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SMG Product: SMG AgentTrack

After consumers have an experience with your 

contact center, it’s critical to get a quick read 

on whether you met their needs. Otherwise 

you’re missing out on valuable insights that 

could benefit the next interaction, and in the 

longer term, your omnichannel strategy. 

AgentTrack enables brands to invite feedback 

in multiple ways—whether it’s IVR transfer, 

outbound IVR, email, or online chat—and tailor 

questions to their contact center experience. 

But it’s not just about collecting data—it’s 

about making an impact. That’s why we tailor 

your reporting tools to deliver timely insights 

that get you all the way to action.

Delivering a seamless, cross-channel experience has gone from ideal to mandatory— 

74% of consumers use three or more channels when interacting with a brand, and  

65% would cut ties over a single poor experience. That means your contact center  

has to provide friendly service and prompt resolution to deliver an optimal experience.  

SMG AgentTrack gives you the tools you need to ensure this critical touchpoint takes your 

brand in the right direction. 

SMG AgentTrack 
allows you to 

measure the contact 

center experience, 

making it easier to 

integrate reporting 

with other feedback 

channels, monitor 

and coach agents 

on key performance 

measures, and close 

the loop efficiently +  

effectively with real-

time service alerts. 

Customizable, role-based reporting 

Like any touchpoint, your contact center’s 

success depends on getting the right 

information to the right people at the right time. 

With the reporting dashboard, department 

managers are able to get a real-time view of 

current performance, see how scores trend 

over time, and build and distribute timely 

reports on important measures, including:

 Ability to Resolve Issues Quickly

 Consistency of Service

 Level of Consumer Effort

By drilling down into agent-level scores, 

coaches can identify specific areas of 

opportunity and drive continuous improvement. 

And to ensure your consumer experience aligns 

across touchpoints, power users, executives, 

and department managers can integrate 

contact center data with other sources of 

feedback, allowing them to maintain a single 

source of cross-channel insights.  

Use your contact center to build  
better consumer connections

 Integrate contact center reporting with other channels

 Monitor and coach agents on key performance measures

 Close the loop efficiently and effectively with real-time alerts

SMG AgentTrack
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Automated voice-to-text transcription + 

text analytics capabilities

Consumers reach out because they want to  

be heard—but their questions and concerns 

might not always come through in a number. 

Our automated voice-to-text transcription 

enables brands to hear consumers in their own 

words. And with text analytics functionality, 

they’re able to:

Real-time, rule-based alerts 

The contact center is often your last chance to 

resolve problems and regain loyalty. With so 

much on the line, it’s critical to stay ahead of 

service-related issues that could compromise 

your recovery efforts. AgentTrack allows 

clients to establish rule-based alerts to notify 

the appropriate users in real time on things 

like specific scores or key words in comments. 

And if the alert isn’t resolved within the 

parameters you set, it’s automatically escalated 

to the next level of your hierarchy. That means 

quicker responses to pressing issues and a 

more efficient close-the-loop process.

There’s no overstating it: consumer 

expectations are high, and loyalty is 

constantly at stake. That’s why it’s critical 

to make sure your commitment to service 

transcends touchpoints and rings true across 

the organization. AgentTrack makes it easier 

to monitor agent performance, improve 

service, and stay ahead of potential issues. 

As part of SMG’s Contact Center CX offering, 

it’s just one more way we help brands use 

this critical touchpoint in the omnichannel 

experience to build better connections. 

AgentTrack allows 

coaches to drill down 

to agent-level scores, 

identifying specific areas 

of opportunity.

To learn how  

SMG AgentTrack 

can help you build 

better connections, 

contact your Client 

Insights team or visit 

smg.com/contactus. 
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About Service Management Group
SMG inspires experiences that improve people’s lives. We are a catalyst for change, providing actionable

customer, patient, and employee insights that boost loyalty and drive business outcomes. Our unique

model puts a dual focus on platform technology and professional services—making it easier to collect,

analyze, and share feedback and behavioral data across the enterprise. To learn more about our customer

experience management, employee experience, and brand research solutions, visit www.smg.com.

Track customer perception 
with sentiment breakdown

Spot emerging themes to 
stay ahead of issues

Answer questions they  
never thought to ask


