Contact Center Anywhere:
Supervision Manager (SM) Overview




Supervision Manager Overview

The majority of all Call Center expenses revolve around people. The ability to
more effectively manage the people in the Call Center provides the greatest
opportunity for improving service performance and reducing costs.

To assist in this, ContactCenterAnywhere provides a fully-integrated tool called
Supervision Manager.

Supervision Manager concentrates on the following goals:

Managing Agent Activity
Monitoring Workflow
Monitoring in Real-time
Information Access



Supervision Manager Overview

Managing Agent Activity

ContactCenterAnywhere provides a means of allowing companies to manage their
agents and operations from work or home.



Supervision Manager Overview

Monitoring Workflow

By having the ability to monitor a variety of interactions in queue and see the
real-time status of interactions, supervisors can adjust operations to improve
response time.



Supervision Manager Overview

Monitoring in Real-time

Supervisors can perform a variety of functions to assist the agent. They can send
messages to one or all agents, listen in or join agent calls, and even take control

of the agent’s screen if necessary.



Supervision Manager Overview

Information Access

Supervisors can record and listen to agent conversations. The recordings can be
used to improve agent communication skills. Supervisors can also access Caller
Interaction History information to provide for quick issue resolution.



Configuring Supervision
Manager




Logging In

Enter the URL (https://cca.wi.gov/cca) in the IE browser
Enter your Company alias, User name, and Password in the login screen

Click the Login button. If all is correct the system will show the Partition Selection
Dialog

Click OK button

ORAC |_€ .Con‘lac‘l Center Anywhere

$ Please enter wour username and password o login

Company |S'y'stern

Username |tt0cc0

Copyright @ 1998, 2007, Oracle. All rights reserved.




Configuring the Supervision
Manager — Phone Info

Phone Information

. The Supervisor needs to enter their Phone information

. needed by the application to allow for remote monitoring
. pUrposes.
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Configuring the Supervision
Manager — Phone Info

The options available are:

SIP: Selection of this option will forward SIP VOIP Calls. Enter user IP
address in the input field box.

Outside Phone (Remote Extension): Selection of this option will have calls
forwarded to an external number. Enter the Country Code and the phone
number, including area code

When selection is completed, select OK.



Configuring the Supervision
Manager — Region

Regional Options

There is no need to modify any of this information

Configuration

| Phone | Regional Options

Select Time Zone

(%) Company Defined Time Zone

() User Defined Time Zone

Select Date Format

(%) Company Defined Date Format mmyddfyyyy

() User Defined Date Format mmfddfyyyy v

OK | l Cancel




Working with views & Performing
Actions




Supervision Manager — Real Estate Review
Navigating the Supervision Manager

Supervision Manager is organized by 3 main tabs : Supervision, Reporting and Quality Control.
Supervisors have four panels to monitor agents, workgroups... information. Users navigate
information by clicking on the panels in the left navigated window

The Side bars provide ability to get more working space
Panels, View and Alarms can be expanded or folded by click on the arrow button
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Supervision Manager — Real Estate Review Working
with Views and Panels

= A View is where you select the call center statistics that you are interested in. When you
select statistics, they will be added to a View window.

= A Panel is like a screen where your View windows are displayed. Supervision Manager
has four Panels. By default they are named ""Panel A", ""Panel B", etc., although you can
label the Panels to anything that you want. You can add a group of View windows to
Panel A, another to Panel B, and so on, and then click between Panels.
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Customizing a View Window

Customizing a View Window allows you to:

Display only the information necessary to effectively manage the people of processes

monitored.

Monitor and Interact with specific Agents

Track activity in Specific Projects and Workgroups

Steps to create:
In the Sidebar, use the arrow buttons to expand the Panels window and the Views window

Click on one of the Panels in the sidebar

Scroll down in the sidebar window so
that you can see all of the Views

Click on a View to Open the
Configuration dialog box for that View
and choose information to view

Project Statistics - Configuration

Columns } Projects |

Available Columns

Select one or more fields

and use arrow buttons

to move them between columns.

