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HACTEHHbIE MAHE/TIX / WALLBOARD

BAXHAA UH®OPMALUA

Mo Bcem Bonpocam, cBA3aHHbIM ¢ paboToit O6,1a4H020 KOHMAKM yeHmMpd, obpallanTech B
cny6y nogaepkn OO0 Knaya KoHTaKT No agpecy 3NeKTPOHHOM NoYTbl:
support@cloudcontact.ru

MoNHbIN KOMNNEKT AOKYMEHTALMKM NO HACTPOMKE, KOHPUIYpauum, pabote n obcnyKnsaHmu
cepsuca «06aa4HbIl KOHMakm-yeHmp» pacnonoxeH Ha Cripago4YHom nopmane .

Buaeo-uHctpykumn «Konan yeHmp 3a 1 4ac» No HaCTPOMKE OCHOBHbIX KOMMOHEHT U NOPAAKY
paboTbl cepsuca Ob6aa4HbII KOHMakm yeHmp pacnonoxKeHbl Ha Crpago4yHom nopmase UAv Ha
cneumnanmnsmpoBaHHom KaHasne YouTube .

Bce KAMEHTCKUE faHHble, npuseaeHHbIe B MHCprKUMM, ABNAOTCA BbiMbIW/IEHHbIMU




HACTEHHbIE MAHE/TIX / WALLBOARD

YcnoBHble 0603Ha4YeHuA

B lAaHHOM AOKYMEHTE UCMNO/b3YIOTCA Ciedytolime 0603HaYeHus:

www.cloudcontact.ru —web agpec;

«061a4HbIl KOHmaKm—qump» - Ha3BaHWe CepBnUCa, Ha3BaHMA Pa3agenos U NOHATUA,
ncnoab3yemble B JOKYMEHTaAUNN;

HacTpo#kyu — Ha3BaHWA 3/1IEMEHTOB MEHIO (KHOMKK, NYHKTbI, pa3genbl)

‘O6pau.|,ae:v\ BHMMaHKe ‘ - BaXKHaA nHdopmaumn

[73bIK] — BBOAMMbIE/BbIBMPAEMbIE U3 CNIUCKA AaHHblEe



HACTEHHbIE MAHE/TIX / WALLBOARD

1. ObWAA MHOOPMALMUA

HacmeHHsble naHenu/ Wallboard ncnonb3yroTcsa Ans HarnagHoro rpadmMyeckoro otobpaskeHums
on-line nokasatenen paboTbl O6na4yHoro KoHTakT LleHTpa. MepcoHan KU, (Bkntoyas
onepamopos) MOXKET UMETb AO0CTYN K [TaHeAAM NPU HAIMYUKN COOTBETCTBYOLLMX NOJTHOMOYUNA.

Mnatdopma No3BONSET HACTPaMBATb BHELWHWI BUA [TaHesel, cocTaB 0TObparkaemMblix CTaTUCTUK
M NpaBa 4OCTyna K HUM.



HACTEHHbIE MAHENW / WALLBOARD

2. NMPEABAPUTE/IbHBIE TPEBOBAHUA

[nAa HacTpoiiKkK 1 npocmoTpa HacmeHHbix naHeneli/Wallboard cynepsusop aonxeH o061anathb
nosnHomovuamu lloctyn xk API B peaNlbHOM BpeMeHH (414 NPOCMOTPA NaHenm) u
PemakTupoBaHue Hacrenuo#t maHenu (Wallboard)(ana pepaktuposaHus).

Ona npocmoTpa HacmeHHbix naHeneli/Wallboard onepatop gonxkeH 061anath nosHoMmovuem
Joctyn k API B pealnbHOM BpeMeHU. TaKke onepaTtop Ao0/KeH 6biTb fo6aBNeH Kak
cynepeu3op B CBOIO 2pynny.

MonHomouusa pobasnatotca Bo BKAaaKe Nons3oBatenu u rpynns/ Ponu/[HazBanue
ponu|/CBoiicTBa, pasgen KoHTpons kadecTBa (5).

!E\ i@democc.hostedcc.ru | Hacrpoiiku | Bbixoa
Kondurypauus Otyets MoTeHUNaNbHbIE KNUEHTBI

[ ] )

© TNons3osarent
© rpynnst

| © Pomm

© Hasbikn
© 3xpan Momowm
4 7= Karanor
© Codprdpornt
© SIP Tenedonb
O Homepa poctyna
© Vicxopsumit HomepHo# nnak
© Karanor KoHTaKTO8
4 = [lanbie pns Cuenapues
© Bxopswumit HOMEpHOi Nnan

(2]

O Yar
O Bx.cepsucel 1 Kamnanm 063soHa
O Cxpunel pasrosopa
© Cnuexm 063soHa
© Cnwcxw "He 380HMTL"

Ponu >> Cynepsusop >> CBoicTBa

Q

Hassanwe Ponm «
AQMUHWCTDATOD G30NacHOCTH
AqMuHCTDaTOD KaMnayy 06380Ka
Aamurincrparop Cepsica

PyxosopuTens Kamnanuw 0638oHa
CHCTeMHbii AQMAHUCTPATOP
Crapumii onepatop

Bcero sanucei: 11

|Qmewnov

5

Csoiicrsa

MNonbsosarenu

KonTpons kayecrsa

EcTe Mo

XET NPEAOCTABNATS WAW OTMEHATS
Bxn./Bbikn. Obwume Hacrennsie naneny (Wallboard)
Bbirpy3ka 3anuceit pa3sroBopos W 4aToB

Joctyn K APl B peanbHOM BpeMeHun |

JocTyn k 3anucam obpauteHnit

W3meHenue cTaTyca onepaTopos

VI3MEHATH HACTPOMKY ONOBeWeHna

KOHTPONL PasroBOPOB ¥ YaTOB B PEANLHOM BPEMeHU
HacTpaunsaTs 0TO6paxeHue CTaTUCTUKN PEANLHOrO BPEMEHH
HacTpoiika cTaHAapTHEIX 0TBETOB YaTa Ana scero KUy
Ouenka 06paboTkn obpawexni

Mpocnywneaxue 3anuceit pasroBopos U NPOCMOTP 3anucen 4
MpocnywneaTs 3aNucu Pa3roBopos, CBA3aHHbIE C 3anucamu C
MpocMoTp BCex HasHayeHHbIX [pynn (CBOAHbINA BUA)
MPOCMOTP BCN/ILIBAIOWENO OKHA HA P.M. OnepaTopa
MpOCMOTP 3aNKCK IKPAHOB ONEPATOPOB

MpOCMOTP MCTOPHYECKMX OTYETOB

MpOCMOTP CTAaTUCTMK PeanbHOro BpemMeHn No oneparopam
TPOCMOTP CTAaTUCTMK PeanbHOro BpeMeHi No cepsucam
MpocMoTp 3KpaHa oneparopa

Pepaktuposanue HacrenHoit navenwm (Wallboard) I

TN NN BN NN NN NN NN NJI][<N]

PepakTuposats/CMOTPeTh NOArPYNNbl ANs BbIGPaHHbIX ONepe
YCTaHOBKa BMAA CTATUCTMK PeansHoro spemenn ana scero KU

TUCTUK ana ecero KL




HACTEHHbIE MAHENW / WALLBOARD

[No6asneHune onepaTtopa, Kak cynepsusopa rpynrbl, IPOUCXOAMUT B pa3gene [pynmsl/
[mazBanue rpynne]/ CeosictBa/ Cymepeusop(s) (4).

Kondurypauus OTmyetsl MoTeHuManbHbIE KNNEHTbI

democc.hostedcc.ru | Hactpoitku | Beixoa

Ipynnbi >> KoHTakT LleHTp >> CBoiicTBa

BCero sanucei: 4

© Codrporsi
© SIP Tenedomsl
© Homepa poctyna
© Voxonsumii HOMEpHO#H NaH
O Karanor KoHTaKTos
4 = [lanbie ans Cuexapues.
© Bxonswit HOMEPHO# Nnan
© Meccenpxepsi/ Be6 uar
© Web Callback
© Email
4 7= Cuenapm
© ronoc
O Yar
O Bx.cepsucel U Kamnanm 06380Ha
© CxpunTsl pasrosopa
© Crmexw o63soHa
© Cnmcxw "He 380HMTL"
4 7= 3apawm
© Mnanupyembie/BuinonHsembie 3ana4n
© XypHan perucTpaumny 3ana4
4 = Hactpoiixu KowTakT Liewtpa
© Obume HacTpodiku

3y
1
g;

©

Yuacruukw | Cepewcsi | Cramucruka

Hassanwe: KouTakT Lietp
Cynepsu3sop(si): Bepa CmupHoBa
Fanuna UsaHosa
noaaepxka CloudContact o
Penaxruposare
Bbixoa 13 pexuma BPYSHYIO ]
MNocrobpaboTka
BbI30BA:
Mepepeia nocne He NepexoanTb h
MNocrobpaboTku
BbI30BA:
Buixoa u3 O6Lme HACTPOKN v | asTromaruuecku, yepes 120
cocToAHuA cexyHa
MNepepsis:

Craprosbin URL
(He CBA3AHHBIN C
BbI30BOM):

3anucu B Katanore
KOHTaKToB

061ume HacTPOIKU ¥ | nycroe

© Bce

BbibpaHHbie




HACTEHHbIE MAHE/TIX / WALLBOARD

3. OTKPbITUE HACTEHHOM MAHENU

BoiiauTe B NpuaoXeHWe cynepsmnsopa/ onepatopa no ccblike
https://[Ha3BaHune].hostedcc.ru/agentdesktop/ . Ecam nonb3osatens obnagaet He0bXo4MMbIMM
nosHomMo4YusAMU, B naHeau CocmosHuli nosBuTca 3Havyok Wallboard (1). Haxkmute Ha Hero.

* o

K
OHTaKT LienTp CepBucbl 1 KamnaHuu (KoHTakT LieHTp)

Email [MpuHa MeTposa - nepconasibHan ouepeas]

Email (Mou: 1 | rpynna: 4) Hazsanue ‘ Bx.aKTuBHble | Mcx.akTuBHble | Bx. =c HapyweHnem SLA Ucx.ceituac Bx. r-~06paﬁorauu..,‘ Mcx.3BoHAT B cucteme | 3aHat
CENTERT T Demo chat service 0 0 0 0 0 0 3 3
Kanetaaps E-mail gemo 3 0 9 0 0 0 3 3
3 3anpocei BXogALIMe BbI30BbI 1 0 0 0 0 0 3 3
lemo Yar 0 0 0 0 0 0 3 3

@8004 8001 < - A

— TenemapKeTUHr 0 0 0 0 0 0 3 3
~ TenemapKeTHHr
7) Hepasnue | ky| Katanor | - M3bpantble | 58 /%
MpuHa MeTposa P4l

5] 4 0 9 [) o 0 3 3

¥ N 53 Homep 8001
9‘ Q2 j +@| @ | = KoHTakKT LLeHTp TONbKO MOSA MOArpyNNa MOKa3bIBaTh HEAKTUBHbIX NO/Ib30BATENEN

- QL Uma CepBuc v O6paueHmne Pasroeop ‘ 3arpyska Cp.Bp.npocrtos
TIPOAOMKHTS KOHTPO/b BLIGPAHHOT® ONepaTopa &j < Enena benosa Bxoaswue Bbi30BbI 79055446868 00:33 58,5 212
& VpuHa MeTposa E-mail gemo democloudcontact@gmail.com 03:31 93,2 56
SR SR B TGl o AL = & Fanuwa Wsarosa E-mail aemo ss110469@gmail.com 03:11 58,5 201
D Bepa CMupHoBa 0 231
o

B HOBOW BK/1aKe OTKPOETCA OKHO aBTOpPU3aLmMu A1A BXO4a B HAaCTPOMKKM NaHenu. Beeaute cBoi
no2uH (1) n napons (2). Haxkmute Boiitu/Login (3) ans sxoaa.

