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Introduction  

For contact centers today information is more available than ever: calls, e-mail, web chat, and other 

customer interactions can be monitored minute-by-minute and individual agentsô every action tracked.  

Traditional reporting and analytics packages seek to turn this torrent of raw information into knowledge on 

which a company can act to improve its operations, enhance whatôs working, and change what isnôt. Itôs 

clear: Reporting and analytics are critical elements of any successful contact center operation today. This 

is true whether you are selling or supporting a product or service, or collecting funds. But thereôs more. The 

ñobjectiveò data traditionally available to contact center reporting packagesðcall length, number of calls, 

call outcomes etc.ðjust canôt cut deep enough to give a clear picture of the true performance of your 

agents. Average call length tells you nothing about customer satisfactionðyour slowest agents might be 

among your best if they are taking advantage of up-sell opportunities or handling the toughest customers. 

This kind of critical knowledge, this 

Business Intelligence, can only be 

gained through the kind of subjective 

data produced by CenterPlus . With 

CenterPlus, reviewers are able to 

analyze calls and score them in 

categories important to your 

organization. Are agents sticking to the 

script? Do they have the ability to handle 

a customerôs questions? You find this 

out, and much more, with CenterPlus. 

But often, just finding out isnôt enough. 

Data not organized for easy, at-a-glance 

analysis is more of a burden than the 

valuable resource it should be. Business Intelligence has to be smart. It needs to get under the surface, 

beyond raw numbers and facts, to the heart of the factors responsible for an organizationôs performance, 

illuminating important trends or trouble spots. And to get the most from your Business Intelligence, the 

information should be accessible to every level of a contact centerôs organization, from the agent dealing 

directly with customers, to top executives overseeing a number of centers worldwide. Organizing large 

amounts of information into formats useful to every member of an organization can be as great a challenge 

as collecting it in the first place; itôs costly and can require highly trained developers working with complex 

reporting tools. 

Enter Portfolio . Portfolio revolutionizes report generation and distribution with incredible new power and 

flexibility: Interactive report cards and telephony reports let your agents know how theyôre performing; team 

and campaign reports provide a broader picture; trending reports let you see in what direction your 

Portfolio takes you beyond the ñobjectiveò data 
available in traditional reporting packages to achieve 

true Business Intelligence 
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organization is heading. Portfolioôs standard development platform enables anyone to write and run these 

powerful reports, with no special training required. Need custom reports? Users can import their own via 

Crystal Reports. And Portfolio offers more than great reports: Its task management features let 

administrators set up reports to be run and distributed at a given time, automatically, and Portfolioôs 

Security Configurator makes sure people have access only to the information they need. 

With Portfolio reports at your fingertips, information critical to getting the most from your agents, scripts, 

and processes is presented in a format that is easy to understand and use. This document introduces you 

to Portfolio and the ways in which it can help unlock your business intelligence potential effectively and 

inexpensively. This document also describes each of the 100+ different reports and templates that are 

available in Portfolio. 

Portfolio Overview : Main window components  

Portfolio Clientôs main window offers many different methods for accessing information. The screen real 

estate is efficiently used, providing you the ability to add or remove components based on your needs. The 

main window contains these parts: menu, toolbar, sidebar, navigation tree, and data area.  

 

The data area is where a selected report is displayed and also where other, multiple windows open, such 

as the Tasks window. The toolbar, sidebar, and navigation tree are optional components that you can 

choose to display or hide. Changes made to your main window are remembered by Portfolio Client each 

time you log into it. 

Menu 

Data Area 

Navigation Tree 

Sidebar 
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Report distribution  

Portfolio includes a number of features which automate tasks such as eȤmailing and printing reports.  By 

creating a report task, you can schedule Portfolio to complete any of these operations automatically on a 

regular recurring schedule, or just once.  Report tasks are especially useful for creating and sending 

reports that employees need on a regular basisðsuch as a weekly sales report that is updated and 

distributed to the executive team via email every Monday morning. 

Security Configurator  

The Portfolio Security Configurator is the main administration tool for Portfolio and is used for adding, 

managing, and removing user and group permissions. The Portfolio administrator has full control of who 

can access certain reports and what they can do with them (save, print, delete or send, for example).  The 

Security Configurator uses groups, users, and permissions to allow you to manage report access on a 

granular basis. Below is a comprehensive list of all the permissions that can be assigned to groups: 

Å Can place to shared foldersðWhen setting up a task or viewing a report, users can choose the option 

that saves reports to a shared folder.  

Å Can create personal reports for Portfolio UsersðWhen choosing the delivery settings for a task, users 

with this permission can choose to send reports to Portfolio users only.  

