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From Conversation to Quality Insights
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Built around your quality standards. Designed for the realities of member service.

Better oversight. Less operational strain.

Give quality teams the capacity to review more calls while freeing managers to focus on their people and the members they serve.

Lower the cost of quality review Expand coverage without adding headcount

Reduce the manual effort spent listening, scoring, and Evaluate more conversations within your team’s existing
documenting calls. capacity.

Reduce variation in evaluations B Strengthen monitoring documentation
v

Apply the same defined criteria across reviewed calls to
support more consistent assessments. together for internal quality reviews.

Keep scores and supporting conversation evidence
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Trust-Native
Architecture

Opening & Verification

Governance
Th nt gave rofessional greeting, . . .
itodugett he plan and hersf, and completed a Built-in governance, policy enforcement, and human
full HIPAA verification (member ID, name, DOB, . i . .
phone). The only minor issue is a slightly OVe rS'g ht d|rec‘t|y |n‘to Al eXGCUtIOH.

confusing double-branding at the very start, but it
did not impact security or rapport.
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Maintain real-time visibility into agent behavior, reasoning,
and performance.

» Evidence from transcript (2)

Talk Ratio

. Auditability

® Caller Replay conversations end to end and generate
regulator-ready records on demand.

Data Protection

Safeguard PHI, PIl, and financial data with policy-aware
segmentation and governed access.

Conversation Intelligence

See the score. Review the evidence. Guide the next conversation.

FSQS

AGENT PERFORMANCE CALLER EXPERIENCE TALK RATIO

9.4 /10 9.7/10 81% agent

Across 5 QA dimensions. Clarity - Cooperation - Appropriateness. _-
@ Agent81% @ Caller 19%

Evaluation Transcript
Agent Evaluation (Speaker A)

Opening & Verification 9/10

The agent gave a professional greeting, introduced the plan and herself, and completed a full HIPAA verification (member ID, name, DOB, phone). The
only minor issue is a slightly confusing double-branding at the very start, but it did not impact security or rapport.

» Evidence from transcript (2)

Probing & Discovery 9/10

The agent clearly identified the main issue (doctor complaint) and asked structured, detailed probing questions (who/when/where/what happened).
She also went beyond the single request to offer additional support (PCP change, urgent care options, mailing lists). A small gap is that she did not
probe deeper into the front desk behavior (e.g., names, exact comments) which could strengthen the complaint record, but what she captured is still
adequate.

» Evidence from transcript (2)

Connect agent performance and member experience to strengthen service quality.
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