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AGENDA

Common Challenges
Performance Management Key Elements

How an Application can Support These Elements
« Examples / Demonstration

Customer Success Stories






Challenges

» Data Lives everywhere

» Getting the Front Line engaged

> Omnichannel Performance — blended agents -

=>

1
ip WORKFORCE

MANAGEMENT

q@ m
)))

INBOUND

» Ensuring Front Line Management takes action

» Agent / supervisor movement among teams

SPEECH
ANALYTICS OFFICE

» Different Stakeholders have different needs

DESKTOP QUALITY
ANALYTICS MANAGEMENT

mm ©2018 Aspect Software, Inc. All rights reserved
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Performance Management

A culture and capability that

Increases performance awareness
and
Accelerates behavioral change to goals



What Should a Performance Management System Do?

Engage Staff in Improvement to Corporate
Goals

Empower Supervisors with Actionable Insight

Performance
Management

Assist Management in Meeting Operational
Targets

SPEECH BACK
ANALYTICS OFFICE

Consolidated Performance Views for Improved DEskTOP | QuALITY
. . ANALYTICS MANAGEMENT
Insights and Correlations




Performance Reporting to Performance Management

— what are our performance numbers?

Consolidating data from different source systems

Calculating summary metrics and KPIs

Assigning goals and/or weightings against these metrics

Presenting metrics & goals into scorecards for various levels of staff

Tracking performance over time to help determine year-end / monthly bonus calculations

what are people doing about the performance data?

Guiding management steps to improve behaviors

Providing automatic alerts when processes or behaviors need attention

Providing consistent business processes (aka workflows) as a framework to guide and track those steps
Capturing the effectiveness of these improvement processes

A culture and capability that increases performance awareness and accelerates behavioral change to
goals



Performance Management Benefits — Different Needs for Different Roles

EXECS

VP OPS

ANALYSTS

MANAGER

TEAM
LEADERS

Alignment and Visibility to contact center
performance relative to corporate objectives

Measures and Correlates efficiency &
effectiveness, optimizing the value of the
contact center

Automated and On-Demand reporting & scorecard
creation with historical, drill down, root cause
analysis and event-driven capabilities

Tracking and Trends of team performance and
of the improvement program effectiveness

Instant Notification of problems or excellent
performance — optimizes agent output and
creates consistent coaching workflows

Up-to-the-Minute visibility of daily, monthly and
overall KPIs, coaching plan achievement and
compensation




Performance I\/Ianagement Appllcatlon '
Supportmg Key Elements
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e oo
Workforce Optimization \t

€ VFO/home/Dashboard Cl%x~ 2 ¥ A B B =

d ¢
mct a Dashboard Analyze Workforce

B8 Schedule @ Request Viewer - -

I / \ Sbtbaen T
O r e n tS : Workforce Optimization L+
[ WFO/apm/scorecard/index/1/timeSlice=Week8groupBy=Metrics&organizationld=08tview=Person e ) ‘ & ﬁ E Q =

Dashboard m Workforce Abernathy, Jackie K.  ¥F

PERFORMANCE DETAILS

< > s5M22014-5M82014 B ¥ © Day Week Month Quarter Year

« WFO access on a single landing
page

Abernathy, Jackie K.

=———

Workforce Optimization \+
<

A
=
z
>

mt a Dashboard m Workforce Abernathy, Jackie K.

* Easy interactive navigation RE

0 COACHING ASSIGNMENTS

Your Actions Your History

Basic Call Handling

 Simple self-awareness on o e e e e =

CBT 41712014 01:00:00 2 Completed &

handling techniques

performance goal attainment

e Awards & Gamification

1 1-2of2items

« Coaching Access

aspect



For Supervisors
Simplify the “Day-in-the-Life”

« Team Performance Management

Agent Performance, Peer Awareness,
Trends, Ranking

 Root cause insight for coaching
and development

« Accurate as Agents move
Temporality

 Enter Agents Once
Available in all systems

aspect (7]