Å Can send report to any E-mailðUsers can set up a task to send reports to any eȤmail address -- even 

those outside of the company. 

Å Can send report to domain E-mailsðUsers can set up a task to send reports to only eȤmail addresses 

currently on the company domain 

Å Can send report to Portfolio Users E-mailsðUsers can set up a task to send reports to only eȤmail 

addresses set up in Portfolio.  

Å Can print reportsðUsers can set up a task to print reports.  

Å Allow modifying report logoðUsers can modify the logo when setting the report parameters. 

The permissions available for report categories are listed below. The permissions are arranged in order of 

importance. Selecting a permission higher on the list automatically selects the less important permissions 

below it.  

Å DeleteðCan delete this category. A category can only be deleted if it is empty of all subȤcategories and 

reports.  

Å ChangeðCan edit the category items, such as category name, parent category, and comments.  

Å ImportðCan import new reports into this category.  

Å CreateðCan create a new category.  

Å ReadðCan run all reports in this category and view the results. 

A different set of permissions for specific reports can also be set for delete/change/read access. 
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Creating Reports  

Portfolioôs pre-configured templates enable you to create custom management reports. These reports are 

typically focused on agent performance, evaluator performance, and other performance measures, such 

as business intelligence collected that needs to be passed on to other departments within your enterprise. 

The templates in Portfolio Client enable users to configure a report with consistent settings. The user can 

create as many reports as needed from the same template, selecting different names and settings for each 

report. Below are some examples of reports that can be created from these templates and the business 

use they serve:  

Å Business intelligence that pertains to the marketing department must be sent to the marketing director 

each Wednesday for the previous week. Select the Business Intelligence Results template and create a 

report that only lists business intelligence results pertaining to the marketing department for the previous 

week. Then set up a task to deliver this report via eȤmail to the director of marketing every Wednesday 

morning.  

Å To review the productivity for a specific agent on a regular basis, select the Productivity by Agent 

template and create a report to show data for a specific agent. This report can be run at any time or it can 

be set up to be delivered on a regular basis.  

Å The Director of Sales is interested in reviewing the sales results for all company sites on a monthly basis. 

Select the Sales Results by Site template and choose an implicit date range to report results from the 

previous month. Then set up a task to deliver this report on the first day of each month. 

Portfolio Licensing and Reports Descriptions  

There are no licensing restrictions for Portfolio Server or Portfolio Clientðall relevant reports are included 

with the purchase of Liberation or Encore.  The client application can be installed on as many workstations 

as you need. The only exception is Liberation Advanced Trending Reports, which are available for an 

additional fee. Here is a summary of the four (4) available sets of reports: 

Liberation Standard Reports  
(39 reports) 

Included with new or updated 
Liberation system 

Helps to assess the success 
of lists, campaigns, and 
agents as tracked in the 
Liberation system 

Liberation Advanced Reports  
(17 reports) 

Optional, additional $4,500 
(suggested retail) 

Identifies trends 

Encore System Reports  
(14 reports) 

Included with each new or updated 
Encore system 

Administer and monitor 
Encore system 

CenterPlus Reports  
(47 reports) 

Included with new or updated 
CenterPlus system 

Analyze agent performance, 
forms usage, and other 
performance indicators 
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Liberation Standard Reports  

All Liberation systems include 39 standard reports that measure performance for agents, campaigns, lists, 

as well as adherence to compliance rules. Below is a listing of the 39 available reports along with a brief 

description for each. For a more in-depth description about the specific variables and fields available with 

each report, please see the Liberation Standard Reports Guide. 

1. Inbound Agent Group Activity 21. Delete List Content 

2. Inbound Campaign Activity 22. Exception List 

3. Inbound Group Activity 23. Exception List Content 

4. Inbound Agent Campaign Activity 24. Filter Activity 

5. Inbound Agent Group Activity 25. Inventory List Content 

6. Inbound Group Activity 26. List Master 

7. Inbound Group Campaign Activity 27. Owned Record 

8. Agent Activity 28. Regulatory Delete List Content 

9. Agent Detail 29. Remaining Campaign Calls 

10. Agent Filter Activity 30. Scheduled Callback 

11. Agent Mapping 31. Scheduled Callback Summary 

12. Agent Team Activity 32. Time Zone Detail 

13. Call Result 33. Unassigned Records 

14. Campaign Activity 34. Unattended Campaign Activity 

15. Campaign API 35. Verification Agent Activity 

16. Campaign Overview 36. Verification Campaign Activity 

17. Campaign Performance 37. Compliance Detail 

18. Campaign Trunk Group Errors 38. Compliance Daily Summary 

19. Client Detail 39. Compliance Date Range Summary 

20. Delete List  

 

1. Inbound Agent Group Activity provides overall productivity statistics per agent that are specific to 

each inbound group. It also includes a performance summary for each agent.  The Inbound Agent Group 

Activity report helps supervisors to evaluate the performance of their agents for each group the agent 

receives calls.  

