TIPS & TRICKS

To get the most out of the
CXone Supervisor app

JUST LIKE USING A NEW SMARTPHONE,
ADOPTING A NEW PRODUCT OR TECHNOLOGY
IS BOTH EXCITING AND DAUNTING.

While the promise of new features and improved functionality is appealing,
there is often a learning curve that must be navigated before you can really
enjoy the benefits. So too, the investment of time and effort in learning how
to use the new CXone Supervisor application is a necessary step.

But, we guarantee your time will be well invested!

It really fakes minimal effort to get you up and running on your brand new
CXone Supervisor experience. Here we set out a few fips and tricks, along with
some best practices for you to follow to ensure you make the most of the app.
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Are you constantly scanning the queues
looking for skills out of SLA? CXone Supervisor
will make your life easier by helping you detect
and quickly respond to deficiencies.

Here’s how:
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TIP

Mark your skills backup agents as 'assigned
inactive’, so that they can quickly be
activated to help out when needed.

Select the ‘assigned inactive’ category to see
all deactivated agents - you can either activate
them all at once, or select specific agents to
activate as needed, to temporarily help out.

Yael Shalev

Max Smith

ACD Voice ...

ACD Voice ...

AgenetApi...

Deactivate them from the skill when they
are no longer needed.
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Being aware of customer sentiment in retrospect is great for quality
assurance, but what if you had the power to understand customer
sentiment while the call is happening, and could help sort it out?
Now that’s making an impact!

With an embedded Real-Time Interaction Guidance (RTIG) feature,
you can help agents who are struggling on a call to understand
customer sentiment, and turn a negative customer experience into
a positive one.
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Let’s see how it works:

TIP

Sort or filter the
table by sentiment
indication, so that
you can focus on the
most crucial calls.

®4122.169.75.2... Active

Outbgund Contact (2503) 14005150000 Actve 2503 0B_Phone RTIG.Su.

44005150000 Actve 8_Phone RTIGSu.

14005150000 Active 0113 0B_Phone_RTIG_Su.

The sentiment emojis give you an
at-a-glance understanding of where
a call is going wrong, and where your

help is needed the most.
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MONITORING ALERTS

With the new CXone
Supervisor app,

the full agent RTIG
behavioral score

< Back to alerts

TIP

Configure a negative

S ) { ]
breakdown s visible  [ELUSSt I @ sentiment alert to
in reaf time both to notify you of calls
the agent and the . N
supervisor. NEGATIVE SENTIMENT [ @ that are lingering in
a negative sentiment
30 for longer than your
defined threshold.
AGENT STATE + Turn on audio sound to

ensure that alerts are
not just visible on the
screen, but also audible.
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*Fine print: This capability is available at no additional cost only to customers
who purchased RTIG with the Customer Satisfaction Enlighten Model.



Need to seamlessly
monitor a particular
agent for the entire day?
With continuous agent
monitoring, you can!
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TIP

Use the monitoring indications to check whether an agent is already being
monitored by another supervisor, so you don’t overstep. You can also see
who is monitoring the agent, and for how long.
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*Fine print: This capability must be explicitly enabled by turning on the ‘Continuous Agent Monitoring’ permission.
Otherwise, your monitoring session will end as soon as the call ends.



With more data displayed on your live monitoring list than ever
before, you need to be able to hone-in on the interactions

that interest you the most. You can now filter, search, and

sort to find what you're looking for - granular contact states,
unavailable breakdown codes, real-time customer sentiment,
monitoring indications and more.

