Etech

playing by the rules™

YOUR TRUSTED ADVISOR FOR
Remarkable Customer Experiences

Etech is a Certified minority owned BPO that combines Al 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.
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| Executive Summary

% Slide #13

Total Volume - 3,223 >1 min Interaction Volume Customer Sentiments

Voice of Customer Index

Inbound — 2,286
ind- th — 1Ath Z 4.43 out of 10
Data period: 18" Jan — 14" March Outbound - 485

‘23 Positive 1,230
Average Talk Time — 10 Mins 42 Secs

Negative 477

Slide #35

Top Opportunities Analysis to improve CX
Average Performance Score

Assurance of Help . Average Talk Time Analysis Ikt

Share Empathy YA . Overtalk Analysis Slide #19

Ask for Further Assistance * Transfer & Technical Analysis
Wrong Transfer Slide #23
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i Data Processing & ATT Distribution

*We did not get any outbound calls for below mentioned business lines.

N - 3,223
Major Business Lines - Inbound
. \/olume —
1409
Outbound
852
146

I 1
B C D

2,286 458

Data period: 18" Jan — 14t March 23

| >

Average Talk Time Distribution

H Inbound H Outbound

Etech 0-1 min 1-2 mins 2-4 mins 4-6 mins 6-8 mins 8-10 mins 10-12 mins 12-15 mins 15-17 mins 17-20 mins 20-25 mins 25-30 mins 30-45 mins 45-60 mins  60-120 mins  >120 mins
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Business Insights
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| Call Reasons Inbound Level 1

Inquiry & Product Issue covers 74%
of Call Reason

i i Customers called
: i related to Order
i i queries such as:
i i e Trackorder
i * Ordernot

E received

i i Customers

i calling
regarding

i i technical issue:

. Customer
- calling to
- inquire about
-+ Parts

Order Queries

i i+ Technical

Issue

i o Errorcode
i * Reschedule

i i« Incomplete

order

e Orderdelivered

to wrong
address

B Volume —ATT

231

Return &
Replacement
Queries

l

{ Customers
i facing below

i jssues:
ie  Wrong

Item
Delivered

0 Return E
*  Replaceme :

nt

116

Purchase Issues

Claim & Warranty

Total Population: 2,286

Categorized Population: 1,868

With our contact centre technology/staffing, we can reduce

the AHT, increase the agent capacity & enforce quick fixes by

getting the basic/required inputs from the customer in
advance through IVR/Bot |

*Calls with duration greater than 1 min are considered here.

Existing order Refund Queries Invoice / Receipt

requests or Confirmation

l o

Account Queries

i Customers : i Customers i i Customers i Customers i i Customers i Customers
: calling to i calling to i | calling to: i i calling i i calling to: i { calling to:
i discuss: : i discuss about: i+ Cancelthe : i regarding: i i« Request ii e Updateor
i« Warranty : i Product i order  ie Creditlssue :: Invoice&PO i  Confirm
: Queries i i related i i« Billinglssue i ¢ Refund i number i Account
i+ Installation : i  Issues i i+ Update Queries i i« Confirmatio Details
: Issue ; ; e Payment H existing .............................. é n Email T -
LasssssssssssmsssemEmsnennnn - |Ssue Order LR P ]
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Il Call Reasons Inbound Level 2 Categorized Population: 1,868

Accumulative Volume: 2,746

:__C_u_s.t_o_rr_me_zr;_cgl_le_cl_t_o_r_egt_)l:l ;;I;e;i;_] . Several categories of calls can be automated through self-
| technical issues | . service. It is an approach where caller independently access |
I g | resources to seek solutions without the need for assistance |

I | from a service representative. |
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Inquiry Product Issues Order Queries Return/Replacement Claim & Warranty Purchase Issues Existing order
o
. . . |
I Most of the time customers called regarding Heaters, Boilers &

|
. i | . . . .
Thermostats. In terms of parts: customers discussed about | *Calls with duration greater than 1 min are considered here.
|
|

|
| .
| Tanks, Compressors, Burners, Control Board, Gasket Kits,

Etech. | Sensors.

payngbytheruies: e ———— ———— — — — — — — — — — — — — — — — — — — — — — — — — — — tttps #Awww.etechgs.com | Confidential



| Call Reasons Inbound Level 2

EH'E by%egleh N

Order Queries

Order Status,
Return or Refund,
such interaction
can be automated
via IVR, chatbots or
by promoting
website. It will
enhance customer
experience and
provide 24*7
support.

U Can handle large
volume at same
time

O It will increase
efficiency

U Faster
Resolution on
such type of
calls

s

Technician
Request &
Reschedule Visit

Implement an
automated system
that enables
customers to
schedule technician
visits through various
channels such as
phone, website, or
mobile app. This
system should offer
available time slots,
confirm appointment
details, and provide
reminders or
notifications.

O Help to get Real-
Time Technician
Availability

O It can Automated
Reminders and
Notifications

\

Production
Registration &
Warranty

Implement an automated
system that enables
customers to verify their
product's warranty status
and register warranty.
This can be achieved by
integrating the IVR
system with the
warranty database,
allowing customers to
input product
information and receive
automated responses
regarding the warranty
coverage
U enables customers to
verify their product's
warranty status
U Escalation to Live
Agents for Complex
warranty claims or
unique registration
requirement

https://www.etechgs.com | Confidential

Account Related
Queries

Implement intelligent
chatbots or virtual
assistants capable of
understanding and
addressing account-
related queries. These
automated systems
can interact with
callers via chat
interfaces or voice
interactions, providing
personalized
assistance,
troubleshooting, and
account-specific
information.
U Lower support
efforts and cost
U Reduce customer
dissatisfaction of
not having
immediate
assistance




Il Opportunity Cost

Hours spent on assisting 104.7

customers on call reasons Hours

52.34
Hours

Conservative approach, reduce
approach by 50%

60 days opportunity cost in $

(52.34*$25) $1,308.5

Annual opportunity Costin $
(($1,308.5/60)*365)

$7960.04

50% deflection in call volume will

resultin $7,960

*Considering $25 as an hourly pay for an agent.

