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Playbook Builder 
The Playbook Builder is a key component of the SuccessKPI’s contact center Intelligence 

and Analytics architecture. The Playbook Builder enables a customer to customize their 

operations based on key components of the call interactions that take place between the 

customer and the agent. The customer based on the business domain and past interactions 

with the customer can plug in key words and phrases using the Playbook Builder that will be 

recognized by the AI and ML algorithms to score, evaluate, and analyze the complete 

interaction in each call. The user interface of the SuccessKPI portal can be set in 10 different 

languages as shown in figure 1 and figure 1a. The default language is English. Supported 

languages include English, Spanish, Portuguese, German, Japanese, French, Korean, Polish, 

Dutch, Italian. 

Figure 1 

 
 

Figure 1a 

 
The Playbook Builder has the following components to build the Playbook 

 

1. Topics 

2. Moments 

3. Themes 

4. Sentiments  

5. Metrics 
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Topics: 
Topics are the building blocks of the Playbook. Topics contain key phrases or word choices 

that occur between the customer and the Agent attending the call. This is usually selected by 

the contact center based on their previous interactions with the customer and the domain 

knowledge. A single Topic can have multiple words associated with it. 

To create a Topic in the Playbook Builder, Lets access the Topics menu as shown in the 

figure 1b below by clicking on Playbooks->Topics 

 

Figure 1b 

 
SuccessKPI comes with a library of Topic templates out of the box use. 

Click on the top right (figure 2) on Topic Templates to access the shared library as shown in 

Figure 3. There are 100 Topics in the library in 10 different languages that can be accessed. 

 

Figure 2 

 
 

Figure 3 
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In addition to premade templates, you can also create a template from scratch by clicking 

Create Topic (figure 4) 

 

Figure 4 

 
 

Create your own topic by naming, then adding a description and tags for easy identification. 

You may set a time duration to select what time range, if not all, you are looking for this 

topic in an interaction (figure 5). (Ex. Look for a greeting in the first 30 seconds). 

You can also import topics from your system. To import a “Topic” you must first export any 

existing topic in a .csv format (figure 5a). Go to an existing topic under “Topics.” In this case 

I have selected an already existing topic called “Technical Skills.” Click on “Export Topic,” 

this will export all the data associated with that topic to a .csv file. Now modify the .csv file 

with the latest information you want, maintaining the formatting in the .csv file and save it 

with a new name. (Figure 5b) 

 

Figure 5a 

 
 

Figure 5b 
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Now click on import topic (in the new topic you are creating) and select the .csv file you just 

created (figure 5c). All the data from the .csv file will be populated in your new “Topic” 

Figure 5c 

  
Topics can be configured to look for phrases only within certain time frames. If “Range” 

option is selected, then phrases will be looked only within that time range. If Start time left is 

left blank, then it means beginning of the call. If End time is left blank, then it means end of 

the call. When ‘First’ toggle button is selected, then it means that phrase is detected only for 

the first minute/seconds of the recordings. If ‘Last’ then phrases will only be detected within 

the last min/secs of the recordings.  

 

Customer can use the Media type dropdown to select the preferred channel to indicate that 

the keyphrases will only be detected the selected channel(s) only. User can select one or more 

of the following, (Voice, Chat, Email, Message).  

 

 
 

Topics are supported in more than 50 languages. Depending on what languages are set up in 

the contact center for the customer, the Phrases for Topics in the SuccessKPI can support 

those languages. For example, figure 5d shows the key phases in Spanish. These phases will 

be identified by the AI and ML engine. 
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Figure 5d 

 
 

Users can designate keyphrases for a particular language while building Topics. This allows 

certain keywords to be detected in a specific language only. Users may use the dropdown 

menu from the Language Association to select the preferred language.  

 

 
 

First the user will need to add a keyphrase and then associate the preferred language to that 

keyphrase. Here, I have entered the keyphrase “Happy to help” to be detected in the French 

language 
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Once the user clicks “Add keyphrase” it will display at the bottom in link with the selected 

language.  

 

 
 

By default, the Language Association will be “Any.” If the user associates the keyphrase to 

any language, it will display at the bottom without being linked to a specific language. This 

will allow the keyphrase to be detected in any of the available languages. 

 

http://www.successkpi.com/


 

 www.successkpi.com 11 

 
 

Here, I have configured the topic to be detected in the French language from all four channels 

(Voice, Chat, Email, and Messages). For example, when user makes interaction via chat, 

email, call, or SMS this topic will be detected in the specified language (French).  

 

 
 

There is also a ‘Test Keyphrases” option where customers can test the phrases before 

submitting them in the topic.  
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When the Test Keyphrase button is clicked, it pops a window like below. Users can enter a 

sentence and hit ‘Test’ button, so it checked the phrases and highlights them in green if they 

are found. This way customers can test whether a given phrase would be detected or not if 

phrase operators are used.  

 

 

 
 

The user can select the language to test the specified key phrases. Here, the user has selected 

“any” for the language. This will show all the keyphrases that are not specified to any 

language.  

 

http://www.successkpi.com/


 

 www.successkpi.com 13 

 
 

 In this image, the user has selected Spanish. The results will show all keyphrases that are 

specified in Spanish: 

 

 
 

When the user clicks “Test,” all the keyphrases in the English language that were detected 

during the interaction will appear in green: 

 

http://www.successkpi.com/


 

 www.successkpi.com 14 

 
Note: the phrases highlighted in green were detected in the selected language (English) 

during the interaction.  

 

Under Channel, select whether you want to look for the topic from the agent, customer, or all 

(figure 6). Figure 5d above, shows key phrases for the topic in Spanish. 

 

Figure 6 

 
Tags are ways to logically group topics under one category. Many times, certain topics can be 

loosely grouped into a category for reporting purposes. In the analytics layer, each topic also 

has attributes called ‘Tags’ and data could be analyzed based on tags instead of Topics if 

needed.  

The last aspect of the Topic creation is to create a bank of all the key words or phrases you 

are looking for in this interaction. You can type the word and press “enter” to capture the 

word under your Topic (figure 7). You can use as many words as you like and take advantage 

of various operators.  

  

Figure 7 
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You can create as many Topics as possible you want to include in your Playbook. 

Keyphrases are static words which the system looks for when detecting topics. If users want 

to capture different variations of a word or phrase, refer to the list of operators below to 

create your syntax.  

 

If you click on question mark near Keyphrases (highlighted in figure 7), these are the key 

phrase operator we support:  

Syntax Purpose Example Syntax Example Result 

{?} Wildcard for 

exactly 1 word 

order the {?} 

package 

I want to order the premium package  [Matched Result] 

I want to order the ultra-premium package [No Match] 

{?N} Wildcard for 

exactly N number 

of words 

Can you confirm 

your {?2} for me? 

Can you confirm your email address for me? [Matched Result] 

Can you confirm your phone number for me? [Matched Result] 

Can you confirm your address for me? [No Match] 

{? IN [array]} Wildcard for 

exactly 1 word in a 

set list 

order the {? IN 

bronze, silver, gold} 

package 

Can I please order the bronze package? [Matched Result] 

I’d like to order the gold package [Matched Result] 

I want to order the premium package [No Match] 

{? NOTIN [array]} Wildcard for 

exactly 1 word not 

within a set list 

order the {? NOTIN 

bronze, silver, gold} 

package 

Can I please order the bronze package? [No Match] 

I’d like to order the gold package [No Match] 

I want to order the premium package [Matched Result] 

{*} Note: It is not allowed to 

have more than one asterisk 

wildcard {*} within a single 

key phrase. The processing 
code explicitly ignores such a 

key phrase because of the 

danger of cross-product 

oversampling of unwanted 

results. 

 

Wildcard for 0 to 5 

words 

order the {*} 

package 

I want to order the package 

I want to order the ultra-premium package 

I want to order the ultra-deluxe premium package 

*Above are examples of matched results   
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Wildcard constructions with either the asterisk or the question mark are meaningful 

only between other words in the keyphrases. Customers should not place wildcards at either 

the beginning or the end of a keyphrase. If any Wildcards are used in isolation (without static 

text proceeding or following) saving will be prevented and an error will display as the 

keyphrase "{?}" is too ambiguous and must be accompanied by static text. 

 

 

 
 

Topic Grid Display 
 

The grid display provides data analysts with a more intuitive experience to view and manage 

topics. 

Grid view of topics include: 

1. Search Option 

2. Configure View 

{*N} Note: It is not allowed to 

have more than one asterisk 
wildcard {*n} within a single 

key phrase. The processing 

code explicitly ignores such a 

key phrase because of the 

danger of cross-product 
oversampling of unwanted 

results. 

 

Wildcard for 0 to 

N words 

order the {*2} 

package 

I want to order the package [Matched Result] 

I want to order the ultra-premium package [Matched Result] 
I want to order the ultra-deluxe premium package [Not a Match] 

{%} Wildcard for up to 

exactly 1 character 

like{%} i like your pricing [Matched Result] 

My partner likes the quality of your service [Matched Result] 

*Above are examples of matched results  

{%N} Wildcard for 0 to 

N characters 

character 

want{%2} he wants the service [Matched Result] 

My partner wanted the premium package [Matched Result] 
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3. Sorting of Columns 

4. Pagination 

5. Advanced Search  

 

 
 

Search View 

• Searching for the word “payment” shows three results from the topic and description 

column. 

• Clicking on clear will remove the text from the search bar. 

 

 
 

Configure View 
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• Shows visibility of the columns by (Description, Channel, Dependencies, Last 

Modified, and Enabled) 

 
 

The dependencies column shows the count of themes associated with the playbook: 

 

 
 

Here you can see the configure view is selected to show topics that were last modified: 
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Sorting of Columns is available by clicking the arrows icon for topics, description, and 

channel, and enabled column only 

 

 
 

 

 

Pagination shows options for: 

• Count and maximum count entries.  

• Move to first page, previous page, next page, and/or last page icons 

• Number of rows to display (20 rows per page) 
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Users can also sort by which topics are enabled/disabled by toggling on and off: 

 

 
 

Bulk Actions on Topics  

This action feature allows the user to perform enable, disable, and delete function across 

multiple topics. This will provide data analysts with a more intuitive experience to view and 

manage topics in SuccessKPI. T 

Note: This option will only be available when the user has selected more than one topic. 
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Here, I have selected three topics to be enabled:   

 

 
 

Once you click on the preferred action you will be prompted to confirmation message: 

 

 
 

 

 

Once confirmed, the user will see the selected topics switch to Enabled: 
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Likewise, same topics have been enabled under the card view: 

 

 
 

 

 

 Advanced Search capability allows the user to locate topics through name, description, 

channel, and the number of playbooks associated with it. 
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Through the advanced search capability, I have searched topics based on Name. Once I click 

on the filter option it will locate all the topic names as Empathy: 

 

 
 

Here, I have searched topics based on description. The search results have located all topic 

descriptions that contain Empathy: 
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Users can select the preferred channels (All, Customer, or Agent). Here, I have narrowed my 

search based on channel. The search results will include topics through the Agent channel.  

 

 
Note: Users can click on the reset option to clear all filters and start a new search 

 

 

The User can view the selected topic by clicking on the topic name. Once the user clicks on 

the preferred topic, it will prompt them to the existing Topic Template: 
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Here, “Multiple_check” has been selected to be viewed: 

 

 
 

Topic: Multiple_check 

 

 
 

 

 

The Export option allows user to download the topic in csv format:    
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Users may also create a topic from the grid view: 

 

 
 

 

 

 

 

 

Users have the option to select a topic template to allow copy and use for existing templates 

to your grid view: 
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The delete topic option will take out the topic from the grid and card view: 

• Topics used as dependencies within objects like Playbooks or themes cannot be 

deleted until they are disassociated with the parent object as a stability measure. 
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Moments: 
Moments are defined as interesting occurrence in moments in a conversation which could 

provide valuable insights outside of standard sentiment and keyword detection. They are 

visible only on customer platforms that have V2 Analytics. Users can add moments when 

creating a new Playbook. Moments are defined as conditions under metrics (Silence, 

Overtalk, Loudness, and Talk speed) associated with operations (greater than, less than, equal 

to, and/or between). All metrics are calculated on the Agent.  
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Silence: Customers can create a moment for Silence. In this case, customers can define the 

time for which an agent is not talking or has caused a long silence during the call. 

Referencing the example condition below, the playbook will be triggered when there is at 

least once occurrence of silence greater than 20 seconds from the agent.  

 

 
Note: Calls placed on hold are not an occurrence of silence.  

 

 

Overtalk: Customers can create a moment for Overtalk. In this case, customers can define 

the minimum time (Threshold) for when the customer interrupts the agent. Users can also 

define the time period by seconds of the call duration in which Overtalk should be detected. 

The defined condition below will be triggered when the customer interrupted the agent for 

less than 14 seconds during the interaction.  

 

 

 
 

 

Loudness: Measures the volume at which the Agent is speaking. Use this metric to see if the 

agent is speaking loudly or yelling. This metric is represented as a normalized value (speech 

level per second of speech on a scale from 0 to 100, where a higher value indicates a louder 

voice. 

 

 

 
 

 

Talkspeed: Measures the speed at which the agent is speaking. This metric is measured in 

words per minute. The defined condition below will be triggered when the agent speaks more 

than 50 words per minute.  
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Themes: 
Themes are a way to provide a score for an aspect of an interaction. Topics can be aggregated 

into Themes to create a category of related topics which can also be scored based on pre-

defined values. This allows customers to weigh a call based on a set of topics found. 

You can combine a series of Topics previously created to form a Theme scorecard that 

checks for the given topics.  

 

Once again follow Playbooks->Themes to access the page (figure 8) 

 

Figure 8 

 
Note: There is no shared library to add out of the box since the Themes are easy to make and 

formed by combining the Topics of your choice.  

