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monitoring is a st nts,

il

or a gotcha moment hated b e agent, feared by all,

and useless to many.




(f ® Call monitoring is either a “Gotcha!” or an “Ah-Ha!” not both!
O
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gs; Look on my Works, ye

“My name

( Mig hty, and despair!” ~ Percy Shelley
g




“You cannot teach a man anything. You can only help him
discover it within himself.” ~ Galileo Galilel



® Defines

* Reflect the organizational commitment to training and retaining employee
O talent.




® Call Reviews
® “Ghosting”
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gathering

* Annual Award /Reward “Best in Class”

Showcase
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* Define | and the strategy then

begins to unravel into
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® The | ,, aining. Call monitoring

does not replace _ ms; but remains only a small part of

the QA strategy.
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