We can help !

* Etech can help reduce Bot training time by almost 60%
by providing contextual phrases of top contact reason

* We analyze Bot health in near real time building a
continuous improvement cycle

Calculation is based on Categorized Population: 1,868

$1,142.9
mm Hours —Total $

45.7

29.9

14.9
73
- a1 24 0.4

Warranty & Price Inquiry Track Order Product Cancel Order Request Update or

Claim or PO Registration or PO Invoice & Confirm
Queries PO Number Account
Details
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| Outbound Call Reasons

Basic Troubleshooting & Follow Up

0,
_________ covers 50%of Call Reasons _immVolume —ATT

Total Population: 458

Categorized Population: 331

We observed that agents had opportunity to leave i
Voicemail in 112 calls, but they missed to share |
]
]
1

voicemail in 17 (15%) outbound calls

)
I
I
I
,
| E E B =
| — - - R §
Basic Follow Up : Updating on Parts Details Warranty Details VoiceMail/IVR Irrelevant Calls Confirming Supervisor Payment Pick Up Email Bounce Appointment
Troubleshooting : Shipment Update Update Address Consulting Back scheduled
P T T PP TP P TP PP PP P PP TP P PP PPPPPPPIPPPPPPPPPPT APPPPPPPPPa PPN P TITIPPPPPPPRRRTITN s messanresssaanene PAPTTT PR PRRRRERITEER. SEFTRIFE s pressssarrsssssaang  serssssssesssssanes PRPITTCCTIIN ASPPREN s gressesstinsnnang e Fienaene i A ;
i Agent sharing i Agentis i Agent i i The i i Agent i calls {1 Agent i Theagent : i Agent i Agent i Theagent : i Agent i i Agentsare ;
i troubleshootingsteps :: callingthe i: shares i i availability : i shares {i where i does iicallsto { i calling i1 calling i { sharesthe i statesthe i i calling to
i tothe customer's ii customer i the i ! anddetails : i warranty i customer i personal :i confirm i i customers i i customer i pickup {1 emails i i confirm or E
i concern (Including ii tofollow i shipment : i ofthe ! informati i swere i callsor i the i : toupdate i for i i order i i sentwere { i shareupdates !
i agentasking for i uponany i} updates. i needed i ! on/details i} unavailab : { callsto i address. i i on i i payment- i details. i : being : regarding the
i pictures/videos), i previous  ittttetetttfIopartor i with iile,and i order §Reeeseseeeed E gupervisor |} related g e rejected. 1 appointment.
i sharing ii pending equipment : : customers i theagent : i food. i Feedback i i concerns i Trommmm—— T Rmmmm—— !
troubleshooting steps, action. are .,, did leave Sersrsrsnnrnnnas , Aersrsnsrsssnnssnsd Susssssssssssssssses :
! ete. { communica | ! avoice | m
SassssesssssesEsssenEssseREEEnEnEnEn H E ted bythe E é message g
agent. Irrerrreerares 3 Sample Calls and Phrases Outbound Call
T Reasons Examples

https://www.etechgs.com | Confidential



-I Ca” Less Than 1 Mi n Ana IySiS Etech utilizes an outbound calling methodology and can

InteraI, 3,1% Call Conclusion help increase connect rate and customer experience

<«— Connect % on . .
Connect % o Voicemail 112 On 15% of the calls, agents missed to leave a voicemail

Consult, o
89, 21% ‘ OB calls 23%
Incomplete call m Calls got disconnected
B Outbound
Outbound,
209, 48% H Inbound Complete Call 48 ) .
We found 2 inbound where Customer
Blank Calls T 49 had to disconnect the call as there was
Inbound, no response from the agent:
132, 30% Wrong Number/Not in m
Service/Test/IVR

Total Population: 433

Total Population: 341

o Call Reason Identified on Complete & Voicemail Calls Total Population: 122
12%
10% »
(o] 1) v)
-
A 2% ]
g H g 3 E £2 5 g 4 ] 4
s g

Etech -
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VOC Score with Call Reasons
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| VOC Analysis

B Volume —e—-VOC

Total Population: 2,286

8
S
8
S

Current VOC Index — 4.43

6.00

8.00
6.20 6.00
5.00
4.77 4.74
4.38
3.75

5.34

4.97
3.41 g 357

4.88

Total Negative
Sentiment
Interactions

/
'¢

VOC Index Score:

Interactions
1,230
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| Positive Voice of Customer

Total Population: 1,230

People

Process

Product

Service

Product

13

1

&
(0
: Agent's Assistance
i VOC: "l appreciate your help"”
! 9
G
I Process
VOC: "Impressive seeing it went straight”
&
(0
Product
VOC: "we're really pleased with it"
&
(0
Agent's Assistance
VOC: "l appreciate the advice”
&
(0
Service
VOC: "it was impressive what they were doing"
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| Negative Voice of Customer

S No Resolution
Total Population: 656 VOC: ” Then you never called me back”

©) (

Negative Sentiment Drivers
Delivery Issues

e e e e e e et e et S e e e i e S e Rt VOC: ” It will be here at my house today here between eight and noon It's
still it's not”

