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	QA Software
                
                    

                    mySQM™ Customer Service QA Software

                    Our mySQM™ QA solution transforms call center customer service. mySQM™ QA is a single QA platform for call centers to monitor, motivate, and manage to improve your agent and customer experience while reducing QA cost by 50%.

                    Learn More

                
            

QA Software Overview



	Standard Features
	Personalized Intelligence	360º QA Feedback
	Rewards & Recognition
	Agent Self-Coaching
	CX Benchmarking


	Business Case



	Research
                
                    

                    Contact Center Research

                    SQM can measure, track, benchmark, and identify improvement opportunities in your customer service, FCR, NPS, Csat, CX, and employee engagement metrics.

                    Learn More

                
            

Research Overview



	Call Center Benchmark Study
	Customer Experience Studies
	CX Multi-Channel Studies
	Employee Experience Studies



	Awarding
                
                    

                    Customer Service Awards

                    Since 1998, SQM’s contact center industry awards have recognized top-performing call centers and employees for first call resolution, customer satisfaction, employee engagement, and CX best practices.

                    Learn More

                
            

Awarding Overview



	Awards Program	Awards Program Details
	Customer Experience Awards
	Employee Experience Awards
	FCR Best Practice Awards


	Award Winners	Current Winners
	2022 Winners
	2021 Winners
	Past Winners


	Nomination Process	Agent of the Year Award
	Supervisor of the Year Award
	Agent CX Improvement Award
	FCR Best Practice Awards
	CX Leader Award


	CX Certification
	Conference

	Resources
                
                    

                    Resources to Improve Performance

                    SQM’s resources are designed for helping contact centers, supervisors, and agents improve first call resolution, customer service, cost, employee engagement, and customer satisfaction.

                    Learn More

                
            

Resources Overview



	Library	Blog
	Case Studies
	White Papers
	Client CX Award Stories
	Videos
	Books


	Tools	mySQM™ ROI Calculator
	Leadership Styles Questionnaire
	Sample Size Calculator
	Random List Generator



	Company
                
                    

                    About SQM Group

                    SQM Group is a software company specializing in customer service QA management for call center agents. Our software solution helps call centers and agents improve FCR, provide great customer service, and reduce costs.

                    Learn More

                
            

Company Overview



	Clients
	Leadership Team
	Career Opportunities
	Do Not Contact
	Contact Us

Free Trial
	QA Software	QA Software
	
                
                    
                    mySQM™ Customer Service QA Software

                    Our mySQM™ QA solution transforms call center customer service. mySQM™ QA is a single QA platform for call centers to monitor, motivate, and manage to improve your agent and customer experience while reducing QA cost by 50%.

                    Learn More

                
            
	Standard Features
	Personalized Intelligence	Personalized Intelligence
	
                
                    
                    Personalized Intelligence

                    Personalized Intelligence™, a suite of six SQM proprietary features designed to help customer service representatives improve their customer experience.

                    Learn More

                
            
	360º QA Feedback
	Rewards & Recognition
	Agent Self-Coaching
	CX Benchmarking



	Business Case



	Research	Research
	
                
                    
                    Contact Center Research

                    SQM can measure, track, benchmark, and identify improvement opportunities in your customer service, FCR, NPS, Csat, CX, and employee engagement metrics.

                    Learn More

                
            
	Call Center Benchmark Study
	Customer Experience Studies
	CX Multi-Channel Studies
	Employee Experience Studies



	Awarding	Awarding
	
                
                    
                    Customer Service Awards

                    Since 1998, SQM’s contact center industry awards have recognized top-performing call centers and employees for first call resolution, customer satisfaction, employee engagement, and CX best practices.

                    Learn More

                
            
	Awards Program	Awards Program
	
                
                    
                    Awards Program

                    First Call Resolution CX Best Practice Awards based on customers who have used a contact center.

                    Learn More

                
            
	Awards Program Details
	Customer Experience Awards
	Employee Experience Awards
	FCR Best Practice Awards



	Award Winners	Award Winners
	
                
                    
                    Call Center Customer Service Industry Award Winners

                    View the latest winners of SQM's Call Center Customer Service Industry Awards, recognizing top-performing call centers and their employees.

                    Learn More

                
            
	Current Winners
	2022 Winners
	2021 Winners
	Past Winners



	Nomination Process	Nomination Process
	
                
                    
                    Nomination Process

                    Our Call Center Awards Program acknowledges organizations that have demonstrated best practices that have improved or helped maintain high FCR.

                    Learn More

                
            
	Agent of the Year Award
	Supervisor of the Year Award
	Agent CX Improvement Award
	FCR Best Practice Awards
	CX Leader Award



	CX Certification
	Conference



	Resources	Resources
	
                
                    
                    Resources to Improve Performance

                    SQM’s resources are designed for helping contact centers, supervisors, and agents improve first call resolution, customer service, cost, employee engagement, and customer satisfaction.

                    Learn More

                
            
	Library	Library
	
                
                    
                    Library

                    Take advantage of 25 years of CX expertise, leverage knowledge and experience for your contact channel, and get direction in pursuit of world-class CX mastery.

                    Learn More

                
            
	Blog
	Case Studies
	White Papers
	Client CX Award Stories
	Videos
	Books



	Tools	Tools
	
                
                    
                    Tools

                    SQM provides tools to find operational savings your call center will gain by using our services.

                    Learn More

                
            
	mySQM™ ROI Calculator
	Leadership Styles Questionnaire
	Sample Size Calculator
	Random List Generator






	Company	Company
	
                
                    
                    About SQM Group

                    SQM Group is a software company specializing in customer service QA management for call center agents. Our software solution helps call centers and agents improve FCR, provide great customer service, and reduce costs.

