
VPI PERFORMANCE Web-based reports provide
real-time, consolidated metrics immediately , driving atten tion 
to what matters to the success of your operations.

Discover a problem and diagnose its root cause in a few mouse clicks  – easily access and interact with the 
data within the highly customizable Web Portal based dashboard, using dynamic reports that can present both telephony 
and business data and allow you to drill from high-level summaries through layers of information on sites and teams, all 
the way down to individual agent information. 

Visualize and analyze any pre -de fined or custom Key Performance Indicator (KPI)  – via ad-hoc charts. 

Automatically  share business intelligence –  with every department in your organization, including Marketing, Sales, 
Operations, Finance and IT – clearly showcase the value of the Contact Center to your business!  

Simplify Decision-Making with Actionable, Real-time Cons olidated Reporting

Accelerate Contact Center Performance 
and Operational Effectiveness 

VPI PERFORMANCE is proven  to rapidly boost contact center performance and operational 
effectiveness – enabling you to discover, diagnose and manage issues before they have a chance 
to adversely impact customer satisfaction.  This unique solution empowers contact center agents, 
managers, and executives with actionable, targeted information to drive real-time, multi-level 
performance improvements. VPI PERFORMANCE collects and consolidates real-time and 
historical performance information from multiple telephony and business systems, delivering 
critical key performance indicators (KPIs) in a timely and relevant manner for each user. With 
a powerful combination of real-time consolidated reporting, root cause performance analytics, 
and targeted coaching and messaging, VPI PERFORMANCE enables contact centers to drive 
continuous, proactive improvement – crucial for cost containment and profitability.

VPI PERFORMANCE delivers vital performance information, highlighting areas 
where adjustments need to be made on an agent, group, queue or site basis. 
Managers can view real-time and historical performance metrics, consolidated 
across multiple systems and locations, which may include virtual contact centers 
and outsourced and remote agents. 

Make Better Decisions with Powerful Root Cause Performance Analytics 

VPI PERFORMANCE Web-based reports allow you to conveniently access, analyze and drill through data to quickly identify the 
root cause of problems or successes and immediately change business direction based on actual customer responses and employee 
performance. As soon as the problem or success is determined, VPI PERFORMANCE allows you to deliver the right information 
to the right person at the right time with employee desktop dashboards, tickers and scorecards. Equip yourself to manage the here 
and now – take immediate actions to solve immediate problems, rather than trying to handle yesterday’s problems next month, or 
worse, never managing them at all.  Managing based on old information is likely to result in your once happy, high-value customers 
taking their business elsewhere.

Collect, consolidate, and present telephony , perfor mance, 
and business metrics across multiple locations in real or  
near-real time , in the context and format appropriate for each user.  

Easily mix and match to e xpand  choose from a variety of integrated 
workforce management, IVR, quality management, speech analytics, 
customer surveying, email, chat and any other system that is relevant to you.
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Count on a True Partnership with VPI
 Project Management    Training and Certification

 Business Consulting and Workshops  Technical Consulting and Custom Development

Empower Your Employees to Quickly Adjust Behaviors and Correct P erformance  
Gaps with Targeted Desktop Coaching and Notifications
Expedite performance improvements through automated, targeted intervention. Automate your feedback and coaching process and empower 
your front-line employees and supervisors to be highly effective. Maximize time and cost efficiency – electronic coaching and learning fits smoothly 
within existing workflow, is a powerful supplement to face-to-face training, increases retention rates for new information and expedites ramp-up. 

With timely access to actionable information, you can rapidly improve sales conversion, collections and quality of service while realizing 
significant savings in areas such as: agent attrition, quality scores, first call resolution, average talk time, idle time, sickness and absence, 
average hold time, and much more. Resulting enterprise benefits include increased productivity, customer loyalty, and revenue.

Drive ongoing performance improvements – provide immediate, personalized feedback  via employee 

desktop tickers, Web-based scorecards, just-in-time messaging, alert notifications and more.

Automate coaching by rules-based triggering from Scorecard results just-in-time information empowers 
agents to thrive and excel. 

Deliver personalized training directly to agents’ desktops to maximize effectiveness  – agents learn at their 
own pace at their workstations, which not only boosts job satisfaction but also reduces operating costs by minimizing time spent 
away from customers.

Maximize performance and accountability with real-time employee performance desktop tick ers and  
Scorecards  – enable employees to self-monitor and self-correct in real time.

Make informed business decisions and clearly e xpose the 

value of the Contact Center to the business – with the ability 
to incorporate key company objectives into agent performance indicators, 
VPI PERFORMANCE is a valuable solution to the challenge of ensuring that each and every 
employee is working towards realizing the strategic vision of the organization. It is invaluable 
in helping enterprises achieve excellence in customer service delivery, and improve customer 
loyalty, advocacy, and revenue potential.

Experience a Rapid, Measurable Return on Your Investment

Automatically share business intelligence – with every department in your organization, including 
Marketing, Sales, Operations, Finance and IT – clearly showcase the value of the Contact Center to your business!  

Protect Sensitive Information w ith – role- and privilege-based security.

Continuously align your workforce with corporate and operational goals  – implement rules to automatically 
tag calls for evaluation, such as per-agent quota or call attributes.

VPI Instant Impact Tickers™ deliver real-time Key Performance Indicators (KPIs) and eCoaching to front-line employees to drive immediate performance improvements.
.

Achieve performance boost almost immediately  – VPI PERFORMANCE is 
proven to reduce contact center operational costs by 10 percent on average and can 
deliver an attractive ROI in just 3 to 6 months.

VPI (Voice Print International) is a leading innovator and provider of integrated call recording and workforce optimization solutions 
for enterprises and government agencies. Through VPI’s award-winning suite of solutions, VPI empowers organizations to proactively 
improve the customer experience, increase workforce performance, manage risk, and ensure compliance. For more than a decade, 
VPI has been providing proven technology and superior service to more than 1,200 customers in over 35 countries.
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