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Product Summary

Nextiva Voice Analytics is a reporting and analysis tool that can access and manipulate call
data visually through customizable reports, wallbods, dashboards, and comparyide
gamification.

Nextiva Voice Analytics provides unprecedented visibility into call and emplee activity
data, allowing businesses to make quick, datadriven decisions View historical data in
easyto-read graphs or traditional tables. Create dashboards and wallboards to track real
time data

Analyzepast call behavior by running reports andchedule them to be sent to key
stakeholders.Trackreal-time details by monitoring calls and displayg them onlarge
screens. Engage employees using gamification that encourages healthy competition and
helps retain employees. Use previous data to predfature trends with data-driven
analytics. The benefits dextiva Voice Analytics can help anyusiness to reduce costand
operate more efficiently.

This document covers the followingunctions related to the Nextiva VVoice Analytics feature
set:

Marketing

Key Performancelndicators (KPIs)
Staffing Requirements

Employee Engagement
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Product Requirements

In addition to a Nextiva Voice licensdB@sic Pra or Enterprise), aNextiva Voice Analytics
license is required for & phones and Users on an account

Please contact our Amazing Service Team at (800) 28895 or emailsupport@nextiva.com
for assistance.
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Nextiva Voice Analytics: Logging In

1. Visit www.nextiva.com and clickClient Loginto log in to NextOS.
2. From the NextOSHome Page, selecWoice.
3. From the Nextiva VoiceAdmin Dashboard,selectAnalytics.

nexti‘ 'a Dashboard Users Locations  Advanced Routing Devices| Analytics & Hi Nextiva Nextiva Support
System Status Office vFAX Call Center SIP Trunking X NextOS Setup Wizard
Setup Progress .o
Activity ~ | calis
Account:1956727 PIN:9999
$9242.38 will be due on: 04/03/19 i
Analytics

NOTE: Administrators canvisit analytics.nextiva.conto directly access theNextiva
VoiceAnalytics cashboard.

Nextiva Voice Analytics Dashboard

A new window will opendisplaying theNextiva VoiceAnalyticsDashboard Thetiles
displayed inNextiva Voice Analyticsinclude:

1 Report: View business activityusing popular report templates or create custom
reports. This is especially useful for managers and supervisors looking for easy
access to historical data.

1 Monitor: Keep a fingr on the pulseof your businesswith standard or custom
dashboards. Foster transparency with wallboardsnd engage teams with
Gamification, broadcasting top team member metrics on TVs and monitors.

1 Analyze:Gain insight by identifying data trendsDraw comparisons between the
activity of two agents or locations, for examplélse historical data to better
predict future business needs.

1 Customize:Create custom reports tailored to business neeaind see them side

to-side with custom dashboards.

Save:Save astom reports,and schedule them to run and distribute automatically.

Set:Set global date defaults, anduster users or phone numbers into custom

groups.
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Administrators canalsoaccesshese sectionsfrom selecting one of the options from the
header.
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Monitor

il so8
Customize Save Set
Analytics Dashboard
Marketing

Customers want to form a relationshipvitha ¢ o mp a n yWHrketing pravides brand
loyalty and helps bring products and services that are important toustomers. Identifying
trends and knowing how to respond tthose trends are key. Customers want to be
informed, engaged, and purchase produdisat improve their own businessNextiva Voice
Analytics can provide insight into Marketing trends that were previously difficult tsncover.

NOTE: To fully utilize the pwer of Analytics for Marketing or Advertising endeavors,
please assign a unique phone number to each campaligor. example, a business
should have two different numbers if they are running two ad campaigns: one for
radio adsand one for TV ads.

The summary page of theReportstile can provde insightinto total call counts calls perday,
and an hourly average of calls.
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Summary Voice Analytics Page

When juggling multiple marketing campaignst is important to know where leads and
opportunities are successful, as well as unsuccessful. The ability to view where calls are
comingfrom could be a vital tool for regional or nationwide businessé¢extiva Voice
Analyticsunlocks this dataeasily and quickly, with a statey statecomparison on the
Summarypage

In the example below, we can see that the majority of callers are calling from Texas and
Arizona phone numbers, and not from Tennessee and North Carolina phone numbers.
Quickly adjustadvertising campaignsitilizing this information; for example a business might
add more marketing funds to better target Tennesseklover over astate to view the callso
andfrom that state.Download the information to an Excelsheetby clickingthe Download
Arrow at the top-right of the window.
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Counts by State 3 months ago (rounded) — now Calls Minutes
" s
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State Comparison on Summary Page

Running a successful marketing campaigan changeabusiness overnightQualifying the
effects of a campaign capose hurdles. With Nextiva Voice Analyticsit is easy to filterany
phone number toview traffic to specific advertised phone numbex Select or deselect any
phone numbers needed to gain insight on market penetration.

