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Encore Enterprise -

Comprehensive recording and performance management
solution to improve contact center performance

Experience Encore Enterprise, a powerful voice/data call recording and
performance management system. With Encore in your contact center,

you can monitor, log, review, retrieve, evaluate, organize, and catalog

voice and data in a simple -to - use Windows environment . No other
system combines so many features and flexibility in such a compact,

reliable, and affordable package.

Highlights
The Encore Enterprise Suite consists of Encore call recording plus:
® A comprehensive solution *Screen Recording integrates voice recordings with desktop activity for maximum
for recording and quality business intelligence to improve customer satisfaction and uncover agent challenges.
management

* Cent er Pladdsiffegrated monitoring, evaluating, reporting, and coaching tools.

* Por t f ointegeafes agent evaluations and other data to generate reports that tell
the real story inside your contact center.

S:?‘Opt\lloﬁal, pur'éh%sl,ec? sseparately

® Flexible scorecards measure
agent perfor manc

® Powerful encryption features
to protect sensitive FEATURES

customer data Easy -to -use recording retrieval. A powerful filter wizard helps you locate the
recordings you want quickly and easily. Built -in quick search functions such as Date
® FEasy-to-use search and Range, Yesterday, and Duration allow you to immediately retrieve the recordings you
replay functionality want. You can also build your own search criteria and save it for future use.

Encore Explorer Filter Wizard [ _ [ x|
ID New I Open Save Executel

Today _Y.gsteldaf‘

Date Range Client 1D

Reviewed Archived ANl DNIS

R—

Call Duration Time Of Day Station

Agent
g ‘West

Port

Recording encryption. Protect your customersod sensitive da
Payment Card Industry Data Security Standards (PCI/DSS). Based on the powerful

Advanced Encryption Standard (AES) format, encrypt or permanently remove sensitive

customer data with Encorebds easy to use encrypti
security.

Email recordings with a click. Send recordings and evaluations in standard Windows -
compatible formats to customers for conflict resolution or to agents for best practices
examples or coaching tips.

Advanced Security features. Multiple permission levels allow you to control who can
.P | access recordings and reports. Permissions can be set at the individual or team level.
e
powerhul eoll center selubons Automatic Maintenance and Backup. Automated jobs will perform database backup

and maintenance functions.
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Archive Recordings. Set archiving rules based on your business needs and change
866 -580 -5577 them as needed with our easy ~ -to-use administration tool.
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Encore Enterprise

Intuitive recording player. Find, access and replay recordings from your desktop with Encore Explorer
2. Browse the call database, play back calls for review and verification, forward calls via email, and
archive or copy calls to another media source for storage or transport.
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Date Agent Login ID | Agent Name Reviewed Extension | Comn »
; 10/04/2006 10:29:19 | 4658 Casey Easlick Yes No 2904
L. 09/27/2006 14:15:02 4691 Tom Knight No No 2901
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17 09/01/2006 10:44:55 /4922 Rosalinda Camancho No No 2910 M)
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Comprehensive Reporting
specific Key Performance Indicator (KPI)? Would you like to know how productive an evaluator is during
a certain time of the day? Encore CenterPlus comes standard with 47 templates and reports, including
agent evaluation, evaluator productivity, sales trending, and team performance, to meet all of your

reporti

ng

needs.

. Interested in quickly identifying the top performers in a category or for a

These

reports

with the business intelligence you need to take immediate action.
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CenterPlus Team Evaluation Report drills down, showing team
-defined categories
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