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e Start with a one-time team assessment
e Gather data to drive what you measure and how you weight it
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Quickness Reaching
6.3%

Answers w/o Transfers or Hol
8.3%

Courtesy/ Friendliness
20.6%
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e Start with a one-time team assessment
e Gather data to drive what you measure and how you weight it
* In depth assessment of situations driving customer dissatisfaction
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e Start with a one-time team assessment

e Gather data to drive what you measure and how you weight it

* Assess situations driving customer dissatisfaction

* Multi-channel assessments (email & chat)

* Assess customer experience outside CSRs interaction (queue, hold, IVR)

* Do an assessment of specific call types
* Critical scenarios and how they are handled (try secret shopper model)
* Unusually long calls and what drives them
e Calls with multiple holds, transfers

e Assess customer interactions outside of Customer Support
* Between official QA assessments, “spot check” key behaviors

* Focus energy where it will make the most impact (newer, lower
performers)
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Thank You!

Tom Vander Well, CEO
Tom@Intelligentics.com
+1 5153219788




