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Performance Motivation Systems and Methods for Contact Centers

RELATED APPLICATIONS
[0001] The present application claims prioxjity under 35 U.S.C. §119(e) to U.S.
Provisional Patent Application Serial No. 60/663,968, by Kim A. Cooper, filed on March

22,2005, and entitled “Systems and Methods for Optimizing Agent Performance,” the
contents of which are hereby incorporated by reference in their entirety.

[0002] The present application claims priority to U.S. Patent Application
Serial No. 11/115,845 entitled, “Performance Motivation Systems and Methods for
Contact Centers” filed April 26, 2005, the contents of which are hereby incorporated by
reference in its entirety.

[0003] The present application claims priority to U.S. Patent Application
Serial No. 11/115,846 entitled, “A Graphical Tool, System, and Method for Visualizing
Agent Performance” filed April 26, 2005, the contents of which are hereby incorporated
by reference in its entirety.

[0004] The present application claims priority to U.S. Patent Application filed
March 21, 2006 by Kim A. Cooper entitled, “Performance Motivation Systems and
Methods for Contact Centers”, the contents of which are hereby incorporated by reference

in its entirety.

BACKGROUND

[0005] It is not uncommon for businesses to expend significant amounts of
money and resources to maximize the performance of employees. This is especially true
for employees who may impact the reputation of a business by dealing directly with its
customers. For example, many businesses operate or contract customer service centers
(e.g., call centers) to provide services to customers. The customer service centers
typically employ agents to interface with customers and/or potential customers by way of
telephone calls, e-mail messages, or other forms of communication. Because of the direct
communication between customer service agents and customers, the agents are in

positions that may significantly influence the reputation of a business. Consequently,
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customer service centers spend significant efforts to train their agents to provide effective
and timely customer service.

[0006] The skill, training, motivation, and performance of call center agents
are significant factors that contribute to the success of a call center. In particular, the
profitability of a call center is influenced by the quality of customer service provided by
agents, as well as by the volume of interactions handled by the agents. Unfortunately,
many agents are unaware of the extent to which they influence the success of a call center.

Specifically, agents are typically unaware of the real-time performance levels required to
cover the overhead and profit margins of the call center.

[0007] Many technologies have been introduced to help call centers succeed.
Examples of such technologies include automated computer systems designed to track
statistics of call centers. For example, call analytics such as the number of calls handled,
the lengths of the calls, the number of incidents resolved, and the average time to handle
incidents are typically tracked by call center systems. These statistics are sometimes used
by managers to analyze the performance of the call center. For example, managers often
use the statistics in periodic performance reviews to help train call agents.

[0008] Other technologies have been introduced for using call center statistics
to monitor and report the performance of agents. Some such technologies are even
designed to provide agents with variable compensation based on the performance levels
of the agents. This is intended to motivate the agents to improve their performance levels
in order to increase their payouts.

[0009] While existing performance management technologies may have
helped to automate some performance management tasks, there remains room for
improvement. For example, existing performance management technologies are costly.
One significant cost of existing technologies results from the difficulties involved in
integrating the technologies with existing call center systems. Call center systems
typically use a wide variety of native computing platforms, languages, and protocols.
Consequently, existing performance management technologies have traditionally required
significant investment for integration with call center systems, as well as for maintenance
of the integrated technologies. The costs are often significant enough to dissuade small

and medium-size cal] centers from making such an investment.
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[0010] Moreover, many call centers are reluctant to provide full access to their
computing systems, especially when trade secrets and industry know-how are contained in
the systems. This poses a significant problem because significant access is required to
integrate existing performance management technologies with call center systems.

[0011] Because of the difficulties, costs, and complexities involved in the
integration of existing performance management technologies, manual entry of call center
statistics is still widely used. For example, a call center typically includes several
different computing tools for tracking and recording call center statistics. Because the
computing tools are often implemented in different computing languages and platforms,
many existing performance management technologies cannot be practicably interfaced
with all of the different computing tools used in all call centers. As a result, many call
centers rely upon manual entry of some statistics for use in existing performance
management technologies. Manual entry introduces delays and errors into performance
management, thereby preventing real-time performance-based motivation.

[0012] Another shortcoming of existing performance management
technologies can be described as an inability to maximally motivate agents. In particular,
several existing technologies seek to motivate agents by informing them of their
performances. While this may help motivate agents to increase performance to some
degree, these technologies do not maximize the value that may be provided by agents
because the agents are not informed of their performances in a manner that encourages
self-motivation to add value to the call center. For example, agents may be informed of
their performance statistics (e.g., call volume), but the performance statistics are typically
provided in a manner that leaves the agents uninformed as to how their performances
immediately affect the success of the call center. To illustrate, agents are not typically
informed as to how their performances relate to the overhead, profitability margins, and
financial success of a call center. Agents left unaware of their values to the call center
typically fall short of consistently adding value to the call center. Thus, existing
technologies do not provide performance measurements in a manner that encourages
maximum self-motivation among agents.

[0013]  The above-described shortcomings of existing performance

management technologies are highlighted by the continuously high attrition rate of call
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center agents. Even when call centers provide competitive salaries and traditional
performance motivators, call center agents continue to experience high turnover rates.
Consequently, call centers are forced to spend additional money to recruit and train new
agents. The recruitment and training of rookie agents requires significant expenditures
that erode profitability.

[0014] At least part of the high turnover rates may be attributable to the failure
of call centers and existing technologies to focus on the satisfaction and self-motivation of
agents. The attention of many existing call centers has been so focused on pleasing
customers or motivating agents through variable compensation and peer comparison that
existing performance management technologies have failed to consider the importance
associated with providing agents with fulfillment, self-motivation, and satisfaction ina
manner that also promotes the attainment of the goals of call centers. More specifically,
traditional performance management tools have failed to inform agents of their value to
the call center. The traditional tools have also failed to instill in agents the self-
motivation to add value to and work for the success of a call center. Consequently, high

attrition rates among agents have continued and even increased over the last few years.

SUMMARY

[0015] An embodiment of a system for optimizing agent performance includes
a data collector configured to receive data representative of contact center statistics from a
contact center and to use the statistics to calculate performance metrics. The system also
includes a presentation module configured to provide data representative of the
performance metrics to a client device configured to present the performance metrics for
consideration by an agent associated with the contact center. The performance metrics are
representative of agent performance in relation to at least one predefined performance
threshold. In certain embodiments, the statistics include a customer satisfaction survey
score that is based on actual feedback received from a customer. In certain embodiments,

the performance metrics are provided to the client device in real time or near real time.
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BRIEF DESCRIPTION OF THE DRAWINGS

[0016] The accompanying drawings illustrate various embodiments of the
present methods and systems and are a part of the specification. Together with the
following description, the drawings demonstrate and explain the principles of the present
methods and systems. The illustrated embodiments are examples of the present methods
and systems and do not limit the scope thereof.

[0017] Figure 1 is a block diagram illustrating a performance motivation
system for contact centers, according to an exemplary embodiment.

[0018] Figure 2 is a block diagram illustrating an example of a hosted
implementation of the system of Figure 1, according to an exemplary embodiment.

[0019] Figure 3 is a block diagram illustrating an example of an enterprise
implementation of the system of Figure 1, according to an exemplary embodiment.

[0020] Figure 4 is a block diagram illustrating a detailed example of the
enterprise implementation of Figure 3, according to an exemplary embodiment.

[0021] Figure 5 is an illustration of an example of an agent view provided by
the system of Figure 1, according to one exemplary embodiment.

[0022] Figure 6A is an illustration of the agent view of Figure 5 and an
explanatory window pane displayed adjacent to the agent view, accordingly to an
exemplary embodiment.

[0023]  Figure 6B is an illustration of another explanatory window pane,
accordingly to an exemplary embodiment.

[0024]  Figure 6C is an illustration of yet another explanatory window pane,
accordingly to an exemplary embodiment.

[0025] Figure 7 is a flowchart illustrating a method of providing visual
motivation for agent performance using the system of Figure 1, according to an exemplary
embodiment.

10026]) Figure 8 is a block diagram illustrating another exemplary performance
motivation system, according to an embodiment.

[0027] Figure 9 is a block diagram illustrating exemplary elements of the data

collector of Figure 8, according to an embodiment.
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[0028] Throughout the drawings, identical reference numbers designate

similar, but not necessarily identical, elements.

DETAILED DESCRIPTION

[0029] The present specification describes methods and systems for providing
visual performance motivation., Certain examples of the present systems and methods
use service-oriented architecture to acquire statistics from contact center data sources,
calculate performance metrics based on the statistics, and present the performance metrics
on client devices (“clients”) for consideration by users of the clients. In certain
embodiments, the performance metrics are presented in real time or near real time. The
performance metrics and other information presented to users are designed to motivate the
users to maximize their performances. Some examples of the present systems and
methods may use web services to connect to the contact center data sources.

[0030] In the present specification and in the appended claims, the term
“service-oriented architecture” is meant to be understood broadly as a software
architecture providing loosely coupled, highly interoperable services to connected
computing devices. Service-oriented architectures are able to make computing resources
available to connected computing devices as independent services that may be accessed in
a standardized way. Service-oriented architectures allow services to be provided
regardless of the platform or technology of a computing device requesting the services.
Service-oriented architectures allow services to interface with the computing devices in a
lightweight and non-invasive manner, which makes the present systems and methods easy
to interface with contact center applications. Further, the lightweight configuration of the
present systems and methods reduces implementation, maintenance, and support costs
associated with interfacing with contact center applications. The service-oriented
architectures may utilize web services technology.

[0031] The term “web services” is meant to be understood as any
mechanism(s) for connecting computing applications regardless of the technology,
location, and platform of the applications. With web services, computing applications can
dynamically interact with other computing applications using one or more standardized

communications protocols (e.g., XML, SOAP, HTTP, WSDL, and/or UDDI). Web
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services are able to provide added-value services to connected computer programs with
reduced or no manual input. Web services may allow computing applications on a hosted
server to be made available for use by connected users or computer programs. Web
services usually include some combination of computer programming and data, but may
include human resources as well. As known to those skilled in the art, web services are
not limited to web-based connections and may be used to loosely couple computing
applications across a wide variety of different connections, including but not limited to
local area networks, wide area networks, the Internet, and other known types of
connections.

[0032] The term “incident” is meant to be understood as a communication
instance being processed by a contact center. The incidents are typically handled by
contact center agents. In the case of a call center, for example, a telephone call handled
by an agent may be referred to as an incident.

[0033] The term “agent” is meant to be understood broadly as any person or
entity participating in the handling of contact center incidents, including employees and
independent contractors. In the case of a call center, for example, an agent may handle a
telephone call by communicating with another party (e.g., a customer or potential
customer) to resolve any questions or concerns, collect survey information, or solicit a
sale or contribution.

10034} In certain examples of the present methods and systems, the

performance metrics are representative of agent performance in relation to at least one

- predefined performance threshold. Presentation of the measured performance of an agent

in relation to the predefined threshold or thresholds is designed to help motivate the agent
to increase his or her performance. In certain embodiments, the performance metrics are
provided to the client device in real time or near real time so that the agent is presented
with positive immediate consequences based on his or her performance. In certain
embodiments, the statistics include a customer satisfaction survey score that is based on
actual feedback received from a customer. Accordingly, the performance metrics may be
based on the customer satisfaction survey score, which may be presented for consideration

by the agent. The exemplary systems and methods may reward the agent when the
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performance metrics indicate that the performance of the agent is at least a predetermined
margin above the predefined performance threshold.

[0035] In the following description, for purposes of explanation, numerous
specific details are set forth in order to provide a thorough understanding of exemplary
methods and systems for motivating agent performance. It will be apparent, however, to
one skilled in the art that the exemplary methods and systems may be practiced without
these specific details. Reference in the specification to “one embodiment” or “an
embodiment” means thét a particular feature, structure, or characteristic described in
connection with the embodiment is included in at least one embodiment. The
appearances of the phrase “in one embodiment” in various places in the specification do

not all necessarily refer to the same embodiment.

L Exemplary System Elements

[0036]  Figure 1 is a block diagram illustrating a performance motivation
system (100) (or simply “the system (100)) for contact centers, according to one
exemplary embodiment. The system (100) may be configured in a service-oriented
architecture and may be implemented as software instructions, or other forms of
computing instructions, on one or more computer-readable mediums. The instructions
may be configured to direct operations of one or more computing devices (e.g., one or
more servers). In many embodiments, the system (100) is implemented as one or more
hosted applications operating on one or more servers such as web servers (not shown). In
other embodiments, the system (100) may be implemented as a combination of hosted and
distributed applications, as described in more detail further below.

