OMHUKAHABHbIN
ROHTPOJIb KA4€CTBAd




OcHoBHble dpakTbl 0 ZOOM International

#1
nnatdopma ana 3anucm B cetax IP- 1)500+
TenepoHnn Bo BCem mupe 3aKa3uymMKoB B 92 cTpaHax
11
oduncos B mupe (B T.4. B Poccum) 300+

[MapTHEpOB BO BCEM MUPE

82%

Net Promoter score




ZOOM npegnaraet Kopobo4yHoe pelleHne ansd

« 3anucu (ronoc n BMAe0) 1 aHanunaa anga kopnopatmsHon IP-tenedorHun.

* YnnarneHus Ka4eCTBOM M ONTUMU3aLIMM paboTbl KOHTAKT-LUEHTDA.

v =

T

YnpasneHue OueHka
KayecTsom YA0BNETBOPEHHOCTH

E-learning n
HaCcTaBHUYECTBO

[onocoBas aHanuTL

7] [

O

>

e 3anucb BUAEO U 3anucb TenedoHHbIX
C15¢o TenenpeseHc pa3rosopos

Compatible

3anucb 3KpaHoB

MOHUTOPUHT

pa3roBOpOB M 3KPaHOB

o

MnaHUpoBaHWe Harpysku u
COCTaBNEHWE pacnucaHns

7\

AHaNNTMKA CTAaTUCTUKMU



BCEE Muccus

Mwuccna ZOOM 3aknto4vaeTca B TOM, YTOObI
6biTb #1 Nnpon3BoaUTENEM CUCTEM ANA
KOHTAKT-LLeHTPOB 1 KOPNOPaTUBHOM
TenePoHNM C TOYKU 3peHUA
YAOBNETBOPEHHOCTMN N N0ANIbHOCTHU
NapTHEpPOB, KJIMEHTOB U COTPYAHMNKOB

7!
'v:«'.LL,DW

WX




dokyc Ha Customer Satisfaction
YoosnemeopéHHocmeb KnueHmos ZOOM sbiwie Yem nokazamenu y ompacnessix audepos!

Net Promoter Score g —

°
N ZO00M  —
o
ol I NTERNA DN AL @ w000 ATAT Wi-Fi ¥ 10:00 AM 4 81% -
| ZOOM Dashboards v Db W

Support & NPS ~

e B3 laist ot WUSKPE  WerdS Wkt | Fod

I NPS in Selected Period # ol Received Surveys

7 82% M8

é sepon NPS Trailing 365 Days "*/I" 80%
0 81% - 100%

78% ebh 'i
1% gox Gouogle

85%  gax

% ey 9

v-‘f\z 5@’00 s v"a &

a
W &

Ha 4% ny4we Yyem y Apple

MapTt 2017



artner

UeTBepTbin pa3 noapsan OTMEYEH B
Gartner kBagpaHTax B obnactn Customer Engagement
Center Workforce Management

“Toodykmer ZOOM WFO rnocmosiHHO
cosepuieHcmaeyrmcs, ¢ 3aMemHbIM yCusrieHUeM
QyHKUUU aHanumuku u nosy4yeHus obpamHyou ces3u
om 3aKa34ukKoe KoHmakm-ueHmpos .” (dekabpb 2015)



ZOOM International saHnmaert
#1 MecTOo cpeau

npounassogutenen WFO, B

CONSULTING LLC PENTUHre YOOBNETBOPEHHOCTb

3aKkas3ynmkoB




QCUSTOMER © “PeweHne ZOOM Quality

B smamnEE e Vanagement Suite JOCTONHO
aTOoro craryca.”
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YTto Takoe
OMHUKAHANBHbIN

KOHTPO/1b KayecTBa? s

4




Knaccuuecknm uukn ynpaerneHusa Ka4eCTBOM

27 D0l oowm @R EH w0 &

v
3anucatb OMHUKAHATIbHASA
KOMMYHUKaLuio 3annch
. ® KOMMYHUKaLum
: (0
HenpepblBHble
yaydwieHuA
OMHUWKAHAJTIbBHAA AHanus OueHKa OMHWKAHAITbHAA
OnTummnsauma u U onTumunsaumsa OueHka

N3MEHEHNA K



ZOOM 6.0

Cucrema
o ] vin
- MOSNTHOTEKCTOBOIO
=] S
— NMONUCKa "
— yuoemggi:ﬁmcm B XpaHeHuA
Bugeo 3anucatb 3anncb
N
(@) pa3roBop
3anucb ")
pasroBopa E ah _Ci
OHnanH 3anucb
MoHUTOPUHT 3KpaHoB
B3aMMOOENCTBUN
YnpasneHue AHanuns OLI,eHKa onocoBast
KaYecTBOM 1 OoNTUMU3aALMUS aHanuTuka