2. Inbound Campaign Activity displays the overall productivity statistics and a detailed breakdown of 

calling results for any inbound campaign. This report provides a snapshot of campaign activity and helps 

supervisors to focus on core productivity statistics. 
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3. Inbound Group Activity displays statistical data for inbound group activity. This report provides some 

data that is not available on the Inbound Campaign Activity report, such as logged-on time and available 

time as it accrues at the group level. This report helps supervisors assess the productivity of a group. 

4. Integrated Inbound Agent Campaign Activity provides overall productivity statistics and calling 

results for agents per inbound campaign. The Integrated Inbound Agent Campaign Activity shows the 

productivity of an agent in each group for each campaign in which the agent handles calls. 

5. Integrated Inbound Agent Group Activity provides overall productivity statistics per agent that are 

specific to each inbound group. It provides separate reports for each inbound group in which the agent 

received calls and a summary for the agent.  

6. Integrated Inbound Group Activity provides statistical data for the inbound group activity for a group 

of inbound campaigns. It provides some data that is not available at the inbound campaign level, such as 

logged-on time and available time as it accrues at the group level. The Integrated Inbound Group Activity 

report helps supervisors assess the productivity of a group. 

7. Integrated Inbound Group Campaign Activity provides overall productivity statistics and a detailed 

breakdown of calling results for any inbound campaign. The Integrated Inbound Group Campaign Activity 

report helps supervisors assess the productivity of a group for each campaign the group is assigned. 

8. Agent Activity displays individual productivity and performance statistics for selected agents in selected 

campaigns. This report includes: 

Å Agent time distribution describing how much agent time was spent in training, on break, or in another 

unavailable status (instead of being available or taking calls).  

Å Agent performance by listing the number of customer contacts, sales presentations, and sales.  

Å Agent hourly performance metrics by displaying these statistics on a per hour basis to easily compare 

agents.  

The Agent Activity report helps supervisors monitor agent activity and performance over specific time 

periods. It increases the supervisorôs ability to detect performance issues and provide immediate feedback. 

9. Agent Detail displays the permissions of all agents in the system in in relation to key system functions. 

The report is based upon agent profile data, so editing an agentôs profile from within Campaign Manager 

affects the report output directly. If the report indicates any inconsistent or erroneouslyȤapplied 

permissions, the supervisor can edit the agent profile(s) within Campaign Manager. 

10. Agent Filter Activity displays individual productivity and performance statistics for selected agents in 

selected campaign filters. It also shows summary productivity and performance statistics across all 

selected agents and filters in the Agent Filter Activity Report Summary. This report displays individual 

productivity and performance statistics for selected agents in selected campaign filters. This report shows: 

 Å Agent time distribution describing how much agent time was spent in training, on break, or in another 

unavailable status (instead of being available or taking calls).  

Å Agent performance by listing the number of customer contacts, sales presentations, and sales.  

Å Agent hourly performance metrics by displaying these statistics on a per hour basis to easily compare 

agents.  
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The Agent Filter Activity report helps supervisors monitor agent activity and performance over specific time 

periods. It increases the supervisorôs ability to detect performance issues and correct them quickly.   

11. Agent Mapping displays the alternate agent mapping. It shows supervisors which agents own records 

if the owning agent is not available and the system is set to use exclusive ownership. This is helpful when 

agents are on vacation, leave the company, or have not logged into the system for some other reason.   

12. Agent Team Activity displays individual productivity and performance statistics for selected agent 

teams in selected campaigns. It shows summary productivity and performance statistics across all 

selected teams and campaigns in the Agent Team Activity Report Summary section. This report increases 

the ability to detect performance issues and take the appropriate corrective actions.   

13. Call Result displays call result data from the selected inventory list. Records included in the report are 

selected according to the call result code(s) entered by the user. The Call Result Report tracks results for 

particular inventory lists by time and date. This report may be used as an alternative to printing your sales 

list. It can also be used to track call results by agent over a desired date range, helping a supervisor to 

identify trends relating to call disposition for certain agents. It should be noted that call records in this 

report are not summarized by the Call Result Code; instead they are listed and sorted by Call Result Code. 

To summarize this data easily, save the report as a Microsoft Excel file (.xls file extension) and manipulate 

the data in Microsoft Excel. 

