
Remarkable Customer Experiences

Y O U R  T R U S T E D  A D V I S O R  F O R  

Etech delivers next generation BPO solutions. A global minority owned business, Etech has created and 
trademarked how to turn your data into strategic insights. Leveraging the power of artificial plus human 

intelligence Etech enhances training and coaching to focus on critical behaviors creating improved customer 
experiences and shareholder value.
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Etech’s Servant Leadership Commitment

VISION

To make a remarkable difference for each other, our 
customers, and within our communities.

MISSION

Etech is a servant leader organization providing superior 
customer experiences and innovative solutions which 
enable our clients to build stronger brands, strengthen 
customer relationships, and gain market share.

Integrity

Valuing people

Team Work Accountability

Adaptability

Humility

Communication

Creativity

Positive Influence

Teachability

VisionCourage

4,000+ Team Members Globally Providing Remarkable Customer 
Experiences Onsite and Remote

Etech’s Character Commitments Etech's Global Locations
Minority Business Certified

Nacogdoches, TX San Antonio, TX Dallas, TX

Lufkin, TXRusk, TX Houston, TX

Montego Bay, JA Vadodara, GJ

24/7/365 · Multilingual

Gandhinagar, GJ
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Inbound & Outbound Interactions, Chat, 
Sales, Service, and Tech Support

Enterprise Product Development, 
Software Implementation, Process 
Automation Solutions, Workforce 

Management, Professional Services

Automation-Driven 
Professional Services

OUR AWARDS

OUR BUSINESSOUR STORY

2003 
Grew from 400 Team 

Members in 1 location

Today
3 Countries, 10 Sites,
4,000+ Team Members

NO 
MERGERS 

NO ACQUISITIONS

Trusted advisor to 
numerous Fortune 50 

companies

Etech Global Services – Our Journey
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Matt Rocco,
Chief Executive Officer

Jim Iyoob
Chief Customer 

Officer ​/President –
ETS Labs

Gurudatt Medtia
VP Operations

Kaylene Eckels
Chief Operating Officer

Ronnie Mize
Chief Security Officer

Guiding:

• Customer Success
• Global Development
• Professional Services
• Product & Software Dev.
• Project Management
• AI & Analytics  

Directing:

• Offshore Planning, 
Execution & 
Management

• Business Operations

Executing:

• Business Operations
• Organizational 

Excellence
• Learning & 

Development
• Talent Acquisition

Optimizing:

• Leads Data Strategy
• Drives operations 

execution
• Optimizing 

continuous 
improvement

Facilitating:

• Global Labor Relations
• Compensation & 

Benefits
• Employee Engagement
• Leadership 

Development

Etech’s Executive Leadership Team

Gurudatt Medtia
Executive VP​

Kaylene Eckels
President

Ronnie Mize
Chief Technology & 

Security Officer

Dr. Veronica 
Chimney

Chief HR Officer

Shawndra Tobias
Chief Data Strategy 

OfficerA 
black 
and 

A 
black 
and 

A 
black 
and 

A 
black 
and 

A 
black 
and 

A 
black 
and 

Leading:

• Enterprise Security 
• Incident Response 

Team
• Compliance
• Technology
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How QEval Improves Customer Experiences?

AI-Powered CX 

Intelligence

• Unified Data 

• Surgical Analytics

• Predictive Insights

Elevate Agent 

Performance

• 110+ Real-time 
Reports

• Targeted Coaching 
Tools

• Proven ROI Within 
60 Days

Consistent Customer 

Delight

• Data-driven Quality 
Monitoring

• Effortless Omnichannel 
Experiences
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Key Benefits

Customer Experience

Agent Performance

Compliance 

Monitoring

Contact Center 

Efficiency

Surgical Insights

Monitor and evaluate agent interactions, identify areas for improvement, 
provide feedback, and ensure consistent adherence to quality standards.

Provide targeted coaching and training to agents based on their individual 
strengths and weaknesses. 

Demolish data silos to deliver actionable intelligence and prescribe next best 
actions at every level for tangible improvement.

Ensure that call center agents are complying with regulatory requirements 
for call handling and data privacy, reducing the risk of non-compliance 
penalties.