OOHO OKHO KITMEHTCKOro

onbiTa - eAUHbIA CMUCOK ~ ——
BCEX B3aMMOoOencTBUn I:I | f7\ -
C KIMEHTOM B — | -\ / — — S ift™ b ol
OMHWKAHAITbHOM . o CTaTtucTvka - CloudLift
eLearning —
KOHTaKT-LEHTpe
MporHos n

lMnaHupoBaHue

OMHUKAHANBHbLIV
aHalnms3



1 KOHTPO/Ib

W

OMHUKAHANbHDI




3anncb N KOHTPOJSb B3aUMOOENUCTBUN C KITMEHTAMM:
* TenedoOHHbIE 3BOHKM
e 3anncb 3KpaHoB

« 3anuncb Email (ZOOM 6.0 —uHTerpauunsa c Salesforce
Email n eGain)

e 3anuncb TekctoBbiXx Chat (ZOOM 6.0 —MHTerpauuns c
Cisco Spark n eGain Chat)

« OTKpbITEIN APIl ans gobasneHnst Apyrux TEKCTOBbIX
coooLweHnn

atfrenfee @
CISCO



ZOOM:

MPOCMOTP 3BOHKOB U 3KpaHOB

ZOOM Quality Management ZOOM Quality Management o) [

P& Conversations

*4 3kcneptuabl
3KenepTusbl
MpUYUHBI 3aMeHbl

B BonpocHuku

E2 AnkeTbl knneHTa

+1 TpeHunr

\. PeueBble MeTKM

B Metkun

& Otyetbl

X, Skcnopr aaHHbIX
paduku akcnopTa
MnaHupoBLUMK 3KCNopTa

X AOMUHUCTpUpOBaHUME
Mpynnbl
Monb3oBatenu
Tunbl B3anmoaencTeuns
XypHan ayauta
Ponu

MpeanoyTeHus

< AHkeTbl knmenta X Okcneptmabl X | Conversations X

MpoBecTun akcnepTnay MpocmoTpeTh Moppo6HocTH CHpocuTb nouck OGHOBUTb NOUCK
Bcé Bpema v BcsiHegens v  Becb geHb v Jllo60e Bpems pa3roBopa v  3BOHKM v 3anucb 9KpaHa He UMeeT 3HayeHus v Jllo6oe HanpaBneHue v
Homep TenedoHa Onepatop Global Callld v Loginld v Agent Name v Service Type v Start Reason v~ End Reason v
Call Classification v  Caseld v  Customer Id +

Field | Data. | _ | Device | Type | Description | Duration_
ANI 6212 3060 Rout... RoutePoint 3060 00:00:00
DNIS 3060 1 sQ C5Q_ShowRAC... 00:00:21
Layout default 7001 Agen... Vesely Jan 00:00:56
Total 00:01:
=
m <) g
(L. At 0 o 03 A e 1 5
e 9 John Smith 724598632 [ 10 ¢esp. 10:27 2 MUH, 29 cek
¥ 303 John Smith 724528632, 724598632, 725598632 E & 10 deBp. 10:21 3 MuH, 16 cek
[
W John Smith 724598639 [ 10 ¢eep. 10:18 2 MuH, 53 cek



ZOOM: npocmoTp Emall

Conversations X

Pa Conversations

v % 3kcnepTusbi .
How to change default password policy S

dKenepTuabl OT:  mebarta@duub.hu 3 aHB. 13:36

MpUYMHBI 3aMeHbl Komy: support@xptech.com

N :
B BonpocHuku Ok, will do so.

BonpocHuku
BR

fipycbl OLeHKMn

B2 Axketbl knueHTa

4

+1 Tpenunr

Y. Peuesble MeTKM

How to change default password policy g
B Metku Ot:  Trevor Lowry 3auB. 13:35
Komy: mebarta@duub.hu

v & Oryerbl
HaBbikn onepaTopoBs Hi Mezei,

CpaBHeHwue rpynn 1 onepaTopos
P il patop This is a required minimum password complexity. You really need to respect it and set up

CpaBHeHMe 3KCnepToB password that is complex enough.
PeitTuHrosas Tabnuua Please try.
KonuuyecTBo peyeBbix METOK
Regards,
PeyeBble MeTKU NO KaTeropusam Trevor

PeyeBble MeTKU Mo onepaTtopam

PeyeBble MeTKM No rpynnam

[ .
..:’} Quality Management How to change default password policy



Z0OOM: npocmoTp Chat

Pa Conversations _
marisacdias@yourm

v %, 9kcneptusbl ail.com

9 desp. 15:12
3KCNepTU3bI
MPHYMHBI 3aMeHbI
v B BonpocHuku

BonpocHukmn

fApycbl OLEHKK

E3 AukeTbl KnueHTa Angela Blackman

9 derp. 15:12
> 41 Tpenunr besp

%, Peuesble MeTKM

B Meriu marisacdias@yourm

& Otuetnl ail.com
9 ¢esp. 15:12

<

HaBbIku onepatopoB
CpaBHeHKe rpynn v onepaTopos
CpaBHeHWe 3KCnepToB Angela Blackman
9 ¢eBp. 15:13
PeitTuHrosas Taénuua
KonuuecTBo peyeBbix METOK
PeueBble METKW N0 KaTeropusam

PeyeBble MeTKK No onepaTopam

PeueBble MeTKM NO rpynnam

A .
%5 Quality Management

Hi, i have a cluster CUCM 9.1 and i would like to make upgrade
10 10.5(2)SU1 version. so i downloaded this ISO file:
UCSInstall_UC0S_10.5.2.11900-3.sgn.iso firstly i faced a MD5
error but after installing the COP file : ciscocm.version3-
keys.cop.sgn the installation is contnuued and then a get a
message error (find the attached filea). any help plz?

