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Synopsis - 
Etech has seen the dramatic impacts customer emotions can have on the company’s overall campaign, and uses these experiences to continuously take steps towards improving analysis and harnessing the power of human intelligence. Etech’s data analytics systems work along with business intelligence tools, analytical tools, and operational data to produce information of competitive value for our customers to improve decision making. These systems can handle extensive amounts of information and are capable of identifying information to develop new opportunities, thus letting the customers know what’s best for their business. Etech Insights has an innovative and unique approach to total quality management; providing a creative combination of people, processes, and technology to deliver a quality experience that supports all facets of the business. Etech combines human intelligence with the knowledge and power of AI to identify performance enhancing behaviors and voice-of-customer insights that are not easily identifiable through traditional quality management.
The Etech Insights team is comprised of over 200 data scientists who incorporate and score customer sentiment on every interaction. Our quality and data analysts work as a third party to provide quality feedback and ensure performance and insights around Customer Experience that result in actionable insights. Etech’s approach to quality is that it is not enough to simply ‘checkboxes’, but focus on reducing customer effort and improving processes to further enhance customer experience. Etech Insights reporting tools provide actionable data and feedback that goes beyond basic quality issues, to help our customers enhance service offerings and improve coaching tactics.
Main Entry Document:
One of the most distinctive value additions that Etech Global Services provides compared to other contact centers is Etech Insights (EI). Through this division, Etech provides independent insights, recommendations, quality feedback, and compliance assurance. Etech Insights has evolved beyond mere checklists and instead targets reducing customer effort and improving agent behaviors and processes in order to enhance customer experience.  
Etech Insights is an innovative combination of human intelligence with artificial intelligence to capture and analyze 100% of customer interactions. Our Data Scientists then refine large data sets into actionable insights that are used to drive successful behaviors. This result is increased sales conversion, reduced churn, and improved customer experience. 
[bookmark: _GoBack]Few companies are able to boast a nationally recognized quality system that involves both the operations team and an unbiased Quality Assurance team like the process Etech provides. Etech uses Six Sigma processes to drive quality, improve performance, and gather key business intelligence which provides your leaders with the actionable data they need to make important business decisions. Etech recognizes that the quality and accuracy of each program is critical to maintaining a positive customer experience and Etech utilizes this process to ensure our agents are delivering a remarkable experience to these consumers in their needs. Etech utilizes its Etech Insights process to ensure all information given to the customer is accurate and clearly defined, thereby ensuring a positive experience for all our customers. 
Etech has an approach to quality wherein checking the boxes is not enough, our focus is around reducing customer effort, improve processes to further enhance customer experience.  Our stringent QA processes ensure an ever-improving customer experience. Etech also gathers critical business intelligence data from each customer interaction. We do everything with the highest integrity and quality possible. Etech has over 250 quality analysts monitoring over 100,000 interactions each month. Etech Insights reporting tools provide actionable data for coaching and feedback that goes beyond basic quality issues that our customers can use to enhance service offerings. This team provides unbiased feedback directly to the Operational teams allowing them to coach and develop their team members more effectively. 
As a recent success story, Etech’s approach to Quality Analytics partnered with Artificial Intelligence just won Etech Global Services its very first Silver Stevie Award. Etech came in a close second place to IBM’s Watson. Etech received this award due to our unique approach to Quality Analytics and the business insights our people and technology are able to deliver for our clients on a daily basis. Enclosed is Etech’s Stevie Awards Brochure sharing the in-depth knowledge for the same. 
This is where Etech differentiates itself from other vendors because Etech believes that Quality is not a score, it’s a behavior. Etech Insights provides actionable insights to drive performance and improve customer experience. Etech utilizes its proprietary tool named QEvalPro as the framework for this process. Using dedicated Quality Analysts, Etech is able to capture the voice of the customer feedback and turn that into actionable coaching sessions for leaders and agents. Being that Etech uses live Quality Analysts to track and monitor customer care and customer satisfaction, Etech is able to fine-tune the approach to improving these important metrics.
Here is an interesting story of our client who was struggling to find the competitive edge to gain a leg up on their competition. Etech Insights helped them to not only improve their conversion rate but also helped them to increase their revenue by $500,000 in just 3 months.  The client was lacking the knowledge needed to fix the business challenges they faced. Due to their rising cancellation rates and poor customer experience, the conversion rates were dropping. Etech took up the challenge to address the problems of conversion rates, sales revenue and improving the overall customer experience. 
By collecting data from thousands of the company’s customer interactions, the highly experienced Etech Insight Team could analyze and pinpoint the factors that were contributing to the poor customer experience and low conversion rates. Etech found out of the 58,000 calls the client received per month, 25,000 of the customer’s reason for the call was to cancel their reservation. Etech went a step further to understand the reason behind customers canceling. 
In order to improve the brands quality score and customer experience, Etech gauged the customer’s sentiment while manually monitoring calls and assessing online customer review. The results of Etech’s sentiment analysis showed 67% of the interactions were policy & procedures related issues.
As a result of optimized efforts added by Etech Insights team them customer achieved the following:
Within 3 months Etech increased:
1. The company’s conversion rate by 2% resulting in $500,000 increase in incremental revenue 
2. Etech ultimately increased the clients brand quality score by 8% within 5 months. 
3. The improvement in customer experience caused their cancellation rate to decrease by 3%
Enclosed is Etech’s Case Study on this client as a supporting document. 
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