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Top Contact Center Priorities for 2021

1. Improve the customer experience (CX)

2. Improve customer-facing self-service capabilities

3. Improve productivity
4. Reduce operating costs

5. Implement/enhance your work-at-home program
6. Update contact center systems and technology

/. Add new customer support channel(s

/. Improve employee engagement
8. Invest in Al tools to improve the contact center

9. Undertake contact center digital transformation

9. Reduce agent attrition

10. Migrate systems to the cloud

10. Enhance business continuity (BC)/disaster recovery (DR) plan

Source: DMG Consulting LLC, January 2021
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The Digital QM Void
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Getting Started with Digital QM
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Set up/expand existing QM team; involve QM, sups, managers, trainers, agents
Communicate enhanced QM program to all contact center employees

Identify all digital channels supported by the contact center

Evaluate digital interactions to see if they are similar in all channels

Create one or more QM evaluation form(s)

Determine the number of digital QM evaluations needed in total, per channel and per agent
Synchronize phone and digital QM processes

Test the new digital QM evaluation form(s) with live interactions

Calibrate digital interactions from various channels

Establish and test an appeals process for disputed evaluations

Pilot the digital QM program

Roll out to entire shop

Review and enhance the program on an ongoing basis

© 2021 DMG Consulting LLC



Digital QM Monitoring Form

Interaction type
Opening
Problem identification
. Verification
Problem-solving skills
Product/process knowledge
. Accuracy and completeness of answer
System knowledge
Soft skills (professionalism, personalization, ownership, empathy, sensitivity)

Communication, reading comprehension and writing skills

Closing

Interaction KPIs: time to acknowledge, time to respond, time to resolution, FCR

QMG © 2021 DMG Consulting LLC



The Digital Calibration Challenge

Digital QM Evaluation

QM Specialist
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QM/Coaching Cycle of Success
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Benefits of Effective Omni-Channel
Program

QM

Improved CX

Loyal customers
Excellent agents
Engaged employees
Reduced AHT
Improved bottom line
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Key Results:

e Ramped from <100 evaluations a month to
>1000

e (M coverage across live chat, email and phone,
Internal and outsourced around the world

e Agents focused on rebooking and cancellations,
guest experience, host quality, and billing

e Improved customer service through consistent
Quality process coverage

e Improved calibration coverage and achieved over
90% calibration rate across channels
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Playvox Workforce Engagement Management (WEM)

Quality
Motivation Easily identify and prioritize areas Lea rning

for skill development in your
customer service teams.

Easily create and provide your customer
service teams with online courses and
quizzes to ensure continual skill

Recognize and reward your agents with
points that they can exchange for gifts,
based on their Quality, Coaching,
Learning and overall Playvox results.

%.

development.

Performance

Track agent performance and measure
the impact of your QA process.

Intelligently forecast, schedule, and
monitor your workforce without the need
of specialized resources or data analysts.

Coaching Voice of the Customer

Solve and improve issues in: quality, Translate customer sentiment into actionable
behavior, compliance, soft skills, customer metrics while delivering real-time feedback to
experience, among many others. your agents and team leaders.

©2021 Playvox. All Rights Reserved.
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Our approach to WEM
Is different because
we're different ., %

Performance

Digital-first Cloud-native Culture-forward

Zendesk, Salesforce, ServiceNow, Built for the cloud, live in the Customer-obsessed, people-first,
Slack. Plus, of course, voice. cloud, never lived anywhere else. and proudly diverse

©2021 Playvox. All Rights Reserved.
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Using Workforce Engagement  [rirerismmmm

Management to Improve
Agent Engagement

Management to Improve
Agent Engagement

Sponsored by:

playvox
playvox.com/dmag-whitepaper

Decision Framework ’
Warkforce engagement management (WEM) solutions help contact centers meet their mission-citical gaa of delivering an outstanding
customer experience while improving agent engagement and reducing operating expenses. There has been great innovation in the WEM .

market inthe last ouple o yeas, and these new-generation soutions are enablersof the digital ansformation. Use this deision framework
1 help decidef s time o purchase your contactcenter's frst WEM solution or upgrade yourexstng ne. fyou answer “yes” o 7 o more of
these questions, 2 WEM solutions in yourfuture

Doyou have real-ime visibiltyntothe performance of your agents, egardiess of wheretheyar,an-st, | ] | |
emotelocaton o at home?

Doyou haveefecive ool o engage, recognize, eward and motivate agents ona timely and ongoing bsis?

Do you want to improve your onboarding processto prepare agents to handle customer interactons

more quickly?

Do you want to increase agent engagement and reduce attrition?

Doyou needa learning management system to improve agent eficacy and the customer exprience?

Doyou want to reateyour own ey performance ndicators (KP) that measure what' niquelyimgortant to
‘your company and customers?
Doyou want toautomateyour qulity management process toimprove customersevic, reduce apealing
costs and enhance your brand?

Doyou want tonteligently and easilyforecast, schedule and monitor the performance of your agents
inrealtime?

e youtied of usingspreadsheets toforecst and schedule youragents?
Doyou need cstomer nd agent facng anlytics capabiliesto enhance the gty ofyour ontact cente?

e you i the processof enhancing your quality management program by expandingit toinclude
digital channels?

e playvox.com/cx-challenges-wem-solutions-framework
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How to Build a Successful
Omnichannel QA Program
(That Actually Works)
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Webinars

Secrets of Workforce Up-Selling and Cross-Selling in
Mamagement Customer Service: Five Proven
Th, 4 My 2000 Strategies 1o Boost Revenue
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