information about chat conversations that were generated in a given period of time; this information can be filtered
by campaign, account, and attention level.

What is this report for?

Get the summary of chat conversations by assigned attention level during a specified period of time; and thus analyze the total and average
times elapsed during these conversations.

This report also reflects the number of chat conversations that were attended, finished or abandoned. The information in this report is presented
in a time segment, which can be: 15 minutes, 30 minutes, hour, day and month.

To generate the report, follow these steps:

1. Go to the "Reports” tab:

Romina Galp{‘!"n : A PTION o 8T8 o [PERVISOE REPORTS
Tl |v ; i ) - i

ﬁ Home

2. Click on the "Chat" reports category:

ﬂ Home

(L] Whatsapp
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3. Click on the summary report "By Attention Level":

' By Campasgn and Result

Bao

By Agent

Ty At Liswed

iy Campaign

Lives By Campaign
Trace by Campraign

Transfer by Carmpaign

4. Enter the required filters:

Suremary uf char ronersail

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: campaign ID.
Account: ID of the account associated with the campaign.
Attention Level: attention level assigned to the conversation.

Filters are case sensitive.

If you leave the Campaign, Account and/or Attention Level filter blank, the report will show the information related to
all campaigns, accounts and/or attention levels.

5. Click the "Execute" button to generate the report.
The information is displayed:

.
i
|
‘ 2016-11-0
|
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~ Click here to see the description of the report columns.

« CAMPAIGN
Campaign ID.

« ACCOUNT
ID of the account associated with the campaign.

« ATTENTION LEVEL

Attention level assigned to the conversations.

~ SLICE

Time segment that will be used to create the summary report.

« TOTAL

Total number of chat conversations.

~ VALID
Total number of chat conversations, not ghosting, in schedule.

~ ATTENDED

Total number of chat conversations, attended by any agent.

~ FINISHED

Total number of chat conversations that were closed while an agent had them assigned.

ABANDONED
Total number of chat conversations that, when closed, did not have an agent attending them.

L

~ % ABANDONED
100 * [Abandoned chat conversations] / [Valid chat conversations].

~ CUT OFF BY CONTACT

Total number of chat conversations that ended because the contact closed the chat window.

« WAITING TIME

Total time that the chat conversations were without an assigned agent.

~ TIME WAITING FOR ANSWER
Total wait time in which the agent has the chat conversation assigned, but he/she is not yet attending it.

L

ATTENTION TIME

Total time taken by all agents in attending to incoming chat conversations.

« WRAP UP TIME

Total time all agents took wrapping up chat conversations.

* AVERAGE ANSWER TIME
[Answer Time] / [Chat Conversations Attended].

~ AVERAGE TIME WAITING FOR ANSWER
[Wait Time for Attention] / [Chat conversations with attention attempts].

~« AVERAGE ATTENTION TIME

[Attention Time] / [Chat conversations attended].

« AVERAGE WRAP UP TIME
[Time Wrapping Up] / [Chat conversations attended)].

« AVERAGE MESSAGES
[Messages Attended] / [Chat Conversations Attended].

* TRANSFERS ATTENTION LEVEL

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

Total number of chat conversations that were transferred to another attention level.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of bot conversations by account

This report provides summary information about chatbot conversations that were generated in a given period of time; this information can be
filtered by campaign and account.

What is this report for?

Get the summary of bot conversations, by account associated with a campaign, for a specified period of time; and thus analyze the total and
average times elapsed during these conversations.

This report also reflects the number of messages exchanged between client and bot, and can distinguish how many each party sent. The
information in this report is presented in a time segment, which can be: 15 minutes, 30 minutes, hour, day and month.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin NTERACTION CONFIGURATION SUPERVISOR REPORTS
(w}y AT |-v

ﬁ Home

2. Click on the "Chat" reports category:

H Homiz

E Conlact Farm
m Facetpok
. Instafiram

E Twiller
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3. Click on the summary report “By Account”:

Campagn

By Campagn and Agent

' By Campasgn anc Result

Ty Att Lisved

iy Campaign

Lives by Campasgn
Trace by Campraign

Transfer by Cam

4. Enter the required filters:

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Account: Account ID.

Filters are case sensitive.

If you leave the Campaign and/or Account filter blank, the report will show the information related to all the
campaigns and/or accounts.
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5. Click the "Execute" button to generate the report.
The information is displayed:

~ Click here to see the description of the report columns.

~ CAMPAIGN
Campaign ID

« ACCOUNT

ID of the account associated with the campaign.

« SLICE
Time segment that will be used to create the summary report.

~ TOTAL

Total number of chat conversations.

~« PURE BOT

Number of conversations that were attended in their entirety by the bot.

« AGENT

Number of chat conversations attended by a BOT and sent to search for an agent.

* % AGENT
100 * [BOT Conversations Sent to Agent] / [BOT Conversations]

~ AVERAGE BOT TIME

[Total Messages in Incoming] / [Incoming Conversations]

* AVERAGE MESSAGES

[Total Messages in Incoming] / [Incoming Conversations]

« AVERAGE CLIENT MESSAGES
[Client Messages] / [Total Conversations]

* AVERAGE AGENT MESSAGES
[Agent Messages in Incoming] / [Incoming Conversations]

~ AVERAGE BOT MESSAGES

[Agent Messages in Incoming] / [Incoming Conversations]

* AVERAGE TEXT MESSAGES
[BOT Text Messages] / [BOT Conversations]

~ AVERAGE ATTACHED MESSAGES
[BOT Attachment Messages] / [BOT Conversations]

~ AVERAGE GALLERY MESSAGES
[BOT Gallery Messages] / [BOT Conversations]

« AVERAGE LIST MESSAGES
[BOT List Messages] / [BOT Conversations]

« CALL LUIS
Times the LUIS API was called in BOT chat conversations.
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~ AVERAGE LUIS CALLS
[Calls to LUIS] / [BOT Conversations]

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store
Voicemail Reports

Voicemail reports provide detailed and summarized information on voicemail interactions.

The reports available in this category are:

~ Detall of live voicemails by campaign

This report provides detailed information about voicemails that are live, that is, are waiting to be answered or are being
answered by an operator at the time the report is generated. This information can be filtered by campaign.

~ Detail of voicemails by agent

This report provides detailed information on the voicemails that were generated over a certain period of time and were
answered. This information can be filtered by agent.

~ Detail of voicemails by campaign

This report provides detailed information on the voicemails that were generated over a certain period of time and were
answered. This information can be filtered by campaign.

*~ Summary of voicemails by agent

This report provides summarized information on the voicemails that were generated over a certain period of time and were
answered. This information can be filtered by agent.

*~ Summary of voicemails by campaign

This report provides summarized information on the voicemails that were generated over a certain period of time and were
answered. This information can be filtered by campaign.

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

Detalil of live voicemails by campaign

This report provides detailed information about voicemails that are live, that is, are waiting to be answered or are being answered by an operator
at the time the report is generated. This information can be filtered by campaign.

What is this report for?

It is used to obtain the details of each voicemail that is live in a specific campaign, for a particular period of time. The agent, address, and name
of the contact involved in this voicemail can also be checked.

To generate the report, follow these steps:
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1. Go to the "Reports" tab:

Romina Galp{‘!"n MTERACTINN oA T o [PERVICRE REPORTS
iy |'|r . ; ) & i

ﬁ Home

2. Click on the “Voicemail” report category:

3. Click on the detailed report "Lives by Campaign":

4. Enter the required filters:
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Start date and End date: range for which you want to obtain the information.

Campaign: Campaign ID. It is mandatory to generate the report. When hovering over the filter, its description is displayed.

Conversation State: State of the voicemail.

5. Click the "Execute" button to generate the report.
The information is displayed:

Dretulir i oomsrrmacipesey gotfon e By dir ooz i devermiinmdin flewrpo por cempadin §

» CAMPAIGN
Campaign ID.

~ ACCOUNT

~ START DATE
Voicemail start date.

~ START DATE IN STATE

Start date in voicemail state.

~ CONTACT NAME

Name of the contact.

~ CONTACT ADDRESS
Contact address.

~ AGENT
User ID of agent involved in the voicemail.

ID of the account associated with the campaign.

~ Click here to see the description of the report columns.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".
7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic

sending of reports".

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Detail of voicemails by agent

This report provides detailed information on the voicemails that were generated over a certain period of time and were answered. This

information can be filtered by agent.

What is this report for?

It is used to obtain details on each of the voicemails in which a specific agent intervened during a particular period of time, and thus analyze the

time that agent spent handling them.
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This report also reflects each voicemail’s classification (conversation outcome selected by the agent in their management application/CRM), as
well as whether it was transferred and has an associated ticket.

To generate the report, follow these steps:

1. Go to the "Reports” tab:
Romina Galperin

ACD |--

ﬁ Home

2. Click on the “Voicemail” report category:

Youlu b
Ei Dieier

Vi Mas

¥ By Agent

3. Click on the detailed report "By Agent":

4. Enter the required filters
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Start date and End date: range for which you want to obtain the information.
Agent: Agent user ID. It is mandatory to generate the report. When hovering over the filter, its description is displayed.
5. Click the "Execute" button to generate the report.

The information is displayed:

]

~ Click here to see the description of the report columns
~ START DATE

Voicemail start date.

~« CAMPAIGN

ID of the campaign to which the agent belongs.

~ DNIS
DNIS configured for the inbound call.

~ ADDRESS
Contact address.

~ CONTACT NAME

Name of the contact.

+ ANSWERED

Indicates whether the voicemail was answered successfully by the agent.

~ ABANDONED

~ CANCELED

~« START ATTENTION DATE

Start date of successful handling of voicemail.

~« END DATE

Voicemail end date.

~ DURATION TIME
Total duration of voicemail interaction. It is the sum of: WAITING TIME + ATTENTION TIME + WRAP-UP TIME

~ WAITING TIME

Total time the voicemail was on hold (includes queue time, ACD, transferring, etc.).

« ATTENTION TIME

Time it took the agent to effectively attend to the voicemail.
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~ WRAP UP TIME
Time it took the agent to wrap up once the voicemail had been dealt with.

~ DISPOSITION

Voicemail disposition code (last sheet if defined as a tree).

~ ABSOLUTE DISPOSITION

Absolute disposition code (includes the entire tree path).

~ SUCCESS
If the last disposition code is a success.

~ HAS APPOINTMENT

Indicates whether an appointment was created from the voicemail.

* TRANSFERRED
Indicates whether the voicemail was transferred (or a transfer was attempted) at least once.

* TRANSFERRED OK

Indicates whether or not the transfer was successful.

~ TRANSFER TYPE
Transfer destination type: campaign, attention level, agent, queue, number.

~ TRANSFER DESTINATION

Destination address of the transfer.

~ TICKET

Ticket associated with the voicemail.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Detail of voicemails by campaign

This report provides detailed information on the voicemails that were generated over a certain period of time and were answered. This
information can be filtered by campaign.

What is this report for?

It is used to obtain the details of each of the voicemails of a specific campaign during a particular period of time, and thus analyze the time spent
handling these voicemails by the agents assigned to that campaign.

This report also reflects each voicemail’s classification (conversation outcome selected by the agent in their management application/CRM), as
well as whether it was transferred and has an associated ticket.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Roming Oyt INTERACTION CONFIGURATIO! REPORTS
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ﬂ Home

2. Click on the “Voicemail” report category:

ﬁ Home

Whatsapp
Youlu b
Ei Dt

. Voo Mad

¥ By Agent

3. Click on the summary report "By Campaign™:

MR N

4. Enter the required filters:

-
s
4
)
5
-
.y
1

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.
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Campaign: Campaign ID. The filter is case sensitive.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.

The information is displayed:

Lt e de codivraasiaoed de corteo de iof 8 defrrmrinado Hempo por i pai

~ Haz click aqui para ver la descripcion de las columnas del reporte.
~ CAMPAIGN

ID of the campaign in which the voicemail was received.

« START DATE

Voicemail start date.

« DNIS
DNIS configured for the inbound call.

~ ADDRESS
Contact address

~ CONTACT NAME

Name of the contact.

«“ FIRST AGENT

User ID of the first agent who successfully acted on the voicemail.

= LAST AGENT
User ID of the last agent who successfully acted on the voicemail.

~ ANSWERED

Indicates whether the voicemail was answered successfully by an agent of the campaign

~ ABANDONED

Indicates whether the voicemail expired without being taken up by a campaign agent

~« CANCELED

« START ATTENTION DATE
Start date of successful handling of voicemail.

~ END DATE

Voicemail end date.

+ DURATION TIME
Total duration of voicemail interaction. It is the sum of: WAITING TIME + ATTENTION TIME + WRAP-UP TIME

= WAITING TIME
Total time the voicemail was on hold (includes queue time, ACD, transferring, etc.).

« ATTENTION TIME
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Time it took the agent to effectively attend to the voicemail.

~ WRAP UP TIME
Time it took the agent to wrap up once the voicemail had been dealt with.

~ DISPOSITION
Voicemail disposition code (last sheet if defined as a tree).

~ ABSOLUTE DISPOSITION

Absolute disposition code (includes the entire tree path).

~ SUCCESS

If the last disposition code is a success.

~ HAS APPOINTMENT

Indicates whether an appointment was created from the voicemail.

~ TRANSFERRED

Indicates whether the voicemail was transferred (or a transfer was attempted) at least once.

» TRANSFERRED OK

Indicates whether or not the transfer was successful.

~ TRANSFER TYPE
Transfer destination type: campaign, attention level, agent, queue, number

~ TRANSFER DESTINATION
Destination address of the transfer

~ TICKET

Ticket associated with the voicemail.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of voicemails by agent

This report provides summarized information on the voicemails that were generated over a certain period of time and were answered. This
information can be filtered by agent.

What is this report for?

It is used to obtain a summary of the number of voicemails in which a specific agent intervened during a particular period of time, and thus
analyze the time that agent spent handling them.

This report also reflects the number of voicemails that were dealt with by the agent as first agent, as well as the number of voicemails that
resulted in an appointment being created.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin INTERACTION ; & o e
Ondin M D= Sl - L U | !
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ﬁ Home

2. Click on the “Voicemail” report category:

ﬁ Home

E Contact Fosm
m Fa ok
Instagram

Youlube
Ei Dreer

3. Click on the "By Agent" summarized report:

mpkign
By Agent
mpaign

A kg

4. Enter the required filters:

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID. The filter is case sensitive.

Agent: Agent user ID. The filter is case sensitive.
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If you leave the Agent and/or Campaign filter blank, the report will show the information related to all agents and/or
campaigns.

5. Click the "Execute" button to generate the report.

The information is displayed:

Feaumen ol emuermnsiones de corves de v deteravinadsd periodo die fiempo por mmpada § ageeh ]

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

=~ SLICE
Time segment that will be used to create the summary report.

~ AGENT
Agent user ID.

~ ATTENDED

Total number of voicemails that were dealt with (not necessarily for the first time).

~ 1ST ATTENTION
Total number of voicemails that the agent dealt with as first agent.

~ HAS APPOINTMENT

Total number of voicemails which resulted in appointments being made

» ATTENTION TIME

Total time it took campaign agents to deal effectively with voicemails.

~ WRAP UP TIME
Total time it took agents to wrap up voicemails once they had been dealt with.

~ AVERAGE ATTENTION TIME
[Attention time] / [Voicemails answered]

~ AVERAGE WRAP UP TIME

[Wrap-up time] / [Voicemails answered]

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! Detail of email conversations by agent

E Glossary of Reporting Terms

E How to schedule the automatic sending of reports

E Summary of incoming Instagram conversations by campaign and agent

E Detail of Instagram conversations by attention level
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Summary of voicemails by campaign

This report provides summarized information on the voicemails that were generated over a certain period of time and were answered. This
information can be filtered by campaign.

What is this report for?

It is used to obtain a summary of the number of voicemails for a specific campaign over a particular period of time, and thus analyze the time
spent handling them by the agents assigned to that campaign.

This report also reflects the number of voicemails that expired without having been taken by an agent, as well as the number of voicemails which
resulted in an appointment being made.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin NTERACTION CONFIGURATION aUPERVISOR REPORTS
i ERAL EPOR

ﬁ Home

2. Click on the “Voicemail” report category:

Youlu b
Ei Dieier

Vi Mas

¥ By Agent

3. Click on the summary report "By Campaign™:

By Agent
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o By Campaign

Livess By Campasgn

4. Enter the required filters:

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID. The filter is case sensitive.

If you leave the Campaign filter blank, the report will show the information for all campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:

Frnimen e cwrasaions s e porreg de pex et delyrminsda pe !.‘:nj:l.!rf!r'l.P:'ljll:r . §

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~ SLICE

Time segment that will be used to create the summary report.

~ TOTAL

Total number of voicemalils that entered the campaign.

~ ATTENDED
Total number of voicemails that were handled by the campaign agents.

~ ABANDONED
Total number of voicemails that expired without being taken by a campaign agent

~ HAS APPOINTMENT

Total number of voicemails which resulted in appointments being made

~ ABANDON %

100 * [Abandoned voicemails] / [Voicemails that entered the campaign]

~ DURATION TIME

Total duration of interaction with the voicemails that entered the campaign. It is the sum of: WAITING TIME +
ATTENTION TIME + WRAP-UP TIME

~ WAITING TIME
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Total time voicemails were on hold (includes time in queue, ACD, transferring, etc.).

~ ATTENTION TIME
Time it took campaign agents to handle effectively the voicemails that entered the campaign.

~ WRAP UP TIME
Time it took campaign agents to wrap up voicemails once they had been dealt with.

~ AVERAGE ANSWER TIME

[Answer time] / [Voicemails answered]

~ AVERAGE ATTENTION TIME

[Attention time] / [Voicemails answered]

~ AVERAGE WRAP UP TIME
[Wrap-up time] / [Voicemails answered]

~ MAXIMUM WAITING TIME

Maximum wait time for voicemails that entered the campaign.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! Detail of email conversations by agent

! Glossary of Reporting Terms

E How to schedule the automatic sending of reports

E Summary of incoming Instagram conversations by campaign and agent

E Detail of Instagram conversations by attention level
Facebook reports

Facebook reports provide detailed and summarized information on the performance and productivity of agents in the campaigns associated with
the Facebook communication channel, as well as the detail and summary of the behavior of the interactions and their associated parameters for
each campaign.

The reports available in this category are:

~ Detail of live Facebook conversations by campaign

This report provides detailed information on Facebook conversations that are live, that is, that are happening at the time of
generating the report. This information can be filtered by campaign.

~ Threads of Facebook conversations by campaign

This report provides detailed information on the threads of each Facebook conversation, that is, all the messages exchanged in
those conversations over a certain period of time. This information can be filtered by campaign.

~ Detail of Facebook conversations by agent
This report provides detailed information on Facebook conversations that were generated over a certain period of time. This
information can be filtered by agent

~ Detail of Facebook conversations by campaign

This report provides detailed information on Facebook conversations that were generated over a certain period of time. This
information can be filtered by campaign.

~ Detail of Facebook conversations by attention level

This report provides detailed information on Facebook conversations that were generated over a certain period of time. This
information can be filtered by campaign, account, and attention level.

~ Trace of Facebook conversations by campaign

This report provides detailed information on the progress of each of the steps that occurred in Facebook conversations that
were generated over a certain period of time. This information can be filtered by campaign

*~ Summary of inbound Facebook conversations by campaign and agent
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This report provides summary information on inbound Facebook messages and agent responses to those messages that were
generated over a certain period of time. This information can be filtered by campaign and by agent

*~ Summary of inbound Facebook conversations by campaign

This report provides summarized information about the conversations generated from inbound Facebook messages, as well as
agent responses to those conversations that were generated over a certain period of time. The information can be filtered by

campaign
~ Summary of inbound Facebook conversations by account

This report provides summarized information about the conversations generated from inbound Facebook messages, as well as
agent responses to those conversations that were generated over a certain period of time. The information can be filtered by

account.

~ Summary of inbound Facebook conversations by attention level
This report provides summarized information on inbound Facebook messages, as well as agent responses to those messages
that were generated over a certain period of time. The information can be filtered by assigned attention level

~ Summary of replies over outgoing posts by campaign

This report provides summarized information on conversations generated from outgoing Facebook posts by i6 agents, as well

as agent responses in those conversations that were generated over a certain period of time. This information can be filtered
by campaign

*~ Summary of replies over outgoing posts by campaign and agent

This report provides summarized information on comments made by contacts in outgoing Facebook posts by i6 agents, as well
as agent responses to those comments that were generated over a certain period of time. This information can be filtered by
campaign and agent

~ Summary of Facebook replies over outgoing posts by account

This report provides summarized information on conversations generated from outgoing Facebook posts by i6 agents, as well

as agent responses to those conversations that were generated over a certain period of time. This information can be filtered
by account.

~ Summary of Facebook replies over outgoing posts by attention level

This report provides summarized information on comments made by contacts in outgoing Facebook posts by i6 agents, as well

as agent responses to those comments that were generated over a certain period of time. This information can be filtered by
assigned attention level

~ Summary of Facebook replies over outgoing posts by page and post

This report provides summarized information on the number of conversations generated from the outgoing Facebook posts by
i6 agents, as well as agent responses to those conversations that were generated over a certain period of time. This
information can be filtered by page and post.

~ Indicators for inbound Facebook messages

This report provides daily information in real time for inbound Facebook conversations and messages received and sent in
those conversations that were generated over a certain period of time. The information can be filtered by campaign.

~ |ndicators for outbound Facebook posts

This report provides daily information in real time for outbound Facebook conversations (originated by contacts’ comments on

i6 agents’ posts) and messages received and sent in those conversations that were generated over a certain period of time.
This information can be filtered by campaign.

Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Detail of live Facebook conversations by campaign

This report provides detailed information on Facebook conversations that are live, that is, that are happening at the time of generating the report.
This information can be filtered by campaign.

What is this report for?
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It is used to obtain the details of each live Facebook conversation for a specific campaign and over a particular period of time, and thus check the
agent and the address of the contact involved in that conversation.

To generate the report, follow these steps:

1. Go to the "Reports" tab:
Romina Galperin

ﬁ Home

2. Click on the “Facebook” report category:

ﬂ Home

Instagram

Mal

B Twiltar
Voice Mail
Whatsapp
Youtuba
E Dt

Click on the detailed report "Lives by Campaign":

inbosmed by Accosnt
¥ Inbound by ALt Lewel
Inbogrnd by Campaign

¥ Inbound by Campaign
and Agent

Messenger BOT by F'.-'u_',p'

utgoing Post

nstigoing Post
by At Ll
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Rephics Outgomng Post
by Csmpaagn

Rarpdies, Oustgoing Peest
by Campangn and Agent

By Agent

By AN Lewed

By Campangpn

3. Enter the required filters:

Start date and End date: range for which you want to obtain the information.
Campaign: Campaign ID. It is mandatory to generate the report. When hovering over the filter, its description is displayed.

Conversation State: State of the Facebook conversation.

4. Click the "Execute" button to generate the report.
The information is displayed:

Detasl of five faochook conversations in the gpecified fime perid by oampasgn.

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~ ACCOUNT

ID of the account associated with the campaign

~ START DATE
Facebook conversation start date

~ START DATE IN STATE

Start date in Facebook conversation status

~ CONTACT NAME

Name of the contact

~ DIRECCION CONTACTO

Contact address
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~ AGENT
User ID of the agent involved in the Facebook conversation.

5. If you want to export the report to PDF and CSV format, click the "Export" button; read: ""How to export a report to pdf or csv".

6. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: ""How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

Facebook conversation threads by campaign

This report provides detailed information on the threads of each Facebook conversation, that is, all the messages exchanged in those
conversations over a certain period of time. This information can be filtered by campaign.

What is this report for?
It is used to obtain the details of each of the inbound and outbound Facebook conversation threads by campaign for a particular period of time,

and thus analyze the text of each of the messages exchanged between the agent assigned to that campaign account and the contact. Details
include the date and exact time of the messages and the agents involved in the conversation.

To generate the report, follow these steps:

1. Go to the "Reports” tab:

. Romina Galperin

# Home

2. Click on the “Facebook” report category:
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Voice Mail
E Wims W
Youlube

3. Click on the "Threads by Campaign" detailed report:

utgoing Post

Repimas Qutgosndg
by ALT Leve

By Agent
By ALt Level

By Campaign

mpagn
ynd Indicators

g Incficalors

4. Enter the required filters:

MW-10-18 B 21-10-18

Start date and End date: range for which you want to obtain the information.

Campaign: Campaign ID. When hovering over the filter, its description is displayed.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.

The information is displayed:

Threads of facebosk; cor foms in the esperified time periad by compaign,
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Onigin Agent AmLev. Date Type

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

« START DATE

Facebook conversation start date.

~ END DATE
End date of the Facebook conversation.

~ ACCOUNT

ID of the account associated with the campaign.

« ATTENTION LEVEL

Last attention level assigned to the Facebook conversation.

« INITIATIVE
Indicates whether the Facebook conversation started with outbound or inbound messages

« SUB-TYPE
Facebook conversation sub-type (Facebook and Twitter).

« CONTACT NAME

Name of the contact.

~ DISPOSITION

Facebook conversation disposition code (last sheet if defined as a tree).

~ ABSOLUTE DISPOSITION
Absolute disposition code (includes the entire tree path).

« SUCCESS

If the last disposition code is a success.

« ADDRESS

Contact address

« PAGE
Facebook page ID.

= POST ID
Facebook post ID.

~« POST MESSAGE

Text of the Facebook post.

« INITIAL MESSAGE ID

ID of the first message in the Facebook conversation.

~ INITIAL MESSAGE
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Text of the first message in the Facebook conversation.

~ TICKET
Ticket associated with the Facebook conversation.

~ Conversation thread columns
* Origin
Source of the Facebook conversation message (agent or contact).

~ Agent
User ID of the agent who intervened in the Facebook conversation message

~ Attention level
Attention level assigned to the Facebook conversation message

~ Date
Date of the Facebook conversation message.

~ Type

Type of message in the Facebook conversation

~ Text
Text of the Facebook conversation message.

~ Contact Name
Name of the contact.

~ Address
Contact address.

~ Message Id
ID of the Facebook conversation message.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

[® User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Detail of Facebook conversations by agent

This report provides detailed information on Facebook conversations that were generated over a certain period of time. This information can be
filtered by agent.

What is this report for?

It is used to obtain the details of each of the inbound and outbound Facebook conversations where a specific agent intervened, for a particular
period of time, and thus analyze the time spent on Facebook conversations by that agent.

This report also reflects each conversation’s classification (conversation outcome selected by the agent in their management application/CRM),
as well as whether it was transferred and has an associated ticket.

To generate the report, follow these steps:

1. Go to the "Reports" tab:
Romina Galperin

REPORTS
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2. Click on the “Facebook” report category:

ﬁ Home

||'|':_|ral_1rﬂm
Mad

E Twrilter

Vosce Mail

3. Click on the detailed report "By Agent":

AMpaign
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4. Enter the required filters:

Inbsound Indicatars

Dutrgoing Indicators

Initiatiy
20211018 @  2021-10-18 [ Al 15 |~
W hedule

Start date and End date: range for which you want to obtain the information.

Agent: Agent user ID. When hovering over the filter, its description is displayed. It is mandatory to generate the report.

5. Click the "Execute" button to generate the report.
The information is displayed:

2016-11-01 Ef 2016-11-20 [ agented

2016-11-04 133598

2016 11-04 14:24:20

2006-11-04 16:22:50

3016-11-07 0945 39

2018-18-07 15:50:40

2016-13-07 16:03:04

2016 1-07 171527

2016- 1107 1772012

200161107 17:20:49

2016-11-11 113338

campredestociakes

Campredes §ocieg

¢ ampredes s oclalkes

campredessociaig

campredassociabes

campregassociaies

CAMpHeies s0c idies

SAMpreden s ot ke

campretassociakes

campredes sociales

1053554 46023289

105355446520289

105355446523309

105355446523289 B

M1

105355446520289 Nivel 1
0535544652320 Mivel 1
105I55446523289  Nived_)
1053554465 9 Nivel_1
105355446523289  Nived 1

105355446523200  Birve

Armands Conez

Armando Corlez

Arrands Corles

Armands Corles

Armando Coflez

Armando Cotlez

Armando Corlez

Armande Cones

Armando Corez

Armande Corlez

Detally de conversaciones de facebook en deferminadp Hempo por agente.

2016-11-04 14:10:36

2016-11.04 142458 2

2016-11-04 13:35:19

2015-11-04 153254

2006-11.07 08-46:30

2018-11.07 15:50.41

2018-11-07 16:0305

2018 11-07 171928

2008-11-07 1T:20:12

20081107 172048

20961111 1123338

2016-11-04 142417

J01E-11-04 155554

2015-11-04 16:57:28

2016-11.07 09 4559

2018-11-07 15:58:08

D016-11-07 160312

2016- 1107 17 1855

201E-11-07 17120:26

2016- 1507 18:26:30

2016-11-28 16:44:56

~ CAMPAIGN

ID of the campaign to which the agent belongs.

~ END DATE
End date of the Facebook conversation.

~ ACCOUNT
ID of the account associated with the campaign.

~ ATTENTION LEVEL

Last attention level assigned to the Facebook conversation.

~ INITIATIVE
Indicates whether the Facebook conversation started with outbound or inbound messages

~ SUB-TYPE
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Facebook conversation start date.
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Facebook conversation sub-type (Facebook and Twitter).

~ CONTACT NAME
Name of the contact.

~ ANSWERED
Indicates whether the Facebook conversation was answered.

~ 1ST RESPONSE DATE

Date of the first response to the Facebook conversation.

« MESSAGES

Number of messages written during the Facebook conversation.

« AGENT MESSAGES
Number of messages written by agents during the Facebook conversation.

~ ATTENTION START DATE

Date of successful response to the Facebook conversation (the first if it was not filtered by the agent).

« END DATE
End date of the Facebook conversation.

« DURATION TIME
Total duration of the Facebook conversation. Includes ghost and out-of-schedule conversations

~ WAITING TIME
Total time the Facebook conversation was on hold (includes time in queue, ACD, transferring, etc.).

~ ACD TIME

Time elapsed while the Facebook conversation was assigned to an agent, not including the time elapsed while the
agent was booked and attended to the conversation (inbound only).

« TIME WAITING FOR ANSWER

Time elapsed while the agent was booked and attended to the Facebook conversationTime elapsed while the agent
was booked and attended to the Facebook conversation.

= ATTENTION TIME
Time it took the agent to effectively handle the Facebook conversation.

~ DISPOSITION

Facebook conversation disposition code (last sheet if defined as a tree).

» ABSOLUTE DISPOSITION

Absolute disposition code (includes the entire tree path).

« SUCCESS

If the last disposition code is a success.

~ ADDRESS
Contact address.

~ PAGE
Facebook page ID.

« POST ID
Facebook post ID.

« POST MESSAGE
Text of the Facebook post.

~ INITIAL MESSAGE ID

ID of the first message in the Facebook conversation.

« INITIAL MESSAGE

Text of the first message.

* TRANSFERRED
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Indicates whether the Facebook conversation was transferred (or a transfer was attempted) at least once.

~ TRANSFERRED OK

Indicates whether or not the transfer was successful.

~ TRANSFER TYPE
Transfer destination type: campaign, attention level, agent, queue, number.

~ TRANSFER DESTINATION

Destination address of the transfer.

~ CClI

Indicates whether the Facebook conversation has CCl integration.

~ TICKET
Ticket associated with the Facebook conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

Detail of Facebook conversations by campaign

This report provides detailed information on Facebook conversations that were generated over a certain period of time. This information can be
filtered by campaign.

What is this report for?

It is used to obtain the details of each of a specific campaign’s inbound and outbound Facebook conversations over a particular period of time,
and thus analyze the time spent on Facebook conversations by the agents assigned to that campaign.

This report also reflects each conversation’s classification (conversation outcome selected by the agent in their management application/CRM),
as well as whether it was transferred and has an associated ticket.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

- Romina Galperin

ﬁ Home

2. Click on the “Facebook” report category:
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3. Click on the detailed report "By Campaign":

4. Enter the required filters:

Contact Fosm

||'|':-|ral_1rﬂm
Madl

E T

Voice Mail
E Whatsapp
YoLfL b
m Disier

By Agent

By ALt Level

Trace by Campagn

Intround Indicators

2021-10-18 BB 202

4 40 408
-1k

All
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Start date and End date: range for which you want to obtain the information.

Campaign: Campaign ID. When hovering over the filter, its description is displayed.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

« START DATE

Facebook conversation start date.

« ACCOUNT
ID of the account associated with the campaign.

« ATTENTION LEVEL

Last attention level assigned to the Facebook conversation.

“ INITIATIVE
Indicates whether the Facebook conversation started with outbound or inbound messages.

« SUB-TYPE
Facebook conversation sub-type (Facebook and Twitter).

« FIRST AGENT
User ID of the first agent who intervened in the Facebook conversation (even if they failed).

« CONTACT NAME

Name of the contact.

« ANSWERED

Indicates whether the Facebook conversation was answered.

« 1ST RESPONSE DATE
Date of the first response to the Facebook conversation

~ MESSAGES

Number of messages written during the Facebook conversation

« AGENT MESSAGES

Number of messages written by campaign agents during the Facebook conversation

= ATTENTION START DATE
Date of successful response to the Facebook conversation (the first if it was not filtered by the agent).

~ END DATE
End date of the Facebook conversation.

~ DURATION TIME
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Total duration of the Facebook conversation. Includes ghost and out-of-schedule conversations

= WAITING TIME
Total time the Facebook conversation was on hold (includes time in queue, ACD, transferring, etc.).

~ ACD TIME

Time elapsed while the Facebook conversation was assigned to an agent, not including the time elapsed while the
agent was booked and attended to the conversation (inbound only).

~ TIME WAITING FOR ANSWER

Time elapsed while the agent was booked and attended to the Facebook conversation

« ATTENTION TIME

Time it took the agent to effectively handle the Facebook conversation

« DISPOSITION
Facebook conversation disposition code (last sheet if defined as a tree).

~ ABSOLUTE DISPOSITION

Absolute disposition code (includes the entire tree path).

« SUCCESS

If the last disposition code is a success

+ ADDRESS
Contact address

~ PAGE
Facebook page ID.

~ POST ID
Facebook post ID.

« POST MESSAGE
Text of the post.

« INITIAL MESSAGE ID
Facebook ID of the first message in the conversation.

~ INITIAL MESSAGE

Text of the first message.

* TRANSFERRED

Indicates whether the Facebook conversation was transferred (or a transfer was attempted) at least once.

* TRANSFERRED OK

Indicates whether or not the transfer was successful

* TRANSFER TYPE
Transfer destination type: campaign, attention level, agent, queue, number

~* TRANSFER DESTINATION

Destination address of the transfer.

~ CCI

Indicates whether the Facebook conversation has CCI integration
« TICKET

Ticket associated with the Facebook conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles
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! Como crear cuenta developer en Facebook

! Coémo funcionan los Proxies de Facebook en OCC
! Cémo asociar una cuenta de Facebook

! Como asociar una aplicacion de App Store

! Test de Performance Facebook

Detail of Facebook conversations by attention level

This report provides detailed information on Facebook conversations that were generated over a certain period of time. This information can be
filtered by campaign, account, and attention level.

What is this report for?

It is used to obtain the details of each of the inbound and outbound Facebook conversations that were assigned to the various attention levels
associated with the campaign accounts over a particular period of time, and thus analyze the times of these conversations.

This report also reflects each conversation’s classification (conversation outcome selected by the agent in their management application/CRM),
as well as whether it was transferred and has an associated ticket.

To generate the report, follow these steps:

1. Go to the "Reports” tab:

. Romina Galperin
aliew B0 AT |w

ﬁ Home

2. Click on the “Facebook” report category:

ﬂ Home

Vosce Mail

E Whatsapp

3. Click on the detailed report "By Attention Level":
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4. Enter the required filters:

2021-10-18

| § | Facebook

Inbowmed by Accousnt
Inboumd by Al Lewel
Inboumnd by Campaign

Inbound by Campaign
and Agent

Messenger BOT by F':u_',p-

styoing Post

nstgoing Post
by AT Ll

aid Aggent

Rephes Dutgomg Post

By Campangpn

Lives By Campaign

All

Detail of facebook conversatio

Campaign: Campaign ID.

Start date and End date: range for which you want to obtain the information.

Account: ID of the account associated with the campaign.
Attention Level: attention level assigned to the conversation.

When hovering over the filters, their description is displayed.

If you leave the Campaign, Account and/or Attention Level filter blank, the report will show the information related to
all campaigns, accounts and/or attention levels

6. Click the "Execute" button to generate the report.
The information is displayed:

316-11-29 [ | 20161120 [ camp
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~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

« ACCOUNT

ID of the account associated with the campaign.

« ATTENTION LEVEL

Last attention level assigned to the Facebook conversation

~ START DATE
Facebook conversation start date

“ INITIATIVE

Indicates whether the Facebook conversation started with outbound or inbound messages.

« SUB-TYPE

Facebook conversation sub-type (Facebook and Twitter).

« FIRST AGENT
User ID of the first agent who intervened in the Facebook conversation (even if they failed).

« CONTACT NAME

Name of the contact

* ANSWERED

Indicates whether the Facebook conversation was answered

~ 1ST RESPONSE DATE

Date of the first response to the Facebook conversation.

« MESSAGES
Number of messages written during the Facebook conversation.

~ AGENT MESSAGES

Number of messages written by campaign agents during the Facebook conversation.

« ATTENTION START DATE

Date of successful response (the first if not filtered by the agent).

~ END DATE
End date of the Facebook conversation.

~ DURATION TIME

Total duration of the Facebook conversation. Includes ghost and out-of-schedule conversations.

~ WAITING TIME

Total time the Facebook conversation was on hold (includes time in queue, ACD, transferring, etc.).

~« ACD TIME

Time elapsed while the Facebook conversation was assigned to an agent, not including the time elapsed while the
agent was booked and attended to the conversation (inbound only).
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~ TIME WAITING FOR ANSWER
Time elapsed while the agent was booked and attended to the Facebook conversation.

~ ATTENTION TIME

Time it took the agent to effectively handle the Facebook conversation.

~ DISPOSITION

Facebook conversation disposition code (last sheet if defined as a tree).

~ ABSOLUTE DISPOSITION
Absolute disposition code (includes the entire tree path).

~ SUCCESS
If the last disposition code is a success

~ FINISHED
Indicates whether the Facebook conversation was finished when an agent had taken it (regardless of whether the
agent attended to it) or was transferring it

~ ADDRESS

Contact address.

~ PAGE
Facebook page ID.

~ POST ID
Facebook post ID.

~ POST MESSAGE
Text of the post.

=~ INITIAL MESSAGE ID
Facebook ID of the first message in the conversation.

~ INITIAL MESSAGE
Text of the first message.

~ TRANSFERRED

Indicates whether the Facebook conversation was transferred (or a transfer was attempted) at least once.

* TRANSFERRED OK

Indicates whether or not the transfer was successful.

~ TRANSFER TYPE
Transfer destination type: campaign, attention level, agent, queue, number.

~ TRANSFER DESTINATION

Destination address of the transfer.

~ CClI

Indicates whether the Facebook conversation has CClI integration.

~ TICKET

Ticket associated with the Facebook conversation.

7. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

8. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

[® User search
E How to set up Messenger messaging

E How to associate a YouTube account
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! How to associate an application from Google Play Store

E How to associate an application from the App Store

Trace of Facebook conversations by campaign

This report provides detailed information on the progress of each of the steps that occurred in Facebook conversations that were generated over
a certain period of time. This information can be filtered by campaign.

What is this report for?

It is used to obtain the details, by campaign, of each inbound and outbound Facebook conversation tracking over a particular period of time and
thus analyze the steps taken during each of the conversations. Details include the date and exact time of these steps and the agents involved in
the conversation.

This report also reflects each conversation’s classification (conversation outcome selected by the agent in their management application/CRM),
as well as whether it was transferred and has an associated ticket.
To generate the report, follow these steps:

1. Go to the "Reports"” tab:

. Romina Galperin e = " ST T
Walines M0 AT |v

ﬁ Home

2. Click on the “Facebook” report category:

||'|'.'_|rﬂl_1rﬂm
Mad

[=) sms
E Twiilter

Voice Mail
Whatsapp
Youlu b

3. Click on the detailed report "Trace by Campaign":
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¥ Fu=phes
by |:.E-|I'||'..

Campaign

Messencger Bot

4. Enter the required filters:

Start date and End date: range for which you want to obtain the information.

Campaign:Campaign ID. When hovering over the filter, its description is displayed.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:

Trace of fasebool: conversations In the especified tme perisd by sampaign,

Step Origin Origin Agent Attt Lav. Start Date End Date

rituad Coantac rdegndras 20Z2105-27 213813

~ Click here to see the description of the report columns
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~ CAMPAIGN
Campaign ID.

~ START DATE

Facebook conversation start date.

« END DATE
End date of the Facebook conversation.

« ACCOUNT
ID of the account associated with the campaign.

« ATTENTION LEVEL

Last attention level assigned to the Facebook conversation.

“ INITIATIVE
Indicates whether the Facebook conversation started with outbound or inbound messages.

~« SUB-TYPE

Facebook conversation sub-type (Facebook and Twitter).

« FIRST AGENT
User ID of the first agent who intervened in the Facebook conversation (even if they failed).

« CONTACT NAME

Name of the contact.

~ ADDRESS

Contact address.

~ PAGE
Facebook page ID.

« POST ID
Facebook post ID.

« POST MESSAGE
Text of the post.

~ INITIAL MESSAGE ID

ID of the first message in the Facebook conversation.

= INITIAL MESSAGE
Text of the first message in the Facebook conversation.

~ DISPOSITION

Facebook conversation disposition code (last sheet if defined as a tree).

« ABSOLUTE DISPOSITION

Absolute disposition code (includes the entire tree path).

~ SUCCESS

If the last disposition code is a success.

« TICKET

Ticket associated with the Facebook conversation.

~ Conversation thread columns
~ Origin Step
Indicates how a Facebook conversation got to this step (initial step, transferral, reopened, etc.).

~ Origin

Source of the Facebook conversation message (agent or contact).

« Agent
User ID of the agent who intervened in the Facebook conversation message

« Attention level
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Attention level assigned to the Facebook conversation message

~ Start date
Start date of the Facebook conversation step.

~ End date
End date of the Facebook conversation step

~ Finished
Indicates whether the step in the Facebook conversation was finished when an agent had taken it (even if the
agent did not attend to it) or was transferring it

* Duration time
Total duration of the Facebook conversation step. Includes ghost and out-of-schedule conversations.

~ Attention time
Time that the agent took to effectively handle the step in the Facebook conversation

~ Events
Number of events that occurred in the Facebook conversation step

~ Agents Events
Number of agent events that occurred in the Facebook conversation step.

~ Transferred
Indicates whether the Facebook conversation step was transferred (or a transfer was attempted) at least once.

~ Transferred Ok
Indicates whether or not the transfer was successful

~ Transfer Type
Transfer destination type: campaign, attention level, agent, queue, number.

~ Transfer Destination
Destination address of the transfer.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of inbound Facebook conversations by campaign and agent

This report provides summarized information on the number of times a Facebook conversation entered the agent's inbox over a certain period of
time. This information can be filtered by a particular campaign and agent.

What is this report for?

It is used to obtain a summary, by agent in a specific campaign, of the number of times that a Facebook conversation entered the agent's inbox
during a particular period of time, and thus analyze whether this agent is providing the service within permitted service level limits. The
information in this report is presented in a time segment, which can be: 15 minutes, 30 minutes, hour, day and month.

€3 This report can be used to compare the times and performance of each of the agents assigned to the campaign.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!


https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/209682625/User+search
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639347/How+to+set+up+Messenger+messaging
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639882/How+to+associate+a+YouTube+account
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2539552804/How+to+associate+an+application+from+Google+Play+Store
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2539553150/How+to+associate+an+application+from+the+App+Store

Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

To generate the report, follow these steps:

1. Go to the "Reports" tab:

. Romina Galperin
oD |

ﬁ Home

2. Click on the “Facebook” report category:

ﬁ Home

E Twilter

Viice Mail

0 f]

Youlube
Ei Dreer

3. Click on the "Inbound by Campaign and Agent" summarized report:
m Facabook

Inibogmad

¥ Inbound by Alt Lewed

Inbourd by Campaign

0T by F'.-'u_',p'

utpoing Post
oy Awoount

o Post

going Post
i

going Peest
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! Replies Outgoing Posl
age and Post

By Agent
By AN Lewed

By Campangpn

Lives By Campaign

4. Enter the required filters:

Summanry af inbound somiersations {pe

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Agent: Agent user ID.

Filters are case sensitive.

If you leave the Campaign and/or Agent filter blank, the report will show the information related to all the campaigns
and/or agents.

5. Click the "Execute" button to generate the report.
The information is displayed:

Sirmmary of inbotnd conrersations (past commenty, client pasts and private messopes) in the espacified time period by eampaign ond agene.

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~ SLICE

Time segment that will be used to create the summary report

~ AGENT
User ID of the agent who intervened in the campaign's inbound Facebook messages

~ TOTAL

Total number of the campaign’s inbound Facebook messages (messages originated by contact posts + comments
on campaign posts + direct messages) assigned to/taken by the agent.

=~ W/ ANSWER

Total number of campaign inbound Facebook messages with a response by the agent.
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~ W/O ANSWER
Total number of campaign inbound Facebook messages with no response from the agent.

~« POSTS

Total number of campaign inbound Facebook messages originated by contact posts

« COMMENTS

Total number of campaign inbound Facebook messages that are comments on campaign posts.

« PRIVATE
Total number of campaign inbound Facebook messages that are direct messages

« SL
Total number of conversations that were generated from Facebook messages received in the campaign and were
answered within the service level threshold.

~ % SL

100 * [Total number of campaign inbound Facebook SL positive conversations] / [Total number of campaign
inbound Facebook conversations]

~ AVERAGE MESSAGES

[Total number of messages in campaign inbound Facebook conversations] / [Campaign inbound Facebook
conversations]

~ AVERAGE AGENT MESSAGES
[Agent’'s messages in campaign inbound Facebook conversations] / [Campaign inbound Facebook conversations]

~ AVERAGE WAITING TIME

[Waiting time for campaign inbound Facebook conversations] / [Campaign inbound Facebook conversations]

« AVERAGE 1ST RESPONSE TIME

[Waiting time for attention to campaign inbound Facebook conversations] / [Campaign inbound Facebook
conversations with response]

~ AVERAGE ATTENTION TIME

[Time spent attending to campaign inbound Facebook conversations] / [Campaign inbound Facebook conversations
that were taken up]

~ CCI

Total number of campaign inbound Facebook messages with CCl integration.

* MAXIMUM SIMULTANEOUSLY ASSIGNED

Maximum number of campaign inbound Facebook conversations assigned simultaneously to the agent.

~« LOGGED TIME

Total time the agent stayed logged in and assigned to the campaign.

« ACTIVE TIME
Total time the agent spent in the "Available" state for the campaign.

~ PAUSE TIME

Total time the agent spent in pause states for the campaign

« % BUSY
100 * [Time busy in the campaign] / [Logged time]

* % BUSY OTHER
100 * [Time busy in other campaigns] / [Logged time]

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search
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! How to set up Messenger messaging
! How to associate a YouTube account
E How to associate an application from Google Play Store

E How to associate an application from the App Store

[
Summary of inbound Facebook conversations by campaign

This report provides summarized information about the conversations generated from inbound Facebook messages, as well as agent responses
to those conversations that were generated over a certain period of time. The information can be filtered by campaign.

What is this report for?

It is used to obtain a summary by campaign of the number of conversations generated from inbound Facebook messages over a particular period
of time, and thus analyze whether the agents are providing the service within permitted service level limits. The information in this report is
presented in a time segment, which can be: 15 minutes, 30 minutes, hour, day and month

ﬂ This report can be used to monitor the number of inbound Facebook conversations for periods of time and thus to know what the peak
time of the campaign is, as well as whether all inbound conversations are being attended to and the level of service that is being provided.

To generate the report, follow these steps:

1. Go to the "Reports" tab:
Romina Galperin

ﬂ Home

2. Click on the “Facebook” report category:

ﬂ Home

Viice Mail
Whatsapp
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3. Click on the "Inbound by Campaign" summarized report:

m Facebook

Inbowmed by

Inbotmdd by Campaign
and Agent

snger BOT by F':q.*

stoyoing Post

ligoing Prest
and Agent

ng Posl

AN Lewed

By Campanpn

Lives By Campaign

4. Enter the required filters:

Sy

2021-10-18 B | 2021-10-18 [ 15 minutes | . '

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID. The filter is case sensitive.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:

Summary of inbound conversations (post comments, client posts ond private messages) in the especified time period by campaign.

2021-10-01 [E] 20, 018 [ 15 minutes U 15
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~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

« SLICE

Time segment that will be used to create the summary report

~« TOTAL

Total number of conversations that were generated from Facebook messages received in the campaign, regardless
of the number of comments, messages, and replies exchanged in those conversations between agents and
contacts.

~ W/ ANSWER
Total number of campaign inbound Facebook conversations with at least one response from agents.

~ W/O ANSWER

Total number of campaign inbound Facebook conversations with no response from agents.

« POSTS

Total number of campaign inbound Facebook conversations originated by customer posts.

~ COMMENTS

Total number of campaign inbound Facebook conversations originated by comments on campaign posts.

~ PRIVATE

Total number of campaign inbound Facebook conversations originated by direct messages.

« SL

Total number of campaign inbound Facebook conversations that were answered within the service level threshold.

~ % SL

100 * [Campaign inbound Facebook SL positive conversations] / [Campaign inbound Facebook conversations]

~ AVERAGE MESSAGES

[Total number of messages in campaign inbound Facebook conversations] / [Campaign inbound Facebook
conversations]

~ AVERAGE AGENT MESSAGES

[Total agent messages in campaign inbound Facebook conversations] / [Campaign inbound Facebook
conversations]

« AVERAGE WAITING TIME

[Waiting time for campaign inbound Facebook conversations] / [Campaign inbound Facebook conversations]

~ AVERAGE 1ST RESPONSE TIME

[Waiting time for attention to campaign inbound Facebook conversations] / [Campaign inbound Facebook
conversations with response]

~ AVERAGE ATTENTION TIME

[Time spent attending to campaign inbound Facebook conversations] / [Campaign inbound Facebook conversations
that were taken up]

~ CCI

Total number of campaign inbound Facebook conversations with CCl integration.

* MAXIMUM SIMULTANEOUSLY ASSIGNED

Maximum number of campaign inbound Facebook conversations assigned simultaneously to a campaign agent.

~ LOGGED TIME
Total time that the agents remained logged in and assigned to the campaign.
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~ ACTIVE TIME
Total time agents were available for the campaign.

~ PAUSE TIME

Total time agents were paused for the campaign

* % BUSY
100 * [Time busy in the campaign] / [Logged time]

~ % BUSY OTHER
100 * [Time busy in other campaigns] / [Logged time]

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of inbound Facebook conversations by account

This report provides summarized information about the conversations generated from inbound Facebook messages, as well as agent responses
to those conversations that were generated over a certain period of time. The information can be filtered by account.

What is this report for?

It is used to obtain a summary, by account associated with a campaign, of the number of conversations generated from inbound Facebook
messages during a particular period of time, and thus analyze whether the agents are performing the service within the permitted service level
limits. The information in this report is presented in a time segment, which can be: 15 minutes, 30 minutes, hour, day and month.

€3 This report can be used to monitor the number of inbound Facebook conversations for periods of time and, should more than one
Facebook account be associated with the same campaign, to know which account handles the most conversations, as well as the
average times of these conversations

To generate the report, follow these steps:

1. Go to the "Reports" tab:
Romina Galperin

Cinliry 0 |'v

ﬁ Home

2. Click on the “Facebook” report category:
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3. Click on the "Inbound by Account" summarized report:

EI Facabook

Inbotmd by Lewed
Inbomed by Campaign

Inbownd by Campaign
and Agent

senger BOT by Page

Urtgoing Post

Lives By Campaign

4. Enter the required filters:
Sumrrnasy af inbound comtersitions (poat oo

Start date and End date: range for which you want to obtain the information.
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Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Account: Account ID.

Filters are case sensitive.

If you leave the Campaign and/or Account filter blank, the report will show the information related to all the
campaigns and/or accounts.

5. Click the "Execute" button to generate the report.
The information is displayed:

Sirmrniary o inbound contersations (post commindy. clitnt posts and private messages) fn the especificd fime period Sy campaign and account.

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

« ACCOUNT

ID of the account associated with the campaign

~ SLICE

Time segment that will be used to create the summary report

~ TOTAL

Total number of conversations that were generated from the Facebook messages received in the account,
regardless of the number of comments, messages and responses exchanged in those conversations between
agents and contacts.

~ W/ ANSWER

Total number of account inbound Facebook conversations with at least one response from agents

~ W/O ANSWER

Total number of account inbound Facebook conversations with no response from agents

= POSTS
Total number of account inbound Facebook conversations originated by customer posts

« COMMENTS

Total number of account inbound Facebook conversations originated by comments to posts on the page.

“ PRIVATE

Total number of account inbound Facebook conversations originated by direct messages.

« SL

Total number of account inbound Facebook conversations that were answered within the service level threshold.

« % SL
100 * [Account inbound Facebook SL positive conversations] / [Account inbound Facebook conversations]

~ AVERAGE MESSAGES
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[Total number of messages in account inbound Facebook conversations] / [Account inbound Facebook
conversations]

~ AVERAGE AGENT MESSAGES

[Total number of messages from agents in account inbound Facebook conversations] / [Account inbound Facebook
conversations]

~ AVERAGE WAITING TIME
[Waiting time for account inbound Facebook conversations] / [Account inbound Facebook conversations]

~ AVERAGE 1ST RESPONSE TIME

[Waiting time for attention to account inbound Facebook conversations] / [Account inbound Facebook conversations
with response]

~ AVERAGE ATTENTION TIME

[Time spent attending to account inbound Facebook conversations] / [Account inbound Facebook conversations
that were taken up]

~ CCI
Total number of account inbound Facebook conversations with CCl integration.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of inbound Facebook conversations by attention level

This report provides summarized information on inbound Facebook messages, as well as agent responses to those messages that were
generated over a certain period of time. The information can be filtered by assigned attention level.

What is this report for?
It is used to obtain a summary, by attention level, of the number of inbound messages from Facebook over a particular period of time, and thus

analyze whether the agents are performing the service within the permitted service level limits. The information in this report is presented in a
time segment, which can be: 15 minutes, 30 minutes, hour, day and month.

&) This report can be used to monitor the number of inbound Facebook conversations during different periods of time with regard to the
various attention levels, and in turn know how many of these conversations were transferred to another attention level, as well as the
average times of these conversations.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin i oM ( SUPERVISOR REPORTS
CIrin |'v ; ) e 2 i

ﬂ Home
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2. Click on the “Facebook” report category:

ﬁ Home

Foqm

E Twrilber
. Voice Mail
E Wha

Youlu b
Ei Dt

3. Click on the "Inbound by Attention Level" summarized report:

Inboand by Campaign

Inbound by Campaign
and Agenit
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4. Enter the required filters:

Sirmrmary af trilound corivcrsdfions [proaf dararmieTly, ol el podlts and prrinale Trss sk

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Account: Account ID.
Attention Level: attention level assigned to the conversation.
Filters are case sensitive.
If you leave the Campaign, Account and/or Attention Level filter blank, the report will show the information related to

all campaigns, accounts and/or attention levels.

5. Click the "Execute" button to generate the report.
The information is displayed:

-

et die conersaciones entrantes (oont. de pasts, posts de clfenfes ¢ privadas) por camipafio, crenta y afvel de atencidn

~ Click here to see the description of the report columns.

~ CAMPAIGN
Campaign ID.

« ACCOUNT

ID of the account associated with the campaign.

= ATTENTION LEVEL
Last attention level assigned to inbound Facebook messages

« SLICE

Time segment that will be used to create the summary report

« TOTAL
Total number of inbound Facebook messages (messages originated by contact posts + comments on campaign
posts + direct messages) assigned to the attention level.

~ W/ ANSWER
Total number of inbound Facebook messages assigned to the attention level with at least one response from the
agents

~ W/O ANSWER
Total number of inbound Facebook messages assigned to the attention level with no response from the agents.

« POSTS

Total number of inbound Facebook messages assigned to the attention level originated by contact posts.
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~ COMMENTS
Total number of inbound Facebook messages assigned to the attention level that are comments on campaign posts.

~ PRIVATE

Total number of inbound Facebook messages assigned to the attention level that are direct messages.

~ AVERAGE MESSAGES

[Total messages in inbound Facebook conversations assigned to the attention level] / [Inbound Facebook
conversations assigned to the attention level]

~ AVERAGE AGENT MESSAGES

[Messages from agents in Facebook inbound conversations assigned to the attention level] / [Inbound Facebook
conversations assigned to the attention level]

~ AVERAGE WAITING TIME

[Waiting time for inbound Facebook conversations assigned to the attention level] / [Inbound Facebook
conversations assigned to the attention level]

~ AVERAGE 1ST RESPONSE TIME

[Waiting time for attention to inbound Facebook conversations assigned to the attention level] / [Inbound Facebook
conversations assigned to the attention level with response]

~ AVERAGE ATTENTION TIME

[Time spent attending to inbound Facebook conversations assigned to the attention level] / [Inbound Facebook
conversations assigned to the attention level that were taken up]

~ TRANSFERRED ATTENTION LEVEL
Inbound Facebook messages assigned to the attention level which were then transferred to another attention level.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of Facebook replies over outgoing posts by campaign

This report provides summarized information on conversations generated from outgoing Facebook posts by i6 agents, as well as agent
responses in those conversations that were generated over a certain period of time. This information can be filtered by campaign.

What is this report for?
It is used to obtain a summary by campaign of the number of conversations generated from outgoing Facebook posts by i6 agents over a

particular period of time, and thus analyze whether the agents are providing the service within permitted service level limits. The information in
this report is presented in a time segment, which can be: 15 minutes, 30 minutes, Hour, Day and Month.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

BOT Ok in I ON - REPORTS
CInlind i |'v " LIFE LI | !

ﬂ Home
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2. Click on the “Facebook” report category:

3. Click on the “Replies Outgoing Posts by Campaign” summarized report:
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4. Enter the required filters:

1-10-18 2021-10-18 15 minutes it

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID. The filter is case sensitive.

If you leave the Campaign filter blank, the report will show the information related to all campaigns

5. Click the "Execute" button to generate the report.
The information is displayed:

Summary of facebook replies over ourgaing posts in the especifed time period by caoypaign

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~ SLICE

Time segment that will be used to create the summary report.

« TOTAL

Total number of conversations that were generated from the campaign’s outgoing Facebook posts, regardless of
the number of comments and responses exchanged in those conversations between agents and contacts.

~ W/ ANSWER

Total number of conversations that were generated from campaign outgoing Facebook posts with at least one agent
response

~ W/O ANSWER

Total number of conversations that were generated from campaign outgoing Facebook posts with no agent
response.

« SL
Total number of conversations that were generated from campaign outgoing Facebook posts and were answered
within the service level threshold.

« 0o SL
100 * [SL positive conversations generated from outgoing campaign posts] / [Conversations generated from
outgoing campaign posts]

« AVERAGE REPLIES
[Replies to comments on outgoing campaign posts] / [Conversations generated from outgoing campaign posts]
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~ AVERAGE AGENT RESPONSES

[Agent responses in comments on outgoing campaign posts] / [Conversations generated from outgoing campaign
posts]

~ RESPONSE %

100 * [Comments on outgoing campaign posts with agent response] / [Conversations generated from outgoing
campaign posts]

~ AVERAGE WAITING TIME

[Waiting time for comments on outgoing campaign posts] / [Conversations generated from outgoing campaign posts]

~ AVERAGE 1ST RESPONSE TIME

[Waiting time for attention to comments on outgoing campaign posts] / [Comments on outgoing campaign posts with
response]

~ AVERAGE ATTENTION TIME

[Time spent attending to comments on outgoing campaign posts] / [Conversations generated from outgoing
campaign posts and taken up]

~ CClI

Total number of conversations generated from outgoing campaign posts with CCl integration.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of Facebook replies over outgoing posts by campaign and agent

This report provides summarized information on comments made by contacts in outgoing Facebook posts by i6 agents, as well as agent
responses to those comments that were generated over a certain period of time. This information can be filtered by campaign and agent.

