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* B CTRBE” . “EREAE 1 THR ZRLUN MEREREHFERHETMUEZEEX
#) Unicode EFFAMBERT (B “?” A “*” ) . BEENXH Unicode EFF2IBEM T PIBT#E
BWARNTRF. 25 (*) TRRIBHENTT, REFFRPNEMFFLENT. ZHFHEH
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PAREEE -

2. NERIFHERECRENEFHRR, RERATIETIEHTERFMH:
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MERMBE (FHuBEH) MSRNBE (SREH) .
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O A A E R R (B 19) EREEANFIRPEBIRE/EHE).
19. ESIEREHEN

Audio Player Audio Player
Position 00:00:00 Paosition 00:01:22
Yolume 100%: Wolurne 100%
() L (<) (0] () ]
ETI %ﬂ:
e
ﬁ% s
W)= 7R
—r—4

WRRH ARG TR T R PHTERE:
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EERMN. mEXMBEAFE LB TR
1. HEFMEBEEFN “HREENER” BT, WHEERENTHIEFR.
MEE I “43%8 <metadata> BTTEIR” SHEIE.

20. #Ym4E <metadata> B TTEIREIHEE

£ Edit Metadata for Last Name

Smith-Tones
2. FEXHAERRMFOTEIE. REIMRINA TE REET “HBE” .
3. BF “REE .
BRI che B R B
T UE R “tEXBRETARN” TNRESRIBAUN I NBXE OB L HEE M oA IERIFRE
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R AN R B L BIRFHSE “BXEEED” BAH (B 21) , Fink
HANESHEREET. REFHNKEANTRELTEER. XTESHNUTRES
B XEREENNERAETENEAN, ACHEMbr; A e IERK
f KENTHRRER. XEAREETALE. BREKITFLHANXERER, B
EUNEBEN, XEYHTERBRFMARSE T OMNBE. WREREAFUES %
HEREENTIRT IR, GRERTHERES (MLBER) WA,

E21 MHEXBEEIHED

Dashboard | Recordings | Archives | Reparts
First Hame: Associated Contacts
Nare Agent 1D Date of Contact Called Nurmber Calling Number Reason Call Duration 1d
Find Agerts qrisgentz qnagentz 0.6 6/24[05 3T PMCDT [1214427320565  |l214427320569 Jdrchive o001z £l
= INicky Stein-Grahs 5000.2158  |6/24/08 3:55 PMCDT 1214427322411 1214427322411 First a9
Agents Phil Kaasa 5000.2011  |6/24/08 3:55 PMCDT 1214427323613 1214427323613 Last 40
lgmSupervisor reams 0.3 6/24/08 3:55 PM (DT [1214427324831 1214427324831 Logging oo 41
Last Name First Mame Agent ID |Picky Stein-Grohs GO00.2158  |6/24/0B 356 PMCDT [1214427390085 (1214427390265 Last o0 44
Kaasa Phil 5000.2011 Phil Kaasa 5000.2011  6/24/08 3:56 PMCDT 1214427392810 1214427392310 Longest uii} 46
IOmSUpErvisar reams 0.3 6/24/05 3:56 PMCDT  |1214427395163 1214427395168 Perfarmance ul 53
jgmAgent2 gmAgentZ 0.6 6/24/08 3:56 FM CDT 1214427387517 1214427357517 Archive ul 4z
INicky Stein-Grahs 5000.2158  |6/25/08 3:56 PMCDT 1214427391436 1214427391436 Logging oo 45
jgm#Agent2 gmaAgent2 0.6 6/25/08 3:56 PM CDT 1214427389047 1214427335047 First i 43
lgmSupervisor reams 0.3 6/25/08 3:56 PM (DT |1214427396323 1214427396323 Random 00:00:12 49
Phil Kaasa 5000.2011  |#/25/08 3:56 PMCDT 1214427394012 1214427394012 New Employee ’D—D:DD:lZ 47
£ >
aqent Toaoed [ Audio Player Contact Information
Position 00:00:00 Trem Value
Metadata Field: Agent Name -~
Agent ID J
e Dt ofCote
Called Number
Bhane: \—I Caling Mumber
Call Duration
Stark Date: June 1, 2008 %= —
- . * Contact Unique ID
End Date: [uly 3, 2008 & clear 3
Volume 100% ncrunterd
; O[]0 =
Find Contacts
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2. NEBERERE XM > “BEXEAFH , REEBEXMHE. XMHE
RERFIZRENME. RINMERAT, FHEXMHHER ARG AR D,
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2. ENFEFRFESHOFZEX .
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‘AR EIR. TEEEIE AR EImRH (E22) .

22.  Windows Media Player & RE9 QM TTiE
Properties El

File | Content | Media Usage Rights

@] Wiew details about the selected ikem,

Title: 2]
Brkisk: =
album: -

Camposer: =

Gentre! =

Copyright: -

R.ating: -

Descripkion: Conkact Unique ID=32; Call Id=18406771;
Agent Mame=sowjanya dasika; User
name=dasikas; Agent ID=0.1;
Dakte=Tuesday, October 21, 2005 1:31:06 PM

_DT; Calling Mumber=2901; Called
Mumber=2341

ak. l [ Cancel

2009 £ 5 H 53



REEEIERAFES

54 2009 £ 5 H



PR {HEXLE G 5]

181 HE A P O A ) SR Y BR AR S F AU, (B o M B TE s AT TR FE X HOY
o “EHIR” M RE” B PRSNGSR DX ETHE D B ERA .

FEBREENNEASR
UT2IHERLE AN EADE.

PFEBRLEIEED -

1.
2.

MNSIWE “RID” 3 B> XHERA, EEPAFHKEED.
ABRGEENTED, REFEFBERINTRARE.

o MBEREFEEAFE B R WEFHEREE Q@
XS AR DR B AN U 1.

