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Driving Business Execution with Service Performance Management

Analyze

Execute

Why Service Performance Management?

Challenges in Executing Service Improvement Initiatives
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Key Solution Components

Typ|Ca| Pe rfo rmance With the NICE Performance Management solution, operations professionals can easily
. manage incentive and compensation plan creation, administration, and payments, as
|mpr0vements W|th well as resolve disputes and inquires. Front line agents can track their performance, view
compensation statements, drill into specific service cases, and take steps needed to
N |C E Pe rformance improve their own results. Service executives can gain visibility into the overall performance
Management: of their organizations, and determine what actions need to be taken to ensure their

organization is aligned with the goals of the company. Service managers can monitor team
performance, identify service reps that may require coaching, and assign performance

improvement tasks.

B 6% increased asset acquisition )
= Robust Data Management — Empowers business users to aggregate sales

m 12% higher customer ! performance data from disparate systems without the help of IT. Accelerates time

satisfaction to implementation.

= Extensive Analytics and Reporting — Intuitive, advanced functionality with pre-built,
domain-specific content and an extensible and customizable data model. Helps service

u 8% increased cross sales o,
£ representatives to quickly and easily identify opportunities.

B 22% reduction in advisor
on-boarding time

= Automated Alerts — Notifications to supervisors and managers of emerging problems
to accelerate issue resolution and drive improvement.

= Incentive Management — Provides a way to manage dynamic variable pays for
employees. Offers advanced features that increase incentive calculation accuracy,
reduce costs for managing incentives and run a pay-for-performance system that
rewards employees for achieving targets that align with business strategy.

= Employee Coaching and Development — Managers are able to optimize the
existing service team through performance-based segmentation and coaching, while
representatives have the ability to view personalized task assignments and track
progress.

= Best Practice Library — Repository where an administrator can load tools and
resources such as training and research to help improve behaviors and results for
individual representatives.

= Intraday Reporting — Supports interval-based reporting and is geared towards
Command Center analysts, operations managers, and contact center management.
Delivers a holistic, business-centric view of intraday activities that help identify and
understand the root cause of issues as they occur, and provides tools to proactively
address the problem.

= Contact Center Analytics — Advanced analytic application to quickly identify caller
reasoning and then adjust coaching programs to target behavior that will significantly
improve first call resolution.

Architecture & Administration

NICE Performance Management is a 100% web-based, n-tier solution, proven to support
tens of thousands of users. With simple web-based administration tools, the solution is quick
to deploy and easy to maintain. The solution’s open standards-based architecture meets the
demands of even the largest enterprises and supports all major databases and platforms —
ensuring the lowest total cost of ownership. NICE Performance Management has a single
code base and can be delivered on-demand or deployed on-premise at the customer’s
discretion major databases and platforms — ensuring the lowest total cost of ownership.
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