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Platform was originally built for It is now used by some of the largest Contact
the US Pentagon and USPS Center companies in the World

The team behind NGNInsights includes

|
=

Data Analysis Experts Video Game Decades of
Designers and E- Contact Center
Learning Developers Experience
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NGNInsights is focused on Performance Improvement

Top 2 US auto club and insurer e ® Top 3 Worldwide BPO

Inbound customer service 0 Inbound customer service

Average Handle Time (AHT)
‘ reduction of 27 seconds
per agent per call

8.37 average handled cases per
day baseline

‘ $1,080,000 monthly value ‘ 1045 average handled cases
for AHT alone per day with NGNInsights

Improvements across
multiple KPI

AHT, ACW, NPS, Referral %,
and Schedule Adherence

. 9.9 times Return On Investment

Cable TV/Internet
Up sell package

5.1% up sell average baseline

19.9% up sell average
with NGNInsights

3.75x increase in revenue

GRUPONGN

COMMUNICATION THROUGH INNOVATION

Performance Improvement
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® The NGNInsights
Tile Concept




Real Time Status >

/— Number of Calls

126

Customer Satisfaction On call
Adherence On Hold
SMS / Text o
Availability Break/Lunch
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The color of performance




COMMUNICATION THROUGH INNOVATION
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How do your supervisors currently analyze performance?
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Find the bottom 5 agents out of 500 GRUPONGN
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How often do your agents see their performance?



Real Time Status >

/— Number of Calls

126

Customer Satisfaction On call
Adherence On Hold
SMS / Text o
Availability Break/Lunch
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The color of performance




Make Best attempts to keep hold times as short as possible

Fixed Status Bar

e Gamification
® Broadcast Message
¢ Real Time Performance

Chat

4 [57) Today w

() 937

LEADERBOARD
18

NGNInsights

Gamification 4 y AWARDS Tile Performance

4

ACHIEVEMENTS

9

530 AM
A 2
W ¢ ENG e 2

Agents view their performance in real-time GRUPONGN




May 5%

Jun 5.4%

Putting the data with easy-
to-read benchma.rks in front N 19.23%
of your agents will generate

an initial performance jump
in your first 90 days.

21.93%

19.33%

Performance Jump GRUPONGN



Make Best attempts to keep hold times as short as possible

LEADERBOARD
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COMMUNICATION THROUGH INNOVATION
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Implementation



What data do you currently track and analyze on your agents?

@@ Work Time

from Contact Center Software

Efficiency

Sales ‘
from CRM

GRUPONGN

Combine Data From Any Source




What do you want your agents to be focused on every shift?
What do you want your supervisors to be able to most quickly and easily evaluate?

g #) NGNinsights Setings
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Design Your Own Tile




Create your benchmarks

[] moound ¥ Cuibound B Aber Call @ Hold Tiew J Boaak Tivw Q@ Lunch 3 Rwsere .. G Comacis .. gmBecoms P Comaris | Compieie

Simple drag and drop to set
thresholds

QL

Use Al benchmarks to automatically analyze the data
and dynamically change benchmarks as appropriate.

GRUPONGN




P>

NGNCIoudComm Ty
G H TS

.A

Gamification



Gamification
' features can be controlled (turned on/off) by customers as needed.
ﬁﬁ While there is some overlap between features (Awards and

Achievements can add points or coins) every feature can act
independently when/as needed. (Ex Coins/Store)

Push your agents in the right direction GRUPONGN



Most Pts/Hr = Your best performing agents

SETTINGS
HGNIQEJQ e DEMO MCS
\ ) Company Point Settings
@ Contact Center Base Points
]

E Data

Exchange Rate

- &- Custom Data Sources 0
‘ — ‘ 2 Agent Performance X
All Teams v 0
% Gamification
* Points Status Insight Weightage Imapct (0%) Expected Value Cap Points Calculate

| O s m Q Avg Handl. ..
@’ =) store m e Conversion
| |
\ T Achievements )
w Q.- Dialsperhour
24 Leaderboard
QD o :

[ owers ) (moe

A: 17 —\ l '1

GRUPONGN

COMMUNICATION THROUGH INNOVATION




* Awards are manually driven. Customers create and upload their own
awards and supervisors manually give the awards to agents.

