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

Actionable Insights for Total Quality 
Management to Enhance Operational Efficiency 

and Customer Experiences

Software/Application Development, Custom 
Reporting, WFM

OUR AWARDS

OUR BUSINESSOUR STORY

2003 
Grew from 400 Team 

Members in 1 location

Today
3 Countries, 9 Sites,
3400+ Team Members 

NO 
MERGERS 

NO ACQUISITIONS

Trusted advisor to numerous 
Fortune 50 companies
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Agenda - What will we learn today?
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1

2

3

Importance of AI + HI
For Improving Contact Center Performance & CX

Data in Real Life
• Business Challenges, Use Cases, Measuring ROI
• Case Study
• Why is Coaching Crucial?

How to successfully implement the right technology? 
Key Challenges, Revenue Impact, Selecting the right solution provider



Etech Webinar: Reshaping Customer And Agent Experience 5www.etechgs.com | Confidential

What is Artificial Intelligence?

What people 
think AI does!

What AI 
actually does!

• Kills jobs

• Replaces humans

• Manages tasks

• “AI will solve everything”

• Uncovers hidden insights

• Provides predictions based 
on past behavior

• Upskills team members

• Empowers management for 
strategic decisions

AI is transformative, but it won’t happen overnight
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Coaching the Technology
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AI will kill us?



Etech Webinar: Reshaping Customer And Agent Experience 8www.etechgs.com | Confidential

“AI & CX is a luxury – I don’t need it”

The Cost of Late Adoption: Those Who Adapt:

• Insights to improve performance
• Reasons for customer dissatisfaction
• Identify CX Drivers

• Improve sales conversions 

• Real-time risk monitoring
• 360° Compliance Tracking

• Automate mundane tasks

The price of doing the same old thing is far higher 
than the price of change.”

- Bill Clinton, Former US President
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Measuring ROI of Speech Analytics
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Cost Reduction: Revenue Increases:

• Automated Compliance Monitoring

• Avoid non-compliance regulatory fines

• Reducing Call Volume, by identifying customer’s 
reason for call

• Eliminate unnecessary call backs by improving FCR

• Upgrading the self-service through website and 
intelligently using IVR programs

• Reduce transfers and time spent on each call

• Reduced training turnover cost

• Sales from increased call-conversion rates 

• Higher debt collection ratios

• Vastly improved customer service evaluations 

• Swifter response to competitive influences

• Reduced customer churn
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Beyond The Scorecard & Check Box, Real Automation, CX Focus
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Reason for Contact

Repeat Contact

Customer Frustration

Agent Acknowledgement

Agent Advocacy

Problem Solver

Negative Sentiment

I bought a truck from you and it was supposed to be delivered to us, but 
it       hasn’t been delivered

It’s been       two weeks, I’ve been calling nonstop

This is what is disappointing, & you guys want me to buy a lot more 
trucks.          I was very frustrated at the end of this process

I do apologize for the miscommunication

I can definitely see if he is available

I will get you the payment instructions, so we can    
get this taken care of

I can’t get in touch with him which is       really a bad service on your 
guys part
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Shawndra Tobias
VP – Customer Experience

A Call Center industry expert with over 25 years of 
experience in improving call center operations, 

managing & monitoring system performance, process 
improvement and quality assurance programs.

shawndra.tobias@etechtexas.com

936.371.1817

facebook.com/shawndra.tobias1970

linkedin.com/in/shawndra-tobias-2b73b97a/

twitter.com/shawndra_tobias
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Data in Real Life
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IOT

Who’s Teaching this Thing?
o YOU are!

Accuracy

AI Vs HI

o Both can be wrong, but we are more forgiving of 
humans. We expect perfection from a machine because 
we are most familiar with functional machines that 
perform a repetitive set of functions or just one function

o AI is a “thinking” machine along with having functional 
properties powered by machine learning.

o Anything – human or machine - that “thinks” and “learns” 
is subject to inaccuracy while learning. 

Is AI dangerous?
o Ummm, no.
o Humans, however…
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AI and Speech Analytics
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• Data Scientists teach NLP tools to look beyond definitions and word order, to understand context, word ambiguities, and 

other complex concepts connected to human language. This is your EI Data Engineering team. 

