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1.  Your Quality Assurance program 

begins with Quality 



“It’s hard to deliver a 
relevant & meaningful 
experience, if I don’t 

know what it’s 
supposed to look like, 
how to bring it to life 

or even how  to 
explain it.”

Your Agent’s challenge



2.  A Service Delivery Vision helps
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3.  Know your inputs 



4.  Remember your CX Pyramid



5.  Not everything has equal weight 



6.  You’re either helping or you’re                 

keeping score



7.  How many?
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7 smart things 



Thanks!
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