Tenant +.hostedcc.ru

Username




HACTEHHbIE MAHE/TIX / WALLBOARD

4. HACTPOWMKA NAHENU

Ha HayanbHOM 3KpaHe HaXKMUTE KHOMKY (1) ANA OTKPbITUA MEHIO HOCMPOEK.

New Wallboard

B meHI0 HacTpoeK (1) MOXHO BbINOAHUTL Caeaylowmne AeNCTBus:

e New - co3gaTb HOBbIN 3KPaH;
e Edit - oTpeaaKTMpoBaTb CyLW,ECTBYIOWMI IKPaAH;
e Duplicate —co3gatb KOnNuto aKpaHa;
e Export/ Import - BbINONHUTb SKCMOPT/MMMNOPT 3KPaHa;
e Push to global - HasHauMTb 3KpaH ANA Bcex Nonb3oBatenen (Obwuli SKpaH);
e Pull from global —ygmanutb s ObWUX 3KpaHo8
e Logout — BbINTM U3 NPUNOKEHNA HACTPOMKM.
New Wallboard w

Edit

Duplicate

Export

Import

Pull from global

Logout




HACTEHHbIE MAHE/TIX / WALLBOARD
5. CO3JAHNE HOBOI'O 3KPAHA

Bbibepute HoBeiit/ New Ans co3gaHMsa HOBOFO 3KpaHa. B OTKPbIBLIEMCSA OKHE MOKHO CO34aThb
NONHOCTbIO HOBbIN 3KpaH (Empty) nnm BbibpaTb 04MH 13 NPeAYyCTAaHOBNAEHHbIX WabsI0Ho8.

New Wallboard

Type: v Empty
All Agents
Outbound Campaigns
Inbound Wallboard
Outbound Campaigns
Email Wallboard
Email Wallboard
Email Wallboard
Inbound Wallboard
Contact Center Overview
Email Wallboard
Contact Center Overview
Outbound Campaigns
Inbound Wallboard
Contact Center Overview
All Agents
Inbound Wallboard
All Agents
‘Outbound Campaigns
Al Agents
Contact Center Overview

Bbibepute wabsaoH n Haxkmute 0K (1).

New Wallboard

Contact Center Overview

]

10



HACTEHHbIE MAHE/TIX / WALLBOARD

OTobpasntca wabsoH BbIbpaHHOTo 3KpaHa. OH cocTouT u3 sudxemos (6s10ko8) (1)
npeaycTaHOB/IEHHbIX CMAMUCMUK. Bce X MOXKHO U3MEHWUTD.

MepeyeHb cMamucmukK 8u0Xemos, BXOAALWMX B KaXKAblN wabs10H 3KpaHa, NpUBELEH B
lMpunoxceHuu 1 K HaCToALWEN UHCTPYKLUN.

M3meHUTe Ha3BaHMe 3KpaHa (2).

Contact Center Overview 2

Waiting in All Queues Queues Longest Calls All agents

Longest Not Ready

Abandoned, All Queues

Agent State Summary Positive Disposition Counts

Longest Hold

Queued, All Queues

Longest ACW

Announcements

11




HACTEHHbIE MAHE/TIX / WALLBOARD

5.1. NI3ameHeHMe TeMbl 3KpaHa
Kaabllh 3KpaH MoKeT ncnonb3osaTb ceeTayto (1ight) unam remuyto (dark) temy. Haxkmute
KHOMKY (1) n BbibepuTe HazBaHUe Tembl (2).

0630p paboThbl 55

Waiting in All Queues Longest Calls All agents ng ht
T M Black

Longest Not Ready

Abandoned, All Queues

Agent State Summary Disposition Counts

Longest Hold

Queued, All Queues

Longest ACW

Announcements

Mpumep ceemnoli Tembl:

0630p paboTbl

Waiting in All Queues Queues Longest Calls All agents
Name SL Ab MxWait inQ Agents Calls lanuHa UeaH... 00:00:59 WpwuHa MeTposa 0
Demo chat service 2 0  00:00:00 () 2 00:00:20 WpuHa Metpo... 00:00:03 lanuua Meaxosa 3
HAemo Yar 1 0  00:00:00 0 2 00:00:20
TeneMapKeTuHr 0 0 00:00:00 0 2 00:00:20
E-mail aemo 0 0  00:00:00 4 2 00:00:05
O O . O O BXoAALve BHI308bI 0 0 000000 0 2 00:00:20
- Longest Not Ready
lanuua.. 00:00:59 Hero..
Abandoned, All Queues Vpuna... 00:00:03
Agent State Summary Positive Disposition Counts
FanuHa Usaw... 1
WpwuHa MNetpo... 0 Longest Hold
0 WpuHa Metpo... 00:00:00
O /O lanuna Usaw... 00:00:00
°
L]
T

Queued, All Queues

Longest ACW
Wpwuna MNetpo... 00:00:03

lanuHa UsaH... 00:00:59
%
0%

Announcements

12



HACTEHHbIE MAHE/TIX / WALLBOARD

5.2. Hactporka Buarketa cTaTUCTUK
[na N3meHeHUs BUAKETA CTaTUCTUK HAXKMUTE KHOMKY (1).

0630p paboTbl 80 @ @

T
Waiting in All Queues Queues Longest Calls All agents

t

Longest Not Ready

Abandoned, All Queues

Agent State Summary Positive Disposition Counts

Longest Hold

Queued, All Queues

Longest ACW

Announcements

OTKpOETCA OKHO HAaCTPOMKM 610Ka CTaTUCTHK.

Select Grid Options

Title: Ouepeab
Show only: selected services
Column headings: @ enable

Max items to show: 6 °

Columns:

Order Statistic Sort Title Options

Service Name Name

Inbound Service Level threshold SL
Inbound abandoned in queue Ab

Inbound longest wait now MxWait

Inbound in queue now

inQ

Matching agents logged-in Agents

> o o o o o o

Inbound received Calls

13



HACTEHHbIE MAHENW / WALLBOARD

BO3MOXKHbI C/iegytoLime HacTPOMKK:

HasBaHue Ha3BaHue OnucaHue

(anrn.) (pyc.)

Title HasBaHune Ha3ssaHue 610Ka

Show Moka3aTb MNo3BonseT oTobparkaTb CTAaTUCTUKN TONbKO MO 8bI6PAHHbLIM
only TOJ/IbKO cepsucam.

Selected BblOpaHHble

. Haxkmute selected services (1).
services CepBuUChl

Select Grid Options

stic
Service Name

Inbound Service Level threshold
Inbound abandoned in queue
Inbound longest wait now
Inbound in queue now'
Matching agents logged-in
Inbound received

B neBoit yactu (1) HOBOro oKHa BblbepuTe HyXKHble cepaucsl U
C MOMOLLBIO KHOMKM (2) nepemectuTe Mx B NpaByto YacTb (3)
Ana otobpaxkeHns B 610Ke CTAaTUCTUK.

Column Ha3BaHus MocTtaBbTe GNAKOK ANa oTobpaxkeHUs HassaHuli cmonbyos
headings cTton6uo8 b6s10kKa.
enable

14



HACTEHHbIE MAHE/TIX / WALLBOARD

Max MakcumanbHoe | 3a4a€T MAKCUMAsbHOE KO/a1U4ecmao CTaTUCTUK,

items to KO/IM4ecTBo oTobpaxaembix B 610Ke.

show CTaTUCTUK

Columns Cronbupbl HacTtpoika napamempos cmamucmuk. Haxkmute Ha (1) gna

BblbOpa cmamucmuku. BBeante HazgaHue cTaTUCTUKK (2) ans
oTObparkeHMA B KayecTBe 3020/108Ka cTonbua (cm. n.
HazeaHus cmonbuyos).

Matching agents logged-in

Inbound received

MepeyeHb JOCTYNHbIX CMamMucmMuk (3aBUCKT OT TUNA 8UOHema) NpuBeaeH B lpusoxceHuu 2 K
HaCTOALLEN MHCTPYKLMM.

MepeyeHb JOCTYNHbIX CMAMUCMUK, BXOAALLMX B KaXKAbl BUOKET, COOTBETCTBYET NOKA3aTeNAM,
OOCTYNHbIM B punoxeHuu Cynepsusopa ObnavHoro KU, MonHbIn nepeyeHb CTaTUCTUK
npuseaeH B MHCTPYKuumn «Cynepsuszop Obaa4yHo20 KL: uHCmpyKyua nosns3osamens»,
pasmeleHHOM Ha CripasovyHom riopmase.

Mocne coxpaHeHUn HacTpoek, sudxem byaeT oTobpaxkaTb AaHHbIE NO BbIGPaHHbIM cepBUCaM.

15




5.3.YaoaneHue BuarkeTta CTaTUCTUK
[Ons ypaneHua BUAXKeETa HaBeaMTe MbILLKOM Ha NpaBbiii BEPXHWUI yron 6/10Ka U HaXKmuTe

3HayoK (1).

0630p paboThbI

Waiting in All Queues Queues

Name

Demo chat service
Aemo Yar
| TenemapkeTuHr
00:00
.

Abandoned, All Queues

O Agent State Summary

Queued, All Queues

3

E-mail semo
T~ Bxopswwme BbI30BbI

Announcements

MNoaTtBepanTte yganeHue (1).

MxWait
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Agents
2

00:00:20

Positive Disposition Counts

| FanuHa UsaH.

Wpwuna Netpo...

&

HACTEHHbIE MAHE/TIX / WALLBOARD

Longest Calls
lanuHa UsaH... 00:09:59
WpwuHa Metpo... 00:09:03

All agents
| WpuHa Metposa
Fanuna UsaHosa

Longest Not Ready
lanuna.. 00:09:59
Wpuha .. 00:09:03

|
I
Longest Hold
WpwuHa MeTpo... 00:00:00 |

FanuHa Usaw... 00:00:00

|
T
ongest ACW
MHa MeTpo... 00:09:03 |

WHa UsaH... 00:09:59

16



HACTEHHbIE MAHE/TIX / WALLBOARD

5.4. Co3gaHue HOBOro Bua)keta cTaTUCTUK
[Ons co3gaHna HOBOro BUAMKETA CTaTUCTMK BblAe/ITe MbILIKOM CBOBOAHbIE AYEMKN, KOTopble
6yanet 3aHMmaTb 610K (1).

0630p paboThbl

Waiting in All Queues Queues Longest Calls All agents
Name MxWait Agents Calls ranuHa Usak... 00:17:14 | MpwuHa Metposa
Demo chat service 00:00:00 2 00:00:20 WpwuHa Metpo... 00:16:18 lanuHa UsaHosa
4 JAemo Yat 00:00:00 00:00:20
| Tenemapkerur 00:00:00
E-mail pemo 00:00:00 00:
Longest Not Ready

I O O . O O T~ Bxoaswue BbI30BbI 00:00:00 00:00:20
| lanuna.. 00:17:14

Abandoned, All Queues Wpuha.. 00:16:18

Agent State Summary Positive Disposition Counts
| FanuHa UsaH..

WpuHa Metpo... Longest Hold

O 0/ WpwuHa Metpo... 00:00:00
0 FanuHa UsaH... 00:00:00
Queued, All Queues

Longest ACW
, WpuHa Metpo... 00:16:19 |
Fanuna Usaw... 00:17:15

OTKpoeTca OKHO BbliboOpa muna sudxema.