Automatically score and evaluate agent interactions based on predefined 
criteria, ensure script adherence, reduce errors and maintain consistent & 
efficient service delivery.
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Centralize Identify Reporting Integrate VOC Analytics Improve

Centralize your 
Quality Assurance 

Process 

Identify Knowledge 
Gaps, Agent 

Opportunities and 
Root Cause

Leverage Reports & 
Analytics for 

Strategic Decisions & 
Overall Insights on 
in-depth Level of 

Performance

Integrate with 
Speech Analytics & 

Automate QA 
Process

Listen to the Voice of 
Customer

Improve Overall 
Customer Experience

QEval Journey to Build the Future of Contact Center Quality

Improve Client Retention

Identify Market Insights

Distinguish and Quantify Coaching Needs

Actionable Insights into CX and Business Opportunities

https://www.etechgs.com | Confidential
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Etech’s Conversational Analytics Drives Business Results

Capture 

Analyze

Deliver
360-degree view of your customer Actionable insights delivered near 

real time

Audio

Tickets

Notes

CRM

Chats

Conversational 
Metadata 

Email

Texts

Customer 
Surveys

Customer 
Metadata

Convert disparate CCI data sources 
into a single stream of Insights

No More Data Silos.

Text Mining
Complete Data Integration
Automated Triggers
Automated QA 
Human Guided Evaluations
Business Insights

Compatible with virtually any tech stack

Transcribe 1 
hour of audio 
in 3.5 seconds

QEval Analytics

Data Lakes

Format Agnostic Delivery to the end point of 
your choice

Social Media 
Aggregators 

Human Guided Reviews

Automated Evaluation
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Software Agnostic - Integration and Optimization Capabilities

Real-Time Accent 

Neutralization

Customer Relationship 

Management

Conversational AI & 

Speech Analytics 

Agent Coaching & 

Knowledge Base

CCaaS

CX Management

Open APIs for Zero Effort Integrations - Compatible with any Tech Stack
9
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People Driven Automated Conversation Mining

Intelligent Speech/Text Layer 

Auto Punctuation

Number Transcoding

Text & Audio 

Redaction

Speaker Separation

Acoustic Emotion

Emotional Intelligence

Sentiment Analysis

Confidence Scores

Agent ID

Music Detection

Overtalk

Silence

Credit Card Detection

Global Language Coverage

Audio Stream Connector

Platform Integrations

Auto-Corrections

Custom Language Model

Custom Acoustic Model

Language Identification 

(LID)

Custom models & tuning makes us the most 
accurate transcription engine for you

Lowest Total Cost of Ownership

Speaker Emotions, 
Sentiment, Overtalk etc. 
delivered near real time

Prescriptive Insights Layer

Applications/Queries – Regex inspired operator based 
custom rule building capabilities

1000’s of prebuilt libraries | Vertical specific and built 
using more than 1 Billion minutes worth of data

& AND, - exclude, | OR, * Wildcard,
? Single Character Wildcard, ~n nth word,
~t Speaker Turn, ^ Start location, $ end location, 
~s<n/~s<n AFTER/BEFORE first n second, 
~e>n/~e<n colocation

Examples:

Out of box applications to generate data from Day 1 on:
 
Customer Effort
Customer Sentiment Drivers
Contact Center Capacity
Agent Effort 
Ease of Support
Repeat Contact
Churn Indicators
 to name a few

No Black/Grey Box Algorithms| Easy to use…No Code Application 
Rules which can be modified in matter of minutes

Out-of-vocabulary (OOV) Tuning
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360° Contact Center Performance Management

Compliance Audit on 100% of the customer interaction insuring we are 
identifying compliance issues in near time, triggering self education 
actions to the agents within moments of a call being taken instead of 
weeks old feedbacks

Automated Compliance Monitoring

Identify, repeat contacts, reason for contact, contact 
trends, pattern shifts in near real time to identify 
customer effort, isolate impact points and implement 
corrective actions in the moment

Intelligent Topic Mining Complete Knowledge Sync
360 Degree view into performance with self serve Behavior 
monitoring customized for FTR to identify agent response 
patterns that to not match the ideal state, indicating a knowledge 
gap, tech stack utilization patterns among teams/agents/vendors, 
survey responses, handle time etc

Data Driven Hybrid QA

Allocate Human Guided Reviews automatically to QA Team 
based on predefined triggers like Sentiments, Silence Time, 
AHT, Conversation topics like Truck Roll etc. 
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Get 360 Insights Dashboards Tailored to Your Contact Center
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Interactive Dashboards for Supervisors and Agents

Supervisor Dashboard: Analytical Trends for Team 

Performance

Agent Dashboard: Individual Performance Monitoring
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Digital Agent Training and Performance Management

Provide Detailed Feedback

Track and Analyze Coaching Process
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AI Call Summary for 100% Customer Interactions
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Measure Customer Emotions and Satisfactions on 100% of Interactions

• Track sentiment on every call as it happens and identify impact of solutions on overall customer experience.

• This will identify areas for improvement and drive positive change.

Empower your team to take 

control of customer 

satisfaction and drive 

positive change. 

