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Reporting Guide

Overview

This guide explains how to  and create and manage various reports report 
.types

The Verba Recording System includes a powerful reporting solution 
enabling business decision makers, supervisor and IT department 
members to gain insight into the various metrics of the contact center 
operation.

The easy-to-use and flexible reporting module allows to create visually 
compelling, standard format reports right at your fingerprints. The 100% 
web-based user interface is accessible directly from the Verba Recording 
System framework at any and from any location without the need of 
installing client applications. Reports can be generated in an ad-hoc or 
scheduled way to increase productivity and reduce waiting time.

Authentication to the Verba Reporting Server is provided through the core 
framework. After logging into the Verba Recording System application, 
users with proper authorization can access the reporting module.

The Verba Reporting Server is based on the most widely used open source 
business intelligence solution from JasperSoft. The JasperSoft BI software 
is constantly updated by a community of more than 130,000 registered 
members, which represents the world's largest business intelligence 
community. The open and standard-based platform provides investment 
protection and ability to create new report templates without any 
restriction using the available free tools.

Report formats

Reports can be generated in the following formats:

Adobe Portable Document Format (PDF)
Encrypted PDF
Microsoft Excel (XLS)
Microsoft Excel 2007 (XLSX)
Microsoft Word 2007 (DOCX)
Microsoft PowerPoint 2007 (PPTX)
Rich Text Format (RTF)
OpenDocument Text (ODT)
OpenDocument Spreadsheet (ODS)
Text (TXT)
Comma Separated Values (CSV)

Report categories

Available reports are organized into report categories:

System reports
Conversation activity reports
Quality management reports
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Report types

System reports

Audit Log Details
Conversation Access Event Details
Recorded Users and Extensions
Roles and Permissions
Server Capacity
Server Configuration
Server Configuration with Profile
Service Provider Extension License
Storage Target Capacity
Users Roles, Permissions and Groups
Voice Quality Check Summary
Voice Quality Check Details
License Usage Details
License Usage Summary
Disposal Log
Disposal Log By User Location
Export Summary
Announcement Users Configuration
User Retention Details

Conversation activity reports

User Call Activity Details
Users Call Activity Summary
Users Inbound Call Activity
Users Advanced IM Summary
Users Most Recent Conversations
Users Outbound Call Activity
Call Activity Details
Call Activity Trend
Hourly Call Activity Trend
Recording Minute Usage
Recording Servers Call Activity Summary
Simultaneous Calls Trend
Not Recorded and Incorrect Conversation Details
CDR Reconciliation Summary
CDR Reconciliation for Skype for Business Summary
Users CDR Reconciliation Summary
User Instant Messaging Details
Users Without Recording



In order to access the Verba Reporting Tool click on the   menu Reporting
item from Verba Web Application. The tool is only available for those users, 
which have the optional reporting right. For further information on user 
management check  on see.User Administration

Users Speech Transcript Details
Users Conversation Volume
User Instant Messaging Details - Advanced
Conversations Legal Hold Status
Advanced IM Export Summary

Quality management reports

Agents Evaluation Details
Agents Evaluation Summary
Agents Performance Summary
Agents Performance Trend
Agents Quality vs Productivity (Average Call 
Duration)
Agents Quality vs Productivity (Calls Handled)
Agents Skills Performance Summary
Average Score by Question
Evaluators Activity Summary
Evaluators Productivity
Evaluators Summary
Groups Evaluation Summary
Groups Performance Summary
Groups Performance Trend
Groups Quality vs Productivity (Average Call 
Duration)
Groups Quality vs Productivity (Calls Handled)
Scorecard Calibration
Scorecard Calibration Details
Score Distribution
Skills Performance Summary
Skills Performance Trend
Agents Scoring Classifications
Best Performing Agents

https://verbalabs.atlassian.net/wiki/spaces/docs/pages/6816663/Users


Creating reports

This article is a detailed guide on report generation in the Verba Recording System.

There is only one essential step: . Once a report type is selected, the user can start report generation. However, there Select Report Type
are several ways to customize the report generation process.

Select report type 

The first step of the report generation process is the report type selection. You can find the available report templates in the drop-down list.

You can customize the report settings by using the following configuration options, available under the  Select report type and properties
section of the  screen:Report Generation

Name Function

Report 
Name

Defines a custom name for the report template to save on.

Description Allows you to add a short custom description to the report template.

Private Sets the Private attribute of the report template. This option allows the users to save the settings only for themselves. 
Otherwise, every user with the Reporting right is allowed to see the saved report template.

Configure Scheduling

Scheduling can be set up by choosing from three Scheduling Type options found under the   section of the Scheduling Report Generation
 screen:

Generate report now: allows instant report generation. The report is generated when the user clicks on the Create button on the 
bottom of the Report Generation page.
Generate report once at...: provides a way to schedule the report for a "one-time-only" run. The date and time can be set with the 
date picker.
Generate report periodically: allows recurring report generation. You can set how often you would like to generate reports (daily / 
monthly/annual) and specify when the reports should be created during the day. 

Set query interval

In the  section of the  screen, you have to choose the timeframe, which you want to apply in the Set Query Interval Report Generation
report. The following query interval options are available:

Current: This option lets you select the entire current (momentary) hour, day, week, month, quarter, or year for the query interval.
The system dynamically calculates the current date and time, every time the widget is displayed.



E.g., the current week on Tuesday at 10:15 AM will correspond to a date and time interval between Monday 00:00 AM and Sunday 
11:59 PM.
Last: This option lets you select the entire previous hour, day, week, month, quarter, or year for the query interval.
The system dynamically calculates the last date and time, every time the widget is displayed.
E.g., last week on Tuesday at 10:15 AM will correspond to a date and time interval between Tuesday 10:15 AM on the week before 
and Tuesday 10:15 AM (momentary time).
Previous: This option lets you select the entire past calendar hour, day, week, month, quarter, or year for the query interval.
The system dynamically calculates the previous date and time, every time the widget is displayed.
E.g., the previous week on Tuesday at 10:15 AM will correspond to a date and time interval between Monday 00:00 AM on the week 
before and Sunday 11:59 PM on the week before.
Fixed Date Interval: This option allows you to use the date picker to specify a custom time interval on which you want the report 
generated.

The ' ' drop-down list allows you to select the desired time zone. Please note that this setting will Display results according to time zone
 set in the previous sections.impact both the report generation scheduling (if any) and the query interval dates

Set filtering criteria

In the  section of the screen, you can apply additional filtering Set Filtering Criteria And Report Configuration Report Generation 
criteria. This allows you to use rich filtering criteria, enabling you to create highly customized reports.

If you have multiple filters, then the logic between them is . Should you want to add, for example, multiple users, you would have to and
use the   operator instead of adding them one by one with an   operator.Matches a value in the list Equal

Report specific settings

Every report template can contain specific filtering fields. The filtering options are discussed in every report type's datasheet in the 
.Reporting Guide

Select display and export options

In the last section of the   screen, under  , you can select the target of the generated Report Generation Select Display and Export Options
report. Verba Recording System's Reporting component supports the creation of reports in various file formats.

The following table contains detailed information on supported display and export options:

Display and 
Export 
options

Description

PDF PDF is optimized for saving the report into a file and for printing. This displaying method uses rich report layout design.

Encrypted PDF Encrypted PDF provides 128-bit encryption for PDF file, a valid username and password are required to open the 
document.

PDF is optimized for saving the report into a file and for printing. This displaying method uses rich report layout design.

RTF RTF is optimized for later editing of the report in MS Word. This displaying method uses rich report layout design.



XLS XLS is optimized for later editing of the report in MS Excel. This displaying method uses a simplified report layout 
design.

XLSX XLSX is one of the Office Open XML file formats introduced in Excel 2007 and provides a way to store the spreadsheets 
in a zipped, XML-based file format. This displaying method uses a simplified report layout design.

DOCX DOCX is Word 2007's Office Open XML format for storing word processing documents. This displaying method uses rich 
report layout design.

ODT ODT (OpenDocument Text) is an XML based file format for representing word processing documents. This displaying 
method uses rich report layout design.

ODS ODS (OpenDocument Spreadsheet) is an XML based file format for representing spreadsheets. This displaying method 
uses a simple report layout design.

PPTX PPTX is PowerPoint 2007's (or later) presentation storing method, using an XML based Office Open XML file format. 
This displaying method uses rich report layout design.

CSV CSV (Comma Separated Values) is optimized for text file based report export. This displaying method uses a simplified 
report layout design.

TXT TXT (text) is optimized for text file based report export. This displaying method uses a simplified report layout design.

XML XML is optimized for further usage of the report. This displaying method uses a simplified report layout design.

Configure automatic report delivery by email 

The  option provides you the opportunity to display your individual group logos on the top of the generated Display group logo in report 
report document.

The  option enable you to send the generated reports as an email attachment automatically. The subject Send generated files by email 
and body fields of the email are customizable.

Upload Report

By selecting the  option, you can specify a folder where the generated report gets automatically uploaded. The connection Upload Report
and the credentials can be tested by click on the  button.Test connection

 

Configuration Parameter 
Name

Description

Upload Folder Path The folder where the reports will be saved. Both local and shared network locations are supported

Login Name In the case of shared folders, please provide a username and password that has proper access to the 
selected Upload Folder

Password In the case of shared folders, please provide a username and password that has proper access to the 
selected Upload Folder



Access generated reports

You can initiate the report generation procedure at the bottom of the   screen with the   or   button, Report Generation Create Schedule
depending on the   settings.Scheduling

Once you click the Create / Schedule button, and the report generation configuration is done, the system automatically displays the 
screen, to show all the reports that are scheduled for the future generation or are currently processed.Scheduled reports 

When a report is currently being processed, the system indicates the report generation process with a spinner in the name column of the 
report in the table.

Once the report generation is finished, a file icon, according to the user's export option selection is displayed in the download column.

When you click on the report's  , the   popup window is displayed, showing the file information for the corresponding row Generated Files
report, and the actions for each file which are   and  .Download Delete

Single file download is also possible, by clicking on the   in the   column, but when multiple files are present for the report, file icon Actions
the system automatically displays the popup window with multiple download links.

You can also create a report template quite easily by using the   button on the   screen. The report template gets Save Report Generation
saved with all effective configuration options and values. You can use the report templates to quickly re-run a report that would usually 
require more time to reconfigure again. You can find all the saved report templates under  .Reporting / Saved Templates



Report Types - System

 

Audit Log Details
Conversation Access Event Details
Recorded Users and Extensions
Roles and Permissions
Server Capacity
Server Configuration
Server Configuration with Profile
Service Provider Extension License
Storage Target Capacity
Users Roles, Permissions and Groups
Voice Quality Check Summary
Voice Quality Check Details
License Usage Details
License Usage Summary
Disposal Log
Disposal Log By User Location
Export Summary
Announcement Users Configuration
User Retention Details



Audit Log Details

Category: System Reports

Available in version 8.3 and 
later

Description

This report type displays every event, that occurred in Verba. For more information about the audit log please visit  page.this

Filter options

User Onlyaudit log information belonging to the selected user(s) will be displayed

Groups Only audit log information of users belonging to the selected group(s) will be displayed

Event Type Only the selected event type(s) will be displayed

Information

Report details:

Query Interval
Print Date
Record Count
User

Event Details:

Timestamp
Event
Event Details
Criteria
Object Type
Object ID
Object Name
Name  AVAILABLE IN VERSION 9.6.13 OR LATER
User Role  AVAILABLE IN VERSION 9.6.13 OR LATER
Access Type  AVAILABLE IN VERSION 9.6.13 OR LATER

Charts

None

Report sample

https://verbalabs.atlassian.net/wiki/spaces/docs/pages/6816611/Audit+logs




Conversation Access Event Details

Category: System Reports

Description

This report type displays a list of call playback events including basic meta information about the calls.

Filter options

Agent e-mail Only the agent's calls whose email address matches will be selected

Agent name Only the selected agent's calls will be displayed

Call direction Only calls for the selected call direction(s) will be displayed

To name Only calls for the selected called party(s) will be displayed

To party Only calls for the selected called party(s) will be displayed

From name Only calls for the selected called party(s) will be displayed

From party Only calls for the selected called party(s) will be displayed

Groups Only calls of users belonging to the selected group(s) will be displayed

Recording server Only calls for the selected recording server(s) will be displayed

Report specific settings Only the event types that are selected from the options:

Playback
Download
View
Export

Information

Query Interval
Print Date
Record Count
User
Timestamp
Start Date, Time
User
Access Type
Duration
Caller Party Number, Name
Called Party Number, Name
Event Type
Reason

Charts

None



Report sample



Recorded Users and Extensions

Category: System Reports

Description

The Recorded Users and Extensions report shows information about how many users and extensions are configured for recording for each 
modality. The report displays the number of total recorded users and extensions.

Filter options

User Only the selected user's information will be displayed.

Group Only information of users belonging to the selected group(s) will be displayed.

Modality Only the selected modality will be taken into account.

Extension Only the seelcted extension(s) will be taken into account.

Information

Query Interval
Print Date
Users
Extensions
Distinct Total Users
Distinct Total Extensions

Charts

None

 

Report sample





Roles and Permissions

Category: System Reports

Description

This report type shows every roles' every assigned permission.

Filter options

None

Information

Print Date
User
Role names
Permission Category
Permission
Permission Value

The Report will display any Conversation Access Criteria as defined in the role administration filters

Charts

None

Report sample





Server Capacity

Category: System Reports

Description

The Server Capacity report shows information about the number, length and size of the recorded conversations and peak concurrent calls 
grouped by Recording Servers.

Filter options

User Only the selected user's information will be displayed.

Group Only information of users belonging to the selected group(s) will be displayed.

Server Only the selected server(s) information will be displayed.

Modality Only the selected modality will be taken into account.

Size Only those files will be taken into account where their size meets this filter.

Length Only those files will be taken into account where their length meets this filter.

Information

Query Interval
Print Date
#Recording
Length
Size
Peak Concurrent

Charts

None

 

Report sample





Server Configuration

Category: System Reports

Description

The Server Configuration report shows the configuration of each Verba Server. It contains each configuration value for each server and 
shows whether the value comes from a configuration profile (P) or the value is a local server setting (S).

Filter options

Server Only the selected server(s) information will be displayed.

Information

Server configuration name and value
Configuration value's origin: Server/Profile
Role of the server
Profile name of the server

Charts

None

 

Report sample





Server Configuration with Profile

Category: System Reports

Description

The Server Configuration with Profile report shows each Verba Server's local configuration (that overwrites the profile values) followed by 
each Verba Profiles.

Filter options

Server Only the selected server(s) information will be displayed.

Information

Server configuration name
Role of the server
Profile name of the server
Profile configuration name and value

Charts

None

 

Report sample







Service Provider Extension License

Category: System Reports

Description

The Service Provider Extension License report shows a list of the recorded extensions and the total number of recorded extensions in each 
Environment.

Filter options

None

Information

Query Interval
Print Date
User
Extensions
Total number of extensions
Grand total of extensions

Charts

None

 

Report sample



Storage Target Capacity

Category: System Reports

Description

The Storage Target Capacity report shows information about number, length and size of recorded conversations grouped by Storage 
Targets.

Filter options

User Only the selected user's information will be displayed.

Group Only information of users belonging to the selected group(s) will be displayed.

Storage target Only the selected storage target(s) information will be displayed.

Modality Only the selected modality will be taken into account.

Size Only those files will be taken into account where their size meets this filter.

Length Only those files will be taken into account where their length meets this filter.

Information

Query Interval
Print Date
#Recording
Length
Size

Charts

None

 

Report sample





Users Roles, Permissions and Groups

Category: System Reports

Description

The Users Roles, Permissions and Groups report shows detailed information about each user's current roles, permissions and group 
memberships. The report summarizes the user's rights.

Filter options

User Only the selected user's information will be displayed.

Group Only information of users belonging to the selected group(s) will be displayed.

Information

Query Interval
Print Date
Record Count
User
Roles
Permissions
Groups

Charts

None

 

Report sample





Voice Quality Check Summary

Available in version 9.2 and later

Description

The report shows summary information about conversations with voice quality issues.

Filter options

User Only conversations belonging to the selected user(s) will be displayed

Groups Only conversations of users belonging to the selected group(s) will be displayed

Server Only the conversations recorded on the selected servers will be displayed

Source 
Platform

Only the conversations recorded on the selected source platforms will be displayed (Filter is 
 )AVAILABLE IN VERSION 9.6.13 OR LATER

Voice 
Quality 
Threshold

Defines the threshold values for the overall and/or separate feature scores. Only conversations matching the defined 
threshold filters will be displayed. The quality score filters are in logical OR relationship when multiple filters are defined.

Information

Query Interval
Print Date
Record Count
User
Summary

Total Number of Conversations
Number of Conversations with Good Quality (based on the defined quality score threshold filters)
Number of Conversations with Quality Issues (based on the defined quality score threshold filters)

Poor Quality Conversations Details
Conversation Start Date/Time
Caller Party
Called Party
Conversation ID
Reason of Quality Issue

Charts

None

Report sample





Voice Quality Check Details

Available in version 9.2 and later

Description

Voice Quality Check Details report shows detailed information about voice quality issues with detailed feature scores.

Filter options

User Only conversations belonging to the selected user(s) will be displayed

Groups Only conversations of users belonging to the selected group(s) will be displayed

Server Only the conversations recorded on the selected servers will be displayed

Source 
Platform

Only the conversations recorded on the selected source platforms will be displayed (Filter is 
)AVAILABLE IN VERSION 9.6.13 OR LATER

Voice 
Quality 
Threshold

Defines the threshold values for the overall and/or separate feature scores. Only conversations matching the defined 
threshold filters will be displayed. The quality score filters are in logical OR relationship when multiple filters are defined.

Information

Query Interval
Print Date
Record Count
User
Summary

Conversations Checked
Number of Conversations Below Quality Gate (based on the defined quality score threshold filters)

Poor Quality Conversations Details
Conversation Start Date/Time
Caller Party
Called Party
Conversation ID
Quality Scores (Overall and Features)

Charts

None

Report sample





License Usage Details

Category: System Reports

Available in version 9.4 and 
later

Description

The report displays license usage information for the configured query interval. It shows detailed license usage for each day grouped by 
month. Each row shows a licensed article with the number of licenses purchased and used or configured calculated for each day. The 
report summarizes peak usage for each month.

Filter options

None

Information

Query Interval
Print Date
Record Count
User
Timestamp
License Usage per License Article per Day
Peak Liense Usage per Month

Charts

None

Report sample





License Usage Summary

Category: System Reports

Available in version 9.4 and 
later

Description

The report displays license usage summary information for the configured query interval. It shows license summary usage for each month 
(grouped by a tenant in case mutli-tenant deployments). Each row shows a licensed article with the number of licenses purchased and 
used or configured calculated for each month. 

Filter options

None

Information

Query Interval
Print Date
Record Count
User
Timestamp
License Usage per License Article per Month (grouped by a tenant in case mutli-tenant deployments)

Charts

None

Report sample

 



Disposal Log

Available in version 9.0 and later

Description

Disposal Log report shows summary information about the deleted (disposed) records. It displays the number of records deleted in each 
run (daily) and the retention time of the records (both configured and actual).

 Filter options

 None

Information

Query Interval
Print Date
Record Count
User
Execution date

Records are grouped by the retention periods and the date of recording
For each row, the report shows the number of records deleted

Charts

None

Report sample



Disposal Log By User Location

Available in version 9.0 and later

Description

Disposal Log report shows summary information about the deleted (disposed) records grouped by the user location. It displays the number 
of records deleted in each run (daily) and the retention time of the records (both configured and actual). The user location information is 
collected from the user field Location.

