CT Agent Evaluator

¥ Evaluations are often
subjective. CT Agent
Evaluator is a means
to obtain more
objective and
qualitative
evaluations.

100% South African

CT Agent Evaluator

When you

how your agents perform

REALCONNECT’S CT AGENT EVALUATOR is a
standard option shipped with CT
LoGGER. This add-on feature enables the
user to create agent evaluation forms,
perform initial evaluations based on
recordings of agents, perform re-
evaluation of evaluations and extract
reports of evaluations. The purpose of
this is to assist with staff training and
performance appraisals.

CT AGENT EVALUATOR has been
developed to satisfy the basic needs of
the modern organisation. The product is
versatile enough for many users yet
easy to use. The fact that the user only
needs intraweb access to use it makes it
particularly easy to roll out to
supervisors’ workstations.
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| Main Features |

. Browser based.

. Organised in sections.

. Create forms according to your
requirements..

. Question Responses:

o Yes/No/Not Applicable.

o Sliding scale — uses slider.

o Free text.

o Date entry.

o User-configurable checkbox.

. Evaluation can be re-evaluated by a
manager.

. Fully integrated in CT LOGGER playback
station.

e  Voice log reference’s are saved with
each evaluation form.

. Integrated reporting — reports may be
used to combine several evaluations
over time to obtain progress evaluation.

. Bundled with CT LoGGER — no additional
licensing required.
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CT Agent Evaluator
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|Report Example #1: Showing results from evaluation and re-evaluation

A RealConnect Agent Evaluator v6.4.0.0 - Microsoft Internet Explorer
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Call Evaluation Report
Agent

Evaluator

Manager

Evaluation Date/Time
Description

Farm Mame

Recording References
Introduction

« YWWas the greeting enthusiastic?

« [id the agent announce the company and his own
name"?

« Give the introduction a score

Main conversation

o Didthe agent understand the clients problem?®
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|Report Example #2: Showing results from evaluation and re-evaluation

Call Quality Management Report
Agent

Evaluator

Wanager

Evaluation Date/Time

Description

Faorm MName

Recording References

Introduction

e Sive the introduction a score

Main conversation

« Sive the convesation a score

Closing

« Sive the closing a score

Total
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A RealConnect Agent Evaluator v6.4.0.0 - Microsoft Internet Explorer
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From 31 Jduky 2007 Up until 01 August 2007
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810 [80%) 145 (20%)
810 (80%) 245 (40%)
4410 (40%) 305 (B0%)

20420 (BB6%) 6115 (40%)