                    Learn More

                
            
	Clients
	Leadership Team
	Career Opportunities
	Do Not Contact
	Contact Us



	Free Trial
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            Required
    	
    



            Company    
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            How many agents work in your call center?    
            Required
    	
    	** None
500+
251-500
101-250
1-100
I don't have a call center but I am interested in your research
I don't have a call center but I am interested in your awards
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    In accordance with SQM Group's Privacy Policy, you must check the box to demonstrate express consent.
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    	SQM Group
	Resources
	Library
	Books


                

            

        

    


    
        

    

    The Top Call Center FCR and CX Improvement Books


Are you in need of research, best practices or case studies on the contact center industry?








    



    

    SQM publishes contact center industry books on a regular basis, and at present, have 5 in depth books available for your purchase and reading pleasure. While each book has slightly different content, the core lessons within each book are how to take your contact center from its current state, into a world class performing state. This can be accomplished by analyzing the data within the books as to how it relates to your industry, taking one or more of the best practices from a book and implementing them into your organization, or simply by learning from other leading organizations as to what works, how it works, and the challenges involved with rolling out a new customer experience strategy.





    









        

    

    One Contact Resolution

2nd Edition


This book builds on our One Contact Resolution book with contact channel customer experience research from award-winning organizations. The Top 10 Customer Experience metrics are highlighted throughout this book and introduces the Customer Emotion Experience metric.


Includes topics about the barriers organizations encounter that hinder OCR improvements such as:


	Issues with technology and or cross-departmental communication
	Lack of OCR awareness
	Lack of overall customer experience accountability (siloed environment)



 


Get One Contact Resolution, 2nd Edition





    








    



    



    
        
                        
                
                    ×
                    
                        Books                    

                

                
                    
                                                    
                                

                                
                                
                                                                    
                                        

    
        
            
            

            Full Name:    
            Required
    	
    



            Company:    
            Required
    	
    



            Phone Number:    
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								One Contact Resolution, 2nd Edition 			
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One Contact Resolution


This book covers operational and customer research about customers’ experiences using contact channels to resolve their inquiries or problem. This book focuses on the multi-channel experience and looks at how to use customer feedback to drive continuous improvements across all contact channel options. Our newest metric (OCR – One Contact Resolution) is also introduced as a supplementary measure to the FCR metric.


Includes case studies from many award-winning North American organizations such as:


	Amex Canada Inc.
	FedEx
	Sunlife Financial





Order One Contact Resolution
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    First Contact Resolved

Best Practices


This book focuses on defining, sharing research, client success stories and best practices for improving a call centers FCR, as well as introduces the Top 10 Best Practices for improving a call centers performance. Research is based on the over 1,000,000 customer surveys SQM conducted with individuals over the prior year. Includes case studies from many leading North American organizations.


Top 10 best practices include topics such as:


	Why FCR is the metric that should matter the most
	The expected FCR gains from making improvements
	The top 13 barriers to improving FCR



Purchase FCR Best Practices
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First Call Resolution


This book covers the Top 10 First Contact Resolution Best Practices and their corresponding case studies as they relate to customer experience within the contact center industry. In addition, the book introduces SQM’s recent multi-channel research and the impact of a seamless omni-channel experience on call center performance.


Includes case studies on the below clients:


	Canadian Tire Financial Services
	MedSolutions
	VSP Vision Care





Order First Call Resolution
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    World Class Call Center


This book introduces call center managers and directors to the variables that can impact a call centers performance, as well as how to measure and improve their performance to become World Class. This is SQM’s first call center research book and will answer the question “What makes world-class call centers wildly successfully with great first call resolution, employee satisfaction, customer satisfaction, and low cost per call resolution performance”.


Discover radical new thinking on topics such as:


	Why the call center’s primary role is about retaining vs creating new customer
	Ways that technology can be used to improve first call resolution
	Why bonus and recognition programs need 100% focus on customer satisfaction



Purchase World Class Call Center
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Mike Desmarais, MBA


Founder and CEO of SQM Group 


Mike has over 25 years of contact center service quality measurement, benchmarking and consulting experience.








    


Lara Pow, DBA


Chief Finance and Operations Officer of SQM Group


Lara has a Doctorate in Business Administration and a Master’s degree in Mathematical Physics. She has over 15 years of research and analysis experience.











    


        

    

    





    Request a Demo


Learn more about mySQM™ Customer Service QA Software and how SQM can help your call center improve its CX delivery.


Request a Demo








    





            
            
                
                    
                        

    
Subscribe to the best source for call center blog posts on First Call Resolution, customer service and employee experience research, and proven best practices for improving performance. Blog posts delivered weekly.
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mySQM™ QA is a Single Platform for Call Centers to Monitor, Motivate, and Manage Agents to Deliver Great Customer Service.



            

            

            

        
        
    
        
            
                
                    

    What We Do


	Software
	Research
	Awarding



                

                
                    

    Who We Are


	Company
	Our Clients
	Careers
	Leadership



                

                
                    

    Popular Resources


	Blog
	Case Studies
	Videos
	White Papers
	Tools



                

                
                    

    Connect With Us

USA: 1-888-972-0844

CAN: 1-800-446-2095

inform@sqmgroup.com




    

    	
                
            
	
                
            
	
                
            
	
                
            





                

            

        

    

    
        
            
                
                    

    
Privacy Policy Terms of Use Site Map Do Not Contact


© 2024 SQM Group, Inc. All Rights Reserved.




                

            

        

    






