 Filter options

 None

Information

Query Interval
Print Date
Record Count
User
User Location

Execution Date
Records are grouped by the retention periods and the date of recording
For each row, the report shows the number of records deleted

Charts

None

Report sample





Export Summary

Category: System Reports

Description

The Export Summary report shows information about all configured export policies and jobs executed in the system in the defined date 
interval. The information is grouped by days and export policies/jobs and shows information such as the number of records successfully 
exported, the number of exports failed. etc.

Filter options

None

Information

Query Interval
Print Date
Day

Export Policy / Advanced Export Task Name
Number of records successfully exported
Number of failed exports
Date and time of the last successful export
Date and time of the last failed export

Summary of the values  above for the day

Charts

None

Report sample





Announcement Users Configuration

Category: System Reports

Available in version 9.6.13 and 
later

Description

This report type displays the configured Announcements for each Verba user. For more information about Announcements please visit the 
 page.Announcement

Filter options

Extension Only announcement information belonging to the selected extension(s) will be displayed

Group Only announcement information belonging to the selected groups(s) will be displayed

Hide Invalid Users Only announcement information belonging to valid users will be displayed

Login Only announcement information belonging to the selected login(s) will be displayed

Role Only announcement information belonging to the selected role(s) will be displayed

User Name Only announcement information belonging to the selected User Names(s) will be displayed

Information

Query Interval
Print Date
Record Count
User
Display Name
LoginID
SfB Inbound
SfB Outbound
SfB Conference
SfB Im Conference
Cisco Inbound
Cisco Outbound
Teams Internal
Teams Inb.
Teams Outb.
Teams Conf.

Charts

None

Report sample

https://verbalabs.atlassian.net/wiki/spaces/docs/pages/6816123/Announcement




User Retention Details

Category: System Reports

AVAILABLE IN 9.7.5 AND ABOVE

Description

The User Retention Details report shows detailed retention information for each recorded user, providing the data collected from the 
recorded conversations and user configuration database.

Filter options

nameUser  Only calls for the selected agent(s) will be displayed

Login Only announcement information belonging to the selected login(s) will be displayed

Extension Only the selected extension(s) will be taken into account.

Group Only information of users belonging to the selected group(s) will be displayed.

Role Only retention information belonging to the selected role(s) will be displayed

Information

Query Interval
Print Date
Record Count
User
Display Name (display name of the user)
Login ID (system login ID of the user)
Location (user location configuration)
First Call (date and time of first call in the report interval)
Last Call (date and time of last call in the report interval)
Retention (days) (retention configured for the user, only displayed if user level retention is configured and not policy level)
Automatically Delete (shows if automatic deletion is enabled in the user configuration)
Is user subject to Legal Hold
Legal Hold labels (list of legal holds assigned to the calls of the user)

Charts

None

Report sample





Report types - Conversation Activity

 

User Call Activity Details
Users Call Activity Summary
Users Inbound Call Activity
Users Advanced IM Summary
Users Most Recent Conversations
Users Outbound Call Activity
Call Activity Details
Call Activity Trend
Hourly Call Activity Trend
Recording Minute Usage
Recording Servers Call Activity Summary
Simultaneous Calls Trend
Not Recorded and Incorrect Conversation Details
CDR Reconciliation Summary
CDR Reconciliation for Skype for Business Summary
Users CDR Reconciliation Summary
User Instant Messaging Details
Users Without Recording
Users Speech Transcript Details
Users Conversation Volume
User Instant Messaging Details - Advanced
Conversations Legal Hold Status
Advanced IM Export Summary



User Call Activity Details

Category: Call Activity Reports

Description

The User Call Activity Details report shows detailed call activity information for each user, providing the data collected from recorded calls 
database. The report details various available information from the call record including call date, duration, phone numbers, names, etc.

Filter options

User e-mail Only calls for the selected e-mail address(es) will be displayed

nameUser Only calls for the selected agent(s) will be displayed

Call direction Only calls for the selected call direction(s) will be displayed

Called party name Only calls for the selected called party(s) will be displayed

Called party number Only calls for the selected called party(s) will be displayed

Caller party name Only calls for the selected called party(s) will be displayed

Caller party number Only calls for the selected called party(s) will be displayed

Media file name Only calls for the selected media file(s) will be displayed

Recording server Only calls for the selected recording server(s) will be displayed

Source Platform Only calls for the selected source platforms will be displayed (Filter is 
AVAILABLE IN VERSION 9.6.13 OR LATER  )

Information

Query Interval
Print Date
Record Count
User
Start Date, Time
Duration
Caller Party Number, Name
Called Party Number, Name
Direction
End

Charts

None

Report sample





Users Call Activity Summary

Category: Conversation Activity Reports

Description

The Users Call Activity Summary report shows aggregated call activity information for each user, providing the data collected from 
recorded calls database. The report summarizes various available information from the call records including the number of calls, average 
call duration, etc.

Filter options

User e-mail Only calls for the selected e-mail address(es) will be displayed

nameUser Only calls for the selected agent(s) will be displayed

Call direction Only calls for the selected call direction(s) will be displayed

Called party name Only calls for the selected called party(s) will be displayed

Called party number Only calls for the selected called party(s) will be displayed

Caller party name Only calls for the selected called party(s) will be displayed

Caller party number Only calls for the selected called party(s) will be displayed

Media file name Only calls for the selected media file(s) will be displayed

Recording server Only calls for the selected recording server(s) will be displayed

Source Platform Only calls for the selected source platforms will be displayed (Filter is 
AVAILABLE IN VERSION 9.6.13 OR LATER  )

Information

Query Interval
Print Date
Record Count
User
Calls Handled
Overall Call Duration
Average Call Duration

Charts

Number of records grouped by call direction for each agent
Total duration grouped by call direction for each agent
Agent comparison charts rendered by N of records and total call duration

Report sample





Users Inbound Call Activity

Category: Call Activity Reports

Description

The Users Inbound Call Activity Summary report shows aggregated inbound call activity information for each user, providing the data 
collected from recorded calls database. The report summarizes various available information from the call records including the number of 
calls for each calling number, etc.

Filter options

User e-mail Only calls for the selected e-mail address(es) will be displayed

nameUser Only calls for the selected agent(s) will be displayed

Call direction Only calls for the selected call direction(s) will be displayed

Called party name Only calls for the selected called party(s) will be displayed

Called party number Only calls for the selected called party(s) will be displayed

Caller party name Only calls for the selected called party(s) will be displayed

Caller party number Only calls for the selected called party(s) will be displayed

Media file name Only calls for the selected media file(s) will be displayed

Recording server Only calls for the selected recording server(s) will be displayed

Source Platform Only calls for the selected source platforms will be displayed (Filter is 
AVAILABLE IN VERSION 9.6.13 OR LATER  )

Information

Query Interval
Print Date
Record Count
User
Caller Number
Caller Name
Calls Average Duration
Total Duration

Charts

None

Report sample





Users Advanced IM Summary

The Users Advanced IM Summary report showing the number of messages on a daily basis for every participant in a Microsoft Teams chat 
or channel.

Filter options

Recording server Only calls for the selected recording server(s) will be displayed

Information

Query Interval
Print Date
Record Count
User
User Name
User ID
Chat / Channel Name
First Message
Last Message
# of Messages

Charts

None



Users Most Recent Conversations

Description

The Users Most Recent Conversations displaying the date and time of the most recent conversation recorded for the configured users, and 
it also shows extensions or users without any recording in the query interval.

Filter options

Source Platform Only calls for the selected source platforms will be displayed

Call direction Only calls for the selected call direction(s) will be displayed

Called party name Only calls for the selected called party(s) will be displayed

Called party number Only calls for the selected called party(s) will be displayed

Caller party name Only calls for the selected called party(s) will be displayed

Caller party number Only calls for the selected called party(s) will be displayed

Media file name Only calls for the selected media file(s) will be displayed

Recording server Only calls for the selected recording server(s) will be displayed

Information

Query Interval
Print Date
Record Count
Last Conversation
Extension
User Name
User Login
User ID
Groups

Charts

None

Report sample



SAMPLE_report-Users-Most…

https://verbalabs.atlassian.net/wiki/spaces/docs/pages/6818090/Users+Most+Recent+Conversations?preview=%2F6818090%2F6831162%2FSAMPLE_report-Users-Most-Recent-Conversations.pdf


Users Outbound Call Activity

Category: Call Activity Reports

Description

The Users Outbound Call Activity Summary report shows aggregated outbound call activity information for each user, providing the data 
collected from recorded calls database. The report summarizes various available information from the call records including the number of 
calls for each called number, etc.

Filter options

User e-mail Only calls for the selected e-mail address(es) will be displayed

nameUser Only calls for the selected agent(s) will be displayed

Call direction Only calls for the selected call direction(s) will be displayed

Called party name Only calls for the selected called party(s) will be displayed

Called party number Only calls for the selected called party(s) will be displayed

Caller party name Only calls for the selected called party(s) will be displayed

Caller party number Only calls for the selected called party(s) will be displayed

Media file name Only calls for the selected media file(s) will be displayed

Recording server Only calls for the selected recording server(s) will be displayed

Source Platform Only calls for the selected source platforms will be displayed (Filter is 
AVAILABLE IN VERSION 9.6.13 OR LATER  )

Information

Query Interval
Print Date
Record Count
User
Caller Number
Caller Name
Calls Average Duration
Total Duration

Charts

None

Report sample





Call Activity Details

Category: Call Activity Reports

Description

The Call Activity Details report shows detailed call activity information, providing the data collected from recorded calls database. The 
report details various available information from the call record including call date, duration, phone numbers, names, etc.

Filter options

Call direction Only calls for the selected call direction(s) will be displayed

Called party name Only calls for the selected called party(s) will be displayed

Called party number Only calls for the selected called party(s) will be displayed

Caller party name Only calls for the selected called party(s) will be displayed

Caller party number Only calls for the selected called party(s) will be displayed

Media file name Only calls for the selected media file(s) will be displayed

Recording server Only calls for the selected recording server(s) will be displayed

Source platform Only calls for the selected source platform(s) will be displayed (Filter is 
AVAILABLE IN VERSION 9.6.13 OR LATER  )

Information

Query Interval
Print Date
Record Count
User
Start Date, Time
Duration
Caller Party Number, Name
Called Party Number, Name
Direction
End

Charts

None

Report sample





Call Activity Trend

Category: Call Activity Reports

Description

The Call Activity Trend report shows aggregated call activity information for each day in a month, providing the data collected from 
recorded calls database. The report summarizes various available information from the call records including the number of calls, 
durations, etc.

Filter options

Call direction Only calls for the selected call direction(s) will be displayed

Called party name Only calls for the selected called party(s) will be displayed

Called party number Only calls for the selected called party(s) will be displayed

Caller party name Only calls for the selected called party(s) will be displayed

Caller party number Only calls for the selected called party(s) will be displayed

Media file name Only calls for the selected media file(s) will be displayed

Recording server Only calls for the selected recording server(s) will be displayed

Source Platform Only calls for the selected source platform(s) will be displayed (Filter is 
AVAILABLE IN VERSION 9.6.13 OR LATER  )

Information

Query Interval
Print Date
Record Count
User
Monthly Call Count by Directions
Monthly Call Count Total
Monthly Durations by Direction [sec]
Monthly Durations Total [sec]

Charts

Monthly Call Count by Directions
Monthly Call Count Total
Monthly Durations by Direction [sec]
Monthly Durations Total [sec]

Report sample





Hourly Call Activity Trend

Category: Call Activity Reports

Description

The Hourly Call Activity Trend report shows aggregated call activity information for each hour in a day, providing the data collected from 
recorded calls database. The report summarizes various available information from the call records including the number of calls.

Filter options

Call direction Only calls for the selected call direction(s) will be displayed

Called party name Only calls for the selected called party(s) will be displayed

Called party number Only calls for the selected called party(s) will be displayed

Caller party name Only calls for the selected called party(s) will be displayed

Caller party number Only calls for the selected called party(s) will be displayed

Media file name Only calls for the selected media file(s) will be displayed

Recording server Only calls for the selected recording server(s) will be displayed

Source Platform Only calls for the selected source platform(s) will be displayed (Filter is 
AVAILABLE IN VERSION 9.6.13 OR LATER  )

Information

Query Interval
Print Date
Record Count
User
Number of calls in each hour in a day

Charts

None

Report sample





Recording Minute Usage

Category: Call Activity Reports

Description

The Recording Minute Usage report shows aggregated call activity information for each configured group and extension, providing the data 
collected from recorded calls database. The report summarizes various available information from the call records including the number of 
calls, recorded minutes, etc.

Filter options

Call direction Only calls for the selected call direction(s) will be displayed

Called party name Only calls for the selected called party(s) will be displayed

Called party number Only calls for the selected called party(s) will be displayed

Caller party name Only calls for the selected called party(s) will be displayed

Caller party number Only calls for the selected called party(s) will be displayed

Media file name Only calls for the selected media file(s) will be displayed

Recording server Only calls for the selected recording server(s) will be displayed

Source Platform Only calls for the selected source platform(s) will be displayed (Filter is 
AVAILABLE IN VERSION 9.6.13 OR LATER  )

Information

Query Interval
Print Date
Record Count
User
Group Name
Extension
Minutes Recorded
Calls
Default Minutes Total

Charts

User Comparison

Report sample





Recording Servers Call Activity Summary

Category: Call Activity Reports

Description

The Recording Servers Call Activity Summary report shows aggregated call activity information for each recording server, providing the 
data collected from recorded calls database. The report summarizes various available information from the call records including the 
number of calls, average call duration, etc

Filter options

Call direction Only calls for the selected call direction(s) will be displayed

Called party name Only calls for the selected called party(s) will be displayed

Called party number Only calls for the selected called party(s) will be displayed

Caller party name Only calls for the selected called party(s) will be displayed

Caller party number Only calls for the selected called party(s) will be displayed

Media file name Only calls for the selected media file(s) will be displayed

Recording server Only calls for the selected recording server(s) will be displayed

Information

Query Interval
Print Date
Record Count
User
Server Name
Calls Recorded
Overall Call Duration
Average Call Duration

Charts

N of Calls By Call Direction
Durations By Call Direction
Number of Calls By Call Direction
Total Call Duration by Call Direction

 

Report sample





Simultaneous Calls Trend

Category: Conversation Activity Reports

Description

The Simultaneous Calls Trend report shows aggregated call activity information, providing the data collected from recorded calls 
database. The report shows the trend of the number of simultaneous calls in the selected time step.

Filter options

Call direction Only calls for the selected call direction(s) will be displayed

Called party name Only calls for the selected called party(s) will be displayed

Called party number Only calls for the selected called party(s) will be displayed

Caller party name Only calls for the selected called party(s) will be displayed

Caller party number Only calls for the selected called party(s) will be displayed

Media file name Only calls for the selected media file(s) will be displayed

Recording server Only calls for the selected recording server(s) will be displayed

Source Platform Only calls for the selected source platform(s) will be displayed (Filter is 
AVAILABLE IN VERSION 9.6.13 OR LATER  )

Time step Defines the resolution of the X axis.

Day
Week
Month
Quarter
Year

Information

Query Interval
Print Date
User
Server Name
Number of simultaneous calls for each time step

Charts

Number of simultaneous calls displayed on the selected time frame

Report sample





Not Recorded and Incorrect Conversation Details

Category: Conversation Activity Reports

Available in version 8.2 and 
later

Description

The Not Recorded and Incorrect Conversations Details report shows detailed information for each recorded user, providing the data 
collected from the conversations database. The report details not recorded conversations and conversations with incorrect media.

Filter options

User Only conversations for the selected user(s) will be displayed

End Cause Only for the selected end cause(s) will be displayedconversations 

Group Only for the selected group(s) will be displayedconversations 

Media Check Only conversations for the selected media check type(s) will be displayed.

To name Only for the selected called party name(s) will be displayedconversations 

To party Only for the selected called party number(s)/address(es) will be displayedconversations 

From name Only for the selected caller party name(s) will be displayedconversations 

From party Only for the selected caller party number(s)/address(es) will be displayedconversations 

Recording server Only for the selected recording server(s) will be displayedconversations 

Reconciliated, Not 
recorded 
Conversations

Only those conversations will be displayed where the "Not recorded" property set according to the filter

Source Platform Only calls for the selected source platform(s) will be displayed (Filter is 
AVAILABLE IN VERSION 9.6.13 OR LATER  )

Information

Query Interval
Print Date
Record Count
User
Start Date, Time
Caller Party
Called Party
Media Error
Length Mismatch

Charts



None

Report sample

N/A



CDR Reconciliation Summary

Category: Conversation Activity Reports

Available in version 8.2 and 
later

Description

The CDR Reconciliation Summary report shows summary information for each day in the query interval, providing the data collected from 
the conversations database. The report shows the total number of recorded, not recorded conversations, conversations with incorrect 
media, and not answered conversations.

Filter options

End Cause Only for the selected end cause(es) will be displayedconversations 

Media Check Only conversations for the selected media check type(s) will be displayed.

To name Only for the selected called party name(s) will be displayedconversations 

To party Only for the selected called party number(s)/address(es) will be displayedconversations 

From name Only for the selected caller party name(s) will be displayedconversations 

From party Only for the selected caller party number(s)/address(es) will be displayedconversations 

Group Only conversations for the selected group(s) will be displayed (Filter is 
AVAILABLE IN VERSION 9.6.13 OR LATER  )

Recording server Only for the selected recording server(s) will be displayedconversations 

Source Platform Only calls for the selected source platform(s) will be displayed (Filter is 
AVAILABLE IN VERSION 9.6.13 OR LATER  )

Information

Query Interval
Print Date
Record Count
User
Day
Total
Recorded
Incorrect Media
Not Recorded
Not Answered

Charts

None



Report sample

N/A



CDR Reconciliation for Skype for Business Summary

Category: Conversation Activity Reports

AVAILABLE IN 9.7.5 AND ABOVE

Description

The CDR Reconciliation for Skype for Business Summary report shows summary information for each day in the query interval, providing 
the data collected from the conversations database. The report shows the total number of recorded, not recorded conversations, 
conversations with incorrect media, and not answered conversations. The report is also based on the information in the Skype for Business 
CDR metadata template which stores Skype for Business diagnostics data collected from the Skype for Business CDR databases during the 
CDR reconciliation process.

Filter options

End Cause Only conversations for the selected end cause(es) will be displayed

Media Check Only conversations for the selected media check type(s) will be displayed.

To name Only conversations for the selected called party name(s) will be displayed

To party Only conversations for the selected called party number(s)/address(es) will be displayed

From name Only conversations for the selected caller party name(s) will be displayed

From party Only conversations for the selected caller party number(s)/address(es) will be displayed

Group Only conversations for the selected group(s) will be displayed

Recording server Only conversations for the selected recording server(s) will be displayed

Source Platform Only calls for the selected source platform(s) will be displayed

Information

Query Interval
Print Date
Record Count
User
Call ID (Recorder)
Call ID (UC)
Start Date, Time (Recorder)
Start Date, Time (UC)
Diagnostic ID (UC)
Media Error (Recorder)
Call Duration (Recorder)
Call Duration (UC)
Length Mismatch
RTP Count (Recorder)
RTP Count (UC)

Charts

None



Report sample



Users CDR Reconciliation Summary

Category: Conversation Activity Reports

Available in version 8.2 and 
later

Description

The Users CDR Reconciliation Summary report shows summary information for each recorded user, providing the data collected from the 
conversations database. The report shows the total number of recorded, not recorded conversations, conversations with incorrect media, 
and not answered conversations.

Filter options

End Cause Only for the selected end cause(es) will be displayedconversations 

Media Check Only conversations for the selected media check type(s) will be displayed.

