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6WHSKHQ�0F'RQQHOO
&XVWRPHU�6XFFHVV�0DQDJHU�#�%DOWR

:HELQDU�KRVW�PRGHUDWRU

8VH�WKH�4	$�EXWWRQ�RQ�\RXU�
VFUHHQ�WR�VXEPLW�TXHVWLRQV�

7RGD\ȆV�VHVVLRQ�ZLOO�EH�DERXW
���PLQXWHV�ZLWK�WLPH�IRU�4	$�

$OO�UHJLVWUDQWV�ZLOO�UHFHLYH�WKH�
YLGHR�UHFRUGLQJ�DQG�VOLGHV�
IROORZLQJ�WKH�EURDGFDVW�
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Ɣ :KDW�LV�DJHQW�HQJDJHPHQW"

Ɣ &XVWRPHU�6WRU\�
����&UHGLWRUV�%XUHDX�86$

Ɣ 7LSV�WR�LPSURYH�HQJDJHPHQW

Ɣ 4	$
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.DVH\�,VPDLO
&ROOHFWLRQV�7HDP�/HDG
&UHGLWRUV�%XUHDX�86$

Ɣ 5HWDLO�DQG�FRPPHUFLDO�FROOHFWLRQ�DJHQF\
Ɣ +HDOWKFDUH�IRFXV
Ɣ (VWDEOLVKHG�LQ�����
Ɣ �UG�JHQHUDWLRQ�IDPLO\�RZQHG
Ɣ ���DJHQWV��FROOHFWRUV�
Ɣ +\EULG�WHDP�ZRUNLQJ�LQ�RΊFH�DQG�UHPRWH
Ɣ .DVH\�KDV�EHHQ�ZLWK�FRPSDQ\�IRU�RYHU���\HDUV
Ɣ %HJDQ�XVLQJ�%DOWRȆV�5HDO�7LPH�*XLGDQFH�LQ�����
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:KDW�LV�DJHQW�HQJDJHPHQW"

Ɣ $FWLYH�LQWHUHVW��LQYROYHPHQW��
HQWKXVLDVP��PRWLYDWLRQ��DQG�
FRPPLWPHQW�WR�GDLO\�ZRUN
�

Ɣ +LJK�OHYHO�RI�FRQQHFWLRQ�ZLWK�
WKH�RUJDQL]DWLRQ�DQG�DFWLYH�
SDUWLFLSDWLRQ�LQ�WHDP�VXFFHVV

�
�,PSURYLQJ�RQH�HOHPHQW�OHDGV�
WR�LPSURYHPHQW�LQ�RWKHUV�ĺ
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(QJDJHG�DQG�VDWLVΈHG�FRQWDFW�FHQWHU�HPSOR\HHV�DUHȏ

Ɣ ���[�PRUH�OLNHO\�WR�VWD\�WKDQ�OHDYH�ZLWKLQ�D�\HDU
Ɣ �[�PRUH�OLNHO\�WR�VWD\�WKDQ�WKHLU�GLVVDWLVΈHG�FROOHDJXHV
Ɣ ��[�PRUH�OLNHO\�WR�UHIHU�IULHQGV�WR�WKHLU�FRPSDQ\
Ɣ ���[�PRUH�OLNHO\�WR�IHHO�H[WUHPHO\�HPSRZHUHG�WR�UHVROYH�FXVWRPHU�LVVXHV

�

�

6RXUFH��%RRVWLQJ�FRQWDFW�FHQWHU�SHUIRUPDQFH�WKURXJK�HPSOR\HH�HQJDJHPHQW��:KLWQH\�*UHW]�DQG�5DHO\Q�-DFREVRQ��0F.LQVH\�	�&RPSDQ\

1HZ�DJHQW�KLUHV�FRVW�DQ�HVWLPDWHG���������
WR���������LQ�WUDLQLQJ��GLUHFW�UHFUXLWLQJ�FRVWV��

DQG�ORVW�SURGXFWLYLW\�GXULQJ�UDPS�XS�

,Q�DGGLWLRQ�WR�SD\��DJHQWV�OLVWHG�SURPRWLRQV��
FRPPXQLW\��VWUHVV�OHYHO��DQG�PLVVLRQ�DV�
WRS�UHDVRQV�WR�VWD\�RU�OHDYH�FXUUHQW�MRE�

https://www.mckinsey.com/pe/~/media/McKinsey/Business%20Functions/Operations/Our%20Insights/Boosting%20contact%20center%20performance%20through%20employee%20engagement/Boosting-contact-center-performance-through-employee-engagement.ashx