[0037] As illustrated in Figure 1, the system (100) includes a listener
subsystem (120), a data store (130), and an application subsystem (140). The application
subsystem (140) is communicatively coupled to clients (150-1 through 150-n)
(collectively “the clients (150)"). The clients (150) are accessible to users (160-1 through
160-n) (collectively “the users (160)”). The listener subsystem (120) is communicatively
coupled to contact center data sources (170). The listener subsystem (120) may be
configured to acquire information, including contact center statistics, from the contact

center data sources (170) and to store at least a subset of the acquired information in the
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data store (130). Alternatively, the listener subsystem (120) may send the acquired
information to the application subsystem (140), which can store at least a subset of the
acquired information in the data store (130). The application subsystem (140) is
configured to access, retrieve, and aggregate information stored in the data store (130).
The application subsystem (140) may use the acquired information to calculate agent
performance metrics. The agent performance metrics and other information may be
processed and sent to the clients (150) in a form suitable for being presented for
consideration by the users (160). Each of these elements will now be described in more
detail.

A. Contact Center Data Sources

[0038] The contact center data sources (170) may include any tools and
technologies useful for operating a contact center, including but not limited to computer-
automated applications for directing incoming messages (e.g., incoming telephone calls,
chat messages, or e-mail messages) to appropriate agents, recognizing input (e.g., voice or
dual-tone multi-frequency (“DTMF”) inputs), managing customer relationships (e.g.,
customer relationship management (“CRM”) tools), storing and accessing data, tracking
billing and accounting functions, calculating agent expenses (e.g., overhead), calculating
contact center profitability margins, tracking human resources information, etc. The
contact center data source (170) may include any known technology for monitoring
statistics associated with the call center, including statistics related to call analytics,
incidents, agent activity, incoming and outgoing communications, lengths of time spent
handling incidents, call transfers, call resolution, customer feedback data (e.g., customer
satisfaction survey data), expenses, schedule compliance, peer reviews, certifications, etc.
The contact center data sources (170) may be configured to operate with various types of
contact centers, including customer service centers and call centers. The contact center
data sources (170) may be configured to process any suitable form of communication,
including e-mail messages, chat messages, telephone calls, and other known forms of
communication.

[0039] As known to those skilled in the art, contact center data sources (170)
may be configured to collect and store statistics (sometimes referred to as “silo data™)

related to the operation of the contact center. As discussed below, the statistics may be
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made available to the application subsystem (140) for use in calculating agent
performance metrics. In many embodiments, the contact center data sources (170) are
loosely coupled to one or more components of the system (100) by way of a service-
oriented architecture such that the system (100) may conveniently interface with and
provide services to the contact center data sources (170). By using a service-oriented
architecture loosely coupled to the call center data sources (170), the system (100) can be
implemented to operate on top of contact center data sources (170) and other contact
center applications. This allows easy and non-invasive interfacing of the system (100)
with contact center data sources (170) of many different platforms and technologies,
which makes the system (100) easy to interface with contact center applications. Further,
the lightweight configuration of the system (100) reduces implementation, maintenance,
and support costs associated with interfacing with contact center applications.

B. Users

[0040] The users (160) are typically human beings who can utilize the clients
(150) to interface with the application subsystem (140). However, the users (160) may be
other living organisms, automated agents, or forms of intelligence technology configured
to provide input to and/or consider output from the system (100). The users (160) may be
assigned different roles having particular privileges with the system (100). For example,
the users (160) may be assigned roles such as agent, team leader, manager, and
administrator. An agent may be given privileges for accessing agent-specific information
and screens, while a team leader may be given privileges for accessing team-specific
information, including information associated with any agent of the team. Administrators
and/or managers may be given full administrative privileges, including privileges for
configuring the settings of the system (100). When a particular user (160) logs into the
system (100), the system (100) is able to present appropriate user interfaces to the user
(160) based on the role and privileges assigned to the user (160).

C. Clients

[0041]  The clients (150) may include any devices physically or remotely
accessible to the users (160) and that allow the users (160) to provide input to, receive
information from, or otherwise access the system (100). For example, the clients (150)

may include, but are not limited to, desktop computers, laptop computers, workstations,
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personal data assistants, cellular telephones, satellite pagers, wireless internet devices,
embedded computers, video phones, network interface cards, mainframe computers, mini-
computers, programmable logic devices, vehicles, entertainment devices, gaming devices,
telephony devices, and other future devices that may not yet currently exist. The clients
(150) may include various peripherals such as a terminal, keyboard, mouse, screen,
printer, stylus, input device, output device, or any other apparatus that can help relay
information between the users (160) and the application subsystem (140).

[0042] Each of the clients (150) typically includes instructions that may be
executed by a processor (not shown) to enable communication with the application
subsystem (140). The instructions may be in any computer-readable format, including
software, firmware, microcode, and the like. In one embodiment, the clients (150) are
equipped to communicate with the application subsystem (140) over a network such as
the Internet (not shown in Figure 1). Any known connection may be used to connect the
clients (150) with the application subsystem (140), including secure web services
connections.

[0043] The clients (150) may be equipped to operate web browsers, including
known web browsers such as Internet Explorer®. Through web browsers, the users (160)
are able to access the functionality of the system (100). In particular, the web browsers
are able to forward requests for information to the application subsystem (140), as well as
display any retrieved information for viewing by the users (160). Several exemplary
graphical views provided by the system (100) for presentation on the clients (150) will be
described further below.

[0044] Although not shown in Figure 1, the clients (150) may be connected to
the contact center data sources (170) for purposes of contact center operations. For
example, the clients (150) may comprise agent workstations running contact center
software programs such as those designed to assist agents in the routing and handling of
contact center incidents (e.g., customer calls and requests). Accordingly, the contact
center data sources (170) may be able to monitor activity occurring on the clients (150).
As discussed below, the system (100) is able to acquire and utilize monitored contact

center information (e.g., performance statistics) to motivate agent performance.
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D. Listener Subsystem

[0045] The listener subsystem (120) may be configured to acquire information
from the contact center data sources (170). Any information made available by the
contact center data sources (170) may be acquired by the listener subsystem (120),
including any of the statistics described above.

[0046] In some embodiments, the listener subsystem (120) may be configured
to remotely acquire information from the contact center data sources (170). For example,
the listener subsystem (120) is capable of acquiring information over a network (e.g., the
Internet) or other known connection by listening for predefined events associated with the
contact center data sources (170). In some embodiments, the listener subsystem (120) is
configured to receive information from the contact center data sources (170) using web
services. In other words, the information may be acquired in a web services protocol
format. Accordingly, contact center data sources (170) are able to make information
available simply by converting it to a web services protocol format for transmission to the
listener subsystem (120). Of course, other suitable types of communications (e.g., e-mail
messages, hypertext transfer protocol (“HTTP”) messages, and file transfer protocol
(“FTP”) messages) may be used to communicate data from the contact center data sources
(170) to a remotely located (e.g., hosted) listener subsystem (120).

[0047] In other embodiments, the listener subsystem (120) may form an
integral part of, or at least be implemented proximate to, the contact center data sources
(170). Accordingly, the listener subsystem (120) and the contact center data sources (170)
may be connected by any known local connections. Exemplary remote and integral
implementations of the listener subsystem (120) will be described further below.

[0048] The listener subsystem (170) may save some or all of the acquired data
to the data store (130) for later use by the system (100). In certain embodiments, the
listener subsystem (120) is able to acquire and store information in real time, or at least in
substantially real time. The listener subsystem (120) may also be configured to acquire
and store information from the contact center data sources (170) and periodically provide

the acquired information to the application subsystem (140) in batches.
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E. Data Store

[0049] The data store (130) may comprise one or more storage mediums or
devices. The data store (130) may employ any type and form of storage media known to
those skilled in the art. The data store (130) may be configured to store predefined data,
as well as information acquired by the listener subsystem (120). The information may
include any of the information acquired by the listener subsystem (120), as described
above. The predefined data may include information predefined by an administrator or
manager. For example, the data store (130) may include information representative of
performance goals and thresholds, rewards, reward thresholds, reward codes, agent costs,
overhead costs, profitability margins, agent statuses, team statuses, bonus information,
bonus thresholds, perks, perk thresholds, money generated by agents, contest rules, agent
identifiers, agent information (e.g., direct deposit information), performance metric
heuristics, and any other information that may be used to motivate agent performance.

[0050] The data store (130) may also store configuration data for the system
(100), including data provided through administrative functions of the system (100). For
example, stored administrative data may include agent profiles, company profiles, team
profiles, task assignments, and any other type of configuration information.

[0051] The data store (130) may include predefined back-up settings that may
be configured for use when up-to-date information acquired by the listener subsysten:
(120) is unavailable. For example, if the connection between the listener subsystem (120)
and the application subsystem (140) or data store (130) is temporarily unavailable, the
system (100) may use the predefined settings as a back-up to the acquired information.
Administrators may define the settings based on historic performance levels or other
factors useful for estimating actual performance statistics. Alternatively, the system (100)
may be configured to automatically determine back-up settings based on historic
performance levels.

[0052] The data store (130) may include any known technologies useful for
storing and accessing information. For example, the data store (130) may include
structured query language (“SQL”) technologies, including an SQL or MySQL server.
The data store (130) may include one or more databases, which may be in the form of

relational databases.
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F. Application Subsystem

[0053]  The application subsystem (140) is configured to receive information
obtained by the listener subsystem (120). The information may be obtained directly from
the listener subsystem (120) and/or from the data store (130). In some embodiments, the
application subsystem (140) uses web services to receive information from the listener
subsystem (120).

[0054] The application subsystem (140) is able to search for and retrieve
information from the data store (130). The application subsystem (140) can include or
communicate with a search server (e.g., an SQL server) configured to search the
information in the data store (130). Accordingly, the application subsystem (140) is able
to identify at least a subset of the information in the data store (130), based on a search
request.

[0055] The application subsystem (140) includes predefined instructions and
logic capable of formatting, transforming, organizing, aggregating, and otherwise
processing information retrieved from the data store (1 30). In particular, the application
subsystem (140) is configured to organize and provide formatted information to the
clients (150) in a manner that can be presented to the users (160). For example, the
application subsystem (140) may be configured to use information (e.g., agent statistics)
retrieved from the data store (130) to calculate agent performance metrics. The
performance metrics include information depicting performance levels of agents, based on
information acquired by the listener subsystem (120). The performance metrics may
further include performance thresholds and rewards that are provided when agent
performance levels reach the performance thresholds. Performance information, rewards,
and the relationship between the performance information and the rewards may be
presented to agents in real-time (or near real time) so that the agents are able to consider
the immediate consequences of their performances. In other words, the performance
metrics may be presented as a real-time visual gauge that depicts the immediate
consequences of agent performance. In accordance with principles of behavioral science,
the awareness of immediate consequences tends to facilitate agent self-motivation, which

encourages maximized performance.

14



10

15

30

WO 2006/102270 PCT/US2006/010117

[0056] The application subsystem (140) may associate agent performance
metrics with agent scorecards, which may be sent to the clients (150) for presentation to
the users (160). The agent scorecards may be presented to the users (160) in graphical
form. In some embodiments, for example, the application subsystem (140) includes one
or more web servers configured to send web pages containing the agent scorecards to the
client device (150). The client device (150) may display the web pages to the user (160)
using a web browser or other suitable application, as described above. An exemplary
embodiment of an agent scorecard will be described in detail below.

[0057] The application subsystem (140) may be implemented as a web
services application, or group of web services applications, running on one or more
servers. In an exemplary embodiment, the application subsystem (140) is implemented in
the form of a “ NET” application running on an Internet information server, as will be
understood to those skilled in the art. By using web services, the system (100) is able to
acquire and provide real-time up-to-date information for presentation on the clients (150).

Contact center data source (170) of many different technologies and computing platforms
can be easily expanded to interface with the listener subsystem (120) and/or the
application subsystem (140) by providing data in web services protocol formats. Thus,
the use of web services provides a platform-independent interface with the system (100)
so that many different types and configurations of contact center data sources (170) may
be conveniently and cost-effectively interfaced with the system (100). The use of web
services reduces, or even eliminates, manual entry of contact center statistics, thereby
providing automatic acquisition of a wide range of statistics that may be used to motivate
agent performance.