To name Only for the selected called party name(s) will be displayedconversations 

To party Only for the selected called party number(s)/address(es) will be displayedconversations 

From name Only for the selected caller party name(s) will be displayedconversations 

From party Only for the selected caller party number(s)/address(es) will be displayedconversations 

Group Only conversations for the selected group(s) will be displayed (Filter is 
AVAILABLE IN VERSION 9.6.13 OR LATER  )

Recording server Only for the selected recording server(s) will be displayedconversations 

Source Platform Only conversations for the selected platform will be displayed (Filter is 
AVAILABLE IN VERSION 9.6.13 OR LATER  )

Information

Query Interval
Print Date
Record Count
User
Total
Recorded
Incorrect Media
Not Recorded
Not Answered

Charts

None



Report sample

N/A



User Instant Messaging Details

Category: Call Activity Reports

Description

The User Instant Messaging Details report shows detailed instant messaging activity information for each user, providing the data collected 
from recorded messages database. The report details various available information from the recorded messages including the 
date, platform, call id, names, etc.

Filter options

Call direction Only messages for the selected call direction(s) will be displayed

From name Only from the selected user(s) will be displayedmessages 

From party Only for the selected party(s) will be displayedmessages 

Group Only messages for the selected group(s) will be displayed

Recording Server Only messages for the selected recording server(s) will be displayed

Source Platform Only calls for the selected recording server(s) will be displayed (Filter is AVAILABLE IN VERSION 9.6.13 OR LATER  )

To name Only messages to the selected user(s) will be displayed

To party Only messages to the selected party(s) will be displayed

User Only messages for the selected user(s) will be displayed

Information

Query Interval
Print Date
Record Count
User
Conversation Identifier
Platform Call ID
Date and time
Participants
Instant Messages

Charts

None

Report sample





Users Without Recording

Category: Call Activity Reports

AVAILABLE IN VERSION 8.5 AND LATER

Description

 The Users Without Recording report shows detailed information about extensions with no recorded media in a given 
timewindow. The report details various available information including the list of users who have at least one extension with 
zero recorded media, user validity, extensions, extension validity ,recording mode, etc.

Filter options

Recording mode Only extensions with the selected  will be displayedrecording modes

Source Platform Only calls for the selected recording server(s) will be displayed (Filter is 
AVAILABLE IN VERSION 9.6.13 OR LATER  )

Show invalid 
extensions

If no then only  will be displayed, otherwise valid and invalid extensions will be shown extensions that are valid
as well.

Information

User
User is invalid
User's extensions
Extension is invalid
Recording Mode
Number of records per extension (if any)

Charts

None

Report sample



Users Speech Transcript Details

Category: Conversation Activity Reports

Available in version 8.2 and 
later

Description

Users Speech Transcript Details report shows speech transcript information for each user over a specified amount of time.

Filter options

Call Direction Only for the selected call direction(s) conversations will be displayed.

Media Check Only conversations for the selected media check type(s) will be displayed.

To name Only for the selected called party name(s) will be displayedconversations 

To party Only for the selected called party number(s)/address(es) will be displayedconversations 

From name Only for the selected caller party name(s) will be displayedconversations 

From party Only for the selected caller party number(s)/address(es) will be displayedconversations 

Label Only conversations for the selected label(s) will be displayed

Group Only conversations for the selected group(s) will be displayed

Source Platform Only calls for the selected recording server(s) will be displayed (Filter is 
AVAILABLE IN VERSION 9.6.13 OR LATER  )

Recording Server Only calls for the selected recording server(s) will be displayed

Information

Query Interval
Print Date
Record Count
User
Conversation Identifier
Start Date, Time
Participants
Transcript

Charts

None

Report sample





Users Conversation Volume

Category: Conversation Activity Reports

Description

The Users Conversation Volume report shows aggregated call volume information for each user, providing the data collected from the 
recorded calls database.

Filter options

User
Group

Information

Query Interval
Print Date
Record Count
Login ID
Display name
User Extensions
User Groups
User Email
Total number of calls

 



User Instant Messaging Details - Advanced

Category: Call Activity Reports

Description

The Users Instant Messaging Details report shows detailed instant messaging activity information for each agent, providing the data 
collected from the recorded conversations database. The advanced report is specified to the rich content in the case of  Microsoft Teams
recordings.

Filter options

From name Only from the selected user(s) will be displayedmessages 

From party Only for the selected party(s) will be displayedmessages 

Group Only messages for the selected group(s) will be displayed

Platform Converdation ID Only messages for the provided platform conversation ID will be displayed

To name Only messages to the selected user(s) will be displayed

To party Only messages to the selected party(s) will be displayed

User Only messages for the selected user(s) will be displayed

Report Specific Settings

Include message history: When ticked, the report will include the edit history of the messages.

Information

Query Interval
Print Date
Channel/Group Count
User
Conversation Identifier
Platform Call ID
Date and time
From Info
To Info
Participants
Instant Messages

Charts

None

Report sample





Conversations Legal Hold Status

Description

The Conversations Legal Hold Status report shows the number of calls under/not under Legal Hold in a given (configured) interval broken 
down into daily segments.

Filter options

Source Platform Only calls for the selected source platforms will be displayed

Call direction Only calls for the selected call direction(s) will be displayed

Label Only calls with the selected label(s) will be displayed

Recording server Only calls for the selected recording server(s) will be displayed

Information

Query Interval
Print Date
Record Count
Conversation Date
# of Calls Under Legal Hold
# of Calls Not Under Legal Hold

Charts

None

Report sample

SAMPLE_report-Conversati…

https://verbalabs.atlassian.net/wiki/spaces/docs/pages/6818130/Conversations+Legal+Hold+Status?preview=%2F6818130%2F6831167%2FSAMPLE_report-Conversations-Legal-Hold-Status.pdf


Advanced IM Export Summary

The Users Advanced IM Summary report showing the number of messages on a daily basis for every participant in a Microsoft Teams chat 
or channel.

Filter options

None

Information

Query Interval
Print Date
Record Count
First Send
Last Send
First Captured
Last Captured
# of Messages
Recipient

Charts

None

Report sample

SAMPLE_report-Advanced-I…

https://verbalabs.atlassian.net/wiki/spaces/docs/pages/10715138/Advanced+IM+Export+Summary?preview=%2F10715138%2F10846214%2FSAMPLE_report-Advanced-IM-Export-Summary.pdf


Report types - Quality Management

Agents Evaluation Details
Agents Evaluation Summary
Agents Performance Summary
Agents Performance Trend
Agents Quality vs Productivity (Average Call Duration)
Agents Quality vs Productivity (Calls Handled)
Agents Skills Performance Summary
Average Score by Question
Evaluators Activity Summary
Evaluators Productivity
Evaluators Summary
Groups Evaluation Summary
Groups Performance Summary
Groups Performance Trend
Groups Quality vs Productivity (Average Call Duration)
Groups Quality vs Productivity (Calls Handled)
Scorecard Calibration
Scorecard Calibration Details
Score Distribution
Skills Performance Summary
Skills Performance Trend
Agents Scoring Classifications
Best Performing Agents



Agents Evaluation Details

Category: Quality Management Reports

Description

The Agent Evaluation Details report shows detailed information for each evaluation for an agent, providing the data collected from 
scorecards. The report details all available information from the scorecard including agent name, evaluator name, supervisor name, 
evaluation date, call details, evaluation form, scoring information, classification, etc.

Filter options

Agent Only evaluations for the selected agent(s) will be displayed

Evaluated by Only evaluations for the selected evaluator(s) will be displayed

Evaluation form Only evaluations for the selected evaluation form(s) will be displayed

Evaluation project Only evaluations for the selected evaluation project(s) will be displayed

Groups Only evaluations for the selected group(s) will be displayed

Score Only evaluations for the selected score(s) will be displayed

Skill Only evaluations for the selected skill(s) will be displayed

Question Only evaluations containing the selected answer(s) for selected question(s) will be displayed.

Information

Query Interval
Print Date
Record Count
User
Agent Name
Group Name
Evaluation Project Name
Evaluation Form Name
Evaluated by
Evaluation Date
Call Duration
Call Date and Time
Classification

Charts

None

 

Report sample





Agents Evaluation Summary

Category: Quality Management Reports

Description

The Agents Evaluation Summary report shows aggregated information for each agent, providing the data collected from scorecards. The 
report details all available information from the scorecards including agent name, evaluator name, supervisor name, evaluation date, 
scoring information, classification, etc.

Filter options

Agent Only evaluations for the selected agent(s) will be displayed

Evaluated by Only evaluations for the selected evaluator(s) will be displayed

Evaluation form Only evaluations for the selected evaluation form(s) will be displayed

Evaluation project Only evaluations for the selected evaluation project(s) will be displayed

Groups Only evaluations for the selected group(s) will be displayed

Score Only evaluations for the selected score(s) will be displayed

Question Only evaluations containing the selected answer(s) for selected question(s) will be displayed.

Information

Query Interval
Print Date
Record Count
User
Agent Name
Group name
Form Name
Evaluator Name
Evaluation Date
Call Duration
Call Date
Classification
Score

Charts

Agents Average Scores Comparison Chart

 

Report sample





Agents Performance Summary

Category: Quality Management Reports

Description

The Agents Performance Summary report shows aggregated information for each agent, providing the data collected from scorecards. The 
report shows summarized scoring information for each agent and comparison for group and organization average scores.

Filter options

Agent Only evaluations for the selected agent(s) will be displayed

Evaluated by Only evaluations for the selected evaluator(s) will be displayed

Evaluation form Only evaluations for the selected evaluation form(s) will be displayed

Evaluation project Only evaluations for the selected evaluation project(s) will be displayed

Groups Only evaluations for the selected group(s) will be displayed

Score Only evaluations for the selected score(s) will be displayed

Question Only evaluations containing the selected answer(s) for selected question(s) will be displayed.

Information

Query Interval
Print Date
Record Count
User
Agent Name
Agent Average Score
Group Average Score
Organization Average Score
Agent - Group Average Score Difference
Agent - Organization - Average Score Difference
Number Of Evaluations
Last Evaluation Date and Time

Charts

Agents Average Scores Comparison Chart

 

Report sample





Agents Performance Trend

Category: Quality Management Reports

Description

The Agents Performance Trend report shows the overall performance of one or more agents over a specified amount of time, providing the 
data collected from scorecards. The report shows the average scores for each agent on the configured time steps.

Filter options

Agent Only evaluations for the selected agent(s) will be displayed

Evaluated by Only evaluations for the selected evaluator(s) will be displayed

Evaluation form Only evaluations for the selected evaluation form(s) will be displayed

Evaluation project Only evaluations for the selected evaluation project(s) will be displayed

Groups Only evaluations for the selected group(s) will be displayed

Score Only evaluations for the selected score(s) will be displayed

Time Step Defines the resolution of the X axis.

Day
Week
Month
Quarter
Year

Question Only evaluations containing the selected answer(s) for selected question(s) will be displayed.

Information

Query Interval
Print Date
Record Count
User
Agent Average Score for each time step

Charts

Agents Average Scores Comparison Chart

 

Report sample





Agents Quality vs Productivity (Average Call Duration)

Category: Quality Management Reports

Description

The Agents Quality vs Productivity (Average Call Duration) report compares the quality of the agent and the productivity of the agent for 
each agent, providing the data collected from scorecards and call details information. The productivity of the agent is represented by the 
average duration of the handled calls. The report details information grouped by agent(s).

Filter options

Agent Only evaluations for the selected agent(s) will be displayed

Evaluated by Only evaluations for the selected evaluator(s) will be displayed

Evaluation form Only evaluations for the selected evaluation form(s) will be displayed

Evaluation project Only evaluations for the selected evaluation project(s) will be displayed

Groups Only evaluations for the selected group(s) will be displayed

Score Only evaluations for the selected score(s) will be displayed

Question Only evaluations containing the selected answer(s) for selected question(s) will be displayed.

Information

Query Interval
Print Date
Record Count
User
Agent Name
Group Name
Number of Evaluations
Average Call Duration
Agent Average Score

Charts

Agents Quality vs. Productivity (Average Call Duration) Comparison Chart

 

Report sample





Agents Quality vs Productivity (Calls Handled)

Category: Quality Management Reports

Description

The Agents Quality vs Productivity (Calls Handled) report compares the quality of the agent and the productivity of the agent for each 
agent, providing the data collected from scorecards and call details information. The productivity of the agent is represented by the 
number of the handled calls. The report details information grouped by agent(s).

Filter options

Agent Only evaluations for the selected agent(s) will be displayed

Evaluated by Only evaluations for the selected evaluator(s) will be displayed

Evaluation form Only evaluations for the selected evaluation form(s) will be displayed

Evaluation project Only evaluations for the selected evaluation project(s) will be displayed

Groups Only evaluations for the selected group(s) will be displayed

Score Only evaluations for the selected score(s) will be displayed

Question Only evaluations containing the selected answer(s) for selected question(s) will be displayed.

Information

Query Interval
Print Date
Record Count
User
Agent Name
Group Name
Number of Evaluations
Average Call Duration
Agent Average Score

Charts

Agents Quality vs. Productivity (Calls Handled) Comparison Chart

 

Report sample





Agents Skills Performance Summary

Category: Quality Management Reports

Description

The Agents Skills Performance Summary report shows aggregated information for each agent, providing the data collected from 
scorecards. The report shows average score values of the skills for each agent.

Filter options

Agent Only evaluations for the selected agent(s) will be displayed

Evaluated by Only evaluations for the selected evaluator(s) will be displayed

Evaluation form Only evaluations for the selected evaluation form(s) will be displayed

Evaluation project Only evaluations for the selected evaluation project(s) will be displayed

Groups Only evaluations for the selected group(s) will be displayed

Score Only evaluations for the selected score(s) will be displayed

Skill Only evaluations for the selected skill(s) will be displayed

Question Only evaluations containing the selected answer(s) for selected question(s) will be displayed.

Information

Query Interval
Print Date
Record Count
User
Agent Name
Group Name
Number of Evaluations
Agent Average Score
Skill Name
Skill Average Score

Charts

None

 

Report sample





Average Score by Question

Category: Quality Management Reports

Description

The Average Score by Question report shows a list of average scores for each question in the scorecard of the Quality Management Projects 
currently in the system.

Filter options

Agent Only evaluations for the selected agent(s) will be displayed

Evaluated by Only evaluations for the selected evaluator(s) will be displayed

Evaluation form Only evaluations for the selected evaluation form(s) will be displayed

Evaluation project Only evaluations for the selected evaluation project(s) will be displayed

Groups Only evaluations for the selected group(s) will be displayed

Score Only evaluations for the selected score(s) will be displayed

Question Only evaluations containing the selected answer(s) for selected question(s) will be displayed.

Information

Query Interval
Print Date
Number of Questions
User
Question
Min
Max
Avg

Report sample





Evaluators Activity Summary

Category: Quality Management Reports

Description

The Evaluators Activity Summary report shows aggregated information for each evaluator, providing the data collected from scorecards. 
The report details information about all scorecards for each evaluator showing various scorecard data like call details, score, evaluation 
date and duration, etc.

Filter options

Agent Only evaluations for the selected agent(s) will be displayed

Evaluated by Only evaluations for the selected evaluator(s) will be displayed

Evaluation form Only evaluations for the selected evaluation form(s) will be displayed

Evaluation project Only evaluations for the selected evaluation project(s) will be displayed

Groups Only evaluations for the selected group(s) will be displayed

Score Only evaluations for the selected score(s) will be displayed

Question Only evaluations containing the selected answer(s) for selected question(s) will be displayed.

Information

Query Interval
Print Date
Record Count
User
Evaluator Name
Number of Evaluations
Average Evaluation Time
Average Score for the Evaluator
Call Date
Call Duration
Agent
Form
Evaluation Date
Evaluation Time (the length of the evaluation)
Score

Charts

None

 

Report sample





Evaluators Productivity

Category: Quality Management Reports

Description

The Evaluators Productivity report shows aggregated information for each evaluator, providing the data collected from scorecards. The 
report summarizes the performance of the evaluators by showing the number of evaluations, the average number of evaluations per hour, 
the comparison of the length of the evaluations to the length of the call, etc.

Filter options

Agent Only evaluations for the selected agent(s) will be displayed

Evaluated by Only evaluations for the selected evaluator(s) will be displayed

Evaluation form Only evaluations for the selected evaluation form(s) will be displayed

Evaluation project Only evaluations for the selected evaluation project(s) will be displayed

Groups Only evaluations for the selected group(s) will be displayed

Score Only evaluations for the selected score(s) will be displayed

Question Only evaluations containing the selected answer(s) for selected question(s) will be displayed.

Information

Query Interval
Print Date
Record Count
User
Evaluator Name
Evaluations
Average Evaluations/hour
Average Call Duration
Average Evaluation Time
Call length to Evaluation Time Ratio

Charts

Evaluators Productivity Comparison Chart

 

Report sample





Evaluators Summary

Category: Quality Management Reports

Description

The Evaluators Summary report shows aggregated information for each evaluator, providing the data collected from scorecards. The 
report summarizes the average score values for each evaluator and also displays group and organization average scores and the difference 
of these to the evaluator's score.

Filter options

Agent Only evaluations for the selected agent(s) will be displayed

Evaluated by Only evaluations for the selected evaluator(s) will be displayed

Evaluation form Only evaluations for the selected evaluation form(s) will be displayed

Evaluation project Only evaluations for the selected evaluation project(s) will be displayed

Groups Only evaluations for the selected group(s) will be displayed

Score Only evaluations for the selected score(s) will be displayed

Question Only evaluations containing the selected answer(s) for selected question(s) will be displayed.

Information

Query Interval
Print Date
Record Count
User
Evaluator Name
Evaluator Average Score
Group Average Score
Organization Average Score
Evaluator - Group Average Score Difference
Evaluator - Organization Average Score Difference
Number of Evaluations
Last Evaluation Date and Time

Charts

Evaluators Average Scores Comparison Chart

 

Report sample





Groups Evaluation Summary

Category: Quality Management Reports

Description

The Groups Evaluation Summary report shows aggregated information for each group, providing the data collected from scorecards. The 
report summarizes average score values, number of evaluations, etc.

Filter options

Agent Only evaluations for the selected agent(s) will be displayed

Evaluated by Only evaluations for the selected evaluator(s) will be displayed

Evaluation form Only evaluations for the selected evaluation form(s) will be displayed

Evaluation project Only evaluations for the selected evaluation project(s) will be displayed

Groups Only evaluations for the selected group(s) will be displayed

Score Only evaluations for the selected score(s) will be displayed

Question Only evaluations containing the selected answer(s) for selected question(s) will be displayed.

Information

Query Interval
Print Date
Record Count
User
Group Name
Number of Agents in Group
Number of Evaluations
Average Score

Charts

Groups Average Scores Comparison Chart

 

Report sample





Groups Performance Summary

Category: Quality Management Reports

Description

The Groups Performance Summary report shows aggregated information for each group, providing the data collected from scorecards. 
The report shows summarized scoring information for each group and comparison for organization average scores.

Filter options

Agent Only evaluations for the selected agent(s) will be displayed

Evaluated by Only evaluations for the selected evaluator(s) will be displayed

Evaluation form Only evaluations for the selected evaluation form(s) will be displayed

Evaluation project Only evaluations for the selected evaluation project(s) will be displayed

Groups Only evaluations for the selected group(s) will be displayed

Score Only evaluations for the selected score(s) will be displayed

Question Only evaluations containing the selected answer(s) for selected question(s) will be displayed.

Information

Query Interval
Print Date
Record Count
User
Group Name
Number of Agents in Group
Group Average Score
Organization Average Score
Group - Organization Average Score Difference
Number of Evaluations
Last Evaluation Date and Time

Charts

Groups Average Scores Comparison Chart

 

Report sample





Groups Performance Trend

Category: Quality Management Reports

Description

The Groups Performance Trend report shows the overall performance of one or more groups over a specified amount of time, providing the 
data collected from scorecards. The report shows the average scores for each group on the configured time steps.