Click on Create a Theme in the top right to access the creation module (figure 9) 

 

Figure 9. 

 
 

Name and describe the Theme. 

You can select any topics from the drop-down menu which will show you all the Topics you 

have created in the previous section and then set a score for each topic. Select as many Topics 

as possible you may want to capture in each interaction. 

 

 

http://www.successkpi.com/


 

 www.successkpi.com 32 

 

The “Default Score” is the score you want to assign if a Topic is not captured, and “Score” is 

the score you want to assign if a Topic is captured in an interaction (figure 10). 

Figure 10 

 

 

Actions: 
Actions are power packed. In this area of Playbook, we are creating the action that will be 

used later in our playbooks and building up an inventory of actions which can be used by any 

playbook or by multiple playbooks. Created actions will be triggered by logic condition that 

you set up in playbooks. 

To access the Actions menu, go to Playbook->Actions.  

On that page, you will find existing created actions. You will also find “Create an Action” tab 

(figure 11) 

 

Figure 11 

 
 

Once you click on create an action tab, you will be directed to the page shown in figure 12. 

Figure 12 
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Print the name and description of the action. In this example, I want to create an action where 

I can send an email to the training manager and quality team. In case the topic or theme 

escalation is identified during a call, I wish to inform the training manager and quality team 

about the call. Once they receive the conversation details, they can take necessary actions. 

For example, I can include the parameters for this email. The following parameters are 

identified by the interface (figure 13) 

 

 

$action_name - Call to Action Name   

$playbook_name - Playbook Name 

$topic_name - Topic Name 

$contactid - Contact Id. (note this is the interaction ID) 

$date – Date and time of the transaction 

This action will be triggered when the call matches the conditions set in the playbooks you 

have selected for your organization. This parameter function can also be used in the actions 

with the SMS and HTTPS Rest. 

 

Figure 13 

http://www.successkpi.com/


 

 www.successkpi.com 34 

 
Multiple types of actions are available as shown in Figure 14 

Figure 14. 

 
 

1) Send an email: In this case, you can assign email IDs, and write subject and body of 

the email 

2) Create and HTTPS REST: In this case, you can push data to a REST function, such as 

opening a case in Salesforce 

3) Send an SMS message: You can send an SMS to multiple numbers. You also can 

define From name, From number, and the body of the SMS. 

4) Run as AWS Lambda function: Here you can Invoke an AWS Lambda function: for 

example, run a fraud routine. 

5) Send to Evaluation: You can assign the conversation to a prebuilt evaluation form. 
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After selecting the appropriate action, click on the save button at the bottom. Your action is 

now saved. 

 

Redactions: 
Redactions represent keywords that you do not want transcribed or stored for business 

purposes— for instance PII (Personally Identifiable Information) such as credit card, social 

security, or telephone numbers. 

To access and see all the redactions, go to Playbooks->Redactions (figure 15). 

Figure 15 

 

 
Users can control redactions at a PII entity level by turning the toggle switch on/off per 

supported category: 
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Replacement Text: The replacement text is what appears in the transcript in place of the PII: 
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The below image shows how the replacement texts for [email, account number, and routing 

number] will appear in the transcript: 

 

 
Note: Redaction (PII) will happen for V2 Pipeline, but Custom Replacement Text will not be 

implemented since PII entity types are not available in V2. 

 The redaction service carries an additional per minute fee and applies to all calls in your 

system. 

The table below shows the current list of redactions. 

 

PII Entity Definition 

Bank Account Number A number that uniquely identifies a bank account. 

Bank Routing Number A number that identifies the location of a bank account. 

Credit Card Number or 

Debit Card Number 

A value that uniquely defines a payment card issued by a 

bank. 

Credit Card or Debit 

Card CVV Code 
A 3 digit or 4-digit security code on each credit card. 

Credit Card or Debit 

Card Expiration Date 
The month and year a card expire. 

Credit Card PIN or 

Debit Card PIN 

A security code issued by a bank or credit union. This 

number used for bank accounts and payment cards. 

Email address 
The unique identifier of an email box where message are 

delivered. 

US Mailing address The U.S. Mailing address of an individual. 

Name The first name and last name of a person. 

US phone number A 10-digit phone number within the United States. 

Social Security Number 

A 9-digit number or the last 4 digits of that number. Issued 

to U.S. citizen, permanent residents, and temporary 

residents with employments. 
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Custom Phrases: 
In many cases certain keywords such as brand names or proper names are misunderstood by 

the speech engines. Custom phrases allow you to take certain homonyms, synonyms and 

proper names and ensure they are pronounced correctly by the system based on your business 

requirements. 

 

As an example: Suppose you want Duke, Duke University, or Duke Blue Devils and the Blue 

Devils to all be understood as one concept, you could have all of those aggregated in one key 

word. Or you want to tell the platform that “Jannsen” might sound like JAN-sun and Yon-sun 

or Yan-sen. And get it to put all such pronunciations under the word Jannsen. 

You could also have words that occur in your conversations which have a double meaning, 

but only one practical meaning in the lexicon of your business: 

To access custom phrases, go to Playbook->Custom phrases. 

 
Note: SuccessKPI only support calls being processed in English  

 

 

On this page, you will find some predefined and added custom phrases. In case if you want to 

add more phrases, please scroll down and you will find a button “Add Phrase” tab and you 

can add phrases, sounds like, and display as:  

 
 

Click on save, and your phrase is saved. In case, if you want to delete a phrase, click on the 

bin icon on the extreme right of that phrase. 
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Playbooks: 
Playbooks are where you can combine Topics, Themes, Sentiment, and Call Metrics to create 

a conditional expression. Then apply actions based on the result. 

Think of a Playbook as an “if this, then that” function for your recording interactions 

Follow Playbooks->My Playbooks to access (figure 16) 

Figure 16 

 
 

Like Topics, SuccessKPI provides a library of playbook templates for you to use to get 

started with ease. You will find this button in the top right (figure 17). 

Figure 17 

 
 

The templates provided can be used as is or can be a great platform to expand and make it 

your own (figure 18) 

 

Figure 18 

 
 

To start fresh, click on Create a Playbook in the top right (figure 19). 
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Figure 19 

 
 

Make sure to use a relevant name and add a description to keep track of your playbook 

First you need to set the conditions. 

You can choose from either Topics and Themes you created, or Sentiment and Metrics 

provided for the given call (figure 20). 

You can then compare the chosen metric to a value to create a threshold for an acceptable or 

unacceptable range, based on your intentions. (Ex. If Sentiment does not equal positive or if 

Theme Score is less than 50) 

Topic: Equal or Not Equal to the selected Topic 

Theme Score: Select theme and greater or less than a value you choose for a threshold 

Sentiment: Can choose the channel and a check for positive, negative, or neutral sentiment 

Metrics: Can measure a metric such a talk time, or hold time and select a time comparison to 

invoke action 

 

 

Figure 20 

 
 

The second part is to use your conditions to apply actions. (Figure 21) 

Figure 21 

 
You can select between all actions, any actions, or a custom script to apply. 
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If you have selected “All conditions occur,” then the playbook will require for every action to 

occur to take the defined action. 

If you have selected “Any conditions occur,” then the action will be taken if anyone or 

multiple conditions occur. 

Third option is “Use Custom Logic.” 

Custom logic is like VBA code in Excel. It used “and,” “or,” and “not” commands. In the 

example below, I have selected - 1 "and" (2 "or" 3) "not " 4. This means if condition 1 and 

either 2 or 3 but not 4 matches, take the defined action. See figure 22 

Basically, refer to the condition numbers and write a custom logic script using parentheses, 

“and,” “or,” and “not.” 

 

Figure 22 

 
You can select an action you have previously created here and select as many as you would 

like to be applied (figure 23). 

Examples could be if Sentiment is negative and a polite theme score was low, send call to an 

evaluation room, and the agent needs to be coached. 

 

Figure 23  
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Playbooks can be configured action-less  
Action-less playbooks allow customers to analyze interactions that meet a playbook’s criteria 

without requiring an action to take place. Previously, at least one action was required for 

playbook to be operational. 

 
Note: Playbooks can be triggered even if topics assigned in themes are not detected. 

Additional Playbook Filters  

Filters allow customers to define additional conditions when they are creating their 

playbooks. It works similarly to conditions but allows customers to only consider a specific 

set of calls. A customer can select a filter for a given queue or DNIS to ensure that playbook 

conditions are invoked only if a call or conversation belongs to that queue or dial number.  

For example. If the call comes into a specific Queue, handled by a specific Agent, associated 

with a specific DNIS, or media type (email communication or call) then playbook conditions 

will be triggered for that conversation. This gives us the flexibility to choose or ignore calls 

related to already defined core conditions.  

SuccessKPI supports five different types of filters  

• Queues 

• Agents  

• DNIS 

• Media Type  

• Interaction Start Time (UTC) 

• Language 
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From filters, you can click “add criteria” and select between “all criteria met” or “any 

criteria met”: 
 

 

Language Filter  

Apart from English, users have calls coming through Genesys in mostly Spanish, Portuguese, 

Italian or German. The workflow may need to send calls of different languages to different 

evaluation forms. Such calls will be auditioned by different users able to speak and read those 

languages. 

 

In Playbooks, users may validate the language filter to define rules for a different language. 

Here, a rule is defined for two specific languages, Spanish US, and Spanish ES. This specific 

playbook will send notification when the topic gets detected for the selected language. 

 
Apart from this, the Playbook also defines to send notification for specific agents who are not 

in list combined with the language filter: 
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A customer can include or exclude any available “queue” and/or “dialed numbers” (DNIS) to 

create specific conditions for their playbook.  

 
 
 

Condition can be defined to trigger playbook based on Interaction Start time. You can specify 

the interaction start time by the days of the week (Monday- Friday) and/or a specific 

timeframe. The user has the option to create additional filters. The time must be in 24Hrs 

format like 8:30 to 23:20.  
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Users can delete the criteria if they do not want to utilize the set condition. User has the 

option to select either in list or not in list. In list is associated with the condition whereas not 

in list excludes selected date 

 

 

Help: 
In the help section, you will find a description of all the features as well as small videos 

explaining the respective features and how to use them. If you are stuck anywhere, make sure 

to use this feature for your maximum benefit. To access help, go to Playbooks->Help. 

 

Evaluations: 
The Evaluations area of the SuccessKPI platform is designed to give you a quick and easy 

tool for call observations, listening, and quality management and analysis. 

To work within the Evaluations area, use the side navigation for Evaluation workspace, 

Evaluation Forms, My Evaluation, My Team’s Evaluations, Smart Selections, and Help tab. 

You can collapse the side navigation with the side arrow at the top of the gray panel (figure 

1). 
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Figure 1 

 

 

Evaluation Form: 
Evaluation form is a template customers can create to evaluate their agents. It is a set of 

questions put together to evaluate the performance of an agent.  

In Evaluation Forms, you can access the existing forms or create new forms as well. To 

access Evaluation Forms, go to Evaluations->Evaluation Forms (figure 2) 

 

Figure 2 
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In the search bar on the top, you can find a form which has been already created. To Create a 

new form, click on Create a form button (figure 3). 

Figure 3 

 
In the Form name section, write down the name of your form. Here, I am creating a 

evaluation form that evaluates call quality of calls related to vaccination. In the description 

section, describe the form in 70 or less characters (figure 4) 

 

 

 

Figure 4 

 
In left hand side, below Form name, there are Categories and Criteria. You can select a 

Category related to Theme from the dropdown menu (figure 5). Selecting a Theme will 

automatically create categories based on the topics created within the selected theme. The 

idea is to allow customers to create categories the same as those of topics within a theme so 

that manual and machine rule-based scoring could be done around similar areas. If you do not 

find a category you want, you can add a category manually.  

 

 

 

 

 

http://www.successkpi.com/


 

 www.successkpi.com 48 

 

Figure 5 

 
If you scroll down, you will see “Add Coaching Criteria” (figure 5a) where the administrator 

can add the coaching criteria. 

If you scroll further down at the end, you will find Add categories button. Click on the button 

to add categories manually, a category with No Name will be automatically added – you can 

assign your own name to this category. Select the drop down button beside No name (figure 

6). 

 

 

 

Figure 5a 
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Figure 6 

 
 

Enter the question that you want to add in this category of the evaluation form (figure 6). 

A. Questions can be of 4 types: 

a. Choice: This type of question allows users to create multiple selection 

options like ‘Excellent,’ ‘Very Good,’ “poor.’ Each choice option must 

contain its numeric value like Excellent=10,Very Good=5,Poor=0 

b. Yes/No: This type of question allows users to create Yes or No options to 

respond to a question. Each option must contain its numeric value like 

Yes=10,No=0 

c. Number Scale: This type of question allows users to select a numeric 

input to a question. Its often used to capture the number input to a question 

like rating overall performance etc.  

d. Comment: This type of question allows users to capture open feedback 

and comments from the evaluators. These questions are not included while 

calculating the overall score for a conversation. 
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The check-button “M” means mandatory. If checked, this question must be answered while 

filling the form. In the response type, you can select the way evaluator will answer the 

question. If you want to add more questions, click on “Add question” and repeat the process. 

If you want to delete any question, just click on the cross mark at the right side. 

Like each question have answer values and now it has default value and display style. And 

only for choice question there is display style radio or dropdown. Radio and dropdown menu 

is also available for Yes/No type response. 

For choice and Yes/No question type, the platform now supports 2 display styles. Radio 

botton or dropdown. Radio button allows user to see the choices as radio options in the 

Evaluation workspace. Whereas the dropdown button list all the answer option as a list of 

dropdown options. 

 

 
Display style for Radio and dropdown options is also available for Yes/No type response too 

along with Choice questions. Each question can also have a default option for its responses 

which will be automatically selected in the Evaluation workspace.  

