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Automate conversation quality »

analysis to uncover friction points t Y

and boost agent performance
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Al-powered Conversation Quality
Analysis tool

Maximise efficiency and savings with automated call and chat
analysis

[ 100% | | 60% |

of daily conversations can be analyzed, far reduction in operational costs by
surpassing the 10% coverage of manual reallocating resources from manual
tools initiatives

Exotel © 2024 | All rights reserved



Go beyond superficial analysis & dive deep into
multi-channel conversations for actionable insights

Analyze

=) conversations
against detailed
runbooks

Minimize bias and
=) errors with

objective

evaluations

Integrate with
knowledge bases,
contact centers, and
other conversation
platforms
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How it can streamline p N
your operations Q  rcomentuat A oo aualy
cost-effectively? N J

Drive improvement- ldentify performance
O gaps with detailed chat and call analytics

Enhance satisfaction- Enable targeted
o interventions for higher customer loyalty

0 Automate updates- Tool adapts to SOP
changes without manual syncing

ok Mol b 0 Empower agents- Provide real-time
DG dashboards for self-training
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Data at a Glance

Quality Metrics

Spot customer behaviors Y e ey s
and patterns

Analyze key performance “\om
metrics to refine business ‘ | I ' |

strategies




Measure, Analyze, and Improve for Smarter Conversations

Gain Al-driven Insights
Uncover hidden trends,
actionable insights, and empower
managers with detailed reports.

()

Automate Call Analysis
Analyze recorded

conversations to save time,
and spot issues instantly. Q

Adapt to Changes
Customize KPIs to align

@4

Qf

Score Agent
Performance
Score agents precisely and

fairly to identify challenges and
target train.

Seamless Integrations
—— Integrate effortlessly to avoid

ano

with goals for accurate
assessments & quality
management.

disruptions and streamline
quality management
workflow.
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Identify, Improve, Excel: CQA for Agents
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Agent Coaching and Training
Pinpoint agent strengths and
weaknesses, enabling precise
coaching to boost skills and
enhance customer interactions.

Compliance Monitoring
Ensure regulatory and policy
adherence, mitigating risks and
securing compliance.




From Good to Great: Boost Customer
EXxperience

o ~ Customer Experience Improvement
Intent Analysis H Vibe Analysis : .
@B Support Assistance Complaint Resolution 4 1/58 P () ] and ic @ ional and helpful @l € 1/812p (D) CQA reveals Customer Sentl ment and

\ N pain points, driving data-driven
\\\‘ enhancements.
Inquiry: 5.70% '

Professional and empathetic: 3.21k (18.40%)

Product and Service Feedback
CQA identifies recurring issues, guiding
product and service improvements.

Assistance: 18.19%
Cancellation: 5.76%

- Polite and helpful: 7.22%

-

Resolution: 6.94% Complaint: 9.76%

Order: 5.78%
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The Catalyst for Business Growth

Campaign Effectiveness
| . Evaluation
o et ol o (Tilde Analyze sales and marketing calls to
:Il_id ” ‘a.gem : :endor ::';i:al openi:ic communica(i;nu closi;gsz overau,kpi_sc:; call_notes assess Strate gy eﬁeCtlven eSS an d

tan The agent did not use the caller's name in the initial greeting., The agent
I addressed the caller by name only after confirming it and did not use it in the

initial gregting., The agent incorrectly addressed the caller as 'Ms. Jersey' and I n fo r m fu t u re C a m al n S
"Ms. Daidy’. The agent asked the caller to repeat information multiple p .
times.,The agent asked the caller to repeat her name and order number.,The

agent did not use a branded closing.

B .. makssss FOOD 0,67 0.97 0.75 0.84 The agent did not use the caller's name in the greeting., The agent did not
address the caller by name during the call., The agent did not summarize the

| | o mbesn e i e Performance Benchmarkin

ﬁ ﬁ E use a branded closing. e o a c e e c a g

-3 - 0.53 - 0.63 The agent did not use the caller‘s:am: in tr;e Ini:lal g;ee(lr;g.,‘l'h: cal»lfr . C O m p a re age nt p e rfo rm a n C e Ove r
time and against industry standards

to drive continuous improvement.

move.. e 828




How Exotel is Leading the Pack in Quality Analysis

Easy & Quick
Navigation and
Lesttt e, . Setup

Extensive
Integration
Options

Intuitive User Exotel Cost-effective
Interface . X & Cu_stom
Price

Packages

Supports T a One-stop
Advanced Communication
Customization Solution




Why partner with Exotel?

Reliability (O]TF:1114Y

e  Monitor system health in real-time Advanced algorithms to identify
e Console to download reports patterns & anomalies

e Onprem and cloud deployment Insights into customer behavior
Data points for agent

performance improvement

Security & Compliance Faster Time to Market

e Adherence to compliance and data
privacy
e [SO, PCI-DSS, SOC 2 certifications

e Experienced delivery team
e Hassle-free integration
e Bundled offerings




Integrating CCaasS, CPaaS, and CQA provides a
holistic solution

Intelligence Layer

Automate & monitor Gen-Al
Platform

Contact Centre Layer
Agent & workflow
orchestration

What it takes
to engage with
connected CX

Enterprise
Contact Center

Communication Layer
Channels & APIs as
building blocks

Communications
Platform

Vertically Integrated Ecosystem Contextual Customer Data Platform Single Vendor &
(CCDP) x
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Built for enterprises

@ 60+ countries

Including India, SE Asia, the
Middle East, Africa and Latin
America

@ 7000+ customers

Large scale enterprises and
new-age startups

@ 20bn+ annual engagements

Across channels - voice, video,
SMS and chat
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We are building
the future of
customer

eﬂgmm'toumey!

Schedule a consultation
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https://exotel.com/request-a-demo/?utm_campaign=new_pitchdeck