Filter options

Agent Only evaluations for the selected agent(s) will be displayed

Evaluated by Only evaluations for the selected evaluator(s) will be displayed

Evaluation form Only evaluations for the selected evaluation form(s) will be displayed

Evaluation project Only evaluations for the selected evaluation project(s) will be displayed

Groups Only evaluations for the selected group(s) will be displayed

Score Only evaluations for the selected score(s) will be displayed

Time Step Defines the resolution of the X axis.

Day
Week
Month
Quarter
Year

Question Only evaluations containing the selected answer(s) for selected question(s) will be displayed.

Information

Query Interval
Print Date
Record Count
User
Group Average Score for each time step

Charts

Groups Average Scores Comparison Chart

 

Report sample





Groups Quality vs Productivity (Average Call Duration)

Category: Quality Management Reports

Description

The Groups Quality vs Productivity (Average Call Duration) report compares the quality of the group and the productivity of the group for 
each group, providing the data collected from scorecards and call details information. The productivity of the group is represented by the 
average duration of the handled calls. The report details information grouped by group(s).

Filter options

Agent Only evaluations for the selected agent(s) will be displayed

Evaluated by Only evaluations for the selected evaluator(s) will be displayed

Evaluation form Only evaluations for the selected evaluation form(s) will be displayed

Evaluation project Only evaluations for the selected evaluation project(s) will be displayed

Groups Only evaluations for the selected group(s) will be displayed

Score Only evaluations for the selected score(s) will be displayed

Question Only evaluations containing the selected answer(s) for selected question(s) will be displayed.

Information

Query Interval
Print Date
Record Count
User
Group Name
Number of Evaluations
Average Call Duration
Group Average Score

Charts

Groups Quality vs. Productivity (Average Call Duration) Comparison Chart

 

Report sample





Groups Quality vs Productivity (Calls Handled)

Category: Quality Management Reports

Description

The Groups Quality vs Productivity (Calls Handled) report compares the quality of the group and the productivity of the group for group 
agent, providing the data collected from scorecards and call details information. The productivity of the group is represented by the 
number of the handled calls. The report details information grouped by group(s).

Filter options

Agent Only evaluations for the selected agent(s) will be displayed

Evaluated by Only evaluations for the selected evaluator(s) will be displayed

Evaluation form Only evaluations for the selected evaluation form(s) will be displayed

Evaluation project Only evaluations for the selected evaluation project(s) will be displayed

Groups Only evaluations for the selected group(s) will be displayed

Score Only evaluations for the selected score(s) will be displayed

Question Only evaluations containing the selected answer(s) for selected question(s) will be displayed.

Information

Query Interval
Print Date
Record Count
User
Group Name
Number of Evaluations
Calls Handled / Day
Group Average Score

Charts

Groups Quality vs. Productivity (Calls Handled) Comparison Chart

 

Report sample





Scorecard Calibration

Category: Quality Management Reports

Description

The Scorecard Calibration report shows calibration information for each calibrated scorecard. The report displays and compares the scores 
submitted by each evaluator for the given call.

Filter options

Agent Only evaluations for the selected agent(s) will be displayed

Evaluated by Only evaluations for the selected evaluator(s) will be displayed

Evaluation form Only evaluations for the selected evaluation form(s) will be displayed

Evaluation project Only evaluations for the selected evaluation project(s) will be displayed

Groups Only evaluations for the selected group(s) will be displayed

Score Only evaluations for the selected score(s) will be displayed

Question Only evaluations containing the selected answer(s) for selected question(s) will be displayed.

Information

Query Interval
Print Date
Record Count
User
Evaluator
Evaluation Date
Form
Classification
Evaluation Time
Agent
Score
Population Standard Deviation

Charts

None

 

Report sample





Scorecard Calibration Details

Category: Quality Management Reports

Description

The Scorecard Calibration Details report shows detailed information for each calibrated scorecard. The report details all available 
information from the scorecard including agent name, evaluator name, supervisor name, evaluation date, call details, evaluation form, 
scoring information, classification, etc.

Filter options

Agent Only evaluations for the selected agent(s) will be displayed

Evaluated by Only evaluations for the selected evaluator(s) will be displayed

Evaluation form Only evaluations for the selected evaluation form(s) will be displayed

Evaluation project Only evaluations for the selected evaluation project(s) will be displayed

Groups Only evaluations for the selected group(s) will be displayed

Score Only evaluations for the selected score(s) will be displayed

Skill Only evaluations for the selected skill(s) will be displayed

Question Only evaluations containing the selected answer(s) for selected question(s) will be displayed.

Information

Query Interval
Print Date
Record Count
User
Agent Name
Group Name
Evaluation Project Name
Evaluation Form Name
Evaluated by
Evaluation Date
Call Duration
Call Date and Time
Classification

Charts

None

 

Report sample





Score Distribution

Category: Quality Management Reports

Description

The Score Distribution report shows the distribution of the score values, providing the data collected from scorecards. The report displays 
the number of scorecards for each score value.

Filter options

Agent Only evaluations for the selected agent(s) will be displayed

Evaluated by Only evaluations for the selected evaluator(s) will be displayed

Evaluation form Only evaluations for the selected evaluation form(s) will be displayed

Evaluation project Only evaluations for the selected evaluation project(s) will be displayed

Groups Only evaluations for the selected group(s) will be displayed

Score Only evaluations for the selected score(s) will be displayed

Question Only evaluations containing the selected answer(s) for selected question(s) will be displayed.

Information

Query Interval
Print Date
Record Count
User
Standard Deviation
Number of scorecards for each score value

Charts

Score Distribution Chart

 

Report sample





Skills Performance Summary

Category: Quality Management Reports

Description

The Skills Performance Summary report shows aggregated information for each skill, providing the data collected from scorecards. The 
report shows summarized scoring information for each skill.

Filter options

Agent Only evaluations for the selected agent(s) will be displayed

Evaluated by Only evaluations for the selected evaluator(s) will be displayed

Evaluation form Only evaluations for the selected evaluation form(s) will be displayed

Evaluation project Only evaluations for the selected evaluation project(s) will be displayed

Groups Only evaluations for the selected group(s) will be displayed

Score Only evaluations for the selected score(s) will be displayed

Skill Only evaluations for the selected skill(s) will be displayed

Question Only evaluations containing the selected answer(s) for selected question(s) will be displayed.

Information

Query Interval
Print Date
Record Count
User
Skill Name
Skill Average Score

Charts

Skills Average Scores Comparison Chart

 

Report sample





Skills Performance Trend

Category: Quality Management Reports

Description

The Skills Performance Trend report shows the overall performance of one or more skills over a specified amount of time, providing the 
data collected from scorecards. The report shows the average scores for each skill on the configured time steps.

Filter options

Agent Only evaluations for the selected agent(s) will be displayed

Evaluated by Only evaluations for the selected evaluator(s) will be displayed

Evaluation form Only evaluations for the selected evaluation form(s) will be displayed

Evaluation project Only evaluations for the selected evaluation project(s) will be displayed

Groups Only evaluations for the selected group(s) will be displayed

Score Only evaluations for the selected score(s) will be displayed

Skill Only evaluations for the selected skill(s) will be displayed

Time Step Defines the resolution of the X axis.

Day
Week
Month
Quarter
Year

Question Only evaluations containing the selected answer(s) for selected question(s) will be displayed.

Information

Query Interval
Print Date
Record Count
User
Skill Average Score for each time step

Charts

Skills Performance Trend Chart

 

Report sample





Agents Scoring Classifications

Category: Quality Management Reports

Description

Agents Scoring Classifications report shows earned classification information for each agent in each QM project. Available classifications 
can be set on the configuration page of each QM project. Usual values are: unacceptable, bad, good, excellent.

Filter options

Agent Only evaluations for the selected agent(s) will be displayed

Evaluated by Only evaluations for the selected evaluator(s) will be displayed

Evaluation form Only evaluations for the selected evaluation form(s) will be displayed

Evaluation project Only evaluations for the selected evaluation project(s) will be displayed

Groups Only evaluations for the selected group(s) will be displayed

Score Only evaluations for the selected score(s) will be displayed

Question Only evaluations containing the selected answer(s) for selected question(s) will be displayed.

Information

Query Interval
Print Date
Project Name
Agent Name
Classification
Number of Scorecards
Percentage of scorecards

 



Best Performing Agents

Category: Quality Management Reports

Description

Shows the best-performing agents over a specified amount of time (minimum 2 months advised) based on monthly average scores.

Filter options

Agent Only evaluations for the selected agent(s) will be displayed

Evaluated by Only evaluations for the selected evaluator(s) will be displayed

Evaluation form Only evaluations for the selected evaluation form(s) will be displayed

Evaluation project Only evaluations for the selected evaluation project(s) will be displayed

Groups Only evaluations for the selected group(s) will be displayed

Score Only evaluations for the selected score(s) will be displayed

Question Only evaluations containing the selected answer(s) for selected question(s) will be displayed.

Information

Query Interval
Print Date
Project Name
Agent Name
Score History chart

 



Report Types - Communication Policies

Content Policy Details
Content Policy Summary
Session Blocking Details
Session Blocking Summary
Users Content Policies Summary
Users Session Blocking Summary



Content Policy Details

Category: Communication Policy Reports

Description

This report type displays every Content Policy event. For more information about the content policies please visit the   Content Policies
article.

Filter options

User Only a specific user's Content Policy events will be displayed

Group Only a specific group's Content Policy events will be displayed

Modality Only events in relation to a certain modality will be displayed. Options are Instant Messaging and File Transfer

Information

Query Interval
Print Date
Record Count
User
Timestamp
Event
Event Details

Charts

None

Report sample

https://verbalabs.atlassian.net/wiki/spaces/docs/pages/6817333/Content+Policies


Content Policy Summary

Category: Communication Policy Reports

Description

 This report type displays every Content Policy event summarized. For more information about the content policies please visit the Content 
 article.Policies

Filter options

User Only a specific user's Content Policy events will be displayed

Group Only a specific group's Content Policy events will be displayed

Modality Only events in relation to a certain modality will be displayed. Options are Instant Messaging and File Transfer

Information

Query Interval
Print Date
Record Count
User
Timestamp
Event
Event Details

Charts

None

Report sample

https://verbalabs.atlassian.net/wiki/spaces/docs/pages/6817333/Content+Policies
https://verbalabs.atlassian.net/wiki/spaces/docs/pages/6817333/Content+Policies


Session Blocking Details

Category: Communication Policy Reports

Description

This report type displays every Session Blocking event. For more information about the session policies please visit the   Session Policies
article.

Filter options

User Only a specific user's Content Policy events will be displayed

Group Only a specific group's Content Policy events will be displayed

Modality Only events in relation to a certain modality will be displayed. Options are Instant Messaging and File Transfer

Information

Query Interval
Print Date
Record Count
User
Timestamp
Event
Event Details

Charts

None

Report sample

https://verbalabs.atlassian.net/wiki/spaces/docs/pages/6817347/Session+Policies


Session Blocking Summary

Category: Communication Policy Reports

Description

This report type displays every Session Blocking event summarized. For more information about the session policies please visit the 
 article.Session Policies

Filter options

User Only a specific user's Content Policy events will be displayed

Group Only a specific group's Content Policy events will be displayed

Modality Only events in relation to a certain modality will be displayed. Options are Instant Messaging and File Transfer

Information

Query Interval
Print Date
Record Count
User
Timestamp
Event
Event Details

Charts

None

Report sample

https://verbalabs.atlassian.net/wiki/spaces/docs/pages/6817347/Session+Policies


Users Content Policies Summary

Category: Communication Policy Reports

Description

This report type displays every Content Policy event, grouped by which user they affected. For more information about the content policies 
please visit the   article.Content Policies

Filter options

User Only a specific user's Content Policy events will be displayed

Group Only a specific group's Content Policy events will be displayed

Modality Only events in relation to a certain modality will be displayed. Options are Instant Messaging and File Transfer

Information

Query Interval
Print Date
Record Count
User
Timestamp
Event
Event Details

Charts

None

Report sample

https://verbalabs.atlassian.net/wiki/spaces/docs/pages/6817333/Content+Policies


Users Session Blocking Summary

Category: Communication Policy Reports

Description

This report type displays every Session Blocking event grouped by which user they affected. For more information about the session 
policies please visit the   article.Session Policies

Filter options

User Only a specific user's Content Policy events will be displayed

Group Only a specific group's Content Policy events will be displayed

Modality Only events in relation to a certain modality will be displayed. Options are Instant Messaging and File Transfer

Information

Query Interval
Print Date
Record Count
User
Timestamp
Event
Event Details

Charts

None

Report sample

https://verbalabs.atlassian.net/wiki/spaces/docs/pages/6817347/Session+Policies


Creating custom reports

The Verba system provides a way to add new, custom report types to the factory defaults.

The custom report creation procedure consists of the following steps:

Create a report definition in  (community edition), which results in a  file.JasperSoft Studio .jasper
Create a  file according to the guidelines in this partcustom XML
Copy the  file to  (assuming default installation path).jasper C:/Program Files/Verba/tomcat/webapps/verba/reporting/report
Copy the  file to  (assuming default installation path)XML C:/Program Files/Verba/tomcat/webapps/verba/reporting/xml

When the files describing the report are in place, the system automatically recognizes them and makes the new report type available on 
the web interface.

When a custom report is no longer needed, it can be removed simply by deleting its XML and .jasper file from the path described above.

Find more details in the topics below:

Creating custom XML files
Node - report
Node - repParams
Node - specRepParams

JasperSoft Studio is a free report designer environment where you can build reports from relational, non-relational and custom 
data sources, customize the look and feel, and also export to several formats. You can create the reports in the application easily, 
and they will be automatically recognized by the Verba system. You can download the JasperSoft Studio report designer 
preconfigured here: https://community.jaspersoft.com/community-download



These XML files MUST follow the structural and creational guidelines described in this guide. The wrong configuration might 
affect data processing, which affects the results and may lead to displaying incorrect data. 
Verba Technologies takes no responsibilities for any issues caused by neglecting these guidelines.



https://community.jaspersoft.com/community-download


Creating custom XML files

The custom XML files of the Verba Recording System's Reporting module are to be designed by using the following elements, and also 
keeping these structural restrictions in mind.

Aside from the standard coding rules regarding the usage of special characters in XML, there are no additional coding regulations described 
in the Verba Recording System Reporting module.

The XML file consists of several nodes. Each node corresponds to one of the report type's main building bricks, the different configuration 
options.

XML nodes used in the custom report type files are described respectively in their own articles in this guide.



Node - report

Description

<report> is the main node, it is also called the document element. This element is mandatory, the XML document has to be started with 
 and ended with . Report type configuration is stored between these tags.<report> </report>

Attributes

rid Mandatory, has to be a unique number amongst the existing XML files, to identify the custom report type in the system.

repName The name of the report that will appear in the  drop-down list on the  screen. It must be a Report Type Report Generation
 file name and a  name in that lang file separated by a dot.lang key



Node - repParams

Description

You can control the replacement of the  variable in the section of the @repparams Set Filtering Criteria and Report Configuration 
 screen.Report Generation

Attributes

None

Sub node: repParam

Description

Each  sub node represents a selectable value of the first drop-down of the  section on the  screen. repParam Filter Report Generation
Commonly this is a column in a database table by which you want to filter.

Attributes

type Mandatory, you can specify any type that you want, but there are some special types.(These are only 
effective when the  attribute of the  sub node is  or .)input operation select multiselect

agent: the corresponding input box of the  section on Set Filtering Criteria and Report Configuration
the screen will be filled in with values from the  table's  column of the Report Generation [User] Name
database
user: the corresponding input box of the  section on Set Filtering Criteria and Report Configuration
the  screen will be filled in with values from the  table's  column of the Report Generation [User] Name
database
group: the corresponding input box of the  section on Set Filtering Criteria and Report Configuration
the  screen will be filled in with values from the  table's  column of the Report Generation [Group] Name
database
project: the corresponding input box of the  section on Set Filtering Criteria and Report Configuration
the  screen will be filled in with values from the  table's  column of Report Generation [qa_project] name
the database
form: the corresponding input box of the  section on Set Filtering Criteria and Report Configuration
the  screen will be filled in with values from the  table's  column of Report Generation [qa_form] name
the database
evaluator: the corresponding input box of the  section Set Filtering Criteria and Report Configuration
on the  screen will be filled in with values from the  table's  column of Report Generation [User] Name
the database, but only users with  or  right Quality Monitor Administrator Quality Monitor Supervisor
will be added
skill: the corresponding input box of the  section on theSet Filtering Criteria and Report Configuration

 screen will be filled in with values from the  table's  column of the Report Generation [qa_skill] name
database
location: the corresponding input box of the  section Set Filtering Criteria and Report Configuration
on the  screen will be filled in with values from the  table's  Report Generation [Location] Location
column of the database
direction: the corresponding input box of the  section Set Filtering Criteria and Report Configuration
on the  screen will be filled in with values from the  table's  column of Report Generation [String] Value
the database, which is mapped with the  column of the  tableDirection_ID [Direction]



langName This value will be seen in the first drop-down box of the  Set Filtering Criteria and Report Configuration
section in the  screen. The language settings are treated in the same way as with the Report Generation

 attribute of the  node.repName report

Sub node: operation

Description

One  sub node represents one selectable value in the second drop-down box in the operation Set Filtering Criteria and Report 
 section on the  screen.Configuration Report Generation

Attributes

operator This is the actual  script what will be the replacement of the  variable in the  SQL SQL @filters WHERE
keyword. It has two variables called  and . The  variable will be replaced by the @value @2value @value
selected value in the third input box of the  section of the Set Filtering Criteria and Report Configuration

 screen. The  variable is used only when the third input box allows two inputs Report Generation @2value
like .  More information about this can be found in the description of the  attribute.intervalbox input

langName This value will be seen in the second drop-down box of the  Set Filtering Criteria and Report Configuration
section of the  screen.  The language settings are treated in the same way as with the Report Generation

 attribute of the  node.repName report

input The input type of the third input of the  section on the Set Filtering Criteria and Report Configuration
 screen.Report Generation

select: a single select drop-down
multiselect: a multi-select drop-down
textbox: a freely editable input box
textboxint: the same as textbox, but it only accepts numbers
intervalbox: two  inputs next to each other which can be used to set intervals. The value of textboxint
the second input box will be the replacement of the  variable of the  attribute.@2value operator
multitextbox: the same as the  input, but every time you fill it, a new  appears and so textbox textbox
on. This allows you to define multiple freely editable inputs. These values will be the replacement of the 

 variable in the  attribute separated by commas. This is useful when you use  or @value operator IN NOT 
 SQL keywords in the  attribute.IN operator

textboxdate: this is a  input and a datepicker next to it. You can set date and time with this.textbox

id A unique identifier for each  sub node. This is used when you save your dashboard. Use unique operation
values and numbers only.

useAposAroundValues When this attribute is set to , then apostrophes will be used around the input values from multiple input 1
boxes (like ). This is useful when the SQL in the  attribute needs it.multitextbox operation



Node - specRepParams

Description

You can add special input boxes (textbox or checkbox) to the report, using the  node.specRepParams

Attributes

None

Sub node: specRepParam

Description

Each  sub node represents a new input on the  screen in the specRepParam Report Generation Set Filtering Criteria and Report 
 section.Configuration

Attributes

langName This value will be seen next to the input box. It must be a  file name and a  name in that lang file separated by a dot.lang key

input The type of the input. Potential values are the following:

textbox
checkbox
textboxint

default Gives a default value to the input. (E.g. '1' for a checked checkbox)

field The parameter name that will carry the given value to the report. It must be specified in the report definition as  'IN'
parameter in the Jasper report. It becomes an ingoing parameter and then its value can be used freely in the report.



