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eTouchPoint.com™ for Call Centers

Monitor and track the performance of individual call center representatives
continuously and cost-effectively to improve customer satisfaction.

Call Centers are the primary focal point of customer interactions. The service provided by call
center representatives determines, to a great extent, the perceptions customers have about an
organization and whether they will purchase again.

The primary challenge of any call center is balancing average handling time (AHT) efficiencies
and sales effectiveness, while maintaining exceptional customer satisfaction. The efficiency
and effectiveness of call center representatives are easily tracked through sales and call
center monitoring systems; however, call centers have been unable to effectively monitor the
customer service provided by individual representatives — it is often too expensive to collect
enough data for statistically meaningful results.

eTouchPoint.com for Call Centers solves this problem using a quick, easy-to-use, automated
data capture and analysis system. Through professionally created Interactive Voice Response
(IVR) surveys, customers can continuously rate the performance of call center representatives.
The feedback is processed to create highly-actionable, real time information that is delivered to
team managers for immediate disposition. Team managers are now able to spend 40% to 60%
more time focusing on improving representative performance and less time monitoring it.

Real-time Performance Knowledge

With eTouchPoint.com you will know in real time
which customers are dissatisfied, why they are
dissatisfied, and which representative was involved in
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Data alone will not solve problems. That's why
eTouchPoint.com incorporates a sophisticated business intelligence engine to ensure that the
right information is sent to the people who need it most. Based on user-defined thresholds, the
system will automatically send the appropriate:

e Improvement strategies e Tips
e Best practices e Congratulatory letters
e Training modules e  And much more

Qualistics, Inc. 888-755-4307 www.qualistics.com




qualistics®

Only Customers Can Rate Performance

The only sure way to know if your customers are being satisfied is by asking them. This is a
foundational concept of the eTouchPoint.com solution and one that takes the guesswork out of
rating your employees.

eTouchPoint.com can collect customer feedback from virtually any touch point. The two most
common feedback collection channels are:

e Aninvitation to take a survey is offered through the inbound call screener. The
call screener would announce “We strive for excellent customer service and
value any feedback that you may have to help us improve. If you would like to
participate in a brief one to two minute survey following this call to rate your
experience with our representative, press 1. If not, press 2.”

e Aninvitation to take a survey is offered through an automated outbound call to
the customer following his or her interaction.

Scalable “Future Proof”Technologies

eTouchPoint.com is offered as a fully Web-hosted solution or as a licensable, resalable
software platform. The Web-hosted solution is highly flexible and offers fast implementation
across your enterprise — there is no hardware or software to install.

Highly Scalable Oracle® and Multi-Channel Functionality Advanced Business
Java (J2EE) Technology Online Reporting and Query Intelligence Tools

Legacy Data Incorporation Capabilities Customizable Report
Online IVR Survey Enterprise CRM Integration Generation
Management Multi-Lingual Support

Qualistics’ Delivers

Qualistics’ customers are leaders in Telephony, Call Center Service, Retail Service,
Automotive, Healthcare, and Government. For more than seven years, Qualistics has provided
actionable customer satisfaction and employee performance information to our clients, helping
them increase customer retention and revenues.
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