


Identify trends and problems.

Identify key insights and trends and prioritize the data
you review by syncing metadata from Salesforce such as
case number, case reason, or SLA violation. Understand
patterns and recurring issues to con dently provide

insights on the quality of your customer interactions.

Optimize scheduling — without overstaf ng.
Leverage your forecasts to more accurately schedule
your teams. Quickly view KPlIs, skill sets, agent
availability and more to determine scheduling needs and
ensure that agents with the right skillset are always
available. Avoid scheduling con icts by easily
accounting for PTO and FMLA, along with training,

coaching, or learning sessions.

Connect learning with coaching

Help your team deliver consistently positive
customer experiences by providing a seamless,
closed-loop coaching process. Translate evaluation
results into learning plans, easily schedule learning
during off-peak hours, and monitor completion

rates to streamline the coaching process.

Motivate & engage your agents

Recognize agents with badges and leaderboards to build
collaboration and promote higher employee satisfaction.
Award points for various activities such as community
posts, signing evaluations, and more. And create a
virtual water cooler where agents can chat regardless of

their location.
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