Dashboard Guide

Overview
The Verint Verba solution includes two dashboard solutions:

legacy dashboard capabilities as described in the Legacy dashboards
the next generation dashboard framework with better real-time capabilities and usability, described in this guide

The next generation dashboard provides the following capabilities:

Unlimited number of user-editable dashboards
Reusable built-in dashboards
Provides a long list of built-in widget types
Security through role-based permission control for widgets types
Dashboard sharing with users and groups
Drill-down capability, everything is clickable
Widgets can be dragged & dropped, resized
Widgets can be configured, customized
Custom widgets can be created

Sample dashboard



Dashboard widgets

Dashboard templates

The system offers predefined dashboard templates which include a predefines set of widgets with default settings. When a new dashboard 
is created, the system offers the ability ot choose a template or create the dashboard from scracth.

The following dashboard templates are available:

System Dashboard
Recording Assurance Dashboard
Data Governance Dashboard
eDiscovery Dashboard
Pro-active Compliance Dashboard
BT ITS Dashboard

Widget types

The following widget types are available:

Category Widget Description

System Alert Details Shows a list of alerts. The data is collected from the alerts database, based on the configured filtering 
options.

Alerts 
Summary

By clicking on an item in the list, the user is redirected to the alert list page showing the list of alerts with 
the selected severity.

Audit Log Shows a list of audit log items related to user actions. The data is collected from the audit log database, 
based on the configured filtering options.

Background 
Tasks

Shows the list of background tasks. The data is collected from the tasks database, based on the 
configured filtering options.

Server Status Displays the list of servers indicating the overall status of the services running on the server.

Storage 
Usage Trend

Shows information about the total size of the recorded conversations. The data is collected from the 
recorded conversations database, based on the configured filtering and grouping options.

Recording 
Assurance

Conversations 
Count Trend

Displays the number of conversations on the selected time scale. The data is collected from the 
recorded conversations database, based on the configured filtering and grouping options.

Conversations 
Length Trend

Shows information about the total length of the recorded conversations. The data is collected from the 
recorded conversations database, based on the configured filtering and grouping options.

Incorrect 
Conversations 
Trend

Displays the number of conversations on the selected time scale which were not recorded properly and 
there were errors detected during the recording process. The data is collected from the recorded 
conversations database, based on the configured filtering and grouping options.

Not Recorded 
Conversations 
Trend

Displays the number of conversations on the selected time scale which were not recorded and imported 
by the CDR reconciliation process. The data is collected from the recorded conversations database, 
based on the configured filtering and grouping options.

Peak 
Concurrent 
Conversations 
Trend 

Shows information about the number of peak concurrent recorded conversations. The data is collected 
from the recorded conversations database, based on the configured filtering and grouping options.



Voice Quality 
Check Trend

Displays the number of conversations on the selected time scale where the voice quality score is below a 
configurable threshold. The data is collected from the recorded conversations database, based on the 
configured filtering and grouping options.

Users Without 
Any Recording

Displays the list of configured users and extensions which are not associated with any recorded 
conversation. The data is collected from the recorded conversations, users and extensions database, 
based on the configured filtering options.

Data 
Governance

Data 
Retention 
Policies

Shows a summary of the policies and the status of the last execution. The data is collected from the 
tasks database, based on the configured filtering options.

Disposal Log Shows the number of records deleted on time and overdue. The data is collected from the disposal log 
database which has to be enabled.

Encryption 
Summary

Shows the number of encryption and not encrypted conversations. The data is collected from the 
recorded conversations database, based on the configured filtering options.

Recorded 
Platform 
Summary

Shows the number of conversations grouped by the recorded platforms. The data is collected from the 
recorded conversations database, based on the configured filtering and grouping options.

Storage 
Targets 
Summary

Shows the number and the total duration of the conversations for the storage targets. The data is 
collected from the recorded conversations database, based on the configured filtering options.

Transcription 
Summary

Shows the number of conversation with transcripts available and not available. The data is collected 
from the recorded conversations database, based on the configured filtering options.

Upload Status Shows status of the upload process for the Recording Servers.

eDiscovery Authorization 
Requests List

Shows the authorization requests (playback approvals) for the user.

Authorization 
Requests 
Summary by 
User

Shows the number of authorization requests submitted by the users.

Case Status Shows the cases for the user.

Exports Shows summary of the exports and the status of the last execution. The data is collected from the tasks 
database, based on the configured filtering options.

Legal Hold 
Status

Shows the active legal holds for the user.

Workflow 
Summary

Shows summary information about the workflows such as the total number of requests, the number of 
approved, rejected, escalated requests.

Proactive 
Compliance

Content 
Policy 
Violations by 
Action

Shows the number of content policy violations for each content policy action type. The data is collected 
from the ethical wall audit log database, based on the configured filtering options.

Content 
Policy 
Violations by 
Type

Shows the number of content policy violations for each content policy type. The data is collected from 
the ethical wall audit log database, based on the configured filtering options.

Ethical Wall 
Audit Log

Shows summary information about the audit log entries. The data is collected from the ethical wall 
audit log database, based on the configured filtering options.



Ethical Wall 
Status

Shows summary information about communication policies.

Session Policy 
Violations by 
Action

Shows the number of session policy violations for each session policy action type. The data is collected 
from the ethical wall audit log database, based on the configured filtering options.

Session Policy 
Violations by 
Modality

Shows the number of session policy violations for each session policy type. The data is collected from 
the ethical wall audit log database, based on the configured filtering options.

Top Users 
Violating 
Content 
Policies

Shows the list of top users violating content policies. The data is collected from the ethical wall audit log 
database, based on the configured filtering options.

Top Users 
Violating 
Session 
Policies

Shows the list of top users violating session policies. The data is collected from the ethical wall audit log 
database, based on the configured filtering options.

BT ITS BT ITS - CTI 
Status

Shows the ITSLink CTI connection statistics for the selected Recording Director server.

BT ITS - TTP 
Status

Shows the status of all registered TTPs for the selected Recording Director server.

BT ITS - TTP 
Summary

Shows the summary status of all registered TTPs for the selected Recording Director server.

New widget types are added to the solution in upcoming releases.

 

 

 



System Dashboard

The System Dashboard visualizes information related to server status, storage utilization, recording server utilization, audit log, alerts 
summary and details, etc..

The dashboard is provided as a template, users can clone the template and change or build their own dashboards from the available 
widgets.

Alert Details
Alerts Summary
Audit Log
Background Tasks
Server Status
Storage Usage Trend



Alert Details

Name Alert Details

Description Shows a list of alerts. The data is collected from the alerts database, based on the configured filtering options.

Filters Server
Type
Service
Severity
Status

Drill Down By clicking on an item in the list, the user is redirected to the alert entry page.

Sample

For detailed information on the configuration options, see  .Widget configuration



Alerts Summary

Name Alerts Summary

Description Shows the number of alerts for each severity. The data is collected from the alerts database, based on the configured 
filtering options.

Filters Server
Type
Service
Severity
Status

Drill Down By clicking on an item in the list, the user is redirected to the alert list page showing the list of alerts with the selected 
severity.

Sample

For detailed information on the configuration options, see  .Widget configuration



Audit Log

Name Audit Log

Description Shows a list of audit log items related to user actions. The data is collected from the audit log database, based on the 
configured filtering options.

Filters User
Event

Drill Down By clicking on an item in the list, the user is redirected to the audit log entry page.

Sample

For detailed information on the configuration options, see  .Widget configuration



Background Tasks

Name Background Tasks

Description Shows the list of background tasks. The data is collected from the tasks database, based on the configured filtering 
options.

Filters Server
Type
Service
Severity
Status

Drill Down By clicking on an item in the list, the user is redirected to the background tasks page.

Sample

For detailed information on the configuration options, see  .Widget configuration



Server Status

Name Server Status

Description Displays the list of servers indicating the overall status of the services running on the server.

Filters Server

Drill Down By moving the mouse over an item in the list, the list of services displayed with status information.

By clicking on an item in the list, the user is redirected to the server configuration page.

Sample

For detailed information on the configuration options, see  .Widget configuration



Storage Usage Trend

Name Storage Usage Trend

Description Shows information about the total size of the recorded conversations. The data is collected from the recorded 
conversations database, based on the configured filtering and grouping options.

Filters Server
Modality
Storage Target

Group By No grouping
Server

Drill Down By clicking on a data point on the chart, the user is redirected to the search page showing the list of conversations for the 
selected data point.

Sample

For detailed information on the configuration options, see  .Widget configuration



Recording Assurance Dashboard

The Recording Assurance dashboard visualizes information related to recorder health, CDR reconciliation and voice quality check.

This kind of dashboard is used by compliance operations staff to quickly understand the current status and health of their recording estate.

The dashboard is provided as a template, users can clone the template and change or build their own dashboards from the available 
widgets.

Conversations Count Trend
Conversations Length Trend
Incorrect Conversations Trend
Not Recorded Conversations Trend
Peak Concurrent Conversations Trend
Voice Quality Check Trend
Users Without Any Recording



Conversations Count Trend

Name Conversations Count Trend

Description Displays the number of conversations on the selected time scale. The data is collected from the recorded conversations 
database, based on the configured filtering and grouping options.

Filters Server
Modality

Group By No grouping
Server

Drill Down By clicking on a data point on the chart, the user is redirected to the search page showing the list of conversations for the 
selected data point.

Sample

For detailed information on the configuration options, see  .Widget configuration



Conversations Length Trend

Name Conversations Length Trend

Description Shows information about the total length of the recorded conversations. The data is collected from the recorded 
conversations database, based on the configured filtering and grouping options.

Filters Server
Modality

Group By No grouping
Server

Drill Down By clicking on a data point on the chart, the user is redirected to the search page showing the list of conversations for the 
selected data point.

Sample  

For detailed information on the configuration options, see  .Widget configuration



Incorrect Conversations Trend

Name Incorrect Conversations Trend

Description Displays the number of conversations on the selected time scale which were not recorded properly and there were errors 
detected during the recording process. The data is collected from the recorded conversations database, based on the 
configured filtering and grouping options.

Filters Server
Modality

Group By No grouping
Server

Drill Down By clicking on a data point on the chart, the user is redirected to the search page showing the list of conversations for the 
selected data point.

Sample

For detailed information on the configuration options, see  .Widget configuration



Not Recorded Conversations Trend

Name Not Recorded Conversations Trend

Description Displays the number of conversations on the selected time scale which were not recorded and imported by the CDR 
reconciliation process. The data is collected from the recorded conversations database, based on the configured filtering 
and grouping options.

Filters Server
Modality

Group By No grouping
Server

Drill Down By clicking on a data point on the chart, the user is redirected to the search page showing the list of conversations for the 
selected data point.

Sample

For detailed information on the configuration options, see  .Widget configuration



Peak Concurrent Conversations Trend

Name Peak Concurrent Conversations Trend

Description Shows information about the number of peak concurrent recorded conversations. The data is collected from the 
recorded conversations database, based on the configured filtering and grouping options.

Filters Server
Modality

Group By No grouping
Server

Drill Down By clicking on a data point on the chart, the user is redirected to the search page showing the list of conversations for the 
selected data point.

Sample

For detailed information on the configuration options, see  .Widget configuration



Voice Quality Check Trend

Name Voice Quality Check Trend

Description Displays the number of conversations on the selected time scale where the voice quality score is below a configurable 
threshold. The data is collected from the recorded conversations database, based on the configured filtering and 
grouping options.

Filters Server
Modality

Voice 
Quality 
Score

Defines the voice quality score threshold, only conversations with a voice quality score less or equal then the configured 
value will be displayed.

Group By No grouping
Server

Drill Down By clicking on a data point on the chart, the user is redirected to the search page showing the list of conversations for the 
selected data point.

Sample

For detailed information on the configuration options, see  .Widget configuration



Users Without Any Recording

Name Users Without Recording

Description Displays the list of configured users and extensions which are not associated with any recorded conversation. The data is 
collected from the recorded conversations, users and extensions database, based on the configured filtering options.

Filters Is Extension Valid
Recording Mode
Only show extension with no recording

Drill Down By clicking on an item in the list, the user is redirected to the user configuration page

Sample N/A

For detailed information on the configuration options, see  .Widget configuration



Data Governance Dashboard

The Data Governance dashboard gives a snapshot view of the data management status across the system. It shows trends and 
administrator can spot any anomalies and outliers that may cause concern. 

The dashboard is provided as a template, users can clone the template and change or build their own dashboards from the available 
widgets.

Data Retention Policies
Disposal Log Widget
Encryption Summary
Recorded Platform Summary
Storage Targets Summary
Transcription Summary
Upload Status



Data Retention Policies

Name Data Retention Policies

Description Shows a summary of the policies and the status of the last execution. The data is collected from the tasks database, based 
on the configured filtering options.

Filters Status
Task Type

Drill Down By clicking on an item in the list, the user is redirected to the data management policy configuration page.

Sample

For detailed information on the configuration options, see  .Widget configuration



Disposal Log Widget

Name Disposal Log

Description Shows the number of records deleted on time and overdue. The data is collected from the disposal log database which has 
to be enabled.

Filters User Location
Modality

Drill Down N/A

Sample

For detailed information on the configuration options, see  .Widget configuration



Encryption Summary

Name Encryption Summary

Description Shows the number of encryption and not encrypted conversations. The data is collected from the recorded conversations 
database, based on the configured filtering options.

Filters Server
Modality
Storage Target

Drill Down N/A

Sample

For detailed information on the configuration options, see  .Widget configuration



Recorded Platform Summary

Name Recorded Platform Summary

Description Shows the number of conversations grouped by the recorded platforms. The data is collected from the recorded 
conversations database, based on the configured filtering and grouping options.

Filters Server
Modality

Drill Down By clicking on a data point on the chart, the user is redirected to the search page showing the list of conversations for the 
selected data point.

Sample

For detailed information on the configuration options, see  .Widget configuration



Storage Targets Summary

Name Storage Targets Summary

Description Shows the number and the total duration of the conversations for the storage targets. The data is collected from the 
recorded conversations database, based on the configured filtering options.

Filters Storage Target
Server
Modality

Drill Down By clicking on a data point on the chart, the user is redirected to the search page showing the list of conversations for the 
selected data point.

Sample

For detailed information on the configuration options, see  .Widget configuration



Transcription Summary

Name Transcription Summary

Description Shows the number of conversation with transcripts available and not available. The data is collected from the recorded 
conversations database, based on the configured filtering options.

Filters Storage Target
Server
Modality

Drill Down N/A

Sample

For detailed information on the configuration options, see  .Widget configuration



Upload Status

AVAILABLE IN VERSION 9.4 AND LATER

 

Name Upload Status

Description Shows status of the upload process for the Recording Servers.

Filters Server
Record Type

Group By No grouping
Server

Drill Down N/A

Sample

For detailed information on the configuration options, see  .Widget configuration



eDiscovery Dashboard

The eDiscovery dashboard gives a snapshot view of the compliance workload, status, and risk across the organization. It shows trends and 
compliance officers can spot any anomalies and outliers that may cause concern. 

The dashboard is provided as a template, users can clone the template and change or build their own dashboards from the available 
widgets.

Authorization Requests List
Authorization Requests Summary by User
Case Status
Exports
Legal Hold Status
Workflow Summary



Authorization Requests List

Name Authorization Requests List

Description Shows the authorization requests (playback approvals) for the user.

Filters User

Drill Down By clicking on an item in the list, the user is redirected to the authorization request configuration page.

Sample

For detailed information on the configuration options, see  .Widget configuration



Authorization Requests Summary by User

Name Authorization Requests Summary by User

Description Shows the number of authorization requests submitted by the users.

Filters User

Drill Down By clicking on an item in the list, the user is redirected to the authorization requests list page.

Sample

For detailed information on the configuration options, see  .Widget configuration



Case Status

Name Case Status

Description Shows the cases for the user.

Filters Label
User

Drill Down By clicking on an item in the list, the user is redirected to the case configuration page.

Sample

For detailed information on the configuration options, see  .Widget configuration



Exports

Name Exports

Description Shows summary of the exports and the status of the last execution. The data is collected from the tasks database, based on 
the configured filtering options.

Filters Status
User

Drill Down By clicking on an item in the list, the user is redirected to the export configuration page.

Sample

For detailed information on the configuration options, see  .Widget configuration



Legal Hold Status

Name Legal Hold Status

Description Shows the active legal holds for the user.

Filters Status
User

Drill Down By clicking on an item in the list, the user is redirected to the legal hold configuration page.

Sample

For detailed information on the configuration options, see  .Widget configuration



Workflow Summary

Name Workflow Summary

Description Shows summary information about the workflows such as the total number of requests, the number of approved, rejected, 
escalated requests.

Filters N/A

Drill Down By clicking on an item in the list, the user is redirected to the workflow configuration page.

Sample

For detailed information on the configuration options, see  .Widget configuration



Pro-active Compliance Dashboard

The Pro-active Compliance dashboard gives a snapshot view of the ethical wall Status, # of violations, the type of violations and who are 
. It shows trends and administrator can spot any anomalies and outliers that may cause concern. the worst offenders

The dashboard is provided as a template, users can clone the template and change or build their own dashboards from the available 
widgets.

Content Policy Violations by Action
Content Policy Violations by Type
Ethical Wall Audit Log
Ethical Wall Status
Session Policy Violations by Action
Session Policy Violations by Modality
Top Users Violating Content Policies
Top Users Violating Session Policies



Content Policy Violations by Action

Name Content Policy Violations by Action

Description Shows the number of content policy violations for each content policy action type. The data is collected from the ethical 
wall audit log database, based on the configured filtering options.

Filters Event

Drill Down By clicking on a data point on the chart, the user is redirected to the ethical wall audit page showing the list of entries for 
the selected data point.

Sample N/A

For detailed information on the configuration options, see  .Widget configuration



Content Policy Violations by Type

Name Content Policy Violations by Type

Description Shows the number of content policy violations for each content policy type. The data is collected from the ethical wall audit 
log database, based on the configured filtering options.

Filters Content Policy Type

Drill Down By clicking on a data point on the chart, the user is redirected to the ethical wall audit page showing the list of entries for the 
selected data point.

Sample

For detailed information on the configuration options, see  .Widget configuration



Ethical Wall Audit Log

Name Ethical Wall Audit Log

Description Shows summary information about the audit log entries. The data is collected from the ethical wall audit log database, 
based on the configured filtering options.

Filters N/A

Drill Down By clicking on an item in the list, the user is redirected to the ethical wall audit log page showing the related entry.

Sample

For detailed information on the configuration options, see  .Widget configuration



Ethical Wall Status

Name Ethical Wall Status

Description Shows summary information about communication policies.

Filters N/A

Drill Down By clicking on an item in the list, the user is redirected to the communication policy configuration page.

Sample

For detailed information on the configuration options, see  .Widget configuration



Session Policy Violations by Action

Name Session Policy Violations by Action

Description Shows the number of session policy violations for each session policy action type. The data is collected from the ethical wall 
audit log database, based on the configured filtering options.

Filters Event

Drill Down By clicking on a data point on the chart, the user is redirected to the ethical wall audit page showing the list of entries for the 
selected data point.

Sample

For detailed information on the configuration options, see  .Widget configuration



Session Policy Violations by Modality

Name Session Policy Violations by Modality

Description Shows the number of session policy violations for each session policy type. The data is collected from the ethical wall audit 
log database, based on the configured filtering options.

Filters Modality

Drill Down By clicking on a data point on the chart, the user is redirected to the ethical wall audit page showing the list of entries for the 
selected data point.

Sample

For detailed information on the configuration options, see  .Widget configuration



Top Users Violating Content Policies

Name Top Users Violating Content Policies

Description Shows the list of top users violating content policies. The data is collected from the ethical wall audit log database, based on 
the configured filtering options.

Filters N/A

Drill Down By clicking on a data point on the chart, the user is redirected to the ethical wall audit page showing the list of entries for the 
selected data point.

Sample

For detailed information on the configuration options, see  .Widget configuration



Top Users Violating Session Policies

Name Top Users Violating Content Policies

Description Shows the list of top users violating session policies. The data is collected from the ethical wall audit log database, based on 
the configured filtering options.

Filters N/A

Drill Down By clicking on a data point on the chart, the user is redirected to the ethical wall audit page showing the list of entries for the 
selected data point.

