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US companies
are losing

o of executives want
increased customer
0 satisfaction

'I’ of companies can
relate improving
customer experience

levels to revenue
and profit growth
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CUSTOMER SERVICE AND REAL-TIME PERFORMANCE MANAGEMENT
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of contact center

managers are not

satisfied with the

time required to

share performance

measurements with of greatest value when
call center agents shared with agents

1. Number of calls in queue
2. Service level percentage
3. Customer satisfaction

4. Schedule adherence

5. First contact resolution
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of best-in-class companies
use dashboards
to view contact center
activity results

however, only

18%

get data the same day

Real-time Data
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view access to as very important

and, just

8%

get real-time data ©

DIGITAL SIGNAGE AND REAL-TIME PERFORMANCE MANAGEMENT

Aggregate, Synthesize & Display

Real-time Data
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Reach 100% of
your employees

of contact center leaders see high
value in sharing metrics in real time
with frontline agents Alcatel @
‘ Aspect Monitor
480 performance
o Avaya by agent,

team or location

of contact centers
~ consistently Cisco
collect and

report on metrics
they don’t use

Genesys
Visualize KPI's

500/‘_/ InContact in real ime

of customer experience Salesforce
decision-makers say
coordinating across Sharepoint
different technical
platforms is a

top challenge™

Improve customer
satisfaction and
service levels

+ Many Mot®e

info@korbyt.com | www.Korbyt.com | All rights reserved. K R B I I




