
USING QA TO DELIVER MEASURABLE 
IMPROVEMENTS IN CUSTOMER EXPERIENCE

INSTRUMENTING YOUR QA PROCESS



Derek has over 30 years’ experience working in the contact center technology providing operational consultancy, 

technical solutions and designing Contact Center applications and tools. Derek provides thought leadership based 

on real world observations and a deep understanding of the contact center ecosystem.
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THE GAP BETWEEN QA & CSAT

Bridging the gap with new 
approaches and tools.



• Gathering CSAT scores and 
comments will inform your 
scorecard design

• Review comments and 
categorize as positive and 
negative

• Identify what customers rate as 
important

• Revise the weightings and 
communicate to your agents

Goal is to align internal QA scoring with CSAT scores

Use CSAT scores to help bridge the QA gap

The Gap



WHY DO SO FEW CONTACT CENTERS
MEASURE CSAT?

“Marketing Dept own surveys”

“It’s hard to set up”

“No one in here knows how to design a survey”

“We haven't got the time”

“I've no budget”



It’s not as difficult as you may think!

3 x Killer Questions 

Rate the agent?

How satisfied were you?

Would you recommend us?

Hi Derek, got a 
sec….Please take our 
30 sec survey. 
http//sbdy.co/6sGCUA1
/mmmbssssd

Agent Widget



WHAT ARE SCOREBUDDY 
CLIENTS MEASURING?
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Custom Tag
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• Traditional Numeric

• Non-Numeric

• Success Card

HOW IS YOUR QA PROCESS PERCEIVED?

Feedback to the Agent



GATHERING RICH DATA



Looking for Gaps & Patterns

• Collect the data with analysis in 

mind

• Annotating and tagging results 

delivers greater insight

• It’s no longer just assessing 

agents it is about what drives or 

hinders your service quality



Add Detail
Use the evaluation session to add categories 
and tags with little additional overhead!

Meta Data

Custom 
Objects

Custom 
Fields

Root 
Causes



1. Left inadequate Notes
2. Incorrect information
3. Didn’t set expectation
4. Over Promised

The value of rich data…



TAKE AWAYS…….



Only you can determine the focus for your QA

✓Soft skills

✓Process

✓Product Knowledge

✓Problem Solving

✓Compliance

✓Risk

Take Aways
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• Only you can determine the focus for your QA

• Focus changes over time, Review-Revise-Reiterate

• Linking QA effectively to CX outcomes helps alignment

• Keep in mind agent perceptions about their scores

• Adding ‘tags’ (categorizations) delivers insight and points the way

Take Aways



58%
Agents managed 

each week

200+
Customers 
worldwide

50,000+
Our NPS Score 

from customers

15%
Reported 15% 

Increase in quality

Trusted by the best
Scorebuddy delivers measurable, positive change.