Conditional Visbility can also be enabled at each question. If this field is unchecked, then its 

always visible in Evaluation workspace. If this option is checked then conditions can be 

added and this question would only be visible in Evaluation Workspace if conditions are met.  

 

 

 
You can click on the Edit icon to put your visibility conditions which would look like this:  
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In the Evaluation workspace, users will only see questions which are unchecked for visibility 

conditions or hae conditions met.  

Customers can also put Weight at the category level. This data is available in SuccessKPI 

reporting where each question can be weighed against the weight defined in the form.  

After, entering all the categories and questions, click on save button and your evaluation form 

is saved. 

Saving evaluation form without answering madetory fields for the selected options Radio or 

Dropdown will display and error message, shown below: 

 
You can also add the Coaching Criteria for the Evaluation, under what criteria is the 

evaluation being done. In the example below Agent Communication and Agent Response 

have been added (figure 7) 

Figure 7 

 
After selecting the category, on the right-hand side, select the Evaluators, Coaches, and 

Moderators for this form (figure 8). 

 

Figure 8 
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Evaluator: Users selected/added in this section can only perform evaluation. SuccessKPI 

users can go to Evaluation workspace and select a room. Once selected, these users can pick a 

conversation and agent (if multiple agents handled the call) and then put the responses. The 

responses can be either ‘Saved’ or “submitted.” If saved, the status of the 

conversation/evaluation is set to ‘In progress’ which indicates users will come back later to 

finish the evaluation. If submitted, then status of the evaluation is set to ‘Complete.’ 

Coach: Users added in this section can perform coaching on an already evaluated 

conversation. Once coaching is done on a conversation, a new coaching ID is generated along 

with a date-time, and coach name. Coaching can be done either on an agent and/or a 

conversation. Multiple conversations can be selected to coach at the same time. Once 

coached, all the selected conversations are marked as ‘Coached.’ 

Moderator: users added as moderator can perform any action on the given form. They can 

not only perform Evaluation or coaching but also overwrite previous evaluations.  

 Controls: These settings are extremely useful to help customers create a specific workflow 

based on certain business rules (figure 9).  

 

Lock after Submit: If turned ON, once evaluation is done on a conversation within a Room, it 

cannot be modified again by the evaluator. Only the Moderator for the room can change the 

previously submitted evaluations.  

Allow Multiple Evaluators: If turned ON, it allows multiple evaluators to evaluate the same 

conversation. It is recommended to keep this setting to OFF. However, for calibration, you 

may allow multiple evaluators to evaluate the same conversation within the same room. In 

that case, this option should be turned ON. 

 

 

Figure 9 
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Call hydration: This feature should be used where you have a policy to score a certain 

number of calls to be evaluated per week or month for an agent. While playbook allows 

customers to send all calls which meet certain criteria and Smart selection allows users to 

select calls manually, Call hydration allows users to pick only fixed number of calls per 

agent per month/hour/week. Playbook and hydration policies are completely independent 

capabilities/features and do not interfere with each other.  

 

Call hydration is enabled at the Evaluation form level.  

 
By default, hydration is disabled but customers can enable it at the form level. Once the 

hydration feature is enabled, a backend process is initiated, and it runs every Hour or Day 

or Week or Month at a designated time defined by SuccessKPI. For hourly jobs, it runs at 

the stroke of every hour. For Daily jobs, it runs sometime between midnight to 4 AM in 

morning for the previous day. Similarly, weekly jobs run every Monday morning after 

midnight for the last 7 days. SuccessKPI hydration policy ensures calls are picked 

randomly from the sample avoiding any biases towards time or day. So, if calls are to be 

picked for the entire week, first all calls meeting the hydration criteria are picked in a 

bucket and then a randomizer algorithm picks the calls randomly.  

 

Now we can define conditions for call hydration to be more targeted in selecting calls 

for Evaluation rooms to be sent to the Evaluation Workspace. Conditions are added 

like teams, DNIS, Queue and wrap-up codes.  
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You can add a combination of these conditions and have a Rule where all conditions (AND) 

or any condition (OR) is met to select calls for the Evaluation Workspace. 

 

If you have defined “support “queue with handle time greater than 30 seconds, then only 

those calls that satisfy the given condition will be moved to the evaluation form.  
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If any of the below conditions are met that equals to handle time being greater than 90 

seconds or talk time being less than 60 seconds than those specific calls will be sent to the 

evaluation form. 

 

 

If either talk time is between 30-60 seconds or handle time is between 40-75 seconds coming 

from specific teams selected, then those calls will be sent to the evaluations form.  
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SuccessKPI supports 2 types of Call hydration. 

a. % Based: This option allows customers to select a percentage of calls handled 

by each agent on an hourly or daily basis. The platform looks at all the calls on 

an hourly or daily basis for each agent who handles the call. Then the defined 

% of the calls are selected and sent to the Evaluation room.  

 

                        
You can also create additional conditions on top of defining the percentage 

which acts like a filter. Customers can add conditions which can include Queues to be 

specific set of queues or DNIS to be a on an hourly or daily basis. The platform looks 

at all the calls on an hourly or daily basis for a certain set of dialed numbers, then only 

calls with those defined filters are picked before a percentage of calls are picked. 

Different filters can be joined either by AND or OR operator.  

For example, if a hydration rule is set like below:  

- Send 20% of calls DAILY 

- Conditions: Queue = Sales, Support, DNIS = 800-123-1234, Operator = ANY 

 

In this case, if we have 50 calls handled for an agent on a given day, the system 

first filters those 50 calls and makes sure it only includes calls either coming to 

DNIS of 800-123-1234 or to the queues ‘Sales’ or ‘Support’. The rest of the calls 

are filtered out. Say 40 calls were filtered out. We will take 20% of those 10 

remaining calls, which is 2 calls for that agent sent on the Evaluation form. This 

process is repeated for all agents. If an agent has handled less than the desired 

number of calls, all calls are sent to the Evaluation Workspace meeting the above 

criteria.  

 

b. Rule based: This toggle option is used when a fixed number of calls per agent 

is needed. As % based rule captures all calls based on % and hence can vary 

based on volume of calls handled by agents. However, rule based sends a pre-

defined number of calls to the evaluation rule.  

For example, if a hydration rule is set like below:  

- Send 3 of calls DAILY 

- Conditions: Queue = Sales, Support, DNIS = 800-123-1234, Operator = ANY 

 

In this case, if we have 50 calls handled by an agent on a given day, the system first 

filters those 50 calls and makes sure it only includes calls either coming to DNIS of 

800-123-1234 or to the queues ‘Sales’ or ‘Support’. The rest of the calls are filtered 

out. Say 40 calls were filtered out. We will make 3 random calls of those remaining 

10 calls, which means 3 calls for that agent sent to the Evaluation form. 

 

               

Workflow for issue escalation and resolution  
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Evaluation Form 

 

Under Controls, users can be granted the ability to raise issues for moderator review using the 

“ability to escalate” permission. This permission can be assigned at the persona level 

(Evaluator, Coaches, Moderator) and is accessible within the evaluation workspace page. 

 

 
 

 

Here, selected Evaluators have been granted the ability to escalate an issue: 

 

 
 

 

Evaluation Form Settings: 

 

From the Evaluation workspace you may select the evaluation that needs to be resolved:  
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The selected personas will see an action drop down in the top right corner of the evaluation 

workspace, select action “Escalate to Moderator “. 
 

 
 

 

A pop up will display where the user can select an Agent and Evaluator and will also need 

provide details on the reason for escalation. Click “Escalate” to bring this to the attention of a 

moderator: 
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Dispute check option is to raise a scoring concern for complete evaluations.  

 

 
 
 

Escalated tickets will be removed from the Evaluation Workspace and made available to moderators 

through the “Manage Escalation” Page. Moderators can now view all the incoming escalations 

issues.  
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When the moderator has selected the escalated issue, a Review Escalation window will 

display stating the reason, the name of the submitter, and an action type dropdown.  

 

Review Escalation: Moderators can take actions to resolve the issue, such as the ability to 

discard, re-assign evaluator, reset evaluation, or decline the escalation.  

 

 

• Discard: Removes item from Evaluation Workspace and flags it as “discarded” in 

evaluation datasets. Scoring metrics only processes completed evaluations. 

 

 

• Re-assign evaluator: Moderator can replace the assigned evaluator with the selected 

individual. The item is placed back into the workspace with the current form state.  

 

 
 

 

 

• Reset evaluation: Places evaluation back into the Evaluation Workspace and resets 

all questions to unset/default values. Optionally, the assigned evaluator can be 

changed now. 
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• Decline: If the moderator assesses the issue and finds that there is no issue, they can 

select the decline option. The evaluation is added back to the Evaluation Workspace 

with all previous values preserved. 

 

 

Smart Selection: 
There are two ways to get interactions into the Evaluation workspace: Playbooks and Smart 

Selections tab. Evaluators can go to Evaluate -> Smart Selections to browse and pick 

conversation and then add them to the Evaluation Workspace so that they could score those 

conversations.  

To access interactions, go to Evaluations-> Smart Selections (figure 10). 

Figure 10 

 
On the left side, you can sort interactions by date, conversation ID, Queue, Team, Agent, 

Topic, and Keyphrases. I have sorted it by date and agent name (Figure 11) 
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On the right side, select the interaction you want to listen to by clicking on the conversation 

ID. 

Scroll down and you will find interaction player, handling details, and other details about this 

interaction (figure 12). 

 

 

Figure 12 

 
You can play the interaction in the interaction player, go through the transcript, and access 

the topics detected. On the right side, you will find handling details, which includes handle 

time, call duration, talk duration, wait duration, ACW interaction, and hold duration (figure 

12). 

 

If in a conversation, two agents are involved, then metrics should be displayed for both sum of 

talk time and handle time, as shown below:  
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Below that you will find in which all rooms this conversation is already added (figure 13). If 

you want to send this interaction to a different workspace, scroll down. You will find a drop 

down menu where you can select the evaluation form and the evaluator. The dropdown to set 

evaluator will only display evaluators configured on the selected destination form. 

 

Figure 13 

Note: Same interaction can be sent to two different evaluation rooms but not to the same 

room twice. 

 

Evaluation Workspace 
Evaluation workspace acts as an inbox for your conversation evaluations. The top panel is 

your selection area. The bottom section is your work area. Select an evaluation form from the 

dropdown menu.  
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Click the drop-down arrow to select the specific evaluation form 

 
 

Here I have selected QA Scorecard. 

 
 
 

6:04 

• By default, filters on embedded grids unset, users can add preferred filters as shown 

here: 

 
 

Then, you can sort your conversations by Date, Agent Name, Queue, Evaluator Username, 

Status or Team. I have sorted conversations by date (figure 15). 
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After sorting, you will find an updated list on the right. If you want to add more criterias in 

sort interaction space, please click the “reload conversation” button (highlighted in figure 16) 

after inserting additional criterias. You will find an updated list of conversations. Select any 

interaction that you want to evaluate by simply clicking on the conversation ID of that 

interaction (figure 16). 

 

Figure 16 

 
SuccessKPI supports Genesys messages through the QM and Speech & Text offerings. 

Customers using Genesys can now send messages through the platform and run text analytics 

on those messages (SMS) in addition to voice, email, and chat. 

 

Here you can see that the highlighted conversation ID is an interaction made via SMS.  
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Scroll down and you will find Interaction player and Evaluation Form (figure 17). 

Figure 17 

 
In the interaction player, you can play the interaction to listen to the call. The gray portion of 

the player shows the portion of the interaction that is played already and blue means that 

portion is not played yet (figure 18). The interaction player also has a sticky note icon, 

highlighted in the image below. 
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Figure 18 

 
In the Evaluation form question index values has been resolved. Because it get rid of the auto 

numbering per section that Evaluation Workspace does. To make the questions sort in proper  

 

sequence inside reports. (Without numbers, the questions sort alphabetically, which usually 

makes a logical jumble not resembling the sequence of answering them.) 

 

 

 

 

Figure 19 
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Hence Max score 10 on evalaution workspace appears to be hardcoded.  

Figure 18a 

 
 

Below the interaction player, you will find the Transcript, Topic, and Notes section. You can 

read the transcript, go through the topics that are identified, and write down notes there 

(figure 19).  

Figure 19 
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On the right side of the interaction player, you will find the Evaluation Form that you 

selected earlier (figure 20). 

Figure 20 
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Interaction player implementation in Evaluation workspace will provide the below new 

features: 

• Display Conversation id inside player 

• Channel split feature added for Agent and Customer waveforms separately 

• Transparency feature added when conversation overlaps 

• Adding Notes icon at respective Notes timestamp 

• Click of Note icon, takes you to note section 

• Transcript section color codes changed for Agent and Customer 

 

In some cases, the interaction is handled by more than one agent. In that case, please select 

the agent you want to evaluate from the dropdown menu as highlighted in figure 20a. 

 

 

 

 

Figure 20a 

 
 

You can fill in that evaluation form and at the bottom you will find the number of questions 

you have answered out of the total questions. In the example below (figure 21) the agent 

Vince Mendoza has been evaluated for 2 questions and has answered both the questions and 

scored 30 points. You will also see the number of notes you have answered and the total 

score for that evaluation. In this case there were no notes that were taken. 

There is also an information icon which is a hyperlink with copy/paste option with the 

description of the question you asked the agent (the hyper link is created when you are 

creating the evaluation form). This hyperlink could be pointed to any file, folder, wiki page or 

webpage of your organization to get more information on the subject you are evaluating 

(figure 21). 

