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Customer Journey Mapping
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Setting up for good conversation
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Employee Experience will help improve CX
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Poll

« How many communication type applications are
your call centre agents expected to use?
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E.G. Hard phone + Skype + SMS widow + Live Chat window
+ CRM (Social). Answer 3 (5-7).




Matching customers to agent profile
CRM




Using speech analytics to improve the conversation
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Understand Contextual Behaviour

Run Report  Show Details

Calls only about

certain case types
where the hold
time <120s

& Report Properties Save | Save As

Pration completed in 2.

Calls only about certain
case types where the

hold fime is not <120s

NVM CALL SUMMARIES WITH RELATED CASE

Calls Handled Acc,Game,Fun,Prom,Tech,Cmp

Record Count

Hold Time

CALL SUMMARIES WITH RELATED CASE

Record Count - % Hold Time Desirable

. # Hold Time Undesirable

.+ % Hold Time Undesirable

64 61 95.31% 4.69%
2 2 100.00% 0.00%

88 65 73.86% 23 26.14%

Caills only 1 1 100.00% 0 0.00%

about certain 61 46 75.41% 15 24.59%

case fypes 5 5 100.00% 0 0.00%

Agent: Chris | 18 12 66.67% 6 33.33%
Agent: Jack 1 57 50 87 72% 7 12.28%
Agent: Jacob 13 13 100.00% 0 0.00%
Agent: Jake J 36 36 100.00% 0 0.00%
Agent: James 5 5 100.00% 0 0.00%
Agent: Jess | 1 1 100.00% 0 0.00%

| Agent: Joo A 43 32 74.42% 1 25.58%
L Agent: Keith| 46 40 86.96% 6 13.04%
Agent: Lewis 8 6 75.00% 2 25.00%
Agent: Lucinc 13 12 92.31% 1 7.69%
Agent: Luke \ 2 100.00% 0 0.00%
Aaent: Micah 1 0.00% 1 100.00%




Compliance by Agent and area
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Display Behaviours Across the Team/Business

Behavlours by Type

100: TS

170 12%

Record Count
Base Behaviour Behaviour Name

ﬁ B CA DPA Falled (postcode dob Nname)
B CA Opening Bohaviour (ondy how help)

B CA Opering Behaviour GRY (greetng. how hep. SF trand)
B CA Oporwng Behaviour MCA (greoting. how help. SF Deand)

Ontrer

Behaviour Value over Time

Record Count

B CA Acceptadle Mol Ime <2 minutes Dased on Call Reason 8
B CA Crosatals more than 5 percent
B CA DPA (postcode. dob, Mrame)

CA DPA Faled (postcode, dob, firname)
B CA Opening Bohaviow (only how help)
5 CA Opering Bohavowr GRV (greeting how help, SF trand)
B CA Opening Behaviowr MCA [grecting. how help. ST brand)
B CA Unaccegtable Mold time >0 minutes basad on Call Reason

I I I I Desirable Behaviour over Time
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Thank you

Christopher.haggis@vonage.com
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