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This correlation is important and drives quantifiable business results that explain why companies 
are focusing on improving the agent experience as one of their top goals for contact centers to 
move the needle on the overall customer experience 

Forrester:  Improving The Agent Experience Helps Move The Needle On Customer Satisfaction - 2011
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1.Discover 2. Analyze 3. Improvement Plan

4. Design5. Prototype

6. Validate (Applicable throughout)



BIG MISTAKE!

Make it screamingly simple

You only have one shot at getting your ñfoot in the doorò
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Operational Statistics  are our guarantee! 

V

V

V

V

V



V

V

V

V

V

V

V

V

V

V

V



V

V

V

V

V

V

V

V

V

V

V

V



V

V

V

Á

Á

V

Á

Á

Á

Á

Á



V

V

V

V

V

V

V


