Below this, you will find two buttons, “save” and “submit.” If you click on “save” button, 

your responses in the evaluation form will be saved and you can edit it later. In case you want 

to submit the evaluation, select the submit button. You will not be able to make changes after 

submitting. In case, if you have coached this conversation, please click on the Coached 

button, and then save/submit it (figure 21). 
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Figure 21 

 

Evaluation for Non-ACD 

 

This functionality ensures all existing evaluation rooms remain assigned and usable to 

existing users and ACD and non ACD evaluations.  

 

Click Begin Non-ACD Evaluation tab 

 
 

 

 

 

 

 

 

 

 

http://www.successkpi.com/


 

 www.successkpi.com 72 

 

Select an Anget to evaluate 

 
 

Proceed with evaluation  
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Submission:  

 

 

Evaluating multiple agents: 

As seen here, this conversation ID associated with 3 agents, their talk times, and the 

evaluation status as incomplete: 

  

 
 

 

Here, you will select agent name and evaluate them individually: 
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Once you have selected agent and completed the evaluation form, click save and hit refresh 

data: 

 
 
The status for the evaluated agent will change from incomplete to complete  
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You will do the same for the remaining agents: 

Select the next agent from the same conversation ID to be evaluated: 

 
Click submit tab only when each agent in the group has been evaluated 

Ability to re-assign Evaluators 

When performing QM evaluations, certain circumstances may arise where the workload on a 

particular evaluator spike, or the assigned evaluator is not properly equipped to provide an 
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accurate assessment. In these situations, users may need to re-assign the workload to another 

individual. 

 

1. Evaluation Form:  

In the evaluation form, add the preferred evaluators from the drop down under Add users as 

Evaluators: 

 
 

Enable the Ability to re-assign Evaluator checkbox: 

 
 

2. Evaluation Workspace 

 

Add the evaluator:  
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Assign New Evaluator:  

 

 
 

Assign New Evaluator pop-up: 

Agent: Prasanna  

Current Evaluator: New Entry 

New Evaluator: Select the preferred evaluator from drop down:  
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Here, I have selected new evaluator: 

 

Ability to remove Interactions 

Users may remove interactions from Evaluation Forms. First, select the user ID you wish to 

remove from the form, click on the hamburger menu to select “Remove Selection From 

Form” 
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Removal Confirmation message will display, click remove: 

 

 

Confirmation message will display stating that the selected conversation ID has been 

removed:   

 
Once the user refreshes the page, they will see the updated changes. The selected 

Conversation has been discarded:  
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Audio Player  

 
 

On the Audio player there is a clear seperation between customer and agent channel. You can 

also see when the agent and customer are talking over each other or are silent.  

 

It also has ability to add/delete notes at any point on the audio player 
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Here is how the notes will appear once added to the interaction. The yellow flag indiciates 

that the customer has added the notes”agent greeting” at the beginning of the call and another 

note at the end of the call “agent wrap up.”  
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The Audio player also has a feature stating start time and end time of the interaction. 

 
Start Time: 00.00 

End Time: 01:30 

 

You can use the playbook speed option to increase or decrease your talk speed by 0.5x, 0.8x, 

1.0x, 1.2x, 1.5x, 2.0x.  

 

 
 

Here is how the interaction player appears where there are topics detected on the call. These 

topics are indicated in colored dots below the sentiment by sentence representation. When 

you hover over the colored dots, you see the topics name. 
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Audio player can provide agent screen recording to the evaluator based on its availability: 

 

 
Note: For Calls greater than 110 MB in size, we now stream the audio file instead of 

downloading it all at once. The streaming connection will remain valid for a two-hour session 

window. 

***For Standard Arabic (ar-SA), media file must be encoded at a sample rate of 16,000 Hz or 

higher. 
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Coaching Workspace: 
The Coaching workspace is used to coach an agent on how to interact with the customers. 

You can access the Coaching Workspace from the Evaluations (figure 22) 

 

 

Figure 22 

 
 

There are two options to coach an agent 

1. Based on an interaction. 

2. Based on coaching criteria (without any phone interaction). 

 

1. Let us first discuss coaching based on a phone interaction.  

Select the Agent Name and the Evaluation Form from the drop-down menu as shown in 

figure 23 

All interactions associated with the agent and evaluation form will be populated in the “Smart 

Selections” pane. You can sort the interactions in the “Sort Interaction” pane based on date, 

conversation ID, queue, team, or evaluation name. Click on “Reload Conversations” in the 

“Smart Selections” pane to display the conversations based on your sort criteria. 

The selected interactions will be added to the “Selected Interactions” section (see figure 24). 

You can add multiple interactions to this section. 
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Figure 23 

 
Figure 24 

Next you can play the selected interaction using the “Interaction Player” to listen to the 

conversation and see the corresponding transcripts, topics, and notes on the left. On the right 

you can see the “Evaluation Form” and the scores associated with the evaluation. 

 
 

Accented characters are supported for transcription and speech & text pipeline. This allows 

special characters to be transcribed for message conversations for languages such as 

Portuguese with words that contain characters like ç á à ã ê é è ê í ó ô. 
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Coaching Session – After reviewing the call interaction and evaluation form, you can start the 

coaching session. Click on “Start Coaching Session” on the top right corner (figure 25) 

 

Figure 25 

 
 

 

 

 

A new window will pop up as shown in figure 26 

Figure 26 
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Use the drop-down menu “Select coaching category” to select a coaching category. An agent 

may have multiple coaching categories that he needs to be coached. Capture the feedback in 

the “Capture feedback” are after coaching and set a data for follow up under “Action item.” 

Save the coaching session. 

2. Based on coaching criteria (without any phone interaction). 

In this scenario an agent is coached based on a coaching category and not based on any 

interaction or evaluation form. In this case the coach does not select an interaction even if it is 

available and proceeds directly to the coaching session. 

Select “Start Coaching Session” after selecting the Agent and the Evaluation form (figure 

27). 

 

 

Figure 27 

 
 

A popup window appears as shown in figure 28. As you can see there is no Evaluation ID 

associated with this coaching session as in the previous case. 

Figure 28 
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Use the drop-down menu “Select coaching category” to select a coaching category. An agent 

may have multiple coaching categories that he needs to be coached. Capture the feedback in 

the “Capture feedback” are after coaching and set a data for follow up under “Action item.” 

Save the coaching session. 

 

My Evaluations: 
 

If you want to access the evaluations made by you, please go to Evaluations->My Evaluation. 

Here, you will see all the metrics related to evaluation for each agent (figure 29). 

Figure 29 

 
 

My Teams Evaluations 
Similarly, to access the evaluations made by your team, please go to Evaluations->My 

Team’s Evaluation in figure 29b. Here, on the left side, you will find filters. Please select the 

required filters and you will see the Evaluation List and the Evaluation Details on the right.  

Figure 29b. 
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AI/ML Scoring 
 

Overview: AI/ML scoring is machine-based scoring of an Agents performance with a 

customer in a call interaction. 

 

Why do you need machine-based scoring and what are the advantages? 

 

1. In the Contact Centre, where there are hundreds of agents, it is challenging to evaluate 

all agents as this can be time-consuming and expensive. 

2. Evaluators can evaluate only a subset of agents unlike machines which can evaluate 

all agents this saving time, resources, and money. 

3. Different Evaluators may evaluate the same agent differently and may lack 

consistency. An evaluator may evaluate the same agent inconsistently due to past bias 

or experience. 

 

How does a machine score? 

Machine scoring is the process by which machine learning algorithms train using results 

previously defined by humans. This training process allows these machine learning platforms 

to zero-in on the key variables that define each pattern, to determine the result of all future 

calls. 

 

SuccessKPI AI/ML Scoring for Evaluating Agents 

You can access the AI/ML scoring in Evaluations (see figure 30) in the SuccessKPI portal 

and  

click on “Create New Model” to start the model creation process. 

 

Figure 30 
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Give a name to the model, select the evaluation form, the Date Range for Training Data” 

(figure 31) and click ok. If you want to enable the AI scoring for a particular Evaluation Form 

after the Model is created, then you can choose the “Active” button on. The user can also 

choose to switch off the AI scoring off a particular Evaluation Form at any given point of 

time using the Active button, this will stop the AI scoring prediction. 
 

 

Figure 31 

 
 

Once you create the model, the system will check for manual evaluations, and if there are 

them, it will create the training data set based on the evaluation ids. Once the model is trained 

it will deploy the model for use. If user has enabled daily prediction while creating model 

from the daily prediction will be commence. 

Note: Once a Model is trained it cannot be retrained. You must create a new Model to train 

the data for your date range. However, any Model created by you can be deleted. 
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How will you Analyse the AI/ML Scoring Data? 

The scoring is available through a dashboard for analysis in the Analytics sections in the 

Reports Library -→QM Model Accuracy Dossier in the SuccessKPI portal.  

Business View Dashboard 

The Business View dashboard (figure 32) shows the number of calls scored by machine and 

humans at the top. You can see the average score given by machine and human just below it. 

That is the average score for the entire selected period. 

Figure 32 

 
To compare the average scores for specific dates, please refer to the line graph. In the line 

graph, the blue and red lines highlight average score given by human and machine, 

respectively. 

To access all the questions, answers, and score from evaluation form for a particular 

conversation, please go to the tables below the line graph. You can see the answers and 

scores given by machine on left hand side, and by human on right hand side. 

Benefits: 

1) You can see the number of calls evaluated by machine compared to human. 

2) You can keep an eye on the delta between Human score and Machine score. 

3) You can access when the delta is smallest or largest and take actions accordingly. 

4) You can check the questions to see which questions were answered differently by 

machine than human. 

Side Note: 

The dashboard shows you that machine can evaluate calls at least five times when compared 

with humans. It also shows you that the error in scoring is very small (around 5%). This 

increases efficiency significantly. By keeping a track on delta, you can continue decreasing 

the error percentage and increasing the efficiency of AI/ML scoring. 

Model Analysis Dashboard 

In this dashboard below (figure 33), the bubble chart shows average human and machine 

scores for individual conversations. 

The Area chart shows the delta scores for each conversation. From this graph, you can 

quickly identify the conversations with high delta between human score and machine score. 

You can go through those conversations manually and recognize the reasons behind the high 

delta and rectify them. 

http://www.successkpi.com/


 

 www.successkpi.com 92 

The table on the right-hand side shows the standard deviation for each question. Questions 

with higher standard deviation can have higher difference between human and machine 

scoring. 

Figure 33 

 
 

 

Question Accuracy Dashboard 

In this dashboard below (figure 34), the portion to the left shows the evaluation questions for 

the Agent. The table to the right (# of Evaluations by Delta) shows the delta scores for the 

selected question. From this table, you can quickly see the total number of conversations and 

the delta between human score and machine score and the percentage of the total 

conversations.  

The bottom table (Analysis by Each Question) shows the standard deviation for each question 

shows the total number of conversations for each evaluation question, the average human 

score, average machine score, delta, standard deviation, and the average delta. 

 

Figure 34 
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Ability to submit Negative Values to QM 

Evaluation Forms   

The evaluation section supports the use of negative scoring values. Users can indicate poor 

behavior while scoring a better customer experience.  

 

Evaluation form supports negative values: 
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Evaluation Workspace: 

 
 

Coaching Workspace: 

 
 

Manage Dispute: under manage dispute user can enter the values, they can alter the 

negative/positive signs and resubmit. The score will recalculate accordingly. 
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Agents > My Evaluations: 

 
Note: A score that appears in parentheses is considered as a negative value. In the image 

above, the Supervisor Score of (5.60) is considered as -5.60 
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My Evaluations:   

 
Note: A score that appears in parentheses is considered as a negative value. In the image 

above, the total score of (74.34) is considered as -74.34 

 

Score Card:  

 
Note: A score that appears in parentheses is considered as a negative value. In the image 

above, the total score of (74.34) is considered as -74.34 

 

 

 

 

 
 

 

http://www.successkpi.com/


 

 www.successkpi.com 97 

Analytics: 
In the Analytics section, you can access multiple prebuilt reports as well as create your own 

reports. Common call center metrics such as AHT, AWT, Hold Time, agent utilization, and 

other common metrics come working and pre-defined out of the box. We also provide 

additional important metrics such as top topics, sentiment, and IVR automation rate. All the 

analytics metadata is stored on SuccessKPI platform for 12 months. Call recordings 

downloaded on the platform are available for 90 days. For more details on fair use policy, 

please check out the link here 

 

Key Questions: 
In Key Questions you will find up to 12 tiles/cards designed to give easy access to analytics 

reports and visualizations important to your business. To access Key Questions, go to 

Analytics->Key Questions (figure 1). 

Figure 1 

 
 

Each title is a gateway to information in a specific area and has four main attributes: Card 

Number/character (maximum 2 characters), Title (max 30 characters), a Question designed to 

make the visualization more approachable. Administrators and analysts can change key 

question details from the Edit mode, accessed with the “Edit Key Questions” button at the top 

right of the page (figure 1). 

After clicking on “Edit Key Questions,” click on “Edit Card” located on the card you want to 

edit (figure 2). 

 

 

Figure 2 
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Click save or cancel when editing a specific card. When complete with edits, return to locked 

mode by pressing this button again now titled: “Back to Locked Mode” (figure 4) 

Figure 4. 

 
To access any of the key questions, simply click on that tile and it will take you to the 

dashboard. 

 

Reports Library: 
When you click on Shared Dashboards you enter the analytics library provided by 

SuccessKPI. Each of the yellow folders (e.g., ACD, IVR, Journeys) contains prebuilt reports 

and visualizations designed to meet certain needs of our contact center customers (figure 5) 

 

 

Figure 5 
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To use a report, navigate through the folders, click on the report you want to access (figure 

6). 

 

Figure 6 

 
 

 

Select the period for this report, click “Run Dossier” at the bottom left and begin exploring 

the data (figure 7 and figure 8).  

