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About the Interaction Recorder ClientAbout the Interaction Recorder Client
Interaction RecorderInteraction Recorder  client is an add-on module for IC Business Manager that allows you to build searches, display stored
recordings, and score recordings, for policy-based recordings and Snippet Recordings. Using Interaction Recorder, you can playback
and score stored recordings, which include the following media types: Call, Chat, Chat Transcript, E-mail, Screen, and  Social
Conversation. You can also monitor live call recordings that are in progress, score recordings, and search and view scorecards.

About RecordingsAbout Recordings
Policy-based recordings are created by an Interaction Recorder Policy Editor Initiation Policy. Snippet Recordings are created by
users and agents in Interaction Desktop and Interaction Connect, and by supervisors in Interaction Supervisor.

For more information on Policy-based recordings and Snippet Recordings, see the Interaction Recorder and Interaction Quality
Manager Technical Reference. For additional information on creating Snippet Recordings, see the Interaction Desktop Help.

Using Interaction Qual i ty ManagerInteraction Qual i ty Manager , you can create questionnaires that are used to score interactions.

Interaction Recorder client has an intuitive user interface to help you build effective searches to display stored recordings, playback
those recordings, and search and view scorecards. You can also use Interaction Recorder Questionnaires for scoring and quality
assessment of a recording.

Use Interaction Recorder client for IC Business Manager to:
Build searches to retrieve recordings
Build searches to retrieve scorecards
View recording details
Playback recordings
Monitor live call recordings in progress
Score recordings
Delete recordings
Send a recording in an e-mail
Export recordings
Archive recordings

For more information on Interaction Recorder user interfaces, see:
Interaction Recorder User Interface
Interaction Recorder Navigation Pane
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Interaction Recorder User InterfaceInteraction Recorder User Interface
Interaction Recorder uses the IC Business Manager user interface, which makes it easier to navigate your options when creating
searches, viewing stored recordings and scorecards, and creating questionnaires. The interface includes menus, toolbars,
navigation panes, and a workspace for Interaction Recorder.Interaction Recorder.  For basic information on using the IC Business Manager interface,
see Getting StartedGetting Started on the Help menu.

To learn more about the Interaction Recorder user interface features, pause the mouse pointer over the menu bar, toolbar,
navigation panes, or workspaces on the graphic below, and click to display more information.

Related  TopicsRelated  Topics

About the Interaction Recorder Client

Interaction Recorder Navigation Pane
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Interaction Recorder Navigation PaneInteraction Recorder Navigation Pane
The Interaction RecorderInteraction Recorder  navigation pane provides easy access to create recording searches and scorecard searches, using the
SearchesSearches  navigation pane. The RecordingsRecordings  navigation pane displays recordings that are open in the workspace.

To learn more about the Interaction Recorder Navigation Pane, pause the mouse pointer over one of the panes below, and click to
display more information.

 

Related  TopicsRelated  Topics

About the Interaction Recorder Client

Interaction Recorder User Interface
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Additional Interaction Recorder ResourcesAdditional Interaction Recorder Resources
Because Interaction Recorder is integrated with Customer Interaction Center, there are additional technical references, user guides,
and online Helps that include Interaction Recorder information. Documents are available in the PureConnect Documentation Library
on your CIC server.

The latest versions of these documents can also be accessed from the PureConnect Documentation Library on the Genesys
Documentation web site at: https://help.genesys.com

For Interaction Recorder related information, see the following technical references and Helps:
Interaction Recorder and Interaction Quality Manager Technical Reference
PureConnect Installation and Configuration Guide
Interaction Administrator Help for Interaction Recorder components
Interaction Recorder Policy Editor Help
IC Business Manager Help
Interaction Reporter Help
Interaction Analyzer Technical Reference
Interaction Quality Manager Help
Interaction Connect Help
Social Media Technical Reference
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Creating a SearchCreating a Search
Use SearchesSearches  in the Interaction Recorder Navigation Pane to quickly build Publ ic SearchesPubl ic Searches  and Private SearchesPrivate Searches  for retrieving
recorded interactions and viewing scorecards.

There are two types of Public and Private searches: Recording SearchRecording Search and Scorecard SearchScorecard Search.
Recording SearchesRecording Searches  display a list of recorded interactions for the configured search.
Scorecard SearchesScorecard Searches  display search results in a graph or a grid in the Search Results.

 
 

 

Recording SearchRecording Search
Use Recording SearchRecording Search to quickly build Publ icPubl ic  and PrivatePrivate  searches for retrieving recorded interactions. To get started building
searches see Recording Searches.
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Recording Searches are created to retrieve recorded interactions. In the Interaction Recorder Navigation Pane, you can create Public
and Private Recording Searches. Searches are then easily built in the Workspace using the SearchBuilder control and selecting
search attributes. Search Attributes are grouped into six main categories:

Interaction Analyzer
Interactions
Media Specific
Questionnaires
Survey
Advanced

For details on search attributes for each of these categories, see Recording Search Attributes.

SearchBuilder controlSearchBuilder control

After adding an attribute to your search, use the SearchBuilder control to configure simple and rich attributes in the Workspace.

 
Related Topics

Adding Attributes to a Search

Creating Private Searches

Creating Public Searches

Recording Search Attributes

 

Public searches can be seen and managed by all users on a server that have been assigned an Interaction Recorder client Access
license in Interaction Administrator. Public Searches are created in the Interaction Recorder Navigation Pane.

Recording SearchesRecording Searches

Creating Public SearchesCreating Public Searches
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Creating a Public SearchCreating a Public Search

Public Searches that a user creates, for public sharing, are stored in Publ ic SearchesPubl ic Searches . Folders can be created to store searches or
searches can be stored directly in the Public Searches folder.

Creat ing  a fo lder to  contain your searchCreat ing  a fo lder to  contain your search

To create a folder to contain your search:
1. In the SearchesSearches  pane, select Publ ic SearchesPubl ic Searches .
2. Right-click, and on the shortcut menu, point to NewNew, and click Fo lderFolder . A New FolderNew Folder  is highlighted under Public Searches.
3. Right-click the new folder and click RenameRename.
4. Type a name for the folder and press EnterEnter .

Creat ing  a search in your new folderCreat ing  a search in your new folder

To create a search to be stored in a folder:
1. Select the folder, right-click, and on the submenu point to NewNew and click Recording SearchRecording Search or Scorecard SearchScorecard Search. The

Search dialog is displayed in the Workspace. To create a search directly in the Public Searches folder, right-click the Publ icPubl ic
SearchesSearches  folder and follow the same steps.

2. To name your search, in the TitleTitle  box type a name for your search. The Search item in the Navigation Pane will also display the
updated title.

3. In the Max resultsMax results  box, type the number for the maximum number of results to display. The default is 100.

Adding  Attr ibutes to  a SearchAdding  Attr ibutes to  a Search

Use the SearchBuilder control to select attributes to add to your search. Simple and rich attributes can be added. Sub-instances can
be added to a simple attribute, and rich attributes contain multiple sub-fields. First, add an attribute to your search.

To add an attribute to your search:
1. In the New AttributeNew Attribute  drop-down list, point to the type of attribute you want to include. A submenu is displayed with a list of

available attributes for the type you have selected.
2. In the submenu, click the attribute. The attribute control is added to the Workspace.

For detailed information on attributes see Recording Search Attributes and Scorecard Search Attributes.

Configuring  a simple att r ibuteConfiguring  a simple att r ibute

A simple attribute contains an operator and a field value that can be a string, list, or numeric type value. To configure a simple
attribute:
1. Select the operator
2. Configure the values for the attribute

Working  with att r ibutesWorking  with att r ibutes

Attributes within the search are logically AND'd together. You can add in a UNION operator in-between attributes to logically OR
them together. To do this, right-click in the Workspace, and click UNIONUNION  OperatorOperator .

Use the Up and Down buttons  to prioritize the order in which the attributes and unions should be considered when
running the search. These controls are also available on the right-click shortcut menu.
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Use the Delete button  to remove an attribute from the search. Delete is also available from the right-click shortcut menu.

Adding  sub-instances to  a simple att r ibuteAdding  sub-instances to  a simple att r ibute

When a simple attribute has been added to the Workspace, the Add More button  is displayed in the upper right corner of the
attribute control. To add an additional sub-instance of the attribute:
1. First, in the SearchBuilder control on the Workspace, select the attribute. A highlighted selection rectangle appears around the

attribute control to indicate it is the active attribute, and the Add More  button is displayed.

2. Click Add More . The attribute sub-instance is nested within the parent control, with an additional operator and field value
control.

NoteNote   After you have added the number of sub-instances allowed by the attribute, the  is no longer displayed as an
option. For example, DirectionDirection has four available attributes, Inbound , Intercom, Outbound, and Unknown. After three
sub-instances have been added to the original attribute, the Add More icon is no longer displayed.

Delet ing  sub-instances from a simple att r ibuteDelet ing  sub-instances from a simple att r ibute

When more than one sub-instance is included in a simple attribute, the Delete More button  is available to the right of the active
sub-instance, allowing you to delete the sub-instance. To do this:

1. In the search builder control on the Workspace, in the attribute, select the sub-instance. The Delete More button  is
displayed next to the sub-instance.

2. Click Delete More . The sub-instance is removed from the attribute.

Configuring  a r ich att r ibuteConfiguring  a r ich att r ibute

Rich attributes contain multiple sub-fields. Sub-fields are logically OR'd together within the search. To configure a rich attribute:
1. In the SearchBuilder control on the Workspace, select the attribute. A highlighted selection rectangle appears around the

attribute control to indicate it is the active attribute.
2. Depending on the type of rich attribute you selected, configure the operator values.

3. Use the Up and Down buttons  to prioritize the order in which the attributes and unions should be considered when
running the search.

When all attributes have been configured for a search, click Create SearchCreate Search. The search is executed, the name of the search is
displayed under the folder in the Navigation Pane, and the search results are displayed in the Workspace.
Related Topics

Editing a Search

Running a Recording Search

Saving a Search

 

 

Private searches can be built, viewed, configured, and run only by the owner of the search. Private Searches are created in the
Interaction Recorder Navigation Pane.

Creating Private SearchesCreating Private Searches
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Creating a Private SearchCreating a Private Search

To create a Private Search: first, create a folder in the Searches pane; next, create and name a search in the folder; and then create
the search using the SearchBuilder control displayed in the Workspace.

Creating a folder to contain your searchCreating a folder to contain your search

1. In the SearchesSearches  pane, select Private SearchesPrivate Searches .

2. Right-click, and on the shortcut menu, point to NewNew, and click Fo lderFolder . A New FolderNew Folder  is highlighted under Private Searches.
3. Right-click the new folder and click RenameRename.
4. Type a name for the folder and press EnterEnter .

Creating a search in your new folderCreating a search in your new folder

To create a search to be stored in a folder:
1. Select the folder you have named, right-click, point to NewNew, and click Recording SearchRecording Search or Scorecard SearchScorecard Search. The Search

dialog is displayed in the Workspace. To create a search directly in the Private Searches folder, right-click the PrivatePrivate
SearchesSearches  folder and follow the same steps.

2. To name your search, in the TitleTitle  box type a name for your search. The Search item in the Navigation Pane will also display the
updated title.

3. In the Max resultsMax results  box, type the number for the maximum number of results to display. The default is 100.

Adding  Attr ibutes to  a SearchAdding  Attr ibutes to  a Search

Use the SearchBuilder control to select attributes to add to your search. Simple and rich attributes can be added. Sub-instances can
be added to a simple attribute, and rich attributes contain multiple sub-fields. First, add an attribute to you search.

To add an attribute to your search:
1. In the New AttributeNew Attribute  drop-down list, point to the type of attribute you want to include. A submenu is displayed with a list of

available attributes for the type you have selected.
2. In the submenu, click the attribute. The attribute control is added to the Workspace.

For detailed information on attributes see Recording Search Attributes and Scorecard Search Attributes.

Configuring  a simple att r ibuteConfiguring  a simple att r ibute

A simple attribute contains an operator and a field value that can be a string, list, or numeric type value. To configure a simple
attribute:
1. Select the operator
2. Configure the values for the attribute

Working  with att r ibutesWorking  with att r ibutes

Attributes within the search are logically AND'd together. You can add in a UNION operator in-between attributes. To do this, right-
click in the Workspace, and click UNIONUNION  OperatorOperator .

Use the Up and Down buttons  to prioritize the order in which the attributes and unions should be considered when
running the search. These controls are also available on the right-click shortcut menu.
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Use the Delete button  to remove an attribute from the search. Delete is also available from the right-click shortcut menu.

Adding  sub-instances to  a simple att r ibuteAdding  sub-instances to  a simple att r ibute

When a simple attribute has been added to the Workspace, the Add More button  is displayed in the upper right corner of the
attribute control. To add an additional sub-instance of the attribute:
1. First, in the SearchBuilder control on the Workspace, select the attribute. A highlighted selection rectangle appears around the

attribute control to indicate it is the active attribute, and the Add More  button is displayed.

2. Click Add More . The attribute sub-instance is nested within the parent control, with an additional operator and field value
control.

NoteNote   After you have added the number of sub-instances allowed by the attribute, the  is no longer displayed as an
option. For example, DirectionDirection has four available attributes: Inbound , Intercom, Outbound, and Unknown. After three
sub-instances have been added to the original attribute, the Add More icon is no longer displayed.

Delet ing  sub-instances from a simple att r ibuteDelet ing  sub-instances from a simple att r ibute

When more than one sub-instance is included in a simple attribute, the Delete More button  is available to the right of the active
sub-instance, allowing you to delete the sub-instance. To do this:

1. In the SearchBuilder control on the Workspace, in the attribute, select the sub-instance. The Delete More button  is
displayed next to the sub-instance.

2. Click Delete More . The sub-instance is removed from the attribute.

Configuring  a r ich att r ibuteConfiguring  a r ich att r ibute

Rich attributes contain multiple sub-fields. Sub-fields are logically OR'd together within the search. To configure a rich attribute:
1. In the SearchBuilder control on the Workspace, select the attribute. A highlighted selection rectangle appears around the

attribute control to indicate it is the active attribute.
2. Depending on the type of rich attribute you selected, configure the operator values.

3. Use the Up and Down buttons  to prioritize the order in which the attributes and unions should be considered when
running the search.

When all attributes have been configured for a search, click Create SearchCreate Search. The search is executed, the name of the search is
displayed under the folder in the Navigation Pane, and the search results are displayed in the Workspace.
Related Topics

Editing a Search

Running a Recording Search

Saving a Search

 

 

After you have created a Public or Private search, use the SearchBuilder control, displayed in the Workspace, to add and configure
attributes in your search. To display SearchBuilder in the Workspace, select a search in the Searches pane. The search is displayed
in the Workspace, and the SearchBuilder is displayed with the New AttributeNew Attribute  drop-down list.

Adding Attributes to a SearchAdding Attributes to a Search
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Click New AttributeNew Attribute , to select the attributes to include in your search.

To select an attribute, point to the type of attribute you want to add to your search, and the available attributes are displayed in a
submenu. Simple and rich attributes can be added to your search. Sub-instances can be added to a simple attribute, and rich
attributes contain multiple sub-fields.

For a detailed description of all available attributes, see Recording Search Attributes and Scorecard Search Attributes.

Adding Attributes to a SearchAdding Attributes to a Search

Use the SearchBuilder control to select attributes to add to your search. To add an attribute to a search:
1. In the New AttributeNew Attribute  drop-down list, point to the type of attribute you want to include. A submenu is displayed with a list of

available attributes for the type you have selected.
2. In the submenu, click the attribute. The attribute control is added to the Workspace.

An attribute might be a simple attribute or a rich attribute. A simple attribute contains an operator and a field value that can be a
string, list, or numeric type value. A rich attribute contains multiple sub-fields.

To configure a simple attribute:
1. In the SearchBuilder control on the Workspace, select the attribute. A highlighted selection rectangle appears around the

attribute control to indicate it is the active attribute.
2. Select the operator for the attribute
3. Configure the values for the attribute

To configure a rich attribute:
1. In the SearchBuilder control on the Workspace, select the attribute. A highlighted selection rectangle appears around the

attribute control to indicate it is the active attribute.
2. Depending on the type of rich attribute you selected, configure the operator values.

Attributes within the search are logically AND'd together. You can add in a UNION operator in-between attributes. To do this, right-
click in the Workspace, and click UNIONUNION  OperatorOperator .

Arranging  attr ibutes within a search attr ibuteArrang ing  attr ibutes within a search attr ibute

Use the Up and Down buttons  to prioritize the order in which the attributes and unions should be considered when
running the search. These controls are also available on the right-click shortcut menu.

Delet ing  an attr ibute from the searchDelet ing  an attr ibute from the search

Use the Delete button  to remove an attribute from the search. Delete is also available from the right-click shortcut menu.

Adding  sub-instances to  a simple att r ibuteAdding  sub-instances to  a simple att r ibute

When a simple attribute has been added to the Workspace, the Add More button  is displayed in the upper right corner of the
attribute control. To add an additional sub-instance of the attribute:
1. First, in the SearchBuilder control on the Workspace, select the attribute. A highlighted selection rectangle appears around the

attribute control to indicate it is the active attribute, and the Add More  button is displayed.

15



2. Click Add More . The attribute sub-instance is nested within the parent control, with an additional operator and field value
control.

NoteNote   After you have added the number of sub-instances allowed by the attribute, the  is no longer displayed as an
option. For example, DirectionDirection has four available attributes: Inbound , Intercom, Outbound, and Unknown. After three
sub-instances have been added to the original attribute, the Add More icon is no longer displayed.

Delet ing  sub-instances from a simple att r ibuteDelet ing  sub-instances from a simple att r ibute

When more than one sub-instance is included in a simple attribute, the Delete More button  is available to the right of the active
sub-instance, allowing you to delete the sub-instance. To do this:

1. In the SearchBuilder control on the Workspace, in the attribute, select the sub-instance. The Delete More button  is
displayed next to the sub-instance.

2. Click Delete More . The sub-instance is removed from the attribute.

Related Topics

Editing a Search

Running a Recording Search

Saving a Search

The information in the following table describes the available Recording Search attributes that are used to create recording
searches for recorded interactions. These attributes are available in the search builder control when a recording search is displayed
in the Workspace.

The Recording Search Attributes are defined by the following types:
Interaction Analyzer
Interactions
Media Specific
Questionnaires
Survey
Advanced

 

Attribute Attribute TypeType AttributeAttribute DescriptionDescription

Interaction Interaction AnalyzerAnalyzer Agent Agent Keyword ScoreKeyword Score

The Agent Keyword Score attribute searches for
recordings that contain Interaction Analyzer
Keywords that have a matching Negative Score,
Positive Score, or Total score based on the
selection in the first drop-down list box.

Available operators for Agent Keyword Score
include Equal to, Not equal to, Greater than, Greater
than or equal to, Less than, Less than or equal to, Is
empty, or Is not empty.

For information on Interaction Analyzer Keywords,
see the Interaction Analyzer Technical Reference in
the PureConnect  Documentation Library.

Recording Search AttributesRecording Search Attributes
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 Customer Customer Keyword ScoreKeyword Score

The Customer Keyword Score attribute searches
for recordings that contain Interaction Analyzer
Keywords that have a matching Negative Score,
Positive Score, or Total score based on the
selection in the first drop-down list box.

Available operators for Customer Keyword Score
include Equal to, Not equal to, Greater than, Greater
than or equal to, Less than, Less than or equal to, Is
empty, or Is not empty.

For information on Interaction Analyzer Keywords,
see the Interaction Analyzer Technical Reference in
the PureConnect  Documentation Library.

 Total  Total  Keyword ScoreKeyword Score

The Total Keyword Score attribute searches for
recordings that contain Interaction Analyzer
Keywords that have a matching Negative Score,
Positive Score, or Total score based on the
selection in the first drop-down list box.

Available operators for Total Keyword Score
include Equal to, Not equal to, Greater than, Greater
than or equal to, Less than, Less than or equal to, Is
empty, or Is not empty.

For information on Interaction Analyzer Keywords,
see the Interaction Analyzer Technical Reference in
the PureConnect  Documentation Library.

 Interaction Interaction Was AnalyzedWas Analyzed

The Interaction Was Analyzed attribute searches for
recordings that were analyzed for keywords or
recordings that were not analyzed for keywords.

This attribute is  configured to search recordings by
the audio channel, for either Agent channel,
Customer channel, or both channels.

Select Yes to search for recordings that were
analyzed for keywords. Select No to search for
recordings that were not analyzed for keywords.

To configure the search to select recordings by
either the Agent audio channel or by the Customer
audio channel, select the Specify channel analyzed
check box, and in the drop-down list select either
Agent or Customer.

To configure the search to select recordings by
both the Agent and Customer audio channels, clear
the Specify channel analyzed check box. For
example: selecting Yes and clearing the Specify
channel analyzed check box returns recordings that
have been analyzed for keywords by the Agent or
Customer. Or, for example, if you want to search for
recordings that were not analyzed for any agents,
select No and select the Specify channel analyzed
check box, and select the Agent channel.
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 KeywordKeyword

The Keyword attribute searches for recordings that
contain Interaction Analyzer keywords.

