
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 is a Certified minority owned BPO that combines AI analytics with human expertise to improve contact 
center performance. Our QEval® platform transforms interaction data into coaching priorities that drive 

measurable results in customer satisfaction and operational efficiency.



Accountability

We own outcomes. 
No deflection.

Integrity

We do what we say. 
Transparency in every 

interaction.

We deliver through 
collaboration, not silos.

Teamwork

Direct. Clear. No 
corporate speak.

Communication

Vision

We focus forward 
toward the big picture.

We respect, honor, and 
develop those around 

us.

Valuing People

We think outside the 
box to solve problems.

Creativity

Change is constant. 
We move with it.

Adaptabilit

y

We take bold risks and 
make confident decisions.

Courage

Positive Influence

We elevate teams and 
drive better decisions.

We accept feedback and 
seek continuous growth.

Teachability

Sincere, transparent, 
open, and honest.

Humility

Etech's Servant Leadership 
Commitment
Our Story. Our Foundation. Our Difference

To make a remarkable difference for each other, our 

customers, and within our communities.

VISION

Our Character Commitments

GLOBAL FOOTPRINT:

 4,000+ Team Members | 24/7/365 Operations 

| Multilingual | MBE Certified

We don't just manage contact centers. We build 
cultures and deliver outcomes. We own etslabs.ai-
our proprietary Al platform. You get partners who 
understand technology, not vendors selling 
licenses.



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, 7 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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Customer 
Engagement Solutions



Matt Rocco,
Chief Executive Officer

Jim Iyoob
President –ETS Labs/

Chief Revenue 
Officer –Etech

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 & COO

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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http://www.linkedin.com/in/mattroccoetech/
https://www.linkedin.com/in/jimiyoob
https://www.linkedin.com/in/gurudattmedtia/
https://www.linkedin.com/in/keckels/
https://www.linkedin.com/in/ronnie-mize-a509947/
https://www.linkedin.com/in/veronicachimney/
https://www.linkedin.com/in/shawndratobias/


https://www.etechgs.com | Confidential

Cross-Channel Interactive Customer Interactions delivers a true 
Omnichannel Customer Experience

ICE Mobile App
Website Chat with 

Social Media
Chat on Social Media
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A Single Destination for all your Customer Interactions

ICE E-Mail Suite Click to Call
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Seamlessly Connecting Businesses With Customers

Real-Time Chat 
Monitoring

Advanced Survey 
Management

Multiple Chat 
Sessions

Automatic Chat 
Distribution

Online Conversion 
Tracking

Actionable Reports & 
Analytics

Access to Business 
Insights

Proactive Chat 
Engagement

Advance Knowledgebase 
Integration

On-Demand 
Conversations 24/7

Automate Entire Support 
Workflow

Unlock Customer Insights
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Higher Customer Engagement

Reduced Operational 
Expenses

Discover New Opportunities

Analytics for Business 
Growth

Integrate Multiple Points of 
Contact

Uninterrupted Customer 
Communication

ICE Click-To-Chat For…
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Create & Customize your 
Support Workflow

Automated Bots for 24/7 Responses

Example of Workflow 
Supported Bot 
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Customizable Canned Responses

Add common customer 
questions and responses, 
for quick resolutions to 
customers without manual 
intervention.
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Monitor Team Performance

Measure Team 
Performance

Ensure effective 
Operator Utilization
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Chat Console for Quick Information Access

View All Chats Interact with Customers
View Customer 

Information

Everything on a Single Screen
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Consistently Achieve Service Levels

300

200

500
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Informative Chat Average Report

Identify Agent 
Performance Trends

Access to insights of 
Contact Center Operations
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Simply Setup and Customize ICE Chatbot as needed!

Pre-Built 
Chatbot Agent

Chatbot Simulator

Train your 
AI Chatbot

API Integration

Customize 
User Interface

Go Live
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Integrate seamlessly with any Legacy System or AI Platform
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With ICE Chat you can

Interact digitally for 
instant resolution

Explore Sales 
Opportunities

Ensure immediate 
customer support

Multiply Interaction 
Concurrency

40%
Decrease in Sales 
Conversion Time

16%
Increase in the Sales 

Conversion Rate

50%
Decrease in Average 

Handling Time

40%
Increase in 

manageable emails
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Real-time Email Monitoring

Omnichannel Customer Engagement

Auto Emails Distribution

Email Escalation

Reports & Analytics

Email to E-ticket

Automating Customer Service By Optimizing The Support Process
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End-to-End Email Management
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End-to-End Email Management
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Track & Update Team on Email and E-Ticket Status
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Track & Update Team on Email and E-Ticket Status

Create & Customize your 
Support Workflow

25300

23400 1000

11500

6500 3800 1200

6500 600 100 3000 1500

20005000 6000 800 800

500

2500

2000

1500

1000

5000

1200

1000

5000

2000

3000

3000

22



https://www.etechgs.com | Confidential

Actionable Reports & Analytics

Create & Customize your 
Support Workflow
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Actionable Reports & Analytics

Create & Customize 
your Support Workflow
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Actionable Reports & Analytics

Create & Customize your 
Support Workflow

1100 400 500 200
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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.

27

Jim Iyoob
President –ETS Labs/ 

Chief Revenue Officer –
Etech

mailto:Jim@etechgs.com
https://twitter.com/jiyoob?lang=en
mailto:info@etechgs.com
http://www.etechgs.com/
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