What is this report for?
It is used to obtain a summary, by agent in a specific campaign, of the number of comments and replies in the outgoing Facebook posts of i6

agents over a particular period of time, and thus analyze whether that agent is providing the service within permitted service level limits. The
information in this report is presented in a time segment, which can be: 15 minutes, 30 minutes, hour, day and month.

€3 This report can be used to compare the times and performance of each of the agents assigned to the campaign.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

RD.I:I'IiI‘-'Ia1 Sauera INTERACTION CONFIGURATION SUPERVISOR REPORTS

ﬁ Home

2. Click on the “Facebook” report category:
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3. Click on the “Replies Outgoing Posts by Campaign and Agent” summarized report:
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4. Enter the required filters:
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Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Agent: Agent user ID.

Filters are case sensitive.

If you leave the Campaign and/or Agent filter blank, the report will show the information related to all the campaigns
and/or agents

5. Click the "Execute" button to generate the report.
The information is displayed:

Summary of facebook replies over outgoing posts in the especified rime period by campaign and agent.

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~ SLICE

Time segment that will be used to create the summary report.

« AGENT

User ID of the agent who intervened in the conversations.

~ TOTAL

Total number of comments made by contacts on the campaign’s outgoing Facebook posts which were dealt with by
the agent..

~ W/ ANSWER

Total number of comments made by contacts on the campaign’s outgoing Facebook posts with agent response.

~» W/O ANSWER

Total number of comments made by contacts on the campaign’s outgoing Facebook posts with no agent response.

= SL
Total number of conversations generated from the campaign’s outgoing Facebook posts that were answered by the
agent within the service level threshold

~ % SL

100 * [SL positive conversations generated from outgoing campaign posts] / [Conversations generated from
outgoing campaign posts]

~ AVERAGE REPLIES

[Replies to comments on outgoing campaign posts] / [Conversations generated from outgoing campaign posts]
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~ AVERAGE AGENT RESPONSES

[Agent responses in comments on outgoing campaign posts] / [Conversations generated from outgoing campaign
posts]

~ RESPONSE %

100 * [Comments on outgoing campaign posts with agent response] / [Conversations generated from outgoing
campaign posts]

~ AVERAGE WAITING TIME

[Waiting time for comments on outgoing campaign posts] / [Conversations generated from outgoing campaign posts]

~ AVERAGE 1ST RESPONSE TIME

[Waiting time for attention to comments on outgoing campaign posts] / [Comments on outgoing campaign posts with
response]

~ AVERAGE ATTENTION TIME

[Time spent attending to comments on outgoing campaign posts] / Conversations generated from outgoing
campaign posts and taken up]

~ CCI
Total number of conversations generated from outgoing campaign posts with CClI integration

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of Facebook replies over outgoing posts by account

This report provides summarized information on conversations generated from outgoing Facebook posts by i6 agents, as well as agent
responses to those conversations that were generated over a certain period of time. This information can be filtered by account.

What is this report for?
It is used to obtain a summary by account of the number of conversations generated from outgoing Facebook posts by i6 agents over a particular

period of time, and thus analyze whether the agents are performing the service within the permitted limits of the service level. The information in
this report is presented in a time segment, which can be: 15 minutes, 30 minutes, Hour, Day and Month.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Rn.rlnir_wla Galr._-erin INTERACTION CONFIGURATION REPORTS

ﬁ Home

2. Click on the “Facebook” report category:
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3. Click on the "Posts by Account" summarized report:

4. Enter the required filters:

2021.10.18 k=i 211018
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Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Account: ID of the account associated with the campaign.

Filters are case sensitive.

If you leave the Campaign and/or Account filter blank, the report will show the information related to all the
campaigns and/or accounts.

6. Click the "Execute" button to generate the report.
The information is displayed:

Summuary of facebook replies over outgoing postsin the sspecified time period by sampaign and secotnr,

~ Click here to see the description of the report columns.

~ CAMPAIGN
Campaign ID.

~ ACCOUNT

ID of the account associated with the campaign

« SLICE

Time segment that will be used to create the summary report.

~ TOTAL

Total number of conversations that were generated from outgoing Facebook posts from the account, regardless of
the number of comments and responses exchanged in these conversations between agents and contacts.

~ W/ ANSWER

Total number of conversations that were generated from outgoing Facebook posts from the account with at least
one agent response.

~ W/O ANSWER

Total number of conversations that were generated from outgoing Facebook posts from the account with no agent
response.

« SL
Total number of conversations that were generated from outgoing Facebook posts from the account and were
answered within the service level threshold.

~ % SL

100 * [SL positive conversations generated from outgoing posts from the account] / [Conversations generated from
outgoing posts from the account]
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~ AVERAGE REPLIES

[Replies to comments on outgoing posts from the account] / [Conversations generated from outgoing posts from the
account]

~ AVERAGE AGENT RESPONSES

[Responses from agents in comments on outgoing posts from the account] / [Conversations generated from
outgoing posts from the account]

~ RESPONSE %

100 * [Comments on outgoing posts from the account with agent response] / [Conversations generated from
outgoing posts from the account]

~ AVERAGE WAITING TIME

[Waiting time for comments on outgoing posts from the account] / [Conversations generated from outgoing posts
from the account]

~ AVERAGE 1ST RESPONSE TIME

[Waiting time for attention to comments on outgoing posts from the account] / [Comments on outgoing posts from
the account with response]

~ AVERAGE ATTENTION TIME

[Time spent attending to comments on outgoing posts from the account] / [Conversations generated from outgoing
posts from the account and taken up]

~ CClI

Total number of conversations generated from outgoing posts from the account with CCl integration.

7. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

8. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of Facebook replies over outgoing posts by attention level

This report provides summarized information on comments made by contacts in outgoing Facebook posts by i6 agents, as well as agent
responses to those comments that were generated over a certain period of time. This information can be filtered by assigned attention level.

What is this report for?

It is used to obtain a summary, by attention level, of the number of comments and responses in outgoing Facebook posts by i6 agents over a
particular period of time, and thus analyze whether the agents are providing the service within permitted service level limits. The information in
this report is presented in a time segment, which can be: 15 minutes, 30 minutes, hour, day and month.

To generate the report, follow these steps:

1. Go to the "Reports” tab:
Romina Galperin

Online ) [w

ﬁ Home

2. Click on the “Facebook” report category:
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Home

E Wha
Youlu b
Ei Dieier

3. Click on the "Replies Outgoing Post by Attention Level" summarized report:

m Facabook

Inboapsd Accrasnt
Inbound by Att Lewel
Inbogrnd by Campaign

Inbownd by Campaign
and Agent

Messenger BOT by Page

lgoing Post

by Campangn and Agent

4. Enter the required filters:
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Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.

Account: ID of the account associated with the campaign.
Attention Level: attention level assigned to the conversation.
Filters are case sensitive.

If you leave the Campaign, Account and/or Attention Level filter blank, the report will show the information related to
all campaigns, accounts and/or attention levels.

5. Click the "Execute" button to generate the report.
The information is displayed

Renumin de posts de facebook y comentarios en determinado periods de tiempo por campafio, cventa y ndvel de atencion

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

« ACCOUNT

ID of the account associated with the campaign.

« ATTENTION LEVEL

Attention level assigned to comments on the conversation.

~ SLICE

Time segment that will be used to create the summary report.

= TOTAL
Total number of comments made by contacts in outgoing Facebook posts assigned to the attention level which were
handled by the agents.

~ W/ ANSWER

Total number of comments made by contacts in outgoing Facebook posts assigned to the attention level with agent
response.

~ W/O ANSWER

Total number of comments made by contacts on outgoing Facebook posts assigned to the attention level with no
agent response.

« SL
Total number of conversations that were generated from outgoing Facebook posts assigned to the attention level
and answered by agents within the service level threshold.
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~ % SL

100 * [Conversations generated from outgoing posts assigned to the attention level with SL positive] /
[Conversations generated from outgoing posts assigned to the attention level]

~ AVERAGE REPLIES

[Replies to comments on outgoing posts assigned to the attention level] / [Conversations generated from outgoing
posts assigned to the attention level]

~ AVERAGE AGENT RESPONSES

[Agent responses in comments on outgoing posts assigned to the attention level] / [Conversations generated from
outgoing posts assigned to the attention level]

~ ESPONSE %

100 * [Comments on outgoing posts assigned to the attention level with agent response] / [Conversations generated
from outgoing posts assigned to the attention level]

~ AVERAGE WAITING TIME

[Waiting time for comments on outgoing posts assigned to the attention level] / [Conversations generated from
outgoing posts assigned to the attention level]

~ AVERAGE 1ST RESPONSE TIME

[Waiting time for attention to comments on outgoing posts assigned to the attention level] / [Comments on outgoing
posts with response assigned to the attention level]

~ AVERAGE ATTENTION TIME

[Time spent attending to comments on outgoing posts assigned to the attention level] / [Conversations generated
from outgoing posts assigned to the attention level and taken up]

~ CCI
Total number of conversations generated from outgoing posts with CClI integration.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of Facebook replies over outgoing posts by page and post

This report provides summarized information on the number of conversations generated from the outgoing Facebook posts by i6 agents, as well
as agent responses to those conversations that were generated over a certain period of time. This information can be filtered by page and post.

What is this report for?
It is used to obtain, per page and post, a summary of the number of conversations generated from outgoing Facebook posts by i6 agents over a

particular period of time, and thus analyze whether the agents are providing the service within permitted service level limits. The information in
this report is presented in a time segment, which can be: 15 minutes, 30 minutes, Hour, Day and Month.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

BOT Ok in INT ON - REPORTS
CInling: NG 3 |'v " LIFE LI | !
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ﬁ Home

2. Click on the “Facebook” report category:

ﬁ Home

Instagram

Madl

E Twrilbar
Voice Mail
E Whatsapp
Youlube
Ei Dreer

3. Click on the "Replies Outgoing Post by Page and Post" summarized report:
m Facelbook

Inkboamad

Inbotnd by Att Leved
Inboand by Campaign

Inbound by Campaign
and Agenit

Messenger BOT by Page

tooing Post

lgoing Poest
and Agent

by A Lewved
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Lives By Campaign

4. Enter the required filters:

Bummmarry af fooebood: replies over autgoiing poati in the seperfic

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.

Account: ID of the account associated with the campaign.
Page: Facebook page.

Post: Post ID.

Filters are case sensitive.

If you leave the Campaign, Account, Page and/or Post filter blank, the report will show information related to all
campaigns, accounts, pages and/or posts.

5. Click the "Execute" button to generate the report.
The information is displayed:

Summary af focebook replies over outgoirg posts in the especified time period by campaign, account, page and post.

~ Click here to see the description of the report columns.

~ CAMPAIGN
Campaign ID.

~ ACCOUNT

ID of the account associated with the campaign.

~ PAGE
Facebook page.

~ POST
Post ID.

~ SLICE

Time segment that will be used to create the summary report.

~ TOTAL

Total number of conversations that were generated from the outgoing Facebook post, regardless of the number of
comments and responses exchanged in these conversations between agents and contacts.

~ W/ ANSWER

Total number of conversations that were generated from the outgoing Facebook post with at least one agent
response.
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~ W/O ANSWER

Total number of conversations that were generated from the outgoing Facebook post with no agent response.

= SL
Total number of conversations that were generated from the outgoing Facebook post and answered within the
service level threshold.

~ % SL

100 * [Conversations generated from the outgoing post with SL positive] / [Conversations generated from the
outgoing post]

~ AVERAGE REPLIES

[Replies to comments on the outgoing post] / [Conversations generated from the outgoing post]

~ AVERAGE AGENT RESPONSES

[Agent responses to comments on the outgoing post] / [Conversations generated from the outgoing post]

~ RESPONSE %
100 * [Comments on the outgoing post with agent response] / [Conversations generated from the outgoing post]

~ AVERAGE WAITING TIME
[Waiting time for comments on the outgoing post] / [Conversations generated from the outgoing post]

~ AVERAGE 1ST RESPONSE TIME

[Waiting time for attention to comments on the outgoing post] / [Comments on the outgoing post with response]

~ AVERAGE ATTENTION TIME

[Time spent attending to comments on the outgoing post] / [Conversations generated from the outgoing post and
taken up]

~ CCI
Total number of conversations generated from the outgoing post with CCl integration.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

Indicators for inbound Facebook messages

This report provides daily information in real time for inbound Facebook conversations and messages received and sent in those conversations
that were generated over a certain period of time. The information can be filtered by campaign.

What is this report for?
It is used to obtain real-time daily information for inbound Facebook conversations in order to analyze the level of service that has been provided

over the last 24 and 48 hours, as well as to know how many of the inbound conversations are answered the same day they are created and how
many are live.

This report also indicates the number of messages (sent and received) generated by inbound Facebook conversations.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin
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ﬁ Home

2. Click on the “Facebook” report category:

ﬁ Home

. ||'|'.'_|rﬂl_1rﬂm
Mad

E Twailber

Vosce Mail
Wha

3. Click on the "Inbound Indicators" report:
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Campaign

Cutgoing Engdicatons

4. Enter the required filters:

o

021-10-18 1

o]

2021-10-18 B | :

Start date and End date: range for which you want to obtain the information.

Campaign: Campaign ID.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:

Daily realtime indicators for inbound faseboak messages.

~ Click here to see the description of the report columns

~ DATE
Date.

~ CAMPAIGN
Campaign ID.

~ CONVERSATIONS

Total number of campaign inbound Facebook conversations (does not include open conversations).

~ RECEIVED MESSAGES

Total messages received in the campaign’s inbound Facebook conversations.

~ SENT MESSAGES
Total messages sent in the campaign’s inbound Facebook conversations.

~ AVERAGE MESSAGES
Average number of messages (sent and received) per campaign inbound Facebook conversation.

~ SL 24
Total number of the campaign’s inbound Facebook conversations responded to within the service level threshold in
the last 24 hours.
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~ % SL 24

Percentage of the campaign’s inbound Facebook conversations responded to within the service level threshold in
the last 24 hours.

=~ SL 48

Total number of the campaign’s inbound Facebook conversations responded to within the service level threshold in
the last 48 hours.

~ % SL 48

Percentage of the campaign’s inbound Facebook conversations responded to within the service level threshold in
the last 48 hours.

~ AVERAGE WAITING TIME
Average waiting time until the campaign’s inbound Facebook conversations are taken by an agent.

~ AVERAGE ANSWER TIME

Average wait time between inbound campaign Facebook conversations being taken by an agent and the agent's
first response.

~ OPEN CONVERSATIONS

Total number of campaign inbound Facebook conversations that are open.

~ OPEN TODAY

Total number of campaign inbound Facebook conversations opened today.

~ ANSWERED CREATED TODAY
Total number of campaign inbound Facebook conversations answered and created today.

~ ANSWERED CREATED PREVIOUSLY

Total number of campaign inbound Facebook conversations answered that were created before today.

~ FINISHED CREATED TODAY

Total number of campaign finished inbound Facebook conversations created today.

~ FINISHED CREATED PREVIOUSLY
Total number of campaign finished inbound Facebook conversations created before today.

~ FINISHED UNANSWERED CREATED TODAY

Total number of campaign inbound Facebook conversations that ended unanswered, created today.

~ FINISHED UNANSWERED CREATED PREVIOUSLY

Total number of campaign inbound Facebook conversations that ended unanswered, created before today.

~ OUT OF SCHEDULE

Total number of campaign inbound Facebook conversations created out of the campaign schedule.

~ BEFORE SCHEDULE
Total number of campaign inbound Facebook conversations created before starting today's campaign schedule.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

Indicators for outgoing Facebook posts
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This report provides daily information in real time for outbound Facebook conversations (originated by contacts’ comments on i6 agents’ posts)
and messages received and sent in those conversations that were generated over a certain period of time. This information can be filtered by
campaign.

What is this report for?
It is used to obtain daily real-time information for outbound Facebook conversations in order to analyze the level of service that is being provided

in the last 24 and 48 hours, as well as to know how many of the outbound conversations are answered on the same day of their creation and how
many are open.

This report also indicates the number of messages (sent and received) generated by outbound Facebook conversations.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin NTERACTION CONFIGURATION aUPERVISOR REPORTS

ﬁ Home

2. Click on the “Facebook” report category:

ﬂ Home

Voice Mail
Whatsapp

3. Click on the "Outgoing Indicators" report:

¥ Fu=phe=s {
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4. Enter the required filters:

2021

[ud
P
=)
o2
Y
o

10-18

Start date and End date: range for which you want to obtain the information.

Campaign: Campaign ID.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:

Diaily realtime indicators for autgaing posts.

~ Click here to see the description of the report columns.

~ DATE
Date.

~ CAMPAIGN
Campaign ID.

~ CONVERSATIONS
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Total number of campaign’s outbound Facebook conversations.

« RECEIVED MESSAGES
Total messages received in the campaign’s outbound Facebook conversations.

« SENT MESSAGES
Total messages sent in the campaign’s outbound Facebook conversations.

~* AVERAGE MESSAGES

Averages of messages (sent and received) per outbound Facebook conversation of the campaign.

« SL 24

Total number of campaign outbound Facebook conversations responded to within the service level threshold in the
last 24 hours.

~ % SL 24

Percentage of campaign outbound Facebook conversations responded to within the service level threshold in the
last 24 hours.

~ SL 48

Total number of campaign outbound Facebook conversations responded to within the service level threshold in the
last 48 hours.

~ % SL 48

Percentage of the campaign’s outbound Facebook conversations responded to within the service level threshold in
the last 48 hours.

* AVERAGE ANSWER TIME
Average wait time until the campaign agent'’s first response.

* OPEN CONVERSATIONS
Total number of campaign outbound Facebook conversations that are open.

~ OPEN TODAY

Total number of campaign outbound Facebook conversations created today.

« ANSWERED CREATED TODAY

Total number of campaign outbound Facebook conversations responded to that were created today.

* ANSWERED CREATED PREVIOUSLY
Total number of campaign outbound Facebook conversations responded to that were created before today.

~ FINISHED CREATED TODAY

Total number of finished campaign outbound Facebook conversations that were created today.

~ FINISHED CREATED PREVIOUSLY

Total number of finished campaign outbound Facebook conversations that were created before today.

« FINISHED UNANSWERED CREATED TODAY

Total number of campaign outbound conversations that ended unanswered and were created today.

« FINISHED UNANSWERED CREATED PREVIOUSLY
Total number of campaign outbound Facebook conversations that ended unanswered, created before today.

~ OUT OF SCHEDULE

Total number of campaign outbound Facebook conversations created out of campaign schedule.
~ BEFORE SCHEDULE

Total number of campaign outbound Facebook conversations created before the start of today's campaign schedule.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles
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! User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store
Contact Form Reports

Contact Form reports provide detailed and summarized information on the performance and productivity of agents in the campaigns associated
with the Web Form communication channel, as well as the detail and summary of the behavior of the interactions and their associated
parameters for each campaign.

The reports available in this category are:

~ Detail of live contact form conversations by campaign
This report provides detailed information on the contact form conversations that are live, that is, that are happening at the time
of generating the report. This information can be filtered by campaign.

~ Detall of contact form and associated conversations by campaign
This report provides detailed information on contact form conversations and associated conversations that were generated
over a certain period of time. This information can be filtered by campaign.

~ Detail of contact form conversations by agent
This report provides detailed information about the contact form conversations that were generated over a certain period of
time. This information can be filtered by agent

~ Detail of contact form conversations by campaign
This report provides detailed information about the contact form conversations that were generated over a certain period of
time. This information can be filtered by campaign.

~ Detail of contact form conversations by attention level
This report provides detailed information on contact form conversations that were generated over a certain period of time. This
information can be filtered by campaign, account and attention level.

~ Trace of contact form conversations by campaign
This report provides detailed information on progress in each of the steps that occurred in the contact form conversations that
were generated in a certain period of time. This information can be filtered by campaign.

*~ Summary of contact form conversations by campaign and agent

This report provides summarized information about the contact form conversations that were generated over a certain period of
time. This information can be filtered by campaign and agent.

~ Summary of contact form conversations by campaign
This report provides summarized information about the contact form conversations that were generated over a certain period of
time. This information can be filtered by campaign.

* Summary of contact form conversations by account
This report provides summarized information about the contact form conversations that were generated over a certain period of
time. This information can be filtered by account.

*~ Summary of contact form conversations by account and agent
This report provides summarized information about the contact form conversations that were generated over a certain period of
time. This information can be filtered by campaign, account and agent.

*~ Summary of contact form conversations by attention level

This report provides summarized information about the contact form conversations that were generated over a certain period of
time. This information can be filtered by attention level.

Related Articles

E User search
E How to set up Messenger messaging
E How to associate a YouTube account

! How to associate an application from Google Play Store
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! How to associate an application from the App Store

Detalil of live contact form conversations by campaign

This report provides detailed information on the contact form conversations that are live, that is, that are happening at the time of generating the
report. This information can be filtered by campaign.

What is this report for?

It is used to obtain the details of each of the live contact form conversations of a specific campaign over a particular period of time, and thus
verify the agent and the address of the contact involved in those conversations.

To generate the report, follow these steps:

1. Go to the "Reports" tab:
Romina Galperin

ﬁ Home

2. Click on the "Contact Form" report category: '

ﬂ Haine
a Tesam

Instagram

Mel

E SMS

B Twiller
e M

E‘l Whalsagp

Youlube

3. Click on the detailed report "Lives by Campaign":

3 By Account and Agent

By Att Level
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By Campaign

¥ By Campaign and Agent

Assodation by
Campaign

By Agent
By ATl Lewed

By Campaign

Trace by Campusgn

4. Enter the required filters:

2021-10-21 B 2021-10:21 | : 15

Start date and End date: range for which you want to obtain the information.
Campaign: Campaign ID. It is mandatory to generate the report. When hovering over the filter, its description is displayed.

Conversation State: State of the contact form conversation.

5. Click the "Execute" button to generate the report.
The information is displayed:

Detail of live contact form conversations in the specified time period by campaign.

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~ ACCOUNT

ID of the account associated with the campaign.

« START DATE

Start date of the contact form conversation.

~ START DATE IN STATE
Start date in contact form conversation state.

~ CONTACT NAME

Name of the contact.

~ CONTACT ADDRESS
Contact Address.
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~ AGENT
User ID of the agent involved in the contact form conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".
7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic

sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Detail of contact form and associated conversations by campaign

This report provides detailed information on contact form conversations and associated conversations that were generated over a certain period
of time. This information can be filtered by campaign.
What is this report for?

It is used to obtain the details of each of the contact forms and associated conversations of a specific campaign for a particular period of time,
and thus check which was the address used in the first response to each of the forms.

This report also reflects each associated conversation’s classification (conversation outcome selected by the agent in their management
application/CRM), as well as whether the conversation was transferred.

To generate the report, follow these steps:

1. Go to the "Reports" tab:
Romina Galperin

Cinliy CO|w

ﬁ Home

2. Click on the "Contact Form" report category: .

# vome
EY ream
Call

B chat

Inslagram
Mail
E} SMS

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!


https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/209682625/User+search
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639347/How+to+set+up+Messenger+messaging
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639882/How+to+associate+a+YouTube+account
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2539552804/How+to+associate+an+application+from+Google+Play+Store
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2539553150/How+to+associate+an+application+from+the+App+Store

Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

B Tl

g Whalsapp
Youldubae

3. Click on the "Association by Campaign" detailed report:

£ By Account and Agent
By Att Level
By Campaign

¥ By Campaign and Agent

By Agent

By AT Lewed

By Campaign

Lives By Campaign

Trace by Campusign

4. Enter the required filters:

2021-10-21  EH 2021-10-21 EH A 15

Start date and End date: range for which you want to obtain the information.

Campaign: Campaign ID. When hovering over the filter, its description is displayed.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:

Dl of contact form and feuted rsativis in the especificd time period by carmpaian.
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~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~ START DATE
Start date of the associated conversation.

~ ACCOUNT

ID of the account associated with the campaign.

« ATTENTION LEVEL

Attention level assigned to the associated conversation.

« FIRST AGENT
User ID of the first agent who successfully attended to the associated conversation.

~ CONTACT NAME
Name of the contact.

~ 1ST RESPONSE DATE

Date of first response.

« 1ST ADDRESS

Address used in the first response.

« REPLIES
Total number of replies to answer the contact form.

~ DISPOSITION

Associated conversation disposition code (last sheet if defined as a tree).

» ABSOLUTE DISPOSITION

Absolute disposition code (includes the entire tree path).

«» SUCCESS

If the last disposition code is a success.

* TRANSFERRED
Indicates whether the associated conversation was transferred (or a transfer was attempted) at least once.

* TRANSFERRED OK

Indicates whether the associated conversation was successful or not.

* TRANSFER TYPE

Transfer destination type: campaign, attention level, agent, queue, number.

~ TRANSFER DESTINATION
Destination address of the transfer.

« 1D

Contact form ID.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles
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! User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
Detail of contact forms by agent

This report provides detailed information about the contact form conversations that were generated over a certain period of time. This information
can be filtered by agent.

What is this report for?

It is used to obtain the details of each of the contact forms where a specific agent intervened over a particular period of time, and thus analyze
the times involved in these forms.

This report also reflects each form’s classification (conversation outcome selected by the agent in their management application/CRM), as well as
the type of conversation used to respond to contact form, number of replies to answer it and whether there is a ticket associated with it.

To generate the report, follow these steps:

1. Go to the "Reports"” tab:

Romina Galp{‘!ﬂn MTERACTINN oA T o1 [DEDUIS N REPORTS
= ERAC | {

ﬁ Home

2. Click on the "Contact Form" report category: .

ﬂ Haine
a Tesam
Call

B chat

Instagram

Ml

E SMS

B Twilier
Viics Mail

[ s

Youlube

Ei Dialer
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3. Click on the detailed report "By Agent":

B Conlacl Form

3 By Acoount and Agent
By Att Level
By Campaign

¥ By Campaign and Agent

Assodation by
Campaign

By AT Lewed
By Campaign
Lives By Campaign

Trace by Campusgn

4. Enter the required filters:

)
1

e

2021-10-21 BB 2021-10-21 [B5 15

Start date and End date: range for which you want to obtain the information.

Agent: Agent user ID. It is mandatory to generate the report. When hovering over the filter, its description is displayed.

5. Click the "Execute" button to generate the report.
The information is displayed:

| ’
E Detalie de formuilarios de contocto en deferminade tiempo por agente.

~ Click here to see the description of the report columns
~ START DATE

Conversation start date.

~ CAMPAIGN
Campaign ID.

~ ACCOUNT
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ID of the account associated with the campaign.

= ATTENTION LEVEL
Attention level assigned to the contact form.

~ CONTACT NAME
Name of the contact.

~ FINISHED

Indicates whether the contact form was finished when the agent had taken it (even if the agent did not attend to it)
or was transferring it.

« ANSWERED

Indicates whether the contact form was answered.

« 1ST RESPONSE DATE
Date of first response.

« 1ST TYPE

Type of conversation in the first response.

« 1ST ADDRESS

Address used in the first response.

» CHANNELS USED
Types of conversation used to respond to the contact form.

« REPLIES
Total number of replies to answer the contact form.

~ AGENT REPLIES

Total number of replies from the agent to answer the contact form.

« ATTENTION START DATE

Date of successful response (the first if not filtered by the agent).

~ END DATE
End date of the conversation.

~ DURATION TIME

Total duration of the conversation. Includes ghost and out-of-schedule conversations

« WAITING TIME

Time the contact form was on hold (includes time in queue, ACD, transferring, etc.).

~« ACD TIME

Time elapsed while the contact form was assigned to the agent, not including the time elapsed while the agent was
booked and dealt with the contact form (inbound only).

= TIME WAITING FOR ANSWER
Time elapsed while the agent was booked and dealing with the contact form.

« ATTENTION TIME

Time it took the agent to effectively deal with the contact form.

« WRAP UP TIME

Time taken to wrap up the contact form once it had been dealt with.

« DISPOSITION
Contact form disposition code (last sheet if defined as a tree).

~ ABSOLUTE DISPOSITION

Absolute disposition code (includes the entire tree path).

« SUCCESS

If the last disposition code is a success.

* TRANSFERRED
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Indicates whether the contact form was transferred (or a transfer was attempted) at least once.

~ TRANSFERRED OK

Indicates whether or not the transfer was successful.

~ TRANSFER TYPE
Transfer destination type: campaign, attention level, agent, queue, number.

~ TRANSFER DESTINATION

Destination address of the transfer.

~ CClI

Indicates whether the interaction has CCI integration.

~ TICKET
Ticket associated with the conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

Detail of contact forms by campaign

This report provides detailed information about the contact form conversations that were generated over a certain period of time. This information
can be filtered by campaign.

What is this report for?

It is used to obtain the details of each of the contact forms for a specific campaign over a particular period of time, and thus analyze the times
involved in those forms.

This report also reflects each form’s classification (conversation outcome selected by the agent in their management application/CRM), as well as
the type of conversation used to respond to the contact form, number of replies to answer it and whether there is a ticket associated with it.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin BACTION CONEIGURATION REPORTS
e ERAC ATID UPERVISOR EPORTS

ﬁ Home

2. Click on the "Contact Form" report category: '

ﬂ' Home
E Taam

Call
Qow
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3. Click on the detailed report "By Campaign":

B Conlacl Form

3 By Account and Agent
By Att Lewel
By Campaign

¥ By Campaign and Agent

By Agent

By AT Lewed
aples ]

Lives By Campaign

Trace by Campasdgn

4. Enter the required filters:

2021-10-21 §&F == 2021-10-21

Start date and End date: range for which you want to obtain the information.

Campaign: Campaign ID. When hovering over the filter, its description is displayed.
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If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:

Dietail af contaet form comeraations 4 the expecified Hink peiiod by comspaton

~ Click here to see the description of the report columns.

« CAMPAIGN
Campaign ID.

« START DATE

Start date of the associated conversation.

« ACCOUNT
ID of the account associated with the campaign.

« ATTENTION LEVEL

Attention level assigned to the associated conversation.

« FIRST AGENT

User ID of the first agent who successfully attended to the associated conversation

~ FINISHED

Indicates whether the contact form was finished when the agent had taken it (even if the agent did not attend to it)
or was transferring it.

« CONTACT NAME

Name of the contact.

« ANSWERED

Indicates whether the contact form was answered.

~« 1ST RESPONSE DATE

Date of first response.

~1ST TYPE
Type of conversation in the first response.

~ 1ST ADDRESS

Address used in the first response.

« CHANNELS USED

Types of conversation used to respond to the contact form.

~ REPLIES

Total number of replies to answer the contact form.

« AGENT REPLIES

Total number of replies from the agent to answer the contact form.

« ATTENTION START DATE

Date of successful response (the first if not filtered by the agent).

~ END DATE

End date of the conversation.

~ DURATION TIME
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Total duration of the conversation. Includes ghost and out-of-schedule conversations.

~ WAITING TIME
Time the contact form was on hold (includes time in queue, ACD, transferring, etc.).

~ ACD TIME

Time elapsed while the contact form was assigned to the agent, not including the time elapsed while the agent was
booked and dealt with the contact form (inbound only).

~ TIME WAITING FOR ANSWER

Time elapsed while the agent was booked and dealing with the contact form

« ATTENTION TIME

Time it took the agent to effectively deal with the contact form

~ DISPOSITION
Conversation disposition code (last sheet if defined as a tree).

~ ABSOLUTE DISPOSITION

Absolute disposition code (includes the entire tree path).

~ SUCCESS

If the last disposition code is a success.

~ TRANSFERRED
Indicates whether the contact form was transferred (or a transfer was attempted) at least once.

~ TRANSFERRED OK

Indicates whether the conversation was successful or not.

~ TRANSFER TYPE

Transfer destination type: campaign, attention level, agent, queue, number.

* TRANSFER DESTINATION

Destination address of the transfer.

~ CCI
Indicates whether the interaction has CCI integration.

~ TICKET

Ticket associated with the conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

Detail of contact forms by attention level

This report provides detailed information on contact form conversations that were generated over a certain period of time. This information can be
filtered by campaign, account and attention level.

What is this report for?

It is used to obtain the details of each of the contact forms assigned to the various attention levels associated with campaign accounts over a
particular period of time, and thus analyze the times involved in these forms.
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This report also reflects each form’s classification (conversation outcome selected by the agent in their management application/CRM), as well as
the type of conversation used to respond to the contact form, number of replies to answer it and whether there is a ticket associated with it.

To generate the report, follow these steps:

1. Go to the "Reports" tab:
Romina Galperin

ﬁ Home

2. Click on the "Contact Form" report category: '

ﬂ Hoime

Meul
E} SMS
B Tl

g Whalsapp
Youldubae
B Dieder

B Conlacl Form

By Acoount

3. Click on the detailed report "By Attention Level":

3 By Account and Agent
By Att Lewel
By Campaign

¥ By Campaign and Agent

oaation by
Campaign

By Agent

Fy A1 Leand
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By Campaign

Lives By Campaign

Trace by Campusign

4. Enter the required filters:

Dol of contact form commeersaiinmns

Start date and End date: range for which you want to obtain the information.
Campaign: Campaign ID.

Account: ID of the account associated with the campaign.
Attention Level: attention level assigned to the conversation.

When hovering over the filters, their description is displayed.

If you leave the Campaign, Account and/or Attention Level filter blank, the report will show the information related to

all campaigns, accounts and/or attention levels.

5. Click the "Execute" button to generate the report.
The information is displayed:

Detaile de formularios de comincto en determinado Hempo por campatia; ceentn y rivel de atencidn.

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

= ACCOUNT
ID of the account associated with the campaign.

~ ATTENTION LEVEL

Attention level assigned to the associated conversation.

~ START DATE

Conversation start date.

« ATTENTION LEVEL

Attention level assigned to the associated conversation.

~ CONTACT NAME
Name of the contact.
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~ FINISHED

Indicates whether the contact form was finished when the agent had taken it (even if the agent did not attend to it)
or was transferring it.

~ ANSWERED

Indicates whether the contact form was answered.

« 1ST RESPONSE DATE

Date of first response.

~1ST TYPE
Type of conversation in the first response.

« 1ST ADDRESS

Address used in the first response.

» CHANNELS USED

Types of conversation used to respond to the contact form.

« REPLIES

Total number of replies to answer the contact form.

« AGENT REPLIES
Total number of replies from the agent to answer the contact form.

« ATTENTION START DATE

Date of successful response (the first if not filtered by the agent).

« END DATE
End date of the conversation.

« DURATION TIME
Total duration of the conversation. Includes ghost and out-of-schedule conversations

~ WAITING TIME

Time the contact form was on hold (includes time in queue, ACD, transferring, etc.).

« ACD TIME

Time elapsed while the contact form was assigned to the agent, not including the time elapsed while the agent was
booked and dealt with the form (inbound only).

« TIME WAITING FOR ANSWER

Time elapsed while the agent was booked and dealing with the contact form.

= ATTENTION TIME
Time it took the agent to effectively deal with the contact form.

~ DISPOSITION

Conversation disposition code (last sheet if defined as a tree).

~* ABSOLUTE DISPOSITION

Absolute disposition code (includes the entire tree path).

~ SUCCESS

If the last disposition code is a success.

~ TRANSFERRED

Indicates whether the contact form was transferred (or a transfer was attempted) at least once.

* TRANSFERRED OK

Indicates whether or not the transfer was successful.

* TRANSFER TYPE

Transfer destination type: campaign, attention level, agent, queue, number.

~ TRANSFER DESTINATION
Destination address of the transfer.
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~ TICKET
Ticket associated with the conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

Trace of contact form conversations by campaign

This report provides detailed information on progress in each of the steps that occurred in the contact form conversations that were generated in
a certain period of time. This information can be filtered by campaign.

What is this report for?

It is used to obtain the details, by campaign, of each contact form conversation tracking over a particular period of time, and thus analyze the
steps taken during each of these conversations. Details include the date and exact time of these steps and the agents involved in the
conversation.

This report also reflects each conversation’s classification (conversation outcome selected by the agent in their management application/CRM),
as well as whether it was transferred and has an associated ticket.

To generate the report, follow these steps:

1. Go to the "Reports” tab:
Romina Galperin

CInliry |'v

ﬁ Home

2. Click on the "Contact Form" report category: '

ﬂ' Hoime

Instagram
Mail
E SMS
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3. Click on the detailed report "Trace by Campaign":

4. Enter the required filters:

E Tl

foece Mail
E Whalsapp
Youlube
B Disber

B Conltacl Form

3 By Account and Agend
By Att Level
By Campaign

4 By Campaign and Agent

at3on by
Campaign

By Agent
By AT Lewed
By Campaign

Lives By Campaign

2021-10-21 Y 2021-10-21 B4

Start date and End date: range for which you want to obtain the information.

Campaign: Campaign ID. When hovering over the filter, its description is displayed.

If you leave the Campaign filter blank, the report will show the information related to all campaigns

5. Click the "Execute" button to generate the report.
The information is displayed:
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Step Origin  Origin Agent AttLev, Start Date End Date Start in Queued Fin Disp.  Disp. Tree Goal  Dur.Time  Quetied Time

~ Click here to see the description of the report columns.

~ CAMPAIGN
Campaign ID.

« START DATE

Conversation start date.

~ END DATE
End date of the conversation.

« ACCOUNT
ID of the account associated with the campaign.

« ATTENTION LEVEL

Last attention level assigned to the contact form.

« FIRST AGENT

User ID of the first agent who intervened in the conversation (even if they failed).

~ CONTACT NAME
Name of the contact.

~ DISPOSITION

Conversation disposition code (last sheet if defined as a tree).

« ABSOLUTE DISPOSITION

Absolute disposition code (includes the entire tree path).

~ SUCCESS

If the last disposition code is a success.

« TICKET
Ticket associated with the conversation.

~ Conversation thread columns
~ Origin Step
Indicates how the contact form reached this step (initial step, was transferred, was reopened, etc.).
~ Origin
Source of the contact form conversation step (agent or contact).

« Agent
Agent user ID.

~ Attention level
Attention level assigned to the contact form conversation step.

~ Start date
Start date of the contact form conversation step.

~ End date

End date of the contact form conversation step.

~ Start in Queued
Start date of the contact form conversation step in the queue.
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~ Finished
Indicates whether the contact form conversation step was finished when an agent had taken it (even if the
agent did not attend to it) or was transferring it.

~ Duration time
Total duration of the contact form conversation step. Includes ghost and out-of-schedule conversations.

~ Time in queue
Total time that the contact form conversation step remained in the queue.

~ Attention time
Time it took the agent to effectively deal with the contact form conversation step.

~ Transferred

Indicates whether the contact form conversation step was transferred (or a transfer was attempted) at least
once.

~ Transferred Ok
Indicates whether or not the transfer was successful.

~ Transfer Type
Transfer destination type: campaign, attention level, agent, queue, number.

~ Transfer Destination
Destination address of the transfer.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of contact form conversations by campaign and agent

This report provides summarized information about the contact form conversations that were generated over a certain period of time. This
information can be filtered by campaign and agent.

What is this report for?

It is used to obtain a summary, by agent in a specific campaign, of contact form conversations over a particular period of time, and thus analyze
whether that agent is providing the service within permitted service level limits

This report also reflects the average times elapsed during these conversations. The information in this report is presented in a time segment,
which can be: 15 minutes, 30 minutes, hour, day and month.

To generate the report, follow these steps:

1. Go to the "Reports” tab:

Romina Galperin ke : RS P—
s I 1s JRATID SUPERVISOR EPORTS

ﬁ Home
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3. Click on the summary report "By Campaign and Agent":

By Account and Agent

:!-‘l'p' Att Lewel

By et
By AT Lewed

By Campaign

Lives By Campaign

Trace by Campasdgn

4. Enter the required filters:
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Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Agent: Agent user ID.
Filters are case-sensitive

If you leave the Campaign and/or Agent filter blank, the report will show the information related to all the campaigns
and/or agents

5. Click the "Execute" button to generate the report.
The information is displayed:

Summary of contact form sonversations in the éspecified time period by eompaign and age

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

« SLICE

Time segment that will be used to create the summary report.

« AGENT
User ID of the agent who intervened in the contact form conversations.

« TOTAL

Total number of contact form conversations received by the agent.

~ W/ ANSWER

Total number of contact form conversations that have an outgoing response from the agent.

~ W/O ANSWER
Total number of contact form conversations that do not have an outgoing response from the agent.

=« 1ST ANSWER
Total number of contact form conversations that the agent attended to as first agent.

« SL

Total number of contact form conversations that were answered by the agent within the service level threshold.

% SL

100 * [Contact form conversations with SL positive] / [Total number of contact form conversations]

AVERAGE WAITING TIME
[Waiting time] / [Total number of contact form conversations]

AVERAGE 1ST RESPONSE TIME

[Waiting time for attention] / [Contact form conversations with response]

AVERAGE ATTENTION TIME

[Attention time] / [Total number of contact form conversations attended to]
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~ AVERAGE ASSIGNED CONVERSATIONS

[Contact form conversations assigned to agent] / [Total number of contact form conversations]

~ AVERAGE ANSWER TIME
[Total responses] / [Contact form conversations with response]

~ AVERAGE DURATION TIME

[Duration time] / [Total number of contact form conversations]

~ CClI

Total number of contact form conversations with CCl integration.

~ MAXIMUM SIMULTANEOUSLY ASSIGNED

Maximum number of contact form conversations simultaneously assigned to the agent.

~ LOGGED TIME

Total time the agent stayed logged in and assigned to the campaign.

~ PAUSE TIME

Total time the agent spent in pause states for the campaign.

« ACTIVE TIME

Total time the agent spent in the "Available" state for the campaign.

~ % BUSY
100 * [Time busy in the campaign] / [Logged time]

~ % BUSY OTHER
100 * [Time busy in other campaigns] / [Logged time]

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of contact form conversations by campaign

This report provides summarized information about the contact form conversations that were generated over a certain period of time. This
information can be filtered by campaign.

What is this report for?

It is used to obtain a summary of contact form conversations by campaign, for a particular period of time, and thus analyze whether the agents
are providing the service within permitted service level limits

This report also reflects the total and average times elapsed during these conversations. The information in this report is presented in a time
segment, which can be: 15 minutes, 30 minutes, hour, day and month.

To generate the report, follow these steps:

1. Go to the "Reports” tab:

Romina Galperin INTERACTION , JRATION SUPERVISOR REPORTS
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ﬁ Home

2. Click on the "Contact Form" report category: '

ﬂ' Home

3. Click on the summary report "By Campaign":

B

By Account and Agent

By Att Level
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By AT Lewed

By Campaign

Lives By Campaign

Trace by Campasdgn

4. Enter the required filters:
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Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID. The filter is case sensitive

If you leave the Campaign filter blank, the report will show the information related to all campaigns

5. Click the "Execute" button to generate the report.
The information is displayed:

Summary of contoct form conversations in the especified time period by campaign.
'L i ¥ 4 1

~ Click here to see the description of the report columns.

~ CAMPAIGN
Campaign ID.

« SLICE

Time segment that will be used to create the summary report.

= TOTAL
Total number of contact form conversations received for the campaign.

~ W/ ANSWER

Total number of contact form conversations that have an outgoing response.

~ W/O ANSWER

Total number of contact form conversations that do not have an outgoing response.

« SL

Total number of contact form conversations that were answered within the service level threshold.

« 0o SL
100 * [Contact form conversations with SL positive] / [Total number of contact form conversations]

~ AVERAGE WAITING TIME

[Waiting time] / [Total number of contact form conversations]

« AVERAGE 1ST RESPONSE TIME

[Waiting time for attention] / [Contact form conversations with response]

* AVERAGE ATTENTION TIME

[Attention time] / [Total number of contact form conversations attended to]

~ AVERAGE ASSIGNED CONVERSATIONS
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[Contact form associated conversations] / [Total number of contact form conversations]

~ AVERAGE ANSWER TIME
[Total responses] / [Contact form conversations with response]

~ AVERAGE DURATION TIME
[Duration Time] / [Total number of contact form conversations]

~ MAXIMUM SIMULTANEOUS WAITING

Maximum number of contact form conversations waiting simultaneously.

» MAXIMUM SIMULTANEOUSLY ASSIGNED

Maximum number of contact form conversations simultaneously assigned to an agent.

~ CCI
Total number of contact form conversations with CCl integration.

{

LOGGED TIME

Total time that the agents remained logged in and assigned to the campaign.

~ PAUSE TIME

Total time agents were paused for the campaign.

~ ACTIVE TIME
Total time agents were available for the campaign.

~ % BUSY
100 * [Time busy in the campaign] / [Logged time]

~ % BUSY OTHER
100 * [Time busy in other campaigns] / [Logged time]

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of contact form conversations by account

This report provides summarized information about the contact form conversations that were generated over a certain period of time. This
information can be filtered by account.

What is this report for?

It is used to obtain a summary, by account associated with a campaign, of contact form conversations for a particular period of time, and thus
analyze whether the agents are providing the service within permitted service level limits

This report also reflects the average times elapsed during these conversations. The information in this report is presented in a time segment,
which can be: 15 minutes, 30 minutes, hour, day and month.

To generate the report, follow these steps:
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1. Go to the "Reports" tab:
Romina Galperin

ﬁ Home

2. Click on the "Contact Form" report category: .

3. Click on the summary report “By Account”:
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4. Enter the required filters:

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Account: Account ID.
Filters are case sensitive.

If you leave the Campaign and/or Account filter blank, the report will show the information related to all the
campaigns and/or accounts.

5. Click the "Execute" button to generate the report.
The information is displayed:

Sommary af somiret farm comersations i the sspecified time period by eampaign mnd ancoumt

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

« ACCOUNT
ID of the account associated with the campaign.

~ SLICE

Time segment that will be used to create the summary report.

« TOTAL

Total number of contact form conversations received for the account.

~ W/ ANSWER

Total number of contact form conversations that have an outgoing response.

~ W/O ANSWER

Total number of contact form conversations that do not have an outgoing response.

« SL

Total number of contact form conversations that were answered within the service level threshold.

~ % SL

100 * [Contact form conversations with SL positive] / [Total number of contact form conversations]

~ AVERAGE WAITING TIME
[Waiting time] / [Total number of contact form conversations]
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~ AVERAGE 1ST RESPONSE TIME
[Waiting time for attention] / [Contact form conversations with response]

~ AVERAGE ATTENTION TIME

[Attention time] / [Total number of contact form conversations attended to]

~ AVERAGE ASSIGNED CONVERSATIONS

[Associated contact form conversations] / [Total number of contact form conversations]

~ AVERAGE ANSWER TIME
[Total responses] / [Contact form conversations with response]

~ AVERAGE DURATION TIME

[Duration time] / [Total number of contact form conversations]

~ CClI

Total number of contact forms with CCl integration.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of contact form conversations by account and agent

This report provides summarized information about the contact form conversations that were generated over a certain period of time. This
information can be filtered by campaign, account and agent.

What is this report for?

It is used to obtain a summary, by agent in a specific account, of contact form conversations for a particular period of time, and thus analyze
whether this agent is providing the service within permitted service level limits

This report also reflects the average times elapsed during these conversations. The information in this report is presented in a time segment,
which can be: 15 minutes, 30 minutes, hour, day and month.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galpﬂ"n INTERACTION CONEIRURATION SUPERVISOR REPORTS
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2. Click on the "Contact Form" report category: .

ﬂ Hoime

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!


https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/209682625/User+search
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639347/How+to+set+up+Messenger+messaging
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639882/How+to+associate+a+YouTube+account
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2539552804/How+to+associate+an+application+from+Google+Play+Store
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2539553150/How+to+associate+an+application+from+the+App+Store

Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

4. Enter the required filters:

By Agent

By Al Lewed

By Campaign

Lives By Campaign

Trace by Camgsgn

Suromary of contost form eonm

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per

day and per month.

Campaign: Campaign ID.

Account: ID of the account associated with the campaign.
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Agent: Agent user ID.
Filters are case-sensitive.

If you leave the Campaign, Account and/or Agent filter blank, the report will show information related to all
campaigns, accounts and/or agents.

5. Click the "Execute" button to generate the report.
The information is displayed:

Summiary of contact form conersationsin the eepecified time period by camperign, aoooyunt dnd agene.

~ Click here to see the description of the report columns.

~ CAMPAIGN
Campaign ID.

« ACCOUNT

ID of the account associated with the campaign.

« SLICE
Time segment that will be used to create the summary report.

« AGENT
Agent user ID.

« TOTAL

Total number of contact form conversations received by the agent.

~ W/ ANSWER
Total number of contact form conversations that have an outgoing response from the agent.

~ W/O ANSWER
Total number of contact form conversations that do not have an outgoing response from the agent.

« SL

Total number of contact form conversations that were answered within the service level threshold.

~ % SL

100 * [Contact form conversations with SL positive] / [Total number of contact form conversations]

~ AVERAGE WAITING TIME
[Waiting time] / [Total number of contact form conversations]

~ AVERAGE 1ST RESPONSE TIME

[Waiting time for attention] / [Contact form conversations with response]

« AVERAGE ATTENTION TIME

[Attention time] / [Total number of contact form conversations attended to]

« AVERAGE ASSIGNED CONVERSATIONS

[Assigned contact form conversations] / [Total number of contact form conversations]

~ AVERAGE ANSWER TIME
[Total responses] / [Contact form conversations with response]

~ AVERAGE DURATION TIME

[Duration time] / [Total number of contact form conversations]
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~ CClI

Total number of contact forms with CCl integration.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of contact form conversations by attention level

This report provides summarized information about the contact form conversations that were generated over a certain period of time. This
information can be filtered by attention level.

What is this report for?

It is used to obtain a summary, by assigned attention level, of contact form conversations over a particular period of time, and thus analyze the
average times elapsed during these conversations.

This report also reflects the number of contact form conversations that were transferred to another attention level. The information in this report is
presented in a time segment, which can be: 15 minutes, 30 minutes, hour, day and month.

To generate the report, follow these steps:

1. Go to the "Reports" tab:
Romina Galperin
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2. Click on the "Contact Form" report category: .
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3. Click on the summary report "By Attention Level":

By Account and Agent

Campaign

¥ By Campaign and Agent

Assodation by
Campaign

By et

By AT Lewed

By Campaign
Lives By Campaign

Trace by Campusgn

4. Enter the required filters:

Summary of eonnet ferm conpersoio

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Account: ID of the account associated with the campaign.
Attention Level: attention level assigned to the conversation.

Filters are case sensitive.

If you leave the Campaign, Account and/or Attention Level filter blank, the report will show the information related to
all campaigns, accounts and/or attention levels.

5. Click the "Execute" button to generate the report.
The information is displayed:

‘! Resumen de conversaciones de formulario de confnclo eq determinado periodo de tempo por campaita, cuenta y nivel de afendon.
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~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~ ACCOUNT
ID of the account associated with the campaign.

~ ATTENTION LEVEL

Attention level assigned to the contact form conversation.

~ SLICE

Time segment that will be used to create the summary report.

~ TOTAL

Total number of contact form conversations received for the attention level.

~ W/ ANSWER

Total number of contact form conversations that have an outgoing response.

~ W/O ANSWER

Total number of contact form conversations that do not have an outgoing response.

~ AVERAGE ANSWER TIME

[Answer time] / [Contact form conversations with response]

~ AVERAGE ASSIGNED CONVERSATIONS
[Assigned contact form conversations] / [Total number of contact form conversations]

~ AVERAGE WAITING TIME
[Waiting time] / [Total number of conversations]

~ AVERAGE 1ST RESPONSE TIME

[Waiting time for attention] / [Contact form conversations with response]

~ AVERAGE ATTENTION TIME

[Attention time] / [Total number of contact form conversations attended to]

~ AVERAGE DURATION TIME

[Duration time] / [Total number of contact form conversations]

~ TRANSFERRED TO ATTENTION LEVEL

Total number of contact form conversations that were transferred to another attention level.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

® How to associate an application from the App Store
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Call Reports

Call reports provide detailed and summarized information on the performance and productivity of the agents in the campaigns associated with the
call communication channel, as well as the detail and summary of the behavior of the calls and their associated parameters for each campaign.

The reports available in this category are:

~ Detall of live calls by campaign

This report provides detailed information on the calls that are live, that is, that are happening at the time of generating the
report. This information can be filtered by campaign.

~ Detail of IVR calls by campaign

This report provides detailed information about calls that were generated over a certain period of time and entered an IVR. This
information can be filtered by campaign.

~ Detail of calls by agent

This report provides detailed information on inbound and outbound calls that were generated over a certain period of time. This
information can be filtered by agent.

~ Detail of calls by campaign and agent

This report provides detailed information on inbound and outbound calls that were generated over a certain period of time. This
information can be filtered by campaign and agent.

~ Detail of calls by campaign

This report provides detailed information on inbound and outbound calls that were generated over a certain period of time. This
information can be filtered by campaign.

~ Detail of outgoing calls by campaign

This report provides detailed information about outgoing calls that were generated over a certain period of time. This
information can be filtered by campaign.

~ Summary of inbound abandoned calls

This report provides summarized information on abandon times for inbound calls that were generated over a certain period of
time. This information can be filtered by campaign.

~ Summary of inbound answered calls

This report provides summarized information on the response times for inbound calls that were generated over a certain period
of time. This information can be filtered by campaign.

~ Summary of inbound calls by agent

This report provides summarized information on inbound calls that were generated over a certain period of time. This
information can be filtered by agent.

« Summary of inbound calls by campaign

This report provides summarized information on inbound calls that were generated over a certain period of time. This
information can be filtered by campaign.

~ Summary of IVR calls by campaign

This report provides summarized information on calls that were generated over a certain period of time and that entered an
IVR. This information can be filtered by campaign.

~ Summary of calls by agent

This report provides summarized information on inbound and outbound calls that were generated over a certain period of time.
This information can be filtered by agent.

+ Summary of calls by campaign and agent

This report provides summarized information on inbound and outbound calls that were generated over a certain period of time.
This information can be filtered by campaign and agent.

~ Summary of calls by campaign

This report provides summarized information on inbound and outbound calls that were generated over a certain period of time.
This information can be filtered by campaign.

~ Summary of outgoing calls by agent

This report provides summarized information on outgoing calls that were generated over a certain period of time. This
information can be filtered by agent.

~ Summary of outgoing calls by campaign
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This report provides summarized information on outgoing calls that were generated over a certain period of time. This
information can be filtered by campaign.

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
Detail of live calls by campaign

This report provides detailed information on the calls that are live, that is, that are happening at the time of generating the report. This information
can be filtered by campaign.

What is this report for?

It is used to obtain the details of each of the live calls of a specific campaign over a particular period of time, and thus check the agent and the
telephone number of the contact involved in that conversation.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Rn.minal:;alp-erin NTERACTION CONFIGURATION SUPERVISOR REPORTS

ﬁ Home

2. Click on the "Call" report category:

E Comlact Form

S Manl
Whalsapp

Youtube
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3. Click on the detailed report "Lives by Campaign":

m and
Intound Abandon Temes
Inksaund Answer Timses

Ineound by Agent

Inbsound by Campasgn

VR Calls by Campaign

by Agent

and Agent

y Carmpaigiy

tgoeng by Camprangn

Trace by C

4. Enter the required filters:

2021-10-21 ] 2021-10-21 | & All

(]

Start date and End date: range for which you want to obtain the information.
Campaign: Campaign ID. It is mandatory to generate the report. When hovering over the filter, its description is displayed.

Conversation State: State of the call.

5. Click the "Execute" button to generate the report.
The information is displayed:

Detail of live calls in the specified time period by campaign.
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~ Click here to see the description of the report columns.

~ CAMPAIGN
Campaign ID.

= ACCOUNT
ID of the account associated with the campaign.

~ START DATE
Start date of the call.

» START DATE IN STATE

Start date in call state.

~ CONTACT NAME
Name of the contact.

~ CONTACT ADDRESS
Contact's phone number.

~ AGENT

User ID of the agent involved in the call.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Detail of IVR calls by campaign

This report provides detailed information about calls that were generated over a certain period of time and entered an IVR. This information can
be filtered by campaign.

What is this report for?

It is used to obtain the details of each of the calls that entered an IVR over a particular period of time, and thus analyze whether the calls sought
an agent to attend to them, or only navigated the IVR.

This report also reflects the DNIS configured in the campaign associated with the IVR, the address of the contact involved in the call, and
indicates the total time during which the call was in the IVR.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Rn.ljnir-m‘ Galperin INTERACTION CONFIGURATIOH REPORTS

ﬁ Home

2. Click on the "Call" report category:
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Whatsapp
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3. Click on the “IVR by Campaign” detailed report:

Inksouind Abandan Temes
Inbxound Answer Times
Intxcund by

Inbsound by Campasgn

oeny by Campraign

T by €

4. Enter the required filters:
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5.

6.
7.

o

Start date and End date: range for which you want to obtain the information.

Campaign: Campaign ID. When hovering over the filter, its description is displayed.

If you leave the Campaign filter blank, the report will show the information for all campaigns.

Click the "Execute" button to generate the report.
The information is displayed:

Detetl of ior calls in the especified time period by eampaign.

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~ START DATE
Start date of the call.

= INITIATIVE

= DNIS
Number configured in the campaign associated with the IVR.

~ CONTACT ADDRESS
Contact's phone number.

~ CONTACT NAME

Name of the contact.

~ SEARCHED FOR AGENT

Indicates whether the call was sent to agent search.

~ VR TIME
Total time the call was in IVR.

Indicates whether the call started with inbound or outbound messages.

If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".
If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic

sending of reports".

Related Articles

E User search
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! How to set up Messenger messaging
! How to associate a YouTube account
! How to associate an application from Google Play Store

! How to associate an application from the App Store

Detail of calls by agent

This report provides detailed information on inbound and outbound calls that were generated over a certain period of time. This information can
be filtered by agent.

What is this report for?

It is used to obtain the details of each of the inbound and outbound calls where a specific agent intervened over a particular period of time, and
thus analyze whether that agent is providing the service within permitted service level limits.

This report also reflects each call’s classification (call outcome selected by the agent in their management application/CRM), as well as whether
the call was scheduled, transferred, put on hold or switched to conference mode, and whether it has an associated ticket.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin NTERACTION CONFICURATICHN SUPERVISOR REPORTS
s |'_:_' |_-_ b i ¥ -

ﬁ Home

2. Click on the "Call" report category:

ﬂ Mt
B TEadm

n Chal

B Trwnittier
Voice Mal
Whatsapp
Youtube
3

3. Click on the detailed report "By Agent":
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Inksauind Abandos
Inbxound Answer Times
Inkound by Agent
Inbsound by Campasgn

VR Calls by Campaign

by Anent

Frpaign and Agent

VR by Campaign

Lives By Campaign

1 Crtgosnng by Campaign

4. Enter the required filters:

sl
=

o
e

&,

Pa
=
)
=
Pl
on

Start date and End date: range for which you want to obtain the information.

Agent: Agent user ID. It is mandatory to generate the report. When hovering over the filter, its description is displayed.

5. Click the "Execute" button to generate the report.
The information is displayed:

Detalle de larmadas en determinado fiempao por ageitie.
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~ Click here to see the description of the report columns

~ START DATE
Start date of the call.

“ INITIATIVE

Indicates whether the call is outbound or inbound.

~ CAMPAIGN
Campaign ID.

~ DNIS
DNIS configured for the inbound call.

~ ADDRESS

Contact address.

« CONTACT NAME

Name of the contact.

« ATTENDED
Indicates whether the call was taken successfully by an agent.

