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C\) Random Call Selection Results...
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@ Traditional QM Process Challenges...
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Y Generic Coaching Challenges...
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UNDERSTANDING

THE VALUE OF
TARGETED CALL
SELECTION
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C\) Targeted Call Selection...
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) Steps To Align QM To Business Goals...

DEFINE CREATE
TARGETS QUALITY PLANS

EVALUATE &
MONITOR
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@ Targets For Improvement...

Define targeted KPI’'s such as;
AHT, Transfers, Hold time, Talk Time

Compliance Adherence
Sales Conversion

Etc, etc

And share improvement progress at all levels....

I

Y Nl e agms LTI RERE AFCSREFE RS TR
WIS AN A0

Senior Management

W @BSLHQ

Team Supervisors

callcentre @®®

helper:

\an

90
70
60 ;
50
l=k=] |

Agents

CONFIDENTIAL. DO NOT DISTRIBUTE



Q Business Focussed Quality Plans...

Centralised end-to-end management of the QM processes

a Program Status Peare
Name |Pending | Completed | Past Dug' Target‘
T 6 | 0 0 6

| Smith, Ted

6
Mitchel, Viki 2 5 ; ;
' Randal, John 2 i : ;
Garner, Jane 2 4

Sk
Calls For Evaluation el ALl 5
Type|Assigned At| Due Dote | Agent Name | Start Time | buration| Plan Name | Description |~
¢ /2010  1/19/2010 Semeh, Ted 12/30/2000 4:045:02 PM  00:14:13 Business Driven Qualty Program Contacts wh leng holds
) f2030  $/15/2010 Smeh, Ted 12/19/2009 4:04:02 M  D0:12:13 Business Driven Quality Program  Random Contacts above 5§ minutes
QS f2010  3/19/2010 Smith, Ted 1/6/2009 4:04:02 PH 01 Business Oriven Quality Program  Random Cortacts above 6 minutes
41 f2010 1/15/2010 Smath, Ted 12/14/2006 4:04:02 PM . 002 Business Driven Quality Program Random Contacts above 6 minutes
) /2010  1/19/2010 Smeth, Ted 12/26/2000 4:04:02 PM 0D:3:1) Business Driven Qualty Program  Unrescived Contacts
) F2010 1/19/2010 Smth, Ted 1/147200% 4:04:02 PM FCR Oplienizaticn First Contact Evaluation
Q Y2010 115/2010 ' Mitchel, Vi 1/22/2009 4:04:02 PM  00:14:13 Business Driven Quality Program ' Successful Sales
) f2010 /472010 Mitchel, Viki L/15/2005 4:04:02 PM  00:12:13  Business Drniven Quality Program  Random Contacts above 6 minutes
) 2010 27472010 Randsl, John 172672006 4:04:02 PN 00:11:13 Business Driven Quality Program Random Contacts above 6 minutes
e | NN CSIAAMAA Aundel Taba S 10 AINARA A A AN PR E/A Mat enisst.on Closs Maatuse Coonlioabinn Y
. »

callcentre 9@

helper:

,’ @BSLHQ CONFIDENTIAL. DO NOT DISTRIBUTE



C) Evaluate And Monitor...
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) The Targeted Quality Management Process...

Harvest Relevant Calls Bespoke Evaluation

Ongoing
Monitoring

Targeted Coaching
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Q Benefit Summary...

¢ 1

QM & Business Goals Automated
Alignment Selection

Targeting On-going & Genuine
Coaching Evaluations
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@ Business Systems UK

Download the QM report >

Follow us
-] @BSLHO

Connect with
ﬁ www.linkedin.com/company/business-

systems-uk-Itd

Keep up to date
blog.businesssystemsuk.co.uk

CQ Visit us

www.businesssystemsuk.co.uk
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HOW ARE CONTACT CENTRES
USING QUALITY MONITORING?
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http://www.businesssystemsuk.co.uk/paper/how-contact-centres-are-using-quality-monitoring-report
http://www.businesssystemsuk.co.uk/paper/how-contact-centres-are-using-quality-monitoring-report
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