Select a Widget

B B & D 6

Single AgentGrid ~ Service Grid News Agent State Gauge

Statistic Summary

17



HACTEHHbIE NAHE/IN / WALLBOARD
[ocTynHbl cneayolime BUAbI BUAKETA:

HasBaHue (aHrn.) HasBaHue (pyc.) OnucaHue

Single Statistic OaunHo4Han OTobpakeHWe TONbKO OAHOro CTaTUCTUYECKOTO
CTaTUCTUKA napameTpa.

Agent grid MNokasatenu OTobparkeHne HECKONbKUX CTaTUCTUK NO
onepaTopos ornepamopam.

Service grid lNokasatenu OTobpakeHNe HECKONbKUX CTaTUCTUK MO cepsucam
cepBuUCOoB U KamnaHuam o63680Ha.

News HosocTtun HoBocTHaa nHbopmauua (yBe4oOMAEHUS) BHYTPU

Ob6nayHoro KL.

Agent state CBoaHan no OTob6parkeHne CBOAHbIX AAaHHbIX MO COCMOAHUAM
summary COCTOSIHMAM onepaTopos.

onepaTopos
Gauge JaTtunk lpaduueckan oTYETHOCTb (B BUAE «MOAKOBbI»),

MOKa3blBaloWaA TeKyWlee 3Ha4YeEHNE CmamucmuKu mn
€e rIopoecosoe 3Ha4eHue.

Text Tekct Mpon3BObHbIN TEKCT.

MepeyeHb JOCTYNHbIX CMamucmuk, ¢ pa3buBKoM NO TMNAM 8UOHEMO8, NPUBEAEH B
lpunoxceHuu 2 K HaCToALWEN UHCTPYKLUN.

[anbHelwan HacTpolKa BbIMONHAETCA aHAaIOrMYHO PeAAKTUPOBAHMNIO CYLLECTBYIOLWENO
BuAXKeTa (cm.n. Hacmpolika sudxcema cmamucmuk Bbille).
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6. COXPAHEHWE HACTPOEK SKPAHA

[na coxpaHeHMA caenaHHbIX USMEHEHWUIN B SKPAHE HaXKMUTe KHOMRY (1). SkpaH nepenget us
pexnuma pedakmuposaHusa B paboyuli pexxunm.

0630p paboThbI

Waiting in All Queu Queu

Name

Demo chat service
Bemo Yar
"|” TenemapketuHr

Abandoned, All Queues

E-mail pemo
Bxoasune BbI30BbI

0%

Queued, All Queues

3

0%

Bupg pabouero skpaHa:

0630p paboThl

Waiting in All Queues Queues

Name

Demo chat service
JAemo Yar

TenemapkeTuHr
00:00
.

E-mail semo
BxoAasuue Bbi30BbI

Abandoned, All Queues

O ent State Summary
%
0%

Queued, All Queues

3

0%

MxWait
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

MxWait
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Agents
2

00:00:20

> Disposition Counts
FanuHa Usaw...

WpwHa Metpo...

Agents Calls
2 00:00:20
00:00:20
00:00:20

00:00:05
00:00:20

ve Disposition Counts

FanuHa Usaw...

WpwHa Metpo...
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Longest Calls
lanuna Usak... 00:21:35

WpwuHa Metpo... 00:20:39

WpuHa MNetposa
lanuHa UsaHosa

Longest Not Ready
lanuna.. 00:21:34
WpwHa.. 00:20:38

Longest Hold
WpuHa MeTpo...
lanuHa Usak...

Longest ACW
WpwHa MeTpo...
Fanuna Usaw...

Longest Calls All agents
lanuHa Usaw... 0 0
Wpwuna Netpo... 00:21:34

WpuHa MNetposa
lanuna UsaHosa

Longest Not Re:
lanuna.. 00:22:30
Wpuha .. 00:21:34

Longest Hold
WpwHa MeTpo... 00:00:00
FanuHa Usak... 00:00:00

Longest ACW
WpwHa MeTpo... 00:21:34
FanuHa UsaH... 00: 0



7. TIEPEK/TOMEHUE MEXKY SKPAHAMMU

B pa60qu\ pexnme, eCim HaCTpoeHbl HECKOJIbKO 3KpaHO8, NnepeKkayYeHne mexagy Humm
MOXET NPOUCXOANTb B PYYHOM N aBTOMATUYECKOM peXNMMaXx.

7.1. Py4HOe nepektoveHne

HACTEHHbIE MAHE/TIX / WALLBOARD

Py4HOe nepeKkntoyeHne NpomucxoauT No KHonkam (1) unm BbiI6opom HaA38aHUSA SKPAHA U3
BblMajatoLlero cnmcka (2).

0630p paboThbl| W

Waiting in All Queues

A

00:00

Abandoned, All Queues

0
0%

Queued, All Queues

3

2

Queues

Name

Demo chat service
Aewmo Yar
TenemapkeTuHr
E-mail semo
Bxopsuwne BbI30Bb!I

Agent State Summary

MxWait
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Agents
2
00:
00:
00:
00:00:20

Positive Disposition Counts
FanuHa Usak...
WpwHa Metpo...

Longest Calls
lanuHa Usak... 00:38:00
WpwuHa Metpo... 00:37:04

Longest Not Ready
FanuHa.. 00:38:00
WpwuHa .. 00:37:04

Longest Hold
WpwuHa Metpo... 00:00:00
FanuHa UsaH... 00:00:00

Longest ACW
Wpwuna Netpo... 00:37:04
lanuHa Usak... 00:38:00

All agents
WpuHa MNetposa
lanuHa UsaHosa

Mpu BbIGOPE U3 CNWCKA, AOCTYMHbIE ANA OTOBPANKEHWA IKPAHbI PA3AENAOTCA HA 2 FPYNMbI:
MepcoHansHee skpaHH (Personal Wallboards)(1l)w O6mue skpans (Global

Wallboards)(2).

Kamnanuu 063soHa

0630p paboTbl

Bxopasuwme BbI30BbI

00:00

Abandoned, All Queues

0

0%

Queued, All Queues

3

TenemapkeTuHr
E-mail apemo
Bxoasuwue BbI30BbI

Agent State Summary

MxWait
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Agents
2
00:
00:
00:
00:00:20

Positive Disposition Counts
FanuHa Usaw...
WpwHa Metpo...

Longest Calls
FanuHa UsaH... 00:38:25
WpwuHa Metpo... 00:37:29

Longest Not Ready
lanuHa.. 00:38:25
WpwHa .. 00:37:29

Longest Hold
WpwuHa MeTpo... 00:00:00
FanuHa UsaH... 00:00:00

Longest ACW
Wpwuna Netpo... 00:37:29
lanuHa Usak... 00:38:25

All agents
WpuHa MNetposa
lanuHa UsaHosa

Obuwjue 3KpaHbl — 3KPaHbl, HA3HAYEHHbIE A1 OTOOPAXKEHUA CTAPLIMM pyKOBOAUTENEM (NMYHKT
Push To Global B ocHOBHOM MeHIO; cM. N.Hacmpolika naHenu).
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HACTEHHbIE MAHE/TIX / WALLBOARD

‘ CompyOHUK He MOXKeT peaakTupoBaTb Obwue 3KPaHsl.

7.2. ABTOMATUYECKOE NepeKktoyYeHme
[n1a aBTOMaTUUYECKOro NepeKNOYEHNA MEXAY 3KpaHamMmM Heobxoanmo B bpay3sepe B KOHeL,

afipecHol cTpoku (1) oTKpbITOM HacTeHHOW NaHenn B06aBUTb Koa B1AaA:

&rotate period sec=|[uHTepBan OGHOBIEHUS B CeK. |

Hanpumep: &rotate period sec=5 —3KpaHbl byayT aBTOMATUYECKN NEPEKNHOYATLCA C
YyacToToM pas B 5 cek.

0630p paboThl

Waiting in All Queues

A

0{0K0]0)

Abandoned, All Queues

0
0%

Queued, All Queues

3

[nAa oTKNoYeHna aBTOMaTUYECKOro NepPEKNOYEHNA:

Koa,.

Queues

Name

Demo chat service
JAewmo Yar
TenemapkeTuHr
E-mail semo

Bxopasuve BbI30BbI

Agent State Summary

=d1a23dd4-f123-4b!

MxWait
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Agents
2

2
2
2
2

00:00:20

Positive Disposition Counts
FanuHa UsaH...

WpwHa Metpo...

21

_period_sec=5 ("

Longe s
FanuHa UBaH... 00:21:06
WpwuHa MeTpo... 00:20:55

Longest Not Ready
lanuHa.. 00:21:06
Wpuha .. 00:20:55

Longest Hold
WpwuHa MeTpo... 00:00:00
FanuHa Usaw... 00:00:00

Longest ACW
Wpwuna MNetpo... 00:20:55
FanuHa UsaH... 00:21:06

All agents
Wpuna MNetpoea
lanuHa UsaHosa

yAanure 13 aapecHOm CTPOKN AaHHbIN
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8. HASHAYEHWE/ YOANEHWUE SKPAHA A1 APYTUX MOJIb3OBATENEN

AnA HasHaveHWA/ yaaneHna sKpaHoB ANA APYTUX NONb30BaTe el COTPYAHUK A0MKeH obnasath
nonHomoumem Bri./Bukn. O6mue HacTeHHne masenu (Wallboard).

Mo yMONYaHwI0, CO34aHHbIe 3KPaHbl OTOBPAKAKOTCA TONbKO Y AAHHOTO NONb30BaTENA B
pasgene lepcoransHee skpall (Personal Wallboards)(1).

Kamnanuu 06380Ha

0630p paoTs! Longest Calls All agents
MxWait Agents ranuHa UsaH... 00:38:25 WpuHa MNetposa
00:00:00 2 :00:. Wpwuna Metpo... 00:37:29 FanuHa UsaHosa
Bxogsawwe Bbi308bI
— 00:00:00
TenemapkeTuHr 00:00:00
E-mail nemo 00:00:00
O O . O O Bxoaswme Bbi30BbI 00:00:00 00:00:20
. Longest Not Ready
lanuua.. 00:38:25

Abandoned, All Queues WpuHa.. 00:37:29

Agent State Summary Positive Disposition Counts
FanuHa UsaH...

WpwuHa Metpo... Longest Hold

O 0/ WpwuHa MNeTpo... 00:00:00
0 Fanuna Usak... 00:00:00
Queued, All Queues
Longest ACW
WpwuHa Metpo... 00:37:29

anuHa Usak... 00:38:25
O O

COTpYAHUK MOXKET Ha3HAYUTb 3KPaH 414 UCNONb30BAHMA APYrMMU NOb30BaTENAMU
(Hanpumep, onepaTopamm UAM NOAYNHEHHBIMU COTPYAHUKAMM). [lnA 3TOro BbibepuTe HYKHbIV
3KpaH U3 cnucka 1epCcoHasnbHbIX 3KpaHos (1) n HaXKmuTe KHOMKY MeHto (2).

Kamnahuu 06380Ha

Oneparops! ! MaKc.AMuT-Tb (MO cTaTycam) [JlaHHble no oneparopam
Movep. Makc.sp. 8 Ovepean Oneparo.. Mocrynm..
00:00:00 0 o 00:00:20
Bxoaswume obpawerna i 00:00:00 [} 00:00:20

00:00:00 00:00:05
0630p pa6orei KL

e sbizo... 00:00:00 00:00:20
(0{0H0]0)

Pa6ora c email

Aewmo Yar 00:00:00 00:00:20

Makc.He rotos
MoTepaHHbIe B O4epean

Cratycsl oneparopos Jlyuwve oneparopi (no
cratycam)

Makc.Oxuaanue

0%

Ouepeans

O Makc. MocTo6pabotka

Coobuenus no KL
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HACTEHHbIE MAHE/TIX / WALLBOARD

Bbibepute KomaHay Push to Global / HaszHauuThb 3KpaH O/ BCeX MNONb30BaTeNel
(O6uuit sxpan) (1).