Hi Marisa. If you run a CDR report do you get current data?

Yes, | get CDR report on the callmanager

CUCM doesn't support TFTP for CDR file exports. You must
use FTP or SFTP. You can restart the Cisco CDR Repository
Manager or CDR Agent process by going to the Cisco Unified
Serviceability window and selecting Tools > Control Center >
Network Services if you want.

It's more likely that either the FTP connection is failing to be
established in the first place or the FTP PUT command is
failing. It's probably easiest to look at the logs of the FTP
server to see where this goes wrong.




ZOOM: cnncok akcnepTns (OUeHEeHHbIX
B3anMOOEeNCTBUN

< AHkeTbl knueHta X | 9kcneptuabl X
P Conversations .
12 [pyrve peiicTeus MpocMoTp oLEeHOK aKcnepTa v
v %4 3kcnepTuab
3KcnepTuabl 3KcnepT OnepaTtop OueHka Craryc MocnegHee n3ameHeHne A~
A
MpUYMHBI 3aMeHbI Snow, Ty Santos, Pablo W VeryGood  3aBepw.. 1 desp.2017r.,15:21:22 1% copruposars no sospacranmio
. CopTMpoOBaTb Mo y6bIBaHMIO
& BonpocHuku Snow, Ty Wilson, Dana Above Av..  3aBepu 1D [T CTonéub! TyC -
3 AukeTbl knuenTa 4
Snow, Ty Moran, Mary Above Av..  3aBepu , Skenept Skcnepr: | BbibpaTb akcnepra .
' Onepatop
+1 Tpermnr Snow, Ty Hopkins, Gary Above Av..  3asepu
O BonpocHuk MNepuop: BbibpaTb nepuog -
‘. Peuesbie Metku Snow, Ty Archer, Ruth B Excellent 3agepul | C
M ( C i
@ Meraw Snow, Ty McArthur, Morgan [ very Good 3aBepu jj flo
v
& Otuerbl ) " Ouetka Mo m
. Snow, Ty Roberts, Gail . Below Av..  3aBepu (s Cratyc
¥, 3KcnopT AaHHbIX r - —
Snow, Ty Beasley, Beasley [ Very Good  3asepu - KpaitHuii cpok MocneaHee  C E3
padukm akcnoprta ") MokasaTb M3MeHeHue:
Snow, Ty Clark, Joanna Above Av..  3asepu ., Mo ]
MnaHupoBLLMK aKcrnopTa ' TocnepHee n3MeHeHne
Snow, T Baker, Nick Very Good  3aBepu | TMepBuuHbiit ID B
v ALMWHWUCTPUpPOBaHWe y . v P P lpynna: = Beibpate rpynny v
| BsaumopeicTeuns
Adams, Robert Santos, Pablo [ Very Good  3aBEPLL..  + qeop v s 1 o e
Ipynnsl Onepatop:
Adams, Robert Wilson, Dana Above Av..  3asepw.. 1desp.2017r.,15:21:22
Monb3oBatenu H
omep
THNLI B3aMMOgRERCTENA Adams, Robert Moran, Mary Above Av..  3asepw.. 1desp.2017r.,15:21:22 2a9BKH:
MypHan ayauTa Adams, Robert Hopkins, Gary Above Av..  3asepw.. 1desp.2017r,1521:22 Conversation
Ponu Adams, Robert Archer, Ruth B Excellent 3asepw.. 1 ¢esp.2017r,15:21:22 Link:

MpeanoyTeHna Adams, Robert McArthur, Morgan . Very Good 3aBepw.. 1 desp.2017r,15:21:22 ID C Mo

DRaaMKMANaANTRIAGY



ZOOM: KOHTpOInb KadyecTBa, OLeHKa
pa3roBopa

BcTpoeHHbin HTMLS-npourpbiBatesib, onepatuBHOE npoBeaeHne SKCcnepTussbl,
aHanms crtartyca B3rnggom