Available operators for Keyword include: Equal to,
Not equal to, Contains, Does not contain, Is empty,
and Is not empty.

You can use the drop-down list to select a Keyword
or you can begin typing a keyword to display
available keywords to choose from.

Keyword is a simple attribute that can contain sub-
instances.

For information on Interaction Analyzer Keywords,
see the Interaction Analyzer Technical Reference in
the PureConnect  Documentation Library.

 Keyword Keyword Set CategorySet Category

The Keyword Set Category attribute searches for
recordings that contain keywords based on the
Keyword Set Category.

Available operators for Keyword Set Category
include: Available operators for Keyword include:
Equal to, Not equal to, Contains, Does not contain,
Is empty, and Is not empty.

You can use the drop-down list to select a Category
or you can begin typing a Category to display
available categories to choose from.

Keyword Set Category is a simple attribute that can
contain sub-instances.

For information on Interaction Analyzer Keywords,
see the Interaction Analyzer Technical Reference in
the PureConnect  Documentation Library.

 Keyword Keyword ScoreScore

The Keyword score attribute searches for
recordings that contain Interaction Analyzer
Keywords and have a matching Customer/Agent
Positive or Negative score based on the selected
operator.

Available operators for Keyword Score include
Equal to, Greater than, Greater than or equal to,
Less than, Less than or equal to, or Not equal to.

Keyword Score is a simple attribute that can
contain sub-instances.

For information on Interaction Analyzer Keywords,
see the Interaction Analyzer Technical Reference in
the PureConnect  Documentation Library.

 Keyword Keyword Set NameSet Name

The Keyword Set Name attribute searches for
recordings that contain keywords based on the
Keyword Set Name.

Available operators for Keyword Set Category
include: Available operators for Keyword include:
Equal to, Not equal to, Contains, and Does not
contain.

You can use the drop-down list to select a Name or
you can begin typing a Name to display available
names to choose from.

For information on Interaction Analyzer Keywords,
see the Interaction Analyzer Technical Reference in
the PureConnect  Documentation Library.
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 Spotted Spotted Keyword ConfidenceKeyword Confidence

The Spotted Keyword Confidence attribute
searches for recordings based on the Confidence
Threshold percentage defined for a Keyword.

Available operators for Spotted Keyword
Confidence are: Greater than, Greater than or equal
to, Less than, and Less than or equal to.

For information on Interaction Analyzer Keywords,
see the Interaction Analyzer Technical Reference in
the PureConnect  Documentation Library.

 

InteractionsInteractions Account Account CodeCode

Use an Account Code, which is an identifying
numeric code, assigned to an account name, that
has been associated with an outgoing or incoming
interaction, as an argument for your search.

Available operators include: Contains, Does not
contain, Equal to, Is empty, Is not empty, or Not
equal to.

Type a numerical value for the argument in the
value field. Note that Account Codes are treated as
strings. so leading zeros in an account code
number must be included in the value entered.

Account Code is a simple attribute that can contain
sub-instances.

Note:  Screen Recordings are not returned on
searches using this attribute, as screen recordings
are not associated with Tracker Segments.

Assigned Assigned WorkgroupWorkgroup

Use a Workgroup in your search, which is a defined
logical group of Users related by function,
department, project, or other organization and used
for ACD call processing queues.

Available operators include: Contains, Does not
contain, Equal to, Is empty, Is not empty, or Not
equal to.

In the value field, type a Workgroup name or select
an available Workgroup from the drop-down list.
The list of available workgroups is filtered by the
workgroup access rights the user has when logging
on to IC Business Manager. Note, you can also type
an obsolete workgroup name in this field.

Assigned Workgroup is a simple attribute that can
contain sub-instances.

Note:  Screen Recordings are not returned on
searches using this attribute, as screen recordings
are not routed through workgroup queues.
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Date/TimeDate/Time

Date/Time is a rich attribute that contains multiple sub-
fields. You can select: Specify a date/time range, Specify
a date period, or Specify shift date/time period.
Operands are displayed depending on your selection.
For Specify a date/time range, specify a date argument
using the drop-down box and selecting a date from the
calendar. Type or select a time to specify a time
argument.
For Specify a date period, specify a date in which the
interactions occurred to be included in the search:
Today, Last week, Last month, Last N hours, or Last N
days.
For Specify shift date/time period, specify a shift date
range and time of day range. For example, a shift
date/time might be Monday through Friday, 8:00 a.m.
to 5:00 p.m.
This attribute uses the Windows time zone set for the
Windows User on the Interaction Recorder Client
machine.

Has Has Related RecordingsRelated Recordings

Select this attribute to search for recordings that
have related recordings or do not have related
recordings.

Select Yes to return recordings in the search
results that have a related recording. Related
recordings apply to all media types, such as screen
recordings and replies to e-mails.

Select No to return recordings in the search results
that do not have any related recordings.

Search Att r ibutes for Search Att r ibutes for Interact ions > HoldsInteract ions > Holds
There are three Holds Search Attributes: Number Number ofof
HoldsHolds, Hold TimeHold Time, and Total Hold TimeTotal Hold Time.
 
Number of HoldsNumber of Holds  
Select this attribute to search for recordings by
specifying the number of holds in a recording. Select an
operator and enter the number of Holds in the field. A
valid value for the number of Holds is 0 or a positive
integer.
Note:Note: When the Number of Holds operator is
configured as Equals Equals toto  and the value is set to 00 , only
recordings that do not have Holds are retrieved.
Available operators are: Equal to, Greater than, Greater
than or equal to, Less than, and Less than or equal to.
The Less Less thanthan  and Less than Less than or equal toor equal to  operators
include recordings that have no Hold events. To specify
the Hold type, select the Specify  hold Specify  hold typetype check box
and select HoldHold  or TransferTransfer  or ParkPark.
 
Hold TimeHold Time
Select this attribute to search for recordings by
specifying an individual Hold time in a recording. Select
an operator and enter a time in hh:mm:ss in the field.
Available operators are: Equal to, Greater than, Greater
than or equal to, Less than, and Less than or equal to.
To specify the Hold type, select the Specify  Specify  hold typehold type
check box and select HoldHold  or TransferTransfer  or ParkPark.
NotesNotes for Hold Hold TimeTime attribute::
·          The less than and Less than or equal to

operators only retrieve recordings for which
there is at least one Hold event.

·          When the Hold Time operator is configured
as Equals to and the value is set to 0, only
recordings that have at least one zero-
second hold are retrieved.
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HoldsHolds

 
Total Hold TimeTotal Hold Time
Select this attribute to search for recordings by
specifying the sum of all hold times for a recording.
Available operators are: Equal to, Greater than, Greater
than or equal to, Less than, and Less than or equal to.
To specify the Hold type, select the Specify  Specify  hold typehold type
check box and select HoldHold  or TransferTransfer  or ParkPark.
NotesNotes for Tota l Tota l Hold TimeHold Time attribute::
·          The less than and Less than or equal to

operators only retrieve recordings for which
there is at least one Hold event.

·          When the Total Hold Time operator is
configured as Equals to and the value is set
to 0, recordings that have no holds as well
as recordings that have at least one zero-
second hold are retrieved.

 
Hold Type EventsHold Type Events
You can specify a Hold type to associate with a HoldsHolds
search attribute. HoldsHolds event types are: HoldHold ,
TransferTransfer , and ParkPark.
A HoldHold  event type indicates the Hold button was used
to place a recording participant on hold; the Hold event
duration indicates the amount of time the participant
was on hold.
A TransferTransfer  event type indicates a recording participant
was transferred to another entity during the recording;
the Transfer event duration indicates the amount of
time the participant was on hold while the interaction
was being transferred.
A ParkPark  event type indicates the Park on Queue button
was used to park a recording participant on a queue.
The Park event duration indicates the amount of time
the participant was on hold before the parked call was
picked up from the queue.

Note   A Park Hold type search can only be run
against a CIC Server running CIC  2018 R1, or
later.  

 

Ini tiation Initiation Pol icyPol icy

Select this attribute to search for recordings based
on an Initiation Policy. Select an operator, and enter
the Initiation Policy name in the field.

Available operators include: Contains, Does not
contain, Equal to, Is empty, Is not empty, or Not
equal to. 

You can use the drop-down list to select an
Initiation Policy or you can begin typing a name to
display available Initiation Policies to choose from.

The Initiation Policy attribute can include sub-
instances.

Interaction Interaction AddressAddress

Select this attribute to search for recordings based
on the Interaction Address.

Available operators include: Contains, Does not
contain, Equal to, Is empty, Is not empty, or Not
equal to.

Note:  Screen Recordings are not returned on
searches using this attribute, as screen recordings
do not have interaction addresses.
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DirectionDirection

Select this attribute to search for recordings based
on the Interaction  Direction (Inbound, Intercom,
Outbound, or Unknown).

Note: The owner of an intercom recording is the
person who is receiving the call.

The Direction attribute can include sub-instances.

Interaction Interaction IDID

The Interaction ID uniquely identifies an interaction
in a CIC system. An Interaction ID is assigned every
time an interaction takes place. An Interaction ID
identifies the interaction that got recorded.

Interaction IDs are useful in finding recordings
when you use the Contains operator along with the
Call Id, from the Interaction Desktop.

Use the Interaction ID as a simple attribute for your
search.  

Type a numerical value for the argument in the
value field.

The Interaction ID attribute can include sub-
instances.

 

The speed of the search and the number of
recordings returned in your search results is based
on the characters entered in the Interaction ID value
field. For example:

- If you enter 18 characters, the search results will
include the recording that has the Interaction ID
that matches the value entered.

- If you enter 10 characters, the search results will
contain a list of recordings that have Interaction
IDs that start with these 10 characters.

- If you enter any other number of characters, for
example 1 through 9 characters or 11 through 17
characters, the search results will contain a list of
recordings that contain the value entered anywhere
in the Interaction ID.

Media Media TypeType

Select this attribute to search for recordings based
on the interaction media type. Available Media
types include: Call, Chat, Chat Transcript, E-mail,
Screen, Social Conversation, and Social Direct
Message.
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Participant Participant InformationInformation

Add this attribute to your search to include
recordings based on identifiers of a party that are
included in the recording. All the fields specified are
OR'd together for the search.

The sub-fields for this rich attribute include
information sub-fields for participant values,
including: Last Name, First Name, Phone Number,
Email Address, a Participant Type drop-down list
that includes predefined types. Note, if you want all
recordings where a specific participant has a
Participant Type (or has any other Participant
Information fields other than first and last names),
use the Participant Name search criteria in addition
to Participant Information criteria.

Also included is a Station Name sub-field that
includes: an operator drop-down list that displays
the operators Contains, Does not contain, Equal to,
and Not equal to; and a Station Name field drop-
down list that displays a list of current station
names to choose from. Note, you can also type an
obsolete station name in this field.

Note:  Screen Recordings are not returned on
searches using this attribute, as screen recordings
do not have participants or station names.

Participant Participant NameName

Add this attribute to your search to include
recordings based on the participant's name. The
first and last name are AND'ed together for the
search.

Available operators include: Equal to, Not equal to,
Contains, or Does not contain.

In the First Name field, type the first name of the
participant.

In the Last Name field, type the last name of the
participant.

Recording Recording Fi le SizeFi le Size

Select this attribute to specify a recording file size
to be considered in the search.

Available operators include: Equal to, Greater than,
Greater than or equal to, Less than, Less than or
equal to, or Not equal to.

Type a numerical value for the argument in the
value field.

Recording Recording LengthLength

Select this attribute to specify a recording length to
be considered in the search.

Available operators include: Equal to, Greater than,
Greater than or equal to, Less than, Less than or
equal to, or Not equal to.

Enter a time value for the recording length in the
value field.
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Site Site IDID

Include this attribute in your search for interactions
to be retrieved based on Site ID.

Available operators include: Equal to, Greater than,
Greater than or equal to, Less than, Less than or
equal to, or Not equal to.

Type a numerical value for the argument in the
value field.

This simple attribute can contain sub-instances.

Note:  Screen Recordings are not returned on
searches using this attribute, as screen recordings
are not associated with Site IDs.

Wrap-up CodeWrap-up Code

 

Include this attribute in your search for interactions
to be retrieved based on Wrap-up Codes.

Available operands include: Contains, Does not
contain, Equal to, Is empty, Is not empty, or Not
equal to.

Type a value for the argument in the value field.

This simple attribute can contain sub-instances.

Note:  Screen Recordings are not returned on
searches using this attribute, as screen recordings
do not have wrap-up codes.

User User NameName

Include this attribute in your search for interactions
to be retrieved based on User Name.

This is a simple attribute with two operators to
choose from, Equal to and Not equal to.

The value field is a drop-down list of User Names.
You can use the drop-down list to select a User
Name or you can begin typing a name to display
available User Names to choose from.

If duplicate Display Names are detected for the
User Name, the IC User name value is appended to
the Display Name. For example:

     John Smith (JSmith)

     John Smith (JASmith)

If further duplicates are detected when there are
users with the same Display Name and IC User
name, a counter is appended to the end of the
Display Name. For example:

     John Smith (JSmith)

     John Smith (JASmith)

     John Smith (JASmith) (1)

This attribute can include sub-instances.

 

Media Specific >Media Specific >

Cal lsCal ls

  

Cal l  TypeCal l  Type

  

Use this attribute to select recordings based on
Call Type. The available Call Types are: Conference,
External, Intercom, or Unknown.

Note: The owner of an intercom recording is the
person who is receiving the call.
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  Participant Participant Phone NumberPhone Number

Use this attribute to select recordings based on the
participant phone number.

Type the phone number for the argument in the
value field.

The available operators are: Equal to, Not equal to,
Contains, or Does not contain.

This attribute can include sub-instances.
 

Media Media Specific > E -Specific > E -
mai lsmai ls

CCCC

  

ImportanceImportance

  

SubjectSubject

Available e-mail attributes to consider in a search
are:

E -mai l  E -mai l  cccc , to include a recipient's name who was
copied on the e-mail. Operators include Contains,
Does not contain, Equal to, Is empty, Is not empty,
or Not equal to;

E -mai l  ImportanceE-mai l  Importance , options include High, Low,
Normal, or Unknown; and

E-mai l  SubjecE-mai l  Subjec t, operators include Contains, Does
not contain, Equal to, Is empty, Is not empty, or Not
equal to.

 

Media Media Specific > SocialSpecific > Social
ConversationConversation

PlatformPlatform

ChannelChannel

PagePage

Social Conversation attributes are:

Social  Conversation Social  Conversation PlatformPlatform
Use this attribute to select a social media platform
from the list, such as Facebook or Twitter.

Social  Conversation Social  Conversation ChannelChannel
Use this attribute to enter a channel name, which
has been predefined by your administrator.

Social  Conversation Social  Conversation PagePage
Use this attribute to enter a corporate Facebook
page name. Twitter does not use Pages.

Media Media Specific > SocialSpecific > Social
Direct MessageDirect Message

PlatformPlatform

ChannelChannel

PagePage

Social Direct Message attributes are:

Social  Direct Social  Direct Message PlatformMessage Platform
Use this attribute to select a social media platform
from the list, such as Facebook or Twitter.

Social  Direct Social  Direct Message ChannelMessage Channel
Use this attribute to enter a channel name, which
has been predefined by your administrator.

Social  Direct Social  Direct Message PageMessage Page
Use this attribute to enter a corporate Facebook
page name. Twitter does not use Pages.

 

QuestionnairesQuestionnaires Number Number of Finishedof Finished
QuestionnairesQuestionnaires

This simple attribute allows you to search by the
number of finished questionnaires that have been
scored against a recording.

The following operators are available to choose
from: Equal to, Greater than, Greater than or equal
to, Less than, Less than or equal to, Not equal to.

Type a numerical value for the argument in the
value field.

This attribute can include sub-instances.
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Number Number of Incomplete Scoresof Incomplete Scores

This simple attribute allows you to search by the
number of incomplete scorecards associated with
a recording.

The following operators are available to choose
from: Equal to, Greater than, Greater than or equal
to, Less than, Less than or equal to, Not equal to.

Type a numerical value for the argument in the
value field.

This attribute can include sub-instances.

Questionnaire Questionnaire NameName

This simple attribute allows you to search by the
name of a questionnaire associated with a
recording.

There are two operators to choose from, Equal to
and Not equal to.

The value field is a drop-down list of available
questionnaire names.

This attribute can include sub-instances.

RankingRanking

This is a rich attribute. Use it to search by Rank
Group and Rank Name. The options are available
from drop-down lists.

The Rank Name operators are: Contains, Does not
contain, Equal to, Is empty, Is not empty, and Not
equal to.

After you have selected the Rank Group that you
want to search for, the associated ranking is
displayed in the Rank Name field. Select the Rank
Name for your search.

Scorecard Scorecard Has SignatureHas Signature
CommentsComments

Select this attribute to search for Scorecards based
on Signature Comments.

Select Yes to return scorecards in the search
results that have signature comments.

Select No to return scorecards in the search results
that do not have any signature comments.

Scorecard Scorecard Signature StatusSignature Status

Select this attribute to search for Scorecards based
on the status of the signature.

Select No signature required to return scorecards
in the search that do not require a signature.

Select Awaiting signature/Signature required to
return scorecards in the search that require a
signature but have not been signed.

Select Signed to return scorecards in the search
that have been signed.

Scored Scored UserUser

This attribute searches for users who have had
questionnaires scored against their recordings.

This is a simple attribute with two operators to
choose from, Equal to and Not equal to.

The value field is a drop-down list of user
displaynames, if available, otherwise a UserID
appears if a displayname is not available.

This attribute can include sub-instances.
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Scoring Scoring UserUser

This attribute searches for users who have scored
recordings.

This is a simple attribute with two operators to
choose from, Equal to and Not equal to.

The value field is a drop-down list of user IDs.

This attribute can include sub-instances.

Scoring Scoring StatusStatus

Use this attribute to search for recordings by their
scoring status.

The options are Assigned, Finished, or Saved.

This attribute can include sub-instances.

 

SurveySurvey Survey Survey RankingRanking

This rich attribute allows you to search for a survey
by Rank Group. The options are available from drop-
down lists.

After you have selected the Rank Group that you
want to search for, the associated ranking is
displayed in the Rank Name field. Select the Rank
Name for your search.

Available operators include: Contains, Does not
contain, Equal to, Is empty, Is not empty, or Not
equal to.

 

Survey Survey Scored UserScored User

This attribute allows you to search for a user that
has been scored in a survey.

This is a simple attribute with two operators to
choose from, Equal to and Not equal to. The drop-
down list allows you to select a user name for your
search.

This attribute can include sub-instances.

Survey Survey NameName

This attribute allows you to search for a survey by
Survey Name.

This is a simple attribute with two operators to
choose from, Equal to and Not equal to. The drop-
down list allows you to select a survey name for
your search.

This attribute can include sub-instances.

Survey Survey StateState

This simple attribute allows you to search for
surveys by Survey State.

The operators are Equal to and Not equal to. The
drop-down field list includes the following states of
a survey to choose from: Abandoned, Caller
disconnected, Complete, Error, Insufficient
resources, Not answered, and Opt out.

This attribute can include sub-instances.

 

27



AdvancedAdvanced Recording Recording AttributeAttribute

Use this rich attribute to search for recordings by a
custom  Recording Attribute.  

Select the name of the attribute from the drop-down
list.

Choose from the operators Contains, Does not
contain, Equal to, Is empty, Is not empty, and Not
equal to, and type the value in the field.

If you leave the operator and value blank, all
recordings that have this attribute will be returned
regardless of the attribute's value.

Custom Attributes Not Equal to and Does Not
Contain searches find all recordings that do not
have the attribute equal to the value.

 

Recording Recording Fi le NameFi le Name

This is a simple attribute that allows you to search
for a recording by Recording File Name.

Choose from the operators Contains, Does not
contain, Equal to, Is empty, Is not empty, and Not
equal to. Type the file name in the field.

This attribute can include sub-instances.

Recording Recording IDID

A Recording ID is a unique identifier for each
recorded interaction. Recording IDs are only used
by Interaction Recorder and are only visible when
browsing recordings or in search results.

This is a simple attribute that allows you to search
for a recording by Recording ID.

Choose from the operators Contains, Does not
contain, Equal to, Is empty, Is not empty, and Not
equal to. Type the Recording ID in the field.

This attribute can include sub-instances.

Recording Recording is  in Progressis in Progress

Select this attribute to search for recordings that
are in progress or recordings that are not in
progress.

Select Yes to return recordings in the search
results that are in progress.

Select No to return recordings in the search results
that are not in progress.

Recording Recording is  Encumberedis Encumbered

Select this attribute to search for recordings that
are encumbered. Recordings are encumbered if the
user or station was not properly licensed for
Interaction Recorder when the recording was made.