Natural Language Processing

• Natural Language Processing (NLP) is a subfield of artificial intelligence (AI). It helps machines process and understand the 
human language so that they can automatically perform repetitive tasks. Examples include machine translation, 
summarization, ticket classification, and spell check.

• In natural language processing, human language is separated into fragments  of unstructured data so that the grammatical 
structure of sentences and the meaning of words can be analyzed and understood in context. This helps computers read 
and understand spoken or written text in the same way as humans. 

“Each word of an interaction represents 1 piece of 
unstructured data”

https://monkeylearn.com/blog/nlp-ai/
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370 Synonyms for 
the word ‘GOOD’
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Putting it all together

1. Data

2. Sorted

5. Explained with a Story

4. Presented Visually

3. Arranged
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• Amount of data generated
• Online & Offline Transactions
• In kilobytes or terabytes
• Saved in records, tables, files

Volume

• Amount of data generated
• Online & Offline Transactions
• In kilobytes or terabytes
• Saved in records, tables, files

• Amount of data generated
• Online & Offline Transactions
• In kilobytes or terabytes
• Saved in records, tables, files

VarietyVelocity

THE 3Vs OF BIG DATA

Now you have,

BIG DATA
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Case Study
How to use the data?
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A Tale of Two Call Centers…
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Once Upon a Time, there were two call centers….

Center Alpha Center Beta
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A Tale of Two Centers

Center Alpha Center Beta
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Tenured leaders with 8+ Years of 
Campaign Experience

Core team with 5+ years of 
experience

Using AI-Powered Speech Analytics for 
Reactive Performance Management

English is First Language

Leaders with 6+ Years of Experience, 
but not in relevant campaign.

No Core Team. Onboarding Fresh 
Team Members.

Using AI-Powered Speech Analytics 
in partnership with Etech Insights 
for:

• Proactive Design Training
• Nesting
• First 30 Performance Management

Offshore Center. English is Second 
Language.

Leadership

Campaign

Language

Technology
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42.30% 42.80% 43.30%
44.30%

$51.21 

$52.93 

$54.65 

$58.09 

$42 .00

$47 .00

$52 .00

$57 .00

$62 .00

30. 00%

35. 00%

40. 00%

45. 00%

50. 00%

55. 00%

60. 00%

65. 00%

70. 00%

Current State Future State +0.5% Future State +1% Future State +2%

AFS Adherence Rev/Online Hours(Forecast)

Current State: 42.30
AFS : 42.30%
Forecasted Revenue – $182,4900

Improvement by +0.5%
AFS: 42.80%
Forecasted Revenue: 1,886,213

Improvement by +1%
AFS: 43.30%
Forecasted Revenue: $1,947,507

Improvement by +2%
AFS: 44.30%
Forecasted revenue: $2,070,095

Increasing the Ask for sale score 
by 2% will result in an increase of 

$245,195 Overall Revenue

A 0.25%% increase in 
the AFS results in an 
increase of $0.86 in 

Revenue/Online Hours

Predicting the Future Based on Past

23www.etechgs.com | Confidential
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What and How?
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Identify Critical 
Behaviors which 

derive sales using 
historical data

Create audit form to 
rate agent performance 
for these key Behaviors

Schedule calibration 
calls twice a week 

Share practical 
application with 

examples

Partner with T&D to 
conduct refresher 

for the agents 

Daily, weekly 
monthly reports to 

track the 
performance
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Correlation between Critical Behaviors and Conversion
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23.20%

32.60%

22.90%

12.60%

12.50%

14.00%

Vendor 1

Vendor 2

Vendor 3

Sales Conversion Impact

With Probing Without Probing

➢ Discovery questions create opportunities to recommend additional 

products and services, overcome customers’ objections. It helps 

the agent to understand customer requirement and recommend 

product accordingly

➢ Examples

• Can you describe your current data usage for me?

• What types of things do you use your phone for?

• May I ask what drew your interest in this device?