3 SETTINGS
!‘?NI n,.ENlCJ hts GNGN CLOUD

Company Awards | @ Searcn Award by Name |
© contact Center oy )
' o IOI Y )G ¥ '3 Update
~ hN B W "q

& Custom Data Sources Award Name

Admiral of Add

Add Award ,
® Agent Performance * ; Happy 2 Year Anniversary
o2& Gamification WJ @ 1 Award Name * Points

A A
¥ Points Happy 2 Year An. Happy 3 Month i 0
@ swre Points Coins
W Achievements 0 0
Ahd Leaderboard c’
Coins
Upload
0

ElEs

Save

ﬁ Awards can be standalone (icon and recognition only) or
they can include bonus Points and/or bonus Coins.

GRUPONGN

COMMUNICATION THROUGH INNOVATION




The main way to award coins is through the Points Exchange Rate. (But is not required)
Coins can also be awarded directly via an Award or an Achievement

#) NGNIinsights SETTINGS

GNGN CLOUD

Company Products

‘ Q search product by name ‘
List of products e

@ Contact Center

% Data

) SETTINGS
&Products ©Orders -4 pN?Nl ﬂNENIq hts

GNGN CLOUD

.y - m ' Company Orders ‘ Q Search orders by Agent ‘ ‘ Q Search orders by Product ‘ | v | Al v
List of orders
& Custom Data Sources N '
m - m @ Contact Center
) has covtifeam R
A A 2 Agent Performance b cortiicate entities o ney &Products ©Orders
) recipiont %0 an M
it day off weth % Data
° m Gamification Fire HD 10 Taolet RS, A Jackson, Diamond Hobson, Jacarl
(10.1° 1080 full D dsolay, 32 6B)- &+ Custom Data Sources $25 Amazon Gift Card $25 Amazon Git Card
;e o o35 sofllos
2022-02-15 10:31:58 2022:02-07 15:46:30
$25 Amazon Gift Card Amazon Fire HD 10 Tablet Board Games up to $20 Day Off Coupon (Sa-Tu) Day Off Co
@ Awards value Fr) g Agent Performance 500 1 500 1
Fullfiled on Fullfiled on
202202-72 202200-22
&t | (,% Gamification
echodot |
W Achievements e # Fonts
ne a e s L
Al Leaderboard ' PuEds Bailey, Octavia way v wrinnar Kopij, Richard
First =~ Previous - 2 Next | Last

Fire Stick “ m Day Off Coupon (We, Th or
. Fr)

— 2 store

@ Achievements

20220121 15:1953 s ot et e ol 2022:01:20 12:06:30
1200 1

1S 10 an wmpaid day off with cred 175 1
Fulfiiled on for e day Fulfiiled on

2022-01-24 2022-01-24
e 7
al. L d

First =~ Previous - 2 3 4 5 6 7 8 9 10 Next = Last

&k Leaderboard

Store items are manually created and fulfillment is done
manually and you can track stock amounts.

GRUPONGN
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* Achievements are rules-based rewards that
agents are given automatically.

They are limited to the Insights on your tile.

' %) NGNInsights SETTINGS
sorsred by GRUPONGN GNGN CLOUD
Company Achievement

@ Contact Genter
f Name .
Metric Name

s Data

5- Custom Data Sources

s Agent Performance
.
ification

Type =
P Poinis @ Range Streak E

Coins

Store
ol (& Insight ® Green

Future release plans:
*  Custom Achievement Images
* Allow any data point for an

ﬁ achievement

Gamification Options GRUPONGN

Click here to set filter expression




Supervisors will see all agents on the leaderboard and can choose to filter by team
(if team data point is set).

LEADERBOARD
2 NG,N |I'1§ Jq htS DEMO MCS

' Leader Board Select Teams
AR
ol ] "e
%

which Insight or data value is
. being viewed.

Driver. Elle Wallace, Mia Doe, .laina

Supervisors can filter by teams if
applicable. Calendar lets you check
histerical leaderboards and
this drop down changes

Insights can be toggled from Coeler Value to

" n
Actual Value.