�*	%��-��%�-+L
�-���%�-	��*-��*�
��



0-�(��*	����������	���$�-��
	�������%�

%HIRUH�XVLQJ�%DOWR��ZKDW�FKDOOHQJHV�GLG�&%�86$�H[SHULHQFH"

Ɣ 5HOLHG�RQ�GLVRUJDQL]HG��VWDWLF�FDOO�VFULSWV�RQ�SDSHU
Ɣ 1HFHVVDU\�WR�PHPRUL]H�FDOO�ΉRZV��UHVSRQVHV��UHEXWWDOV��TXHVWLRQV
Ɣ +DG�WR�PDQXDOO\�WUDFN�DQG�UHPHPEHU�LI�VRPHWKLQJ�KDG�EHHQ�VDLG�RU�QRW
Ɣ )UXVWUDWLRQ��ODFN�RI�FRQΈGHQFH�RQ�FDOOV��ORQJ�UDPS�WLPHV
Ɣ &DOO�ΉRZV��SHUIRUPDQFH��DQG�FRPSOLDQFH�DGKHUHQFH�ZHUH�LQFRQVLVWHQW
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+RZ�GRHV�%DOWR�JXLGH�DQG�VXSSRUW�DJHQWV"
�

Ɣ &RQYHUVDWLRQDO�$,�DXWRPDWLFDOO\�OLVWHQV�WR�ERWK�
VLGHV�RI�FDOO�DXGLR��JXLGHV�DJHQWVȆ�FDOO�ΉRZ��DQG�
FKHFNV�R·�FRPSOHWHG�FKHFNOLVW�LWHPV�LQ�UHDO�WLPH

Ɣ '\QDPLF�SURPSWV�VKRZ�DJHQWV�WKH�PRVW�H·HFWLYH�
UHVSRQVHV�LQ�FULWLFDO�PRPHQWV�ZKHQ�FDOOHUV�DVN�
TXHVWLRQV��KDYH�FRQFHUQV��RU�VKDUH�LPSRUWDQW�
LQIRUPDWLRQ
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+RZ�GRHV�%DOWR�KHOS�VXSSRUW�\RXU�DJHQWV"

Ȇ%DOWR�SURYLGHV�D�ZRQGHUIXO�WRRO�WR�KHOS�XV�VWD\�IRFXVHG�RQ�WKH�FDOO�
DQG�JLYHV�XV�LQIRUPDWLRQ�RQ�KRZ�WR�KDQGOH�DFFRXQWV��:KDW�HOVH�,�
OLNH�DERXW�LW�LV�WKDW�LW�JRHV�WKURXJK�DQ�LPSRUWDQW�OLVW�DQG�GHWDLOV�
ZKDW�ZH�DUH�VXSSRVHG�WR�VD\��,�ZLVK�ZH�KDG�WKLV�\HDUV�DJR�ȇ

Ȇ%DOWR�H[FHHGV�H[SHFWDWLRQV�DQG�KHOSV�PH�JHW�WKURXJK�FDOOV�IDVWHU�
LQVWHDG�RI�XVLQJ�D�SDSHU�VFULSW�DQG�ORRNLQJ�IRU�WKH�ULJKW�WKLQJV�WR�VD\��
:KRHYHU�EXLOW�WKLV�DPD]LQJ�SURJUDP�SXW�WLPH�DQG�WKRXJKW�LQWR�KRZ�LW�
ZLOO�ZRUN��,�HQMR\�KDYLQJ�WKH�OLWWOH�GRJ�DSS�Ǿ�KHȃV�D�JRRG�SHW�ȇ
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+RZ�KDV�\RXU�WHDP�DFKLHYH�KLJK�DJHQW�HQJDJHPHQW"
�

�� $JHQWV�DUH�DFWLYHO\�LQYROYHG�LQ�LPSURYLQJ��UHΈQLQJ��DQG�RSWLPL]LQJ�%DOWR�SOD\ERRNV�

�� %DOWR�JXLGHV�FRQYHUVDWLRQV�LQ�UHDO�WLPH�WR�HQVXUH�QHDU�SHUIHFW�FRPSOLDQFH�DQG�VFDOH�
KLJKHVW�SHUIRUPLQJ�FDOO�FRQWHQW�WR�HYHU\�DJHQW�DFURVV�WKH�HQWLUH�WHDP�

�� (VWDEOLVKHG�WHDP�JRDOV�DQG�WDUJHW�.3,V�DUH�UHODWHG�WR�LPSOHPHQWLQJ�EHVW�SUDFWLFHV�
HQDEOHG�E\�XVLQJ�%DOWRȆV�VPDUW�FKHFNOLVWV�DQG�G\QDPLF�SOD\ERRN�LWHPV�

�� 5HSRUWLQJ�LQ�%DOWR�HQDEOHV�.DVH\�WR�HDVLO\�LGHQWLI\�DQG�UHFRJQL]H�WRS�SHUIRUPLQJ�
WHDP�PHPEHUV�DQG�VKDUH�UHJXODU�ȉ6XSHUVWDU�6KRXWRXWVȊ�ZLWK�WKH�WHDP�
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:K\�LW�ZRUNV�

Ɣ $JHQWV�RIWHQ�KDYH�JUHDW�SHUVSHFWLYHV�H[SHULHQFH�ȁ�WKH\�NQRZ�ZKDW�ZRUNV
Ɣ $VNLQJ�IRU��DQG�LPSOHPHQWLQJ��DJHQW�LQSXW�DQG�IHHGEDFN�FUHDWHV�D�SRZHUIXO�VHQVH�RI�

RZQHUVKLS��VKRZV�WKDW�WKH\�DUH�YDOXHG��DQG�LPSURYHV�WHDP�EX\�LQ
Ɣ &UHDWHV�D�SRZHUIXO��SRVLWLYH�IHHGEDFN�ORRS�IRU�PDNLQJ�FRQWLQXRXV�LPSURYHPHQW

7LSV�DQG�LGHDV�

Ɣ 6RXUFH�EHVW�SUDFWLFHV��UHEXWWDOV��TXDOLI\LQJ�TXHVWLRQV��HWF��IURP�\RXU�DJHQWV
Ɣ $VN�DJHQWV�ZKDW�FDOO�ΉRZV��TXHVWLRQV��DQG�UHVSRQVHV�KDYH�EHHQ�PRVW�VXFFHVVIXO
Ɣ 0HDVXUH�UHVXOWV�TXDQWLWDWLYHO\�WR�FRQΈUP�DQG�H[SDQG�XSRQ�DJHQWVȆ�GLUHFW�H[SHULHQFH
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:K\�LW�ZRUNV�

Ɣ :KDW�FRQVLVWHQWO\�ZRUNV�IRU�RQH�DJHQW�ZLOO�KHOS�RWKHUV�LQ�D�VLPLODU�VHWWLQJ�EH�VXFFHVVIXO
Ɣ ,W�IHHOV�JUHDW�WR�EH�VXFFHVVIXO�DQG�DFKLHYH�KLJK�SHUIRUPDQFH��LQFUHDVLQJ�MRE�VDWLVIDFWLRQ
Ɣ 6KDUHG�VXFFHVV�LV�D�ZLQ�ZLQ��ERRVWV�DJHQW�WHDP�PRUDOH�$1'�WKH�ERWWRP�OLQH

7LSV�DQG�LGHDV�

Ɣ 2QFH�DJHQWV�KHOS�WR�LGHQWLI\�ZKDW�ZRUNV�EHVW��HQDEOH�\RXU�HQWLUH�WHDP�WR�FRQYHQLHQWO\�
XWLOL]H�WKRVH�ZLQQLQJ�VWUDWHJLHV�WR�LPSURYH�LQGLYLGXDO�SHUIRUPDQFH

Ɣ *LYH�KLJK�SHUIRUPLQJ�DJHQWV�RSSRUWXQLWLHV�WR�FRDFK��WHDFK��DQG�VKDUH�ZLWK�HDFK�RWKHU
Ɣ +HOS�QHZ�DJHQWV�H[SHULHQFH�HDUO\�VXFFHVV�DQG�VKRUWHU�UDPS�WLPHV�E\�HPSRZHULQJ�WKHP�

WR�HDVLO\�LPSOHPHQW�KLJK�SHUIRUPLQJ�FDOO�FRQWHQW�ULJKW�IURP�WKH�VWDUW
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:K\�LW�ZRUNV�

Ɣ 3XEOLF�UHFRJQLWLRQ�RI�D�MRE�ZHOO�GRQH�LV�D�SRZHUIXO�PRWLYDWRU
Ɣ 5HFRJQLWLRQ�LV�IUHTXHQWO\�OLVWHG�DV�D�WRS�WKLQJ�HPSOR\HHV�ZDQW�PRVW�LQ�WKHLU�MREV
Ɣ ����RI�HPSOR\HHV�VD\�WKH\�DUH�KDSSLHU�ZKHQ�WKH\ȆUH�UHFRJQL]HG�DW�ZRUN

