Welcome to Interactive Intelligence
3.0 Interaction Supervisor

User Training



Getting Started:

Checklist:

v Interaction Supervisor has been loaded to
your computer.

v You have received a copy of this presentation
to follow along.

\ Verified date and time for training

THIS PRESENTATION IS NOT INTENDED TO REPLACE THE ONSITE TRAINING
PURCHASED AND PROVIDED BY Interactive Intelligence, Inc.



Training Agenda

* Introduction to
nteraction Supervisor ,

Assist Agents with
» Log into Supervisor Interactions
_ _ * Views
* Supervisor Overview — Agent Detalil
— Views — Workgroup
— Managing views
— Workspace . Graphs
— Plug-ins, License, — Overview
Access rights — Types and modifying
— Installation * Reports

_ — Access and how to run
— Accessing Help . Alerts



Interaction Supervisor
Introduction

sInteraction Supervisor is atool for monitoring Interaction
Center agents, workgroups, queues, lines, and stations.

It is the IC's real-time performance monitoring system.

*This client-side application displays workgroup and queue
statistics, and sends notifications when statistics reach
predetermined performance levels.

*Contact Center Supervisors use Interaction Supervisor to view
graphs and tables that consolidate statistics from multiple
workgroups.



Interaction Supervisor
Introduction

*Although the Interaction Client provides limited user,
workgroup and queue monitoring capabilities, Interaction
Supervisor is more powerful and summarizes additional
operational statistics.

eIt allows a user to:
Monitor single workgroups
Monitor multiple workgroups
Monitor individual agents

Set alerts to inform of events triggered by statistical
changes

*View real-time statistics in graphs and consolidated tables



Interaction Supervisor
Overview

What is a View?

A view is a window that displays data.
Information can be displayed in columns,
or rendered as a graph. Views can be
positioned anywhere on the screen, or
docked within Supervisor's workspace.
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Interaction Supervisor
Overview

rag Interaction Supervisor (Server: hgicl User: Jackie.Grenier Station: JACKIEGRENIERNEB) - [Calls]
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When views are

docked or displayed
as tab pages, they Line Queue Name | Mumber | Duration Stake
appear within
Supervisor's main
window, which is
called the workspace.
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Interaction Supervisor
Overview cont’'d

Plug ins

Views are added to Supervisor by
plug-in modules (DLLs) that extend

ts monitoring capability in some (]

way.

Name of Plug-in —4—Dialer  System ]w::«kgrcum | Al —— Views from all plug-ins

For example, the plug-in for warponld G | A | Wy |t?e
Interaction Dialer (SupDialerA.dll) Giaph  Systom Stotus TS Stalus
enhances Supervisor to display
information about outbound

campaigns and workflows. =

View Preview Image }

Plug in details/access rights for user View Description f—§—Displays information about the stafe of the IC server
are found under drop down Help
Menu and select Plug In Info option. 5]

Cancel Help

To view and use plug ins —access
rights must be assigned to your
station.

Plug-ins also customize toolbars and
menu options.
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Overview cont’'d ey

Automatic software updates

* once installed, new and updated plug-ins are automatically installed on
client PCs by the IC's Auto-Updater subsystem.

« Auto-Updater applies automatic updates to client PCs to add
functionality and to apply hot fixes. As aresult, Interaction Supervisor
Is self-updating once it is installed.

*Supports a switchover environment
*Supervisor watches for Switchover notifications.

oIt will automatically restart and connect to a backup server if the
primary IC server fails. There is no need to manually restart Interaction
Supervisor after a switchover.

 Alerts switchover too, since the Alert server replicates all alerts to the
backup server. After a switchover, Users will continue to receive visual,
audio and email Alerts.



Interaction Supervisor
Overview cont’'d

sLicensing
* is enforced on a per workstation basis
‘Recommended Access Rights
*Right to view workgroups and workgroup queues
*Allow Alerts to send emails or trigger handler

*Allow Supervisor Message Creation




Interaction Supervisor
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Overview cont’d 2611165
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Interaction Supervisor Views

Agent Detall
Select New

ra; Interaction Supervisor (Server: simple User: Jackie.Grenier Station: simternal)

File Edit Wew Agent Window Help
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appears Reporting | Dialer | Optimizer | System Workgroups IAII
Note yO ucan h B hj ~Preview
see your plug Agent Graph

Qverview

ins/access here

too. a3 D

Workgroup  Workgroup

Select ty pe — Detail Overview
for . . —
. Allows supervisors to monitor queue activity and
d emonstration statistics for a single agent.
purposes
selected Agent o | concel
Detail

Press OK.




