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Contact Center Tools Provides An Environment for  

Managing and Maximizing Human Capital Across the Enterprise 

How do you maximize returns on your 
company’s largest  investment? 

Contact Center Tools is an agent performance management tool that gives a holistic 
view of every KPI that is important to your organization. Each module in CCT gives the 
ability for leaders and agents to use KPI to track, coach and learn to boost improve-
ment. Give your leaders the tool they need to maximize performance all in one portal.  
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“Strategic performance management makes the connection between “hard goals” (business goals and 

strategy) and “soft goals” (employee motivation and culture). It links an organization’s strategy and culture 
to its managers’ ability to communicate your plan and maximize your investment in human capital.”  

STRATEGIC PERFORMANCE MANAGEMENT WITH CONTACT CENTER TOOLS 

www.contactcentertools.com  

§ Consumer data 

§ Performance data 

§ Phone, chat, email, etc. 

§ AHT, ACW, etc. 

Combine data from   

disparate systems into 

Contact Center Tools 

Company Enterprise 

Principles & Philosophy 

§ Scorecards 

§ Guidelines 

§ Employee data 

§ Enterprise hierarchy 

§ Employee schedules 

§ Customer satisfaction 

§ Online, IVR surveys 

CRM 

Contact 

Quality 

HR 

WFM 

CSAT 

Goals 

Objectives 

Philosophy 

Culture 

Mentoring 

Leadership 

Enterprise communication 

and performance tracking 
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 KPI Dashboards measure 

metrics important across 

the organization 
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If you can’t see it, you can’t measure it ŀƴŘ Χ 

                               “if you can’t measure it, you can’t manage it.” 

Content management documents for training and any other key 
documentation 

QA Scorecard 

§ Customizable with unlimited questions 

§ Group by category and weight by question 

§ Each scorecard automatically sent to agent 

§ Attach call recording and training document 

See 25 KPI’s  grouped by compliance, customer satisfaction, op-
erational efficiency, people management and business value 

Scorecards have dashboards to help identify problem areas 
quickly 

KPIs include: CSAT, sales, AHT, attrition, etc., in one centralized 
drillable dashboard view 

Current compliance on Coaching plans. See how many plans and 
if employee acknowledged them 

Real time visibility into operational enforcement of the employee 
performance management plan 

Compliance on leader agent communication. See at a glance 
whether leaders are engaging their staff 

The solution is:  

¶ Communicate the plan  consistently by using CCT 

¶ Employees can see the plan instead of interpreting it 

¶ Goals are brought into view by being documented 

¶  Manage performance higher by enforcing the plan 

 

KPIs can be customized and added by request 

KPIs 

QA Scorecards 

Library 

www.contactcentertools.com 

Assign and filter by Client and Category 

  

Compliance 

The problems are:  

¶ The plan isn’t flowing throughout and around the organization 

¶ Consistency and accuracy in communicating the plan is lacking 

¶ Employees don’t have a vision for how to contribute to their success 

¶ An easy to execute process of critical communication does not exist 
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 Communications are logged by a manager  

Content reinforces mentoring or coaching sessions for  transpar-

ency and clarity 

§ Tracking  and more frequent communication  

§ Early issue identification  

§ Effective corrective action 

§ Lower  attrition 

§ Improved performance 

Performance issues and improvement plans are communicated, 
documented and archived.  

Complete employee hierarchy and team view at a glance  

Communications are acknowledged by the employee   

¶ Unstructured, Inconsistent Communication Strategies 

¶ Inconsistent Communication of Goals and Objectives  

¶ Inconsistent Performance Rating Methods 

CCT Provides A  Flexible Processing  System and Methodology That Eliminates: 

Create unlimited questions & categories 

See compliance drillable dashboards on tests taken by agent, su-

pervisor and up through the leadership hierarchy 

www.contactcentertools.com 

Coaching 

  
 Testing 

AM—Agent Messaging 

¶ Hand-Written Coaching 

¶ Hard Copy Filing 

¶ Spreadsheet Tracking 

Dynamic decision branch scripting 

Use the administration tool to fully customize the contents of the 

script 

If you can’t see it, you can’t measure it ŀƴŘ Χ 

                               “if you can’t measure it, you can’t manage it.” 

Scripting 
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