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Manuals kvalitates nodrosinasanas process

NERBEURVAYGIEINIES apmacibas,
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audio val
video zvans



Automatisks kvalitates nodrosinasanas process

audio un video VISI Zvani : =
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CONVERSIONS COUNT

59% 03:58 Excellent

TALKING RATIO AVERAGE LONGESTY ENEROY
MONOLOOUE

Laba saruna, bet japagaida kamer atbild
klients. Ka veidojam pauzes?

Janis Ozols, 1023222

This call might be important
for learning. Please check it out
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Periods Projekts

v Pedejas 7 dienas

Visi

291

SARUNU SKAITS

13% 0.28 291 0

ENERGISKA / PACIETIBA SARUNU SKAITS CONVERSATION
PRIECIGA BALSS RATINGS GIVEN

RgeTam et 15 et o

Mani sasniegumi

PASREIZEJAIS RANGS PEDEJAS AKTIVITATES

+70 Uzdevums pabeigts laika

xP 08/02/24, 08:28

Uzdevums pabeigts laika
02/02/24,10:56

Samekleta, noklausita vértiga saruna un pievienots komentars
31/01/24,17:07

Pitch Patterns
Profesionalu Liga

<Apskatit vairék) (Redzét Karalu saraksta aktivitétes>

140 XP

Savac 141 XP, lai sasniegtu Sudrabs
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ENERGISKA /
PRIECIGA BALSS...

0%

v Pedejas 7 dienas
Karalu saraksts Zurnals

Detalizeti

EMPATISKA /
SKUMIGA BALSS...

DOMINANTA / AGENTA EMOCIJU

_ AGENTA SMIEKLI
DUSMIGA BALSS... IZMAINA

0% 0% 0%

AGENTA EMOCIJU
IZMAINA ZVANA...

0%

RUNASANAS
IPATSVARS (PIRMAS...

0%

ENERGISKA /
PRIECIGA BALSS...

0%

Mainit metrikas

Lejupieladét CSV
Lejupieladéet Excel

Filtrét péc: o Tav s @ Nodoms
e Komanda e Temati O Projekts

/ : \\ / - \\

([ Notirit ) ( Saglabatskatu |

EMPATISKA / BEDIGA
BALSS (PIRMAS...

DOMINANTA /
DUSMIGA BALSS...

ENERGISKA /

PRIECIGA KLIENTA... KLIENTA BALSS

0% 0% 0% 0%

EMPATISKA / BEDIGA DOMINANTS /

DUSMIGS KLIENTS

KLIENTA EMOCIJU
IZMAINA

0%
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Temati

Klients - pozitiva atbilde

1.46

Merkis: 8.52

Adents - Jautajumi

1.8

Mérkis: 8.52

Darbagalds

Agents - Dati (GDPR),
lerakstisim

2.02

Merkis: 8.52

Klients - lebildumi -
Cena

1.31

Mérkis: 8.52

Atskaite Kopsavilkums Uzdevumi

Klients - Dati (Problema)

112

Merkis: 8.52

Agents - Sarunu
veidojosSie

8.51

Mérkis: 8.52

Adents - Laipnibas vardi

211

Merkis: 8.52

Sarunas ’

Klients - Nav laika

118

Merkis: 8.52

1

Merkis: 8.52

w o B L & o

Skatit detalizétak

_H

1.25

Merkis: 8.52

Klients - lebildumi
(Agresivi) - Nezvaniet
man

1.28

Merkis: 8.52

Agents - Atkartots
zvans

1.06

Mérkis: 8.52
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Uzdevumi

Izveidots Atbildigais

Atvert Pabeigts Visi Vv

v —_
Redzét visu Es Meklét Q Jauns uzdevums

izzinaSana B8 Komentari (20)
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Pacietibas metrika B Komentari (6)
B8 Indexo

Izveidots | 2024-02-13 ) ( Termins | 2024-02-21
( ,_

leteikumu pieprasijums nosiutits B8 Komentari (1)

Izveidots | 2024-02-08 ) (‘Termins | 2024-02-08

vi e et

leteikumu pieprasijums nosiutits B8 Komentari (0)

Izveidots | 2024-02-08 ) (‘Terming | 2024-02-08
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N Pédéjés 7 dienés Filtrét péc: 9 Klients @ ligums @ Nodoms ° Tagi
e Komanda @ Temati O Projekts

