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SMARTER OUTBOUND CONTACT MANAGEMENT

Advisors handle a range
of call types.

Interactive

>

MORE
CONVERSATIONS

©

BETTER
CONVERSATIONS

o

COMPLIANT
CONVERSATIONS

Achieve Positive Outcomes
In The Right Way.

Maximising Talk Increasing The Number Of

Time For Every Advisor. Positive Outcomes.

Outbound, whether it be collections or sales, is a fiercely competitive environment,

with clients demanding more information, expecting higher returns and all for lower costs.

TOP PERFORMERS FOCUS ON THREE PRIMARY AREAS

MORE
CONVERSATIONS

BETTER
CONVERSATIONS

COMPLIANT
CONVERSATIONS

MORE
CONVERSATIONS

To achieve more connections per agent per day, there are a number of capabilities
where technology beats manual efforts every time, driving up efficiency.

TECHNOLOGY SUPPORTS OUTBOUND WITH...

AUTOMATED DIALLING

can reduce agent idle time
from 33% to 5%.

ADVANCED AMD

Answer Machine Detection
only passes a call to an agent

when the voice is a live speaker.
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CRM INTEGRATION

using historic contact
information to make contact
on the best day & time.

INTELLIGENT CYCLING

Intelligent, Automatic cycling
of calls to improve
connection rate.

BETTER
CONVERSATIONS

Making more connections drives efficiency, but you also need better connections.
The key is to optimise each conversation, so that you generate positive outcomes on a
higher proportion of your calls.

TECHNOLOGY ENABLES SMARTER PROCESSES...

Uses analytics to improve
agent performance.

AV
I I I Monitors every

conversation in real time.
DYNAMIC
SCRIPTING

STANDARDISED KP1/
SLA REPORTING

Reduce administration

time required to produce
meaningful reports.

IN-CALL
ANALYTICS

Provides a single view of customer

and removes limitations. APPLICATION

INTEGRATION

RESULT: MORE CALLS RESULT IN POSITIVE OUTCOMES

COMPLIANT
CONVERSATIONS

In an environment of ever tighter regulations, it has never been more important to
ensure that each and every call is compliant, mitigating your risk and potential fines
and/or bad public exposure.

In-call analytics means that every call can be monitored in real-time and where
necessary, corrected while the call is still in progress.

EACH CALL CAN BE MONITORED IN REAL-TIME...

Spots key words and objections,

guiding advisors in best practice.
Validate what’s being said
ensuring compliance and
reducing risk.
Ensuring key contract terms are
explained correctly.

Ensure compliance in all calls and
flag those which need to be
manually evaluated.

Monitor stress-levels, speech

clarity & script adherence during @
the call.
(((‘ [

RESULT: MORE CALLS WITH POSITIVE OUTCOMES AND LESS NON-COMPLIANCE RISK
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OPTIMISED PROACTIVE

ENGAGEMENT

CONNECTED

ACCESS ENTERPRISE

W: enghouseinteractive.co.uk
T: +44 (0) 118 943 9200

E: marketingemea@enghouse.com