No Resolution

-t - === (0
Pricing Issues Refund
= VOC: ” I haven't seen a copy of the credit yet”
] Sub-Reasons , , ;
; e L || Product Shortage
§ g i VOC: ”it says it's not available after unit not unavailable”
a
Product Shortage et
(0
Incorrect Order
VOC: “But they're telling me that's not the right part”
Incorrect Order
(0
Incomplete Order PriCing Issues
B VOC: ” I said compressors are expensive.”
Agent's Assistance c .
@ Pr hnical |
§ VOC: “Still takes like fu## minutes for that outdoor to start producing good”
(- %
Technician/Distributor Assistance v
G
- Agent’s Assistan
s VOC: ” They transfer me to you, and I've been transferred for three times”
'§ Product/Technical Issues y fe you, fe f
a U
(0
Technician/ Distributor Assist

VOC: “I'm yeah frustrated with my distributors”
Etech. Jo
pryngby e e https://www.etechgs.com | Confidential



Il Average Talk Time Analysis Inbound

m . .
o 125 Il: Agent Name H'?Rﬁ:}\?:;?;?ﬂi?"s Total Calls Proportion
2 112 =
2 o Y
= 74 N =
b 50 50 54 = KIP1LDY
5 .
o 0
S I 14 8 £ AND3LDY
| — o
Inquiry Product Order Inquiry Product Order Inquiry Product Order < MTE1LDY
Issues Queries Issues Queries Issues Queries "g_
0-2 mins 2-4 mins 4-6 mins lg LEF1LDY
B Volume ——VOC Index
m_ R ——— -
i . ] 1
7.1 i As AlTincreases, VOC index decreases |

0-2 mins 2-4 mins 4-6 mins 6-8 mins 8-10 mins 10-12 mins 12-15mins 15-17 mins 17-20 mins 20-25 mins 25-30 mins 30-45 mins 45-60 mins 60-120 mins

Etech o
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Il ATT Vs Call Reasons

Incomplete Order Delivered
Order not received

Confirm order or PO
Installation Issues

Track Order or PO

Price Inquiry

Warranty and Claim Queries

Parts or Products
Replacement or Return

Technical Issues or Error
Code

Product or Part Inquiry

Etech
playing by the rules~

Top 10 Contact Reasons - Level 2

8
3
14
4 24
28
10
22 40
20 36
60 145
105
¥ 1-2 mins H 2-4 mins
 15-20 mins H 20-25 mins

https://www.etechgs.com | Confidential

207

¥ 4-6 mins
H 25-30 mins

10

21

M 6-10 mins
H >30 mins

58

23

23

136

41 82

M 10-15 mins



| Silence Time Analysis Inbound
We noticed that 57% of inbound calls

had greater than 50% silence. In
addition, we can see that thereis

mm Volume ——Auvg. Silence % 99% . . o
- negative correlation between positive
. sentiments & percent silence.
70%
o 63% 63% 5750 W 59% 62% 63% 61% ) 63%
55% 54% o ° o o 55% ¥ 55%
51% 49% 52% 51% 53% g 52% g 51% 48% 50% .
45% 44% : Recommendations

40%

It is evident that there exists a negative correlation
between silence and positive sentiment. When the
ercentage of silence increases, the level o
s éﬁaallugn e /
0 ev’ N N 5

243 § 176 § 170 g 156 § 155 § 15

w

positive sentiment decreases. Therefore, we

A QA A A Q A QA A \ &\ recommend that agents refrain from experiencing
Q Y Y \ Q Y O O Q NS SO 0 O Q Q SO
TN T\ \ P " » \, ¥ AW K& MWy W W \, & & » &N ‘< P\ . ] ]
éo"’ QQ“’ &0‘ ‘(\o"' vg,"’ p v $‘<§" o@"’ \33"’ ‘oe"’ O\Q?’ &0\’ o@“’ ‘8& ®v'~" 0\\"’ A\é& @‘?’ Q?‘? @'? ) ‘;\,\"' M QQ&"' & Q{_,O’ QVO éc,"’ extended periods of silence and instead focus on
\s Q N A9 & N establishing rapport with customers
Silence VS Positive Sentiment | y=-705.79x +485.04 Variable Line Plot
R%?=0.7978
160 ® 160 1 @ oY
140 140 .
(N . o = $ ® o ® Predicted Y
120 See, 7] X
) £ 120
€ P2, = . [
S 100 ° 3 € 100 - 08e0®
£ g0 & ... @ go $e
E . ®e, *e, Q . .
Qo 60 oo, 2 60 -
(7] oo, . = .
40 "o, Py S 40 -
. LN . a . ® o
20 . e, e, R >= 20 .
0 : ‘ - 0 T T T 1
50% 52% 54% 56% 58% 60% 62% 64% 66% 68% 70% 50% 559% 60% 65% 20%
Silence X Silence
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| Overtalk Analysis

Overtalk

19% Overtalk

No Overtalk

Meets Needs Improvement| Needs Attention
Expectation Range Range Range
0%-32% 32% - 48% >48%
2,745 calls (85%) 380 calls (12%) 98 calls (3%)

Observed Phrases

Agent: And I'm sorry to cut you off there, but it says only one.
Call ID:.mp3

Agent : I'm not trying to interrupt you that's just there's a few
seconds delay, it seems like.
CallID :.mp3

= AND3LDY SHCALDY sLEF1LDY KIP1LDY TOMI1LDY JACILDY FIDILDY GOJ2LDY DIH1LDY

Eirs by%eﬁh .

mmm Total Calls ——Average % of Overtalk

L Agents with more than 48% overtalk incidents on their

H

https://www.etechgs.com | Confidential
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Recommendations

Avoid interruptions: Allow the customer to complete their
thoughts before responding, refraining from interrupting or
interjecting, as this behavior can be seen as impolite and
potentially result in lengthier conversations.

Take pauses: After the customer has finished speaking, it is
beneficial to incorporate brief pauses to ensure that they
have fully expressed their thoughts. These pauses not only
allow you to confirm their completion but also provide you
with an opportunity to compose a suitable response.

Active listening: Devote your full attention to the customer's
concerns, allowing them to express themselves without any
interruptions. Prioritize understanding their needs before
providing a response.



