Five9 Performance Dashboard Overview

Key Contacts

Product Management: Krishna Pulipati
Product Marketing: Darryl Addington Ive

Description: With Five9 Performance Dashboard, deliver amazing customer experiences by changing the way you visualize and act on customer experience metrics, in real time.

Target Accounts: Top Verticals: Target Contact Center Types: Top 3 Buyer Personas: Customer Deployments:
) Inbound X VP Customer Service * Seibels Insurance
New — Commercial -x . .
. All Outbound X + Head of Contact Center l\P/!II?I:t’edk
New — Enterprise Blended » Contact Center Hrac
Existing Customer* Omnichannel Supervisor
Ideal Customer Profile Summary: Contact centers with Ideal Customer Profile Attributes:
between 25 - 1000 named agents who want to view » Sales or Service Voice Only Call Centers
historical and real-time data that includes both Five9 and » 25to 1000 named agents
other data sources. » Using English as their primary language

Business Objectives Top 3 Pain Points

Business Answers

being siloed in multiple systems

*Can’t see clearly when customer demand starts to impact customer experience

Visualize data to «Can't tell when adjustments to staffing are needed to maintain service level agreements with the
optimize contact - business -
center operations «Can't easily get to root cause for service disruptions or periodic service degradation due to information

Track and respond to Key Performance
Indicators (KPI) and Service Level
Agreement (SLA) metrics related to
customer experience

Keep entire - make other adjustments
operation aligned
at the end of the week or month

*Agents don’t know when operations are out of line and can’t adjust behavior to compensate
*Supervisors can’t see team performance clearly, can’t tell when they need to move agent skills or

*Contact Center managers have to cross their fingers and hope for the best waiting for historical reports -

The entire team gets visibility into real-
time statistics through agent,
supervisor, contact center manager,
and dashboard reporting templates

Understand sales «Can’t motivate workers effectively without combination of fresh incentives and clear visibility

performance and - *Unclear relationship between work calls and performance

make adjustments *Lack of visibility into sales performance until after the day, week, or month is completed -
to stay on track «Can'’t correlate sales performance with work load

Measure monthly, weekly, daily, and
intra-day sales performance. (i.e. total
closed deals, leads, close rate)
Motivate Sales with games and
challenges via Gamification to increase
sales engagement

See Content folder on Salesforce for the following product kit elements: product data sheet, customer facing presentation, sales training deck, FAQ and overview “cheat sheet”
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Agents

Five9 Performance Dashboard Customer Results

o : Why Five9 Performance
Existing Operations Dashboard?

Fived)

Solution Highlights

Manual reporting Processes

No visibility for agents

Needed increased
agent engagement
Limited visibility into
reporting from
various platforms

+ Leaderboards to drive engagement/productivity

» Supplied dashboards for contact center personnel as
well as marketing department

» 25% decrease in customer acquisition cost

225

Agents

Manual reporting Processes

No visibility for agents

Majority of agents
work remotely

No easy way to
recognize
employees

Little accountability

» Targeted dashboards for each agent
+ Gamification to track and automate incentives

» 45% increase in efficiency for agents who used Five9
Performance Dashboard daily

25

Agents

Manual reporting Processes

No visibility for agents

Sales goals weren’t
being met

Low employee
morale

* Integrated with ACD + Sales data

* Deployed dashboards to each agent to engage
employees and drive competition

* 48% increase in avg. order value.

* 61% increase in RPC over 3 months




Five9 Performance Dashboard Qualification Questions

General Business Discovery Questions

Tell me more about your business...is this a sales team, customer
service team, tech support, collections, other?

What do the agents do, describe the basic responsibilities — what
does a normal day look like?

Are your agents maximizing every single customer interaction that
they have?

Do you think there are opportunities to improve service, sales
conversions, increase customer satisfaction and loyalty?

Do you know what your competitors are doing regarding their
contact centers?

What specifically do you seek to accomplish?

Agent Empowerment

Are your goals and targets clear and visible to your agents?
Do your agents compete with each other or themselves to
continuously improve?

What information is visible to agents today that allows them to
understand their performance?

Solution Specific Qualification Questions

When would you like to be live with the project?

Which teams are looking at this solution and how many named
agents are there for each?

Is there a budget established?

Who is the project lead and what is their/your role in the
organization?

Who is the ultimate decision maker/signor of contract? Are they
aware of the due diligence and are they supportive of the project
now? Can we involve them in the process, demo, etc.?

Fived)

What are the top issues you NEED solved now?
If I could snap my fingers and immediately fix
your issues what would the solution look like?

Solution Specific Discovery Questions

* How do you measure agent productivity?

*  What KPIs do you use to measure success for your organization?

* Are your supervisors challenged getting the most out of agents?

* What is your agent turnover like? How is the moral generally?

« Can you measure your agent performance?

*  Who are your top performers? Why?

* How often are your agents on the phone in a given hour, shift, day?

« What is your current turnover rate? What is the cost associated with
recruiting new agents?

+ What has prevented you from trying to get good analytics in the past?

* Have you tried to establish good analytics in the past? If so, why didn't
that work?

« What solutions are you using to track agent performance? (i.e. Five9,
SFDC, Bl solutions, etc.)

* What data is required for reporting today? Do we need to pull data from
your CRM or other information systems?

*  What types of tools do you use to visualize data today?

* Do you cross sell? How often do your agents cross sell today?
» Are there groups that are better at cross sell than others? Why?
*  How do you reward for cross selling today?