~ ABANDONED

Inbound: The call was closed without being answered by an agent.

Outbound: Contact answered the call but it was not taken by an agent.

~ CANCELED

Inbound: The call was to voicemail or was out of schedule.

Outbound: Contact did not answer.

= SL +

The call was answered or finished at the configured service level limit (inbound only).
» SHORT

The duration of the call was less than the limit defined in the short interaction threshold.
* LONG

The duration of the call was greater than the limit defined in the long interaction threshold.

« GHOST
The inbound call was closed before reaching the ghost threshold.

OUT OF SCHEDULE

The call came in out of the campaign schedule.

§

« ENDER
Specifies who ended the call (agent, contact, schedule, error, etc.).

« ATTENTION START DATE
Date of successful response (the first if not filtered by the agent).

~ END DATE
Call end date.

[ 4

DURATION TIME

Total duration of the call. Includes ghost and out-of-schedule calls.

« WAITING TIME
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Time the call was on hold (includes time in queue, ACD, transferring, etc.).

~ ACD TIME

Time elapsed while the call was assigned to an agent, not including the time elapsed while the agent was booked
and attended to the conversation (inbound only).

~ RINGING TIME
Time elapsed between the call being assigned to the agent and the agent answering it (or leaving).

~ ANSWER TIME

Time elapsed while the call was available to be answered (entered the queue or ACD) and the first successful
handling (inbound only).

« ATTENTION TIME

Time it took the agent to effectively deal with the call.

~ WRAP UP TIME
Time taken to end the call once it had been dealt with.

~ PREVIEW TIME

How long the call remained in preview (dialer calls with preview enabled only).

~ DISPOSITION

Call disposition code (last sheet if defined as a tree).

* ABSOLUTE DISPOSITION
Absolute disposition code (includes the entire tree path).

« SUCCESS
If the last disposition code is a success.

~ IS AN APPOINTMENT

Indicates whether the call is an appointment.

* HAS APPOINTMENT

Indicates whether an appointment was created from the call.

~ WAS TRANSFERRED
Indicates whether the call was transferred from another campaign.

~ ORIGINAL CAMPAIGN

Original campaign from which the call was transferred.

* TRANSFERRED

Indicates whether the call was transferred (or a transfer was attempted) at least once.

* TRANSFERRED OK

Indicates whether or not the transfer was successful.

* TRANSFER TYPE
Transfer destination type: campaign, attention level, agent, queue, number.

~* TRANSFER DESTINATION

Destination address of the transfer.

* TRANSFER TIME

Time spent transferring the call (from the time it is transferred until it is finally taken).

~ CONFERENCE
Indicates whether the call was switched to conference mode.

~ CONFERENCE TYPE

Conference destination type: campaign, attention level, agent, queue, number.

» CONFERENCE DESTINATION

Conference destination address.

~« HOLDS
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Number of times the call was put on hold.

~ HOLD TIME
How long the call remained on hold.

~ TICKET
Ticket associated with the call.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Detail of calls by campaign and agent

This report provides detailed information on inbound and outbound calls that were generated over a certain period of time. This information can
be filtered by campaign and agent.

What is this report for?

It is used to obtain details, by agent in a specific campaign, on each of the inbound and outbound calls over a particular period of time, and thus
analyze whether that agent is providing the service within permitted service level limits.

This report also reflects each call’s classification (call outcome selected by the agent in their management application/CRM), as well as whether
the call was scheduled, transferred, put on hold or switched to conference mode, and whether it has an associated ticket.

To generate the report, follow these steps:

1. Go to the "Reports” tab:

Romina Galperin MTERACTION AR S a e
CITHinge ) |y - b S ¥ L Wisl | ITs

ﬁ Home

2. Click on the "Call" report category:

n Chal

E Gantact Form
m Facabnk
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3. Click on the "By Campaign and Agent" detailed report:

Intound Abandon Temes
Inksound Answer Times
Insound by Agent
Inbsound by Campasgn
VR Calls by Campaign

by Agent

y Campaigi

Lives By Campaign

goend by Campraign

Trace by C

4. Enter the required filters:

Start date and End date: range for which you want to obtain the information.
Campaign: Campaign ID.
Agent: Agent user ID.

When hovering over the filters, their description is displayed.
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If you leave the Campaign and/or Agent filter blank, the report will show the information related to all the campaigns
and/or agents.

5. Click the "Execute" button to generate the report.
The information is displayed:

Detatl of calls in the especified time period by campaign and agenr.

~ Click here to see the description of the report columns.

~ START DATE
Start date of the call.

« AGENT
Agent user ID.

~ INITIATIVE
Indicates whether the call is outbound or inbound.

~ DNIS
DNIS configured for the inbound call.

~ ADDRESS

Contact address.

« CONTACT NAME

Name of the contact.

« ATTENDED
Indicates whether the conversation was successfully taken up by an agent.

~ ABANDONED

Inbound: The call was closed without being answered by an agent.

Outbound: Contact answered the call but it was not taken by an agent.

~ CANCELED

Inbound: The call was to voicemail or was out of schedule.

Outbound: Contact did not answer.

« SL +

The call was answered or finished at the configured service level limit (inbound only).

« SHORT

The duration of the call was less than the limit defined in the short interaction threshold

~ LONG
The duration of the call was greater than the limit defined in the long interaction threshold.

« GHOST

The inbound call was closed before reaching the ghost threshold.

« OUT OF SCHEDULE

The call came in out of the campaign schedule.

~ ENDER
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Specifies who ended the call (agent, contact, schedule, error, etc.).

= ATTENTION START DATE
Date of successful response (the first if not filtered by the agent).

END DATE
Call end date.

DURATION TIME

Total duration of the call. Includes ghost and out-of-schedule calls.

WAITING TIME

Time the call was on hold (includes time in queue, ACD, transferring, etc.).

ACD TIME

Time elapsed while the call was assigned to an agent, not including the time elapsed while the agent was booked
and attended to it (inbound only).

L

§

4

L

~ RINGING TIME

Time elapsed between the call being assigned to the agent and the agent answering it (or leaving).

» ANSWER TIME

Time elapsed while the call was available to be answered (entered the queue or ACD) and the first successful
handling (inbound only).

= ATTENTION TIME
Time it took the agent to effectively deal with the call.

~ WRAP UP TIME
Time taken to end the call once it had been dealt with.

~ REQUEUED TIME

How long the call remained in the queue after being requeued.

« PREVIEW TIME
How long the call remained in preview (dialer calls with preview enabled only).

~ DISPOSITION
Conversation disposition code (last sheet if defined as a tree).

~ ABSOLUTE DISPOSITION

Absolute disposition code (includes the entire tree path).

SUCCESS

If the last disposition code is a success.

IS AN APPOINTMENT

Indicates whether the call is an appointment.

HAS APPOINTMENT
Indicates whether an appointment was created from the call.

WAS TRANSFERRED

Indicates whether the call was transferred from another campaign.

ORIGINAL CAMPAIGN

Original campaign from which the call was transferred.

TRANSFERRED
Indicates whether the call was transferred (or a transfer was attempted) at least once

[ 4

L4

L

§

4

L

* TRANSFERRED OK

Indicates whether or not the transfer was successful.

» TRANSFER TYPE

Transfer destination type: campaign, attention level, agent, queue, number.

* TRANSFER DESTINATION
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Destination address of the transfer.

~ TRANSFER TIME
Time spent transferring the call (from the time it is transferred until it is finally taken).

~ CONFERENCE
Indicates whether the call was switched to conference mode.

~ CONFERENCE TYPE

Conference destination type: campaign, attention level, agent, queue, number.

~ CONFERENCE DESTINATION

Conference destination address.

~ HOLDS
Number of times the call was put on hold.

~ HOLD TIME

How long the call remained on hold.

~ TICKET

Ticket associated with the call.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Detail of calls by campaign

This report provides detailed information on inbound and outbound calls that were generated over a certain period of time. This information can
be filtered by campaign.

What is this report for?

It is used to obtain the details of each of the inbound and outbound calls of a specific campaign over a particular period of time, and thus analyze
whether the agents assigned to this campaign are providing the service within permitted service level limits.

This report also reflects, by campaign, each call's classification (call outcome selected by the agent in their management application/CRM), as
well as whether the call was scheduled, transferred, put on hold or switched to conference mode, and whether it has an associated ticket.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

RD.':MEGEIPE"" INTERACTION CONFIGURATIO! REPORTS

ﬁ Home

2. Click on the "Call" report category:
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3. Click on the detailed report "By Campaign":

Intound Abandon Temes
Inb»ound Ar T Fimees
Inscund by A

Intround by Campasgn

IVR Calls by Campaign

ampaign

oenty by Campraign

4. Enter the required filters:
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Start date and End date: range for which you want to obtain the information.

Campaign: Campaign ID. When hovering over the filter, its description is displayed.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.

The information is displayed:

Detail of callsin the especified time period by campafgn.

~ Click here to see the description of the report columns

« CAMPAIGN
Campaign ID.

~ START DATE
Start date of the call.

~ INITIATIVE

Indicates whether the call is outbound or inbound.
~ DNIS

DNIS configured for the inbound call.
+ ADDRESS

Contact address.

~ CONTACT NAME
Name of the contact.

« FIRST AGENT

First agent to intervene in the call (even if they failed).

« LAST AGENT

Last agent to intervene in the call (even if they failed).

« SEARCHED FOR AGENT
The call was sent to agent search.

~ ATTENDED
Indicates whether the call was taken successfully by an agent.

~ ABANDONED

Inbound: The call was closed without being answered by an agent.
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Outbound: Contact answered the call but it was not taken by an agent.

~ CANCELED

Inbound: The call was to voicemail or was out of schedule.

Outbound: Contact did not answer.

« SL +
The call was answered or finished at the configured service level limit (inbound only).

« SHORT

The duration of the call was less than the limit defined in the short interaction threshold.

~ LONG

The duration of the call was greater than the limit defined in the long interaction threshold.

« GHOST

The inbound call was closed before reaching the ghost threshold.

= OUT OF SCHEDULE
The call came in out of the campaign schedule.

~ ENDER

Specifies who ended the call (agent, contact, schedule, error, etc.).

« ATTENTION START DATE

Date of successful response (the first if not filtered by the agent).

~ END DATE
Call end date.

« DURATION TIME
Total duration of the call. Includes ghost and out-of-schedule calls.

~ WAITING TIME

Time the call was on hold (includes time in queue, ACD, transferring, etc.).

« VR TIME

How long the call remained in IVR.

~ ACD TIME

Time elapsed while the call was assigned to an agent, not including the time elapsed while the agent was booked
and attended to it (inbound only).

~ RINGING TIME

Time elapsed between the call being assigned to the agent and the agent answering it (or leaving).

» ANSWER TIME

Time elapsed while the call was available to be answered (entered the queue or ACD) and the first successful
handling (inbound only).

= ATTENTION TIME
Time it took the agent to effectively deal with the call.

~ WRAP UP TIME
Time taken to end the call once it had been dealt with.

~* PREVIEW TIME

How long the call remained in preview (dialer calls with preview enabled only).

~ DISPOSITION

Call disposition code (last sheet if defined as a tree).

~ ABSOLUTE DISPOSITION
Absolute disposition code (includes the entire tree path).

« SUCCESS

If the last disposition code is a success.
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~ 1S AN APPOINTMENT
Indicates whether the call is an appointment.

~ HAS APPOINTMENT

Indicates whether an appointment was created from the call.

~ WAS TRANSFERRED

Indicates whether the call was transferred from another campaign.

~ ORIGINAL CAMPAIGN
Original campaign from which the call was transferred.

~ TRANSFERRED

Indicates whether the call was transferred (or a transfer was attempted) at least once.

» TRANSFERRED OK

Indicates whether or not the transfer was successful.

~ TRANSFER TYPE

Transfer destination type: campaign, attention level, agent, queue, number.

~ TRANSFER DESTINATION
Destination address of the transfer.

~ TRANSFER TIME

Time spent transferring the call (from the time it is transferred until it is finally taken).

~ REQUEUED TIME

How long the call remained in the queue after being requeued.

~ CONFERENCE
Indicates whether the call was switched to conference mode.

~ CONFERENCE TYPE

Conference destination type: campaign, attention level, agent, queue, number.

~ CONFERENCE DESTINATION

Conference destination address.

~ HOLDS

Number of times the call was put on hold.

~ HOLD TIME
How long the call remained on hold.

~ TICKET

Ticket associated with the call.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

Detail of outgoing calls by campaign
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This report provides detailed information about outgoing calls that were generated over a certain period of time. This information can be filtered
by campaign.

What is this report for?

It is used to obtain the details of each outgoing call in a specific campaign over a particular period of time. Details include whether the call was
made manually or by the dialer.

This report also reflects, by campaign, each call’s classification (call outcome selected by the agent in their management application/CRM), as
well as whether it has an associated ticket.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galp{‘!ﬂn MTERACTINN oA T o1 [DEDUIS N REPORTS
: o o ERAC | {

ﬁ Home

2. Click on the "Call" report category:

ﬂ' M
B TEam

n Chat
E Contact Form

B Tiwiittisr
o Ml
Whalsapp

Youtube

Ea D raber
3. Click on the “Outgoing by Campaign” detailed report:
Call

¥ By Agent

ampaign

By Campaign and A

Intsound Abandon Temes
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Inkxpund Answer Times
Ineound by Agent

Inbsound by Campasgn
VR Calls by Campaign

¥ Chngoendg by Agent

Cutgosng by Campaign

rapaign and Agent

y Campaigm

Lives By Campaign

4. Enter the required filters:

2021-10-21 [=4 2021-10-21

Start date and End date: range for which you want to obtain the information.

Campaign: Campaign ID. When hovering over the filter, its description is displayed.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.

The information is displayed:

Detail of outgoing calls in the especified time period by campaign.

~ Click here to see the description of the report columns

» CAMPAIGN
Campaign ID.

~ START DATE
Start date of the call.
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~ TYPE
Indicates the type of outgoing call (dialer or manual).

~ ADDRESS

Contact address.

~ CONTACT NAME

Name of the contact.

~ FIRST AGENT
First agent to intervene in the call (even if they failed).

~ ATTENDED
Indicates whether the call was taken successfully by an agent.

~ ABANDONED

Inbound: The call was closed without being answered by an agent.

Outbound: Contact answered the call but it was not taken by an agent.

~ CANCELED

Inbound: The call was to voicemail or was out of schedule.

Outbound: Contact did not answer.

~ DURATION TIME

Total call duration.

* ANSWER TIME

Time elapsed while the call was available to be answered (entered the queue or ACD) and the first successful
handling (inbound only).

~ ATTENTION TIME
Time it took the agent to effectively deal with the call.

~ WRAP-UP TIME

Time taken to end the call once it had been dealt with.

~ DISPOSITION

Conversation disposition code (last sheet if defined as a tree).

~ ABSOLUTE DISPOSITION
Absolute disposition code (includes the entire tree path).

~ SUCCESS

If the last disposition code is a success.

~ TICKET

Ticket associated with the conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Number of inbound calls abandoned
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This report provides summarized information on abandon times for inbound calls that were generated over a certain period of time. This
information can be filtered by campaign.

What is this report for?

It is used to monitor the number of abandoned inbound calls in a specific campaign, and thus know the period of time with the highest number of
abandoned calls for that campaign.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin AETION ’ CUPERVISOR REPORTS
: ACD |

ﬁ Home

2. Click on the "Call" report category:

ﬂ' e
B |&am

n Chal
B Contact Form

Whatlsapp

Youtube
E D aber

3. Click on the "Inbound Abandon Times" summarized report:

By Campalgn
By Campakgn and Agent
I Inbownd Answer Times

Inbaund by Agent

Inbaund by Campaign

IVR Calls by Campaign
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Dutgoing by Agent
Dutgaing by Campaign

By Agenl

By Campaign

Ey Campaign end Agent
IVR by Campaign

Liwes By Campaign
Outgoing by Campaign
Trace by Campaign

Transfer by Campaign

4. Enter the required filters:

Inbound Abandon Times Summary of inboend catic sbandon time in the especified time period by campalgn

2021-171-08 B T4 B 15 minutes - - 15

@ EXPORT GO T SCHEDULE

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID. The filter is case sensitive.

If you leave the Campaign filter blank, the report will show the information related to all campaigns

5. Click the "Execute" button to generate the report.
The information is displayed:

Inbound Abandon Times  Summary of inbound calls abandon time in the especified ime perlod by campalign,

Starn Date End Date Shee Size Campaign Rows

20240701 2021-11-08 15 minutes - cammpanaeiatelelonis - 15

m EXPORT GO TO SCHEDULE

Campaign Slice Tot, Ab. Gh, H = s 3 H 5 £ H 8 s s i 8 5

1 campanasiitoleiaion|;

aayitoterelonia

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~ SLICE

Time segment that will be used to create the summary report.

~ TOTAL
Total inbound campaign calls.

~ ABANDONED
Total inbound campaign calls, excluding ghost or purely IVR calls, which were abandoned.
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~ GHOSTS
Total inbound calls closed before the ghost threshold.

~18S

Total number of inbound campaign calls abandoned in less than 1 second.

“2S

Total number of inbound campaign calls abandoned in less than 2 seconds.

~«3S
Total number of inbound campaign calls abandoned in less than 3 seconds.

“48

Total number of inbound campaign calls abandoned in less than 4 seconds.

58S

Total number of inbound campaign calls abandoned in less than 5 seconds.

~6S

Total number of inbound campaign calls abandoned in less than 6 seconds.

“7S
Total number of inbound campaign calls abandoned in less than 7 seconds.

~88S

Total number of inbound campaign calls abandoned in less than 8 seconds.

~9S

Total number of inbound campaign calls abandoned in less than 9 seconds.

~10S
Total number of inbound campaign calls abandoned in less than 10 seconds.

~158S

Total number of inbound campaign calls abandoned in less than 15 seconds.

= 20S

Total number of inbound campaign calls abandoned in less than 20 seconds.

~ 258

Total number of inbound campaign calls abandoned in less than 25 seconds.

~30S
Total number of inbound campaign calls abandoned in less than 30 seconds.

~45 S

Total number of inbound campaign calls abandoned in less than 45 seconds.

~60S

Total number of inbound campaign calls abandoned in less than 60 seconds.

~+60 S
Total number of inbound campaign calls abandoned after more than 60 seconds.

~ TRANSFERRED

Total number of inbound campaign calls abandoned while being transferred.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search
E How to set up Messenger messaging

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!


https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/209682625/User+search
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639347/How+to+set+up+Messenger+messaging

Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

! How to associate a YouTube account
! How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of inbound answered calls

This report provides summarized information about the response times of inbound calls that were generated over a certain period of time. This
information can be filtered by campaign.

What is this report for?

It is used to monitor the number of inbound calls answered by the agents of a specific campaign, and thus know the period of time with the
highest number of answered calls in that campaign.

To generate the report, follow these steps:

1. Go to the "Reports" tab:
Romina Galperin

A

ﬁ Home

2. Click on the "Call" report category:

n Chat
B Contact Form

B Trwwnittinr
Soesi Maol
Whalsapp

Youtube
Ea Dialer

3. Click on the “Inbound Answer Times” summarized report:

By Campalgn

By Campakgn and Agent

Inbaund Abandon Times
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I, Inbound Answer Times

Inbaund by Agent

Inbaund by Campaign
IVR Calls by Campaign
Dutgoing by Agent
Dutgoing by Campaign
By Agenl

By Campaign

Ey Campaign and Agent
IVR by Campaign

Lives By Campaign

Outgoing by Campaign

Trace by Campaign
Transfer by Campaign

4. Enter the required filters:

Inbound Answer Times Summary of inbound calls answer time in the especified lime peniod by campaign,

m EXPORT GO0 TO SCHEMUILE

= 15 minutes - - 18

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.The filter is case sensitive.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:

Inbound Answer Times Summary of inbound calis answer time in the especified time pericd by campaign.

15 minutes -

W BIPORT  GOTO SCHEDULE

Campaign Slice Ans. 5 5 £ 5 5 s 5 5 5 5 ] ] $ ] ]

2021-08-27 17:45-18:00 i 0 ] 0 0 0 ] i 1 1 1 ] 0 n 0 a ]

18:00- 18415 3 0 0 0 0 0 0 0 1 ] 0 2 ] 1] 0 ] 0

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~ SLICE
Time segment that will be used to create the summary report.
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~ ATTENDED

Total number of inbound campaign calls that were dealt with by at least one agent.

1S

Total number of inbound campaign calls answered in less than 1 second.

2S5
Total number of inbound campaign calls answered in less than 2 second.

~3S

Total number of inbound campaign calls answered in less than 3 second.

v 45

Total number of inbound campaign calls answered in less than 4 second.

~“58
Total number of inbound campaign calls answered in less than 5 second.

“6S

Total number of inbound campaign calls answered in less than 6 second.

“7S

Total number of inbound campaign calls answered in less than 7 second.

~88S

Total number of inbound campaign calls answered in less than 8 second.

~«98S
Total number of inbound campaign calls answered in less than 9 second.

~10S

Total number of inbound campaign calls answered in less than 10 second.

«158

Total number of inbound campaign calls answered in less than 15 second.

«20S
Total number of inbound campaign calls answered in less than 20 second.

«25S
Total number of inbound campaign calls answered in less than 25 second.

~30S

Total number of inbound campaign calls answered in less than 30 second.

“45 S

Total number of inbound campaign calls answered in less than 45 second.

~ 60 S
Total number of inbound campaign calls answered in less than 60 second.

~+60 S

Total number of inbound campaign calls answered after more than 60 seconds.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search
E How to set up Messenger messaging
! How to associate a YouTube account

! How to associate an application from Google Play Store

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!


https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/209682625/User+search
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639347/How+to+set+up+Messenger+messaging
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639882/How+to+associate+a+YouTube+account
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2539552804/How+to+associate+an+application+from+Google+Play+Store

Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

! How to associate an application from the App Store

Summary of inbound calls by agent

This report provides summarized information on inbound calls that were generated over a certain period of time. This information can be filtered
by agent.

What is this report for?

It is used to obtain a summary of inbound calls over a particular period of time where a specific agent intervened, and thus analyze whether this
agent is providing the service within permitted service level limits. The information in this report is presented in a time segment, which can be: 15
minutes, 30 minutes, hour, day and month.

€} This report can be used to compare agents’ times and performance

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin NTERACTION CONFICURATICHN SUPERVISOR REPORTS
: ACD |

ﬁ Home

2. Click on the "Call" report category:

ﬂ Mt
B TEadm

n Chat
E Contact Form

B Trwnittier
Vo Manl
Whatlsapp
Youtube
£33 viater

3. Click on the "Inbound by Agent" summarized report:
By Campalgn

By Campakgn and Agent
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Inbound Abandon Times
Inbaund Answer Times

Inbiaun

Intiound by Campaign

IVR Calls by Campaign
Dutgoing by Agent
Dutgoing by Campaign
By Agent

By Campaign

Ey Campaign and Agent
IVR by Cempaign

Liwes By Campaign
Outgoing by Campaign
Trace by Campaign

Transzther by Campaign

4. Enter the required filters:

Inbound by Agent Summary of inbownd calts in the especified time perind by agent s

Shoe Sipe

(m) 15 minutes - 15 -

m FAnenT Gz

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Agent: Agent user ID. The filter is case sensitive.

If you leave the Agent filter blank, the report will show the information related to all the agents.

5. Click the "Execute" button to generate the report.
The information is displayed:

Inbound bj’ Agenl  Summary of inbound calls in the especified time period by agent N
Erd Dia S
1108 15 minutes bt 13 il
50 70 SCHEDULE
Est. Dur. IVR
Slice Agent Tot. Ans. Ab. Cane. Short Long Gh. 5L Ab. % ASA CPH CPH SPH Time Time
1 1515 gheomb| 1] ) | ) ( a 0.00% 0.00% D000 ] 1] L D0:00:00 00:00:08

15 12:30 piroanbl o I} o c ;I i} 0.00% 0.00% 00:00:00 0 i} 0 00:00:00 00:00:08

~ Click here to see the description of the report columns
~ SLICE

Time segment that will be used to create the summary report.

~ AGENT
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Agent user ID.

= TOTAL
Total number of inbound calls assigned to or taken by the agent.

~ ATTENDED
Total number of inbound calls answered by the agent.

~ ABANDONED

Total number of inbound calls that were abandoned when the agent was trying to answer.

CANCELED

Total number of inbound calls that were canceled when the agent was the last to intervene.

4

« SHORT

Total number of inbound calls answered by the agent that lasted less than the limit defined in the short interaction
threshold.

~ LONG
Total number of inbound calls answered by the agent that lasted longer than the limit defined in the long interaction
threshold.

» GHOSTS

Total number of inbound ghost calls in which the agent intervened.

% SL
100 * [Inbound SL positive calls] / [Inbound ACD calls]

ABANDONED %
100 * [Inbound abandoned calls] / [Inbound calls]

~ ASA

[Inbound answer time] / [Inbound calls answered for the first time]

« ESTIMATED CPH

[Total inbound calls] / ( [Slice minutes] / 60 )

~ CPH
[Total inbound calls] / ( [Total time logged in] / 3600)

L4

L

~ SPH
[Successful inbound calls] / ( [Total time logged in] / 3600)

~ DURATION TIME

Total duration of agent’s inbound calls.

~ VR TIME

Total duration of inbound calls in IVR.

~ WAITING TIME
Total duration of inbound calls waiting for the agent.

~ ANSWER TIME

Total time elapsed between calls being available to be answered (entered queue or ACD) and the first successful
answer by the agent.

~« ACD TIME

Total time elapsed while calls were in ACD.

* RINGING TIME
Total ringing time for agent’s inbound calls.

~« ATTENTION TIME

Total attention time spent on agent’s inbound calls.

« WRAP UP TIME

Total wrap-up time for agent’s inbound calls.
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L

TIME BEFORE ABANDONED
Total time of inbound abandoned calls in which the agent intervened.

GHOST TIME

Total time of inbound ghost calls in which the agent intervened.

~« HOLD TIME

Total time for which the agent put inbound calls on hold.

§

~ TRANSFER TIME
Total time of inbound call transfers made by the agent.

~ AVERAGE DURATION TIME

( [Duration of inbound calls] - [Inbound ghost calls time] ) / ( [Inbound calls] - [Inbound ghost calls] )

» AVERAGE WAITING TIME

[Inbound call waiting time] / ( [Inbound calls] - [Inbound ghost calls] )

* AVERAGE ANSWER TIME

[Inbound answer time] / [Inbound answered calls]

~ AVERAGE ACD TIME
[Time in ACD for inbound calls] / [Inbound ACD calls]

~ CALLS AVERAGE RINGING TIME

[Inbound ringing time] / ( [Inbound calls] - [Inbound ghost calls] )

* AVERAGE ATTENTION TIME

[Inbound calls attention time] / [Inbound answered calls]

~ AVERAGE WRAP UP TIME
[Inbound calls wrap-up time] / [Inbound answered calls]

~ AVERAGE ABANDON TIME

[Inbound calls abandon time] / [Inbound abandoned calls ]

~« AVERAGE HOLD TIME

[Inbound calls hold time] / [Inbound calls with hold]

* MAXIMUM DURATION TIME

Agent’s maximum duration of an inbound call.

* MAXIMUM ANSWER TIME
Maximum response time for an inbound call that was first answered by the agent.

~ MAXIMUM RINGING TIME

Agent’'s maximum ringing time for an inbound call.

* MAXIMUM ATTENTION TIME

Agent’'s maximum attention time on an inbound call.

~* MAXIMUM WRAP-UP TIME

Agent’s maximum wrap-up time for an inbound call.

~* MAXIMUM HOLD TIME

Agent’'s maximum hold time for an inbound call.

~ SL+ ANSWERED

Number of inbound calls answered by the agent before the service level threshold was met.

« SL+ ABANDONED

Number of inbound calls in which the agent intervened that were abandoned before the service level threshold was
met.

« SL+ CANCELED

Number of inbound calls in which the agent intervened that were canceled before the service level threshold was
met.
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~ SL- ANSWERED
Number of inbound calls answered by the agent after the service level threshold was met.

~ SL- ABANDONED

Number of inbound calls where the agent intervened that were abandoned after the service level threshold was met.

* SL- CANCELED

Number of inbound calls in which the agent intervened that were canceled after the service level threshold was met.

~ W/ HOLD
Number of inbound calls put on hold by the agent.

~ AVERAGE W/ HOLD

[Inbound calls with hold] / [Inbound answered calls]

~ W/ CONFERENCE

Number of inbound calls switched to conference mode by the agent.

~ AVERAGE W/ CONFERENCE

[Inbound calls with conference] / [Inbound answered calls]

~ TRANSFERRED
Number of inbound calls that were transferred by the agent.

~ TRANSFERRED TO AGENT

Number of inbound calls that were transferred by the agent to another agent (only the first successful transfer
counts, or transfer attempt if it failed).

* TRANSFERRED TO CAMPAIGN

Number of inbound calls that were transferred by the agent to another campaign.

~ TRANSFERRED TO QUEUE

Number of inbound calls that were transferred by the agent to the queue (only the first successful transfer counts, or
transfer attempt if it failed).

~ TRANSFERRED TO NUMBER

Number of inbound calls that were transferred by the agent to an external number (only the first successful transfer
counts, or transfer attempt if it failed).

~ AVERAGE TRANSFERRED

[Inbound calls transferred] / [Inbound answered calls]

* AVERAGE TRANSFERRED TO AGENT

[Inbound calls transferred to agent] / [Inbound answered calls]

~ AVERAGE TRANSFERRED TO CAMPAIGN
[Inbound calls transferred to campaign] / [Inbound answered calls]

~ AVERAGE TRANSFERRED TO QUEUE

[Inbound calls transferred to queue] / [Inbound answered calls]

~ AVERAGE TRANSFERRED TO NUMBER

[Inbound calls transferred to an external number] / [Inbound answered calls]

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search
E How to set up Messenger messaging
E How to associate a YouTube account

E How to associate an application from Google Play Store
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! How to associate an application from the App Store

Summary of inbound calls by campaign

This report provides summarized information on inbound calls that were generated over a certain period of time. This information can be filtered
by campaign.

What is this report for?
It is used to obtain a summary of inbound calls by campaign and thus analyze whether the agents assigned to this campaign are performing the

service within permitted service level limits. The information in this report is presented in a time segment, which can be: 15 minutes, 30 minutes,
hour, day and month.

€} This report can be used to monitor the number of calls for periods of time and thus know what the peak time of the campaign is, as well
as monitoring abandoned and canceled calls to know whether all inbound calls are being answered and the level of service provided.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin NTERARTION CONFIGURATIGH SUPERVISOR REPORTS
g L . . EPOR

ﬁ Home

2. Click on the "Call" report category:

A iome
B [T

E Comlact Form

S Manl
Whalsapp
Youtube
=1

3. Click on the "Inbound by Campaign" summarized report:

By Campalgn

By Campakgn and Agent
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Inbaund Abandaon Times

Inbaund Answer Times

Dutgoing by Agent

Dutgoing by Campaign

By Agenl

By Campaign

By Campaign end Agent
IVR by Campaign

L y Campaign
Outgoing by Campaign
Trace by Campaign

Transfer by Campaign

4. Enter the required filters:

inbound by Campaign  Sumeary of nbaind calls |n 1he especifed time penod by campalgn

G0 TO SCHEDULE

Start date and End date: range for which you want to obtain the information.

day and per month.

Campaign: Campaign ID. The filter is case sensitive.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per

5. Click the "Execute" button to generate the report.

The information is displayed:

Inbound by Campalgn Summary of inbound calls In the especified time period by campaign

End Dite Slcé Bize

=) 2021-11-08 =] 15 minutes -

W EXPORT GO 7O SCHEDULE

Out Cane. Pure
Slice Gampaign Tat. €. ARg, Ab, Cane. L] ACD IVR VR
1 20210802 12:00- 1215 campanaexitoteletonta 0 i a ] 0 i ] [
2 2021.08:02 12:15-12:30 eampanzasitotelel onia o a il b i ] a ]

Qut

Se.

W/

IVR Shart
a o

Ans.
App.

~ Click here to see the description of the report columns

~ SLICE
Time segment that will be used to create the summary report.
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CAMPAIGN
Campaign ID.

TOTAL

Total inbound campaign calls.

OUT OF SCHEDULE

Total number of inbound campaign calls that came in out of business hours.

ATTENDED

Total number of inbound campaign calls that were dealt with by at least one agent.
ABANDONED

Total inbound campaign calls, excluding ghost or purely IVR calls, which were abandoned.
CANCELED

Total number of inbound campaign calls that were canceled without passing to voicemail.
CANCELED VM

Total number of inbound campaign calls that were canceled and sent to voicemail.

ACD

Total number of inbound campaign calls that entered ACD (not queued).

IVR

Total inbound (not ghost) campaign calls that were answered by an IVR process.
PURE IVR

Total inbound (not ghost) campaign calls that were answered by an IVR process without any agent intervention.

OUT OF SCHEDULE W/O IVR

[Inbound calls] - [Inbound answered calls] - [Inbound abandoned calls] - [Inbound canceled calls] - [Inbound pure
IVR calls] - [Inbound ghost calls]

SHORT

Total inbound campaign calls that lasted less than the limit defined in the short interaction threshold but are not
ghost calls.

LONG

Total number of inbound campaign calls that lasted longer than the limit defined in the long interaction threshold.

GHOSTS

Total campaign inbound ghost calls.

ANSWERED W/ APPOINTMENT

ABANDONED W/ APPOINTMENT

% SL
100 * [Inbound SL positive calls] / [Inbound ACD calls]

OUT OF SCHEDULE %
100 * [Inbound out of schedule calls] / [Inbound calls

ANSWERED %
100 * [Inbound answered calls] / ([Inbound calls] - [Inbound ghost calls])

ABANDONED %

100 * [Inbound abandoned calls ] / ([Inbound calls] - [Inbound ghost calls])

ASA

[Inbound answer time] / [Inbound answered calls]

CPH
[Total inbound calls] / ([Total time logged in] / 3600)
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~ SPH
[Successful inbound calls] / ([Total time logged in] / 3600)

~ DURATION TIME

Total duration of inbound campaign calls.

~« OUT OF SCHEDULE TIME

Total time of calls that came in out of campaign schedule.

~ VR TIME
Total duration of inbound campaign calls in IVR.

~ WAITING TIME

Total duration of inbound campaign calls on hold.

» ANSWER TIME

Total time elapsed between campaign calls being available to answer (entered queue or ACD) and the first
successful answer by an agent.

~« ACD TIME

Total time elapsed while the campaign calls were in ACD (from the time they enter until they are taken).

~ RINGING TIME
Total ringing time for inbound campaign calls.

« ATTENTION TIME

Total attention time spent on agent’s inbound calls.

~* INBOUND ATTENTION TIME

Total attention time spent on inbound campaign calls by all agents.

~ WRAP UP TIME
Total wrap-up time for inbound campaign calls for all agents.

~ TIME BEFORE ABANDONED

Total abandon time of inbound campaign calls.

« GHOST TIME

Total time of inbound campaign ghost calls.

~ HOLD TIME

Total time on hold of inbound campaign calls for all agents.

~ TRANSFER TIME
Total transfer time of inbound campaign calls.

~ AVERAGE DURATION TIME

( [Duration of inbound calls] - [Inbound ghost calls time] ) / ( [Inbound calls] - [Inbound ghost calls] )

* AVERAGE OUT OF SCHEDULE TIME

[Time of inbound out of schedule calls] - [Inbound out of schedule calls]

« AVERAGE WAITING TIME
[Inbound call waiting time] / ( [Inbound calls] - [Inbound ghost calls] )

~ AVERAGE ANSWER TIME

[Inbound answer time] / [Inbound answered calls]

~ AVERAGE ACD TIME
[Time in ACD for inbound calls] / [Inbound ACD calls]

~ CALLS AVERAGE RINGING TIME

[Inbound ringing time] / ( [Inbound calls] - [Inbound ghost calls] )

* AVERAGE ATTENTION TIME
[Inbound calls attention time] / [Inbound answered calls]

~ AVERAGE WRAP UP TIME
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[Inbound calls wrap-up time] / [Inbound answered calls]

AVERAGE ABANDON TIME
[Inbound calls abandon time] / [Inbound abandoned calls]

AVERAGE HOLD TIME
[Inbound calls hold time] / [Inbound calls with hold]

MAXIMUM DURATION TIME

Maximum duration of an inbound campaign call.

MAXIMUM IVR TIME

Maximum duration of an inbound campaign call in an IVR process.

MAXIMUM ANSWER TIME

Maximum response time for an inbound campaign call that was first answered by an agent.

MAXIMUM RINGING TIME

Maximum ringing time for an inbound campaign call.

MAXIMUM ATTENTION TIME

Maximum attention time for an inbound campaign call.

MAXIMUM WRAP-UP TIME

Maximum wrap-up time for an inbound campaign call.

MAXIMUM HOLD TIME

Maximum time on hold for an inbound campaign call.

SL+ ANSWERED

Number of inbound campaign calls that were answered by an agent before the service level threshold was met.

SL+ ABANDONED

Number of inbound campaign calls that were abandoned before the service level threshold was met.

SL+ CANCELED
Number of inbound campaign calls that were canceled before the service level threshold was met.

SL- ANSWERED

Number of inbound campaign calls that were answered by an agent after the service level threshold was met.

SL- ABANDONED

Number of inbound campaign calls that were abandoned after the service level threshold was met.

SL- CANCELED

Number of inbound campaign calls that were canceled after the service level threshold was met.

% BUSY AGENTS
100 * [Time spent on the campaign] / ([Time in Active state] - [Time in No ACD state] )

% ATTENDING AGENTS
100 * [Time attending] / ( [Time in Active state] - [Time attending in No ACD state] )

LOGGED TIME

Total time that the agents remained logged in and assigned to the campaign.

ACTIVE TIME
Total time agents were available in the campaign.

STAFF TIME

Total time agents were busy with a conversation (multiple simultaneous conversations for a single agent do not
count).

AGENT /H

W/ HOLD

Number of inbound campaign calls put on hold at least once.
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~ AVERAGE W/ HOLD
[Inbound calls with hold] / [Inbound answered calls]

~ W/ CONFERENCE

Number of inbound campaign calls switched to conference mode.

~ AVERAGE W/ CONFERENCE

[Inbound calls with conference] / [Inbound answered calls]

~ TRANSFERRED
Number of inbound campaign calls that were transferred.

~ TRANSFERRED TO AGENT

Number of inbound campaign calls that were transferred by one agent to another agent (only the first successful
transfer counts, or transfer attempt if it failed).

~ TRANSFERRED TO CAMPAIGN

Number of inbound campaign calls that were transferred by an agent to another campaign.

~ TRANSFERRED TO QUEUE

Number of inbound campaign calls that were transferred by an agent to the queue (only the first successful transfer
counts, or transfer attempt if it failed).

~ TRANSFERRED TO NUMBER

Number of inbound campaign calls that were transferred by an agent to an external number (only the first
successful transfer counts, or transfer attempt if it failed).

~ AVERAGE TRANSFERRED

[Inbound calls transferred] / [Inbound answered calls]

~ AVERAGE TRANSFERRED TO AGENT

[Inbound calls transferred to agent] / [Inbound answered calls]

~ AVERAGE TRANSFERRED TO CAMPAIGN
[Inbound calls transferred to campaign] / [Inbound answered calls]

~ AVERAGE TRANSFERRED TO QUEUE

[Inbound calls transferred to queue] / [Inbound answered calls]

~ AVERAGE TRANSFERRED TO NUMBER

[Inbound calls transferred to an external number] / [Inbound answered calls]

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of IVR calls by campaign

This report provides summarized information on calls that were generated over a certain period of time and that entered an IVR. This information
can be filtered by campaign.

What is this report for?

It is used to obtain a summary of the calls that entered an IVR during a particular period of time, and thus analyze their total and average times in
IVR.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!


https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/209682625/User+search
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639347/How+to+set+up+Messenger+messaging
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639882/How+to+associate+a+YouTube+account
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2539552804/How+to+associate+an+application+from+Google+Play+Store
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2539553150/How+to+associate+an+application+from+the+App+Store

Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto
This report also indicates the number of calls seeking to talk to an agent.

To generate the report, follow these steps:

1. Go to the "Reports" tab:
Romina Galperin

A

ﬁ Home

2. Click on the "Call" report category:

E Comlact Form

3. Click on the "IVR Calls by Campaign" summarized report:

By Campalgn

By Campakgn and Agent
Inbound Abandon Times
Inbiound Answer Times

Inbaund by Agent

Inbaund by Campaign

Dutgoing by Agent
Dutgoing by Campaign

By Agenl
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By Campaign

By Campaign end Agent
IVR by Campaign
Liwes By Campaign
Outgoing by Campaign
Trace by Campaign
Transfer by Campaign

4. Enter the required filters:

IVR Calls by Campalgn Summary of IVR calls in the especified time period by campalgn

Start Dat End Dute Slice S

20211108 20711108 B 13 minutes -

m EXFORT | GO TOSCHEDULE

Start date and End date: range for which you want to obtain the information.

day and per month.

Campaign: Campaign ID.

If you leave the Campaign filter blank, the report will show the information for all campaigns.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per

5. Click the "Execute" button to generate the report.
The information is displayed:

IVR Calls by Campaign Surmmaly of IVR calls in the especified time perod by campalgn,

2021-08-01 08 15 minutes -
EXECUTE EXPORT GO TO SCHEDULE
Slice Gampalgn Tal. . Out. IVYR Time Inb. Time
1 2021:08-11 11:15-11:30 campanamartin0? 3 3 0 00:02:48 00:02:48

Campaign

campanamating

Qut. Time

00:00:00

Avg Time

00:00:56

L4 13
Avg Inb. Time Avg Out. Time
00:00:56 00:00:00

Agent

~ Click here to see the description of the report columns.

~ SLICE
Time segment that will be used to create the summary report.

~ CAMPAIGN
Campaign ID.

~ TOTAL

Total number of calls with IVR.

=~ INBOUND

=~ OUTBOUND
Total number of outbound calls that were answered by an IVR.

~ VR TIME

Total time calls were in IVR.

~ INBOUND TIME

Total time inbound calls were in IVR.
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~ OUTBOUND TIME
Total time outbound calls were in IVR.

~ AVERAGE TIME
[IVR time] / [IVR calls]

~ AVERAGE INBOUND TIME
[Inbound IVR time] / [Inbound calls answered by IVR]

~ AVERAGE OUTBOUND TIME
[Outbound IVR time] / [Outbound calls handled by IVR]

~ SEARCHED FOR AGENT
Total number of calls seeking to speak to an agent.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of calls by agent

This report provides summarized information on inbound and outbound calls that were generated over a certain period of time. This information
can be filtered by agent.

What is this report for?

It is used to obtain a summary of inbound and outbound calls where a specific agent intervened, over a particular period of time, and thus
analyze whether that agent is providing the service within permitted service level limits. The information in this report is presented in a time
segment, which can be: 15 minutes, 30 minutes, Hour, Day and Month.

€} This report can be used to compare agents’ times and performance

To generate the report, follow these steps:

1. Go to the "Reports” tab:

Rn.lfnina Gal?:.-e.rin NTERACTION CONFIGLRATION SUPERVISOR REPORTS

ﬁ Home

2. Click on the "Call" report category:

ﬂ Hiamie
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3. Click on the "By Agent" summarized report:

Intound Abandon Temes
Inkspund Ar T Times
Insound by &

Inbsound by Campasgn

VR Calls by Campaign

4. Enter the required filters:
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Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per

day and per month.

Agent:

Agent user ID. The filter is case sensitive.

If you leave the Agent filter blank, the report will show the information related to all the agents.

5. Click the "Execute" button to generate the report.
The information is displayed:

Resumen de conversaciones de felefo

~ Click here to see the description of the report columns.

L

L

L

L4

SLICE

Time segment that will be used to create the summary report.

AGENT
Agent user ID.

TOTAL
Total number of calls assigned to or taken by the agent.

ATTENDED

Total number of calls answered by the agent.

ABANDONED

Total number of abandoned calls in which the agent intervened.

CANCELED
Total number of canceled calls in which the agent intervened.

GHOSTS

Total inbound ghost calls in which the agent intervened (allows empty agent field if no agent intervened).

INBOUND

Total number of inbound calls where the agent was booked (calls not necessarily answered).

INBOUND ATTENDED CALLS
Total number of inbound calls answered by the agent.

OUTBOUND
Total number of outbound calls where the agent was booked (calls not being necessarily made).

OUTBOUND TAKEN

Total number of outbound calls handled by the agent.

INBOUND SL %
[Inbound SL positive calls ]/ [Inbound ACD calls]

CPH
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[Total inbound calls] / ( [Total time logged in] / 3600 )

~ SPH
[Successful calls] / ( [Total time logged in] / 3600 )

~ DURATION TIME
Total duration of the agent's calls.

~ RINGING TIME

Total ringing time of agent’s calls.

~ ANSWER TIME

Total time elapsed between calls being available to answer (queued or ACD) and the first successful answer
(inbound only).

~ ATTENTION TIME
Total time agent spent handling calls.

~ INBOUND ATTENTION TIME

Total time agent spent handling inbound calls.

~ OUTBOUND ATTENTION TIME

Total time agent spent handling outbound calls.

~ WRAP UP TIME
Total time spent by agent wrapping up calls.

= INBOUND WRAP-UP TIME
Total wrap-up time for agent’s inbound calls.

~ OUTBOUND WRAP-UP TIME

Total time spent by agent wrapping up outbound calls.

~ TIME BEFORE ABANDONED

Total abandon time for calls in which the agent intervened.

~ HOLD TIME
Total hold time for calls in which the agent intervened.

~ TRANSFER TIME

Total transfer time for calls in which the agent intervened.

{

PREVIEW TIME

Time during which outbound calls in which the agent intervened were in preview.

~ % BUSY AGENT
100 * [Occupied time] / ( [Active time] + [Time in No ACD state] )

~ % ATTENTION AGENT
100 * [Attending time] / ( [Active time] + [No ACD attending time] )

~ AGENT TIME

Total time the agent has been busy with at least one conversation (multiple simultaneous conversations do not
count).

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search
! How to set up Messenger messaging
! How to associate a YouTube account

® How to associate an application from Google Play Store
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!!How to associate an application from the App Store

Summary of calls by campaign and agent

This report provides summarized information on inbound and outbound calls that were generated over a certain period of time. This information
can be filtered by campaign and agent.

What is this report for?

It is used to obtain a summary of inbound and outbound calls by agent in a specific campaign over a particular period of time and thus analyze
whether that agent is providing the service within permitted service level limits. The information in this report is presented in a time segment,
which can be: 15 minutes, 30 minutes, hour, day and month.

This report can be used to compare the times and performance of each of the agents assigned to the campaign.

To generate the report, follow these steps:

1. Go to the "Reports" tab:
Romina Galperin

ﬁ Home

2. Click on the "Call" report category:

n Chat
E Contact Form

B Trwnittier
Voice Mal
Whatsapp
Youtube
m Dabet

3. Click on the summary report "By Campaign and Agent":

By Campalgn

aign and Agenl

Inbound Abandon Times
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Inbiound Answer Times
Inbaund by Agent
Inbiound by Campaign
IVR Calls by Campaign
Dutgoing by Agent
Dutgoing by Campaign
By Agent

By Campaign

Ey Campaign and Agent
IVR by Cempaign

Liwes By Campaign

Outgoing by Campaign

Trace by Campaign

Transzther by Campaign

4. Enter the required filters:

By Campaign and Agent Summary of 12lephony conversations in the especified time period by campalgn and agent Fa"
£1an1 Date End Date Shee Sire Camgaion hget R
2021-11:08 =] 202111408 15 mindles b - 15 b

m EXPORT G0 T SCHEDULE

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Agent: Agent user ID.

Filters are case-sensitive.

If you leave the Campaign and/or Agent filter blank, the report will show the information related to all the campaigns
and/or agents

5. Click the "Execute" button to generate the report.
The information is displayed:

By Campaign and Agenl Summary of telephony conversations in the especified time petiod by campaign and agent.

Shice Size Campaign Agent Rows

.08 15 minutes - atest - 15
GO TO SCHEDULE
I, Out. Inb. Dir.
Campaign Slice Agent Tot, Tak. Ab, Canc. Gh. Inb. Tak. Out, Tak. Ext. SL% CPH SPH Time
1 a.test ccarhuachin ] 0 0 0 1] 0 0 0 ] L 0.00% 0 ]
2 a_lest mariagarcks 0 [ ) 0 ] 1] l ] 0 0 0.00 0 [

~ Click here to see the description of the report columns
~ CAMPAIGN
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Campaign ID.

SLICE
Time segment that will be used to create the summary report.

AGENT
Agent user ID.

TOTAL

Total number of agent calls in the campaign.

L

L

§

~« ATTENDED

Total number of calls answered by the agent in the campaign.

~ ABANDONED
Total number of abandoned campaign calls in which the agent intervened.

~ CANCELED

Total number of canceled campaign calls in which the agent intervened.

» GHOSTS

Total inbound campaign calls that closed before the ghost threshold and in which the agent intervened.

« INBOUND
Total inbound campaign calls in which the agent was booked.

« INBOUND ATTENDED CALLS
Total inbound campaign calls that were answered by the agent.

~ OUTBOUND

Total outbound campaign calls in which the agent was booked.

* OUTBOUND TAKEN

Total outbound campaign calls that were answered by the agent.

~ INBOUND SL %
[Inbound ACD SL positive calls] / [Inbound ACD calls]

~ CPH
[Total calls] / ( [Total time logged in] / 3600 )

« SPH
[Successful calls] / ( [Total time logged in] / 3600 )

~ DURATION TIME

Total duration of campaign calls in which the agent intervened.

~ RINGING TIME
Total ringing time for campaign calls in which the agent intervened.

~ ANSWER TIME

Total response time for all inbound campaign calls in which the agent intervened.

« ATTENTION TIME

Total time spent handling campaign calls in which the agent intervened.

» INBOUND ATTENTION TIME
Total time spent handling inbound campaign calls in which the agent intervened.

~ OUTBOUND ATTENTION TIME

Total time spent handling outbound campaign calls in which the agent intervened.

« WRAP UP TIME

Total time spent wrapping up campaign calls in which the agent intervened.

~* INBOUND WRAP-UP TIME

Total time spent wrapping up inbound campaign calls in which the agent intervened.
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~ OUTBOUND WRAP-UP TIME
Total time spent wrapping up outbound campaign calls in which the agent intervened.

~ TIME BEFORE ABANDONED

Total abandon time for campaign calls in which the agent intervened.

» HOLD TIME

Total hold time for campaign calls in which the agent intervened.

~ TRANSFER TIME
Total transfer time for campaign calls in which the agent intervened.

PREVIEW TIME

Total time during which outbound campaign calls in which the agent intervened were in preview.

» CALLS AVERAGE RINGING TIME

[Ringing time] / ( [Total calls] - [Inbound ghost calls] - [Dialer automatic canceled calls] )

~ AVERAGE ATTENTION TIME

[Attention time] / [Connected calls]

{

~ AVERAGE WRAP UP TIME
[Wrap-up time] / [Connected calls]

~ AVERAGE HOLD TIME
[Time on hold] / [Calls with hold]

~ % BUSY AGENT
100 * [Time spent on the campaign] / ( [Time in Active state] + [Time in No ACD state] )

~ % ATTENTION AGENT
100 * [Attending time] / ( [Active time] + [No ACD attending time] )

~ STAFF TIME

Total time the agent has been busy with at least one campaign conversation (multiple simultaneous conversations
for a single agent do not count).

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of calls by campaign

This report provides summarized information on inbound and outbound calls that were generated over a certain period of time. This information
can be filtered by campaign.

What is this report for?

It is used to obtain a summary of inbound and outbound calls by campaign and thus analyze whether the agents assigned to this campaign are
performing the service within permitted service level limits. The information in this report is presented in a time segment, which can be: 15
minutes, 30 minutes, hour, day and month.

This report can be used to monitor the number of calls for periods of time and thus know what the peak time of the campaign is, as well as
monitoring abandoned and canceled calls to know whether all inbound calls are being answered and the level of service that is being provided.
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To generate the report, follow these steps:

1. Go to the "Reports” tab:

Romina Galp{‘!ﬂn MTERACTION o 8T8 o1 [DEDUIC N REPORTS

ﬁ Home

2. Click on the "Call" report category:

ﬂ' M
B TEam

n Chat
E Contact Form

E 5MS
B Trrathasr
oo Ml
Whatsapp

3. Click on the summary report "By Campaign™:

By Campaign and Agenl
Intound Abandon Times
Inbiound Answer Times
Intound by Agent
Inbaund by Campaign
IVR Calls by Campaign
Dutgaing by Agent
Outgoing by Campaign
By Agenl

By Campaign
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IVR by Cempaign

Liwes By Campaign
Outgoing by Campaign
Trace by Campaign

Transfer by Campaign

4. Enter the required filters:

By Campalgn Summasy of telephony conversatians in the especified time pestod by campaign

&

W EXPORT G0 T0 SUHEDULE

= 15 minutes -

Start date and End date: range for which you want to obtain the information.

day and per month.

Campaign: Campaign ID.The filter is case sensitive.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per

5. Click the "Execute" button to generate the report.
The information is displayed:

By CBI‘”Pﬂqu Summary of 1elephony conversations in the especified time period by campaign

Start Dase End Date Sfice Seze Campaigr
2021-08-01 2021-11-08 [ 15 minutas - a_test -
m EXPORT GO 7O SCHEDULE
Inb. Out. Inb.
Campaign Slice Tot. Tak. Ab. Canc. Gh. Ink. Tak. Out. Tak. Ext. SL% CPH
1 5 21.08-04 14:45 . 15:00 [ i} s ] ] 00
2 a_les 2021-08-00 0815 - 08:30 [ 0 0.0 0

Dur.
SPH Tima

0 p0:00:00

B0:00:00

Ring.
Time

00:00:00

00:00:00

~ Haz click aqui para ver la descripcion de las columnas del reporte.

~ CAMPAIGN
Campaign ID.

~ SLICE
Time segment that will be used to create the summary report.

~ TOTAL

Total number of agent calls in the campaign.

~ ATTENDED

Total number of calls answered by the agent in the campaign.

~ ABANDONED
Total number of abandoned calls in the campaign.

~ CANCELED
Total number of cancelled calls in the campaign.

= GHOSTS
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~ INBOUND

Total number of incoming calls in the campaign.

~ INBOUND ATTENDED CALLS

Total number of inbound campaign calls that were dealt with by at least one agent.

~« OUTBOUND

Total number of outbound campaign calls.

~ OUTBOUND TAKEN
Total number of outbound campaign calls that were dealt with by at least one agent.

~ INBOUND SL %
[Inbound ACD SL positive calls] / [Inbound ACD calls]

« CPH
[Total calls] / ( [Total time logged in] / 3600 )

v SPH
[Successful calls] / ( [Total time logged in] / 3600 )

~ DURATION TIME
Total duration of campaign calls.

~ RINGING TIME

Total ringing time for campaign calls.

* ANSWER TIME

Total response time for all inbound campaign calls.

~ ATTENTION TIME
Total attention time spent on calls by all campaign agents.

~ INBOUND ATTENTION TIME

Total attention time spent on inbound calls by all campaign agents.

» OUTBOUND ATTENTION TIME

Total attention time spent on outbound calls by all campaign agents.

~ WRAP UP TIME

Total wrap-up time for all campaign agents.

~ INBOUND WRAP-UP TIME
Total wrap-up time for inbound calls for all campaign agents.

~ OUTBOUND WRAP-UP TIME

Total wrap-up time for outbound calls for all agents.

« TIME BEFORE ABANDONED

Total abandon time for campaign calls.

« HOLD TIME
Total hold time for campaign calls.

~ TRANSFER TIME

Total transfer time for campaign calls.

PREVIEW TIME

Total time during which outbound campaign calls are in preview.

CALLS AVERAGE RINGING TIME

[Ringing time] / ( [Total calls] - [Inbound ghost calls] - [Dialer automatic canceled calls] )

§

L4

* AVERAGE ATTENTION TIME
[Attention time] / [Connected calls]

~ AVERAGE WRAP UP TIME

[Wrap-up time] / [Connected calls]
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~ AVERAGE HOLD TIME
[Time on hold] / [Calls with hold]

~ % BUSY AGENT
100 * [Time spent on the campaign] / ( [Time in Active state] + [Time in No ACD state] )

~ % ATTENTION AGENT
100 * [Attending time] / ( [Active time] + [No ACD attending time] )

~ STAFF TIME
Total time agents have been busy with at least one conversation (multiple simultaneous conversations for a single
agent do not count).

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".
7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic

sending of reports".

Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of outgoing calls by agent

This report provides summarized information on outgoing calls that were generated over a certain period of time. This information can be filtered
by agent.
What is this report for?

It is used to obtain a summary of outbound calls over a particular period of time where a specific agent intervened, and thus analyze whether this
agent is providing the service within permitted service level limits. The information in this report is presented in a time segment, which can be: 15
minutes, 30 minutes, hour, day and month.

This report can be used to compare agents’ times and performance.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Rn.|:nir_1?.~1 Galperin NTERACTION CONFIGURATION REPORTS

ﬁ Home

2. Click on the "Call" report category:

ﬂ Mt

B Team
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E 5MS
B Tt

Whatlsapp
Youtube

3. Click on the "Outgoing by Agent" summarized report:
By Campalgn
By Campakgn and Agent
Inbaund Abandon Times
Inbiound Answer Times
Inbaund by Agent
Inbiound by Campaign

IVR Calls by Campaign

Dutgaing by Campaign
By Agenl

By Campaign

Ey Campaign and Agent
IVR by Cempaign

Liwes By Campaign
Outgaing by Campaign
Trace by Campaign
Transzther by Campaign

4. Enter the required filters:

Outgoing by Agent Summary of ouigoing calis in o

especified time period by agent
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w EXPORT GO TO SCHEDULE

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Agent: Agent user ID. The filter is case sensitive.

If you leave the Agent filter blank, the report will show the information related to all the agents.

5. Click the "Execute" button to generate the report.
The information is displayed:

Outgoing by Agent Summary of outgeing calls in the especified time period by agent

B Wr-1108 =] 15 minutes -

Est. Dur. Ring. A Wi,
Slice Agent Tot. Tak. Ab. Canc, Short Long Ab. % CPH CPH SPH Time Time Time Time

) ) 0 0 ) il 0.00 ) [ 0 00:00:00 00:00:00 0000 3600

~ Click here to see the description of the report columns.
~ SLICE
Time segment that will be used to create the summary report.

~ AGENT
Agent user ID.

~ TOTAL

Total number of outbound calls assigned to or taken by the agent.

~ ATTENDED
Total number of outbound calls handled by the agent.

~ ABANDONED

Total number of outbound calls that were abandoned when the agent was trying to answer.

» CANCELED

Total number of outbound calls that were canceled when the agent was the last to intervene.

~ SHORT

Total number of outbound calls answered by the agent that lasted less than the limit defined in the short interaction
threshold.

~ LONG

Total number of outbound calls answered by the agent that were longer than the limit defined in the long interaction
threshold.

~ ABANDONED %
100 * [Outbound abandoned calls] / [Outbound calls]

~ ESTIMATED CPH
[Outbound calls] / ( [Slice minutes] / 60 )

~ CPH
[Outbound calls] / ( [Time logged in] / 3600 )

~ SPH
[Successful outbound calls] / ( [Time logged in] / 3600 )
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« DURATION TIME
Total duration of agent’s outbound calls.

~ RINGING TIME

Total ringing time for agent’s outbound calls.

« ATTENTION TIME

Total attention time spent on agent’s outbound calls.

« WRAP UP TIME
Total time spent by agent wrapping up outbound calls.

~ TIME BEFORE ABANDONED

Total time of outbound abandoned calls in which the agent intervened.

