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Automate and Simplify s

Quality Management

Empower your agents to become the best version of themselves!

'« & Turn every interaction into an opportunity

As customer quality standards continue to climb, agent quality monitoring and analysis
have become one of the most critical day-to-day tasks in the contact center. Yet, most
contact centers still only review 3-5% of all calls — limiting the ability to identify risks and
manage quality and compliance. It's time to dive deeper into ALL your customer interactions
with the help of a solution that can assist with the heavy lifting and record and assess 100%
of all calls and interactions.

‘?’ Streamline your Quality Management system

» Set evaluation standards: Use the out-of-the-box evaluation forms to
customize or develop your own evaluation criteria for calls. Include any type of questions,
from Yes/No or Number Scale, to Multiple choice or free form questions. You can also
define custom workflow and access roles in terms of Evaluators, Coaches etc

 Review interactions: Make smart selection of calls by agent, topic,
date range, call queue, and sentiment or move them to the evaluation workspace. You
can also create rules within Playbook to automatically pick calls and send them to the
Evaluation Workspace.

» Automate QM tasks with Playbooks: Tell SuccessKPI which critical topics, themes, and
sentiment to listen for, then either define conditions to escalate (via email, SMS, or posting
to your CRM), or to send them to the evaluation workspace for your team to review.
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Reliable Scalable Immediate

100% 100, 1,000 or Activate the
Uptime 10,000+ SuccessKPI platform
agents in minutes with an

out-of-box connector
with leading cloud
contact center platforms.

Deploy automated machine scoring of
customer conversations

« Listen to calls, view transcripts of calls and text interactions: The evaluation
workspace is your conversation Inbox. Search by date, time, or call queue. Select
and listen to conversations: see where key topics arise and read transcripts.

« Evaluate the success of your IVR or chatbot: Analyze all conversations,
whether human or machine, to see what's working or where there are problems.

« Score agents and conversations with custom scorecards: Within the evaluation
workspace, score calls or digital conversations manually as you review them.
Identify where agents can improve

« Auto Score Agents: You can evaluate 100% of your agent conversations
through machine scoring leading to insight into your agent’s skills, behaviors and
coaching opportunities like never before.

ﬁ> Empower agents and provide self-directed
coaching tools

« Save feedback for coaching and training or deliver it to agents in real-time. Encourage
them to earn performance incentives. Enable a sense of purpose, power, and
personal growth through feedback generated by humans, speech engine as well as
machine scoring systems.

» Agent Dashboards: Agents have their specific dashboard which not only provide
input based on their handling metrics but also their evaluation and coaching
feedback.

Safe, Secure, Compliant

SuccessKPI makes the privacy and protection of the data on our network and platform our #1 priority. In addition to
platform security features such as automated PIl redactions, SuccessKPI has established a full framework of policies
and procedures to protect data in transit and at rest in our SaaS platform. These policies and procedures meet the
highest industry standard and are audited and certified regularly in accordance with leading security and operational
performance standards, including PCI, SOC2, HIPAA, ISO 27001, GDPR, CCPA, LGPD, FedRAMP and more.
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