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UNIVERGE BLUE ENGAGE EVALUATOR 
FREQUENTLY ASKED QUESTIONS (FAQS) 

WHY SHOULD I CARE ABOUT THIS NEW 
UNIVERGE BLUE ENGAGE EVALUATOR RELEASE? 
The new ENGAGE Evaluator enables your admins and 
managers to monitor frontline users’ performance in our 
newly redesigned user interface,  which includes a set of 
new capabilities, such as Sentiment Analysis, integrated 
audio playback with transcriptions, inline annotations and 
classification insights. With the new ENGAGE Evaluator  
tool, admins and managers can identify which agents need 
more training, coaching moments, and can act on the 
conversation instantly to improve their overall customer 
satisfaction goals.

HOW WOULD I BENEFIT FROM THE NEW 
ENGAGE EVALUATOR TOOL?
The new ENGAGE Evaluator will provide your team with a 
more robust and streamlined evaluation tool to improve their 
customer service experience. More specifically, you are an ideal 
candidate for this new ENGAGE Evaluator tool if you have:

 A need to track and provide feedback on frontline user 
performance

 A need to gain knowledge about employee engagement and 
motivation levels

 A need to ensure compliance to make sure that all standards 
and regulations are met

 Budget set aside to implement artificial intelligence within 
the business

HOW DOES NEC’S UNIVERGE BLUE ENGAGE 
EVALUATOR TOOL COMPARE TO OTHER 
CONTACT CENTERS?
ENGAGE Evaluator is one of the very few evaluation tools that 
offers a strong link between your supervisors/management 
team, frontline users, and customers. With the newly 
redesigned user interface, it is easier than ever before to inquire 
and learn about your customer service experiences, patterns, 
and behaviors to provide frontline users with the proper 
training or coaching moments they need to succeed.  
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Plus, the ENGAGE Evaluator tool is supported by NEC’s 
UNIVERGE BLUE ENGAGE which offers you unparalleled 
support and service.

HOW DO I LEARN MORE ABOUT IT?
Check out our demo video to learn more: 
https://www.youtube.com/watch?v=4HMbLBqcThc

HOW MUCH DOES IT COST?
There are no new costs associated with the new version of  
the ENGAGE Evaluator tool. However, customers must:
 Have an ENGAGE COMPLETE license or, if they are using 
ENGAGE ADVANCED, have added it as a monthly add-on  
(per concurrent user)

 Have AI-powered Interaction Analytics enabled to search 
conversations by sentiment. Recorded conversations 
will have a sentiment tag if they came from a queue with 
Interaction Analytics enabled. If the feature has not been 
enabled, the conversation will not have a sentiment tag

DO I NEED TO ACTIVATE THE NEW ENGAGE 
EVALUATOR TOOL?
No, the old ENGAGE Evaluator will phase out and the new 
interface and additional features will push out automatically. 

HOW DOES THE NEW ENGAGE EVALUATOR 
TOOL WORK?
The new ENGAGE Evaluator helps supervisors and the 
management team evaluate a call between frontline users and 
customers faster than ever before and with ease to improve 
customer service levels. Its purpose is to let supervisors and 
the management team see how frontline users interact with 
customers and determine whether the interactions are being 
delivered in the manner you want, according to company 
procedures. To do this, supervisors or admins can:

Search for Recordings to Evaluate
 Admins can search for voice recordings to evaluate through 
the voice recording search page

 Sentiment tags are displayed on all recordings from queues 
that have transcription analysis enabled

 Supervisors can search by sentiment or other  
search criteria

Then supervisors can start an evaluation and review the 
interaction:
 Supervisors can review pending evaluations, start new ones 
based on voice recordings, or begin an external evaluation 
(i.e., evaluating an employee based on activity done outside 
of the contact center)

 They can now access audio playback and simultaneously 
read the transcription (with defined speakers) on the 
evaluation page

Now they can rate, collaborate, and improve performance:
 Supervisors rate frontline users with templated 
questionnaires which can include yes/no responses,  
scale ratings, multi-select options, bonus/partial points, 
auto-pass/fail, and comments

 They can also provide annotations within the transcription to 
communicate important notes or feedback to the frontline user.