• What features are you looking for in your new phone?
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Chat Flow – Pacesetters v/s Herd

Assurance of Help

Asking for further assistance

Recap order

Assurance of Help

Loyalty Acknowledgement

Discover customers requirement

Recommendation

Assume the sale 

Buy More Save More Accessory 
Bundle pitch

Protection Plan pitch with benefits

Thank the customer for placing the 
order

Asking clarification questions

Recommendation

Assume the sale 

Accessory pitch

Protection Plan pitch

Recap order

Asking for further assistance

Rest of the 
agents are 

more robotic 
in nature, 

more of order 
takers and 

misses out to 
explore 

additional 
opportunities 

in their 
conversation

Pacesetters Herd

Top agents believe in creating a 
positive first impression. They 

provide personalized assurance of 
help along with acknowledging 
their loyalty towards the brand

Offering single accessory as a 
rebuttal

Providing rebuttals

Rest of the 
agents do not try 
to overcome the 

objection for 
accessory and 

Protection planTop agents 
explain the 
benefits of 

protection plan 
along with the 

pitch
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Big Data to Critical Behavior
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• What is a ‘Critical Behavior’ or ‘Key Performance Behavior’?

• Why is Critical Behavior Adherence important?

0%

10%

20%

30%

40%

50%

60%

70%

WK 1 WK 2 WK 3 WK 4

CB=Conversion

ASK FOR SALE Adherence Rate DISCOVERY/PROBING Adherence Rate Sales Conversion
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Etech + Vaspian Case Study

Using Speech Analytics powered by HI + AI 
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Claims no Debt

Does not Recognize Client

Speak to Lawyer

Spoke to Different Agency

Expensive

Bankruptcy

Unemployed

3,731

1,445

Payment Ladder

Negotiation Calls Balance in Full Offer Settlement

Negotiation
Overall Negotiation

25.4%

N-316

N-139

N – 3,964

94%

36%

N-130

N-89

N-54

N-43

N-24

8%

26%

15%

25%

34%

15%

26%

4%

9%

13%

7%

5%

8%

2%

Create Urgency Seconds Talk Off
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16,253

October

Consumer Returning Call

Connect 
36,381

40%

No 
Connect
54,342

60%

Unsuccessful Connect

Outbound

N-90,723

Agent Leaves Call back  
Number on 38%

15% Consumer calls us after 
receiving Voicemail

Entire Population

2% Increase in agents attributing to leaving a 

Call back number on Unsuccessful connect calls 
compared to month of September

15%
1% Decrease in call back receiving 

from customer observed compared to 
month of September

N-107,724
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Get 

Payment

Educate the debtor of the 
credit policies and procedures 
of the creditor . For example: 

penalty charges will be 
imposed once payment is not 

done on time.

Firm persuasion done 
in a friendly 
atmosphere

Assist the debtor if he 
has repayment problems 
with the end in view of 
formulating a mutually 
acceptable repayment 

plan

Convince the debtor 
that settling the loan 

amicably is better 
than pursuing court 

litigation

Give the debtor a clear 
choice of action

Prefer a short repayment 
term to minimize risks of 

payment defaults

Collection Approaches

Approaches
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What to Fix
How to Fix

Exhibit Strategic Behaviors on calls

• Voicemail (Greeting & Closing)

• Consent

• Collection

People
Train & Educate agents on Strategic behavior
Immediately address low hanging opportunities like Strategic agent behavior: Voicemail, 
Branding (Greeting & Closing)

Consent 
Taking consent of a person before calling is very important and it helps the agents while 
dealing with consumer when they call. 

Conduct Team Huddle for Quick Reinforcement daily – Collection & Resolution 
Explain the importance of exhibiting all the Strategic behavior on potential complaints/Query 
calls

Online Payment
REGISTERING FOR ONLINE ACCESS ALLOWS YOU TO VIEW YOUR ACCOUNT INFORMATION 24 HOURS A DAY

• View your account balance
• Make payments
• Setup future payments

Promote

Alerts
HAVING ALERTS/REMINDER VIA EMAIL & MESSAGE PRIOR TO PAYMENT DATE WILL HAVE HASSLE FREE EXPERIENCE
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Practical Application
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Section Scenario Practical Application 1 Practical Application 2 Current % Previous %

Voicemail

Call Reason
This is miles from Zach with the light Capital 

management calling regarding the business matter 
in my office is open you get resolved

My name is Jessie Burke that I am with the long 
of Capital management some following up with 

you regarding a business matter in my office 
receive directly concerning yourself as of today, 

you still have not made any statements Nora 
notified us as to your intentions regarding the 

situation.