Select Yes to return recordings in the search
results that are encumbered. When the search
results are displayed, the user or station that is
not properly licensed is displayed in the Local
Party Name column.

Select No to return recordings in the search results
that are not encumbered.
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Recording Recording TagTag

Select this attribute to search for recordings based
on a Recording Tag. Select an operator, and enter
the Recording Tag name in the field. You can use
the drop-down list to select a Recording Tag, or you
can begin typing a name to display available
Recording Tags to choose from.

Available operators include: Contains, Does not
contain, Equal to, Is empty, Is not empty, or Not
equal to.

Recording Recording TypeType

Select this attribute to retrieve recordings based on
the recording type. Select Policy-based for
recordings that were created by an Initiation Policy,
or select Snippet Recording for recordings that
were created using the Snip recording option.
Select an operator from the drop-down list.
Available operators are Equals to and Not equal to.

Survey IDSurvey ID

 

The Survey ID is a unique internal identifier for
Interaction Feedback surveys. It is a 32 character
hexadecimal number that is randomly generated
when a survey is created. It is only viewable by
administrators who have access to the database.

This is a simple attribute that allows you to search
for a recording by Survey ID.

Choose from the operators Contains, Does not
contain, Equal to, Is empty, Is not empty, and Not
equal to. Type the Survey ID in the field.

This attribute can include sub-instances.

Has Has Been ArchivedBeen Archived

Select this attribute to search for recordings that
have or have not been archived.

Select Yes to return recordings in the search
results that have been archived.

Select No to return recordings in the search results
that have not been archived.

Related Topics

Adding Attributes to a Search

Creating Private Searches

Creating Public Searches

Editing a Search

Running a Recording Search

Saving a Search
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Run a Recording Search to display a list of recorded interactions, of your Search results, in the Workspace. Specific details of
interactions can also be reviewed in this view.

  

Here are several  ways to  run a search:  Here are several  ways to  run a search:  
When you select a search in the Navigation Pane, it automatically runs and the search results are displayed in the Workspace.
From the SearchesSearches  pane, select a search, and in the workspace click Run Run SearchSearch.
Select the search in the Searches pane, and on the menu bar click the Search Search TitleTitle  Active View menu, and then click RunRun
SearchSearch.
From the SearchesSearches  pane, select a search, and click Run SearchRun Search on the toolbar.
Select a search in the Searches pane, right-click, and on the shortcut menu, click RunRun.

Next, see Viewing Recording Search Results.
Related Topics

Viewing Recording Search Results

Working with Recording Search Results

 

Running a Recording SearchRunning a Recording Search
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Based on the attributes of the recording search, when a search is run the results are displayed in the Search Results view in the
Workspace. A list of recorded interactions is displayed at the top of the Workspace in a grid, which gives details of the interaction.

Use the Search Results view to review the details of an interaction and to playback a recording. Information on recordings is
displayed in the Media Media Detai lsDetai ls  and Detai lsDetai ls  dockable panes, which are initially displayed at the middle and bottom of the
Workspace.

Displaying Recording Searches in the WorkspaceDisplaying Recording Searches in the Workspace

Multiple recording searches are displayed in tabbed views in the Workspace.

 

Next, see Working with Recording Search Results.

 

When a recording search is run, the results are displayed in the Search Results view in the Workspace. Multiple searches can be
displayed in tabs in the Workspace. A list of recorded interactions is displayed in a grid, which gives details of the recording. Use
the Search Results view to review the details of an interaction, playback a recording, delete a recording, export a recording, modify a
recording expiration date, or archive a recording. The Search results view contains the Recordings grid, the Media Details pane, and
the Details pane.

Viewing Recording Search ResultsViewing Recording Search Results

Working with Recording Search ResultsWorking with Recording Search Results
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Recordings gridRecordings grid

The results of a recording search are displayed in the grid in the top pane of the Workspace. The grid displays a list of recordings,
by Date/TimeDate/Time that are found for the search, in descending order (newest to oldest).
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NotesNotes   

- To paste recording information into another application, use Ctrl+C in the recordings grid to Copy an entire row, or multiple
rows, to the clipboard. 

- When there is more than one scorecard associated with a recording, the Scoring StatusScoring Status  column displays the scorecard at
the highest level of completion. For example, if a recording has two scorecards and one of the scorecards is CompletedCompleted and
the other is SavedSaved, the Scoring Status column  displays Completed and the Scoring User column displays the user name for the
owner of the Completed scorecard. If there is more than one scorecard at the highest level of completion, the Scoring User
column displays the user who is alphabetically first by last name.

- The Scoring User column displays the names of the users that scored the individual recordings displayed in the Search
Results grid. If the user, viewing the Search Results, has the Can Can Score RecordingsScore Recordings  Security Policy rights for a recording, the
Scoring User name is displayed in the Scoring User column. If the user does not have the Can Can Score RecordingsScore Recordings  policy rights
for the recording, the recording is not displayed in the search results.

--  If a recording is in progress, the value in the Recording LengthRecording Length field is blank in the search results grid.

- If a call recording is in progress when the recording is opened, the Playback window is replaced with the message ThisThis
recording is  currently in progress and cannot be retrieved at this timerecording is  currently in progress and cannot be retrieved at this time. You can monitor a recording in process. For
more information, see Monitor a Live Call.

  

Select ing  Fields for the gridSelect ing  Fields for the grid

To change the Fields that are displayed in the grid, click the Field ChooserField Chooser   on the top left of the grid.
In the Show/Hide Columns dialog select the Fields to display in the grid.
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Sort ing  columns in the gridSort ing  columns in the grid

To sort a grid column in ascending or descending order, click the Field name.

Refining  search resultsRefining  search results

To further refine the search results, use the Filter Criteria selection fields below each Field. To create a field filter for the search
results displayed in the grid, select the field below the Field name. The field search filter is displayed. To select an operand for the

search, click . In the drop-down list, select the search criteria. Depending on the field and your selections, an additional dialog

might be displayed. The search results are displayed according to your search filter. To clear the filter criteria, in the field click .

To clear all filter criteria, click  at the left on the Filter Criteria selection fields grid row.

  

Recording DetailsRecording Details
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When you select a recording in the Search results list, detailed information on a recording is displayed in Media Media Detai lsDetai ls  and
Detai lsDetai ls  panes. These panes are displayed at the bottom of the Workspace and can be moved and docked to another location on
your screen.

Open a Record ingOpen a Record ing

To Open a Recording, double-click a recording in the Search Results grid. You can also right-click on a recording, and on the
shortcut menu click Open RecordingOpen Recording.

Record ing  shortcut  menuRecord ing  shortcut  menu

When a recording is selected in the Search Results grid, you can right-click on the recording to display a shortcut menu. From the
Shortcut menu, you can:

Open a Recording
Show or hide the Details panes
Archive a Recording
View the Audit Trail
Delete a Recording
Export a Recording
Export Results Rows
Modify Retention Expiration
Score a Recording
E-mail a Recording

NotesNotes

- - A Recording can be deleted from the Recordings grid in the Search Results View. For more information, see Delete a
Recording.

- - Screen recordings cannot be exported. If a screen recording is included in a selection, Export is not available on the shortcut
menu.

  

Media Details  paneMedia Details  pane

When you select an interaction in the search results grid, details of the interaction are displayed in the Media Details  pane. The
details include: Recording Date, Recording ID, Interaction ID Key, Initiation Policy, Archived indicator, Direction, Recording Length,
Encrypted indicator, Recording Type, Snippet Initiator, Call Line, and Call Type.

 

To undock the Media Details pane from the Workspace, double-click the title bar. The Media Details pane moves from the
Workspace. To move the Media Details pane to another place on your screen, click the title bar and drag the window.

To dock the Media Details back in the Workspace, right-click, and on the shortcut menu, click FloatingFloating to clear the check box.

To hide the Media Details pane in the Workspace, right click on the title bar, and in the shortcut menu click Auto  Auto  HideHide . A tabbed
page is displayed at the bottom of the Workspace. Click the tab to display the Media Detai lsMedia Detai ls  view.
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Details  paneDetails  pane

The Details pane displays additional interaction details for the selected interaction. The Details pane includes the following tabbed
pages: Participant Data, Custom Attributes, Audit Trail, Scoring, and Tags. If Interaction Analyzer Keywords are associated with an
interaction, a Keywords tab is also displayed.

To undock the Details pane from the Workspace, double-click the title bar. The Details pane moves from the Workspace. To move
the Details pane to another place on your screen, click the title bar and drag the window.

To dock the Details back in the Workspace, right-click, and on the shortcut menu, click FloatingFloating to clear the check box.

To hide the Details pane in the Workspace, right click on the title bar, and on the shortcut menu, click Auto  Auto  HideHide . A tabbed page is
displayed at the bottom of the Workspace. Click the tab to display the Detai lsDetai ls  view.

Scoring pageScoring page

Use the Scoring page in the Details pane to access a Questionnaire and Score a recording. Questionnaires that have previously
been assigned to a recording are displayed on the Scoring page. Additional Questionnaires can be assigned to the recording on the
Scoring page. Only questionnaires that have been published are available for scoring.

User Scorecard AccessUser Scorecard Access

Non-admin users only see Questionnaire scorecards that they have scored. To allow users to see all scorecards for a recording, the
CIC administrator can create a Security Pol icySecurity Pol icy  so a user can view scorecardscan view scorecards . This Security Policy can be applied to Agents or
Roles. Questionnaire Directory Admin Access and other security rights will still apply. For non-admin users, in order to finish a
scorecard that has already been scored by another user, the user must first save the scorecard to take ownership and then the user
can finish the scorecard.

Assigning a QuestionnaireAssigning a Questionnaire

To assign a questionnaire, click Assign Questionnaire, and select a questionnaire from the Select Questionnaire
dialog.  

When you click Assign QuestionnaireAssign Questionnaire  the Select QuestionnaireSelect Questionnaire  dialog is displayed. To assign a user to score the recording,
select the Scoring userScoring user  from the drop-down list. To select the completed scorecard for calibration purposes, select the MarkMark
scorecard scorecard for cal ibrationfor cal ibration check box. To assign a questionnaire to a recording you must hve the Can Can Assign QuestionnairesAssign Questionnaires
security right, assigned in Policy Editor.

To score a recording, on the Scoring page, click ScoreScore . The Questionnaire to score the recording is displayed and the media player
is launched displaying details of the recording.

Tags pageTags page

The Tags page displays Tags for a recording that were created in Policy Editor and assigned to a recording.  
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Tags can be added and edited in the Playback window Details pane on the Tags page. To open the Playback window, click ModifyModify
TagsTags . The Playback window is displayed. If the Details pane is not showing, in the Playback window right-click, and on the shortcut
menu point to ShowShow and click Detai lsDetai ls .

  

Events pageEvents page

The Events page displays the Hold Event information. This tab is displayed for each recording if the user has sufficient security and
access rights to be able to retrieve or playback the recording.

By default, the rows on the Events page are sorted in ascending order by the Start/Date/Time value. The columns displayed on the
Events page are:

TypeType   This value indicates the type of Hold event that occurred within the recording. Valid Hold display values are:  HoldHold,
Transfer, Transfer, and ParkPark .
DurationDuration  This value indicates the length of the Hold, rounded to the nearest second. The summary row for this column
displays the total duration of the Holds (summed before any rounding) for this recording, and is rounded to the nearest second.
Hold Hold Date/TimeDate/Time  This value displays when the Hold began in local Date/Time. The summary row for this column displays the
total number of Holds that occurred for this recording.
Start Start OffsetOffset   This value displays when the Hold began as an offset from the beginning of the recording, rounded to the nearest
second.
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End OffsetEnd Offset   This value displays when the Hold ended as an offset from the beginning of the recording, rounded to the nearest
second.

Noteote :  If the duration for a Hold event is less than .5 seconds and greater than zero (0) seconds, the Event Duration states less
than 1 second.
Related Topics

Delete a Recording

Details Pane

Media Details Pane

Score a Recording

 

 

The Media Details pane is displayed in the Search results view in the workspace.

 

When an interaction is selected, details of the recorded interaction are displayed in the Media Detai lsMedia Detai ls  pane. The details include:
Recording Date
Recording ID
Expiration Date
Initiation Policy
Interaction ID Key
Direction
Archived indicator
Encrypted indicator
Recording Length
Recording Type
Snippet Initiator

Media Details PaneMedia Details Pane
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Media Type details

  

Snippet InitiatorSnippet Initiator

When the Recording Type is a Snippet Recording, the Media Details pane displays the Snippet Ini tiatorSnippet Ini tiator  attribute value, indicating
the user who initiated the Snippet Recording.

  

Assign Calibration ScorecardsAssign Calibration Scorecards

The Media Details pane also includes an Assign Calibration button to assign calibration scorecards to a recording.

To assign calibration scorecards for a recording, click the Assign Calibration button. The Assign Calibration Scorecards dialog is
displayed.
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Use the Assign Calibration Scorecards dialog to assign a questionnaire to the recording and to specify the scoring users to be
assigned the calibration scorecard.

To assign a questionnaire to be used for calibration:
1. Select a questionnaire from a Questionnaires folder.
2. From the drop-down list specify the scoring users to be assigned the calibration scorecard.

You can also specify users by Roles. To do this:
a. Click Search by RolesSearch by Roles . The Search by Roles dialog is displayed.
b. Select a Role to display its members.
c. Select users from the Role Members.
d. Click Add to  Cal ibrationAdd to  Cal ibration to include the names in the calibrate recording user list in the Assign Calibration Scorecards

dialog.
e. When you have finished adding Role Members, click DoneDone.

3. When you have finished specifying users to be assigned the calibration scorecard, click AssignAssign.

 

Moving the Media Details paneMoving the Media Details pane

You can undock the Media Details pane from the Workspace and move it to another location on your screen. To undock the Media
Details pane, double-click the title bar. The Media Details pane moves from the Workspace. To move the Media Details pane to
another place on your screen, click on the title bar and drag the window.

To dock the Media Details pane back in the Workspace, double-click the title bar. The Media Details pane docks back in the
Workspace.

Hiding the Media Details paneHiding the Media Details pane

There are two ways to Hide the Media Details pane, Hide and Auto Hide. When you Hide the Media Details pane, it does not appear
in the Workspace. When you Auto Hide the Media Details pane, a tabbed page is displayed at the bottom of the Workspace. Auto
Hide allows you to display a pop-up pane, leaving more Workspace for the Search results view.

To Hide the Media Details pane, right-click the title bar, and on the shortcut menu, click HideHide . To display the Media Details pane
again, right-click in the Workspace and on the shortcut menu point to ShowShow and click Media Detai lsMedia Detai ls . The Media Details pane is
displayed in the Workspace.

To Auto Hide the Media Details pane, right-click the title bar, and on the shortcut menu, click Auto  HideAuto  Hide . A tabbed page is
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displayed at the bottom of the Workspace. To display the Media Details pane again, click the tab, and the Media Details pane pops
up in the Workspace. To turn Auto Hide off, when the pane is displayed, right-click the title bar and click Auto  Auto  HideHide . The Media
Details pane is displayed in the Workspace.
Related Topics

Details Pane

Working with Recording Search Results

 

The Details pane is displayed in the Search Results View in the Workspace.

 

When an interaction is selected, additional interaction details are displayed in the Detai lsDetai ls  pane. The Details pane includes the
following tabbed pages:

Participant Data
Attributes
Audit Trail
Scoring
Tags
Events

Details PaneDetails Pane

41



 

 Note  Note  If Interaction Analyzer Keywords are associated with an interaction, a Keywords tabbed page is also displayed.

 

Participant Data pageParticipant Data page

The Participant Data page displays information on the parties of the selected interaction. The page displays Attributes and Values
for the interaction participants.

Attributes pageAttributes page

The Attributes page displays the defined custom attributes that apply to this interaction.

The Attribute value field supports displaying multiple lines with the value text string. When modifying the Value, press EnterEnter  to add
a new line to the attribute value string. To end the edit mode and save the changes, click the pencil icon in the row selector.

42



NoteNote   Adding or removing a Custom Attribute in Interaction Recorder client in IC Business Manager creates an audit entry for
the recording. The audit trail entry for the change contains comments that describe the change.

You can only change the Value on the Attributes page; you cannot change the Attribute name on this page.

Audit Trail pageAudit Trail page

The Audit Trail page displays information on audit events. The information includes:  Date/Time, Audit Event, User, and Comments
on the event. Use the shortcut menu from the Audit Trail page to refresh the audit trail data.

Scoring pageScoring page

The Scoring page is used to access a Questionnaire and Score a recording. Questionnaires that have previously been assigned to a
recording are displayed on the Scoring page. Additional Questionnaires can be assigned to the recording on this page. Only
questionnaires that have been published are available for scoring.

Notes  Notes  

--  Non-admin users only see Questionnaire scorecards that they have scored. To allow users to see all scorecards for a
recording, the CIC administrator can create a Security Security Pol icyPol icy  so a user can view score can view score cardscards . This Security Policy can be
applied to Agents or Roles. Questionnaire Directory Admin Access and other security rights will still apply. For non-admin
users, in order to finish a scorecard that has already been scored by another user, the user must first save the scorecard to take
ownership and then the user can finish the scorecard.  

--  The Scoring User column displays the names of the users that scored the recording selected in the Search Results grid. If the
user, viewing the Search results, has the Can Can Score RecordingsScore Recordings  Security Policy rights for the selected recording, the Scoring
User name is displayed in the Scoring User column. If the user does not have the Can Score RecordingsCan Score Recordings  policy rights, the
Scoring User column is not displayed.

To assign a questionnaire, click Assign QuestionnaireAssign Questionnaire , and select a questionnaire from the Select QuestionnaireSelect Questionnaire  dialog. When
you click Assign QuestionnaireAssign Questionnaire  the Select QuestionnaireSelect Questionnaire  dialog is displayed. To assign a user to score the recording, select
the Scoring userScoring user  from the drop-down list. To select the completed scorecard for calibration purposes, select the MarkMark
scorecard for cal ibrationscorecard for cal ibration check box. To require an agent signature on the completed scorecard, select the Require Require scoredscored
agent s ignatureagent s ignature  check box. To assign a questionnaire to a recording you must have the Can Assign Can Assign QuestionnairesQuestionnaires  security
right, assigned in Policy Editor.

To score a recording, on the Scoring page, select a Questionnaire and click ScoreScore . You can also right-click on a Questionnaire, and
on the shortcut menu, click ScoreScore .

The Questionnaire to score the recording is displayed and the media player is launched displaying details of the recording. Playback
forms vary according to the Media Type.

A Quality Scorecard Report can be generated from the Scoring page in the Details pane. To generate a report, on the Scoring page
select a Questionnaire. Right-click, and on the shortcut menu, click Run Run Report.Report.

Tags pageTags page

The Tags page displays Tags for a recording that were created in Policy Editor and assigned to a recording.  Spotted Interaction
Analyzer categories are also displayed on the Tags page. Tags can be added and edited in the Playback window Details pane on the
Tags page. To open the Playback window, click Modify TagsModify Tags . The Playback window is displayed. If the Details pane is not
showing, in the Playback window right-click, and on the shortcut menu point to ShowShow and click Detai lsDetai ls .

NoteNote   Adding or removing a Tag in Interaction Recorder client in IC Business Manager creates an audit entry for the recording.
The audit trail entry for the change contains comments that describe the change.

Keywords pageKeywords page

Keywords and phrases spotted by Interaction Analyzer are stored along with recordings, allowing for rapid searching of recordings
for playback. Policy Editor Initiation Policies determine which call interactions are analyzed for keywords and phrases.
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If Interaction Analyzer Keywords are associated with an interaction, a Keywords page is available.

The Analyzer results information displayed on the Keywords page includes:
Customer Scores
Agent Scores
Total Keyword Score
Keyword name
Offset (time point in call of Keyword hit)
Category
Set Name
Keyword Score
Channel (Agent or Customer)
Spotted confidence
Utterance

NoteNote :  The Spotted Confidence value displayed is rounded to 2 decimal places. The tooltip for Spotted Confidence displays the
value up to 4 decimal places.

For information on setting the score of a keyword or phrase, see the Interaction Analyzer Technical Reference in the PureConnect
Documentation Library.

Events pageEvents page

The Events page displays the Hold Event information. This tab is displayed for each recording if the user has sufficient security and
access rights to be able to retrieve or playback the recording.

44



By default, the rows on the Events page are sorted in ascending order by the Start/Date/Time value. The columns displayed on the
Events page are:

TypeType   This value indicates the type of Hold event that occurred within the recording. Valid Hold display values are:  HoldHold,
Transfer, Transfer, and ParkPark .
DurationDuration  This value indicates the length of the Hold, rounded to the nearest second. The summary row for this column
displays the total duration of the Holds (summed before any rounding) for this recording, and is rounded to the nearest second.
Hold Hold Date/TimeDate/Time  This value displays when the Hold began in local Date/Time. The summary row for this column displays the
total number of Holds that occurred for this recording.
Start Start OffsetOffset   This value displays when the Hold began as an offset from the beginning of the recording, rounded to the nearest
second.
End OffsetEnd Offset   This value displays when the Hold ended as an offset from the beginning of the recording, rounded to the nearest
second.