[0058] The application subsystem (140) may be configured to present
information to the client device (150) in real time (or near real time) so that users (160)
are able to view up-to-date performance information (e.g., performance metrics). The
information may be transmitted to the clients (150) in any suitable format, including
hypertext markup language (“HTML”) messages. With real-time information being
displayed by the clients (150), users (160) are able to know immediately, or at least nearly
immediately, their statuses with respect to current performance levels, bonuses, rewards,

value to the call center, current activity, incentives being offered, agent overhead costs,
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profit margins, and any other information helpful for motivating the user (160) to perform
by providing immediate feedback as to how the current performance of the user (160)
adds value and qualifies for rewards. Again, the indication of immediate consequences

tends to facilitate agent self-motivation, which encourages maximized performance.

11, Exemplary System Implementations

[0059] The system (100) may be implemented in a wide variety of different
service-oriented configurations, including hosted configurations and enterprise
configurations. Figures 2 and 3 are a block diagrams illustrating examples of hosted and
enterprise implementations of the system (100), according to exemplary embodiments.

A. Exemplary Hosted Implementation

[0060] In Figure 2, the system (100) is implemented in a hosted configuration
in which the listener subsystem (120) is configured to remotely acquire information from
the contact center data sources (170). As shown in Figure 2, the listener subsystem (120)
may be connected to the contact center data sources (170) through a network (210) and a
firewall (220). The network (210) may comprise the Internet, and the firewall (220) may
be in the form of any firewall known to those skilled in the art. While Figure 2 shows the
network (210) connecting the listener subsystem (120) and the contact center data sources
(170), any known suitable conmection (e.g., web services connections) may be used.

[0061] The listener subsystem (120) is able to receive contact center statistics
over the network (210) using a secure connection such as a virtual private network
(“VPN™) connection, file transfer protocol (“FTP”) connection, or hypertext transport
protocol (“HTTP”) connection. In many exemplary embodiments, web services
connections are used to connect the listener subsystem (120) with the contact center data
sources (170).

[0062] In the configuration shown in Figure 2, data sources in the contact
center data sources (170) are preferably accessible from the network (210) in a manner
that exposes contact center data for acquisition by the listener subsystem (120). For
example, the data sources may be configured or expanded to provide data in web services
protocol format or other suitable format. With each data source being configured to

expose data for retrieval by web services applications, the listener subsystem (140) may
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be easily and inexpensively interfaced with the contact center data sources (170).
Accordingly, the system (100) provides a cost-effective upgrade to already deployed
contact center data sources (170).

[0063]) Figure 2 illustrates several possible contact center data sources (170),
including a public branch exchange (“PBX”) (224), an internal application (228), an
interactive voice recognition (“IVR”) application (232), MySQL technology (236), and a
human resources application (244), each of which is known to those of ordinary skill in
the art. The contact center data sources (170) may also include other data sources,
including but not limited to call analytics servers, chat and e-mail servers, and customer
relationship management (“CRM”) servers. The data sources preferably expose their data
to the listener subsystem (120) such that the data can be monitored and acquired over the
network (210). For example, the human resources application (244) may include
information about the expenses of a contact center, including expenses attributable to
particular agents for calculations of overhead and profitability margins. The expenses
data may be exposed to the listener subsystem (120).

[0064] In the implementation shown in Figure 2, the listener subsystem (120)
is configured to forward the acquired contact center data to the application subsystem
(140), which may store the data in the data store (130). As described above, the
application subsystem (140) may be configured to retrieve information from the data store
(130), use the retrieved data to generate agent performance metrics, associate the metrics
with an agent scorecard, and send the scorecard to the client (150) for presentation to a
user (160). The application subsystem (140) may send the scorecard to the client (150)
over a network (e.g., the network (210)), such as the Internet, using secure web services
connections.

[0065] The client (150) is configured to present the information (e.g., the
scorecard) received from the application subsystem (140) for viewing by the user (160).
As shown in Figure 2, the client (150) may include or generate presentation views (270)
that may be displayed on the client (150). The presentation views (270) may be in the
form of visual displays, including but not limited to graphical user interfaces (“GUIs”)
such as web pages. The presentation views (270) may be of many different formats and

may include information dynamically selected for display based on criteria associated
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with the particular user (160) associated with the client (150). For example, the
presentation views (270) may include an agent view for agents, or a team view for team
managers. The presentation views (270) may include the agent scorecard and other
information generated by the application subsystem (140). Several exemplary
presentation views (270) and associated information contained therein will be discussed
in greater detail below.

B. Exemplary Enterprise Implementation

[0066] The system (100) may be implemented in an enterprise (i.c.,
distributed) configuration. In Figure 3, the system (100) is implemented in an enterprise
configuration in which the listener subsystem (120) is integrated with the contact center
data sources (170). More specifically, the listener subsystem (120) is implemented behind
the firewall (220) as part of the network of a contact center. This allows the listener
subsystem (120) to acquire data from the contact center data sources using the data access
interfaces natively provided by the data sources. Accordingly, data sources do not have to
be modified to provide data access interfaces for directly exposing data to a remote
application. Instead, the listener subsystem (120) may provide a loosely coupled interface
with the data sources of the contact center data sources (170).

[0067] The listener subsystem (120) may acquire data and store the acquired
data in a local data store (see Figure 4; 430). The listener subsystem (120) may forward
the acquired data over the network (210) to the application subsystem (140). In many
exemplary embodiments, a web services connection is used to transmit the data from the
listener subsystem (120) to the application subsystem (140). Accordingly, the listener
subsystem (120) may be configured to package the acquired data in a web services
protocol format (e.g., SOAP format) for transmission to the application subsystem (140),
which may be configured for interpreting data received in web services protocol formats.
The application subsystem (140), data store (130), and client (150) may function as
described above to generate performance metrics from the gathered data (e.g., statistics)
and to present the performance metrics in presentation views (270) for consideration by
the users (160).

[0068] F‘ igure 4 is a block diagram illustrating a detailed example of the

enterprise implementation of the system (100) as shown Figure 3, according to an
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exemplary embodiment. Other embodiments and implementations of the system (100)
may also include the layers shown in Figure 4. As shown in Figure 4, the listener
subsystem (120) may be integrally configured as part of the contact center data sources
(170). As discussed above, the listener subsystem (120) may acquire data from the
contact center data sources (170). Figure 4 illustrates several exemplary contact center
data sources, including a call analytics server (410), a chat/e-mail server (414), a human
resources server (418), and a customer relationship management (“CRM”) server (422),
which are well-known to those skilled in the art.

[0069] The listener subsystem (120) may include a local data store (430) to
which the acquired data may be stored. The local data store (430) may include any
suitable technologies and media for storing and accessing data. The local data store (430)
allows the listener subsystem (120) to maintain the acquired data in case the connection
with the application subsystem (140) is unavailable. The data may then be transferred
when the connection becomes available.

[0070] The listener subsystem (120) may include a model layer (434), a
business layer (438), and a data 1ayér (442). The model layer (434), business layer (438),
and data layer (442) may be in the form of software instructions configured to provide an
interface with the local data store (430). For example, the data layer (442) may include
data objects configured to call predefined procedures for storing, accessing, searching,
retrieving, deleting, and performing other functions on data associated with the local data
store (430).

[0071] The data layer (442) may be configured to interface with the business
layer (438) and the model layer (434). Accordingly, the business layer (438) and the
model layer (434) may access the local data store (430) through the data layer (442). The
business layer (438) and/or the model layer (434) may operate on data retrieved from the
local data store (430) or acquired directly from the contact center data sources (170) to
convert the data into any format suitable for transmission to the application subsystem
(140), including web services formats. For example, the acquired data may be converted
to extensible markup language (“XML”) web services formats such as simple object
access protocol (“SOAP”) and web services description language (“WSDL”). Of course,

other web services protocols may be used, including universal description discovery and
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integration (“UDDI”) protocol. Other suitable communication formats and protocols may
also be used to communicate the acquired data to the application subsystem (140),
including e-mail messages, comma-separated-value files, and file transfer protocol
(“FTP”) messages, for example.

[0072] The application subsystem (140) includes several layers for processing
data received from the listener subsystem (120) and for communicating with the clients
(150). As shown in Figure 4, the application subsystem (140) may include a service layer
(460), a business layer (464), a data layer (468), a model layer (472), and a presentation
layer (476). The layers exchange data between them, and each layer is typically
responsible for the performance of one or more tasks. The layers may be in the form of
software instructions.

[0073] In general, the service layer (460) and the presentation layer (476) can
make requests to the business layer (464), which processes the requests. The business
layer (464) may access the model layer (472) to provide temporary state objects that may
be passed to the data layer (468). The business layer (464) may also access the data layer
(468), which may request data store (130) operations parameterized by data from the
model layer (472). The data layer (468) may then respond to the business layer (464) by
forwarding data. The business layer (464) may perform predefined operations on the data
and respond by forwarding the results of the processing to the presentation layer (476) and
the service layer (460). The presentation layer (476) and the service layer (460) are able
to forward the results to the clients (150). Each of the layers of the application subsystem
(140) will now be described in detail.

1. Service Layer

[0074] The service layer (460) is configured to provide application subsystem
(140) interfaces with the listener subsystem (120) and the clients (150). For example, the
service layer (460) may be configured to interpret data received from the listener
subsystem (120). In particular, the service layer (460) may be configured to unpack data
that is in web-services protocol format (e.g., SOAP format). The service layer (460) may
then forward the unpacked data to the business layer (464) for further processing. The
service layer (460) may provide a coarse-grained or fine-grained interface to the business

layer (464), as will be understood by those skilled in the art.
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[0075]  The service layer (460) may invoke predefined web services processes
to provide web services interfaces with the clients (150). For example, the service layer
(460) may invoke web services processes in response to requests for updating agent
statistics, adding users, and deleting users, just to name a few. With respect to a process
for updating agent statistics, for example, the service layer (460) may respond to a request
from a particular client (150) for updated agent performance metrics by accessing sub-
Jayer processes for accessing the requested information in the data store (130). For
example, the service layer (460) may call a business layer (464) process for updating
agent statistics. The business layer (464) may function as described below to obtain and
return the requested information to the service layer (460).

2. Business Layer

[0076]  The business layer (464) is configured to perform business logic
functions. More specifically, the business layer (464) may include class libraries
configured to model business logic used to generate the presentation views (Figure 2;
270). For example, the business layer (464) may include predefined instructions for
calculating agent performance metrics and generating agent scorecards containing the
performance metrics. The calculations may be based on data retrieved from the data store
(130).

[0077] The business layer (464) is configured to interface with the data layer
(468) to access the data store (130). More specifically, the business layer (464) may call
data layer processes that are configured to return data objects to the business layer (464).
The business layer (464) may then use the data objects to perform business logic
calculations. The business layer (464) may be configured to request retrieval of agent
statistics, team statistics, agent statuses, performance leaders, agent scorecard data, agent
bonuses, agent contests, security information, configuration information, and any other
information stored in the data store (130).

[0078] The business layer (464) may include instructions for calculating
performance metrics for agent scorecards. For example, a scorecard module may be
configured to calculate volume, customer service, quality, and performance scores for
particular agents. A volume score may refer to the number of incidents handled by an

agent. This number may be the current number handled or the number handled per a
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given period of time. A customer service score may refer to the average score given by
customers as part of a customer satisfaction feedback survey. A quality score may be
calculated based on a number of predefined weighted factors, including but not limited to
adherence to a work schedule, fulfillment of certification requirements, and peer ratings.
A performance score may be an overall agent score calculated from other scores. For
example, the performance score may factor in volume, customer service, and quality
scores.

[0079] The scorecard module may be configured to calculate the monetary
value added by an agent to the contact center. This value may be based on the overhead
cost and/or profit margin associated with the agent. Overhead cost may refer to an
amount of monetary outlays associated with the employment or contracting of the agent.
For example, wages, benefits, equipment costs, lease of premises space, and other well-
known expenses may be used to calculate the overhead costs associated with agents. The
amount of overhead costs may be calculated from data provided by the contact center data
sources (170). More specifically, expense data may be pulled from human resource
databases. Profit margin may refer to a predetermined per-agent profitability goal for the
contact center.

