A unigue agent evaluation and co
system that is integrated with the
recorder to provide contact centr:

value for money and easy to u
guality monitoring




Page 1 of 6

3 \Why Quality Monitoring

Business Issues

Contact centres strive to build a highly competent agent workforce that can build customer loyalty, deliver an excel-
|l ent customer experience that reinforces the brand ve
and optimise call length.

With employees representing about 60% of the total contact centre costs, the need to manage agent performance
effectively cannot be ignored.

Performance management has to be seen as a key business process that requires objective and consistent measure-
ment, inspirational feedback and skills coaching.

It is essential that quality monitoring and coaching represents value for money and is easy to implement, and man-
age everyday.

Business Problems

Many contact centres record calls for regulatory or compliance reasons. By integrating the recorder with a quality
evaluation system, a full quality monitoring system is created.

In mid-size contact centres both cost and ease of use are very important. If the quality monitoring programme is to
deliver the long term benefits, the system must be a supportive enabling tool and not a barrier. Many systems are
too complicated and therefore do not get used fully.

Three key challenges in contact centres are:

§ Calls need to be evaluated objectively and consistently so that that performance measurement is credible in the
eyes of all the stakeholders i.e. agents, team leaders and managers, and comparisons are meaningful between
agents and teams

Team leaders need to give motivational feedback that will encourage agents to strive for further improvement
Team leaders and managers being able to analyse performance in a practical way so that training needs can be
identified at agent, team and contact centre level, and goals can be set
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Call-Shadow/Analyzemas been developed to enable the
contact centre achieve these objectives
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An excellence standard presents a clear vighmndfimate customer experience. A well
writtenexcellence standard should eliminate ambthugyfostering consistent, objective
evaluationurthermore, by defining excellence at graewuky improvement opportunities
can bepinpointed and acted upon.

facilitates the set up of multipbecellence standards to reflect all
aspects of the Customer Experience. Standards can be d¢evekpmyhise the varied
roles of different departments e.g. sales and customer services.

In addition to call handling standards; can hold excellence
standards for every custort@rchpoint, from telephone calls to emailssainee process of
defining excellence at granidael is applicable.

facilitates simultaneous playbackesadliation of calls. A unique
feature of is the ability to justify each evaluation with ottiten
comments and audio clips. This simplestofunction is invaluable in reinforcing evaluation
and generating advisor understanding of ardagpfmvement: can
also be used to evaluate emails using an Email Handling Standard.

is set up to exactly reflect the struotdit@ntact centres, divisions,
teams, campaigasd shifts that exist within a businBgsexactly mirrorintpe organiza-
tionalstructure, is able to supplement individual repontiitg
analysis of any group within a busir@&ssup reports over time hdipidentifytraining
needs and priorisactions accordirtg the greatest needs.

Included is a powerféle v a | u a henchmatkiagbporting $y/stem whidompares the
way different team leaders evaluate calls and identifies which questions need to be corrected
(leveled) with further training

includes a coaching module to capture the coaching reviews. This
includes summary of discussion and agreed objectives with target dates. The coaching form
can be printed in the form of a contract which both the team leader and advisor sign.

The coaching module provides management with the means to track coaching activities and
ensure that advisors benefit from regular coaching based on the evaluated calls.
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Organisation Structure

Set up the organisation scope to reflect the natural reporting structure. There are
no restrictions on the number of levels and span. Unlimited number of structures
can be set up.

Users
These are defined as any person who has access to the system. Their role is
defined by the Scope & Permissions Matrix. Users can be assigned to different
elements within =/~ 5/hadon/Analyzo For example, they could be a learner,
assessor, author etc.

Security

Every user is assigned a password. Their access is limited to that which has been
set up within the Scope and Permissions matrix.

Selecting a Call to Evaluate

Team leader selects the selection criteria e.g. date range, call length etc. Based on
these rules, Analyzer randomly selects a call and presents it for evaluation. Specific
calls can also be selected for evaluation.

Evaluation Templates (call handling standards)

Assessment templates are created (unlimited number) to define different functions

or standards. For example, call evaluation standards, correspondence evaluation
standards, coaching standards, weapons training standards, victim handling

standards, selling standards, telephone survey, etc. Users can be assessed against
multiple standards. The template allows for weightings and different scoring

modes. Each el ement of a template includ

Scope and Permissions for Users

Call-shadow/Analyzerempowers you to assign each user to different groups
which are set up and given certain permissions. A group is given certain permis-
sions e.g. read, change, create, delete etc, for each furiciicn of
Shadow/Analyzere.g. evaluation, coaching, learning, authoring, publishing etc.
The flexibility this provides enables you to customise more precisely in line with
your current and future requirements.
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CaltShadow/Analyzer
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@ Audio Bookmarks (indicates @ Randomly select call
evidence)
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