14. Campaign Activity displays the overall productivity statistics for any campaign on the system. It helps 

supervisors observe the results of a campaign. With this report, supervisors can determine if productivity 

goals are on track or if it is necessary to make adjustments to reach those goals.   

15. Campaign API displays single line data about the changes made to an inventory table in the 

Campaign API during a specific timeframe. The Campaign API Report helps supervisors to review recent 

changes to the inventory table(s) to verify that the inventory is updated appropriately. 

16. Campaign Overview displays the logged time, the number of calls, and the number of sales for 

campaigns. It shows a quick overview of important campaign statistics. This report helps a supervisor to 

view these important statistics for several campaigns at a glance and can be used instead of the more 

detailed report, Campaign Activity report. The report is also useful when there is a need to see highȤlevel 

statistics for several campaigns at once. 

17. Campaign Performance displays the activity, efficiency, and effectiveness of campaigns. It provides a 

comprehensive view of the campaignôs performance and helps supervisors determine the success level of 

a campaign, whether to adjust agent resourcing, identify performance issues, and more. 

18. Campaign Trunk Group Errors displays dialer errors by campaign, area code, and exchange. It is 

helpful with locating telecom-specific issues within the customer network, specifically when Campaign-

Based Trunk Selection (CBTS) is used.  

19. Client Detail displays client details, including name, address, contact history, and notes. It may be 

used as a customer address book or phone list.  
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20. Delete List displays the name of each delete list in the system, the date it was created, the date it was 

last used, and the number of total records in it. It helps a supervisor track the delete list usage and its age, 

and it helps to determine which lists to purge from the system.  

21. Delete List Content displays the phone numbers from a selected delete list. It provides a hard copy 

list of the phone numbers in a specific delete list for verification purposes.  

22.  Exception List displays the details of each exception list in the system. It tracks the usage and age of 

the exception lists and aids in purging them. Note that individual records contained in each list do not 

appear in this report; to obtain that information, run the Exception List Content report.  

23. Exception List Content displays phone numbers from the selected exception list(s). It is helpful to 

view a hard copy of the phone numbers in certain exception lists for verification purposes.  

24. Filter Activity displays the overall productivity statistics for any campaign filter on the system. After 

reviewing this report, supervisors can determine if adjustments are needed to meet the campaign filterôs 

objectives. 

25. Inventory List Content displays the records in the selected inventory list. The Inventory List Content 

Report can be used to print hard copies of inventory lists for manual dial, archival, verification, or other 

purposes. 

26. List Master displays the statistics for imported data and provides an overview of the import process. 

Supervisors can use it to determine how many records were imported, as well as the number of bad phone 

numbers 

27. Owned Record displays records owned by an agent and helps a supervisor track owned records. 

Combined with the Agent Mapping report, it can be used to ensure all owned records are called when an 

agent leaves the company.  

28. Regulatory Delete List Content displays all records, both local and national on the Regulatory Delete 

List. It is helpful if a hard copy of the list is needed for archival, reference, or verification purposes.   

29. Remaining Campaign Calls displays the number of calling records available to each filter in a 

campaign. It helps supervisors determine when to add records to an existing campaign or when it is time to 

create a new campaign.  

30. Scheduled Callback displays the phone number for scheduled callbacks in the specific inventory 

tables. It is helpful for tracking scheduled callback usage.  

31. Scheduled Callback Summary displays a summary view of owned and unowned records by 

campaign. It is useful for identifying campaigns where scheduled callbacks are not being handled in a 

timely manner. These campaigns may be candidates for Campaign Independent Callback (CICB) and/or 

revised Agent Mapping in order to ensure that there is adequate capacity to handle scheduled callbacks.  
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32. Time Zone Detail provides a breakdown, by time zone, of all records contained in the selected 

campaign(s). It helps determine the best times to call a campaign, based on the number of callable records 

within each time zone.  

33. Unassigned Records provides a count of unassigned records within each filter of the selected 

campaign(s). It helps identify errors in filter structure that are causing callable records to be left untouched. 

If filters are configured correctly, there should be no unassigned records; this report helps to identify issues 

that may cause leads to be missed, thereby allowing a supervisor or administrator to correct the filter 

configuration in a timely manner.  

34. Unattended Campaign Activity provides a summary view of Routed Auto Transfer activity within an 

unattended campaign. It helps to identify potential problems with the Routed Auto Transfer configuration, 

enabling an administrator to correct these issues in a timely manner.  

35. Verification Agent Activity displays individual productivity and performance statistics for selected 

verification agents in selected campaigns. 