[0080] The value added by an agent may be calculated by subtracting
liabilities from the income generated by the agent. Income may be based on incidents
handled by the agent. For example, each incident may be pre-assigned a particular
monetary value. As an agent handles incidents, their values are summed. Liabilities (e.g.,
overhead costs or profitability margin) may be subtracted from the sum to determine the
current value (positive or negative) generated by the agent.

[0081] The business layer (464) may be configured to compare agent
performance metrics with predetermined performance thresholds to determine the status
of agent performance. For example, any particular measure of performance may be
compared with a threshold to determine whether an agent qualifies for a bonus, reward,
contest prize, and/or perk. The business layer (464) is able to determine when agents
have qualified for incentives, generate a notification, and submit the notification to the
presentation layer (476) for transmission to the clients (Figure 1; 150), as described

below. Further, the business layer (464) may include an illustration of performance in
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relation to a threshold in an agent scorecard. Agent bonus status may be stored and
tracked using the data store (130).

[0082] The business layer (464) may be configured to aggregate various types
and amounts of data retrieved from the data store (130). Aggregations may be calculated
continually or periodically based on the frequency of updates. Aggregate data may be
stored in the data store (130).

[0083] The business layer (464) may forward generated results (e.g.,
calculated scores or scorecards) to the presentation layer (476) and/or the service layer
(460) for transmission to the clients (Figure 1; 150). The results may be presented to
users (160) in real time (or near real time) in the presentation views (270), as described
below.

3. Data Layer

[0084] The data layer (468) moves data between the business layer (464) and
the data store (130). In other words, the data layer (468) provides access to the data store
(130). As mentioned above, the business layer (464) may access the data layer (468) by
calling data layer processes, which allows the business layer (464) to read data from and
write data to the data store (130).

[0085] The data layer (468) may include data access class libraries, data tables,
and stored processes. A data access application block may include helper classes that
provide an interface for calling the stored processes. The data layer (468) may utilize
known memory interface processes and technologies to provide access to the data store
(130).

4, Model Layer

[0086] The model layer (472) includes model layer data objects configured to
represent data instances or groups of data instances contained in the data store (130). For
example, the model layer (472) may include representations that model participants and
rules of business processes. The model layer (472) provides a level of abstraction on top
of the data layer (468). The model layer (472) is typically stateless and may be populated
by the business layer (464) with data obtained from the data layer (468).

[0087] The model layer (472) may include and use class libraries to model

actors, tasks, and performance measurements associated with contact centers. Merely by
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way of example, the model layer (472) may include objects for modeling agents, team
leaders, administrators, agent performance scores, agent statistics, agent bonuses, agent
contests, agent schedules (planned and actual), authorization, teams, team statistics, team
performance scores, incidents, tasks, companies, expenses, customer satisfaction surveys,
configuration information, and any other contributors to the business logic of the contact
center data sources (170).
5. Presentation Layer

[0088] The presentation layer (476) may be configured to format and transmit
data to the clients (Figure 1; 150) for presentation in the presentation views (270). The
data may be rendered to the clients (Figure 1; 150) in the form of HTML, which may be
presented to the users (Figure 1; 160) using a web browser. The presentation layer (476)
may include and use web pages, controls, and configuration files to render the
presentation views (270). Agent scorecards may be configured for inclusion in particular
presentation views (270). Exemplary presentation views (270) will be described further
below.

[0089] The presentation layer (476) is able to receive and process requests
from the clients (Figure 1; 150). Typically, the presentation layer (476) sends the request
to the business layer (464) for additional processing. The business layer (464) can

function as described above to respond to requests from the presentation layer (476).

III. Exemplary Presentation Views

[0090] The application subsystem (140) may be configured to provide data
representative of various forms of presentation views (270) to the clients (Figure 1; 150)
for presentation to the users (Figure 1; 160). The data may be transmitted to the clients
(Figure 1; 150) in any suitable format, including HTML pages. The application
subsystem (140) may include various predefined page templates for use in forming a
variety of presentation views (270).

[0091] The various forms of presentation views (270) may be divided into
categories of views. For example, the presentation views (270) may include, but are not
limited to, agent views, team views, administrative views, and reports. The application

subsystem (140) may make different categories of views available to particular user roles
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based on access privileges. For example, agent views may be presented to users (Figure
1; 160) having agent roles, team views may be accessible by users (Figure 1; 160) having
team leader roles, and administrative views may be accessible by users (Figure 1; 160)
having administrative roles. When a particular user (Figure 1; 160) logs into the system
(100), the role assigned to the user (160) may be identified, and an appropriate view will
be presented to the user (160).

[0092] Figure 5 is an illustration of an agent view (500) provided by the
system (100), according to one exemplary embodiment. The agent view (500) may
include a wide variety of information useful to agents, including performance metrics
(505) and other information that tends to facilitate self-motivated agents. Performance
metrics (505) may refer to any information that tends to indicate performance levels of
agents. As shown in Figure 5, the agent view (500) may include an agent status indicator
(510), which indicates the current activity (e.g., working or on a break) of the associated
agent. The agent status indicator (510) may be in the form of a toggle button that allows
the agent to select his or her status.

[0093] The agent view (500) may include a task indicator (514), which
indicates the type of task being worked on by the agent. The task indicator (514) may be
in the form of a drop-down menu allowing the agent to select from a list of predefined
tasks. Examples of agent tasks may include, but are not limited to, incidents, training
tasks, operating system (“OS”) tasks, and information technology (“IT”) tasks. The agent
may use the task indicator (514) to select the type of task that he or she will perform.

[0094] The agent view (500) may list daily statistics (520) produced by the
agent. As shown in Figure 5, examples of daily statistics (520) for the agent may include
the number of calls taken, the number of chat incidents closed (i.e., resolved), the number
of e-mail incidents closed, the average incident handle time, the handle time for the
current incident, the minimum handle time recorded by the agent, the team average handle
time, and the number of callbacks closed. Other example of daily statistics (520) may
include productivity, customer satisfaction, and quality scores for the day. Examples of
productivity, customer satisfaction, and quality scores will be described further below.
The list of daily statistics (520) provides the agent a detailed overview of his or her

performance for the day so far.
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[0095] The agent view (500) may include performance gauges (530). One or
more performance gauges (530) may be included to graphically illustrate the performance
of an agent with respect to predefined or dynamically determined thresholds. For
example, a volume gauge (534) may visually indicate a productivity (i.e., volume) score
produced by the agent. The volume score is representative of the number of incidents
handled by the agent and may be presented in reference to a volume threshold (536)
associated with volume that is sufficient to cover the costs (e.g., overhead) of the agent. A
margin threshold (537) may also be presented to enable a visual comparison between the
volume score of an agent and the volume score associated with covering the predefined
profitability margin of the contact center.

[0096] By presenting agent performance information with respect to one or
more thresholds associated with the overhead of the agent and the contact center
profitability margin, agents can be informed of their real-time value to the contact center.
In particular, agents can see the immediate value produced by the current volume of
incidents handled. An agent is able to quickly determine whether his or her current
performance has covered his or her costs and whether the current performance has made
or exceeded the profitability margin. Consequently, agents are assisted in being motivated
to meet predefined contact center goals. The knowledge of performing at a level that adds
value to the contact center also tends to encourage self-motivation, and self-motivated
agents are more likely to maximize their performance levels. The information displayed
in the agent view (500) encourages immediate self-motivation and does so in a manner
that brings agent motivation into line with the financial goals of the contact center by
encouraging an ownership mentality.

[0097] Moreover, the volume gauge (534) may indicate the volume levels that
will equate to bonuses for the agent. As shown in Figure 5, when an agent surpasses the
contact center margin threshold (537), the agent earns bonuses, which may be in the form
of monetary payouts.

[0098] Other performance gauges (530) may also be included in the agent
view (500). For example, Figure 5 illustrates a customer satisfaction gauge (538), a
quality gauge (542), and an overall performance score gauge (546). The customer

satisfaction gauge (538) graphically indicates the current customer satisfaction score of
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the agent. The customer satisfaction score may be calculated by the application
subsystem (Figure 1; 140) based on customer survey data collected by the contact center
data sources (Figure 1; 170), as described further below.

[0099] As shown in Figure 5, the customer satisfaction score may be indicated
with reference to a predetermined customer satisfaction threshold (547). When the score
reaches the threshold (547), the customer satisfaction gauge (538) may visually indicate
(e.g., change color) that the agent has reached the threshold (547). The customer
satisfaction gauge (538) may be configured to start from the customer satisfaction score of
the previous day and adjust according to survey data received in the current day. The
threshold (547) may be used to determine whether the agent qualifies for a bonus.

[0100] The quality gauge (542) graphically indicates the current quality score
of an agent. Quality scores may be based on adherence to schedule, agent certifications,
peer ratings, and any other factor that may indicate the quality of an agent’s performance.

A minimum quality threshold (548) may be displayed to indicate the minimum quality
score to be reached to qualify an agent for bonuses.

[0101] The overall performance gauge (546) graphically indicates the current
overall performance score of the agent. The overall performance score may be calculated
by the application subsystem (Figure 1; 140) based on aggregated performance scores
associated with the performance of the agent. For example, overall performance scores
may take into account volume scores, customer satisfaction scores, quality scores, and any
other suitable performance measurement scores. The different scores used to calculate an
overall performance score may be weighted according to a predetermined ratio. For
example, the agent view (500) includes an indication that the overall performance score
may comprise a scoring ratio of forty-five percent volume score, thirty-five percent
customer satisfaction score, and twenty percent quality score.

[0102] The system (100) may use the overall performance scores of agents to
identify performance leaders. Figure 5 illustrates the presentation of daily performance
leaders (550). In particular, specific agents having the highest overall performance scores
are listed, along with their respective teams and scores. Photographs of the agents may

also be displayed. The presentation of daily performance leaders (550) allows agents to
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compare their performances with those of the leaders. Peer comparison with top
performing agents may help motivate agents to work to improve their performances.

[0103] The list of daily performance leaders (550) may be updated hourly.
During the first hour of a shift, placeholders may be displayed until sufficient data is
gathered to identify performance leaders.

[0104] The agent view (500) may present the value of an agent to the contact
center (560). As shown in Figure 5, the value to the contact center (560) may be
displayed as a positive or negative monetary amount. The value to the contact center
(560) indicates whether the agent is performing at a level that is making money or losing
money for the contact center. The amount may be calculated as described above. By
displaying the agent’s value to the contact center (560), the system (100) encourages the
agent to be self-motivated to work at a performance level that adds value to the contact
center, Accordingly, agents are motivated to add value in excess of their overhead costs.

[0105] The agent view (500) may present a bonus view (570). As shown in
Figure 5, the bonus view (570) may include a graph showing a bonus threshold (572) and
the performance of an agent (574) with respect to the bonus threshold (572). Agents may
choose from a selection of different bonus graphs, such as graphs that cover different time
periods (e.g., yearly or daily). The bonus view (570) may include a drop-down menu
(576) that can be used to select from the different graphs. The bonus view (570) may also
present bonus payout overviews (578). In particular, the bonus view (570) may show the
amounts of bonuses paid out over a day, year, or other time period. The bonus view (570)
can provide financial incentives to motivate agents based on real-time performance levels.
Thus, immediate consequences may be displayed to provide an intuitive and motivational
visual illustration of how performance immediately affects payout to an agent and value to
the contact center.

[0106]  The agent view (500) may present perks information (580). Perks may
be rewards that agents can win based on predetermined performance criteria. For
example, Figure 5 shows perks in the form of a new suit, a dinner for two, a trip, or a new
living room. New perks may be indicated visually. For example, an exclamation point or

other visual symbol may be used to indicate that a perk is new (e.g., not yet two weeks
old).
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[0107] The perks information (580) typically includes predetermined criteria
(581) for an agent to receive a perk and a status (582) of the agent for satisfying the
criteria. For example, Figure 5 shows an agent having reached the contact center margin
(537) ten times out of a perk criterion of fourteen times.

[0108] Once an agent has satisfied the criteria for a perk, the agent view (500)
may update to display a congratulations message. A reward code may also be displayed.
The agent can use the reward code to collect the perk. The performance thresholds for the
performance gauges (530) may be predefined by users (160) having administrative roles.