Interaction Supervisor Views

Agent Detail — Cont'd

f;yg Interaction Supervisor {Server: simple User: Jackie.Grenier Station: simternal) - [Untitled]
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Interaction Supervisor Views

Agent Detall — Cont'd

Agent Detail View

Ag ent Dro p Down dit vie agent window Help
M e n u JJ @ ‘ @' % A E:I:! ;Z;tti:i;a‘Alerts. o E Eﬁ
- Available if you el )
r | g ht c I | C k | n Detart oece evious Period Clurrent Shift Previous Shift —
k space Interactions Entered IR I A @ IPU ) (™) IMA
Worksp Interactions Answered P /A i & A @ NjA
Statistic ‘ Interactions Completed & MA » }‘lf A o i\U A o MA
Average Wait Time L MA v )\W\ U MA v M»"-
WI t h 7 H el p Average Talk Time o MA ) hm @ IPU»Q @ L\IIA
cursor —select a Longest Talk Time O hua I @ o hja
statistic for Longest Interaction O hia @ ja o ja @ g L
definition Non ACD Interactions L MA \‘ Mﬂ w MA ™ MA L]
Queue ] MName ] MNumber ] Duration I State ] 1
Bottom of view is « | 2
the / - > ¢ € 3 Q
QU eu e / I n t el’aCti O n ‘ Pickup: Transfer Discopnect Jojn Listen Coach) Record Pause: Private  Assistance
Presence P Jackie Grenier |

workspace




Interaction Supervisor Views

Agent View Cont'd

Add Remove Statistic

Statistic Selection Box is
accessible from Agent
drop down menu or right
click

In this dialogue you can: ="

*Add or remove columns

*Add or remove specific
rows (statistics)

§ Eile Edit View Agent Window Help | — & x|
3
o amaA |52 ||uwE bk &
_|Statistic Selection for Jackie.Grenier B3 '_
Jacki
Period { Shift | a
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o I [w]Current Shift [v|Interactions Completed
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Averag 4} v]average Talk Time
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Interaction Supervisor Views

Agent Detail Task Bar

(8] x|

il i [t =7

FErSUlLdl PR IR~ (HALE )

1) New View — opens a dialog to select a new view.

2) Opens a dialog to select a new agent and workgroup to monitor.

3) Displays a dialog for modifying statistics in this view (Add/Remove)
4) Displays a dialog to modify Alert Levels

5) Opens dialog to create and send Supervisor messages

6) Opens Dialog to open, edit remove Supervisor Messages

7) Opens Help Topic



Interaction Supervisor Views

Agent Overview View

SE' eCt NeW V| ew 8 Fle Edit Vew Overview Window Help &8 x|
B AaEA D |W|LE K |Ex
Select Workgroup Tab, JJ — _. ;
Agent Overview Icon. . o ———— |
Agent Workgroup: £l v 3
. " Agents Statistics
DI a'l O g ap p earS to Sel eCt I;g']Abi.Chandra __::I [jlnteract?ons Entered (Current Periot?l) -
Agents and Statistics for i i b Coonki (Caren s j
Agent Overview S
- : ot somer Sou allie it -
Th e Ag ent OVGer ew view [ |Bob.Romano [INon ACD Interactions (Current Period)
C O n S OI | d at e S a g ent | |Bob.Shappell [ JInteractions Entered {Previous Period)
[ |bob.spearman [ JInteractions Answered {Previous Period)

. . . ob. Tomatoe + | |[JInteractions Completed {Previous Period) v
statistics in an expandable e x| [Pitercsons Cnplted @revousered) 2]
table control, so that an Z =
agent's performance can be

QJackie.Greu. B Agent Dver...

compared to other agents in — T

various workgroups.

Select a couple of agents
and statistics you’d like to
compare.



