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Z0OOM Quality Management

About ZOOM

= 12 years on the market with global presence
(Europe, US, UAE, CIS)
= © years at Deliotte Fast50 in CEE

= Exclusively focused on solutions for UC and Contact Centers
= Cisco Solution Developer Partner

= 380+ customers in 32 countries

= 45 000+ recorded positions




Quality Management Process

Optimize Capture

Analyze




Where iIs ZOOM QM Needed?

= Contact Centers

= Compliance Recording




Z0OOM Quality Management
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ZOOM CallREC ZOOM LiveMON

ZOOM ScreenREC




Z0OOM CallREC - Capture

ZOOM CallREC

= Cisco compatible

= 100% software solution

= Scalable from few recorded phones to thousands
= Distributable, redundant and modular architecture
= Romanian Localization




Z0OOM CallREC - Capture
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ZOOM ScreenREC - Capture

= Methodical
= Precautionary
= Protective




ZOOM LiveMON - Analyze

(]

L —

ZOOM LiveMON — T 2 S - N N »
00:06 5002 5203 v mcond s
00:10 5002 5203 7R
00:10 5000 5201 v o
00:01 5000 5201 #% norecord
= Listen to occurring call
= Supervisors monitor
selected agents
= Comment and Flag
I~5 ~—
| @ ] .\_’) :.Mmuv- | P2




ZOOM ScoreCARD- Analyze
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ZOOM CAFD

= Plan
= Evaluate
= Act



ZOOM ScoreCARD — Analyze

L) Why ZOOM ScoreCARD?
&

ZOOM CAFD

you will have ability to assess if your agents:
* proper knowledge base

« act in a professional manner

 have the proper soft skills

reports and graphs provide info about:
* trend monitoring

« comparison of individual and group performance




ZOOM ScoreCARD - Analyze

» ,".'\,7 How?
-

ZOOM CAFD

= Questionnaire creation

= Evaluation planning
= Evaluation process
= Reports
= Graphs




ZOOM ScoreCARD

Questionaires




UL
S

i Favostes | {8 Zeom ScoreCARD M2 v - 0w v Pagew Safetys Tocksv @+

» Tockps O G Valer, Peter (comasager) &% Logowt L Wessages
“« Questorrare Lot *  Call Qualty ™

4 enss |3 SSeve ACepy () AGdCrou © |Prosertes TACal Seiecton Rukes ) Permmacas | Masage Grovps
# L Evauadons Questonnare Name G Qualty Ver. 3.0 ~ Status: dready used - SIve 3 COPy to make changes!
3 (J Quessonnaines
:w“m.‘umw Groug Nare Descrgton Percactage
# (J Regonts & Coll Opening, 15% (2 items)
¥ L Adminisrdon
O Avsun & Body Of Call, 30% (S fems)

& Coll Shalls, 30% (4 tems)
& Coll Management, 15% (3 items)

& Coll Chosure, 10% (2 items)

Lrgwer Nave Arawer Descrpten Comprance Percentage

De & Local mtranet | Protected Mode: Off v RN ~




o Favosites {8 Zeom ScoreCARD

“«
SFhar
. enan
# U Evauadons
3 (J Questonnaines
! Questonnaire Nanaper
# () Regonts

# L Adminisysdon
0 Aven

Questiorrare Lot * Call Qualny *

Questonnare Name Gl Qualty

= | SSeve ACepy () AGdCrou © |Prosertes TACal Seiecton Rukes ) Permmacas | Masage Grovps

Groug Nare Descrgton

2 Coll Opening, 15% (2 items)
Comect Greetny’ nyoduonon
Do agen! aak socurty Sueston”

# Body Of Call, 20% (5 Rems)
» Call Skally, 20% (4 Rems)
# Call Management, 15% (3 items)

& Call Closure, 10% (2 tems)

