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The Immovable Forces

Industry Trends and Priorities

Quality and Compliance
Processes are Inadequate

Manual processes limit
managers to reviewing a
tiny sample of interactions,
in an untargeted way,
preventing true
understanding of
performance.

It’s Harder to Maintain an
Effective Workforce

The labor market is in flux
and will continue to be.
Agents have greater
choice over where they
work and unless they are
happy and developing,
they will leave.

Agent Engagement is a key
priority
As demographics shift and
workplace dynamics
change, agent
engagement has become a
key initiative in driving
performance and
efficiency.

Customers Continue to
Expect More

Contact centers are
under more pressure to
deliver excellence as CX
has established itself as
the key competitive
differentiator.
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Agent Engagement and Development is Key to Overcoming Workforce

Challenges

A favorable labor market for job seekers, plus the explosion in remote working, means agents have more choice than

ever over where they work.

To recruit, engage, and retain professional, high-performing agents you need to ensure you are developing
agents through robust assessment and targeted, data-driven feedback and coaching.

With the right tools and processes in place:

New agents become

experienced agents faster.

WIWW

090
AD

Agents succeed, agents
grow, agents stay.
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In Contact Centers Today These Processes Are Siloed and,

Therefore, Limited

Agent Coaching Engagement

5

» Agent training is often one-size
fits all and based on limited
performance data.

* Quality Managers often don’t
have enough time to deliver
one-to-one coaching

Speech Analytics

* Most speech analytics tools are
positioned as transcription or
‘mining’ systems.

* They are built without the agent
in mind

* They prioritize scale over depth

v

Quality Management

%

Legacy quality management processes
are slow and labor intensive.

They only scratch the surface on
performance

Based on an imperfect, tiny % sample
of interactions

Depth over scale
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At LiveVox We Already Have Applications that Address These Trends

and Priorities

Speech Analytics

Agent Coaching
& Engagement

Quality
Management
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But Today, We'll Talk About How We’ve Brought Them Together

Into One Product To Empower a New Agent-Centric Approach to
Speech Analytics

Speech Analytics

Agent Coaching
& Engagement

5

Quality
Management
% O
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And Drive a Cycle of Performance Improvement in Modern

Contact Centers

Insights

Q

Engagement Automation

0
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Turning Insights Into Action

Interaction recording has become a
commodity feature associated with the
contact center and CCaaS markets.

What is important now is how recordings Ga rtner@;

are used to evaluate and coach on
employee performance and engagement.

— Gartner, 2021
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LiveVox SpeechlQ with Quality Management

We've Closed The Loop Between Speech Analytics, Quality
Management, and Agent Performance Improvement

Monitor, analyze, and score 100%
of your agents’ interactions with
industry-leading accuracy.

Implement targeted, data-
driven eLearning and 1-2-1
coaching strategies and
transform agent performance

| ‘|||‘||| %

Speech Quality
Analytics Management

5

Agent Coaching
and elLearning

Automate Quality Management
Processes, gain insight from
100% of interactions, and free up
Quality Managers’ time.

Dive deeper into
performance with robust,
manual quality management
and call scoring capabilities.
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Key Capabilities and Features

SpeechlQ with Quality Management

Speech Analytics Quality Management

*  Monitor 100% of multichannel + Centralize QM on one platform
interactions.
» Score synchronized call and

« Call review and analysis screen recordings

* Customized notifications * Analyze and compare
performance with visualized

« Sentiment Analytics data

* Customer intents » Configurable supervisor
workflows

* Custom Scorecards
+ Targeted manual interaction
* Reporting and Analytics. review

10 PROPRIETARY AND CONFIDENTIAL © LiveVox 2021

Agent Coaching &
Engagement

elLearning Library
In-platform Agent Feedback.

In-platform training using real
interactions.

