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NICE inContact CXone
Quality Management

Elevate service with agent-centric quality

@ BENEFITS
NICE inContact CXone Quality Management provides agent-centric evaluation and
coaching workflows to improve customer experience and reduce evaluator effort within e Achieve your NPS and CSAT by elevating
an intuitive, unified interface. Directly upscale agent performance and strike an effective agent service delivery and ensuring consis-

. . O e . tency across channels.
balance between operational requirements and agent empowerment, while simplifying 4

o Expedite the ROI by evaluating more inter-

the execution of the quality process. Make evaluators’ lives easier with automated deliv- . 4
actions per agent with the same resources.

ery of interactions, simplified dashboards, and a modernized custom form manager with .

. i . R o Increase personal ownership and reduce
searchable question bank and drag-and-drop design. Empower improvement with the agent attrition with the quality insights
tools to coach agents and engage them in the quality process with dispute workflows and needed to self-improve within a collabora-
organized calibration. tive environment.

e Reduce administration and maintenance

efforts with a single interface for all con-

Deliver a better and more consistent customer experience. tact center applications.

Understand the customer experience across all channels and identify areas for improve-
ment with an easy to use evaluation and review process.

e Ensure evaluations focus on agent behaviors consistent with your customer journey
using custom evaluation forms and screen recording.

o Improve service reliability by ensuring consistency across evaluators using a defined
calibration workflow.

e Gain a holistic picture of the customer journey with evaluation capabilities across multi-
ple service channels.

Quality Management Dashboard

Q@ e v @ 4 @ NICE inContact i

Tasks

@ rccoen v B 8 @  NICE-inContact

B myschedule
=
B Timeoff Reques Edit | ONE Path - ONE Suite - ONE Cloud save
[= T ——
© Lo, o, il o Sy oM % aco @Dwm @ Rrecording voc A
My Dashboards
i ©
A
B e B B 201 @ | @ o =
2 o Dashboards
o W T— *) Marco Admin inter o
(C] Monitoring Q 1810 Ads " = \anage Dashboards Plan Status Calibration Team Agent Scoring Performance
Performance Trend

3 Tora Thompson inter
B shisiddng e

Q Pacia Agent Inter
# catibrations M - Evaluation and Coaching Trend i M - Agent Scorin

Q Wiliam Wendetison Inter ] 8 '8
5 uive B T = Lastupdated 1036AM Lsstupdted 1036 AM

= SELECTAGENTS (MAXE) | 2Agentsselected v | ®Marco Aguilar e Paola Crespo et A, Al DETESDR

i i 00

R self ssessments e S i | -— "
2 —e

Q Boboy Mecke Inter P

Marketplace s N -

= ¥ Q David Davidsan nter M HiGH RATED

Q Dave Miller Inter ;

e oen Dariman spats ocraois ovaots c20 oo meae  waRaie  AeRaoie WALRoro

St s v CEClE AN N i 2 i Paola Crespo 100.00

© -

Boll calibration

NICE inContact CXone Quality Management




Quality Management NICE: inContact CXone

Maximize evaluator impact

Intuitive interface, automated workflows, Agent Coaching Plan

and dynamic dashboards allow evaluators
© MAX - Google Chrome - o x
to be more impactful with their time. & httpsy/maxniceincontactcom/index htm| =

Es Coaching >

(] i i - ancel ave ubmi
Quality Planner expedites the evalua P Cancel s
tion process with automation from start
] Objectives m =inContact Lauren's Soft Skill Inprovement plan
1. The goal of this coaching plan is to train agents

to finish with intelligent selection and
. . . . . on soft skill best practices.
delivery of interactions, and immediate e -
. (© Estimated Time
routing of results to agents.

&) Company policy and procedure.docx
30m

o Easily create new forms using our sim-
plified Form Designer, complete with an
easy to use quesﬁon bank. Tvee AGENT NAME START DATE & TIME DURATION

Listen to these examples of Outstanding Soft Skills. What
trends do you hear?

Ross Geller Nov 9, 2017 10:07:07 AM o0:00sec ()

o Unified dashboards provide supervisors
and evaluators with at-a-glance insight into
quality trends, top and bottom performers,

Bart Simpson Nov 9, 2017 7:15:56 AM 00:00 sec

i Make agents lives easier with the ability to launch Quality Evaluation forms and Coaching
evaluator effectiveness and more. packages from directly within the MAX agent interface!

e Accelerate evaluator speed to proficiency
as a result of a modernized, drag and
drop interface.

Boost agent engagement Streamline administration
Happy agents create happy customers and reduce agent attrition. Administration and maintenance efforts are centralized within the
e Improve and streamline agent experience with unified, real-time unified, all-in-one CXone platform.

access to their quality performance and feedback from within

e CXone Quality Management is fully unified, providing easy ac-
the MAX agent interface.

cess and streamlined administration across ACD and the entire
o Empower your front-line with agent-centric features, like auto-

mated workflows to ask questions or dispute feedback, and the
ability to conduct agent self-evaluations. e Eliminate data synchronization issues and the need to install and

CXone platform.

o Give agents access to best-practice examples with training and maintain third-party ACD integrations.

coaching material to improve the quality of their work. e Recording data feeds are ready, out of the box.

About NICE inContact

NICE inContact works with organizations of all sizes to create extraordinary and trustworthy customer experiences that build deeper brand loyalty and
relationships that last. With NICE inContact CXone", the industry’s most complete cloud customer experience platform, we enable an exceptional agent and
customer experience—every time and on every channel.
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