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Introduction

The philosophy behind optimizing contact center performance has 
fundamentally changed.

Contact center managers and supervisors used to ask, “How do we get our 
agents to perform better?”

In contrast, today’s contact center leaders are asking, “How do we create an 
environment where our agents want to perform their best every day?”

The reason for this shift is simple. Research clearly shows that highly engaged 
contact center employees stay with their current jobs longer and perform better. 
Most importantly, employee engagement is a major factor in determining the 
quality of customer experience.

As Alvaria Chief Product Office and CMO Michael Harris likes to say, “It’s 
impossible to have an exceptional customer experience without having an 
exceptional employee experience.”

This guide explains a few of the ways that today’s leading companies are 
using technology to create a great employee experience, improve employee 
engagement and—in turn—deliver world-class customer experiences.

“ Delivering a great customer experience 
is impossible without delivering a great 
employee experience.”



Clear Goals & EXPECTATIONS
In order to achieve sustained performance improvements, agents need 
clear goals against which to benchmark their performance. They also 
need consistent (preferably daily) feedback that allows them to track their 
performance over time.

Ideally, performance feedback should be specific and granular enough to 
allow agents to self-correct without needing a supervisor to step in. Along 
with being more efficient, self-correction is often more rewarding, and 
supports higher levels of satisfaction and engagement.

Alvaria Performance™ allows contact center leaders to 
support agent engagement by setting clear expectations 
and providing daily feedback. Agent goals can be aligned 
with organizational objectives to ensure that contact center 
performance is being optimized in the ways that will make 
the biggest positive organizational impact.



Consistent & OBJECTIVE 
PERFORMANCE EVALUATION
Fairness and objectivity are critical for maintaining employee satisfaction and 
engagement. When it comes to performance evaluation, it is critical that agents 
feel they are being graded in a way that is fair, objective, consistent and free from 
bias of any kind.

A great contact center technology solution should use multiple avenues to ensure 
this happens.

Recordings
Call recordings are a great tool for both evaluation and training purposes. Even 
better is giving supervisors the ability to review recordings with agents to clarify 
evaluations and illustrate potential areas for improvement.

Your contact center software should give you the ability to easily record and play 
back interactions, including pausing, rewinding and replaying key sections. This 
helps to create a sense of fairness and objectivity, as agents see exactly which 
parts of their interactions supervisors are referring to when identifying areas for 
improvement.

Calibrating Evaluations
It is equally important that agents know they will receive consistent feedback 
regardless of who is delivering it.

Therefore, your software should have exercises for coaches and supervisors that 
ensure uniformity in evaluations — i.e., “coaching the coaches.”

For instance, Alvaria Quality™ includes a calibration feature that automatically 
schedules all coaches to grade the same interaction. Coaches are then able to 
compare their grades to each other in order to identify discrepancies and ensure 
consistency.

Agent Self-Evaluation
Another powerful way to increase engagement is to involve agents in the 
evaluation process.

Alvaria Quality includes a feature that allows agents and supervisors to grade the 
same interactions and compare scores, then address discrepancies. This helps 
agents gain a greater understanding of the evaluation process, enabling more 
effective self-correction and creating a greater sense of fairness and objectivity.



Gamification
Gamification is a powerful way to drive improvement in contact center 
performance. But there are some key considerations to ensuring that gamification 
has the intended effect.

For one thing, it is important to understand that everyone responds differently to 
challenges, competitions and rewards. Your contact center gamification program 
must be flexible, configurable and offer multiple avenues to being recognized and 
rewarded for performance.

Here are some examples of how you can employ gamification to improve agent 
engagement and performance.

Competitions and Head-to-Head Duels
Some people are highly motivated by competition. For these individuals, team-vs-
team or agent-vs-agent competitions can be very effective.

For competitions, creating equity is important. Your gamification software should 
make it easy to adjust accordingly so that everyone is on an even playing field.

Rewards for Individual Milestones and Achievements
Not everyone responds positively to interpersonal competition. If this is the only 
method of gamification your contact center uses, the extra stress it causes can 
actually be de-motivating for some of your agents. Consequently, your gamification 
program should also offer rewards for individual achievements.

Status Levels
Having a sense of importance or eminence among peers can be a powerful 
motivator. Badges, titles and status levels that agents can unlock through 
performance milestones are a great way to tap into this intrinsic motivation.



Public Recognition
For some people, recognition is a stronger motivator than tangible rewards. Public 
leaderboards and award announcements can provide positive reinforcement for a 
job well done.

Training
Gamification can also be used to improve the training and onboarding experience, 
making it both more enjoyable and more effective. That’s because gamification 
makes training more engaging and reduces overall training costs, all while 
increasing comprehension and retention of information.

Alvaria Motivate™ uses game  
mechanics to motivate and engage 

employees, while seamlessly 
aligning employee behaviors to 

company goals.



Flexibility & MOBILE ACCESSIBILITY

Today’s contact center agents rate scheduling flexibility high on their list 
of priorities in the workplace. This is even more true of agents who work 
from home.

But it’s not just flexibility that agents desire. In today’s mobile-first world, 
it’s important that your agents be able to quickly and easily perform all 
schedule management functions from their mobile devices. This includes 
picking up shifts, submitting schedule change requests, receiving update 
notifications and more.

In fact, the more essential functions that agents have access to from their 
mobile devices, the better. For instance, Alvaria™ Motivate allows agents 
to access their gamification dashboards via mobile to track progress, see 
where they stand in competitions and more. This anytime accessibility 
supports an even higher level of engagement by allowing agents to check 
in on their progress even during off hours.

The bottom line is that today’s agents have a desire 
for flexibility, mobility and control. Fulfilling these 
core desires is key to delivering a great 
employee experience.

Today’s contact center agents want 
flexibility, mobility and control. Alvaria 
Workforce Mobile™ provides these in an 
intuitive, easy-to-use mobile 
platform. Mobile functions include:

• Schedule management & coordination
• Individual performance metrics
• Configurable notifications
•  Intuitive interface that mimics Alvaria 

Workforce for desktop



Elevate the Employee Experience 
With Alvaria

Alvaria’s Workforce Engagement Management (WEM) suite gives organizations 
an unparalleled set of tools to deliver an exceptional employee experience and 
maximize employee engagement.

Visit our website today to see why the world’s leading corporations turn to Alvaria to 
help them create lifetime customer loyalty through contact center optimization.

ABOUT ALVARIA™

Alvaria helps organizations efficiently manage and engage the 
modern workforce and connect compliantly with customers and 
prospects. Our open, innovative multi-platform is purpose built for two 
core competencies; a feature-rich, intuitive, and intelligent workforce 
engagement management platform, and a multichannel proactive 
compliant outreach platform. Alvaria, the product of the merger 
of world leaders - Aspect Software and Noble Systems - is proudly 
celebrating 50 years in business reshaping customer and employee 
experience.

Visit our website today to learn more about industry leading 
solutions from Alvaria.
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