Noteote :  If the duration for a Hold event is less than .5 seconds and greater than zero (0) seconds, the Event Duration states less
than 1 second.

Moving the Details paneMoving the Details pane

You can undock the Details pane from the Workspace and move it to another location on your screen. To undock the Details pane,
double-click the title bar. The Details pane moves from the Workspace. To move the Details pane to another place on your screen,
click the title bar and drag the window.

To dock the Details pane back in the Workspace, double-click the title bar. The Details pane docks back in the Workspace.

Hiding the Details paneHiding the Details pane

There are two ways to Hide the Details pane, Hide and Auto Hide. When you Hide the Details pane, it does not appear in the
Workspace. When you Auto Hide the Details pane, a tabbed page is displayed at the bottom of the Workspace. Auto Hide allows
you to display a pop-up pane, leaving more Workspace for the Search Results View.

To Hide the Details pane, right-click the title bar, and on the shortcut menu, click HideHide . To display the Details pane again, right-click
in the Workspace and on the shortcut menu point to ShowShow and click Detai lsDetai ls . The Details pane is displayed in the Workspace.

To Auto Hide the Details pane, right-click the title bar, and on the shortcut menu, click Auto  HideAuto  Hide . A tabbed page is displayed at the
bottom of the Workspace. To display the Details pane again, click the tab, and the Details pane pops up in the Workspace. To turn
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Auto Hide off, when the pane is displayed, right-click the title bar and click Auto  HideAuto  Hide . The Details pane is displayed in the
Workspace.
Related Topics

Media Details Pane

Score a Recording

Working with Recording Search Results

 

Public and Private searches are automatically saved when they are run. If an invalid attribute field value is detected when running
your search, an error message is displayed. Attribute data values are verified before a Search is run, and must contain valid data in
order for the search to be saved.

When configuring a search in the SearchBuilder control, a search can be saved before running it by clicking Save SearchSave Search. Using the
Save Search button allows you to verify and save search attributes while building a search, before running it.
Related Topics

Running a Recording Search

Working with Recording Search Results

 

Edit a search to modify existing attributes or configure new search attributes. Here are different ways you can edit the search
configuration:

From the SearchesSearches  pane, right-click the search name, and on the shortcut menu click ConfigureConfigure . The properties of the search
are displayed in the SearchBuilder control.
From the SearchesSearches  pane, click on the search name. The search is run and the results are displayed in the Workspace. On the
Workspace, click ConfigureConfigure . The SearchBuilder control is displayed.
You can also edit a search by selecting the search name in the Searches pane and clicking Configure SearchConfigure Search on the toolbar.

Important NoteImportant Note   If you have migrated Interaction Recorder from 3.0 to 2015 R1 or later, issues might have occurred with
Searches during the migration process. As a result, a Migration Notes control might be displayed in a Search Configuration
view. For more information, see Search Configuration Migration Notes control.

Related Topics

Running a Recording Search

Saving a Search

Recording Search Attributes

 

Scorecard SearchScorecard Search
Use Scorecard SearchScorecard Search to quickly build Publ icPubl ic  and PrivatePrivate  searches for viewing scorecards. To get started building searches see
 Scorecard Searches.

 
 

 

Saving a SearchSaving a Search

Editing a SearchEditing a Search
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Scorecard searches are created in the workspace by selecting search attributes that are grouped into four main categories:
Scorecard, Scores, Scored Participant, and Scoring Individual.  

After you create a scorecard search, simply run the search. The search results are displayed in a graph or a grid in the Search
Results view in the workspace. Scorecard search results are displayed initially in a pie chart.

In the Navigation pane, you can create Public and Private Searches. Scorecard searches are easily built in the workspace using the
SearchBuilder control and selecting search attributes. Scorecard Search Attributes are grouped into four main categories:

Scorecard
Scores
Scored Participant
Scoring Individual

After adding an attribute to your search, use the SearchBuilder control to configure simple and rich attributes in the workspace.

For details on search attributes for each of these categories, see Scorecard Search Attributes.

SearchBuilder controlSearchBuilder control

After adding an attribute to your search, use the SearchBuilder control to configure simple and rich attributes in the Workspace.

 
Related Topics

Adding Attributes to a Search

Creating Private Searches

Creating Public Searches

Scorecard Search Attributes

 

Scorecard SearchesScorecard Searches

Creating Public SearchesCreating Public Searches
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Public searches can be seen and managed by all users on a server that have been assigned an Interaction Recorder client Access
license in Interaction Administrator. Public Searches are created in the Interaction Recorder Navigation Pane.

Creating a Public SearchCreating a Public Search

Public Searches that a user creates, for public sharing, are stored in Publ ic SearchesPubl ic Searches . Folders can be created to store searches or
searches can be stored directly in the Public Searches folder.

Creat ing  a fo lder to  contain your searchCreat ing  a fo lder to  contain your search

To create a folder to contain your search:
1. In the SearchesSearches  pane, select Publ ic SearchesPubl ic Searches .
2. Right-click, and on the shortcut menu, point to NewNew, and click Fo lderFolder . A New FolderNew Folder  is highlighted under Public Searches.
3. Right-click the new folder and click RenameRename.
4. Type a name for the folder and press EnterEnter .

Creat ing  a search in your new folderCreat ing  a search in your new folder

To create a search to be stored in a folder:
1. Select the folder, right-click, and on the submenu point to NewNew and click Recording SearchRecording Search or Scorecard SearchScorecard Search. The

Search dialog is displayed in the Workspace. To create a search directly in the Public Searches folder, right-click the Publ icPubl ic
SearchesSearches  folder and follow the same steps.

2. To name your search, in the TitleTitle  box type a name for your search. The Search item in the Navigation Pane will also display the
updated title.

3. In the Max resultsMax results  box, type the number for the maximum number of results to display. The default is 100.

Adding  Attr ibutes to  a SearchAdding  Attr ibutes to  a Search

Use the SearchBuilder control to select attributes to add to your search. Simple and rich attributes can be added. Sub-instances can
be added to a simple attribute, and rich attributes contain multiple sub-fields. First, add an attribute to your search.

To add an attribute to your search:
1. In the New AttributeNew Attribute  drop-down list, point to the type of attribute you want to include. A submenu is displayed with a list of

available attributes for the type you have selected.
2. In the submenu, click the attribute. The attribute control is added to the Workspace.

For detailed information on attributes see Recording Search Attributes and Scorecard Search Attributes.

Configuring  a simple att r ibuteConfiguring  a simple att r ibute

A simple attribute contains an operator and a field value that can be a string, list, or numeric type value. To configure a simple
attribute:
1. Select the operator
2. Configure the values for the attribute

Working  with att r ibutesWorking  with att r ibutes

Attributes within the search are logically AND'd together. You can add in a UNION operator in-between attributes to logically OR
them together. To do this, right-click in the Workspace, and click UNIONUNION  OperatorOperator .
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Use the Up and Down buttons  to prioritize the order in which the attributes and unions should be considered when
running the search. These controls are also available on the right-click shortcut menu.

Use the Delete button  to remove an attribute from the search. Delete is also available from the right-click shortcut menu.

Adding  sub-instances to  a simple att r ibuteAdding  sub-instances to  a simple att r ibute

When a simple attribute has been added to the Workspace, the Add More button  is displayed in the upper right corner of the
attribute control. To add an additional sub-instance of the attribute:
1. First, in the SearchBuilder control on the Workspace, select the attribute. A highlighted selection rectangle appears around the

attribute control to indicate it is the active attribute, and the Add More  button is displayed.

2. Click Add More . The attribute sub-instance is nested within the parent control, with an additional operator and field value
control.

NoteNote   After you have added the number of sub-instances allowed by the attribute, the  is no longer displayed as an
option. For example, DirectionDirection has four available attributes, Inbound , Intercom, Outbound, and Unknown. After three
sub-instances have been added to the original attribute, the Add More icon is no longer displayed.

Delet ing  sub-instances from a simple att r ibuteDelet ing  sub-instances from a simple att r ibute

When more than one sub-instance is included in a simple attribute, the Delete More button  is available to the right of the active
sub-instance, allowing you to delete the sub-instance. To do this:

1. In the search builder control on the Workspace, in the attribute, select the sub-instance. The Delete More button  is
displayed next to the sub-instance.

2. Click Delete More . The sub-instance is removed from the attribute.

Configuring  a r ich att r ibuteConfiguring  a r ich att r ibute

Rich attributes contain multiple sub-fields. Sub-fields are logically OR'd together within the search. To configure a rich attribute:
1. In the SearchBuilder control on the Workspace, select the attribute. A highlighted selection rectangle appears around the

attribute control to indicate it is the active attribute.
2. Depending on the type of rich attribute you selected, configure the operator values.

3. Use the Up and Down buttons  to prioritize the order in which the attributes and unions should be considered when
running the search.

When all attributes have been configured for a search, click Create SearchCreate Search. The search is executed, the name of the search is
displayed under the folder in the Navigation Pane, and the search results are displayed in the Workspace.
Related Topics

Editing a Search

Running a Recording Search

Saving a Search

 

 

Creating Private SearchesCreating Private Searches
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Private searches can be built, viewed, configured, and run only by the owner of the search. Private Searches are created in the
Interaction Recorder Navigation Pane.

Creating a Private SearchCreating a Private Search

To create a Private Search: first, create a folder in the Searches pane; next, create and name a search in the folder; and then create
the search using the SearchBuilder control displayed in the Workspace.

Creating a folder to contain your searchCreating a folder to contain your search

1. In the SearchesSearches  pane, select Private SearchesPrivate Searches .

2. Right-click, and on the shortcut menu, point to NewNew, and click Fo lderFolder . A New FolderNew Folder  is highlighted under Private Searches.
3. Right-click the new folder and click RenameRename.
4. Type a name for the folder and press EnterEnter .

Creating a search in your new folderCreating a search in your new folder

To create a search to be stored in a folder:
1. Select the folder you have named, right-click, point to NewNew, and click Recording SearchRecording Search or Scorecard SearchScorecard Search. The Search

dialog is displayed in the Workspace. To create a search directly in the Private Searches folder, right-click the PrivatePrivate
SearchesSearches  folder and follow the same steps.

2. To name your search, in the TitleTitle  box type a name for your search. The Search item in the Navigation Pane will also display the
updated title.

3. In the Max resultsMax results  box, type the number for the maximum number of results to display. The default is 100.

Adding  Attr ibutes to  a SearchAdding  Attr ibutes to  a Search

Use the SearchBuilder control to select attributes to add to your search. Simple and rich attributes can be added. Sub-instances can
be added to a simple attribute, and rich attributes contain multiple sub-fields. First, add an attribute to you search.

To add an attribute to your search:
1. In the New AttributeNew Attribute  drop-down list, point to the type of attribute you want to include. A submenu is displayed with a list of

available attributes for the type you have selected.
2. In the submenu, click the attribute. The attribute control is added to the Workspace.

For detailed information on attributes see Recording Search Attributes and Scorecard Search Attributes.

Configuring  a simple att r ibuteConfiguring  a simple att r ibute

A simple attribute contains an operator and a field value that can be a string, list, or numeric type value. To configure a simple
attribute:
1. Select the operator
2. Configure the values for the attribute

Working  with att r ibutesWorking  with att r ibutes

Attributes within the search are logically AND'd together. You can add in a UNION operator in-between attributes. To do this, right-
click in the Workspace, and click UNIONUNION  OperatorOperator .
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Use the Up and Down buttons  to prioritize the order in which the attributes and unions should be considered when
running the search. These controls are also available on the right-click shortcut menu.

Use the Delete button  to remove an attribute from the search. Delete is also available from the right-click shortcut menu.

Adding  sub-instances to  a simple att r ibuteAdding  sub-instances to  a simple att r ibute

When a simple attribute has been added to the Workspace, the Add More button  is displayed in the upper right corner of the
attribute control. To add an additional sub-instance of the attribute:
1. First, in the SearchBuilder control on the Workspace, select the attribute. A highlighted selection rectangle appears around the

attribute control to indicate it is the active attribute, and the Add More  button is displayed.

2. Click Add More . The attribute sub-instance is nested within the parent control, with an additional operator and field value
control.

NoteNote   After you have added the number of sub-instances allowed by the attribute, the  is no longer displayed as an
option. For example, DirectionDirection has four available attributes: Inbound , Intercom, Outbound, and Unknown. After three
sub-instances have been added to the original attribute, the Add More icon is no longer displayed.

Delet ing  sub-instances from a simple att r ibuteDelet ing  sub-instances from a simple att r ibute

When more than one sub-instance is included in a simple attribute, the Delete More button  is available to the right of the active
sub-instance, allowing you to delete the sub-instance. To do this:

1. In the SearchBuilder control on the Workspace, in the attribute, select the sub-instance. The Delete More button  is
displayed next to the sub-instance.

2. Click Delete More . The sub-instance is removed from the attribute.

Configuring  a r ich att r ibuteConfiguring  a r ich att r ibute

Rich attributes contain multiple sub-fields. Sub-fields are logically OR'd together within the search. To configure a rich attribute:
1. In the SearchBuilder control on the Workspace, select the attribute. A highlighted selection rectangle appears around the

attribute control to indicate it is the active attribute.
2. Depending on the type of rich attribute you selected, configure the operator values.

3. Use the Up and Down buttons  to prioritize the order in which the attributes and unions should be considered when
running the search.

When all attributes have been configured for a search, click Create SearchCreate Search. The search is executed, the name of the search is
displayed under the folder in the Navigation Pane, and the search results are displayed in the Workspace.
Related Topics

Editing a Search

Running a Recording Search

Saving a Search

 

 

Adding Attributes to a SearchAdding Attributes to a Search
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After you have created a Public or Private search, use the SearchBuilder control, displayed in the Workspace, to add and configure
attributes in your search. To display SearchBuilder in the Workspace, select a search in the Searches pane. The search is displayed
in the Workspace, and the SearchBuilder is displayed with the New AttributeNew Attribute  drop-down list.

Click New AttributeNew Attribute , to select the attributes to include in your search.

To select an attribute, point to the type of attribute you want to add to your search, and the available attributes are displayed in a
submenu. Simple and rich attributes can be added to your search. Sub-instances can be added to a simple attribute, and rich
attributes contain multiple sub-fields.

For a detailed description of all available attributes, see Recording Search Attributes and Scorecard Search Attributes.

Adding Attributes to a SearchAdding Attributes to a Search

Use the SearchBuilder control to select attributes to add to your search. To add an attribute to a search:
1. In the New AttributeNew Attribute  drop-down list, point to the type of attribute you want to include. A submenu is displayed with a list of

available attributes for the type you have selected.
2. In the submenu, click the attribute. The attribute control is added to the Workspace.

An attribute might be a simple attribute or a rich attribute. A simple attribute contains an operator and a field value that can be a
string, list, or numeric type value. A rich attribute contains multiple sub-fields.

To configure a simple attribute:
1. In the SearchBuilder control on the Workspace, select the attribute. A highlighted selection rectangle appears around the

attribute control to indicate it is the active attribute.
2. Select the operator for the attribute
3. Configure the values for the attribute

To configure a rich attribute:
1. In the SearchBuilder control on the Workspace, select the attribute. A highlighted selection rectangle appears around the

attribute control to indicate it is the active attribute.
2. Depending on the type of rich attribute you selected, configure the operator values.

Attributes within the search are logically AND'd together. You can add in a UNION operator in-between attributes. To do this, right-
click in the Workspace, and click UNIONUNION  OperatorOperator .

Arranging  attr ibutes within a search attr ibuteArrang ing  attr ibutes within a search attr ibute

Use the Up and Down buttons  to prioritize the order in which the attributes and unions should be considered when
running the search. These controls are also available on the right-click shortcut menu.

Delet ing  an attr ibute from the searchDelet ing  an attr ibute from the search

Use the Delete button  to remove an attribute from the search. Delete is also available from the right-click shortcut menu.

Adding  sub-instances to  a simple att r ibuteAdding  sub-instances to  a simple att r ibute

When a simple attribute has been added to the Workspace, the Add More button  is displayed in the upper right corner of the
attribute control. To add an additional sub-instance of the attribute:
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1. First, in the SearchBuilder control on the Workspace, select the attribute. A highlighted selection rectangle appears around the

attribute control to indicate it is the active attribute, and the Add More  button is displayed.

2. Click Add More . The attribute sub-instance is nested within the parent control, with an additional operator and field value
control.

NoteNote   After you have added the number of sub-instances allowed by the attribute, the  is no longer displayed as an
option. For example, DirectionDirection has four available attributes: Inbound , Intercom, Outbound, and Unknown. After three
sub-instances have been added to the original attribute, the Add More icon is no longer displayed.

Delet ing  sub-instances from a simple att r ibuteDelet ing  sub-instances from a simple att r ibute

When more than one sub-instance is included in a simple attribute, the Delete More button  is available to the right of the active
sub-instance, allowing you to delete the sub-instance. To do this:

1. In the SearchBuilder control on the Workspace, in the attribute, select the sub-instance. The Delete More button  is
displayed next to the sub-instance.

2. Click Delete More . The sub-instance is removed from the attribute.

Related Topics

Editing a Search

Running a Recording Search

Saving a Search

The information in the following table describes the available Scorecard Search attributes that are used to create scorecard
searches. These attributes are available in the search builder control when a scorecard search is displayed in the workspace.

The Scorecard Search Attributes are defined by the following types:
Scorecard
Scores
Scored Participant
Scoring Individual

 

Attribute Type Attribute Description

Scorecard Search AttributesScorecard Search Attributes
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Scorecard

 

Marked for Calibration

Select this attribute to search for scorecards that
have been marked for calibration.

Select Yes to return scorecards in the search
results that have been marked for calibration.

Select No to return scorecards in the search results
that have not been marked for calibration.

The Marked for Calibration attribute can include a
sub-instance.

 

Note

Calibration provides confidence that monitored
interactions will be scored consistently among
Quality Assurance team members. Calibrating
scoring ensures fairness to agents whose recorded
interactions are being evaluated.

When a questionnaire is marked for Calibration, the
score is excluded from other scored interactions
and does not count toward the agent's performance
results. Questionnaires marked for Calibration are
also excluded from the overall group performance
results.

When creating a Scorecard Search in IC Business
Manager, you can search for Scorecards Marked for
Calibration, to include them in your search results.

Calibration reports, in Interaction Reporter, are
based on the results of completed evaluations
marked for Calibration.

Questionnaire

Include this attribute in your search for scorecards to be
retrieved based on Questionnaire names.

This is a simple attribute with two operators to choose
from, Equal to and Not equal to.

The value field is a drop-down list of Questionnaire
names. Use the drop-down list to select a Questionnaire
name.

This attribute can include sub-instances.

Recording ID

A Recording ID is a unique identifier for each recorded
interaction. Recording IDs are only used by Interaction
Recorder and are only visible when browsing recordings
or in search results.

This is a simple attribute that allows you to search for a
Scorecard by Recording ID.

Choose from the operators Equal to, Not equal to,
Contains, Does not contain, Is empty, and Is not empty.

This attribute can include sub-instances.
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Scorecard Rank

Include this attribute in your search for scorecards to be
retrieved based on Scorecard rank.

Choose from the operators Equal to, Not equal to,
Contains, Does not contain, Is empty, and Is not empty.

The value field is a drop-down list of Scorecard ranks.
Use the drop-down list to select a Scorecard rank.

If you want to search for a rank string that is not yet
available in the list, manually enter a scorecard rank in
the value field.

This attribute can include sub-instances.

Scoring Date/Time

Scoring Date/Time is a rich attribute that contains
multiple sub-fields. You can select: Specify a date/time
range, Specify a date period, or Specify shift date/time
period. Operands are displayed depending on your
selection.

For Specify a date/time range, specify a date argument
using the drop-down box and selecting a date from the
calendar. Type or select a time to specify a time
argument.

For Specify a date period, specify a date in which the
interactions occurred to be included in the search:
Today, Last week, Last month, Last N hours, or Last N
days.

For Specify shift date/time period, specify a shift date
range and time of day range. For example, a shift
date/time might be Monday through Friday, 8:00 a.m.
to 5:00 p.m.

This attribute uses the Windows time zone set for the
Windows User on the Interaction Recorder Client
machine.

Note: The Scoring Date/Time attribute retrieves
scorecards based on the last scoring date/time
stamp. This stamp is the last time a scorecard
was changed and saved to the database.

Scoring Status

Select this attribute to search for Scorecards based on
the scoring status Assigned, Scoring incomplete, or
Finished.

The Scoring Status attribute can include sub-
instances.

Has Signature Comments

Select this attribute to search for Scorecards based
on Signature Comments.

Select Yes to return scorecards in the search
results that have signature comments.