ﬁ Insights on the leaderboard can be toggled to display by

color or by actual value.
All other data is displayed by actual value.

Gamification Options GRUPONGN




= | @

« [31) Today = [ Y Conversion ~

Rank Agent

2 ~ Wallace, Mia

O-a4a@F e

If team data is set Agents will
ONLY SEE their teammates on
the leaderboard.

If no team data is set Agents will see all
other agents on the leaderboard.

Gamification Options GRUPONGN



Chat designed for
Contact Centers



NGNinsights | # 1,248 (0 937 eii1s P9 94 | Make Best attempts to keep hold times as short as possible

NGN

@ v @ Search i

A 4
ﬁ ﬁ:’ li: Chris Johnatan [ ] E .‘.’.+

ts, Chris Johnatan |, lﬁ‘ Chris Johnatan
@ Ok, thanks -

Mia, please log out of the system and log in again, it should
be back up and running

seems to be working fine now

IQ’{ Chris Johnatan

Ok, thanks

(. mia Wallace [ = wt Aa

Mew message

WeRke =

Mia Wallace
Ok, thanks

W new Chat

Mark Johnsan Mia, please log out of the system and log in again, it should
Fixed, thanks . be back up and running

Kim Smith
Yes i b/

P Mia Wallace

seems to be working fine now

Ok, thanks

Aa  Mew message

W new Cnat m @ =

Direct Message GRUPONGN

COMMUNICATION THROUGH INNOVATION




NGNinsights | # 1,248 (3 937 eii18 P9 94 | Make Best attempts to keep hold times as short as possible

4 5] Today v
[ 837

LEADERBOARD

18
W ;oo SN SRS ¢ oo

Yo X o T VAV va e -

A =

[ N

ACHIEVEMENTS

9

Broadcast Duration (hhemml: 0o : 15

Make Best attempts to keep hold times as short as

-‘- _.. — 4 As  possible
2 W Wie W ISR TY

Broadcast Message GRUPONGN



NGNinsights | 3 1,248

® 937 dhi8 P9 94 | Make Best attempts to keep hold times as short as possible

Search

g200@

. ﬂ Sales Team §
Chris: Ok, thanks Lo Mia Wallace o
. ‘,--"’ We are having problems with the payment system.
ﬂ Sales Campai..
Mark: |  Colupee

Chris Johnatan
anyone else with this problem?

Kim Smitn
Yes, the system is very slow

Chris Johnatan
ok, i will contact Mark and see if he can help

Aa

Mew message

Sales Team

Chris: Ok, thanks g M2 Watace o i New Ghannel WeR E
e ~ e are having problems with the payment system.

Sales Campai.. -

Mark: | S

lsf Chris Johnatan

- anyone else with this problem?
Kim Smith

(@ Yes, the system is very slow

ls." Chris Johnatan
. ok, i will contact Mark and see if he can help

Aa  Mew message

8% New Ghannel HBeR

Group Chat GRUPONGN

COMMUNICATION THROUGH INNOVATION




COMMUNICATION THROUGH INNOVATION

NGHNInsightse x 4+
< C @& app.ngninsights.com(2.7 0/customer/96/agent-performance/0
%) NGNInsights
4 el
= | i
Sz e
83 1

wn
>
s
(1)
<+
(0p)
+
c
)
oT0)
<
c
@)
©
)
wn
(0
(a )]
(7))
=
@)
®)
(a'd
-+
4]
i
@)
s}
W
3]
c
c
4]
e
O




	Slide Number 1
	Slide Number 3
	Slide Number 4
	Slide Number 5
	Slide Number 6
	Slide Number 7
	Slide Number 8
	Slide Number 9
	Slide Number 10
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Slide Number 14
	Slide Number 15
	Slide Number 16
	Slide Number 17
	Slide Number 18
	Slide Number 19
	Slide Number 20
	Slide Number 21
	Slide Number 22
	Slide Number 23
	Slide Number 24
	Slide Number 25
	Slide Number 26
	Slide Number 27
	Slide Number 28
	Slide Number 29
	Slide Number 30