Sample

For detailed information on the configuration options, see  .Widget configuration



BT ITS Dashboard

AVAILABLE IN VERSION 9.4 AND LATER

The BT ITS Dashboard visualizes information related to CTI messages, the status of individual TTPs and TTP summary information.

The dashboard is provided as a template, users can clone the template and change or build their own dashboards from the available 
widgets.

BT ITS - CTI Status
BT ITS - TTP Status
BT ITS - TTP Summary



BT ITS - CTI Status

Name CTI Status

Description Shows the ITSLink CTI connection statistics for the selected Recording Director server.

Filters N/A

Drill Down N/A

Sample

For detailed information on the configuration options, see  .Widget configuration



BT ITS - TTP Status

Name TTP Status

Description Shows the status of all registered TTPs for the selected Recording Director server. Each colored box represents a single TTP, 
2N TTP pairs are displayed next to each other. For each TTP, the following information is displayed:

TTP Voice Recorder ID : Trunk ID* (e.g. 1:1*), where * shows the primary TTP in case of 2N configurations
Hostname or IP address of the Media Recorder assigned to the TTP (e.g. bt-recorder.contoso.com)
Voice VLAN ID (TTP local IP address : port on the Media Recorder) (e.g. A (10.110.23.78:53251))
Number of RTP packets received / Number of RTP packets lost / Number of duplicated RTP packets

Filters Server
Status

Drill Down N/A

Sample

For detailed information on the configuration options, see  .Widget configuration



BT ITS - TTP Summary

Name TTP Summary

Description Shows the summary status of all registered TTPs for the selected Recording Director server.

Filters Server

Drill Down N/A

Sample

For detailed information on the configuration options, see  .Widget configuration



Widget configuration

Widgets can be configured individually. Various widget types support additional parameters, others might support fewer options.

The following options might be available:

Caption Title of the widget

Widget 
Type

Type of the selected widget. The list includes all widget types available for the user. Users might not have access to all 
widget types. Access to widget types is controlled through role and permission configuration.

Display 
Method

Specifies the available display method for the widget, the available options depend on if grouping is configured or not.

Without grouping:

Line chart
Area chart
Bar chart
Column chart
Spline chart
Spline area chart

When grouping configured:

Stacked area chart
Stacked bar chart
Stacked column chart
Multiseriesarea chart
Multiseriesline chart
Multiseriesspline chart
Multiseriesspline area chart

Date 
Interval

Specifies how data is grouped on the timeline. For each option, the system limits the maximum number of data points on 
the timeline which can be entered in the  input field:Last

Hour: 1 to 72
Day 1 to 31
Week: 1 to 12
Month: 1 to 12
Quarter: 1 to 12
Year: 1 to 7

Filters Data can be filtered using the available fields. Use the drop-down field to select the field you want to use then select the 
operation and finally the value. You can add multiple filter option by pressing the plus icon.

Max 
Rows

Defines the maximum number of items displayed on lists.

Group By Specifies the grouping option for the data. When grouping is configured, data will be displayed separately for each group 
available.

Timezone Defines the timezone used to display data. By default, the system uses the timezone configured for the user.

Refresh Defines the automatic refresh interval for the widget:

No refresh
15 minutes
30 minutes
45 minutes
90 minutes
120 minutes

The data shown in the widget is cached for the configured amount of minutes before a potentially time and resource 
consuming data refresh. Use this capability to find a good balance between fast dashboard rendering and data freshness.

The following widget configuration shows a widget used for recording assurance. The widget is an area chart, showing information from 
the last 7 days, without filters and grouping:





Dashboard sharing

Dashboards can be shared with various audiences.

The following options are available:

Share with everyone - all users in the system will have access to the dashboard
User(s) - specified users will have access to the dashboard
Group(s) - all members of the specified groups will have access to the dashboard
Grant Edit right - members of the audience will be able to edit the dashboard, and changes will apply to all other members
Grant Delete right - members of the audience will be able to edit the dashboard, and changes will apply to all other members

 

In this screenshot a dashboard called Recording Assurance is shared to members of two groups with edit right:



Dashboard snapshots

The system allows sending a snapshot of any of the dashboards to one more email addresses based a defined schedule automatically. The 
email can include the dashboards as a PDF file attachment or the individual widgets as inline images in the body of the email or both. 

In order to configure dashboard snapshots, follow the steps below:

Step 1 - Validate email sending configuration.

Step 2 - Select the dashboard under Reports \ Dashboards.

 Step 3 - Click on the

icon to open dashboard configuration on the top right corner on the page.

Step 4 - Under the  section, enable the  option and configure the snapshot generation and sending.Snapshot Send Snapshot

 

Configuration Description

Send on Each 
Period Day at

Defines the hour and minute when the dashboard will be generated on the defined period day. The dashboards 
will reflect the same information as it would be opened by the user manually.

Period Settings Defines the frequency of the periods, the following valid values apply: 

Daily
Weekly, select the desired day
Monthly, select the desired day, make sure you select a valid day for each month

Include  Defines the format of the dashboards included in the emails, the following valid values apply:

Both PDF Attachment and Inline Images
PDF Attachment
Inline Images

Recipient 
Email Address

 Defines the email addresses of the recipients, multiple email addresses can be defined.

Step 5 - Click on the   button to save the configuration. The system will start generating and sending the snapshot at the next Save
applicable period.



 

 

 



Legacy dashboards

Overview

This guide explains how to  and .use the dashboard configure widgets

The Verba Recording System dashboards provide an at a glance view 
of agent performance and other various metrics of the recording 
system for many individuals in an organization. They give companies 
a factual and timely window into performance, they help them 
identify anomalies that could turn into significant business issues, 
and provide an entry point for digging deeper into root causes.

Users with proper authorization can access their dashboard, which 
can be personalized by adding new widgets, changing the layout 
structure, etc.

Widget categories

In the Verba Recording System the following dashboard widget 
categories are available:

Call Activity Widgets
Quality Management Widgets

Available configuration options

Widgets available in the system can be configured easily and quickly. 
Just move your cursor over the top right corner of the widget and 
click on the Configure Widget icon.

Title The title of the widget displayed in the header of 
the widget window

Widget 
type

Here you can select from the numerous widget 
templates

Display 
method

Chart or table

Filter 
options

Here you can define optional filtering

Call Activity Widgets

Simultaneous Calls Trend widget
Overall Call Counts Trend widget
Average Call Durations Trend widget
Overall Call Directions Trend widget

Quality Management Widgets

Overall Performance Trend widget
Top Performing Agents widget
Top Performing Groups widget
Low Performing Agents widget
Low Performing Groups widget
Agents Overall Performance widget
Agents Performance Trend widget
Agents Quality vs Productivity (Average Call Duration) 
widget
Agents Quality vs Productivity (Calls Handled) widget
Groups Overall Performance widget
Groups Performance Trend widget
Groups Quality vs Productivity (Average Call Duration) 
widget
Groups Quality vs Productivity (Calls Handled) widget
Supervisors Productivity Trend widget
Score Distribution widget
Skills Performance Trend widget
Skills Overall Performance widget

The Verint Verba solution includes a next-generation 
, that over time will replace the dashboard framework

current solution. See  for more Next Generation Dashboard
details.





Creating new widget types

Creating new widget types overview
Creating custom XML files for widgets
Node - dash
Node - sql



Creating new widget types overview

Verba Recording System provides a way to add new, custom widget types by creating an XML file describing the widget.

The custom widgets can be added to the system, by copying the XML files to C:\Program Files\Verba\tomcat\webapps\verba\dashboard 
(assuming default installation path), where the system automatically recognizes them, and makes them available on the web interface.

When a custom widget is no longer needed, it can be removed simply by deleting its XML file from the path described above.

These XML files MUST follow the structural and creational guidelines described in this guide. Wrong configuration might affect 
data processing which effects the results and may lead to displaying incorrect data.
Verba Technologies takes no responsibilities for any issues caused by the neglection of these guidelines.



After the widget is deleted, the displayed data and the widget itself becomes unavailable, even on a previously saved dashboard 
layout.







Creating custom XML files for widgets

The custom XML files of the Verba Recording System's Dashboard are to be designed by using the following elements, and also keeping 
these structural restrictions in mind.

Aside from the standard coding rules regarding the usage of special characters in XML, there are no additional coding regulations described 
in the Verba Recording System Dashboard.

The XML file consists of several nodes. Each node corresponds to one of the widget's main building bricks, the different configuration 
options.

XML nodes used in the custom widget type files are described respectively in their own articles in this guide.



Node - dash

Description

<dash> is the main node, it is also called the document element. This element is mandatory, the XML document has to be started with 
 and ended with . Widget configuration is stored between these tags.<dash> </dash>

Attributes

id Mandatory, has to be a unique number amongst the existing XML files, to identify the widget on a saved 
dashboard.

widgetTypeLangName The name of the widget that will appear in the  drop-down list on the Dashboard Widget Widget Type
Configuration panel. It must be a  file name and a  name in that lang file separated by a dot.lang key

xAxis A column name in the result set of the SQL query, which makes up the X-axis values of the chart.

yAxis A column name in the result set of the SQL query, which makes up the Y-axis values of the chart.

xAxisLangName The label of the X-axis, treated in the same way as the  attribute. This text is displayed widgetTypeLangName
under the X-axis of the chart.

yAxisLangName The label of the Y-axis, treated in the same way as the  attribute. This text is displayed widgetTypeLangName
under the Y-axis of the chart.

zAxisLangName Used only with the  display method, where three columns are required. Available only when  Table Scatter
chart is defined, this attribute represents the name of the third column. For further information, check out the

 node.displayMethods

seriesId Mandatory, has to be a column name from the result set of the SQL query. This is used by charts with multiple 
series (like the ), and represents the third dimension of the chart.Group Performance Trend

This is mandatory, even when the chart is made of one series (like ). A fix value has to Top Performing Agents
be used from the result set, like in Top Performing Agents the seriesId='id' is mapped to the column generated 
by this SQL '1 as id'. This way you will only have one series.

seriesName Mandatory, has to be a column name from the result set of the SQL query, used by charts with multiple series.

If the chart is made of only one series, a dummy value has to be used, like in : Top Performing Agents
seriesName='series_name' and the SQL mapped to this is : " as series_name".

If the chart is made of multiple series, the seriesName will represent the name of each series, like in Groups 
: seriesName='group_name' and the column of the result set mapped to this is "(SELECT Performance Trend

name FROM [Group] g WHERE g.Group_ID=ug.Group_ID) as group_name)"

numberSuffix This sign will be displayed after each value of the Y-axis. (e.g.: '%' or '$').

category Mandatory, can be ' ' or ' ', depending on whether the category of the drop-down where qm call Widget Type
the widget belongs to is  or .Quality Management Widgets Call Activity Widgets



Node - sql

Description

This node contains the SQL query that provides data for of the axis of the chart.

Attributes

None

SELECT

Mandatory columns

the column that is mapped with the  attribute of the  nodexAxis dash
the column that is mapped with the  attribute of the  nodeyAxis dash
the column that is mapped with the  attribute of the  nodeseriesId dash
the column that is mapped with the  attribute of the  nodeseriesName dash

Additional columns

if you want to group your query with the  SQL clause, you have to add this column to your result set, because of the SQL GROUP BY
restrictions (like the  column in )qv.user_id Top Performing Agents
if you want to control the size of the result set, you can use the  variable after the SELECT TOP SQL keywords. This causes @topX
the  input box to appear in the widget configuration popup to provide an input for defining the Number of items to be selected
size of the result set. The  variable will be replaced with the value typed into this input box before the SQL query is executed.@topX
in trend charts, you may want to group the result set by some time step (weeks, months etc.). This can be achieved by using the 

 variable which has to be added to the query in two places. Once after the  SQL clause (to group the result @tim ause GROUP BY
set) and once more among the columns, to retrieve the values for the X-axis. More information about this can be found in the 
description of the tim /b> node.

WHERE

Number of WHERE clauses is not limited, you can use as many as you want.

Available variables include the following:

@filters defines the filters for the widget, which can be set on the  panel under the  section. The WIdget Configuration Filter
variable will be replaced by the values set in this section. More information about this can be found in the description of 
the  node.filters

@tzId this variable will be replaced by the time zone identifier selected in the drop-down menu in the  section of Date Interval
the  popup, named . You can use this option to control the Widget Configuration Display results according to time zone
time zone in which you want to see your chart. You can also use this along with the  table in the database to timezones
retrieve time offsets for each time zone.

@fromDate this variable will be replaced with the start date and time set in the  section of the  Date Interval WIdget Configuration
popup

@toDate this variable will be replaced with the end date and time set in the  section of the  Date Interval WIdget Configuration
popup

@eid this variable will be replaced with the environment identifier of the logged in user

 



 

GROUP BY

Number of GROUP BY clauses is not limited, you can use as many as you want.

Available variables include the following:

@tim 
ause

When you use trend reports, you can use this variable to control the timestep of the x-axis. This variable will be replaced with 
the value provided by the  drop-down in the  popup. More information about this can be found Time Axis Widget Configuration
in the description of the tim /b> node.



Dashboard widget types



Using the dashboard

Creating and saving the dashboard
Configuring and modifying the dashboard
Managing widgets on the dashboard



Creating and saving the dashboard

The Verba Recording System dashboard is accessible via the Dashboard menu on the main navigation. Initially the dashboard is empty, it 
doesn't contain any widgets upon first start.

The dashboard is easily operated by the controls in the top-right corner of the dashboard itself.

Dashboard controls include the following:

Control Name Function

Save dashboard Saves the current dashboard layout and all widget settings of the current user 
for future use.

Configure dashboard Displays the "Dashboard Configuration" panel.

Add new widget to dashboard Adds a new, non-configured widget to the next empty widget holder box on the 
dashboard.



Configuring and modifying the dashboard

When a user logs in to the Verba Recording System Web Interface, and goes to the Dashboard, the last saved version of the dashboard is 
automatically loaded with all the saved widgets and their custom configurations. Widget data is automatically generated every time the 
user opens the dashboard.

The users can customize their dashboards with the "Configure dashboard" control.

Dashboard configuration options include the following:

Name Function

Title Defines a custom dashboard title.

Layout Customizes the display of the dashboard widgets, by using the 1, 2 and 3 column layouts. The widgets are displayed in 1, 2, and 
3 column rows in the table, according to the layout names.

Height Sets the height for the widgets on the dashboard. This setting is effective for all displayed dashboard widgets, and is to be 
provided in pixels.

 



Managing widgets on the dashboard

 

Adding widgets to the dashboard

Every time a user operates the "Add new widget" control of the dashboard, a new, default widget is automatically added to the next empty 
widget holder box. The added widget is non-configured in its initial state, and doesn't display any data.

Controlling widgets

The Verba Recording System dashboard widgets display their controls in the right corner of their title bar when the mouse cursor is over 
them. Every widget on the dashboard has its own controls, independently from each other.

Dashboard widget controls include the following:

Control Name Function

Configure widget Displays the "Dashboard Widget Configuration" panel.

Refresh widget Refreshes the widget by recalculating data, and displaying the new results.

Fullscreen Displayed only in normal (e.g. dashboard) view, this control maximizes the 
selected widget, to fit the whole browser screen.

Restore fullscreen Displayed only in fullscreen mode, this control returns to the dashboard view 
and restores the selected widget to its normal size.

Close widget Removes the widget from the dashboard, and automatically moves the widget 
below, to the removed one's widget holder box.

Cancel query Displayed only during the processing and calculation period, this control 
provides a way to cancel a running query.

This function is very useful when a query takes considerably more time to 
execute.

Configuring widgets

The users can customize their dashboards widgets using the "Configure widget" control.

Individual widget configuration values are detailed further in  for every widget type, however every widget shares Dashboard widget types
the same configuration options.

Widget configuration options

Common widget configuration options include the following:

Name Function

Title Defines a custom widget title.

Widget 
type

Defines the type of the widget. Users can select from the existing widget types using this drop-down menu on the 
configuration panel.

Display 
method

Sets the widget's display method accordingly. (This option varies per widget.)



Date 
interval

Sets the date interval for the query.

Filter Provides means for enabling multiple different filtering options. (This option varies per widget.)

Additional widget configuration options

Certain widgets utilize additional configuration options.

Additional widget configuration options include the following:

Name Function

Time axis Defines the time axis resolution.

Number of 
items to 
be 
displayed

Maximized the number of items to be displayed by the widget

Organizing dashboard widgets

Ordering and relocation of the widgets is made possible by the drag-and-drop feature of the dashboard. When the mouse cursor moves 
over the widgets' title bar, it automatically changes to a cross. Simply click and drag the selected widget by its title bar, and move it to the 
desired widget holder box on the dashboard. The available widget holder boxes are automatically highlighted when the dragged widget 
moves over them.

If the desired widget holder box is occupied at the moment of relocation, the widget in it is automatically moved to the widget holder 
below itself.

Removing widgets from the dashboard

Widgets are easily removable from the dashboard via the "Remove widget" icon, which is located in the top right corner of the widget itself. 
By clicking on the control, the selected widget gets removed from the dashboard, and the one below it automatically occupies its widget 
holder box.



Widgets - Call Activity



Simultaneous Calls Trend widget

Category: Call Activity Widgets

Description

Displays the number of simultaneous calls on the selected time scale. The data is collected from the recorded calls database, based on the 
configured filtering options.

Display methods

Chart Line
Area 2D

Filter options

None

 

Widget sample



Overall Call Counts Trend widget

 

Category: Call Activity Widgets

Description

Displays the number of calls on the selected time scale. The data is collected from the recorded calls database, based on the configured 
filtering options.

Display methods

Chart Line
Area 2D

Filter options

Date Interval Only calls in the defined date and time interval will be displayed.

Current: This option lets you select the entire current (momentary) hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the current date and time, every time the widget is displayed.
E.g. current week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM and Sunday 11:59 PM.
Last: This option lets you select the entire last hour, day, week, month, quarter or year for the query 
interval.
The system dynamically calculates the last date and time, every time the widget is displayed.
E.g. last week on Tuesday at 10:15 AM, will correspond to a date and time interval between Tuesday 10:
15 AM on the week before and Tuesday 10:15 AM (momentary date).
Previous: This option lets you select the entire previous calendar hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the previous date and time, every time the widget is displayed.
E.g. previous week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM on the week before and Sunday 11:59 PM on the week before.
Fixed: This option lets you freely customize a static date and time interval for the query.

User Only calls, based on the defined user filtering options will be displayed.

Groups Only calls, based on the defined group filtering options will be displayed.

 

Widget sample





Average Call Durations Trend widget

 

Category: Call Activity Widgets

Description

Displays average call durations on the selected time scale. The data is collected from the recorded calls database, based on the configured 
filtering options.

Display methods

Chart Line
Area 2D

Filter options

Date Interval Only calls in the defined date and time interval will be displayed.

Current: This option lets you select the entire current (momentary) hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the current date and time, every time the widget is displayed.
E.g. current week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM and Sunday 11:59 PM.
Last: This option lets you select the entire last hour, day, week, month, quarter or year for the query 
interval.
The system dynamically calculates the last date and time, every time the widget is displayed.
E.g. last week on Tuesday at 10:15 AM, will correspond to a date and time interval between Tuesday 10:
15 AM on the week before and Tuesday 10:15 AM (momentary date).
Previous: This option lets you select the entire previous calendar hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the previous date and time, every time the widget is displayed.
E.g. previous week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM on the week before and Sunday 11:59 PM on the week before.
Fixed:This option lets you freely customize a static date and time interval for the query.

User Only calls, based on the defined user filtering options will be displayed.

Groups Only calls, based on the defined group filtering options will be displayed.

 

Widget sample





Overall Call Directions Trend widget

 

Category: Call Activity Widgets

Description

Displays the number of calls on the selected time scale. The data is collected from the recorded calls database, based on the configured 
filtering options. The widget displays information grouped by call directions.

