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Solution Brief:

MiaRec Auto QA

In traditional contact centers, evaluating agent performance and adherence to quality standards is
often manual and time-consuming. Inconsistencies in scoring and the high volume of interactions
make it challenging to provide timely feedback to agents, while striving to maintain and improve
service quality. MiaRec Auto QA was built to tackle these challenges head on.
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Benefits

Complete Visibility
Automatically score 100% of calls to gain

full visibility into contact center %
performance.

Increased Efficiency

Save time and resources by automating the
time-consuming performance evaluation
process and focusing on actionable insights.

Data-Driven Decisions

Leverage comprehensive reporting to drive
continuous improvements and optimize
agent performance.

Remove Bias

Eliminate human error and bias from
performance evaluations with objective,
automated scoring.
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Key Features

Unparalleled Accuracy
@ Automatically evaluate agent interactions knowing that Generative Al has the full contextual
understanding to provide accurate and consistent assessments.

Customizable Criteria

T”.\ Tailor scorecard criteria to match specific business needs, compliance requirements, and
quality standards.

Timely Analysis

Receive immediate feedback and insights from performance data, allowing for swift corrective
actions and continuous improvements.

Comprehensive Reporting

Generate detailed reports and dashboards to visualize performance trends, identify strengths
and areas for improvement, and make data-driven decisions.

COMPLETED REPORTS TOTAL PASSED AVG SCORE

73 65 (89%) 84.2

“Automated call quality
AVERAGE SCORE evaluation scorecards will
replace hours of manpower
currently spent by several
team leads performing these

i call evaluations manually. It
would also provide a truer
agent performance rating
since all calls are rated, not

only the ones that are
randomly selected.”
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Customers who see the best results leverage MiaRec Topic Analysis and Sentiment Analysis in conjunction
with Auto QA. Visit our website at www.miarec.com or contact us at sales@miarec.com to learn how you can
supercharge your contact center QA today!

About MiaRec

MiaRec offers Automated Quality Management and Conversation Intelligence solutions for contact centers
worldwide. Our platform is designed to automate workflows, save cost, boost efficiency, enhance customer
experience, grow revenue, and drive digital transformation. With MiaRec, contact centers gain full visibility into
their performance and can transform inaccessible call center data into valuable customer insights, all while
ensuring compliance.

Founded in 2013, the Silicon Valley-based company serves more than 500 healthcare organizations, insurance
firms, retail companies, financial services institutions, and other customer-first companies worldwide.
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