O
nextiva eporting Hi Nextiva DemoAccount
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Phone Number Filtering
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Ensuring employeesre reaching outto new prospects can b&me-consuming Simiarly,

many businesses struggle to track key metrid&/ith the Nextiva Voice Analyticsfeature

Unique Dials, you caneffortlessly track new callers to your business. Managing teams is easy
with access to dozens of metrics, such tadk times, call length aerages, outbound dial
averagesand trends, and so much moré&keep employees engaged by displaying a
Wallboard under the Monitoring section and increase transparency througiut the
organization. Filter the results that make sense for the company and depaent and display
them in realtime.

. -
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Dashboard Wallboards Scorecards Gamification Custom ®

) 3 months ago (rounded) — now =1

Q Total Calls Q Total Talk Time Q€ outbound &= Outbound Talk Time

1,360 calls 395 min 126 calls 204 e

N Unique Calls Avg. Calls Per User

197 gl

Unigue Calls and Outbound Talk Time Wallboard

Key Performance Indicators (KPIs)

Managers and Supervisors understand the importance of answering calls from customers to
ensure quality serviceKPIs are different than metrics Metrics provide information that can

be digested, and KPIs offer comparative insights that guide future actiok®lIs are initiated

by hightlevel decisionmakers, incorporate company goals and objects;eand can be
evaluated and reset over time.

Sales Managers knowow significant it is to ensurgheir employees are making unique dials
to new prospects, and th@alue of employee engagement with customers. Wiltextiva
Voice Analyticsit is easy to view this information. Build a custom report to review the
number of calls coming into the business goingout to new customers, to ensure that
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employees areaidingin the growth of the business overallTheCustomsectionunder
Reporting can be used to create specific reportsgased orwhat is important to the company

or customer.

nextivar=m=

Reporting

Hi Nextiva

User calls @

User talk time
User call duration

User calls + talk time

Locations

Call groups
Phone numbers
Extensions
Area codes
Groups

Surveys

Filters

Summary Location Call group User activity Phone number
( cetar renort
Ccustomrepo
Report type Format Breakdown
Users Aggregate @ Period summary

Compare Daily summary

Trend analysis Daily average

Period over period

Call log

Hourly average @

Custom ®
Display
Line A
Stacked column D[IH
Column I]Uﬂ
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With multi-location businessesit is important to measurekey performance indicatordn real
time. UtilizeWallboardsunder the Monitoring sectionto displayinformation about
Locations, Departmentsor Call Groups to ensure that any caillolumespikes aretracked.
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Dashboard Wallboards Scorecards Gamification Custom ®
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Filtering a Walltoard by Call Group

Staffing Requirements

Determining how much staff is needed to ruabusiness properly can be dauntinghis task
becomes even trickier wherrying to determine what times are busiest and need the most
headcount.

With Nextiva Voice Analyticsyiewing when the highest volume of calls coming in is easier
than ever.Simplyview the hourly average for a Location, CaBroup, or phone numbeto
determine the most effective use oémployee time.

For seasonal businesses that operate on a heavy schedule, but only during a certain time of
year, this level of trend analysis becomes vitaln air conditioning repair service will likely
have more clients during the summer months, whidesnow removal service will see spikes in
business callsluring the winter months.
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Access theAnalyticssection of Nextiva Voice Analytics tousehistorical datato predict
possiblespikes inbusinessand ensure that thereis an adequate number of emplgeesto
handle the extracallload. ViewTrend Analysis or filter by Comparison Period over period
or Call Duration.

Trend Analysis and Additional Filtering Options

Not all businesses will have seasonakpike in clients. Many wiee a riseduring certain

times ofthe day. Knowing when thesehanges mayccur helps managers staff theteams
during times of higher call volume. WitNextiva Voice Analytics, it is easy to see on the
Summarypage historicd data relating to the number of calls that come in Iblye hour. This
information can be usedo appropriately staff enough employees and ensure customers are
helpedwhen needed. Filter by CalGroup, specific phone numbersand more, and hover
over the results to get the data that is needed to make staffing decisions.
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