Select No to return scorecards in the search results
that do not have any signature comments.

Signature Status

Select this attribute to search for Scorecards based
on the status of the signature.

Select No signature required to return scorecards
in the search that do not require a signature.

Select Awaiting signature/Signature required to
return scorecards in the search that require a
signature but have not been signed.

Select Signed to return scorecards in the search
that have been signed.
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Scores

Critical Score

The Critical Score attribute searches for
scorecards by Critical Score percentage. 

Available operators for Critical Score (percentage)
include Equal to, Not equal to, Greater than, Greater
than or equal to, Less than, and Less than or equal
to.

In the value field, enter a percentage from 0.00 to
100.00.

Critical Score is a simple attribute that can
contain sub-instances.

Non-critical Score

The Non-critical Score attribute searches for scorecards
by Non-critical Score percentage. 

Available operators for Non-critical Score
(percentage) include Equal to, Not equal to, Greater
than, Greater than or equal to, Less than, and Less
than or equal to.

In the value field, enter a percentage from 0.00 to
100.00.

Non-critical Score is a simple attribute that can
contain sub-instances.

Total Score

The Total Score attribute searches for scorecards by
Total Score percentage. 

Available operators for Total Score (percentage)
include Equal to, Not equal to, Greater than, Greater
than or equal to, Less than, and Less than or equal
to.

In the value field, enter a percentage from 0.00 to
100.00.

Total Score is a simple attribute that can contain
sub-instances.

Scored Participant

Role

Use a Role in your Scored Role search to return
scorecards for scored participants who are assigned to
this Role.

In the value field, select a Role from the drop-down list
to include in your search.

Scored Role is a simple attribute that can contain sub-
instances.

Note: The Scored Role attribute is based on the
current configuration of a CIC user’s Role. The
Scored Role attribute is not a historical lookup of
a scored participant’s role at the time the
scorecard was scored. For example, if a user
was in the Agent role at the time a scorecard
was scored and is now in the Supervisor role, a
search of scorecards using the Scored Role
attribute set to Agent would not return any of
this user’s scorecards. You could only search for
scorecards where this user was scored in the
current Role, Supervisor.
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User

Select a User for your Scored User search to return
scorecards for specific Scored Participants.

Available operators include: Equal to, Not equal to, Is
empty, and Is not empty.

In the value field, select a User from the drop-down
list to include in your search.

If duplicate Display Names are detected for the
User Name, the IC User name value is appended to
the Display Name. For example:

   John Smith (JSmith)

   John Smith (JASmith)

If further duplicates are detected when there are
users with the same Display Name and IC User
name, a counter is appended to the end of the
Display Name. For example:

   John Smith (JSmith)

   John Smith (JASmith)

   John Smith (JASmith) (1)

Scored User is a simple attribute that can
contain sub-instances.

Workgroup

Use a Workgroup in your search, which is a defined
logical group of Users related by function, department,
project, or other organization and used for ACD call
processing queues.

In the value field, select an available Scored Workgroup
from the drop-down list to include in your search.

The list of available workgroups is filtered by the
workgroup access rights the user has when logging on
to IC Business Manager.

Note: The Scored Workgroup attribute is based
on the current configuration of a CIC user’s
Workgroup. The Scored Workgroup attribute is
not a historical lookup of a scored participant’s
workgroup at the time the scorecard was
scored. For example, if a user was in the
Support workgroup at the time a scorecard was
scored and is now in the Sales workgroup, a
search of scorecards using the Scored
Workgroup attribute set to Support would not
return any of this user’s scorecards. You could
only search for scorecards where this user was
scored in the current Workgroup, Sales.

57



Scoring Individual

Role

Use a Role in your Scoring Role search to return
scorecards for scoring individuals who are assigned to
this Role.

In the value field, select a Role from the drop-down list
to include in your search.

Scoring Role is a simple attribute that can contain sub-
instances.

Note: The Scoring Role attribute is based on the
current configuration of a CIC user’s Role. The
Scoring Role attribute is not a historical lookup
of a scoring participant’s role at the time the
scorecard was scored. For example, if a user
was in the Agent role at the time a scorecard
was scored and is now in the Supervisor role, a
search of scorecards using the Scoring Role
attribute set to Agent would not return any of
this user’s scorecards. You could only search for
scorecards where this user was scoring in the
current Role, Supervisor.

User

Select a User for your Scoring User search to return
scorecards for specific Scoring Users. 

Available operators include: Equal to, Not equal to, Is
empty, and Is not empty.

In the value field, select a User from the drop-down
list to include in your search.

If duplicate Display Names are detected for the
User Name, the IC User name value is appended to
the Display Name. For example:

   John Smith (JSmith)

   John Smith (JASmith)

If further duplicates are detected when there are
users with the same Display Name and  IC User
name, a counter is appended to the end of the
Display Name. For example:

   John Smith (JSmith)

   John Smith (JASmith)

   John Smith (JASmith) (1)

Scoring User is a simple attribute that can
contain sub-instances.
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Workgroup

Use a Workgroup in your search, which is a defined
logical group of Users related by function,
department, project, or other organization and used
for ACD call processing queues.

In the value field, select an available Scoring
Workgroup from the drop-down list to include in your
search.

The list of available workgroups is filtered by the
workgroup access rights the user has when logging
on to IC Business Manager.

Note: The Scoring Workgroup attribute is based on
the current configuration of a CIC user’s Workgroup.
The Scoring Workgroup attribute is not a historical
lookup of a scoring participant’s workgroup at the
time the scorecard was scored. For example, if a user
was in the Support workgroup at the time a scorecard
was scored and is now in the Sales workgroup, a
search of scorecards using the Scoring Workgroup
attribute set to Support would not return any of this
user’s scorecards. You could only search for
scorecards where this user was scoring in the current
Workgroup, Sales.

Related Topics

Adding Attributes to a Search

Creating Private Searches

Creating Public Searches

Editing a Search

Running a Recording Search

Saving a Search

 

 

Run a Scorecard search to display search results in a graph or a grid in the Search Results view.

Scorecard search results are displayed initially in a pie chart drill-down graph.

Running a Scorecard SearchRunning a Scorecard Search
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Or, Scorecard Search results can be displayed in a grid.

 

 Here are several ways to run a Scorecard Search: 
When you select a search in the Navigation Pane, it automatically runs and the search results are displayed in the Workspace.
From the SearchesSearches  pane, select a search, and in the workspace click Run SearchRun Search.
Select the search in the Searches pane, and on the menu bar click the Search TitleSearch Title  Active View menu, and then click RunRun
SearchSearch.
From the SearchesSearches  pane, select a search, and click Run SearchRun Search on the toolbar.
Select a search in the Searches pane, right-click, and on the shortcut menu, click RunRun.

Based on the attributes of the search, when a search is run the results are displayed in the Scorecard Search Results view in the
Workspace.
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Displaying searches in the WorkspaceDisplaying searches in the Workspace

Multiple searches are displayed in tabbed views in the Workspace.

 
Related Topics

Viewing Scorecard Search Results

Working with Scorecard Search Results

 

Based on the attributes of the scorecard search, when a scorecard search is run the results are displayed in the Search Results view
in the Workspace. Scorecard search results are first displayed in a drill-down graph view. Scorecard search results can also be
displayed in a detailed grid view.

Scorecard Search Results Graph ViewScorecard Search Results Graph View

Scorecard Search Results are initially displayed in a graph view.

Viewing Scorecard Search ResultsViewing Scorecard Search Results
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To drill down in the graph view, double-click on a slice of the chart to display a bar graph for the selected scorecards from the
search results.

 

Scorecard Search Results Grid ViewScorecard Search Results Grid View

You can also view the search results in a grid. Click the V iew search results byView search results by  buttons to switch between the grid view and
graph view of your search results.
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Next, see Working with Scorecard Search Results.

 

You can work with Scorecard Search Results in a Scorecard Search Results Graph View or a Scorecard Search Results Grid View.
You can also run a Quality Scorecard Report to generate a report with the details for a scorecard.

Scorecard Search Results Graph ViewScorecard Search Results Graph View

Click the V iew search results byView search results by  graph button  to view all scorecards returned within the search results, displayed in a
graph. Use the Search Results graph view to view and sort scorecard results based on drill-down graph data.

Working with Scorecard Search ResultsWorking with Scorecard Search Results
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The initial default graph is a pie chart grouped by Scoring Status. When you pause the mouse over a slice of the pie, the number of
scorecards for that percentage of the search results is displayed. To display the pie chart legend, right-click in the workspace and
on the shortcut menu point to V iewView and select LegendLegend.

Use the Group results byGroup results by  drop-down list to display graphs grouped by:
Scoring Status
Scorecard Rank
Scoring User
Scored User
Questionnaire

Here is a description of the Group results by options.

Group resultsGroup results
byby

DescriptionDescription

ScoringScoring
StatusStatus

Groups the search results by Scoring Status: Assigned, Scoring incomplete, and Finished. The graph displays the
percentage of scorecards in each status.

ScorecardScorecard
RankRank

Groups the search results by Scorecard Rank and displays a graph showing the percentage of scorecards for each
Scorecard Rank in the search results.

Scoring UserScoring User

  

Groups search results by Scoring User and displays a graph showing the percentage of scorecards for each user
that scored interactions in the search results.

Scored UserScored User Groups search results by Scored User and displays a graph showing the percentage of scorecards for each user
that was scored in the search results.

QuestionnaireQuestionnaire Groups search results by Questionnaire and displays a graph showing the percentage of scorecards for each
questionnaire in the search results.

  

Drill Down GraphsDrill Down Graphs

Double-clicking a slice of the pie chart displays a bar graph for selected scorecards from the search results, sorted by
questionnaire name.
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Note  Note  When drilling down in the pie chart, if there is only one questionnaire associated with the selected recordings in the slice
of pie, a bar graph will not be displayed, and a data grid containing the selected scorecards is displayed instead.

 

When you pause the mouse over a questionnaire bar in the graph, the number of scorecards for that questionnaire in the search
results is displayed.

65



 

Double-clicking a questionnaire bar in the graph displays a data grid that includes the information for the scorecards that used that
specific questionnaire.
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Show All linkShow All link

From the bar graph view, to return to a pie chart view, click Show Al lShow Al l  in the graph title bar. For example, in a bar graph for
Scorecard Rank ResultsScorecard Rank Results , click Show al l  RanksShow al l  Ranks  to return to the pie chart.

 

View AllView All

From the bar graph view, to display all the scorecard information for the scorecard represented in the graph, in the Group ResultsGroup Results
byby drop-down list, click V iew Al lV iew Al l . The scorecard information is displayed in a data grid.
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Scorecard Search Results Grid ViewScorecard Search Results Grid View

Click the V iew search results byView search results by  grid button  to view all scorecards returned within the search results in a grid in the
workspace. Use the Search Results grid view to review the details of a scorecard listed in the grid, open a recording for playback,
open a scorecard, or run the Quality Scorecard report.

Viewing  Scorecard  DetailsViewing  Scorecard  Details

The results of a scorecard search are displayed a grid in the workspace. The grid displays a list of scorecards, by ScoringScoring
Date/TimeDate/Time that are found for the search, in descending order (newest to oldest). The Scoring Date/Time field includes the date the
scorecard was assigned to a recording or dates associated with a scorecard that is in progress or finished.

Note  Note  The Scoring User column displays the names of the users that scored the individual recordings displayed in the Search
Results grid. If the user, viewing the Search Results, has the Can Score RecordingsCan Score Recordings  Security Policy rights for a recording, the
Scoring User name is displayed in the Scoring User column. If the user does not have the Can Score RecordingsCan Score Recordings  policy rights
for the recording, the scorecard is not displayed in the search results.

To paste recording information into another application, use Ctrl+C in the grid to Copy an entire row, or multiple rows, to the
clipboard. 

Select ing  Fields for the GridSelect ing  Fields for the Grid

To change the Fields for the columns that are displayed in the grid, click the Field Chooser 
on the top left of the grid. The Show/Hide Columns dialog is displayed.

In the Show/Hide Columns dialog select the Fields to display in the grid.
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Sort ing  Columns in the GridSort ing  Columns in the Grid

To sort a grid column in ascending or descending order, click the Field name.

Refining  Search ResultsRefining  Search Results

To further refine the search results, use the Filter Criteria selection fields below each Field. To create a field filter for the search
results displayed in the grid, select the field below the Field name. The field search filter is displayed. To select an operand for the

search, click . In the drop-down list, select the search criteria. Depending on the field and your selections, an additional dialog

might be displayed. The search results are displayed according to your search filter. To clear the filter criteria, in the field click .

To clear all filter criteria, click  at the left on the Filter Criteria selection fields grid row.

  

Scorecard Search Results Shortcut MenuScorecard Search Results Shortcut Menu
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When a scorecard is selected in the Search Results grid, you can right-click on the scorecard to display a shortcut menu.

 

From the Shortcut menu, you can:
Open a recording
Open a recording and a scorecard
Open a scorecard
Delete a Scorecard
Run a report
Export Results Rows

Open a Record ingOpen a Record ing

To open a recording associated with a scorecard, in the grid right-click on the scorecard and on the shortcut menu, click OpenOpen
RecordingRecording. A media player displays the recording.

Open a Record ing  and a ScorecardOpen a Record ing  and a Scorecard

To open a scorecard and its associated recording, in the grid select the scorecard. Right-click on the scorecard, and on the shortcut
menu click Open Recording and ScorecardOpen Recording and Scorecard. The scorecard is displayed and the media player displays the recording.

Open a ScorecardOpen a Scorecard

To open a scorecard from the grid, double-click the scorecard in the list. The scorecard is displayed. You can also open the
scorecard from the shortcut menu.

NoteNote   When multiple internal participants are associated with a scorecard's recordings, the Select AgentSelect Agent  dialog is displayed.

Delete a ScorecardDelete a Scorecard

To delete a scorecard from the grid, select the scorecard. Right-click on the scorecard, and on the shortcut menu click DeleteDelete
ScorecardScorecard.

Run a Quality Scorecard  ReportRun a Quality Scorecard  Report

A Quality Scorecard Report includes the information contained in the current scorecard, displayed in a report format. Quality
Scorecard reports can be generated from the scorecard results grid, from a scorecard, and can also be generated from the
recording search results in the Details pane.

You can generate a report on a Finished Scorecard. To generate a report with the details for a scorecard, in the grid right-click on
the scorecard and on the shortcut menu, click Run ReportRun Report . The Quality Scorecard report is displayed in the workspace, and it
includes all the details of the scorecard.
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You can also generate a report from the current scorecard. When the scorecard is displayed, click Run ReportRun Report .

  

Report ToolbarReport Toolbar

After generating a report, the report is displayed in a report viewer in the Workspace. The report includes a Report Viewer toolbar
with features to assist you while viewing a report.

Here are the descriptions for the toolbar buttons.
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Toolbar ButtonToolbar Button DescriptionDescription

Click this button to display the Table of ContentsTable of Contents . The Table of Contents contains two
tabs at the bottom of the pane: Table Of ContentsTable Of Contents  and Thumbnai l  V iewThumbnai l  V iew.

To PrintPrint  the displayed report, click this button.

Use this button to CopyCopy the data in a report from the current page to the clipboard.

Use the FindFind button to search for text in a report. When you click the button, the Find dialog
is displayed.

Click this button to display a Single Page V iewSingle Page V iew of the report.

To display multiple pages of your report in the Workspace, click the Multiple Page V iewMultiple Page V iew
button. A drop-down menu is displayed. Select the layout to display report pages in the
Workspace. You can select up to six pages to display at a time.

The Continuous Scro l lContinuous Scro l l  button allows you to scroll through your report one page at a time.

Use these buttons to Zoom OutZoom Out  to see more of a report page or Zoom InZoom In to get a close-up
view of the report page displayed in the Workspace. You can also enter a particular ZoomZoom
ValueValue  by typing a percentage or choosing a setting from the drop-down list.

Use the Previous PagePrevious Page  and Next PageNext Page  buttons to view pages of your report in
consecutive order. You can also enter a specific page number in the Page IndexPage Index field.

Use these buttons to move BackwardBackward and ForwardForward through the history of viewed report
pages.

Use the Annotations button to add text and graphics to a report displayed in the Workspace.

To reload the report, click Refresh.Refresh.

  

Export Results RowsExport Results Rows

Export the contents of search results into a CSV, Excel, or PDF file. Export Al lAl l  search results rows, or Selected RowsSelected Rows .

Fol low these steps to  export Al l  rows from the search results grid:Fo l low these steps to  export Al l  rows from the search results grid:

1. Right-click on any search results row and on the shortcut menu point to Export Results
Rows.
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2. On the submenu, point to All.

3. Select the file type for the exported file.
4. On the Save As dialog, select the folder to export the Results Rows to, and type a File name.

Follow these steps to export Selected Rows from the search results grid:
1. Select the search results rows to be exported.
2. Right-click on the selected rows, and on the shortcut menu point to Export Results Rows.
3. On the submenu, point to Selected Rows.

4. Select the file type for the exported file.
5. On the Save As dialog, select the folder to export the Results Rows to, and type a File name.

Public and Private searches are automatically saved when they are run. If an invalid attribute field value is detected when running
your search, an error message is displayed. Attribute data values are verified before a Search is run, and must contain valid data in
order for the search to be saved.

When configuring a search in the SearchBuilder control, a search can be saved before running it by clicking Save SearchSave Search. Using the
Save Search button allows you to verify and save search attributes while building a search, before running it.
Related Topics

Running a Recording Search

Working with Recording Search Results

 

Saving a SearchSaving a Search

73



Edit a search to modify existing attributes or configure new search attributes. Here are different ways you can edit the search
configuration:

From the SearchesSearches  pane, right-click the search name, and on the shortcut menu click ConfigureConfigure . The properties of the search
are displayed in the SearchBuilder control.
From the SearchesSearches  pane, click on the search name. The search is run and the results are displayed in the Workspace. On the
Workspace, click ConfigureConfigure . The SearchBuilder control is displayed.
You can also edit a search by selecting the search name in the Searches pane and clicking Configure SearchConfigure Search on the toolbar.

Important NoteImportant Note   If you have migrated Interaction Recorder from 3.0 to 2015 R1 or later, issues might have occurred with
Searches during the migration process. As a result, a Migration Notes control might be displayed in a Search Configuration
view. For more information, see Search Configuration Migration Notes control.

Related Topics

Running a Recording Search

Saving a Search

Recording Search Attributes

 

Editing a SearchEditing a Search
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RecordingsRecordings
Recordings are displayed in the Search Results view in the Workspace. Recordings that are opened from the Search Results view
are listed in the Open RecordingsOpen Recordings  folder in the RecordingsRecordings  navigation pane. Use the Search Results view to review the details of
an interaction, playback a recording, delete a recording, export a recording, modify a recording expiration date, or archive a
recording. You can also monitor live call recordings that are in progress.

When the Details pane is displayed with the Search Results view in the Workspace, you can view Participant Data, view and modify
recording Attributes, view an Audit Trail, Score a recording, and view and modify Tags.

 

 

 

 

Open RecordingsOpen Recordings
When you Playback a recorded interaction, and the recording is open in the Workspace, it is listed in the Open RecordingsOpen Recordings  folder
in the Recordings navigation pane. Use the Open Recordings list to navigate to a recording.  

 

You can playback and review multiple recording Media Types at the same time. For example, you can listen to an audio recording
while viewing a screen recording of the interaction.

See Open a Recording for opening a recording from a shortcut menu in the Search Results view. Delete a Recording

Related TopicsRelated Topics

E-mail a Recording

Playback a Recording

Score a Recording

  

Playback a RecordingPlayback a Recording 75



Playback a RecordingPlayback a Recording
To Playback a recorded interaction, from the Search results view in the Workspace, in the list of recorded interactions, double-click
an interaction.

 

A Playback window, showing the interaction, is displayed.

 

Playback forms vary according to the Media Type.

Note  Note  If there is an associated recording with the interaction, the Related Recording Icon  is displayed. Click this icon to
display a list of related recordings.

  

In this topic:In this topic:
Playback_a_Call
Playback_a_Chat
Playback_an_E-mail
Playback_a_Social_Media_Conversation
Playback_a_Social_Direct_Message
Playback_a_Screen_Recording
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To playback a recorded Call, from the Search results view, in the list of recorded interactions, double-click a Call.

The Audio Playback window is displayed, and the recording begins to play.

The waveform varies according to Mono or Dual-channel recordings.

Opus Dual-channel recordingsOpus Dual-channel recordings

For Opus dual-channel recordings, the audio recording playback wave form displays the dual-channel audio as separate channels.

 

Left channel audio data is displayed in the top waveform, and Right channel audio data is
displayed in the bottom waveform. The initiator of the call will always be on one of the channels,
with all other participants on the audio call on the other channel. And the direction of the call will
also determine which channel the participants and the initiator will be recorded on.

