
http://www.cisco.com


THE SPECIFICATIONS AND INFORMATION REGARDING THE PRODUCTS IN THIS MANUAL ARE SUBJECT TO CHANGE WITHOUT NOTICE. ALL 
STATEMENTS, INFORMATION, AND RECOMMENDATIONS IN THIS MANUAL ARE BELIEVED TO BE ACCURATE BUT ARE PRESENTED WITHOUT 
WARRANTY OF ANY KIND, EXPRESS OR IMPLIED. USERS MUST TAKE FULL RESPONSIBILITY FOR THEIR APPLICATION OF ANY PRODUCTS.

THE SOFTWARE LICENSE AND LIMITED WARRANTY FOR THE ACCOMPANYING PRODUCT ARE SET FORTH IN THE INFORMATION PACKET THAT 
SHIPPED WITH THE PRODUCT AND ARE INCORPORATED HEREIN BY THIS REFERENCE. IF YOU ARE UNABLE TO LOCATE THE SOFTWARE LICENSE 
OR LIMITED WARRANTY, CONTACT YOUR CISCO REPRESENTATIVE FOR A COPY.

The Cisco implementation of TCP header compression is an adaptation of a program developed by the University of California, Berkeley (UCB) as part of UCB’s public 
domain version of the UNIX operating system. All rights reserved. Copyright © 1981, Regents of the University of California. 

NOTWITHSTANDING ANY OTHER WARRANTY HEREIN, ALL DOCUMENT FILES AND SOFTWARE OF THESE SUPPLIERS ARE PROVIDED “AS IS” WITH 
ALL FAULTS. CISCO AND THE ABOVE-NAMED SUPPLIERS DISCLAIM ALL WARRANTIES, EXPRESSED OR IMPLIED, INCLUDING, WITHOUT 
LIMITATION, THOSE OF MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE AND NONINFRINGEMENT OR ARISING FROM A COURSE OF 
DEALING, USAGE, OR TRADE PRACTICE.

IN NO EVENT SHALL CISCO OR ITS SUPPLIERS BE LIABLE FOR ANY INDIRECT, SPECIAL, CONSEQUENTIAL, OR INCIDENTAL DAMAGES, INCLUDING, 
WITHOUT LIMITATION, LOST PROFITS OR LOSS OR DAMAGE TO DATA ARISING OUT OF THE USE OR INABILITY TO USE THIS MANUAL, EVEN IF CISCO 
OR ITS SUPPLIERS HAVE BEEN ADVISED OF THE POSSIBILITY OF SUCH DAMAGES.

Cisco and the Cisco Logo are trademarks of Cisco Systems, Inc. and/or its affiliates in the U.S. and other countries. A listing of Cisco's trademarks can be found at 
http://www.cisco.com/go/trademarks. Third party trademarks mentioned are the property of their respective owners. The use of the word partner does not imply a partnership 
relationship between Cisco and any other company. (1005R)

Application User Guide 
© 2008, 2009, 2010 Cisco Systems, Inc. All rights reserved. 
© 2008, 2009, 2010 Calabrio, Inc. All rights reserved.