Il Effort Analysis

*We have selected the agents who has call volume above 100.

Agent Effort Reasons Customer Effort Reasons

514

161 155
87 . . . 18 14
— — -

. . Unable to Hear or Repeat Call Longer Hold Website Issues  Asking for supervisor
Uncertainty Powerless to help !nternet or System Issues Website Issues Understand or Manager

Top three call reasons where agents were powerless to help Top three call reasons where agents showed uncertainty

(v)
46% 44% 40% 38%
11% 10%
] ]
Inquiry Product Issues Return & Replacement Inquiry Product Issue Claim & Warranty

Etech o
Pl by e s https://www.etechgs.com | Confidential



Il Agent Effort Analysis

Agent Level Count of Uncertainty & Powerless to Help

B Volume ——Powerless to Help

— Uncertainty

AND3LDY KIP1LDY SHCALDY

FID1LDY

JAC1LDY

MTE1LDY GOJ2LDY BOMI1LDY

Agents exhibit uncertainty and are unable to assist on the calls due to a lack of expertise and resources.

LEF1LDY

Example - Not able to provide proper troubleshooting steps.

Call ID: 123

“l can't cancel it directly. That's why I'm trying to get you

to a distributor”

Call ID: 345
“I don't know exactly how to fix that”

Call ID: 657
“I don't have the authority”

Call ID: 258
“I'm not sure”

Call ID: 254
“I don't know you will have to work that out with John
stolen”

Call ID: 236
“I don't know maybe the pumps kind of wound up in and
caused it”

https://www.etechgs.com | Confidential



| Disposition Analysis

1482 Skill vs Resolved Rate
86%
66%
885
153
[ |
ASA sopP sQw

B Volume ——Resolved Rate

1,296

237

i N :
|

Tech Parts Inquiry Order Status / P&A General Tech  Wrong Number

Troubleshooting Tracking Question

Etech

o

Contact Reason vs Resolved Rate

Etech's monthly analytics can look to see if it's a technical, process, or agent
issue that is driving this number.

Outcome Count

r L |

| |

L4t 23% of calls are tagged as unresolved !
|

I I

| |

1 |

| |

| |

1 |

1 140 99 76 71 48 47 45 43 10 |

: | — — — —_— —_— —_— —_— :

Resolved Call I Requires Caller Will Order Placed Terminated Referred To Transferred Wrong Follow Up Escalated |
Agent Follow Up Number 1

Overall Resolved Rate is 77%

| [ | — I
Warranty Inquiry Pre Sales: Misdirect Complaint Pre Sales: Where to Buy Product Post Sale: Process Operator Compliment
Return / Claim / General Product Application Registration / Question
Info Design Website Support

Il \/olume -——Resolved Rate
https://www.etechgs.com | Confidential



Il Transfer Study Analysis

Interactions Count

Top 10 Contact Reason

Total applicable calls 2,286

Transfer Calls 1,834 (80%)

Out of 500 calls, on 440 (88%) calls agent m
transferred the call to correct department. . m E
b =

B B B B B

On 33 calls (7%) agents did incorrect

transfers. Rest 23 calls were ended Technical Inquiry  Order Status Warranty Financial Shipment Ghost call Replacement Incorrect Talk to
abru pt|y Issues Concerns Concerns Issues Transfer specific
person

Resolution Type
To whom it was transferred?

The customer reached out with some

s
general concerns, and the agent m
provided them with guidance and
information regarding the next steps
to take.
mE B g m s E 5
] ] | — . =l

Information Troubleshooting  Connect another Order Queries Call Back Out of Stock Follow Up File |submit Claim No Resolution Warranty concern
Provided Department/Agent Customer Tech Support Warranty Ghost call Others

service department

Etech o
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Il Transfer Study lllustrations

Communicate with the customer:

Incorrect Transfers - Agent Level Inform the customer about the transfer and explain the reason
for it. Assure them that you are transferring them to the
appropriate person or department who can better assist them
with their specific issue.

Warm transfer if possible:
If feasible, perform a warm transfer by introducing the customer

1 to the next representative before disconnecting. This allows for a
I smoother handover and reduces the chances of
miscommunication
N
S
Q\f

Understand the customer's issue:
Before transferring the call, ensure you have a clear

caio | phwses [l understandingof the customer's concern or request. Gatheral

Call 2
Call 3

Call 4

Etech
playing by the rules~

relevant information and ask clarifying questions if needed.

CLIENT: So, | ended up with a very nice British lady with brand global support
and she says | don't know but this is this has happened before we need to report this to your
team lead.

CLIENT: I'm not sure if | get this transferred correctly. This is Michelle from warranty me tryto
release this call again

ensure their issue was resolved or their question answered. This

demonstrates your commitment to their satisfaction and

AGENT: ACtua”y, showed the call should have gone back to tech support provides an opportu n|ty to address any further concerns.
CLIENT: He said, okay look I'm going to send you to warranty now. So, | don't know if

that means that the evidence, | gave him was sufficient. | don't know why they would have
sent to you.

Etech's training will ensure agents are following the
process, being professional, and providing a high-
guality experience that is working to resolve the issue.

AGENT: Alright, hold on one second hold on one second, please you've got the wrong
person hold on.

https://www.etechgs.com | Confidential



Il Transfer Study- Level 2 Contact Reasons

Total Level 2 Contact Reasons - Transfer Calls

61% calls were transferred for Product/Part
Inquiry or Technical Issues/Error Code
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playing by the rules~



Il Technical Issue Analysis

Top 10 Products

Study was performed on 100 interactions L ————— ) |

Resolution Provided | —— 7 Contributes 42% of total volume

2%

Resolution Type IS

37 H e—
G I 3
17 16 F— 3
10 E . 3
B . 4 3 S s—
I [ - [ ]
Troubleshooting Replacement/ Ticket Created Picture / Video Call back Technician Order parts Others C s 3
[ Yes ] N o Steps Provided Claim and Escalated Request Booked B 3

Type of Technical Issues On 36 calls we found product like A, B, C, etc.
37
I . o | e

17 1.mp3 It was giving an error code

13
1 1 ' i
| ] = 2.mp3 I'm not able to adjust the temperature

Not Error Code Defect Leakage Temperature Blank Screen Block Soundin  Setup Issue
Functioning Issue machine 3.mp3

Etech o
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Blowing cold air out everywhere instead of
hot




B Repeat Study Analysis

Issue Resolved?