52% 26%

Call Back Number Please give me a call back at ###-###-####.
Call me back Robert my office number is ###-

###-####
22% 21%

Greeting

Recording Disclaimer
I just need to inform you the call may be recorded 

for quality and training purposes.
The call may be recorded for quality and 

training purposes.
48% 49%

Identify Debt 
Collector

It is a communication with a debt 
collector in attempt to collect a debt and any 
information.

This is an attempt to collect a debt by a debt 
collector.

59% 78%

Verification

Current Creditor 
Name

This is in regards to our client C K is Prime 
investments

It's owned by security credit Services. You have a 
balance of

47% 44%

Original Creditor 
Name

We are doing a review regarding smart P 
leasing sign to lease an agreement with them.

They purchased an account that you had with a 
company called check and go they has gone and 

sent that through their normal collections 
process

17% 11%

Verify SSN The last four of your social security number
I just need to either for a date of birth or last 

four the social verified.
68% 71%
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Velocity - Heat Map
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Range Color

0% - 40%

40% - 70%

70% - 90%

>90%

Agents VM Calls Voicemails
Total 

(Exclude 
VM) Calls

Greeting Verification Consent
Share 

Information
Ownership Courtesy Hold Collection Resolution Closing

Keith Jones 0 NA 31 92.5% 51.6% 6.5% 93.5% 66.1% 90.3% 42.9% 6.0% 77.4% 22.6%

Khaner Smith 0 NA 9 96.3% 33.3% 0.0% 77.8% 66.7% 96.3% 0.0% 15.0% 77.8% 44.4%

Lisa Wisniewski 0 NA 1 33.3% 40.0% 0.0% 0.0% 50.0% 100.0% NA 0.0% 0.0% 100.0%

Melvin McGowan 0 NA 1 66.7% 40.0% 0.0% 0.0% 50.0% 100.0% NA 33.3% 0.0% 0.0%

Myles fronczak 0 NA 4 75.0% 65.0% 0.0% 50.0% 62.5% 100.0% 0.0% 0.0% 25.0% 100.0%

Myslene 
Doresthan

0 NA 3 100.0% 66.7% 0.0% 100.0% 66.7% 100.0% NA 15.4% 100.0% 33.3%

Nora Jackson 0 NA 16 81.3% 47.5% 0.0% 81.3% 68.8% 100.0% 0.0% 9.5% 75.0% 18.8%

PAM MORAN 0 NA 2 100.0% 60.0% 100.0% 100.0% 100.0% 100.0% 0.0% 22.2% 100.0% 50.0%

Paris Clark 1 0.0% 6 83.3% 46.7% 0.0% 33.3% 58.3% 94.4% 0.0% 14.8% 66.7% 33.3%

Rahiem Jefferson 0 NA 9 92.6% 51.1% 0.0% 100.0% 88.9% 85.2% 0.0% 15.4% 77.8% 44.4%

Robert Harris 0 NA 15 91.1% 48.0% 0.0% 86.7% 66.7% 100.0% 0.0% 9.0% 60.0% 26.7%

Scott Benedick 0 NA 2 50.0% 30.0% 0.0% 100.0% 75.0% 100.0% NA 0.0% 100.0% 50.0%

Tiffany Andrzejak 0 NA 3 77.8% 46.7% 33.3% 33.3% 83.3% 100.0% 0.0% 7.7% 66.7% 33.3%

Valerie LaCour 0 NA 2 66.7% 80.0% 0.0% 50.0% 50.0% 83.3% NA 0.0% 50.0% 0.0%

Veronica Duran 0 NA 5 53.3% 20.0% 0.0% 40.0% 50.0% 100.0% NA 33.3% 60.0% 20.0%

Walter May 0 NA 3 88.9% 73.3% 0.0% 100.0% 100.0% 88.9% NA 0.0% NA 33.3%
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Period September'21 October'21 Variance