New

0630p pa6oTbl KL, W

Bpems OXMAaHMA Ovepeay Makc.anuT-Ts (N0 cTaTycam) JDaHHbie no onepatopam

Edit
Duplicate

Cepenc Movep. Makc.sp. 8 Ovepeaw Onepato.. MocTynm...
0 Delete

TenemapkeruHr 00:00:00 0
L] Demo chat service 00:00:00 0 : Export
- E-mail aemo 00:00:00 0
0
0

Import
Bxoasuwwme Bbi30... 00:00:00

Aemo Yar 00:00:00 1 Push to global &

O O . O 0
- Makc.He rotos
Logout

MoTepaHHbie B ouepean

Crarycsi onepaTopos Jyswwe onepatopsi (no
cTaTycam)

Makc.Oxuaanue

0%

Ouepeas

O Makc. NoctobpaboTka

CoobuweHus no KL,

Mocne 3TOro aKpaH oKaxetca B pasgene O6mue skpars / Global Wallboards (1) u 6yger
OO0CTyNeH ANA NPOCMOTPaA Y APYrMX Nosb30BaTesNeN.

Kamnanuu 06380Ha

Oneparopb! M Makc.anuT-Tb (No cTatycam) JaxHbie No oneparopam
Morvep. Makc.sp. 8 Ovepean Oneparo.. Mocrynm..

Pa6ora c email 00:00:00 0 o

Bxogaupme obpawenma

Makc.He roTos
MoTepanHbie B O4epeau

CraTycel onepaTopos Nyuwwe onepatopsi (no
cratycam)

Makc.Oxuaanue

0%

Ouepenp

O Maxc. Moctobpabotka

Coobuenua no KL

‘ JKpaH, Haxoaawminca B pasgene O6me sKpaHbl, HE MOXKET BbITb U3MEHEH UM YAaNEH.
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HACTEHHbIE MAHE/TIX / WALLBOARD

[nsa pepaktuposaHua/ypaaneHna uam Ans nepcoHasibHoro NPOCMOTPA 3KPaH MOXKeT bbITb
nepemeuleH s Obwux sKpaHos B [lepcoHasnbHble. AN 3TOro BbibepuTe 3KpaH M3 pasgena
O6mue skpaHH (1) M HAXKMUTE KHONKY MeHHO (2).

Kamnanuu 06380Ha
Oneparopb!
Pa6ora c email

Bxogaupme obpawenma

0630p paGorsi Kl
UU.UU

MoTepaHHbie B OYepeau

0
0%

Ouepeas

0

CoobuweHus no KL,

Crarycsl onepaTtopos

Motep.

Makc.sp. 8 Ouepeau Onepato.. MocTynm..

00:00:00 0 0
00:00:00
00:00:00
00:00:00
00:00:00

00:00:20
00:00:20
00:00:05
00:00:20
00:00:20

Jyuwiue onepatopsi (o

cratycam)

Makc.AnuT-Th (No cTatycam)

Makc.He roTos

Makc.Oxuaanve

Makc. MocTobpaboTka

JaHHbie N0 onepatopam

Bbibepute KomaHay Pull from Global / Ymanuts u3 06mux 3kpaHoB (1). dKpaH
nepemecTuTCA B pasgen llepcoHasbHbie 3KpaHsl v bonblie He ByaeT gocTyneH Apyrum

nos1b30BaTeNNIAM.

0630p paboTbl KL, W

Bpems OXMAAHUA

00:00

00:00

Ouepeau
Cepseuc
TenemapkeTuHr
Demo chat service
E-mail aemo
BXoasuve Bbi30...
Aemo Yar

MoTepsHHbie B 0Yepeau

0

0%

Cratycsi onepatopos

Ouepeas

0

CoobuweHus no KL,

Motep.

Makc.sp. 8 Ouepeau Onepato.. MocTynm..

00:00:00 0 0
00:00:00
00:00:00
00:00:00
00:00:00

Jlyswme onepatopsi (Mo
cratycam)
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00:00:20
00:00:20
00:00:05
00:00:20
00:00:20

Makc.AnuT-Ts (o cTaTycam)

JaHHsie N0 onepatopam

Makc.He rotos

Makc.Oxuaanve

Makc. Mocto6paboTka

New
Edit

Duplicate

Export

Import

Pullfrom global .,




HACTEHHbIE MAHENW / WALLBOARD

MPUNOMEHMUE 1: MepeyeHb CTaTUCTUK BUAXKETOB, BXOAALLMX B WABNOHbLI SKPaHOB.

HasBaHue aHra.

EMPTY

A A EEEEEEEEIiiZmIZE=E—I .,
LWAB/IOH «BXOAALLME

Inbound Wallboard

Abandoned %

ASA

Busy Agents

Callbacks in Queue

Estimated Wait Time
In IVR

In Queue/Max Wait

Longest Hold

Service Queues

Top After Call Work

Top Idle Time Agents

Ha3BaHue pycckK.

«HOBbIN» WABJIOH

OBPALLEHUA»

MoTepAHHbIE, B %
p b

ASA

Onepatopbl: B paboTe

Callback

Bpema oxngaHma

B IVR

Ouepeab: cenyac

MakKc.yaepaHue

Ouepegb

Makc.noctobpaboTka

Makc.l[oToB

25

OnucaHue

MycToi wabnoH skpaHa.
MpeaycTtaHoBNEHHbIE
BUAKETbI CTaTUCTUK
OTCYTCTBYIOT.

Ha6op cratucTuk no
o6paboTke BXogawmx
obpalueHunid.

Bxo4ALwmx BbI30BbI,
noTepsAHHbIE B oYepeaum:
BCEro 3a AieHb

CpeaHee Bpems oTBeTa Ha
BxoAdALMe obpaleHna

Mokasatenu paboTbl
onepaTopoB

Konunuecteo obpalieHuit,
3anpoCcuBLLMX 06 pPaTHbIN
BbI30B U OXKMAAOLWMX
obcnyKMBaHUsA B
Hacmosuw,ee Bpems.

PacueTHOe BpemAa oxkupgaHua

Konnuecrso BxoaALLmMx
BbI30BOB, HaX0A4ALLNXCA
cenyac B IVR.

Konnyectso obpalieHni,
HaxoAALLMXCA ceivac B
oyepeamn N MakcumasibHoe
Bpemsa OXXuaaHus

Onepartopsbl €
MaKCMMaNbHOM
ONNTENbHOCTbIO YAeprKaHUsA
BbI30BOB

Mokasatenu paboTbl No
cepsBMcam

Onepatopsl €
Hanbonbwnm BpemeHem
HaXxoXKAeHWA B COCTOAHUN
«llocTo6paboTka
BEH30Ba»

Onepatopsl €
HanboNbWNM BpEMEHEM



Top Not Ready Agents

HACTEHHbIE MAHE/TIX / WALLBOARD

Makc.He rotos

HaxoXaeHnA B COCTOAHUN
«I'oTOBY»

Onepatopsl €
HanbonbWKnMm BpemeHem
HaXOXAeHWA B COCTOAHUMU
«He TOTOB»

OUTBOUND CAMPAIGNS

Abandoned %

Agent State Summary

Campaigns

Occupancy

Outbound Calling Rate

Outbound Calls on Agents

Outb in Q Now

Records Completed Today

LWABJ/IOH «k KAMNAHUU
OB3BOHA»

MoTepsaHHbIE, B %

COCTOAHMNA onepaTopos

[aHHble No KamnaHuAm

3arpyska

NHTEHCUBHOCTb BbI30OBOB

BbI30Bbl, 06CNYKMBaeMble
onepaTtopamu (cenyac)

Ouepeap (celtyac)

3akpblITble 3anucu (3a
ceroaHs)
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Ha6op cTratuctuk no
paborte KamnaHuu
063BOHa.

KonnuecTtso ncxopawmx
BbI3OBOB, 3aBEPLUEHHbIX
KANEHTaMM [0 COeANHEHUA C
onepatopom. OTHoCUTCA K
KaMmnaHWAM B peXumax
MpoepeccusHolli n
lpedcka3ssiearouwudl.

CBOAHbIE AaHHble NO
paboTe KamnaHum
063BOHa

MpoLEeHT BpeMeHH, B
TEeYEHUU KOTOPOro
onepaTopbl 3aHATHI
0bpaboTKol 06paLLeHnl B
AaHHOM cepBuce (BKatoYan
BPEMA Mpednpocmompa
nocmobpabomku) no
OTHOLLEHUIO K 06LLEMY
BpemeHu paboTbl (0buee
BPEMA 3aHAMOCMU NpU
0bpaboTKe obpalleHnn no
BCEM CEpBMCAM + BPEMSA B
coctosiHuu fomos).

Konnuecrtso Habopos,
HavaBLLMXCA 33 NOCAEAHION0

MUHYTY

KonnyecTtso BbI30BOB,
obcnyKmMBaemMblx ceiyac
onepatopamu

KonnyecTtso ncxoaawmx
BbI30BOB, HaX0AALLMXCA
ceilyac B oyepeam Ha
onepaTopos

Konunuectso 3anuce,
3aKPbITbIX CErogHa



HACTEHHbIE MAHE/TIX / WALLBOARD

Top Agents by Avg Call Jlydwmne onepaTopsbl NO cp. CnucoK onepaTtopos,

Duration ONVUTeNbHOCTM pas3rosopa OTCOPTMPOBaHHbLIM NO
cpeaHeln ANnTeNnbHOCTH
pa3srosopa

Top Break Time MakKc. Bpema nepepbisa OnepaTtopsbl, 40ablLUe BCEX

HaxoaAuimecs B
COCTOAHUMU «IlepepEB»

Top Successful Agents JNlyywine onepatopsbl (No Onepatopsbl €
CTaTycam pasrosopa) HanbonbwUm
KO/INYeCTBOM BbI30BOB,
3aBepLUMBLUNXCA C
onpegeneHHbIM CTaTycom

CONTACT CENTER OVERVIEW  LWIABJ/IOH «OB30P PABOTbI O6wue nokasatenm
KL » pa6otbl KoHTaKT LleHTpa

Abandoned, All Queues MNoTepaHHbIe B ovepeau Ob6Lee KonnyecTso
BbI30OBOB, MOTEPAHHbIX BO
BCEX OYepesnx

Agent State Summary CocToAHKMA onepaTopos

All agents [aHHble No onepaTopam CBoAHble gaHHble no
paboTte onepaTtopos

Announcements CoobueHua no KL, CoobLieHua Bo
BHYTpeHHem yaTte KL|

Service Queues Ouepegu CBogHble gaHHble No
BbI30BaM, HaxoA4ALWMMCA B
ouepemax

Top After Call Work Makc.lNocTtobpaboTKka BbiI3oBa =~ Onepatopbl C
HanbonbWKNM BpemeHem
HAXOXAEHWUA B COCTOAHUMU
«llocTob6paboTka
BH30Ba»

Top Idle Time Agents Makc.loToB OnepaTtopbl C
HanbonbWKnMm BpemeHem
HAXOXAEHWUA B COCTOAHUMU
«ToToBY»