[0109] The agent view (500) may include links to additional information. For
example, links (583, 584, 586, and 588) can be selected by agents to view additional
information about volume, customer satisfaction, quality, and overall performance,
respectively. The selection of one of the links (582, 584, 586, or 588) may cause a
corresponding window pane to be presented to the agent, without directing the user
(Figure 1; 160) away from the agent view (500). In particular, a new window pane may
be opened adjacent to the agent view (500), as shown in Figure 6A. Figure 6A illustrates
the agent view (500) and a particular window pane (610) displayed adjacent to the agent
view (500). The window pane (610) includes detailed information about the definition of
quality and the factors and agent statistics used to calculate quality scores. The content of
the window pane (610), as well as the factors used to calculate quality scores, may be
preconfigured by users (Figure 1; 160) having administrative roles.

[0110] Similarly, volume, customer satisfaction, and overall performance
window panes may be opened by the links (582, 584, and 588). Figure 6B illustrates an
example of a volume window pane (620), and Figure 6C illustrates an example of a
customer satisfaction window pane (630), according to exemplary embodiments. The
window panes (620 and 630) may also be opened adjacent to the agent view (500),
without directing the user (Figure 1; 160) away from the agent view (500). Additional
window panes may also be configured to provide agents with additional information
about any of the information presented in the agent view (500).

[0111] The presentation views (Figure 4; 270) may display information to the
user (Figure 1; 160) in real time. The information is presented in real time to provide

immediate feedback and consequences to the users (Figure 1; 160). In accordance with
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principles of behavioral science, the users (Figure 1; 160) are likely to respond to the real-
time objective performance and consequences information with self-motivated
performance. In general, this helps to encourage maximized productivity of agents

handling messages for a call center.

IV.  Exemplary Method

[0112] Figure 7 is a flowchart illustrating a method of motivating agent
performance using the system (Figure 1; 100), according to an exemplary embodiment.
The method of Figure 7 begins by acquiring statistics from contact center data sources
(Figure 1; 170) (step 710). This may be performed in any of the ways described above,
including by using web services technology.

[0113] Performance metrics are calculated based on the acquired statistics
(step 720). This may be performed in any of the ways described above, including by
using predefined heuristics.

[0114) Data representative of the performance metrics is transmitted to a client
(Figure 1; 150) (step 730). This may be performed in any of the ways described above,
including by sending data configured to generate a view of an agent scorecard containing
the agent performance metrics.

[0115] The agent performance metrics are presented in real time for
consideration by the user (Figure 1; 160) using the client (Figure 1; 150) (step 740). Step
740 may be performed in any of the ways discussed above. The performance metrics may
be presented as part of a scorecard in a graphical user interface, such as in tﬁe form of the
agent view (500) of Figure 5.

[0116] According to one exemplary embodiment, the present systems and
methods described above may be implemented as instructions on a computer readable
carrier. Program(s) of the computer readable carrier define functions of embodiments and
can be contained on a variety of signal-bearing media, which include, but are in no way
limited to, information permanently stored on non-writable storage media (e.g., read-only
memory devices within a computer such as CD-ROM or DVD-ROM disks readable by a
CD-ROM drive or a DVD drive); alterable information stored on writable storage media
(e.g., floppy disks within a diskette drive or hard-disk drive or read/writable CD or
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read/writable DVD); or information conveyed to a computer by a communications
medium, such as through a computer or network, including wireless communications.
The latter embodiment specifically includes information downloaded over the Internet and
other networks. Such signal-bearing media or computer readable carriers, when carrying
computer-readable instructions that direct functions of the present systems and methods,
represent embodiments of the present systems and methods. In many embodiments, the
systems and methods are implemented as software programs configured to instruct

operations on one or more server devices.

V. Another Exemplary System View

[0117] Figure 8 illustrates another exemplary performance motivation system
(800), according to an embodiment. As shown in Figure 8, the system (800) may include
a host subsystem (810) configured to communicate with a contact center (820) over a
communication network (830). The communication network (830) may include one or
more networks suitable for carrying communications between the contact center (820) and
the host subsystem (810). For example, the communication network (830) may include,
but is not limited to, the Internet, World Wide Web and/or one or more intranets, local
area networks, wide area networks, voice communication networks (e.g., the Public
Switched Telephone Network (“PSTN”), Voice over Internet Protocol (“VoIP”), and
wireless telephone networks), access networks, packet-switched networks, circuit-
switched networks, and any other communications networks capable of carrying
communications between the contact center (820) and the host subsystem (810). The
communication network (830) may include any devices, media, and technologies helpful
for carrying communications between the contact center (820) and the host subsystem
(810).

[0118]  The contact center (820) may include one or more client devices (835)
that are accessible to contact center agents. The agents can use the client devices (835)
for handling communications with customers communicating with the contact center
(820), as will be understood by those skilled in the art. The client devices (835) may
include any of the items and functions described above in relation to the clients (150)

shown in Fig. 1. The contact center (820) may include any other technologies that are
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useful for supporting communications between contact center agents and customers,
including any such technologies known in the art.

[0119] As described further below, the client devices (835) may be configured
to receive performance metrics (850) from the host subsystem (810) and present the
performance metrics (850) for consideration by contact center agents. While Figure 8
shows the client device 835 as being part of the contact center (820), this is not limiting.
One or more of the client devices (835) may be located remote of and communicatively
coupled to the contact center (820) to allow contact center agents to work from locations
other than the location of the contact center (820).

[0120] The contact center (820) may include data sources (840) configured to
collect and transmit data representative of contact center statistics (845) (“statistics
(845)”) to the host subsystem (810). The data sources (840) may collect the statistical
data as call center agents perform tasks (e.g., handle incidents). The data sources (840)
may include, but are not limited to, any of the contact center data sources (Fig. 1; 170)
described above, sources of customer relationship management data, e-mail data, chat
data, instant messaging data, human resources data, accounting data, call analytics data,
and customer satisfaction survey data. The data sources (840) may include any known
technologies (e.g. call center management information applications) for gathering contact
center statistics (845) and transmitting them to the host subsystem (810) over the
communication network (830). In certain embodiments, the data sources (840) include
customer satisfaction survey applications configured to present survey questions to
customers and receive answers to the survey questions from the customers.

[0121] In certain examples, when any particular contact center agent handles
an incident with a customer (e.g., a customer service telephone conversation with the
customer), the contact center (820) may present a customer satisfaction survey to the
customer to provide the customer with an opportunity to give feedback about the incident
and/or the agent. The contact center (820) may be configured to either automatically
present the customer satisfaction survey to the customer or instruct the agent to initiate the
customer satisfaction survey. For example, the contact center (820) may be configured to
instruct the agent transfer the customer to an automated customer satisfaction survey

application.
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[0122] The contact center (820) may assign a survey identifier (e.g., a ticket
number) to each customer satisfaction survey instance. The contact center (820) may
assign the survey identifier automatically and may instruct the agent to provide the survey
identifier to the customer satisfaction survey application configured to operate the survey.
For example, the agent may be instructed to enter the identifier using the client device
(835). For instance, if the client device (835) includes a telephone, the agent may provide
the survey identifier by using either the telephone keypad or voice recognition
technologies to enter the identifier. The survey identifier may be used to associate survey
data with corresponding incidents or agents.

[0123] Once the customer is transferred to the customer satisfaction survey
application, the application presents survey questions to the customer. The survey may be
presented using the same communication technologies that the customer used to interact
with the agent. In certain embodiments, the contact center (820) is configured to present
customer surveys by presenting pre-recorded audio messages to the customer. In other
embodiments, customer survey messages may be presented in text form (e.g., web-based,
instant messaging, or e-mail messages).

[0124] The contact center (820) may be configured to receive survey answers
from the customer. The survey answers may be received in any suitable form, including
Dual Tone Frequency Modulated (“DTMF) signals, audio signals, web messages, e-mail
message, etc. The contact center (820) may be configured with voice-recognition
technologies useful for receiving information from customers.

[0125] The contact center (820) may be configured to detect and respond to a
lack of survey answers (e.g., the customer does not provide an answer to a question) or to
errors associated with receipt of survey answers. For example, the customer satisfaction
survey application may be configured to detect silence lasting longer than a predetermined
time interval and/or when answers are not recognizable (e.g., the customer mumbles).
The customer satisfaction survey application can track the number of errors detected for
each question and/or for each survey and to perform specific actions when a
predetermined number of errors has been detected. This helps minimize the chances of
the customer becoming annoyed by repeated errors or error messages. In certain

embodiments, for example, the customer satisfaction survey application is configured to
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provide an error message (e.g., “I'm sorry. I'm having trouble hearing you.”) when a first
error is detected. Ifa second error is detected, the customer satisfaction survey
application may be configured to move on to the next question in the survey or to end the
survey. The maximum number of allowable errors for a question or for the entire survey
may be set to any suitable number by a system administrator.

[0126] Examples of customer satisfaction survey questions include, but are not
limited to, “How would you rate the time it took to provide a solution?”; “How about the
case of access to the agent?”’; How would you rate the agent’s professionalism and
willingness to listen?”’; “How would you rate the agent’s technical knowledge?”’; and
“Did you receive a satisfactory solution to your problem?”. The customer satisfaction
survey application may be configured to instruct the customer to provide answers in
accordance with a predefined scale. For example, the above-listed questions may be
answered with “Good,” “Bad,” or “OK.” These answers may be associated with a
numerical scale to allow the customer to use a numerical keypad to enter survey answers
and to allow the answers to be used to calculate customer satisfaction scores. The contact
center (820) may collect customer satisfaction survey data and include the data in the
statistics (845) for transmission to the host subsystem (810), as described above. By
including survey data in the statistics (845), the system (800) is able to base performance
metrics (850) on customer satisfaction, which may help motivate agents to perform in
manners that are pleasing to customers.

[0127] The statistics (845) may include any data representative of the
performance of the contact center (820), including measurements of the performance of
contact center agents. For example, the statistics (845) may include, but are not limited to
data representative of customer satisfaction scores, customer satisfaction survey questions
and/or answers, incidents handled by agents, incidents resolved by agents, time worked by
agents, schedule adherence information, call-back information, time spent handling
incidents, contact center expenses (e.g., agent overhead costs), and any above-described
data associated with the performance of a contact center.

[0128] The statistics (845) may be transmitted from the call center (820) to the
host subsystem (810) via the communication network (830) using one or more suitable

communication technologies. For example, the statistics (845) may be transmitted using
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one or more of e-mail messages, simple mail transfer protocol (“SMTP”) protocol, FTP
messages, HTTP messages, asynchronous transfer mode (“ATM”) messages, real-time
transfer protocol (“RTP”) messages, Ethernet messages, web services messages (e.g.,
simple object access protocol (“SOAP”)), and any other suitable communication
technologies. In certain embodiments, statistics (845) are represented in comma-
separated-value files attached to e-mail messages that are transmitted to the host
subsystem (810). Accordingly, the contact center (820) may be configured to transmit
data to the host subsystem (810) using one or more data formats, and the host subsystem
(810) may be configured to receive the data in those formats.

[0129] Different categories or types of information included in the statistics
(845) may be transmitted from the contact center (820) to the host subsystem (810) in
different messages. For example, multiple e-mail messages each including a different
category of data may be sent. For instance, a first e-mail message may include customer
satisfaction data, a second e-mail may include call incident data, and a third e-mail may
include call statistics data.

[0130] The contact center (820) may be configured to transmit the statistics
(845) to the host subsystem (810) in real time, in near real time, in accordance with a
predefined schedule, or periodically. In certain embodiments, the contact center (820) is
configured to provide the statistics (845) to the host subsystem (8 10) in real time or near
real time. In other embodiments, the contact center (820) is configured to provide batches
of statistics periodically (e.g., every 15 minutes, 30 minutes, or hour).

[0131] While Figure 8 shows only one contact center (820) in communication
with the host subsystem (810), this is not limiting. One or more contact centers such as
contact center (820) may be configured to communicate with the host subsystem (810).
Because the host subsystem (810) is flexible and can be readily configured to handle one
or more different communication platforms, formats, and protocols, the host subsysterm
(810) is capable of communicating with multiple contact centers, even when the contact
centers use different communication platforms, protocols, and formats. This enables the
host subsystem (810) to be conveniently and effectively configured to work with different

contact centers.
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[0132] The host subsystem (810) may also be configured to interface with
contact centers such as the contact center (820) in a manner that minimizes the intrusion
upon the contact centers. As shown in Figure 8, the host subsystem (810) may be
implemented remotely of the contact center (820) in a hosted architecture to limit the
physical intrusion to the contact center (820). This architecture can be especially
beneficial when operators of contact centers are reluctant to give a third party internal
access to the contact centers because the flexibility of the host subsystem (810) allows
contact centers to be easily adapted to interface with the host subsystem (810), including
the contact centers collecting and communicating the statistics (845) to the host
subsystem (810).