AHkeTbl KnueHTa X 3keneptuabl X dopma akcneptusbl 18595 X | @opma oueHkw (18595) X

i Oetanu © Victopus oT3biBoB X, 9kcnopt ayano X 3akpbiTb
BonpocHuk: Average Handling Time (1.0) Onepatop: McArthur, Morgan Mepuop, C:26.04.15Mo: 26.04.15
3KCNepTH3bl:
Bxoaawmi: 00:02:17 KnueHT: 724562589 Hauano: 01.01.16, 8:54
Kop oTcnexuBaHus Conversation Link: K .
aTeropwus:
noyThbIl:
@ (] @ G
) 00:12 =
0 AL O 0 . s O, . .0 A 00 . L LB
Bonpoc OTeeT
= Opening script, 13,0 % (anemeHTOB: 2)
1. Opening script followed? (30,0 %) Yes - agent followed script completely.(Excellent) i
2. Own and company's name stated when greeting customer? (70,0 %) Yes - agent stated both names(Excellent) i
Compliance, 1,0 % (anemeHToB: 1)
BHYTpeHHMe npuMeuanns  + Yto Heobxogumo ynyuwmute T Yto HeoBXOANMO COXpaHUTh 06wan _

OLeHKa:



Z0O0OM elLearning: ynpasnsgemoe
00)oby4yeHne onepaTtopos

‘

P Conversations

<+ New & Edit @ Delete &, Export &, Import Search query Q, search
> %3 Reviews
~ B Questionnaires State Questionnaire Type Version Scoring System
Questionnaires v Average Handling Time QUALITY 1.0 Percentage
Scoring Tiers v Sales performance improvement QUALITY 1.0 Percentage
2 customer Surveys v Collections performance improvement QUALITY 1.0 Percentage
> 41 Training v First Call Resolution (Inbound tech support) QUALITY 1.0 Percentage
‘. Speech Tags x Demo MaT QUALITY 10 Percentage
® Tags v Application usage QUALITY 1.0 Percentage
> L)
€ Reports v Call Quality QUALITY 10 Percentage
> &, Data Export
v Call Handling Methods TRAINING 1.0 Percentage
> L3 Administration
v Customer Survey SURVEY 1.0 Points
> g1 Performance Analytics
. v Lyall's Team QUALITY 10 Grades
1 About
. v Coaching & Performance Management TRAINING 10 Percentage
& User Profile
o Log Out L Sleepys QM QUALITY 1.0 Percentage
v Grades QUALITY 1.0 Grades
v Lyall's Team QUALITY 20 Grades
v Average Handling Time QUALITY 23 Percentage
X SonexusHealth QUALITY 10 Percentage
v National Instruments - Activation QUALITY 1.0 Percentage
v Test QUALITY 1.0 Percentage
r_.“_-l Quality Management Displaying 1-18 of 19




ZOOM: ynpaBrneHne u TermpoBaHme 3anncu
Ha 9KpaHe KOMMbloTepa oneparopa

MapkupoBka 3BOHKa Terom:. CNUCcokK, BBoA TekcTa, check-box

st]1.1]1. Agent Agent 3002 (3002) - Extension 2019
CISCO © Mot Ready =

“Home Manage Call

Sign Out ~

th ZOOM Recording INACTIVE il |

Pause | Resume | ¥ Sunvey |

Support Call
lake a New Call INfo ROGUEST s
ils https:/ /192,168,111, 78 /deskbop /oo O j 4 |5 sy Cisco Finesse x | | I ¢ Gos

s1]1a1]1: Agent Agent 3002 (3002) - Extension 2019 Sign Out ~
CISCO © Not Ready »

“Home" Manage Call

F_.g ZOOM Recording INACTIVE my call comment]

/'? Cisco Finesse - Internet Explorer

% w [t https://192.166. 111,78 deskeopfcor O || BB || ¥ ks Cisco Finesse

st]1a1]1, Agent Agent 3002 (3002) - Extension 2019
CISCO “ Mot Ready

"Home Manage Call

Sign Out ~

Fg ZOOM Recording INACTIVE

®2010-2013 Cisco Systems, Inc. All rights reserved. Send Error Report 7




ZOOM: ynpaBneHue n TermpoBaHue 3anuncu
Ha 3KpaHe TenedoHa

3anucb nNo TpeboBaHUIo C ® 0162052 °
NOAAEPXKKON  (DYHKLMM 2052
Prerecording

$ 04.07.1607:40 | 2012

cnonb3oBaHue cepsuca XML-
npunoxeHun CUCM

PaboTaeT Ha cTapbIX U HOBbIX
moaenax IP-tenedoHoB Cisco

PaboTaeTt B ceTtax ¢ NAT

MOHUTOPUHI TenePOHHbIX
pa3roBopoB U 3KpaHOB

KoHTpoOrsb ¢ ydeToMm npaB
.U.OCTyﬂa Record status




ZOOM: CooTBeTCTBME TPEBOBAHNAM Vgek 252

PyyHasa n aBTomaTnyeckas PaclumpeHHoe ynpaBneHue 4oCTyNnom
noctaHoBKa Ha [lay3y u K 3anucam

Bo3sobHoBneHue 3anucu MNogaep)xka caMo-NoAnMcaHHbIX 1
3anuck 3alnMgpoBaHHbIX 3BOHKOB, KOMMEPHECKMX KITH0HEN
WHTErpnpoBaHHOE C MeHeaXepoMm PacLumpeHHoe npoTokonuposaHue
yrnpaBrneHus Krnovamm AeicTBMI Nonb3oBaTeneil CUCTeMbI B