Interaction Supervisor Views

Agent Overview View — cont'd

After you have selected a
couple of agents — your
view will have agents listed
with collapsible work group
names.

The statistics you have
selected are on the right.

You can manage alerts,
statistics (add/remove), and

you can add/remove agents.

Right Click on Workgroup
or Statistic for menu.
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Interaction Supervisor Views

WorkGroup Detall

r;'ﬁ Interaction Supervisor {Server: simple User: Jackie.Grenier Station: simternal) - [Untitled]
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Select Workgroup Tab, jalzza|s2 (¥ ||wEpk |EE5:
WorkGroup Detall HEEE——
Dialog appears to Select \~ Se:.eitwkgmup =T

WorkGroup. \

This view displays the
status of individual
workgroup members.

¢ Accounting
(9 Administration

¢ Advantage
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¢ Central Region

& CompanyOperator
3 Customer Service

DataPopDemo

Dialer
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Interaction Supervisor Views

WorkGroup Detail Cont'd

The WorkGroup detail view
displays workgroup and
gueue statistics.

Use it to monitor a single
workgroup and to display
each workgroup member's
availability status, time in
status, logged in state, and
other information.

Notice the Workgroup drop
down menu. Similar to
Agent views but there is
ability to Manage users.
Alerts are covered later in
this training for both agent
and workgroup.

+2) File  Edit View | workgroup Window Help
orkgroup
H‘% ’ =N Edit Alerts...

r;"g Interaction Supervisor {(Server: simple User: Jackie.Grenier Station: simternal) - [Administration]

Add Multiple Alerts...

F e |6 e

Administra AddfRemove Statistic...
- Change Workaroup. ..

& Total Agegts Manage Worgroup Members...

Listen to Queue

Options...

=]

% Available 1A
@ Longest available
& Oninbound ACD interactions
& Oninbound ACW

& Longest inbound ACD interaction 1A

T

&) On outbound ACD interactions

&) On outbound ACW
@ Longest outbound ACD interactions RIA

& On non-ACD interactions
> Longest non-ACD interactions I
& Interactions waiting

& Interactions answered

U Longest interaction waiting

& Longest talk time

© LastName 7 | First Name | status |__Time in Status | Loggedin [ Activated |
g A Jutras Patrick DoMotDisturt @D 11d21:52... Ko v
= S Fuller David available, No ACD ) 5d00:27:06 ¥ Mo v
o ¥ Blough Gary Gone Home & 12d01:59... K no v
é’, ﬁ Armstrong Scott Gone Home %J 12d 01:59... x No J
a Adminislfa!ionl

Displays a dialog for modifying the statistics shown in this view

I [ 7




Interaction Supervisor Views

WorkGroup Detail Cont'd

When you select Manage
Workgroup Members — the
Workgroup Member
Activation dialog is
presented.

You can select members
and make them active or
deactivate them for the
particular workgroup
selected.

Notice, like Agent View —
you also have the ability
to change the Workgroup
via the dropdown menu or
tool bar.

a File Edit View ‘Workgroup Window Help _Il] = |I5’|Z]
o aza s (|1 o e | B e
— -~
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o
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L
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Interaction Supervisor Views

WorkGroup Overview

Select New View

Select WorkGroup
Overview.

Dialog appears to Select

WorkGroup and Statistics.

You can select which
workgroup and statistics
you would like to seein
this view.

This view summarizes
activity of multiple
workgroups and allows
the user to select
workgroups and statistics
to monitor.

r;} Interaction Superyisor {(Server: simple User: Jackie.Grenier Station: simternal) - [Overview]
@ File Edit Yiew Overview Window Help

|jajezZa |8

[ = e |

Workgroups ¢ I

Select Workgroups and Statistics for Overview 21 X]
‘Workgroups Statistics
[ 1Operator 4| |VITotal Agents -
[ lAccounting [v|Logged In
[vAdministration [v]Available to take ACD interactions
[lAdvantage (V)% Available
[ ladvantagePlatinum [vILongest available
["ICentral Region [v1On inbound ACD interactions
[ |CompanyOperator (VIO inbound ACW
(VICustomer Service [v|Longest inbound ACD interaction
[ |DataPopDemo [vIOn outbound ACD interactions
P0n outbound ACY
| |EasyScripter Admins ;I [JLongest outbound ACD interactions L’

¥ Abandon Rate - Start each interval from zero (Partial Sum’
IV Service Level - Start each interval from zero {Partial Sum) OK I Cancel |

-‘@ Overview l
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Interaction Supervisor Views

WorkGroup Overview Cont’d

In this view notice how the
Workgroups selected
appear stacked on the
right hand side. The
statistics you selected are
on the right.