04

DATA
NAVIGATION

ec0cc000c00c00000000e

SKILL

0 Search by skill or campaign Q SLA v
Clear All  Close
TEAM CONTACT SKILL CAMPAIGN DURATION
3 selected v Selectupto 500 skills v/ Select campaigns v Q00 e e
Q=T T T 1 T ©
CHANNEL AGENT STATE CONTACT STATE WS L)L 2 i o id REX
Select channels v Select agent states v 12 selected v (CONTACT STATE DURATION
00:00 to maximum
ACTIVE/INACTIVE DIRECTION SLA :? [ | \#
o 5m 10m MAX
Select Active/Inactive v Select directions v Select SLA v
AGENT STATE DURATION
CUSTOMER SENTIMENT CUSTOMER INFO CONTACT ID (D@D
Select sentiments v Select customerinfo v Select contact ids v ¢ | | Y
o 5m 10m MAX
AGENTS
N E al -
AGENT TEAM STATE CONTACT DURATION M
@ Natasha Romano... Autobots Outbound Contact (05:17:54) &, + 9990373698 Active 05:17:54
(<]
@ Carol Danvers Autobots Outbound Contact (05:37:26)  {,+ 9990371278 Active 05:37:26
(<]
@ Steve Rogers Autobots Outbound Contact (06:20:05)  {,+9990373608 Active 06:20:05
(<]
Sort By v
TEAM ™M STATE V2
Autobots Outbound Contact (05:45:59)
Autobots Outbound Contact (06:28:38)
Autobots Outbound Contact (05:26:27)
CON;““ Search by name, number, ID, text, or skill Q Duration, Contact Skill, Channel Code ~
Clear all
CONTACT DURATION 11 CONTACTSKILL 43 CAMPAIGN TEAN
| Izl 1 [#] puration TIP
+ :mm‘::;‘;:::mm 03:03:40 Auto Outbound Autonomous aute [ 2 (3] channel code H
ontact ID: . .
| & s 6 conaaeshi Use multi-level sorting to
9990373698 Active oy
+ 05:14:14 Auto Outbound Autonomous Aute
Contact 10:459749732467 [ customer Info add additional focus to your
{ . . .
. view, by clicking the header
+ 2”:’?[::::::::731209 05:18:57 Auto Outbound Autonomous Autq O contactio H v y . g .
ontact 1D
| = (SHIFT +click) or using the
Shewing 11 outof 11 ,
A% 9990371278 Active 05:33:45 Auto Outbound Autonomous Autobots (45} carol Danvers ‘sort d ropdown .

© 000000000000000000000000000000000000000000

You can set as many sorting
levels as you need! For example,
sort your table according

to ‘channel code’, and then
add another sorting layer by
duration, to see the longest
calls on top.



Have you ever spotted an agent on the floor dawdling back
from a break, in no hurry at all to switch back to ‘available’?

Or an agent who went out for lunch and simply forgot to mark
themselves as ‘unavailable’? It can cause a real mess with call
routing! Luckily, with CXone Supervisor you now have the power
to avoid this hassle.
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i @ supervisor

a e e o ki You can change an agent’s
a o s s . :stqte tp ‘available’ or
o unavailable’, according to a
‘ o customized list of ‘unavailable’
i Nt s breakdown codes.
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f?' 'UNAVAILABLE Tea Break v 0024 The agent willimmediately see the change
take effect on their workstation.

ﬁ Reporting

Prebuilt Reports

CXa®

©)
2
O

o
<

RO K 2l Activity Audit Report | Telemetry | Overview Y ® . TI P
FILTERS (0) | No filter selections S
APPLICATION ENTITY ACTIVITY COLUMNS : ‘ H ’
All v Al v Agent State Change v EVENT TIME(UTC), EVENT ID, ... v : MOdI.fy .Agent Stqte
. permission should be
44 Results Activity Audit Report . Q
TRIGGERED BY ENTITY INSTANCE ACTIVITY OUTCOME APPLICATION COMMENTS : grante.d only to GUthorlzed
Praveen Kumar User harshalyeola_acdtest@nice.com ‘Agent State Change SUCCESS Supervisor users, In order to prevent
: feature misuse.
Praveen Kumar User harshal yeola_acdtest@nice.com Agent State Change SUCCESS Supervisor . |f yO uever need to trace bq c k
Hardik Parmar User e e e Agen Stte Change SUCCESS  Supervisor . and see who performed this
Hardik Parmar User hardik parmar_acdtest@nice.com Agent State Change SUCCESS Supervisor S GCtI ona nd. Wh en ’ a gent. State
. changes via the supervisor
Hardik Parmar User hardik.parmar_acdtest@nice.com Agent State Change SUCCESS Supervisor o . . .
. application are logged in the
. built-in Activity Audit report.

S d,
TLOe»:':'anrenore to come! N Ic E