  

Playback a CallPlayback a Call
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Important noteImportant note
Support for the playback and management of Opus recordings within the CIC Interaction Desktop, Interaction Web Portal, and IC
Business Manager applications requires CIC 2017 R2, or later. Opus recordings can be generated within CIC and Interaction
Recorder starting with Media Servers at version CIC 2017 R1, or later.

 

For dual-channel recordings, a right-click shortcut menu allows you to switch between dual-channel and mono waveform data during
playback.

Dual-channel Waveform to Mono

 

Mono waveform to Dual-channel

NoteNote
Enabling the Opus (Mono) and Opus (Dual-channel) compression formats requires additional resources on the Media Servers.
See the Interaction Media Server Technical Reference and the Interaction Media Server Sizing Calculator for details, specifically
when using Dual-channel, as it requires 1 additional point on the Media Servers.

Enabling the Opus (Dual-channel) compression format requires additional disk space storage. See "Disk Space Requirements,"
in the Interaction Recorder and Interaction Quality Manager Technical Reference for Compression factors and Disk space
Requirements when generating Opus (Mono) and Opus (dual-channel) recordings.

 

Related RecordingsRelated Recordings
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When you are listening to a Snippet Recording, if there is a related Policy-based recording for this interaction, a related recording
control is available.

To display a list of Policy-based recordings related to the Snippet Recording, click the Policy control. To open a related recording,
select a recording from the list.

 

Event IndicatorsEvent Indicators

The playback feature automatically inserts annotations for events on the playback timeline. The timeline includes events that
occurred during the call: placing the caller on Hold; transferring a call with Transfer, and transferring a call with Park.

A Hold event is indicated by a yellow triangle, a Transfer event is indicated by a purple triangle, and a Park event is indicated by a
blue arrow. Text describing the event is displayed as the recording reaches the event indicator during playback.
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Secure Recording PauseSecure Recording Pause

When an agent has initiated a Secure Recording Pause during a recorded interaction, the recording is paused for a configured period
of time. As a result, the final recording contains a beep to indicate a secure segment was executed. The secure segment is omitted
and compressed from the recording. During playback the listener hears the beep and the pause is indicated by a lock icon on the
timeline in the playback window.
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Interaction Analyzer KeywordsInteraction Analyzer Keywords

If a call contains Interaction Analyzer Keywords, they are listed on the Keywords page in the Details pane, and the keywords are
indicated by an icon on the timeline in the playback window.

A tooltip with the spotted keyword pops up as the recording plays.

Keyword icons that point to the right are for the agent, and the icons that point to the left are for the customer. Here is a description
of the Keyword Icons.

Keyword IconKeyword Icon DescriptionDescription

The indicated keyword has a zero score for the agent

The indicated keyword has a negative score for the agent

The indicated keyword has a positive score for the agent

The indicated keyword has a zero score for the customer

The indicated keyword has a negative score for the customer

The indicated keyword has a positive score for the customer

For more information on setting Interaction Analyzer Keyword scores, see the Interaction Analyzer Technical Reference in the
PureConnect Documentation Library.

NoteNote   If a call recording is in progress when the recording is opened, the Playback window is replaced with the message ThisThis
recording is  currently in progress and cannot be retrieved at this timerecording is  currently in progress and cannot be retrieved at this time. You can monitor a recording in process. For
more information, see Monitor a Live Call.

81



Menu BarMenu Bar

The menu bar allows you to control settings for AudioAudio  and view MediaMedia information properties.

AudioAudio

Use the AudioAudio  menu to select the audio device for the playback. The options are Primary Sound DriverPrimary Sound Driver , Remote AudioRemote Audio , or
Telephone HandsetTelephone Handset . A list of available Playback Devices from Windows Sound is also displayed between the Primary Sound Drive
and the Telephone Handset options. The default audio device is displayed in the Audio menu in a bold font. The active (currently
selected) Audio device menu item is selected (checked). You can also make the selected Audio device the default on this menu.
Audio timing indicators display the current position in the recording and the total time of the recording.

Playback through Primary Sound DriverPlayback through Primary Sound Driver

Here are the playback controls that allow you to adjust the audio playback using your primary sound driver.

Playback Playback Contro lContro l  Function Function

Play or pause the recording

Stop the recording

Reverse or fast forward the recording

Volume slider for audio playback

Speed slider for audio playback

 

The available speed settings are: 0.5x, l.0x, 1.1x, 1.2x, 1.3x, 1.4x, 1.5x, 2.0x, and 4.0x.

 

Playback through Telephone HandsetPlayback through Telephone Handset

If you are playing back a recording through a telephone handset, use the telephone keypad to control the playback.

To control the playback:

PressPress  To To

11 Slow down the recording

22 Speed up the recording

44 Decrease the volume

55 Increase the volume

77 Rewind ten seconds and continue playback

88 Fast forward ten seconds and continue playback

NoteNote   
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When playing back a recording through the telephone handset, the audio disconnects when the recording has finished playing or
when the stop button is pressed.

NoteNote

When using the handset for playback, the WAV form is not displayed. Entering and viewing bookmarks requires the use of
computer speakers, rather than a handset.

 

  

MediaMedia

Use the MediaMedia menu to view Media Information properties, including Length, Audio format, and compression type. To view this
information, click MediaMedia , and then click AboutAbout . For example, the Media information for a Dual-channel Opus recording is:

And the Media Information for a Mono Opus recording is:

 

WWaveformaveform

The Waveform displays a graphic representation of the sound in the recording. The Waveform area includes a recording timeline
that includes a position indicator and time, and the length of the recording. Bookmarks are displayed on the playback timeline.

BookmarksBookmarks

Bookmarks can be added to Audio recordings, in the Audio Playback window, to identify places in the recording that you can easily
return to. You can add a Bookmark while the audio is playing, or you can pause the audio to add a Bookmark. Bookmarks are
identified by a custom label you create. You can also indicate a Start and End time for your Bookmark. Bookmarks can be added
using a shortcut menu or the Bookmark control.

Add a bookmark using a shortcut menuAdd a bookmark using a shortcut menu

To add a Bookmark using the shortcut menu, while the recording is playing, right-click in the waveform, and select Add Bookmark.
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In the Add Bookmark dialog, type the label information, and click OK.  The bookmark is inserted at the point where you right-clicked.
You can also pause the recording while adding a Bookmark. To Bookmark a span of Time in a recording, use the Start Time and End
Time fields.

  

Add a bookmark using the Bookmark contro lAdd a bookmark using the Bookmark contro l

To add a Bookmark, while the audio recording is playing, click the Bookmark control . In the Add Bookmark dialog, type the
label information, and click OK. The Bookmark is inserted at the point where you clicked the Bookmark control. You can also pause
the recording while adding a Bookmark. To Bookmark a span of Time in a recording, use the Start Time and End Time fields.

To Edit or Delete a Bookmark, right-click a Bookmark and on the shortcut menu select Edit or Delete.

Bookmark Audit Trai l  entriesBookmark Audit Trai l  entries

When Bookmarks are added, edited, and deleted, the related modified recording audit trail entry contains formatted comments. The
comments include Bookmark text and Start and End times. Bookmarks can be up to 1024 characters, but the Bookmark comment
text displays the first 512 characters, followed by an ellipsis.  

  

Details paneDetails pane

The Details pane is included in the Audio Playback window for your reference. You can use the Scoring page to add a Questionnaire
or to Score this recording. You can use the Tags page to Add or Edit tags for a recording.

To display a recorded Chat, from the Search results view, in the list of recorded interactions, double-click a Chat .

The Chat Playback window is displayed. The interaction Details pages are displayed at the bottom of this window for your
reference. You can use the Scoring page to add a Questionnaire or to Score this recording.

  

Playback a ChatPlayback a Chat
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To display a recorded E-mail, from the Search results view, in the list of recorded interactions, double-click an E-mail .

The E-mail Playback window is displayed. The interaction Details pages are displayed at the bottom of this window for your
reference. You can use the Scoring page to add a Questionnaire or to Score this recording.

  

Playback an Playback an E-mailE-mail
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If an email has attachments that you want to save, right-click and select Save AsSave As  or Save Al lSave Al l . To do this, the user must have the
export/archive export/archive the recordingthe recording security right assigned in Interaction Recorder Policy Editor, in Interaction Administrator.

Note   Note    The Related Recordings list for an e-mail displays all related recordings including screen recordings associated with
the interaction. The list also displays the original e-mail and all replies and forwards. The e-mail you are viewing is grayed-out in
the list, so you can tell where you are in the e-mail thread.

To display a recorded social media conversation, in the list of recorded interactions, double-click on a Social Conversation 

The Social Conversation playback window is displayed. The interaction Details pages are displayed at the bottom of the window for
your reference. You can use the Scoring page to add a Questionnaire or to Score the recording.

Playback a Social Playback a Social Media ConversationMedia Conversation
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To display a recorded social direct message, in the list of recorded interactions, double-click on a social Direct Message .

The Social Direct Message playback window is displayed. The interaction Details pages are displayed at the bottom of the window
for your reference. You can use the Scoring page to add a Questionnaire or to Score the recording.

Playback a Social Direct Playback a Social Direct MessageMessage
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To only display a Screen Recording, from the Search results view, double-click a Screen Recording . The Screen Recording
Playback window is displayed.

Playback Playback a Screen Recordinga Screen Recording
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Playback a screen recording associated with a callPlayback a screen recording associated with a call

To playback a screen recording associated with a call, from the call playback window, click the Related Recording Icon  to
display the related recordings. Select a related screen recording to begin playback. The screen recording playback window with
audio is displayed.
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The audio controls for the recording are available. The Audio and Screen Recording stay in sync when played. If you are playing the
audio through a station handset or headset and use the screen playback controls, such as forward or back, audio and video will go
out of sync. To avoid audio and video going out of sync, use your computer speakers for audio playback.

The interaction Details pages are displayed at the bottom of this window for your reference. You can use the Scoring page to add a
Questionnaire or to Score this recording.

NoteNote   If a Screen Recording is selected for playback before the Store at Location has been completed, a message is displayed
that the recording media is unavailable and to retry opening the recording again.

Secure Screen Recording PauseSecure Screen Recording Pause

When an agent has initiated a Secure Recording Pause during a recorded interaction, the screen recording is paused for a configured
period of time. As a result, the final recording contains a beep to indicate a secure segment was executed. The secure segment is
omitted and compressed from the recording. During playback the listener hears the beep and the pause is indicated by a lock icon
on the timeline in the playback window.

Export a Screen RecordingExport a Screen Recording

Screen recordings can be exported from the screen recording playback window. The recording is exported to a Windows Media
Video (WMV) format file for playback.

For IC Business Manager, there are specific requirements for The Desktop ExperienceThe Desktop Experience  feature on the following operating
systems:

Windows 2008 ServerWindows 2008 Server
You must enable the Desktop Experience feature.
Windows Windows 77
The Desktop Experience feature is already enabled on Windows 7 machines.
Windows Server 2016Windows Server 2016
The Desktop Experience feature on Windows Server 2016 is optionally installed during Windows Installation using the Setup
wizard. You must choose Windows Windows Server (Server with Desktop Experience)Server (Server with Desktop Experience) when you install Windows Server 2016. You
cannot install Server with Desktop Experience after installation.
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Follow these steps to  export  a screen record ing .Follow these steps to  export  a screen record ing .

1. From the screen recording playback window, click the ExportExport  screen recording icon . The Select a fo lder for exportedSelect a fo lder for exported
recordingsrecordings  dialog is displayed.

2. Select a folder for the exported screen recording, and click OKOK.
3. The Exporting the Screen captureExporting the Screen capture  progress indicator is displayed.

If the Desktop Experience Feature is not enabled, the screen recording is not available for export, and the Export screen recording

icon is disabled .

Related TopicsRelated Topics

E-mail a Recording

Open Recordings

Score a Recording  

 

Show or Hide the Details PanesShow or Hide the Details Panes
Use the ShowShow command on the shortcut menu to display the Details pane and Media Details pane in the Workspace, or hide the
panes.

To show the Details or Media Details panes in the Workspace:
1. From the Search Results View, right-click to display the shortcut menu.

2. Point to ShowShow and select the pane you want to display.
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The pane is displayed and is selected in the check box.

To HideHide  a pane, from the shortcut menu point to ShowShow and select the pane you want to hide. The check box is cleared and the
pane is hidden.

Related TopicsRelated Topics

Archive a Recording

Delete a Recording

E-mail a Recording

Modify Retention Expiration

Export a Single Recording

Open a Recording

Score a Recording

View the Audit Trail

Working with Recording Search Results

 

Archive a RecordingArchive a Recording
You can archive a recording from the Search Results View.

NoteNote    To archive recordings in IC Business Manager, a user must have permission for the Security Policy cancan  export/archiveexport/archive
recordingsrecordings .

To archive a recording, select one or more recordings to be archived. Right-click the recording, and on the shortcut menu click
ArchiveArchive .
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On the Archive Recording dialog, select a location to archive the recording from a retention
policy or enter an archive storage location.

From retention policy 
Use this drop-down list to select a Retention Policy. This list includes the 10 most recently
created policies with the Archive action. The policies are listed in order, with the most recent
policy displayed first.

When you select a retention policy, the fields Archive storage location, Volume prefix, and
Maximum volume size are populated from the retention policy. These fields can be modified
for your archive.

Archive storage location
All storage locations from Archive Retention Policies are listed in the drop-down list. You can
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select a storage location from the list or type a valid non-local shared UNC path for the storage
location. In the Volume prefix field, you can: accept the default value for a prefix, or select a
prefix from the drop-down list, or type a new volume prefix. In the Maximum volume size
field, type the maximum storage size for each archive volume folder, and then click the MB box
to toggle between MB and GB.

Note  When you select a Social Media recording to archive, the Social Media recording files are
archived in a Zip format that contains the necessary files to view the recording. The playback
website is also included in the Zip file.

When you have configured the Archive Recording dialog, click Archive. The Overall progress
indicator displays the percentage of the archive process that has been completed.

For additional information on the archiving process, including Automatically Archiving Recordings
and Working With Archived Content, see "Appendix D: Archive Recordings" in the Interaction
Recorder Technical Reference in the PureConnect Documentation Library.

Related Related TopicsTopics

Export a Single Recording

Working with Recording Search Results
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View the Audit TrailView the Audit Trail
Use the Audit Trai lAudit Trai l  command on the shortcut menu to display information on audit events, including: Date/Time, Audit Event, User,
and Comments on the event.

Use the Search Results View to display the Audit Trail for a recording. When a search is run, a list of recorded interactions is
displayed in a grid in the Search Results View in the Workspace.

To display the Audit Trail for a recording:
1. From the Search Results View, select a recorded interaction in the Recordings grid.

2. Right-click, and on the shortcut menu, click Audit Audit Trai lTrai l . The Audit Trail page is displayed in the Details pane. The Audit Trail
can be refreshed using the shortcut menu on the Audit Trail page.

Related TopicsRelated Topics

Archive a Recording

Delete a Recording

E-mail a Recording

Modify Retention Expiration

Export a Single Recording

Open a Recording

Score a Recording

Show or Hide the Details Pane

Working with Recording Search Results

Delete a RecordingDelete a Recording
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Use the Search Results View to delete a recording. When a search is run, a list of recorded interactions is displayed in a grid in the
Search Results View in the Workspace.

To delete a recording:
1. From the Search Results View, select a recorded interaction in the Recordings grid.

2. Right-click, and on the shortcut menu, click Delete Delete RecordingRecording.

Or

After selecting the recorded interaction in the Recordings grid, press the DeleteDelete  key.
3. A message is displayed, requesting your confirmation to delete the recording.

To delete the recording, click YesYes .

NoteNote :  If there is a Screen Recording related to the recording you are deleting, you will be prompted to delete the related Screen
Recording.

RRelated Topicselated Topics
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Archive a Recording

View the Audit Trail

E-mail a Recording

Modify Retention Expiration

Export a Single Recording

Open a Recording

Score a Recording

Show or Hide the Details Pane

Working with Recording Search Results

Export a Single RecordingExport a Single Recording
You can Export a single recording, export multiple recordings or export Results Rows. The following information is for exporting a
single recording.

NoteNote :  To export recordings in IC Business Manager, a user must have permission for the Security Policy cancan export/archiveexport/archive
recordingsrecordings .

To export a single recording, from the Search Results View, select the recording to be exported. Right-click the recording, and on the
shortcut menu point to ExportExport .

NoteNote :  Screen recordings are exported during Screen Recording Playback. If a screen recording is included in a recording
selection, the Export menu item is not available.

Export a Single RecordingExport a Single Recording
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On the submenu, click Recording.Recording.

 

On the Export Recording As dialog, select the folder to export the recording to. You can also rename the file in the File name field.

When Opus recordings are exported from within the Interaction Recorder module in IC Business Manager, the extracted Opus audio
data is extracted into an Opus, ogg-based audio file with the .opus file extension.

NotesNotes   

When Social Media recordings are exported from Interaction Recorder in IC Business Manager, the files are exported in Zip
format and contains the necessary files to view the recording. The playback website is included in the Zip file.
When Opus recordings are exported from Interaction Recorder in IC Business Manager, the extracted Opus audio data is
extracted into an Opus, ogg-based audio file with the .opus file extension. 
During export, the number of channels are maintained so that Opus Mono recordings are exported with 1 channel audio data,
and Opus Dual-channel recordings are exported with 2 channel audio data.
When μ-law, True Speech, and GSM 6.1 recording compression formats are exported from within the Recorder module in IC
Business Manager, the audio data is exported as a WAV file.
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When you click SaveSave , the recording is saved to the selected folder.

To export multiple recordings, see Export Multiple Recordings.

Export Multiple RecordingsExport Multiple Recordings
Export multiple recordings using the ExportExport  dialog. Follow these steps to export multiple recordings to a folder.

Noteote   To export recordings in IC Business Manager, a user must have permission for the Security Policy cancan export/archiveexport/archive
recordingsrecordings .

To export multiple recordings from the Search Results View, Select the recordings to be exported. Right-click the selection, and on
the shortcut menu point to ExportExport .

NoteNote   Screen recordings are exported during Screen Recording Playback. If a screen recording is included in a recording
selection, the Export menu item is not available.

 

On the submenu, click Recording.Recording.
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The Export Recordings dialog is displayed.

Use the Export Recordings dialog to specify the folder and the file names when exporting multiple recordings.

NoteNote :  When Social Media recordings are exported from Interaction Recorder in IC Business Manager, the files are exported in Zip
format and contains the necessary files to view the recording. The playback website is included in the Zip file.

First, use BrowseBrowse  to specify an Export LocationExport Location for the root folder.

Next, select a button to specify one relative location for the exported recordings. The choices are:
Use default fo lder structureUse default fo lder structure
Export fi les into  one directoryExport fi les into  one directory
Custom fo lder structureCustom fo lder structure

Use default folder structureUse default folder structure

Select Use default fo lder structureUse default fo lder structure  to export the selected recordings to the specified Export Export LocationLocation. The recordings are
saved in a directory structure in the form YYYYMM/DDHH/MMYYYYMM/DDHH/MM, where:

YYYYMMYYYYMM is the year and month of the recording
DDHHDDHH  is the day and hour of the recording
MMMM is the minute of the recording

Export files into one directoryExport files into one directory

Specify the Folder StructureSpecify the Folder Structure
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Select Export fi les into  one directoryExport fi les into  one directory  to export the selected recordings to the root folder.

Custom folder structureCustom folder structure

Select Custom fo lder structureCustom fo lder structure  to export the selected recordings to directories defined by a directory template. The directory
template is created using the properties of the exported recordings.

After you select Custom fo lder structureCustom fo lder structure , use the default template displayed in the Custom folder structure field, or use the
Custom folder structure field to specify a new folder template. Use the Show recording properties supported Show recording properties supported in custom fi lein custom fi le
or fo lder namesor fo lder names  drop-down list to display a description of the KeyKey and ValueValue  properties.

The ExampleExample  field displays an example of the folder structure that is created using the template in the Custom folder structure
field.

After the relative location for the exported recordings is selected and configured, specify how the recordings files are named. The
choices are:

Use default fi le namingUse default fi le naming
Custom fi le namesCustom fi le names

Use default file namingUse default file naming

Select Use default fi le namingUse default fi le naming to name the recording files by using the default naming convention.

The recordings are named in the form IR[type of interaction]_[interaction ID].wav.  For example, IRCall_300144281850130611.wav.

Custom file namesCustom file names

Select Custom fi le namesCustom fi le names  to name the recording files using a file name template. After you select Custom fi le namesCustom fi le names , use the
default template displayed in the Custom file names field or use the Custom file names field to specify a new file name template.
Use the Show Show recording properties supported in custom fi le or fo lder namesrecording properties supported in custom fi le or fo lder names  drop-down list to display a description of the
KeyKey and ValueValue  properties.

The ExampleExample  field displays an example of the file name that is created using the template in the Custom file name field.

When the Export Recordings dialog is complete, click ExportExport  to export recordings to the specified directory.

