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Why New Thinking on Quality Assurance?

What Has Changed What Hasn’t Changed

Move to home with no plans  Advisors are critical to
to return to an office ensuring customer satisfaction
Different conversations can - Engaged and satisfied
Impact goals employees are:
Less visibility into agent - 8.5x more like to stay than leave
activity and CX within a year

- - 3.3x more likely to feel extremely
Lack QA agility empowered to resolve customer

ISsues

NICE

Source- Gallup



QA BEST PRACTICES:
A 3 STEPS PLAN

Increase QA program agility

Increase employee and customer
satisfaction




Step 1 — Quality Targeted Monitoring

« Supplement random selection with targeted
monitoring using analytics

» Correlate to advisor performance, quality & coaching to metrics
- Start with a pilot program and expand

Coach
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Step 2 — Metric Driven Quality

Expand targeted analytics driven quality scope
KPI scorecard with 100% scoring on targeted metric
Supervisor, quality & agent automated processes & reporting

Drive advisor empowerment
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EFFECTIVENESS

sz § 1

CUSTOMER FRST CONTACT
EXPERIENCE RESO ON

77 § 1

CATEGORY TREND

VIV TWTY | 75 19

PERFORMANCE

Verification Issue

Supervisor and Agent Dashboard

CALEC

SALES
EFFEC

-
TIWVENECC
HIVEINEDD

s 4

CHANGE EVALS

ccesstg Finlay, |- (jfintay)

Agent: Hayes, Charles E. - (304779) [x)

3 | 8

Allow Agent access (when Published)
S

SERVICES
Greeting (mot started)
Services (not started) iE
Upsel 15.00 /80 o Which products were discussad?
X Pet(0)
o021 Life (D)
! Vision (D)
© Dental (0)
MEDIA FILE Was an upsell offer made? L R

Auto-Suggest Answers to F
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< Send for Self-Evaluation

0/10 0.00/10

“Pet” suggested. Pet offer was detected at
pLay 00:06:03

“Yes" suggested. System detected upsell
ppay Offer at 00:06:03.




Step 3 — Quality Transformation

- Behavioral analysis vs transactional
Al models scored behaviors

- <

Exec Overview Sentiment Performance CSAT Behavior Performance
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Dispatch Performance

Team / Agent Behavior Trends Team and Agent Behavior

Sentiment Performance (% Neg) by Site

Antioch Killeen

Cambridge

29.2%

Previous Date: 25.8%

Daly City
[ +3.4pp |

Previous Date: 0.0%
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Team Behavior Performance

Previous Date: 10.7%

* Personalized, focused behavior-based coaching

Previous Date: 5.0%
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Agent Performance

 All levels of organization engaged and driving quality
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Sentiment Acknowledge Loyalty Build Rapport Demonstrate Ownership Listen Actively

Supervisor Sentiment Acknowledge Loyalty Build Rapport Demonstrate Ownership Listen Actively Agent Name

B. Lee Donna P. Howard

E. Cohen Michael K. Diaz

K. Cramer Mary Y. Jackson

K. Harvey 01 (0.4) {0.2) (0.46) {0.8) Helen F. Washington

A Scott (0.8) (0.55) 02 Margaret L Brown

C. Berry {0.2) 1.2) {0.1) {0-78) {07 Christopher M. Torres

L. Zavala Linda A. Powell

M. Goldstein Dorothy A. Perez

T. Brown Williarm M. Walker

L. Keaton Deborah K- Bell

. Fnlay Mary |. Walker
Patrick R. Anderson

Andrew 0. Torres

John X. Gonzales
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Progression of Quality Management

Organizational Focus

TRANSFORMATIONAL

QUALITY

Do you have organization buy in?

Trend Focus

Do people trust the process and direction?

METRIC-DRIVEN QUALITY Can you assess and articulate an ROl to
key stakeholders?
MONITORING
Do you have the right infrastructure in
_ Have you created an unbiased quality place (steering committee) to support
Transactlonal FOCUS process? constant improvements?

Are you considering a more representative
TARGETED QUALITY sample for key metrics?

MONITORING

INFLUENCE

Can you assess the program’s

. , _ _ _ _ effectiveness?
« Can you identify meaningful interactions in

QM? How would you adjust and expand the
program?

Do you have a plan?

 Identify the stakeholders?

IMPACT
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3 Key Areas for Customer & Employee Experience Success

Machine
Learning/Al

Al Predictive and
Interpretive Models

Auto-Scoring
Agent Soft-Skill
on all interactions

Interactions
Analytics

Auto-Detection
of Discrete Events
on all interactions

Quality Management

Operationalize Results

O,
ogro° .

H ﬂ ﬂ Workflows, Evaluations,
ﬂ Coaching, Dashboards




THANK YOU

Lauren Maschio: Lauren.Maschio@nice.com

Follow Me:

Twitter: @lauren_Maschio
https://www.linkedin.com/in/lauren-maschio

Resources

‘r*]prO\ir‘q Home-based Agent
Yerformance through Quality
PJthl g Caollaboration

Improving Home-based Agent Performance through Quality

and Coaching Collaboration with a 5-Step Process.
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The Future is Here Leveraging NICE ENLIGHTEN Al
Behavioral Models to Improve Customer Satisfaction



https://www.nice.com/engage/white-papers/improve-work-from-home-agent-performance-153/
https://www.nice.com/engage/white-papers/nice-enlighten-ai-models-for-quality-management/?aliId=eyJpIjoiZThtVlJkTVNFanhPazB5SiIsInQiOiJQMkJjcXg2TlhVdm1jNWJVRXFpQ253PT0ifQ%253D%253D
https://www.linkedin.com/in/lauren-maschio/