Top Not Ready Agents Makc.He roTtos Onepatopsl €
HanbonbWKUM BpemeHem
HaXOXAeHUA B COCTOAHUMN
«He TOTOB»
]
ALL AGENTS LUABJIOH «OMNEPATOPbI» CsoaHble AaHHbIe NOo
pabote onepaTtopos (B
Buae Tabaunubl)

First Name Last Name Nma Pamunus
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State icon

State duration

Break time total

Active item:service

Active item:media

Active item:hold duration

Active item:direction

Active item:flagged

Active item:talk duration

Active item:state

Inbound handled

Inbound rejected or missed

Outbound interactions
handled (email - send non-
replies)

HACTEHHbIE MAHE/TIX / WALLBOARD

CocTtoAHue

AnntenbHoCTb
MNepepbis
Ob6palleHue: cepBuc
™nN

Ob6palleHue:

Ob6paLleHue:
yAEPHKAHUA

AONNTENBbHOCTb

ObpalueHure: HanpaBieHne

ObpaLueHme: 3anpoc NOMOLLM

Ob6pauleHue:
pasrosopa

ONNTENBbHOCTb

Ob6palleHue: cTaTyc

Bxoasuwme: obpaboTaHo

Bxogsuwme: OTKNIOHEHHbIE UK
nponyLweHHble

Ncxopsawme: obpaboTtaHo

28

CocTosAHMe onepaTopa B
BMAE MKOHKM

AnntenbHoCcTb
HaXOXAEHUA B TEKYLLEM
COCTOAHUM

Obuwee Bpems
HaXxoXKAeHWA B COCTOAHUMU
«llepepHB»

Cepsuc, K KOTOpomy
OTHOCMKTCA aKTUBHOE
obpalyeHune

Tun akTMBHOTO
obpateHua (ronoc, email,
yaT)

AnntenbHoCTb
HaXOXXAEHMA aKTUBHOIO
obpalleHns B pexkume
yAepXKaHnA

HanpaBsiieHMe aKTUBHOTO
obpaulleHua (Bxoaallee,
ncxopsaulee)

Moka3blBaeT, 3anpaLmBsan
2V ONepaTop NOMOLLb B
paMKax TeKyLLero
obpalleHuns

OnantenbHOCTb pasrosopa
B PaMKax TEKYLLEero
obpalleHmn

CraTyc TeKkyLiero
obpalleHuns

Obulee KoNMYeCcTBo
06paboTaHHbIX BXOAALLMX
obpaleHuin

Bxoasuiue BbI30Bbl,
OTK/IOHEHHbIE UK
ocTaB/eHHble 6e3 oTBeTa
onepatopamu

Obulee KoNMYecTBo
NCXOAALLMX BbI3OBOB,
06paboTaHHbIX
onepaTtopom (gna email —
KONINMYEeCTBO



Next state

Team name

LLUABJIOH «PABOTA C EMAIL»

EMAIL WALLBOARD

Bottom Agents by Email
Handled

Email Carried Over

Email Dispositioned wo Reply

Email Handled

Email in Personal Queues

Email Replied

Email Services

New Email

Top Agents by Email Handled

HACTEHHbIE MAHE/TIX / WALLBOARD

Cnepytouiee coctosiHue

lpynna

Xyalwue onepatopbl

MepeHeceHHble email

bes oTBeTa

Konnuyecteo 06paboTaHHbIx
email

MepcoHanbHas oyepesb

OTBeYyeHHble email

O6paboTKka email no cepercam

HoBsble email

JNlyywme onepatopsl
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OTNPaBAEHHbIX NUCEM, HE
Tpebytlowux oTBeTa)

Cnepytouiee coctosiHue
onepartopa

HaseaHue rpynnel, B
KOoTopoW paboTaeT
oneparop

O6wme nokasarenm no
pabote c email

XyAwwne onepatopbl No
KoanyecTay
06paboTaHHbIX email

Konnuectso Bxogawmx
email, Ha3HaYeHHbIX Ha
onepaTtopa B npeaplaylime
AHW 1 OCTaBLUMXCA
HeobpaboTaHHbIMM MO
HacTosALee Bpems.

Konunyectso email, c
NPOCTaB/IEHHbIM
cTaTycom, octaBlumecs bes
oTBeTa

ObLlee KoNMYECTBO
obpaboTaHHbIX email

Obuwee Konnyectso email,
Haxo4AWMmMXcA B
nepcoHanbHbIX o4yepeanx
onepaTopoB

Konnuecrteo email , Ha
KOTOpble OTBETWA onepaTop.
YUYnTbIBaOTCA TONBKO
mepBble OTBETbI Ha 3aMPOChI.

MokasaTtenu no pabote ¢
email, pa3buTbie o cepencam

MoKa3blBaeT KOANYECTBO
HoBbIx email (email,
CBA3aHHbIE C
CyLLLeCTBYOLMMMN
3anpocamu, He YYnTbiBatoTCA
B 3TOM MapameTpe).

Jlydwme onepaTopbl No
KoanyecTay
06paboTaHHbIX email



Top Break Time

Top Personal Queues

HACTEHHbIE NAHENIN / WALLBOARD
MakcmanbHoe Bpema

nepepbiBa

B nepcoHanbHoM oyepeam
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Onepatopsl €
HanbonbWKUM BpemeHemM
nepepeolisa

Onepatopsl €
HanbonbLWKM
Konnyectsom email,
HaxoAALWMXCS B
nepcoHanbHOM o4Yepeam



HACTEHHbIE MAHENW / WALLBOARD

MPUNOMEHUE 2: Obwmin nepedeHb CTAaTUCTUK NO TUNAM BUAYKETOB.
CTaTUCTUKM pacnonoxXKeHbl B aﬂd)aBVITHOM nopAaake Ha AHT/IMMCKOM fA3blKe.

CTaTUCTUKK, coaeprKalliMe B Ha3BaHUM CI0BO «celiuacy», oTobpaxatoT on-line aaHHble. Bce
OCTa/ibHble — HAKOMUTE/IbHbIE AaHHbIE 33 AEHb.

SINGLE STATISTIC/ BuaxeT « OANMHOYHAA CTATUCTUKA»

HasBaHue aHra. HasBaHue pycck.

Agents busy with this service

OnepaTtopbl B COCTOAHUM «3aHSAT» B 3a4aHHOM
cepBuce: cenyac

Agents in ACW state

OnepaTopbl B cOCTOAHUM «MocTob6paboTKa BbI30BaY:
ceivac

Average idle time of matching
agents

CpefHee Bpemsa NPOCTOA (HaxoxAeHMe onepaTopos
B COCTOAHUM «TOTOBY)

Average preview time of matching
agents

CpeaHee Bpema npegnpocMoTpa (41 onepaTopos,
paboTatoLmx B KamnaHuax o63BoHa B pexunme
«llpennpocMoTp»)

Average speed of answer/reply

Cpe,ﬂ,Hﬂﬂ CKOPOCTb OTBETA

Callbacks attempt failed

O6paTHbIN BbI3OB: HEYAAUHble

Callbacks abandoned during setup

O6paTHbIl7l BbI30B: NOTEPAHHbIE BbI3OBbI Ha 3Tamne
3aKa3a

Callbacks attempts connected

O6paTHbIN BbI30B: yCNELHble

Callbacks cancelled

Ob6paTHbIN BbI30OB: OTMEHEHHbIE

Callbacks in queue now

O6paTHbIN BbI3OB: B 04epeam cenyac

Callbacks requested

O6paTHbIN BbI3OB: 3aNpPOLUEHHbIE

Callbacks scheduled

O6paTHbIN BbI3OB: 3aN1aHNPOBaHHbIE

Completed records in active lists

Mcxopauwme BbI3OBbI: 3aBepLUEHHbIE 3anncu B
aKTUBHbIX CMMCKax 063BOHa

Completed records with personal
records assignments

Mcxopawme: 3aBepLlieHHble 3anncun C
NnepcoHa/ibHbIM Ha3Ha4YeHNEM OMNepaTopoB

Count of records in all active lists

Konnyectso 3anucei Bo BCEX aKTUBHbIX CMMCKaX
063B0OHa

Count of selected dispositions

KonuuectBo o0bpalueHmii, 3aBepLUMBLUNXCA C
BbIOPaHHbIMM CTaTycamu

Custom Survey Metric 1

Moka3saTtenb 1 onpoca KANEHTOB

Custom Survey Metric 2

MoKasaTenb 2 onpoca KANeHTOoB

Customer Satisfaction

Yaosn €TBOPEHHOCTb K/IMEHTA
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HACTEHHbIE MAHE/TIX / WALLBOARD

Estimated campaign duration

PacueTHasn npPoAONHKNTENBHOCTb KaMnaHUK 063BOHa

Estimated wait time

PacueTHoe Bpems 0XXnaaHua ons BXOAALLMX
obpauteHnin (EWT)

First Call Resolution

3anpocbl, pelweHHble ¢ nepsoro obpauieHus (FCR)

IN Svc Level Day

MpoueHT BXxoaALmnX obpalyeHmin, 06paboTaHHbIX B
cooTBeTCcTBUM € SLA: BCcero 3a AeHb

Inbound held, non-transferred

BxogAawue yOepxaHHble YHUKa/IbHble

Inbound abandoned

BxogAwue noTepAHHbIE BbI3OBbI

Inbound abandoned %

Bxogsuwme notepsaHHbIE BbI30BbI B %

Inbound abandoned in queue

BxogAuime BbI30BbI, noTepAHHbIE B o4epeau

Inbound abandoned in queue %

Bxogsuime BbI30Bbl, NOTEPAHHbIE B o4yepeaun B %

Inbound abandoned while ringing

BxoaAume BbI30Bbl, NOTEPAHHbIE NPU A0CTaBKe
onepaTopam

Inbound dropped by system in IVR

BxogAwme BbI30BbI, OTKAKOYEHHble cepsmcom B IVR

Inbound dropped by system in
queue

Bxoasume BbI30Bbl, OTK/HOYEHHbIE CEPBUCOM B
ovyepegm

Inbound dropped by system while
ringing

BxogAuwime BbI30BbI, OTKAKOYEHHbIE CeEPBUCOM Ha
3Tane AO0CTaBKK onepaTtopam

Inbound duration average

BxogAwme BbI30BbI: cpeanHee Bpema pa3rosopa

Inbound duration total

Bxoasume BbI30BbI: 0bLLEE BpeMa pa3rosopa

Inbound emails carried over

Bxogsawue email, nepeHeceHHble ¢ npeaplayLLero
[AHRA, BKNOYasA HOBblE M NpULLEALLNE NO Y¥Ke
CO34aHHbIM 3anpocam

Inbound emails carried over from
previous day

Bxogsauwume email,nepeHeceHHble C NpeablayLero
[HRA, TONIbKO HOBblE 3aABKM

Inbound emails dispositioned
without reply

Bxogsawme email, obpaboTaHHble 6e3 oTBETA
KNUEHTY

Inbound emails for existing queued
cases

Bxogsawume email, cBA3aHHbIE C CyLLECTBYOWUMM
3anpocamu, Haxo4aWMMMNcA B ouepeam

Inbound emails handled

Bxogawme email, obpaboTaHHblE

Inbound emails in personal queues
now

Bxogsawume email, Haxoaalwmecs B NePCOHa/NbHbIX
ouyepeanx onepaTopos, ceiyac

Inbound emails not accepted

Bxoaawme email, He NpuHATbIE ONepaTopamm

Inbound emails replied

Bxogsawume email, oTBeyeHHble

Inbound emails that created new
cases

Bxogsauwue email, Ha OCHOBe KOTOPbIX CO34aHbl
HOBble 3anpochl

Inbound handled by agents

Bxogawme obpawieHuns, obpabotaHHble
onepatopamu
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HACTEHHbIE MAHE/TIX / WALLBOARD

Inbound handled by agents %

Bxogsauwme obpawieHns, obpabotaHHble
onepaTtopamu, B %

Inbound in IVR now

Bxoaauime Bbi3osbl B IVR, ceityac

Inbound in IVR, queue or on agents

now

BxogAwme BbI30BbI, HaxoaAwweca B IVR, B ovepeau
WM y onepaTopa, cenyac

Inbound in queue now

Bxoasalume BbI30BbI, HAXOAALLMECHA B 0Mepean,
celyac (BK/ItoYaeT Kak BXoAALLMe BbI30BbI, TaK U
obpaTHble BbI3oBbl/callback, oTBeueHHble
KNMeHTamM).

