RingCentral

Quality Management

Ensure better agent and customer
experiences with automated,
actionable agent feedback.
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When your agents know their job, their
productivity and satisfaction soar. When
agents are performing well, customer
satisfaction soars. RingCentral Quality
Management (QM) lets you design feedback
forms that get to the heart of what makes
a difference for your business, and makes
evaluators’ lives easier with automated
delivery of interactions, simplified
dashboards, and tools to make creating
consistent evaluations easy.

With one user interface across the entire RingCentral Contact Center™ suite, our Quality Management
functionality is easy to learn and efficient to use. RingCentral Quality Management lets you give your
agents the sort of actionable feedback that will make a difference for your customers and your business.
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Understand the customer experience across all
channels and identify areas for improvement with an ——
easy-to-use evaluation and review process. 2.Did the agent ask the customer name?

2 Quality planner 1. Did the agent state their name clearly?

» Custom forms and screen recordings let you focus on

3. Did the agent use the customer’s name during conversation?

what is important to your business.

o Calibrate reviews to ensure uniform scoring across 4. Personaiity metics
all reviewers.

e Provide feedback to allow a consistent customer
journey across all channels.



Maximize evaluator impact

Intuitive interface, automated workflows, and
dynamic dashboards allow evaluators to be more
impactful with their time.

e Easily create new forms using our simple form
designer and question bank.

e Quality Planner automatically selects the right

interactions to review and controls the entire quality

management workflow.

e Stay on top of agent and evaluator effectiveness with

unified dashboards.

Boost agent engagement

e Get easy access to quality feedback directly in the
MAX agent interface.

e Empower agents with automated workflows and agent

self-evaluations.

Streamline administration

Get one administrative interface across all Contact

Center functions with our tightly integrated system.

e RingCentral Quality Management is fully unified
with our Contact Center suite for fast access and
streamlined administration.

» Shared recording, reporting, and history data avoid
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» Improve performance with coaching based on best-
practice examples.

» Unified dashboards for insights into intraday trending
for key metrics.
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Cross-channel Easy-to-build Automated QM Evaluator A unified component
evaluations review forms processes calibration of RingCentral Contact
Center software
For more information, please RingCentral, Inc. (NYSE: RNG) is a leading provider of business cloud communications and contact center solutions based

contact a sales representative.

on its powerful Message Video Phone™ (MVP™) global platform. More flexible and cost effective than legacy on-premises
PBX and video conferencing systems that it replaces, RingCentral empowers modern mobile and distributed workforces to

Visit ringcentral.com or call communicate, collaborate, and connect via any mode, any device, and any location. RingCentral offers three key products
855-774-2510 in its portfolio including RingCentral MVP™, a unified communications as a service (UCaaS) platform including team
- B . messaging, video meetings, and a cloud phone system; RingCentral Video®, the company's video meetings solution with
team messaging that enables Smart Video Meetings™; and RingCentral cloud Contact Center solutions. RingCentral’s
open platform integrates with leading third-party business applications and enables customers to easily customize
business workflows. RingCentral is headquartered in Belmont, California, and has offices around the world.
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