Total population 114,311 115,254 0.82%

Alliant Score Card 19,378 18,678 3.61%

Right Party Contact (RPC) 6,290 6,345 0.87%

Data Sets
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Process

❖Strategic Categories – Created 
categories after analyzing collection 
calls

❖Automates score cards

Observation

Agent Mandates
❖Drop on collection mandates related 

to Compliance, EOD and Negotiation 
is observed when compared the 
performances on monthly basis 

Conversion
❖Creating Urgency  proved to improve 

the conversion rate drastically
❖Data suggest when performed these 

strategic behavior conversion 
increases

Recommended Action Item

❖Train & Educate agents on Strategic 
behavior
Immediately address low hanging 
opportunities like Creating Urgency 

❖Conduct Team Huddle for Quick 
Reinforcement daily – Compliance, 
EOD and Negotiation
Conduct pre-shift and post-shift 
Huddles to explain the importance of 
exhibiting all the Mandates on calls

Summary
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Mandates
71% 69%

10% 8%

31%
25%

6,200

6,300

6,400

0%

10%

20%

30%

40%

50%

60%

70%

80%

September October

RPC Calls

Compliance

Explanation of Debt

Negotiation

91% 92%

29% 29%

52%

93%

31%

87% 88%

31% 30%

47%

94%

36%

Mini Miranda Call Recording Current Creator Original Creator Balance of Debt Balance in full Offer Settlement

Compliance Explanation of Debt Negotiation

Drill Down - Attributes

September October

N-6,290 N-6,345

Compliance

2%

Drop on Mandates followed is observed 
when compared monthly performances 

Mandates

EOD

1%
Negotiation

6%

However, rest attributes showed a drop 
in performance

Drill Down - Attributes

Offer Settlement and Balance in full 
showed positive sign of improvement 

RPC Calls
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13%
14%

29%

33%

12%
11%

6,200

6,300

6,400

0%

5%

10%

15%

20%

25%

30%

35%

40%

September October

RPC Calls

When Negotiation

When Creating Urgency

Normal Conversion

N-6,290 N-6,345

Overall Conversion With 
Negotiation

1%

Overall Conversion 
When Creating Urgency

4%

Conversion Impact
• Conversion strategic behavior – Creating 

Urgency
o Increase by 17% and 22% for 

respective month of September and 
October is evident

o Normal conversion show drop by 1% 
when compared to October.

Strategic Driver of Conversion

RPC Calls

Conversion Driver
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Omni channel Integration Data Processing & Analytics Actionable Insights

Dialer

Audio

Email

Chat

Text

CRM

Survey

Performance Recommendation to Agent

Coaching Recommendations for Supervisors

Automated Training Assignment 

Real-Time Alerts

Tailored Dashboards

Sentiment Analysis

Coaching Effectiveness Module

Real-Time Reporting 

VOC Analysis

Business Insights
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Tracking Agent KPIs
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• Support your contact center 
agents

• Track individual or team 
performance

• Identify & fix issues in real-
time

• Stay ahead of compliance 
violations

360-degree view of 
Agent Performance
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Measure Coaching Effectiveness
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• Empower agents to rate 
coaches

• Drill down to individual 
coaching performance for 
different time periods

Listen to your agents
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Coach Level Heatmap
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• Analyze Coaching 
Effectiveness

• Root Cause Analysis  

Identify areas for 
improvement
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Robert Beasley
CEO - Tethr

Over the past 20 years, Robert has assisted U.S. and 
international tech companies in the areas of market 
assessment, strategy development, partnerships and 

sales force optimization.

robert.beasley@tethr.com

linkedin.com/in/robert-beasley-79b960/



Robert Beasley, CEO

©2022 Tethr. All Rights Reserved.

Conversation Analytics 
& Actioning Platform



Develop an
AI-powered 

platform
Research >

tune insights

Execute 
automated 

actions

Listens to
calls, surfaces 

insights

Monitor 
outcomes,

tune AI

Define 
automated 

actions

Tethr: Conversation 
analytics & actioning 

platform

©2022 Tethr. All Rights Reserved.



