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Step 1 — Reviewing an Interaction
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Step 2

o6 Agent Perform... i

To open a new Tab:

Performance Email Message Statuses i Insights L Dt Topics
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@ Chart Unavailable Select a column in the summary row
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Elisabeth ~ 21h41m .
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Evelyn 22h 41m '
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Step 3

Agent Perform... New Tab HE

Select a view to load by clicking its name:

Default

Time zone [Amenca/LosAngeles(UTC~U7.00)(LoczlandW... V] Name v Base v Time Period

Time Zone

= No data available
Contact Center ~

Agent Performance
Agent Status
@ DNIS Performance
Interactions
Queue Activity
Queue Performance
' conversations Queue Routing Performance
Scheduled Callbacks
Skills Performance

Wrap-Up Performance

Dashboards I v

Dashboard Owners

Dashboards

Step 4

Agent Perform... New Tab H

Select a view to load by clicking its name:

Time zone [Amenca/Los,Angeles(UTc-o7oo)(Loca|andw.. V] Name v Base v

Q search Saved Views

Time Zone En.. En..

Time Period

Flow Destination - No data available

Flow Performance
My Performance

My Assigned Evaluations
My Development

My Evaluations

My Performance

My Queues Activity

My Schedule

My Scorecard

My Status

Other
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® Scroll Down

In My Performance:

® Select My Interactions
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Step 5

My Interactions i+

Performance  Statuses Evaluations Interactions Schedule Scorecard Development

@ Lance Long I« August 2,2025 » I Last updated: August 2,20251217PM & ¥

(m] Users Remote Date a Conve... Directi... Queue Wrap-up
Sem———

[m] &I Lance Long Norwalk CA 153[%2[;?’;‘ HER 46s Outbound  Sharp PBX - Main Other Concern

Step 6

Agent Perform...  } 9b4bd6e-d16b... i ar
fobabdéc-d16b-4509-ba85-77910df9... LD Last updated: August 2, 2025 12:20 PM @
RECORDING START TIME PROGRESS RECORDING END TIME
INTERNAL [ &
Fri, August 1, 2025 11:43:29 PM 0m 00s / 9m 26s Fri, August 1, 2025 11:53:02 PM
@ Mary Canterbury
© SIP Device
o )
EXTERNAL [ 0] 0 0 (3) | &
@ 8584992600 T
€] +1 858-499-2600
@ +62 A slightlyimproving <)

Add Annotation

Details Timeline Quality Summary Transcript

[ [ Q search

8584992600 - joined

IVR or In-Queue Recording Pause * 7.9 seconds

Mary Canterbury * joined

Dialect + en-US Program * Unknown
00:17 () Helo,
00:20 hello.

Transcribed by Genesys

4 o Build Rapport
o Looking Up Inf...
o Express Empa...
o Follow Up Later

Schedule Coachi...

00:22

Audit Trail
@ Events
; Topics Positive Negative Empatheti
e
0 Greeting
e Greeting

00:27
00:45
03:44
06:34

09:09
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To change the Date:

Click the Arrows on the left and
right of the date

To play an interaction:

Click on the Interaction

To play the video and audio from
the interaction:

® Click the Page 2 Arrow
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Step 7

Agent Perform...  } 9b4bd6e-d16b... i ar
% f9babdéc-d16b-4509-ba85-77910df9 (i8] Last updated: August 2, 2025 12:20 PM  [3)
INTERNAL
@ Mary Canterbury
© SIP Device .
- Screen Recording Playback

Viewing screen recordings for this interaction requires opening a new window. Click the button below to begin viewing
EXTERNAL the screen recording

@ 8584992600
%) +1 858-499-2600 P View Screen Recordings

@ +62 A slightlyimproving

< 20f2

Details Timeline Quality Summary Transcript Audit Trail Schedule Coachi... N7

This interaction does not have a transcript.

Share content

Presenter mode

o Add background

Screen

Window (5)

Vi

Invite people to join y¢

) Content from camera
a, -
2 Share a document, a whiteboard, and more
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® (lick View Screen Recordings

® CLICK HERE to Share your
Interaction in Teams
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Step 9
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To play the interaction:

® Click Play
To close the interaction:

® Close the Tab
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