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Best Pract ices In 

Call Quality Monitoring
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QUALITY 
MONITORING
VIA
RANDOM CALL 
SELECTION
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Root Cause:  Anecdotal

Actionable Insight:  X

Sales Opportunity

Service

Billing

Random Call Selection Results...
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Traditional QM Process Challenges...

Efficiency Representative Business Driven
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Not all Agents need 

coaching and this 

time can be better 

spent
Coaching  every 

Agent on a regular 

basis 

Coaching sessions 

delivered on random 

subjects

Sessions don’t 

address the relevant 

business goals Coaching session are 

predetermined

Supervisor can’t  

address knowledge 

gaps in real-time

Generic Coaching Challenges...
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UNDERSTANDING 
THE VALUE OF 
TARGETED CALL 
SELECTION
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Root Cause:  Empirical

Actionable Insight:  

Sales Opportunity

Service

Billing

Targeted Call Selection...
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DEFINE 

TARGETS

CREATE 

QUALITY PLANS

EVALUATE & 

MONITOR

Steps To Align QM To Business Goals...
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• AHT, Transfers, Hold time, Talk Time

• Compliance Adherence

• Sales Conversion

• Etc, etc

Targets For Improvement...

Senior Management AgentsTeam Supervisors

Define targeted KPI’s such as; 

And share improvement progress at all levels…. 
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Centralised end-to-end management of the QM processes

Business Focussed Quality Plans...
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Evaluate And Monitor...
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Harvest Relevant Calls Bespoke Evaluation

Targeted Coaching

The Targeted Quality Management Process...

Ongoing 
Monitoring
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Automated 

Selection

Targeting 

Coaching

On-going & Genuine 

Evaluations

QM & Business Goals 

Alignment

Benefit Summary...
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Business Systems UK

Follow us
@BSLHQ

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

systems-uk-ltd

Keep up to date
blog.businesssystemsuk.co.uk

Visit us
www.businesssystemsuk.co.uk

Download the QM report  >

http://www.businesssystemsuk.co.uk/paper/how-contact-centres-are-using-quality-monitoring-report
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https://twitter.com/BSLHQ
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