XKypHane
Aicnonb3oBaHne nHaycTpuarnbHbIX

anropuTmoB LndposaHns (AES, DES, LLindppoBaHne kak 3anncen 3BOHKOB,
Blowfish) TaK 1 3KpaHoB

Cisco Finesse

(e ]
@)r‘. 192.1€8.111.78/Zeskcp/corkainet | (] ‘IQHcd:t I ﬁ 8 9 & 1

] 1an]re Agent Agent 3002 (3002) - Extension 2018
CISCO ° Talking ¥
SHomeY  anage Call

F_‘g ZOOM Recording ACTIVE - I Good for training

q Varlz 1
) .all Variaple 1

& 2010-2013 Cisco Systems, Inc. All nghts resenved




PeyeBas
aHa/IUTUKA




ZOOM: peyeBaga aHannUTuUKa

PeueBas aHanuTnkKa No3BonsieT
aBTOMATUYECKN «MNPOCIYLUMBATbY»
100% dpannos 3anucu

Kaxkgbin pann 3anmcu
NHOEKCUPYIOTCA No poHemam, 13
KOpPOOKK noaaepXnBatoTcst
Pycckuin, English (apyrne asbiku
Nno 3anpocy)

MrHOBEHHbIV NOUCK KIHYeBbIX
CNOB No Bcew Oase 3anucen Tak
KaK BCe 3arnuncu yxe
NPOUHOEKCUPOBaHbI

Cucrema oyHKLMOHUPYET B
MOSMTHOCTbLIO aBTOMAaTUYECKOM
pexunme, He TpebyeTcd
adMUHUCTPUPOBaHUS crioBapen u
OPYrux HacTpoek



ZOOM: peyeBaga aHannuTuka

< Peuesble meTkm X  3aTAruBaHue pasrosopa X
Pa Conversations }
< Hosblii CoxpaHuTb

> %4 Skcneptusbl

>
B Bonpochuku 2 Nms: 3aTAaruBaHue pa3roBopa OTo6paxkeHue Bce rpynnbl v
B3 AukeTbl KMeHTa Enabled Phrase Ans:
> 41 Tpenunr - -
MHE HY>XHO YyTOUHWUTb []
\. PeyeBble MeTKKH HasBaHVIe rpynnbl
pedyeBbliX METOK
& Merku [ | MMWHYTOUKY =
> & OtueTsl
> b OKCNopT faHHbIX [ | ocTaBalTechb Ha NUHUKU =

> £ AOMMHUCTPUpPOBaHUe

> a1 Performance Analytics

dpasa ans nomcka

O npoaykTe

.
1
= [podunb nonbaosarens

I] Bbiatn



ZOOM: peyeBad aHannUTukKa

| () Monckasm i | 75 CoManager, Co ( ) 4" Buiiu (7] Coobuienns

[« J7Baunoueﬁcmu7';
- :: :: & Np prusy (@ Wndop d prayavo @8 MosTopHoe ckaxvposarie .o Coxp KaK I, Wab: . 3arpy v %0 peay noucka
@ Vucbopmauvionan naens e (e o = Infinity packages e HauanbHas gata: 01.04.2014
» (] Oxenepruasi !‘:’;h h m SR s nn Sy e ':"‘J F KoHeuHas pata: 01.02.2016
‘ ég :mmoneﬁmwﬁ © KnMeHTaMn a— e Peuesbie MeTku: Customer Churn
b NPOCHUKN =
Sutschto fara
| B MapknpoBaHue LBETOM e -
! PEHUHT and diaim ! - | '
P Peuesbie meTkn '; o \ peq n a6OHeHTa N MeTku B3aumMopeiicTaus +
) MeTku B3aumopeiicTaus ] Peuesbie METKM -
* ¢ Oomen | oneparopa YBennyeHHas
I () OkenopT AaHHbIX Comckager> & paone> B rondbena> &> — )
b 68 Amsmmepsn S -} ges> S phoned b Broadband obnacTb aKpaHa
i [ I 15y ‘ HaBepHsika g
M'Mh il i WAL = = | =
[fara ~ Bpems 7 Onepatop Knuent OueHka... Ot3bIB MeTkn
20:54 . John Smith 724562589 - bBannos:8 Mdﬁ’d He conepxut peyesyio meffky .
18:48 : P Jotn Smith 604224841 2 - Ry |+ nobaeiTs werky e
B ocn pO n3segeHune 4 : P John Smith 608478452 75,0 %... - U SRPee®
; 2: I Jobn Smith 774845841 50,0 %... - V%0
pa3r030pa n 3anncu 2: B John Smith 724568987 - - VRR00P
9 Kp aHa B John Smith 724568987 - Bannos: 0 QP