Recordings leveraged for
feedback and training

Speech Analytics performance
data used for agent feedback

g LIVEVOX



Example Workflow:

Agent Engagement

2 Interaction Review

¢ > |  Agent NickMorris  Date: 05/23/2022 12:02 pm  Phone: 608-576-4595  Agent Sentiment: Positive  C | A CreateAlert X ° Auto m ate cal I se I ecti onuy S| ng S peeCh An alyt| CS

Customer - "e } bbb be beoe s

" b e gy w * Review, score and comment on calls with full context

P I oooo/ot:6  x1.0 - & At current audio mark: @ Comment Comment & Pause a =

Evaluations Analysis Information Metadata Related Interactions Interaction Intents History ¢ Send reViewed calls and Scorecards With fu” ConteXt
- a Grase: ExCeAS soo 524 (98%) Pass | directly to the agent’s desktop.

Courtesy

Did agent utilize a pleasant tone, pace and inflection?
Enter Phone Number %

i ) \AESS
Did agent use profanity on the call Yes 1 2 3

Date Filter: Due Date X

On a scale of 1-5 where 5 is Great and 0 is poor, rate the overall customer service of 1 > 3 5 4 5 6
the agent? Type Priority Due Date Assigned To Status Contact ID Subject

v 05/25/2022 Nick Morris (NMO... [ INPROGRESS ) 12345 Acknowledgement task

Knowledge 7 8 9

Did agent provide the correct information?

3
®
=
o

| Did agent address concerns's in a timely manner

11 ‘ PROPRIETARY AND CONFIDENTIAL ‘ © LiveVox 2021 ‘ e LIVEVOX



Example Workflow:

Agent Engagement

- :
« Agents can review calls with

W' Due Date: 5/25/2022 | IN PROGRESS |

full context, scores, and ] = | ——

manager COmmentS Agent . ) M ’“ “ W%“ w»w ™ *’ Keyword Search -

Keyword List: Select. ¥

P M o000/01:16  x1.0 v a

¢ Eve I'yt h i n g is access i b I e Evaluation Transcript Analysis Information Metadata Interaction Intents O customer O Agent (® Either
W i t h i n th ei r d es kto p -_— n O Quality SC_Manual_Test | Grade: Exceeds score: 524 (98%) Pass Clear Sy
need to change applications

Did agent utilize a pleasant tone, pace and inflection?

Keyword: Enter Keyword

Did agent use profanity on the call

* Agents can also
a c k n ow I ed g e , d is p u te a n d On a scale of 1-5 where 5 is Great and 0 is poor, rate the overall customer service of the agent?
ask questions directly

Did agent provide the correct information? f ‘

+ Al activity can be fully .

Tags +
tracked and analyzed. e "
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Example Workflow:

Alerts

n L WFO Alerts Setup Ul

< > | Bad calls - SpeechlQ Alert

Settings Recipients Activity History

General Settings

Alert Name
Bad calls

1 Alert Subject Line
Bad calls SpeechlQ Alert

[J Include Agent(s) Name in Alert Subject Line

Check Every Interval

1 Hours

Interval Condition Occurrences Within

Equal To 4 1 5

Notify
When State Changes v

= -

3 -

* Set up fully customizable to
anyone in your organizations

Active

« Can be configured for both
SMS and email

Interval

Minutes v

13 ‘ PROPRIETARY AND CONFIDENTIAL © LiveVox 2021



Example Workflow:

Alerts

l & WFO Alerts Setup Ul
< > | Bad calls - SpeechlQ Alert | X

Settings Recipients Activity History
B Email o Work Queue
o0

Days to Complete

Delivery Methods

Priority

High 0  Leverages all the data
. Recipients available in the tool and
i spreads it out across your
gera . .
O avaiasie ¥ O selctea ¥ organization

[  Gerald Sinclair (GSINCLAIR) [[]  Gerald Sinclair (gsinclair) USER

Q Q|
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Example Workflow:

Alerts

—_— WFO Alerts Setup Ul

+ New Active Only | Q

Alert Name 1T Alert Type Status Priority Active Modified Date Modified By

Bad calls SpeechlQ [I] 03/16/2022 16:57:32 gsinclair

Hello Gerald Sinclair,

Call Level Alerting  SpeechlQ E] 03/09/2022 11:44:20 Ifallon An Automated Alert has been issued for the following event:
Escalation Lang... SpeechlQ [E 03/16/2022 16:54:51 gsinclair
Alert Name: Calibration-Ro Test
I Alert Type: Work Queue Tasks
Late to Start Shift Schedule Adherence E] 04/13/2022 16:39:02 toconnor Alert Threshold: 0loccurrences withini0 minutes
The number of matches (0) was
Lindsey Fallon Work Queue Tasks ( T 02/10/2022 11:41:53 Ifallon Details: greater than or equal to the alert
- J configured occurrences (0)
Time/Date: 2022-02-21 05:10:00 AM
Lindsey Test SpeechiQ ( pususuen ] | HIGH ) 02/10/2022 16:00:38 Ifallon
You have received this email as a Watcher of this alert.
Low Sentiment SpeechlQ [E 02/22/2022 10:29:42 nmorris
Overdue Work Queue Tasks E 04/07/2022 10:34:26 gsinclair m m
| Page 1 of1 | | C Displaying records 1 - 13 of 13
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Example Workflow:

eLearning

Knowledge . i i
* Quality Managers can assign eLearning and
Did agent provide the correct information? training tasks directly after scoring an agent’s
interactions
Did agent address concerns's in a timely manner
1—':] Coaching Task . . .
« The eLea.rnmg library can be cyrated to sglt your
3 oot A e v needs using almost any kind of files or web links as
resources

& E-Learning Content Library

X Upload Content

Name T Edit = Del Description Category
Contact center Best practices Q &‘ b 4 Test Compliance
QA principles <. @' X QA principles Compliance

16 PROPRIETARY AND CONFIDENTIAL © LiveVox 2021 e LIVEVOX



Example Workflow:

eLearning

e LIVEvox  Solution Consulting

Enter Phone Number % <
Tab
1 2 3
Work Queue
4 5 6
Type Priority
7 8 9
= 2
* 0 # P
DIAL
CLEAR
| Page

> | Tom JoDon (1234)

Due Date

05/27/2022

05/23/2022

1

Term Codes

of1 |

00:00:

CIP: 0 |Hold: 0

Scheduler

Assigned To

Tom JoDon (TJOD...

Tom JoDon (TJOD...

Rem: 0

1 8 . Other v Q v
o
(<]

/ﬁ‘ Search by contact number.. % Q

snerieone % | e v x | e x| 0| ONCe eLearning and
T coaching tasks are
e assigned, they are put into
. a queue that is accessed
directly from the agent’s
desktop and full trackable by
supervisors

2 Displaying records 1 - 2 of 2
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Quantitative ROl — Numbers Provided By Clients

«  18% decrease in QA staff without reducing scored call volume

*  21% increase in manual scorecard completion without
increased staff count

100

reduction

 17% decrease in AHT (enterprise customer)

*  63% increase in rebuttal language lead to 12.7% increase in
conversion rate (BPO)

*  20% reduction in transferred calls (enterprise customer) _ .
in agent fraud (enterprise

* 1.28-minute reduction in AHT from increasing script customer; using the silence
adherence by 63% (retail client) percentage report)
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Qualitative ROI

Increased first call resolution and reduced repeat calls.

*  Using Call Drivers (call categorization) Report, clients focus on "self-serviceable" categories
through web properties, content management, etc. in an effort to optimize customer
experience.

*  Thisresults in reduced repeat calls.

Reduce staff costs related to operational QA and monitoring.

*  Reduce compliance staff and/or decrease need to add staff as company grows.

* Identify specific strategies which would route consumers to IVR’s, reducing agent time.

*  Monitoring tools have enabled teams to audit all calls for potential issues.

* Automated Reports have enabled customers to grow business without need for additional
compliance staff.
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We Can Meet You Wherever You Currently Are...

PHASE ONE PHASE TWO PHASE THREE
Manual Refined Developed

PHASE FOUR
Automated

Random call selection Most important Customer multichannel Speech and text analytics
interactions selected for scorecards used to score scores 100% of interactions
Manual Spreadsheet review omnichannel interactions

Scoring

Key conversations quickly

Scorecards tailored to QM, business and flagged for manual review
Generic scorecards specific performance needs operational data integrated

separated by channel for 360-degree

Relevant recordings and

Recordings leveraged for performance insights eLearning materials

Limited feedback to agents feedback and training.
and team.