Display methods

Chart Line
Area 2D

Filter options

Date Interval Only calls in the defined date and time interval will be displayed.

Current: This option lets you select the entire current (momentary) hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the current date and time, every time the widget is displayed.
E.g. current week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM and Sunday 11:59 PM.
Last: This option lets you select the entire last hour, day, week, month, quarter or year for the query 
interval.
The system dynamically calculates the last date and time, every time the widget is displayed.
E.g. last week on Tuesday at 10:15 AM, will correspond to a date and time interval between Tuesday 10:
15 AM on the week before and Tuesday 10:15 AM (momentary date).
Previous: This option lets you select the entire previous calendar hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the previous date and time, every time the widget is displayed.
E.g. previous week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM on the week before and Sunday 11:59 PM on the week before.
Fixed: This option lets you freely customize a static date and time interval for the query.

User Only calls, based on the defined user filtering options will be displayed.

Groups Only calls, based on the defined group filtering options will be displayed.

 

Widget sample





Widgets - Quality Management



Overall Performance Trend widget

 

Category: Quality Management Widgets

Description

Displays average evaluation score values on the selected time scale. The data is collected from the scorecards, based on the configured 
filtering options.

Display methods

Chart Line
Area 2D

Filter options

Date Interval Only calls in the defined date and time interval will be displayed.

Current: This option lets you select the entire current (momentary) hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the current date and time, every time the widget is displayed.
E.g. current week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM and Sunday 11:59 PM.
Last: This option lets you select the entire last hour, day, week, month, quarter or year for the query 
interval.
The system dynamically calculates the last date and time, every time the widget is displayed.
E.g. last week on Tuesday at 10:15 AM, will correspond to a date and time interval between Tuesday 10:
15 AM on the week before and Tuesday 10:15 AM (momentary date).
Previous: This option lets you select the entire previous calendar hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the previous date and time, every time the widget is displayed.
E.g. previous week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM on the week before and Sunday 11:59 PM on the week before.
Fixed:This option lets you freely customize a static date and time interval for the query.

Agent Only evaluations for the selected agent(s) will be displayed

Skill Only evaluations for the selected skill(s) will be displayed

Groups Only evaluations for the agent(s) of the selected group(s) will be displayed

Evaluation Project Only evaluations based on the selected evaluation project(s) will be displayed

Evaluation Form Only evaluations based on the selected evaluation form(s) will be displayed

Score Only evaluations matching the overall score criteria will be displayed

Evaluated By Only evaluations evaluated by the selected supervisor(s) will be displayed

 

Widget sample





Top Performing Agents widget

Category: Quality Management Widgets

Description

Displays the agents with the highest average evaluation score values. The data is collected from the scorecards, based on the configured 
filtering options. The number of displayed agents can be changed by altering the value of the "Number of items to be selected" field.

Display methods

Chart Column 3D
Column 2D
Bar 2D
Pie 2D
Pie 3D
Doughnut 2D
Area 2D

Table The results are shown in a standard 2D table format.

Filter options

Date Interval Only calls in the defined date and time interval will be displayed.

Current: This option lets you select the entire current (momentary) hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the current date and time, every time the widget is displayed.
E.g. current week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM and Sunday 11:59 PM.
Last: This option lets you select the entire last hour, day, week, month, quarter or year for the query 
interval.
The system dynamically calculates the last date and time, every time the widget is displayed.
E.g. last week on Tuesday at 10:15 AM, will correspond to a date and time interval between Tuesday 10:
15 AM on the week before and Tuesday 10:15 AM (momentary date).
Previous: This option lets you select the entire previous calendar hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the previous date and time, every time the widget is displayed.
E.g. previous week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM on the week before and Sunday 11:59 PM on the week before.
Fixed:This option lets you freely customize a static date and time interval for the query.

Agent Only evaluations for the selected agent(s) will be displayed

Skill Only evaluations for the selected skill(s) will be displayed

Groups Only evaluations for the agent(s) of the selected group(s) will be displayed

Evaluation Project Only evaluations based on the selected evaluation project(s) will be displayed

Evaluation Form Only evaluations based on the selected evaluation form(s) will be displayed

Score Only evaluations matching the overall score criteria will be displayed

Evaluated By Only evaluations evaluated by the selected supervisor(s) will be displayed

 



Widget sample



Top Performing Groups widget

Category: Quality Management Widgets

Description

Displays the groups with the highest average evaluation score values. The data is collected from the scorecards, based on the configured 
filtering options. The number of displayed groups can be changed by altering the value of the "Number of items to be selected" field.

Display methods

Chart Column 3D
Column 2D
Bar 2D
Pie 2D
Pie 3D
Doughnut 2D
Area 2D

Table The results are shown in a standard 2D table format.

Filter options

Date Interval Only calls in the defined date and time interval will be displayed.

Current: This option lets you select the entire current (momentary) hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the current date and time, every time the widget is displayed.
E.g. current week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM and Sunday 11:59 PM.
Last: This option lets you select the entire last hour, day, week, month, quarter or year for the query 
interval.
The system dynamically calculates the last date and time, every time the widget is displayed.
E.g. last week on Tuesday at 10:15 AM, will correspond to a date and time interval between Tuesday 10:
15 AM on the week before and Tuesday 10:15 AM (momentary date).
Previous: This option lets you select the entire previous calendar hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the previous date and time, every time the widget is displayed.
E.g. previous week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM on the week before and Sunday 11:59 PM on the week before.
Fixed:This option lets you freely customize a static date and time interval for the query.

Agent Only evaluations for the selected agent(s) will be displayed

Skill Only evaluations for the selected skill(s) will be displayed

Groups Only evaluations for the agent(s) of the selected group(s) will be displayed

Evaluation Project Only evaluations based on the selected evaluation project(s) will be displayed

Evaluation Form Only evaluations based on the selected evaluation form(s) will be displayed

Score Only evaluations matching the overall score criteria will be displayed

Evaluated By Only evaluations evaluated by the selected supervisor(s) will be displayed

 



Widget sample



Low Performing Agents widget

 

Category: Quality Management Widgets

Description

Displays the agents with the lowest average evaluation score values. The data is collected from the scorecards, based on the configured 
filtering options. The number of displayed agents can be changed by altering the value of the "Number of items to be selected" field.

Display methods

Chart Column 3D
Column 2D
Bar 2D
Pie 2D
Pie 3D
Doughnut 2D
Area 2D

Table The results are shown in a standard 2D table format.

Filter options

Date Interval Only calls in the defined date and time interval will be displayed.

Current: This option lets you select the entire current (momentary) hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the current date and time, every time the widget is displayed.
E.g. current week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM and Sunday 11:59 PM.
Last: This option lets you select the entire last hour, day, week, month, quarter or year for the query 
interval.
The system dynamically calculates the last date and time, every time the widget is displayed.
E.g. last week on Tuesday at 10:15 AM, will correspond to a date and time interval between Tuesday 10:
15 AM on the week before and Tuesday 10:15 AM (momentary date).
Previous: This option lets you select the entire previous calendar hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the previous date and time, every time the widget is displayed.
E.g. previous week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM on the week before and Sunday 11:59 PM on the week before.
Fixed:This option lets you freely customize a static date and time interval for the query.

Agent Only evaluations for the selected agent(s) will be displayed

Skill Only evaluations for the selected skill(s) will be displayed

Groups Only evaluations for the agent(s) of the selected group(s) will be displayed

Evaluation Project Only evaluations based on the selected evaluation project(s) will be displayed

Evaluation Form Only evaluations based on the selected evaluation form(s) will be displayed

Score Only evaluations matching the overall score criteria will be displayed

Evaluated By Only evaluations evaluated by the selected supervisor(s) will be displayed



 

Widget sample



Low Performing Groups widget

 

Category: Quality Management Widgets

Description

Displays the groups with the lowest average evaluation score values. The data is collected from the scorecards, based on the configured 
filtering options. The number of displayed groups can be changed by altering the value of the "Number of items to be selected" field.

Display methods

Chart Column 3D
Column 2D
Bar 2D
Pie 2D
Pie 3D
Doughnut 2D
Area 2D

Table The results are shown in a standard 2D table format.

Filter options

Date Interval Only calls in the defined date and time interval will be displayed.

Current: This option lets you select the entire current (momentary) hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the current date and time, every time the widget is displayed.
E.g. current week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM and Sunday 11:59 PM.
Last: This option lets you select the entire last hour, day, week, month, quarter or year for the query 
interval.
The system dynamically calculates the last date and time, every time the widget is displayed.
E.g. last week on Tuesday at 10:15 AM, will correspond to a date and time interval between Tuesday 10:
15 AM on the week before and Tuesday 10:15 AM (momentary date).
Previous: This option lets you select the entire previous calendar hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the previous date and time, every time the widget is displayed.
E.g. previous week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM on the week before and Sunday 11:59 PM on the week before.
Fixed:This option lets you freely customize a static date and time interval for the query.

Agent Only evaluations for the selected agent(s) will be displayed

Skill Only evaluations for the selected skill(s) will be displayed

Groups Only evaluations for the agent(s) of the selected group(s) will be displayed

Evaluation Project Only evaluations based on the selected evaluation project(s) will be displayed

Evaluation Form Only evaluations based on the selected evaluation form(s) will be displayed

Score Only evaluations matching the overall score criteria will be displayed

Evaluated By Only evaluations evaluated by the selected supervisor(s) will be displayed



 

Widget sample



Agents Overall Performance widget

 

Category: Quality Management Widgets

Description

Displays average evaluation score values for the selected agents. The data is collected from the scorecards, based on the configured 
filtering options. The widget displays information grouped by agents.

Display methods

Chart Column 3D
Column 2D
Bar 2D
Pie 2D
Pie 3D
Doughnut 2D
Area 2D

Table The results are shown in a standard 2D table format.

Filter options

Date Interval Only calls in the defined date and time interval will be displayed.

Current: This option lets you select the entire current (momentary) hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the current date and time, every time the widget is displayed.
E.g. current week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM and Sunday 11:59 PM.
Last: This option lets you select the entire last hour, day, week, month, quarter or year for the query 
interval.
The system dynamically calculates the last date and time, every time the widget is displayed.
E.g. last week on Tuesday at 10:15 AM, will correspond to a date and time interval between Tuesday 10:
15 AM on the week before and Tuesday 10:15 AM (momentary date).
Previous: This option lets you select the entire previous calendar hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the previous date and time, every time the widget is displayed.
E.g. previous week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM on the week before and Sunday 11:59 PM on the week before.
Fixed: This option lets you freely customize a static date and time interval for the query.

Agent Only evaluations for the selected agent(s) will be displayed

Skill Only evaluations for the selected skill(s) will be displayed

Groups Only evaluations for the agent(s) of the selected group(s) will be displayed

Evaluation Project Only evaluations based on the selected evaluation project(s) will be displayed

Evaluation Form Only evaluations based on the selected evaluation form(s) will be displayed

Score Only evaluations matching the overall score criteria will be displayed

Evaluated By Only evaluations evaluated by the selected supervisor(s) will be displayed



 

Widget sample



Agents Performance Trend widget

Category: Quality Management Widgets

Description

Displays average evaluation score values on the selected time scale for the selected agents. The data is collected from the scorecards, 
based on the configured filtering options. The widget displays information grouped by agents.

Display methods

Chart Line
Area 2D

Filter options

Date Interval Only calls in the defined date and time interval will be displayed.

Current: This option lets you select the entire current (momentary) hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the current date and time, every time the widget is displayed.
E.g. current week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM and Sunday 11:59 PM.
Last: This option lets you select the entire last hour, day, week, month, quarter or year for the query 
interval.
The system dynamically calculates the last date and time, every time the widget is displayed.
E.g. last week on Tuesday at 10:15 AM, will correspond to a date and time interval between Tuesday 10:
15 AM on the week before and Tuesday 10:15 AM (momentary date).
Previous: This option lets you select the entire previous calendar hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the previous date and time, every time the widget is displayed.
E.g. previous week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM on the week before and Sunday 11:59 PM on the week before.
Fixed: This option lets you freely customize a static date and time interval for the query.

Agent Only evaluations for the selected agent(s) will be displayed

Skill Only evaluations for the selected skill(s) will be displayed

Groups Only evaluations for the agent(s) of the selected group(s) will be displayed

Evaluation Project Only evaluations based on the selected evaluation project(s) will be displayed

Evaluation Form Only evaluations based on the selected evaluation form(s) will be displayed

Score Only evaluations matching the overall score criteria will be displayed

Evaluated By Only evaluations evaluated by the selected supervisor(s) will be displayed

 

Widget sample





Agents Quality vs Productivity (Average Call Duration) widget

Category: Quality Management Widgets

Description

Displays the agents' productivity, represented by the average call durations. The data is collected from the scorecards, based on the 
configured filtering options. The widget displays information grouped by agents.

Display methods

Chart Scatter

Table The results are shown in a standard 2D table format.

Filter options

Date Interval Only calls in the defined date and time interval will be displayed.

Current: This option lets you select the entire current (momentary) hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the current date and time, every time the widget is displayed.
E.g. current week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM and Sunday 11:59 PM.
Last: This option lets you select the entire last hour, day, week, month, quarter or year for the query 
interval.
The system dynamically calculates the last date and time, every time the widget is displayed.
E.g. last week on Tuesday at 10:15 AM, will correspond to a date and time interval between Tuesday 10:
15 AM on the week before and Tuesday 10:15 AM (momentary date).
Previous: This option lets you select the entire previous calendar hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the previous date and time, every time the widget is displayed.
E.g. previous week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM on the week before and Sunday 11:59 PM on the week before.
Fixed:This option lets you freely customize a static date and time interval for the query.

Agent Only evaluations for the selected agent(s) will be displayed

Skill Only evaluations for the selected skill(s) will be displayed

Groups Only evaluations for the agent(s) of the selected group(s) will be displayed

Evaluation Project Only evaluations based on the selected evaluation project(s) will be displayed

Evaluation Form Only evaluations based on the selected evaluation form(s) will be displayed

Score Only evaluations matching the overall score criteria will be displayed

Evaluated By Only evaluations evaluated by the selected supervisor(s) will be displayed

 

Widget sample





Agents Quality vs Productivity (Calls Handled) widget

Category: Quality Management Widgets

Description

Displays the agents' productivity represented by the number of calls handled on a given day. The data is collected from the scorecards, 
based on the configured filtering options. The widget displays information grouped by agents.

Display methods

Chart Scatter

Table The results are shown in a standard 2D table format.

Filter options

Date Interval Only calls in the defined date and time interval will be displayed.

Current: This option lets you select the entire current (momentary) hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the current date and time, every time the widget is displayed.
E.g. current week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM and Sunday 11:59 PM.
Last: This option lets you select the entire last hour, day, week, month, quarter or year for the query 
interval.
The system dynamically calculates the last date and time, every time the widget is displayed.
E.g. last week on Tuesday at 10:15 AM, will correspond to a date and time interval between Tuesday 10:
15 AM on the week before and Tuesday 10:15 AM (momentary date).
Previous: This option lets you select the entire previous calendar hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the previous date and time, every time the widget is displayed.
E.g. previous week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM on the week before and Sunday 11:59 PM on the week before.
Fixed: This option lets you freely customize a static date and time interval for the query.

Agent Only evaluations for the selected agent(s) will be displayed

Skill Only evaluations for the selected skill(s) will be displayed

Groups Only evaluations for the agent(s) of the selected group(s) will be displayed

Evaluation Project Only evaluations based on the selected evaluation project(s) will be displayed

Evaluation Form Only evaluations based on the selected evaluation form(s) will be displayed

Score Only evaluations matching the overall score criteria will be displayed

Evaluated By Only evaluations evaluated by the selected supervisor(s) will be displayed
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Groups Overall Performance widget

Category: Quality Management Widgets

Description

Displays average evaluation score values for the groups. The data is collected from the scorecards, based on the configured filtering 
options. The widget displays information grouped by groups.

Display methods

Chart Column 3D
Column 2D
Bar 2D
Pie 2D
Pie 3D
Doughnut 2D
Area 2D

Table The results are shown in a standard 2D table format.

Filter options

Date Interval Only calls in the defined date and time interval will be displayed.

Current: This option lets you select the entire current (momentary) hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the current date and time, every time the widget is displayed.
E.g. current week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM and Sunday 11:59 PM.
Last: This option lets you select the entire last hour, day, week, month, quarter or year for the query 
interval.
The system dynamically calculates the last date and time, every time the widget is displayed.
E.g. last week on Tuesday at 10:15 AM, will correspond to a date and time interval between Tuesday 10:
15 AM on the week before and Tuesday 10:15 AM (momentary date).
Previous: This option lets you select the entire previous calendar hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the previous date and time, every time the widget is displayed.
E.g. previous week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM on the week before and Sunday 11:59 PM on the week before.
Fixed: This option lets you freely customize a static date and time interval for the query.

Agent Only evaluations for the selected agent(s) will be displayed

Skill Only evaluations for the selected skill(s) will be displayed

Groups Only evaluations for the agent(s) of the selected group(s) will be displayed

Evaluation Project Only evaluations based on the selected evaluation project(s) will be displayed

Evaluation Form Only evaluations based on the selected evaluation form(s) will be displayed

Score Only evaluations matching the overall score criteria will be displayed

Evaluated By Only evaluations evaluated by the selected supervisor(s) will be displayed
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Groups Performance Trend widget

Category: Quality Management Widgets

Description

Displays average evaluation score values on the selected time scale for the groups. The data is collected from the scorecards, based on the 
configured filtering options. The widget displays information grouped by groups.

Display methods

Chart Line
Area 2D

Filter options

Date Interval Only calls in the defined date and time interval will be displayed.

Current: This option lets you select the entire current (momentary) hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the current date and time, every time the widget is displayed.
E.g. current week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM and Sunday 11:59 PM.
Last: This option lets you select the entire last hour, day, week, month, quarter or year for the query 
interval.
The system dynamically calculates the last date and time, every time the widget is displayed.
E.g. last week on Tuesday at 10:15 AM, will correspond to a date and time interval between Tuesday 10:
15 AM on the week before and Tuesday 10:15 AM (momentary date).
Previous: This option lets you select the entire previous calendar hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the previous date and time, every time the widget is displayed.
E.g. previous week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM on the week before and Sunday 11:59 PM on the week before.
Fixed:This option lets you freely customize a static date and time interval for the query.

Agent Only evaluations for the selected agent(s) will be displayed

Skill Only evaluations for the selected skill(s) will be displayed

Groups Only evaluations for the agent(s) of the selected group(s) will be displayed

Evaluation Project Only evaluations based on the selected evaluation project(s) will be displayed

Evaluation Form Only evaluations based on the selected evaluation form(s) will be displayed

Score Only evaluations matching the overall score criteria will be displayed

Evaluated By Only evaluations evaluated by the selected supervisor(s) will be displayed
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Groups Quality vs Productivity (Average Call Duration) widget

Category: Quality Management Widgets

Description

Displays the groups' productivity represented by the average call durations. The data is collected from the scorecards, based on the 
configured filtering options. The widget displays infromation grouped by groups / teams.

Display methods

Chart Scatter

Table The results are shown in a standard 2D table format.

Filter options

Date Interval Only calls in the defined date and time interval will be displayed.

Current: This option lets you select the entire current (momentary) hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the current date and time, every time the widget is displayed.
E.g. current week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM and Sunday 11:59 PM.
Last: This option lets you select the entire last hour, day, week, month, quarter or year for the query 
interval.
The system dynamically calculates the last date and time, every time the widget is displayed.
E.g. last week on Tuesday at 10:15 AM, will correspond to a date and time interval between Tuesday 10:
15 AM on the week before and Tuesday 10:15 AM (momentary date).
Previous: This option lets you select the entire previous calendar hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the previous date and time, every time the widget is displayed.
E.g. previous week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM on the week before and Sunday 11:59 PM on the week before.
Fixed:This option lets you freely customize a static date and time interval for the query.

