
Get started

Industry Trends 
Customer service organizations must continuously adapt and evolve if they are to respond to empowered consumers and their ever-changing 
customer service expectations. With labor costs often representing the most significant operating expense for contact centers, many contact center 
managers look to improve their employees’ individual performance to maximize value, and control or reduce this expense. Amazon Connect helps 
organizations of every size to deliver better customer service at lower cost through its self-service, cloud-based contact center model. Qualtrak’s 
Evaluate for Amazon Connect can help you with workforce optimization (WFO) by monitoring and coaching your agents on an ongoing basis to 
improve their performance.

Evaluate for Amazon Connect by Qualtrak Solutions
Develop the skills of your agents and create a culture of continuous learning and improvement

Qualtrak Solutions is an APN Technology Partner with validated Amazon Connect capabilities.

Challenges  
Customer service organizations must continuously adapt and evolve if they are to respond to empowered consumers and their ever-changing
customer service expectations. With labor costs often representing the most significant operating expense for contact centers, many contact 
center managers look to improve their employees’ individual performance to maximize value, and control or reduce this expense. Amazon Connect
helps organizations of every size to deliver better customer service at lower cost through its self-service, cloud-based contact center model.
Qualtrak’s Evaluate for Amazon Connect can help you with workforce optimization (WFO) by monitoring and coaching your agents on an ongoing
basis to improve their performance.

Solution Overview
Evaluate for Amazon Connect
Evaluate natively integrates with the Amazon Connect call recording function. It uses data from the platform 
to enable streaming of calls directly to Evaluate, thereby avoiding the need to add another layer to the native 
recorder, which creates technical complexities and increases cost. 

 ■ Supervisors specify with precision which calls (‘needles-in-the-haystack’) are most appropriate for addressing
the coaching needs of each agent

 ■ Evaluate’s search engine runs during the night and discovers the required ‘needles’ (calls) for each agent

 ■ Supervisors log into Evaluate and, with one click, load the evaluation template, plus ready-to-play calls, so
they can review the agent’s skills

 ■ With each question they are able to add comments/observations, ask probing questions, link audio segments
(from the call) to support the comments, and attach learning content to each question (e.g. best in class
demonstration of the various skills)

 ■ Finally, with one click the evaluated call can be transformed into a bite-sized personalized online coaching
session which is sent to the agent to review at his/her own pace during convenient times

Qualtrak on AWS
When the customer launches their new Amazon Connect contact center, they use Evaluate to create the 
performance standards from day-one and enable the customer to create a culture based on continuous 
learning and improvement.

https://partnercentral.awspartner.com/PartnerConnect?id=0010L00001oAi4EQAS&source=Solution%20Space


About AWS: For 10 years, Amazon Web Services has been the world’s most comprehensive and broadly  adopted 
cloud platform. AWS offers over 100 services for compute, storage, databases, analytics, mobile,  Internet of 
Things (IoT) and enterprise applications from 49 Availability Zones (AZs) across 18 geographic  regions in the United 
States, Canada, Europe, Asia, Australia and South America. AWS services are trusted  by more than a million active 
customers around the world – including the fastest growing startups, largest  enterprises, and leading government 
agencies – to power their infrastructure, make them more agile,  and lower costs. To learn more about AWS, visit  
http://aws.amazon.com.
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Solution Space 
Discover scalable and secure solutions that will empower you to achieve your business needs with Amazon Web Services (AWS) and AWS Partner 
Network (APN) Partners that have attained AWS Competency designations. Customer ready solutions are based on architectures validated by AWS, 
include a combination of AWS services and APN Partner technologies, can be deployed quickly with solution accelerators like AWS Quick Starts, and 
feature optional consulting offerings provided by APN Partners, to accelerate your cloud transformation. 

Visit here for more information.

Getting Started 
AWS and Qualtrak Solutions have partnered together to offer a Quick Start integration which makes the deployment simple and rapid.  
This integration follows best practices from AWS for security and availability. 

Contact AWS and Qualtrak
Qualtrak offerings on Solution Space
Quick Start link or Sign-up for an account
Download Evaluate for Amazon Connect (QM) in AWS Marketplace 
Request a Demo 

How It Works
Evaluate links directly to the Amazon Connect recording service (without adding a 3rd-party recorder interface). It uses the Contact Trace Records 
(CTR) and adds these to a Store, Search, and Analyze database. Qualtrak’s architecture enables you to add other data sources to the database 
including call transcriptions (using Amazon Transcribe and VoiceBase) and performance-related analytics from products provided by a variety of 
partners. This helps make sure that calls are found with the right situation to enable the supervisor to convert into Coaching Sessions. These calls 
are referred to as ‘needles-in-a-haystack’ because being able to find calls with great precision helps the supervisor to create powerful and relevant 
coaching for their agents. The Coaching Sessions are automatically assigned to the agents, including the personal calls, so that they can review at 
their own pace and at convenient times. This closed-loop system creates continuous agent performance improvement.

Benefits 
Qualtrak’s Evaluate for Amazon Connect is a high-standard agent evaluation and online learning solution that helps you to develop the skills of your 
agents to be more productive and consistently deliver high quality customer interactions.  

Create performance metrics 
Set call handling performance standards  
to assess agent’s performance and identify  
the gaps. 

Continuous coaching 
Drive a continuous performance 
improvement culture by providing agents 
bite-sized online interactive coaching 
sessions based on the evaluated call and 
reviewed during convenient times.

Comprehensive reporting 
Use the available easy-to-use/preformatted reports 
to track performance, identify training needs, and 
set goals.

Workforce optimization 
Consistent performance measurement and tracking, 
coupled with expert remedial coaching enables  
higher first call resolution, cross and upselling 
conversions, lower call length, and higher customer 
satisfaction/retention.

https://aws.amazon.com/
https://aws.amazon.com/solutionspace/contact-center/qualtrak-evaluate-amazon-connect/
https://aws.amazon.com/quickstart/connect/qualtrak-evaluate/
https://aws.amazon.com/marketplace/pp/B076LDP7J4?qid=1527269778146&sr=0-1&ref_=srh_res_product_title
http://qualtrak.com/request-a-demo/ 
https://partnercentral.awspartner.com/PartnerConnect?id=0010L00001oAi4EQAS&source=Solution%20Space
https://aws.amazon.com/solutionspace/contact-center/qualtrak-evaluate-amazon-connect/