[ 4

PREVIEW TIME

Total time during which agent’s outbound calls are in preview.

~ HOLD TIME

Total time for which the agent put outbound calls on hold.

* TRANSFER TIME
Total time of outbound call transfers made by the agent.

~ AVERAGE DURATION TIME

( [Duration of outbound calls] - [Outbound calls] ) / ( [Inbound calls] - [Canceled dialer calls] )

« CALLS AVERAGE RINGING TIME

[Outbound calls ringing time] / ( [Outbound calls] - [Canceled dialer calls] )

* AVERAGE ATTENTION TIME
[Outbound calls attention time] / [Outbound answered calls]

~ AVERAGE WRAP UP TIME

[Outbound calls wrap-up time] / [Outbound answered calls]

* AVERAGE HOLD TIME
[Outbound calls hold time] / [Outbound calls with hold]

* MAXIMUM DURATION TIME

Agent’s maximum duration of an outbound call.

~* MAXIMUM RINGING TIME

Agent’'s maximum ringing time for an outbound call.

~ MAXIMUM ATTENTION TIME

Agent’'s maximum attention time on an outbound call.

* MAXIMUM WRAP-UP TIME

Agent’'s maximum wrap-up time for an outbound call.

~* MAXIMUM HOLD TIME

Agent’s maximum hold time for an outbound call.

~ W/ HOLD
Number of outbound calls put on hold by the agent.

~ AVERAGE W/ HOLD

[Outbound calls with hold] / [Outbound answered calls]

~ W/ CONFERENCE

Number of outbound calls switched to conference mode by the agent.

~ AVERAGE W/ CONFERENCE
[Outbound calls with conference] / [Outbound answered calls]

~ TRANSFERRED

Number of outbound calls that were transferred by the agent.
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» TRANSFERRED TO AGENT

Number of outbound calls that were transferred by the agent to another agent (only the first successful transfer
counts, or transfer attempt if it failed).

~ TRANSFERRED TO CAMPAIGN
Number of outbound calls that were transferred by the agent to another campaign.

~ TRANSFERRED TO QUEUE

Number of outbound calls that were transferred by the agent to the queue (only the first successful transfer counts,
or transfer attempt if it failed).

~ TRANSFERRED TO NUMBER

Number of outbound calls that were transferred by the agent to an external number (only the first successful transfer
counts, or transfer attempt if it failed).

~ AVERAGE TRANSFERRED

[Outbound calls transferred] / [Outbound answered calls]

~ AVERAGE TRANSFERRED TO AGENT
[Outbound calls transferred to agent] / [Outbound answered calls]

~ AVERAGE TRANSFERRED TO CAMPAIGN

[Outbound calls transferred to campaign] / [Outbound answered calls]

» AVERAGE TRANSFERRED TO QUEUE

[Outbound calls transferred to queue] / [Outbound answered calls]

~ AVERAGE TRANSFERRED TO NUMBER
[Outbound calls transferred to an external number] / [Outbound answered calls]

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of outgoing calls by campaign

This report provides summarized information on outgoing calls that were generated over a certain period of time. This information can be filtered
by campaign.

What is this report for?
It is used to obtain a summary of outbound calls by campaign and thus analyze whether the agents assigned to this campaign are performing the

service within permitted service level limits. The information in this report is presented in a time segment, which can be: 15 minutes, 30 minutes,
hour, day and month.

To generate the report, follow these steps:

1. Go to the "Reports” tab:

Rn.lznir_w.t‘ l:;alp.-erin INTERACTION 0 REPORTS
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2. Click on the "Call" report category:

3. Click on the "Outgoing by Campaign" summarized report:
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= Transfer by Campaign

Outgoing by Campaign  Sumenly of outgoing calks in (he espetifed time petiod by campalgh

4. Enter the required filters:

=] 15 minutes - - 15

EXECUTE EXPORT G0 T0SCHEDULE

Start date and End date: range for which you want to obtain the information.

Time Slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID. The filter is case sensitive.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:

Outgoing by Campaign Summary of autgoing calls in the especified time period by campaign.

15 minutes - - 15
m EXPDRT G0 TO SCHEDULE
Cont. Dur, Ring. Att,
Slice Campaign Tat, Ans. Ab, Cane. Shert Long % Ab. % CPH SPH Time Time Time
1 2021-09-01 10:00 - 10:15 campanaexitotelefonla [ (1] a [ o [ 0.00¢ 0.00 0 0 00:00:00 04:00:00 00:00:00
2 20270901 10015 - 1030 campanagxitotelefonia | 0 0 ] 0 b 0.0 .00 W0.00:00 0L [}
~ Click here to see the description of the report columns
~ SLICE
Time segment that will be used to create the summary report.
~ CAMPAIGN
Campaign ID.
~ TOTAL
Total number of outbound campaign calls.
~ ATTENDED
Total number of outbound campaign calls that were dealt with by at least one agent.
~ ABANDONED
Total number of outbound campaign calls abandoned.
~ CANCELED
Total number of outbound campaign calls that were canceled by the agent before contact was made.
» SHORT
Total outbound campaign calls that lasted less than the limit defined in the short interaction threshold but are not
ghost calls.
~ LONG
Total number of outbound campaign calls that lasted longer than the limit defined in the long interaction threshold.
~ % ANSWERED
100 * ( [Outbound calls connected] + [Outbound calls abandoned)] ) / [Outbound calls]
~ ABANDONED %
100 * [Outbound abandoned calls] / [Outbound calls]
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L

CPH
[Outbound calls] / ( [Time logged in] / 3600 )

SPH
[Successful outbound calls] / ( [Time logged in] / 3600 )

DURATION TIME

Total duration of the outbound campaign calls.

RINGING TIME
Total ringing time for outbound campaign calls (including transfer time).

ATTENTION TIME

Total attention time spent on agent’s outbound calls.

WRAP UP TIME

Total wrap-up time for outbound campaign calls for all agents.

TIME BEFORE ABANDONED

Total abandon time of outbound campaign calls.

HOLD TIME
Total time on hold of outbound campaign calls for all agents.

TRANSFER TIME

Total transfer time of outbound campaign calls.

AVERAGE DURATION TIME

([Duration of outbound calls] / ( [Outbound Calls] - [Dialer calls canceled] )

CALLS AVERAGE RINGING TIME
[Outbound calls ringing time] / ( [Outbound calls] - [Canceled dialer calls] )

AVERAGE ATTENTION TIME

[Outbound calls attention time] / [Outbound answered calls]

AVERAGE WRAP UP TIME

[Outbound calls wrap-up time] / [Outbound answered calls]

AVERAGE ABANDON TIME

[Outbound calls abandon time] / [Outbound abandoned calls]

AVERAGE HOLD TIME
[Outbound calls hold time] / [Outbound calls with hold]

MAXIMUM DURATION TIME

Maximum duration of an outbound campaign call.

MAXIMUM RINGING TIME

Maximum ringing time for an outbound campaign call.

MAXIMUM ATTENTION TIME

Maximum attention time for an outbound campaign call.

MAXIMUM WRAP-UP TIME

Maximum wrap-up time for an outbound campaign call.

MAXIMUM HOLD TIME

Maximum time on hold for an outbound campaign call.

% BUSY AGENTS
100 * [Time spent on the campaign] / ( [Time in Available state] + [Time in No ACD state] )

% ATTENDING AGENTS
100 * [Time attending] / ( [Time in Available state] + [Time attending in No ACD state] )

LOGGED TIME

Total time that the agents remained logged in and assigned to the campaign.
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» ACTIVE TIME

Total time agents were available in the campaign.

« STAFF TIME

Total time agents were busy with a conversation (multiple simultaneous conversations for a single agent do not
count).

~ LOGGED-IN AGENTS

Agent logged-in sessions after a long period of being logged out. If checked daily, it serves to distinguish connected
agents.

~ W/ HOLD

Number of outbound campaign calls put on hold at least once.

~ AVERAGE W/ HOLD

[Outbound calls with hold] / [Outbound answered calls]

~ W/ CONFERENCE
Number of outbound campaign calls switched to conference mode.

~ AVERAGE W/ CONFERENCE

[Outbound calls with conference] / [Outbound answered calls]

» TRANSFERRED

Number of outbound campaign calls that were transferred.

* TRANSFERRED TO AGENT

Number of outbound campaign calls that were transferred by an agent to another agent (only the first successful
transfer counts, or transfer attempt if it failed).

~ TRANSFERRED TO CAMPAIGN
Number of outbound campaign calls that were transferred by an agent to another campaign.

~ TRANSFERRED TO QUEUE

Number of outbound campaign calls that were transferred by an agent to the queue (only the first successful
transfer counts, or transfer attempt if it failed).

* TRANSFERRED TO NUMBER

Number of outbound campaign calls that were transferred by an agent to an external number (only the first
successful transfer counts, or transfer attempt if it failed).

~ AVERAGE TRANSFERRED
[Outbound calls transferred] / [Outbound answered calls]

~ AVERAGE TRANSFERRED TO AGENT

[Outbound calls transferred to agent] / [Outbound answered calls]

~ AVERAGE TRANSFERRED TO CAMPAIGN

[Outbound calls transferred to campaign] / [Outbound answered calls]

~ AVERAGE TRANSFERRED TO QUEUE

[Outbound calls transferred to queue] / [Outbound answered calls]

~ AVERAGE TRANSFERRED TO NUMBER
[Outbound calls transferred to an external number] / [Outbound answered calls]

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search
E How to set up Messenger messaging
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! How to associate a YouTube account
! How to associate an application from Google Play Store

! How to associate an application from the App Store

Email reports

"Email" reports provide detailed and summarized information on the performance and productivity of the agents in the campaigns associated with
the Email communication channel, as well as the detail and summary of the behavior of the interactions and the associated parameters of each
campaign.

The reports available in this category are:

~ Detail of active email conversations by campaign

This report provides detailed information on the email conversations that are active, that is, conversations that are taking place
when the report is generated. You can filter that information by campaign.

~ Email conversation threads by campaign

This report provides detailed information on the threads of each email conversation, that is, of all the messages exchanged in
said conversations in a certain period of time. You can filter that information by campaign.

~ Detail of email conversations by agent

This report provides detailed information on the email conversations that were generated in a certain period of time. You can
filter that information by agent.

~ Detail of email conversations by campaign

This report provides detailed information on the email conversations that were generated in a certain period of time. You can
filter that information by campaign

~ Detail of email conversations by level of attention

This report provides detailed information about email conversations that were generated in a given period of time. You can filter
that information by campaign, account, and attention level

~ Trace email conversations per campaign

This report provides detailed information on the progress in each of the steps that occurred in the email conversations that
were generated in a certain period of time; the information can be filtered by campaign.

*» Summary of incoming emails by campaign and agent

This report provides summary information of the incoming email messages, as well as the responses of the agents to said
messages that were generated in a certain period of time. You can filter that information by campaign and agent.

*» Summary of incoming emails by campaign

This report provides summary information about the conversations that were generated from incoming email messages, as well
as agent responses to those conversations that were generated in a certain period of time. You can filter the information by
campaign

~ |Incoming email summary by account

This report provides summary information about the conversations that were generated from incoming email messages, as well
as agent responses to those conversations that were generated in a certain period of time. You can filter the information by
account and campaign.

*~ Summary of incoming emails by account and agent

This report provides summary information of the incoming email messages, as well as the responses of the agents to said
messages that were generated in a certain period of time. You can filter that information by account and agent.

~ Summary of incoming emails by level of attention

This report provides summary information of the incoming email messages, as well as the responses of the agents to said
messages that were generated in a certain period of time. You can filter that information by campaign, account and assigned
attention level.

~ OQutbound email response summary by campaign and agent

This report provides summary information of the responses of the contacts to the outgoing emails of the i6 agents, as well as
the successive emails of the agents to said responses that were generated in a certain period of time. You can filter that
information by campaign and agent.

*~ Outbound email response summary by campaign
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This report provides summary information about the conversations that were generated from outgoing emails of i6 agents, as
well as agent responses to those conversations that were generated in a certain period of time. You can filter the information

by campaign.

*~ Summary of outgoing email responses by account
This report provides summary information about the conversations that were generated from outgoing emails of i6 agents, as
well as agent responses to those conversations that were generated in a certain period of time. You can filter the information
by campaign and account.

~ Outbound email response summary by account and agent
This report provides summary information of the responses of the contacts to the outgoing emails of the i6 agents, as well as
the successive emails of the agents to said responses that were generated in a certain period of time. You can filter that
information by account and agent.

~ Summary of outgoing email responses by level of care
This report provides summary information of the responses of the contacts to the outgoing emails of i6 agents, as well as the
successive emails of the agents to said responses that were generated in a certain period of time. You can filter that
information by campaign, account and assigned attention level.

~ |ndicators for incoming email conversations
This report provides daily information in real time for incoming email conversations and the messages received and sent in
those conversations that were generated in a certain period of time. You can filter that information by campaign in a certain
period of time.

Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store
Detail of active email conversations by campaign

This report provides detailed information on the email conversations that are active, that is, conversations that are taking place when the report is
generated. You can filter that information by campaign.

What is this report for?

Get the details of each of the active email conversations of a specific campaign for a desired period of time and thus verify the agent and the
address of the contact involved in said conversation.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

'ﬁ Haoime
2. Click on the "Email" report category:

ﬂ Home
ﬂ Team

L Call

E Chat
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Start date and end date: range for which you want to obtain the information.
Campaign: Campaign ID. It is mandatory to generate the report. When hovering over the filter, its description is displayed.

Conversation Status: the status of the email conversation

5. Click the "Execute" button to generate the report.

The information is displayed:

Detail of lives mails in the specified time perfod by campaign.

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~ ACCOUNT

ID of the account associated with the campaign

~ START DATE
The start date of the email conversation.

~ START DATE IN STATE
The start date of the email conversation in the selected state.

~ CONTACT NAME

Name of the contact.

~ CONTACT ADDRESS

Contact address.

~ AGENT
User ID of the agent involved in the email conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Detail of email conversations by agent
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This report provides detailed information on the finished email conversations that were generated in a certain period of time. You can filter that
information by agent.

What is this report for?

Get the details of each of the incoming and outgoing email conversations where a specific agent intervened for a desired period of time and thus
analyze the times of that agent's conversations.

This report also reflects each conversation’s classification (conversation outcome selected by the agent in their management application/CRM),
as well as whether it was transferred and has an associated ticket.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Ru.mlna Galperin NTERACTION INFIGURATION SUPERVISOR

i ) |

H Haome

2. Click on the "Email" report category:

f Home

FY team

Call

B cret
Contact Form
m Faceboaok

Instagram

Wiice Mail
Whatsapp
Youlube

3. Click on the detailed report "By Agent":
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& Trandher by Campaign

Inbound Indscators

4. Enter the required filters:

2021-10-28 [ 2021-10-28 [ All it

Start date and end date: range for which you want to obtain the information.

Agent: Agent user ID. It is mandatory to generate the report. When hovering over the filter, its description is displayed.

Initiative: indicate whether the conversation began with outgoing or incoming messages.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:

Detail of miil conversations tn the especified time period by agent.

~ Click here to see the description of the report columns
~ START DATE
The start date of the email conversation.

~ CAMPAIGN
Campaign ID.
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« ACCOUNT

ID of the account associated with the campaign.

= ATTENTION LEVEL
Last attention level assigned to the email conversation.

« INITIATIVE
Indicates whether the email conversation started with outgoing or incoming messages

~ ORIGIN

Indicates the type of the parent conversation.

« CONTACT NAME

Name of the contact.

~ ANSWER

Indicates whether the email conversation has at least one answer.

~ ANSWER DATE

Date of first reply email.

« EMAILS

Number of emails that were written in the conversation.

« AGENT RESPONSE

Total number of responses (written by the agent) in the email conversation

« ATTENTION START DATE

Email conversation start date.

~ END DATE

Email conversation end date.

~* DURATION TIME

Total duration time of the email conversation.

~ WAITING TIME
Total time the email conversation was on hold (includes time in queue, ACD, transferring, etc.).

~ ACD TIME

Time that elapsed while the email conversation was assigned to an agent, not including the time that elapsed while
the agent was booked and listening to the conversation (incoming only).

« TIME WAITING FOR ANSWER

If the conversation is inbound initiative, it is the time that elapsed while the agent was booked and the first response
was generated.

If the conversation is of outgoing initiative, it is the time that elapsed between the sending of the email and the first
answer of the contact.

« ATTENTION TIME

Time it took the agent to pay attention to the email conversation.

~ FINISHED

Indicates if the email conversation was finished when an agent had taken it (regardless of whether the agent did not
answer it).

« DISPOSITION
Email conversation disposition code (last page if defined as a tree).

~ ABSOLUTE DISPOSITION

Absolute disposition code (includes the entire tree path).

~« SUCCESS

Indicates if the last disposition code is taken as successful.

~ FROM
Indicates who sent the first email.
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~ FOR

Destination of the first email. In case there is more than one destination, they are separated with a space.
~ CC

CC destination of the first email. In case there is more than one destination, they are separated with a space.
~ SUBJECT

Subject of the first email.
~ ATTACHMENTS

Number of attachments in the first email.
~ SPAM

Indicates if the email conversation was marked as spam.
~* TRANSFERRED

Indicates if the email conversation was transferred (or was attempted to transfer) at least once.

~ TRANSFERRED OK
Indicates whether or not the transfer was successful.

~ TRANSFER TYPE
Transfer destination type: campaign, attention level, agent, queue, number.

~ TRANSFER DESTINATION

Destination address of the transfer.

~ CClI

Indicates whether the email conversation has CCl integration.

~ TICKET
Ticket associated with the email conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

Detail of email conversations by campaign

This report provides detailed information on the finished email conversations that were generated in a certain period of time. You can filter that
information by campaign.

What is this report for?

Get the details of each of the incoming and outgoing email conversations of a specific campaign for a desired period of time and thus analyze the
times of the conversations of the agents assigned to said campaign.

This report also reflects each conversation’s classification (conversation outcome selected by the agent in their management application/CRM),
as well as whether it was transferred and has an associated ticket.

To generate the report, follow these stepss:

1. Go to the "Reports" tab:

Romina Galperin
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2. Click on the "Mail" report category:

ﬂ Horme

u Chat
ntact Form
m Faceboaok

Instagram

B Twithexr
Woice Mail
. Whatsapp

Youluba

3. Click on the detailed report "By campaign":

ammipaign and Agent

ch

Hen
By Agent

By Att

. Br Campaign
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4. Enter the required filters:

Start date and end date: range for which you want to obtain the information.
Campaign: Campaign ID. When hovering over the filter, its description is displayed.

Initiative: indicate whether the conversation began with outgoing or incoming messages.

If you leave the Campaign filter blank, the report will show the information related to all campaigns

5. Click the "Execute" button to generate the report.
The information is displayed:

Detail of mail conrersarions in the especified time pertod by campaigr.

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~ START DATE
The start date of the email conversation.

~ ACCOUNT

ID of the account associated with the campaign.

~ ATTENTION LEVEL

Last attention level assigned to the email conversation.

~ INITIATIVE

~ ORIGIN
Indicates the type of the parent conversation.

~ FIRST AGENT

First agent to intervene in the email conversation.

~ CONTACT NAME

Name of the contact.
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~ ANSWER

Indicates whether the email conversation has at least one answer.

~ ANSWER DATE

Date of first reply email.

« EMAILS

Number of emails that were written in conversation.

~ AGENT RESPONSE

Total number of responses (written by agent) in email conversation.

« ATTENTION START DATE

Email conversation start date.

» END DATE
Email conversation end date.

~ DURATION TIME

Total duration time of the email conversation.

~ WAITING TIME
Total time the email conversation was on hold (includes time in queue, ACD, transferring, etc.).

~ ACD TIME

Time that elapsed while the email conversation was assigned to an agent, not including the time that elapsed while
the agent was booked and listening to the conversation (incoming only).

« TIME WAITING FOR ANSWER

If the conversation is inbound initiative, it is the time that elapsed while the agent was booked and the first response
was generated.

If the conversation is of outgoing initiative, it is the time that elapsed between the sending of the email and the first
answer of the contact.

« ATTENTION TIME

Time it took the agent to pay attention to the email conversation.

« DISPOSITION
Email conversation disposition code (last page if defined as a tree).

~ ABSOLUTE DISPOSITION

Absolute disposition code (includes the entire tree path).

«» SUCCESS

Indicates if the last disposition code is taken as successful.

~» FROM

Indicates who sent the first email.

« FOR
Destination of the first email. In case there is more than one destination, they are separated with a space.

~«CC

CC destination of the first email. In case there is more than one destination, they are separated with a space.

« SUBJECT

Subject of the first email.

« ATTACHMENTS
Number of attachments in the first email.

~ SPAM

Indicates if the email conversation was marked as spam.

* TRANSFERRED

Indicates if the email conversation was transferred (or was attempted to transfer) at least once.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

~ TRANSFERRED OK
Indicates whether or not the transfer was successful.

~ TRANSFER TYPE

Transfer destination type: campaign, attention level, agent, queue, number.

* TRANSFER DESTINATION

Destination address of the transfer.

~ CCI
Indicates whether the email conversation has CCI integration.

~ TICKET

Ticket associated with the email conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

Detail of email conversations by attention level

This report provides detailed information about finished email conversations that were generated in a given period of time. You can filter that
information by campaign, account, and attention level.

What is this report for?

Get the details of each of the incoming and outgoing email conversations that were assigned to the different attention levels associated with the
campaign accounts during a desired period of time and thus analyze the times of these conversations.

This report also reflects each conversation’s classification (conversation outcome selected by the agent in their management application/CRM),
as well as whether it was transferred and has an associated ticket.

To generate the report, follow these steps:

1. Go to the "Reports” tab:

Romina Galperin Nt M SUPERVISOR REPORTS
| ACD |»

ﬁ Haome

2. Click on the "Mail" report category:

ﬂ Horme
E Tesam

Call
g Chat
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3. Click on the detailed report "By Attention Level":

g by Campaign
ni

Message

ch il

Camipaign and Agent

Trace by Car
Transher by Campaign

Inbound Indsca

4. Enter the required filters:

Thernil uf mesif smmermeasi

Start date and end date: range for which you want to obtain the information.
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Campaign: Campaign ID.

Account: ID of the account associated with the campaign.

Attention level: attention level assigned to the conversation.

Initiative: indicate whether the conversation began with outgoing or incoming messages.

When hovering over the filters, their description is displayed

If you leave the Campaign, Account and/or Attention Level filter blank, the report will show the information related to
all campaigns, accounts and/or attention levels.

5. Click the "Execute" button to generate the report.

The information is displayed:

Detalle de conversaciones de mail en deferminads tiermpo por campaita, cuenba i nivel de afe

-

2016-11-01 & 2018-11-2

campcornmes Inconcen. proyec Nivel_1 Todas v

campcorren  inconcert proyectos@outiook ey Nivel 1 2016-11-08 185704  Ent Coreo  ageniel  Armande Corlez  Si 2016-11-08 193210 1 1 201611

campooeren  inconcert proyechos So

pok:es | Hwel 1 | 2046-11-08 20.0219  Ent Corren agenie1 Vanessa Ho N i o 2018-11

campeoiies  inconceilproyectoa @oulicok &3 Mivel 1 2018-11-08 20:00042  Ent Coiren agenite 1 Vanessa Ho MIA i L 2016-11
CAMPCOITED | INCONCeit proyscio &3 Mivel 1 2016-11.08 2001243  Ent Coren  agentel \Vanessa No NI& 1 0 2016-1
campoomes | inconcen.provectos@outiock.es  Mikel 1 2016-11-08908:41:55 Ent Comreo  agente1 Armando Cortez  No NIA 0 ] 2016-11

INoond eIt proyaclos ook &8 Nivel 1 2016-11-090030:52  Ent Careo agente Armands Corez  No M o ) 2078-1
campoomen  inconcertproyectos @outicok ea - Nivel 1 - 2016-11-09 123005 Ent Canran agentsl Vanszsa Ho MR {1 o 2016-11
campcoite | inconcert proyecios o Madel_1 | 2016-11-11 10:30:001  Enl Careo agentel Vanessa o Nia o o 2016-11
campcomes  inconceriproyecios Goutiook es  Nivel 1 2016-11-11 114307 Enl Caorren ageniel Vanessa Mo PUIA o o 2016-11
campcottes  nconcer proyecios Gouticok es | Nivel 1 016-11-11 115058  Enl Carren agente 1 Vanessa Si 2016-11-11 115246 2 1 201E-11

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~ ACCOUNT

ID of the account associated with the campaign.

~ ATTENTION LEVEL

Last attention level assigned to the email conversation.

~ START DATE
The start date of the email conversation.

~ INITIATIVE
Indicates whether the email conversation started with outgoing or incoming messages.

~ ORIGIN

Indicates the type of the parent conversation.

« FIRST AGENT
First agent to intervene in the email conversation.

~ CONTACT NAME
Name of the contact.
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~ ANSWER

Indicates whether the email conversation has at least one answer.

~ ANSWER DATE

Date of first reply email.

« EMAILS

Number of emails that were written in the conversation.

« AGENT RESPONSE
Total number of responses (written by the agent) in the email conversation

« ATTENTION START DATE

Email conversation start date.

» END DATE
Email conversation end date.

~ DURATION TIME

Total duration time of the email conversation.

~ WAITING TIME
Total time the email conversation was on hold (includes time in queue, ACD, transferring, etc.).

~ ACD TIME

Time that elapsed while the email conversation was assigned to an agent, not including the time that elapsed while
the agent was booked and listening to the conversation (incoming only).

« TIME WAITING FOR ANSWER

If the conversation is inbound initiative, it is the time that elapsed while the agent was booked and the first response
was generated.

If the conversation is of outgoing initiative, it is the time that elapsed between the sending of the email and the first
answer of the contact.

« ATTENTION TIME

Time it took the agent to pay attention to the email conversation.

« DISPOSITION
Email conversation disposition code (last page if defined as a tree).

~ ABSOLUTE DISPOSITION

Absolute disposition code (includes the entire tree path).

«» SUCCESS

Indicates if the last disposition code is taken as successful.

~» FROM

Indicates who sent the first email.

« FOR
Destination of the first email. In case there is more than one destination, they are separated with a space.

~«CC

CC destination of the first email. In case there is more than one destination, they are separated with a space.

« SUBJECT

Subject of the first email.

« ATTACHMENTS
Number of attachments in the first email.

~ SPAM

Indicates if the email conversation was marked as spam.

* TRANSFERRED

Indicates if the email conversation was transferred (or was attempted to transfer) at least once.
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~ TRANSFERRED OK
Indicates whether or not the transfer was successful.

~ TRANSFER TYPE

Transfer destination type: campaign, attention level, agent, queue, number.

* TRANSFER DESTINATION

Destination address of the transfer.

~ CCI
Indicates whether the email conversation has CCI integration.

~ TICKET

Ticket associated with the email conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

Trace email conversations by campaign

This report provides detailed information on the progress in each of the steps that occurred in the email conversations that were finished in a
certain period of time. The information can be filtered by campaign.

What is this report for?

Get the details of each trace of incoming and outgoing email conversations per campaign over a desired period of time, thus being able to
analyze the steps taken during each of the conversations and being able to know the exact date and time of these steps and the agents involved
in the conversation.

This report also reflects each conversation’s classification (conversation outcome selected by the agent in their management application/CRM),
as well as whether it was transferred and has an associated ticket.

To generate the report, follow these steps:

1. Go to the "Reports” tab:
Romina Galperin

on co |

2. Click on the "Mail" report category:

1 ome
EY ream
Can

B chai
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3. Click on the detailed report "Trace by Campaign":
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4. Enter the required filters:
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Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

Start date and end date: range for which you want to obtain the information.
Campaign: Campaign ID. When hovering over the filter, its description is displayed.

Initiative: indicate whether the conversation began with outgoing or incoming messages.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:

Step Origin Drigin Agent At Lev. Star Date End Date

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

« START DATE

The start date of the email conversation.

~ END DATE

Email conversation end date.

« ACCOUNT

ID of the account associated with the campaign.

= ATTENTION LEVEL
Last attention level assigned to the email conversation.

~ INITIATIVE

Indicates whether the email conversation started with outgoing or incoming messages.

~» ORIGIN

Indicates the type of the parent conversation.

~ FIRST AGENT

First agent to intervene in the email conversation.

~ CONTACT NAME
Name of the contact.

~ EMAILS

Number of emails that were written in the conversation.

~ DISPOSITION

Email conversation disposition code (last page if defined as a tree).

~ ABSOLUTE DISPOSITION
Absolute disposition code (includes the entire tree path).

~ SUCCESS

Indicates if the last disposition code is taken as successful.
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~ FROM

Indicates who sent the first email.
~ FOR

Destination of the first email. In case there is more than one destination, they are separated with a space.
« CC

CC destination of the first email. In case there is more than one destination, they are separated with a space.

« SUBJECT
Subject of the first email.

« ATTACHMENTS

Number of attachments in the first email.

« SPAM

Indicates if the email conversation was marked as spam.

« TICKET

Ticket associated with email conversation.

* TRANSFERRED
Indicates if the email conversation was transferred (or was attempted to transfer) at least once.

* TRANSFERRED OK

Indicates whether or not the transfer was successful.

* TRANSFER TYPE

Transfer destination type: campaign, attention level, agent, queue, number.

~ CCl
Indicates whether the email conversation has CCI integration.

~ Columnas del hilo de la conversacion
« Origin Step
Indicates how the email conversation reached this step (initial step, was transferred, was reopened, etc.).
~ Origin
Source of the email conversation step (agent or contact).

~ Agent

User ID of the agent that intervened in the email conversation step

~ Attention level
Level of attention assigned to the passage of the email conversation

~ Start date
The start date of the email conversation step

~ End date
The end date of the conversation step

« Start in Queued
The start date of the passage of the email conversation in the queue

~ Finished
Indicates whether in the step, the email conversation was finished. In the case of transferring it is taken as
finished

~ Duration Time
The total duration time of the email conversation step.

~ Time in queue
Total time in the step in which the email conversation remained in queue.

« Attention Time
Total time in the step that brought the agent the attention of the email conversation.
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~ Events
The number of email messages that occurred in the step.

~ Agents Events
The number of agent email messages that occurred in the step.

~ Transferred

Indicates whether the email conversation was transferred in the step (or attempted to be transferred) at least
once

~ Transferred Ok
Indicates whether or not the transfer was successful.

~ Transfer Type
Transfer destination type: campaign, attention level, agent, queue, number

~ Transfer Destination
Destination address of the transfer

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of incoming emails by campaign and agent

This report provides summarized information of the conversations that are generated from the incoming email messages, as well as the answers
of the agents to said conversations in a certain period of time. You can filter that information by campaign and agent.

What is this report for?
Get by agent in a specific campaign the summary of the number of conversations that were generated from incoming email messages over a

desired period of time, thus analyzing whether said agent is providing service within the allowed service level limits. The information in this report
is presented in a time segment, which can be: 15 minutes, 30 minutes, hour, day and month.

€3 This report can be used to compare times and performance of each of the agents assigned to the campaign.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin REPORTS
Ondine Mo ACD |w

“ Home

2. Click on the "Email" report category:

ﬂ Home

ﬂ Team
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4. Enter the required filters:
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Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Agent: Agent user id.

Filters are case sensitive.

If you leave the Campaign and/or Agent filter blank, the report will show the information related to all the campaigns
and/or agents.

5. Click the "Execute" button to generate the report.
The information is displayed:

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.
« SLICE

Time segment that will be used to create the summary report.

« AGENT

User ID of the agent who intervened in the incoming email conversations of the campaign

« TOTAL

Total number of finished email conversations which were generated from the email messages received in the
campaign assigned/taken by the agent. Includes reopened conversations.

~ W/ ANSWER
Total number of finished email conversations which were generated from email messages received in the campaign
that have at least one answer from the agent. Includes reopened conversations

~ W/O ANSWER
Total number of finished email conversations which were generated from the email
messages received in the campaign and which were finished without being answered by the
agent. Includes reopened conversations.

« 1ST ANSWER
Total number of finished incoming email conversations for the campaign, assigned/taken by the agent as the first
agent

« SL
Total number of incoming email conversations finished from the campaign which were managed within the "Service
Level Threshold". Reopened conversations that do not have at least one response from the agent will be taken into
account for the calculation of the service level.

~ % SL
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100 * [Total number of finished incoming email conversations from the campaign with positive SL] / [Total number of
finished incoming email conversations from the campaign]

~ AVERAGE EMAILS
[Total amount of inbound emails from the campaign assigned / taken by the agent] / [Finished inbound email
conversations from the campaign assigned / taken by the agent]

~ AVERAGE EMAILS AGENT

[Total number of agent reply emails in campaign's finished incoming email conversations] / [Total number of finished
campaign incoming email conversations with agent reply]

~ SPAM

Indicates the number of incoming emails from the campaign that were marked as SPAM by the agent.

~ AVERAGE WAITING TIME

[Waiting time on campaign's finished incoming email conversations] / [Campaign's finished incoming email
conversations that have been taken]

~ AVERAGE 1ST RESPONSE TIME
[Waiting time for attention on finished campaign incoming email conversations] / [Campaign’s finished incoming
email conversations with reply]

~ AVERAGE AGENT RESPONSE TIME

[Agent response time on finished inbound campaign conversations] / [Agent response emails on finished inbound
campaign conversations]

~ AVERAGE ATTENTION TIME

[Attention time on campaign’s finished email conversations] / [Campaign’s finished email conversations that have
been taken]

= CCI
Total inbound email conversations finished for the campaign, with CCl integration.

~ MAXIMUM SIMULTANEOUSLY ASSIGNED

Maximum number of inbound campaign email conversations assigned to the agent simultaneously

~ LOGGED TIME

Total time the agent stayed logged in and assigned to the campaign.

« ACTIVE TIME

Total time the agent spent in the "Available" state for the campaign

~ PAUSE TIME
Total time the agent spent in pause states for the campaign

~ % BUSY
100 * [Time busy in the campaign] / [Logged time]

% BUSY OTHER
100 * [Time busy in other campaigns] / [Logged time]

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of incoming emails by campaign
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This report provides summary information of the conversations that are generated from the incoming email messages, as well as the answers of
the agents to said conversations in a certain period of time, thus being able to filter the information by campaign.

What is this report for?

Get by campaign the summary of the number of conversations that were generated from incoming email messages over a desired period of time,
thus analyzing whether agents are providing service within the allowed service level limits. The information in this report is presented in a time

segment, which can be: 15 minutes, 30 minutes, hour, day and month.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Ga!p-enn MtER T NFGURATION S

'ﬁ Haoime
2. Click on the "Email" report category:

ﬂ Horme

B Te=am

Call

E Chat

Contacl Form

Whatsapp
Youltube

3. Click on the "Inbound by Campaign" summarized report:

Inboumnd by At Level
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4. Enter the required filters:

2021-10-28 [E5 2021-10-28 5 15 minutes . 15

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID. The filter is case sensitive.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:

Summary of inbound mails in the especified time peripd by campaign.

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~ SLICE
Time segment that will be used to create the summary report.
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« TOTAL

Total number of finished email conversations which were generated from incoming email messages in the campaign.

~« W/ ANSWER

Total number of finished incoming email conversations from the campaign with at least one answer from the agents.

~ W/O ANSWER

Total number of finished incoming email conversations from the campaign with no answer from agents.

~ SL
Total number of incoming email conversations finished from the campaign which were managed within the "Service
Level Threshold".

~ % SL
100 * [Campaign finished email incoming conversations with positive SL] / [Incoming finished email conversations of
the campaign]

~ AVERAGE EMAILS
[Total number of incoming campaign emails assigned/taken by agents] / [Incoming email conversations finished
from the campaign assigned/taken by agents]

* AVERAGE EMAILS AGENT

[Total number of agent response emails in incoming email conversations finished from the campaign] / [Total
number of incoming email conversations finished from the campaign with response]

~ SPAM

Indicates the number of incoming email conversations in the campaign that were marked as spam by the agent.

* AVERAGE WAITING TIME

[Waiting time on campaign's finished incoming email conversations] / [Campaign's finished incoming email
conversations that have been taken]

~ AVERAGE 1ST RESPONSE TIME
[Waiting time for attention on finished campaign incoming email conversations] / [Campaign’s finished incoming
email conversations with reply]

~ AVERAGE ATTENTION TIME

[Attention time on campaign’s finished email conversations] / [Campaign’s finished email conversations that have
been taken]

« CCI

Total inbound email conversations finished for the campaign, with CCl integration.

~ MAXIMUM SIMULTANEOUSLY ASSIGNED

Maximum number of incoming campaign email conversations assigned to agents simultaneously.

~ LOGGED TIME
Total time that the agents remained logged in and assigned to the campaign

~ ACTIVE TIME

Total time agents were available for the campaign.

« PAUSE TIME

Total time agents were paused for the campaign

« 0% BUSY
100 * [Busy time of agents in the campaign] / [Time logged in by agents in campaign]

~ % BUSY OTHER

100 * [Time occupied by agents in other campaigns] / [Time logged in by agents in the campaign]

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".
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Related Articles

! User search
! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of Incoming email by account

This report provides summary information of the conversations that are generated from the incoming email messages, as well as the answers of
the agents to said conversations in a certain period of time, thus being able to filter the information by account and campaign.

What is this report for?

It is used to obtain per account associated to a campaign the summary of the number of conversations that are generated from incoming emails
during a desired period of time and thus analyze if the agents are performing the attention in the allowed limits of service level. The information in
this report is presented in a time segment, which can be: 15 minutes, 30 minutes, hour, day and month.

To generate the report, follow these steps:

1. Go to the "Reports" tab:
Romina Galperin

H Haime

2. Click on the "Mail" report category:
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3. Click on the "Inbound by Account" summarized report:

Inboumnd by At Level
Inbound by Campaign

Inibx i Campangn
and

g by |:.:|-.|1|:|.:_1||;|1|

* DQuigoing by Campalgn
Wl

4. Enter the required filters:

2021-10-28 [ 2021-10:28 BB 15 minules

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Account: Account ID.

Filters are case sensitive.

If you leave the Campaign and/or Account filter blank, the report will show the information related to all the
campaigns and/or accounts.

5. Click the "Execute" button to generate the report.
The information is displayed:

Summury of inbound mails in the especified time period by campeign and account.
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~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~ ACCOUNT

ID of the account associated with the campaign

~ SLICE
Time segment that will be used to create the summary report.

~ TOTAL

Total number of finished conversations that were generated from incoming email messages in the account.

~ W/ ANSWER

Total number of incoming email conversations finished from the account with at least one answer from the agents.

= W/O ANSWER

Total number of incoming email conversations finished from the account with no answer from the agents.

= SL
Total number of incoming email conversations finished from the account which were managed within the "Service
Level Threshold".

~ % SL
100 * [Inbound email conversations finished from the account with positive SL] / [Incoming email conversations
finished from the account]

~ AVERAGE EMAILS

[Total amount of incoming emails from account assigned / taken by agents] / [Finished incoming email
conversations from account assigned / taken by agents]

~ AVERAGE EMAILS AGENT

[Total number of reply emails from agents in account's incoming email conversations] / [Total number of finished
account's incoming email conversations with reply]

~ SPAM
Indicates the number of email messages from the account that were marked as spam.

~ AVERAGE WAITING TIME
[Waiting time in incoming email conversations finished from the account] / [Incoming email conversations finished
from the account that have been taken]

~ AVERAGE 1ST RESPONSE TIME

[Waiting time for attention on incoming email conversations finished from the account] / [Incoming email
conversations from the account finished with an answer]

~ AVERAGE ATTENTION TIME

[Attention time on account's finished incoming email conversations] / [Account's finished incoming email
conversations that have been taken]

~ CClI

Total incoming email conversations finished from the account, with CCl integration.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search
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E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of incoming emails by account and agent

This report provides summary information of the conversations that were generated from the incoming email messages, as well as the responses
of the agents to said emails in a certain period of time, thus being able to filter the information by account and agent.

What is this report for?

Get by agent in a specific account the summary of the number of conversations that were generated from incoming email messages over a
desired period of time, thus analyzing whether said agent is providing service within the allowed service level limits. The information in this report
is presented in a time segment, which can be: 15 minutes, 30 minutes, Hour, Day and Month.

€} This report can be used to compare the times and performance of each of the agents assigned to the account.

To generate the report, follow these steps:

1. Go to the "Reports" tab:
Romina Galperin

2. Click on the "Mail" report category:
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3. Click on the summary report "Incoming by Account and Agent":

< Mail

Inboumd
Inbound by Camp

Inibx ¥
and Agent

¥ Dutgoing by Account

ing by Att Lewel

y |:.:|-.|1|:|.:_1||:|1|

] by Campaign
Wl

vy Campaign

4. Enter the required filters:

Summary.of

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Account: Account ID.
Agent: Agent user ID.

Filters are case sensitive

If you leave the Campaign, Account and/or Agent filter blank, the report will show information related to all
campaigns, accounts and/or agents

5. Click the "Execute" button to generate the report.

The information is displayed:
Summary of inbound mails in the especified time period by campaign, aecount and agent.

gzaffaron| 15
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~ Click here to see the description of the report columns.

~ CAMPAIGN
Campaign ID.

« ACCOUNT

Account ID associated with the campaign.

~ SLICE

Time segment that will be used to create the summary report

« AGENT
User ID of the agent who intervened in the incoming email conversations of the account

~ TOTAL

Total number of finished email conversations which were generated from the email messages received in the
account assigned/taken by the agent. Includes reopened conversations

~ W/ ANSWER

Total number of finished email conversations which were generated from email messages received in the account
that have at least one answer from the agent. Includes reopened conversations.

~ W/O ANSWER

Total number of finished email conversations which were generated from the email messages received in the
account and which were finished without being answered by the agent. Includes reopened conversations.

« 1ST ANSWER

Total number of finished incoming email conversations from the account, assigned/taken by the agent as the first
agent.

~ SL
Total number of incoming email conversations finished from the account which were managed within the "Service
Level Threshold". Reopened conversations that do not have at least one response from the agent will be taken into
account for the calculation of the service level.

~ % SL

100 * [Total number of incoming mail conversations finished from the account with positive SL] / [Total number of
incoming email conversations finished from the account]

~ AVERAGE EMAILS

[Cantidad total de correos entrantes de la cuenta asignados/tomados por el agente] / [Conversaciones de
correo entrantes finalizadas de la cuenta asignadas/tomadas por el agente]

~ AVERAGE EMAILS AGENT

[Total number of agent reply emails in incoming email conversations finished from the account] / [Total number of
incoming email conversations finished from the account with reply]

+ SPAM

Indicates the number of incoming emails from the account that were marked as SPAM by the agent.

~ AVERAGE WAITING TIME

[Waiting time in incoming email conversations finished from the account] / [Incoming email conversations finished
from the account that have been taken]

~ AVERAGE 1ST RESPONSE TIME

[Waiting time for attention on incoming email conversations finished from the account] / [Incoming email
conversations finished from the account with answer]

~ AVERAGE AGENT RESPONSE TIME

[Agent response time in finished inbound conversations from the account] / [Agent response emails in finished
inbound conversations from the account]

* AVERAGE ATTENTION TIME
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[Attention time in incoming email conversations finished from the account] / [Incoming email conversations finished
from the account that have been taken]

~ CClI

Total incoming email conversations finished from the account, with CCl integration.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of incoming emails by attention level

This report provides summary information of the conversations that are generated from the incoming email messages, as well as the answers of
the agents to said conversations in a certain period of time, thus being able to filter by campaign, account and assigned attention level.

What is this report for?

Obtain by attention level the summary of the number of conversations that were generated from the incoming email messages during a desired
period of time, and thus analyze the average times of the conversations. The information in this report is presented in a time segment, which can
be: 15 minutes, 30 minutes, hour, day and month.

To generate the report, follow these steps:

1. Go to the "Reports” tab:
Romina Galperin

ﬁ Home

2. Click on the "Email" report category:

1 tome
FY ream
Call

=, [0

E Contact Form
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4. Enter the required filters:
Sarmndity q,’-i'!l."-ocu:ﬂ-'-

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Account: Account ID.
Attention level: attention level assigned to the conversation.

Filters are case sensitive.
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If you leave the Campaign, Account and/or Attention Level filter blank, the report will show the information related to
all campaigns, accounts and/or attention levels

5. Click the "Execute" button to generate the report.

The information is displayed:

Resumren de matls entranies en determinado periodo de fiempo por campafio, crenta y nivel de afencion

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~« ACCOUNT

Account ID associated with the campaign.

« ATTENTION LEVEL

Last level of attention assigned to finished incoming email conversations.

« SLICE
Time segment that will be used to create the summary report.

~ TOTAL

Total number of finished email conversations which were generated from the messages received assigned to the
attention level. Includes reopened conversations.

= W/ ANSWER

Total number of incoming email conversations assigned to the attention level and that were finished with at least
one answer from agents. Includes reopened conversations.

~ W/O ANSWER

Total number of incoming email conversations assigned to the service level and that were finished with no answer
from agents.

~ AVERAGE EMAILS

[Total number of incoming attention level emails assigned/taken by agents] / [Incoming email conversations finished
from the attention level assigned/taken by agents]

~ AVERAGE EMAILS AGENT

[Total number of response emails from agents in incoming email conversations from the attention level] / [Total
number of incoming email conversations finished from the answer level of attention]

« SPAM

Indicates the number of incoming email conversations finished in the attention level that were marked as spam.

~ AVERAGE WAITING TIME

[Waiting time in incoming email conversations finished from the attention level] / [Incoming email conversations
finished from the attention level that have been taken]

~ AVERAGE 1ST RESPONSE TIME

[Waiting time for attention in incoming email conversations finished from the attention level] / [Incoming email
conversations finished from the attention level with answer]

* AVERAGE ATTENTION TIME

[Attention time in incoming email conversations finished from the attention level] / [Incoming email conversations
finished from the attention level that have been taken]
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~ TRANSFER ATTENTION LEVEL
Finished incoming email conversations assigned to the attention level that were transferred to another attention
level.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! Cémo asociar una cuenta de Correo

! Test de Performance EMail

! Como modificar el tamafio maximo de imagenes adjuntas en un Email

! Como leer todos los correos relacionados a una misma conversacion ya finalizada

E Cémo agregar copia o copia oculta en un correo

Outbound email answer summary by campaign and agent

This report provides summary information of the conversations that were generated from outgoing email messages, customer responses to such
conversations, and successive agent emails to such responses in a given period of time. You can filter that information by campaign and agent.

What is this report for?

Obtain by agent in a specific campaign the summary of the number of conversations that were generated from outgoing email messages during a
desired period of time, thus being able to analyze the average times of the conversations. The information in this report is presented in a time
segment, which can be: 15 minutes, 30 minutes, Hour, Day and Month.

€3 This report can be used to compare the times and performance of each of the agents assigned to the campaign.

To generate the report, follow these steps:

1. Go to the "Reports" tab:
Romina Galperin

H Haime

2. Click on the "Email" report category:

ﬂ Horme
B Tesam

a Contact Form
m Facebook
Instadgram
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3. Click on the summary report "Outgoing by Campaign and Agent":

Lint

oount and

Inboumd b

i

4. Enter the required filters:

5 mindes r o,

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.

Agent: Agent user id.
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Filters are case sensitive.

If you leave the Campaign and/or Agent filter blank, the report will show the information related to all the campaigns
and/or agents.

5. Click the "Execute" button to generate the report.
The information is displayed:

Summary of outgoing mails and replies in the espeaified time period by campaign and agont

~ Click here to see the description of the report columns

« CAMPAIGN
Campaign ID.

= SLICE
Time segment that will be used to create the summary report.

« AGENT
User ID of the agent who was involved in the campaign's outgoing email conversations

~ TOTAL

Total number of finished email conversations which were generated from outgoing email messages in the
campaign. Includes reopened conversations.

~ W/ ANSWER

Total number of finished email conversations which were generated from outgoing email messages in the campaign
that have at least one answer from the client. Includes reopened conversations

~ W/O ANSWER

Total number of finished mail conversations which were generated from outgoing email messages in the campaign
which were finished without being answered by the client. Includes reopened conversations.

~ AVERAGE EMAILS

[Total number of outgoing emails from the campaign] / [Finished outgoing email conversations from the campaign]

« AVERAGE EMAILS AGENT

[Total number of agent reply emails in finished campaign outbound email conversations] / [Total amount of finished
campaign outbound email conversations with agent answer]

~« AVERAGE 1ST RESPONSE TIME

[Customer response timeout for campaign outbound email conversations finished] / [Campaign finished email
outbound conversations with customer response]

~ AVERAGE AGENT RESPONSE TIME

[Agent response time on finished campaign outbound conversations] / [Agent response emails on campaign
finished outbound conversations]

~« AVERAGE ATTENTION TIME

[Attention time in outgoing email conversations finished in the campaign] / [Outgoing email conversations finished in
the campaign]

~ CCI

Total outgoing email conversations finished for the campaign, with CCl integration.

* MAXIMUM SIMULTANEOUSLY ASSIGNED

Maximum number of outgoing campaign email conversations assigned to the agent simultaneously.
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~ LOGGED TIME

Total time the agent stayed logged in and assigned to the campaign.

~ ACTIVE TIME

Total time the agent spent in the "Available" state for the campaign.

~ PAUSE TIME

Total time the agent was paused for the campaign.

=~ %% BUSY
100 * [Time busy in the campaign] / [Logged time]

~ % BUSY OTHER
100 * [Time busy in other campaigns] / [Logged time]

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".
7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic

sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

Outbound email response summary by campaign

This report provides summary information of the conversations that are generated from the outgoing email messages, as well as the answers of
the clients to said conversations in a certain period of time, thus being able to filter the information by campaign.
What is this report for?

It can be Obtained by campaign the summary of the number of conversations that were generated from the outgoing email messages during a
desired period of time, and thus analyze the average times of the conversations. The information in this report is presented in a time segment,

which can be: 15 minutes, 30 minutes, hour, day and month

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romma Galgenn TERACTION REPORTS

H Haome

2. Click on the "Email" report category:

ﬂ Home
ﬂ Team

Cal
g Chat
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4. Enter the required filters:

2021-11-02 B 2021-11-02 [ 15 minutes
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Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID. The filter is case sensitive.

If you leave the Campaign filter blank, the report will show the information related to all campaigns..

5. Click the "Execute" button to generate the report.
The information is displayed:

Summary of outgoing muils and replies in the especified time period by campaign

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

« SLICE
Time segment that will be used to create the summary report.

« TOTAL

Total number of finished email conversations which were generated from outgoing email messages in the campaign.

» W/ ANSWER

Total number of outgoing email conversations finished from the campaign with at least one answer from clients.

~ W/O ANSWER

Total number of outgoing email conversations finished from the campaign with no answer from clients.

~ AVERAGE EMAILS
[Total number of outgoing emails from the campaign] / [Finished outgoing email conversations from the campaign]

~ AVERAGE EMAILS AGENT

[Total number of response emails from agents in finished campaign outbound email conversations] / [Total number
of finished campaign outbound email conversations with agent response]

« AVERAGE 1ST RESPONSE TIME

[Customer response timeout for campaign outbound email conversations finished] / [Campaign finished email
outbound conversations with customer response]

~ AVERAGE AGENT RESPONSE TIME

[Response time of agents in outbound conversations finished in the campaign] / [Response emails of agents in
outbound conversations finished in the campaign]

~ AVERAGE ATTENTION TIME
[Attention time in outgoing email conversations finished in the campaign] / [Outgoing email conversations finished in
the campaign]

« CCI

Total outgoing email conversations finished for the campaign, with CCI integration.

* MAXIMUM SIMULTANEOUSLY ASSIGNED

Maximum number of outgoing campaign email conversations assigned to agents simultaneously.
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~ LOGGED TIME
Total time that the agents remained logged in and assigned to the campaign.

~ ACTIVE TIME

Total time agents were available for the campaign.

~ PAUSE TIME

Total time agents were paused for the campaign.

=~ %% BUSY
100 * [Time busy in the campaign] / [Logged time]

~ % BUSY OTHER
100 * [Time busy in other campaigns] / [Logged time]

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of outgoing email responses by account

This report provides summary information of the conversations that are generated from the outgoing email messages, as well as the answers of
the clients to said conversations in a certain period of time, thus being able to filter the information by account and campaign.

What is this report for?
Obtain by account the summary of the number of conversations that were generated from the outgoing email messages during a desired period

of time, and thus analyze the average times of the conversations. The information in this report is presented in a time segment, which can be: 15
minutes, 30 minutes, hour, day and month.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin MTERACTION ONEIGURATION SUPERVISOR
O 3} |1-

'ﬁ Haome
2. Click on the "Email” report category:

ﬂ Horme
B Team
Call

n Chat
E Contact Form
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3. Click on the summary report "Outgoing by Account":
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4. Enter the required filters:

Sir

15

Start date and end date: range for which you want to obtain the information.
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Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Account: ID of the account associated with the campaign.

Filters are case sensitive.

If you leave the Campaign and/or Account filter blank, the report will show the information related to all the
campaigns and/or accounts

5. Click the "Execute" button to generate the report.
The information is observed:

Summary of outgoing mails and replies in the expecified time period by campaign, account and agent

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~« ACCOUNT

ID of the account associated with the campaign.

« SLICE

Time segment that will be used to create the summary report.

= TOTAL
Total number of finished conversations that were generated from outgoing email messages in the account.

~ W/ ANSWER

Total number of outgoing email conversations finished from the account with at least one answer from clients.

~» W/O ANSWER

Total number of outgoing email conversations finished from the account with no answer from clients.

* AVERAGE EMAILS

[Total number of outgoing emails from account] / [Outgoing email conversations finished from the account]

“ AVERAGE EMAILS AGENT

[Emails from agents in conversations generated from outgoing accounts] / [Conversations generated from outgoing
account emails]

~ AVERAGE 1ST RESPONSE TIME

[Customer response timeout in finished outbound account mail conversations] / [Outbound email conversations
finished from the account with customer response]

* AVERAGE AGENT RESPONSE TIME

[Agent response time in finished outbound conversations from the account] / [Agent response emails in finished
conversations from the account]

~ AVERAGE ATTENTION TIME

[Attention time in outgoing email conversations finished from the account] / [Outgoing email conversations finished
from the account]

~ CCI

Total outgoing email conversations finished from the account, with CCI integration.
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6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! Eliminar usuarios inconsistentes OCC

E DEPRECATED - Como realizar un backup de interacciones (exportando de Cassandra a una BD relacional)
E Coémo realizar el exportado de interacciones de Cassandra hacia SQL

! Como configurar "Anunciar posicion en cola” sin TTS

! Paso 1.3: S.0. Ubuntu 22.04.2 - Jammy

Summary of outgoing email responses by account and agent

This report provides summary information of the conversations that were generated from outgoing email messages, customer responses to such
conversations, and successive agent emails to such responses in a given period of time. You can filter that information by account and agent.

What is this report for?
Obtain by agent in a specific account the summary of the number of conversations that were generated from outgoing email messages during a

desired period of time, thus being able to analyze the average times of the conversations. The information in this report is presented in a time
segment, which can be: 15 minutes, 30 minutes, hour, day and month.

€ This report can be used to compare the times and performance of each of the agents assigned to the account of a campaign.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin MTERATTION IMFIGURATION CUPERVISOR REPORTS
( co |»

H Haome

2. Click on the "Mail" report category:

E Contact Form
El Facebook

Instagram
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3. Click on the summary report "Outgoing by Account and Agent":

<4 Mail
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Inbo Campaign
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ing by Campaign

4. Enter the required filters:

Liimmery of autpodng

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Account: Account ID.

Agent: Agent user id.
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Filters are case sensitive.

If you leave the Campaign and/or Agent filter blank, the report will show the information related to all the campaigns
and/or agents

5. Click the "Execute" button to generate the report.
The information is displayed:

Summary of outgotng mails and replies in the especified time pericd by campaign, account and agent.

~ Click here to see the description of the report columns.

~ CAMPAIGN
Campaign ID.

~« ACCOUNT

ID of the account associated with the campaign.

« SLICE

Time segment that will be used to create the summary report.

« AGENT
Agent user id.

~ TOTAL

Total number of finished email conversations which were generated from outgoing email messages in the account.
Includes reopened conversations.

» W/ ANSWER

Total number of finished email conversations which were generated from outgoing email messages in the account
that have at least one answer from the client. Includes reopened conversations.

~ W/O ANSWER

Total number of finished email conversations which were generated from outgoing email messages in the account
which were finished without being answered by the client. Includes reopened conversations.

~ AVERAGE EMAILS
[Total number of outgoing emails from account] / [Outgoing email conversations finished from the account]

~ AVERAGE EMAILS AGENT

[Total number of agent reply emails in finished outgoing email conversations from the account] / [Total number of
outgoing email conversations finished from the account with agent response]

« AVERAGE 1ST RESPONSE TIME

[Customer response timeout in finished outbound account mail conversations] / [Outbound email conversations
finished from the account with customer response]

~ AVERAGE AGENT RESPONSE TIME

[Agent response time in finished outbound conversations from the account] / [Agent response emails in finished
outbound conversations from the account]

~ AVERAGE ATTENTION TIME

[Attention time in outgoing email conversations finished from the account] / [Outgoing email conversations finished
from the account]

~ CCI

Total outgoing email conversations finished from the account, with CCI integration.
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6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
Summary of outgoing email responses by attention level

This report provides summary information of the conversations that are generated from the outgoing email messages, as well as the answers of
the clients to said conversations in a certain period of time, thus being able to filter by campaign, account and assigned attention level.

What is this report for?
Obtain by attention level the summary of the number of conversations that were generated from the outgoing email messages during a desired

period of time, and thus analyze the average times of the conversations. The information in this report is presented in a time segment, which can
be: 15 minutes, 30 minutes, Hour, Day and Month.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin MTERACTION INFIGURATION CUPERVISOF REPORTS
e D |1-

'ﬁ Home
2. Click on the "Mail" report category:

ﬂ Home

E Tesam

Call

E Chat
Contacl Form
m Facebook

Insiagram
il
) sms
B Twither

Wiice Mail
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4. Enter the required filters:

Siaremmaryoff ositgnai g rciis and repl

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Account: ID of the account associated with the campaign.
Attention level: attention level assigned to the conversation.

Filters are case sensitive.

If you leave the Campaign, Account and/or Attention Level filter blank, the report will show the information related to
all campaigns, accounts and/or attention levels

5. Click the "Execute" button to generate the report.
The information is displayed:

2
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Resumen de mails salfenfes § respuesins en determinado periodo de tiempo por campafia, qenta y nivel de atencidn

~ Click here to see the description of the report columns.

~ CAMPAIGN
Campaign ID.

~ ACCOUNT

ID of the account associated with the campaign.

« ATTENTION LEVEL

Last level of attention assigned to finished outgoing email conversations.

= SLICE
Time segment that will be used to create the summary report.

~ TOTAL

Total number of finished email conversations, generated from outgoing messages, assigned to the level of attention.
Includes reopened conversations.

~ W/ ANSWER

Total number of outbound email conversations assigned to the level of care and finished, with at least one response
from customers. Includes reopened conversations.

~ W/O ANSWER

Total number of outbound email conversations assigned to the level of care that were finished, with no response
from customers.

~ AVERAGE EMAILS

[Total number of outgoing emails from the account assigned to the level of care] / [Finished outgoing email
conversations from the account assigned to the level of care]

* AVERAGE EMAILS AGENT

[Total number of reply emails from agents on account's finished outgoing email conversations assigned to the level
of care] / [Total number of finished account's outgoing email conversations assigned to the attention level, with
response from agents]

» AVERAGE 1ST RESPONSE TIME

[Customer response timeout on finished outgoing email conversations from the account assigned to the level of
care] / [Outgoing finished mail conversations from the account assigned to the level of care, with response from the
customer]

~ AVERAGE AGENT RESPONSE TIME

[Response time of agents in finished outbound conversations of the account assigned to the level of care] /
[Response emails of agents in finished outbound conversations of the account assigned to the level of care]

~ AVERAGE ATTENTION TIME

[Attention time in outgoing email conversations finished from the account assigned to the attention level] / [Outgoing
email conversations finished from the account assigned to the attention level]

* TRANSFER ATTENTION LEVEL

Finished outgoing email conversations, assigned to the level of care, that were transferred to another level of care.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".
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Related Articles

! User search
! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Indicators for incoming email conversations

This report provides daily information in real time for incoming email conversations and the messages received and sent in those conversations
that were generated in a certain period of time. You can filter that information by campaign in a certain period of time.