Contact Reason vs Resolved Rate

:

15 15
7 6
O - .
| — — —_—
Product Order Status &  Parts and Pricing Replacement or Error Code Claim/Warranty  Refund Status  Technician Visit Update Account
Malfunction  Labor/Installation Inquiry Return Details

Charges
B No mYes

I Volume -——Resolved Rate

Resolution Type

| called for it twice and | may not
be ready for a coupon please.

29
15 13
| like to order a part for water
7 heater. | called yesterday to try to
I I > 4 4 ) ) ) 2.mp3 SR 19 (IEIEE G order it but they connected me
. . . = O O to too many different people

22 1.mp3 Parts and Pricing Inquiry

Agentshared Transfer Call Shared Update Email to be Sent Callback Out of Stock Asked customer Replace the Parts and Follow up Others
troubleshooting Scheduled to visit onsite part Pridng Inquiry .
steps Order Status | called yesterday about a unit

3.mp3 & Labor/Installation Char and never got through to him

ges technician
Etech -
blaping by the res* https://www.etechgs.com | Confidential



Il First Call Resolution Analysis

ii - o6 11270 1127 11190 33
18
- e e e B B

® Volume ™ FCR Given

3118 29 15 22 17 20 17

19 10

® Volume of Call Reason

£ ¢ .51 £ £ 3 g 3
g u g = g 5 a 5 T
s 5 2 T8 s 5 5 3 o
5 g 85 1 &3 g B 3 3 =
a 3 % a g z3 = o & S 2
8 25 sE . §° E 3 £ 3
: & 58 1 8 = £ 5 5
2 5 g ©
& -5
80
35 34
: ] h n h

AND3LDY FIDILDY KIP1LDY MTE1LDY SHCALDY ~ AND3LDY

Product or Part Inquiry

EH'E by%egleh

Incomplete Order
Delivered

Cancel Order or PO

CR-Wrong Items
Delivered

Product Registration

FID1LDY KIP1LDY MTE1LDY

Technical Issues or Error Code

Credit Issues

17

Request Invoice and PO |

® Non FCR

SHC4LDY

https://www.etechgs.com | Confidential

9

Numbers

[
w
(<)}

Billing Issues

15
N

AND3LDY

5 4 4 4 2 4 2 4 3
- w b 2 £
73 - (=)
R B 1 B T
& EE g% S g 2
2 ee 8 8 g
g 20 ] s
e 5
=]
11 14 16 ;
m: B B
FIDILDY KIP1LDY MTE1LDY

Parts or Products Replacement or Return

=Y

Reschedule Visit ‘

o

SHC4LDY



Il Product & Parts

. — E
] —
Heaters Boilers Thermostats AC Furnaces Heat Pump Spoiler Water Source Heat

Pump

I Volume -——VOC Index

B Volume =—VOC Index

In future, Etech can provide insights if there is seasonality that drives technical calls for certain products at different

times of the year.

Etech
G'\ https://www.etechgs.com | Confidential




| How to Overcome On Short Staff Issue

Example

/!\ I We identified 27 calls where agents mentioned about staff issue. I “Unfortunately, we're so short-handed”

“Especially now we're super short-handed”

Staffing models

Utilize historical data and call volume patterns to forecast future staffing Develop staffing models that align with call volume fluctuations. Consider
requirements accurately. Analyze call patterns, seasonality, and other factors different staffing scenarios for various times of the day, week, or year. This
that influence call volume to ensure adequate staffing levels. will help you identify potential staffing gaps and plan accordingly.

Workforce forecasting

Real-time monitoring and analytics

Cross-training and skill development
A

Cross-train your employees to handle multiple roles within the 64] Short Staff |Ssue OCH Utilize real—tlrpe monitoring tools and analytics tq track call
call center. This way, they can fill in for absent or busy volumes, service levels, and agent performance. This data can
colleagues minimizing’the impact of staff shortages . . . help you identify potential staffing gaps and take proactive
’ ' To avoid short-staffing issues in a call measures to address them.
center, it's important to focus on proactive
Flexible scheduling options measures that promote workforce stability Performance management
Offer flexible scheduling options such as part-time, shift ﬁ and operational efficiency “*L4 Implement effective performance management practices to
address underperformance and identify areas for improvement.

rotations, or remote work, if feasible. This can attract a wider
pool of candidates and provide flexibility to meet staffing needs
during peak periods.

Regularly assess individual and team performance to ensure
productivity and quality standards are met.

Implement robust recruitment and hiring processes to ensure a steady pipeline B
of qualified candidates. Continuously source and screen potential candidates,
maintain a talent pool, and streamline the hiring process to minimize

vacancies.

Etech o
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Develop comprehensive training programs to equip new hires with the
necessary skills and knowledge. Implement efficient onboarding processes to
expedite the time it takes for new employees to become fully productive.



Il Recommendation- FCR

First call resolution (FCR) is an important metric for contact centres, as it measures how effectively agents can resolve cus tomerissues on the
first contact. Here are some recommendations for improving FCR in a contact centre:

é@ Provide comprehensive
g training

Provide comprehensive training: Ensure
that your agents are fully trained and
equipped with the knowledge and skills
necessary to handle a wide range of
customer issues.

y Monitor and measure
S Fcr

Regularly track and analyse FCR
metrics to identify areas for
improvement. Use this data to adjust
processes and procedures as
necessary.

