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ResolveAX empowers cloud contact centers to see, track, manage, and resolve issues that negatively impact
live calls with customers through real-time agent environment monitoring. With system health checks,
automatic alerts, non-technical troubleshooting guidance, and visual dashboards, contact center teams can

swiftly resolve problems that typically take agents offline, tie up IT, and negatively impact an organization’s
ability to serve customers with flawless CX.

Meet Cyara RGSO'VGAX, Contact centers and agents represent their company, often
. serving as the primary channel between businesses and

a solution that empowers customers. More and more, today’s modern contact centers

brands to deliver flawless are accommodating flexible work environments with agents

CX b bli |-ti working in-office, from home or offshore. As the complexity
y enabling reai-time of new working habits and the technology platforms that

monitoring, diagnoses, and power contact centers grow, so too does the challenge of

resolution of technical, assuring the quality of service agents deliver to customers.
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connectlwty, voice quallty According to research’, the average call center receives

4,400 calls per month. In large contact centers, statistics

and environment issues have shown as high as 30%? of those calls have been
that negatively impact impacted by environmental, behavior, or technical

. performance issues. With simple math, we can deduce
customer experience. that 1,320 callers are subject to some type of negative

experience when they call in to contact centers. And, since
almost 90%3 of customers report switching brands after a
single poor customer experience, bad calls will seriously
impact an organization’s bottom line.

Without a way to monitor and quickly diagnose,
troubleshoot, and resolve these agent environment issues,
businesses put contact center productivity and customer
satisfaction at risk.
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RESOLVEAX BENEFITS FOR CALL CENTERS
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Lower technical effort Gain visibility & control Improve agent experience Lower mean-time-to-repair

Automatically captured Real-time & historical Provide state-based Actionable call data &

call quality and views to identify patterns technology health status guidance that drives faster
connectivity data and manage issues and resolution guidance issue resolution

When agents can't take calls because of
bad connections, supervisors lack visibility Realized results
of agent environments to be able to provide
troubleshooting guidance, and IT teams are
overwhelmed with escalations that lack data
necessary for effective root-cause analysis
and resolution, it directly impacts business
metrics that matter. Studies show that

poor voice quality issues alone increases
average handle time by 27%* and when

calls take longer, productivity and customer

» Up to 4 hours of troubleshooting/RCA
saved per agent issue

 Up to 80% decrease of agent-related
tickets submitted

 Up to 50% reduction in agent downtime

satisfaction plummets. » Reduced AHT and repeat calls resulting
Organizations need technology to help in lower CCaaS usage costs

address the challenges of managing agent . . .

workstation environments and support agent ‘ AUtoma“C deteCt'Qn of enY|r0nmenta|
productivity, operational visibility and control, interference affecting quality CX

faster issue resolution, and — as a result -
happier customers.

ResolveAX provides contact center agents, supervisors, and technical teams with browser-based application
analysis of location, ISP, call, network, mic/headset issues, as well as agent logins and voice quality Mean
Opinion Score (MOS) for every call, reducing the time and effort needed to troubleshoot and resolve issues.

Beyond the automatically captured data for live customer calls, ResolveAX also provides agents and
supervisors with non-technical troubleshooting guidance specific to each issue experienced, offering first-line
support for simple issues like required browser updates, mic or headset incompatibility, Internet connectivity,
CPU, and Memory problems.

This translates directly to fewer tickets sent to IT and less time and effort spent on troubleshooting and root-
cause analysis. With ResolveAX collecting, aggregating, and organizing live call telemetry data that drives
faster issue resolution, agents can have better quality calls from wherever they’re working. This reduces
agent and caller frustration, boosts productivity, and improves customer satisfaction.
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Today, having a way to monitor, manage,
and quickly resolve issues that at-home
contact center agents experience is no
longer a “nice-to-have.” Instead, it's a
necessity in order to keep your contact
center productive, meet your performance
goals, and ultimately deliver quality
customer experiences.

Lightweight, secure, and privacy compliant,
ResolveAX runs in the background of agent
workstations, passively monitoring live calls and
providing real-time system performance data,
starting from the moment an agent first logs on
with an automatic system health check to assure
they're ready to take calls.

When health checks reveal that an agent’s
workstation configuration doesn’'t meet the
requirements necessary to support quality
customer interactions, ResolveAX automatically
notifies agents and supervisors of the problem.
These alerts contain more than just error data,
offering links to self-diagnosis and repair support,
which empowers them to fix simple issues quickly
and get back online.

And for more complicated problems, supervisors
and IT can view historical and real-time data about
call quality performance for individuals or groups
of agents via customizable dashboards. This
enables them to identify geographic or carrier-
specific outages, behavioral issues, and other
metrics affecting call quality.
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CX assurance built for an Al-first world

Learn more about ResolveAX

ResolveAX delivers superior CX
with these key features:

Real-time call metrics: Real-time call telemetry data
enables faster issue identification and remediation,
improving call quality and agent productivity.

Agent environment visibility: ResolveAX
monitors an agent’s environment throughout their
shift, ensuring that it follows compliance and
organizational standards.

Alerting and reporting: Whenever an issue occurs,
your team will receive an automated alert and

report detailing the issue, which can then be used to
accelerate MTTR and shared to promote company-
wide visibility.

Actionable insights: Detailed call data inform
business decisions on how you can improve your CX

offerings, so you can proactively eliminate issues
and delight your customers.

 Real-time call monitoring and issue detection

» Inbound and outbound tracking

 Actionable insights

 Proactive agent environment validation

 Holistic agent environment and behavior monitoring
- Automated alerting and reporting

« Universal remote desktop plug-in

- Self-service troubleshooting

- Integration with all major CCaaS providers

@ LinkedIn.com/company/Cyara

O YouTube.com/Cyara
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