Inbound handled by agents now

Bxogsawme obpauieHns, obpabaTbiBaemble
onepaTtopamu, cenyac (M 3aBepLUEHHbIE B TEYEHWUU

AHA)

Inbound handled unique

BxogAawue YHWUKa/ibHbl€ BbI30OBbI, 06pa60TaHHbIe
onepartopamum: BCero 3a geHb

Inbound interactions answered in
Service Level %

Bxogauwme obpauieHma, o6paboTaHHbIe B
cooTBeTCcTBUM C SLA, B %

Inbound interactions answered in
Service Level % (moving window)

Bxogsawme obpauweHns , o6paboTaHHble B
cooTtBeTcTBMMK € SLA (anAa 20 nocneaHux
obpalleHui), B %

Inbound longest wait now

BxoasaLume BbI30Bbl: MaKCMMabHOE BpeMs
OXKMAaHUA, cenyac

Inbound queued

BxogAuwme Bbi30Bbl, NOCTaB/IeHHbIE B oyepeab

Inbound queued unique

BxogAuime BbI30BbI, Brnepsble NOCTaB/IEHHbIE B
oyepeab: BCEro 3a A€Hb

Inbound received

BxogAawue NMPUHATbIE BbI3OBbI: BCETO 3a AEHb

Inbound received as transfers

Bxoasuwme nepesefeHHble Bbl30BbI

Inbound rejected or missed by
agents

BxoaAume BbI30Bbl, OTK/IOHEHHbIE UM OCTaB/IEHHbIE
6e3 oTBeTa onepaTtopamu

Inbound released by agents

Bxoasume oTBeYEHHbIE BbI30BbI, 3aBEPLUEHHbIE
onepaTopamu

Inbound released by callers

BxogAuwime oTBeYeHHbIe Bbl30BblI, 3aBepLEHHbIE
KINEHTaMU

Inbound ringing on agents now

Bxoaslume BbI30BbI, 4OCTAaBAEHHbIE ONepaTopam:
ceiyac

Inbound routed to agents

BxogAwme BbI30BbI, Hanpas/1IeEHHbIE Ha ONEpPaTopoB

Inbound self serviced

Bxogsuime BbI30Bbl, 3aBEPLUEHHbIE B
CamoobcenyxusaHum (IVR)

Inbound Service Level target

BxogAwme BbI30BbI: 3ap,aHHbIVI YpoBEHb CepPBUCa

Inbound Service Level threshold

Bxoaslme BbI30BbI: MOPOr YPOBHA CEPBUCA
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HACTEHHbIE MAHE/TIX / WALLBOARD

Inbound short-abandoned in queue

BxoaAaume KOpoTKMe BbI30Bbl, MOTEPSAHHbIE B
ovyepegm

Inbound short-abandoned in queue
%

BxoaALume KOpOoTKMeE BbI30BbI, MOTEPAHHbIE B
oyepeam, B %

Inbound transferred away

Bxogsauwme obpaleHns, nepesegeHHble
onepaTtopamu Ha BHeLWHWEe HoOMepa

Matching agents busy

OnepaTopbl B COCTOAHUM «3aHAT»: ceryac

Matching agents logged-in

Onepatopbl B cucTeme: ceiyac

Matching agents not ready

Onepartopbl B COCTOAHUM «He TOTOB»: ceryac

Matching agents ready

OnepaTopbl B COCTOAHUMN «'0TOB»: ceryac

Net Promoter Score

MNoKa3aTtenb f0s/1bHOCTU KnneHTos (NPS)

Number of interactions
recategorized from a different
service

KonuuectBo obpalleHuii, nepeHasHaYeHHbIX U3
ApYyrux cepBucos

Number of nonreplies started and
discarded by agents

KonnyectBo HayaTbIXx M1 OTMEHEHHbIX onepaTopamu
HOBbIX MCXxo4AWMX email

Number of records excluded by
DNC lists from active Lists

Mcxoasume BbI30BbI: KOIMYECTBO 3anucen,
WCK/toYEHbIX N3 063BOHA M3-3a COBMNaJEeHUs Co
cnuckom "He 3BOHUTH"

Occupancy of matching agents

3arpy3Ka onepaTopos

Outbound call attempts

MNcxopsawme Bbi30Bbl: HabpaHHble

Outbound call attempts in progress
now

Ucxogawme Bbi3oBbl: 0b6pabaTbiBaemMble ceityac

Outbound calling rate now

0O63BOH: MHTEHCMBHOCTb BbI3OBOB CeiYac

Outbound calls abandoned

Mcxopauwme BbI3OBbI: noTepAHHbIE

Outbound calls abandoned %

Mcxoasawme Bbi30BbI: NOTEPsAHHbIE B %

Outbound calls abandoned in IVR

Mcxopauwme Bbi3oBbl, NoTepAHHbIE B IVR

Outbound calls abandoned in IVR %

Mcxopawme Bbi3oBbl, NoTepAHHbIE B IVR B %

Outbound calls abandoned in
queue

McxopAaume BbI30BbI, noTepAHHbIE B o4epeau

Outbound calls abandoned in
queue %

McxogAawme BbI30BbI, noTepAHHbIE B o4Yepean B %

Outbound calls abandoned while
ringing

McxoaAawme Bbi30Bbl, NOTEPAHHbIE NPU A0CTaBKe
onepaTopam

Outbound calls answered, out of
connection speed compliance

Mcxopawme oTBeveHHble NOMbITKU BbI3OBOB, HE
CoOoTBETCTBYtOWMNE 3a,£l,aHHOI\/'I CKOpOCTK coeanHeHunA

Outbound calls answered, out of
connection speed compliance %

NcxoaAalume oTBeYeHHble NOMbITKM BbI3OBOB, He
COOTBETCTBYIOLIME 3a4aHHO CKOPOCTU COeANHEHUA
B %
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HACTEHHbIE MAHE/TIX / WALLBOARD

Outbound call attempts in progress
now

Mcxoasawme nonbiTKM BbI3OBOB, ceiyac

Outbound calls attempts successful

Ncxopawme oTBeYEHHbIe NOMbITKU BbI3SOBOB

Outbound calls attempts successful
%

Mcxopawme oTBeveHHble NOMbITKU BbI3OBOB B %

Outbound calls attemtps failed

Ucxopawme HeyAa4yHble MNOorbITKN BbISOBOB

Outbound calls dropped in IVR

McxopgAauwme Bbi30Bbl, OTKAOUYEHHbIE B IVR

Outbound calls dropped in queue

McxopAaume BbI30Bbl, OTKAOYEHHbIE B oyepean

Outbound calls dropped while
ringing

McxopAawme BbI30OBbI, OTKAOYEHHbIE CeEPBUCOM Ha
3Tane AO0CTaBKK onepaTtopam

Outbound calls duration average

Mcxopauwme BbI3OBbI: cpeanHee Bpema pa3rosopa

Outbound calls duration total

McxopAawme BbI30BbI: 0bLLee Bpemsa pa3roBopa

Outbound calls in IVR %

Ucxogawme Bbi3oBbl, Haxoaswmeca B IVR cenvac B %

Outbound calls in queue now

Ucxopawme BbI30BbI, HAXo4AWMECS B oYepeamn
celyac

Outbound calls queued

McxopAawme BbI30BbI, MOCTaBAEHHbIE B oyepeab

Outbound calls rejected or missed
by agents

McxopAaume BbI30Bbl, OTKAOHEHHbIE UK
OoCTaBNEeHHble 6e3 oTBeTa onepartopamu

Outbound calls released by agent

NcxopAawme oTBeYeHHbIE BbI30BbI, 3aBEPLUEHHbIE
onepaTopamu

Outbound calls released by remote
party

Mcxopawme oTBeveHHble BbI3OBbI, 3aBepPLEHHbIE
KINEHTaMU

Outbound calls ringing on agents
now

Ucxoaalme Bbi30BbI, 40CTaBNEHHbIE ONepaTopam:
ceiyac

Outbound calls routed to agents

McxopAawme BbI30BHbI, Hanpas/1IEHHbIE Ha ONEPaATOPOB

Outbound calls self serviced

McxopAauwme BbI3OBbI B NPUNOKEHNN
CaMOO6CJ'Iy)KVIBaHVIﬂ

Outbound calls transferred away

McxogAawme BbI3OBbI, nepeseaeHHblIe onepaTtopamu
Ha BHEWHNE HOMEPA

Outbound interactions handled by
agents (email - send non-replies)

Mcxoasawme Bbi3oBbl, 06paboTaHHble onepaTopamu
(mna email — KonMYecTBO HOBbIX OTNPABAEHHbIX
nucem)

Outbound interactions handled by
agents now

Ucxopawme Bbi30Bbl, 06paboTaHHble onepaTopamu:
celyac

Records attempts

Mcxoasawme Bbi30BbI: HabpaHHble 3anucK, Bcero 3a
AeHb

Records attempts %

Ucxopnawme Bbi30Bbl: HAbpaHHbIE 3anMcuK, BCero 3a
O€eHb, B %
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HACTEHHbIE MAHE/TIX / WALLBOARD

Records completed in active lists %

Mcxopauwme BbI3OBbI: 3aKpbITbl€ 3aNMNUCU B aKTUBHbIX

cnuckax, B %

Records completions

Ncxopnalume BbI30BbI: 06LLEE YNCIO 3aKPbITbIX
3anucen

Records completions %

Ucxoaalme BbI30BbI: 00LLEE YNC/IO 3aKPbITbIX
3anucei, B %

Records Dialable Right Now

3anucu, gocTynHble ans Habopa, cenyac

Records in quota groups that
reached quota limits

McxopAauwme BbI30BbI: 3aNUCK, BbIXOAALLME 33
npeagenbl 3a,ﬂ,aHHOl7l KBOTbI

Records previews

Mcxopaime BbI30BbI: 3aNUCK, NpeaBapuTesibHO
MPOCMOTPEHHbIe (417 KaMNaHWI B pexxume
«llpennpocMoTp»)

Records skips

McxopAalume BbI30BbI: MPOMYyLLEHHbIE 3aMncK B
pexume "llpennpocMoOTpP»

Records skips %

McxopAwme BbI30BbI: NPONYLWEHHbIE 3anucK B
pexume "llpennpocMoTp, B %

Remaining records in active lists

McxopAaume BbI30BbI: OCTaBLUMECA 3anNnUcK B
AdKTUBHbIX CMUCKaX

Remaining records with personal
agent assignments

McxogAaume BbI30BbI: OCTaBLUMECA 3aNUCKU C
NnepcoHa/ibHbIM Ha3Ha4YeHNEM OMnepaToposB

Selected Dispositions Percentage

Mcxoasawme Bbi30BbI: % 3anuncent ¢ 3aaaHHbIMK
cTatycamu
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HACTEHHbIE MAHENW / WALLBOARD

AGENT GRID/ Buayket «MOKA3ATE/T ONEPATOPOB»

HasBaHue aHra. HasBaHue pycck.

