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Capturing experiences to drive engagement
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Delivering premium customer service is a powerful competitive differentiator

in today's marketplace, making contact center performance crucial to success.

To keep customer satisfaction high, organizations must be able to measure and
understand interactions to know they are meeting customer needs and identifying
opportunities for agent workforce improvement.

Our OpenText Workforce Optimization and Speech Analytics software is made up
of two main product suites, Qfiniti and Explore. The Qfiniti suite delivers a unified,
modular and centrally managed platform for multichannel interaction analysis, with
real-time agent support and contact center performance management capabilities.
By automatically delivering relevant, accessible, actionable customer intelligence,
Qfiniti helps organizations understand the meaning of customer interactions and
deliver outstanding service across the globe. The solution can be deployed as a
Cloud managed service, SaaS or a hybrid model to reduce total cost of ownership
and support integrations with partners such as Amazon Connect, Genesys Cloud,
Twilio Flex, RingCentral, NICE inContact, Avaya and Cisco.
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Qfiniti Observe

Records the agent's voice and screens all the time or randomly, so recordings can
be used to facilitate quality assurance and provide coaching tools, such as voice-
file visualization, CTI and coaching markers

Qfiniti ICE Enables business-defined triggers to identify sensitive PCI or HIPAA-regulated
data within voice, text or screen recordings and automatically mask or mute the
information based on business needs

Qfiniti Advise Facilitates quality management, coaching and performance management through

consistent evaluation forms, automated scoring, on-the-fly coaching tips and
evaluation plan management

Qfiniti Optimize

Delivers powerful desktop analytics for measuring and reporting on user
processes, automating workflows and real-time, contextual guidance to front and
back office agents. Workflow information can be gathered across the workforce
for aggregated reporting and then filtered so the data may be reviewed by group,
team or region

Qfiniti Survey

Provides two ways to survey the customer via email with a web-based survey
or after a call using IVR technology. Feedback from either source is linked to the
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