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Adoption of e-learning and coaching solutions in the contact center is on the rise.
Training tools are becoming more valuable to contact centers in improving agent
performance and customer satisfaction. Vendors are providing better-integrated
solutions with more coaching capabilities as part of their workforce optimization
technologies (WOTSs) suites. This is good news for enterprises because they can work
with existing vendors, rather than looking for additional providers. Enterprises can
reduce implementation time and link e-learning and coaching with quality monitoring
(QM), workforce management (WFM) and performance management (PM).
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Executive summary

In a nutshell

Ovum view

Market opportunity

Definitions for e-learning and coaching vary slightly by vendor

E-learning and coaching in the current contact center environment

The e-learning and coaching market is relatively small but growing steadily

Growing integration with e-learning and coaching into the WOTSs stack

Contact centers need to retain control over training and are unlikely to fully automate
solutions

E-learning tools are becoming more collaborative, allowing agents to rate training and
share tips

Key selling points for e-learning and coaching

E-learning and coaching solutions help contact centers improve agent performance and
reduce churn

Contact center managers gain value from training solutions when integrating them with
WFM and PM

Integration with WFM ensures timely delivery of training

Enterprises can use PM and QM with learning systems to find and reduce skill gaps
E-learning and learning management systems are also useful for self-appraisal
E-learning reduces pressure on supervisors

Customer impact

Contact center agents have different training needs from the rest of the enterprise
Agents must answer calls as their first priority

Contact centers face high churn rates and new agents need more training

Agents need to be informed quickly about new product information or changes to
services

Home agents and outsourced agents need access to information

Agents need a balance of face-to-face coaching and online learning

Advantages of online training over face-to-face coaching

Before deploying e-learning, contact centers have issues that need to be addressed
Training systems directly impact agent performance which, in turn, benefits customers
Enterprises can use training tools to improve contact center efficiency

Contact center supervisors and the overall enterprise profit from e-learning and
coaching

Vendor landscape

Suite WOTSs vendors are broadening their e-learning and coaching portfolios
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Aspect
Autonomy
Envision
Genesys
Knowlagent
Merced Systems
NICE

Ulysses Learning
Verint

VPI

The value of e-learning and coaching solutions in agent performance


https://marketpublishers.com/report/technologies_electronics/telecommunications/value_of_e_learning_n_coaching_solutions_in_agent_performance.html

. +44 20 8123 2220
Market Publishers info@marketpublishers.com

LIST OF TABLES
Table 1: Global spending on WOTSs in the contact center, 2008—14 ($ millions)

Table 2: The advantages of e-learning versus face-to-face coaching
Table 3: The leading e-learning and coaching vendors

The value of e-learning and coaching solutions in agent performance


https://marketpublishers.com/report/technologies_electronics/telecommunications/value_of_e_learning_n_coaching_solutions_in_agent_performance.html

. +44 20 8123 2220
Market Publishers info@marketpublishers.com

LIST OF FIGURES

Figure 1: Global spending on e-learning and coaching in the contact center
Figure 2: E-learning has a positive impact on agent performance

The value of e-learning and coaching solutions in agent performance


https://marketpublishers.com/report/technologies_electronics/telecommunications/value_of_e_learning_n_coaching_solutions_in_agent_performance.html

. +44 20 8123 2220
’ Market Publishers info@marketpublishers.com

| would like to order

Product name: The value of e-learning and coaching solutions in agent performance

Product link: https://marketpublishers.com/r/VD9112E5005EN.html
Price: US$ 1,495.00 (Single User License / Electronic Delivery)
If you want to order Corporate License or Hard Copy, please, contact our Customer
Service:
info@marketpublishers.com

Payment

To pay by Credit Card (Visa, MasterCard, American Express, PayPal), please, click
button on product page https://marketpublishers.com/r/VD9112E5005EN.html

To pay by Wire Transfer, please, fill in your contact details in the form
below:

First name:
Last name:
Email:
Company:
Address:
City:

Zip code:
Country:
Tel:

Fax:

Your message:

**All fields are required

Custumer signature

Please, note that by ordering from marketpublishers.com you are agreeing to our Terms
& Conditions at https://marketpublishers.com/docs/terms.html

To place an order via fax simply print this form, fill in the information below
and fax the completed form to +44 20 7900 3970

The value of e-learning and coaching solutions in agent performance


https://marketpublishers.com/report/technologies_electronics/telecommunications/value_of_e_learning_n_coaching_solutions_in_agent_performance.html
mailto:info@marketpublishers.com
https://marketpublishers.com/report/technologies_electronics/telecommunications/value_of_e_learning_n_coaching_solutions_in_agent_performance.html
https://marketpublishers.com/docs/terms.html
http://www.tcpdf.org
https://marketpublishers.com/report/technologies_electronics/telecommunications/value_of_e_learning_n_coaching_solutions_in_agent_performance.html

	fname: 
	lname: 
	email: 
	comany: 
	address: 
	city: 
	zip: 
	country: 
	tel: 
	fax: 
	message: 