 

 

 

Figure 7 
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You can make any changes you want and exit without saving or “Save As...” to make a 

custom report. 

Figure 8 

 
 

My Reports: 
To create a new report, click on the Create button as shown in figure 13. 

 

Figure 13 
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Once you click on create button, you can see that you can create a new dossier, report, 

document, custom group, and many other things. Click on “New Dossier” (figure 14). 

Figure 14 

 
 

Once you click on create dossier, a blank work space will show up. To add a dataset you want 

to work on, click on New Data under Dataset tab (figure 15). 

 

 

 

Figure 15 
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As you can see, you can connect your data from many platforms like BI Tool, Salesforce, 

Genesys, Amazon S3 bucket, etc. You can even import data from your local system (figure 

16). 

 

Figure 16 

 
 

 

Once imported, now you can create various visualization such as Bar graph, Pie chart, KPI 

chart, Treemap, Histogram etc. Just simply select the graph you want to create from the 

Gallery section and add the data in editor tab. You can add filters and layers. You can 

arrange/sort the data the way you want. You can add multiple visualization and size and 

arrange them the way you want (figure 17). 

 

Figure 17 
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Once you create your report, you can save the report. To save a report, click on File and then 

Save (figure 18). 

Figure 18 

 
Give the name to the report and click “OK.” 

 

If you saved your report in My Reports section, only you can access the reports (figure 19) 

Figure 19 
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Shared Reports: 
 Once you are ready with your report and you want to share that report with others in your 

company, you can save that report in Shared Reports folder. To access Shared Reports, go to 

Anayltics->Shared Reports. The shared reports can only be edited by the Admin. 

Public Reports: 
The public reports when enabled gives access to all users to create folders, reports, and 

dossiers. Unlike shared reports that can be edited only by the admin the public reports can be 

created, edited, and viewed by all users. 

Subscriptions: 
Subscription helps you share any report with anyone at a selected time. This helps you keep 

track of your call center, and you do not have to open the report every time you want to look 

at the dashboard. 

To create or edit a subscription, navigate to the appropriate folder (Shared Reports or My 

Reports), and select a dossier. Run the dossier for the desired time interval. (These steps are 

described above). Then click on File, Schedule Delivery to E-mail (or to History List). 

 

 

 

 

 
Here you can select the recipient, any subject or message to be delivered with the PDF of the 

report, and the recipient’s name or distribution list  
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Once created, subscriptions can later be found in the list of “My Subscriptions” at the root of 

the Subscriptions Menu. 

To access/view existing subscriptions, go to Analytics->Subscriptions. 

 

 

The Subscriptions tab allows you to manage previously created subscriptions and to create 

new subscriptions. When you enter the Subscriptions tab you will see dossiers that are 

already subscribed (if any). To unsubscribe, simply click unsubscribe. 

Shared Subscriptions: 
While Subscription shows all the subscriptions created by the logged user, “Shared 

Subscription” shows all the subscriptions created by any user in the account. This section 

should only be enabled for Roles where the user is required to access all the subscriptions 

created by all users.  

Contact Subscriptions: 
This section lists all the contacts which have been added by the users to send subscriptions. 

This allows users to manage all the subscription contacts at one single place.  

 

http://www.successkpi.com/


 

 www.successkpi.com 106 

 

Users can pick contact and then click on “Edit” or “Delete.” Users can also create a new 

contact by clicking on the “Add a new address” link at the bottom.  

 
 

Schedule Delivery: 
Schedule Delivery allows you to schedule multiple reports for delivery to you. Click on Add 

Delivery (figure 23) 

Figure 23 

 
 

You can add the following information to schedule your report deliver (figure 24): 

1. Name – Give name to your report 

2. Frequency of the report. For frequency we use Cron expressions, with 6 required 

fields. Those metrics displaying the time are below (figure 24 a). 

Visit 

https://docs.aws.amazon.com/AmazonCloudWatch/latest/events/ScheduledEvents.htmlFor 

more information on formatting if you still have questions. 

 

Figure 24 
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Figure 24 a 

 
 

Export Location – Next you fill out your S3 bucket path as well as the location of the bucket 

you want to import from (figure 24 b). This import will take place from the bucket at a 

frequency you set above. 

 

 

 

 

Schedule Delivery and Schedule Import allow customers to specify S3 locations that require 

3 inputs: 

• Bucket Name 

• Folder Path 

• File Name 
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User can provide any valid inputs for these parameters that are supported by AWS: 

 

Bucket Name: 

1. Bucket names must be between 3 (min) and 63 (max) characters long. 

2. Bucket names can consist only of lowercase letters, numbers, dots (.), and hyphens (-

). 

3. Bucket names must begin and end with a letter or number. 

4. Bucket names must not be formatted as an IP address (for example, 192.168.5.4). 

5. Bucket names must not start with the prefix xn--. 

6. Bucket names must not end with the suffix -s3alias. 

7. Bucket names must not contain two adjacent periods. 

 

Object Keys (Folder Path and File Name): 

SPACES are valid and we must let users place spaces within the object structure after the 

bucket name. 

 

 
 

Figure 24 b 

 
 

3. Object Type – Select if you need the delivery as a Report or as a Document. 

 
4. Object Handle – The report which you want delivered. 
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5. Export Format – Select the format between CSV, JSON, or Excel 

 

Scheduled Delivery (Beta)  
Schedule Delivery Beta is inclusive of all the features available in schedule delivery in 

addition to that the user can export Dossier. This feature can be enabled by granting the 

corresponding role permission.  

Users can schedule exports of data within Dossiers in addition to reports and dashboards.  

• select "Dossier" in Object Type drop-down.  

 

• "Select a Grid to Export" field will be displayed.  

User can give the required object handle. Once the object handle is given the system will 

displace all the grid view(s) associated with that Dossier.  

 

• User can select the required grid view to be exported. The users can also select the 

export format.  

http://www.successkpi.com/


 

 www.successkpi.com 110 

 
 

Schedule Imports:  
Imports are often used to route data from an S3 bucket into your SuccessKPI portal at a set 

frequency to add to your data in Analytics. 

To Schedule an Import, follow analytics to the Schedule Import tab on the left (figure 25). 

Upon opening, you will see a menu with all previously created imports, including their 

frequency, start, and end points. 

 

Figure 25 

 
 

Click on Add import to create a new scheduled import. Here you can fill out the features of 

the import, including frequency, location, and type that will be described below (figure 26). 

 

 

 

Figure 26 
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For frequency we use Cron expressions, with 6 required fields (figure 27). Those metrics 

displaying the time are below. 

Visit https://docs.aws.amazon.com/AmazonCloudWatch/latest/events/ScheduledEvents.html 

For more information on formatting if you still have questions. 

 

Figure 27 

 
 

Next you fill out your S3 bucket path as well as the location of the bucket you want to import 

from (figure 28). This import will take place from the bucket at a frequency you set above. 

 

 

 

 

 

 

 

 

 

 

Figure 28 
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Next step is to set the S3 permissions. If you click on Script permissions, there is an existing 

script and your ability to edit or update your own permissions (figure 29). 

 

Figure 29 

 
 

Lastly, select an option on the drop-down menu to create an entirely new import, or 

replace/update an existing one. Click Save and your import is now active. 
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Help: 
In case if you are stuck anywhere, you can access the Help tab. Go to Analytics->Help 

 
Here you will find definitons and usage of all the tabs. You will also find Video tutorials that 

can guide you step by step on how to use those tabs. 

Agents: 
 

The agent tab is designed for driving agent empowerment and efficiency. This is where 

agents can not only visualize their own performance, but administrators and supervisors can 

perform actions to help improve agent performance.  

Disposition Coding: 
Disposition coding allows customers to enable AI model to predict disposition codes for each 

conversation. To accurately predict the disposition codes, we need to ensure that we have 

good sample disposition coding data performed by actual agents. At least 500 records are 

needed to create a model to predict the disposition codes. Customers also need to have 

speech/text analytics to feed the necessary data into the AI engine.  

To create a disposition prediction model, go to Agents -> Disposition coding section. Then 

click on the “Generate new model” button 

 
It will popup a new window which will ask the user to provide the date range for which the 

data needs to be considered for the AI model training.  
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Once the model is created, a job is submitted. The status column would tell the user the status 

of the job. If there is a large volume of the data, then job may take few hours to train the 

model. 

 

My Performance 
We have My Performance section in the Agent tab. In this section, agents can check their 

performance statistics for last 30 days. It shows agents handling information in terms of calls, 

Talk time or handle time etc. The dashboard can be customized by each customer in terms of 

what statistics and what visualization they would like their agents to see.  

My Evaluations 
In this section, agents would be able to check their evaluations details in last 30 days. They 

can see all the evaluations and coaching sessions and drill into it to check the question level 

details.  

Settings 

Profile 
To access profile information, click on Settings at the top menu and you will be guided to edit 

or review your profile information (figure 1). This information includes your selected role 

and data partitions that will be described further below. 

 

Figure 1 
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Preferences 
The next tab is Preferences, where you have the option to change your home dashboard. If 

you recall in previous documentation, you can select a dashboard of your choice to be 

displayed upon logging in on the Home menu.  

You may also select the contact center platform you are using or wanting to review, along 

with changing your displayed logo (figure 2). 

Figure 2 

 
 

 

Language Preferences: The user interface of the SuccessKPI portal can be set to different 

languages. The default language is English. Supported languages include English (UK), 

Spanish, Portuguese, German, Japanese, French, Korean, Polish, Dutch, Italian.  
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When users select European Languages such as Spanish and English (UK) the dates will 

reflect DD/MM/YYYY format whereas all other language will reflect to MM/DD/YYY 

format for reporting purposes. 
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Data Partitions: 
Under Data partitions, you can manage, edit, or create new data divisions (figure 3). This is 

like roles, but where you create data assignments and can divide it by queues, agents, or 

divisions within your contact center. This is the data that the assigned user will see. 

 

 

Figure 3 

 
 

When creating a partition you can select which queues, agents, and divisions you want to 

provide access to (figure 4).  

Ex. A use case of this may be though you want different coaches to have the same service 

access, but you may only want them to see the agents and queues they are assigned to. 

 

Figure 4 
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Data Partition results are now applied to smart selection, evaluation workspace, coaching 

workspace and manage dispute. Here, User can define custom values for Queues, Agents, and 

Division  

 
Note: Data partition feature is not supported for contact center- Others 

 

Roles: 
The roles menu allows you to edit and add roles to provide to your management staff based 

on qualifications and required access (figure 5). Roles are used to give access to the 

SuccessKPI portal (Home, Evaluation, Playbooks and Settings) 

Figure 5 

 
 

At the bottom of Roles, you may select to edit the home dashboard and key questions 

displayed for staff within that role (figure 6). 
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An example could be a contact center supervisor wants a high-level agent statistics report 

upon logging in. 

 

Figure 6 

 
In addition, when creating a new Role, you may select a default evaluation form for that 

group along with the top 5 Applications and Reports to be displayed on their Home page 

(figure 7) 

Figure 7 

 
The last part of creating a new role is to set the permissions and access capabilities (figure 8). 

This allows you to create hierarchy and give each type of user the proper view and editing 

permissions to access Home, Analytics, Evaluation, and Settings. 

 

Figure 8 
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Users: 
Next is the Users menu, where all users are displayed along with their email, role, data 

partition, and home dashboard that you just learned how to assign and edit above (figure9). 

This provides an effortless way to manage the workforce and edit assignments or 

information. 

Figure 9 

 
 

For easy onboarding or workforce adjustment, Import Users is where you can add any 

number of users between 1 and 200 in a csv file to your SuccessKPI instance (figure 10). The 

csv file contains a template with mandatory fields to import users (phone number, role, data 

partition, email, and phone number). If the file contains duplicate information, then the file 

will not be accepted.  

 

 
 

For easy onboarding or workforce adjustment, Import Users is where you can add any 

number of users between 1 and 200 in a csv file to your SuccessKPI instance (figure 10). 

Figure 10 
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After clicking on Add user, you may select and add a new user while assigning permissions 

and profile settings. You can also select the type of role and data partition the user can access 

using the dropdown for Role and Data Partition (figure 11). 

 

 

Figure 11 

 

 

Platform Settings: 
Platform Settings allow you to connect to your chosen contact center or manage different 

regions or branches with multiple CX Centers (figure 12). 

Figure 12 
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When adding a contact center, you need to obtain the client and secret from your contact 

center provider. You are then prompted to select the products you would like to subscribe to, 

and this is also where you can turn on real time or adjust historical data (figure 13). 

 

Figure 13 

 

Configurable Portal Session Timeout Settings 
Selected users can be granted an extended portal timeout configurable for up to 12 hours. 

Here, you can define the user who will utilize this feature and the hours (1-12) they can 

extend the session without timeout: 
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After user login, the user needs to enable extended session beta under user preferences.  

 

Transcription Percentage Rules  
Customers can now apply rule-based logic to transcribe specific audio files that match the 

defined criteria. Customers can define criteria based on: 

• Queue 

• DNIS 

• Talktime 

• Direction 

 

The Transcription Rate % can also be reduced by reaching out to your CSM 

 

Here, user has created a rule where 50% transcription should happen for the calls which have 

talk time greater than 25 seconds and belong only to support queue: 

• The user can confirm the transcription rule by clicking add and update.  
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 Customer may also define the rules through the portal, under the CX setting tab.  

 
 

User cannot add percentage transcription rule here: 
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Note: We do not support Transcription for audio files that are more than 240 minutes.  

 

 

Media Type Format 

Supported media types differ between batch transcription and streaming transcriptions, 

though lossless formats are recommended for both. See the following table for details.  

 

Sample rates for low fidelity audio, such as telephone recordings, typically use 8,000 Hz. 

High fidelity audio, transcribe supports values between 16,000 Hz and 48,000 Hz. 