 Supervisors can mark the evaluation as complete or send the 
evaluation out for frontline users to review and acknowledge

HOW DO I ACCESS THE NEW ENGAGE 
EVALUATOR TOOL?
1. Log in to the Admin Portal per usual
2. Navigate to Analysis > Evaluator
3. The ENGAGE Evaluator page opens in a new tab
The Evaluations tab displays all evaluations that have been 
done, whether they are completed or in progress.

WHAT ARE THE NEW FEATURES WITHIN THE 
NEW ENGAGE EVALUATOR TOOL?
 Sentiment Analysis: Use AI to quickly identify and evaluate 
the conversations that matter most to your supervisors and 
admins based on sentiment scores of recorded interactions 
or transcribed conversations

 Audio playback with transcriptions: Admins and managers 
can now simultaneously listen to the call recording and  
view the transcription of a conversation in the ENGAGE 
Evaluator suite 

 Annotations: Add time-stamped comments for frontline 
users within the transcription to help them focus and learn 
from the important parts of the interaction

 Important: The Annotations feature is available as long as 
there is a recording, even if there is no transcription
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 Consolidated Tabs: External Evaluations can now be created 
on the Evaluations tab so supervisors can evaluate any 
activity a frontline user may do outside of the contact center 
on the same tab they use to evaluate recorded customer 
interactions.

WHAT TYPES OF CALLS CAN BE EVALUATED?
 Inbound: Incoming calls from new and existing customers 
 Outbound: Outgoing calls about products or services to 
potential and existing customers

Supervisors can also evaluate any employee activity performed 
outside the contact center (e.g., a receptionist greeting onsite 
visitors) using the External Evaluation feature.

HOW DO WE CREATE EXTERNAL EVALUATIONS?
To create an external evaluation, press the “Create external 
evaluation” button on the top right corner of the Evaluations 
tab. An empty Create external evaluation dialog box appears.
From here, fill out/select the following boxes:

 Evaluation on: Enter a name for the source on which the 
evaluation will be based

 From: Enter the date on which the evaluation is created
 Description (optional): Enter a description of what the 
evaluation is about

 Source: Enter a link or a path to the file of the source (while 
external links are supported, you cannot upload a file)

 Evaluation for: Choose whether you are evaluating an 
“Agent” or “Other”, and then choose or type who or what  
you are evaluating

 Evaluation template: Choose the template you will apply to 
the evaluation

Then, press Start when done and then proceed with the  
new evaluation.

ARE THERE ANY OTHER TYPES OF USER 
INFORMATION THAT CAN BE OBTAINED FROM 
EACH EVALUATION?
Yes, additional information from evaluations are below:
 Which agent(s) handled the call
 Additional Custom Classifications:

 • Client type
 • Subject
 • Sub subject
 • Details 
 • Resolution

CAN MORE THAN ONE AGENT HANDLE A CALL, 
AND CAN WE EVALUATE THEM INDIVIDUALLY?
Yes, multiple agents can handle a single call and you can 
evaluate each agent per call. 

WHAT IS THE MAXIMUM NUMBER OF 
EVALUATIONS PER CALL/RECORDING?
There is no limit to the number of evaluations for each call/
recording. This allows multiple supervisors to provide feedback 
on an interaction.

WHAT IS COLLABORATION AND ACKNOW-
LEDGEMENT AND DID THIS PROCESS CHANGE? 
A collaboration is a process that involves the active 
participation of an Evaluator and the Agent being evaluated 
and this process did not change. Through this process, all 
participants can communicate via comments left on any or all 
the questions in the evaluation. Moreover, after the evaluation 
is complete, the Agent being evaluated can acknowledge the 
evaluation and either agree or disagree with the final evaluation 
results.
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