ABTOMaTUYECKMNE METKMU,
Hannyne NCKOMbIX rPynr
peyeBbiX dopa3s B pasroBope

ABTOMaTUYECKNE METKMU,
MECTOMOJIOXEHNS NCKOMbIX
rpynn peyeBbix opas

dunbTpbl NOUCKA,
CITOXHblE Kputepum

CTRL+wenyok ans Buibopa Heckonbkux B3aumopeicTeu, SHIFT+wenyok ans BeiGopa noapsa BHewWwHe faHHble |+




ZOOM: peyeBad aHannUTUKa, aHanums

AaHHbIX

-Q Conversations
L 3KkcnepTuabl
> B BonpocHukK
B3 AukeTbl KNMeHTa
> ft TpeHWHr
. PeuyeBble MeTkn
BB Metku
b4 G‘ OTyeTs!
Haebiku onepatopos
CpaBHeHuWe rpynn 1 onepaTopos
CpaBHeHWe aKcrnepToB
PeiTUHropan Taénuua
KonuyecTeo peyeBbIX MeTOK
PeyeBble METKM MO KaTeropuam
PeyeBble METKHM M0 areHTam
Peyesble MeTKM Mo rpynnam
Peyesble METKM M0 NPoOAC/DKUTESbE
DKCNOPT AaHHbIX
ALMWHWUCTPUpOBaHUe
Performance Analytics
1 O npoaykte
Mpogune nonbaosartens

[’ BoidTi

5] "
= Quality Management

KonuuyecTso peyeBbix MeTok X

Metkn X PeyeBble METKW NO areHTam X PeyeBble METKH No NPOACIKUTENLHOCTH 3BOHKa X KonuuyecTBO peyeBbiXx METOK X

PeueBble MeTKK: 2 peyeBblX METOK BbiGpaHo Kanan: INo6oin CTeneHb yBepeHHOCTH: OnpegeneHHo ~ 2 Cospate oTuer
BkenopTvposaTL
Macwra6 1aH. THes. M. 3m. 6m. 1r. Bee C | Won3,2016 Mo OkrT1,2016 |
Buibpate Boe OTMEHUTE BEIBOP

100

90

80

70

60

50

30

20

—_ MoeTopHbie oGpalLeHHsA
3aTarveaHue pasrosopa

[nHamMmuKa rnosiBNeHns B

pasroBopax pas o
NOBTOPHbIX ObpaLLeHnsIX

OvHamMmuka yBenndeHusd
AHT no npunynHe

3aTArMBaHNa pasroBopa
(MHoro HOLD-0B) "

2. Aer 3. Aer 7. Aer 9.CeH 11.Cen 13. Cen 17. Cen 18. Cen 21.Cen 23.eCen
i !
14, Ma@ CeH 26. CeH
1| »
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OTMEHWTL BaIBOp

eee, eee

Forst, Brent
Galkina, Olesya
Gregan, Sienna
Handy, Jack
Jones, Adam
Khory, Judy
Lear, Florence
Sandberg, Michael
Smith, John
Stair, Holly



bbicmpoe 0ocmuXeHue CHUXeHUS cpedHea20 8peMeHuU pa3z2oeopa
(AHT), ymeHbweHuUe HapyweHuUlU cmaHoapmog meregOoHHO20
obcryueaHus 3a cHem aBTOMaTU4ECKOro («kHEMMHYEMOE HaKa3aHue»)
HaxoXaeHune 3anucen, rae:

* onepaTtop HEOOOCHOBAHHO AOSITO0 MONYNUT

* Onepartop 4YacTo UCMonb3yeT hpasbl, CUTHANNIUPYIOLLNX 00 yBENTMYEHUN
BPEMEHM pa3roBopa («...ocTaBanTeCh, NOXAaNyncTa, Ha NNHUN...»)

e onepaTop UCMOMb3YEeT HE pa3peLUleHHble pasbl («...Bbl AOSTKHBbI...Bbl
00s3aHbI»)

* orepaTtop He UCNonb3yeT pekoMeHOoBaHHbIe dopasbl («...9 Mory
NpeasioKNTb BaM...»)

* B pasroBope NpuUCyTCTBYIOT dopasbl, yKasbiBatoLne Ha NOBTOPHOCTb
obpaleHnsa («...s y>Ke 3BOHUIT ...»)



[onoc KnneHTta (Voice of the

Customer)
OueHKa yoosnemeopeHHocCMmu
KsaueHma obcayxusaHuem 8
KOHMAaKmM-uyeHmpe




ZOOM: ronoc KnmneHTa

* |VR-aHKeTupoBaHMe KIineHTa
nocne 3aBepLueHnsa 3BOHKa

* AHKeTbl CO34al0TCH CynepBu3opamm
(MeHeoKepamMn KOHTaKT-UEeHTpa),
He TpebyeTcs nameHeHue IVR, He
TpebyeT BoBnedyeHue IT-cnyxo i
|

 ABTOMaTU4YECKOE «MNPUKPENNEHNEN
aHKeTbl K ¢pansny 3anncu un K
9KCrnepTm3e OLEeHKN KadecTBa