 

 
Note: For best results, use a lossless format, such as FLAC or WAV with PCM 16-bit 

encoding.  

 

Amazon Connect-Realtime Queue 

Configuration  
The process to configure queues for Amazon Connect has been simplified. The system now 

provides a convenient dropdown to choose the available queues from an auto-generated list: 
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User may select the Queue Value from Amazon Connect Instance from the available options 

in the drop-down menu: 

 

 

Lambda Modernization 
The new Lambda Action feature allows customers to build their own 3rd party integrations to 

external services that can be triggered during playbook processing. The customer-owned 

lambda function will receive an event payload containing conversation details responsible for 

the playbook firing and the detected conditions. 

In this space, user is configuring the Lambda Action based on certain conditions on the call: 

 

 
 

 

First, the user needs to set-up Role ARN for Lambda Access and AWS region for Lambda 
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Steps to set up Role ARN 

1. In your AWS Account, open IAM > Policies. 

2. Click Create Policy. On the Visual editor tab, configure the following items 

3. Expand Service or Click Choose a Service and, Select Lambda Service  

3a. You can also enter “Lambda” in Find a Service search box and select Lambda Service 

4. Under Actions  Access level, Expand option and select the InvokeFunction 

5. Go to Resources, Expand the Resources and select Specific  

6. Now, click Add ARN > Specify ARN for function. (You can enter your Lambda Function 

ARN) 

6a. Note: You will get the Region, Account and Function Name of the Lambda auto 

populated in the fields once you specify ARN for Function details 

7. Repeat step 6 to add more Lambda Function ARNs 

8. Click Add additional permissions. To Select a Service, Click Choose a Service and click 

Lambda Service 

9. To define the Access level, Expand List and select the ListFunctions 

10. Click Add additional permissions. To Select a Service, Click Choose a Service and click 

STS Service 

11. To define the Access level, Expand Write and select the AssumeRole  

12. Expand Resources, select Specific and click Add ARN > Specify ARN for role and paste 

the role ARN( arn:aws:iam::103834153254:role/Call-for-Action-qa-us-east-1-

lambdaRole) 

Note: Account and Role name with path fields will auto populate 

12a. Click Add 

13. Again click Add ARN > Specify ARN for role and paste the role ARN 

( arn:aws:iam::103834153254:role/sls-SuccessKPI-Python-Phase15-qa-us-east-1-

lambdaRole). Note: Account and Role name with path fields will auto populate 

13a. Click Add 

14. Click on Next: Tags 

15. Click on Next: Review 

16. On Review Policy screen, Enter a Policy name and its description  

17. Click on Create Policy. 

18. Open IAM > Create Role. 

19. Select AWS account 

20. Select Another AWS Account as the type of trusted entity. 

21. In the Account ID box, enter 103834153254 and Click Next 

22. Select the Policy name created above (Step 16 and 17) and Click Next 

23. Enter a Role name and description and click on Create role. 

24. Search for the Created role and select the role name. 

25. Now copy the Role ARN and Paste it into the Role ARN for AWS Lambda Access field 

in SuccessKPI > Setting > Platform Preferences  

 

Then, the user will need to define an action in playbook to enable to the lambda function for 

it to link to the playbook 

• Here, the action type has been selected as Run as AWS Lambda Function  

• Lambda Function: this will display the created lambda functions in your 

environment.  
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Here you can see a playbook condition associated with the action for Lambda: 

• User has created a playbook where these conditions are satisfied.  

- Topic equals Politeness 

- Topic= Empathy 

- Theme score is greater than 10.  

 

 

 

 

 
 

• When the above conditions are satisfied and that specific playbook is triggered, the 

payload will generate for the selected lambda. Users can leverage this feature to 

activate their own third-party integrations to external services linked to this triggered 

Lambda Service 
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Event: {'”Invoker”': {'type': 'historical', 'id': 'c04eed90-56b9-11ed-8da3-e3c695e97e47', 
'Name': 'Lambda_Prasanna'}, 'interaction': {'interactionmediatype': 'voice', 'interactionid': 
'22d1b94b-4195-46da-99aa-1985b7f0b099', 'metrics': {'talkTime': '103', 'holdTime': '0', 
'handleTime': '109', 'starttime': '2022-11-17T12:08:00.583Z', 'calllength': '104', 'waittime': 
'6', 'wrapuptime': '6'}, 'agents': ['cb2eff00-0aa8-45fb-88bb-35184e1f6c3a'], 'queue': 
['587d7de1-42f3-4a47-9e53-f55f3737e295'], 'dnis': ['tel:+12025718272']}, 'topics': 
[{'topicid': '2e9cc7f0-ccd1-11eb-8399-bfb65f22b799', 'topicname': 'Politeness - 
Prasanna'}, {'topicid': '31ef42d0-a9e9-11eb-9f2d-3d0bfd68fd40', 'topicname': 'Empathy'}, 
{'topicid': 't010', 'topicname': 'Payment'}], 'themes': [{'themeid': 'a5383e10-5f12-11ed-
b657-af669d70ea59', 'themename': 'Change Booking', 'topicScore': [{'score': '5', 'topicId': 
'c4647a50-5f13-11ed-8579-87a05cc452d4'}]}], 'sentiment': [{'channel': 'CUSTOMER', 
'sentiment': 'NEUTRAL'}, {'channel': 'AGENT', 'sentiment': 'POSITIVE'}]} 

 

 

 

 

 

Enable Data Pipes 
SuccessKPI SuccessKPI Data Pipes now supports connectivity to Zendesk and Salesforce 

cases. This allows customers to manage the data fields to bring into SuccessKPI platform for 

reporting. Users may build effective and secure data pipelines that deliver real-time data. 

 

 

 

Zendesk: Create New Data Pipe 
 

1. The first step is to create a new data pipe: 
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Enter the required fields in the new template form to create a new Data Pipe:  

 

• Enter Name of Data Pipe 

• Select Source Type: Connector 

• Select Source: Zendesk Cases  

• Set Type: Data 

• Enter Zendesk Event ARN: Click “Open PDF” to open customer setup guide on how 

to create Event ARN 

   

 
 

Test the connection: Click the test connection to validate connection and credentials are 

working: 
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If the test connect is unsuccessful an error message will display indicating a system error and 

prompt user to review credentials and setup process and retry connection: 

 

 
 

2. Data Mapping: If the test connection is successful, then data mapping is exposed. If the 

source is Zendesk Cases, then the following three Event types will populate.  

• Support Ticket: Ticketing event 

• Support User: User event 

• Support Org: Organization event  

 

 
 

After users have completed step one, they may save the data pipe and bypass data mapping. 

This will obey the default settings which will generate all the events and data. Click 

SaveDataPipe and validate the prompt message: 
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Once the event type has been selected, all the data related to that specific pipe will display. 

Users can then filter out the data by including and excluding source values for import. The 

below image shows data mapping for the Support Ticket event type: 

 

 
 

Save Table Mapping and configuration for the event type: Support Ticket 
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Repeat step two for User and Org Event and update data pipe: 

 
 

Salesforce: Create New Data pipe 
 

1. The first step is to create a new data pipe: 
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Enter the required fields in the new template form to create a new Data Pipe for Salesforce 

cases: 

• Enter name for new Data Pipe 

• Source: Salesforce Cases 

• Type: Data 

 

Click to open PDF for customer setup guide to obtain the below details 

• Username 

• Password 

• Domain URL 

• Client ID 

• Client Secret  

 

 
2. Test the connection: Click the test connection to validate connection and credentials 

are working: 

 

 
Note: User may enable sandbox, a replica of the production environment which allows users to test 

and experiment without it affecting the product or live environment. 
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3. Data Mapping: Source Salesforce Cases event type will only display Case Change 

Event as the only option in the drop-down menu list (this is the only event-type we 

receive from salesforce)  

After selecting “Case Change Event,” the table will populate, and you may continue with 

selecting fields for import, save, and update date pipe: 

 

 

 

 

Workforce Management (WFM) 
Workforce management (WFM) is strategically optimizing employee productivity to ensure 

that all resources are in the right place at the right time. Typically, a workforce management 

strategy includes scheduling, forecasting, skills management, timekeeping and attendance, 

intraday management, and employee empowerment. Complexity increases with the need to 

ensure that customer service supports omnichannel customer engagement. Currently 

SuccessKPI’s WFM supports only Forecasting. For each forecaster there is a predictor which 

runs in the background. It reads all the data and creates a model. SuccessKPI runs these 

models periodically using cron job. When a user generates a new forecast, the most recent 

predictor is picked up in generating the forecast. 

Forecasting  
Forecasting is a projection process to schedule the optimal number of employees to meet the 

contact center's demand. (OR this one- Forecasting is the process of predicting future contact 

volume and the number of agents needed to handle that volume). Forecasting includes Agent 

Forecasting and Traffic Forecasting.  

Agent Forecasting – Managing staff levels is of utmost importance. If there are too few 

agents on any given day, contact center will not have the capacity to offer interactions in a 

reasonable amount of time. However, if there are too many agents, this could lead to resource 
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wastage, if agents are sitting around with no calls to answer, or no people to dial. Agent 

Forecasting helps in finding the right number of agents.  

Traffic Forecasting – Traffic Forecasting is estimating how many interactions are being 

offered on any given day or any given hour. 

To create Forecasts Workforce Planner needs to take three steps-  

1) Creating Service Levels Objectives – Workforce Planner first needs to define desired 

Service Level Objectives to be used in creating Forecast. 

2) Create Forecast Definition – Using previously defined service levels and other 

parameters, workforce planner can create a forecast definition (from which a forecast may be 

further generated). The forecast will be saved in draft status. 

3) Generate the Forecast – Once the forecast definition has been created, workforce planner 

can generate the forecast. 

 

WFM is known as WORK in SuccessKPI portal. It has two major functionalities.  

1) Service Quality 

2) Forecasting 

Both the functionalities are described in detail here. 

 

 

Service Quality  

This functionality is used to define Service Quality Objectives. Service Quality Objective are 

thresholds how the workforce planner wants its service quality to be. Once the Service 

Quality Objective is defined, the user can use it to create a new forecast definition. 

In this space workforce planner can Create/View/Delete Service Quality Objectives. Steps are 

described here.  
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Create New Service Quality Objective  

Workforce planner can/may create new Service Quality Objective by clicking on “create new 

service quality objective” tab in blue: 

 

 
 

Once Workforce Planner clicks “Create New Service Quality Objective,” a new form opens. 
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1.Name Your Service Quality Objective and Description 

• Name – This is the name of the Service Quality Objective. 

• Description – This is the description of the Service Quality Objective. Workforce 

Planner can write some description or leave it blank. 

2.Define Media Type, Service Levels, and Average Speed of Answer 

• Media Type – There are several media types available to choose from the drop-down. 

 
• Set Service level - Service level is the percentage of interactions answered within 

Acceptable Waiting Time (AWT). For most contact centers, the 80/20 rule is 

considered the standard or ideal service level.  In this scenario, 80% of calls get 

answered within 20 seconds which is set as default here. Workforce Planner can 

provide the desired values here. 

 
• Set Average Speed of Answer – Average speed of answer (ASA) refers to the time it 

takes for calls to be answered from the instant a customer is placed in a queue to the 
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moment an agent answers the call. This does not include the time spent routing a 

customer to the appropriate queue, or time spent interacting with an interactive voice 

response system. Average speed of Answer (ASA) does include the time spent while 

the phone is ringing for agents. This is an optional parameter for the workforce 

planners. 

 
 

3. Save Service Quality Objective or Cancel – Once the form is complete, the workforce 

planner can save it or cancel it. 

 

Manage Service Quality Objectives  

Workforce planners can perform view, sort, and search functionalities here.  

 
Search - Search button can be used to retrieve any of the Service Quality Objectives based on 

the keywords in Name, Media Type, Service Level (Numeric %), Average Speed of Answer 

(exact format -00:00:00), Updated Date, and Updated By. 

 

 
 

http://www.successkpi.com/


 

 www.successkpi.com 141 

Clear Filters - workforce planner can use this to clear any of the conditions/filters used to 

retrieve Service Level Objectives under Service Quality, Media type, Service Level, Target 

Answer Time, Average Speed, Forecasts and Updated By. 

Sort - Parameters such as Name, Media Type, Service Level, Avg Speed of Answer, Updated 

Date, Updated By can be sorted in ascending or descending order by clicking on these titles. 

View – Workforce Planners can click on three dots on the right-hand side of any of the 

Service Quality Objectives to use edit/view functionalities. 

 

 
 

 

• View Service Quality Objective Details:  

 

 
 

Forecast 
Once the Service Quality Objective has been created, the next step is to create the Forecast 

Definition. When the workforce planner clicks on forecasting, the screen below opens. 
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Workforce Planner can create new forecasting by clicking on the top right-hand button. This 

will open “Create New Forecast” page  

 

 

 

Create New forecast Definition  

This is generated by providing values here on the Create New Forecast Definition form. 

Workforce planners can choose more than one queue. 

 
Workforce planners will need to provide values for the fields in the form above (Platform, 

CX Centre, Forecast type, and Forecasting Interval except for the Configuration field. 
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1) Configuration – SuccessKPI will configure the parameters below and a few more through 

the backend on the dashboard. Workforce planner will not be able to change these. These are: 

• Platform – Customer’s platform  

• CX Center – Customer’s Center 

• Forecast Type – Short or Long  

• Forecasting Interval – 30 minutes or 15 minutes  

 

 
 

2) Name Your Forecast, Set Start Date and End Date – Here workforce planner can name 

the forecast definition and define the time interval for the forecast to be generated. Also, 

Workforce Planner can write a brief description of it. 

 
• Name – workforce planner needs to provide the Name of the forecast. 

