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Encore Small Business System"”

Comprehensive recording and performance management
solution to improve contact center performance

Experience the Encore Small Business System, a powerful voice/data

call recording and performance management system. With Encore in

your contact or emergency response center, you can log, review,

retrieve, evaluate, organize, and catalog voice and data in a simple -to -
Hig h|ig hts use Windows environment . No other system combines so many features

and flexibility in such a compact, reliable, and affordable package.

® A comprehensive solution

' ’ The Encore Small Business System includes the same award -winning technology as our
for recording and quality flagship Encore Enterprise product, but in a package scaled to fit smaller operations (up
management to 48 ports). Enhance the functionality of your Small Business System with these optional

add -ons:
® Flexible scorecards measure e Screen Recording integrates voice recordings with desktop activity for maximum
agent performance vs. KPls business intelligence to improve customer satisfaction and uncover agent challenges.

. e Cent er Pladds iftegrated monitoring, evaluating, reporting, and coaching tools.
® Powerful encryption features

to protect sensitive e Port f o linfegrdfes agent evaluations and other data to generate reports that tell
customer data the real story inside your contact center.
*Optional, purchased separately

® FEasy-to-use search and

replay functionality FEATURES
Easy -to -use recording retrieval. A powerful filter wizard helps you locate the
recordings you want quickly and easily. Built -in quick search functions such as Date

Range, Yesterday, and Duration allow you to immediately retrieve the recordings you
want. You can also build your own search criteria and save it for future use.
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Recording encryption. Protect your customersod sensitive d

Payment Card Industry Data Security Standards (PCI/DSS). Based on the powerful
Advanced Encryption Standard (AES) format, encrypt or permanently remove sensitive
customer data with Encorebds easy to use encrypti

security.
; Email recordings with a click. Send recordings and evaluations in standard Windows -
. “,l compatible formats to customers for conflict resolution or to agents for best practices
pewerhul call conter selulions examples or coaching tips.
Advanced Security features. Multiple permission levels allow you to control who can
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access recordings and reports. Permissions can be set at the individual or team level.
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Encore Small Business

Intuitive recording player.
2. Browse the call database, play back calls for review and verification, forward calls via email, and ar-
chive or copy calls to another media source for storage or transport.

Find, access and replay recordings from your desktop with Encore Explorer

» Newspaper.eds - Encore Explorer. 2
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09/01/2006 10:45:39  |4677
09/01/2006 10:45:36  |4955
09/01/2006 10:45:3¢  |4773
09/01/2006 10:45:3¢  [4537
09/01/2006 10:45:32  |4158
09/01/2006 10:45:21  |4788
09/01/2006 10:45:12 | 4867
09/01/2006 10:45:00  |4658
09/01/2006 10:44:57  |4332
09/01/2006 10:44:56  |4688
09/01/2006 10:44:55 4922
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10/04/2006 10:29:19 | 4658 Casey Easlick Yes No 2904
09/27/2006 14:15:02  [4691 Tom Knight Na Mo 2901

(01/2006 10:55:53  |419 3 EE . |n
|09{01}'2006 10:46:37 4199 Miguel Rodriguez No No 2906
09/01/2006 10:46:26 4186 Brad Ellison No Yes 2914
09/01/2006 10:46:20 4117 Mo No 2903
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Rosalinda Camancho Mo ho ' 2910
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Comprehensive Reporting

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

specific Key Performance Indicator (KPI)? Would you like to know how productive an evaluator is during
a certain time of the day? Encore 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

with the business intelligence you need to take immediate action.
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CenterPlus Team Evaluation Report drills down, showing team
-defined categories

performance based on pre

insight
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