10 WAYS QUALITY CAN
IMPROVE CONTACT
CENTRE
PERFORMANCE
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How quality drives customer experience improvements
The link between quality and performance
Expected performance improvements

How new technologies can improve quality (and changes
INn behaviour)
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o ontact Cener

What is “Quality?

» Core attributes: predictable,

uniform, dependable, consistent
» Based on: standards

- From the perspective of: the SRatine i (R g

customer thought

wanted the customer wanted

customer
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The Link Between Quality and Performance
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Train agents Quality Management

l « Coaching library
 Call recording
Measure * Interaction scoring

comprehension

€l » Agent coaching
and proficiency
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ow Quality Drives Customer Experience Improvements

Leading KPlIs

Abandon Rate h Average Speed I

Service Levels

Lagging KPI

Contact Centre
Operations
Customer
Satisfaction

Self Service Rate

Transfer Rate

Customer Effort
Hold Rate

First Call Resolution Complaints &
Escalations

Www.niceincontact.com/call-
center-resource-finder

Quality Evaluation
Scores

Search “KPI”

Customer Feedback
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Quality Improvements Drive Performance Improvements

Typical Performance KPI's
affected by Quality Improvements

Overall

. : performance
Average Handle Time improvement

- First Call Resolution
- Attrition -- Customer and Agent

KPI
A e
Average Handle Time 9.5 min 8.7 min  +42K interactions or -2
headcount
First Contact Resolution 74% 81% +11K interactions or -.5
headcount
Agent Attrition Rate 38% 34% 1 less attrition
Customer Retention 10% 9% 50 accounts

Example: 500 accounts, 10 seats / 148K annual interactions with 10% KPI improvement
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Technology can Help Improve Quality

“We believe that our customer service is a differentiator in the market for us. So it's not just a cost that we
have to manage. We believe that providing amazing customer service is important and strategically aligned
with what we want to do.” Operations Leader, Healthcare Industry

* Atrtificial Intelligence
* Advanced Analytics
* Customer Survey

* Quality Management

* Performance
Management

Feedback
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ummary

Improvement
1. Define quality standards from i
your customers’ perspective Coa C h 1N g Engagement

Analyti -
P ermrnyiReaClontEl!Omegwqu
Savings rmarGimﬁmatlon
N Ce
operational results

| t
: 'ky
.+ BONUS: Use performance FeeckaCSA N

imp_l;(_)ve_ments as business AUtomatediD
thf)tlls ication to acquire new QM Recordi gle

2. Make the commitment to
continuously improve quality

3. Use new technologies to make
guality accessible to agents

4. Use the right reporting, KPI's
and analytics to measure
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