• Start Date – workforce planner needs to provide the start date for the forecast (By 

default it is today’s date). 

• End Date – Workforce planner can provide the end date of forecasting within the 

range (Range is set to be based on how much the predictor can predict). For example, 

if a predictor can predict for a maximum of 15 days, then the start date will be either 

today or any date within a 15-day period. The end date will also be any date within 

the 15-day period. 

• Description – workforce planner can write the description of the forecast if wish so. 

 

3) Define Media type and Service Quality Objective – This helps in finding out how many 

agents are needed to maintain a particular service level objective. Workforce planner can add 

Media type from available options: Voice/Chat/Email/Social  
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Once Workforce Planner adds media type, option to choose or create a new Service Quality 

Objective appears. 

 
 

Optionally, Workforce planner can click on plus option and then Create New Service Quality 

Objective appears. 
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4) Define Staffing Parameters – This helps in defining agent wellbeing such as how many 

agents are expected not to be present every day, what would be the shrinkage or occupancy 

etc.  

• Shrinkage refers to the time for which agents are paid to handle interactions, but they 

are unavailable to do so. Workforce Planner can provide Shrinkage for their 

workforce. This is not considered if no value is provided. 

• Occupancy represents how busy contact center agents are when they are at work. 

Workforce Planners can provide desired occupancy levels. By default, it is 85%. 

 
5) Choose your Queue Filters – Data that SuccessKPI uses comes from the queues shown 

here. Workforce planners can add queues to generate forecasts. More than one queue can be 

added. Time to generate forecast increases with number of queues added. Forecasts are 

generated each per queue. 
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There are few options to add queue filters. 

• Search it for Queues – Workforce Planner can start typing queue name and it will 

appear in the bottom to be chosen if it exists. 

 

 

 

 
 

• Search using Alphabets – Queues can be searched for adding by clicking on 

alphabets. 
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Once Workforce Planner clicks on any alphabet, queues starting with that letter 

appear in the bottom box to be chosen from. 

 

 

• See All – “See All” will show all the queues available to add. 

 

 
 

 

• Filter By Most Frequent Queues – All the queues will appear here in the order of 

most frequently chosen queues. 

 

 
 

• Select from available list – Another way to select queues is to click on queues from 

bottom. Once clicked, these will automatically be added in the “Queues Added” box. 

 
 

 

• Select All – Workforce planners can click on the Select All button and all the queues 

will be added. 
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• Clear All – Clear all will deselect everything from the Queues Added. Alternatively, 

clicking on cross(x) 

 

 
 

 

• Cross - Alternatively, clicking on cross(x) individually will also remove the added 

queues. 

 

 
 

6) Notify me – Workforce Planner can check this box to get notified by email once the 

forecast is generated. Notification will go to the email used to log in into the account. 

 
 

 

7) Save as Draft or Cancel – Any forecast definition first goes into Draft. Workforce 

Planner can save it as a draft upon the completion of “Create new Forecast Definition.” 

Alternatively, it can be cancelled.  
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Once saved, Workforce Planner will get a message that forecast has been created 

successfully. 

 
After creating the forecast definition, the status of the definition moves as shown below. 

Flow Diagram:  

 
 

Manage your Forecasts 

Once the forecast definition has been created, Workforce planner can perform many actions. 

Actions such as view/edit/delete/search/clear/sort/regenerate or publish forecast are 

available in this space. 

 
These actions are described below. 

1)Delete – Delete button can be used to delete one or more Forecasts. By default, delete 

button is disabled. It gets highlighted once the workforce planner selects Forecasts. 
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• Delete One or more Forecasts -Workforce Planner can delete one or more Forecasts 

by selecting the small box to the left of each Forecast name and then clicking on 

Delete button.  

 
 

• Delete All – Workforce Planner can select all the forecasts by clicking the small box 

under Delete and then clicking on Delete button. 

  
2) Search - Search button can be used to retrieve any of the forecasts based on keywords in 

Name/Date/Updated By/Status. 
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3) Clear Filters – Workforce Planner can use this to clear any of the conditions used to 

retrieve forecast under Name/Date/Updated By/Status. 

4) Sort - Parameters such as Name/Date/Updated By/Status can be sorted in ascending or 

descending order by clicking on these titles. 

5) Edit/View/Generate/Delete – Workforce Planner can click on three dots on the right most 

side of any of the forecasts to use edit/view/generate/delete functionalities. Once the forecast 

definition has been saved as a draft, it is available under “Manage Your Forecast” page.  

 

 
There are several actions which a workforce planner can take: 

• View Forecast Definition – This will show all the parameters using which the 

forecast definition was created. 

• Regenerate Forecast – This will generate the forecast data once the definition has 

been saved as draft. It may take anywhere from a few mins to half a day depending on 

the number of queues added and historical data available. 

• Publish Forecast-  

• Edit Forecast Data – 

• Delete – Forecasts can be deleted at any time regardless of their statuses.  

    For different Statuses of the forecasts, below actions are available.  

Status Meaning Actions Available  

Draft  Initial request is saved, 

and forecast is ready 

to be generated. 
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In-

Progress 

Forecast is generating 

(takes longer if more 

queues are selected in 

the definition) 
 

Complete  Forecast generation is 

complete. 

 
 

Published Forecast generation 

has been published 

 
 

 

 

6) View Forecast Data – Generated forecast data can be viewed by clicking on the forecast 

name. 

 

 
Once the Workforce planner selects the preferred forecast, it will take you to the Forecast 

dashboard (Aggregate, Grid, Info, and Accuracy):  

 
1. Aggregate: Aggregate tab helps visualize the forecast data in a chart. The user can pick 

any of the metrics from the drop down on the Left Axis and Right axis. Also, users can pick 

different chart types. 
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Filter - There is an option to filter the values on the right-hand side. It gives user 

visualization by including or excluding different parameters and their values. Also, data can 

be viewed per queue. Any changes made here will also be reflected in the Grid tab. 

 

• Quantile – User can choose quantile to adjust the data visualization. Available 

values are p10, p50 and p90. 

Quantiles are an advanced tool that users can use in forecasts. They are used for 

areas of data that show uncertainty. In forecasts, quantiles help to address the 

uncertainty in forecasted values. Quantiles define a prediction interval within 

which the actual value is likely to fall with a given probability (P).  

o P10 (0.1) - The true value is expected to be lower than the predicted value 

10% of the time. 

o P50 (0.5) - The true value is expected to be lower than the predicted value 

50% of the time. This is also known as the median forecast. 

o P90 (0.9) - The true value is expected to be lower than the predicted value 

90% of the time. 

Users can use the lower quantile, in instances where the cost of over-forecasting 

outweighs the cost of under-forecasting. For example, there are high costs related 

to overproduction, or too much stock. A manufacturer has a high cost of capital, 

and a contact center whose objection is to save on labor costs. 

The upper quantile can be used in cases where the cost of under-forecasting 

outweighs the cost of over-forecasting. For example, a retail unit has sufficient 

inventory space. The loss in sales due to being understocked outweighs the cost of 

being overstocked. It is useful to forecast at a higher quantile.  

A P50 quantile indicates the true value is expected to be lower than the forecasted 

value 50% of the time. This provides a balance between the concerns of over-

forecasting and under-forecasting. 

• Media Type – Media type can be selected or deselected. Data will change 

accordingly. 

• Queue – All the queues which were added in the forecast definition will be shown 

here. User can select any one of these to visualize the data. 

• Interval  

2. Grid: User can see the forecasted data by choosing different metrics. User can choose one 

or all the metrics from the dropdown. Data will be shown below. It can be collapsed date 

wise and can be scrolled down till the end of the data. 
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The filter function on the right-hand side has the same functionality as it has on the 

Aggregate tab. Changes made to the filter on any tab will be reflected on both Aggregate and 

Grid. 

 
 

3. Info: This tab will show the parameters used to create the forecast definition. 

 
 

 

 

 

 

 

 

 

 

Accuracy: This tab allows planners to measure the accuracy levels of our forecasting feature 

by comparing forecast contents with the actual data and displays forecast error percentage 

rate and differences. 

 

Note: Workforce Planners may click on the Filter icon to set up filters to view data in a more 

precise format: 
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Reporting (Frequency Accuracy Report) through 
Analytics:  

Quantile forecasting helps contact centers make more informed choices with respect to the 

uncertainty of traffic that they might encounter vs their business needs. Instead of providing 

only mean forecasts, the forecasting provided in our WFM is based on quantiles i.e., we 

forecast for different quantiles such that customers may be able to choose which quantile 

suits them best for their business goals. 

  

For example: 

• A P10 quantile indicates that the true observed value is expected to be lower than the 

forecasted value 10% of the time.  

• A P90 quantile indicates that the true value is expected to be lower than the forecasted 

value 90% of the time. The difference between the P10 and P90 defines an interval 

range of 80%, also   

known as an 80% confidence interval. 

• In the case of the median, or P50, 50% of the distribution falls on either side of the cut 

point. 

 

The selection of quantiles should align with your business considerations of the relative costs 

for over and under-forecasting. For example, you can use the lower quantile in instances 

where the cost of over-forecasting outweighs the cost of under-forecasting. An upper quantile 

can be used in cases where the cost of under-forecasting outweighs the cost of over-

forecasting. A P50 quantile indicates the true value is expected to be lower than the 

forecasted value 50% of the time. This provides a balance between the concerns of over-

forecasting and under-forecasting.  

 

From the homepage, workforce planner will click on Analytics tab 
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From the right panel, click on reports library  

 

 
 

 

 

Click on Datasets 
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Click on SKPI WFM folder  

 
 

 

 

 

 

 

 

Select Forecast Accuracy Report  
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Here you can select start and end date. This will show all the available forecasts which were 

generated between the selected dates: After the dates have been selected, click “Run Dossier” 

 

 
 

Forecast Accuracy Report: 
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Filters on left panel Displays: 

• Name of the Forecast  

• Displays Media type: By Default (voice) 

• Display Queues: All: data for all the available queues will be displayed in this report. 

Agents can make exceptions and select a specific queue.  

• Target Timestamp: Time Duration of which you want to see the data. 

Agent can use the filters on top panel to see Realtime Data (Business Hours, Metric (Y-

axis), Visual Zoom Level, and Quantile  

Here, the time duration is selected for 8:55am-6:15pm: 

 

 
Metric (Y-axis): Two available metrics: Average Handle Time (AHT) and number of  

agents (Offered)  
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Visual Zoom Level: Select from different timestamp levels (date, week, month) 

 

 
 

 
 

 

Blue Lines: you can choose different quantiles (90,80,70,60,50) 

• Here you can see the forecasted value for quantile p50 is 67.79. 
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Orange Line: Shows the actual values of the forecasted parameters (you can choose the 

parameters using the metric selection) 

 

• Here you can see the actual value for quantile p50 is 167.80. 

 

Actual value for p50 for the selected time interval 8:55AM-6:15PM on (12/1/2022) is:  167.80 

Forecasted value for the selected time interval 8:55AM-6:15PM on (12/1/2022) is: 67.79. 

Formula to calculate Error Rate:   

 

difference = absolute value of (actual value-forecast value) 

167.80 – 67.79 = 100.1 

 

error rate = (difference/actual value) *100 

100.1/167.80*100 = 59.65 error rate 

 

 

 

Real-time Agent Empower   
Real-Time Agent Empower is an innovative solution that can monitor customer calls as they 

happen and identify opportunities to guide interactions and handle calls more effectively.  
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The solution provides real-time coaching and guidance with actionable suggestions for 

agents, tracks customer sentiment to trigger alerts and suggestions in the moment to agents or 

supervisors and streamlines wrap-ups with automated call summary and the end of every call. 

 

PlayBook Builder for Real-time Agent Empower 

 

The following components will be required to build the playbook for Real-time Agent 

Empower  

• Topics 

• Actions 

• Playbook 

 

1. Create a Topic: 

 

 
 

Topics can be tagged for Real-time Agent Empower or for Speech and Text analytics 

(Historical) or All.  

• Agents can enable the Historical option if they intend to use the topic for speech and 

text. 

• Enabling the All option will allow the topic to be detected for agent interaction in 

real-time and historical.  
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Detection Time allows the user to configure for every topic used in Real-time Agent 

Empower and provide ability to support start and range detection times for Topic detection 

and playbook invocation.  

  

Range can detect the topic within a detection time range. Ranges are defined as: Start time in 

mins, secs and end time in mins, secs. An example would be: Detect Topic “Credit Card” in 

the range between 2 minutes and10 seconds from the start of the call to 5 minutes and 15 

seconds (this is the end time of the detection range) into the call.  

 

Note: If the call does not last until the configured start time of the detection range, the topic 

will not be detected. If the call does not last until the configured end time, the topic is eligible 

for detection only until the call ends. 
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The “First” option supports the ability to detect a topic starting from a defined detection time 

only. An example would be: Detect Topic “Credit Card” from: 2 mins, 10 secs from the start 

of the call. If the call does not last until the configured start time, this topic shall not be 

detected. 

 

Here, a topic is created for a shipping quote request: 

 

Topic Name: Shipping Quote Request.  

Description: Topic to detect requests for a shipping quote 

Channel: Specific to customer only  

Media Types: Specific to voice only  

 
 

2. Create Action 

 

Now you will create an action. Write the name and description of the action. 
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Note: (for more understanding on configuring SMS and email, please refer to the relevant 

sections in the user guide) 

 

Actions for Real-time Agent Empower include: 

• Send an Email 

• Send an SMS message. 

• Send a Guidance Script 

 

 
 

Guidance Script 
Scripts are activated to help agents successfully through addressing the customer’s needs. 

The option provides screen flow and text to the agent’s computer to guide agents through call 

interactions.  