What is this report for?

It is used to obtain daily information in real time for incoming email conversations in order to analyze the level of service that is being provided in
the last 24 and 48 hours, as well as to know how many of the incoming conversations are answered the same day they are created and how

many are active.

This report also indicates the number of messages (sent and received) generated by incoming email conversations.

To generate the report, follow these steps:

1. Go to the "Reports" tab:
Romina Galperin

H Home

2. Click on the "Email" report categoryl:
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3. Click on the "Inbound Indicators" report:

By Acpent
By Att Level

r Campaign
Thresds by lf_.jm;:-:_l:!']rl.
Trace by Campaign

4. Enter the required filters:

[
(=]
e
N
i
-
—
B e
=
[
]
[ ]
[
—
[
—
s
i
=
]
—
o

Start date and end date: range for which you want to obtain the information.

Campaign: Campaign ID.

If you leave the Campaign filter blank, the report will show the information related to all campaigns

5. Click the "Execute" button to generate the report.
The information is displayed:

Daily reaftime indicators for inbound mail conversations,
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~ Click here to see the description of the report columns

~ DATE
Date.

« CAMPAIGN
Campaign ID.

~» CONVERSATIONS

Total incoming email conversations (finished or not) for the campaign. Includes conversations on hold (Queued and
Waiting).

~ RECEIVED MESSAGES

Total emails received in the incoming conversations (finished or not) of the campaign. Includes conversations on
hold (Queued and Waiting).

~« SENT MESSAGES

Total emails sent in the incoming conversations (finished or not) of the campaign. Includes conversations on hold
(Queued and Waiting).

* AVERAGE EMAILS

Average number of emails (sent and received) per incoming conversation (finished or not) of the campaign.
Includes conversations on hold (Queued and Waiting).

~ SL 24

Total number of incoming email conversations (finished or not) from the campaign managed within the "Service
Level Threshold" in the last 24 hours.

~ % SL 24

Percentage of incoming email conversations (finished or not) from the campaign managed within the "Service Level
Threshold" in the last 24 hours.

« SL 48

Total number of incoming email conversations (finished or not) from the campaign managed within the "Service
Level Threshold" in the last 48 hours

~ % SL 48

Percentage of incoming email conversations (finished or not) from the campaign managed within the "Service Level
Threshold" in the last 48 hours.

~ AVERAGE WAITING TIME

Average wait time until incoming campaign email conversations are picked up by an agent.

~ AVERAGE ANSWER TIME

Average wait time from when incoming campaign email conversations are taken by an agent to the first answer from
the agent.

* OPEN CONVERSATIONS

Total incoming email conversations from the open campaign. Includes conversations on hold (Queued and Waiting).

~ OPEN TODAY

Total inbound email conversations from the open campaign created today. Includes conversations on hold (Queued
and Waiting).

~ ANSWERED CREATED TODAY

Total inbound campaign email conversations answered (open or finished) created today.

~ ANSWERED CREATED PREVIOUSLY

Total inbound campaign email conversations answered (open or finished) created before today.

~ FINISHED CREATED TODAY

Total inbound campaign email conversations finished created today.
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~ FINISHED CREATED PREVIOUSLY
Total inbound campaign email conversations finished created before today.

~ FINISHED UNANSWERED CREATED TODAY

Total inbound campaign email conversations finished without response and created today.

~ FINISHED UNANSWERED CREATED PREVIOUSLY

Total inbound campaign email conversations finished without response and created before today.

=~ OUT OF SCHEDULE

Total inbound campaign email conversations created outside of campaign hours.

~ BEFORE SCHEDULE
Total inbound campaign email conversations created before today's campaign time began.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: ""How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
Twitter Reports

"Twitter" reports provide detailed and summarized information on the performance and productivity of the agents in the campaigns associated
with the Twitter communication channel, as well as the detail and summary of the behavior of the interactions and the associated parameters of
each campaign.

The reports available in this category are:

~ Detail of active Twitter conversations by campaign

This report provides detailed information on the Twitter conversations that are active, that is, conversations that are taking
place when the report is generated, thus being able to filter said information by campaign

~ Twitter conversation threads by campaign

This report provides detailed information on the threads of each Twitter conversation, that is, all the messages exchanged in
those conversations over a certain period of time. This information can be filtered by campaign.

~ Detail of Twitter conversations by agent

This report provides detailed information on Twitter conversations that were generated in a given period of time; this
information can be filtered by agent

~ Detail of Twitter conversations by campaign

This report provides detailed information on the Twitter conversations that were generated in a given period of time; this
information can be filtered by campaign.

~ Detail of Twitter conversations by attention level

This report provides detailed information about Twitter conversations that were generated in a given period of time; this
information can be filtered by campaign, account, and attention level

~ Trace Twitter conversations by campaign

This report provides detailed information on the progress in each of the steps that occurred in the Twitter conversations that
were generated in a certain period of time; the information can be filtered by campaign

» Summary of incoming Tweets by campaign and agent

This report provides summary information of the incoming tweets (mentions and direct messages), as well as the responses of
the agents to said tweets that were generated in a certain period of time, being able to filter by campaign and account

~ Summary of incoming Tweets by campaign
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This report provides summary information about the conversations that were generated from incoming Tweets (mentions and
direct messages) as well as agent responses to those conversations that were generated in a certain period of time. You can
filter the information by campaign.

*~ Summary of incoming Tweets by account

This report provides summary information about the conversations that were generated from incoming Tweets (mentions and
direct messages) as well as agent responses to those conversations that were generated in a certain period of time. You can
filter the information by account and campaign

*~ Summary of incoming Tweets by attention level

This report provides summary information of the incoming tweets (mentions and direct messages), as well as the responses of
the agents to said tweets that were generated in a certain period of time, being able to filter by assigned level of attention

~ Summary of outgoing Tweet responses by campaign

This report provides summary information of the conversations that are generated from the appointments and responses of the
contacts to the outgoing tweets of the i6 agents that were generated in a certain period of time; being able to filter the
information by campaign

~ Summary of outgoing Tweet replies by campaign and agent

This report provides summary information of contacts' citations and responses to outgoing tweets from i6 agents that were
generated in a given period of time, thus being able to filter the information by campaign and agent.

*~ Summary of outgoing Tweet replies by account

This report provides summary information of the conversations that are generated from the appointments and responses of the
contacts to the outgoing tweets of the i6 agents that were generated in a certain period of time; being able to filter the
information by account

~ Summary of outgoing Tweet replies by attention level

This report provides summarized information on comments made by contacts in outgoing tweets by i6 agents, as well as agent
responses to those comments that were generated over a certain period of time. This information can be filtered by assigned
attention level.

*» Summary of outgoing Tweet replies per tweet

This report provides summary information of the conversations that are generated from the appointments and responses of the
contacts to the outgoing tweets of the i6 agents that were generated in a certain period of time; being able to filter the
information by tweet

~ Indicators for incoming Tweets

This report provides daily information in real time for inbound Twitter conversations and messages received and sent in those
conversations that were generated over a certain period of time. The information can be filtered by campaign

~ Indicators for outgoing Tweets
This report provides daily information in real time for outbound Twitter conversations (originated by contacts’ comments on i6

agents’ posts) and messages received and sent in those conversations that were generated over a certain period of time. This
information can be filtered by campaign.

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Detalil of active Twitter conversations by campaign

This report provides detailed information on the Twitter conversations that are active, that is, conversations that are taking place when the report
is generated, thus being able to filter said information by campaign.

What is this report for?

Get the details of each of the active twitter conversations of a specific campaign for a desired period of time and thus verify the agent and the
contact address involved in said conversation.

To generate the report, follow these steps:
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1. Go to the "Reports" tab:
Romina Galperin

H Hame

2. Click on the "Twitter" report category:

Whalsapp

Youlube

3. Click on the detailed report "Lives by Campaign":
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y Campaign

Inboand Indicataors

Outgoing Indicators

4. Enter the required filters:

2021-11-02 2021-11-02 = ( Al v 15

Start date and end date: range for which you want to obtain the information.
Campaign: Campaign ID. It is mandatory to generate the report. When hovering over the filter, its description is displayed.

Conversation State: State of the Facebook conversation.

5. Click the "Execute" button to generate the report.
The information is displayed:

Detail of live tuitter eonversationsin the specified time period by campaigr.

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID

~ ACCOUNT

ID of the account associated with the campaign

« START DATE

The start date of the twitter conversation.

~ START DATE IN STATE
Start date in Twitter conversation status

~ CONTACT NAME

Name of the contact

~ CONTACT ADDRESS

Contact address.

~ AGENT
User ID of the agent involved in the Twitter conversation

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".
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7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Twitter conversation threads by campaign

This report provides detailed information on the threads of each Twitter conversation, that is, all the messages exchanged in those conversations
over a certain period of time. This information can be filtered by campaign.

What is this report for?
Get the details of each of the incoming and outgoing threads of Twitter conversations by campaign during a desired period of time and thus

analyze the text of each of the messages exchanged between the agent assigned to the account of said campaign and the contact, thus being
able to know the exact date and time of the messages and agents involved in the conversation.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

REPORTS

H Hame

2. Click on the "Twitter" report category:

ﬂ' Home

ntact Foarm

B Facabook

Instagram
Mall

Vinice Mad

Whalsapp
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Youlube

3. Click on the "Threads by Campaign" detailed report:

by Tweset

By Agent

By Al Level

4. Enter the required filters:

Al

Start date and end date: range for which you want to obtain the information.

Campaign: Campaign ID. When hovering over the filter, its description is displayed.

If you leave the Campaign filter blank, the report will show the information related to all campaigns

5. Click the "Execute" button to generate the report.
The information is displayed:

Threads of tustter- comwreations in the especified trme perind by campmgn.
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Crigin Agent Att Lev. Date

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~ START DATE
The start date of the twitter conversation.

~ END DATE

End date of the Twitter conversation.

~ ACCOUNT

Account ID associated with the campaign.

~ ATTENTION LEVEL
Last attention level assigned to the Twitter conversation.

~ INITIATIVE

Indicates whether the Twitter conversation started with outgoing or incoming messages.

~ SUB-TYPE

Twitter conversation sub-type (Facebook and Twitter).

~ CONTACT NAME

Name of the contact.

~ DISPOSITION
Twitter conversation disposition code (last page if defined as a tree).

~ ABSOLUTE DISPOSITION

Absolute disposition code (includes the entire tree path).

~ SUCCESS

If the last disposition code is a success.

~ ADDRESS
Contact address.

~ REPLIED TWEET
ID of the replied account's tweet.

~ ANSWERED MESSAGE

Replied account’s tweet message.

=~ INITIAL TWEET

Tweet that started the conversation.

=~ INITIAL MESSAGE
Text of the tweet message that started the conversation.

~ TICKET

Ticket associated with the Twitter conversation.

= Conversation thread columns
~ Origin
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Origin of the message of the Twitter conversation (agent or contact).

~ Agent
User ID of the agent who intervened in the message of the Twitter conversation.

~ Attention level
Attention level assigned to the message of the Twitter conversation.

~ Date
Date of the message of the Twitter conversation.

« Text
Twitter conversation message text.

~ Answer to
Username of the answered messages.

~ Contact Name
Name of the contact.

~ Address
Contact address.

~ Location
User location.

~ Followers
User followers.

~ Friends
People the user follows.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Detail of Twitter conversations by agent

This report provides detailed information on Twitter conversations that were generated in a given period of time; this information can be filtered by
agent.

What is this report for?

Get the details of each of the incoming and outgoing Twitter conversations where a specific agent intervened for a desired period of time and
thus analyze the times of that agent's conversations.

This report also reflects each conversation’s classification (conversation outcome selected by the agent in their management application/CRM),
as well as whether it was transferred and has an associated ticket.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin NTERACTION ONEIGURATION SUPERVISOR
{ 1 |-
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2. Click on the "Twitter" report category:

Vinice Mad

Whalsapp
Youlube

3. Click on the detailed report "By Agent":

Outgoing T
ACoount

by Tweet
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Inboand Indicataors

Outgoing Indicators

4. Enter the required filters:

2021-11-02 2021-11-02

Start date and end date: range for which you want to obtain the information.

Agent: Agent user id. It is mandatory to generate the report.

Initiative: Indicates whether the conversation started with outgoing or incoming messages.

When positioned on the filters, their description is displayed.

5. Click the "Execute" button to generate the report.
The information is displayed:

2021090

Detail of tusitter conversations in the especified time pariod by agent.

Gonzaio Bombi No NiA ) { 0

~ Click here to see the description of the report columns.

~ START DATE
The start date of the twitter conversation.

~ CAMPAIGN
Campaign ID.

~ END DATE

End date of the Twitter conversation.

~ ACCOUNT

Account ID associated with the campaign.

~ ATTENTION LEVEL
Last attention level assigned to the Twitter conversation.

~ INITIATIVE

Indicates whether the Twitter conversation started with outgoing or incoming messages.

~ SUB-TYPE

Twitter conversation sub-type (Facebook and Twitter).

~ FIRST AGENT

First agent to intervene in the Twitter conversation (even if they fail).

~ CONTACT NAME

Name of the contact.

~ ANSWERED
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Indicates whether the Twitter conversation was answered.

« 1ST RESPONSE DATE
Date of the first answer of the Twitter conversation.

~ MESSAGES

Number of messages written during the Twitter conversation

« AGENT MESSAGES

Number of messages written by the agent during the Twitter conversation.

« ATTENTION START DATE

Date of successful response to the Twitter conversation (the first if it was not filtered by the agent).

~ END DATE
The end date of the twitter conversation.

~ DURATION TIME

Total duration time of the Twitter conversation. Includes ghost and out-of-schedule conversations.

« WAITING TIME

Total time the Twitter conversation was on hold (includes time in queue, ACD, transferring, etc.).

~« ACD TIME

Time that elapsed while the Twitter conversation was assigned to an agent, not including the time that elapsed while
the agent was booked and listening to the conversation (incoming only).

= TIME WAITING FOR ANSWER
Time that elapsed while the agent was booked and attending the Twitter conversation

« ATTENTION TIME

Time it took the agent to effectively handle the Twitter conversation

~ DISPOSITION

Twitter conversation disposition code (last page if defined as a tree).

~ ABSOLUTE DISPOSITION
Absolute disposition code (includes the entire tree path).

« SUCCESS

If the last disposition code is a success.

« ADDRESS

Contact address.

« REPLIED TWEET

ID of the replied account's tweet

~ ANSWERED MESSAGE
Replied account’s tweet message

“ INITIAL TWEET

Tweet that started the conversation.

« INITIAL MESSAGE

Text of the message that started the Twitter conversation.

* TRANSFERRED
Indicates if the Twitter conversation was transferred (or was attempted to transfer) at least once.

* TRANSFERRED OK

Indicates whether or not the transfer was successful.

» TRANSFER TYPE

Transfer destination type: campaign, attention level, agent, queue, number.

* TRANSFER DESTINATION

Destination address of the transfer.
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~ CCI
Indicates whether the Twitter conversation has CClI integration.

~ TICKET

Ticket associated with the Twitter conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Detail of Twitter conversations by campaign

This report provides detailed information on the Twitter conversations that were generated in a given period of time; this information can be
filtered by campaign.

What is this report for?

Get the details of each of the incoming and outgoing Twitter conversations of a specific campaign for a desired period of time and thus analyze
the times of the conversations of the agents assigned to said campaign.

This report also reflects each conversation’s classification (conversation outcome selected by the agent in their management application/CRM),
as well as whether it was transferred and has an associated ticket.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

REPORTS

2. Click on the "Twitter" report category:

ﬂ' Horme
B Team

B Contact Form
(e
@ Instagram

il
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Vinice Mad

Whalsapp

Youlube
E Dhaler

3. Click on the detailed report "By Campaign":

Outgoing Tweels

By Agent

By Al Level

Outgaing Ind

4. Enter the required filters:

2021-11-02 ES Q| Al

©on

Start date and end date: range for which you want to obtain the information.

Campaign: Campaign ID. When hovering over the filter, its description is displayed.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.
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5. Click the "Execute" button to generate the report.
The information is displayed:

Detail of nuitter conversarions in the especified fime period by campaign.

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID

~ START DATE
The start date of the twitter conversation.

« ACCOUNT

Account ID associated with the campaign

« ATTENTION LEVEL

Last attention level assigned to the Twitter conversation.

« INITIATIVE

Indicates whether the Twitter conversation started with outgoing or incoming messages.

« SUB-TYPE
Twitter conversation sub-type (Facebook and Twitter).

« FIRST AGENT

First agent to intervene in the Twitter conversation (even if they fail).

« CONTACT NAME

Name of the contact.

~ ANSWERED

Indicates whether the Twitter conversation was answered.

« 1ST RESPONSE DATE
Date of the first answer of the Twitter conversation.

~+ MESSAGES

Number of messages written during the Twitter conversation.

« AGENT MESSAGES

Number of messages written by the agent during the Twitter conversation.

« ATTENTION START DATE
Date of successful response to the Twitter conversation (the first if it was not filtered by the agent).

~ END DATE

The end date of the twitter conversation.

~« DURATION TIME

Total duration time of the Twitter conversation. Includes ghost and out-of-schedule conversations.

= WAITING TIME
Total time the Twitter conversation was on hold (includes time in queue, ACD, transferring, etc.).

~ ACD TIME

Time that elapsed while the Twitter conversation was assigned to an agent, not including the time that elapsed while
the agent was booked and listening to the conversation (incoming only).
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~ TIME WAITING FOR ANSWER
Time that elapsed while the agent was booked and attending the Twitter conversation.

~ ATTENTION TIME

Time it took the agent to effectively handle the Twitter conversation.

~ DISPOSITION

Twitter conversation disposition code (last page if defined as a tree).

~ ABSOLUTE DISPOSITION
Absolute disposition code (includes the entire tree path).

~ SUCCESS

If the last disposition code is a success.

~ ADDRESS

Contact address.

~ REPLIED TWEET

ID of the replied account's tweet.

~ ANSWERED MESSAGE
Replied account’s tweet message.

~ INITIAL TWEET

Tweet that started the conversation.

* INITIAL MESSAGE

Text of the message that started the Twitter conversation.

~ TRANSFERRED
Indicates if the Twitter conversation was transferred (or was attempted to transfer) at least once.

~ TRANSFERRED OK

Indicates whether or not the transfer was successful.

~ TRANSFER TYPE

Transfer destination type: campaign, attention level, agent, queue, number.

* TRANSFER DESTINATION

Destination address of the transfer.

~ CCI
Indicates whether the Twitter conversation has CClI integration.

~ TICKET

Ticket associated with the Twitter conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

Detail of Twitter conversations by attention level
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This report provides detailed information about Twitter conversations that were generated in a given period of time; this information can be
filtered by campaign, account, and attention level.

What is this report for?

Get the details of each of the incoming and outgoing Twitter conversations that were assigned to the different attention levels associated with the
campaign accounts during a desired period of time and thus analyze the times of these conversations.

This report also reflects each conversation’s classification (conversation outcome selected by the agent in their management application/CRM),
as well as whether it was transferred and has an associated ticket.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

REPORTES

]
Chats Inlemat por Pror Agente Por Agente

2. Click on the "Twitter" report category:

ﬂ' Home

3. Click on the detailed report "By Attention Level":
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Wasgn

Lives By Campaign

Threads by Campaign

i Indscators

Outgaing Ind

4. Enter the required filters:

D] of nednier conversatiol

Start date and end date: range for which you want to obtain the information.
Campaign: Campaign ID.

Account: ID of the account associated with the campaign.

Attention level: attention level assigned to the conversation.

When hovering over the filters, their description is displayed

If you leave the Campaign, Account and/or Attention Level filter blank, the report will show the information related to
all campaigns, accounts and/or attention levels.

5. Click the "Execute" button to generate the report.

The information is displayed:
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~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

« ACCOUNT

Account ID associated with the campaign.

« ATTENTION LEVEL

Last attention level assigned to the Twitter conversation.

~ START DATE
The start date of the twitter conversation.

~ INITIATIVE

Indicates whether the Twitter conversation started with outgoing or incoming messages.

« SUB-TYPE

Twitter conversation sub-type (Facebook and Twitter).

« FIRST AGENT

First agent to intervene in the Twitter conversation (even if they fail).

~ CONTACT NAME
Name of the contact.

~ ANSWERED

Indicates whether the Twitter conversation was answered.

« 1ST RESPONSE DATE

Date of the first answer of the Twitter conversation.

~ MESSAGES

Number of messages written during the Twitter conversation.

~ AGENT MESSAGES

Number of messages written by the agent during the Twitter conversation.

« ATTENTION START DATE

Date of successful response to the Twitter conversation (the first if it was not filtered by the agent).

~ END DATE

The end date of the twitter conversation.

« DURATION TIME
Total duration time of the Twitter conversation. Includes ghost and out-of-schedule conversations.

~ WAITING TIME

Total time the Twitter conversation was on hold (includes time in queue, ACD, transferring, etc.).

« ACD TIME

Time that elapsed while the Twitter conversation was assigned to an agent, not including the time that elapsed while
the agent was booked and listening to the conversation (incoming only).

= TIME WAITING FOR ANSWER
Time that elapsed while the agent was booked and attending the Twitter conversation.

= ATTENTION TIME
Time it took the agent to effectively handle the Twitter conversation

~ DISPOSITION
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Twitter conversation disposition code (last page if defined as a tree).

~ ABSOLUTE DISPOSITION
Absolute disposition code (includes the entire tree path).

~ SUCCESS
If the last disposition code is a success.

~ ADDRESS

Contact address.

~ REPLIED TWEET

ID of the replied account's tweet.

~ ANSWERED MESSAGE
Replied account’s tweet message.

~ INITIAL TWEET

Tweet that started the conversation.

* INITIAL MESSAGE

Text of the message that started the Twitter conversation.

~ TRANSFERRED
Indicates if the Twitter conversation was transferred (or was attempted to transfer) at least once.

~ TRANSFERRED OK
Indicates whether or not the transfer was successful.

~ TRANSFER TYPE

Transfer destination type: campaign, attention level, agent, queue, number.

* TRANSFER DESTINATION

Destination address of the transfer.

~ CCI
Indicates whether the Twitter conversation has CClI integration.

~ TICKET

Ticket associated with the Twitter conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store
Trace Twitter conversations by campaign
This report provides detailed information on the tracing of incoming and outgoing Twitter conversations by campaign in a given period of time.

What is this report for?
Get the details of each trace of incoming and outgoing Twitter conversations per campaign over a desired period of time, thus being able to

analyze the steps taken during each of the conversations and being able to know the exact date and time of these steps and the agents involved
in the conversation.
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This report also reflects each conversation’s classification (conversation outcome selected by the agent in their management application/CRM),
as well as whether it was transferred and has an associated ticket.

To generate the report, follow these steps:

1. Go to the "Reports" tab:
Romina Galperin

ﬂ Hime

2. Click on the "Twitter" report category:

Viice Mad

Whalsapp
Youlube

3. Click on the detailed report "Trace by Campaign":
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By Agent
By At Level
BMpasgn

Lires By Campangn

Outgaing Indicators

4. Enter the required filters:

All 15

20211102 B4 2021-11-02

&

Start date and end date: range for which you want to obtain the information.

Campaign: Campaign ID. When hovering over the filter, its description is displayed.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:

Trace of tuittter conversations in'the especified time period by campirign,

Step Origin Origin Agent A Lav, Start Dane End Date Start in Queued Fim, Dizp

W00 18 05 4807 2020-08-18 095328 0-00-18 05480 YEs I
2020-09:18 0044 2020-09-18 065338 2020-09-18 05 4807 s {acional

~ Click here to see the description of the report columns
~ CAMPAIGN
Campaign ID.

~ START DATE
The start date of the twitter conversation.

~ END DATE
End date of the Twitter conversation.
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« ACCOUNT
Account ID associated with the campaign

« ATTENTION LEVEL

Last attention level assigned to the Twitter conversation

« INITIATIVE
Indicates whether the Twitter conversation started with outgoing or incoming messages

« SUB-TYPE
Twitter conversation sub-type (Facebook and Twitter).

« FIRST AGENT

First agent to intervene in the Twitter conversation (even if they fail).

« CONTACT NAME

Name of the contact.

~ DISPOSITION

Twitter conversation disposition code (last page if defined as a tree).

~ ABSOLUTE DISPOSITION
Absolute disposition code (includes the entire tree path).

~ SUCCESS

If the last disposition code is a success

~ ADDRESS

Contact address.

« REPLIED TWEET
ID of the replied account's tweet.

~ ANSWERED MESSAGE

Replied account’s tweet message.

“ INITIAL TWEET

Tweet that started the conversation.

~ INITIAL MESSAGE

Text of the message that started the Twitter conversation.

« TICKET
Ticket associated with the Twitter conversation

~ Conversation thread columns
~ Origin Step
It indicates how the Twitter conversation reached this step (initial step, it was transferred, it was reopened, etc.).
~ Origin
Origin of the message of the Twitter conversation (agent or contact).

~ Agent

User ID of the agent who intervened in the message of the Twitter conversation.

« Attention level
Attention level assigned to the message of the Twitter conversation.

~ Start date
Start date of the step of the Twitter conversation.

~« End date

End date of the Twitter conversation step.

~ Finished
Indicates whether the step of the Twitter conversation was finished when an agent had taken it (regardless of
whether the agent did not attend to it), or was transferring it.
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~ Duration time
TTotal duration time of the Twitter conversation step. Includes ghost and out-of-schedule conversations.

~ Attention time
Time that the agent took to take effective attention from the passage of the Twitter conversation.

~ Events
Number of events that occurred in the passage of the Twitter conversation.

~ Agents Events
Number of agent events that occurred in the step of the Twitter conversation.

~ Transferred

Indicates whether the step of the Twitter conversation was transferred (or attempted to be transferred) at least
one time.

= Transferred Ok
Indicates whether or not the transfer was successful.

~ Transfer Type
Transfer destination type: campaign, attention level, agent, queue, number.

~ Transfer Destination
Destination address of the transfer.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of incoming Tweets by campaign and agent

This report provides summary information of the incoming tweets (mentions and direct messages), as well as the responses of the agents to said
tweets that were generated in a certain period of time, being able to filter by campaign and account.

What is this report for?

Obtain by agent in a specific campaign the summary of the number of incoming tweets during a desired period of time and thus analyze if said
agent is performing the service in the allowed limits of service level. The information in this report is presented in a time segment, which can be:
15 minutes, 30 minutes, hour, day and month.

This report can be used to compare the times and performance of each of the agents assigned to the campaign.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin NFIGURATION
O CO |

H Haoime
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2. Click on the "Twitter" report category:

Viice Maid

Whalsapp
Youlube

going Tweat:
Lt

gobng Tweats
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4. Enter the required filters:

Summary €

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Agent: Agent user id.
Filters are case sensitive.

If you leave the Campaign and/or Agent filter blank, the report will show the information related to all the campaigns
and/or agents.

5. Click the "Execute" button to generate the report.
The information is displayed:

Surnmary of inhourid hoeets (mentions ond direct messages) m the especified time period by sampaign end agent.

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~ SLICE

Time segment that will be used to create the summary report.

~ AGENT
User ID of the agent who intervened in the incoming campaign tweets.

~ TOTAL

Total number of incoming tweets (mentions and direct messages) assigned/taken by the agent

~ W/ ANSWER

Total number of incoming campaign tweets with agent answer

~ W/O ANSWER
Total number of incoming tweets from the campaign which have no answer from the agent.

~ MENTIONS

Total number of incoming campaign tweets that are mentions.

~ REPLY TWEETS

Total number of incoming tweets that are answers to campaign tweets.
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~ DIRECT MESSAGES
Total number of incoming campaign tweets that are direct messages.

~ SL
Total number of conversations that were generated from incoming campaign tweets which were answered within
the "Service Level Threshold."

~ % SL

100 * [Campaign inbound Tweet conversations with positive SL] / [Campaign incoming Tweet conversations]

~ AVERAGE MESSAGES

[Total messages in campaign incoming Twitter conversations] / [Campaign incoming Twitter conversations]

~ AVERAGE AGENT MESSAGES

[Agent messages in campaign incoming Twitter conversations] / [Campaign incoming Twitter conversations]

* AVERAGE RETWEETS 1ST MESSAGE

[Retweets about first message in incoming Twitter conversations from the campaign] / ( [Incoming Twitter
conversations from the campaign] - [Incoming Twitter conversations from the direct message campaign] )

* AVERAGE RETWEETS ANSWERS

[Retweets on replies to messages in incoming Twitter conversations from the campaign] / [Public replies to
messages in incoming Twitter conversations from the campaign]

~ AVERAGE RETWEETS RESPONSES AGENT
[Agent reply retweets to messages in incoming Twitter conversations from the campaign] / [Agent public answers to
messages in incoming Twitter conversations from the campaign]

~ AVERAGE WAITING TIME

[Wait Time in incoming Twitter conversations from the campaign] / [Incoming Twitter conversations from the
campaign]

« AVERAGE 1ST RESPONSE TIME

[Waiting time for attention in incoming Twitter conversations from the campaign] / [Incoming Twitter conversations
from the campaign with answer]

* AVERAGE ATTENTION TIME
[Attention time in incoming Twitter conversations from the campaign] / [Incoming Twitter conversations from the
campaign that have been taken]

~ CCI

Total incoming Twitter messages with CCI integration.

* MAXIMUM SIMULTANEOUSLY ASSIGNED

Maximum number of incoming campaign Twitter messages assigned to the agent simultaneously.

~« LOGGED TIME

Total time the agent stayed logged in and assigned to the campaign.

« ACTIVE TIME
Total time the agent spent in the "Available" state for the campaign.

~ PAUSE TIME

Total time the agent spent in pause states for the campaign.

« % BUSY
100 * [Time busy in the campaign] / [Logged time]

* % BUSY OTHER
100 * [Time busy in other campaigns] / [Logged time]

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles
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B User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of incoming Tweets by campaign

This report provides summary information about the conversations that were generated from incoming Tweets (mentions and direct messages)
as well as agent responses to those conversations that were generated in a certain period of time. You can filter the information by campaign.

What is this report for?
Obtain by campaign the summary of the number of conversations that are generated from incoming tweets during a desired period of time and

thus analyze if the agents are performing the service in the allowed limits of service level. The information in this report is presented in a time
segment, which can be: 15 minutes, 30 minutes, Hour, Day and Month

£} This report can be used to monitor the number of incoming Twitter conversations by time frames and thus know what the peak time of the
campaign is, as well as knowing if all incoming conversations are being attended to and the service level that is being provided.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin MTERACTION INFIGURATION CUPERVISOR
e _'_:-|-

H Haime

2. Click on the "Twitter" report category:

ﬂ Home

Voice Mag

What
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E:3 Diater

3. Click on the "Inbound by Campaign" summarized report:

E Twitter

Inbound by A

Inboend by Att Leved

Inbound by Campaign
and Agent

plies Cutgoing Tweets
cooumt

ampaign and Agent

by Tweel

Hy Campaign

4. Enter the required filters:

2021-11-02 20211102 B 15 minutes | = . 15

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.The filter is case sensitive.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:

Stemmary of inbournd ruseets {) foria and direct dn the'espetificd time period by canipaigi.
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~ Click here to see the description of the report columns

« CAMPAIGN
Campaign ID.

~ SLICE

Time segment that will be used to create the summary report.

~ TOTAL

Total number of conversations that were generated from tweets received in the campaign, regardless of the number
of replies and messages exchanged in those conversations between agents and contacts.

~ W/ ANSWER

Total number of incoming Twitter conversations from the campaign with at least one answer from agents.

~ W/O ANSWER

Total number of incoming Twitter conversations from the campaign with no answer from agents.

* MENTIONS

Total number of incoming Twitter conversations from the campaign originating in mentions.

~ REPLY TWEETS

Total number of incoming Twitter conversations from the campaign originating in replies to tweets from the
campaign.

« APPOINTMENT

Total number of incoming Twitter conversations from the campaign originating in appointments.

~ DIRECT MESSAGES

Total number of incoming Twitter conversations from the campaign originating in direct messages.

« SL
Total number of conversations that were generated from incoming campaign tweets which were answered within
the "Service Level Threshold".

~ % SL

100 * [Campaign inbound Tweet conversations with positive SL] / [Campaign incoming Tweet conversations]

* AVERAGE MESSAGES

[Total messages in campaign incoming Twitter conversations] / [Campaign incoming Twitter conversations]

~ AVERAGE AGENT MESSAGES

[Total agent messages in campaign incoming Twitter conversations] / [Campaign incoming Twitter conversations

~ AVERAGE RETWEETS 1ST MESSAGE

[Retweets about first message in incoming Twitter conversations from the campaign] / ( [Incoming Twitter
conversations from the campaign] - [Incoming Twitter conversations from the direct message campaign])

~ AVERAGE RETWEETS ANSWERS

[Retweets on replies to messages in incoming Twitter conversations from the campaign] / [Public replies to
messages in incoming Twitter conversations from the campaign]

« AVERAGE RETWEETS RESPONSES AGENT

[Agent reply retweets to messages in incoming Twitter conversations from the campaign] / [Agent public answers to
messages in incoming Twitter conversations from the campaign]

~ AVERAGE WAITING TIME

[Wait Time in incoming Twitter conversations from the campaign] / [Incoming Twitter conversations from the
campaign]

~ AVERAGE 1ST RESPONSE TIME
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[Waiting time for attention in incoming Twitter conversations from the campaign] / [Incoming Twitter conversations
from the campaign with answer]

~ AVERAGE ATTENTION TIME

[Attention time in incoming Twitter conversations from the campaign] / [Incoming Twitter conversations from the
campaign that have been taken]

~ CCI
Total incoming Twitter messages with CCl integration.

~ MAXIMUM SIMULTANEOUSLY ASSIGNED

Maximum number of incoming campaign Twitter messages assigned to the agent simultaneously.

~ LOGGED TIME

Total time the agent stayed logged in and assigned to the campaign.

~ ACTIVE TIME
Total time the agent spent in the "Available" state for the campaign

~ PAUSE TIME

Total time the agent spent in pause states for the campaign

* % BUSY
100 * [Time busy in the campaign] / [Logged time]

~ % BUSY OTHER
100 * [Time busy in other campaigns] / [Logged time]

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: ""How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: ""How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of incoming Tweets by account

This report provides summary information about the conversations that were generated from incoming Tweets (mentions and direct messages)
as well as agent responses to those conversations that were generated in a certain period of time. You can filter the information by account and
campaign.

What is this report for?
It is obtain per account associated to a campaign, it contains the summary of the number of conversations that are generated from incoming

tweets during a desired period of time and thus analyze if the agents are performing the attention in the allowed limits of service level. The
information in this report is presented in a time segment, which can be: 15 minutes, 30 minutes, Hour, Day and Month.

€3 This report can be used to monitor the number of incoming Twitter conversations for periods of time and, in case of having more than one
Twitter account associated with the same campaign, know which is the account that handles the most conversations as well as knowing
the average times of these conversations.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin
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H Home

2. Click on the "Twitter" report category:

ﬁ Home

Viice Maid
Whalsapp
Youlube

3. Click on the "Inbound by Account" summarized report:

1 by ARt Leved
ind by Campaign

d by Campaign

ing Tweels

going Tweats
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Hy Campaign

4. Enter the required filters:

Summiary of inbo

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Account: Account ID, associated with the campaign.

Filters are case sensitive.

If you leave the Campaign and/or Account filter blank, the report will show the information related to all the
campaigns and/or accounts.

5. Click the "Execute" button to generate the report.
The information is displayed:

Surmmuary of inhound haeets (muntions and direct messages) m the especified time period by campaign and account,

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~ ACCOUNT

ID of the account associated with the campaign

~ SLICE

Time segment that will be used to create the summary report.

~ TOTAL

Total number of conversations were generated from tweets received in the account, regardless of the number of
replies and messages exchanged in those conversations between agents and contacts.

~ W/ ANSWER

Total number of incoming Twitter conversations from the campaign with at least one answer from agents.

~ W/O ANSWER

Total number of incoming Twitter conversations from the campaign with no answer from agents.
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~ MENTIONS

Total number of incoming Twitter conversations from the campaign originating in mentions.

~ REPLY TWEETS

Total number of incoming Twitter conversations from the campaign originating in replies to tweets from the
campaign.

~ APPOINTMENT

Total number of incoming Twitter conversations from the campaign originating in appointments.

~ DIRECT MESSAGES

Total number of incoming Twitter conversations from the campaign originating in direct messages.

=~ SL
Total number of conversations that were generated from incoming campaign tweets which were answered within
the "Service Level Threshold."

~ % SL

100 * [Campaign inbound Tweet conversations with positive SL] / [Campaign incoming Tweet conversations]

~ AVERAGE MESSAGES

[Total messages in campaign incoming Twitter conversations] / [Campaign incoming Twitter conversations]

~ AVERAGE AGENT MESSAGES

[Total agent messages in campaign incoming Twitter conversations] / [Campaign incoming Twitter conversations

~ AVERAGE RETWEETS 1ST MESSAGE

[Retweets about first message in incoming Twitter conversations from the campaign] / ( [Incoming Twitter
conversations from the campaign] - [Incoming Twitter conversations from the direct message campaign] )

~ AVERAGE RETWEETS ANSWERS

[Retweets on replies to messages in incoming Twitter conversations from the campaign] / [Public replies to
messages in incoming Twitter conversations from the campaign]

~ AVERAGE RETWEETS RESPONSES AGENT

[Agent reply retweets to messages in incoming Twitter conversations from the campaign] / [Agent public answers to
messages in incoming Twitter conversations from the campaign]

~ AVERAGE WAITING TIME
[Wait Time in incoming Twitter conversations from the campaign] / [Incoming Twitter conversations from the
campaign]

~ AVERAGE 1ST RESPONSE TIME

[Waiting time for attention in incoming Twitter conversations from the campaign] / [Incoming Twitter conversations
from the campaign with answer]

~ AVERAGE ATTENTION TIME

[Attention time in incoming Twitter conversations from the campaign] / [Incoming Twitter conversations from the
campaign that have been taken]

~ CClI

Total incoming Twitter messages with CCl integration.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging
E How to associate a YouTube account
E How to associate an application from Google Play Store

E How to associate an application from the App Store
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Summary of incoming Tweets by attention level

This report provides summary information of the incoming tweets (mentions and direct messages), as well as the responses of the agents to said
tweets that were generated in a certain period of time, being able to filter by assigned level of attention.

What is this report for?
Obtain, by attention level, the summary of the number of incoming tweets during a desired period of time, and thus analyze whether said agent is

performing the service within the permitted limits of the service level. The information in this report is presented in a time segment, which can be:
15 minutes, 30 minutes, hour, day and month.

&) This report can be used to monitor the amount of incoming Twitter conversations for periods of time from the different attention levels,
and in turn know how many of these conversations were transferred to another attention level, as well as to know the average times of
said conversations.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin ey A R e
{ NoACD |

H Home

2. Click on the "Twitter" report category:

ﬂ Horme

Vinice Mad

Whalsapp
Youlube
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4. Enter the required filters:

Inbound by

ound by Campaign
and Agent

Chutgoing Tweets
oLt

utgoing Tweeats

By .l"uE;J_-.i'.l
By Alt L

Hy Campaign

Sammary of mbound poeet (mentens and direcs messag

day and per month.

Campaign: Campaign ID.

Filters are case sensitive.

Account: Account ID associated with the campaign.

Attention level: attention level assigned to the conversation.

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per

If you leave the Campaign, Account and/or Attention Level filter blank, the report will show the information related to
all campaigns, accounts and/or attention levels.

5. Click the "Execute" button to generate the report.

The information is displayed:
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Surmmary of inbound tweres (mentions and direct meesuges) in the especified Hme period by campaipn, aovount and artention feuel,

~ Click here to see the description of the report columns

« CAMPAIGN
Campaign ID.

« ACCOUNT
Account ID associated with the campaign.

« ATTENTION LEVEL

Attention level assigned to incoming tweets.

« SLICE

Time segment that will be used to create the summary report.

= TOTAL
Total number of incoming tweets (mentions and direct messages) assigned to the attention level.

~ W/ ANSWER

Total number of incoming tweets assigned to the attention level with at least one answer from the agents.

= W/O ANSWER

Total number of incoming tweets assigned to the attention level which have no response from the agents.

* MENTIONS

Total number of tweets assigned to the attention level which are mentions.

« REPLY TWEETS
Total number of incoming tweets assigned to the attention level which are responses to tweets from the campaign.

~ DIRECT MESSAGES

Total number of incoming tweets assigned to the attention level which are direct messages.

* AVERAGE MESSAGES

[Total messages in incoming Twitter conversations assigned to the attention level] / [Incoming Twitter conversations
assigned to the attention level]

~ AVERAGE AGENT MESSAGES

[Messages from agents in incoming Twitter conversations assigned to the attention level] / [Incoming Twitter
conversations assigned to the attention level]

~ AVERAGE RETWEETS 1ST MESSAGE

[Retweets about first message in incoming Twitter conversations assigned to the attention level] / ( [Incoming
Twitter conversations assigned to the attention level] - [Incoming Twitter conversations assigned to the direct
message attention level] )

« AVERAGE RETWEETS REPLIES

[Retweets about replies to messages in incoming Twitter conversations assigned to the attention level] / [Public
replies to messages in incoming Twitter conversations assigned to the attention level]

~ AVERAGE RETWEETS AGENT RESPONSES

[Retweets on agent replies to messages in incoming Twitter conversations assigned to the attention level] / [Public
replies of the agent to messages in incoming Twitter conversations assigned to the attention level]

~ AVERAGE WAITING TIME

[Waiting time on incoming Twitter conversations assigned to the attention level] / [Incoming Twitter conversations
assigned to the attention level]
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~ AVERAGE 1ST RESPONSE TIME
[Waiting time for attention in incoming Twitter conversations assigned to the attention level] / [Incoming Twitter
conversations assigned to the attention level with answer]

~ AVERAGE ATTENTION TIME

[Answer time in incoming Twitter conversations assigned to the attention level] / [Incoming Twitter conversations
assigned to the attention level taken]

* TRANSFERRED TO ATTENTION LEVEL

Incoming Tweets assigned to the attention level which were transferred to another attention level.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of outgoing Tweet replies by campaign

This report provides summary information of the conversations that are generated from the appointments and responses of the contacts to the
outgoing tweets of the i6 agents that were generated in a certain period of time; being able to filter the information by campaign.

What is this report for?
It is to get by campaign the summary of the number of conversations generated from appointments and contact replies to i6 agents' outgoing

tweets over a desired period of time and thus analyze whether that agent is performing the service in the allowed service level limits. The
information in this report is presented in a time segment, which can be: 15 minutes, 30 minutes, Hour, Day and Month.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin NTERACTION INFIGURATION REPORTS
| I _II"

H Home

2. Click on the "Twitter" report category:

E Contact Form
E Facebook
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Inbound by Account
Inbownd by At Level
Inbound by Campaign

Inbound by Campaign
and Agent

utgoing Tweels
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Repli Litgoing Tw
b amipaign and Agent

Replies Outgoing Tw
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By At L
Hy Campaign

4. Enter the required filters:

[l

2021-11-02 B4 2021-11-02

R o
15 minuies

Start date and end date: range for which you want to obtain the information.
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Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID. The filter is case sensitive.

If you leave the Campaign filter blank, the report will show the information related to all campaigns

5. Click the "Execute" button to generate the report.
The information is displayed:

Summnry of outgoing tueets and replies in the especified time period by campaign.

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID

~ SLICE

Time segment that will be used to create the summary report

« TOTAL

Total number of conversations that were generated from [Appointments to outgoing campaign tweets] + [Replies to
outgoing campaign tweets], regardless of the number of messages and replies exchanged in such conversations
between agents and contacts.

~ REPLIES
Total number of conversations that were generated from replies to outgoing campaign tweets.

“ APPOINTMENT

Total number of conversations that were generated from appointments to outgoing campaign tweets.

~» W/ ANSWER

Total number of conversations that were generated from outgoing campaign tweets with at least one answer from
agents.

~» W/O ANSWER

Total number of conversations that were generated from outgoing campaign tweets with at least one answer from
agents.

= SL
Total number of conversations that were generated from outgoing campaign tweets which were responded to within
the "Service Level Threshold".

% SL

Total number of conversations that were generated from outgoing campaign tweets which were responded to within
the "Service Level Threshold."

L

* AVERAGE REPLIES

[Messages in responses to outgoing campaign tweets] / [Conversations generated from outgoing campaign tweets]

* AVERAGE AGENT RESPONSES
[Messages from agents in replies to outgoing campaign tweets] / [Conversations generated from outgoing campaign
tweets]

~ RESPONSE %

100 * [Messages from agents in responses to outgoing campaign tweets] / [Conversations generated from outgoing
campaign tweets]
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~ AVERAGE RETWEETS

[Retweets about responses to outgoing campaign tweets] / [Conversations generated from outgoing campaign
tweets]

~ AVERAGE RETWEETS ANSWERS

[Retweets to messages in responses to campaign tweets] / [Public messages in responses to campaign tweets]

~ AVERAGE RETWEETS RESPONSES AGENT

[Retweets to messages in responses to campaign tweets] / [Public messages in responses to campaign tweets]

~ AVERAGE WAITING TIME
[Wait time in responses to campaign tweets] / [Conversations generated from outgoing campaign tweets]

~ AVERAGE 1ST RESPONSE TIME

[Waiting time for attention on responses to campaign tweets] / [Conversations generated from outgoing campaign
tweets]

~ AVERAGE ATTENTION TIME

[Answer time in responses to campaign tweets] / [Conversations generated from outgoing campaign tweets taken]

~ CClI

Total number of conversations generated from outgoing campaign posts with CCl integration.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of outgoing Tweet replies by campaign and agent

This report provides summary information of contacts' citations and responses to outgoing tweets from i6 agents that were generated in a given
period of time, thus being able to filter the information by campaign and agent.

What is this report for?
It is to get the summary of appointments and replies from contacts to outgoing tweets from i6 agents per agent in a specific campaign over a

desired period of time and thus analyze if said agent is performing the service in the allowed limits of the service level. The information in this
report is presented in a time segment, which can be: 15 minutes, 30 minutes, hour, day and month.

) This report can be used to compare the times and performance of each of the agents assigned to the campaign.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin TERACTION ANFIEUEATION SUBFRVIZOR REPORTS
Onine No ACD [+

2. Click on the "Twitter" report category:
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-] Mail
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3. Click on the summary report "Outgoing by Campaign and Agent":

E Twitter

Inbodind by Acoount
Inbownd by At Level
Inbound by Campasgn
Campaign
going Tweets
oLt

Outgoing Tweets

By Alt L

By Campaign

4. Enter the required filters:
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Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Agent: Agent user id.

Filters are case sensitive.

If you leave the Campaign and/or Agent filter blank, the report will show the information related to all the campaigns
and/or agents

5. Click the "Execute" button to generate the report.
The information is displayed:

Summiry of outgoing fueets and replies i the espocified time period by sompaign and dgent

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

« SLICE

Time segment that will be used to create the summary report.

« AGENT
User ID of the agent who intervened in the conversations.

~ TOTAL

[Appointments to outgoing campaign tweets served by the agent] + [Replies to outgoing campaign tweets served by
the agent]

~ REPLIES

Total number of replies to outgoing campaign tweets served by the agent.

* APPOINTMENT

Total number of appointments from outgoing campaign tweets served by the agent.

~ W/ ANSWER
Total number of replies to outgoing campaign tweets with agent answer.

~ W/O ANSWER

Total number of replies to outgoing campaign tweets with no agent answer.

« SL
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Total number of campaign twitter conversations (originating from: [Appointments to outgoing campaign tweets
served by the agent] + [Replies to outgoing campaign tweets served by the agent]), which were responded by the
agent within the "Service Level Threshold."

~ % SL

100 * [Total number of conversations generated from outgoing campaign tweets with positive SL] / [Total number of
conversations generated from outgoing campaign tweets]

~ AVERAGE REPLIES
[Messages in reply to outgoing campaign tweets] / [Conversations generated from outgoing campaign tweets]

~ AVERAGE AGENT RESPONSES

[Agent messages in reply to outgoing campaign tweets] / [Conversations generated from outgoing campaign tweets]

~ RESPONSE %

100 * [Agent messages in reply to outgoing campaign tweets] / [Conversations generated from outgoing campaign
tweets]

~ AVERAGE RETWEETS

[Retweets about responses to outgoing campaign tweets] / [Conversations generated from outgoing campaign
tweets]

~ AVERAGE RETWEETS REPLIES

[Retweets about messages in reply to outgoing campaign tweets] / [Public messages in replies to campaign tweets]

~ AVERAGE RETWEETS RESPONSES AGENT

[Retweets about agent messages in reply to outgoing campaign tweets] / [Public messages from the agent in replies
to outgoing campaign tweets]

~ AVERAGE WAITING TIME
[Wait time in replies to outgoing campaign tweets] / [Conversations generated from outgoing campaign tweets]

~ AVERAGE 1ST RESPONSE TIME
[Waiting time for attention in replies to outgoing tweets] / [Conversations generated from outgoing campaign tweets]

~ AVERAGE ATTENTION TIME

[Answer time in reply to outgoing campaign tweets] / [Conversations generated from outgoing campaign tweets
taken]

~ CClI

Total number of conversations generated from outgoing campaign posts with CCl integration.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of outgoing Tweet replies by account

This report provides summary information of the conversations that are generated from the appointments and responses of the contacts to the
outgoing tweets of the i6 agents that were generated in a certain period of time; being able to filter the information by account.

What is this report for?
Get by account the summary of the number of conversations generated from appointments and contact replies to i6 agents' outgoing tweets over

a desired period of time and thus analyze whether that agent is performing the service in the allowed service level limits. The information in this
report is presented in a time segment, which can be: 15 minutes, 30 minutes, hour, day and month.
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To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin MTERACTION INFIGURATION CUPERVISOR REPORTS
O NGACD |

H Hame

2. Click on the "Twitter" report category:

ﬁ Home

Voice Mag

Whalsapp
Youlube

Inbound by Acoount
Inbownd by At Level
Inbound by Campaign

Inbound by Campaign

h tgoing Tweets
W Campaign
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Hy Campaign

4. Enter the required filters:

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Account: Account ID associated with the campaign.

Filters are case sensitive.

If you leave the Campaign and/or Account filter blank, the report will show the information related to all the
campaigns and/or accounts.

5. Click the "Execute" button to generate the report.

The information is displayed:

Summury of eutgoing fwests and replies in the expecified time period by campaign and docount,

~ Haz click aqui para ver la descripcion de las columnas del reporte.

~ CAMPAIGN
Campaign ID.

~ ACCOUNT
Account ID associated with the campaign

~ SLICE

Time segment that will be used to create the summary report.

~ TOTAL
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Total number of conversations that were generated from [Appointments to outgoing account tweets] + [Replies to
outgoing account tweets], regardless of the number of messages and replies exchanged in such conversations
between agents and contacts.

~ REPLIES
Total number of conversations that were generated from replies to outgoing campaign tweets.

« APPOINTMENT
Total number of conversations that were generated from appointments to outgoing campaign tweets.

~ W/ ANSWER

Total number of conversations that were generated from outgoing campaign tweets with at least one answer from
agents.

~ W/O ANSWER

Total number of conversations that were generated from outgoing campaign tweets with at least one answer from
agents.

= SL
Total number of conversations that were generated from outgoing campaign tweets which were responded to within
the "Service Level Threshold".

L

% SL

Total number of conversations that were generated from outgoing campaign tweets which were responded to within
the "Service Level Threshold."

* AVERAGE REPLIES

[Messages in responses to outgoing account tweets] / [Conversations generated from outgoing account tweets]

« AVERAGE AGENT RESPONSES

[Messages from agents in responses to outgoing account tweets] / [Conversations generated from outgoing account
tweets]

~ RESPONSE %

100 * [Messages from agents in responses to outgoing account tweets] / [Conversations generated from outgoing
account tweets]

~ AVERAGE RETWEETS

[Retweets about replies to outgoing account tweets] / [Conversations generated from outgoing account tweets]

* AVERAGE RETWEETS ANSWERS

[Retweets to messages in replies to outgoing account tweets] / [Public messages in replies to outgoing account
tweets]

~ AVERAGE RETWEET REPLIES AGENT

[Retweets to agent messages in replies to outgoing tweets from the account] / [Public messages from agents in
replies to outgoing tweets from the account]

~ AVERAGE WAITING TIME

[Wait time in replies to outgoing tweets from the account] / [Conversations generated from outgoing tweets from the
account]

« AVERAGE 1ST RESPONSE TIME

[Waiting time for attention on replies to outgoing account tweets] / [Conversations generated from outgoing account
tweets]

* AVERAGE ATTENTION TIME

[Answer time on replies to outgoing account tweets] / [Conversations generated from outgoing account tweets taken]

« CCI
Total conversations generated from outgoing tweets from the account with CCl integration.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".
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Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of outgoing Tweet replies by attention level

This report provides summarized information on comments made by contacts in outgoing tweets by i6 agents, as well as agent responses to
those comments that were generated over a certain period of time. This information can be filtered by assigned attention level.

What is this report for?

It is obtained by attention level, the summary of the number of comments and replies that are generated from the outgoing tweets of the i6 agents
during a desired period of time and thus analyze if the agents are performing the service within the allowed limits of the service level. The
information in this report is presented in a time segment, which can be: 15 minutes, 30 minutes, hour, day and month.

To generate the report, follow these steps:

1. Go to the "Reports" tab:
Romina Galperin

H Haime

2. Click on the "Twitter" report category:

B chat

G i
[£] Facenook
—
Mail

Youlube
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3. Click on the summary report "Outgoing by Level of Attention":

d by At Level
Inbownd Ll:,' l:,'i||r|4;|i|u_;|f|.

Inbound by Campaign
and Agent

leplies Owtgoing Tweets
oLt

atgn and Agent

Replies Outgoing Tweets
by Tweel

Bot
By .l"u:,u_-.ul
By Alt L

Hy Campaign

4. Enter the required filters:

Sy of outgemg reeety and repli

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Account: Account ID associated with the campaign.
Attention level: attention level assigned to the conversation.

Filters are case sensitive.

If you leave the Campaign, Account and/or Attention Level filter blank, the report will show the information related to
all campaigns, accounts and/or attention levels

5. Click the "Execute" button to generate the report.
The information is displayed:

Surnmary of cutgoing nisests and replies in the expecified time period by campaign, aeccunt and attontion level,

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~« ACCOUNT

Account ID associated with the campaign.

« ATTENTION LEVEL

Attention level assigned to appointments and replies to outgoing tweets from the campaign.

« SLICE
Time segment that will be used to create the summary report.

« TOTAL

[Appointments to outgoing campaign tweets assigned to the attention level] + [Replies to outgoing campaign tweets
assigned to the attention level]

« REPLIES

Total number of replies to outgoing campaign tweets assigned to the attention level

* APPOINTMENT

Total number of appointments from outgoing campaign tweets assigned to the attention level.

~ W/ ANSWER
Total number of replies to outgoing campaign tweets assigned to the attention level with agent answer.

~ W/O ANSWER

Total number of replies to outgoing campaign tweets assigned to the attention level with no agent answer

= SL
Total number of conversations generated from outgoing campaign tweets assigned to the attention level (originating
from: [Appointments of outgoing tweets assigned to attention level] + [Replies to outgoing tweets assigned to
attention level]) which were answered within the "Service Level Threshold."

~ % SL

100 * [Total number of conversations generated from outgoing campaign tweets assigned to the attention level with
positive SL] / [Total number of conversations that were generated from outgoing campaign tweets assigned to the
attention level]

~ AVERAGE REPLIES

[Messages in responses to outgoing campaign tweets assigned to the attention level] / [Total number of
conversations generated from outgoing campaign tweets assigned to the attention level]

« AVERAGE AGENT RESPONSES

[Messages from agents in responses to outgoing campaign tweets assigned to the attention level] / [Total number of
conversations generated from outgoing campaign tweets assigned to the attention level]

~« RESPONSE %

100 * [Messages from agents in responses to outgoing campaign tweets assigned to the attention level] / [Total
number of conversations generated from outgoing campaign tweets assigned to the attention level]

~ AVERAGE RETWEETS

[Retweets on replies to outgoing campaign tweets assigned to the attention level] / [Total number of conversations
generated from outgoing campaign tweets assigned to the attention level]

~ AVERAGE RETWEETS ANSWERS

[Retweets about messages in responses to outgoing campaign tweets assigned to the attention level] / [Public
messages in responses to outgoing campaign tweets assigned to the attention level]

* AVERAGE RETWEETS RESPONSES AGENT
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[Retweets about agent messages in responses to outgoing campaign tweets assigned to the attention level] / [Agent
public messages in responses to outgoing campaign tweets assigned to the attention level]

~ AVERAGE WAITING TIME

[Wait time in replies to outgoing campaign tweets assigned to the attention level] / [Total number of conversations
generated from outgoing campaign tweets assigned to the attention level]

~ AVERAGE 1ST RESPONSE TIME

[Waiting time for attention in replies to outgoing campaign tweets assigned to attention level] / [Total number of
conversations generated from outgoing campaign tweets assigned to attention level]

~ AVERAGE ATTENTION TIME

[Answer time in responses to outgoing campaign tweets assigned to the attention level] / [Total number of
conversations generated from outgoing campaign tweets assigned to the attention level]

~ CClI

Total conversations generated from outgoing campaign tweets assigned to the attention level with CCl integration.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of replies from outgoing tweets by tweet

This report provides summary information of the conversations that are generated from the appointments and responses of the contacts to the
outgoing tweets of the i6 agents that were generated in a certain period of time; being able to filter the information by tweet.

What is this report for?

Get by tweet the summary of the number of conversations generated from appointments and contact replies to i6 agents' outgoing tweets over a
desired period of time and thus analyze whether that agent is performing the service in the allowed service level limits. The information in this
report is presented in a time segment, which can be: 15 minutes, 30 minutes, hour, day and month.

To generate the report, follow these steps:

1. Go to the "Reports" tab:
Romina Galperin

ﬁ Haime
2. Click on the "Twitter" report category:

ﬂ' Home
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sSapp

Hy Campaign

4. Enter the required filters:

Surnsmary of ourpaing fu
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Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per

day and per month.

Campaign: Campaign ID.

Account: Account ID associated with the campaign.
Tweet: Tweet ID.

Filters are case sensitive

If you leave the Campaign, Account and/or Tweet filter blank, the report will show information related to all

campaigns, accounts and/or tweets

5. Click the "Execute" button to generate the report.

The information is displayed:

Summary of outgeing tiopets and e

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~« ACCOUNT

Account ID associated with the campaign.

« TWEET
Tweet ID.

« SLICE
Time segment that will be used to create the summary report.

« TOTAL

4

i

#5n the especified time period by campaign, account and fevet

Total number of conversations generated from [Tweet quotes] + [Tweet replies], regardless of the number of
messages and responses exchanged in those conversations between agents and contacts.

« REPLIES

Total number of conversations that were generated from replies to the outgoing tweet.

* APPOINTMENT

Total number of conversations that were generated from appointments to the outgoing tweet.

~ W/ ANSWER

Total number of conversations that were generated from the outgoing tweet with at least one answer from agents.

~ W/O ANSWER

Total number of conversations that were generated from the outgoing tweet with no answer from agents.