Lrgner Nyve

Arawer Descrpten

- Tockps Off S Viler, Peter (comasager) &¥ Logowt | Wessages

1 Status: aready used - save 3 COPY to make changes!

Comprnce

Percectage

s

R Local intranet | Protected Mode: O



& Zeom ScoreCARD

“«
SFhar

. enan

# U Evauadons

3 (J Questonnaines

! Questonnaire Nanaper
# () Regonts
# L Adminisysdon
0 oo

- Tockps Off S Viler, Peter (comasager) &¥ Logowt | Wessages

Questiormare Lat

Call Qualny *

(o | SSeve ACepy () AGdCrou © |Prosertes TACal Seiecton Rukes ) Permmacas | Masage Grovps
Questonnare Name Gl Qualty Ver. 1.0 ~ Status aready used - SIve 3 COPy to make changes!
Groug Nare Descrgton Percectage
2 Coll Opening, 15% (2 items)
Carrect Gresting' nfroducton d ¢ den £
UsZ 85050 a8k $05008y Suedler” U
Sam Cancel
# Body Of Call, J0%; (5 fems)
» Call Skally, 20% (4 Rems)
# Call Management, 15% (3 items)
& Call Closure, 10% (2 tems)
£33 Quesn Revgve Cueslos
Argwer Nave Arawer Descrgten Covglarse Fertentage
Yes | Nore (v 90
L) U
Seve Cancel Success al

Fantaly Succoess group £

MNone

3

Falal

Fal group

A Azawer  Remcwe Azawer

R Local intranet | Protected Mode: O

fav RN ~




ZOOM ScoreCARD

Evaluation Planner
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ZOOM ScoreCARD

Evaluations
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Reports




# U Evauaens
& (J Quessonnaires
2 {JRegons
@ [Group] Agent Averages per Ques
@ [Aperl] Avecages per Ques
@ (Apert Group) Aveeaged oo Cues
@ Comgare Scores
@ AudtLog Report
@ League Table
¥ U Graphs
& U Aoministrancn
0 Avoa

B0 0 @ > tenw Shey> Teck~ @
0 Tockps Off G5 Viler, Peter (comasager) &% Logowt || essages

Questorrare it ® Agests averages per Questionaire for group *

P 5 T reavencs
uml

" ‘E"' PN OI00% ]' ]“

Individual Averages for Agent

Pesod from 2408 Pesod 1o
Group of agents SaksDams
Call Quaity v.1.0

Average Score:

Over All Jwerage Score {Percents)

Ower AN Zmrage Scote (Ponts)

Over All Average Score (Grades)

Ower All Wesght fasrage Score (Percents)
Ower A1 Waight Amrage Scote (Ponts)
Over All Wesght Average Scare (Grades)

_ Average Score

o0 %
7100 %
7160 %
8200 %
7100 %

‘le|WMM



B0 0 @ > tenw Shey> Teck~ @
7 Tockps Off G Vaer, Peter (comarager) 4% Logowt L Wessages

w Faovostes {8 Zeom ScoreCARD

«  Questorrare st B Agests averages per Questionaire for group *

A seae P Mraovees 4 <[t Jrse » wlloon |. 18
# J Evauaiens Uaim Bepert |

3 (J Cuestonnaires

2 {J Regons

@ [Group] Agent Averages per Ques
@ [Aperf] Avecages per Ques
@ Aoert Group) Aveeages oo Ques

Individual Averages for Agent

@ Comgare Scores
@ s ag gt Pesod from 24108 Pesodte 123108
@ League Table Geroup of agents.  SalesDeme
’ Ul Grapns Questionnare Call Qualty v 1.0
# U Agmarisranon
0 Avoa

Micross ® Dacel (57.2000)

Wicrosot Excel (§7.2003) Date-Ony
Micross® Weed (57.2003) - Edtatie J
Rich Test Format (RTF) Score:
Sesarsied Vabes (CSV) wls]

v

Ower AN Zmrage Scote (Ponts)

Over All Average Score (Grades)

Ower All Wesght fasrage Score (Percents)
Ower AL Waight Zamrage Scote (Ponts)
Over All Wesght Average Scare (Grades)

o0 %
7100 %
7160 %
8200 %
7100 %

& Local intranet | Protected Mode: Off v Ron v




ZOOM ScoreCARD

Graphs
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ZOOM QM- Benefits

LJ\,W Excel vs ScoreCARD

= . -,
ZOOM CARD
Excell Approach (min) ScoreCARD approach (min)
Call Selection 3,50 0,00
Evaluation with agent 2,00 0,00
Average call length 3,00 3,00
Report 2,00 1,00

total 10,50 4,00




ZOOM QM- Benefits

~

= |[mproving customer experience & retention rate
= Getting control over your contact centre
= Effective usage of resources

= Education of newcomers
= [ntegration with CC platform
= Cost effective
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s

Europe
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Prague, 130 00, Czech Republic
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Email: sales-eu@zoomint.com

North America
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Brentwood, TN 37027, USA
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Russian Federation
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Moscow, 117146, Russia
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Dubai

Middle East

Dubai Media City, Building 8, Office 55
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Phone: +971 (43) 671-125

Email: sales-me@zoomint.com
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