Dive into multidimensional 

data and explore every 

angle, navigating from high-

level insights to granular 

details at the click of a 

button. 
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Monitor Compliance on 100% Interactions 

• With real-time Compliance Dashboard, QEval Analytics helps you stay ahead of potential issues and 

proactively address any concerns.

• Helping you to deliver exceptional customer service and drive business success.
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Get Rid of Data Silos

• Consolidate all contact center metrics into one refined tool for a comprehensive view of operational 

performance, instead of relying on siloed data from multiple applications. 
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Agent Coaching & Training Report

Track Training & Coaching Summary for all 

Agents on a Single Screen
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Track Agent Coaching & Measure Outcome

Identify & Track Strength and 

Opportunity Parameters Easily

No More Circle Coaching - Document and 

Close Loop Coaching Sessions
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Measure Coaching Impact with Direct Agent Feedback

Get Agent Feedback on Coaching sessions with 

Supervisor Confidentially

21
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Overall Performance Summary

22
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Customizable Reporting at all Levels of Leadership

Track Performance through 

all Levels of the Organization
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Workload Assignment

Create Workload Group

Add Workload Contact

Assign Work Queue

Customer

Customer_Sales

Data-Driven Workload 

Allocation

24
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Program Summary Report by Agent

Measure Agent Summary On A Single Screen

25
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Business ChallengesMethodology

• Drive Top Line Revenue
- Increase Sales Conversion
- Reduce Cancellations

• Improve CX
- Reduce Customer Effort: Hold Time
- FCR, Educating the Customer / Self-

Serve
- Improve CSAT Scores

• Improve Operational Effectiveness
- Calls Handled
- AHT

Listen: Data Ingestion
Unstructured data is ingested in 
layers for further processing

Identify: Mapping and Processing
Data Scientists review the calls to 
identify relevant behavior & add 
business insight rules

Analyze: Impact Analysis
Etech’s A.I Engine provided intelligent 
data output on trends and patterns 
using 150+ unique categories and 
scripts

Improve: Agent Analytics
Speech Analytic Engine was 
integrated with the Scorecard

Predict: Deeper Insights
Etech’s Data Scientists refine large 
data sets into actionable insights

Improve Sales with QEval
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Top 5 Performers

Broker Name In-Scope Pitched Sales

Christine Thompson 45 25 3

Jasmine Williams 46 18 2

Khairunissa Punja 95 18 2

Pauline Cornwall 169 32 2

Lakisha Smith-Valentine 136 43 1

Bottom 5 Performers

Broker Name In-Scope Pitched Sales

Nicole Slavin 97 18 0

Anessia Samuel 108 17 0

Karen Simpson 55 14 0

Christopher Gill 83 12 0

Karen Washington 119 12 0

Breakdown In-scope – Broker Level

Easy one-click view 
of all your agents!!

Performance 
Breakdown of all 

critical parameters

27



https://www.etechgs.com | Confidential

QEval KPI Dashboard

Track & Monitor Agent’s Key 

Performance Indicators

28
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A 4.5% increase in the 
Strategic Behavior score 
results in an increase of 1% 
in conversion

19%
20%

21%
22%

23%
24%

25%

43%

47.5%

52%

56.5% 61%

65.5%

70%

30%

35%

40%

45%

50%

55%

60%

65%

70%

75%

10%

15%

20%

25%

30%

35%

Conversion Crucial Behavior adherence

Increasing the Strategic behavior 
score by 27% will result in an 

increase of $5,382,000 in 

revenue/year.

Improvement by +27%
Strategic Behavior Score: 70%

Current State: 19%
Strategic Behavior Score: 43%
Revenue Per Month – 1,395,525

Improvement by +4.5
Strategic Behavior Score: 47.5%
Revenue Per Month: $1,470,275

Improvement by +9%
Strategic Behavior Score: 52%
Revenue Per Month – $1,545,025

Improvement by +18%
Strategic Behavior Score: 61%
Revenue Per Month – $1,694,525

ROI From Crucial Behaviors
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CONTACT CENTER CAPACITY

Supercharging Customer Engagement For A Leading Telecommunication 

Provider

CHALLENGE

The client was facing two major 
challenges:

THE SOLUTION

✓ Identify communication 
& language issues

✓ Analysis of retention 
offers provided

✓ Drill-down analysis of 
billing issues

I. Customers facing challenges 
while paying the bill

II. Reduced customer retention

RESULT

Average Handle 
Time Reduced

Transfer Rate 
Reduced

Hold Time Reduced

Improvement in 
Quality Score

7.62% 24.39%

22.73% 53.13%

SAVINGS

$2,946,130
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SALES

Amplifying Conversion And Capacity In Healthcare With Conversational 

Intelligence

CHALLENGE

The client was facing three major 
challenges:

THE SOLUTION

✓ Identify gaps in agent 
knowledge & 
understanding

✓ Determining cause of 
high agent response 
time & call avoidance 
behavior

✓ Data-driven 
recommendations for 
performance 
improvement

I. Lower plan enrollment due to 
gaps in agent training

II. Agents are not pitching the 
ancillary product

III. Agents taking longer to respond 
and resolve customer queries

RESULT

Reduction in Short 
Calls

Improvement in 
Conversion Rate

Improvement in 
Ancillary Products

Improvement in 
Critical Behaviors

15% 20%

16% 22%
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CUSTOMER EXPERIENCE

Optimizing Customer Engagement For A Global Drug Manufacturer

CHALLENGE

The client was facing two major 
challenges:

THE SOLUTION

✓ Resolve gaps in agent 
training to reduce 
escalations

✓ Optimizing fraud 
detection

✓ Recommended optimum 
call flow and shared best 
practices

I. Subpar output accuracy after 
one year

II. Increasing customer effort 
leading to negative customer 
sentiment

RESULT

Reduction in 
Escalations

Improvement in 
Fraud Detection

Improvement in 
VOC

Improvement in 
Critical Behaviors

45% 48%

7% 26%
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SALES

Improving Conversion and Vendor Management for a Global Hospitality 

Leader

CHALLENGE

The client was facing two major 
challenges:

THE SOLUTION

✓ Determine successful 
behaviors that lead to 
conversion

✓ Shared 
recommendations & 
best practices with 
agents

✓ Measure coaching 
effectiveness

I. Drive Top Line Revenue

• Increase Sales Conversion

• Reduce Cancellations

II. Improve Operational 
Effectiveness

• Calls Handled & AHT

RESULT

Revenue Growth

Increase in 
Effectiveness Score

Increase in 
Conversion Rate

Decrease in Hold 
Time

33% 2%

8% 22%

SAVINGS

$542,000
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Customer Experience

Enhancing Global Engineering Company's Contact Center Capacity and 

CX with 100% Interaction Analytics

CHALLENGE

I. Increase in number of calls and 
high AHT

II. Reduce repeat contacts

III. Improve FCR (on product and 
part inquiry interactions)

IV. Reduce number of incorrect 
transfers

THE SOLUTION

✓ Deflect call volume (for major call 
reasons) to Chatbots

✓ Performed repeat contact analysis to 
determine major reasons

✓ Determine main reasons for non FCR 
interactions and further improve Self 
serve section to better customer 
experience 

✓ Determining the cause of Incorrect 
transfers and design a transfer matrix 

RESULT

Deflection of major 
call reasons

Improvement in 
Repeat contacts 

Decrease in AHT by 
diverting calls to Chatbots

Improvement in FCR 
for major call reasons

50% 11%

32% 32%

SAVINGS

$7,960
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Etech Dedicated Security & Compliance

ISO 27001 Certified PCI-DSS Certified Compliant GDPR Compliant

o 24x7 Monitoring
o Deep Packet Inspection
o Intrusion Prevention
o Data Leak Prevention

o Host Intrusion Prevention
o Integrity Monitoring
o Web Application Security
o Log Inspection

o Monthly Vulnerability Scans
o Web Application Scanning

o CompTIA CySA+
o CompTIA Security+
o CompTIA Network+
o CompTIA A+

Network Security Host Security Vulnerability Management Individual Certifications

SOC 2 Type II Certified
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A Commitment to Servant Leadership Focusing on 

Our People, Customers and Communities

Get a prescriptive plan to improve what 
matters. 

Etech offers the most efficient transcription in 
existence, allowing you to transcribe 100% of 
contact center calls well within budget, and 
enjoy industry-leading speed and accuracy 
with near real-time, feature-rich insights.

Actionable intelligence that bridges the gap 
between insight and action, thanks to post-
interaction automated scoring, frontline 
coaching, and organization awareness. 

PCI DSS compatible automatic redaction of 
sensitive information

Contact Center DNA with Speech Analytics 
expertise. Over the last decade, Etech has 
mined millions and millions of interactions, 
integrated with almost every CCI tech stack,  
positioning Etech as a customer analytics 
leader

Etech is trusted by the world’s leading 
organizations across many industries, including 
financial services, healthcare, retail, insurance, 
travel, and hospitality, and more

Why Etech?
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jim@etechgs.com | @jiyoob

info@etechgs.com  |  www.etechgs.com  |  936 – 371 – 2640

To make a remarkable difference for each other,

our customers, and within our communities.

Jim Iyoob
Chief Customer Officer – Etech

President - ETSLabs
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