[0133] The host subsystem (S10) may be configured to receive the statistics
(845) from the contact center (820), use the statistics (845) to calculate performance
metrics (850), and transmit the performance metrics (850) to the contact center (820) for
presentation to one or more contact center agents. As shown in Figure 8, the host
subsystem (810) may include a data collector (860) configured to receive the statistics
(845) from the contact center (820) and to calculate the performance metrics (850), a data
store (870) configured to store data (e.g., the statistics (845) and the performance metrics
(850)), and a presentation module (890) configure to interface with the contact center
(820) over the communication network (830), including transmitting the performance
metrics (850) to one or more of the client devices (835) associated with the contact center
(820).

[0134] The elements of the host subsystem (810) may include or be
implemented in one or more computers (e.g., servers). The host subsystem (810) may
include any computer hardware and/or instructions (e.g., software programs), or
combinations of software and hardware, configured to perform the processes described
herein. In particular, it should be understood that the host subsystem (§10) may be
implemented on one physical computing device or may be implemented on more than one
physical computing device. Accordingly, the host subsystem (810) may include any one
of a number of computing devices known to those skilled in the art (e.g., one or more
servers), and may employ any of a number of computer operating systems known to those

skilled in the art, including, but by no means limited to, known versions and/or varieties
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of the Microsoft Windows® operating system, the Unix operating system, and the Linux
operating system.

[0135] Accordingly, those skilled in the art will recognize that the processes
described herein may be implemented at least in part as instructions executable by one or
more computing devices. In general, a processor (e.g., a microprocessor) receives
instructions, e.g., from a memory, a computer-readable medium, etc., and executes those
instructions, thereby performing one or more processes, including one or more of the
processes described herein. Such instructions may be stored and transmitted using a
variety of known computer-readable media.

[0136] A computer-readable medium (also referred to as a processor-readable
medium) includes any medium that participates in providing data (e.g., instructions) that
may be read by a computer (e.g., by a processor of a computer). Such a medium may take
many forms, including, but not limited to, non-volatile media, volatile media, and
transmission media. Non-volatile media may include, for example, optical or magnetic
disks and other persistent memory. Volatile media may include, for example, dynamic
random access memory (“DRAM”), which typically constitutes a main memory.
Transmission media may include, for example, coaxial cables, copper wire and fiber
optics, including the wires that comprise a system bus coupled to a processor of a
computer. Transmission media may include or convey acoustic waves, light waves, and
electromagnetic emissions, such as those generated during radio frequency (“RF”) and
infrared (“IR”) data communications. Common forms of computer-readable media
include, for example, a floppy disk, a flexible disk, hard disk, magnetic tape, any other
magnetic medium, a CD-ROM, DVD, any other optical medium, punch cards, paper tape,
any other physical medium with patterns of holes, a RAM, a PROM, an EPROM, a
FLASH-EEPROM, any other memory chip or cartridge, or any other medium from which
a computer can read.

[0137] The data collector (860) may include or be implemented in one or more
computing devices (servers). In certain exemplary embodiments, the data collector (860)
is implemented in one or more BizTalk servers provided by Microsoft Corporation of
Redmond, Washington. BizTalk implementations of the data collector (860) provide
significant flexibility and scalability capable of supporting different deployment scenarios
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and additional capacity. BizTalk implementations of the data collector (860) also support
different communication platforms, protocols, and formats (e.g., web services) such that
the data collector (860) can be interfaced with contact centers (820) operating different
communication technologies.

[0138] Figure 9 illustrates exemplary elements of the data collector (360),
according to an embodiment. As shown in Figure 9, the data collector (860) may include
one or more receive ports (910-1 through 910-N) (collectively “the receive ports (910)”)
configured to receive the statistics (845) from the contact center (810), a message store
(920) for storing and queuing received messages, a transformation module (930)
configured to transform the received data from the received message format to one or
more other data formats, and a calculations module (940) configured to calculate the
performance metrics (850) from the received data and/or any historical data stored in the
data store (870).

[0139] One of more receive ports (910) may be configured to receive the
contact center statistics (845) from one or more contact centers such as the contact center
(820). In certain embodiments, one receive port (910) may be configured to receive a
particular type of communication (e.g., a communication having a specific transport,
format, or protocol). Each of the receive ports (910) may be configured to validate and
disassemble the received data. Any particular receive port (910) may be customized for
receiving and processing data from a particular contact center. The receive ports (910)
may perform authentication and authorization functions to verify that received data is
from an authentic source and that the source is authorized to update the data. The
received ports (910) may also be configured to verify that received data satisfies
predefined characteristics, which verification is useful for verifying that data is reliable
(e.g., not corrupted). The receive ports (910) may include adapters configured to process
certain types of communications. In certain exemplary embodiments, one or more of the
receive ports (910) includes an adapter (e.g., a post office protocol “POP3” adapter)
configured to receive and process e-mail messages. Of course, other adapters (e.g., a web
services protocol adapter) may be used for different types of messages.

[0140] The receive ports (910) may be configured to disassemble and convert

received data messages. In one embodiment, the receive ports (910) are configured to
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convert the received data messages to XML messages. The XML messages are in forms
that are influenced by the formats of the received data messages. Thus, the XML
messages may include custom schema that is based on the schema of the originally
received messages. In certain embodiments, the receive ports (910) may be configured to
convert received data in a first format (e.g., a comma-separated-value file attached to an e-
mail message) to another format (e.g., XML). The receive ports (910) may include any
suitable technologies helpful for converting data, including any known flat file
disassembler. The XML messages having custom schemas may be subsequently
transformed to an internal core schema, as described below.

[0141] The message store (920) may be configured to store the converted data
provided by the receive ports (910) and to queue the data for transformation by the
transformation module (930). Because of its queuing capabilities, the message store (920)
enables related data received non-sequentially, on different receive ports (910), or at
different times to be aggregated into complete sets for transformation.

[0142] The message store (920) may include functions configured to separate
the receipt of data with the operations to be performed on the data. The message store
(920) may include queuing and mapping functions for separating the receipt of data from
the subsequent processing of the data. Queuing functions may be provided by any
suitable queue technology, including SQL servers or Microsoft Message Queue
technology provided by Microsoft Corporation of Redmond, Washington. Any suitable
technology may be used to implement mapping functions and tables, including one or
more SQL servers.

[0143] The data collector (860) may include operations management functions
for controlling processing of the data received and stored in the message store (920). The
operations management functions may initiate processing of the data upon receipt of the
data, periodically, or in accordance with predetermined criteria. Any operations
management technologies known to those skilled in the art may be used, including such
technologies included in BizTalk servers provided by Microsoft Corporation of Redmond,
Washington.

[0144] The transformation module (930) is configured to receive or acquire

data from the message store (920) and transform the data to an internal core data schema
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supported by the calculations module (940). The transformation module (930) may
include predefined heuristics defining mappings between one or more original data
schemas (e.g., data schemas associated with the contact center (820)) to the internal data
schema. For a specific original data schema, a corresponding heuristic can be used to
map the original data schema to the internal data schema. In certain embodiments, the
internal data schema is a specific core XML schema, and the transformation module (930)
is able to transform original data schema in converted message into one or more XML
messages that conform to the internal core schema. Any suitable mapping and
transformation technologies may be used, including BizTalk Maps and/or other such
technologies that are known to those skilled in the art.

[0145] The heuristics implemented in the transformation module (930) may be
configured to queue received data until a complete set of related data is received and can
be combined and transformed. This is useful when a set of data depends on different
incoming data feeds. For example, if a set of data comes from different data sources
(840), the transformation module (930) can wait until the complete set of data has been
received before transforming the data set. The received data may include correlation
information identifying related data.

[0146] The transformation module (930) may be configured to send the
transformed data (i.e., core schema messages) to the message store (920), which can store
the data and/or send the data to the calculations module (940) for further processing. The
calculations module (940) is able to process core schema-based data. By configuring the
receive ports (910) and the transformation module (930) to convert and transform
received data to a specific core data schema, the calculations module (940) is easily
interfaced with contact centers supporting different communication and data technologies,
without having to reconfigure the calculations module (940) for different communication
technologies.

10147]) The calculations module (940) may be configured to calculate the
performance metrics (850) from the converted data stored in the message store (920)
and/or from data (e.g., historic data) stored in the data store (870). By being able to use
both data stored in the message store (920) and the data store (870), the calculations

module (940) is able to account for instances in which data is received out of order and/or
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instances in which current data is not complete and historic data is used to fill in for the
missing data. For example, if a customer does not provide an answer to a customer
satisfaction survey question, calculations module (940) is able to recognize a deficiency in
the converted data and access and use historic customer satisfaction data in the data store
(870) to fill in for the missing data. In certain embodiments, the calculations module
(940) is configured to use an average of historic customer satisfaction scores to fill in for
missing customer satisfaction data. Historic data may be similarly used for other missing
contact ceﬁter statistics (845). The system (800) may be configured to take a snapshot of
performance metrics (850) at any suitable time and use the snapshot as historic data for
purposes of calculating current performance metrics (850). Performance scores included
in the performance metrics (850) may be defined as percentages of predefined maximum
performance scores.

[0148] The calculated performance metrics (850) may be used to determine
consequences that will be delivered to agents. The consequences may be in any
acceptable form and may be designed to motivate agents to improve their performances.
The consequences are typically in the form of positive immediate feedback. For example,
consequences may include, but are not limited to, information presented to one or more
agents, acknowledgment of agents who are performing at or above a certain performance
level, rewards, financial incentives, bonuses, perks, public acknowledgement of the
highest performing agents, visual representations of performance in relation to
predetermined goals or objectives, presentation of data representative of value added to
the contact center (820) by agents, and any other consequence that may tend to motivate
the behavior of agents toward improving performance.

[0149] The performance metrics (850) may include any of the performance
measurement data described above, including any of the performance metrics (505)
shown in Figure 5. The performance metrics (850) may be based on any contact center
data, including the statistics (845) described herein. In an exemplary embodiment, the
performance metrics (850) include a productivity matrix (also referred to as a volume
matrix), a quality matrix, and a customer satisfaction matrix. The productivity matrix
includes productivity scores that are measures of the number of incidents handled by an

agent during a predetermined time period (e.g., daily or per work shift).

41



L0

15

20

30

WO 2006/102270 PCT/US2006/010117

[0150]  Each incident may be predefined as a discrete money-making event
having a static cost and margin. Accordingly, the number of incidents handled by an
agent and the overhead of the agent can be used to calculate the current profitability of the
agent. The overhead may be based on any costs associated with an agent, including, but
not limited to, wages, benefits, and facilities costs. Incidents may also include tasks
worked by an agent, where the value of the tasks being measured by the amount of time
spent working the task. This allows the performance metrics (850) to take into account
value measured per event, value measured by time, or both.

[0151] A productivity goal may be defined in advance by the agent, a team
Jeader, or an administrator. The productivity goal may be used as a threshold to determine
when an agent becomes eligible to earn bonus points. For example, an agent may be
determined to be eligible for a bonus when the productivity of the agent surpasses the
productivity goal. The productivity goal may be based on the overhead of an agent and
may be defined as a predetermined margin above the overhead. Thus, the margin attained
by an agent may be determined by subtracting the overhead of the agent from the total
number of incidents handled by the agent.

[0152] Bonus points can be used to track whether the agent qualifies for a
bonus, which may be a monetary reward. Thus, the agent can ean a bonus once his or her
productivity surpasses a predetermined threshold (e.g., the productivity goal) by a
predetermined margin, assuming that the agent maintains adequate quality and customer
satisfaction scores, as described below. Bonus points may be accumulated over any
suitable time interval (e.g., daily, yearly, etc.). A predetermined number of bonus points
can be set as a threshold at which an agent will earn a bonus.