« SL

Total number of conversations that were generated from the outgoing tweet which were answered within the

“Service Level Threshold”.
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~ % SL

100 * [Conversations generated from outgoing tweet with positive SL] / [Conversations generated from outgoing
tweet]

~ AVERAGE REPLIES

[Messages in replies to outgoing tweet] / [Conversations generated from outgoing tweet]

~ AVERAGE AGENT RESPONSES

[Agent messages in replies to outgoing tweet] / [Conversations generated from outgoing tweet]

~ RESPONSE %
100 * [Agent messages in replies to outgoing tweet] / [Conversations generated from outgoing tweet]

~ RETWEETS ACCOUNT

Total number of retweets to the outgoing tweet of the account.

~ AVERAGE RETWEETS

[Retweets about replies to outgoing tweet] / [Conversations generated from outgoing tweet]

~ AVERAGE RETWEETS REPLIES

[Retweets to messages in replies to outgoing tweet] / [Public messages in replies to outgoing tweet]

~ AVERAGE RETWEET REPLIES AGENT
[Retweets to agent messages in replies to outgoing tweet] / [Agent public messages in replies to outgoing tweet]

~ AVERAGE WAITING TIME

[Wait time in replies to the outgoing tweet] / [Conversations generated from the outgoing tweet]

~ AVERAGE 1ST RESPONSE TIME

[Waiting time for attention in replies to the outgoing tweet] / [Conversations generated from the outgoing tweet]

~ AVERAGE ATTENTION TIME
[Answer time in replies to the outgoing tweet]/[Conversations generated from the outgoing tweet taken]

~ CClI

Total conversations generated from the outgoing tweet with CCl integration.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Indicators for incoming Tweets

This report provides daily information in real time for inbound Twitter conversations and messages received and sent in those conversations that
were generated over a certain period of time. The information can be filtered by campaign.

What is this report for?

It gets real-time daily information for incoming Twitter conversations in order to analyze the service level that is being provided in the last 24 and
48 hours. Learn how many of the incoming conversations are answered on the same day of their creation and how many are active.

This report also indicates the number of messages (incoming and outgoing) generated by incoming Twitter conversations.

To generate the report, follow these steps:

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!


https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/209682625/User+search
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639347/How+to+set+up+Messenger+messaging
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639882/How+to+associate+a+YouTube+account
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2539552804/How+to+associate+an+application+from+Google+Play+Store
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2539553150/How+to+associate+an+application+from+the+App+Store

Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

1. Go to the "Reports” tab:
Romina Galperin

ﬁ Home

2. Click on the "Twitter" report category:

3. Click on the "Inbound Indicators" report:
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Cutgokng Indicators

4. Enter the required filters:

2021-11-02 [ 2021-11-02 E 15

Start date and end date: range for which you want to obtain the information.

Campaign: Campaign ID.

If you leave the Campaign filter blank, the report will show the information related to all campaigns

5. Click the "Execute" button to generate the report.
The information is displayed:

Daily reaitime indiectors for inbouitd tueers,

~ Click here to see the description of the report columns

~ DATE
Date.

~ CAMPAIGN
Campaign ID.

~ CONVERSATIONS

Total incoming Twitter conversations (not including open conversations) from the campaign.

~ RECEIVED MESSAGES

Total messages received in the campaign's incoming Twitter conversations.

~ SENT MESSAGES

Total messages sent in the campaign's incoming Twitter conversations.

~ AVERAGE MESSAGES

Average number of messages (sent and received) per incoming Twitter conversation of the campaign.

~ SL 24

Total number of incoming campaign Twitter conversations served within the "Service Level Threshold" in the last 24
hours.

~ % SL 24
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Percentage of incoming campaign Twitter conversations served within the "Service Level Threshold" in the last 24
hours.

~ SL 48
Total number of incoming campaign Twitter conversations served within the "Service Level Threshold" in the last 48
hours.

~ % SL 48

Percentage of incoming Twitter conversations from the campaign served within the "Service Level Threshold" in the
last 48 hours.

~ AVERAGE WAITING TIME

Average wait time until incoming campaign Twitter conversations are taken over by an agent.

~ AVERAGE ANSWER TIME

Average wait time from when incoming campaign Twitter conversations are taken by an agent to the agent's first
answer.

~ OPEN CONVERSATIONS

Total open incoming campaign Twitter conversations.

~ OPEN TODAY

Total incoming Twitter conversations from the campaign created today.

~ ANSWERED CREATED TODAY

Total incoming campaign Twitter conversations answered and created today.

~* ANSWERED CREATED PREVIOUSLY
Total incoming campaign Twitter conversations answered created before today.

~ FINISHED CREATED TODAY
Total incoming Twitter conversations from the campaign finished created today.

~ FINISHED CREATED PREVIOUSLY

Total incoming campaign Twitter conversations finished created before today.

~ FINISHED UNANSWERED CREATED TODAY

Total incoming campaign Twitter conversations finished without an answer created today.

= FINISHED UNANSWERED CREATED PREVIOUSLY
Total incoming campaign Twitter conversations finished without response created before today

~ OUT OF SCHEDULE

Total incoming campaign Twitter conversations created outside of campaign hours.

~ BEFORE SCHEDULE

Total incoming Twitter conversations from the campaign before starting today's campaign schedule.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Indicators for outgoing Tweets
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This report provides daily information in real time for outbound Twitter conversations (originated by contacts’ comments on i6 agents’ posts) and
messages received and sent in those conversations that were generated over a certain period of time. This information can be filtered by
campaign.

What is this report for?

Get real-time daily information for outgoing Twitter conversations in order to analyze the service level that is being provided in the last 24 and 48
hours. Learn how many of the outgoing conversations are answered on the same day of their creation and how many are active.

This report also indicates the number of messages (sent and received) generated by outgoing Twitter conversations.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin HTERACTION T MEICURATION e PERVISOR REPORTS
{ i -|1

H Haome

2. Click on the "Twitter" report category:

B Contact Form
(e
ﬁ Insiagram

il

Viice Mad
What
Youlube

3. Click on the summary report "Outgoing Indicators":
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4. Enter the required filters:

o

2021-11-02 | 2021-11-02 B C 1

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID. The filter is case sensitive.

If you leave the Campaign filter blank, the report will show the information related to all campaigns

5. Click the "Execute" button to generate the report.
The information is displayed:

Daily realtime indicators for cuigoing fuers.

~ Haz click aqui para ver la descripcion de las columnas del reporte.

~ DATE
Date.

~ CAMPAIGN
Campaign ID.
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~ CONVERSATIONS

Total incoming Twitter conversations (not including open conversations) from the campaign.

~ RECEIVED MESSAGES

Total messages received in the campaign's incoming Twitter conversations.

« SENT MESSAGES

Total messages sent in the campaign's incoming Twitter conversations.

* AVERAGE MESSAGES
Average number of messages (sent and received) per incoming Twitter conversation of the campaign.

« SL 24

Total number of incoming campaign Twitter conversations served within the "Service Level Threshold" in the last 24
hours.

~ % SL 24

Percentage of incoming campaign Twitter conversations served within the "Service Level Threshold" in the last 24
hours

~ SL 48

Total number of incoming campaign Twitter conversations served within the "Service Level Threshold" in the last 48
hours.

~ % SL 48

Percentage of incoming Twitter conversations from the campaign served within the "Service Level Threshold" in the
last 48 hours.

~ AVERAGE ANSWER TIME

Average wait time from when incoming campaign Twitter conversations are taken by an agent to the agent's first
answer.

* OPEN CONVERSATIONS

Total open incoming campaign Twitter conversations

~ OPEN TODAY
Total incoming Twitter conversations from the campaign created today.

~ ANSWERED CREATED TODAY

Total incoming campaign Twitter conversations answered and created today.

« ANSWERED CREATED PREVIOUSLY

Total incoming campaign Twitter conversations answered created before today.

~ FINISHED CREATED TODAY

Total incoming Twitter conversations from the campaign finished created today

« FINISHED CREATED PREVIOUSLY
Total incoming campaign Twitter conversations finished created before today

~ FINISHED UNANSWERED CREATED TODAY

Total incoming campaign Twitter conversations finished without an answer created today

~ FINISHED UNANSWERED CREATED PREVIOUSLY

Total incoming campaign Twitter conversations finished without response created before today.

~ OUT OF SCHEDULE

Total incoming campaign Twitter conversations created outside of campaign hours.

~ BEFORE SCHEDULE

Total incoming Twitter conversations from the campaign before starting today's campaign schedule.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".
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Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store
WhatsApp reports

WhatsApp reports provide detailed and summarized information on the performance and productivity of the agents in the campaigns associated
with the WhatsApp communication channel, as well as the detail and summary of the behavior of the interactions and the associated parameters
of each campaign.

The reports available in this category are:

~ Detall of active WhatsApp conversations by campaign

This report provides detailed information on the WhatsApp conversations that are active, that is, conversations that are taking
place when the report is generated, thus being able to filter said information by campaign

~ Detail of bot WhatsApp conversations in a certain account and campaign

This report provides detailed information on the WhatsApp conversations made by a bot, in a given period of time; being able
to filter said information by campaign.

~ WhatsApp conversation threads by campaign

This report provides detailed information on the threads of each WhatsApp conversation, that is, of all the messages
exchanged in said conversations in a certain period of time, thus being able to filter said information by campaign.

~ Detail of WhatsApp conversations by agent

This report provides detailed information on the WhatsApp conversations generated by a specific agent in a certain period of
time, thus being able to filter said information by incoming or outgoing conversations.

~ Detail of WhatsApp conversations by campaign

This report provides detailed information on the WhatsApp conversations that were generated in a certain period of time, thus
being able to filter this information by campaign and by incoming or outgoing conversations.

~ Detail of WhatsApp conversations by attention level

This report provides detailed information about WhatsApp conversations that were generated in a given period of time. You
can filter that information by campaign, account, and attention level.

~ Trace WhatsApp conversations by campaign

This report provides detailed information on the progress in each of the steps that occurred in the WhatsApp conversations that
were generated in a certain period of time; the information can be filtered by campaign.

*~ Summary of incoming WhatsApp messages by campaign and agent

This report provides summary information of the incoming WhatsApp messages, as well as the responses of the agents to said
messages that were generated in a certain period of time, thus being able to filter the information by campaign and agent.

*~ Summary of incoming WhatsApp messages by campaign

This report provides summary information about the conversations that were generated from incoming WhatsApp messages,
as well as agent responses to those conversations that were generated in a certain period of time. You can filter the
information by campaign.

*~ Summary of incoming WhatsApp messages by account

This report provides summary information about the conversations that were generated from incoming WhatsApp messages,
as well as agent responses to those conversations that were generated in a certain period of time. You can filter the
information by account and campaign.

~ Summary of incoming WhatsApp messages by attention level

This report provides summary information of the incoming WhatsApp messages, as well as the responses of the agents to said
messages that were generated in a certain period of time, thus being able to filter by campaign, account and assigned attention
level.

~ Summary of WhatsApp message responses in batch by campaign

This report provides summary information of the responses of the contacts to the WhatsApp messages sent to a batch of
contacts, as well as the successive messages of the agents to said responses that were generated in a certain period of time,
thus being able to filter the information by campaign and time slice.
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~ Summary of WhatsApp message responses in batch by campaign and agent
This report provides summary information of the responses of the contacts to the WhatsApp messages sent to a batch of
contacts, as well as the successive messages of the agents to said responses that were generated in a certain period of time,
thus being able to filter the information by campaign, time slice and agent.

~ Summary of WhatsApp Message Responses in Batch by Account
This report provides summary information of the responses of the contacts to the WhatsApp messages sent to a batch of
contacts, as well as the successive messages of the agents to said responses that were generated in a certain period of time,
thus being able to filter the information by campaign, time slice and account.

~ Summary of WhatsApp message responses in batch per message
This report provides summary information of the responses of the contacts to the WhatsApp messages sent to a batch of
contacts, as well as the successive messages of the agents to said responses that were generated in a certain period of time,
thus being able to filter the information by campaign, time slice, account and batch sent.

~ Summary of WhatsApp message responses in batch per message
This report provides summary information of the responses of the contacts to the WhatsApp messages sent to a batch of
contacts, as well as the successive messages of the agents to said responses that were generated in a certain period of time;
being able to filter the information by time slice, campaign, account and attention level.

*~ Summary of responses to outgoing WhatsApp messages by campaign and agent
This report provides summary information of the responses of the contacts to the outgoing WhatsApp messages, as well as the
successive messages of the agents to said responses that were generated in a certain period of time, thus being able to filter
the information by campaign and agent.

~ Summary of responses to outgoing WhatsApp messages by campaign
This report provides summary information about the conversations that were generated from outgoing WhatsApp messages,
as well as agent responses to those conversations that were generated in a certain period of time. You can filter the
information by campaign.

*» Summary of responses to outgoing WhatsApp messages by account
This report provides summary information about the conversations that were generated from outgoing WhatsApp messages,
as well as agent responses to those conversations that were generated in a certain period of time. You can filter the
information by campaign and account.

»~ Summary of responses to outgoing WhatsApp messages by attention level
This report provides summary information of the responses of the contacts to the outgoing WhatsApp messages, as well as the
successive emails of the agents to said responses that were generated in a certain period of time. You can filter that
information by campaign, account and assigned attention level.

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store
Detail of WhatsApp conversations by agent

This report provides information about the threads of WhatsApp conversations and you can filter this information by agent.

What is this report for?

Get the details of each of the incoming and outgoing WhatsApp conversations where a specific agent intervened for a desired
period of time and thus analyze the times of that agent's conversations.

This report also reflects each conversation’s classification (conversation outcome selected by the agent in their management
application/CRM), as well as whether it was transferred and has an associated ticket.

To generate this report you must:

1. Go to the "Reports" tab

Romina Galperin TERACTION
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2. Look for the category of "WhatsApp" reports and click on it

n Chat
E Contacl Form
m Facebook

acd Vioice Mail

Yot
E Dialar

3. Alist of reports will be displayed, in this case, select "By Agent"

Batch Message
aunt

Batch hps:
mipasgn

By Att Lewvel

By Campaign
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Transfer by Campaign

4. After determining the necessary filters o , click the "Execute" button

2021-11-02 EE 2021-11-02 EH All

L

Start date and end date: Period of time from which information is required.
Agent: ID of the agent who intervened in the conversations to be filtered.

Rows: Maximum number of rows the report will have per page.

5. Then the information determined by the filters will be displayed

Detail of wh op

i the

~ Click here to see the description of the report columns
~ START DATE

The date and time the conversation started.

~ CAMPAIGN
Campaign to which the account in which the conversation was generated belongs.

~ ACCOUNT

WhatsApp account ID in which the conversation was generated.

= ATT. LEVEL
Attention level assigned to the conversation

= CONTACT NAME
Name of the contact who generated the conversation.

~ RESP.

Indicates whether or not the conversation got an answer.
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« 1ST RESP. DATE
If the message was answered, indicate the date of the first one.

~ MSGS

Total number of messages written during the conversation.

« CLIENT MSG

Number of messages written by the client during the conversation.

« MSG AG.
Number of messages written by the agent during the conversation.

« MSG BOT

Number of messages written by a bot during the conversation.

« START ATT. DATE

Date of successful care (the first if not filtered by the agent).

~ END DATE

The date and time the conversation ended.

« DUR. TIME
Total conversation time (includes ghost and after-hour conversations).

~« BOT TIME

Time the customer was talking to a BOT or IVR.

« WAIT TIME
Total time the conversation remained on hold (includes queue time, ACD, transferring, etc.).

~ ACD TIME

Seconds looking for agent, the time in which the reservation is created and attended is not included (only incoming
conversations).

~« WAIT ANS. TIME

Seconds before the agent's first response.

« ATT. TIME

Seconds it took the agent to take the conversation.

~ DISP.

Conversation disposition code (last sheet if defined as a tree).

~ DISP. TREE
Absolute conversation disposition code (includes the entire tree path).

~ SUCCESS

Indicate "Yes" in the event that the last disposition code was successful.

« DIR.
Absolute conversation disposition code (includes the entire tree path).

« BATCH MSG ID
If the message was related to a batch, this value represents the ID of the batch.

~ BATCH MSG

If the message was related to a batch, the contents of the message are saved in this column.

~ INIT. MSG ID

ID of the first message in the conversation.

« INIT. MSG

Text of the first message in the conversation.

«“ TR,

Indicates whether the conversation was transferred or if an attempt was made to transfer at least once.

~« TR. OK
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Indicates whether or not the transfer was successful.

~ TR. TYPE
Indicates the type of destination of the transfer (Campaign, attention level, agent...).

~ TR. DEST.
Destination address of the transfer.

~ CCI

Indicates whether there is integration with CCI.

~ TICK.

Displays the ticket associated with the conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
Detail of WhatsApp conversations by campaign

This report provides information about the threads of WhatsApp conversations and you can filter this information by campaign.

‘ What is this report for?

It is Get the details of each of the incoming and outgoing WhatsApp conversations of a specific campaign for a desired period of
time and thus analyze the times of the conversations of the agents assigned to said campaign.

This report also reflects each conversation’s classification (conversation outcome selected by the agent in their management
application/CRM), as well as whether it was transferred and has an associated ticket.

To generate this report you must:

1. Go to the "Reports" tab

Romina Galperin NTERACTION INEIGURATION e PERVISOR
On CO |

H Home

2. Look for the category of "WhatsApp" reports and click on it.

ﬁ Home
E Team

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!


https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/209682625/User+search
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639347/How+to+set+up+Messenger+messaging
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639882/How+to+associate+a+YouTube+account
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2539552804/How+to+associate+an+application+from+Google+Play+Store
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2539553150/How+to+associate+an+application+from+the+App+Store

Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

E Contact Form
m Facebook
Instagram
Mail

[ sms

E Twilter
Woice Mail
Whalsapp

Youlube

E Dialer

3. Alist of reports will be displayed: in this case, select "By Campaign”.

3 Replies Batch Message
by Account

Replies Batch Message
by Att Level

Replies Batch M
by Campaign

Replies Batch Messag
by Message

Bot

f Agent

( Att Level
gy Campaign
Lives By Campaign

Threads by Campaign

Trace by Campaign
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Transfer by Campaign

&)
4. After determining the necessary filters , click the "Execute" button -

Start date and end date: Period of time from which information is required.
Campaign: ID of the campaign from which you want to filter conversations.

Rows: Maximum number of rows the report will have per page.

5. Then the information determined by the filters will be displayed

Detail of whataapp conversoticns in the cspecified time perfod by campaign.

~ Click here to see the description of the report columns
~ START DATE

The date and time the conversation started.

~ ACCOUNT
WhatsApp account ID in which the conversation was generated.

~ ATT. LEVEL

Attention level assigned to the conversation.

=~ INIT.
Indicates whether the conversation started with outgoing or incoming messages.

~ FIRST AGENT

First agent to intervene in the conversation.

~ CONTACT NAME
Name of the contact who generated the conversation.

~ BOT

Indicates if the conversation was attended by a BOT or IVR process.

~ PURE BOT

Indicates if the conversation was attended by a BOT or IVR process.

~ RESP.

Indicates whether or not the conversation got an answer.

~ 1ST RESP. DATE
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If the message was answered, indicate the date of the first one.

~ MSGS

Numero total de mensajes escritos durante la conversacion.

= CLIENT MSG
Number of messages written by the client during the conversation.

~« MSG AG.

Number of messages written by the agent during the conversation.

« MSG BOT

Number of messages written by a bot during the conversation.

« START ATT. DATE
Date of successful care (The first if not filtered by the agent).

~ END DATE

The date and time the conversation ended.

« DUR. TIME

Total conversation time (includes ghost and after-hour conversations).

= BOT TIME
Time the customer was talking to a BOT or IVR.

~ WAIT TIME
Total time the conversation remained on hold (includes queue time, ACD, transferring, etc.).

~ ACD TIME

Seconds looking for agent, the time in which the reservation is created and attended is not included (only incoming
conversations).

« WAIT ANS. TIME

Seconds before the agent's first response.

« ATT. TIME
Seconds it took the agent to take the conversation.

~ DISP.

Conversation disposition code (last sheet if defined as a tree).

~ DISP. TREE

Absolute conversation disposition code (includes the entire tree path).

«» SUCCESS

Indicate "Yes" in the event that the last disposition code was successful.

~ DIR.
Absolute conversation disposition code (includes the entire tree path).

~« BATCH MSG ID

If the message was related to a batch, this value represents the ID of the batch.

« BATCH MSG

If the message was related to a batch, the contents of the message are saved in this column.

= INIT. MSG ID
ID of the first message in the conversation.

~ INIT. MSG

Text of the first message in the conversation.

“ TR,

Indicates whether the conversation was transferred or if an attempt was made to transfer at least once.

* TR. OK

Indicates whether or not the transfer was successful.
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~TR. TYPE
Indicates the type of destination of the transfer (Campaign, attention level, agent...).

~ TR. DEST.

Destination address of the transfer.

~ CClI

Indicates whether there is integration with CCl

= TICK.
Displays the ticket associated with the conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
WhatsApp conversation threads by campaign

This report provides information about WhatsApp conversations and you can filter this information by agent.

‘ What is this report for?

Get the details of each of the incoming and outgoing messages from each of the WhatsApp conversations of a specific campaign
for a desired period of time, thus verifying the agent and the address of the contact involved in that conversation, among other
information.

To generate this report you must:

1. Go to the "Reports" tab

Romina Galperin INFIGURATION
& _-|1-

“ Haome

2. Look for the category of "WhatsApp" reports and click on it.
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3. Alist of reports will be displayed, in this case, select "Threads by Campaign”.
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4. After determining the necessary filters o , click the "Execute" buttono:

start Diate End Date Campaiar niliative Rows
- - — - l-l
2021-11-02 &8 2021-11-02 i All - 12 |-
..... (]} |

Start date and end date: Period of time from which information is required.

Campaign: Campaign ID for which you want to obtain the information.

Rows: Maximum number of rows the report will have per page.

5. Then the information determined by the filters will be displayed
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~ Click here to see the description of the report columns
~ START DATE
The date and time the conversation started.

~ END DATE

The date and time the conversation ended.

~ ACCOUNT

ID of the WhatsApp account in which the conversation was generated.

~ ATT. LEVEL
Attention level assigned to the conversation.

~ CONTACT NAME
Name of the contact who generated the conversation.

~ DISP.

Disposition code associated with the conversation.

~ DISP. TREE
Absolute conversation disposition code (includes the entire tree path).
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~ SUCCESS
Indicates whether the last disposition code was successful or not.

~ DIR.

Contact phone number.

~ BATCH ID

If the conversation has a related batch, this field contains the ID value.

~ BATCH MSG
If the message was related to a batch, the contents of the message are saved in this column.

~ INIT. MSG ID
ID of the first message in the conversation.

=~ INIT. MSG

Text of the first message in the conversation.

« TICK
Ticket associated with the conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".
7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and

frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Detail of bot WhatsApp conversations in a certain account and campaign
Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

Detail of active WhatsApp conversations by campaign

This report provides detailed information on the WhatsApp conversations that are active, that is, conversations that are taking place when the
report is generated, thus being able to filter said information by campaign.

‘ What is this report for? ’

To get the details of each of the active WhatsApp conversations of a specific campaign for a desired period of time and thus verify
the agent and the address of the contact involved in said conversation.

To generate this report you must:

1. Go to the "Reports" tab

.| Bruno Tarica

r
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2. Look for the category of "WhatsApp" reports and click on it
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3. Alist of reports will be displayed, in this case, select "Active by campaign”

ﬂ' Inicio
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Salientes por Camparia
Salientes por Cuenta
Salentes por Miv. de Af.
Bot

Hilos por Campaiia

Por Agente

Por Campaiia

Por Miv. de Atencion

Traza por Campana

4. After determining the necessary filters 0 , click the "Execute" @ button.

Petalia " AR

i et determinads: fempo por campafa

2019-04-01 [ 20130715 [ serocoliege - Takan 15 @

Start date and end date: Date range for which you want to obtain information.
Campaign: ID value of the Campaign from which the active conversations will be obtained.
Conversation Status: Current state of the conversations: Queued, Wait, Open, Taken, Wrapup.

Rows: Number of rows that the report will contain per page.
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5. Then the information determined by the filters will be displayed
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~ Click here to see the description of the report columns
~ CAMPAIGN
Campaign ID to which the conversations belong

~ ACCOUNT

Account that generates the interactions.

~ START DATE
Date and time the conversation started.

~ START IN STATE
Date and time the conversation was placed in the state by which it is being filtered.

~ CONTACT NAME

Name of the contact who generated the conversation.

~ CONTACT ADDRESS

Contact phone number.

~ AGENT
ID of the agent who took the conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to pdf or csv".
7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and

frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
Detail of WhatsApp conversations by level of attention
Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Trace WhatsApp conversations by campaign
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This report provides information about the traces of WhatsApp conversations and you can filter this information by campaign.

What is this report for?

Get the details of each trace of incoming and outgoing WhatsApp conversations per campaign over a desired period of time, thus
being able to analyze the steps taken during each of the conversations and being able to know the exact date and time of these
steps and the agents involved in the conversation.

This report also reflects each conversation’s classification (conversation outcome selected by the agent in their management
application/CRM), as well as whether it was transferred and has an associated ticket.

To generate this report you must:

1. Go to the "Reports" tab

Romina Galperin MTERACTION INFIGURATION CUPERVISOR REPORTS
o NoACD |+

H Hame

2. Look for the category of "WhatsApp" reports and click on it.

ﬂ Home
B Team

E Chat
E Contact Form

Instagram

E Twilter
Voice Mail
Whatsapp
Youlube
E Dialer
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3. Alist of reports will be displayed, in this case, select "Trace by campaing".

3 Replies Batch Message
by Account

Replies Batch Message
by Att Level

' Replies Batch Message
by Campaign

Replies Batch Messa
ampaign and Age

Replies Batch Message
by Message

Bot

By Agent

W ALt Level
By Campaign
Lives By Campaign

Threads by Campaign

021-1-02 BE 2021-11-02 [E Q| Al .

Start date and end date: Period of time from which information is required.
Agent: ID of the agent who intervened in the conversations to be filtered.

Rows: Maximum number of rows the report will have per page.

5. Then the information determined by the filters will be displayed.

Traoeof whatsaoo conversations in the espocified time verdod bu oampaion.
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Step Origin Origin Agent Aft Lev, Start Date End Date

~ Click here to see the description of the report columns
~ START DATE

The date and time the conversation started.

~ END DATE
The date and time the conversation ended.

~ ACCOUNT
ID of the WhatsApp account in which the conversation was generated.

~ ATT. LEVEL

Attention level assigned to the conversation.

~ FIRST AGENT

First agent to intervene in the conversation.

~ CONTACT NAME

Name of the contact who generated the conversation.

~ DIR.
Contact phone number.

~ BATCH ID

If the conversation has a related batch, this field contains the ID value.

~ BATCH MSG

If the conversation has a related batch, this field contains the batch message.

= INIT. MSG ID
ID of the first message in the conversation.

=~ INIT. MSG
Text of the first message in the conversation.

~ DISP.

Disposition code associated with the conversation.

~ DISP. TREE

Absolute Disposition Code (includes the entire tree path).

~ SUCCESS
Indicates whether the last disposition code was successful or not.

=~ TICK

Ticket associated with the conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".
7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and

Start in Quewed

Fin

frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic

sending of reports".
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Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of incoming WhatsApp messages by campaign and agent

This report provides summary information about the conversations that were generated from incoming WhatsApp messages, as well as agent
responses to those conversations in a certain period of time. You can filter the information by campaign and agent.

What is this report for?

To get by agent in a specific campaign the summary of the number of conversations that were generated from incoming WhatsApp
messages over a desired period of time, thus analyzing whether said agent is providing service within the allowed service level
limits. The information in this report is presented in a time segment, which can be: 15 minutes, 30 minutes, hour, day and month.

€3 This report can be used to compare the times and performance of each of the agents assigned to the campaign.

To generate this report you must:

1. Go to the "Reports" tab.

Romina Galperin MTERACTION IMFIGURATION S UPERVISOF
Co |-

H Haoime

2. Look for the category of "WhatsApp" reports and click on it.

ﬂ Home
B Team

E Chat
E Contact Form

Instagram
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(W) Twiller

Voice Mail

Whatsapp

3. Alist of reports will be displayed, in this case, select "Inbound by Campaign and Agent".

Whatsapp

Inbound by Account

Inbound by Att Level

3 Inbound by Campaign

! Inbound by Campaign

and Agent

Outgoing by Account
Cutgoing by Att
Cutgoing by Campaign

Cutgoing by Campaign
and Agent

Replies Batch Message
by Account

Replies Batch Message
by Att Level

Replies Batch Message
by Campaign
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Start date and end date: Date range for which you want to obtain information.

Time slice: The segment of time in which the conversations were generated.
Campaign: The ID value of the Campaign from which the conversations will be obtained.
Agent: The Agent ID value that took the conversations.

Rows: Number of rows that the report will contain per page.

5. Then the information determined by the filters will be displayed

Summary of inbound conversations in the especified time period by campaign and agent,

~ Click here to see the description of the report columns

~ SLICE
Selected time slice.

»TOT
Number of conversations received in the filtered campaign

~ W/ RESP

Number of WhatsApp conversations in which an outgoing response is recorded

~ W/O RESP.

Number of WhatsApp conversations in which no response is recorded.

= SL
Number of WhatsApp conversations that got a response within the Service Threshold.

» %SL
Percentage of SL.: this is calculated using the formula: 100 * ( [Incoming with positive SL] / [Incoming
conversations] )

~“ AVG MSGS

Average incoming messages, calculated using the formula: [Total incoming messages] / [Incoming
conversations]

“ AVG AG. MSGS

Average incoming messages, calculated using the formula: [Total agent messages in Incoming] / [Incoming
conversations]

« AVG WAIT. TIME

Average waiting time, calculated using the formula: [Waiting time in incoming] / [Total Incoming]

« AVG 1ST RESP. TIME
Average first response time, this is calculated using the formula: [Waiting time for attention in incoming] /
[Incoming conversations with response]

~ AVG ATT. TIME
Average attention time, calculated by the formula: [Attention time in incomings] / [Incoming taken]

« CCI
Number of WhatsApp conversations with CCI integration.
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~ MAX ASIG. SIM

Maximum number of conversations assigned simultaneously.

~ LOG. TIME

Time that the Agent, determined by the filter, remained logged in and assigned to the filtered campaign.

~ ACT. TIME

How long the agent, determined by the filter, remained active in the filtered campaign.

~ PAUSE TIME
The time when the agent, determined by the filter, remained in a paused state in the filtered campaign.

~ % OCCUPY

The percentage of time that the agent, determined by the filter, remained busy in the filtered campaign. This
percentage is calculated with the following formula: 100 * ([Time spent in the campaign] / [Time logged in] )

~ CROSS OCC. %
Percentage of time that the agent, determined by the filter, remained in an occupied state in other campaigns; in
other words, all but the filtered one. This percentage is calculated with the following formula: 100 * ( [Time spent on
others] /[Time logged] )

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of incoming WhatsApp messages by campaign

This report provides summary information about the conversations that were generated from incoming WhatsApp messages, as well as agent
responses to those conversations in a certain period of time. You can filter the information by campaign.

‘ What is this report for?

desired period of time, thus analyzing whether agents are providing service within the allowed service level limits. The information

To get by campaign the summary of the number of conversations that were generated from incoming WhatsApp messages over a
in this report is presented in a time segment, which can be: 15 minutes, 30 minutes, Hour, Day and Month.

To generate this report you must:

1. Go to the "Reports” tab

Romina Galperin

“ Haoime

2. Look for the category of "WhatsApp" reports and click on it.
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E Dialer

3. Alist of reports will be displayed: in this case, select “Inboud by Campaign”.
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4. After determining the necessary filters

@

, click the "Execute" button.

il

Replies Batch Message
by Account

Replies Batch Message
by Att Level

3 Replies Batch Message

by Campaign

Replies Batch Me »
by Campaign and Agent

atch Message

|

THUES.

Start date and end date: Date range for which you want to obtain information.

Time slice: The segment of time in which the conversations were generated.

Campaign: The ID value of the Campaign from which the conversations will be obtained.

Rows: Number of rows that the report will contain per page.

5. The information determined by the filters will then be displayed:

Summuary of inbourtd conversations in the especiffed time period by campaign,

~ Click here to see the description of the report columns

~ SLICE

Selected time slice.
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» TOT
Number of conversations received in the filtered campaign.

~ W/ RESP

Number of WhatsApp conversations in which an outgoing response is recorded.

~ W/O RESP.

Number of WhatsApp conversations in which no response is recorded.

= BOT
Number of WhatsApp conversations serviced by a bot.

~ PURE BOT

Number of WhatsApp conversations serviced by a bot and not sent to search for an agent.

« SL

Number of WhatsApp conversations that got a response within the Service Threshold.

« %SL
Percentage of SL: this is calculated using the formula: 100 * ([Incoming with positive SL] / [Incoming
conversations])

« AVG MSGS

Average incoming messages, calculated using the formula: ([Total incoming messages] / [Incoming
conversations])

“ AVG AG. MSGS

Average incoming messages, calculated using the formula: ([Total agent messages in Incoming] / [Incoming
conversations])

~ AVG WAIT. TIME

Average waiting time, calculated using the formula: ((Waiting time in incoming] / [Total Incoming])

~ AVG 1ST RESP. TIME

Average first response time, this is calculated using the formula: ((Waiting time for attention in incoming] /
[Incoming conversations with response])

~ AVG ATT. TIME

Average attention time, calculated by the formula: ([Attention time in incomings] / [Incoming taken])

~ CCI

Number of WhatsApp conversations with CCl integration.

* MAX ASIG. SIM.

Maximum number of conversations assigned simultaneously.

~ LOG. TIME

Time that the Agent, determined by the filter, remained logged in and assigned to the filtered campaign.

« ACT. TIME

How long the agent, determined by the filter, remained active in the filtered campaign.

~« PAUSE TIME

The time when the agent, determined by the filter, remained in a paused state in the filtered campaign.

~ % OCCUPY

The percentage of time that the agent, determined by the filter, remained busy in the filtered campaign. This
percentage is calculated with the following formula: 100 * ([Time spent in the campaign] / [Time logged in])

« CROSS OCC. %
Percentage of time that the agent, determined by the filter, remained in an occupied state in other campaigns; in
other words, all but the filtered one. This percentage is calculated with the following formula: 100 * ([Time spent on
others] / [Time logged in])

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".
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Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of incoming Whatsapps by account
Related Articles

B User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store
Summary of incoming Whatsapps by level of attention
Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of WhatsApp message responses in batch by campaign
Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of WhatsApp message responses in batch by campaign and agent
Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
Batch WhatsApp Message Response Summary by Account
Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

® How to associate an application from the App Store
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Summary of WhatsApp message responses in batch per message
Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store
Summary of responses to outgoing WhatsApp messages by campaign and agent
Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store
Summary of responses to outgoing WhatsApp messages by campaign
Related Articles

! Proceso de Migracién WhatsApp

E Error en reportes de Agendas, no se ejecutan.

E Actualizar estado de agenda de reportes en OCC del estado Running a Active.
! Whatsapp Proxies

! Error iniciando el proceso de autorizacion
Summary of responses to outgoing WhatsApp messages by account
Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
Summary of responses to outgoing WhatsApp messages by level of attention
Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
Management Reports

"Management" reports provide detailed and summarized information on the results of managing interactions.

The reports available in this category are:

~ Detail of conversations by contact
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This report provides detailed information on incoming and outgoing conversations from all communication channels that were
generated in a given period of time, thus being able to filter this information by contact ID, contact address, type of
conversation, campaign and initiative of the conversation.

~ Detail of conversations by contact address

This report provides detailed information on incoming and outgoing conversations from all communication channels that were
generated in a given period of time, thus being able to filter this information by contact address, type of conversation, campaign
and initiative of the conversation.

~ Summary of applied rules

This report provides summary information of the rules applied since its inception and automatically to the conversations that
were generated in a certain period of time, according to the configuration made by the Administrator; being able to filter this
information by campaign, type of conversation (communication channel), address, account and rule.

*~ Summary of results management by campaign and agent

This report provides summary information of the typing carried out by the agents based on the results of the management of
the conversations that were generated in a certain period of time, thus being able to filter this information by campaign and
agent.

*» Summary of results management by campaign

This report provides summary information of the typing carried out by the agents based on the results of the management of
the conversations that were generated in a certain period of time, thus being able to filter this information by campaign

*~ Summary of results management by account

This report provides summary information of the typing carried out by the agents based on the results of the management of
the conversations that were generated in a certain period of time, thus being able to filter this information by campaign and
account

~ Summary of results management by account and agent

This report provides summary information of the typing carried out by the agents based on the results of the management of
the conversations that were generated in a certain period of time, thus being able to filter this information by account, campaign
and agent.

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

Detail of conversations by contact

This report provides detailed information on incoming and outgoing conversations from all communication channels that were generated in a
given period of time, thus being able to filter this information by contact ID, contact address, type of conversation, campaign and initiative of the
conversation.

What is this report for?

Get the details of each of the conversations of the contacts (both incoming and outgoing), which they have established through the
communication channels that are created and / or associated with the campaigns.

This report also reflects each associated conversation’s classification (conversation outcome selected by the agent in their management
application/CRM), as well as whether the conversation was transferred.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin NTERACTION
Cx 3|

'ﬂ' Haome
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2. Click on the "Management” report category:

E Contact Form

m Facebook
Instagram

ET

E Twitter
@ Voice Mail
Whatsapp

Youtube

3. Click on the detailed report "By Contact":

n Managament

Applied Rules

Results by Account

by Account and
Agent

Results by Campaign

By Contact Address

4. Enter the required filters:

Dtad o cerrornations
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Start date and end date: range for which you want to obtain the information.

Contact ID: Specific contact's identifier.

Contact Address: address belonging to the contact.

Conversation Type: select the conversation type (chat, call, email, etc.) from the drop-down list.

Campaign: Campaign ID.

Initiative: select from the drop-down list whether the conversation started with outgoing or incoming messages.

When hovering over the filters, their description is displayed.

In case of leaving the Contact ID, Contact Address and/or Campaign filter blank, the report will show the information
related to all Contact IDs, contact addresses and/or campaigns.

It can only be filtered by Contact ID and Contact Address when the contact was registered as a contact in a
campaign with contact management.

5. Click the "Execute" button to generate the report.
The information is displayed:

Deteil of eanversations in the especified time pariod by sampaign, type and eontact.

~ Click here to see the description of the report columns

= CONTACT ID
Specific contact's identifier.

« START DATE

Conversation start date

« CAMPAIGN
Campaign ID
~ TYPE

Indicates the type of conversation (chat, call, twitter, etc.)

« ACCOUNT
ID of the account associated with the campaign.

~ ATTENTION LEVEL

Last attention level assigned to the conversation.

« CONTACT NAME

Name of the contact.

~ ADDRESS
Contact address.

~ FIRST AGENT

First agent who successfully attended to the conversation.

« LAST AGENT

Last agent who successfully attended the conversation.
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~ ATTENDED

Indicates if the conversation was successfully attended by an agent.

~ FINISHED

Indicates whether the Facebook conversation was finished when an agent had taken it (regardless of whether the
agent attended to it) or was transferring it.

~ ABANDONED

Incoming conversations: the conversation was closed without being attended by an agent.

Outgoing conversations: contact attended the conversation but it was not taken by an agent.

« SL +

The conversation was answered or finished at the configured service level limit (inbound only)

~ FAILED RESPONSE

Indicates whether at least one agent failed to attend to the conversation

« GHOST
The inbound call was closed before reaching the ghost threshold.

~ OUT OF SCHEDULE

The conversation entered outside of campaign hours

« ENDER
Specifies who ended the conversation (e.g. Agent, Contact, Schedule, Error, etc).

« ATTENTION START DATE

Date of successful response (the first if not filtered by the agent)

~ END DATE
End date of the conversation.

~ DURATION TIME

Total duration of the conversation. Includes ghost and out-of-schedule calls.

« WAITING TIME

Total time the conversation remained on hold (includes queue time, ACD, transferring, etc.).

~ ACD TIME

Time elapsed while the conversation was assigned to an agent, not including the time elapsed while the agent was
booked and attended to it (inbound only).

~ TIME WAITING FOR ANSWER

Time that elapsed while the agent was booked and he attended.

« ATTENTION TIME

Time it took the agent to effectively handle the conversation.

« WRAP UP TIME

Time finishing the chat conversation after the attention ended.

~ DISPOSITION
Conversation disposition code (last sheet if defined as a tree).

~ ABSOLUTE DISPOSITION

Absolute disposition code (includes the entire tree path).

« SUCCESS

If the last disposition code is a success.

~ TRANSFER

Indicates whether the conversation was transferred or if an attempt was made to transfer at least once.

* TRANSFER OK

Indicates whether or not the transfer was successful.

~ TRANSFER TYPE
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Transfer destination type: campaign, attention level, agent, queue, number.

~ TRANSFER DESTINATION
Destination address of the transfer.

~ LOGIN
Indicates whether the chat conversation has a login form

~ PRE SURVEY

Indicates whether the chat conversation has a pre survey form.

~ POST SURVEY

Indicates whether the chat conversation has a post survey form.

~ CCI
Indicates whether the conversation has CCl integration.

~ TICKET

Ticket associated with the conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

Conversation details by contact address

This report provides detailed information on incoming and outgoing conversations from all communication channels that were generated in a

given period of time, thus being able to filter this information by contact address, type of conversation, campaign and initiative of the conversation.

What is this report for?

Get the details of each of the conversations of the contacts (both incoming and outgoing), which they have established through the
communication channels that are created and / or associated with the campaigns.

This report also reflects each associated conversation’s classification (conversation outcome selected by the agent in their management
application/CRM), as well as whether the conversation was transferred.

To generate the report, follow these steps:

1. Go to the "Reports"” tab:

Romina Galperin MTERACTION IMEIGURATION SUPERVISOR REPORTS
e A _.|...

ﬁ Haome

2. Click on the "Management” report category:
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@

E Twitter
@ Voice Mail

Whatsapp

Youtube

n Custom

3. Click on the detailed report "By Contact Address":
n Managament
Applied Rules
Results by Account

ults by Account and
Agent

ults by Ca

Results by Campaign
and Agent

4. Enter the required filters:

Deteil of sor,

Start date and end date: range for which you want to obtain the information.

Contact Address: address belonging to the contact.
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Conversation Type: select the conversation type (chat, call, email, etc.) from the drop-down list.

Campaign: Campaign ID.

Initiative: select from the drop-down list whether the conversation started with outgoing or incoming messages.
When hovering over the filters, their description is displayed.

If you leave the Contact and/or Campaign Address filter blank, the report will show the information related to all
contact addresses and/or campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:

Diztail of corvarsationsin the eapedified ime pericd by campaign, type and sontacr address.
3 ey F ) Py B

~ Click here to see the description of the report columns
~ ADDRESS

Contact address

~ START DATE
Conversation start date

~ CAMPAIGN
Campaign ID.

«“ TYPE

Indicates the type of conversation (chat, call, twitter, etc.).

« ACCOUNT

ID of the account associated with the campaign.

= ATTENTION LEVEL
Last attention level assigned to the conversation.

~ CONTACT ID

Specific contact's identifier.

« CONTACT NAME

Name of the contact.

~ FIRST AGENT

First agent who successfully attended to the conversation.

« LAST AGENT
Last agent who successfully answered the conversation.

~ ATTENDED

Indicates if the conversation was successfully attended by an agent.

« FINISHED

Indicates whether the Facebook conversation was finished when an agent had taken it (regardless of whether the
agent attended to it) or was transferring it.

~ ABANDONED

In incoming conversations: the conversation was closed without being attended by an agent. In outgoing
conversations: contact answered the conversation but it was not taken by an agent.
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« SL +
The conversation was answered or finished at the configured service level limit (inbound only).

~ FAILED ANSWER

Indicates if at least one agent failed to attend the conversation.

« GHOST

The inbound call was closed before reaching the ghost threshold.

« OUT OF SCHEDULE
The conversation entered outside of campaign hours.

~ ENDER

Specifies who ended the conversation (e.g. Agent, Contact, Schedule, Error, etc).

« ATTENTION START DATE

Date of successful response (the first if not filtered by the agent).

~ END DATE

End date of the conversation.

« DURATION TIME
Total duration of the conversation. Includes ghost and out-of-schedule calls.

~ WAITING TIME

Total time the conversation remained on hold (includes queue time, ACD, transferring, etc.).

~« ACD TIME

Time elapsed while the conversation was assigned to an agent, not including the time elapsed while the agent was
booked and attended to it (inbound only).

~ TIME WAITING FOR ANSWER
Time that elapsed while the agent was booked and he attended.

« ATTENTION TIME

Time it took the agent to effectively handle the conversation.

« WRAP UP TIME

Time finishing the chat conversation after the attention ended.

~ DISPOSITION

Conversation disposition code (last sheet if defined as a tree).

~ ABSOLUTE DISPOSITION
Absolute disposition code (includes the entire tree path).

~ SUCCESS

If the last disposition code is a success.

* TRANSFER

Indicates whether the conversation was transferred or if an attempt was made to transfer at least once

~ TRANSFER OK

Indicates whether or not the transfer was successful.

~ TRANSFER TYPE

Transfer destination type: campaign, attention level, agent, queue, number.

~* TRANSFER DESTINATION

Destination address of the transfer.

« LOGIN

Indicates whether the chat conversation has a login form.

« PRE SURVEY
Indicates whether the chat conversation has a pre survey form.

~« POST SURVEY
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Indicates whether the chat conversation has a post survey form.

~ CClI
Indicates whether the conversation has CCl integration.

~ TICKET
Ticket associated with the conversation

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: ""How to export a report to pdf or csv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: ""How to schedule the automatic
sending of reports".

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of applied rules

This report provides summary information of the rules applied since its inception and automatically to the conversations that were generated in a
certain period of time, according to the configuration made by the Administrator; being able to filter this information by campaign, type of
conversation (communication channel), address, account and rule.

What is this report for?

Get the summary of the total number of rules automatically applied to conversations, as well as the number of conversations to which no rules
were applied. It also indicates whether conversations were transferred by rule to campaign or attention level.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

REPORTS

2. Click on the "Management” report category:

E Contact Form
m Facebook

@ Instagram
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jacl Voice Mail

Whatsapp

Youtube

3. Click on the summary report "Applied Rules":

Results by Account

Its by Account and
Agent

Results by Campaign

vy Campaign

By Contact Address

4. Enter the required filters:

Senmuryaf appted ates b the repecied Nme et

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Conversation Type: communication channel. It must be capitalized.

Address: indicates whether the conversation is Inbound or Outbound. It must be indicated in capital letters INBOUND -
OUTBOUND).

Account: Campaign ID.

Rule: name of the rule

In case of leaving blank the filters Campaign, Conversation Type, Address, Account and/or Rule, the report will
show the information related to all campaigns, conversation types, addresses, accounts and/or rules.
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5. Click the "Execute" button to generate the report.
The information is displayed:

Summary of applied rules in the especified time period by campaign, account and rule.

~ Click here to see the description of the report columns

~ CAMPAIGN
Campaign ID.

~ TYPE

Indicates the communication channel of the conversation.

~ ADDRESS

Indicates whether the conversation is Inbound or Outbound

« ACCOUNT
ID of the account associated with the campaign.

~ RULE
The name of the applied rule.

~ SLICE

Time segment that will be used to create the summary report.

« TOTAL

Total number of conversations processed by the rule.

~ APPLIED
Total number of conversations that applied the rule.

~ NOT APPLIED

Total number of conversations that did not apply to the rule.

~ % APPLIED
100 * [Applied Rules] / [Processed Rules]

* TRANSFERRED
Total number of conversations transferred by rule.

* TRANSFERRED TO CAMPAIGN
Total number of conversations transferred to campaign by rule.

* TRANSFERRED TO ATTENTION LEVEL

Total number of conversations transferred at the attention level by rule.

« ARCHIVED

Total number of archived conversations by rule.

~ PRIORITY CHANGED
Total number of priority conversations changed by rule.

~ SPAM

Total number of conversations marked as SPAM by rule.

« SPAM

Total number of conversations that applied tags by rule.
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6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Results management summary by campaign and agent

This report provides summary information of the typing carried out by the agents based on the results of the management of the conversations in
a certain period of time, thus being able to filter this information by campaign and agent.

What is this report for?

Get the summary of the number of conversations for a specific agent finished with a given disposition code in a campaign.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin MTERACTION INFIGURATION e UPERVISOR REPORTS
Cmniine o |-

H Hame

2. Click on the "Management” report category:

E Contact Form
m Facebook

@ Instagram

@ Voice Mail
Whatsapp

Youtube

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!


https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/209682625/User+search
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639347/How+to+set+up+Messenger+messaging
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639882/How+to+associate+a+YouTube+account
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2539552804/How+to+associate+an+application+from+Google+Play+Store
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2539553150/How+to+associate+an+application+from+the+App+Store

Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

3. Click on the detailed report “Results by Campaign and Agent”:

n Management

Applied Rules

Results by Account

Results by Account and
Agent

Results by Camp

ults by Campaign

Agent
By Contact
By Contact Address

4. Enter the required filters:

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Agent: Agent user id.
Campaign: Campaign ID.

If you leave the Agent and/or Campaign filter blank, the report will show the information related to all agents and/or
campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:

y of results by

20210201 [ 20211104 B 15 minutes

21-09-01 10:45- 11:00 aerocollege gbomb Resultado_ppal True
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~ Click here to see the description of the report columns
~ SLICE

Time segment that will be used to create the summary report.

~ CAMPAIGN
Campaign ID.

~ AGENT
Agent user ID.

~ DISPOSITION

Conversation disposition code (last sheet if defined as a tree).

~ GOAL

Indicates whether the result is a goal.

~ AMOUNT
Conversations finished with a given disposition code.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of results management by campaign

This report provides summary information of the typing carried out by the agents based on the results of the management of the conversations in
a certain period of time, thus being able to filter this information by campaign.

What is this report for?

To get the summary of the number of conversations in a specific campaign finished with a given disposition code.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin HTERACTION INFIGURATION CUPERVISOR REPORTS
.

ﬁ Haome

2. Click on the "Management” report category:

E Contact Form

m Facebook
Instagram
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@ Voice Mail
Whatsapp

Youtube

3. Click on the detailed report "Results by Campaign":
D Managament
Applied Rules
Results by Account

count and

By Contact

By Contact Address

4. Enter the required filters:

1) 2021-11-04 B8 15 minutes

2021-11-04

T

Start date and end date: range for which you want to obtain the information.
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Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

5. Click the "Execute" button to generate the report.
The information is displayed:

Summaryof results by

Sminutes |- 3er

~ Click here to see the description of the report columns.
~ SLICE

Time segment that will be used to create the summary report.

~ CAMPAIGN
Campaign ID.

~ DISPOSITION
Conversation disposition code (last sheet if defined as a tree).

~ GOAL

Indicates whether the result is a goal.

~ QUANTITY

Conversations finished with a given disposition code.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of results management by account

This report provides summary information of the typing carried out by the agents based on the disposition code of the conversations in a certain
period of time, thus being able to filter this information by campaign and account.

What is this report for?

To get the summary of the number of conversations from a specific account associated with a campaign finished with a given disposition code.

To generate the report, follow these steps:
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1. Go to the "Reports” tab:
Romina Galperin

Rk

ﬁ Home

2. Click on the "Management” report category:

E Contact Form

m Facebook
Instagram

Mail

@ Vioice Mail
Whatsapp

Youtube

3. Click on the detailed report "Results per Account™:

By Contact
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By Contact Address

4. Enter the required filters:

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.

Account: ID of the account associated with the campaign.

If you leave the Campaign and/or Account filter blank, the report will show the information related to all the
campaigns and/or accounts.

5. Click the "Execute" button to generate the report.
The information is displayed:

Swmmary af managenent results by compwign and aocoint

~ Click here to see the description of the report columns

~ SLICE
Time segment that will be used to create the summary report.

~ CAMPAIGN
Campaign ID.

~ ACCOUNT

ID of the account associated with the campaign.

~ DISPOSITION
Conversation disposition code (last sheet if defined as a tree).

~ GOAL

Indicates whether the result is a goal.

~ QUANTITY

Conversations finished with a given disposition code.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".
7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic

sending of reports".
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Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of results management by account and agent

This report provides summary information of the typing carried out by the agents based on the results of the management of the conversations in
a certain period of time, thus being able to filter this information by campaign, account and agent.

What is this report for?

To get the summary of the number of conversations of a specific agent finished with a given disposition code of an account associated with a
campaign.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin NTERACTION INFIGURATION SUPERVISOR REPORTS
co |

H Home

2. Click on the "Management” report category:

E Contact Form
m Facebook

Instagram

@ Voice Mail
Whatsapp

Youtube
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3. Click on the detailed report "Results by Account and Agent":

n Management

Applied Rules

Results by Account

sults by Account and
Agent

ts by Campaign
and Agent

By Contact Address

4. Enter the required filters:

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Campaign: Campaign ID.
Account: Account ID associated with the campaign.

Agent: Agent user ID

If you leave the Agent and/or Campaign filter blank, the report will show the information related to all agents and/or
campaigns

5. Click the "Execute" button to generate the report.
The information is displayed:

af results by campaign, avoount and agent,

02106-01 B | 202111 [ 15 minutes videochat
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~ Click here to see the description of the report columns
~ SLICE

Time segment that will be used to create the summary report

~ CAMPAIGN
Campaign ID.

~ ACCOUNT

ID of the account associated with the campaign.

~ DISPOSITION

Conversation disposition code (last sheet if defined as a tree).

~ GOAL

Indicates whether the result is a goal.

~ AMOUNT
Conversations finished with a given disposition code.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSv".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store
Dialing Reports

The "Dialing" reports provide detailed and summarized information on the behavior of Dialer interactions, as well as the status of the associated
batches and the disposition code obtained.

The reports available in this category are:

~ Detall of dialer calls by campaign
This report provides detailed information on outgoing conversations initiated by the dialing engine assigned to a call campaign
that were generated in a certain period of time, thus being able to filter this information by dialing campaign.

~ Batch dialer call detail

This report provides detailed information on outgoing conversations initiated by the dialing engine assigned to a call campaign
that were generated in a certain period of time, thus being able to filter this information by dialing campaign and dialing batch.

*~ Summary of Voice Blaster Options

This report provides detailed information of outgoing conversations initiated by the dialing engine assigned to a call campaign
that were generated in a certain period of time. This dialing engine has been configured type Voice Blaster; and in turn, said
Voice Blaster has been configured as IVR menu; being able to filter this information by dialing campaign and batch ID.

~ Summary of dialer calls by campaign
This report provides detailed information on outgoing conversations initiated by the dialing engine assigned to a call campaign
that were generated in a certain period of time, thus being able to filter this information by dialing campaign.

~ Summary of dialer calls by campaign and phone

This report provides summarized information on the outgoing conversations initiated by the dialing engine assigned to a calling
campaign that were generated in a certain period of time; being able to filter said information by dialing campaign and type of
telephone.

~ Batch dialer call summary

This report provides detailed information on outgoing conversations initiated by the dialing engine assigned to a call campaign
that were generated in a certain period of time, thus being able to filter this information by dialing campaign and dialing batch.
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~ Batch and Phone Dialer Call Summary

This report provides detailed information on outgoing conversations initiated by the dialing engine assigned to a call campaign
that were generated in a certain period of time, thus being able to filter this information by dialing campaign and dialing batch
and phone type.

*~ Summary of disposition code
Summary of disposition code by campaign and batch.

~ Telephony Results Summary

This report provides detailed information of the reasons obtained by outgoing conversations initiated by the dialing engine
assigned to a call campaign that were generated in a certain period of time, thus being able to filter this information by dialing
campaign and dialing batch.

~ Batch Status

This report provides real-time information about the status of the batches that have been uploaded to the system and have the
contacts that are marked by the dialing engine assigned to a call campaign; being able to filter this information by dialing
campaign and dialing batch.

~ Batch and total status

This report provides real-time information about the status of the batches that have been uploaded to the system and have the
contacts that are marked by the dialing engine assigned to a call campaign, as well as the times used in conversations with
those contacts. This information can be filtered by dialing campaign and dialing batch.

~ Result of contacts

This report provides real-time information on the typing carried out by the agents based on the results of the management of
the conversations; being able to filter this information by dialing campaign, dialing batch and contact ID.

Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Detail of dialer calls by campaign

This report provides detailed information on outgoing conversations initiated by the dialing engine assigned to a call campaign that were
generated in a certain period of time, thus being able to filter this information by dialing campaign.

What is this report for?
Get the details of each of the outgoing conversations that were established or attempted to be established using the dialing engine that has been

configured and assigned to the dialing campaign. It also reflects the type of outgoing process (progressive, predictive, and voice blaster)
configured to the dialing engine, as well as contact details, and indicates whether the call was answered, abandoned, or canceled.

This report also shows the times, details of the typing (result of the conversation selected by the agent in his management application/CRM), first
agent involved and indicates the ticket number of each conversation, if he owns it.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin TION ONEIGURATION SUPERVISOR
@, ¥ |1-

H Haome

2. Click on the "Dialing" report category:
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Facebook

Instagram

E Twitter
@ Voice Mail
Whatsapp

Youlube

3. Click on the detailed report "By Campaign":

Management Results
Telephony Results
Vioice Blaster Options
By Batch

Batch Status

Batch Status and Totals

Last Contact:
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4. Enter the required filters:

&

Start date and end date: range for which you want to obtain the information.

Dialing Campaign: The dialing campaign ID. It is mandatory to generate the report. When hovering over the filter, its
description is displayed.

5. Click the "Execute" button to generate the report.

The information is displayed:

Detail of dialer ealls in the especified time period by campaign,

~ Click here to see the description of the report columns
~ START DATE

Conversation start date.

« BATCH
The ID of the dialing batch associated with the campaign.

« PROCESS TYPE
The type of outgoing process in dial calls. The options are: progressive, predictive or voice blaster.

~ TELEPHONE

The type of phone to which the dial call was made. The options are: home, mobile, office, fax or other.

~ ADDRESS

The phone number of the contact to whom the dial call was made.

~ CONTACT NAME
The name of the contact to whom the dial call was made.

~ FIRST AGENT

First agent who successfully attended to the conversation.

= ATTENDED

Indicates if the conversation was successfully attended by an agent.

~ ABANDONED

Incoming conversations: the conversation was closed without being attended by an agent.

Outgoing conversations: contact answered the conversation but was not taken by an agent.

~« CANCELED

Incoming conversations: The conversation went to voicemail or the campaign was out of hours.
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Outgoing conversations: the contact did not attend.

~ DURATION TIME
Total duration of the conversation. Includes ghost and out-of-schedule calls.

~ ATTENTION TIME
Time it took the agent to effectively handle the conversation.

~ WRAP UP TIME

Time finishing the chat conversation after the attention ended.

~ CAUSE

Telephony result in dial call.

~ LOW LEVEL
Low-level telephony code of the dial call.

~ DISPOSITION

Conversation disposition code (last sheet if defined as a tree).

~ ABSOLUTE DISPOSITION

Absolute disposition code (includes the entire tree path).

~ SUCCESS
If the last disposition code is a success.

~ RETRIES
Number of times the contact was called in the dialing batch associated with the campaign.

~ TICKET

Ticket associated with the conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; then continue reading: "How to export a report to PDF or
CSsv".

7. If you want to schedule the sending of the report to one or more email accounts, thus being able to configure the date, time and frequency
for sending, click the "Schedule" button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Batch Dialer Call Detail

This report provides detailed information on outgoing conversations initiated by the dialing engine assigned to a call campaign that were
generated in a certain period of time, thus being able to filter this information by dialing campaign and dialing batch.

What is this report for?

Get the details of each of the outgoing conversations that were established or attempted to be established using the dialing engine that has been
configured and assigned to the dialing campaign. It also reflects the type of outgoing process (progressive, predictive, and voice blaster)
configured to the dialing engine, as well as contact details, and indicates whether the call was answered, abandoned, or canceled.