You will need to fill out the mandatory fields for the selected action: 

• Title:  

• Description: 

• Steps 

 

http://www.successkpi.com/


 

 www.successkpi.com 166 

  
 

Here, I have selected to send a guidance script which will get invoked whenever a 

customer asks for a shipping quote.   

 

The Steps are shown on the agent’s screen to help the agent collect for providing a quote 

to the customer:   

 

 
 

The Preview button allows the guidance script designer to see what will be shown on the 

agent screen: 
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3. Create a Playbook  

 

You will need to specify that the Playbook is for Real-time Agent Empower. Enabling this 

option will allow the playbook to be invoked for live agent interactions in Real-time: 

 
 If, Real-time Agent Empower is enabled: 

• Filter option will not be visible.  

• Only Topic and Sentiments will be available under conditions. 
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User can enable the Historical option if they intend to use the play for speech and text; If 

enabled, then the drop down will display all actions except guidance script: 

• Once Historical has been selected upon playbook creation, user cannot make any 

modifications. You will need to delete/ create another playbook 
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You can select any number of conditions that will allow you to identify the conversations you 

want the AI engines which run playbooks. You can select either topic or sentiment (Figure 

A). You can define the condition to “equals/not equals” (Figure B) and then select a value of 

the topic created from the drop-down menu: 

 

 

 

 

Figure A: 

 

 
 

Figure B: 
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Sentiments can be based upon customer or agent (Figure C) and can equal/not equal to 

positive, neutral, or negative (Figure D): 

 

Figure C: 

 
 

 

Figure D: 

 
 

Here, a playbook is created for “Shipping Quote Guidance” associated with guidance script 

action type. Agents may select a sentiment with a topic also.  

 

 

http://www.successkpi.com/


 

 www.successkpi.com 171 

 

Once you have created the playbook you will need to make sure that the specific playbook 

and topic is enabled for it to link with Real-time Agent Empower: 

 

 

 

 

 

 

 

 

 

 

 

 

 

Enable Playbook: 

 

 
 

 

Enable Topic: 

 

http://www.successkpi.com/


 

 www.successkpi.com 172 

MultiChoice Guidance Script: 
Multichoice guidance script is a more advanced guidance script where the guidance may be 

provided to the agent based on different paths that may be taken on an interaction which 

could be based on different inputs from different customers. This allows more flexibility in 

providing the right guidance to the agent to cater to different scenarios that may come up 

during an interaction with a customer.  

 

 

 

 

 

For example: 

One use case can be that a customer is experiencing card problems. First, the following 

components will be required to build the playbook:  

• Topics  

• Actions  

• Playbook  

 

 

Step 1: Create a Topic 

 

Here a topic is created for card problem: 

 

 
Step 2: Create an Action for Guidance Script  

• Under Script type select: Send a Multichoice Guidance Script  
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Step 3: Design a multichoice guidance script 

A Multichoice guidance script consists of one or more “mini guidance scripts” or “guidance 

scriptlets” that connect to each other via the “steps” in these mini scripts or scriptlets.  

 

• Title is the title of the scriptlet. It can be chosen to indicate what the scriptlet does. 

 

• Script Cue is what the agent is expected to say or do to elicit a response or some 

output. This could be something the agent asks the customer or could be a step which 

they execute so that they can get some information from an external system. The 

response or output, once obtained, can show them what path to take next. 

 

• Options are the paths that an agent might take based on the response or output from 

the script cue. Options can also be thought of as steps in a scriplet. 

 

• The Add Script option can be used to create additional steps for the scriptlet 
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Here, the first step for the script cue has been created:  

  

Note: Here is where you will be creating scriptlets and for each scriptlet multiple options will 
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be created. Managers should create all the scriptlets (as shown in step 3) needed for the whole 

guidance script. In the "script mapping" page these will be linked up.  

 

Step 4: Go to Script Mapping, this allows you to correlate the options and script title.  

 
For example, if you were to select the credit card option, it should take you directly to the 

“credit card 

 

 
Likewise, if the debit card option is to be selected, it should take the agent to the “handle 

debit card” script (also created under step3). 

 
Step 4: Preview  

This feature will allow the manager to see exactly how the agent experience will be on the 

agent empower panel. 

 
Preview for Script 1: When the customer calls saying they are experiencing a problem with 

their card, this will be the first screen that appears on the agent’s guidance panel. The agent 

will read this script to the Customer: 
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In the Preview screen, the agent can also view the path that they have navigated through by 

simply clicking on the displayed sections: 

 
Step 4: Create a Playbook  

You will need to specify that the Playbook is for Real-time Agent Empower. Enabling this 

option will allow the playbook to be invoked for live agent interactions in Real-time: 

 

• Here, a playbook is created for “Card Problem” associated with the multistep 

guidance action type created by agent in step 2: 
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Multichoice Guidance Script in Agent Assist Portal 
Below image shows an interaction between a customer and agent. The customer has called in 

for a credit card problem: 
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Once the customer informs the agent about having a problem with their card. Agent can go in 

the Assist Me tab to read out the first script and proceed: 

 
 

Here, the customer has responded that they are experiencing problems with their credit card:  
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Once, the Agent selects the credit card option from the displayed options the next script will 

appear on screen: 

 
 

Here, in the Transcription you can see the customer has responded by saying the card has 

been expired: 
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The Agent will then select the expired card option on the screen and proceed to the next step. 
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Note: If the option is disabled and in Gray, it will indicate that there are no more paths 

beyond this.  

Here, the customer has verified that the address on file is correct, marking the end of the call 

interaction.  

 
 

 

 

 

 
 

 

 

 

 

 

Genesys Integration- Agent Assist Portal 
This section talks about the integration of Real-time Agent Empower with the Genesys agent 

workspace. This is where the agent can see suggestions and next best action recommended to 

them in Real-time while handling an interaction. 
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 The agent will need to sign into the Genesys Cloud for Real-time Agent Empower: 

 

 
Here you have logged in as an Agent. On the top left corner, Agent will need to turn the 

toggle switch “on” for Queue to receive calls: 

 

 
 

You will see the incoming call on the top left corner of the screen. You can either answer or 

decline the call: 
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Agents will need to click on SuccessKPI’s Real-time Agent Empower Icon: 

 
 

When the agent receives the call for the first time after activation, they can login using their 

SuccessKPI credentials: 
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Once signed in, you will be taken to the Real-time Agent panel screen: 

 

• Assist Me 

• Transcription 

• Topic 
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Transcription  

The image below shows a start to end conversation transcription between the Customer and 

Agent. A customer has called in asking for a shipping quote request.  

The transcription also provides a positive or negative sentiment associated to agent or 

customer dialogue. 

 
The customer has stated that the quote provided was “very expensive” which shows up as a 

negative sentiment shown at the lower panel: 

 
 

Topics: 
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The Topics tab will include key phrases that were detected during the call. Users may 

configure as many topics as they want. 

Here you will see that “shipping quote request” and “empathy” were the detected topics from 

this call interaction: 

 

 

 

Assist Me 

Based on the topic detected, The Assist Me tab will provide the agents with a guidance script 

or suggested steps to help the agent. 

Based on the shipping quote request interaction, the guidance script has provided the 

following three steps: 

 
 

Agents may disconnect the call by clicking the End Call option:  
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Call Summary:  

Once the call is disconnected either by the agent or the customer, the agent can return to the 

SuccessKPI icon to get a summary detail of the call. The call summary includes:  

• Call ID: automatically generated ID associated with call. 

• Call Start Time: Local Time of Agent 

• Call End Time: disconnect call time. 

• Caller Phone Number: Customer phone number  

• DNIS: the number to which the agent called. 

• Topics that were identified from the call.  

 

 
 

• Call Statistics: Sentiment fluctuation statistics indicated that the agent sentiment 

started from being neutral, turned positive and then became negative. The caller's 

sentiment started negative but then moved upwards during the call. 
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Call Wrap Up: 

Agents will need to wrap up the call for it to end completely. Click on the Wrap-up Call Icon.  

 
 

Agent then needs to click on break and done. In addition, agents can choose a disposition 

code and write wrap up notes with help from the summary provided by Real-time Agent 

Empower.  
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In conclusion, the above are steps and examples of this was an example of how Real-time 

Agent Empower can help agents be more effective by suggesting next best actions in action 

on the agent workspace. 

 

Outbound Calls  

Outbound calls that are made on behalf of selected queues in Genesys are the ones for which 

Real-Time Agent Empower is available.  

 

Here, the Agent will need to manually enter the Queue name. Once the preferred Queue has 

been selected the Agent can then open the dialpad: 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

Here, the queue “Support” has been defined: 
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Note: If the queue field is not specified then the SuccessKPI icon will not appear. Outbound 

calls must be made from the interaction icon. 

 

 

From the Dialpad, the Agent can now make the outbound calls:  

 

 
 

Once the call has been connected, the Agent may log into SuccessKPI and proceed with the 

interaction using the Agent Panel.  
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Other Integrations- Agent Assist Portal 
 

LiveVox Integration 
 

This section talks about the integration of Real-time Agent Empower with the Genesys agent  
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workspace. This is where the agent can see suggestions and next best action recommended to 

them in Real-time while handling an interaction.  

The agent will need to sign into the LiveVox for Real-time Agent Empower:  

 

 
 

When the agent receives the call for the first time, they can login using their SuccessKPI 

credentials: 

 

 
 

Once signed in, the Agent will be taken to the Real-time Agent panel screen. Here the 

customer can see suggested steps, transcript, topics detected during the call. 
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Assist Me: Suggested Steps  

 
 

 

 

 

 

 

 

 

Transcription:  

 
 

Topics Detected: 
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Note: call summary will only display once the agent wraps up/ disconnects the call for 

LiveVox.  

 

 

 

 

 

Call Summary Details:  

 
 

Chrome Extension 

The chrome extension will be an icon on the browser which will open a popup window to the 

Agent Assist Panel. This will allow agents to be able to use the Agent Asist Panel while 
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viewing other tabs or apps.  The extension can be activated in minutes and equip the agent 

with insights and actions needed to provide a great customer experience. 

 

 

First, download the chrome extension by using the link provided by SuccessKPI during 

customer onboarding. From the link, click Add to Chrome: 

  

   

Click on Add Extension: 

 

  

  

  

Once you have added the extension, the Agent Assist Login window will appear on the top 

right.   
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This will allow agents with a more unified view of the Agent Assist Panel as the they switch 

between one window to another. Agents can maximize, minimize, and resize the window 

based on usability.   

  

For example, in this image, the agent can navigate through SuccessKPI and view Agent 

Assist Panel during the call interaction.   
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Notifications in Chrome Extension 

Notifications are available to notify the agent that something important has happened in the 

Agent Assist Portal. If the Agent has moved to another tab or even another app, a notification 

will let the agent know when a new topic or guidance has been detected, when transcription 

has started, and when the call has disconnected. The following snapshots show the details of 

how notifications appear.  

 

 

 

 

 

 

 

 

 

New Guidance Detected 

 
 

Transcription 
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Topic Detected 

 
 

Call Disconnected  
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Note: Notifications will not appear if you are in the Agent Assist Portal, inside the Assist Me, 

Transcription, or Topic tab. They notifications will only alert the agent when they are 

viewing other tabs or apps. 

 

Reporting Capabilities  
Real-time reporting enables users to access historical reports at any time. Agent Empower 

can push historical data from agent assist into the reporting framework. This data includes 

what playbooks, topics, and actions have been detected during the interaction. The analytics 

view allows users to view and filter data from interactions, interact with the data to 

manipulate values and conduct various analyses.  

 

To access these reports, you will need to go under the Analytics tab from the SuccessKPI 

homepage. From there, click on Reports library to access the Real Time Agent Empower 

folder: 
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There are three available dashboards in this folder: Real-Time Agent Empower Playbook 

Analysis, Real-Time Agent Empower Playbook and Topic Statistics, and Real-Time 

Agent Empower Search by Topics & Phrases:

 
 Real-Time Agent Empower Playbook Analysis 

http://www.successkpi.com/


 

 www.successkpi.com 201 

Here you can select start and end date. This will show all the available Playbooks to Actions 

invoked between the selected dates: After the dates have been selected, click “Run Dossier”: 

 
 

 

 

 

The first dashboard displays playbooks related to topics, actions, and corresponding 

interactions 

 
The Playbook to Action Invokes chart displays playbook and the actions invoked. When the 

user clicks on the Playbook or action, a filtered graphical view will display on the right to 

show the number of interactions and actions invoked in the playbooks  
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The image below shows there were 14 interactions made for the playbook name “AA Email 

Testing” (bar graph in blue) and 17 actions were invoked per playbook (bar graph in orange):  

 

 
 

 

 

 

The table below is a list view of the corresponding interaction. These details include 

conversation ID, Data, Action Type, Media Type, Playbook name, and the number of actions 

invoked: 

 
 

Real-Time Agent Empower Playbook and Topic Statistics  

The second Dashboard includes Playbook and Topic Statistics along with key phrases and 

interaction details associated with the playbook: 
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The Drill-down from Interaction ID to Topic & Keyphrases : User can select the preferred 

playbook to see which conversation IDS, topic names that led to the playbook being invoked, 

keyphrases, action type, and number of actions invoked for the selected playbook:   

 
 

The Drill-down to Interaction Details are filtered by Date, Queue Name, Media Type, Talk 

Time, Wait Time, Hold Time, and Handle Time. Select “Show” from the Interaction Details 

column to view details of the interaction:  
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Interaction Details will open the conversation in the interaction player view and users can 

listen to recording of the interaction and she where the topics were detected in the call: 

 
 

Real-Time Agent Empower Search by Topics & Phrases 

The third dashboard allows the users to search by topics and keyphrase. User may click the 

topic name and see the keyphrases for that topic along with all the interactions in which the 

topic was used: 
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