* OTyeT No pesyneratam
aHKETUPOBAHMSA KITMEHTOB



/0O0OM: co3naHne aHKeTbl A9 OUEHKU
OOBNIETBOPEHHOCTU

< Questionnaires X = Customer Survey X
P Conversations
4= New Section 2= Manage Sections £ Properties Save a Copy
> Reviews

*
v B Questionnaires Name Customer Survey Version 1.0 Questionnaire ID: 11 @) Status: This questionnaire is used for reviews already. Save a copy to make changes

Questionnaires
Section Name Description Voice-Over Type
Scoring Tiers
= Agent Experience, (6 items) - Agent rating

3 Customer Surveys
> 4 Training Did the agent solve your issue? Regular question
‘. Speech Tags Have you contacted us about this issue before? Regular question
@ Tags
> @ Reports Please provide us your feedback to help improve... Customer feedba...
> % DataExport Thank you for the time you have taken to answer... Prompt Only
> LI Administration
Was the agent polite in handling your requiremen... Regular question
> gli Performance Analytics
i About Your feedback is valuable to us please use the to... Customer feedba...
& User Profile
Questionnaire Answer Description Compliance Digit Points
Yes None 1 5pts
Partially None 2 3 pts
No None 3 0 pts
N/A n/a None

I3 quality Management ooy e



ZOOM: pesynbTaTbl aHKETHI
EEEY] 94—

Pa Cconversations . r
1 Aertanu X, 3kenopr ayguo X 3akpbITb r
*4 3kcnepTuabl
3KCnepTU3bl BonpocHuk: Customer Survey 1.0 Onepatop: Smith John Dara: 10.04.14, 9:54
MpUYrHbI 3aMeHbI .
P ~ @ @ v o
" omecune O N . 0 e, | I ol ™=
R L R 0 0. . .. .6 Y i o AL, i
Bonpoc OTBetr
TpeHuHr . .
o T E Agent Experience, (anemenToB: 6) - Agent rating
%, PeueBbie MeTKH . .
Did the agent solve your issue? (bannog: 0) No (Bannog: 0)
B Metku
Have you contacted us about this issue before? (Bannos: 0) No (Bannoe: 5)
& Oruersi
Please provide us your feedback to help improve our service to our customers Press 1 to leave your valuable feedback (HenpumeHumo)
X, 9kenopt pamHHbIx .
Thank you for the time you have taken to answer our Survey - He oTBeyeHo -
£ AnMMHMCTPUpOBaHUE e . .
Was the agent polite in handling your requirements? (annos: 0) Ok (bannoe: 3)
11 Performance Analytics
i o Your feedback is valuable to us please use the touch pad on your phone to provide answers N/A (HenpumeHnmo) =
1 OnpopykTte
= Mpoduns nonbaosatens (anderson)
@ Boiitti
O6was  bannos:
OLeHKa:




Performance Analytics
AHQU3 OAHHbIX O
Kayecmee U cCmamucmuKku =
pabombl KOHMAKM-
ueHmpa




Z0O0OM: Performance Analytics

*  WVHCTPYMEHT ANs CynepBM30pOB U MEHEAXKEPOB KOHTAKT-
LleHTpa

* [lo3BonsieT 6bICTPO, yOobHO 1 6e3 npueneveHme IT-
cneunanmcToB NMony4YnTb OTYET N0 KOMMIEKCHbIM AAHHbIM N3
HECKONbKUX UCTOYHUKOB

» [oTOBbIE LWABMOHLI OTYETOB U KOHHEKTOPbI AaHHbLIX U
BO3MOXXHOCTb 400aBNsATb CBON UCTOYHMKU JAHHbIX

& e 1
B

Talk Time Quality Salaries Sales Shift Structure Found Phrases
Wrap Up Time Satisfaction Bonuses Customer Value Adherence Silences
Waiting in Queue Training Results Vacations Product Offering Workload Crosstalks

L | | | | | J

L1

Contact
Center




Z0O0OM: npumep otyeTa Performance

Analytics

Pa Conversations
» %4 Reviews
> B Questionnaires
E3 customer Surveys
> 41 Training
Y. Speech Tags
B Tags
> & Reports
> %, DataExport
> X Administration
~ 1l Performance Analytics
Conversations
AHT
Time
Score
Quality
Focus
Balance
Coverage
Feedback
Card

Rejected

r_.“! Quality Management

Conversations X

SEGMENTS (IJIJEUE . CHANMNEL . PEF‘ARTMENT TEAM . AGENT . PATE .
Al ~| | an ~ A ~ Al ~ A ~ Al ~ | Feb12016 - Jan 30 2017 -
Handling Time and Cenversation Count by Date i All - ‘

I Conversations Count - Handled B Average Handling Time Average Inbound Handling Time
B Average Outbound Handling Time @ Average Unknown Direction Handling Time [l Average Internal Handling Time

Long, Normal and Short Segments Count by Date

26,000

B Long Segments Count @ Normal Talk Time Segments Count [l Short Segments Count
segmems by Channel by Date

