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Enabling your agents 
to be their best
CxEngage Quality Management (CxQM) 
is a quality management solution unified 
within CxEngage to provide native call 
recording, screen capture, and quality 
assurance capabilities. 

Find out how to transform your customer experience at www.serenova.com/wfo-ecosystem

Process to align evaluators
Calibration

Output of scoring shared  
with supervisors

4. Coaching Recommendations

Recording of both voice  
and screen interactions

1. Agent Recording

Process for selecting which 
recordings to evaluate

2. Recording Selection

Evaluators review and  
score agents against criteria

3. Recording Evaluation

Supervisors share feedback 
and action/learning plans  
with agent

5. Agent Coaching/Learning MGT
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Unify your Cloud Contact Center &  
Quality Management Solution

CxEngage Quality Management is embedded 
within Serenova's CxEngage platform to deliver 
a unified experience through a single user 
interface, centralized administration, single 
sign-on, and platform architecture. CxEngage 
delivers a consolidated view of customer 
and agent interactions in a single solution, 
supporting the entire quality assessment and 
skills management lifecycle

Flexibility to determine record 
and capture rules

Record & Capture  
of Interactions

For adherence to scripting 
rules, company policies, and 
quality management

Monitor customer 
interactionsRecording designed to be 

easy to learn and use

Easy to use

Search, retrieve, and 
playback recordings

Flexible

Stops recording for Payment 
Card industry and other 
custom protection laws

Compliant

Indexes recordings with  
CTI/CRM data

Quick call retrieval

CxRecord & CxCapture

Find out how to transform your customer experience at www.serenova.com/wfo-ecosystem

Focus on the agent, so the agent 
can focus on the customer
Comprehensive coverage of the Quality Management lifecycle

Recording & capturing 
of interactions across 

channels

Evaluation & 
recommendations

Calibration across 
evaluators

Agent coaching & skills 
management

eLearning management 
library

Complete view of customer 
interactions

Synced with desktop  
video recording

Prevents unauthorized access 
to system/recordings

Video recording of desktop

Prevents unauthorized access  
to system/recordings

Secure

AES 256-bit stored and SSL  
in-transit encryption

Encrypted
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Facilitate comprehensive agent evaluation, 
coaching, eLearning, and performance reporting

Report and analyze in-depth performance trends 
in a fully customized format

Train using actual customer interactions or your 
customized library content

Deliver multiple evaluations in a coaching session

Ensure security and privacy through access rules

Quality Assurance

CxEvaluate

Find out how to transform your customer experience at www.serenova.com/wfo-ecosystem
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Find out how to transform your customer experience at www.serenova.com/wfo-ecosystem

Evaluation Forms

Create agent evaluation forms  
in minutes

Use unlimited templates

Pre-programmed scoring 
modes

Group question sections for 
easy identification 

Create custom scoring criteria 
and available answer choices

Weight scores on questions

Custom evaluation forms organized by  call 
segment and required skills

Include call segments, comments, and corporate 
 documents with any evaluation question

"Auto-Fail" feature targets critical  requirements

CxEvaluate
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www.serenova.com/wfo-ecosystem

CxEngage Quality Management is part of Serenova's 
Workforce Optimization Ecosystem.  To learn more or to see a 
demo, click the link below:

 Improve Efficiency

 Capture Intelligence

 Increase FCR Rate

 Improve Quality

 Ensure Compliance

 Accelerate Productivity

 Increase Satisfaction

 Minimize Risk

 Build Loyalty

Access eLearning content library during 
agent assessment & coaching process

Assign and track  eLearning activities 
and related content from within  the 
evaluation form

Integrate with  existing learning 
management or  training applications

Manage agent's skill proficiencies and 
capabilities

Identify agent needs with analysis  
and reporting 

Evaluate and review call interactions

Monitor agent interactions dialog and 
screen activity

Provide instant feedback, tips, and  
best practices

Coaching Delivery

Learning & Skills Management

Focus on agent skills development

Coaching and  training management  facility

Coaching & eLearning

Benefits of CxEngage  
Quality Management