Active item: direction

Ob6paulieHue: TmMn

Active item: flagged

ObpalueHme: 3anpoc NOMOLLM

Active item: hold duration

ObpalueHme: ANUTeNbHOCTb YAepKaHUS

Active item: media

Ob6palleHune: TMn

Active item: monitor mode

ObpalleHune: pexxum KOHTponA

Active item: party name

ObpalueHme: UMa KNMeHTa

Active item: sentiment

ObpalleHune: amouum

Active item: service

ObpaleHue: cepBumc

Active item: state

Ob6paLieHue: cTaTyc

Active item: talk duration

ObpalleHue: oAnTeNbHOCTb pa3roBopa

Average handle time

CpeaHee Bpems 06paboTkm

Average idle time

CpepgHee Bpema NpocToA (HaxoxAeHWe onepaTopos
B COCTOAHUM «T'0TOBY)

Average preview duration

CpenHee Bpema npeanpocMoTpa (419 onepaTopos,
paboTaoLwmx B KamnaHnAx 063BOHa B pexume
«llpennpocMoTp»)

Break time total

Obuiee Bpems nepepbiBa

Calendar events

CobbITMA B KaneHaape onepaTopa

Calendar events overdue

CobbITMA B KaneHaape onepaTopa: NPOCPOYEHHbIE

Count of selected dispositions

KonunuectBo obpalleHmii, 3aBepLUMBLUNXCA C
BbIGPaHHbIMM CTaTycamu

Custom Survey Metric 1

MokKasaTtenb 1 onpoca KANeHToB

Custom Survey Metric 2

lNoKasaTenb 2 onpoca KANEHTOB

Customer Satisfaction

y,EI,OBJ'IeTBOpeH HOCTb K/IMEHTA

Extension

BHYTpeHHUIA Homep

First Call Resolution

3anpocsbl, peleHHble ¢ NepBoro obpatleHus

First Name Last Name

Nma n dammnus onepatopa

Inbound duration average

BxogAwme BbI30BbI: cpeaHee Bpema pa3rosopa

Inbound duration total

BxogAwme BbI30BbI: o6u.|,ee BpeEMA Pa3rosopa

Inbound emails dispositioned
without reply

Bxogsawme email, obpaboTaHHble 6e3 oTBETA
KNUEHTY

Inbound emails handled

Bxoaawme email, o6paboTaHHble
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HACTEHHbIE MAHE/TIX / WALLBOARD

Inbound emails in personal queue

now

Bxogsawume email, Haxogaawmecs B NnepCcoHaNbHOM
ouyepean onepaTopos, ceiyac

Inbound emails offered

Bxoaawme email, pacnpeaeneHHble Ha onepaTtopa

Inbound emails pulled by agent

Bxoaawme email, BbiIbpaHHble onepaTopom

Inbound emails replied

Bxogsawume email, oTBeyeHHble

Inbound emails unanswered

Bxogsawue email, HeoTBeueHHble

Inbound handled

Bxogawme email, obpaboTaHHblE

Inbound handled now

Bxogsawme email, B pabote ceituac

Inbound held

BxogAuwme BbI30Bbl, NOCTaB/I€HHbIE Ha yAepxXaHune

Inbound held, non-transferred

BxogAwme Bbi30Bbl, NOCTaB/IeHHbIE Ha yAOepxaHue,
He nepesBeneHHblIe

Inbound rejected or missed

BxopasLime BbI30Bbl, OTKNOHEHHbIE NN OCTaB/IEHHbIE
6e3 oTBeTa

Inbound released by agent

Bxoasume oTBeYEHHbIE BbI30BbI, 3aBEPLUEHHbIE
onepaTopom

Inbound transferred away

Bxoasume BbI30BbI, NepeBefeHHble Ha BHELIHNE
Homepa

Inbound transfers received

BxogAwme BbI30BbI, NONly4EHHbIE KaK nepesoabl

Last Name First Name

Damnnna n nma onepartopa

Login duration

LOAVTenbHOCTb HAXOXAeHUA onepartopa B cucreme

My Success rate

Moi4 Noka3satenb PesynbTaTtmBHOCTM

Net Promoter Score

MNMoKa3aTtenb fos1bHOCTU KnneHTos (NPS)

Next not ready reason

CJ'IE,CI,VI‘OLLI,aﬂ NPUYNHa HETrOTOBHOCTU

Next state

Cnepytouiee cocToaHWe onepaTopa

Not ready reason

anI‘-WIHa HEroToBHOCTU

Number of interactions

recategorized to a different service

Konuuectso obpalueHuii, nepeHasHauYeHHbIX
onepaTopoMm B Apyrue CepBuChl

Number of nonreplies started and

discarded by agents

KonnuyecTBo HayaTbIX U OTMEHEHHbIX ONEepaTopoM
HOBbIX MCXxo4AWMX email

Occupancy

3arpysKa onepaTopa

Outbound calls duration average

McxoaAaiwme BbI30BbI: CPpeaHAN AINTENbHOCTb
pasroBopoB

Outbound calls duration total

MUcxoasawme Bbi30BbI: 06Wasa ANUTENbHOCTb
pasrosopa

Outbound calls rejected or missed

by agents

McxopAaume BbI30Bbl, OTKNOHEHHbIE NN
OCTaBNEeHHble 6e3 oTBeTa
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Outbound emails in personal queue

Ncxopawme email, Haxoaawmecs B nepcoHanbHoM
ouepeamn

Outbound interactions handled
(email - send non-replies)

Obuiee KONYECTBO UCXOAALLNX BbI3OBOB,
06paboTaHHbIX onepaTopom (ans email —
KOZIMYECTBO OTNPAB/IEHHbIX MUCEM, HE TPebyoLMX
oTBeTa)

Preview duration now

MNcxoaswme BbI30BbI: ANUTENBHOCTb HAXOXAEHUSA B
pexume «lMpegnpocmoTp», ceryac

Records previews

McxopaAalme BbI30BbI: 3anucK, NpeasapuTebHO
MPOCMOTPEHHbIe (417 KaMNaHWI B pexxume
«llpennpocMoTp»)

Records skips

MNcxoasawme BbI30BbI: NPONYLLEHHbIE 3aNUCK B
pexume "MpegnpocmoTp»

Records skips %

McxopAwme BbI30BbI: NPONYLWEHHbIE 3anucK B
pexume "llpennpocMoTp, B %
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SERVICE GRID/ Buaxet «MOKA3ATE/IN CEPBUCOB»

HasBaHue aHra. HasBaHue pycck.

Agents busy with this service OnepaTtopbl B COCTOSAHWUM 3aHAT: ceiyac

Agents in ACW state Onepatopbl B cocToaHum «llocTo6paboTKa
BEH30Ba»: cemyac

Average idle time of matching CpefHee Bpemsa NPOCTOA (HaxoxAeHMe onepaTopos
agents B COCTOAHUM «[OTOBY)

Average preview time of matching | CpeaHee Bpema npeanpocmoTpa (419 onepaTopos,

agents paboTatowmx B KamnaHnAax 063BOHa B pexunme
«llpennpocMoTp»)

Average speed of answer/reply CpenHAA CKOPOCTb OTBETA

Callbacks attempt failed O6paTHbIN BbI30B: HEYAAUHble

Callbacks abandoned during setup O6paTHbIN BbI30B: NOTEPAHHbIE BbI30BbI Ha 3Tane

3aKasa
Callbacks attempts connected O6paTHbIN BbI30B: yCNELHble

Callbacks cancelled O6paTHbIN BbI30B: OTMEHEHHbIE

Callbacks in queue now O6paTHbIN BbI3OB: B 04epeam cenyac

Callbacks requested O6paTHbIN BbI30B: 3aNPOLUEHHbIE

Callbacks scheduled O6paTHbIN BbI3OB: 3aNN1aHNPOBaHHbIE
Completed records in active lists UcxopAaume: 3aBepLUeHHble 3aNUCU B aKTUBHbIX

cnucKkax o63BoHa

Completed records with personal Ucxogawme: 3aBepLUeHHbIe 3aNUCK €

records assignments NepCcoHaNbHbIM Ha3HaYeHMEeM ONePaATOPOB

Count of records in all active lists KonunyecTtBo 3anumcer BO BCeX aKTUBHbIX CMMUCKaX
063BOHa

Count of selected dispositions KonnyectBo 0bpalleHnin, 3aBEPLUMBLLMXCA C

BbIOPaHHbIMM CTaTycamu

Count of selected dispositions % Konnuectso obpalleHuni, 3aBEPLUMBLLMXCA C
BblIOpaHHbIMUK cTaTycamu, B %

Custom Survey Metric 1 MokasaTtenb 1 onpoca KANeHToB

Custom Survey Metric 2 lNokasatenb 2 onpoca KINEHTOB

Customer Satisfaction YA0BNEeTBOPEHHOCTb K/IMEHTa

Estimated campaign duration PacueTHaa NpoAonKUTENbHOCTb KaMnaHMM 063BOHA

Estimated wait time PacueTHOe Bpema OXKnagaHUA 41A BXOAALNX
obpaleHunit

First Call Resolution 3anpocbl, pelleHHble ¢ NepBoro obpalyeHus
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Inbound abandoned

BxogAawue noTepAHHbIE BbI3OBbI

Inbound abandoned %

Bxogsuwme notepsHHbIE BblI30BbI B %

Inbound abandoned in queue

BxogAwme BbI30BbI, noTepAHHbIE B o4epeau

Inbound abandoned in IVR

BxogAwme BbI30Bbl, NoTepAHHbIE B VR

Inbound abandoned in queue %

Bxogsuiue BbI30Bbl, NOTEPAHHbIE B o4yepeaun B %

Inbound abandoned while ringing

Bxoasume BbI30Bbl, NOTEPAHHbIE NPU A0CTaBKe
onepaTopam

Inbound dropped by system in IVR

BxogAuwime BbI30BbI, OTKAOYEHHble cepBmcom B IVR

Inbound dropped by system in
queue

Bxoasume BbI30Bbl, OTK/HOYEHHbIE CEPBUCOM B
ovyepegm

Inbound dropped by system while
ringing

BxogAuwime BbI30BbI, OTKAKOYEHHbIE CeEPBUCOM Ha
3Tane AO0CTaBKK onepaTtopam

Inbound duration average

BxogAwme BbI30BbI: cpeanHee Bpema pa3rosopa

Inbound duration total

Bxoasume BbI30BbI: 0bLLEE BpeMAa pa3rosopa

Inbound emails carried over

Bxogsawume email, nepeHeceHHble ¢ npeaplayLLero
[AHRA, BKNOYasA HOBblE M NpULLEALLNE NO Y¥Ke
CO34aHHbIM 3anpocam

Inbound emails carried over from
previous day

Bxogsawume email, nepeHeceHHble ¢ NpeaplayLLero
AHA

Inbound emails dispositioned
without reply

Bxogsawme email, obpaboTaHHble 6e3 oTBETA
KNUEHTY

Inbound emails for existing queued
cases

Bxogsawume email, cBA3aHHbIE C CyLLECTBYOWMMM
3anpocamu, Haxo4aWMMKNca B ouepeam

Inbound emails handled

Bxogawme email, obpaboTaHHblE

Inbound emails in personal queues
now

Bxogsawume email, Haxoaalwmecs B NePCOHaNbHbIX
ouyepeanx onepaTopos, ceiyac

Inbound emails not accepted

Bxoaawme email, He NpuHATbIE ONepaTopamm

Inbound emails replied

Bxogsawue email, oTBeyeHHble

Inbound emails that created new
cases

Bxogsauwume email, Ha OCHOBe KOTOPbIX CO34aHbl
HOBble 3anpochl

Inbound handled by agents

Bxogawme email, obpaboTaHHble onepaTopamm

Inbound handled by agents %

BxogAawme email, obpaboTaHHble onepaTtopamu B %

Inbound in IVR now

Bxoaauwme Bbi3oBbl B IVR: ceinyac

Inbound in IVR, queue or on agents
now

BxogAwme BbI30BbI, HaxoaAawweca B IVR, B ovepeau
WM y onepaTopa: ceiyac

Inbound in queue now

BxoaAalume BbI30BbI, HAXOAAWMECH B oYepean:
celyac
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Inbound interactions answered in
Service Level %