http://www.cisco.com/go/trademarks
http://www.cisco.com/go/trademarks


Introduction 9

Getting Started 11

• Web Browser Requirements  11

• Logging In  12

• Logging Out  14

• Logging Out Due to Inactivity  14

About Single-User Sign On Authentication 17

About the User Interface 19

• Mixed Mode Licensing  19

Quality Management License  20

Advanced Quality Management License  20

Call Recording License  20

• Access Based on License and Role  20

Scoping Rules  21

Scoping Rules and HR/Training Recordings  22

Managers  22

Supervisors  22

Evaluators  22

Archive Users  22

Agents and Knowledge Workers  22

About Your Role  22

Scoping Differences Between Dashboard and Reports  23

Active Role Access  25

• Title Bar   26

• Application Pane  27



• Toolbar  27

• Switching Between Running Applications  28

• Alerts   28

• Applications  29

Status Icons  29

Available Applications  30

• Tables  31

Sorting Tables  32

Modifying a Column in a Table  33

Viewing Items in a Table  33

• Single- and Dual-Monitor Configuration  34

Resizing the Desktop to Appear on Two Monitors  35

• Time Zones  35

Time in the Desktop Interface  35

Time in Reports  36

• Contact Recordings  36

Recording Retention  37

Playback Controls  37

Video Recording Playback  39

Single- and Multiple-Monitor Recordings  39

Bracketed and Interleaved Call Recordings  41

Playing a Recording  41

Playing All Segments of a Call  42

• About Exported Contact Recordings  43

Exporting a Contact Recording  44

Exporting a Contact Recording from Associated Contacts  47

Configuring Windows Media Player  48

• About Contact Recordings Marked for Quality Scoring  48

Marking a Contact Recording for Quality Scoring  48

• About Exported Metadata  49

Viewing Exported Metadata  49

Editing Contact Metadata  50

Quality Dashboard 53

• About the Quality Dashboard Application  53



• Roles and Scope  55

• Points to Remember  56

• Detail Statistics  56

Agent Detail by Evaluation  57

Team Detail by Agent  57

Group Detail by Team  58

• Filtering Quality Dashboard Information  59

• Viewing the Average by Month in the Quality Averages Graph  61

• Viewing a Bar’s Total Value in a Bar Chart  62

Search and Play 65

• Search and Play Guidelines  70

• Roles and Scope  70

• Filtering Contact Recordings  70

Evaluate and Review 73

• About Evaluate and Review  73

• Filtering Roles and Scope  80

• About Evaluations  80

Understanding Evaluation Scoring  85

Understanding How Sections are Weighted  86

Understanding How Questions are Weighted  87

Points to Remember  89

Key Performance Indicator Questions  90

Evaluate and Review Guidelines  90

• Filtering Contact Recordings  91

• Position of the Evaluation Form  93

Choosing the Position of the Evaluation Pane  93

• Evaluating Contact Recordings  93

Evaluating a Recording  93

• Evaluation Comments  95

Adding a Form Comment  96



Reading Form Comments  97

Adding a Section Comment  97

Reading Section Comments  98

• Training and HR Tags  99

Tagging an Evaluation for Training or HR  99

• Approving or Rejecting an Evaluation  100

Live Monitor 101

• Roles and Scope  101

• Filtering and Displaying Users  101

• Points to Remember  108

• Filtering Users  109

• Monitoring a User  110

Quality Reports 113

• Roles and Scope  113

• Guidelines for Quality Reports  114

• Evaluation Reports   115

Evaluation Report Filters  115

Scores All Data  117

Group Scores All Data  117

Team Scores All Data  118

Agent Scores All Data  119

Evaluation Scores  119

Group Evaluation Scores  120

Team Evaluation Scores  121

Agent Evaluation Scores  121

Section Scores  122

Group Section Scores  123

Team Section Scores  123

Agent Section Scores  124

Question Scores  125



Group Question Scores  125

Team Question Scores  126

Agent Question Scores  127

Evaluator Performance  128

Quality Averages Graph  128

Group Quality Averages Graph  128

Team Quality Averages Graph  129

Agent Quality Averages Graph  129

Evaluation Totals Graph  130

Group Evaluation Totals Graph  130

Team Evaluation Totals Graph  130

Agent Evaluation Totals Graph  131

Contact Totals Graph  131

Group Contact Totals Graph  131

Team Contact Totals Graph  132

Agent Contact Totals Graph  132

Agent Trend Graph  133

Agent Scored Evaluation  133

Generating a Report for Scores  134

Selecting Columns for a Report  136

Generating an Evaluator Performance Report  138

Generating a Graph Report  139

• System Reports   140

System Reports Filters  140

Recording Access By User  142

Recording Access By Contact  143

User Recording Status  144

System Recording Status  145

Generating an Archive Access Report  145

Generating a Status Report  147

• Field Dictionary  148

Alerts 155

• When Alerts Appear  156

• Acknowledging an Alert  157





























































































































































































































www.adobe.com


















































www.adobe.com





































	Introduction
	Getting Started
	Web Browser Requirements
	Logging In
	Logging Out
	Logging Out Due to Inactivity

