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AcTiV 1Q
Quality Management

Activ! 1Qis a powerful Quality Management (QM) solution that enables organizations of all sizes to
proactively improve customer experience, loyalty, and value. Wativ! 1Q, you can maximize the impact and
ROI of your call quality monitoring processes and dramatically improve the effectiveness and efficiency of
your customeragent interactions.

Easily design assessment forms and evaluate employees.
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Maximize the effectiveness of your QM processes. Implement pertinent business rules to enable focused, intelligent sélection
interactions for evaluation.

Ensure the objective and consistent evaluation of inte\ractions and-galktcustomer surveys using fully customizable forms to
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Streamline the evaluation process with our Wehsed, unified interface for evaluation and playback of synchronized call aeehscr
recordings.

Access quality and performance information anytime, anywhere, using our flexibleo@ssinl portal.

Drive ongoing quality improvements. Use réale intelligence presented by optional dashboards that can be customized for each
user based on roles, privileges, and responsibilities.

Analyze your QM results and trends using comprehensive reports with summary ardbwdrilloptions for indepth analysis of the
causes of either quality problems or customer interaction excellence.

Align your QM program with strategic business goals. Implement integratedtimeperformance management, speech analytics,
and agent coaching systems.
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Integrated with other components of oukctiv! Performance Activ! |Q provides contact centres with an unprecedented
Suitej UActiv! 1Qgives you a variety of options for the manual degree of flexibility that will enable you to customize evaluation
or automated selection of your most meaningful recordings forforms and tailor processes to conform to your specific needs
evaluation. The choices range from a simple scenario to morand objectives. You can evaluate an unlimited number of skills
sophisticated, intelligent selections based on any combinatiorand customize an unlimited number of answer choices. A-well
of telephony data and business attributes of recordings. designed quality evaluation can reveal significant problems,
issues, trends, and opportunities, which is crucial information

Selections can also be baseFi on tags from 'nt?grat??orthe successful execution of your business strategy.
performance and speech analytics systems that can identify

problematic or excellent interactions for management review.Inputting your agent performance observations is simple, easy
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strengths and weaknesses. This will enable you to improve yowrith intuitive GUI buttons, pulown menus, and other
customer relationships and success. convenient tools, adding comments as needed. You can

complete an evaluation in a matter of minutes!