Specify the file namesSpecify the file names

Export recordingsExport recordings
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Export Results RowsExport Results Rows
Export the contents of search results into a CSV, Excel, or PDF file. Export Al lAl l  search results rows, or Selected RowsSelected Rows .

1. Right-click on any search results row and on the shortcut menu point to ExportExport .

2. On the submenu, point to Results Rows, and then point to All.

3. Select the file type for the exported file.
4. On the Save As dialog, select the folder to export the Results Rows to, and type a File name.

1. Select the search result rows to be exported.

2. Right-click on the selected rows, and on the shortcut menu point to Export.
3. On the submenu, point to Results Rows, and then point to Selected Rows.

4. Select the file type for the exported file.
5. On the Save As dialog, select the folder to export the Selected Rows to, and type a File name.

Modify Retention ExpirationModify Retention Expiration
Retention Expiration is the date a recording is re-evaluated, based on retention policies for where the recording is stored, when it
should be archived, and how long it is retained. Users with the Security policy right, Modify Retention Expiration Period, can modify
the retention expiration period to set the date and time for a recording to be re-evaluated in the Interaction Recorder Client, from the
recording search results view.

Follow these steps to export All rows from the search results grid:Follow these steps to export All rows from the search results grid:

Follow these steps to export Selected Rows from the search results Follow these steps to export Selected Rows from the search results grid:grid:
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Right-click the recording, and on the shortcut menu click Modify Retention ExpirationModify Retention Expiration. The Modify Retention Expiration dialog
box is displayed.

When the retention expiration is being modified for a single recording, the current expiration date of the recording is displayed.

 

If the retention expiration is being modified for multiple recordings, the current expiration date is not displayed.

A new expiration period can be set using the NowNow button or the Select Date and TimeSelect Date and Time button. NowNow sets the expiration to the

103



current date and time of the user's system. Using Select Date and TimeSelect Date and Time , you can specify a future date and time to set as the new
retention expiration date of the selected recordings. The expiration date cannot be a value in the past.

The Expiration DateExpiration Date  value is updated for the recordings in the Media Detai lsMedia Detai ls  pane and the Recording Search ResultsRecording Search Results  grid
column after the modified expiration date is set in the database.

 

 

Score a RecordingScore a Recording

Access the Scoring page from the Search Results view in the Workspace.

You can also access the Scoring page using a shortcut menu. In the Search Results grid, select a recording. Right-click, and on the
shortcut menu, click Scoring. The Scoring page is displayed in the Details pane.

Accessing the Scoring pageAccessing the Scoring page
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Use the Scoring page in the Details pane to access a Questionnaire and Score a recording.

Questionnaires that have previously been assigned to a recording are displayed on the Scoring page. Additional Questionnaires can
be assigned to the recording on the Scoring page. Only Questionnaires that have been published are available for scoring.

Notes  Notes  

- - Non-admin users only see Questionnaire scorecards that they have scored. To allow users to see all scorecards for a
recording, the CIC administrator can create a Security Pol icy  Security Pol icy so a user can view scorecards can view scorecards . This Security Policy can be
applied to Agents or Roles. Questionnaire Directory Admin Access and other security rights will still apply. For non-admin
users, in order to finish a scorecard that has already been scored by another user, the user must first save the scorecard to take
ownership and then the user can finish the scorecard.

- When a scoring user does not have the can view participant contact information  can view participant contact information security right for a recording, for
security purposes the scored agent’s name is not displayed, and is replaced with asterisks.  Also, in a recording that has
multiple participants, the Select Participant dialog displays participants by number when  the scoring user does not have the
can view participant contact information can view participant contact information security right.

To assign a questionnaire, click Assign QuestionnaireAssign Questionnaire , and select a questionnaire from the Select QuestionnaireSelect Questionnaire  dialog. When
you click Assign QuestionnaireAssign Questionnaire  the Select QuestionnaireSelect Questionnaire  dialog is displayed. To assign a user to score the recording, select
the Scoring userScoring user  from the drop-down list. To select the completed scorecard for calibration purposes, select the MarkMark
scorecard for cal ibrationscorecard for cal ibration check box. To require an agent signature on the completed scorecard, select the Require Require scoredscored
agent s ignatureagent s ignature  check box. To assign a questionnaire to a recording you must have the Can Assign Can Assign QuestionnairesQuestionnaires  security
right, assigned in Policy Editor.

To score a recording, on the Scoring page, click ScoreScore . The Scorecard is displayed.

Assigning a QuestionnaireAssigning a Questionnaire

Scoring a recordingScoring a recording
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For detailed Scorecard information, from the Scorecard press F1 and the Scoring Dialog Help topic is displayed.

The media player, depending on the type of interaction, is launched displaying details of the recording. Here is an example of an
Audio Playback. Details of the interaction are displayed in the Playback window.

 

To save a scored interaction to be e-mailed or to finish scoring later, click SaveSave .
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When you have completed scoring the interaction, click FinishFinish. If the Scorecard has been failed, the Finish button is labeled FinishFinish
(Fai led)(Fai led).

Finishing a scorecard makes it available for reporting. When the Finish ScorecardFinish Scorecard message is displayed, you can require the
scored agent to sign the scorecard.

NoteNote   
Scored agents must have the Can V iew ScorecardsCan V iew Scorecards  security right, assigned in Policy Editor for the scored recording, in order
to sign the scorecard and enter comments.

Scorecard Scorecard SignatureSignature

Selecting the Require scored agent Require scored agent s ignature for this scorecardsignature for this scorecard check box allows an agent to sign-off on a scorecard and
enter comments. When a Finished Scorecard has been selected for sign-off, only the Scored User (agent) and the Current User with
the Override Finished ScorecardsOverride Finished Scorecards  Security Right are allowed to modify the sign-off state and specify sign-off comments. Scored
agents are always allowed to view signature comments.

NoteNote   Non-scored users must have the cancan view scorecard signature commentsview scorecard signature comments  security right, assigned in Policy Editor
for the scored recording, in order to see the signature comments after the scorecard has been signed.

When an agent is viewing a scorecard that requires a signature, the Sign ScorecardSign Scorecard button is available at the bottom of the
scorecard. Clicking Sign Sign ScorecardScorecard displays the Scorecard Scorecard SignatureSignature  dialog where comments can be made and the scorecard
signed.

Group IconsGroup Icons

When you have finished the scorecard, different icons will be displayed for the Question Group node in the scorecard navigation tree
based on whether the group is complete or not.

     -  Group is complete, that is, all required questions have been answered or marked as Not Applicable (N/A).

     -  Group is not complete.

After scorecards have been signed, signature comments can be viewed. Signed comments can be viewed by users who have the
cancan view scorecard signature commentsview scorecard signature comments  security right, assigned in Policy Editor for the scored recording.

A signed scorecard displays the View Signature button. When you click V iew SignatureView Signature , the Scorecard Scorecard SignatureSignature  window
displays the Scorecard Scorecard Signature CommentsSignature Comments .

Modify Signed ScorecardsModify Signed Scorecards

Users who have the Override Finished Override Finished ScorecardsScorecards  Security Right are allowed to modify the sign-off state and specify sign-off
comments. From the Override Scorecard Signature dialog, click Additional  CommentsAdditional  Comments  to make comments.

Finish a ScorecardFinish a Scorecard

Signed ScorecardsSigned Scorecards
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Remove Scorecard SignatureRemove Scorecard Signature

Users who have the Override Finished Override Finished ScorecardsScorecards  Security Right are also allowed to remove the scorecard signature. From the
Scorecard, click Remove Remove SignatureSignature  to remove the signature from a scorecard. The agent will no longer be required to sign the
scorecard.

Modify Modify Finished ScorecardsFinished Scorecards

Users with the Override Finished Override Finished ScorecardsScorecards  security right can modify the answers on finished scorecards and re-save the
finished scorecards in the database. Users are assigned the Recorder Policy Override Finished Scorecards Security Right in
Interaction Administrator. Users without this security right can only view finished scorecards.

Related TopicsRelated Topics

E-mail a Recording

Playback a Recording

Working with Recording Search Results

E-mail a RecordingE-mail a Recording
You can send a recording in an e-mail. From the Search Results View, select the recording to be sent in an e-mail. Right-click the
recording, and on the shortcut menu click Send as Send as E -mai lE -mai l .

 

NoteNote :  You cannot e-mail a Screen Recording. If a Screen Recording is selected in the Search Results View, when you right-
click, the shortcut menu does not have the Send as E-mail command.
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On the Send Recording E-mail dialog, click ToTo  and in the Search ForSearch For  box type an e-mail address, and click Add.Add.  Add additional
recipients, and when finished, click OKOK.

 

Click SendSend to send your recording.

NoteNote :  When sending an Opus recording in an email, the recording is sent as an .opus.opus  file attachment.

NoteNote :  The Send as EmailSend as Email  feature for Social Media recordings might fail due to the size limit of the attachment that your
email server can handle. If this occurs, the recipient of the email might not receive an error notification, but the sender of the
email will receive a failed message stating the size constraint.

Related TopicsRelated Topics

Score a Recording

Working with Scorecard Search Results

 

Monitor a Live CallMonitor a Live Call
A live call that is in the process of being recorded can be monitored. As the call is being recorded, you can JoinJoin the call, ListenListen to
the call, or CoachCoach the agent during the call.

To monitor a live call, the monitoring user must have the Security Rights to CoachCoach, Jo inJoin, or ListenListen to a call. In the Security Rights
Category:  UserCategory:  User  under Interaction Command RightsInteraction Command Rights , select CoachCoach, Jo inJoin, or ListenListen.

The monitoring user also needs Access Rights to V iewView, ModifyModify , and MonitorMonitor  the call initiator's queues, such as Station Queues,
User Queues, or Workgroup Queues, assigned under Access Control Category:  QueuesCategory:  Queues .

NoteNote   For Intercom calls, the monitoring user needs Access Rights for the initiator’s queue and the respondent’s queue to monitor
a live intercom call.

To monitor a live call recording in progress, follow these steps.

Assigning Security RightsAssigning Security Rights

Monitoring a Live CallMonitoring a Live Call
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1. Run a recording search with search attributes that match the on-going call.
2. In the search results view double-click the call recording in progress. The recording playback window opens.

3. The dialog displays a live monitoring button bar that includes JoinJoin, ListenListen, and CoachCoach options. To monitor the live call, click a
button.

The following is a description of the live monitoring button bar options. The buttons are not available if the monitoring user does
not have Security Rights to join, listen, or coach an interaction, or does not have Access Rights for any of the call initiator's queues.

Live Monitoring OptionsLive Monitoring Options

OptionOption DescriptionDescription

JoinJoin Click this button to join the call in progress.

ListenListen Click this button to listen to the call in progress.

CoachCoach Click this button to listen to the call and speak only to the agent on the call.

The live monitoring buttons are not available while processing a click for any of the buttons on the bar and also not available if the
monitoring user does not have a station or is already a participant on the call.

NoteNote   Live Monitoring is not available for conference calls. When a conference call is in progress, the Join, Listen, and Coach
options are not available. A message is displayed indicating the call is part of a conference and still in progress, and the recording
is not available.

  

Live Monitoring OptionsLive Monitoring Options
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Tools MenuTools Menu
Interaction Recorder has a Tools menu on the menu bar. The Interaction Recorder Tools menu has the Manage Interaction Recorder
Settings command.

 

 

 

Manage Interaction Recorder SettingsManage Interaction Recorder Settings
Access Manage Interaction Recorder Manage Interaction Recorder SettingsSettings  from the ToolsTools  menu.

Use Manage Interaction Recorder Settings to control the playback of Recorded Calls and to configure the Master Key Password.

1. From the ToolsTools  menu, click Manage Interaction Recorder Manage Interaction Recorder SettingsSettings . The Manage Interaction Recorder Settings dialog is
displayed.

2. To have a recording playback immediately when the Detailed Results window is opened in the Search Results view, select the
check box Automatical ly Automatical ly begin playback of recorded cal lsbegin playback of recorded cal ls .

3. By default, Audio recordings are played back through your computer speakers. To playback recordings through your telephone
handset, select the check box Play Play recorded cal ls  using the handsetrecorded cal ls  using the handset .

Use the Master Key Password box to password protect the Master Key File and securely encrypt master key data. To create,
change, or deactivate a Master Key Password, the user must be assigned the Security Right Master Key Password Administrator. To
configure the Master Key Password, from the ToolsTools  menu, click Manage Interaction Recorder Manage Interaction Recorder SettingsSettings . The Manage
Interaction Recorder Settings dialog is displayed.

To create a new Master Key Password or to change the current password, click Change passwordChange password.

When you create a new Master key password or change the password, the password is Activated, and the Deactivate password
button is displayed. To deactivate the password, click Deactive Deactive passwordpassword. To activate the password, click Activate Activate PasswordPassword,
and on the Activate Password dialog, type the password and click Activate.

Important NoteImportant Note  
PureConnect Customer Care cannot recover encrypted recordings if a Master Key Password is lost.

To control the playback of Recorded Calls:To control the playback of Recorded Calls:

To configure the Master Key Password:To configure the Master Key Password:
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Interaction Recorder Client ReportsInteraction Recorder Client Reports
Interaction Recorder client reporting is available in Interaction Reporter in IC Business Manager. For more information see
Interaction Recorder Client Reporting.

 

Interaction Recorder ReportingInteraction Recorder Reporting
Interaction Recorder reporting is available in Interaction Reporter in IC Business Manager.

Interaction Recorder reports are listed under the Interaction Quality Manager Reports, and include:
Calibration Details
Calibration Question Group Details
Calibration Recording Summary
Quality Scoring Details
Deleted Recording Audit by Date
Deleted Recording Audit by User
Recorder Questionnaire Detail
Recorder Scoring Summary
Recorder User Scoring Summary

For detailed information on running these reports, see the Interaction Reporter Help.

NoteNote    
You can also run a Quality Scorecard Report from Scorecard Search Results.
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Miscellaneous topicsMiscellaneous topics

Assign Calibration ScorecardsAssign Calibration Scorecards
Use the Assign Calibration Scorecards dialog to assign a questionnaire to the recording and to specify the scoring users to be
assigned the calibration scorecard.

To assign a questionnaire to be used for calibration, select a questionnaire from a QuestionnairesQuestionnaires  folder, and then from the drop-
down list specify the scoring users to be assigned the calibration scorecard.  You can also specify users by Roles. Click Search BySearch By
RolesRoles , and select a Role to display its members. Select users from the Role Members, and click Add to  Cal ibrationAdd to  Cal ibration to include the
names in the calibrate recording user list in the Assign Calibration Scorecards dialog.  

 

Audio Playback DialogAudio Playback Dialog
Use this dialog to control the playback of a recorded audio interaction.

Use the AudioAudio  menu to select the audio device for the playback. The options are Primary Sound DriverPrimary Sound Driver  or Telephone HandsetTelephone Handset .
A list of available Playback Devices from Windows Sound is also displayed, between the Primary Sound Driver and the Telephone
Handset options. The default audio device is displayed in the Audio menu in a bold font. The active (currently selected) Audio
device menu item is selected (checked). You can also make the selected Audio device the default on this menu. Audio timing
indicators display the current position in the recording and the total time of the recording.

Playback through Primary Sound DriverPlayback through Primary Sound Driver

Here are the playback controls that allow you to adjust the audio playback using your primary sound driver.

Playback Playback Contro lContro l  Function Function

Play or pause the recording

Stop the recording

Reverse or fast forward the recording

Volume slider for audio playback

Speed slider for audio playback

 

The available speed settings are: 0.5x, l.0x, 1.1x, 1.2x, 1.3x, 1.4x, 1.5x, 2.0x, and 4.0x.

Playback through Telephone HandsetPlayback through Telephone Handset

If you are playing back a recording through a telephone handset, use the telephone keypad to control the playback.

To control the playback:

Audio MenuAudio Menu
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PressPress  To To

11 Slow down the recording

22 Speed up the recording

44 Decrease the volume

55 Increase the volume

77 Rewind ten seconds and continue playback

88 Fast forward ten seconds and continue playback

NoteNote   

When playing back a recording through the telephone handset, the audio disconnects when the recording has finished playing or
when the stop button is pressed.

Use the MediaMedia menu to view Media Information properties, including Length, Audio format, and compression type. To view this
information, click MediaMedia , and then click AboutAbout .

The Waveform displays a graphic representation of the sound in the recording. The Waveform area includes a recording time line
that includes a position indicator and time, and the length of the recording. Bookmarks are displayed on the time line.

Note

When using the handset for playback, the WAV form is not displayed.

The standard playback controls are Play, Stop, Rewind, Fast Forward, Mute, Volume, and Speed. Pause the mouse over a playback
control to display its function. Audio timing indicators display the current position in the recording and the total time of the
recording.

BookmarksBookmarks

Bookmarks can be added to Audio recordings, in the Audio Playback window, to identify places in the recording that you can easily
return to. You can add a Bookmark while the audio is playing, or you can pause the audio to add a Bookmark. Bookmarks are
identified by a custom label you create. You can also indicate a Start and End time for your Bookmark.

To add a Bookmark, while the audio recording is playing, click the Bookmark control . In the Add Bookmark dialog, type the
label information, and click OK. The Bookmark is inserted at the point where you clicked the Bookmark control. You can also pause
the recording while adding a Bookmark. To Bookmark a span of Time in a recording, use the Start Time and End Time fields.

To Edit or Delete a Bookmark, right-click a Bookmark and on the shortcut menu select Edit or Delete.

Bookmark Bookmark Audit Trai l  entriesAudit Trai l  entries

When Bookmarks are added, edited, and deleted, the related modified recording audit trail entry contains formatted comments. The
comments include Bookmark text and Start and End times. Bookmarks can be up to 1024 characters, but the Bookmark comment
text displays the first 512 characters, followed by an ellipsis.

Media MenuMedia Menu

WaveformWaveform

Playback ControlsPlayback Controls

Details paneDetails pane
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The interaction Details pages are displayed at the bottom of this window for your reference. You can use the Scoring page to add a
Questionnaire or to Score this recording.

Media Details pageMedia Details page

The Media Details page displays information about the recording. The details include: Recording Date, Recording ID, Expiration Date,
Interaction ID Key, Initiation Policy, Archived indicator, Direction, Recording Length, Encrypted indicator, Recording Type, Snippet
Initiator, Call Line, and Call Type.

Participant Data pageParticipant Data page

The Participant Data page displays information on the parties of the selected interaction. The page displays Attributes and Values
for the interaction participants.

Attributes pageAttributes page

The Attributes page displays the defined custom attributes that apply to this interaction.

Audit Trail pageAudit Trail page

The Audit Trail page displays information on audit events. The information includes:  Date/Time, Audit Event, User, and Comments
on the event. Use the shortcut menu from the Audit Trail page to refresh the audit trail data.

Scoring pageScoring page

The Scoring page is used to access a Questionnaire and Score a recording. Questionnaires that have previously been assigned to a
recording are displayed on the Scoring page. Additional Questionnaires can be assigned to the recording on this page. Only
questionnaires that have been published are available for scoring.

NoteNote :  

Non-admin users only see Questionnaire scorecards that they have scored. To allow users to see all scorecards for a
recording, the CIC administrator can create a Security Security Pol icyPol icy  so a user can view scorecardscan view scorecards . This Security Policy can be
applied to Agents or Roles. Questionnaire Directory Admin Access and other security rights will still apply. For non-admin
users, in order to finish a scorecard that has already been scored by another user, the user must first save the scorecard to take
ownership and then the user can finish the scorecard.

To assign a questionnaire, click Assign Assign QuestionnaireQuestionnaire , and select a questionnaire from the Select QuestionnaireSelect Questionnaire  dialog.

When you click Assign QuestionnaireAssign Questionnaire , the Select QuestionnaireSelect Questionnaire  dialog is displayed. To assign a user to score the recording,
select the Scoring user from the drop-down list. To select the completed scorecard for calibration purposes, select the MarkMark
scorecard for cal ibrationscorecard for cal ibration check box. To require an agent signature on the completed scorecard, select the Require scoredRequire scored
agent s ignatureagent s ignature  check box. To assign a questionnaire to a recording you must have the Can Assign QuestionnairesCan Assign Questionnaires  securit
right, assigned in Policy Editor.

To score a recording, on the Scoring page, click ScoreScore . The Questionnaire to score the recording is displayed and the media player
is launched displaying details of the recording.

Tags pageTags page

The Tags page displays Tags for a recording that were created in Policy Editor and assigned to a recording.  Tags can be added and
edited in the Playback window Details pane on the Tags page. To open the Playback window, click Modify TagsModify Tags . The Playback
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window is displayed. If the Details pane is not showing, in the Playback window right-click, and on the shortcut menu point to ShowShow
and click Detai lsDetai ls .

Chat Playback DialogChat Playback Dialog
This dialog displays the recorded Chat interaction for your review. Right-click the recording to display a shortcut menu of options,
which include: copying the recording to the clipboard, scoring the recording, and exporting the recording to a file.

