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Reference

Supervisor Comments

Comments

I 0 ..

DKL TR

%) e ) (4 &

" 27( ) T2 %) W% %

(4 Y S B & e % & )W %" % . %
% - )y % 2" (" W H )W % % " + g
Y % "% # ) %# &4+ " 2 % (%

Back to Recording
Email Details

To: ‘ |

Cec: ‘ |

Subject ‘Amelhyst recording [0013307_070B1170D738B.GSC] from lizelle

Body

User Name : RECEFTION
Extension : 3307

User IF 1 AMTSRCCRE
Recording £ ! 0013307_07DE117DD739B.G5C
Duratien : 00:01:00
Destination :

When ; 2011-02-24 08:15:3¢
Murber @ 0271511577
Reference :

hgent Motes @

Supervisor Notes : THERLOW
Supervisor Notes

Copyright
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Accesced information for this recording
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Extension 2320

user IP AMTERCCRE

Reference

Supcrvisor Commcnts

1. CORPORATE GREETING

2. CALLER [DENTIFICATION

IDENTIFICATION

4. COMMUNICATION

2
Answer template : DATATEX HELP DESK

o

T No 1@ vee Tinja

agent introduce themselva?

O Nn O ves On/a

Did agent update the a-mall address of the caller to outook Contacts?
Cihe O vee Tn/A

Did agent update the ottice number of the caller to Outlook Contacts?
O No O ves Onya
Mote @

Did agent update the supervisor telephone number of the caller to Outlook Contacts?

Did agent update the supcrvisar ¢ mail of the caller to Outlook Contacts?

Note @
I nol a dealer/service partner did agent direct Uhe caller Lo either e websile or supporl e-mail address or parly

o O ves Onga
Note :

Establish which software product support Is needed for?
O,

Nule @

Get problem/ error description

© No © Ncees cttentior: C Yes O n/a

Note :

Did agent provide a Solution?

O pour © Beuw Average O Average O Aluve average © Exellznt © n/a
Nrte :

If no salution  was clicnt details taken ta follow up?

O no O res O n/a

MNote @

‘Cammunication - Did agent listen to caller
O Nn O Neers ztentior. C Yes O h/a

Note :

c - Logic

T No O Neece zttentior, © Yes O R/A

Nule @
Was agent Patient while on the call?
O pocr O Be ow Average O Average O Abovz average O Excocllznt © h/A
Note :
Did agent present information with clarity?

O pour © Beuw Average O Average O Aluve average © Exellznt © n/a
Nrte :
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Go to today Go to today

Agent Check List

i BENNIE DE LANGE

3-E60F-DA11-9574-00 23
Supervisors: 50 Agents: 400
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Back Email Report

Dates Selected
2009/09/25 - 2011703725

Template

DEWMQ -SUPPQRT

DATATEX SUPPORT
DATATEX SUPPORT
DATATEX SUPPORT

DATATEX SUPPORT
DATATEX SUPPORT

DATATEX SUPPORT
FIRST CALL RESOLUTION

DATATEX SUPPORT

DATATEX SUPPORT
DATATEX SUPPORT
DATATEX SUPPORT
DATATEX SUPPORT
DATATEX SUPPORT
DATATEX SUPPORT
DATATEX SUPPORT
DATATEX SUPPORT
DATATEX SUPPORT
DATATEX SUPPORT
DATATEX SUPPORT
DATATEX SUPPQRT
DATATEX SUPPORT
DATATEX SUPPORT
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4
( H %

) &
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%
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Recording #

¥6_07D98511CEBD.G SC
36_07D9A4260C9C.GSC
36_07DOA43BEC4A.GSC
36_07DOA4574D53.G5C

36_07D9AI350851.G5C
36_07D9A9949636.G5C
36_07DOAIFADFIA.GSC

36_07D994CEDDTE.GSC

38_07DSB4EFACES.GSC

36_07D98523CT82.65C
36 _07D98588715C.G5C
36_07D985CCDI4A.GEC
009_07DI5E2093FC4.GSC
36_07DSE18260B0.GSC
36_07D9E18B9964.G5C
36_07DSE1A628CD.GSC
36_07DOE2056EBF.GSC
36_07DSEGBED1BE.GSC
36_07DOESDFA2AE.GSC
36_07DO00TEGI69.G5C
36_07D900F0MBFR.GSC
36_07D905AFF9BD.GSC
003_07D9745DABEBD.GSC
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Review Date