7LSV�DQG�LGHDV�

Ɣ (VWDEOLVK�FOHDU��FRQVLVWHQW��PHDQLQJIXO��DQG�DFWLRQDEOH�.3,V�WR�PHDVXUH
Ɣ 8VH�OHDGHUERDUGV�DQG�RU�JDPLΈFDWLRQ�WR�VKRZ�SURJUHVV�DQG�SHUIRUPDQFH
Ɣ )LQG�RSSRUWXQLWLHV�WR�UHFRJQL]H�RWKHU�SRVLWLYH�UHVXOWV��QRW�MXVW�UDZ�SHUIRUPDQFH

ż ,PSURYHPHQW�RYHU�WLPH
ż 0LOHVWRQHV��ΈUVW�VROR�FDOOV��ΈUVW�ZLQV�IRU�QHZ�DJHQWV
ż &RQWULEXWLRQV�WR�VKDUHG�WHDP�SURFHVVHV��FXOWXUH��RU�FRPPXQLW\
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:K\�LW�ZRUNV�

Ɣ (DV\�WR�UHIHUHQFH�JXLGDQFH�DQG�UHVRXUFHV�DUH�EHWWHU�WKDQ�UHO\LQJ�RQ�PHPRUL]DWLRQ
Ɣ )HHOLQJ�SUHSDUHG�DQG�VXSSRUWHG�RQ�FDOOV�KHOSV�VLJQLΈFDQWO\�UHGXFH�VWUHVV�DQG�DQ[LHW\�

DQG�JUHDWO\�LPSURYHV�MRE�VDWLVIDFWLRQ��SRVLWLYH�DJHQW�H[SHULHQFH��DQG�SHUIRUPDQFH

7LSV�DQG�LGHDV�

Ɣ 8VH�SHHU�WR�SHHU�FRDFKLQJ�WR�SDLU�WRS�TXDUWLOH�SHUIRUPHU�ZLWK�D�ORZHU�SHUIRUPHU�ȁ�
LQFUHDVLQJ�SHUIRUPDQFH�DQG�LQVWLOOLQJ�D�VHQVH�RI�FRPPXQLW\

Ɣ ,QVWHDG�RI�ULJLG��VWDWLF�FDOO�VFULSWV��XVH�UHDO�WLPH�JXLGDQFH�WRROV��OLNH�%DOWR��WR�
G\QDPLFDOO\�JXLGH�DJHQWVȆ�FRQYHUVDWLRQV
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&ORVH�5HYHQXH
�$OO�'D\

(PSRZHU�DJHQWV�WR�
FRQYHUW��VDYH��DQG�

UHWDLQ�VDOHV�RSSV�OLYH�
RQ�WKH�FDOO�

'HOLJKW�
&XVWRPHUV

&RPPXQLFDWH�ZLWK�
FXVWRPHUV�LQ�ZD\V�

WKH\�ORYH��
FRQVLVWHQWO\��RQ�HYHU\�

FDOO�

(QVXUH�3HUIHFW�
4XDOLW\

*HW�UHFRUG�EUHDNLQJ�
TXDOLW\�VFRUHV�DQG�
UHDO�WLPH�YLVLELOLW\�IRU�

�����RI�FDOOV�

%XOOHWSURRI�
&RPSOLDQFH

$GKHUH�WR�IHGHUDO��
VWDWH��DQG�FRPSDQ\�
JXLGHOLQHV�RQ�HYHU\�

VLQJOH�FDOO�

��'%L�2H��ĺ
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%DOWR�NHHSV�\RXU�DJHQWV�RQ�WUDFN�
:H�KHOS�DJHQWV�JHW�\RXU�FDOO�ΉRZ�ULJKW�HYHU\�WLPH�

*XLGH�DJHQWV�WKURXJK�PDNH�RU�EUHDN�PRPHQWV�
:HȆOO�VKRZ�UHSV�WKH�EHVW�GLVFRYHU\�TXHVWLRQV�DQG�
UHEXWWDOVȂH[DFWO\�ZKHQ�WKH\�QHHG�WKHP�

0HDVXUH�ZKDW�ZRUNV�DQG�VFDOH�LW�LQVWDQWO\�
*HW�LQVLJKW�LQWR�ZKDWȆV�KDSSHQLQJ�RQ������RI�FDOOV��
WKHQ�VFDOH�WKH�PRVW�H·HFWLYH�SUDFWLFHV�WR�\RXU�ZKROH�WHDP��

5HDO�7LPH�*XLGDQFH

��'%L�2H��ĺ



5HDO�7LPH�4$
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6WDUW�DXWRPDWLFDOO\�VFRULQJ������RI�FDOOV�ZLWK�D�IHZ�FOLFNV�
%XLOG�FXVWRP�VFRUHFDUGV�IRU�WKH�VSHFLΈF�FULWHULD�WKDW�PDWWHU�WR�
\RXU�WHDP�LQVWHDG�RI�ZHHGLQJ�WKURXJK�FURZGHG�VSUHDGVKHHWV�

4XLFNO\�LGHQWLI\�WKH�URRW�FDXVH�RI�ORZ�VFRUHV�
([DPLQH�LQGLYLGXDO�FDOOV�WKDW�FDXVHG�ORZ�VFRUHV�PRUH�FORVHO\�
DQG�XVH�WDUJHWHG�FRDFKLQJ�WR�LPSURYH�FDOO�TXDOLW\�

*HW�D�FRPSOHWH�SLFWXUH�RI�FDOO�TXDOLW\�
&RUUHFW�LVVXHV�EHIRUH�WKH\�EHFRPH�KDELWV��DQG�VFDOH�JRRG�
EHKDYLRUV�WR�DOO�\RXU�DJHQWV��

�
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5HDO�7LPH�&RDFKLQJ
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&UHDWH�DOHUWV�IRU�NH\�PRPHQWV�RQ�FDOOV�
%DOWR�OLVWHQV�WR�FDOOV�DQG�LQVWDQWO\�DOHUWV�D�PDQDJHU�ZKHQ�DQ�
DJHQW�QHHGV�FRDFKLQJ�

/LVWHQ�LQ�DQG�FRDFK�DJHQWV�WKURXJK�WRXJK�FDOOV�
6HQG�EDFNXS�IRU�FDOOV�DW�ULVN��SURDFWLYHO\�JXLGH�FULWLFDO�PRPHQWV�
RI�D�FRQYHUVDWLRQ��RU�FRQJUDWXODWH�DJHQWV�IRU�D�MRE�ZHOO�GRQH�

�
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�/RYH�ORYH�ORYH�%DOWR����,W�LV�XVHU�IULHQGO\�DQG�PDNHV�P\�MRE�VHDPOHVV��
6DOHV�UHS��(QWHUSULVH��������HPSOR\HHV

�7KLV�LV�P\�ΓUVW�H[SHULHQFH�XVLQJ�%DOWR��DQG�,�/29(�,7��
&60��(QWHUSULVH��������HPSOR\HHV

�:KDW�D�IULHQG�,�KDYH�LQ�%DOWR��7KH�IXQFWLRQDOLW\�LV�H[FHOOHQW��/RYH�LW��
6DOHV�UHS��0LG�PDUNHW����������HPSOR\HHV

�%DOWR�URFNV��%DOWR�LV�WUXO\�HQJDJHG�LQ�ZKDWȃV�KDSSHQLQJ�RQ�WKH�FDOOV��
,QVXUDQFH�VDOHV�UHS��(QWHUSULVH��������HPSOR\HHV

$JHQWV
/RYH
%DOWR�

�������VWDU�UHYLHZV�RQ�*�
2YHUDOO�UDWLQJ������VWDUV

�,�ORYH�WKH�ZD\�%DOWR�NHHSV�PH�RQ�P\�WDONLQJ�SRLQWV���
$FFRXQW�H[HFXWLYH��0LG�PDUNHW����������HPSOR\HHV



&OLFN�WKH�OLQN�LQ�WKH�FKDW
WR�VFKHGXOH�D�GHPR�

2U�YLVLW��ZZZ�EDOWR�DL�JHW�GHPR

6FKHGXOH�D�
'HPR

��'%L�2H��ĺ

https://www.balto.ai/get-demo
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8VH�WKH�4	$�EXWWRQ�RQ�\RXU�
VFUHHQ�WR�VXEPLW�TXHVWLRQV�

$OO�UHJLVWUDQWV�ZLOO�UHFHLYH�WKH�
YLGHR�UHFRUGLQJ�DQG�VOLGHV�
IROORZLQJ�WKH�EURDGFDVW�

)RU�PRUH�LQIRUPDWLRQ�DQG�WR�
VFKHGXOH�D�GHPR��YLVLW�EDOWR�DL