Total conversations: 17472

‘ Korelativa metrika
Agents Garums Temats/Klients Datums v N ligums v Statuss

Fokusa metrika

00:00:18 13.02.2024 00:00:18 O Apstrada

00:01:10 13.02.2024 00:01:10 O Apstrada

00:00:19 13.02.2024 00:00:19 ® Nelasits

00:04:53 13.02.2024 00:04:53 O Apstrada

00:00:22 13.02.2024 00:00:22 ® Nelasits

00:00:04 13.02.2024 00:00:04

00:00:18 13.02.2024 00:00:18 ® Nelasits

00:00:25 13.02.2024 00:00:25 ® Nelasits

00:00:53 13.02.2024 00:00:53 ® Nelasits

00:00:15 13.02.2024 00:00:15 ® Nelasits

00:00:42 13.02.2024 00:00:42 ® Nelasits

00:00:34 13.02.2024 00:00:34 ® Nelasits

00:01:36 13.02.2024 00:01:36 ® Nelasits
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Noverte sarunu! ﬁm Vel nav novértéts

Analize ( Provenctmaciou ezt )

® @ ® -

© 6 6 (2% & O
agents [ i -lll-ll-| BN e N .

Klients

Zinot par kibel

Temati ——

Nodoms S W

Transcript Mhm ja, paldies, ka precizéjat e talit uzkraposu informaciju, ko nodot attiecigai. Nodalai. Nedaudz uzgaidiet, ludzu, ja.

@eport bad transcript)

Temati <$ee Transcript> Nodoms @D Temati

Agents Klients Kopsavilkums

24 Adents - Liekvardiba 1 Klients - Nav laika 24 Adents - Liekvardiba
15 Adents - Sarunu veidojosie 15 Adents - Sarunu veidojosie
2 Adents - Jautajumi 2 Agdents - Jautajumi

Adents - Laipnibas vardi Adents - Laipnibas vardi

Klients - Nav laika
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Client 3
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Summary Topics Structure Emotion patterns Scorecard More stats

In brief Transcript

\

. e . . . 4
Ariel's company focuses on capturing clients in smaller language markets, Agent 07:02

leveraging tech like Al listening tools to improve sales team productivity
and engagement. They offer an integrated CRM solution with unique
positioning in the market.

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Nullam id arcu
consectetur, porttitor erat ac, euismod eros. Aliquam imperdiet in odio
id tempor. Aliquam erat volutpat. Vivamus scelerisque ut arcu sit amet
porta. Aenean ornare, est tristique molestie dapibus, nulla quam
Summary tempor elit, auctor euismod augue purus in metus. Quisque vehicula
et metus et placerat. Cras aliquam eros sapien, sed faucibus quam
tempor ac. Orci varius natoque penatibus et magnis dis parturient

montes, nascetur ridiculus mus. Quisque quis augue sed leo ornare
« Ricardas discusses his career path, starting as an event manager and ullamcorper.

« The conversation touches on the success of the Latvian basketball
team and the importance of representing small countries in sports.
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Klienta ieguvumi menesa griezuma, piemers

Pirms tam:

Zvanu centrs: 50 agenti
Manuala zvanu kvalitates vertesanas sistema, ka QEval: 30 EUR * 50 = 1500 EUR

2 X pilna laika kvalitates parbaudes personals, bruto: 4000 EUR * 2 = 8000 EUR

Konversijas likme for B2C talakpardosanas (upsell) zvaniem: 5%
Talakpardosanas (upsell) darijumu lielums: 500 EUR * 50 * 10 * 0.05 = 12500 EUR

Pec:

Zvanu centrs: 50 agents

pitchpatterns.com : 60 EUR * 50 = 3000 EUR

GPU servera izmaksas: 1000 EUR

1 X pilna laika kvalitates parbaudes personals, bruto: 4000 EUR * 1 =4000 EUR
Konversijas likme for B2C talakpardosanas (upsell) zvaniem: 15%
Talakpardosanas (upsell) darjumu lielums: 500 EUR * 50 * 10 * 0.15 = 37500 EUR

leguvums: 45500 - 22000 = 23500 EUR ( 200%)

18
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Klienta piemers

43% improvement in closed sales

39.3

36.5

33.7
31.9 32.3 32.1
27 .4 27 .8 202
~146
109
89
} 71
49
35
0

7-12 Feb 14-19 Feb 21-26 Feb 28-5 Mar 7-12 Mar 14-19 Mar 21-26 Mar 28-31 Mar

- Yes %

Session Count in PitchPatterns



Case study #1

Paradu piedzineja uznemums atklaja, ka ir iespejams palielinat “Inkasso” konversijas
likmi par 17%, izmantojot Sadas strategijas:

1. Saciet sarunu ar labiem vardiem un oficialu sveicienu - piemers: "Urtana kungs,
ka jums iet?”

2. Nodrosiniet, lai klients pats pateiktu, kada un kad bus "nakama darbiba" vai
"nakama maksajums".

3. Izmantojiet empatiju balsi - ja klients ir skumjs, tad agentam ari japielagojas.

4. Ja klients saka, ka vinam "nav laika" par 24% lielaka iespeja samaksat paradu,
tiem, kam Ir laiks runat, paradu maksas mazak.