@ Implementa
i==a knowledge base:

Create a centralized database of
customer information and frequently
asked questions. This can help agents to
quickly access the information they need
to resolve customer issues on the first
call.

Ve Gather customer
@@ feedback

Solicit feedback from customers to
identify areas where the contact
centre can improve. Use this feedback

to make changes that can improve
FCR.

y Use proactive
R communication

Proactively communicating with customers
can help reduce the likelihood of inquiries
and improve FCR. For example, Educate
customer about warranty, Provide
troubleshooting steps.

/ Use call scripting/Job
aids

o O

Develop call scripts that guide agents
through common customer interactions.
This can help agents to provide consistent
and accurate responses to customer
inquiries.

By implementing these strategies, you can improve FCR in your contact centre, leading to higher customer satisfaction and inc reased

efficiency.

https://www.etechgs.com | Confidential



Il Business Improvement Recommendations

Automation

( total of 95 customers
reached out seeking updates
on their order or purchase
order (PO) status. This
procedure can be automated
by efficiently transmitting
relevant details through SMS

or email communication
channels. Additionally,
customers should be

provided with online access
to effortlessly retrieve and
review the required

Avoid
Multiple
Transfer

écustomers have reached $

to inquire about the pricing of

highly effective
Promote vyour
Research and

Qformation. j

@ petitors' prices

conscious, implementing a price
matching policy can prove to be a

price  matching,

More than 70% customer v@
transferred to get resolution.

brand products and parts. It has We recommend to avoid
come to their attention that these multiple transfer to improve CX.
items are available at lower prices Multiple transfers lead to
on Home Depot and other online | | negative sentiments and delay
p|atforms_ In order attract resolution. brand can avoid
customers who are price- multiple transfer by appointing

own technicians, provide better
troubleshooting, by Developing
comprehensive training
programs to equip new hires
with the necessary skills and

strategy. i.e.

Technician’s
Service

f

pon observation, we have
noticed that brand currently
engages with technicians and
contractors to offer support.
Considering this, we highly
recommend the recruitment
of our own technicians and
empowering our agents to
provide direct assistance to
customers when it comes to
resolving technical issues.

A

https://www.etechgs.com | Confidential

monitor
knowledge j

¢

o

Promote
Website

/

325 Customer contacted for
part’s return & refund. By
promoting online return &
exchange, it will reduce
customer service burden,
increase CX, will be easy to
track data online

V4

A




Il Hourly Sentiment Analysis

Wednesday Thursday
orungours Positive Negative Positive Negative Positive Negative Positive Negative Positive Negative Total Calls
Sentiments Sentiments Sentiments Sentiments Sentiments Sentiments Sentiments Sentiments Sentiments Sentiments
11:00 AM 0 0 0 0 0 0 0 0 0 0 1
12:00 PM 0 2 0 2 0 0 0 0 1 0 12
1:00 PM 1 15 4 2 0 0 0 1 1 0 38
2:00 PM 31 16 23 14 0 14 0 25 53 24 396
3:00 PM 34 17 28 15 38 24 53 28 29 18 406
4:00 PM 30 19 29 20 42 25 53 22 39 18 386
5:00 PM 35 10 36 16 41 19 49 10 38 29 403
6:00 PM 32 17 23 10 45 11 34 22 44 21 358
7:00 PM 28 20 20 18 21 27 45 16 40 29 368
8:00 PM 24 18 24 15 35 30 43 28 37 17 396
9:00 PM 35 1 30 13 34 26 49 23 50 33 422
10:00 PM 1 0 1 3 47 0 44 2 2 2 26
11:00 PM 0 0 0 0 3 0 4 0 0 0 1
12:00AM 0 0 0 0 0 0 0 0 0 0 5
1:00 AM 0 0 0 0 0 0 0 0 0 0 5
251 135 218 128 306 176 374 177 334 191 3223

EH'E by%egleh :

Most of the sentiments were observed between 3 PM t0 9 PM

https://www.etechgs.com | Confidential




Agent Insights

https://www.etechgs.com | Confidential



| Performance- Key Behaviours: Inbound

Total Population - 2,286

Easy Fix — Agents can start following
practical application to improve scores.

89% 91% : i 64% 271% : 18% 14% 98% : 35% 76% 42% 94%
. Self Branding: Assurance Empath Clear Active . . : General Resolution Offer Further: Closing -
:  Introduction g of help P : Communication Listening Professionalism Probing Provided Assistance : Branding

While interacting with customers, agents used profanity-laced
keywords/phrases.

https://www.etechgs.com | Confidential



Il Compliance

Inbound - 452 To ensure compliance, it is of utmost importance to incorporate a recording statement during

outbound calls. We observed that agents did not share recording statement in any calls.
Outbound - 458 g g y

Customer Number
Agents captured customers account number in 142
(31%) interaction out of 452.

Phone Number
Agents captured customers phone number in 106
(23%) interaction out of 452.

31% TTTTTTTPTPPPTPPTPrs .

23% :
Email Address — :
Agents captured email ID in 71 (16%) interaction out 7% : :
of 452. _ 1% : 0% :

Customer Number Phone Number Email Address  Physical Address Full Name . Recording
Statement -

Physical Address
Agents verified address in 33 (7%) interaction out of Inbound Calls :...Qutbound Calls -
452.