[0153] Once the agent meets the productivity goal, then the quality matrix and
the customer satisfaction matrix may be used as thresholds to determine whether the agent
continues to qualify for bonus points. Predefined quality and customer satisfaction
thresholds may be set and used to determine whether the quality scores and customer
satisfaction scores qualify the agent for bonus points. If the customer satisfaction score or
quality score for an agent falls below the corresponding threshold, the system (800) may

be configured to zero the agent’s bonus and/or bonus points.
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[0154] In an exemplary embodiment, the quality score is based on a first
contact closure percentage and a call monitoring percentage. These two percentages may
be averaged or weighted to determine a quality score. The first contact closure percentage
may be a measure of the percent of initial contacts that an agent is able to resolve during
the first contact. The call monitoring percentage may be a subjective score entered by a
manager (e.g., a team leader or administrator) of the contact center (820). The manager
may selectively monitor an interaction between an agent and a customer and provide a
call monitoring score based on the observed performance of the agent.

[0155] In other embodiments, quality scores may be based on different
criteria, including schedule adherence, peer review, and certifications scores, as described
above. The system (800) is flexible in that it can be easily configured to define
performance measurements (e.g., quality measurements) in accordance with the
preferences of different contact centers. Accordingly, the system (800) can be customized
to interface with different contact centers to provide an elegant and tailored solution for
measuring agent performance and for motivating agents to improve their performances.

[0156] In an exemplary embodiment, the customer satisfaction score is based
on the overall customer satisfaction rating of an agent as determined from the feedback
that customers provide in response to a customer satisfaction survey. The customer
satisfaction score may be an average of the feedback received for the agent. The customer
satisfaction score may also take into account a predetermined industry customer
satisfaction score. The calculations module (940) may be configured to update a customer
satisfaction score whenever survey data is received and associated with an incident
handled by an agent. Any suitable identifiers (e.g., ticket numbers) may be used to
associate customer service data with incidents.

[0157] The customer satisfaction scores may be defined as percentages of a
predetermined maximum customer satisfaction score. The scores may be per survey
question or per survey (i.e., per incident). The customer satisfaction scores can be
averaged to determine an average score over a specific time period (e.g., daily). As
mentioned above, historic customer satisfaction scores may be used when customer

satisfaction scores are not received or are not complete for any given incident.
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[0158] Performance points may be determined and used as described above to
measure the performance of an agent with respect to other agents. One or more agents
having the highest performance points may be acknowledged, including presenting the
agents as “top performers” in an interface viewable by the agents of the contact center
(820).

[0159] Agents may also receive predefined perks as rewards for performance
over a predetermined period of time, as described above. Perks may include a group of
agent-selectable prizes or any form of reward described above. Perks may be defined to
reward consistently good agent performance. For example, the system (800) may reward
an agent with a perk when the productivity scores of the agent are consistently above a
predetermined threshold (e.g., a profitability margin) during the predetermined period of
time. Of course, other performance scotes can be used to govern when perks are awarded.

The system (800) may be configured to aggregate performance scores for use in
calculating perk scores, as well as for reporting purposes.

[0160] As mentioned above, processing of the statistics (845), including the
calculations of the performance metrics (850), may be performed periodically, or
whenever new data is received or changed.

[0161] Returning now to Figure 8, the data collector (860) may be configured
to provide calculated performance metrics (850) to the presentation module (890) and/or
to the data store (870) for storage. The data store (870) may include any technologies for
storing electronic data, including any of the technologies described above in relation to
the data store (Fig. 1; 130). The system (800) may be configured to update data stored in
the data store (870). For example, historical performance metrics (850) may be updated
to account for newly received statistics (845).

[0162]  The presentation module (890) may access and retrieve data stored in
the data store (870), including the stored performance metrics (850). The presentation
module (890) is configured to transmit the performance metrics (850) and related
information to the contact center (820) over the communication network (830). One or
more client devices (e.g., the client device (835)) associated with the contact center (820)
may receive the performance metrics (850) and be configured to present (e.g., display) the

performance metrics (850) for consideration by the agents using the client devices.
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Accordingly, the presentation module (890) can inform contact center agents of their
performance metrics (850), as well as the consequences that are based on the performance
metrics (850).

[0163] The performance metrics (850) and other information provided by the
presentation module (890) may be presented on the client device (835) being used by the
agent associated with the performance metrics (850) in any of the forms and ways
described above in relation to the system (100), including inserting data representative of
the performance metrics (850) in a scorecard that is transmitted to the client device (835)
for visual display. The scorecard may be similar to and include information similar to that
shown in the agent view (500) shown in Fig. 5. Accordingly, agents can consider the
information received from the presentation module (890) in a manner that tends to
influence the behavior of the agents, as described previously. In particular, visual
indicators illustrate for agents whether the performance of the agents is adding value to
the contact center (820) and whether the agents are meeting predetermined goal
thresholds. The information also illustrates the consequences associated with agent
performance, including whether agents qualify for bonuses.

[0164] As described above, views presented to agents may be presented in real
time, near real time, in accordance with a schedule, periodically, or whenever
performance metrics (850) are updated. The agents preferably receive the information
quickly enough that the information is meaningful and tends to motivate improved
performance.

[0165] Specific views may be presented to agents, and other views may be
made available to team leaders and administrators associated with the contact center
(820). A team leader may be provided with access to a team view (e.g., a team web page)
illustrating performance metrics (850) and other information for the agents on one or
more teams. Overall team performance metrics may also be presented. The team leader
may also be provided with access to the agent view of any agent on the team, as well as
access to other agent information, including an agent’s customer satisfaction matrix,
quality matrix, performance metrics (850), and performance/bonus goals and thresholds.
The team leader may manually enter or update certain information for agents on the team,

including, for example, certain performance scores such as an agent’s first contact closure
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and call monitoring scores, which may then be used by the system (800) to calculate

quality scores as described above. The team leader may also define incidents that an
agent is allowed to handle, update the agent’s work shift, and enter other information
associated with the agent.

[0166] An administrator may be provided with access to one or more
administrator views that enable the administrator to perform administrative operations,
including, but not limited to, adding, deleting, and updating agent profiles, manually
entering performance scores (e.g., customer satisfaction survey scores), managing team
memberships, setting and modifying thresholds (e.g., bonus criteria), setting and
modifying factors associated with overhead and margin thresholds, defining, modifying,
and deleting customer satisfaction survey questions, and any other administrative function
helpful for the operation of the system (800).

[0167) The system (800) may employ any suitable security, encryption,
authentication, authorization, and/or data validation technologies, including any security
technologies known to those skilled in the art. The system (800) may be configured to
notify the contact center (820) when invalid, insecure, or incomplete data is received. The
notifications may be transmitted over the communication network (830).

[0168] While Figure 8 shows a hosted architecture, other configurations may
be employed. For example, the data collector (860), or at least certain elements and
functions of the data collector (860) may be integrated with the contact center (820) ina
distributed architecture. In such configurations, the data collector (860) can collect data
from the data sources (840) locally and transmit the data (e.g., statistics (845)) to other
elements of the host subsystem (810). The communication of the data from the data
collector (860) included in the contact center (820) to other elements of the host
subsystem (810) may be performed in any of the ways described above, including e-mail,
FTP, or web services messages. In certain embodiments, data collection functions of the
data collector (860) may be integrated with the contact center (820), and communications
capabilities of the data collector (860) (e.g., web services) may be implemented at the host
subsystem (810).

[0169]  In certain embodiments, one or more receive ports (910) of the data

collector (860) may be integrated with the contact center (820). The receive ports (910)
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may function as described above to receive data (e.g., statistics (845)) from the data
sources (840), convert the data to custom schema-based data formats (e.g., XML
messages with one or more custom schemas), and send the converted data to the message
store (920) located at the host subsystem (810). Alternatively, a first message store (920)
may be integrated with the contact center (820) and may be configured to send the
converted data to a second message store (920) located at the host subsystem (810). The
converted data may be sent over the communication network (830) using any
communication technology or technologies described above (e.g., web services).

[0170] The flexibility of the host subsystem (810) for interfacing with
different types of communication platforms and technologies enables a combination of
hosted and distributed architectures to be used. For example, a first contact center may
use a hosted architecture for communicating with the host subsystem (810), and a second
contact center may use a distributed architecture for communicating with the host
subsystem (810). That is, the first contact center may send its statistics (845) to a data
collector (860) implemented at the host subsystem (810), and the second contact center
may include a data collector (860), or at least a subset of the elements and functions of the
data collector (860), configured to communicate with the host subsystem (810) by way of
the communication network (830).

[0171] In certain alternative embodiments, the host subsystem (810) may be
Jocated at or proximate to the location of the contact center (820). In these embodiments,
the host subsystem (810) and the contact center (820) may communicate using any
suitable short or medium range communication technologies such as local area networks.

[0172] The preceding description has been presented only to illustrate and
describe examples of the present methods and systems. It is not intended to be exhaustive
or to limit the present methods and systems to any precise form disclosed. Many
modifications and variations are possible in light of the above teaching. For example,
while exemplary systems and methods have been described with reference to call center
implementations, applications other than call center applications may similarly be
interfaced with and utilize the functions of the present systems and methods.

[0173]  The foregoing embodiments were chosen and described in order to

illustrate principles of the methods and systems as well as some practical applications.
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The preceding description enables others skilled in the art to utilize the methods and
systems in various embodiments and with various modifications as are suited to the
particular use contemplated. It is intended that the scope of the methods and systems be

defined by the following claims.
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WHAT IS CLAIMED IS:

1. A system (100, 800) comprising:

a data collector (860) configured to receive data representative of contact center
statistics (845) from a contact center (820) and to use said statistics (845) to calculate
performance metrics (505, 850); and

a presentation module (890) configured to provide data representative of said
performance metrics (505, 850) to a client device (835) configured to present said
performance metrics (505, 850) for consideration by an agent associated with the contact
center (820), said performance metrics (505, 850) being representative of agent
performance (574) in relation to at least one predefined performance threshold (536, 537,
547, 548, 572).

2. The system (100, $00) of claim 1, wherein said performance metrics (505,
850) include a customer satisfaction survey score based on actual feedback received from

a customer.

3. The system (100, 800) of claim 2, wherein said performance metrics (505,
850) include at least one of:

a quality score based on one or more criteria (381) selected from a group including
a first contact closure score, a contact monitoring score, a schedule adherence score, a
peer review score, and a certification score; and

a productivity score based on a number of incidents handled by the agent.

4. The system (100, 800) of claim 3, wherein said at least one predefined
performance threshold (536, 537, 547, 548, 572) includes at least one of:

a predefined customer satisfaction threshold (547);

a predefined quality score threshold (548); and

a predefined productivity score threshold (536).
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5. The system (100, 800) of claim 4, wherein said predefined productivity
score threshold (536) is a predefined margin greater than an overhead cost associated with

the agent.

6. The system (100, 800) of claim 1, wherein said performance metrics (505,
850) include information indicative of whether the performance of the agent (574)

qualifies the agent for a bonus.

7. The system (100, 800) of claim 6, wherein the information indicates that
the agent qualifies for said bonus when the performance of the agent (574) is greater than

or equal to said at least one predefined performance threshold (536, 537, 547, 548, 572).

8. The system (100, 800) of claim 7, wherein said at least one predefined
performance threshold (536, 537, 547, 548, 572) includes a combination of a productivity
threshold (534), a quality threshold (548), and a customer satisfaction threshold (547).

9. The system (100, 800) of claim 1, wherein said performance metrics (505,
850) are provided to the client device (835) in real time or near real time for real time or

near real time consideration by the agent.

10.  The system (100, 800) of claim 9, wherein said performance metrics (505,
850) include at least one customer satisfaction survey score based on actual feedback
received from a customer, said presentation module being configured to present said at
least one customer satisfaction survey score to the client device (835) in real time or near

real time.

11.  The system (100, 800) of claim 1, wherein said data collector (860) is
configured to receive said statistics (845) from the contact center (820) by way of a
communication network (830), and said presentation module (890) is configured to
provide said performance metrics (505, 850) to the client device (835) by way of the

communication network (830).
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12.  The system (100, 800) of claim 11, wherein the communication network
(830) comprises the Internet, and said data collector (860) and said presentation module

(890) are deployed in a hosted architecture.

13.  The system (100, 800) of claim 1, wherein said statistics (845) are received
in one or more e-mail messages, comma-separated-value files, or comma-separated-value

files attached to one or more e-mails messages.