	About Single-User Sign On Authentication
	About the User Interface
	Mixed Mode Licensing
	Quality Management License
	Advanced Quality Management License
	Call Recording License

	Access Based on License and Role
	Scoping Rules
	Scoping Rules and HR/Training Recordings
	Managers
	Supervisors
	Evaluators
	Archive Users
	Agents and Knowledge Workers

	About Your Role
	Scoping Differences Between Dashboard and Reports

	Active Role Access

	Title Bar
	Application Pane
	Toolbar
	Switching Between Running Applications
	Alerts
	Applications
	Status Icons
	Available Applications

	Tables
	Sorting Tables
	Modifying a Column in a Table
	Viewing Items in a Table

	Single- and Dual-Monitor Configuration
	Resizing the Desktop to Appear on Two Monitors

	Time Zones
	Time in the Desktop Interface
	Time in Reports

	Contact Recordings
	Recording Retention
	Playback Controls
	Video Recording Playback
	Single- and Multiple-Monitor Recordings
	Bracketed and Interleaved Call Recordings
	Playing a Recording
	Playing All Segments of a Call

	About Exported Contact Recordings
	Exporting a Contact Recording
	Exporting a Contact Recording from Associated Contacts
	Configuring Windows Media Player

	About Contact Recordings Marked for Quality Scoring
	Marking a Contact Recording for Quality Scoring

	About Exported Metadata
	Viewing Exported Metadata
	Editing Contact Metadata


	Quality Dashboard
	About the Quality Dashboard Application
	Roles and Scope
	Points to Remember
	Detail Statistics
	Agent Detail by Evaluation
	Team Detail by Agent
	Group Detail by Team

	Filtering Quality Dashboard Information
	Viewing the Average by Month in the Quality Averages Graph
	Viewing a Bar’s Total Value in a Bar Chart

	Search and Play
	Search and Play Guidelines
	Roles and Scope
	Filtering Contact Recordings

	Evaluate and Review
	About Evaluate and Review
	Filtering Roles and Scope
	About Evaluations
	Understanding Evaluation Scoring
	Understanding How Sections are Weighted
	Understanding How Questions are Weighted
	Points to Remember
	Key Performance Indicator Questions
	Evaluate and Review Guidelines

	Filtering Contact Recordings
	Position of the Evaluation Form
	Choosing the Position of the Evaluation Pane

	Evaluating Contact Recordings
	Evaluating a Recording

	Evaluation Comments
	Adding a Form Comment
	Reading Form Comments
	Adding a Section Comment
	Reading Section Comments

	Training and HR Tags
	Tagging an Evaluation for Training or HR

	Approving or Rejecting an Evaluation

	Live Monitor
	Roles and Scope
	Filtering and Displaying Users
	Points to Remember
	Filtering Users
	Monitoring a User

	Quality Reports
	Roles and Scope
	Guidelines for Quality Reports
	Evaluation Reports
	Evaluation Report Filters
	Scores All Data
	Group Scores All Data
	Team Scores All Data
	Agent Scores All Data

	Evaluation Scores
	Group Evaluation Scores
	Team Evaluation Scores
	Agent Evaluation Scores

	Section Scores
	Group Section Scores
	Team Section Scores
	Agent Section Scores

	Question Scores
	Group Question Scores
	Team Question Scores
	Agent Question Scores

	Evaluator Performance
	Quality Averages Graph
	Group Quality Averages Graph
	Team Quality Averages Graph
	Agent Quality Averages Graph

	Evaluation Totals Graph
	Group Evaluation Totals Graph
	Team Evaluation Totals Graph
	Agent Evaluation Totals Graph

	Contact Totals Graph
	Group Contact Totals Graph
	Team Contact Totals Graph
	Agent Contact Totals Graph

	Agent Trend Graph
	Agent Scored Evaluation
	Generating a Report for Scores
	Selecting Columns for a Report
	Generating an Evaluator Performance Report
	Generating a Graph Report

	System Reports
	System Reports Filters
	Recording Access By User
	Recording Access By Contact
	User Recording Status
	System Recording Status
	Generating an Archive Access Report
	Generating a Status Report

	Field Dictionary

	Alerts
	When Alerts Appear
	Acknowledging an Alert