Agent Only evaluations for the selected agent(s) will be displayed

Skill Only evaluations for the selected skill(s) will be displayed

Groups Only evaluations for the agent(s) of the selected group(s) will be displayed

Evaluation Project Only evaluations based on the selected evaluation project(s) will be displayed

Evaluation Form Only evaluations based on the selected evaluation form(s) will be displayed

Score Only evaluations matching the overall score criteria will be displayed

Evaluated By Only evaluations evaluated by the selected supervisor(s) will be displayed
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Groups Quality vs Productivity (Calls Handled) widget

Category: Quality Management Widgets

Description

Displays the groups' productivity represented by the number calls handled on a given day. The data is collected from the scorecards, based 
on the configured filtering options. The widget displays information grouped by groups / teams.

Display methods

Chart Scatter

Table The results are shown in a standard 2D table format.

Filter options

Date Interval Only calls in the defined date and time interval will be displayed.

Current: This option lets you select the entire current (momentary) hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the current date and time, every time the widget is displayed.
E.g. current week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM and Sunday 11:59 PM.
Last: This option lets you select the entire last hour, day, week, month, quarter or year for the query 
interval.
The system dynamically calculates the last date and time, every time the widget is displayed.
E.g. last week on Tuesday at 10:15 AM, will correspond to a date and time interval between Tuesday 10:
15 AM on the week before and Tuesday 10:15 AM (momentary date).
Previous: This option lets you select the entire previous calendar hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the previous date and time, every time the widget is displayed.
E.g. previous week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM on the week before and Sunday 11:59 PM on the week before.
Fixed:This option lets you freely customize a static date and time interval for the query.

Agent Only evaluations for the selected agent(s) will be displayed

Skill Only evaluations for the selected skill(s) will be displayed

Groups Only evaluations for the agent(s) of the selected group(s) will be displayed

Evaluation Project Only evaluations based on the selected evaluation project(s) will be displayed

Evaluation Form Only evaluations based on the selected evaluation form(s) will be displayed

Score Only evaluations matching the overall score criteria will be displayed

Evaluated By Only evaluations evaluated by the selected supervisor(s) will be displayed
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Supervisors Productivity Trend widget

Category: Quality Management Widgets

Description

Displays the number of evaluations done by the supervisors on the selected timescale. The data is collected from the scorecards, based on 
the configured filtering options. The widget details information grouped by supervisors.

Display methods

Chart Line
Area 2D

Filter options

Date Interval Only calls in the defined date and time interval will be displayed.

Current: This option lets you select the entire current (momentary) hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the current date and time, every time the widget is displayed.
E.g. current week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM and Sunday 11:59 PM.
Last: This option lets you select the entire last hour, day, week, month, quarter or year for the query 
interval.
The system dynamically calculates the last date and time, every time the widget is displayed.
E.g. last week on Tuesday at 10:15 AM, will correspond to a date and time interval between Tuesday 10:
15 AM on the week before and Tuesday 10:15 AM (momentary date).
Previous: This option lets you select the entire previous calendar hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the previous date and time, every time the widget is displayed.
E.g. previous week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM on the week before and Sunday 11:59 PM on the week before.
Fixed:This option lets you freely customize a static date and time interval for the query.

Agent Only evaluations for the selected agent(s) will be displayed

Supervisor Only evaluations for the selected supervisor(s) will be displayed

Groups Only evaluations for the agent(s) of the selected group(s) will be displayed

Evaluation Project Only evaluations based on the selected evaluation project(s) will be displayed

Evaluation Form Only evaluations based on the selected evaluation form(s) will be displayed

Score Only evaluations matching the overall score criteria will be displayed
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Score Distribution widget

Category: Quality Management Widgets

Description

Displays the distribution of evaluation scores over a specified period of time. The data is collected from the scorecards, based on the 
configured filtering options. The widget displays information grouped by average evaluation score values.

Display methods

Chart Column 3D
Column 2D
Bar 2D
Pie 2D
Pie 3D
Doughnut 2D
Area 2D

Table The results are shown in a standard 2D table format.

Filter options

Date Interval Only calls in the defined date and time interval will be displayed.

Current: This option lets you select the entire current (momentary) hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the current date and time, every time the widget is displayed.
E.g. current week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM and Sunday 11:59 PM.
Last: This option lets you select the entire last hour, day, week, month, quarter or year for the query 
interval.
The system dynamically calculates the last date and time, every time the widget is displayed.
E.g. last week on Tuesday at 10:15 AM, will correspond to a date and time interval between Tuesday 10:
15 AM on the week before and Tuesday 10:15 AM (momentary date).
Previous: This option lets you select the entire previous calendar hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the previous date and time, every time the widget is displayed.
E.g. previous week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM on the week before and Sunday 11:59 PM on the week before.
Fixed:This option lets you freely customize a static date and time interval for the query.

Agent Only evaluations for the selected agent(s) will be displayed

Supervisor Only evaluations for the selected supervisor(s) will be displayed

Groups Only evaluations for the agent(s) of the selected group(s) will be displayed

Evaluation Project Only evaluations based on the selected evaluation project(s) will be displayed

Evaluation Form Only evaluations based on the selected evaluation form(s) will be displayed

Score Only evaluations matching the overall score criteria will be displayed
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Skills Performance Trend widget

Category: Quality Management Widgets

Description

Displays average evaluation score values on the selected time scale for skills. The data is collected from the scorecards, based on the 
configured filtering options. The widget details information grouped by skills.

Display methods

Chart Line
Area 2D

Filter options

Date Interval Only calls in the defined date and time interval will be displayed.

Current: This option lets you select the entire current (momentary) hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the current date and time, every time the widget is displayed.
E.g. current week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM and Sunday 11:59 PM.
Last: This option lets you select the entire last hour, day, week, month, quarter or year for the query 
interval.
The system dynamically calculates the last date and time, every time the widget is displayed.
E.g. last week on Tuesday at 10:15 AM, will correspond to a date and time interval between Tuesday 10:
15 AM on the week before and Tuesday 10:15 AM (momentary date).
Previous: This option lets you select the entire previous calendar hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the previous date and time, every time the widget is displayed.
E.g. previous week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM on the week before and Sunday 11:59 PM on the week before.
Fixed:This option lets you freely customize a static date and time interval for the query.

Agent Only evaluations for the selected agent(s) will be displayed

Skill Only evaluations for the selected skill(s) will be displayed

Groups Only evaluations for the agent(s) of the selected group(s) will be displayed

Evaluation Project Only evaluations based on the selected evaluation project(s) will be displayed

Evaluation Form Only evaluations based on the selected evaluation form(s) will be displayed

Score Only evaluations matching the overall score criteria will be displayed

Evaluated By Only evaluations evaluated by the selected supervisor(s) will be displayed
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Skills Overall Performance widget

Category: Quality Management Widgets

Description

Displays the average evaluation score values for skills. The data is collected from the scorecards, based on the configured filtering options. 
The widget displays information grouped by skills.

Display methods

Chart Column 3D
Column 2D
Bar 2D
Pie 2D
Pie 3D
Doughnut 2D
Area 2D

Table The results are shown in a standard 2D table format.

Filter options

Date Interval Only calls in the defined date and time interval will be displayed.

Current: This option lets you select the entire current (momentary) hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the current date and time, every time the widget is displayed.
E.g. current week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM and Sunday 11:59 PM.
Last: This option lets you select the entire last hour, day, week, month, quarter or year for the query 
interval.
The system dynamically calculates the last date and time, every time the widget is displayed.
E.g. last week on Tuesday at 10:15 AM, will correspond to a date and time interval between Tuesday 10:
15 AM on the week before and Tuesday 10:15 AM (momentary date).
Previous: This option lets you select the entire previous calendar hour, day, week, month, quarter or 
year for the query interval.
The system dynamically calculates the previous date and time, every time the widget is displayed.
E.g. previous week on Tuesday at 10:15 AM, will correspond to a date and time interval between Monday 
00:00 AM on the week before and Sunday 11:59 PM on the week before.
Fixed:This option lets you freely customize a static date and time interval for the query.

Agent Only evaluations for the selected agent(s) will be displayed

Skill Only evaluations for the selected skill(s) will be displayed

Groups Only evaluations for the agent(s) of the selected group(s) will be displayed

Evaluation Project Only evaluations based on the selected evaluation project(s) will be displayed

Evaluation Form Only evaluations based on the selected evaluation form(s) will be displayed

Score Only evaluations matching the overall score criteria will be displayed

Evaluated By Only evaluations evaluated by the selected supervisor(s) will be displayed

 



Widget sample


	Reporting and Dashboard Guide
	Reporting Guide
	Overview
	Report formats
	Report categories
	Table of contents
	Report types
	System reports
	Conversation activity reports
	Quality management reports


	Creating reports
	Select report type 
	Set query interval
	Set filtering criteria
	Report specific settings

	Select display and export options
	Configure automatic report delivery by email 
	Upload Report

	Access generated reports

	Report Types - System
	Audit Log Details
	Description
	Filter options
	Information
	Charts
	Report sample

	Conversation Access Event Details
	Description
	Filter options
	Information
	Charts
	Report sample

	Recorded Users and Extensions
	Description
	Filter options
	Information
	Charts
	Report sample

	Roles and Permissions
	Description
	Filter options
	Information
	Charts
	Report sample

	Server Capacity
	Description
	Filter options
	Information
	Charts
	Report sample

	Server Configuration
	Description
	Filter options
	Information
	Charts
	Report sample

	Server Configuration with Profile
	Description
	Filter options
	Information
	Charts
	Report sample

	Service Provider Extension License
	Description
	Filter options
	Information
	Charts
	Report sample

	Storage Target Capacity
	Description
	Filter options
	Information
	Charts
	Report sample

	Users Roles, Permissions and Groups
	Description
	Filter options
	Information
	Charts
	Report sample

	Voice Quality Check Summary
	Description
	Filter options
	Information
	Charts
	Report sample

	Voice Quality Check Details
	Description
	Filter options
	Information
	Charts
	Report sample

	License Usage Details
	Description
	Filter options
	Information
	Charts
	Report sample

	License Usage Summary
	Description
	Filter options
	Information
	Charts
	Report sample

	Disposal Log
	Description
	Information
	Charts
	Report sample

	Disposal Log By User Location
	Description
	Information
	Charts
	Report sample

	Export Summary
	Description
	Filter options
	Information
	Charts
	Report sample

	Announcement Users Configuration
	Description
	Filter options
	Information
	Charts
	Report sample

	User Retention Details
	Description
	Filter options
	Information
	Charts
	Report sample

	Report types - Conversation Activity
	User Call Activity Details
	Description
	Filter options
	Information
	Charts
	Report sample

	Users Call Activity Summary
	Description
	Filter options
	Information
	Charts
	Report sample

	Users Inbound Call Activity
	Description
	Filter options
	Information
	Charts
	Report sample

	Users Advanced IM Summary
	Filter options
	Information
	Charts

	Users Most Recent Conversations
	Description
	Filter options
	Information
	Charts
	Report sample

	Users Outbound Call Activity
	Description
	Filter options
	Information
	Charts
	Report sample

	Call Activity Details
	Description
	Filter options
	Information
	Charts
	Report sample

	Call Activity Trend
	Description
	Filter options
	Information
	Charts
	Report sample

	Hourly Call Activity Trend
	Description
	Filter options
	Information
	Charts
	Report sample

	Recording Minute Usage
	Description
	Filter options
	Information
	Charts
	Report sample

	Recording Servers Call Activity Summary
	Description
	Filter options
	Information
	Charts
	Report sample

	Simultaneous Calls Trend
	Description
	Filter options
	Information
	Charts
	Report sample

	Not Recorded and Incorrect Conversation Details
	Description
	Filter options
	Information
	Charts
	Report sample

	CDR Reconciliation Summary
	Description
	Filter options
	Information
	Charts
	Report sample

	CDR Reconciliation for Skype for Business Summary
	Description
	Filter options
	Information
	Charts
	Report sample

	Users CDR Reconciliation Summary
	Description
	Filter options
	Information
	Charts
	Report sample

	User Instant Messaging Details
	Description
	Filter options
	Information
	Charts
	Report sample

	Users Without Recording
	AVAILABLE IN VERSION 8.5 AND LATER
	Description
	Filter options
	Information
	Charts
	Report sample

	Users Speech Transcript Details
	Description
	Filter options
	Information
	Charts
	Report sample

	Users Conversation Volume
	Description
	Filter options
	Information

	User Instant Messaging Details - Advanced
	Description
	Filter options
	Report Specific Settings
	Information
	Charts
	Report sample

	Conversations Legal Hold Status
	Description
	Filter options
	Information
	Charts
	Report sample

	Advanced IM Export Summary
	Filter options
	Information
	Charts
	Report sample

	Report types - Quality Management
	Agents Evaluation Details
	Description
	Filter options
	Information
	Charts
	Report sample

	Agents Evaluation Summary
	Description
	Filter options
	Information
	Charts
	Report sample

	Agents Performance Summary
	Description
	Filter options
	Information
	Charts
	Report sample

	Agents Performance Trend
	Description
	Filter options
	Information
	Charts
	Report sample

	Agents Quality vs Productivity (Average Call Duration)
	Description
	Filter options
	Information
	Charts
	Report sample

	Agents Quality vs Productivity (Calls Handled)
	Description
	Filter options
	Information
	Charts
	Report sample

	Agents Skills Performance Summary
	Description
	Filter options
	Information
	Charts
	Report sample

	Average Score by Question
	Description
	Filter options
	Information
	Report sample

	Evaluators Activity Summary
	Description
	Filter options
	Information
	Charts
	Report sample

	Evaluators Productivity
	Description
	Filter options
	Information
	Charts
	Report sample

	Evaluators Summary
	Description
	Filter options
	Information
	Charts
	Report sample

	Groups Evaluation Summary
	Description
	Filter options
	Information
	Charts
	Report sample

	Groups Performance Summary
	Description
	Filter options
	Information
	Charts
	Report sample

	Groups Performance Trend
	Description
	Filter options
	Information
	Charts
	Report sample

	Groups Quality vs Productivity (Average Call Duration)
	Description
	Filter options
	Information
	Charts
	Report sample

	Groups Quality vs Productivity (Calls Handled)
	Description
	Filter options
	Information
	Charts
	Report sample

	Scorecard Calibration
	Description
	Filter options
	Information
	Charts
	Report sample

	Scorecard Calibration Details
	Description
	Filter options
	Information
	Charts
	Report sample

	Score Distribution
	Description
	Filter options
	Information
	Charts
	Report sample

	Skills Performance Summary
	Description
	Filter options
	Information
	Charts
	Report sample

	Skills Performance Trend
	Description
	Filter options
	Information
	Charts
	Report sample

	Agents Scoring Classifications
	Description
	Filter options
	Information

	Best Performing Agents
	Description
	Filter options
	Information

	Report Types - Communication Policies
	Content Policy Details
	Description
	Filter options
	Information
	Charts
	Report sample

	Content Policy Summary
	Description
	Filter options
	Information
	Charts
	Report sample

	Session Blocking Details
	Description
	Filter options
	Information
	Charts
	Report sample

	Session Blocking Summary
	Description
	Filter options
	Information
	Charts
	Report sample

	Users Content Policies Summary
	Description
	Filter options
	Information
	Charts
	Report sample

	Users Session Blocking Summary
	Description
	Filter options
	Information
	Charts
	Report sample

	Creating custom reports
	Creating custom XML files
	Node - report
	Description
	Attributes

	Node - repParams
	Description
	Attributes
	Sub node: repParam
	Description
	Attributes

	Sub node: operation
	Description
	Attributes


	Node - specRepParams
	Description
	Attributes
	Sub node: specRepParam
	Description
	Attributes


	Dashboard Guide
	Overview
	Sample dashboard

	Dashboard widgets
	Dashboard templates
	Widget types

	System Dashboard
	Alert Details
	Alerts Summary
	Audit Log
	Background Tasks
	Server Status
	Storage Usage Trend
	Recording Assurance Dashboard
	Conversations Count Trend
	Conversations Length Trend
	Incorrect Conversations Trend
	Not Recorded Conversations Trend
	Peak Concurrent Conversations Trend
	Voice Quality Check Trend
	Users Without Any Recording
	Data Governance Dashboard
	Data Retention Policies
	Disposal Log Widget
	Encryption Summary
	Recorded Platform Summary
	Storage Targets Summary
	Transcription Summary
	Upload Status
	eDiscovery Dashboard
	Authorization Requests List
	Authorization Requests Summary by User
	Case Status
	Exports
	Legal Hold Status
	Workflow Summary
	Pro-active Compliance Dashboard
	Content Policy Violations by Action
	Content Policy Violations by Type
	Ethical Wall Audit Log
	Ethical Wall Status
	Session Policy Violations by Action
	Session Policy Violations by Modality
	Top Users Violating Content Policies
	Top Users Violating Session Policies
	BT ITS Dashboard
	BT ITS - CTI Status
	BT ITS - TTP Status
	BT ITS - TTP Summary
	Widget configuration
	Dashboard sharing
	Dashboard snapshots
	Legacy dashboards
	Overview
	Widget categories
	Available configuration options
	Call Activity Widgets
	Quality Management Widgets

	Creating new widget types
	Creating new widget types overview
	Creating custom XML files for widgets
	Node - dash
	Description
	Attributes

	Node - sql
	Description
	Attributes
	SELECT
	WHERE
	GROUP BY

	Dashboard widget types
	Using the dashboard
	Creating and saving the dashboard
	Configuring and modifying the dashboard
	Managing widgets on the dashboard
	Adding widgets to the dashboard
	Controlling widgets
	Configuring widgets
	Widget configuration options
	Additional widget configuration options
	Organizing dashboard widgets
	Removing widgets from the dashboard

	Widgets - Call Activity
	Simultaneous Calls Trend widget
	Description
	Display methods
	Filter options
	Widget sample

	Overall Call Counts Trend widget
	Description
	Display methods
	Filter options
	Widget sample

	Average Call Durations Trend widget
	Description
	Display methods
	Filter options
	Widget sample

	Overall Call Directions Trend widget
	Description
	Display methods
	Filter options
	Widget sample

	Widgets - Quality Management
	Overall Performance Trend widget
	Description
	Display methods
	Filter options
	Widget sample

	Top Performing Agents widget
	Description
	Display methods
	Filter options
	Widget sample

	Top Performing Groups widget
	Description
	Display methods
	Filter options
	Widget sample

	Low Performing Agents widget
	Description
	Display methods
	Filter options
	Widget sample

	Low Performing Groups widget
	Description
	Display methods
	Filter options
	Widget sample

	Agents Overall Performance widget
	Description
	Display methods
	Filter options
	Widget sample

	Agents Performance Trend widget
	Description
	Display methods
	Filter options
	Widget sample

	Agents Quality vs Productivity (Average Call Duration) widget
	Description
	Display methods
	Filter options
	Widget sample

	Agents Quality vs Productivity (Calls Handled) widget
	Description
	Display methods
	Filter options
	Widget sample

	Groups Overall Performance widget
	Description
	Display methods
	Filter options
	Widget sample

	Groups Performance Trend widget
	Description
	Display methods
	Filter options
	Widget sample

	Groups Quality vs Productivity (Average Call Duration) widget
	Description
	Display methods
	Filter options
	Widget sample

	Groups Quality vs Productivity (Calls Handled) widget
	Description
	Display methods
	Filter options
	Widget sample

	Supervisors Productivity Trend widget
	Description
	Display methods
	Filter options
	Widget sample


	Score Distribution widget
	Description
	Display methods
	Filter options
	Widget sample

	Skills Performance Trend widget
	Description
	Display methods
	Filter options
	Widget sample

	Skills Overall Performance widget
	Description
	Display methods
	Filter options
	Widget sample


