O XIMA

A Contact Center
Built in the Cloud

Xima's Contact Center as a Service (CCaaS) is a dynamic, cloud-based solutiofdesigned:io optimize
both employee and customer experiences. It provides in-depth skills-based routing, queue callback,
cradle-to-grave insight, custom reporting, real-time wallboards, and interactive chat options,

all powered by advanced automation and analytics.

Every Channel, Unified

Voice Email

Deliver exceptional service and Engage customers in real-time on Efficiently manage inquiries and
build relationships through clear, your website for quick assistance. support requests for precise
empathetic communication. issue resolution.

SMS WhatsApp

Offer convenient, personalized Utilize automated routing and

engagement tfo enhance collaboration tools to streamline

customer satisfaction. communication workflows.




Customer
Engagement

Call Queuing Skills-based Routing

Manage high call volumes efficiently, Match customers with the most suitable agent
reducing wait times. for optimized response times.

Queue Callback Call Recording

Allow customers to request a callback and Monitor calls fo ensure consistent customer
maintain their place in line. experiences.

Auto-attendant

Streamline customer journeys with self-service
capabilities and menu navigation.

S h Analvti
Workforce peech Andiytics

' ' ' Quality Management
Opftimization . .
Elevate customer experiences and drive agent

excellence.

- Auto QA

Automate tedious QA scoring, reducing
manual evaluation time by up to 80%. Deliver
consistent, unbiased scoring across all
agents while evaluating 100% of interactions,
not just small samples. Identify coaching
opportunities automatically, shorten agent
ramp-up times with real-time feedback, and
improve compliance adherence by detecting
script deviations or missing disclosures.




Strategic Insights and
Actionable Data

Xima Software provides tools to measure key
metrics like call volumes, average handling
time, and customer satisfaction. Advanced
analytics uncover sentiment trends, reveal
root causes of negative interactions, and
automatically surface insights from large
volumes of interactions. This data empowers
businesses to optimize customer service
delivery, drive product and process improve-
ments, and ensure client satisfaction.

Reporting

Standard and Custom Reports

Access 30+ templated reports or create
custom reports to gain insights into agent
performance, customer satisfaction, and key
metrics. Real-time and historical data visual-
ization options are available.

Cradle-to-Grave

Gain complete visibility intfo every customer
interaction from start to resolution, including
call details and agent performance.

Realtime Wallboards

Display key metrics and performance datain
real-time for quick insights and decision-making.

Scorecard § Evaluations

Review every customer interaction to enhance
contact center operations and deliver exceptional
service.

Speech Analytics

Analyze calls in real-tfime with speech recognition
technology to extract data, detect sentiment,
and identify frends. Uncover customer sentiment
patterns, reveal root causes of churn and repeat
calls, and automatically categorize insights
across voice and text interactions. Detect emerg-
ing fopics for proactive decision-making, improve
agent effectiveness by highlighting behavioral
patterns, and boost revenue by identifying upsell
and cross-sell opportunities, all while strengthen-
ing compliance by flagging risky language or
missed regulatory statements.



Proven ROI Impact

R

Higher CSAT & NPS

through better service quality and agent
performance

Lower workforce costs

with automation replacing manual, low-value
QA tasks

Faster decision-making

with live data instead of anecdotal or sampled
feedback

Improved retention

of both customers and agents due to clearer
expectations and coaching

Let's Talk

Stronger compliance posture,

reducing risk and associated costs

Greater operational efficiency,

allowing leaders to manage by exception and
focus on strategic improvements

Reduced operational costs

by cutting average handling time, repeat
contacts, and escalations with insight-driven
optimization
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