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Call Center Outcomes
Support the Strategic Initiatives for the overall organization

Call Center Profitability
Coach to Close
Monitor Upsell and Cross Sell
Workforce Optimization

 

Improve Personnel
Accelerate Training and Coaching
Standardized Evaluation of Agents
Reduce Manual QA labor

Improve Call Center KPI
Accelerate Call Times
Evaluate Call Resolution
Dashboard View of Metrics

Improve Call Operations
Analyze and Score ALL Calls

Create Actionable Insights 
for Management

Improve Customer Experience
Track and understand Sentiment

Uncover Trends and Patterns

Improve Message to Market

Monitor Script Compliance
Measure tone and empathy











Client Success:

50% Increase In Set Rates 
+ 30% More Sales

This team has used agent insights to develop training programs 
focused on increasing conversions. Jochman shares, 

“We found that a very specific phrase, ‘I’m sorry that you’re 
going through these challenges. I think you did the right thing 
by calling us,’ led to a 50% increase in set rates for our Dealers 
when that one phrase was present in the conversation with 
callers.

Scorecards, essentially in a way, allow us to listen to every 
single call. The scoring system lets us look at the quality of the 
interaction with every single homeowner that our team speaks 
to. Our brand image in the marketplace is really important to 
us; it’s something that we constantly analyze and look at… and 
a big part of that is just how these call center agents are 
interacting with customers.” 

 – Neil Jochman, Sales Manager 
Kohler Service and Call Center



Client Success:

25% Increase In kept payments  
+ $150k/mo more collections 

“With manual QA, we did not have a tool that allowed us to 

measure empathy for our agent's phone calls. The CallFinder 

Insights really allow us to track empathy on each and every 

phone call. 

We've reduced the time the agent spends on the average call 

by over two minutes and increased our self-pay collections by 

$150,000 a month because we’re using CallFinder to coach our 

agents to show empathy. Partnering with CallFinder has been 

one of the better decisions we've made in a long time.“

– Mitch Taylor, Director of Collections
Methodist Health System
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Thank you!
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