SAMPLE ©

&d Customer ¢

This Week

Metric

Dashboard Quality

Inbound Contacts Average Handle Time

0 Inbound Contacts Handled per Day

Compliance Time %

&& J_Davis

&d Inbound Contact

This Week 17, 2015
00:05:20
00:05:15
00:05:10
00:05:05
00:05:00
00:04:55
00:04:50

This Month April, 2015

6.4

&& J_Davis

Workforce Davis, Jeff ¥

&8 Customer Service: Scores

Total Score: 94 % This Week 17, 2015

Score
97 % i
a4 % &4 Inbound Con
101 %
03 T T T T ] NnNNn.NEe.NoO

|

e

Workforce Optimization

= PERFORMANCE DETAILS

<[>

Customer Service Total Score: 42 %

Metrics
» ©
» O

Jeff Davis

51212014 - 5/18/2014 B ke Day Week Month Quarter Year

Actual Goal Score
Inbound Contacts Average Handle Time @ 00:05:14 00:05:00 95 % v
Inbound Contacts Handled per Day Q 53 96 55 % |l
Compliance Time % O s518% 100.00 % 85 % 774 B
Unavailable Time per Day @ 00:00:00 00:13:20 200 % |z
Early-Late For Schedule Start per Day © -00:08:41 00:05:00 -174 % |z
Early-Late For Schedule Stop per Day © -00:00:25 00:05:00 8% |z

13
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Targeted Agent Performance Improvement

Improving the performance of your agents enables them to be more effective and improve
customer satisfaction

Bottom 20% Middle 60% Top 20%

Assess agent performance and address targeted < Performance Dashboards
coaching workflows

Improve Performance + Improve Employee Satisfaction = Improved Customer Satisfaction

aspect



Gamification — Reward & Recognition & Awards

Manually Assignhed
Rules-based Allocation

&. Awards
Top Five Page 1/ 1
By Points 0 0 &ﬁ &ﬁ - l(
. ’ 4 ¥ M \
By Mame
By Date Earned Top gﬂgf&wam

& Personal

@ View Award X

Top Quality Award

Badge . ‘_.
wW

Description Top Quality Award
Earned 7/20/2016 12:51:16 PM
Points 15

Award Revision 5/26/2016 11:05:20 AM
Trigger Manual

16



Gamification — Contests & Challenges

Flexible Scope
Targ et KP I (S) © SC: Collections - 2 Teams & - B

P Chalenges

Duration v Haverty, Scooter P 81.475 %
2 Hatfield, Bob T 72369 %
penards . ot
Mlnlmum Thl'eShO|dS P/ RER POz, FREOMW el ) KP1. Compliance % (10RP 118dg 1Month) 2 on Gy
5 4 'Walker, Suzanne M. 64677 % =
8 A2, Adon 81272 % 1 m Neft Vickl R 10 ¥
7 [ Smitn K Lee 50,556 % 2 g Webb. Dori M ’ ¥
20 '] McDougal, Harold B 36.759 % 3 Pitténger, Scott 8 B8
21 Pittenger, Scott 33214 % 4 m Bnght Janmifer P [ a
22 | Bradford, Chnisine 30216 % 3 ﬂ Havedy. Scooter F. 6 (@
6 E Smalley, Ear J 5 0
Ends on 6132017 ; Tricken. Tim B s D
8 Stavens, Sally 3 0
g m Stanley, Michael J 2 a
10 B2 Johnston. Kate C. 1 e

Completed on 5312017
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Performance Improvement Workflow Process with Coaching

Appliciation
determines If
coaching has
Improved
performance

Supervisors see agent performance

Data-Driven = -
g g== Coaching

mmmmmmm

Bazic Call Hanaling Teenniques commants

Agénts acknowledge cbaching

Supervisors
Investigate
performance
areas & coach

19



Is the Coaching Effective?