Fields listed in the

"Available Columns" will not be
displayed

Displayed Columns
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‘Warp Interactions Total
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‘\Warp Call Current
warp Callback Current
Warp Ymail Current
“Warp Email Current
Warp Chat Current
‘warp Fax Current
Warp SMS Current t

‘wWarp Interactions Current
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Create a View Window (Cont.)

- Click on the second tab to select objects of View. If you selected the Agent View, it will list
all of the Agents that you are allowed to monitor. If you clicked on the Project Statistics
View, it shows all of the Projects that you have access to

- Click OK. A View window appears in the Panel
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Working with a View Window

Working with a View Window.

Delete a View window

Edit a View window

Sort the View window (ascending
or descending order)

Multi-level sorting, hold the
Ctrl key while clicking on the columns

= Move the entire View window anywheré “

= Switching between View windows
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Agent View

Agent View provides the Supervisor with the ability to monitor and interact with the
agents under his supervision. A Supervisor can configure the Agent View to show the
appropriate information to most effectively manage his team.

The Agent View window is where the Supervisor can:

- Listen to an Agent

- Coach an Agent

- Take over an Agent's Interaction
- Chat with an Agent
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Viewing Agent Information
(Cont.)

Beside interacting with agent, A Supervisor can:
- observe an agent’s activities
- determine amount of busy/available/on break time

- see number of answered interaction by agent for each media type, average talk time of
some certain interaction, average handle time, average wrap up time, number of call
agent dialed, status of agent at the moment and some management information such as
department, extension, ip address, etc.

Agents

User User N... |Host IP...|Extension |Login Durat... | Interactions Assi... | % Available | % Bu... |% On... No Answer Total JATT C. | AvgR
Morgan... Morgan, Judy 108  192,168... 741 J207:50 a0 ] 2 0:01:57  0:00:;
Thorton... Thorton, Ray 130 192.168.., 369 5:04:23 0 39 56 5 4 2 0:00:53  0:00;

Judy seems to be busy according to her busy rate, but total

Supervisor should refer some more fields.

L
|
interaction offered to her only 6 in 3:07:50 log in duration.




Hanging Up the Agent Channel

The supervisor may elect to disconnect an agent from a call.

To Disconnect an Agent's Interaction

. In the Agent View window, select the Agent whose call you want to
disconnect.

. Click on Hang Up

. Click OK.
- Agent is disconnected and call is then transferred to supervisor
. The Agent's status returns to Available.

Peacook, Margaret @
Supervising Logo

Agents
. User | Host 1P Address | Hang Up Agenit Channe! [pe | Login D... |Status i... | Status ... | Status Selected | Status ... | Interac... | No Ans... |% Avail.. Int
Thorton, Ray 192.163,97.108 363 42500  Busy  0:22109 ACD Cal 0:22:09 1 0 51
I Davolio, Nancy 192,168,97.99 5009 0:39:36  Avalable  0:37:42 Avalabie 0:37:42 0 0 100
Morgan, Judy 192.165.97.215 741 1:25:03 OnBreak 0:16:29 Mo Answer 0:16:29 0 1 4
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Broadcasting Messages To All

This function allows a supervisor to send the same text message to all agents at
once. For example, you may want to remind the agents of an upcoming meeting or

promotional event.

The agents cannot reply to the message.

Only the assigned agents who are currently logged in will receive the message. The
Agents who log in after the Broadcast are not notified that a message was sent.