36. Verification Campaign Activity displays the overall performance and productivity statistics for the 

selected verification campaign(s). It helps supervisors observe progress on a campaign and the results. 

They can use this information to determine if productivity goals are met and make any necessary 

adjustments in order to reach the objectives.  

37. Compliance Detail displays details for metrics associated with compliance, including abandon rates, 

minimum wait to disconnect, and caller ID information. 

38. Compliance Daily Summary provides automatic tracking of all compliance metrics for each dialed 

call. This report can be run for a specific Campaign and Date criteria, and it can be provided to the FTC to 

prove that the telemarketer is in compliance with all telemarketing regulations, including campaign 

abandonment setting, the minimum wait to disconnect setting, and the status of the pre-disconnect 

announcement and caller ID settings. 

39. Compliance Date Range Summary provides the same information available in the Daily Summary 

while showing the data over a date range specified by the administrator. 
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Liberation Advanced Reports  

17 Liberation Advanced Reports are purchased separately from the Liberation standard report set that is 

included with every Liberation system. The Liberation Advanced Reports include:  

1. Agent Summary by Agent  10. Filter Summary by Filter  

2. Agent Summary by Agent Totals  11. Campaign Average Transaction  

3. Agent Summary by Date  12. Campaign Sales Activity  

4. Campaign Summary by Agent  13. Campaign Sales Transactions  

5. Campaign Summary by Agent 

Details  

14. Campaign Sales Volume  

6. Campaign Summary by Campaign 15. Inbound Summary by Campaign 

7. Campaign Summary by Date  16. List Performance by List Description  

8. Campaign Summary by Filter  17. List Performance by List ID 

9. Filter Summary by Date   

 

1. Agent Summary by Agent analyzes an agentôs performance over time. The trending option for this 

template provides insight into how agents are performing over a period of time, such as during a particular 

time of the year or on a particular day of the week. 

2. Agent Summary by Agent Totals helps you determine your best performers and those who may need 

additional coaching. This report provides more detailed agent information than the Agent Summary by 

Agent Report. In fact, it is highly customizable in that you may select up to 10 columns to view from the 26 

current columns available.  
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If you are using a recorder with your Liberation system, you may also wish to review the calls of your top 

performers in search of best practices. Then you can share these best practices with your team or agents 

who may need additional coaching.  

The trending option for this report provides insight into how agents are performing over a period of time, 

such as during a particular time of the year or on a particular day of the week. 

3. Agent Summary by Date shows agent totals for a single day or for each day in a date range. Use this 

template to determine how a particular agent performed on a specific date or to compare agent 

performance during a specified time period. This may be helpful to view how agents are performing 

immediately after coaching or formal training. It may also be helpful to view how agents are performing at 

certain times during a campaign.  

The trending option for this template provides insight into how agents are performing over a period of time, 

such as during a particular time of the year or on a particular day of the week. 

4. Campaign Summary by Agent shows campaign statistics broken down by agent, helping the user to 

view how agents performed on one or more campaigns. This report helps to highlight agentsô successes 

with certain campaigns and shows where they may need more coaching for other campaigns. 

  

5. Campaign Summary by Agent Details is very similar to the ñCampaign Summary by Agentò report 

except that it shows detailed statistics for how an agent performed on one or more campaigns each day. 

This template shows the agentôs performance for each day in the time period designated, providing a 

history of how the agent performed on one or more campaigns. 
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 6. Campaign Summary by Campaign Performance data is sorted by campaign on this template and 

may also show a time shift, if defined. It is most helpful to evaluate how much time was devoted to a 

campaign, how many contacts were made for it, and other related data. The trending option for this 

template provides insight into how a campaign is performing over a period of time, such as during a 

particular time of the year or on a particular day of the week. 

7. Campaign Summary by Date shows campaign results by date and time shift, if defined, to compare the 

success of one campaign to another. Use the Filter by Campaign option to report results for a specific 

campaign. The trending option for this template provides insight into how a campaign is performing over a 

period of time, such as during a particular time of the year or on a particular day of the week. 

8. Campaign Summary by Filter shows data based on the Liberation campaign and filter. This helps 

users to view results from a filtered call set within a campaign. As an example, a collections agency may 

set up a campaign with two filters: Over 30 Days and Over 60 Days. With these filters, agents can handle 

each call uniquely and then generate this report to view the results of those filtered campaigns (also 

considered subsets from within a campaign). 

9. Filter Summary by Date shows how Liberation filters are performing on a daily basis. Since the filters 

can be used with many campaigns, this report does not list the campaign associations. Up to 10 columns 

of the 26 available columns in the TDIReport database can be selected to print on this report. 