20



Case study #1

% Call Time

a5

35

25

15

LOST

Win/Loss by Prospect Talk %

21

WON

“Increasing the
prospect’s talk time
from 22% to 33%
significantly boosts
opportunity win
rates”



Case study #1

Ask the right amount of questions

v
v
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4.5 9

Questions Per Call
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Case study #2

Klientu apkalposanas uznemums (Locksmith) atklaja, ka ir iespejams palielinat zvanu
konversijas likmi par 5%, izmantojot Sadas stratégijas:

1. Visticamak, ka darijums tiks slégts, ja agents sniedz "izglitojoSus padomus" vai
"konsultacijas" par materialiem, metodem utt., nevis uzreiz norada cenu.

2. Lielaka iespeja slegt darijjumu, ja paildzina sarunu un aizkave cenu noteiksanas
temu.

3. Ja klients iebilst pret cenu, jautajiet kads ir klienta budzets un, ja iespejams,
piedavajiet atlaidi.

4. Atcelsanas gadijuma jautajiet iemeslu - 3% gadijumu izmantojot jautajumus, var
palidzet atgutu darjumu

5. Lietojot empatiju balsi, ir lielaka iespeja noslegt darjumu - ja klients ir skumjs, tad
agentam ari japielagojas.

6. Lietojot mierinajuma vardus, ir lielaka iespeja noslegt darijumu.

23



Case study #2
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# Pricing Mentions
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Case study #2

Successful reps “pause” 5x longer after objections

e
v
v
3
o
Q
v
O
c
O
o
<
v

25



Esosas integracijas ar video
and telefonijas
pakalpojumiem

h -

+ 10 citas integracijas...



Esosas integracijas ar CRMs
sistemam

salesforce

+ 10 citas integracijas...
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Hard sKkills

Transcripts

 Whisper STT / ASR
Our Latvian STT: CER: 12%
Skanu klasifikacija

e Neizmanto Kaldi

31

Language

Spanish
Italian
English
Portuguese
German
Japanese
Polish
Russian
Dutch
Indonesian
Catalan
French
Turkish
Swedish
Ukrainian
Malay
Norwegian
Finnish
Viethamese
Thai
Slovak
Greek
Czech
Croatian
Tagalog
Danish
Korean
Romanian
Bulgarian
Chinese
Galician
Bosnian
Arabic
Macedonian
Hungarian
Tamil
Hindi
Estonian
Urdu
Slovenian
Latvian




Soft skills

Emotion classification

e Balss tonis (Dusmas, Bedas, Prieks) - 90.6%
 Neverbalas emocijas - 83%
» Teksta noskanojums - 87%

 Runataju partrauksana

e Klausisanas attieciba

 Mikro-pauzes, aktiva klausisanas

32



Teksta noskanojums

"Using Large Language Models to Improve Sentiment Analysis in
Latvian language", Pauls Purvins, Evalds Urtans, Vairis Caune, ICIC 2023

Table 2: Top 5 prompts of 24 prompts tested and accuracies 100000
Prompt Accuracy 90000
. . . r’

Based on the tone of the t.ext, wha}t.ls your ov.erall impression’ 22 0% 20000
Choose one of the following: Positive, Negative, or Neutral.

What is the general sentiment of this sentence? 79.0% 70000

. .. . U770 .

Choose one of the following: Positive, Negative, or Neutral. 60000

Balstoties uz teksta toni, kada ir kop€ja 78.9% 50000

noskana - pozitiva, neitrala vai negativa? 20000

Based on the tone of the text, would you categorize the oo

. ., . 780% 30000

overall sentiment as positive, neutral, or negative? SUULL

Does the author’s language in this sentence indicate 77 4% 20000

a positive, neutral, or negative sentiment? 10000

0

U
Positive Neutral Negative & K N3 X\ Q((\
S &P °’ BN RN
> < 5 5
Positive | 127 37 3 k“’ ?}Q/ \"2} e
"2 \% N R\
& | éczf ~ &
N A o ©
Neutral | 13 141 13 2 >
& 2 N
> Xy
\ &

Negative 2 30 135



Emocijas un lemumi

THINKIN G,

FAST.. SCOW

DANIEL

KAHNEMAN

WINNER OF THE NOBEL PRIZE IN ECONOMICS

Proportion favorable decisions

0.8 r

0.7
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s

Breakfast

Mid-morning

/ shack

Ordinal position

Lunch
/
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