Before and after comparison

mcta Dashboard Quality Workforce JeffDavis  LF

OPTIONS COACHING IMPACT

& coaching Impact Report X

Before Coaching After Coaching

nn-ng-nn -
00:0&:00

Week 4 2015 Week 5§ 2015 Coaching Week 7 2015 Week 8 2015 Wesk 3 2015 Week 10 2015 Week 11 20156 Week 12 2015

B Inbound Contacts Average Handle Time

PETTTEY
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Business Unit Performance

Metrics focused on your business &
operational drivers

Combined metrics from many relevant
sources

Budget Reports / Cost per call
“One version of the Truth”

Automated Operational Reports
Easy Drill Up/Down Controls

Process for Driving Improvement to
Meet Key Goals

asmctm ] Performance # Quality

COLLECTIONS

This Month Total Score: 101 %

Metric Score

0 Right Party Contacts Handled per Day
Right Party Average Handle Time

Wrong Party Average Handle Time 148 %

Compliance Time %
um All Organization

&& Right Parly Contacts Handled per Day

This Month February , 2016

3 4
a& All Organization

% Workforce

wa@ All Organization

&& Collecfions: Scores ® Coaching && Right Parly Co._.

&& Team Assignments

16

e

Intranet

&& Right Parly Av...

00:05:32

o
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USE STUDY - AGENT BEHAVIOR CHANGE

16.0%

14.0%

12.0%

10.0%

8.0%

6.0%

4.0%

2.0%

0.0%

——Control Group

—=-Challenger

Week Week Week Week Week Week Week Week Week Week Week Week Week Week Week Week Week Week

1

2

3

4

5 6 7 8 9 10 11 12 13 14 15 16 17 18

m m ©2019 Aspect Software, Inc. All rights reserved



PERMANENT AGENT BEHAVIOR CHANGE

m m ©2019 Aspect Software, Inc. All rights reserved



CASE #1 - VERITCAL: TELECOM (VOICE/INTERNET/CABLE)

Northeast — competing against Comcast, AT&T, others
Sales, Services, Outsourced Agents
Differentiate through superior Service

Service Agent Challenges:
v Coaching off the same old metrics, not relevant

v No input on goals and consequences

Sales Agent Challenges:
v' Commission information not timely
v' Commission calculations labor intensive to calculate
v" Reduced flexibility
v' Last agent to touch the order got all the credit




SOLUTION

Adopted a Performance Management system and culture

;

Technologies needing integration:
+ ACD, WFM, Quality, CSAT, ICOMS CRM

Key Capabilities R
FCR Reporting with drill to call = S

Automated Ranking Insight

Integrated Coaching process

Automatic Daily Commission Calculations

Work-Order Level Commission Credit

Automated management dashboards - available on mobile devices

Key cultural shift
- Dally attention and ownership of performance throughout
« Joint agent / management teams reviewing new quarterly goals




BENEFITS

41 point increase in NPS
15% Improvement in Quality

50% Reduction 1n Attrition

8% Revenue Growth
Sales Agent Performance — 11% Increase in Upgrade Revenue
3% Improvement in Productivity

25 Sec Reduction in Wrap and Hold Time



CASE #2 - ONLINE RETAILER

150 + websites for different products

Business Challenges:
* Volume up 60% YoY
« Manufacturer offers caused intraday spikes

Management Challenge
» Always playing ‘catch-up’
* Couldn’t make informed intraday adjustments
« Corporate Reports too late to be actionable

Sales Agent Challenges:
* Huddle meetings didn’t maintain focus through the day
« Unengaging environment

Service Agent Challenges: |
* Inconsistent treatment across supervisors

= /H ; { \

Qé//wa\

Proceed to Secure

CHECK OUT




SOLUTION

Adopted a Performance Management system and culture

Technologies needing integration:
* On premise ACD, Hosted eMall & Chat, WFM, Quality, Oracle CRM

Key Capabillities
* Near Real-time business dashboards
« Budget vs Actual, Cost per Contact
* Sales Contests — Hourly, Daily, Weekly
* Root cause analytic insight
* Brand & channel analytics

Key cultural shift

 Highly engaged sales teams
« Satisfied service agents



BENEFITS

Sales Agents

v'12% increase in Sales Conversion

v From 19% to 51% in the middle tier conversion rate
Service Agents

v 6% Reduction in Average Talk Time
Operations Benefit

v $75K in annual savings in automated reporting

Bottom Line Impact
v 5% increase in Care Center contribution to Gross

Revenue



For further information:

InNfo@aspect.com

http://www.aspect.com
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mailto:info@aspect.com
http://www.aspect.com/