If you right click a
workgroup you will have
functionality focused at
that Workgroup.

Notice —thereis a
Overview Drop down
menu as well.

You have the ability to
add/remove statistics and
workgroups as needed.

r.f."i Interaction Supervisor {(Server: simple User: Jackie.Grenier Station: simternal) - [Overview]

Edit View | Overview Window Help

Edit Alerts...

(&) x|

i v | &

Add Multiple Alerts. ..

Add/Remove Statistic... letotake | % Longest | Oninbound Oninbound | Longestinbound | O

= T teractions | Awvailable | available | ACD interactions | ACW ACD interaction | Al
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[Fcustomer service Q18 (D16 QO Q000 PNA P7 Qo & 0:05:50 ™
[Foisler P# D5 Qo Q000 (GNA QO Qo O A @
[Fgemen P16 Qo Qo GNa QGNA Qo Qo o Nia =
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Interaction Supervisor Views

Graph View

Select New View g
r;'g Interaction Superyisor (Server: simple User: Jackie.Grenier Station: simternal) - [Graph]
S el ect Gr ap h V| ew hi File ”@jxt View Graph Window Help
|jaleza|m® |2 | [| b e [
Dialog appears to Select B et e e oforapn
the type of Graph. We will e
take a look at both — 03,
. ¢ Workgroup Graph

Wo r k g r O u p an d Ag e n t 0.79 gaphs wtfrlfgr:m statistics and allows you to compare workgroups against one
g rap h . 0.64 another

0.54
Interaction Supervisor 0411 € agentaraph

. 0.3 Graphs Agent stats and allows you to compare agents aganst one another

supports views that graph 02
statistics in real-time. "=
Graphical views are
updated automatically
W h en th € Val ue Of a = Back fext = Cancel Y Help
statistic changes.
Once a graph view is W Gan |
added to the workspace, Ready I 7

statistics are rendered as
bar graphs or line charts.



Interaction Supervisor Views
Graph View Cont'd

r&¢ Interaction Superyisor (Server: simple User: Jackie.Grenier Station: simternal) - [Graph]

H’ File Edit View Graph Window Help LERE
[elazams @] |drwp|@E:s

After selecting the type of

graph, in this case R > - = vorcroups and sotstcs todsplay mthegroph 3
)
Wor kg rou p , th e next 11 Workgroups Statistics
) ) - Moperator R —
dialog is to select the — ClAccounting CLogged I
H H [ ]Administration [ JAvailable to take ACD interactions
workgroup and statistics 0.71 i arise ST
y A = 0.6 [ JadvantagePlatinum [ILongest available
yo u d I 1 ke to d IS p I ay' 0.54 [ICentral Region ["]On inbound ACD interactions
0.4 [ |CompanyOperator 10N inbound ACW
H . M Customer Service [“Longest inbound ACD interaction
I n th IS Case we are 0.34 [|DataPopDemo [_]On outbound ACD interactions
i 0.2- [Dialer [JOn outbound ACW
S el eCt In g C us t omer . 0.1- [JEasyScripter Admins [JLongest outbound ACD interactions
' L [JEasyScripter Users 10N non-ACD interactions
Serv I C e w 0 r k g ro u()p Wi t h U'L [JEMEA _:_I [Longest non-ACD interactions :_I —
TO t a-l Ag en t S an d A) [~ Abandon Rate - Start each interval from zero (Partial Sum;
AV a.l I ab I e St at | S tl C S IV Service Level - Start each interval from zero (Partial Sum)
< Back I Finish I Cancel Help

H" Graph l

Ready [ o ot 77




Interaction Supervisor Views
Graph View Cont'd

r;} Interaction Supervisor (Server: simple User: Jackie.Grenier Station: simternal) - [Graph]