Note: Data is based on first interaction with brand

Full Name

Agents captured name in 3 (1%) interaction out of HERE ARE FEW EXAMPLES FOR RECORDING STATEMENT

452.
“Please note that the call is being recorded for training and quality purposes.”
* You are on recorded line

Recording Statement , _ * Your call is being monitored
In outbound calls, agents were not using recording

statement. They missed to share recording

— statement in all OB calls.
Etech -
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| Immediate Coaching Candidates

B Assurance of Help B Share Empathy B General Probing mm Resolution Provided = Asking for Further Assistance = ——Volume ——VOC Index

149

91

TOM1LDY DIH1LDY HAS4FLD DEW1LDY KIL1LDY JAC1LDY BRD1FLD DENI1LDY MTE1LDY KAM1LDY

*Considered top 10 agents who have average score below or equal to 50% for all the listed behaviors.

Etech o
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M| Agent Heat Map

AND3LDY 240 73% 10% 74% 53% 52% 42%
KIP1LDY 172 94% 29% 75% 69% 30% 51%
SHCALDY 168 96% 24% 78% 83% 65% 52%
FID1LDY 153 89% 16% 72% 62% 23% 48%
JAC1LDY 150 90% 10% 72% 65% 36% 44%
MTE1LDY 149 86% 27% 74% 60% 14% 43%
GOJ2LDY 141 91% 13% 69% 64% 62% 47%
BOMI1LDY 135 84% 28% 75% 62% 81% 53%
LEF1LDY 131 71% 15% 74% 71% 47% 42%
DEN1LDY 91 71% 9% 76% 58% 35% 43%
DIH1LDY 84 56% 6% 71% 46% 25% 37%
BRD1FLD 83 85% 3% 77% 43% 42% 45%
DEW1LDY 79 66% 18% 67% 65% 28% 38%
TOM1LDY 79 63% 7% 66% 47% 48% 34%
MIA1LDY 69 81% 5% 80% 70% 43% 52%
DU1FLD 66 95% 15% 75% 70% 45% 45%
VIM2LDY 60 67% 14% 74% 51% 47% 57%
KIS1LDY 52 88% 10% 79% 84% 83% 54%
KIL1LDY 48 61% 18% 72% 38% 24% 35%
HAS4FLD 47 70% 10% 69% 43% 34% 44%
SZJ1FLD 35 92% 14% 77% 54% 64% 49%
KAM1LDY 22 88% 12% 76% 57% 35% 39%
PRS1FLD 15 85% 11% 76% 57% 41% 47%

TTNA 7 0% 0% 56% 0% 0% 0%
HSC1FLD 5 95% 8% 73% 40% 25% 40%
WACLLDY 2 25% 0% 56% 25% 0% 17%
CAC1LDY 1 50% 20% 89% 100% 50% 33%
STC1LDY 1 75% 0% 78% 50% 100% 33%

0% - 40%

40%-70%
70% - 90%

Etech -
G https://www.etechgs.com | Confidential >90%




| Optimum Call Flow
B [Introduction&Opening ]

Bad Practices —T

Do not verify Info and

Agents were missing
to Verify info

miss to provide
assurance of assistance

Ask Reason of Call

A 4

Share Empathy

Bad Practices — .

Resolution

9

No Recap

Agents did not recap
resolution in most
calls. Also, missed to
Do not ask for Further aSk_for fu rt.her
Assistance assistance in most
] of thecall.

Closing with NO branding

Bad Practices —T

4

[ Dispose the call ]

Etech
playing by the rules~

Effective Call Flow

Agents build great Rapport
and, Probe effectively

Product details, availability,
order status

nl—

Providing a recap of the
resolution will help establish
a clear and mutual
understanding on the
resolution and avoid repeat
calls

https://www.etechgs.com | Confidential

|

Introduction &
Opening

-

‘I

¥

Verify Info and provide
assurance of assistance

-

J

Build Rapport and
probe

\

. 4

N

7

J

Share Empathy

\

. 4

N

J

Provide Resolution

e
¥

Provide Recap

Ask for further
Assistance

Closing with Branding

D ——

Good Practices
Proper Greeting

Good Practices
Share Empathy

Good Practices
Proper Resolution
Asked for Further

Assistance

Dispose the call

=

—




| Best Practices

Our observations indicate that while some agents adhere to the proper call flow and display positive behaviors to ensure the best possible
customer experience, a subset of agents do not demonstrate these desirable behaviors.

To illustrate, we present an example of a well-handled call alongside an instance that presents an opportunity for improvement.

Efforts For Good CX No Effort to Provide Good CX

Agent: XYZ

Agent ID: ABC g

ID: ABC

Summary: Customer was concern about her electric bill due to equipment she was
Summary: Agent gave a call back to customer regarding issue customer using it. Customer was very dissatisfied, and agent showed unprofessional behavior.
was facing. Customer wanted to place an order and needed case number
AGENT: Good morning. This is Bill. How can | help you?
(Missed Brand name)
AGENT : Give me a minute. | will check. (Missed empathy after hearing customer’ issue
multiple times)

AGENT: Hey, this is Dan with brand tech support. | was given this phone
number to reach out regarding a call that | took. (Proper introduction)

AGENT : Sorry about that. Just bear with me. (Shared Empathy) AGENT : | don't tell people what to pick for equipment . (Being rude on call)

AGENT: Is there anything else you need, so | can assist . (Asked Further AGENT : | am not sure. (Being Uncertain on call)

Assistance) AGENT : Right now, everyone above me is busy. (Showing powerless to help)

AGENT : So, the serial number going to be *******_Customer: Yes, this is AGENT : let's just stop with the back and forth and what | can and cannot do | am telling

you email him with your questions or concerns. We'll see what we can do. Tt sounds like
to me that you purchased the wrong equipment, and you should have done some
research and figure it out. (Unprofessional Call)

what | need. | will place and order now. (Provide Resolution)
AGENT: well. Thank you. You have good day (Closing)

Etech

o
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Section Name

Call Opening

| Agent Quality Scorecard- Inbound

Parameter Name

Did the agent introduce themselves at the beginning of the call?

Did agent share the brand name in the opening of the call?