14.  The system (100, 800) of claim 1, wherein said data collector (860) is
configured to use web services to receive said statistics (845) from the contact center

(820).

15.  The system (100, 800) of claim 1, wherein said data collector (860)
includes:

at least one receive port (910-1, 910-n) configured to receive said statistics (845)
ina ﬁrsf data format and convert said statistics (845) to a second data format;

a message store (920) configured to queue said statistics (843) in said second data
format for further processing;

a transformation module (930) configured to transform said statistics (845) in said
second data format to an internal schema; and

a calculations module (940) configured to calculate said performance metrics
(505, 850) from said statistics (845) represented in said second data format having said

internal schema.
16.  The system (100, 800) of claim 15, wherein at least a subset of said at least

one receive port (910-1, 910-n), said message store (920), and said transformation module

(930) are integrated with the contact center (820) in a distributed architecture.

51



L0

15

30

WO 2006/102270 PCT/US2006/010117

17. A system (100, 800) comprising:

a contact center (820) configured to collect contact center statistics (845)
indicative of a performance of an agent (574) associated with said contact center (820);
and

a host subsystem (810) configured to communicate with said contact center (820)
over a communication network, said host subsystem (810) including:

a data collector (860) configured to receive data representative of said
contact center statistics (845) from said contact center (820) and to use said statistics
(845) to calculate performance metrics (505, 850), and

a presentation module (890) configured to provide data representative of
said performance metrics (505, 850) to a client device (835) configured to present said
performance metrics (505, 850) for consideration by the agent associated with said
contact center (820), said performance metrics (505, 850) being representative of agent
performance in relation to at least one predefined performance threshold (536, 537, 547,

548, 572).

18.  The system (100, 800) of claim 17, wherein said contact center (820)
includes a data source (170, 840) configured to

present a customer satisfaction survey to a customer after the agent handles an
incident associated with the customer,

collect customer satisfaction data provided by the customer in response to said
customer satisfaction survey, and

insert said customer satisfaction data in said statistics for transmission to said host

subsystem (810).

19.  The system (100, 800) of claim 18, wherein said data collector (860) is
configured to
use said customer satisfaction data to calculate a customer satisfaction score, and

include said customer satisfaction score in said performance metrics (505, 850).
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20.  The system (100, 800) of claim 19, wherein said data collector (860) is
configured to use historic customer satisfaction data to fill in for missing customer

satisfaction data to calculate said customer satisfaction score.

21.  The system (100, 800) of claim 19, wherein said at least one predefined
performance threshold (536, 537, 547, 548, 572) includes a predefined customer
satisfaction threshold (547), and said performance metrics (505, 850) include information

indicative of whether said customer satisfaction score qualifies the agent for a bonus.

22. A method comprising:

receiving data representative of contact center statistics (845) from a contact
center (820) over a communication network (830);

using said statistics (845) to calculate performance metrics (505, 850); and

providing data representative of said performance metrics (505, 850) over the
communication network to a client device (835) configured to present said performance
metrics (505, 850) for consideration by an agent associated with the contact center (820),
said performance metrics (505, 850) being representative of agent performance (574) in

relation to at least one predefined performance threshold (536, 537, 547, 548, 572).

23.  The method of claim 22, further comprising:

presenting a customer satisfaction survey to a customer after the agent handles an
incident associated with the customer;

collecting customer satisfaction data provided by the customer in response to said
customer satisfaction survey;

inserting said customer satisfaction data in said statistics (845); and

transmitting said statistics (845) over the communication network (830).
24.  The method of claim 23, wherein said using step includes using said

customer satisfaction data to calculate a customer satisfaction score, and further

comprising:
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including said customer satisfaction score in said performance metrics (505, 850);

and

using said customer satisfaction score to determine whether the agent qualifies for

a bonus.

54



PCT/US2006/010117

WO 2006/102270

110

0Ll
$92In0S eleQ
Joe 1oe0n

u-091

L B4

ocl
wa)sAsgng
Jaua)si

ovlL
4—»| wWalsAsqng
uonesyddy

00l

1-091
ol
21013

ejeq

0

e~
L-0G1 Q



WO 2006/102270

2/10

Fig. 2

Presentation
Views
270

Client
150

|

Application
Subsystem
140

|

Listener
Subsystem
120

S

220

PCT/US2006/010117

PBX
224

Internal
Application
228

IVR
232

MySQL
236

HR
244

Contact Center Data Sources

170




WO 2006/102270

3/M10
Presentation Client
Views 150
270
Application
Subsystem
140

220

PCT/US2006/010117

Listener
Subsystem
120
N T N S
internal
PBX L IVR MySQL HR
224 App;'ggt"’” 232 236 044

Contact Center Data Sources

170




WO 2006/102270

4/10

PCT/US2006/010117

Application Subsystem 140

Model
Layer
472

Presentation Service
: Layer Layer
Bt / 476 460
) Business Layer
T [ 464
S Data Layer
Presentation 468
Views
270

Data Store
130

Listener Subsyétem 120

Business Layer
438 Model
Layer
Data Layer 434
442

~
Local Data Store

W

Contact Center Data Sources

170
= Call Analytics
;% Server
i 410
L~ Chat/Email
Server
414
_"“HR Server
; 418
24" CRM Server
: 422




WO 2006/102270 PCT/US2006/010117

5/10

Ol
o
o

[ AtWork | [Incidents v |
Toggle Bution: ¢n break  Tash: OS-laskname -— 514

Task: [T-laskname

570 576
Daily Performance Leaders
My Bonus e vow e g

3
578 570 R

i * T i el e

g i;m“m,,,_(,,.,.,ww..y-w, ,W:‘/ E ; aa L
4 s \ : Lt .

T P 1 g Lea PRI
RIRCI G Kimberly Dawn, Team A, 401 point

. John Doe, Team B, 420 points
My Value to the Company: +$ Sarah Wilson, Team C, 405 points
.5 1\ Jim Jackson, Team B, 425 points
560
530

My Daily Statistics o— 520

W

536 537 calls taken 9
Performance Gauges '( / chat incidents closed 15
583 email incidents closed 7
average handle time max  7:43
e handle time 18:23
584 LR e min handle time 2:14
«\: i team average handle time 49:31
s : \w , call-backs closed 2
..1‘. o Civr-coeacy (e oobin . L
' 542, 548 390 points
ety ; \ % Perks / 580
586 m——————— Make the margin 5 times a month and win:
_ o | , 190 ) Armani suit or a dinner for two!
PO TN LI f a
R 31"".1 [ I Your status: 10 margins out of 14

588 546 581 > Make your monthly score 6 times and win:

trip to Rome or a new living room!
582\) Your status: 2 bonuses out of 8

Fig. 5



PCT/US2006/010117

WO 2006/102270

6/10

g 10 N0 S3SNUOQ Z [SNIEIS JNOA
jwooa Buralg mau e 1o 3woy o} duy

uIm pue sawn g 2109s Ayjuow ok e

1 10 N0 suibseuw g} [SNJEIS JNOA

jOMJ 103 J2UUIP B O JINS IUBWIY
‘UM PUB yjuow B saln ¢ uibiew ayy sxei

S)yled

c pasold s}orG-ed
€67 awn ajpuey sbeiane wesy
[ 44 awn sjpuey U
€284 awn ajpuey
£, wew awny ajpuey sbeiere
L PaSO|0 SIUSPIdUI lews

=18 Pasojo suapioul (eyo

6 uayey slied
soysneys Aieqg AN
swiod 6Zp 'g Wea) ‘uosyoer wir

suod GOp ' Wea | ‘Uos|M yees
syuiod ozZy 'g weal ‘sog uyor
wiod Loy 'Y wea] ‘'umeq Aaqury

urd 9oty - 'wd 00
slapean] aJueuoyag Apeg

:Auedwod ay} 10} pauea Junowy

uoHeuLoju| 2J0W

snuog

Joy Aiienb o3 a100s Ayenb Apep wnwilI %58

21098 A1jEND 2ARRIAWNG JNOA &Nw

gy'ez $
2100s Ayjenb Jssqd %52

21005 SusWaNNbA1 LONEIWNSD %08
21008 S3UBIBYPE SNPBUIS %:06

$21008 Mend

b poog) syaem i Buipaoaid 1o} owmm;m><
Aamng Aend 193d

pine

A3L0LIRD

suonesyIad Z JUIuoW siyy ang

~ Uonesyipsd | SnpIaAQ
SUDNEOYIBAY) g :Juop Apeally

suonesynRIa)

[ e

Buney Jead ¢

SUONEIWSD 4
asuaIBypY ¢

uo paseq Ajjeny) JNoA.
:ad4), asurULIOMSd
%G1 UBIaAA @oUBULIONR [[BIDAQ

Ayend




PCT/US2006/010117

WO 2006/102270

710

29 b4

uolBLILION] BIOPN

: . snuog
Joy Aenb oy 21038 SO Ajlep winwiuily %28

21095 §9 SARE|NWND INOA %08

21095 g9 Asisnpu) afeleny %58
21098 wo _St‘ouw.__._. abelany %E8

$0100S UOIOBJSIIES JAWI0ISND

sjulod gL Jo 9 ‘01008 aBelany [eoL

G ¢Aueduwiod Jno pUSWILODDY
) zuognjos Alojoejsnes
6 ¢obpsmouy jeoluyosy sjusby
9 . ¢wsieuoissejoud sjueby
L ZUORN[OS 104 %00} 3 SWIL
9 ZuebE B 0} 5800y

‘ozl ‘$81008 §0 “BAY S.A2pOL.
“L1 :Repog sAoAIng Jowioisng

abelany Aiyshpu| A,
obeiany ﬁozmﬁi 4
" sheming owL |2y ¢
. Uo paseq LOROBISHES JOWOISNY IO
- o redAL wo:mE.._otmn_
0€9 %G1 JYBIOM 2oUBULIONa [IEIBA0
uogoeses Jauloisno

8s0[0

g9 "b14

UoneULIoiu] 210

1509 4nok uogom.

© Uey} ss9) um«m‘_Am:wm aney nok Jey sy’

ealy 18]y oY} U1 48 NOA

ccm ¢ jueplouj snuog Jad
juepiou| Aq snuog

8g6L. ¢ - 180l spuspioul; -

. @e'GL- $ - giequinu jusploul o
2521 ¢ . pequnujuspioul -
yz'z ¢ elsquinujuspioul
§0°s: ¢ - zioquiny juspioy|

860 $  lIequinu juspioy)
. (sjuapioul g ise| she|dsip)
S8N|BA Juspouj.

.85°642 & Aepiad3isos jeroL;

SO0EL § pesyisn0- .~
.. 8BTS - -Sjysusg
S 14 72 % ‘- -feeg
3 Aeq-1ad 3s09-10qe]

swnjoA Alleq <

anjeA juspiou]
1s0)) JogeT 4
UO PasSE] SWNjOA JNOA
:adk)L mo:mgotwm
[YAT R UIIET ouzw::otwm [AELYe)

. ‘ewnjop \
e

U1

230 e .

029



WO 2006/102270 PCT/US2006/010117

8/10

Begin

Acquire Statistics from
Cali Center Subsystems
710

|

Calculate Performance
Metrics Based on
Statistics
720

|

Transmit Performance
Metrics to Client
730

|

Present Performance
Metrics to User
740

End

Fig. 7



PCT/US2006/010117

WO 2006/102270

9/10

098

10109]j0D eleq

g "b14

Gv8

SonsielS
181Us) 1081U0D

-

0€8
}IOMJON

uoE2INWWOYD

A

048

210]S

ejed

>
A 4
068
SINPON
uoljeyuasald
0L8
wosAsgng 1soH

"

008

068

>

SOl @ouBWIOLSd

0v8

(W

Ges

p  S80IN0S
eleq

0¢8
Jsue) Joeuo)




PCT/US2006/010117

WO 2006/102270

10/10

048

210} o |
eleq

>

0¢6
21013

abessop

ov6
SINPON
suonenoeD

0¢6
SiNpoN
uoneuwlojsuel |

6 "b14

N-0L6
nod
anIS09Yy
|
||
5v8
" sosnels
Iue)
1-016 JoRUOD _mmmwo
Hod 1081U0D
EINELEN| woud

S

098



	Abstract
	Bibliographic
	Description
	Claims
	Drawings