This report also shows the times, details of the typing (result of the conversation selected by the agent in his management application/CRM), first
agent involved and indicates the ticket number of each conversation, if he owns it.

To generate the report, follow these steps:
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2. Click on the "Dialing" report category:

3. Click on the detailed report “By Batch”:
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By Campaign

Batch Status

Batch Status and Totals

Last Contacts Results

4. Enter the required filters:

5™
=
[
La
=
=y
B

=
o
[ ]
oA

Start date and end date: range for which you want to obtain the information.

Dialing Campaign: The dialing campaign ID. It is mandatory to generate the report. When hovering over the filter, its
description is displayed.

Batch ID: The dialing batch ID.

If you leave the Batch ID filter blank, the report will display information related to all batches in the campaign.

5. Click the "Execute" button to generate the report.
The information is displayed:

Detale de Samadits de maroocion saBrade /m delerminadis temps por campria j lbe. §

~ Haz click aqui para ver la descripcion de las columnas del reporte.
~ BATCH

The ID of the dialing batch associated with the campaign

~ START DATE

Conversation start date

~ PROCESS TYPE

The type of outgoing process in dial calls. The options are: progressive, predictive or voice blaster

~ TELEPHONE
The type of phone to which the dial call was made. The options are: home, mobile, office, fax or other

~ ADDRESS

The phone number of the contact to whom the dial call was made
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~ CONTACT NAME
The name of the contact to whom the dial call was made

~ FIRST AGENT

First agent who successfully attended to the conversation

~ ATTENDED
Indicates if the conversation was successfully attended by an agent

~ ABANDONED

In incoming conversations: the conversation was closed without being attended by an agent. In outgoing
conversations: contact answered the conversation but was not taken by an agent

~ CANCELED

In incoming conversations: The conversation went to voicemail or the campaign was out of hours. In outgoing
conversations: the contact did not attend

~ DURATION TIME

Total duration of the conversation. Includes ghost and out-of-schedule calls

« ATTENTION TIME

Time it took the agent to effectively handle the conversation

~ WRAP UP TIME
Time finishing the chat conversation after the attention ended

~ CAUSE

Telephony result in dial call

~ LOW LEVEL

Low-level telephony code of the dial call.

~ DISPOSITION
Conversation disposition code (last sheet if defined as a tree).

~ ABSOLUTE DISPOSITION

Absolute disposition code (includes the entire tree path)

~ SUCCESS

If the last disposition code is a success

~ RETRIES

Number of times the contact was called in the dialing batch associated with the campaign.

~ TICKET
Ticket associated with the conversation

6. If you want to export the report to PDF and CSV format, click the "Export" button; then continue reading: "How to export a
report to pdf or csv".
7. If you want to schedule the sending of the report to one or more email accounts, thus being able to configure the date, time and frequency

for sending, click the "Schedule" button. If you want to access the detailed configuration steps, read: "How to schedule
the automatic sending of reports".

Related Articles

! Resumen de llamadas de marcador por campafa
! Resumen de resultados de gestion

E Resumen de opciones de blaster de voz

E Resultados de contactos

E Estado de lotes y totales

Summary of voice blaster options
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This report provides detailed information of outgoing conversations initiated by the dialing engine assigned to a call campaign that were
generated in a certain period of time. This dialing engine has been configured type Voice Blaster; and in turn, said Voice Blaster has been
configured as IVR menu; being able to filter this information by dialing campaign and batch ID.

What is this report for?
Get the summary of the number of outgoing conversations that have been established or attempted to be established using the dialing engine
that has been configured as an Voice Blaster type of IVR Menu and assigned to a call campaign, thus being able verify the number of times that

the options presented by said IVR Menu to customers have been selected. The information in this report is presented in a time segment, which
can be: 15 minutes, 30 minutes, Hour, Day and Month.

) Up to 9 options can be configured in the IVR Menus for Voice Blaster.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin MTERALTION INFIGURATION cIPERVISEE REPORTS
O :_'_:-|1-

H Home

2. Click on the "Dialing" report category:

E Contact Form
m Facebook

@ Instagram

@ Voice Mail

Whatsapp

Youtube
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By Batch

By Batch and Phone

By Campaign

By Campaign and Phone
Management Results
Telephony Results

Vioice Blaste

By Batch

By Campaign
Batch Status
Batch Status and Totals

Last Contacts Results

4. Enter the required filters:

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Dialing Campaign: The dialing campaign ID. The filter is case sensitive.

Batch ID: The dialing batch ID. The filter is case sensitive.

In case of leaving the Dialing Campaign and/or Batch ID filter blank, the report will show the information related to all
the campaigns and/or dialing batches.

5. Click the "Execute" button to generate the report.
The information is displayed:

#rfumen de mpdoney e himder de 1oz determ e periado de Sirepo por blider § memd,
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~ Click here to see the description of the report columns

~ DIALER CAMPAIGN
The dialing campaign ID.

« BATCH ID

The ID of the dialing batch associated with the campaign.

~|D VB
ID of the Voice Blaster process associated with the dialing campaign.

~ MENU ID
THE ID of the IVR menu associated with the Voice Blaster process.

~ SLICE

Time segment that will be used to create the summary report.

« TOTAL

The total number of times the IVR menu was executed by the contacts in the dialing batch associated with the
campaign.

~ OPTION 1

The total number of times the "1" option in the IVR menu was selected by the contacts in the dialing batch
associated with the campaign.

~ OPTION 2

The total number of times that option "2" in the IVR menu was selected by the contacts in the dialing batch
associated with the campaign.

~« OPTION 3

The total number of times the "3" option in the IVR menu was selected by the contacts in the dialing batch
associated with the campaign.

~ OPTION 4

The total number of times the "4" option in the IVR menu was selected by the contacts in the dialing batch
associated with the campaign.

~ OPTION 5

The total number of times the "5" option in the IVR menu was selected by the contacts in the dialing batch
associated with the campaign.

~ OPTION 6

The total number of times the "6" option in the IVR menu was selected by the contacts in the dialing batch
associated with the campaign.

« OPTION 7

The total number of times the "7" option in the IVR menu was selected by the contacts in the dialing batch
associated with the campaign.

~ OPTION 8

The total number of times the "8" option in the IVR menu was selected by the contacts in the dialing batch
associated with the campaign.

~ OPTION 9

The total number of times the "9" option in the IVR menu was selected by the contacts in the dialing batch
associated with the campaign.

» OTHER

The total number of times the contacts in the dialing batch associated with the campaign did not select any of the
options configured in the IVR menu.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles
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! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of dialer calls by campaign

This report provides detailed information on outgoing conversations initiated by the dialing engine assigned to a call campaign that were
generated in a certain period of time, thus being able to filter this information by dialing campaign.

What is this report for?
Get the summary of the number of outgoing conversations that have been established or attempted to establish using the dialing engine that has
been configured and assigned to a call campaign. Thus analyzing the total, average, and maximum times of those conversations in order to

analyze the dialer performance. The information in this report is presented in a time segment, which can be: 15 minutes, 30 minutes, hour, day
and month.

To generate the report, follow these steps:

1. Go to the "Reports"” tab:

Romina Galperin NrEnR prie AEEUDATIRN o ey REPORTS
On NgACD |»

H Hame

2. Click on the "Dialing" report category:

E Contact Form
m Facebook

Instagram

@ Voice Mail
Whatsapp

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!


https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/209682625/User+search
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639347/How+to+set+up+Messenger+messaging
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639882/How+to+associate+a+YouTube+account
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2539552804/How+to+associate+an+application+from+Google+Play+Store
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2539553150/How+to+associate+an+application+from+the+App+Store

Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

m Custom

3. Click on the summary report "By Campaign™:

By Batch and Phone

By Campaign and Phone
Management Results
Telephony Results

Vioice Blaster Options

By Batch

By Campaign
Batch Status
Batch Status and Totals

Last Contacts Results

4. Enter the required filters:

20211104 B 20211104 B 15 minutes

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Dialing Campaign: The dialing campaign ID. The filter is case sensitive.

If you leave the Dialing Campaign filter blank, the report will show the information related to all the dialing campaigns.

5. Click the "Execute" button to generate the report.

The information is displayed:

Summary of dinler calls in the especified time period by campaign.
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~ Click here to see the description of the report columns

~ DIALERCAMPAIGN
The dialing campaign ID.

« SLICE
Time segment that will be used to create the summary report.

~ TOTAL

Total number of outgoing conversations that were established or attempted to be established using the dialing
engine that has been configured and assigned to the dialing campaign.

« ESTABLISHED

Total number of outgoing conversations answered by contacts and taken by an agent.

~ ABANDONED
Total number of outgoing conversations answered by contacts but not taken by an agent.

~ DID NOT ANSWER
Total number of outgoing conversations that were not answered by contacts.

« BUSY

Total number of outgoing conversations that were not answered by contacts, due to being busy in another
conversation.

* ANSWERING MACHINE

Total number of outgoing conversations were answered by answering machine.

PREVIOUSLY CANCELED
Total number of outgoing conversations that were canceled by agents in the call preview.

~ OTHER

Total number of outgoing conversations were canceled for a reason other than: abandoned, not responding, busy,
answering machine, canceled because of previous visit.

« CONTACTS MADE

Total number of contacts that were called for the first time in the batch associated with the dialing campaign.

~ % CONTACT

100 * ([Dialing campaign established conversations] + [Dialing campaign abandoned conversations]) / (Total dialing
campaign conversations)

L

~ DURATION TIME
Total duration time of the dialing campaign calls.

ATTENTION TIME

Total time of attention in the calls of the dialing campaign.

WRAP UP TIME

Total time of completion of the dialing campaign calls.

§

4

~ AVERAGE DURATION TIME

[Dialing campaign call duration time] / ( [Dialing campaign total conversations] - [Dialing campaign canceled
conversations] )

~ AVERAGE ATTENTION TIME

[Answer time in the dialing campaign calls] / [Total conversations established]
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~ AVERAGE WRAP UP TIME
[Wrap-up time in dialing campaign calls] / [Total conversations established]

~ MAXIMUM DURATION TIME

Maximum duration of a call that was established using the dialing engine that has been configured and assigned to
the dialing campaign.

* MAXIMUM ATTENTION TIME

Maximum attention time in a call that was established using the dialing engine that has been configured and
assigned to the dialing campaign.

~ MAXIMUM WRAP-UP TIME

Maximum completion time on a call that was established using the dialing engine that has been configured and
assigned to the dialing campaign.

6. If you want to export the report to PDF and CSV format, click the "Export" button; then continue reading: "How to export a report to PDF or
Csv".

7. If you want to schedule the sending of the report to one or more email accounts, thus being able to configure the date, time and frequency
for sending, click the "Schedule" button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of dialer calls by campaign and phone

This report provides detailed information on outgoing conversations initiated by the dialing engine assigned to a call campaign that were
generated in a certain period of time, thus being able to filter this information by dialing campaign and phone type.

What is this report for?
Get the summary of the number of outgoing conversations that have been established or attempted to establish a specific phone type (HOME,
MOBILE, OFFICE, FAX) using the dialing engine that has been configured and assigned to a call campaign. Thus analyzing the total, average,

and maximum times of those conversations in order to analyze the dialer performance. The information in this report is presented in a time
segment, which can be: 15 minutes, 30 minutes, Hour, Day and Month.

To generate the report, follow these steps:

1. Go to the "Reports” tab:

Romina Galperin
o 0w

ﬁ Home

2. Click on the "Dialing" report category:
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4. Enter the required filters:
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Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Dialing Campaign: The dialing campaign ID. The filter is case sensitive.

Phone Type: The type of phone to which the dial call was made. The options are: HOME, MOBILE, OFFICE, FAX. The filter
is case sensitive.

In case of leaving the Dialing Campaign and/or Phone Type filter blank, the report will show the information related
to all the dialing campaigns and/or phone types.

5. Click the "Execute" button to generate the report.
The information is displayed:

Stemmary of dialer calls in the especified time period by campaign and phone tupe.

~ Click here to see the description of the report columns.

~ DIALERCAMPAIGN
The dialing campaign ID.

« PHONE TYPE
The type of phone to which the dial call was made.

~ SLICE

Time segment that will be used to create the summary report.

« TOTAL

Total number of outgoing conversations that were established or attempted to be set to the phone type, using the
dialing engine that has been configured and assigned to the dialing campaign.

~« ESTABLISHED

Total number of outgoing conversations made to the phone type answered by contacts and taken by an agent.

~ ABANDONED
Total number of outgoing conversations made to the phone type answered by contacts but not taken by an agent.

~ DID NOT ANSWER

Total number of outgoing conversations made to the phone type which were not answered by the contacts.

« OCCUPIED

Total number of outgoing conversations made to the phone type which were not answered by the contacts, because
they were busy in another conversation.

~ ANSWERING MACHINE

Total number of outgoing conversations made to the phone type were answered by answering machine.

~ PREVIOUSLY CANCELED

Total number of outgoing conversations that were canceled by agents in the call preview.

~« OTHER
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Total number of outgoing conversations made to the phone type that were canceled for a cause other than: abandon
ed, unanswered, busy, answering machine, canceled because of previous visit.

~ CONTACTS MADE

Total number of contacts of the phone type who were called for the first time in the batch associated with the dialing
campaign.

~ % CONTACT

100 * ( [Conversations set towards the phone type in the dialing campaign] + [Abandoned conversations of the
phone type in the dialing campaign] ) / (Total conversations of the phone type in the dialing campaign)

~ DURATION TIME

Total duration of calls made to the phone type in the dialing campaign.

~ ATTENTION TIME

Total attention time in calls made to the phone type in the dialing campaign.

~ WRAP UP TIME
Total completion time of calls made to the phone type in the dialing campaign.

~ AVERAGE DURATION TIME

[Duration time of calls made to the phone type in the dialing campaign] / ( [Total conversations of the phone type in
the dialing campaign] - [Canceled conversations of the phone type in the dialing campaign] )

~ AVERAGE ATTENTION TIME

[Answer time on calls set to the phone type in the dialing campaign] / [Total conversations set towards the phone
type in the dialing campaign]

~ AVERAGE WRAP UP TIME

[Wrap-up Time on phone type calls in dialing campaign] / [Total conversations established towards phone type in
dialing campaign]

~ MAXIMUM DURATION TIME

The maximum duration of a call that was set to the phone type using the dialing engine that has been configured
and assigned to the dialing campaign.

~ MAXIMUM ATTENTION TIME

Maximum attention time on a call that was set to the phone type using the dialing engine that has been configured
and assigned to the dialing campaign.

« MAXIMUM WRAP-UP TIME

Maximum completion time on a call that was set to the phone type using the dialing engine that has been configured
and assigned to the dialing campaign.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Batch Dialer Call Summary

This report provides detailed information on outgoing conversations initiated by the dialing engine assigned to a call campaign that were
generated in a certain period of time, thus being able to filter this information by dialing campaign and dialing batch.

What is this report for?
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To get the summary of the number of outgoing conversations that have been established or attempted to establish to contacts in a particular
batch using the dialing engine that has been configured and assigned to a call campaign. Thus analyzing the total, average, and maximum times
of those conversations in order to analyze the dialer performance. The information in this report is presented in a time segment, which can be: 15
minutes, 30 minutes, hour, day and month.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin NTERACTION INFIGURATION CUPERVISOR REPORTS
Ondine Mo ACD |

H Home

2. Click on the "Dialing" report category:

E Contact Form
m Facebook

Instagram

@ Voice Mail
Whatsapp

Youtube

3. Click on the summary report “By Batch":

By Batch and Phone

By Campaign
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By Campaign and Phone
Management Results
Telephony Results

Vioice Blaster Options

By Batch

By Campaign
Batch Status
Batch Status and Totals

Last Contacts Results

4. Enter the required filters:

2021-11-04 2021-11-04 ] 15 minutes

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Dialing Campaign: The dialing campaign ID. The filter is case sensitive.

Batch Id: The dialing batch ID. The filter is case sensitive.

If you leave the Dialing Campaign and/or Batch ID filter blank, the report will display information related to all dialing
campaigns and/or dialing batches.

5. Click the "Execute" button to generate the report.
The information is displayed:

Summary of dialer calls in the especified time period by compaign and batch.

20211104 [ 15minutes |- ampanaexiioiel C

~ Click here to see the description of the report columns.

~ DIALERCAMPAIGN
The dialing campaign ID.

~ BATCH ID
The dialing batch ID.
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« SLICE

Time segment that will be used to create the summary report.

~« TOTAL

Total number of outgoing conversations that were established or attempted to be established using the dialing
engine that has been configured and assigned to the dialing campaign.

~ ESTABLISHED

Total number of outgoing conversations from the dialing batch that were answered by the contacts and taken by an
agent.

~ ABANDONED

Total number of outgoing conversations from the dialing batch that were answered by the contacts and not taken by
an agent.

~ DID NOT ANSWER

Total number of outgoing conversations from the dialing batch that were not answered by the contacts.

~ BUSY

Total number of outgoing conversations from the dialing batch that were not answered by the contacts because they
were busy in another conversation.

~ ANSWERING MACHINE

Total number of outgoing conversations from the dialing batch that were answered by the answering machine.

~ PREVIOUSLY CANCELED

Total number of outbound conversations in the dialing batch that were canceled by agents in the call preview.

« OTHER

Total number of outgoing conversations from the dialing batch that were canceled for a reason other than: abandone
d, unresponsive, occupied, answering machine, canceled because of a previous visit.

« CONTACTS MADE
Total number of contacts who were first called in the batch associated with the dialing campaign.

~ 0% CONTACT

100 * ( [Dial batch established conversations] + [Dialing batch abandoned conversations] ) / [Dialing batch total
conversations]

~« DURATION TIME

Total duration time of the dialing calls.

= ATTENTION TIME
Total time spent on calls made in the dialing batch.

~ WRAP UP TIME
Total completion time of calls made from the dialing batch.

~ AVERAGE DURATION TIME

[Dial batch call duration] / ( [Dial batch total conversations] - [Dialing batch canceled conversations] )

* AVERAGE ATTENTION TIME

[Call time on dialing batch set calls] / [Total dialing batch set conversations]

~ AVERAGE WRAP UP TIME
[Dialing batch call ending time] / [Total dialing batch set conversations]

~* MAXIMUM DURATION TIME

Maximum duration of a call that was established using the dialing engine that has been configured and assigned to
the dialing campaign.

* MAXIMUM ATTENTION TIME

Maximum attention time in a call that was established using the dialing engine that has been configured and
assigned to the dialing campaign.

* MAXIMUM WRAP-UP TIME

Maximum conclusion time on a call that was established using the dialing engine that has been configured and
assigned to the dialing campaign.
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6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

Batch and Phone Dialer Call Summary

This report provides detailed information on outgoing conversations initiated by the dialing engine assigned to a call campaign that were
generated in a certain period of time, thus being able to filter this information by dialing campaign and dialing batch and phone type.

What is this report for?
To get the summary of the number of outgoing conversations that have been established or attempted to establish to contacts in a particular
batch and phone type using the dialing engine that has been configured and assigned to a call campaign. Thus analyzing the total, average, and

maximum times of those conversations in order to analyze the dialer performance. The information in this report is presented in a time segment,
which can be: 15 minutes, 30 minutes, hour, day and month.

To generate the report, follow these steps:

1. Go to the "Reports” tab:

Romina Galperin MTERACTION
@) :_'_:-|-

H Home

2. Click on the "Dialing" report category:

E Contact Form
m Facebook

@ Instagram

@ Voice Mail
Whatsapp
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By Campaign

By Campaign and Phone
Management Results
Telephony Results

Voice Blaster Options

By Batch

By Campaign

Batch Status

Batch Status and Totals

Last Contacts Results

4. Enter the required filters:

Sigmm

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Dialing Campaign: The dialing campaign ID. The filter is case sensitive.
Batch Id: The dialing batch ID. The filter is case sensitive.

Phone Type: The type of phone to which the dial call was made. The options are: HOME, MOBILE, OFFICE, FAX. The filter
is case sensitive.
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In case of leaving blank the filters Dialing Campaign, Batch ID and/or Phone Type, the report will show the
information related to all dialing campaigns, dialing batches and/or phone types.

5. Click the "Execute" button to generate the report.

The information is displayed:

Summary of dialer calls i the especified time period by campaign. bateh and phani

~ Click here to see the description of the report columns.

~ DIALERCAMPAIGN
The dialing campaign ID.

« BATCH ID
The dialing batch ID.

~ PHONE TYPE
The type of phone to which the dial call was made.

« SLICE
Time segment that will be used to create the summary report.

~ TOTAL

Total number of outgoing conversations that were established or attempted to be set to the batch phone type, using
the dialing engine that has been configured and assigned to the dialing campaign.

« ESTABLISHED

Total number of outgoing conversations made to the dialing batch phone type answered by contacts and taken by
an agent.

~ ABANDONED

Total number of outgoing conversations made to the dialing batch phone type answered by contacts but not taken
by an agent.

~ DID NOT ANSWER

Total number of outgoing conversations made to the dialing batch phone type which were not answered by the
contacts.

« OCCUPIED

Total number of outgoing conversations made to the dialing batch phone type which were not answered by the
contacts because they were busy in another conversation.

* ANSWERING MACHINE

Total number of outgoing conversations made to the dialing batch phone type were answered by answering
machine.

~ PREVIOUSLY CANCELED
Total number of outgoing conversations that were canceled by agents in the call preview.

~« OTHER

Total number of outgoing conversations made to the dialing batch phone type that were canceled for a cause other
than: abandoned, unanswered, busy, answering machine, canceled because of a previous visit.

« CONTACTS MADE

Total number of contacts of the dialing batch phone type, who were called for the first time in the batch associated
with the dialing campaign.
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~ 0% CONTACT

100 * ( [Conversations established towards the batch phone type in the dialing campaign] + [Abandoned
conversations of the batch phone type in the dialing campaign] ) / [Total conversations of the batch phone type in
the dialing campaign]

~ DURATION TIME

Total duration of calls made to the batch phone type in the dialing campaign.

~ ATTENTION TIME
Total attention time in the calls made to the phone type of the batch in the dialing campaign.

~ WRAP UP TIME
Total completion time of calls made to the batch phone type in the dialing campaign.

~ AVERAGE DURATION TIME

[Duration of calls made to the batch phone type in the dialing campaign] / ( [Total conversations of the batch phone
type in the dialing campaign] - [Canceled conversations of the batch phone type in the dialing campaign] )

~ AVERAGE ATTENTION TIME

[Answer time on calls set to the batch phone type in the dialing campaign] / [Total conversations set towards the
batch phone type in the dialing campaign

~ AVERAGE WRAP UP TIME

[Wrap-up time on calls of the batch phone type in the dialing campaign] / [Total conversations established towards
the batch phone type in the dialing campaign]

~ MAXIMUM DURATION TIME

Maximum duration time of a call that was set to the phone type in the batch, using the dialing engine that has been
configured and assigned to the dialing campaign.

~ MAXIMUM ATTENTION TIME

Maximum service time in a call that was set to the phone type of the batch, using the dialing engine that has been
configured and assigned to the dialing campaign.

« MAXIMUM WRAP-UP TIME

Maximum conclusion time on a call that was set to the batch phone type, using the dialing engine that has been
configured and assigned to the dialing campaign.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store
Summary of management results

Summary of telephony results

This report provides detailed information of the reasons obtained by outgoing conversations initiated by the dialing engine assigned to a call
campaign that were generated in a certain period of time, thus being able to filter this information by dialing campaign and dialing batch.

What is this report for?

To get the summary of the number of conversations in a batch in a specific campaign which were finished with a given telephony result (code).

To generate the report, follow these steps:

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!


https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/209682625/User+search
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639347/How+to+set+up+Messenger+messaging
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2534639882/How+to+associate+a+YouTube+account
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2539552804/How+to+associate+an+application+from+Google+Play+Store
https://inconcert.atlassian.net/wiki/spaces/KBOCC/pages/2539553150/How+to+associate+an+application+from+the+App+Store

Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

1. Go to the "Reports" tab:
Romina Galperin

H Hame

2. Click on the "Dialer" report category:

E Contact Form
m Facebook

Instagram

@ Voice Mail
Whatsapp

Youtube

3. Click on the summary report “Telephony Results”:

By Campaign
By Campaign and Phone

Management Results

Telephony Results

Vioice Blaster Ontions
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By Batch

By Campaign

Batch Status

Batch Status and Totals

Last Contacts Results

4. Enter the required filters:

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.

Dialing Campaign: The dialing campaign ID. The filter is case sensitive.

Batch ID: The dialing batch ID. The filter is case sensitive.

If you leave the Dialing Campaign and/or Batch ID filter blank, the report will display information related to all dialing
campaigns and/or dialing batches

5. Click the "Execute" button to generate the report.
The information is displayed:

Summury of dinler telephony results in the sspecified time period by eompaign and bateh.

~ Click here to see the description of the report columns

~ DIALERCAMPAIGN
The dialing campaign ID.

~|D LOTE
The dialing batch ID.

~ SLICE

Time segment that will be used to create the summary report.

~ TOTAL

Total number of outgoing conversations that were established or attempted to be established using the dialing
engine that has been configured and assigned to the dialing campaign.
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~ ESTABLISHED

Total number of outgoing conversations from the dialing batch that were answered by the contacts and taken by an
agent.

~ ABANDONED

Total number of outgoing conversations from the dialing batch that were answered by the contacts and not taken by
an agent.

~ DID NOT ANSWER

Total number of outgoing conversations from the dialing batch that were not answered by the contacts.

~ BUSY

Total number of outgoing conversations from the dialing batch that were not answered by the contacts because they
were busy in another conversation.

Telephony result: 3

* ANSWERING MACHINE
Total number of outgoing conversations from the dialing batch that were answered by the answering machine.

Telephony result: 14

~ PREVIOUSLY CANCELED
Total number of outbound conversations in the dialing batch that were canceled by agents in the call preview.

Telephony result: -20

« LINK DOWN
Total number of conversations outgoing from the dialing batch that were canceled by having a link down.

Telephony result: -10

« CAN'T ROUTE TO ENDPOINT

Total number of conversations outgoing in the dialing batch that were canceled because they could not be routed to
the endpoint.

Telephony result: 1

* NORMAL END OF THE CALL
Total number of conversations outgoing in the dialing batch that were normally canceled.

Telephony result: 2

= CALL REJECTED
Total number of outgoing conversations in the dialing batch that were canceled because they were rejected.

Telephony result: 4

* NUMBER CHANGED

Total number of conversations outgoing in the dialing batch that were canceled because the number was modified.

Telephony result: 5

~ INVALID NETWORK USAGE

Total number of conversations outgoing in the dialing batch that were canceled due to invalid network use.

Telephony result: 6

~ IN PROGRESS

Total number of conversations outgoing from the dialing batch that were canceled because they were in progress.

Telephony result: 7

~ CONGESTION

Total number of conversations outgoing from the dialing batch that were canceled because of congestion.

Telephony result: 8

~ HANDSHAKING FAILED

Total number of conversations outgoing in the dialing batch that were canceled because of handshaking.

Telephony result: 9
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~ REJECTED BY THE ENDPOINT

Total number of outgoing conversations in the dialing batch that were canceled because they were rejected by the
endpoint.

Telephony result: 10

~ NETWORK ERROR

Total number of outgoing conversations in the dialing batch that were canceled due to network error.

Telephony result: 11

~ PROTOCOL ERROR

The total number of outgoing conversations in the dialing batch that were canceled due to protocol error.

Telephony result: 12

~ UNKNOWN ERROR

The total number of outgoing conversations in the dialing batch that were canceled due to unknown error.

Telephony result: 13

~ FAX

The total number of conversations outgoing in the dialing batch that were canceled by a fax machine.

Telephony result: 15

~ DECEASED CONTACT

The total number of outgoing conversations in the dialing batch that were canceled because of a deceased contact.

Telephony result: 16

~ INDIRECT CONTACT

The total number of outgoing conversations in the dialing batch that were canceled because of indirect contact.

Telephony result: 17

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

Batch Status

This report provides real-time information about the status of the batches that have been uploaded to the system and have the contacts that are
marked by the dialing engine assigned to a call campaign; being able to filter this information by dialing campaign and dialing batch.

What is this report for?

Obtain real-time information on the status of dialing batches; in order to verify the validity of the same, as well as the number of contacts loaded
in the batch. This report also indicates the summary of the treatment given to the contacts of the batch at the time of dialing.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin NTERACTION JONFIGURATION SUPERVISOR
O 0 |-
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2. Click on the "Dialer" report category:

E Contact Form
m Facebook
Instagram

Mail

=) sms
[#] Twitter
[22] voice Mail
Whatsapp

Youtube

3. Click on the summary report "Batch Status":

By Batch

iatch and Phone
By Campaign
By Campaign and Phone
Management Results
Telephony Results
Vioice Blaster Options

By Batch
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) Batch Status

Batch Status and Totals

Last Contacts Results

4. Enter the required filters:

Campaign: The dialing campaign ID. The filter is case sensitive. It is mandatory to generate the report.

Batch: The dialing batch ID. The filter is case sensitive

If you leave the Batch filter blank, the report will display information related to all dialing batches.

5. Click the "Execute" button to generate the report.

The information is displayed:

Dinler butch contusts siutus and total indicairs.,

campanaexitotel o20e

~ Click here to see the description of the report columns

~ BATCH
The dialing batch ID.

*~ VALID FROM
Indicates the start date of the validity of the dialing batch.

= VALID UP TO
Indicates the end date of validity of the dialing batch.

~ LOADED
Total number of contacts uploaded in the dialing batch.

~ VIRGIN

Total number of contacts uploaded to the dialing batch that have not been called.

~ EFFECTIVE

Total number of contacts uploaded to the dialing batch that have been contacted.

~ REMAINING
Total number of contacts uploaded to the dialing batch next to be called.
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~ RESCHEDULED
Total number of contacts loaded in the dialing batch that have been rescheduled.

~ MANUALLY RESCHEDULED

Total number of contacts loaded in the dialing batch that have been manually rescheduled.

~ RESCHEDULED RULE

Total number of contacts loaded into the dialing batch that have been rescheduled by dialing rules.

~ RESCHEDULED RETRIES

Total number of contacts uploaded to the dialing batch that have been rescheduled because the maximum number
of contact attempts per day has been fulfilled.

~ RESCHEDULED BEFORE

Total number of contacts uploaded to the dialing batch that have been rescheduled for a date earlier than today.

~ CANCELED
The total number of contacts uploaded to the dialing batch that have been canceled.

~* MANUALLY CANCELED
The total number of contacts loaded into the dialing batch that have been manually canceled.

~ CANCELED RULE
Total number of contacts uploaded to the dialing batch that have been canceled by dialing rule.

~ CANCELED ADDRESSES

Total number of contacts uploaded to the dialing batch that have been canceled by invalid addresses.

~ CANCELED C/B ENDED

The total number of contacts uploaded to the dialing batch that have been canceled because the campaign or batch
ended.

~ CANCELED RETRIES

Total number of contacts uploaded to the dialing batch that have been canceled because the maximum number of
contact attempts per day has been fulfilled.

~ CANCELED API

The total number of contacts uploaded to the dialing batch that have been canceled by API.

» GENTLE

Total number of contacts loaded in the paused dialing batch.

~ RECYCLED
Total number of contacts loaded in the dialing batch recycled.

~ BLACKLIST
Total number of contacts uploaded to the dialing batch that have been blacklisted.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Batch Status and Totals
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This report provides real-time information about the status of the batches that have been uploaded to the system and have the contacts that are
marked by the dialing engine assigned to a call campaign, as well as the times used in conversations with those contacts. This information can
be filtered by dialing campaign and dialing batch.

What is this report for?

To obtain real-time information on the status of dialing batches; in order to verify the validity of the same, as well as the number of contacts
loaded in the batch. It also indicates the summary of the treatment given to the contacts of the batch, at the time of dialing.

This report also provides a summary of the number of outgoing conversations that have been established or attempted to establish to contacts in

a particular batch, using the dialing engine that has been configured and assigned to a call campaign; and thus analyze the total, average, and
maximum times of those conversations, in order to analyze the performance of the dialer.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin HTERACTION INFIGURATION CUPERVISOR REPORTS
( C |

H Haome

2. Click on the "Dialer" report category:

E Contact Form
m Facebook

@ Instagram

@ Voice Mail

Whatsapp

Youtube
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By Batch

By Batch and Phone

By Campaign

By Campaign and Phone
Management Results
Telephony Results

Vioice Blaster Options

By Batch

By Campaign
Batch Status
tus and Totals

Last Contacts Results

4. Enter the required filters:

Campaign: The dialing campaign ID. The filter is case sensitive. It is mandatory to generate the report.

Batch: The dialing batch ID. The filter is case sensitive.

If you leave the Batch filter blank, the report will display information related to all dialing batches

5. Click the "Execute" button to generate the report.
The information is displayed:

Dialer batch contucts smatus nad total indicators.,

campanaexitotzl Q| 0208 s

~ Click here to see the description of the report columns
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~ BATCH
The dialing batch ID.

~ VALID FROM
Indicates the start date of the validity of the dialing batch.

~ VALID UP TO
Indicates the end date of validity of the dialing batch.

~ LOADED
Total number of contacts uploaded in the dialing batch.

~ VIRGIN

Total number of contacts uploaded to the dialing batch that have not been called.

« EFFECTIVE

Total number of contacts uploaded to the dialing batch that have been contacted.

* REMAINING

Total number of contacts uploaded to the dialing batch next to be called.

« RESCHEDULED
Total number of contacts loaded in the dialing batch that have been rescheduled.

~* MANUALLY RESCHEDULED

Total number of contacts loaded in the dialing batch that have been manually rescheduled.

* RESCHEDULED RULE

Total number of contacts loaded into the dialing batch that have been rescheduled by dialing rules.

« RESCHEDULED RETRIES

Total number of contacts uploaded to the dialing batch that have been rescheduled because the maximum number
of contact attempts per day has been fulfilled.

~ RESCHEDULED BEFORE

Total number of contacts uploaded to the dialing batch that have been rescheduled for a date earlier than today.

~« CANCELED

The total number of contacts uploaded to the dialing batch that have been canceled.

* MANUALLY CANCELED

The total number of contacts loaded into the dialing batch that have been manually canceled.

« CANCELED RULE
Total number of contacts uploaded to the dialing batch that have been canceled by dialing rule.

~ CANCELED ADDRESSES

Total number of contacts uploaded to the dialing batch that have been canceled by invalid addresses.

~ CANCELED C/B ENDED

The total number of contacts uploaded to the dialing batch that have been canceled because the campaign or batch
ended.

~ CANCELED RETRIES

Total number of contacts uploaded to the dialing batch that have been canceled because the maximum number of
contact attempts per day has been fulfilled.

~ CANCELED API
The total number of contacts uploaded to the dialing batch that have been canceled by API.

~ GENTLE

Total number of contacts loaded in the paused dialing batch.

~« RECYCLED

Total number of contacts loaded in the dialing batch recycled.

« BLACKLIST
Total number of contacts uploaded to the dialing batch that have been blacklisted.
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~ TOTAL

Total number of outgoing conversations that were established or attempted to be established using the dialing
engine that has been configured and assigned to the dialing campaign.

» ESTABLISHED

Total number of outgoing conversations from the dialing batch that were answered by the contacts and taken by an
agent.

~ SUCCESS

Total number of outgoing conversations from the dialing batch that were finished with a disposition code marked as
successful.

~ % CONTACT
100 * ( [Dial batch established conversations] + [Dialing batch abandoned conversations] ) / [Dialing batch total
conversations]

~ AVERAGE RETRIES

[Dialing batch total conversations] / [Called contacts]

~ DURATION TIME

Total duration time of the dialing calls.

~ ATTENTION TIME
Total time spent on calls made in the dialing batch.

~ WRAP UP TIME

Total completion time of calls made from the dialing batch.

~ AVERAGE DURATION TIME

[Dial batch call duration] / ( [Dial batch total conversations] - [Dialing batch canceled conversations] )

~ AVERAGE ATTENTION TIME
[Call time on dialing batch set calls] / [Total dialing batch set conversations]

~ AVERAGE WRAP UP TIME
[Dialing batch call ending time] / [Total dialing batch set conversations]

~ MAXIMUM DURATION TIME

Maximum duration of a call that was established using the dialing engine that has been configured and assigned to
the dialing campaign.

* MAXIMUM ATTENTION TIME

Maximum attention time in a call that was established using the dialing engine that has been configured and
assigned to the dialing campaign.

~ MAXIMUM WRAP-UP TIME

Maximum conclusion time on a call that was established using the dialing engine that has been configured and
assigned to the dialing campaign.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Contact results
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This report provides real-time information on the typing carried out by the agents based on the results of the management of the conversations;
being able to filter this information by dialing campaign, dialing batch and contact ID.

What is this report for?

To obtain detailed information in real time regarding the result of each of the contacts in a specific batch associated with a dialing campaign in
order to verify the date the contact was made, the agent involved, and the codes included in the conversation.

To generate the report, follow these steps:

1. Go to the "Reports" tab:

Romina Galperin NrEnR prie AEEUDATIRN o ey REPORTS
@, 0 |1-

H Hame

2. Click on the "Dialing" report category:

E Contact Form
m Facebook

Instagram

@ Voice Mail
Whatsapp

Youtube

3. Click on the summary report "Contacts Result":

By Batch and Phone
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By Campaign

By Campaign and Phone
Management Results
Telephony Results

Vioice Blaster Options

By Batch

By Campaign
Batch Status
Batch Status and Totals

Last Contac

4. Enter the required filters:

Campaign: The dialing campaign ID. The filter is case sensitive. It is mandatory to generate the report.
Batch: The dialing batch ID. The filter is case sensitive. It is mandatory to generate the report.

Contact ID: identifier of the contact in the dialing batch. The filter is case sensitive.

If you leave the Contact ID filter blank, the report will show the information related to all contact identifiers.

5. Click the "Execute" button to generate the report.
The information is displayed:

[ Mimoe revnifach o pneracdos oo L dnded dy marnician

~ Click here to see the description of the report columns
~ D
Identifier of the contact in the dialing batch.
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~ NAME
Name of the contact.

~ IMPORTATION

Import identifier of the contact.

~ RETRIES

Number of times the contact was attempted (successfully or not) in the dialing batch.

~ DATE
Date of the last time the contact was called in the dialing batch.

~ DURATION TIME

Duration of the last call made to the contact in the dialing batch.

» AGENT

Agent user ID of the last call made to the contact in the dialing batch.

« TYPE

Phone type of the last call made to the contact in the dialing batch.

~ TELEPHONE
Phone number of the last call made to the contact in the dialing batch.

~ CAUSE

Cause code of the last call made to the contact in the dialing batch.

~ LOW LEVEL

Low level telephony code of the last call made to the contact in the dialing batch.

~ DISPOSITION
Disposition code of the last call made to the contact in the dialing batch.

~ ABSOLUTE DISPOSITION

Absolute disposition code of the last call made to the contact in the dialing batch.

~ SUCCESS

Indicates whether the absolute disposition code of the last call made to the contact in the dialing batch was
successful or not.

6. If you want to export the report to PDF and CSV format, click the "Export" button; read: "How to export a report to PDF or CSV".

7. If you want to schedule the sending of the report to one or more email accounts, with the ability to configure sending date, time and
frequency, click the "Schedule..." button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store
|nStagram repOI’tS

"Instagram" reports provide detailed and summarized information on the performance and productivity of the agents in the campaigns associated
with the Instagram communication channel, as well as the detail and summary of the behavior of the interactions and the associated parameters
of each campaign.

+ Detall of active Instagram conversations by campaign
This report provides detailed information on the Instagram conversations that are active, that is, conversations that are taking
place when the report is generated, thus being able to filter said information by campaign.

To learn how to generate this report, continue reading: "Detall of active Instagram conversations by campaign".
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~ Instagram conversation threads by campaign

This report provides detailed information on the threads of each Instagram conversation, that is, all the messages exchanged
in those conversations over a certain period of time. This information can be filtered by campaign.

To learn how to generate this report, continue reading: “Instagram conversation threads by campaign".

~ Detail of Instagram conversations by agent

This report provides detailed information on Instagram conversations that were generated over a certain period of time. This
information can be filtered by agent.

To learn how to generate this report, continue reading: "Detall of Instagram conversations by agent".

~ Detall of Instagram conversations by campaign

This report provides detailed information on Instagram conversations that were generated over a certain period of time. This
information can be filtered by campaign.

To learn how to generate this report, continue reading: "Detall of Instagram conversations by campaign®.

~ Detall of Instagram conversations by attention level

This report provides detailed information on Instagram conversations that were generated over a certain period of time. This
information can be filtered by campaign, account, and attention level.

To learn how to generate this report, continue reading: "Detall of Instagram conversations by attention level".

~ Trace Instagram conversations by campaign

This report provides detailed information on the progress of each of the steps that occurred in Instagram conversations that
were generated over a certain period of time. This information can be filtered by campaign.

To learn how to generate this report, continue reading: "Trace of Instagram conversations by campaign".

*~ Summary of incoming Instagram conversations by campaign and agent

This report provides summary information on inbound Instagram messages and agent responses to those messages that were
generated over a certain period of time. This information can be filtered by campaign and by agent.

To learn how to generate this report, continue reading: "Summary of incoming Instagram conversations by campaign and
agent".

*~ Summary of incoming Instagram conversations by campaign

This report provides summary information about the conversations that were generated from incoming Instagram messages,
as well as agent responses to those conversations that were generated in a certain period of time. You can filter the
information by campaign.

To learn how to generate this report, continue reading: "Summary of incoming Instagram conversations by campaign”.

*~ Summary of incoming Instagram conversations by account

This report provides summary information about the conversations that were generated from incoming Instagram messages,
as well as agent responses to those conversations that were generated in a certain period of time. You can filter the
information by account.

To learn how to generate this report, continue reading: "Summary of incoming Instagram conversations by account".

*~ Summary of incoming Instagram conversations by attention level

This report provides summarized information on inbound Instagram messages, as well as agent responses to those messages
that were generated over a certain period of time. The information can be filtered by assigned attention level.

To learn how to generate this report, continue reading: "Summary of Incoming Instagram Conversations by Attention Level".

~ Indicators for incoming Instagram messages

This report provides daily information in real time for inbound Instagram conversations and messages received and sent in
those conversations that were generated over a certain period of time. The information can be filtered by campaign.

To learn how to generate this report, continue reading: “Indicators for incoming messages from Instagram"”.

Related Articles

! User search
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! How to set up Messenger messaging
! How to associate a YouTube account
! How to associate an application from Google Play Store

! How to associate an application from the App Store

Detail of active Instagram conversations by campaign

This report provides detailed information on the Instagram conversations that are active, that is, conversations that are taking place when the
report is generated, thus being able to filter said information by campaign.

What is this report for?

To get the details of each of the active Instagram conversations of a specific campaign for a desired period of time and thus verify the agent and
the contact address involved in said conversation.

To get the detail of the active Instagram conversations by campaign you must:

1. .In the OCC environment go to the “Reports" tab

Constanza DQdorico " = _ T
Onfine Mo ACD |»

2. Click the Instagram button in the list of report categories:

ﬂ Home

3. In the detailed report, click the "Lives by Campaign" button:
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4. Enter the required filters:

Detail of live instagram conversations in the specified time period by campaign.

2021-1-02 [ | 2021-11-02 [ Q. Queued = 15 |

Start date and end date: range for which you want to obtain the information.
Campaign: Campaign ID. It is mandatory to generate the report. When hovering over the filter, its description is displayed.
Conversation Status: status of the Instagram conversation.

Rows: Number of rows in the report

5. Click the "Execute" button to generate the report.
The information is displayed:

Detatl of live instagram conversations in the specified time period by campaign.

2021-07-01 [ 2021-11-02 A aerocollege Q Queued - 15

aerocofegei@cofiegecce mge IG  Taken 2021-09-21 151147 2021-10-26 11:28:13  asesorurayes

~ Click here to see the description of the report columns.

~ CAMPAIGN
Campaign ID.

~ ACCOUNT
ID of the account associated with the campaign.

~ START DATE

Start date of the Instagram conversation.

~ START DATE IN STATE
Start date in Instagram conversation status.

~ CONTACT NAME
Name of the contact.

~ CONTACT ADDRESS

Contact address.
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~ AGENT
User ID of the agent involved in the Instagram conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; then continue reading: "How to export a report to PDF or

Csv".
7. If you want to schedule the sending of the report to one or more email accounts, thus being able to configure the date, time and frequency
for sending, click the "Schedule" button. If you want to access the detailed configuration steps, read: "How to schedule the automatic

sending of reports".

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Instagram conversation threads by campaign

This report provides detailed information on the threads of each Instagram conversation, that is, all the messages exchanged in those
conversations over a certain period of time. This information can be filtered by campaign.

What is this report for?

To get the details of each of the outgoing Instagram conversation threads by campaign over a desired period of time and thus analyze the text of
each of the messages sent by the agent assigned to the account of that campaign and the mentions of the contact to that account, thus being
able to know the exact date and time of the messages and agents involved in the conversation.

To generate the Instagram conversation threads report by campaign you must:

1. In the OCC environment go to the "Reports" tab.

Constanza DOdorico N O CONFIGURATION REPORTS

Online Mo ACD |+

2. Click on the Instagram reports category.

M Home
FY team
cal

B cha

E Contact Form
m Facabook

3. Click on the detailed report "Threads by campaign":

' Reples Qutgowng Post
by Account
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4. Enter the required filters:

2021-07-0

1

2021-11-02

Reples Outgoing Post
by Atk Lewel

Replies Outgoing Post
y Camipaign

F:er.-llc--:- r1'1|!5|-'.1§ng Past
by Camipaign and Agent

Replies Outgoing Post

By Att Level

By Campaign

Leves By Campaign

er Bot

Trace by Campaign

=

Threads of instagram conversations in the especified time period by eampaign.

Start date and end date: range for which you want to obtain the information.

Campaign: Campaign ID. When hovering over the filter, its description is displayed.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

Rows: Number of rows in the report.

5. Click the "Execute" button

The information is displayed:

g

to generate the report.

AR L,

Threads of etagrmes conversatons in the expecting tme perind by pampai,

i
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a. ~ Haz click aqui para ver la descripcién de las columnas del reporte.

~ CAMPAIGN
Campaign ID.

« START DATE

Start date of the Instagram conversation.

~ END DATE
End date of the Instagram conversation.

~ ACCOUNT

ID of the account associated with the campaign.

« ATTENTION LEVEL

Last attention level assigned to the Instagram conversation.

~ INITIATIVE

Indicates whether the Instagram conversation started with outgoing or incoming messages.

« SUB-TYPE
Sub type of the Instagram conversation.

« CONTACT NAME

Name of the contact.

~ DISPOSITION

Instagram conversation disposition code (last sheet if it was defined as a tree).

~ ABSOLUTE DISPOSITION
Absolute disposition code (includes the entire tree path).

~ SUCCESS

If the last disposition code is a success.

~ ADDRESS

Contact address.

« PAGE
Instagram ID of the page.

« POST ID
Instagram identifier of the post.

~« POST MESSAGE

Instagram post text.

« INITIAL MESSAGE ID

ID of the first message in the Instagram conversation.

« INITIAL MESSAGE
Text of the first message in the Instagram conversation.

« TICKET

Ticket associated with the Instagram conversation.

~ Conversation thread columns
~ Origin
Source of the message from the Instagram conversation (agent or contact).

~ Agent

User ID of the agent who intervened in the Instagram conversation message.

« Attention level
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Attention level assigned to the

~ Date

~ Type

~ Text

~ Contact Name
Name of the contact.

~ Address
Contact address.

~ Message Id

The date of the Instagram conversation message.

The message type of the Instagram conversation.

Text of the Message from the Instagram conversation.

Instagram conversation message ID.

Prueba de Texto

message of the Instagram conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; then continue reading: "How to export a report to PDF or

CSsv".

7. If you want to schedule the sending of the report to one or more email accounts, thus being able to configure the date, time and frequency
for sending, click the "Schedule" button. If you want to access the detailed configuration steps, read: "How to schedule the automatic

sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

Detail of Instagram conversations by agent

This report provides detailed information on Instagram conversations that were generated over a certain period of time. This information can be
filtered by agent.

Get the details of each of the incoming and outgoing Instagram conversations where a specific agent intervened for a desired period of time and

thus analyze the times of that agent's conversations.

This report also reflects each conversation’s classification (conversation outcome selected by the agent in their management application/CRM),

as well as whether it was transferred and has an associated ticket.

To get the details of the Instagram conversations by Agent, you must follow the following steps:

1. Go to the "Reports" tab in the OCC environment.

Constanza DOdorico

Online Mo ACD |+

2. Click the Instagram category from the category list:
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3. Select the detailed report "By agent" from the list of reports:

4. Complete the filters required to make the report:

2021-07-01 2021-11-02

ﬂ' Home

B Inbound by Account

Inbound by Att Lewvel
Inbound by Campaign

Inbound by Campaign
and Agent

Meszenger BOT by Page

r".r.F-hﬂ“.- [:]ul:r:{::untJ Past
by Account

Reples Outgoing Post
by At Level

Rephies Outgoing Post
by Campaign

Replies Outgong Post
by Camspaign and Agent

Replies Outgomg Post
by Page and Post

By Att Level

Detail of instagram conversations in the especified time period by agent.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

Start date and end date: Range for which you want to obtain the information.
Agent: Agent user id. When hovering over the filter, its description is displayed. It is mandatory to generate the report.
Rows: Number of rows that the report will have.

5. Click the "Execute"

button to generate the report. The data will then be displayed:

Detafl off fraiagrram copteraatfons {r Fre smactfed fme perfod by agenf.

~ Haz click aqui para ver la descripcion de las columnas del reporte.
~ START DATE

Start date of the Instagram conversation.

~ CAMPAIGN
ID of the campaign to which the agent belongs.

~ END DATE
End date of the Instagram conversation.

~ ACCOUNT

ID of the account associated with the campaign.

« ATTENTION LEVEL

Last attention level assigned to the Instagram conversation.

=~ INITIATIVE
Indicates whether the Instagram conversation started with outgoing or incoming messages.

~ SUB-TYPE

Sub type of the Instagram conversation.

» CONTACT NAME

Name of the contact.

~ ANSWERED

Indicates if the Instagram conversation was answered.

~ 1ST RESPONSE DATE
Date of the first answer of the Instagram conversation.

~ MESSAGES

Number of messages written during the Instagram conversation.

~ AGENT MESSAGES

Number of messages written by agents during the Instagram conversation.
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« ATTENTION START DATE
Date of successful response to the Instagram conversation (the first if it was not filtered by the agent).

~ END DATE

End date of the Instagram conversation.

~« DURATION TIME

Total duration time of the Instagram conversation. Includes ghost and out-of-schedule conversations.

~ WAITING TIME
Total time the Instagram conversation was on hold (includes time in queue, ACD, transferring, etc.).

~ ACD TIME

Time that elapsed while the Instagram conversation was assigned to an agent, not including the time that elapsed
while the agent was booked and listening to the conversation (incoming only).

~ TIME WAITING FOR ANSWER

Time that elapsed while the agent was booked and attending the Instagram conversation.

« ATTENTION TIME

Time it took the agent to effectively handle the Instagram conversation.

~ DISPOSITION
Instagram conversation disposition code (last sheet if it was defined as a tree).

~ ABSOLUTE DISPOSITION

Absolute disposition code (includes the entire tree path).

« SUCCESS

If the last disposition code is a success.

~ ADDRESS
Contact address.

~ PAGE

Instagram ID of the page.

« POST ID

Instagram identifier of the post.

« POST MESSAGE

Instagram post text.

« INITIAL MESSAGE ID
ID of the first message in the Instagram conversation.

~ INITIAL MESSAGE

Text of the first message in the Instagram conversation.

* TRANSFERRED

Indicates if the Instagram conversation was transferred (or was attempted to transfer) at least once.

* TRANSFERRED OK

Indicates whether or not the transfer was successful.

~ TRANSFER TYPE

Transfer destination type: campaign, attention level, agent, queue, number.

~* TRANSFER DESTINATION

Destination address of the transfer.

« CClI

Indicates whether the Instagram conversation has CCl integration.

« TICKET
Ticket associated with the Instagram conversation.
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6. If you want to export the report to PDF and CSV format, click the "Export" button; then continue reading: "How to export a report to PDF or
CsVv".

7. If you want to schedule the sending of the report to one or more email accounts, thus being able to configure the date, time and frequency
for sending, click the "Schedule" button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Detail of Instagram conversations by campaign

This report provides detailed information on Instagram conversations that were generated over a certain period of time. This information can be
filtered by campaign.

It is used to get the details of each of the incoming and outgoing Instagram conversations of a specific campaign, during a desired period of time;
and thus analyze the times of the conversations of the agents assigned to said campaign.

This report also reflects each conversation’s classification (conversation outcome selected by the agent in their management application/CRM),
as well as whether it was transferred and has an associated ticket.

To generate the detail of Instagram conversations by Campaign you must follow these steps:

1. Go to the "Reports" tab in your OCC environment.

Constanza DOdorico

Online Mo ACD |+

2. Click the Instagram button in the report category:

ﬂ' Hame
B Team

3. Click the detailed report button "By Campaign".
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Home

Inbound by Campaign

Inbound by Campaign
and Agent

Meszenger BOT by Page
F:I:'F:llli.":"i- Ir]uEE[-qu'J Paxt
Replies Outgoing Post
by At Level

Rephes Cutgomng Post
by Camipaigni

lies Chu

mipaign and Agent

Rephes Outgomng Post
byy Page and Post

By Agent

Limvel

4. Enter the filters required for the report:

Detail of instagram conversations in the especified time period by campaign.

Start date and end date: range for which you want to obtain the information.

Campaign: Campaign ID. When hovering over the filter, its description is displayed.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

Rows: The number of rows the report will have.

5. Click the "Execute"

button to generate the report. The information will then be displayed:

Defatl of instagram corversations in the esperified fime perfod by campaign,

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

~ Haz click aqui para ver la descripcion de las columnas del reporte.

« START DATE
Start date of the Instagram conversation.

~ CAMPAIGN
Campaign ID.

« END DATE
End date of the Instagram conversation.

« ACCOUNT
ID of the account associated with the campaign.

« ATTENTION LEVEL
Last attention level assigned to the Instagram conversation.

« INITIATIVE
Indicates whether the Instagram conversation started with outgoing or incoming messages.
« SUB-TYPE

Sub type of the Instagram conversation.

~ CONTACT NAME
Name of the contact.

~ ANSWERED

Indicates if the Instagram conversation was answered.

« 1ST RESPONSE DATE

Date of the first answer of the Instagram conversation.

« MESSAGES

Number of messages written during the Instagram conversation.

« AGENT MESSAGES
Number of messages written by agents during the Instagram conversation.

~« ATTENTION START DATE

Date of successful response to the Instagram conversation (the first if it was not filtered by the agent).

« END DATE
End date of the Instagram conversation.

« DURATION TIME
Total duration time of the Instagram conversation. Includes ghost and out-of-schedule conversations.

~ WAITING TIME

Total time the Instagram conversation was on hold (includes time in queue, ACD, transferring, etc.).

« ACD TIME

Time that elapsed while the Instagram conversation was assigned to an agent, not including the time that elapsed
while the agent was booked and listening to the conversation (incoming only).

« TIME WAITING FOR ANSWER

Time that elapsed while the agent was booked and attending the Instagram conversation.

= ATTENTION TIME
Time it took the agent to effectively handle the Instagram conversation.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

~ DISPOSITION

Instagram conversation disposition code (last sheet if it was defined as a tree).

~ ABSOLUTE DISPOSITION

Absolute disposition code (includes the entire tree path).

~ SUCCESS
If the last disposition code is a success.

~ ADDRESS

Contact address.

~ PAGE

Instagram ID of the page.

~ POST ID

Instagram identifier of the post.

~ POST MESSAGE
Instagram post text.

~ INITIAL MESSAGE ID

ID of the first message in the Instagram conversation.

* INITIAL MESSAGE

Text of the first message in the Instagram conversation.

~ TRANSFERRED
Indicates if the Instagram conversation was transferred (or was attempted to transfer) at least once.

~ TRANSFERRED OK
Indicates whether or not the transfer was successful.

~ TRANSFER TYPE

Transfer destination type: campaign, attention level, agent, queue, number.

* TRANSFER DESTINATION

Destination address of the transfer.

~ CCI
Indicates whether the Instagram conversation has CCl integration.

~ TICKET

Ticket associated with the Instagram conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; then continue reading: "How to export a report to PDF or
CSv".

7. If you want to schedule the sending of the report to one or more email accounts, thus being able to configure the date, time and frequency
for sending, click the "Schedule" button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

Trace by campaign

This report provides detailed information on the progress of each of the steps that occurred in Instagram conversations that were generated over
a certain period of time. This information can be filtered by campaign.
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It is used to get the details of each trace of the incoming and outgoing Instagram conversations by campaign during a desired period of time, and
thus analyse the steps taken during each of the conversations and being able to know the exact date and time of these steps and the agents

involved in the conversation.

This report also reflects each conversation’s classification (conversation outcome selected by the agent in their management application/CRM),

as well as whether it was transferred and has an associated ticket.

To generate the Instagram conversation trace report by campaign, you must follow these steps:

1. Go to the "Reports" tab in your OCC environment:

Constanza DOdorico

Online Mo ACD |+

2. Click the Instagram button in the report categorys:

3. Click the detailed report button "Trace by campaign"
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4. Enter the filters required for the report:

2021-07-01

2021-11-02

Outgoing Indicators

Trace of instagram conversations in the especified time period by campaign.

Start date and end date: range for which you want to obtain the information.

Campaign: Campaign ID. When hovering over the filter, its description is displayed.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

Rows: Number of rows that the report will have.

5. Click the "Execute" button to generate the report. The information will then be displayed

2021-07-01 Q A
1 aetocollege 2020-07-16 22:45:18 = 2021-10-26 155520 Acrocollege_ |G N/A
Step Ornigin Origin Agent Al Law. Stant Date
Imitial Contact = brodriguez 2020-07-16 22:4518
Reopen Agent brodriguez 2020-00-08 14:41;31
Reopen Agent vpintos 2021-10-26 11:40:17
___Reopen AGET vpintos 2021-10-26 11:40:39

Trace of instagram conyersations in the especified time period by campaign.

15 |+
Commenl  brodrigues
End Date

2020-08-05 11:01:36
2021-01-25 09:10:21
2021-10-26 11:40:31

2021-10-26 11:41:01

julkings2020

julkings2020

Start in Queued
2020-07-16 22:45.18
2020-00-08 14:41.31
11:40:17

2021-10-26

2021-10-26 11:40:40

Aerocollege 1506906852 1103 1||"

Fin.
Yes
Yes
Yis

No

Disp.
Internacional
venta_realizada
MN/A

NA

C

iPai

~ Haz click aqui para ver la descripcion de las columnas del reporte.

» CAMPAIGN
ID of the campaign to which the agent belongs.

~ START DATE
Start date of the Instagram conversation.

~ END DATE

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!




Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

End date of the Instagram conversation.

« ACCOUNT
ID of the account associated with the campaign.

« ATTENTION LEVEL
Last attention level assigned to the Instagram conversation.

~ INITIATIVE

Indicates whether the Instagram conversation started with outgoing or incoming messages.

« SUB-TYPE

Sub type of the Instagram conversation.

« FIRST AGENT
User ID of the first agent to join the Instagram conversation (even if it failed).

~ CONTACT NAME

Name of the contact.

~ ADDRESS

Contact address.

« PAGE
Instagram ID of the page.

« POST ID
Instagram identifier of the post.

~ POST MESSAGE

Instagram post text.

« INITIAL MESSAGE ID

ID of the first message in the Instagram conversation.

~ INITIAL MESSAGE
Text of the first message in the Instagram conversation.

