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COMPANY 

 

Sage Payment Solutions (Sage) has been making accepting electronic 

payments easy for businesses for over 20 years. Sage provides a wide 

range of merchant services including: merchant accounts, equipment, 

processing solutions for retail, MO/TO and Internet businesses, and 

valuable customer retention tools like loyalty cards, online reporting 

and financial resources that ensure business growth. Sage Payment 

Solutions is part of The Sage Group plc, a leading global supplier of 

business management software and services which employs more than 

13,000 people and supports more than 6 million customers worldwide.  

 

 

CHALLENGE 

 

The challenge facing Sage was that their quality assurance (QA) 

process was focused solely on live monitoring of calls. While live 

monitoring is an effective coaching tool (as feedback is provided in real

-time), it is difficult to capture the entire call and does not allow the QA 

reviewer the opportunity to go back and re-review portions of the call. 

Sage wanted a quality monitoring solution that would record 100% of 

agents’ interactions and would provide managers with more effective 

coaching tools.  

 
 
SOLUTION 
  
In May 2007, Sage installed the Encore™ Technology Suite, which 

includes voice recording, screen recording, agent scorecards and 

reporting and analytics.  

 

Sage’s Quality Assurance Manager, Angie Paul, recognized the value in 

choosing a solution that would record all interactions and provide 

agents with immediate feedback. “Encore gave us exactly what we 

needed - it is user-friendly and allowed us to capture 100% of our 

phone calls as well as screen recordings. Encore also helped us create a 

standardized agent feedback system which provides consistent 

measurement of all agents, allows agents an understanding of how 

they will be measured, and shows agents how they are performing 

compared to their peers.” 

 

 

RESULTS 

 

Since implementation, Sage now records 100% of its calls, with QA 

reviewers randomly monitoring 20 calls a day (up from 4 calls a day) 

and scoring about 10 calls per month per agent. With CenterPlus, 

Encore’s agent score carding and evaluation module, managers are  
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 now able to dissect each portion of the call, enabling 

them to track and measure agents’ strengths and identify 

coaching opportunities. This functionality allows 

managers to quickly identify and reinforce positive 

behaviors as well as set goals to work towards improving 

performance. 

 

Having an effective QA process has resulted in several 

changes to Sage’s policies and procedures. One change 

occurred after QA reviewers identified that customers 

were unhappy with being required to change their 

passwords after 30 days of inactivity. After sharing this 

feedback across the channels at Sage, management 

extended the time frame to 90 days. Customers shared 

similar concerns regarding the website timing out after 

10 minutes of inactivity. Again, based on customer 

feedback, changes were made to the website, resulting in 

greater customer satisfaction and reductions in inbound 

call volume. “The feedback that you can gather through 

the QA process can make significant impacts to your 

business,” said Paul.  

 

Sage’s managers also rely on CenterPlus reports to gain 

insight into the performance and health of its contact 

center. For example, each month managers generate a 

report that compares agent performance month over 

month. This report helps managers quickly identify 

trends and recognize top performers as well as those 

who might benefit from additional coaching. 

 

“Since using Encore, we are now much more in touch 

with our customer’s needs. We have a better 

understanding of our employees challenges and have 

been able to recommend policy and procedure changes 

to help us provide an exceptional customer experience 

for our clients. Encore has quickly become the eyes and 

ears of our organization,” said Paul. 

“An agent’s primary responsibility is resolving 
customers’ issues. Having a QA program 
allows you to also focus on ways to improve 
policies and procedures. Our QA team is not 
only scoring the calls, but also listening for 
feedback from our customers and identifying 
trends. “ 
 
Angie Paul 
Quality Assurance Manager 
Sage Payment Solutions 

About dvsAnalytics 
dvsAnalytics is a leading provider of agent productivity and analytics solutions for enterprises and contact centers. For 
more than 25 years organizations have relied on dvsAnalytics proven technology, innovative solutions, and quality  
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