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Intro

Will Bank

Evoluindo o processo de Qualidade
Melhoria Continua e Motivacao
Trabalho Remoto
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Will Bank através dos anos

2017 2019 - 2020 2020 - 2021

Operacao em forte expansao, Com a pandemia, surge a
surge a necessidade de necessidade ainda maior de

estruturar o processo de manter os agentes engajados

Inicio das operacoes, com
pequeno time de atendimento
e ainda sem processo

estruturado de qualidade qualidade de forma escalavel e motivados, além de garantir
um processo de onboarding,
treinamento e feedback

consistente e remoto
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COmO era antGS? e Processo de Qualidade

e Processo de Onboarding

® [reinamento
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e 4/0 Agentes

Cenario Atual

e 11 Analistas de Qualidade

e 1.800 avaliacoes por més
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Evoluindo o Processo
de Qualidade

Processo de onboarding
Processo de monitoria
Feedback aos agentes
Processo de melhoria
Reconhecimento e motivacao




Trabalho remoto

e Conduzindo o processo de qualidade
remotamente

e Mantendo o agente engajado

e Playvox como um amplificador da
cultura Willer



Perguntas




- Visite nosso Centro de Recursos

playvox.com/resources

Resources from contact center
experts

nd Lt

Get Your 5-Step Formula for 21 Interview Questions to Help You sing Woreh
Contact Center Agent Optimnization Mire the Perfect CX Candidate Maasge ¢t
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Bem vindos a era digital do WEM
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O

Motivation

Recognize and reward your
agents with points that they
can exchange for gifts, based
on their Quality, Coaching,
Learning and overall Playvox

Quality

Easily identify and prioritize
areas for skill development in
your customer service teams.

results.

Workforce
Management

Intelligently forecast, schedule,
and monitor your workforce
without the need of specialized
resources or data analysts.

Learning

Easily create and provide your
customer service teams with
online courses and quizzes to
ensure continual skill
development.

Performance Coaching

Track agent performance and Solve and improve issues in:
measure the impact of your QA quality, behavior, compliance,
process. VOice Of the soft skills, customer experience,

Customer among many others.

Translate customer sentiment
into actionable metrics while
delivering real-time feedback to
your agents and team leaders.
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