NOtICG hOW the Graph b Ele Edit View | Graph Window Help A -8 x|

drop down menu appears.\ 2| np, EEIEEETT, e B
. raph Type
You have the following = I
options: bV
. . 16, Show Legend on

Add/Remove Statistics 14 how auss in Legend

. 12-
Configure Graph |
Graph Type
Group By

Graph Period

Show Axis Labels

Total Agents % Awvailable

M Customer Service

Show Legend On

"m Graph
S h OW Val u e S | n L eg e n d Displays a dialog for modifying the statistics shown in this view l_ l_ [_ 4




Interaction Supervisor Views
Graph View Cont'd

Th|S |S the same graph but Iraoner (sie User: Jackie.Grenier Station: simternal) - [Graph] m:-lil}-’
aline type has been |lajlaea w3\ (|t =i | B0 e
selected under Graph
Type. "
By using the Graph drop 161
down you have access to W
format the display of the 1;
graph as needed. o
5.
4.
2.
0

110537 AM  11:0827 AM  11:07:17 AM 110807 AM  11:08:57 AM  11:09:47 AM  11:10:37 AM

Customer Service

[—— Total Agents
[—— % Available

H" Graph l
Ready [ o ot 77




Interaction Supervisor Views

Reports

rag Interaction Superyisor {(Server: simple User: Jackie.Grenier Station: simternal)

File View Help

Historical reports are |elzza | 8®|w FiEA =

available in Interaction
Supervisor 2.4

Reporting |Dialer I Optimizer I Systeml workgroups | Al |
It requires a valid
reporting license. : filues

To access reports Select
New and the Reports Tab.

Select the Historical

Allows you to run pre-configured reports from
ReportS |COI"I your IC Server,

| OK I Cancel




Interaction Supervisor Views

Reports Cont'd

Select areport by clicking
on arow in the list.

Note the Historical
Reporting dropdown
menu.

Pull down the Historical
Reporting menu and
select Preview, Print, or
Export, depending upon
whether you wish to view,
print, or export report data
to a disk file, exchange
folder, etc.

In this example — select
view.

File Edit View | Historical Reporting Window Help

Preview. ..
Print...

@A

f Export...
o#¥ailable Reports  Report Help...

(|l e | B

Category / I Report

I Description -

i) Account Code

| Account Code
Account Code - Supervisor
Account Code - Supervisor
Account Code - Supervisor
Account Code - Supervisor

Agent

Agent - Supervisor

Agent - Supervisor
| Agent Performance
Agent Performance
Agent Performance
Agent Performance
Agent Queue Activation
Agent Queue Activation
Agent Queue Activation
Call
ak) Call
4

Account Code Call Detail for Current User
Account Code Call Summary for Current User
Account Code Call Detail by Date
Account Code Call Detail by User
Account Code Call Summary by Date
Account Code Call Summary by User

ability D etail

Agent Availability Summary
[Supervisor) Agent Availability Detail
[Supervisor) &gent Availability Summary

Agent Performance Detail for Queue by Date by In...

Agent Performance Detail for Queue

Agent Performance Detail for Queue by Interval
Agent Performance Summary for Queue

Agent Activation by Workgroup

Agent Availability with Activation

Queue Activation by Agent

Caller ID Detail for Current User

Caller ID Summary for Current User

Detail report of the account codes information

Summary report of the account codes informat__|
Detail report of the account Codes information
Detail report of the account codes information
Summary report of the account codes informat
Summary report of the account codes informat

S es or states for th

Summary report of agents availability by date ti
Displays a detail of all statuses or states for ar.
Displays a summary of all statuses or states for
Agent performance detail for queue grouped b
The agent performance reports are used to an
The agent performance reports are used to an
The agent performance reports are used to an
Shows activation queue changes : date , time
Shows Agent Availabilty information with queuw
Shows activation queue changes : date , time
Details of external identifiable incoming calls or

Summary of call activity groured by user and ¢ ¥
»

51" Historical Re.,.l




Interaction Supervisor Views

Reports Cont'd

A dialog box for setting
the reports parameters is
next.

In this box — you can
review your parameters
such as date, time of
range.

You can review and then
run.

Once select run-in this
case —the view will
populate your screen.