FERAE S R KEEL A . MRAFEEETL

£ FEEBHE CBEFH XK. NRTBEME NWRBH

TS XK,

AREF T FEMAN L ERLRE.

2009 5 H

55



REEEIERAFES

RESMR PRI X
“RET BEMRASHAKMPHE 4 DX, XEXHRESMAE L TIEAETEN
BXE87AE. 3 23 WHIIE T 8 X Ik h B MERKLE A,

%* 23. RERBRI MK

XiFx BR&siEah i A

N THEEESRBUBERF BRI BEKE A

A3 THEEZEREKEAR, EARTHED .

BEE THEE B RMNEKEAD), EXAFS, EEFHFHA.

ENn THEEBERNEEES, EXHIES, FEEFEH
HEBERT, LERGHAE.

56 2009 £ 5 H




PRAEERLEIEEN

VR4 EkLE G BN
WEERRNE SRS EFREEDTE.

EEH R RREENRE
1. ASHWT, BR THRIRFEREHRENREENFTIHFT.
2. RIBEFBERIT LMK,

BA. BE. ERHAMIRIAEE (BURTSMWNAEFTRX) BHRFEM
FRIRFIE “BREEE" BikT.

3. “BKR&KIED) @R, WEEBRHENREENFE.
BEREAE “THAIE” E8hIT M2 Es.

AR ERARSHMNETLAIMAREEN RS, SHSMNEERIBH
“RIF 1%4.

BRAETRSMRKE, XHERIRKE. SERTXMER, FE “XFTUE" BiH
ETEREENIIRN, XHRTHARE. IRAEIEKREENNTEERES (4
W, EREE. KREEHNEMEHEF) AEZFITENNRES.

Wl “ERCHRICHRE"
MREFRREEN IO ABRE, WZREEHE “FF HAM RE" FIT
KB BT . EIREESESRITERZE, XERFTRE 5 ZAAXKNIT
CEE
KR ERIELERERTHRE.
1. & “BRETERD” BT, RNEEFECARCHRE.

BEEEE THEIE” F8PITMZREAER. HTRE 5IZKEARNHE
KECRTHER, FILEREBAZAE.

2. BEBREETHE-—NTHIIR, AP ERERTEFNITAR. &
FERRREASIHER.

3. #ATD HREFIER.
EWAFRFERE, REKAESREFNERKAEFEER.

2009 £ 5 H 57



REEEIERAFES

ERRE
B EENE W, FERABEEENEATR, FAFE TR ENY
TS, B EMEE BERN TR SANTFRERRE. XER
FEMBEEL, ESHE 58 T BRREE
IR RENR Y (E23) BHIREEN.

23.  ERRH

Position 00:00:00 Pasition 00:01:29
] HER
E Yolume 100% Yolume 100%:
| |
’ : %] [% J
Fia FEEH i =1k
BHIREER

m B R REIJBTEE.
n BE) B #HESR TRESRERIAE.
m BE) “FEEH #EF UEFRINTE.
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MR KPIEEANBORE ( B/ & HE#ES &, H0-5 2REHESF 07 ) ,
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24, SR KPI R ERR

Evaluation Form Form Controls

Total: 49 Possible: 60 Weighted Percent: 85% [IHR [ Training

Greet: 20% | Assess: 20% || Solve: 20% | Confirm: 20% | Test: 20%

Total: 8 Possible:15 Percent: 3%

1.1 Immediate attention to customer?

1.2 Proper identification of self? (KPI Question)

1.3 Proper identification of company?

Form Comments

Section Comments

MR BEZAEIR AN EN S SBEMHEAT.

A FERMER
WiEE. FEUREERRREEHTTS, TRERRITS, bINHTXTHEF
M. TERRERATHE. FEFINTEL.
RAE N T
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= HTFR — BFREHTHTR
MEREABEHTRETRE, “RBWR T PRPR THEN B &
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25. RIEFEERFIEDO

£ Read Comments

Read Current Comments

Tom Eose: Ewaluator: 10-G5-2005 11:17:17
zecond comment

Tom Eose: Ewaluator: 10-0G5-2005 11:16:03
form comment

Wancy Eaminiski: Ewaluwator: 10-05-2005 15:20:43
Comment 1.

Hancy Eaminiski: Ewaluwator: 10-05-2005 15:20:52
Comment 2.

Wancy Eaminiski: Ewaluwator: 10-05-2005 15:21:06
Comment 3.
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65,000 4.

mIEE (RE) WL
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E Form
Total: 17 Possible: 25  Weighted Percent: 72%

Sectiond: 40% | SectionB: 60%

Total: 9 Possible: 15  Percent: 60%

1.1 Immediate attention to customer? o1&z O34 05 CHNA
1.2 Proper identification of self? o1z E3IC4 s CNA
1.3 Proper company greeting? CoCL C 2 a4 C5 O HA
E ion Form
Total: 17 Possible: 25  Weighted Percent: ¥2%

Sectiond: 40%. SectionB: 60%

Total: 8 Possible: 10  Percent: $0%

2.1 Politeriess CoC1L Oz 036405 CNA
2.2 Friendiness CoCL C 23405 O NA

PN EHRETERNEERFE. £E 27 FIRRESR, WA HIFHEDHE
40%, 7}AB 5 60%. BPMDIAETIR L2 B BN D TINE.

FrBEDIET S A, FAXERENTEEIZTERNIINE 2 L9 8.

MBI RN T:

64

DIE L x PHRE = DT E 7t

FrE N a2 EE 8y 2 F0 = BIIXNEH b
FEAR B -

ST A =60% x 0.4 =24%
43I0 B = 80% x 0.6 = 48%

24% + 48% = 72% NN B4 EL
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