The interaction Details pages are displayed at the bottom of this window for your reference. You can use the Scoring page to add a
Questionnaire or to Score this recording.

 

 

 

Configure Scorecard SearchConfigure Scorecard Search
Use the Configure Scorecard Search dialog to create or change configuration settings of a Scorecard Search. Scorecard Search
results are based on the order of the attributes, from top to bottom.

Use this box to name your search.

Use this box to specify the maximum number of interactions to display when the search is run. The default is 100.

This field displays the Folder path for the search.

The login ID of the user who created this search is displayed.

Click New AttributeNew Attribute  to display a list of attribute types. To add a new attribute to the search, select an attribute type, and from the
submenu, click the name of the attribute. The new attribute is displayed in the workspace. Configure the values for the attribute in
the box.

Attribute TypesAttribute Types

For more information on Attribute types, click the following links.

Scorecard

Scores

Scored Participant

Scoring Individual

Details paneDetails pane

TitleTitle

Maximum ResultsMaximum Results

LocationLocation

AuthorAuthor

New AttributeNew Attribute
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UNION OperatorUNION Operator

You can join two attributes using the UNION OperatorUNION Operator , available from the New Attribute drop-down list. Attributes within a search
are logically AND'd together by default. Use the UNION Operator to logically OR attributes together.

Use the Up and Down arrows to change the order of the attributes in a search. To delete a search attribute, select the attribute and
click the delete button.

Related TopicsRelated Topics

 Scorecard Search Attributes

 

E-mail Playback DialogE-mail Playback Dialog
This dialog displays the recorded E-mail interaction for your review. Right-click the recording to display a shortcut menu of options,
which include: copying the recording to the clipboard, scoring the recording, and exporting the recording to a file.

The interaction Details pages are displayed at the bottom of this window for your reference. You can use the Scoring page to add a
Questionnaire or to Score this recording.

 

 

Interaction Recorder WorkspacesInteraction Recorder Workspaces
The Interaction Recorder Workspace tabs are located to the left of the Navigation Pane. The Workspace tabs are InteractionInteraction
RecorderRecorder  and Interaction Qual i ty ManagerInteraction Qual i ty Manager . Use these tabs to display the module in the Workspace.

 

Menu BarMenu Bar
Commands and actions are organized in menus that you use to work with Interaction Recorder.

Click a menu title on the menu bar to display a list of choices. To choose one of the commands listed on a menu, click it.

Specialized Interaction Recorder commands are available on the ToolsTools  menu and the Search TitleSearch Title  Active View menu.

Navigation PaneNavigation Pane
The Interaction RecorderInteraction Recorder  Navigation PaneNavigation Pane  provides easy access to recording features in the SearchesSearches  and  RecordingsRecordings
panes. The Interaction Recorder Navigation Pane provides centralized navigation to build searches that display stored recordings
and playback those recordings.

 

 

  

Arranging and deleting attributesArranging and deleting attributes

Details paneDetails pane
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Open a RecordingOpen a Recording
Use the Open RecordingOpen Recording command on the shortcut menu to open a recording in the playback dialog. When a recording is open, it
is listed in the Open Recordings folder in the Navigation Pane.

To open a recording using the shortcut menu:
1. From the Search Results View, select a recorded interaction in the Recordings grid.

2. Right-click, and on the shortcut menu, click Open Open RecordingRecording.

The media player is displayed with the recording. If it is an audio recording, it begins to play.

NoteNote :  If a call recording is in progress when the recording is opened, the Playback window is replaced with the message ThisThis
recording is  currently in progress and cannot be retrieved at this timerecording is  currently in progress and cannot be retrieved at this time. You can monitor a recording in process. For
more information, see Monitor a Live Call.

Related TopicsRelated Topics

Show or Hide the Details Pane

Archive a Recording

View the Audit Trail

Delete a Recording

Export a Recording
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Modify Retention Expiration

Score a Recording

E-mail a Recording

Monitor a Live Call

Working with Recording Search Results

 

Recordings PaneRecordings Pane
The RecordingsRecordings  navigation pane displays a list of recordings that are open in the Workspace. When a recording is listed under
Open RecordingsOpen Recordings  in the Recordings navigation pane, you can view its full media details in the Workspace. You can also play and
review multiple recordings at one time.

 

 

Scoring DialogScoring Dialog
Use this dialog to score a recorded interaction. The title of the Questionnaire is displayed in the dialog title bar.

Click this toggle button to indicate this Scorecard has passed.

Click this toggle button to indicate this Scorecard has failed. When the Failed button is selected a warning is displayed at the top of
the dialog indicating the Scorecard has been fai ledScorecard has been fai led, and the Finish button is labeled Finish (Fai led)Finish (Fai led).

Click this button to mark the Scorecard for calibration use only.

NoteNote
Calibration provides confidence that monitored interactions will be scored consistently among Quality Assurance team
members. Calibrating scoring ensures fairness to agents whose recorded interactions are being evaluated.

When a questionnaire is marked for Calibration, the score is excluded from other scored interactions and does not count
toward the agent's performance results. Questionnaires marked for Calibration are also excluded from the overall group
performance results.

When creating a Scorecard Search in IC Business Manager, you can search for Scorecards Marked for Calibration, to include
them in your search results.

Calibration reports, in Interaction Reporter, are based on the results of completed evaluations marked for Calibration.

To score a recording:
1. Use the left pane to display Scorecard questions. Expand a Question Group. The questions are displayed in the right pane.
2. In the right pane, answer the questions.

Required questions are indicated by an asterisk (*).
If Help Text is available for a question, it is displayed below the question.

PassedPassed

FailedFailed

Calibration OnlyCalibration Only

Score a RecordingScore a Recording
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If a comment can be added to a question while scoring, it is indicated by the Add Comments  button.
As multiple Comment forms can be open at the same time, the title of the Comment form also displays the Question
text, to help you identify which Comment form is associated with each question.
When Comment forms are displayed, you can continue scoring the recording.
If you press SaveSave  or FinishedFinished on the Scorecard when a Comment form is opened, a warning message is displayed
prompting you to Return to  scoringReturn to  scoring or Continue savingContinue saving. Selecting Return to  scoringReturn to  scoring terminates the Save
operation and returns to the scoring process. Selecting Continue savingContinue saving continues with the Save operation and closes
and saves changes made in the open Comment forms.

3. Click PassedPassed or Fai ledFai led, and then click FinishFinish.

The ScoreScore  percentage and RankRank  are displayed by GroupGroup in the left pane next to the Question Group.

The averaged percentage and rank for scored Question groups is displayed next to the Total  ScoreTotal  Score .

If applicable for the Questionnaire, the averaged percentage for the Non-critical questions is displayed in Non-cri tical  ScoreNon-cri tical  Score .

If applicable for the Questionnaire, the averaged percentage for the critical questions is displayed in Cri tical  AccuracyCritical  Accuracy. The
correct number of responses for the total number of critical questions is also indicated.

To save a scored interaction to be e-mailed or to finish scoring later, click SaveSave .

When you have completed scoring the interaction, click FinishFinish. If the Scorecard has been failed, the Finish button is labeled FinishFinish
(Fai led)(Fai led). The scored results are now available for reporting.

Finishing a scorecard makes it available for reporting. When the Finish ScorecardFinish Scorecard message is displayed, you can require the
scored agent to sign the scorecard.

Scorecard SignatureScorecard Signature

SScoring Resultscoring Results

Total Score and RankTotal Score and Rank

Non-critical ScoreNon-critical Score

Critical AccuracyCritical Accuracy

SSaveave

FinishFinish

Finish ScorecardFinish Scorecard
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Selecting the Require scored agent s ignature for this scorecardRequire scored agent s ignature for this scorecard check box allows an agent to sign-off on a scorecard and
enter comments. When a Finished Scorecard has been selected for sign-off, only the Scored User (agent) or the Current User with
the Override Finished Scorecards Security Right are allowed to modify the sign-off state and specify sign-off comments.

When an agent if viewing a scorecard that requires a signature, the Sign ScorecardSign Scorecard button is available at the bottom of the
scorecard. Clicking Sign ScorecardSign Scorecard displays the Scorecard SignatureScorecard Signature  dialog where comments can be made and the scorecard
signed.

Group IconsGroup Icons

When you have finished the scorecard, different icons will be displayed for the Question Group node in the scorecard navigation tree
based on whether the group is complete or not.

     -  Group is complete, that is, all required questions have been answered or marked as Not Applicable (N/A).

     -  Group is not complete.
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Search Configuration Migration Notes controlSearch Configuration Migration Notes control
If issues occurred with Interaction Recorder Searches during the 3.0 to 2015 R1 or later Migration process, a Migration Migration NotesNotes
control is displayed in a Search Configuration view, when running a search.   

During the 3.0 to 2015 R1 or later Migration process, changes made to the search and attributes, contained within the search, are
displayed when you expand the Migration Notes control.

The Migration Notes control is displayed only if there were modifications to the search attributes during the migration process.

NoteNote   If any modifications are made to a search that is displaying the Migration Notes control, and the search is saved in 2015
R1 or later, the Migration Notes are discarded for that search and are no longer displayed.

For more information on the Migration process, see the CIC Migration Guide, in the PureConnect Documentation Library.

Related TopicsRelated Topics

Editing a Search

 

Configure Recording SearchConfigure Recording Search
Use the Configure Recording Search dialog to create or change configuration settings of a recording search. Recording Search
results are based on the order of the attributes, from top to bottom.
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Use this box to name your search.

Use this box to specify the maximum number of interactions to display when the search is run. The default is 100.

This field displays the Folder path for the search.

The login ID of the user who created this search is displayed.

The Migration NotesMigration Notes  control appears if issues occurred during the IC 2.4/3.0 to 2015 R1 or later Migration. For more information,
see Search Configuration Migration Notes control.

Click New AttributeNew Attribute  to display a list of attribute types. To add a new attribute to the search, select an attribute type, and from the
submenu, click the name of the attribute. The new attribute is displayed in the workspace. Configure the values for the attribute in
the box.

Attribute TypesAttribute Types

For more information on Attribute types, click the following links.

Interaction_Analyzer

Interactions

Media Specific

Questionnaires

Survey

Advanced

 

UNION OperatorUNION Operator

You can join two attributes using the UNION OperatorUNION Operator , available from the New Attribute drop-down list. Attributes within a search
are logically AND'd together by default. Use the UNION Operator to logically OR attributes together.

Use the Up and Down arrows to change the order of the attributes in a search. To delete a search attribute, select the attribute and
click the delete button.

TitleTitle

Maximum ResultsMaximum Results

LocationLocation

AuthorAuthor

Migration NotesMigration Notes

New AttributeNew Attribute

  

Arranging and deleting attributesArranging and deleting attributes

123



Related TopicsRelated Topics

Recording Search Attributes

 

Search Details PaneSearch Details Pane
The Details pane displays additional interaction details for the selected interaction. This pane includes the following tabbed pages:
Participant Data, Custom Attributes, Audit Trail, and Scoring.

The Participant Data page displays information on the parties of the selected interaction. The page displays Attributes and Values
for the interaction participants.

The Custom Attributes page displays the defined custom attributes that apply to this interaction.

The Audit Trail page displays information on audit events. The information includes:  Date/Time, Audit Event, User, and Comments
on the event. Use the shortcut menu from the Audit Trail page to refresh the audit trail data.

Use the Scoring page to access a Questionnaire and Score a recording. Questionnaires that have previously been assigned to a
recording are displayed on the Scoring page. Additional Questionnaires can be assigned to the recording on the Scoring page. Only
questionnaires that have been published are available for scoring.

Note  Note  The Scoring User column displays the names of the users that scored the recording selected in the Search Results grid.
If the user, viewing the Search results, has the Can Score RecordingsCan Score Recordings  Security Policy rights for the selected recording, the
Scoring User name is displayed in the Scoring User column. If the user does not have the Can Score RecordingsCan Score Recordings  policy
rights, the Scoring User column is not displayed.

To assign a questionnaire, click Assign QuestionnaireAssign Questionnaire , and select a questionnaire from the Select QuestionnaireSelect Questionnaire  dialog. When
you click Assign QuestionnaireAssign Questionnaire  the Select QuestionnaireSelect Questionnaire  dialog is displayed. To assign a user to score the recording, select
the Scoring userScoring user  from the drop-down list. To select the completed scorecard for calibration purposes, select the MarkMark
scorecard for cal ibrationscorecard for cal ibration check box. To require an agent signature on the completed scorecard, select the Require Require scoredscored
agent s ignatureagent s ignature  check box. To assign a questionnaire to a recording you must have the Can Assign Can Assign QuestionnairesQuestionnaires  security
right, assigned in Policy Editor.

To score a recording, on the Scoring page, click ScoreScore . The Questionnaire to score the recording is displayed and the media player
is launched displaying details of the recording.

The Tags page displays Tags for a recording that were created in Policy Editor and assigned to a recording. Spotted Interaction
Analyzer categories are also displayed on the Tags page. Tags can be added and edited in the Playback window Details pane on the
Tags page. To open the Playback window to Add or Edit a Tag, click Modify TagsModify Tags . The Playback window is displayed. If the Details
pane is not showing, in the Playback window right-click, and on the shortcut menu point to ShowShow and click Detai lsDetai ls .

Keywords and phrases spotted by Interaction Analyzer are stored along with recordings, allowing for rapid searching of recordings
for playback. If Interaction Analyzer Keywords are associated with an interaction, a Keywords page is available. For information on

Participant Data pageParticipant Data page

Custom Attributes pageCustom Attributes page

Audit Trail pageAudit Trail page

Scoring pageScoring page

Tags pageTags page

KKeywords pageeywords page
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Interaction Analyzer Keywords, see the Interaction Analyzer Technical Reference in the PureConnect  Documentation Library.

The Details pane can be moved and docked to another location on your screen. To undock the Details pane from the Workspace,
double-click the title bar. The Details pane moves from the Workspace. To move the Details pane to another place on your screen,
click the title bar and drag the window. To dock the Details back in the Workspace, right-click, and on the shortcut menu, click
FloatingFloating to clear the check box.

To hide the Details pane in the Workspace, right click on the title bar, and on the shortcut menu, click Auto  Auto  HideHide . A tabbed page is
displayed at the bottom of the Workspace. Click the tab to display the Detai lsDetai ls  view.

 

 

 

Search Results ViewSearch Results View
When a search is run, the results are displayed in the Search Results View in the Workspace. The Name of the search results is
displayed in the title bar and includes the number of recordings that are displayed in the results grid. When an interaction recording
is selected, detailed information on a recording is displayed in Media Media Detai lsDetai ls  and Detai lDetai l  panes. These panes are displayed at the
bottom of the Workspace, and can be moved and docked to another location on your screen.

The results of a search are displayed in the grid at the top of the Workspace. The grid displays a list of recordings, by Date/Time
that are found for the search, in descending order (newest to oldest).

To Open a Recording, double-click a recording in the Search Results grid. You can also right-click on a recording, and on the
shortcut menu click Open a Recording.

To change the Fields that are displayed in the header row of the grid, click the Field ChooserField Chooser   . In the Field Chooser dialog
that is displayed, select the Fields to display in the grid.
To sort a column in ascending or descending order, click the Field name.

To further refine the search results, use the Filter Criteria selection fields below each Field. To create a field filter for the
search results displayed in the grid, select the field below the Field name. The field search filter is displayed. To select an

operand for the search, click . In the drop-down list, select the search criteria. Depending on the field and your selections, an
additional dialog might be displayed. The search results are displayed according to your search filter. To clear the filter criteria,

in the field click . To clear all filter criteria, click  at the left on the grid row.

Recording shortcut menuRecording shortcut menu

When a recording is selected in the Search Results grid, you can right-click on the recording to display a shortcut menu. From the
Shortcut menu, you can:

Delete a Recording
Export a Recording
Archive a Recording
Score a Recording
E-mail a Recording

NoteNote   Screen recordings cannot be exported. If a screen recording is included in a selection, Export is not available on the
shortcut menu.

Moving and Hiding the Details PaneMoving and Hiding the Details Pane

Recordings gridRecordings grid

Media Details paneMedia Details pane
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When you select an interaction in the search results grid, details of the interaction are displayed in the Media Media Detai lsDetai ls  pane. The
details include: Recording Date, Recording ID, Expiration Date, Interaction ID Key, Initiation Policy, Recording Length, and other
specific details depending on the type of interaction, call, e-mail, or chat.

To undock the Media Detail pane from the Workspace, double-click the title bar. The Media Details pane moves from the
Workspace. You can drag the pane to move it to another place on your screen. To dock the Media Details back in the Workspace,
right-click and click FloatingFloating to clear the check box. To hide the Media Details pane in the Workspace, right click on the title bar
and click Auto  Auto  HideHide . A tabbed page is displayed at the bottom of the Workspace. Click the tab to display the Media Details view.

The Details pane displays additional interaction details for the selected interaction. The Details view includes the following tabbed
pages: Participant, Data, Custom Attributes, Audit Trail, and Scoring.

To undock the Details pane from the Workspace, double-click the title bar. The Details pane moves from the Workspace. You can
drag the pane to move it to another place on your screen. To dock the Details back in the Workspace, right-click and click FloatingFloating
to clear the check box. To hide the Details pane in the Workspace, right click on the title bar and click Auto  Auto  HideHide . A tabbed page is
displayed at the bottom of the Workspace. Click the tab to display the Details view.

Scoring pageScoring page

Use the Scoring page in the Details pane to access a Questionnaire and Score a recording. Questionnaires that have previously
been assigned to a recording are displayed on the Scoring page. Additional Questionnaires can be assigned to the recording on the
Score page. Only questionnaires that have been published are available for scoring.

To assign a questionnaire, click Assign QuestionnaireAssign Questionnaire , and select a questionnaire from the Select QuestionnaireSelect Questionnaire  dialog. When
you click Assign QuestionnaireAssign Questionnaire  the Select QuestionnaireSelect Questionnaire  dialog is displayed. To assign a user to score the recording, select
the Scoring userScoring user  from the drop-down list. To select the completed scorecard for calibration purposes, select the MarkMark
scorecard for cal ibrationscorecard for cal ibration check box. To require an agent signature on the completed scorecard, select the Require Require scoredscored
agent s ignatureagent s ignature  check box. To assign a questionnaire to a recording you must have the Can Assign Can Assign QuestionnairesQuestionnaires  security
right, assigned in Policy Editor.

To score a recording, on the Scoring page, click ScoreScore . The Questionnaire to score the recording is displayed and the media player
is launched displaying details of the recording.

 

Searches PaneSearches Pane
The SearchesSearches  navigation pane allows you to quickly build Publ icPubl ic  and PrivatePrivate  searches to retrieve recorded interactions. Searches
are created using available attributes that are grouped into six main categories: Interaction Analyzer, Interactions, Media Specific,
Questionnaires, Survey, and Advanced. When you run a search, the results are a list of recordings displayed in the Searches view.

 

Details paneDetails pane
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Searches ViewSearches View
The Public and Private Searches view displays a list of the searches contained in its folder.

Public Searches can be run, viewed, and configured by all users who have access to searches on the server.

Private Searches can be run, viewed, and configured only by the owner of the search.

The Searches view displays a list of searches with the following columns: NameName, LocationLocation, StateState , and AuthorAuthor  of the search. To
sort the list by a column, click on the column heading.

To configure a Search, select a Search in the Searches view. Right-click on the selected Search, and in the shortcut menu click
ConfigureConfigure . The Search configuration view is displayed.

To run a Search, select a Search in the Searches view. Right-click on the selected Search, and in the shortcut menu click RunRun. The
Search results view is displayed. The shortcut menu can also be used to DeleteDelete , Dupl icateDupl icate , or SaveSave  a search.

 

 

 

 

 

 

 

Social Conversation Playback DialogSocial Conversation Playback Dialog
This dialog displays the recorded Social Conversation interaction for your review. Right-click the recording to display a shortcut
menu of options, which include: copying the recording to the clipboard, scoring the recording, and exporting the recording to a file.

The interaction Details pages are displayed at the bottom of this window for your reference. You can use the Scoring page to add a
Questionnaire or to Score this recording.

 

 

ToolbarsToolbars
Interaction Recorder toolbars contain buttons that represent tasks you can do within the program. Click a button on the toolbar to
perform the task.

To display toolbars, from the V iewView menu, point to ToolbarsToolbars  and on the submenu, select the toolbar you want to view. Available
Toolbars depend on the selected Workspace.

Available toolbar buttons vary according to the task you are performing.

Public SearchesPublic Searches

Private SearchesPrivate Searches

Working in Searches ViewWorking in Searches View

Details paneDetails pane
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WorkspaceWorkspace
Views selected in the Navigation Pane are displayed in the Workspace.
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Change logChange log

DateDate ChangesChanges

12-March-2019 Created this change log.

03-April-2019 Updates for WAV form not displayed when using handset for playback.

04-April-2019 Update for Audio Playback Devices.

25-July-2019 Update for audio devices for playback.
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