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Encore CenterPlus E

Comprehensive quality assurance solution to improving
contact center performance

Encore CenterPlusE is a powerful quality as
to help improve agent performance and supervisor productivity. Its
vertical templates and agent scorecards help supervisors identify
problem areas and take immediate action through coaching and
. ) training. Timely and well -directed coaching improves agent
ng h|lg hts satisfaction and decreases attrition, helping to build a positive and
collaborative working environment and culture.

® Create agent scorecards

that align your KPlIs with the IMPROVE PERFORMANCE

goals of your organization

Keeping employees motivated is important in any environment. Nowhere is this more
e Evaluate and score agent evident than in the contact center industry, where the average agent attrition rate is
30%. Companies can decrease agent attrition and increase agent satisfaction and
performance with a healthy mix of empowerment, technology, and targeted training.
CenterPlus scorecards provide supervisors with a
a - performance and provide them with immediate feedback. By identifying agent training
marketing information needs and offering recommendations in real -time, supervisors can improve agent
performance, satisfaction, and retention.

performance inreal -time

® Gather and analyze critical

® Send agents coaching and
best practices clips via
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CenterPlus allows supervisors play back both the audio and
video while conducting an agent evaluation
Dual -screen Data Capture.
With Encoreds voice and screen capture capabilit
each conversation as it unfolds o providing them with insight into the entire customer
interaction. After scoring the interaction, supervisors can e -mail the evaluation and
recording to the agent, along with a coaching clip as an example of best practices.
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Efficient Quality Assurance Process. Encore frees contact center supervisors from mundane and
unnecessary manual tasks so that they can dedicate their time to working with agents and customers.
Enc or e 6 go-uwsadquality assurance system delivers many time saving efficiencies to supervisors,
including: automatically populating common fields and identifying and assigning the right QA form for
each call. Supervisors are better able to accurately and effectively perform quality assurance and
coaching sessions, resulting in enhanced agent performance.

Business Intelligence. The data pulled from CenterPlus brings statistical reports to life. Based off of
customer satisfaction and feedback, organizations not only learn which offers are successful or which
scripts need modifications, but they also learn how well customers rate the quality or value of a product
or how likely they might be to purchase new products. By relaying this kind of business intelligence
throughout your organization, you can help the contact center reach its potential as the hub of customer
contact.

Comprehensive Reporting . Interested in quickly identifying the top performers in a category or for a

specific Key Performance Indicator? Would you like to know how productive an evaluator is during a

certain time of the day? CenterPlus comes standard with 47 templates and reports, including agent

evaluation, evaluator productivity, sales trending, and team performance, to meet all of your reporting

needs. These reports provide valuable insight into your call
business intelligence you need to take immediate action.

CenterPlus Team Evaluation Report drills down, showing team performance based on pre -defined categories
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