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ZOOM Quality Management

 12 years on the market with global presence
(Europe, US, UAE, CIS)

 6 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

About ZOOM



Quality Management Process

Plan

Capture

Analyze

ZOOM QM

Act

Optimize



Where is ZOOM QM Needed?

 Contact Centers

 Compliance Recording 



ZOOM Quality Management



ZOOM CallREC - Capture

 Cisco compatible 
 100% software solution
 Scalable from few recorded phones to thousands
 Distributable, redundant and modular architecture
 Romanian Localization



ZOOM CallREC - Capture

 Multilevel access
 Total recording
 Recording on demand
 User management
 Audit Log
 Lifecycle management



ZOOM ScreenREC - Capture

 Methodical
 Precautionary
 Protective



ZOOM LiveMON - Analyze

 Listen to occurring call
 Supervisors monitor 

selected agents
 Comment and Flag



ZOOM ScoreCARD- Analyze

 Plan
 Evaluate
 Act



ZOOM ScoreCARD – Analyze

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  

Why ZOOM ScoreCARD?



ZOOM ScoreCARD - Analyze

 Questionnaire creation
 Evaluation planning
 Evaluation process
 Reports
 Graphs

How?



ZOOM ScoreCARD

Questionaires









ZOOM ScoreCARD

Evaluation Planner







ZOOM ScoreCARD

Evaluations











ZOOM ScoreCARD

Reports







Graphs

ZOOM ScoreCARDZOOM ScoreCARD





ZOOM QM– Benefits

Excel vs ScoreCARD



 Improving customer experience & retention rate
 Getting control over your contact centre
 Effective usage of resources
 Education of newcomers
 Integration with CC platform
 Cost effective

ZOOM QM– Benefits



Contact ZOOM International

Europe
Havlíčkovo nám. 2
Prague, 130 00, Czech Republic
Phone: +420 222 554 111
Email: sales-eu@zoomint.com

North America
761 Old Hickory Blvd, Suite 201
Brentwood, TN 37027, USA
Phone: +1 615-732-6147
Email: sales-us@zoomint.com

Russian Federation   
17B, Butlerova street 
Moscow, 117146, Russia
Phone: +7 495 967 9079
Email: sales-ru@zoomint.com

Middle East
Dubai Media City, Building 8, Office 55
P.O.Box 214371 Dubai, UAE
Phone: +971 (43) 671-125
Email: sales-me@zoomint.com
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