With LiveVox’s ‘

tools and support Advance to Phase Two: Advance to Phase Three:
you can:

* Develop tailored scorecards *  Tune QM workflows
* Monitor agent performance * Develop digital learning tools
* Configure supervisor workflows. * Integrate QM data into BI.

PROPRIETARY AND CONFIDENTIAL © LiveVox 2021

distributed to individuals
and teams for training.

Advance to Phase Four:

Evaluate ROI of Speech Analytics
Develop automated scorecards
Deploy speech analytics against
all interactions.




Summary

How is this different?

We are offering a new agent-centric
approach to Speech Analytics that
allows for a depth and scale of quality
management and performance
improvement that doesn't exist
elsewhere on the market.

Understand what is going on in your
contact center at scale with cutting
edge speech analytics technology.

Automate Quality Management
processes to identify risk,
understand customer experience,
assess performance for 100%

of interactions.

Dive deep into performance with
targeted manual QM processes.

Provide data-driven coaching,
training, and elLearning to agents to
drive up contact center performance.




Q&A
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Useful Resources

e SpeechiQ® with Quality Management vl SorochiCr with Guality M .
Industry Flash Report: Levera N " vl peechiGr® with y gemenl
. . ige Analytics-Driven Quality Management to Enhance s D - . i
Speec"‘I Analytlcs in Contact Centers TOday LIVEVOX Customer Experience and Performance While Mitigating Risk An Analytics-Driven Quality Management Solution LIVEY

Elevate customer experience, quality, agent engagement, and compliancein your contact
center with 100% omnichannel interaction auditing and data-driven insights.

Sccurately st otjecively o srciyee,
—— ) 0 o 00% of cat, o, b, ek
teracioes wi oo e oot

LiveVex surveyed contact center professionsls across  wide range of functions and industries to understand their strategic
prioiities, what role reporting and analytcs would play in implementing them, and specifically whether speech analytics
‘would be part of the story. We gathered respanses from individuals in industies ranging from Finencial Senvices and Retail 1o
Business Process Gutsourcing and Healthcare in roles that ranged from customer senvice and compliance to management
and leadership.

IT ALL COMES DOWN TO INSIGHT: Customer expectations are constantly evolving,
shaped largely by their experiences with best-in-class service providers across
Industries and digital technology. Keeping pace with expanding demands calls for
companies 1o shift their view from Intemally focused assumptions about customers’

‘wants and needs ta an extemal perspective informed by the voice of the customer. Challenges in today’s contact center
Based on their inputs we've put logether this summary that tells the story of how today’s contact center professionals

view the role of réporting and speech analytics capabilities now, and what opportunities lie ahaad in the future.

L)
98 A’ As the primary touchpoint between customers and brands, contact centers handle a
of contact center  rapidly growing volume of sales and customer service interactions via voice, email,
interactions go SMS, and chat channels. The customer data contained within these conversations
" offer significant opportunities for transforming the customer experience, yet ®
L unmonitored or managers' ability to evaluate and glean insight from them is extremely limited.

e up saprvens e it et
it bt con e s
Ty o o e

> to stay, and how contact cente
an use it to make sure they are too.