~ DISPOSITION

Instagram conversation disposition code (last sheet if it was defined as a tree).

« ABSOLUTE DISPOSITION

Absolute disposition code (includes the entire tree path).

«» SUCCESS

If the last disposition code is a success.

« TICKET
Ticket associated with the Instagram conversation.

~ Conversation thread columns
~ Origin Step
It indicates how the Instagram conversation reached this step (initial step, it was transferred, it was reopened,
etc.).
~ Origin
Origin of the Instagram conversation step (agent or contact).
~ Agent

User ID of the agent who intervened in the Instagram conversation step.

~ Attention level
Attention level assigned to the step of the Instagram conversation.

~ Start date
Start date of the Instagram conversation step.

~ End date
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End date of the Instagram conversation step.

~ Finished
It indicates whether the Instagram conversation step was finished when an agent had taken it (regardless of
whether the agent did not attend to it) or was transferring it.

~ Duration time
Total duration of the Instagram conversation step. Includes ghost and out-of-schedule conversations.

~ Attention time
Time that the agent took for effective service from the step of the Instagram conversation.

£

Events
Number of events that occurred during the step of the Instagram conversation.

{

Agents Events
Number of agent events that occurred in the Instagram conversation step.

~ Transferred

Indicates whether the Instagram conversation step was transferred (or attempted to be transferred) at least
once.

= Transferred Ok
Indicates whether or not the transfer was successful.

~ Transfer Type
Transfer destination type: campaign, attention level, agent, queue, number.

~ Transfer Destination
Destination address of the transfer.

6. If you want to export the report to PDF and CSV format, click the "Export" button; then continue reading: "How to export a report to PDF or
Csv".

7. If you want to schedule the sending of the report to one or more email accounts, thus being able to configure the date, time and frequency
for sending, click the "Schedule" button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Detail of Instagram conversations by attention level

This report provides detailed information about Instagram conversations that were generated in a given period of time. You can filter by
campaign, account, and attention level.

It is used to get the details of each of the incoming and outgoing Instagram conversations that were assigned to the different attention levels
associated with the campaign accounts, over a desired period of time and thus analyze the times of those conversations.

This report also reflects each conversation’s classification (conversation outcome selected by the agent in their management application/CRM),
as well as whether it was transferred and has an associated ticket.

To generate a detailed report of Instagram conversations by attention level, you must follow these steps:

1. Go to the "Reports" tab in your OCC environment.

SO fEE D oo s INTERACTION CONFIG REPORTS
Oniing No ACD |=

2. Click the Instagram button in the report category.
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ﬂ Home

3. Click the detailed report button “By Attention Level”.

Home
Inbound by Campaign

3 Inbound by Campaign
it

! Meszenger BOT by Page

Rephes Cutgomng Post
by Account

Outgaing Post
yn and Agent

Rephes Cutgoing Post
by Page and Post

By Agent

By Campaign

Lives By Campaign

4. Enter the required filters:

Detail of instagram conversations in the-especified time period by campaign, account and atfention level.

2021-07-01 B 2021-11-02 FH Q Q Q. Al v 15 |+ |
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Start date and end date: range for which you want to obtain the information.
Campaign: Campaign ID.

Account: ID of the account associated with the campaign.

Attention level: attention level assigned to the conversation.

When hovering over the filters, their description is displayed.

If you leave the Campaign, Account and/or Attention Level filter blank, the report will show the information related to
all campaigns, accounts and/or attention levels

Filas: Cantidad de filas que tendra el reporte.

5. Click the "Execute" button to generate the report. The data will then be displayed::

Detlle de compersaciones dr matagram en defeminadn fempe por ovmpaiia, cienfa gl de atencian,

~ Haz click aqui para ver la descripcién de las columnas del reporte.
~ CAMPAIGN

ID of the campaign to which the agent belongs.

« ACCOUNT

ID of the account associated with the campaign.

« ATTENTION LEVEL
Last attention level assigned to the Instagram conversation.

« START DATE

Start date of the Instagram conversation.

“ INITIATIVE

Indicates whether the Instagram conversation started with outgoing or incoming messages.

~« SUB-TYPE

Sub type of the Instagram conversation.

« FIRST AGENT
User ID of the first agent to join the Instagram conversation (even if it failed).

~ CONTACT NAME

Name of the contact.

« ANSWERED

Indicates if the Instagram conversation was replied to.

« 1ST RESPONSE DATE
Date of first reply to Instagram conversation.

~ MESSAGES

Number of messages written during the Instagram conversation.
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« AGENT MESSAGES

Number of messages written by agents during the Instagram conversation.

« ATTENTION START DATE

Date of successful response to the Instagram conversation (the first if it was not filtered by the agent).

~ END DATE
End date of the Instagram conversation.

~ DURATION TIME

Total duration time of the Instagram conversation. Includes ghost and out-of-schedule conversations.

« WAITING TIME

Total time the Instagram conversation was on hold (includes time in queue, ACD, transferring, etc.).

~ ACD TIME

Time that elapsed while the Instagram conversation was assigned to an agent, not including the time that elapsed
while the agent was booked and listening to the conversation (incoming only).

~ TIME WAITING FOR ANSWER
Time that elapsed while the agent was booked and attending the Instagram conversation.

« ATTENTION TIME

Time it took the agent to effectively handle the Instagram conversation.

~ DISPOSITION

Instagram conversation disposition code (last sheet if it was defined as a tree).

~ ABSOLUTE DISPOSITION
Absolute disposition code (includes the entire tree path).

« SUCCESS

If the last disposition code is a success.

~ FINISHED

Indicates whether the Instagram conversation was finished when an agent had taken it (regardless if the agent
didn't attend it) or was transferring it.

+ ADDRESS
Contact address.

« PAGE
Instagram ID of the page.

~ POST ID

Instagram identifier of the post.

« POST MESSAGE

Instagram post text.

« INITIAL MESSAGE ID
ID of the first message in the Instagram conversation.

~ INITIAL MESSAGE

Text of the first message in the Instagram conversation.

» TRANSFERRED

Indicates if the Instagram conversation was transferred (or was attempted to transfer) at least once.

* TRANSFERRED OK

Indicates whether or not the transfer was successful.

* TRANSFER TYPE
Transfer destination type: campaign, attention level, agent, queue, number.

~* TRANSFER DESTINATION

Destination address of the transfer.
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~ CCI
Indicates whether the Instagram conversation has CCl integration.

~ TICKET

Ticket associated with the Instagram conversation.

6. If you want to export the report to PDF and CSV format, click the "Export" button; then continue reading: "How to export a report to PDF or
Ccsv".

7. If you want to schedule the sending of the report to one or more email accounts, thus being able to configure the date, time and frequency
for sending, click the "Schedule" button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Summary of incoming Instagram conversations by campaign and agent

This report provides summary information on inbound Instagram messages and agent responses to those messages that were generated over a
certain period of time. This information can be filtered by campaign and by agent.

Obtain by agent in a specific campaign the summary of the number of incoming Instagram messages during a desired period of time and thus
analyze if said agent is performing the service in the allowed limits of service level. The information in this report is presented in a time segment,
which can be: 15 minutes, 30 minutes, hour, Day and Month.

€3 This report can be used to compare the times and performance of each of the agents assigned to the campaign.
To generate a summary of incoming Instagram conversations by campaign and agents, you must follow these steps:
1. Go to the "Reports" tab in your OCC environment.

Administrator Full

INTERACCION

3. Click the summary report button "Incoming by Camp. And Ag."
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Entrantes por Campana
Enirantes por Cuenta
' Enfrantes por Niv. de At

Respuestas de Post
Salientes por Campana

Respuesias de Post
Salienles por Campana
y Agente

Respuesias de Posi
Sabenles por Cuenta

! Respuesias de Post
Sabenles por Nivel de
Atencidn

! Respuesias de Post
Sabentes por Pagma y
Post

5 Aclivas por Campana

Hilos por Campana

Por Agente

Por Campaia

4. Enter the filters required for the report

Resumen de conversacionss enfrentes (com. de posts y mencignes de clientes) por campana ¥ egetde

20180103 [ 20190103 [ 15mnubs

day and per month.
Campaign: Campaign ID.
Agent: Agent user ID.

Filters are case sensitive

and/or agents

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per

If you leave the Campaign and/or Agent filter blank, the report will show the information related to all the campaigns
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| Rows: Number of rows that the report will have. J

5. Click the "Execute" button to generate the report. The data will then be displayed

Resumen de conversaciones entrantes (com. de posts y menciones de clientes) por camparia i agente.

2018-12-01 2019-01-03 15 minutos campanainstagrz adminfull 30

Agendar
2018-12-19 12:15- 1230 0 0 0 0 0 0 0.00% 0 ] 00:00:00 00:00:00 00:00:00 0
2018-12-20 02:15 - 08:30 0 0 0 0 0 0 0.00% 0 0 00:00:00 00:00:00 00:00:00 0
2018-12-20 08:30 - 08:45 1 0 1 0 1 0 0.00% 1 0 00:00:01 00:00:00 20:37:55 0
2018-12-20 08:45 - 09:00 0 0 0 0 0 0 0.00% 0 0 00:00:00 00:00:00 00:00:00 0
2015-12-20 09:00 - 09:15 1 0 1 0 1 0 0.00% 1 0 00:07-05 00:00:00 00:25:50 0
2018-12-20 09:15 - 09:30 0 0 0 0 0 0 0.00% 0 0 00:00-00 00:00:00 00:00:00 0
2018-12-20 09:30 - 09:45 0 0 0 0 0 0 0.00% 0 ] 00:00:00 00:00:00 00:00:00 0
2018-12-20 09:45 - 10:00 1 1 0 0 1 1 100.00% 2 1 00:00:01 00:07:10 00:20:50 0 2
2018-12-20 10:00 - 10:15 0 0 0 0 0 0 0.00% 0 0 00:00:00 00:00:00 00:00:00 0 2
2018-12-20 10:15 - 10:30 0 0 0 0 0 0 0.00% 0 0 00:00:00 00:00:00 00:00:00 0 2
2015-12-20 10230 - 10:45 0 0 0 0 0 0 0.00% 0 0 00:00:00 00:00:00 00:00:00 0 2

~ Click here to see the description of the report columns.
~ CAMPAIGN

ID of the campaign to which the agent belongs.

~ SLICE
Time segment that will be used to create the summary report.

~ AGENT
User ID of the agent who intervened in the campaign's inbound Instagram messages.

~ TOTAL

Total amount of incoming Instagram messages (messages originated by comments to own posts + direct mentions
+ mentions about a comment) of the campaign assigned / taken by the agent.

~ W/ ANSWER
Total number of campaign inbound Instagram messages with a response by the agent.

~ W/O ANSWER
Total number of campaign inbound Instagram messages with no response from the agent.

~ MENTIONS

Total number of inbound Instagram messages from the campaign that are posts mentioning the page.

~ COMMENTS

Total number of inbound Instagram messages from the campaign that are comments on campaign posts.

= SL
Total number of conversations that were generated from Instagram messages received in the campaign and were
answered within the service level threshold.

~ % SL

100 * [Total number of campaign inbound Instagram conversations with positive SL] / [Total number of campaign
inbound Instagram conversations]

~ AVERAGE MESSAGES

[Total messages in incoming Instagram conversations from the campaign] / [Incoming Instagram conversations from
the campaign]
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~ AVERAGE AGENT MESSAGES

[Agent’'s messages in campaign inbound Instagram conversations] / [Campaign inbound Instagram conversations]

~ AVERAGE WAITING TIME

[Wait time in incoming Instagram conversations from the campaign] / [Incoming Instagram conversations from the
campaign]

~ AVERAGE 1ST RESPONSE TIME

[Waiting time for attention in incoming Instagram conversations from the campaign] / [Incoming Instagram
conversations from the campaign with answer]

~ AVERAGE ATTENTION TIME

[Answer time in incoming Instagram conversations from the campaign] / [Incoming Instagram conversations from
the campaign that have been taken]

~ CClI

Total number of campaign inbound Instagram messages with CCl integration.

» MAXIMUM SIMULTANEOUSLY ASSIGNED

Maximum number of campaign inbound Instagram conversations assigned simultaneously to the agent.

~ LOGGED TIME

Total time the agent stayed logged in and assigned to the campaign.

~ ACTIVE TIME
Total time the agent spent in the "Available" state for the campaign.

~ PAUSE TIME

Total time the agent spent in pause states for the campaign.

* % BUSY
100 * [Time busy in the campaign] / [Logged time]

~ % BUSY OTHER
100 * [Time busy in other campaigns] / [Logged time]

6. If you want to export the report to PDF and CSV format, click the "Export" button; then continue reading: "How to export a report to PDF or
CSsv".

7. If you want to schedule the sending of the report to one or more email accounts, thus being able to configure the date, time and frequency
for sending, click the "Schedule" button. If you want to access the detailed configuration steps, read: "How to schedule the automatic
sending of reports".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Summary of incoming Instagram conversations by campaign

This report provides summary information about the conversations that were generated from incoming Instagram messages, as well as agent
responses to those conversations that were generated in a certain period of time. You can filter the information by campaign.

It is used to obtain by campaign the summary of the number of conversations that are generated from incoming Instagram messages during a
desired period of time and thus analyze if the agents are performing the attention in the allowed limits of service level. The information in this
report is presented in a time segment, which can be: 15 minutes, 30 minutes, Hour, Day and Month.

£} This report can be used to monitor the number of incoming Instagram conversations by time frames and thus know what the peak time of
the campaign is, as well as knowing if all incoming conversations are being attended to and the service level that is being provided.

To generate a summary of incoming Instagram conversations by campaign, you must follow these steps:
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1. Go to the "Reports" tab in your OCC environment.

‘fj Administrator Full
Diisp e |w

INTERACCION

Instagram
Y cestion
u Personalizado
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3. Click the summary report button "Incoming by Campaign”

™ inicio
Instagram

Enirantes por Camp. y
Ag

| €& Entrantes por

ampana
Entrantes por Cuenta
Enfrantes por Niv. de At

Respuestas de Posl
Salienies por Campaiia

Respuestas de Post
Salienfes por Campana
¥ Agenle

Respuestas de Posl
Sakentes por Cuenta

Respuestas de Posl
Sakenies por Nivel de
Afencion

Respuesias de Post

Salienies por Pagina y
Post

Activas por Campaiia
Hilos por Campaiia
Por Agente

Por Campana

4. Enter the filters required for the report

2019-00-03 [ 20150103 [ 15minulos

-

Resumen dz copversaciones entranizs foon. de posis y mendones de chieates] por campania,

day and per month.

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per

Campaign: Campaign ID. The filter is case sensitive.

If you leave the Campaign filter blank, the report will show the information related to all campaigns.

Rows: Number of rows that the report will have.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

5. Click the "Execute" button to generate the report. The data will then be displayed:

(]

2013-01-03 Dia camparainstagre 15

=}

~ Haz click aqui para ver la descripcion de las columnas del reporte.

~ CAMPAIGN
ID of the campaign to which the agent belongs.

~ SLICE

Time segment that will be used to create the summary report.

~ AGENT

User ID of the agent who intervened in the campaign's inbound Instagram messages.

~ TOTAL

Total amount of incoming Instagram messages (messages originated by comments to own posts + direct mentions
+ mentions about a comment) of the campaign assigned / taken by the agent.

~ W/ ANSWER
Total number of campaign inbound Instagram messages with a response by the agent.

~ W/O ANSWER

Total number of campaign inbound Instagram messages with no response from the agent.

~ MENTIONS

Total number of inbound Instagram messages from the campaign that are posts mentioning the page.

~ COMMENTS

Total number of inbound Instagram messages from the campaign that are comments on campaign posts.

= SL
Total number of conversations that were generated from Instagram messages received in the campaign and were
answered within the service level threshold.

~ % SL

100 * [Total number of campaign inbound Instagram conversations with positive SL] / [Total number of campaign
inbound Instagram conversations]

~ AVERAGE MESSAGES
[Total messages in incoming Instagram conversations from the campaign] / [Incoming Instagram conversations from
the campaign]

~ AVERAGE AGENT MESSAGES
[Agent's messages in campaign inbound Instagram conversations] / [Campaign inbound Instagram conversations]
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~ AVERAGE WAITING TIME

[Wait time in incoming Instagram conversations from the campaign] / [Incoming Instagram conversations from the
campaign]

~ AVERAGE 1ST RESPONSE TIME

[Waiting time for attention in incoming Instagram conversations from the campaign] / [Incoming Instagram
conversations from the campaign with answer]

~ AVERAGE ATTENTION TIME

[Answer time in incoming Instagram conversations from the campaign] / [Incoming Instagram conversations from
the campaign that have been taken]

=~ CCI
Total number of campaign inbound Instagram messages with CCl integration.

~ MAXIMUM SIMULTANEOUSLY ASSIGNED

Maximum number of campaign inbound Instagram conversations assigned simultaneously to the agent.

~ LOGGED TIME

Total time the agent stayed logged in and assigned to the campaign.

« ACTIVE TIME

Total time the agent spent in the "Available" state for the campaign.

~ PAUSE TIME
Total time the agent spent in pause states for the campaign.

~ % BUSY
100 * [Time busy in the campaign] / [Logged time]

~ % OCUPADO OTRA

100 * [Tiempo ocupado en otras campafias] / [Tiempo logueado]

6. If you want to export the report to PDF and CSV format, click the "Export" button; then continue reading: "How to export a
report to pdf or csv".
7. If you want to schedule the sending of the report to one or more email accounts, thus being able to configure the date, time and frequency

for sending, click the "Schedule” button. If you want to access the detailed configuration steps, read: "How to schedule
the automatic sending of reports"”.

Related Articles

E Error OutOfMemoryError en log de ElasticSearch

E Overview de la interfaz de una conversacién de App Store

! Overview de la interfaz de una conversacion de Google Play Store
! Overview de la interfaz de una conversacion de Instagram.

E Coémo visualizar/editar la informacion del contacto desde la ventana de Google Play Store

Summary of incoming Instagram conversations by account

This report provides summary information about the conversations that were generated from incoming Instagram messages, as well as agent
responses to those conversations that were generated in a certain period of time. You can filter the information by account.

It is used to obtain per account associated to a campaign the summary of the number of conversations that are generated from incoming
Instagram messages during a desired period of time and thus analyze if the agents are performing the attention in the allowed limits of service
level. The information in this report is presented in a time segment, which can be: 15 minutes, 30 minutes, Hour, Day and Month.

€} This report can be used to monitor the number of incoming Instagram conversations for periods of time and, in case of having more than
one Instagram account associated with the same campaign, know which is the account that handles the most conversations as well as
knowing the average times of these conversations.

To generate a summary of incoming Instagram conversations by account, you must follow these steps:
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1. Go to the "Reports" tab in your OCC environment.:

‘fj Administrator Full
Diisp e |w

INTERACCION

Instagram
Y cestion
u Personalizado

3. Click the summary report button "Incoming by Account"
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ft

Inicio

Instagram

e

Eniranltes por Camp.y
Ag

Enfranies por Campaiia

Entrantes por Cuenta
Enfrantes por Niv, de Al

Respuestas de Post
Salientes por Campaiia

Respuestas de Post
Salientes por Campana
¥ Agente

A Respeestas de Pos

4. Complete the filters required to make the report:

Sakenles por Cuenta
Respuesias de Posl
Sahenies por Nivel de
Alencion

Respuesias de Post
Salienfes por Pagina y
Posl

Activas por Campania
Hilos por Campaiia

Por Agente

Por Campana

Resumen de conversaciones entrantes (com. de posts § menciones de clientes) por campana  cuenta,

2019-01-03 [

2013-01-03 [ 15 minutos

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!

Campaign: Campaign ID.
Account: Account ID.

Filters are case sensitive.

If you leave the Campaign and/or Account filter blank, the report will show the information related to all the
campaigns and/or accounts.

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per
day and per month.
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Rows: Number of rows that the report will have.

5. Click the "Execute" button to generate the report. The data will then be displayed

Resumen de conversaciones entrantes (com. de posts y menciones de clienfes) por camparia y cuenta.

2018-12-01 2019-01-03 Mes campanainstagrz InstgramDoc 15
2018-12-20 08:30 - 05:45 1 0 1 0 1 0 1 0 00:00:01 00:00:00 0
201812 9:00 0 0 0 0 ] ] 0 0 00:00:00 00:00:00 00:00:00 0
2015-12-20 09:45 0 0 0 0 0 0 0 0 00:00:00 00:00:00 00:00:00 0
2018-12-21 1:15-11:30 1 1 0 0 1 1 3 1 00:00:01 00:07:10 25:52:21 0
2018-12-26 20:45 - 21:00 1 0 1 ] 1 ] 1 ] 00:07-05 00:00:00 128:19:44 ]

2015-12-28 13:30- 13:45 2 0 2 ] 2 ] 0.00% 1 ] 00:00:12 00:00:00 81:50:52 ]

~ Click here to see the description of the report columns.
~ SLICE

Time segment that will be used to create the summary report.

~ TOTAL

Total number of conversations that were generated from the Instagram messages received in the account,
regardless of the number of comments, messages and responses exchanged in those conversations between
agents and contacts.

~ W/ ANSWER

Total number of incoming Instagram conversations from the account with at least one answer from agents

~ W/O ANSWER

Total number of incoming Instagram conversations from the account with no answer from agents.

~ MENTIONS

Total number of incoming Instagram messages from the campaign that are posts mentioning the Page

~ COMMENTS

Total number of incoming Instagram conversations from the account originating in comments to posts on the page.

=~ SL

Total number of incoming Instagram conversations from the account which were answered within the "Service Level
Threshold".

~ % SL

100 * [Incoming Instagram conversations from account with positive SL] / [Incoming Instagram conversations from
the account]

~ AVERAGE MESSAGES

[Total messages in incoming Instagram conversations from the account] / [Incoming Instagram account
conversations]

~ AVERAGE AGENT MESSAGES

[Total messages from agents in incoming Instagram conversations from the account] / [Incoming Instagram
Conversations from the account]

~ AVERAGE WAITING TIME

[Wait time in incoming Instagram conversations from account] / [Incoming Instagram conversations from account]

~ AVERAGE 1ST RESPONSE TIME

[Waiting time for attention in incoming Instagram conversations from the account] / [Incoming Instagram
conversations from the account with answer]
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~ AVERAGE ATTENTION TIME

[Answer time in incoming Instagram conversations from Account] / [Incoming Instagram conversations from account
taken]

~ CCI

Total incoming Instagram conversations from the account with CCI integration.

6. If you want to export the report to PDF and CSV format, click the "Export" button; then continue reading: "How to export a
report to pdf or csv".
7. If you want to schedule the sending of the report to one or more email accounts, thus being able to configure the date, time and frequency

for sending, click the "Schedule" button. If you want to access the detailed configuration steps, read: "How to schedule
the automatic sending of reports".

Related Articles

! Error OutOfMemoryError en log de ElasticSearch

! Overview de la interfaz de una conversacion de App Store

E Overview de la interfaz de una conversacién de Google Play Store
E Overview de la interfaz de una conversacion de Instagram.

! Como visualizar/editar la informacion del contacto desde la ventana de Google Play Store

Summary of incoming Instagram conversations by attention level

This report provides summarized information on inbound Instagram messages, as well as agent responses to those messages that were
generated over a certain period of time. The information can be filtered by assigned attention level.

It is used to obtain, by attention level, the summary of the number of incoming Instagram messages during a desired period of time and thus
analyze if the agents are performing the attention within the allowed service level limits. The information in this report is presented in a time
segment, which can be: 15 minutes, 30 minutes, Hour, Day and Month.

€3 This report can be used to monitor the amount of incoming Instagram conversations for periods of time from the different attention levels,
and in turn know how many of these conversations were transferred to another attention level, as well as to know the average times of
said conversations

To generate a summary of incoming Instagram conversations by attention level, you must follow these steps:

1. Go to the "Reports” tab in your OCC environment.

A‘.} Administrator Full

! INTERACCION

2. Click the Instagram button in the report category:

ﬁ Inicio

Instagram
Y cestion
u Personalizado
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3. Click the summary report button "Incoming by Attention Level"

Enirantes por Camp. ¥
Ag.

Enfrantes por Campana
Enfrantes por Cuenla
Enirantes por Miv. de At

Respuestas de Posl
Salentes por Campaiia

Respuestas de Posl
Salienies por Camparia
y Agenle

Respuestas de Post
Sakentes por Cuenta

Respuestas de Post
Salentes por Nivel de
Alencion

Respuestas de Post
Sakentes por Pagina y
Post

Activas por Campafia

Hilos por Campana
s Por Agenle

Por Campaiia

4. Complete the filters required to make the report:

Resumen de conpersaciones entranfes {com. de posts y menciones de clientes | por campana, cuenta y nive! de atencign,

2019-01-03  E 2015-01-03 FE 15 minutos
|

day and per month.
Campaign: Campaign ID.

Account: Account ID.

Filters are case sensitive.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!

Start date and end date: range for which you want to obtain the information.

Time slice: time segment that will be used to create the report summary. This can be: 15 minutes, 30 minutes, per hour, per

Attention level: attention level assigned to the conversation.
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If you leave the Campaign and/or Account filter blank, the report will show the information related to all the
campaigns and/or accounts.

Rows: Number of rows that the report will have.

5. Click the "Execute" button to generate the report. The data will then be displayed

decomversasiones entrantes {com. de postey menciones de clizntes) por e, et i nivel de ak

2019-01-03 Hora campanainstagre InstgramDoc Hival_1 15

§13:00 - 14:00 2 2 q 2 050 o 00:00:04 00:00:00 2727:44

~ Click here to see the description of the report columns.
~ SLICE

Time segment that will be used to create the summary report.

« TOTAL

Total number of conversations that were generated from the Instagram messages received in the account,
regardless of the number of comments, messages and responses exchanged in those conversations between
agents and contacts.

~ W/ ANSWER

Total number of incoming Instagram conversations from the account with at least one answer from agents

~ W/O ANSWER

Total number of incoming Instagram conversations from the account with no answer from agents.

* MENCIONES

Cantidad total de mensajes entrantes de Instagram de la campafia que son publicaciones mencionando a la pagina.

« MENTIONS
Total number of incoming Instagram messages from the campaign that are posts mentioning the Page

~ AVERAGE MESSAGES

[Total messages in incoming Instagram conversations assigned to attention level] / [Incoming Instagram
conversations assigned to attention level]

« AVERAGE AGENT MESSAGES

[Messages from agents in incoming Instagram conversations assigned to attention level] / [Incoming Instagram
conversations assigned to attention level]

* AVERAGE WAITING TIME

[Wait time in incoming Instagram conversations assigned to attention level] / [Incoming Instagram conversations
assigned to attention level]

~ AVERAGE 1ST RESPONSE TIME

[Waiting time for attention in incoming Instagram conversations assigned to the attention level] / [Incoming
Instagram conversations assigned to the attention level with answer]

~ AVERAGE ATTENTION TIME

[Answer time in incoming Instagram conversations assigned to attention level] / [Incoming Instagram conversations
assigned to attention level taken]

* TRANSFERRED TO ATTENTION LEVEL

Incoming Instagram messages assigned to the attention level which were transferred to another attention level.
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6. If you want to export the report to PDF and CSV format, click the "Export" button; then continue reading: "How to export a
report to pdf or csv".
7. If you want to schedule the sending of the report to one or more email accounts, thus being able to configure the date, time and frequency

for sending, click the "Schedule" button. If you want to access the detailed configuration steps, read: "How to schedule
the automatic sending of reports".

Related Articles

! Error OutOfMemoryError en log de ElasticSearch

! Overview de la interfaz de una conversacion de App Store

! Overview de la interfaz de una conversacion de Google Play Store
E Overview de la interfaz de una conversacién de Instagram.

E Coémo visualizar/editar la informacion del contacto desde la ventana de Google Play Store

Indicators for incoming Instagram messages

This report provides daily information in real time for inbound Instagram conversations and messages received and sent in those conversations
that were generated over a certain period of time. The information can be filtered by campaign.

It is used to obtain daily information in real time for incoming Instagram conversations in order to analyze the service level that is being provided
in the last 24 and 48 hours, as well as to know how many of the incoming conversations are answered the same day they are created and how
many are active.

This report also indicates the number of messages (sent and received) generated by incoming Instagram conversations.

To generate the report of indicators for incoming messages from Instagram, you must follow the following steps:

1. Go to the "Reports" tab in your OCC environment.:

Administrator Full
I

3. Click the report button "Incoming indicators"
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ﬁ Inicio

Enfrantes por Cuenta
Enlrantes por MNiv. de At

Respuesias de Posl
Salkenfes por Campana
Respuestas de Post
Salienles por Campaiia
y Agente

' Respuestas de Posi
Salienies por Cuenla

Respuesias de Post
Salenies por Mivel de
Alencitn

Respuestas de Post
Sabenles por Pagina y
Posl

Activas por Campania
Hilos por Campana
Paor Agente

Por Campana

Por Niv. de Atencion

Traza por Camparia

Inticadores de
Enfrantes

4. Complete the filters required to make the report:

Inticadores diarios en fismpo real pOro CONPErSOCIoNes enirartes de msiagram.

| 20150404 [  2019-01:04 [2 Q15

Start date and end date: range for which you want to obtain the information.
Campaign: Campaign ID.

Filters are case sensitive.

If you leave the Campaign and/or Account filter blank, the report will show the information related to all the
campaigns and/or accounts

Rows: Number of rows that the report will have.

5. Click the "Execute" button to generate the report. The data will then be displayed

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

Indicodores diarios entiempe real para conversaoones enfrandes ae instrgrant

a-12.20 20181231 campanzinstagrs 15

T
=

I
=]

2013-12-28 0 0 100.00 % 100.00 % 00-00:20 00:00:00 2 0 0

~ Click here to see the description of the report columns

~ DATE
DATE

~ CONVERSATIONS

Total inbound Instagram conversations for the campaign (does not include open conversations).

~ RECEIVED MESSAGES

Total messages received in the campaign's incoming Instagram conversations.

~ SENT MESSAGES

Total messages sent in the campaign's incoming Instagram conversations.

~ AVERAGE MESSAGES

Average number of messages (sent and received) per inbound Instagram conversation for the campaign.

~ SL 24
Total number of inbound Instagram conversations from the campaign served within the "Service Level Threshold" in
the last 24 hours.

~ % SL 24

Percentage of inbound Instagram conversations from the campaign served within the "Service Level Threshold" in
the last 24 hours.

=~ SL 48

Total number of inbound Instagram conversations from the campaign served within the "Service Level Threshold" in
the last 48 hours.

~ % SL 48

Percentage of inbound Instagram conversations from the campaign served within the "Service Level Threshold" in
the last 48 hours.

~ AVERAGE WAITING TIME

Average wait time until incoming Instagram conversations from the campaign are taken by an agent.

~ AVERAGE ANSWER TIME

Average wait time from when incoming campaign Instagram conversations are taken by an agent to the first answer
from the agent.

~ OPEN CONVERSATIONS

Total inbound Instagram conversations from the open campaign.

~ OPEN TODAY
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Total inbound Instagram conversations for the campaign created today.

~ ANSWERED CREATED TODAY
Total inbound campaign Instagram conversations answered created today.

~ ANSWERED CREATED PREVIOUSLY
Total inbound Instagram conversations from the campaign answered created before today.

~ FINISHED CREATED TODAY

Total inbound Instagram conversations for the finished campaign created today.

~ FINISHED CREATED PREVIOUSLY

Total inbound Instagram conversations for the finished campaign created before today.

~ FINISHED UNANSWERED CREATED TODAY
Total inbound campaign Instagram conversations finished without answer created today.

~ FINISHED UNANSWERED CREATED PREVIOUSLY

Total inbound campaign Instagram conversations finished without answer created before today.

~ OUT OF SCHEDULE

Total campaign Instagram inbound conversations created outside of campaign hours.

~ BEFORE SCHEDULE
Total inbound Instagram conversations for the campaign prior to the start of today's campaign schedule.

Related Articles

! Error OutOfMemoryError en log de ElasticSearch

! Overview de la interfaz de una conversacion de App Store

E Overview de la interfaz de una conversacién de Google Play Store
E Overview de la interfaz de una conversacién de Instagram.

! Como visualizar/editar la informacion del contacto desde la ventana de Google Play Store

Report Designer

How to set up a custom report
How to set a metric

How to create a filter

How to create a schedule

How to set up a custom report

To generate a custom report you must follow these steps:

1. In your OCC environment, go to the "Settings" tab

CONFIGURACION

2. In the administration menu, click the button; then click on "Reports Designer

ADMINISTRACION

3. The reports designer menu will appear on the screen. You must click the button "New report".
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DASERADOR. DE RERORTES

i Reportes

4. The configuration of a custom report consists of 4 stages:

a. Basic information

Hombre

Descriplion

Tipo  Resumen - Calegoiia. | Conversaciones

Integracion Frontend

Tipo da integracion | Ninguno

Integracion de Backend

Proyecin CCE - Nohay proyecios

Name: identifies the report.
Description: description of this.

~ Type
Summary: groups together the information.

Detail: break down the information.

~ Category
Conversations: If you want to make a report about the conversations you must select this category.

) This category will enable the following optional fields:

Frontend Integration
~ Integration type

None
Webchat
Contact Form
Mail Survey
API

Backend Integration
CCI Project: The CCI Project must be selected.

States: If you want to make a report about the status of the agents, you must select this category.

Click the button to proceed to the next step.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

b. Configure Filters

1 Informacion basica o Configurar filtros

Filtros disponibles ; 5e

-

Integrado - Bot de Facebook messenger por Campafia (0), Cuenta (O) y Pagina (0)
Integrado - Chats Internos por Agente que Invita (O) y Agente Invitado (O)

Integrado - Conversaciones de Bot/IVR por Campafia (O]

Integrado - Conversaciones por Agente (R)

Integrado - Conversaciones por Tipo (Q), Contacto (Q), Campafia (O) e Iniciativa (O
Integrado - Conversaciones por Tipo (O), Dir de Contacto (), Campafia (Q) e Iniciativa (O)
Integrado - Conversaciones por Tipo (R) y Agente (R)

Integrado - Conversaciones por Tipo (R) y Campaia (0)

Integrado - Conversaciones por Tipo (R), Agente (R) e Iniciativa (O)

Integrado - Conversaciones por Tipo (R), Campaiia (O) e Iniciativa (O)

On this screen you will configure how the report information will be grouped together.

For Detail reports, filters will be identified as required (R) or optional (O.

Prox [p 3 [ 4 Prev
To advance to the next step click the " ;button; if you want to go back press
c. Configure projected fields
1 Informacién basica 2 Configurar fillros al:onfig!nsr campos proyactados

MBtricas | Feom spcior i
Wétnca ongen: * Todas iniegrade Personaizado
Categora:  Todas Sub-categorfa:  Todas
Meatricas disponibles Filiro Meatricas mosiradas

% Abandono en Comeos de Vo - Corrso de Voz

% Abandono en Liamadas Salientes - Lizmada

% Abandono cn Liamadas Salientes - Liamada por Agents
% Atendiendo - Agents

% Activo Ocioso - Agente

‘% Atendenco en Activo para la Campana - Agente

% Atendendo en la Campana - Agerte

% Chalz Abandonados - Weh Chat

% Chalz Abandonados - Weh Chat

% Chate con SL Sag - Web Chat %

In this step, you will configure the columns of the report. To do so you must select from the list (Available metrics) the
metrics that you consider optimal for your report

) To select a metric, simply drag it to the list of Projected Metrics

After selecting the metrics you must indicate the %.
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Available Metrics vary by type and category of the report.

To advance to the next step click the ;button; if you want to go back press

d. Configure exportation formats

1 Informacion basica 2 Configurar filtros 3 Configurar campos proyectados o Configurar formatos de exportacion

Configuracion de PDF

DialerCampaign i BatchId { FhoneType I Slice Ad

# DialerCampaign

# Batchld

+ PhoneType

+ Slice

vl

#| % Abandono en Correos
de

In this step, you must configure the display of the report when it is exported in pdf.
~ Page size.
Letter

Legal
A4
A5

~ Page orientation
Portrait: Vertical orientation.

Landscape: Landscape orientation

~ Font size
3

4
5
6

Selection of columns: you can check/uncheck the columns that you want to be displayed.

4 Prey GUARDAR
If you want to go back to modify any previous point, click the ; button; if not, click the button to

save the report.

) To access a custom report, continue reading the following article: How to access Reports

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

Related Articles

! Error en reportes de Agendas, no se ejecutan.

! Actualizar estado de agenda de reportes en OCC del estado Running a Active.
! Cémo configurar un reporte personalizado

! Como crear una agenda

! Ccomo crear un filtro

How to set a metric

A metric is a series of numerically expressed information that serves to analyze the performance of a certain campaign.

To configure a metric:

1. In your OCC environment, go to the "Settings" tab

Brian Rodriguez , e TR

En linea No ) |-

2. In the administration menu, click the ; button. After that, click on "Reports Designer" and then on "Metrics".

DISENADOR DE REPORTES

||| Reportes

b‘) Métricas

Y Filtros

A— )
= Campos personalizados

G—) Agenda

3. Click the “NEW METRIC” button on the right side of the screen.

4. Fill in the basic information of the metric o and then click on "Next" o
) Name: identifies the metric.

Description: description of this.

Composite: indicates whether the value of the metric will be composed of the value of other metrics.
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o Informacion basica

Mombre: | Agentes disponibles

Descripcion: | muestra la cantidad de agentes con estado disponible

Compuesto: [ ]

5. Complete the Additional Data Settings o and then click on "Next" 9

) cCategory: corresponds to the category of the metric (in this case it will be agents)
=« Available categories

Agent

Conversation

Agent Conversation.
Attention Level Conversation
Conversation Count

Rules

Voice Blaster

Data type: corresponds to the type of data that the metric will yield (in this case it will be counter)
= Type of data available

Counter
Time
Decimal

Maximum length: corresponds to the maximum value that the metric can have.
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1 Informacién basica o Configurar Datos Adicionales
»
* Categoria: ' Agente | =
“Tipo de datos: | Contador | =
Longitud maxima: & Por defecto:

- L

|_/4 Prev || Prox b\];,

6. Completes the metric rules (in this case it corresponds to all Agents with Available status). You can add multiple rules by clicking the

~ button.

Reglas de la mética /s

Todas las siguientas condicionss debenzar Verdadaro

Agente | = liguala | = | Disponible

7. Complete the slice of the metric (in this case it will be per agent).

Especificar el corte de la métrica

“Fitra: | Agente ¥

Cul: Fuede agrupar per; Fecha, Agente

8. If you wish, you can affect the behavior of the metric via different factors:

Especifique comp se comporta la métrica /£

“Incrementarpor Predeterminado v

Incrementa =l periode: [ Incrementa al periodo [
Por duracitn:

9. Finally press the "SAVE" button to finish creating the metric.

GUARDAR
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Related Articles

! Error en reportes de Agendas, no se ejecutan.

! Actualizar estado de agenda de reportes en OCC del estado Running a Active.
! Cémo configurar un reporte personalizado

! Como crear una agenda

! Ccomo crear un filtro

How to create a filter

The filters make it possible to add new categories with which you can later filter the different interactions received.

To set up a new filter:

1. In your OCC environment, go to the "Settings" tab

Brian Rodriguez o T

En linea No ACD |

2. In the administration menu, click the ; button. After that, click on "Report Designer" and then on "Filters".

DISENADOR DE REPORTES

||| Reportes

) Metricas
Y Filtros

L] .
= Campos personalizados

G—) Agenda

3. Click the "NEW FILTER" button located on the right side of the screen.

4. Fill in the basic information for filter o and then click on "Next" o

) Name: identifies the filter.

Filter type: determines the type of filter in question.
=~ Available filters

Summary
Detail

Category: determines the type of category to which the filter will be applied.
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= Available categories
Agent

Conversation

Agent Conversation
Attention Level Conversation
Conversation Count

Rules

Voice Blaster

o Informacion basica

" Mombre: | Disposicion

*Tipo de filtro: | Detalle gt * Categoria: | Agente v

5. Set the necessary required fields o and then click on "Next" o

1 Informacén hasica o Campos obligatorios 3 Campos opcionales 4 Ordenar campos

e
Configurar campos obligatorios /A

Campos disponibles filtra Campos obligatorios
Abandonada = Tipo de Conversacion
Agente Codigo de Disposicion

Azunto coreo

Asunto de Mensaje en Lole
Campaiia

Campafia

Campafia de Marcacion
Campafia Original
Cancelada

Cantidad de Adjuntos ]

Gl 3
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6. Set the necessary optional fields o and then click on "Next" o

1 Informacion basica 2 Campos obligatorios o Campos opcionales 4 Ordenar campos

Configure campes opcionales

Campaos disponibles filtro.... Campos opcionales
Abandenada _  Agente de Disposician
Agente

Asunto correo

Asunto de Menzaje en Lote
Campafia

Campafa

Campafa de Marcacion
Campafia Orginal

Canceladz

Cantdad de Adjuntos ¥

7. Finally configure the ordering of the fields:

1 Informacion basica 2 Campos obligatorios 3 Campos opcionales o Orderar campos

Configure ordenamiento de campos

Campos disponibles filtro... Ordenar campos
Abandonata —  Fechade niclo
Agente de Disposicion Codige de Disposicion Absolutn
Asunio comeo Campafia
Asunto de Mensaje en Lote Agente
Campafia

Campafia de Marcacion
Campefia Original
Cancelada

Canfidad de Adjuntos

Cantidad de Eventos 2

8. Click the "SAVE" button to finish creating the filter.

GUARDAR

Related Articles

E Error en reportes de Agendas, no se ejecutan.

! Actualizar estado de agenda de reportes en OCC del estado Running a Active.
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! Cémo configurar un reporte personalizado
! Como crear una agenda
! Coémo crear un filtro

How to create a schedule

Schedules will allow you to automate the sending of reports. This allows reports to be automatically issued and sent under certain conditions.

To configure a schedule:

1. In your OCC environment, go to the "Settings" tab.

Brian Rodriguez Ay

En linea No ACD |+

2. In the admin menu, click the ; button. After that, click on “Reports Designer” and then click on “Schedule”.

DISENADOR DE REPORTES

|I| Reportes
1 YT
#) Métricas

Y Filtros

— .
=7 Campos personalizados

( @ Agenda ]

3. Click the “NEW SCHEDULE”" button on the right side of the screen.

4. Select the Report and Report Type:

) Report type: determines the type of report in question.
= Available report types

Detail

Real time
Summary
Dialing batches

Dialing contacts
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Live details

Report: corresponds to the different reports available according to the specified type.

o Seleccion de Filtros y Reportes

Tipo de reporte; | Resumen |-

Reporte: | Equipo - Estados por Agente

5. Select the type of filter: this will allow you to determine which parameters will be applied to the report.

Filtros / Selecrione Ios filtros que apliquen al reporie; 5 defa Ios campos vecios no wsard ffliros

Corte de Tiempo: | Mes | =

Agente:

) Time slice: determines the time range by which the report will be filtered.
=~ Available time slice

15 minutes
30 minutes
Hour

Day

Month

Agent: corresponds to the agent by which the filter will be applied

6. Select the range with which the filter will be applied

= Available ranges
Since Last Execution

Exact Interval
Last day

Last week
Last month

Last n days

Rango

[ Rango de dias: | Desde la dltima Ejecucion
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7. Select the format in which the report will be exported.

« Available formats
CcsVv

BD
PDF

Formato

[ Formato de exportacion: | CSV

8. Click on the Next button.

9. Set the phonebook settings o and then click on the Next button o

) Frequency: set how often the report will be issued.
=« Available frequencies

Every N hours
Daily
Weekly
Monthly
Personalized
Start Date: sets on which date the schedule will start working.

Validity: sets until what date the schedule will be executed.
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1 Seleccion de Filtros y Reportes e Configuracion de la agenda

*Frecuencia: | Mensual

* Numero de dia: | 31 = * Hora: | 08:00
Fecha de inicio:
“Fecha: | 2020-09-17 i | * Hora: | 00:00

“Validez: | Indefinido (sin limite)

|:'4 Anterior I| Siguienie )b

10. Set sending options.

= Type of shipments available
Mail

FTP
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1 Seleccion de Filtros y Reportes 2 Configuracion de la agenda o Opciones de envio

Tipo de Envio: | Caorreo -

Correo (direcciones). | brodriguez@inconcertce.com

Mombre de adjunto: | Reporte

Formato de correo: / Puede personalizar el mensaje que envia con el reporte agendado
Asunto:  Reporte de estados de agentes mensuales

Cuerpo; | Adjunto encontraras el reporte de estados de agentes mensuales.

Cuenta saliente: | cuentasenvios@inconcertcc.com

L.

11. Click the “CREATE”" button to finish the process of creating a schedule..

CREAR

Related Articles

E Error en reportes de Agendas, no se ejecutan.

E Actualizar estado de agenda de reportes en OCC del estado Running a Active.
! Cémo configurar un reporte personalizado

! Coémo crear una agenda

! Como crear un filtro

How to export a report to PDF or CSV
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For your convenience, you can export the reports you generate in either PDF or CSV format, either to work with the report data in another
application, print the report, save a copy of the file, or simply to view, analyze and send (if required) the information when needed. If you want to
schedule automatic sending, read: "“How to schedule the automatic sending of reports".

To export a report in PDF or CSV format, follow these steps:

1. Go to the "Reports" tab:

REPORTES

Chats Inlemat por Pror Agente Por Agenie

EEFORTEY b

u Equipa
it e [ s, pad C st B 301 ol
Aperis Campata
D sl 5
paty Pot Age
Ealaden it P Mg
Agaide
E Cowven g Waz i P Agaritis E T
Pa Ca
Estados por
b Carpata - F
m e s
Extacdon s P
Dl,—. o Cortacta - B T
B tiemaca
9w
TR por Carmpadia Hilon poxt Carpuafla Hion pox Campofia Por Contacte Par Campatis
E Twimis
P o Por Agante Apard Pox Dirsw (! F
u [T
& Par Camgafls gt Faglan Apde skn o Blaider de
B eacaion :
Par Compais Por Mie de Ryl werg
Arpres y g Pa Campails
u Pers ol wiy Saderdery pew
P —— Traza o Tomra o (- i o :

3. Click on the report you want to generate for the selected category (in this case, from the “Team” category):

E Equipo
Chas nermas Hor Agenis
Estadas por Agenis
Estados por Campafia
0% dit Pausa peor

Extados di pausd por
Camp, v Ag

! Estados do Pauss po
Campafia

Estadas poe Agenin
 Estados por Camp. v AQ

i Esiados por Campana
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4. Click on the report you want to generate (in this case the detailed report “States by Agent”):

ik

ChEs nsrmat Hor Agenis

0 Estades por Agenia

Estados por Campafia

! Esiados do Pausa pof
Aganis

Estados dit pausa por
Camp. y A

¥ Estades do Pausa po
Campafia

Estados por Agenis
4 Estados por Camp. ¥ Ag
4 Estados pod Campans

i Tieenpod pof Estade

5. Enter the required filters:

6. Click the “Export” button:

016-11-25 BN 20161125 [ 15 minutes

) The report can be exported before and/or after it has been generated on the i6 frontend itself. To only generate it in the i6
frontend, click the "Execute" button

7. From the drop-down list, select the desired report export format (PDF or CSV):

:G T ST

8. Once the desired format has been selected, the report will be automatically downloaded to the user's PC.

Related Articles

E Error en reportes de Agendas, no se ejecutan.
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! Actualizar estado de agenda de reportes en OCC del estado Running a Active.
! Coémo configurar un reporte personalizado
! Como crear una agenda

J® como crear un filtro
How to schedule the automatic sending of reports

You can easily schedule the automatic sending of reports through an email account. You have several options for scheduling the sending.

Attached to the email are the requested report and all associated conversations. The body of the email includes a link to enable access the report
via a web viewer together with the content of the interactions associated with each line of the report.

To schedule the automatic sending of reports, follow these steps:

1. Go to the "Reports" tab:

REPORTES

Chats Inbemos por Pror Agente I Por Agente

EEPORTES :
- |

Chary ineees po 1 Agan Hiss, ga Carvpatia B 2301 i
Agaris arpata

o Compatia Pie higse
Eflladdens el Pior Mgt
Aggarda

A, Por Campaia
Par Cam
Estados o
Ememails P Campafiy Pox N,
v Alprr i
Fatacer o P ass
¢ Bk ara oo
PR por Campatia Hilos por Campadia Hilsa por Campalla Por fondacts Par Campaiia
Pre At . Por Aganta Pod Agarde P Dipwe s Pas Ll
Per Camp. y Ag Far Campafls or Campatia Famglan Apde sday Ope a5 Blater &
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3. Click on the report you want to schedule (in this case the detailed report "States by Agent" in the Team category):

B
Chas nidrmas por Ageain
0 Estates por Agenin
Estados por Campadia

| Esiados do Pausa pof
Agenls

Estados dit pausa por
Camp. y A

| Estmdos de Pausa po
Camaah
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5. Presionar el boton "Agendar":

) The report can be scheduled before and/or after it has been generated in the i6 frontend itself. To only generate it in the i6
frontend, click the "Execute" button.

6. Enter the required data:

a. Selection of Filter and Reports:

a Ll ke FEn y FReparien & Confguracion de la agenda 3 Opoones de envio

Cratalle

Reporia | Equipe - Estados por Agente

Range de di Intérvalba &xacho

Fecha dasde  2016-11-25 | Focha hasta  20115-11-30 =

Foamaln de expofacién. - G5V
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Report type and report: type of report and what you want to schedule; by default, points 2 and 3 will depend on what is
selected. Other options can be selected from the appropriate drop-down list.

Filters: filters for the report that you want to schedule; by default, they will depend on what is selected in point 4. Other
options can be entered where applicable.

Range: time interval for which you want to obtain the report information; by default, values will depend on what is
selected in point 4.

Export format: the export format of the report can be PDF or CSV.

b. Click the “Next” button.
¢. Schedule configuration:
If you select the frequency of sending "Once", enter the date and time for the report to be sent (24-hour format):

1 Sefeccion de Filtro ¥y Repories o Configuracion de la agenda

Frecuencia:  Una vez

Facha. 2016-11.-25 = Hora:

If you leave the frequency of sending empty, you need to enter the date and time to start the send (24-hour format), as well as the
validity:

Fecha de inicio: |w

Fecha: 2016-11-25 Hara: 0000

Valider

Indefinida (sim limite)
Repeticiones limitadas
| Hasta la fecha

The validity can be:
Indefinite: if selected, the report will be sent at the start date and time, repeating each day.
Limited repetitions: if selected, indicate the number of repetitions. The maximum number of repetitions is 50.

Until date: if selected, enter the final date and time for sending the report (24-hour format).

d. Click the “Next” button.
e. Sending options:
The scheduled report can be sent through an email account or by configuring FTP data:

1 Seleccion de Filtro y Reportes 2 Configuracion de la agenda e Opciones de envio
Tipo de Envio -
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i. If you select the "Email" delivery type, configure:

*® Cormed (direcciones)

* Nombra de adjunio:

Formaio de correo; |/ Puede perzonalizar el mertafe gue mida oon o reporie agendac

* Asunio

* Cuerpo:

* Cusnta saliente:

Email: email address(es) to which the report will be sent.
Attachment name: name of the report file.
Email format: customize the message that is sent with the scheduled report.

Outgoing account: select the outgoing account from which the report will be sent

ii. If you select the "FTP" delivery type, configure:

“Host

Puerio:

* Uisuano: * Contrasena:

* Nombre de Archiva:

Diracioria:

Configuracion de la notificaciones efron; / Puede persomalizor ¢f mensafe de error que se cmoe por corred

Correo (direcclones)
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Host: direccion IP / URL del servicio FTP.
Host: IP address / URL of the FTP service.

Port: the default port for the FTP service is 20 for file transfer and 21 for authentication. Optionally you can specify a
different port.

User Id and Password: user id and password for FTP service authentication.
File Name: name of the report file.

Both the name of the file corresponding to the report and the name of the directory where it will be stored can be
configured using the following variables:

{ACCOUNT}
{AGENT}
{ATTENTION_LEVEL}
{CAMPAIGN}

{NOW}

{vcey
{EXECUTION_DATE}
{CHANNEL}
{START_DATE}
{END_DATE}

Example:
{EXECUTION_DATE} _ {CAMPAIGN} _ChatsDetailByDay

If the option to export the conversations is selected in a detailed report, these conversations will be stored in a sub-
folder of the FTP with the same filename as the report plus the suffix "_context".

Directory: directory of the FTP server to which the report will be sent. Optional.

Email: email address(es) to which error notifications will be sent. Optional.

Outgoing account: select the outgoing account from which the error notifications will be sent. Optional.

7. After completing all the required data, click the "CREATE" button.
8. To cancel the operation, click the "CANCEL" button.

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
Glossary of Reporting Terms

Terms frequently used in the reports are defined below:

~ SVL Aba.

Number of inbound calls abandoned outside the service level threshold.

= SVL Ans.

Number of inbound calls answered outside the service level threshold.

* % Busy Agent
Agent occupancy time (percent).

~ % Busy Without ACW
Agent occupancy time without Wrap up (percent).

4+ SVL
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Within the service level threshold.

~ + SVL Aban.

Number of inbound calls abandoned within the service level threshold.

~ + SVL Ans.
Number of inbound calls answered within the service level threshold.

~ Abandoned

Number of abandoned calls.

~ Abandoned Time
Total waiting time for abandoned calls.

« ACD
Number of calls that went through the ACD.

« ACD Time

Total call waiting time in ACD.

+ ACW Time — (Wrap Up)

Total Wrap up time in calls.

« Agent
Agent ID.

~ ANI
Caller ID of the call.

~ Answer Time
Total waiting time for call to be answered (ACD + Ringing agent).

~ Answered
Call answered.

« ASA
Average speed of answer.

~ Attention Time
Total agent-client time.

~ Average Out of Scheduler Time
Average duration of calls out of schedule.

~ Average Abandoned
Average rate of abandonment in the requested range.

~ Average Abandoned Time
Average duration time of abandoned calls.

~ Average ACD Time

Average call duration time in ACD.

~ Average ACW Time (Wrap up)
Average duration time of Wrap up.

~ Average Attention Time
Average attention time.

~ Average Blocked (Avg. Blocked)

Average number of calls blocked by blacklist.

~ Average Duration Time
Average total call time.

~ Average Hold Time
Average hold time.
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~ Average Holds per Call
Average holds per call.

~ Average Out of Scheduler
Average calls out of schedule.

~ Average Out of Scheduler Time
Average duration of calls out of schedule.

~ Average RingBack Time
Average time ringing, outbound calls.

~ Average Ringing Time
Average time ringing, inbound calls.

~ Average Transferred
Average number of calls transferred.

~ Average Transferred to Agent
Average number of calls transferred to Agent.

~ Average Transferred to Group
Average number of calls transferred to queue.

~ Average Transferred to Number
Average number of calls transferred to number.

~ Average Transferred to Campaign
Average number of calls transferred to campaign.

~ Blocked ACD (Blocked)
Number of calls blocked by blacklist.

~ Campaign
Campaign ID.

« Cancelled
Number of calls Cancelled.

~ Completed
Number of calls completed.

~ Conf. Destination
Conference destination number.

« Conferences
Number of conferences.

« Conferences per Call
Percentage of Conferences per call.

~ Contact ID
Contact ID (Outbound Engine only).

« Contact Name
Contact Name (Outbound Engine only).

~ CPH (Calls per Hour)

Number of calls per hour.

~ Date
Date.

~ Direction
Call direction (Inbound/Outbound).

~ Disposition
The final state of the interaction.
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~ Disposition Code
Code of the final state of the interaction.

~ Disposition Time (Wait Time)
Total call wait time.

~ DNIS
DNIS service number.

~ Duration Time
Total duration time of call(s).

« End Time

Date and Time of end of call.

~ Estimated Calls per Hour
Estimated number of calls per hour (Slice).

~ Estimated CPH (Calls per Hour)

Estimated number of calls per hour (agent time logged).

~ Estimated GPH (Goals Per Hour)
Estimated number of Goals per hour.

~ First Agent
First agent to contact.

~ First Attention Time
Date and time of the first attention.

« Ghost

Number of ghost calls.

~ GPH (Goals per Hour)
Goals per hour.

~ Has Callback
If it has callback.

~ Hold Time

Total hold time.

~ Holds

Number of holds.

~ Holds per Call

Holds per call.

~In 1 Sec... In 9 Sec
In x seconds.

~|n 10 Sec... In 45 Sec

In x seconds.

~ |n 60 Sec

In 60 seconds.

~ Inb. Abandoned
Number of inbound calls abandoned.

~ Inb. Abandoned with CallBack

Number of inbound calls abandoned with CallBack.

~ Inb. Answered
Number of inbound calls answered.

~ Inb. Answered with CallBack
Number of inbound calls answered with CallbBack.
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~ Inb. Cancelled
Number of inbound calls cancelled.

~ Inb. Cancelled with CallBack
Number of inbound calls cancelled with Callback.

« |nb. Out of Sched.

Number of calls out of schedule.

~ Inb. Service Level
Inbound call service level.

~ Inb. VM with CallBack

Number of Voicemails with callback.

~ Init Time
Date and time the call was answered by the PBX.

~ |s Ghost

Indicates whether it is a ghost call.

~ |s Callback
Indicates whether the call is derived from a callback.

~ |s Conf.
Indicates whether the call was in conference.

« |Is Long
Indicates whether it is a long-duration call.

~ Is Out of Sched.
Indicates whether the call is out of schedule.

~ |s send to Agent Search
Indicates whether the call searched for an agent.

~ |s Short
Indicates whether it is a short-duration call.

~ |s Transf.
Indicates whether the call was transferred.

~ VR
Number of times an IVR was accessed.

~ VR Time
Call time in IVR.

« Last Agent
Last agent to attend to the call.

« Long
Number of long-duration calls.

~ Made
Number of outbound calls.

« Max ACW Time

Maximum time of wrap up.

~ Max Answer Delay
Maximum delay in answering inbound calls.

~ Max Attention Time
Maximum attention time.

« Max Duration Time
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Maximum total duration of a call.

~ Max Hold Time
Maximum hold time.

~ Max RingBack Time

Maximum time ringing, outbound calls.

~ Max Ringing Time

Maximum time ringing, inbound calls.

~ More 60 Sec

More than 60 seconds.

~ Offered
Number of calls offered to agent.

~ Qriginal Campaign
Original campaign ID of the call.

« QOut of Sched.

Number of calls out of schedule.

~ Park Time
Time of parked calls.

~ Part
Number of parts to the call.

~ Period
Time range.

~ Result
Result.

~ RingBack Time
Time ringing, outbound calls.

~ Ringing Time

Time ringing, inbound calls.

~ Ringing/RingBack Time

Time ringing (inbound/outbound calls).

~ Shift
Shift.

~ Short
Number of short-duration calls.

~ Slice
Time segment.

« Start Date
Start date of the report.

~ Start Time
Date and time of arrival of the call at the PBX.

~ Supervisor
Supervisor ID.

« SVL

Percentage of calls within the service level threshold.

« -SVL Aban.

Number of inbound calls abandoned within the service level threshold.
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~ -SVL Answ.
Number of inbound calls answered within the service level threshold.

~ Taken
Number of calls taken.

~ Total
Total number of calls.

~ Total Inbound
Total number of inbound calls.

~ Total Outbound
Total number of outbound calls.

« Transfer Time
Time taken to make the transfer.

~ Transfer Destination
Destination of transfer.

~ Transfer Result
Final status of the transfer.

~ Transfer Type

Type of transfer.

~ Transferred
Number of calls transferred.

~ Transferred to Agent
Number of calls transferred to agent.

~ Transferred to Campaign
Number of calls transferred to campaign.

~ Transferred to Group
Number of calls transferred to queue.

~ Transferred to Number
Number of calls transferred to Number.

~ Transferred Time
Time taken to make the transfer.

« Week

Week number.

~ Year-Month
Year and month.
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