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Manual Call Reviews? There’s a Better way!
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CallF‘Inder- Agent Summary sl [f Demo Homeimprovement [

Selected Date Range: 5/1/2025 - 5/23/2025

Scorecards > Scheduling Scorecard - By Teams >  All Dynamic Labels o @

Approved Call Non Speech
Cloging... Related ltems

Talk Time Calls/ Day Total Calls Name and Email Relay What We Do

Agent Call Opening and... Scheduling Financing

VIEW ALL AGENTS

Agents

Talk Time Calls/ Day Total Calls Mame and Email Relay What We Do

Non 5 h
Agent Call Opening and on Speec

Scheduli Financi
cheduling inancing Related ltems

ANDREA HART
ANDY WILKINS
ANNA MACDONALD
COLLEEN CAREY
CONNOR DAVIS
CRAIG STORMAN
CYNTHIA BURCHARD
DUNCAN GILBERT

GEORGE MACGYVER

JANE VAN DYKE

Rows per page: 1-100f 33




Cau.ander Scorecard Call Log

Selected Date Range: 5/1/2025 - 5/23/2025

csl E Demo Homeimprovement

Scorecards > Scheduling Scorecard - By Teams > All Dynamic Labels

|&

Scorecard

> Connor Davis

Distribution

Statistics

5:00

Talk Time

15

Calls/Day




Call Center Outcomes

Support the Strategic Initiatives for the overall organization

Improve Customer Experiencee

Track and understand Sentiment
Uncover Trends and Patterns

Improve Call Operations e———
Analyze and Score ALL Calls
Create Actionable Insights
for Management

Improve Message to Market

Monitor Script Compliance
Measure tone and empathy

CallFtnder

@ Call Center Profitability
Coach to Close

Monitor Upsell and Cross Sell
Workforce Optimization

—® Improve Call Center KPI
Accelerate Call Times

Evaluate Call Resolution
Dashboard View of Metrics

® Improve Personnel

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




CallFTnder Task Summary - By User's Agent 37 s CFONLYISDEPT [

CFONLY ISDEPT Connor Davis

Tue, Apr 1st 2025 Wed, May 21st 2025

Sales Silence Overtalk

$12K © $20K 8s & <l1s 4% © <5%

Guidance Sessions + NEW SESSION Task List + NEW TASK @ Selected Calls To Review

KPI > Call IDs Call Date

s

ALES
3 78860234 [@
Connor May 19, Active Listening Enhancement

B
§ o May 21, 2025, 1:13
Connor Davis Call Review (0 78857467
Davis 2025 PM =

Observed frequent interruptions 3 78860345 @
and a tendency to talk over
S \ v CSAT
customers, which Connor Davis May 5,2025,9:13 AM  Call Review (3 78859310 @
(3 78860456 [@
Connor Davis May 2, 2025, 7:23 AM General Task

Objection Handling Refresher 3 78860567 B

Agent Created Session Agent Updated

After listening to calls from May

. N Apr 24, 2025, 12:56 (1 78860678 3
12-14, the agent struggled to Connor Davis o Call Review G 78855934 I
address custo..




Call Review Agent: Connor Davis — Inbound call frem (665) 458-2521 - (133168203) — Wednesday, May 7, 2025 at 9:46 AM — Client Call Identifier: 82ba871c-40f0-403d-a304-2bad4c891810

“~ AUDIO RECORDING

[ TRANSCRIPT H 8= SCORECARD H [] TASK

TRANSCRIPT SUMMARY Created By: Demo Homeimprovement on May 29, 2025 3:05 PM For: Connor Davis
Call ID: 133168203

Name and Email What is your Name
Good afternoon. Thank you for calling community )
) . Task Details
federal credit Union. This is Susan how can | help you .
What is your Email

today. VIEW @

What Add
at is your Address Coaching - Scheduling Scorecard

Hey Susan so | just recently took out a a refinance auto Relay What We Do and Our History 20 Year Warranty
loan with you guys and my first payment is coming up Call Review Thu, Jun 5th 2025
here on the fifth and | went online and | have to go Free Consultations
through this whole process of attaching another

account to make the payment and all that kind of stuff. Fully Insured

So so I'm at a point where | don't know that process will

be done in time for the payment on the fifth and then on Scheduling Scheduling the Appointment
top of that. I'm currently on vacation in the Dominican.

Republic so | | just wanted to see is there a way | can Financing Offer Financing

make this one payment over the phene.

To improve sales performance, focus on clearly communicating our key differentiators—like the 20-year warranty, free
consultations, and full insurance coverage—which were all missed during this call. Additionally, ensure every call
includes a firm appointment offer to help drive conversions

Approved Call Closing Pleasant Closing and Company Name

Absolutely what's your member number or your social We Will See you on X Day + Obserations

so | can get you pulled up here.
Can | Place You On Hold To improve in scheduling, make it a priority to
clearly offer and confirm an appointment time
Thank You For Holding with the customer before ending the call, as this is
Oh, ckay. Yeah, | can do my social. a critical step toward closing the sale.

Non Speech Related Items Interaction should be documented under record in CRM

Did the Representative Provide Accurate Information

Alright, it's ###-###-###4. Call Scorecard Control Icons Legend @ | [

Email the agent sAVE & SEND [l CANCEL/RESET




@ Task Details

Coaching - Scheduling Scorecard

VIEW ® EDIT [A

Call Review Thu, Jun 5th 2025

To improve sales performance, focus on clearly communicating our key differentiators—like the 20-year warranty, free
consultations, and full insurance coverage—which were all missed during this call. Additionally, ensure every call

@ Scheduling ® Scheduling the Appaintment includes a firm appointment offer to help drive conversions |

4, Observations

To improve in scheduling, make it a priority to
clearly offer and confirm an appointment time
with the customer before ending the call, as this is
a critical step toward closing the sale.




CallFinder: Turning Call Analytics into Agent Growth

Capture & Analyze O\

Full visibility Capture &

into agent behavior Analyze Calls -
Optimize

Continuously
0 €93

Identify Gaps Sy Platform leams
Benchmarked against \Sasbibiaks Sy from feedback,

company & agent goals CX(a:tCig::;g improves over time

Deliver Coaching Tra;k Progress |
Al-suggested call sy Flexible workflow is

reviews & guided tasks tailored to your process

Custom coaching. Aligned to business goals. Powered by real conversations.




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. | 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

CallFtnder



Client Success:

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

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

25% Increase In kept payments Insights really allow us to track empathy on each and every

+ $150k/mo more collections phone call.

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

. by over two minutes and increased our self-pay collections b
Methodist Y bay Y

e thtin BYE LA $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

CallFtnder



Thank you!

CallFinder
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