1% Interaction Superyisor (Server: simple User: Jackie.Grenier Station: simternal) - [Historical Reporting]

£ File Edit View Historical Reporting  Window  Help

[alzza]

% 3| ¥

Available Reports

Category

2

& Account Code
Account Code
| &ccount Code
Account Code
Account Code

- Supervisor
- Supervisor
- Supervisor

Account Code - Supervisor
Agent

Agent

Agent - Supervisor

Agent - Supervisor

| Agent Performance

Agent Performance

itk Agent Performance

itk Agent Performance
Agent Queue Activation
Agent Queue Activation
Agent Queue Activation
Call

itk Call

4

llai & e | 2 |

"?ﬂEnter Report Parameters for Agent Availability Detail

Date Time Range | Shift Time Range |

Enter date and time range or set of ranges.

Start of range | 8/ 672007 j|11:32:28 AM =
End of range | 8762007 xf[11:3228 80 =
Add
Start End
[08/06/2007 00:00:00 08/06/2007 23:53:59] Delete
Cancel l Load Save Review | Bun

% Historical F!e...l

Ready




Interaction Supervisor

Alerts — How to Add

An alert notifies when a
statistic is in or out of a
user-defined range, based
on the value of a statistic
or condition on the IC ")
Server.

Edi

Add Multiple alerts...

Add/Remove Statistic...
Change Workgroup...

& On outbound ACW

Manage Worgroup Members...

-~
Listen to Queue @ Longest outbound ACD interactions N/A
W) On non-ACD interactions

5—
F
b_
@ Longest non-ACD interactions r
h
[4—
bi
b—

Available to t Options. ..

When an alert becomes @ % Available
active, it can play a sound,
change the color of text or
an icon, send an Email, or

initiate a handler.

0.00
@ Longest available RIA ) Interactions waiting
& On inbound ACD interactions P W Interactions answered
& Oninbound ACW 5
‘& Longest inbound ACD interaction 5:04:41 & Longest talk time 104:19 ‘._I

\) Longest interaction waiting :00:59

£ Last Name ‘Tl First Mame: ] Status I Time in Status I Logged In I Activated I -~
=2 GOZOIIar Linda OnHelp Desk O... & 0:03:03 J‘f'es J
Select NeW and then %E) ',\Young Morgan Gone Home \) 2d 12:51:59 \/Yes J L
Tl %, Weed Lisa Gone Home ) 2d04:52:17 4 Yes 4
Select WOFkgrOU p Tab . g §Truent Lauren On Help Desk O... & 0:04:29 5Yes j
= (° Tomatoe Bob On Customer S... !J 0:01:13 Yes
. 6‘" Stonekin Karl On Customer 5... 0:00:45 4 es 4
Select Workgroup Detail (22 smith ; Julie OnHeIDtDeskO... o 0:01:;8 \/:es ~ =l
icon. Selected Customer " @ Cietomes e |
Serv | ces as WO I k g rou p f r Pops a dialog for modifying alert levels [ [ 77

demonstration.

Select Workgroup menu.
Select Edit Alert.



Interaction Supervisor

Alerts — How to Add — Cont'd

The Edit Alerts dialog is

presented_ &R File Edt Yiew Workaroup Window Help
e ama ms|w [ e |
Here you can select the

Workgroup and statistic

fOI’ Wthh you Would Ilke :Totalhgents 18 U\Onoutboundncw 5
to receive alert. e

W available to t:

Workgroup: |Cust0mer Service |
Then you select Add D % pvalable g
& Longest avail:
Ran g e. ? I Icon l Range l Sound | E-Mail | CUs... I Mes... l Add Range... I
& Oninbound &
. . Edit Range, ., I
The next dialog box is ® it S—
EMoYe Rande
& Longest inboL — -
presented. |
5 _LostMame i I
E 6" Zollar 2
= “,Ynung TTOTETT T TTOTITE W LU IO g TeS 4
?',\Weed Lisa Gone Home ) 2d04:57:36 ~f Ves «
i & Truent Lauren On Customer S... @ 0:03:05 J Yes 4
3 ? Tomatoe Bob On Customer S... @ 0:00:45 w/ Yes J
? Stoneking Karl On Customer ... ) 0:00:19 \/ Yes 4
(22 smith Julie On CustomerS... &) 0:02:01 ~ Yes ~/
a Customer Se...l

Ready




Interaction Supervisor
Alerts — How to Add — Cont'd

The Range dialog is
presented next for the
Statistic selected. In this
caseis Logged in.