unreviewed. Why? Traditional, resource-Intensive quality monitoring processes that review a " ) penormance o o nics 108
1iny percentage of Interactions are ineffective for driving the type of change that macyo loval
transforms the customer experience. . P —————
Survey snapshet: Is Speech Analytics a missed opportunity? x — @ 2 oaching o e, ek
1 comes a5 o0 suprise that cuslome experience vis revesied s be cominced st i can defiver a strong RO! e be use casiy by
their team before making a purchase decsion. Clearly the onus i
s trend o inors atides iowares reporting and anayics o o whethor the callwas resolved. The majory
wilh the ovenwheiming majorty of companies ciing Customer delver the operational and cuslomer expenience insights that the i 0 reporied they do nol check whether the agent followed ks
of operating a modem contact center, they face some ; ow
experience insights asthe most smporant tring they fy 0 getoul ke craves, n have a oo pricing strucure ignificant risks and roadblocks Incucing Ihrough successiully* How can you listen to every calf?
of reporting iaoks. Agen perfonmiance and qualty insights, which tie B, with respondents incicaling that only around TEE of today's Securely Upload Customer Comversations SpeechiQ® Analyzes Your Interactions
directy to Astamer experience oucomes, ako rnk highy, as do contact centers use speech anallics, s here an oppoRNEY For Lack of customer jence insights. Cortact comiers  Unable 10 access actionable insights. Busness insights
“The potentil 'omer expenence o more . p—_ — . Lo oL ot 0 g R s NN o e SN oA
their contact center function oot o 1 e et are under more pressure 1o deliver excellence as CX has mora impodant than ever-94% of comparkas using data e Lo 1 s Wty o
for criing key siategic prodies around astomer tablished itself as the k siiive. differentiatoc But aylics hve decreased expenses of 2 be kot racmericealy o we:occeg ool et o e rory e € et e
A significant nuiber of respondents were of least somewhal  expencnce and operabonal oficency are cear 50 if chalenges estabiished isell as the key compeive diferentisioc But  AEEE PR EAREE SRERES S i
dsaiisnen i ineir crent reporing and analyis capabiiies, AU Ciarfy of RO and USabily Can be avercome ihen & coua managers” abilly to understand a scole why customers are R o o parom, e v gy e Py o
{RoUg tht it neCessarky raNSate 0 an MTECISlE GESTE I e 3 toot WEN WD DUSRESSES Can GCTENISHE hemSENes 1.8 caling, and the experiences they are having, is severely
acopt specch ansiics. Clear bockers exst — companies neec o crowded maskeplace and experience-driven econom fimitec, Wahout the ight toals, s mpossbie to g & holistic
et 2 a per * o PO “ o Ao bind spois weakening your botiom inc?
an [ p— IS —————
‘your customer service sufering?

© ©

" us oy

o priony, ES——

% o
was very important.

Unmonitored comversations are risky. A michsired contact
center may log thousands of calks a day. but slow. manual
processes prevent quelity managers from reviewing enough
of them 1o avoid risk. The bottom line is that a mere 2% of
calls are: actually moritored of reviewed ? And contact center
managers report that tradtional GM practices are far less

i i i ot

only does this open the door for compance issues, without
suffcient performance oversight, the quality of customer
inleractions akso becomes a concem. For example, 3% of
comtact centers track first-contact resaiution based on the

ses i

The areswer o the: n Lechnology but no one
been able o deliver an casy, accurale and compreherisive
solution. Whes if you could have it all. though? Accurately,
‘objectively monkor 100% of agent interactions with a single,
inlitive 10017 Bo alerted promply (o any waming signs of
regulatory risk or operational issues? Easily generate data-
diiven imsights 1o make beller customer ex o and

. coaching and eles
commurications in a singie
pane of glass? You can now, with LiveVos SpecchkQ® with
Qualty Management

R —

it A st v e,

‘Scan 100% of Inkeactions

i iy et
v

it
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infoalivevax.com | 844 2076663 | livevox com -

Product Brief:
SpeechlQ with

Quality
Management

e LIVEVOX

infomiivevox.com | 844.207.6663 | livevox.com - infomlivevo) 1 62 | livevax.com -

Solution Brief:
SpeechlQ with

Quality
Management

Flash Report:
Speech Analytics
in Contact
Centers Today

eBook:
Indispensable
Speech Analytics
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https://info.livevox.com/hubfs/eBook-%20Indispensable%20Speech%20Analytics.pdf
https://info.livevox.com/hubfs/Survey%20Reports/LiveVox%20Flash%20Report_Speech%20Analytics.pdf
https://info.livevox.com/hubfs/Solutions%20Briefs/LiveVox%20Solutions%20Brief_SpeechIQ.pdf
https://info.livevox.com/hubfs/Solutions%20Briefs/LiveVox%20Solutions%20Brief_SpeechIQ.pdf
https://info.livevox.com/hubfs/Product%20Briefs/Product%20Briefs/Product%20Brief_SpeechIQ.pdf
https://info.livevox.com/hubfs/Product%20Briefs/Product%20Briefs/Product%20Brief_SpeechIQ.pdf

LIVEVOX

To learn more, please reach out to your
LiveVox Account Team or Customer Care

Call: 844.207.6663
Email: customercare@livevox.com
Visit: livevox.com

This webinar is being recorded and will be distributed
to all registrants via email.
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