2009/10/05
20091012
20091012
20091012

20081012
20091012
2008102
2008/10M2

200811014

2008110114
200810114
20091014
200910220
20021020
200810720
2009/10/20
2008010/20
2008/10/21
2008010721
200910727
20091027
200810727
2009M22%
Vieighted Average
Percentage Average

801120

2034

24133
22133
18121
2533
1318
24133
12114
24134

% &
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% %-

Date Printed
2011/03/25 15:37:35

Perceniage

100%
T0%
70%

76%
T2%
T3%
86%
T1%
85%
T9%

T0%
1%
22%
T2
73%
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Back Email Repoart

2007/01/24 - 2011402/25

;:DDE OTD?A%DZBQEB‘GSC 10
GEQRGEME ;::,DTWPFAEBQES.GS‘:? :UUEW&H& E:'}i
JB_TIMOTHY 021_0TD945AEC3926.G5C 2000/0817 33%
At 2o0auezs .
At 10 oToRSCHTADIO G SC 20081203

010_0TDA0ED5211BC.GSC

110155

010_0TDADAGECEE 28.65C

010_07TDADCEODBER.GSC

100M1EE

010_07DADDSC DSDBA.GST

010_07TDAODATIM6DT.GSC

85155

115155

010_0TDA1TFIB4126.GSC

GEORGEME 002_0TDAZ262002EAGSC 2010/04/2% 105155
RECEFTION 008_07TD713C60B556.65C 2010/08M2 118188
GENREENE 009 O7DAJBECARMARESC ooamEnT 1ramEs
3 2 C
CEORCENE 002_07DA2E25EBF£2.GSC 2010/0524 105MES
GEORGENE 002_07DA3Z104A2F2.G5C 2010/06/08 115HES
20 1 1onEs 71%

GEORGENE 002_07DA354553844.G5C 201000615 301155

RECEFTION 002_0TDA3E72818AD.GSC 2010/08/25 851155

5C =

ANDREA 000_0TDA1FE6F12841.G5C 2010071 100/155
RECEPTION 0013307_07DA40856DCB2.GSC 2010/07/20 115M55
RECEFTION 0013307_0TDA44C266828.65C 2010/08/02 1101128
JB_TIMOTHY 008_0TDA13C20A221.GSC 2010/02/05 95M55

BELINDA 94_07D463B44479.GSC 2010/08/05 110150

RECEPTION 0013307_0TDA4TECEBB16.GSC 2010/0312Z 1200155
RECEPTION 0042207_0TDALRINEAAFF GEC 20100212 100188 65%
RECEPTION 0013307_07TDA49315CCBE.GSC 2010/0316 85/155 B1%.
RECEFTION 0013307_0TDA49405AFF2.G5C 20100816 1151355 T4%
RECEFTION 0013307_0TDA4AB166FFF.GSC Z010/08/20 105155 B8%.
RECEFTION 0013307_0TDA4ASEDE42T.GSC 20100820 115155 T4%
RECEPTION 0013307 _07TDA4RTIS7S7I.GSC 2010ma22 1001150 B7%
RECEPTIGN 0013307_0TDA4BE1DDTOC.GSC 2010/08/24 110155 %
RECEPTION 0013307_0TDA4EABFBAMF.GSC 201 0/0802 100155 B85%
JE_TIMOTHY 0019802_0TDA43CTBOABLGSC 20100802 1251188 8%
RECEPTION 0013307_0TDASOFA3S12A.GSC 2010/08/0% 100155 B85%
RECEPTION 0013307_07TDAS3346B583.G5C 2010/09M6 100/155 B65%.
RECEPTION 0013207_0TDASOFBY1708.GSC 20101007 105188 8%
RECEPTION 0013307_0TDABB431EA25.G5C 2010110011 115155 T4%.
RECEPTION 0013307_0TDASBDES1162.G5C 20101013 TSMEE 48%
RECEPTION 0013307_0TDASBEBIB2DA.GSC 201011013 1101585 %
RECEFTION 0013307_07TDAG258D0501.GSC 201011002 83155 61%
RECEFTION 0013307_0TDABS5SFFABE1.GSC 2010011524 80i155 58%
RECEFTION 0013307_0TDAGESS1ABCC.GSC 20101210 83155 61%
RECEPTION 0013307_0TDB0B14300C4.G5C 2011/02/04 95/155 B1%.
RECEPTIGN 0013307 _0TDBOCEGEESDA.GSC 20110210 115155 T4%
RECEPTION 0013307_0TDB11EFEEIFE.GSC 20110225 110155 7%
JE_TIMOTHY 0012802_0TDBOCAFI99F9.G5C 2011/mz28 S0158 8%
ANDREA DE JAGER 0013343_0TDAB2E4AST724.GEC 201103402 105155 88%
BELINDA FRICK 0013308_07DB1565E265C.GSC 2011/03/09 80/155 58%
Weighted Average TFO00M0665 B6%
Percentage Average B6%
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Back Email Report