& File Edit View Workaroup Window Help

|[ajlazas3|w [k bz |

Notice the different tabs. Eigmed In =

9 Supervisor Message I Custom Handler |
Ran g e LoggedIn  FAWEE Range l Display | Sound | Emai

. W Available to te i, o . % .

Display W skl |

@ Longest avail: Lower Bound: Ioggo j:
S oun d @ i) Icon | Rar ovien oo =i d Range...

Upper Bound: I 0000 _,? it Range,.,

Emall & Oninbound & E—

& Longest inboL ————]U' e 1g-| ﬂ

— Close
Custom Handler o Tasthome - -
% ? Zollar M
Supervisor Message 8 % rong RO -
. . . g gﬁzz:t II::jren | 0K I Cancel | Help |
Th IS b asl Cal Iy d etal IS th e ] g Tomatoe Bob At Lunch 3 0:00:20 j‘(es j
. . Stoneking Karl Follow Up 0:00:21 Yes
confi gu ration and 2 smith Julie Follow Un W 00002~ ves ~/ =~
behaviour of this alert. '@ Customes .|
Ready




Interaction Supervisor

Alerts — Add Multiple Alerts

From Wor k g rou p (1) Ieraction Superyisor (Server: simple User: Jackie.Grenier Station: simternal) - [Customer Service]
dro p down select Add & Fle Edit View Workgroup Window Help

Multiple Alerts. |alama s> | [l b |

The dialog is present to

selected an alert for more ::;g":glt Ndd ek Wests et |
than one & Avalable to take acp | 240 Multile Alerts For -
Workgroup/Statistic. This @i L )| =
is helpful when you want D Longest avaistle [R————— _
the same type of Alert o i —

across several

‘& Longest inbound ACD it |JAdministration

workgroups. o T vFw g::z::::g;htmum [ cese | [T
After this selection the : Jugr @ o 1 e
Range Dialog will be B & 0 & it N
presented. Same options R . @ g

as add|ng a Sing|e alert. 421 smith Julie Follow Uo W 000:29 ~ ves v

.‘a Customer Se...l

Ready




Interaction Supervisor

Alerts — Viewing

To display the status of g
H r.}'g Interaction Supervisor {(Server: simple User: Jackie.Grenier Station: simternal) - [Customer Service]
active alerts, open the N A T
. bR =z Toolbars...
Active Alerts dialog [ajag k= [ b |5
S | h V d Slide Show
e eCt t e Iew rop Full Screen F11 -
down. Select Active Alerts. PRI oot Alerts e =
Manage Alerts... l—
I t d | S I avs th e current W Logge Supervisor Messages & Longest outbound ACD interactions RIA
p y & Avails__ Assistance Requests... ! ‘& On non-ACD interactions E
Val ue Of eac h a'l ert W % Available E.DD ‘& Longest non-ACD interactions R!A
S t a-t IS tl C ) th e tl me w h en @ Longest available Rm W Interactions waiting E
th e a.l ert occur red y an d ‘&) Oninbound ACD interactions E & Interactions answered E
ot h er | n fo rmat | on. & On inbound ACHW b_ ‘& Longest interaction waiting W
& Longest inbound ACD interaction 5:05:32 & Longest talk time 5:02:59
g Last Name \'I First Name I Status | Time in Status | Logg_gd In | Activated |
£ | zollar Linda At Lunch @ 0547 ~ ves v
g %,Young Morgan Gone Home \J 2d 13:16:50 J Yes J
? '.‘ Weed Lisa Gone Home ) 2d05:17:08 w/ Yes J
2 | % Truent Lauren at Lunch & 015148 ~f ves v
e ﬁ Tomatoe Bob At Lunch & 0:15:46 4 Yes 4
(3" Stoneking Karl On Customer S... &) 0:00:49 w/ Yes 4
42 Smith Julie On Customer 5... & 0:01:13 ~ ves ~/

a Customer Se‘..l

Shows the currently active Alerts




