
Powerful, easy-to-use recording, retrieval, and evaluation tools

Mercom Interaction Quality™
Agent/Call Taker Evaluation and Reporting Software

Mercom Interaction Quality™ Agent Evaluation software is designed to provide the smoothest possible 
call evaluation and scoring experience in a call quality monitoring environment. With an easy-to-learn and 
easy-to-use interface, the software provides you with the tools you need to measure, analyze, document, 
and improve the performance of your call center. 

Mercom Interaction Quality provides the power and functionality 
required by the largest, most sophisticated call centers, yet is
inherently scalable and affordable for small and mid-sized 
contact and public safety centers.

Powerful, Scalable, 
Affordable

From within a single Microsoft® Internet Explorer browser 
window, you can select the call to be evaluated, control the voice 
and screen playback, and fill out the evaluation. Evaluators 
familiar with a web browser will require only minimal training.

Evaluations

You have full control over who can create, edit, and use scoring
forms, and which agent’s calls can be evaluated. 

Security

Mercom Interaction Quality allows multiple administrators to 
simultaneously design different forms. 

Simultaneous Administration

Design the form, create the questions, and assign score values 
all on-line, viewing the actual form as you build it. Mercom 
Interaction Quality provides multiple score selection tools 
including Yes/No, Yes/No/NA, check boxes, programmable 
ranges, and customizable pull-down lists.

On-Line Form Designer

Get Started in 4 Simple 
Steps

It is easy for Evaluators to get 
started quickly with Mercom 
Interaction Quality.

Select the Template

Select the Group

Select the Agent

Select the Call

Mercom Interaction Quality 
allows scores to be displayed 
on-screen, while the call is 
being scored.
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Powerful, easy-to-use recording, retrieval, and evaluation tools

Mercom Interaction Quality can be tightly integrated with the 
Audiolog Digital Recording Server or can be used as a stand-
alone evaluation system.

Audiolog Integration

Custom Report Design Services are available to create reports 
tailored to your organization’s needs.

Custom Report Services

It is easy to analyze and summarize the performance of your 
organization’s call takers, groups, and evaluators. Standard and
customizable reports provide access to detailed information, 
summaries, and trends. View reports on-screen, or print them. 
Reports can be exported in a number of formats that can be 
emailed as attachments. 

Detail Reports provide a view of the results of all evaluations

Performance Trend Analysis Reports present charted 
performance trends for each section of an evaluation over time.

Daily Evaluator Activity Reports provide a summary of the 
daily activities of each Evaluator.

Comprehensive Reporting