Agent Quality Detail per Supervisor

BELINDA

bates Selected bate Printed
2007/01/24 - 2017 /0228 2011/0428 09:' 725
Agent Recorcing # Review Dat= Total Percentage
JOSE 89_07TD774794243.G5C 200701124 1318 8%
OCLCTTC DANGTCR 90_0TDFTIICOIALGSC 2007/01:24 1425 6%

102E 80_0TDFTBA4FCES SSC 2007/01:26 1525 B0%

JOSE 89_0TD7TEOAEIM4.G5C 2007101128 13023 5T%
OCLCTTC DANGTCR S0_0TDFTADMIMICA.GSC 2007/01:26 1315 7%

NCFTTF NANSTFR an_07N7TFACO9A.G S 2007101176 i 9%

JUSE GY_UIDFE34 TE30.G S0 Z0Ur iy 1614 oY%
OCLCTTC DANGTCR 90_0TDFLITH4CTDGSEC 2007/01:2% 17z 0%

10SF BO_07TNToRRR14FF.GRC 200710130 161G R4

ULE!IE DANSIER HU_UDFE2E SRS S0 Z0UF s 132 o

JOSE 80_0TD7O7FCEB3TT5.CEC 2007017 1315 2T%
NCFTTF NANSTFR an_07N7LRTTRRAT.GAC 20070131 161G R4

JUSE GY_UrDreD sbEs. G sC IR 1614 oY%
OCETTE DANSTER 00_0TD7OCAS44ED.CEC 200702 1619 4%

JOSE 89_07TD7A20C5541.55C 20070202 17120 85%
OCETTE DANSTER 90_0TDTAICBFFDG.GSC Z00ThZ02 12014 56%

JOSE 80_0TD7ATI0BSFD.CEC 2007/02'08 1825 B0%

OCETTE DANSTER 90_07D7 AGASDOE1.G5C 200710205 1819 B4%
OCETTE DANSTER 90_0TD7TBCECFFDB.G S0 Z00ThzoT 1316 &%

JOSE 80_0TD7CODDAZCA.GEC 20070208 1417 2

JOSE 89 07TD7C67AFAEF.GSC 200710209 13023 5T%
OCETTE DANSTER 90_0TDTCG3EESSZ.6EC Z00THZ09 15018 83%

Back Email Report

Agent Quality Summary per Supervisor

BELINDA

Datzs Selected Date Prirted
20071024 - 2011103425 201103023 081
Agent Tempate Count Tatal Fercentage
JusE LDATAIEL HELP UESHK 131 T/ s o o'
JP DATATEX HELP DE3H 2 & 3%
ODETTE DAMSTER DATATEX HELP DESK 144 “O72/2505 765

We ghted Average 3TITMDED 6%

Parcentage Average e
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Back Email Report

TELEPHONIC COMPETENCE IFTT
NAMPAK

SURPORT

DATATEX SUPPORT

74111

237

Z011/03428 11:16:54
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Supervisor : bennie

Change Supervisor password
Your password has been reset. Please enter a new password.

Old password:
New password:

Confirm password:

0:05:00

Timeout: fl

Display Type
@ Links © DropDown List
Configuration
® None
O Last 7 Days
) Large History (=g This week, Last week, etc.)

O predefined Searches
NameDate/TimeUserExtNumberDestinationDurationAQReferencellLineSubjectTagged

ex Dynamics
Version 1.6.3.23 3E7F1B72-EGOF-DA11

2005-2010 Datatex Dynam Superv
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