Conversation Analytics & Actioning Platform

End state

Prescriptive Dashboards
Churn, Sales, Cost, Agent 
Performance, Effort, CX

Executive Summaries
Agent Daily Digest
via email, slack, teams

Automated Actions
Email, Task, Case, Survey, Coaching

Conversations

Voice

Chat

©2022 Tethr. All Rights Reserved.
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Are you a believer?
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❑ What would it take for you to believe? 

• What's more realistic?  1 or 100?

• What’s more actionable? 1 or 100?

• What’s worth your time? 1 or 100?

❑ Are you telling or being told?  Vision check -

• Adaptation (Adaptability) is 100% dependent on Human Intelligence and the willingness/courage to put on a different set 
of glasses 

• Are you evangelizing the benefits of using data to make intelligent performance decision or are you accepting that 1 is 
greater?

❑ When something goes wrong:

• How did it happen?  The machine was not properly taught by the humans. Only answer.

• When does this REALLY matter?   If it’s statistically valid AND a reasonable response to the formed hypothesis and line of 
query

• When does it not?
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Bridging the gap between…
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Technology
Performance Monitoring Performance Management

• Quality Scores
• Long training sessions
• Finding challenges
• Evaluating a sample 

of calls

Performance Monitoring

• Direct Feedback
• Targeted coaching
• Identifying opportunities
• Scalability - Evaluating 100% 

of customer interactions

Performance Management
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• Move beyond the traditional approach of 
‘Sampling’ – Mine all data

• ‘CX’ is the key differentiator

• Ever-evolving customer behavior

• Millennials and Generation Z becoming 
major part of customer base

• Reducing attrition & retaining talent

• Changing market dynamics

• Team Upskilling

Importance of Coaching

Why is coaching crucial in 
2021?

Source: Smarter call-center coaching for the digital world

https://www.mckinsey.com/~/media/McKinsey/Business%20Functions/Operations/Our%20Insights/Smarter%20call%20center%20coaching%20for%20the%20digital%20world/Smarter-call-center-coaching-for-the-digital-world.ashx
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Top 3 Challenges to AI/ML Adoption
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Enterprise maturity

Fear of Unknown

Data Scope or Quality

Skills of Staff

Governance issues or 
concerns

Understanding AI 
benefits and uses

Security or privacy 
concerns

Measuring the value

Risk or liabilities

56%

34%

13%

42%

20%

17%

6%

Vendor strategy

Integration Complexity

Confusion over vendor 
capabilities

10%

26%

Finding a starting point

Finding use cases

Defining the strategy

Finding Funding 12%

25%

26%

Source: 3 Barriers to AI Adoption, Gartner

Data quality derived from AI

https://www.gartner.com/smarterwithgartner/3-barriers-to-ai-adoption/
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Don’t Coach the Call, Coach the Skill
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Set objectives and goals for 
the entire organization

Analyze your data & establish 
baseline measurements

Prioritize your initiatives based 
on their ROI

Develop a plan of action to put 
your findings to use across the 

organization

Ensure collaboration across 
the enterprise 

Empower your teams by making 
them aware of the advantages 

and capabilities of Speech 
Analytics software
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Utilizing Data in Day-to-Day Life

54www.etechgs.com | Confidential

• You need FUNCTIONAL expertise, and not AI 
expertise to turn your insights, ACTIONABLE.

• Complex challenges are not Reporting. 

• Complex and bad data destroys the integrity, 
introduces risk and promotes bad/inaccurate 
decision making

• Does your data tell a story, is it consumable and 
usable at every level of organization?
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Etech’s Secret Sauce: Artificial Intelligence + Human Intelligence
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• Preventing blind spots that leads to Silo Reporting 

• Data models with very specific customizable meta 
data equals surgical output.

• Translating the data in an intuitive, easy to use and 
understand UI format, visualization that is easy to 
access and ACTIONABLE.
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Ask the Experts…
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Jim Iyoob
Chief Customer Officer,          

Etech

Shawndra Tobias
VP – Customer Experience,   

Etech

Brian Hurley
Chief Executive Officer, 

Vaspian

Robert Beasley
Chief Executive Officer, 

Tethr