Bxogsawme obpauieHma, o6paboTaHHbIe B
cooTBeTCcTBMU C SL, B %

Inbound interactions answered in
Service Level % (moving window)

Bxogsawme obpaweHns , obpaboTaHHble B
cooTtBeTcTBMMK € SLA (ana 20 nocneaHux
obpalleHui), B %

Inbound longest wait now

BxoasaLume BbI30Bbl: MaKCMMabHOE BpeMs
OXKMAaHMA, cenyac

Inbound queued

Bxogsuwue Bbi30Bbl B 04epeam

Inbound received

BxogAwme BbI30BbI: NMPUHATbIE

Inbound received as transfers

Bxogsuwue nepesefieHHblE Bbl30BbI

Inbound rejected or missed by
agents

BxogAuwime Bbi30Bbl, OTKAOHEHHbIE UK OCTaB/IEHHbIE

6e3 oTBeTa onepaTtopamu

Inbound released by agents

Bxoasume oTBeYEHHbIE BbI30BbI, 3aBEPLUEHHbIE
onepaTopamm

Inbound released by callers

BxogAwme oTBeYeHHbIe Bbl30BbI, 3aBepPLIEHHbIE
KANEHTaMU

Inbound ringing on agents now

BxoaAlume BbI30BbI, 4OCTAaBNEHHbIE ONepaTopam:
celyac

Inbound routed to agents

BxogAuime BbI30BbI, Hanpas/1IEHHbIE Ha ONEPaTOpPOB

Inbound self serviced

Bxogsume BbI30Bbl, 3aBEPLUEHHbIE B
CamoobcenyxusaHum (IVR)

Inbound Service Level target

BxogAwme BbI30BbI: 3a,£l,aHHbIl7l YpPOBEHb CeEpPBUCa

Inbound Service Level threshold

BxoaAume BbI30BbI: MOPOr YPOBHA CEPBUCA

Inbound short-abandoned in queue

Bxoaslme KOpoTKMe BbI30BbI, MOTEPSAHHbIE B
ovyepegm

Inbound short-abandoned in queue

%

BxoaALlume KOpOTKME BbI30BbI, MOTEPAHHbIE B
oyepeam, B %

Inbound transferred away

Bxogsauwme obpaleHuns, nepesegeHHble
onepaTopamu Ha BHeLWHWE HOMepa

Matching agents busy

OnepaTopbl B COCTOAHUM «3aHAT»: ceryac

Matching agents logged-in

Onepatopbl B cucTEME: ceiyac

Matching agents not ready

OnepaTopbl B COCTOAHMMN «He TOTOBX»:ceiluac

Matching agents ready

OnepaTopbl B COCTOAHUMN «'0TOB»: ceryac

Net Promoter Score

MoKasaTenb NOAABHOCTU KIMEHTOB

Number of interactions
recategorized from a different
service

KonuuectBo obpalueHmnii, nepeHasHauYeHHbIX
onepaTopamu B Apyrve cepBuchbl

Number of nonreplies started and
discarded by agents

KonnyectBo HayaTbIXx M1 OTMEHEHHbIX onepaTopamu
HOBbIX MCXxo4AWMX email
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Number of records excluded by
DNC lists from active Lists

Ucxoasiume Bbi30Bbl: KOIMYECTBO 3aMUCEN,
WCK/toYEHbIX N3 063BOHA 13-3a COBMaZEHUS CO
cnuckom "He 3BOHUTH"

Occupancy of matching agents

3arpysKa onepaTopoB

Outbound call attempts

Mcxoasauwme Bbi30Bbl: HabpaHHble

Outbound call attempts in progress
now

Ucxogawme Bbi3oBbl: 06pabaTtbiBaemMble ceityac

Outbound calling rate now

UcxoaaLume BbI30Bbl: MHTEHCUBHOCTb BbI30BOB
ceiyac

Outbound calls abandoned

McxopAauwme BbI3OBbI: noTepAHHbLIE

Outbound calls abandoned %

Mcxoasawme BbI30OBbI: NOTEPAHHbIEN B %

Outbound calls abandoned in IVR

Mcxopawme BbI3oBbI, NoTepAHHble B IVR

Outbound calls abandoned in
queue

McxopAaume BbI30BHbI, noTepAHHbIE B o4epeaun

Outbound calls abandoned in
queue %

McxogAawme BbI30BbI, noTepAHHbIE B o4Yepean B %

Outbound calls abandoned while
ringing

McxoaAaiwme Bbi30Bbl, NOTEPAHHbIE NPU A0CTaBKe
onepaTopam

Outbound calls answered, out of
connection speed compliance

Mcxopawme oTBeveHHble NOMbITKU BbI3OBOB, HE
CoOoTBETCTBYtOWMNE 3a,£l,aHHOI\/'1 CKOpOCTK coeanHeHunA

Outbound calls answered, out of
connection speed compliance %

NcxoaAalume oTBeYeHHble NOMbITKM BbI3OBOB, He
COOTBETCTBYIOLIME 3a4aHHO CKOPOCTU COeANHEHUA
B %

Outbound calls attempts successful

Mcxogawme oTBeveHHble NOMbITKU BbI3SOBOB

Outbound calls attempts successful
%

Mcxopaume oTBeYeHHble NOMbITKU BbI3OBOB B %

Outbound calls attemtps failed

Ucxopawme HeyAa4YHbl€ NOMNbITKM BbISOBOB

Outbound calls dropped in IVR

McxopgAauwme Bbi30BbI, OTKAOYEHHbIE B IVR

Outbound calls dropped in queue

McxogAauwme BbI30BbIl, OTKAIOUYEHHbIE B oyepeaun

Outbound calls dropped while
ringing

UcxopAaume BbI30BbI, OTKAOYEHHbIE CEPBUCOM Ha
3Tane AOCTaBKK onepaTtopam

Outbound calls duration average

Mcxogauwme BbI3OBbI: cpeaHee Bpema pa3rosopa

Outbound calls duration total

McxopAawme BbI30BbI: 06LLee Bpemsa pa3roBopa

Outbound calls in IVR %

Ucxoaswme Bbi3oBbl, Haxoaauwumeca B IVR, ceityac, B
%

Outbound calls in queue now

Ucxopnawme BbI30BbI, HAXo4ALWMECS B oYepeamn
ceiyac

Outbound calls queued

McxopAawme BbI3OBbI, NOCTaBAEHHbIE B oyepeab

Outbound calls rejected or missed
by agents

McxopAaume BbI30Bbl, OTKNOHEHHbIE NN
OCTaBNEeHHble 6e3 oTBeTa onepartopamu
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Outbound calls released by agent

Mcxoaawme oTBeYeHHbIE BbI30BbI, 3aBEPLUEHHbIE
onepaTopamu

Outbound calls released by remote
party

Mcxopawme oTBevYeHHble BbI3OBbI, 3aBepPLIEHHbIE
KANEHTaMU

Outbound calls ringing on agents
now

Ucxopnalme BbI30OBbI, 40CTaB/IEHHbIE ONepaTopam,
celyac

Outbound calls routed to agents

McxopAawme BbI3OBbI, Hanpas/1IEHHbIE Ha ONEPaTOPOB

Outbound calls self serviced

Mcxopawme BbI3OBbI B NPUNOXKEHUN
CaM006C}'Iy)KVIBaHVIﬂ

Outbound calls transferred away

McxopAawme BbI3OBbI, nepeseaeHHbIe onepaTtopamu
Ha BHEWHWE HOMEPA

Outbound interactions handled by
agents (email - send non-replies)

Mcxoasawme Bbi3oBbl, 06paboTaHHble onepaTopamm
(ana email — KonMYecTBo HOBbIX OTNPABAEHHbIX
nucem)

Outbound interactions handled by
agents now

Ucxoaawme Bbi30Bbl, 06paboTaHHbIe onepaTopamu:
ceiyac

Records attempts

MUcxoasauwme Bbi30BbI: HabpaHHble 3anucK, Bcero 3a
AeHb

Records attempts %

Ucxopalme Bbi30Bbl: HAbpaHHbIE 3anMcu, BCEro 3a
O€eHb, B %

Records completed in active lists %

Ucxogawme BbI30BbI: 3aKPbITble 3aNUCK B aKTUBHbIX
cnuckax B %

Records completions

Ucxoanalume BbI30BbI: 00LLEE YNC/IO 3aKPbITbIX
3anucen

Records completions %

Ucxopalume BbI30BbI: 00LLEE YNC/IO 3aKPbITbIX
3anucen B %

Records in quota groups that
reached quota limits

Mcxoasawme BbI30BbI: 3aMNMCK, BbIXoAaLiMe 3a
npeaenbl 3a4aHHON KBOTbI

Records previews

Mcxopaime BbI30BbI: 3aNUCK, NpeaBapuTesibHO
MPOCMOTPEHHbIe (417 KaMNaHWI B pexxume
«llpennpocMoTp»)

Records skips

Ucxopauwme BbI30BbI: NPOMYLLEHHbIE 3anncK B
pexume "llpennpocMoTp»

Records skips %

MNcxoaswme BbI30BbI: NPONYLLEHHbIE 3aNUCK B
pexkmme "MpeanpocmoTp, B %

Remaining records in active lists

McxopAaume BbI30OBbI: OCTaBLUMECA 3anNnUCK B
dKTUBHbIX CMUCKaX

Remaining records with personal
agent assignments

McxopAaume BbI30BbI: OCTaBLUMECA 3aNUCKU C
nepcoHa/ibHbIM Ha3Ha4YeHNEM OMNnepaToposB

Service Name

HasgaHue cepBuca
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NEWS/ Buaxket « HOBOCTW»

[aHHbIV BUAXKET 0TObparkaeT HoBble COOBLEeHUA BO 8HYMPeHHeM Yame COTPYAHUKOB KOHTaKT
LeHTpa.

Mo*KHO 3a4aTb OTOOparkaemMbix KONMYecTBO oTobparkaembix coobueHmnn (Number of
messages).
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AGENT STATE SUMMARY/ sumxet « CBOAHAA MO COCTOAHMAM OMNEPATOPOB»

[aHHbIV BUAXKET 0TobparkaeT B rpadmMyeckom BMAE COCTOAHMSA, B KOTOPbIX HAaXoaATcA
onepaTopbl BbIbpaHHbIX rpynn

OTo06 paxaloTca cnegyroume CoOCToAHNA:

Busy / 3aHdarT

Ready / ToTosB

ACW/ TocTo6paboTka
NR/ He ToTOB

000 «Knayg KoHTakT» npeaocTasnseT cepsuc Ob6nauyHoro KoHTakT LleHTpa Ha ocHoBe niatdopmsbl ServicePatternm™
KomnaHuu Bright Pattern Inc.

MNoapobHas nHbopmauma: www.cloudcontact.ru

© 000 «Knaya KoHTaKT», 2018 r. CocTaB/ieHne 1 nepesoa,
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