Segments Count by Direction by Date

26 NN




Z0OO0OM: npumep otyeTta Performance
Analytics

~ gl Performance Analytics
Conversations
AHT
Time
Score
Quality
Focus
Balance
Coverage
Feedback
Card
Rejected
Queues
Extreme
About
Speech
Trends
Speech
Phrases
Position of Findings
By Groups

Talk Structure

Quality Management

QUESTIONNAIRE NA... QUESTION GROUP
All - All -
100%

5%

50%

25%

0%

B Average Training [%]
@ Average Training [%] (Cubic)

Agents Quality @

Estelle Lamb
Nicolas Lynch
Bruce Norman
Otis Goodwin
Frederick Sparks
Tina Santiago
Katie Mack
Becky Neal
Sheri Schneider

=]
[=
El
&
bl
2

T
25% 50% 75%

=]
Ed

Teams

B Average Quality [%]
B Average Quality [%] (Cubic)

1
100%

DEPARTMENT TEAM

All - All

AGENT DATE
Feb 1 2016 - Jan 30 2017 -

W Average Satisfaction [%]
W Average Satisfaction [%] (Cubic) [l Average Handling Time (Cubic)

B Average Handling Time

Satisfaction @ Training @
sergio campoe!l [N Ariene Holland IR
crark schuiz [ Becky Neal N
is [
Alexanora summers [ Ghariene horrs
Clark Schuitz | IR
Pat Townsend - [N Dexter Scott
Kendra Hubbard [N Ginger White IR
Leticia Hampton | clenn carr NG
craMoody [N Jaime Walker N
Mack Jeff I Kristen Henderson I
N Myra Jackson |
Davia waliace . Noel Martnez I
Guadalupe Wong [N Russell Reed NN
T T 1
0% 25% 50% 75% 100% 0% 25% 50% T75% 100%

msurance 2 [N

Investment - VIP

insurance 1 |

Team Leacers NN




ZOOM: pegakTop HOBOro aHanmMTn4yeckoro

oTyeTa, P

Attributes represent
qualitative data
(categories).

Measures represent
quantitative data
{measures).

Analyze

Search data.
all data measures attributes

E Date
PROJECT DATA
123 # of Records of Spend Analysis
123 % Cart Additions
123 % Checkouts
123 % Orders
123 % Visits
asc Campaign
123 Cart Additions
123 Cart Additions
123 Cart Additions % Change YoY
#ec Channel
123 Chatter Activity
123 Chatter Activity
123 Checkouts
123 Checkouts
123 Checkouts % Change YoY
Aec Company
123 Conversion %
123 Conversions Combined
123 Date
123 Date

aec Device

Choose how to visualize your data.

start creating your visualization.

erformance Analytics

e) Reset

FIGIE

Drag the Date or any attribute

here to filter your data.

FILTERS & Date: This year ~ DRAG 4BC OR [ HERE

17.5k

> Sum of Cost
Age: 30-49, 50-64

15k 14,400.00

DRAG 123 OR ABC HERE

10,800.00
Drag data from these zones

back to the list to remove

them from your visualization.

. View by

=ec Mktg Channel

-
] 7.5k
Stack b %
H tac k]
= Y £ 5,400.00
a 5k 4,680.00
DRAG ABC HERE
I 3,600.00
Drag data from this list to any ok I
active drop zone the canvas to Facebook Instagram Pinterest Twitter Youtube

Mktg Channel

Open as Report

Open your visualization in the Report
Editor to save it. You can then add

the saved report to dashboards.

RECOMMENDED NEXT STEPS

0% 50%  See percents
] -
contribution to the
|
™ whole
Apply
Compare

This quarter B

to same period

the year before

Apply

Recommendations help you get

more value from your visualization.




Z0OOM CloudLift: 3arpy3ka gaHHbIX B
Performance Analytics

Performance Analytics — ato
obnayvHbIN cepBuUc, —
npegoctaesnaemoin ZOOM e bl
OS5 CBOUX KIMMEHTOB

CloudLift no3songser

Hapors and Dashboands

3aKkas4ymkam e AL
CaMOCTOATENbHO YNPaBnATh

TEM Kakue OaHHble Kevooka
nepenaroTcsa U3 CeTU B Amazon AWS

obnako ZOOM. Sy Amazon

[lepen oTnpaBKon OaHHbIX B Decryption Keys

Laerias

O6J'|aKO 33 Ka3‘-II/IK Lipckibes

Tedeemitry and Alaring

dHOHUMNPYET OaHHbIE iR

o Clouwd Lift
3akas4yunk B nodon MOMEHT
MOXeT I'IpOBepl/ITb TO, Kakune 200 Database
OaHHble ObInn nepenaHbl B Custornar Metwork

obnako ZOOM v yganuTb
NX.



KOHTaKTbI

[£ <00V
+7 495 967 9079

witter @zoomint
kedin ZOOM Inter

cCOoOm o)

of the Contact Center

ZOOM - THE HIGHEST CUSTOMER SATISFACTION
RANKINGS IN THE WFO INDUSTRY


http://www.zoomint.ru/