. Click on Broadcast
. ContactCenterAnywhereAnywhere displays the Send Broadcast Message dialog box

Fuller, Andrew 192.168.97.99 S012 Message:
Crealy, Megie 192.163.97.99 S013 Team mesting =t 3PM.| Availsble 0:11:12 o o 100

. Enter your messaie qu 255 charactersi and click OK button
Peacook, Margaret =
Supervising Logout
‘ Agents _f
“jl ‘ User i Host IP Address M Send Broadcast Message m Status Selected | Status... | Interac.. No Ans... | % Avail g
Davolio, Nancy 192,168,97.99 So09 Availzble 14:44:51 0 o 100 z?
Availzble 0:11:08 o o 100 ‘_g‘
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Broadcasting Messages To All

A message box containing the text you entered will appear on the screen of
every Agent that you supervise

All agents who are currently logged in receive the message.

Note: The message remains on screen until the agent clicks OK.



Sending a Message to an Agent

Sending a message to an agent is much like broadcasting a message to all, but the message
goes to only one agent. Messages can only be sent to agents who are currently logged in.

To Send a Message to One Agent

- In the Agent View window, select an Agent, then click the Message icon. The message

text box appears.
- Enter your text in the message box and click OK.

Peacook, Margaret
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Message:

Team Meeting at 3 PM.|

|7 pk | | Cancel |

Agents
User I Host IP Address m Monitor Type ILogin D... [Status i... | Status ... ] Status Selected | Status ... Ilnteracu. I No Ans... | % Avail
Davolio, Nancy 192.168.97.99 5009 1:40:11 Available  14:53:23 Available 14:53:23 0 (] 100
Fuller, Andrew 192.168.97.99 s012 0:12:20 __ Avallable  0:00:57 Availlable  0:00:57 0 (e} 78
Crealy, Megie 192.168,97.939 S013 0! Send Message to Agent 0:19:44 0 (] 100
Smith, Hans 192.168.97.21S5 852 04 0:07:21 0 0 0
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Peacook, Margaret

Chatting with an Agent

Chatting with an agent allows the supervisor to send a text message to an agent and the
agent to respond in real time. Only the selected agent sees the message and the agent can
reply to the message. Chatting with an agent does not affect the agent’s current interaction

(s).

- In the Agent View window, select the Agent you want to Chat with.

- Click the Chat icon. The Chat window opens.

- Type your message in the box at the bottom, then click the balloon text button to send your
message.
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Viewing Interaction Information

The Interactions view provides an overview of all active Interactions.

ContactCenterAnywhereAnywhere displays the Interaction status fields such as:
Interaction ID, Project, DNIS, Duration, Priority, Media Type, Workgroup, Agent, etc

To view the Interactions window, click a Panel that has Interaction view.

Note: Agent Name might be shown as “Unknown” until the Interaction routes to
the agent
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Workgroup Media Total

Viewing Workgroup Information

Workgroup Media Total view shows the number of answered, queued, abandoned, total
number was sent to workgroup and overflowed interactions for Workgroup in the Call
Center since 00:00 AM of the current day. These information are classified by media

type, such as Call, Email, Callbacks...

Email Workgroup Statistics
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Smith, Hans

Viewing Workgroup Information

Workgroup Statistics
Workgroup Statistics view shows the statistics of Call Center for each workgroup.

This screen provides Supervisors with the ability to see information including :

= Number of agents assigned and logged in
= Percent of time agents available or unavailable.
= Number of interactions answered or abandoned by agents of workgroup

= Average handle time, talk time and wrap up time of interaction

Logout

- Workgroup Statistics  Partitions:

B

. Workgroup - Assigned Age... | Logged In Ag... |Available Age...| % Answered | % Abandoned | Max TT Call (... | ATT Calls (Av... |AHT Calls (av... |
Marketing 0 1 0 60 20 0:00:09 0:00:04 0:00:00
Support 0 1 0 66 0 0:00:00 0:00:00 0:00:00
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Finding Interaction History

Supervisor can also locate and view all the interaction histories of agents assigned to them.
When the history are loaded, the screen displays the following history data: Interaction
Type, Interaction ID, Originator and Date/Time

- Enter/ select the desired criteria
such as: User, Project, Interaction ID.