Did the agent offer assistance?

Did the agent provide assurance of help and take ownership to resolve the issue?

Analysing the Need

Did the agent confirm the customer number?

Did the agent confirm the physical or billing address for the customer?

Did the agent confirm the full name of the caller?

Did the agent probe for phone number?

Did the agent probe for email address?

Conversation

Did the agent ask effective probing questions?

Did the agent maintain professionalism over the call?

Did the agent avoid interrupting or overtalking the customer?

Did the agent avoid using Jargons or Slang while talking to the customer?

Did the agent behave politely on the call?

Did the agent use power words on the call?

Did agent exhibit active listening through out the call?

Did the Agent Communicate in a Clear and Understandable Manner?

Did the Agent share empathy when required?

Process Adherence

Did the agent provide proper answer(s) to the FAQ(s) and resolve the customer's query?

Did the agent avoid displaying uncertainty over the phone call?

Silence Time & Hold

Did the agent follow the correct Hold procedure?

Procedure Did the agent avoid the Excessive Dead Air on call? (lesser than or equal to 50%)
Did the agent summarize the next steps on the call?
Call Closing Did the agent offer further assistance?

Did the Agent close the call with branding?

Overall QA Score

mm—

QA Score

89%

91%

81%

Data bar

64%

32%
7%

1%

22%

35%

16% |l

100%

99%

97%

86%

68%

74%

78%

27%

76%

53%

44%
44%

0%

42%

94% |

Eirs by%eﬁh .
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| Next Step

Surgical deep dive Analysis

Conduct surgical analysis of
business issues with the goal
of enhancing overall
performance. Business issues
such as: Transfer & First call
resolution, Overtalk etc.

Etech
playing by the rules~

To further improve quality and enhance the customer experience, we can
focus on the following points in our next iteration:

Voice of Index

How to improve Voice of
Index using effective
strategies and deep dive on
negative sentiment.

Post Call Analysis

Post call analysis to
enhance customer
experience

https://www.etechgs.com | Confidential

Understand business and
provide effective
recommendations

Improve ATT and partner
relation

-

Goal
Improve Customer Experience



| Methodology - VOC Index

Classification What is Sentiment Analysis?

Sentiments are being classified as

Positive or Negative based on Sentiment analysis (or opinion mining) is a natural

keywords/phrases used on the call language processing (NLP) technique used to

by the customers. determine whether data is positive, negative or
neutral.

Behavior ~
Al analyses frequency of the @
Positive and Negative words used

by the customer

What is Net Sentiment Score?.

Dﬂ Intent

0 OQ _ Net Sentiment Score (NSS) which is simply the
Al captures the intent of th(.e call percent of positive sentiments minus the percent of
and helps us to correlate with the negative sentiments.
sentiments
Calculation
Output Net Sentiment Score = % Positive - % Negative
Once Al Categorizes the input usin
& . P . 8 VOC Index = Net Sentiment Score * 10
words/phrases, the final output is
generated in binary format.

Eirs by%eﬁh .
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https://www.checkmarket.com/kb/net-sentiment-score/

| Irrelevant Interactions

/I\I Personal Calls I

We observed few calls which were made for personal motives:

Agents may prioritize personal calls over attending to customer
inquiries.

This behavior, characterized by agents engaging in personal calls
during their designated working hours, can significantly impact the
overall productivity of the process, as well as increase the chances
of errors in daily tasks

Recommendations -

Utilize personal time effectively: Make use of breaks, lunch hours,
or designated personal time to handle personal calls or attend to
personal matters. This ensures that agents follow their personal
responsibilities without compromising work productivity.

Set Expectations: Set Expectations with all agents to ensure do not
make personal calls during business hours. Be attentive to handle
customer’s queries.

[——————— —— — —

: Good Morning. Yep, can | get a grilled chicken Caesar salad
wrap, and a diet coke. | will pay with my card; Londonderry

I conversation with friends not official call discussing about
I : One large pepperoni pizza and another large pizza that's

:Itisa 43 mins call, and it looked to be personal I

halfpepperoni
IWI

——————————J

https://www.etechgs.com | Confidential



| Introduction to Self Service

Self-service is an Applications

approach where

users access Chatbots.
resources to find
solutions on their

own without Service Desk

requiring assistance .
from a service Educational

Knowledge Base

representative Workshops

Etech -
playing by th rles- https://www.etechgs.com | Confidential

Better Customer

Experience: The 2020 Customer
Experience Trends Report from Zendesk
found that 69% of customers prefer self-
service. Customers want to avoid waiting
on hold, need quick answers, and want to
learn how to solve their own issues in case
the problem occurs again in the future.

Decreased Customer Support

Costs: Since your support team won’t have
to deal with as many tickets, a self-service
model can also drastically reduce your CS
expenses If a well-written FAQ page or
customer search engine knowledge base
cuts down on the number of tickets by 50%,
then you could easily see your annual
customer support costs halved.

Faster Customer Support

Resolution Times: Sometimes Customers
don’t need or want to talk to an agent — they
just want to get things done themselves. The
Human agent greetings and Rapport building
can be nice but that takes time. Self Service
allow time- constrained customers to resolve
issues quicker and faster.



https://d1eipm3vz40hy0.cloudfront.net/pdf/cxtrends/cx-trends-2020-full-report.pdf
https://d1eipm3vz40hy0.cloudfront.net/pdf/cxtrends/cx-trends-2020-full-report.pdf
https://d1eipm3vz40hy0.cloudfront.net/pdf/cxtrends/cx-trends-2020-full-report.pdf

Etech.

playing by the rules™

Tk Yore!

jim@etechgs.com | @jiyoob

t r
.]im Iyoob info@etechgs.com | www.etechgs.com | 936 - 371 - 2640
President -ETS Labs/

Chief Revenue Officer —Etech

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



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