Call Information

1. Pediatric Care Services - Sales Lead - potential for regular
consultations. 2. Wellness Plans - Sales Lead - could boost awareness
among parents. 3, Dietary Consultation - Candidate for Paid Services -

ter Saiss Lead Opportunitie:

relates to managing health. 4. Urgent Care Services - Candidate for Paid

Services - needed for emergency situations. 5. Mental Health Services -
Candidate for Pid Services - addressing children's mental wellbeing.

1. Offer a follow-up call to check on John's condition. 2. Provide
information on additional pediatric specialists if needed. 3. Suggest
preventive care plans 1o avoid future headaches.

Tatal Score

46/50 - 92%

5/5

CSR Gr.

5/5

The agent successfully handled the
caller’s request and conveyed a
positive attitude throughout the
interaction.

The agent used proper business
phrasing without any slang.

1. Recommend a subscription for regular health check-ups. 2. Offer
premium access to healthcare consultations.

Emily Smith called regarding her son John, who is having a headache.
The agent assisted by confirming details and indicated that an on-call
tech would call back, maintaining a positive and helpful tone throughout

3/5 The agent's initial greeting was

professional and polite, but it did
not match the specified answer
phrase exactly.

CSR Cont

5/5 The agent appeared knowledgeable

and navigated the account
information smoothly.

CSR Mess H:

5/5 The agent clearly explained how the

message would be handled and
assured the caller that a callback
would take place.

ﬂ o

5/5 The agent conveyed a helpful
attitude throughout the call with a
warm and supportive tone.

csl

5/5 The agent consistently engaged
with the caller, making the
conversation feel interactive and
personal.

CSR Personiizatior

5/5 The sgent referred to the caller by
name, which added 2 personal
touch to the interaction.

Easily access detailed information
about calls and agent performance,
using convenient cloud storage

amtelco
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he optional Active Insights Post-Call Scoring solution enables users to create custom Post-
Call Scoring Scripts in the Active Insights web portal. These scripts can automatically perform
a variety of functions based on the call and associated data, saving time and labor costs.

Multiple scripts can be created and stored for the Active Insights platform, allowing systems to have
diverse scripts ready for different situations. Post-Call Scoring Scripts can be configured to activate for
certain Clients and under set call conditions.

Scores, notes, annotations, and trends produced by Post-Call Scoring Scripts are displayed as part of
the Call Log.

Post-Call Script Editor

The Active Insights Post-Call Script Editor provides supervisors with the ability to construct Post-Calll
Scoring Scripts within the Active Insights platform. The Script Editor enables the creation of multifunctional
scripts that can be edited using modular elements.

The Post-Call Script Editor displays the script elements and hierarchy through clear outputs and
connections. Using the Script Tree, elements can be edited, rearranged, and reordered.

Al Scoring version: 142 revision: ()

Case

The Script Editor provides

a visual display of the @ posteal !
structure for a script.

Prompt Actions

© if_Low_Call_Score

© call_center_suj isors.

Set script field

(Hex)

Set Fleld

Element Pallet
The Element Pallet contains all elements that can be added to the Scoring Script. Elements offer wide
flexibility and versatility. The many functions of the Script Elements include:

- Scoring calls for custom score categories

- Parsing transcript language

- Changing script activation based on call conditions and scoring results

- Setting script fields for use elsewhere in the Scoring Script

- Adding annotations to the Call Log

- Accessing system, call, and message field values

« Determining scoring results using logical and mathematical expressions
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Artificial Intelligence Integration

The Post-Call Script Editor includes Use a Natural Language
elements that can utilize a Natural Processor to analyze calls and
Language Processing model to analyze perform actions automatically.
call statistics and transcripts in a wayy [t fement
. . () Al Prompt’' Prompt
that no basic script can. propertis R —— g
e phone number in the message differs
from the number the caller provided in the call
. . ranscript, create a warning “Check Phone #°
Some fUﬂCthﬁS for Wthh the NCIJ[UI’C” Name tamr‘lotat‘i?:n.'(h; value shoaldchave :18 phoie
Language Processor can be used are; | #remeAer o csge e message
* PrOdUC|ng CO” Summorles g'”de frensetet If the overall score in the call field is less than 80
- Analyzing call transcripts for Include Scores perform the following steps.
CO”er OttltUde trends @ Step 1: mark the call for review
. . . Include Script Fields
* Monltorlng CO”S for threOtS, Issuesl Step 2: set the call notes with a two sentence
nclude Messages summary of how supervisor may provide
or Concerns IQI e adionage items fcrpagentimpri:ement.
- Scoring calls based on complex Al Prompt ‘
. ) Step 3: Send a text formatted email to call
CrlterIO @ If the phone number in the messsge i | center supervisors found in the script fields. The
. . . subject should be "Urgent - Active Insights Call
- Creating and dispatching P R = e
MergeComm Jobs o
Script Logs

When Post-Call Scoring Scripts are run, they produce script logs that can be used to check Scoring
Scripts for accuracy, ensure scripts are functioning consistently on calls, and test new script versions
against previous versions.

The Script Logs page lets users search for all runs of a specific script or search for the run of a script
on a specific call. The Script Log displays the script fields generated by the script and the result of alll
scores assigned to the call.

Reports
The Active Insights Reports page provides super- Logs for script: Advanced Scoring
visors with the ability to quickly filter, review, and Search:
export call scoring data and statistics for the system
and agents. The Reports page features preset o e
reports which can be organized by different cat- B
egories, such as agent, date, and Automated Call 02/06/2024 120432 P1 s Script Variables
Distribution (ACD) Skill Group. Cmm e
02/06/2024 11:53:24 AM Suecess Name Value
Al Multi i pp—

The Artificial Intelligence (Al) Multi element enables

. . CALLER_SATISFACTION_LOW false
users to consolidate the Al Annotation, Al Score, and Test and -
Al Trend elements into a single element with custom est and Monitor GRAMMAR_PHRASE false
. . . scripts to ensure
trigger conditions. The Al Multi element can also be accuracy and MANNERS_PLEASE false
usedtoimport these elements from the current script consistency. . .

and other scripts, helping to make Post-Call Scoring
Scripts more efficient. TRANSCRIPT_PHRASE_COUNT 2




a :

Transcript Prompt Al

The Transcript Prompt Al element enables users to prompt the Natural Language Processing model to
analyze the call transcript to answer specific questions, such as whether the caller needed assistance
and whether the agent sufficiently helped the caller.

Score and Al Score

The Score and Al Score elements are the bread and butter of the Post-Call Scoring Scripts. These
elements enable users to assign scores to different categories for agents, such as answer time,
professionalism, hold time, caller satisfaction, and more. These scores can be used to monitor agent

performance and calculate agent statistics.
Monitor agents and score

Prompt Actions Reports categories to see where

The Prompt Actions element improvements are needed.
can query the Natural
Language Processing model
to perform a large number
of complex actions based on
its analysis of the transcript.
These actions include
dispatching MergeComm

Score Percentages Report Filters

Group by

None v

Filters

X

Set default search

jobs; creating scores, trends, Agentscore -
annotations, and summaries;
and marking calls for review

or with warnings.

About Amtelco

Amtelco is a family-owned software company that provides fast,
secure, and reliable communication solutions for healthcare, contact
centers, and other organizations looking for immediate and reliable
connections. Since 1976, customers have trusted Amtelco to provide
the technology, the tools, and the five-star after-the-sale support to
optimize communication and connection—when it matters most.
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