- Select the From and To parameters
from the Calendar.
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Finding Interaction History (cont.)

ContactCenterAnywhereAnywhere displays all the interactions in the database that

match your search criteria.
Select the interaction you wish to review

History of selected interaction will be shown up in History area, under the list of

interactions
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Alarms

Supervisors have the ability to configure Alarms for: Status Duration, Media Duration and
almost any fields in panel views such as Agent view, interactions view, Partition view,
Project Media Total, Project Statistics, Workgroup Media Total and Workgroup Statistics.

Each Alarm can be set with five levels: Very Low, Low, Medium, High and Very High. The
alarm levels must have increasing values (or decreasing values) from Very Low level to
Very High level

There are three parts for this feature: New Alarm, My Alarms and Current Alarms
- New Alarm: to define a new alarm

- My Alarms: to show all the defined alarms, include enabled alarms and disabled alarms
- Current Alarms: to display all the active alarms
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Alarms

Define a new Status Duration Alarm

. Click on new Alarm
. Select Status Duration option and click Next button
. Choose the status that you want to set alarm
. Select alarm levels and enter the values which you want to raise alarm for the status
. Click Next and select agents
. Click Next, enter name for alarm and click Finish to complete
New Alarm Definition New Alarm Definition
Type > Alarm Levels > Ohjects > General
Type > Alarm Levels » Objects » General Atarm Lovel
A
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O Media Duration = ‘ Low Faise alarm when user is Available Far more than mins sers
Build an alarm For how long an agent has been working on an interaction of a particular type,
‘ Medium Raise alatm when user is Available Far mare than mins SBCS
O EEI"IEI'H' ‘ High Raise alarm when user is Available For more than mins SECS
Biuild & general alarm on one or more columng,
- o0 |
Back Next Finish
- @@ | Back | | MNext | Finish




Alarms

Define a new Media Duration Alarm

. Click on new Alarm
. Select Media Duration option and click Next button
. Choose the Media Type that you want to set alarm
. Select alarm levels and enter the values which you want to raise alarm for the media type
. Click Next, enter name of alarm and click Finish to complete
New Alarm Definition New Alarm Definition

Type = alarm Levels » Objects = General

Type = Alarm Levels = General
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i») Media Duration
Build an alarm For how long an agent has been working on an interaction of a particular type,

) General
Build a general alarm on one or more columns.,

Alarm Levels

Media Type: [ ‘Workgroup Call v]

‘ Yery Low

Raise alarm when Warkgroup Call handling time is maore than mmins SECS

‘ Low Raise alarm when Warkgroup Call handling time is mare than mins SBCS =
‘ Medium Raise alarm when Warkgroup Call handling time is maore than mmins SECS
‘ High Raise alarm when Warkgroup Call handling time is maore than mins SECS

Y - B

<

il >

Back MNext Finish

| Back | | Next | Finish




Alarms

Define a new General Alarm

Click on new Alarm

Select General option and click Next button

Choose a view and column to set alarm on

Select alarm levels and enter the values which you want to raise alarm on the selected column
Click Next and select the object that you want to set alarm for

Click Next, enter name of alarm and click Finish to complete
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Reports

ContactCenterAnywhereAnywhere allows the supervisor to locate and view graphical reports to help you
understand the trends, activities and Agent performance in your Call Center.

You can view and print the reports that your Administrator has given you or your fellow Supervisors
access permissions to.

To view or print reports:
Go to Reporting tab

1.

Expand the Reports folder in the
Navigation Pane.

Click a Report type to view the list of
report definitions or which you have
access permission. If no items are
displayed in the list contact your
ContactCenterAnywhere Administrator
and request permission to access one
or more Report types you wish to view.

Select the row containing the report
definition to view, and click View. Note:
Some reports will ask you for a date and
time. Enter the Date / Time and select
OK to run the report.
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