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CHOOSING THE RIGHT

QA VENDOR

Deciding on the best fit for customer service and
quality assurance (QA) software can be complicated
if you do not know the right questions to ask
potential vendors. In addition, when choosing a QA
vendor, most call centers are concerned with the
software solution's features and benefits.
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CUSTOMER SERVICE
AND QA SOFTWARE
There are many names used to describe customer service and
QA software.
Furthermore, call centers also want to know what, how, when,
and who to evaluate using the CSM or CM software. In addition,
they are concerned with the price, the budget required for the
number of agents, and the decision to use a cloud-based or on-

CSM

Customer Service
Management

CXM

Customer Experience
Management

CM

Call Monitoring

premise-based software solution.
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HOW DOES THE
SOFTWARE VENDOR
TRIAL WORK?
Most Software as a Service (SaaS) provides a free or low-cost trial.
Call center managers often go through a free software demo
before deciding to do a software trial. Before you work with the
SaaS vendor to set up your trial, select a list of technical and
functional requirements you need to test. In addition, this is a good
practice for determining if the software will meet your specific call
center needs.
READ MORE
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WHAT IS THE SOFTWARE
ONBOARDING PROCESS?
Onboarding occurs when a customer decides to trial or
purchase new software and is a fully set up user, which means
they know precisely how to extract the most value from the
software's features.
Use a customer onboarding process flowchart. An effective
onboarding process will help create an excellent onboarding
software user experience.

READ MORE
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DOES THE SOFTWARE VENDOR
USE CONTROL GROUPS IN A/B
TESTING FOR THE TRIAL?

A

An A/B test can be used to compare two groups to
determine if the software helped improve CX
Any call center seeking a positive software solution for
improving call center customer service should use A/B
testing that includes a control group. A software trial
requires a minimum of 15 agents for each test group.

READ MORE
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WHAT IS THE SOFTWARE SUBSCRIPTION
PRICING MODEL?

This model is commonly based on per-active user, in which a company is charged for the number
of users who used the software in a specific timeframe (e.g., monthly)
READ MORE
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ARE YOU AWARE OF ALL THE
CHARGES?

Most software vendors charge for setup, and in some
cases, they also charge for license fees.
Make sure you ask the software vendor
if there is a setup charge before you
start using the software to avoid any
charge surprises.

READ MORE
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HOW DO AGENT QA, COACHING, AND
RECOGNITION FEATURES WORK?
Understand how the CSM software capabilities use post-call surveys and
QA data to coach agents to improve customer service delivery. For
example, does the software combine survey and QA data for the same call
to assist supervisors in coaching agents to enhance CX.
Determine how the CSM software capabilities recognize agents for
delivering great customer service. For example, do agents get recognized
for high Csat using a debit card for instant gratification in real-time or some
other recognition method?
It is helpful to know how the information is reported. For example, will
agents and supervisors have access to dashboard reporting? How do FCR,
Csat, and QA data get reported? Is it easy to change metrics or track agent
and supervisor accountability?
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FROM A HIGH-LEVEL PERSPECTIVE,
DESCRIBE YOUR CSM SOFTWARE?
As the old saying goes, you should be able to explain
what your software does in a 'one-minute elevator
pitch."
There are so many call center software options and
limited resources; therefore, it is essential to quickly

1 MIN
PITCH

determine if the CSM software vendor would align
with your call center goals or does what they say it will.
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HOW MUCH TIME
AND RESOURCES
DOES IT TAKE TO
SET UP THE
SOFTWARE?
One of the main pros of using a cloud-based

As a result, your IT department will have less to do for
the software setup.
Furthermore, the CSM vendor will need to work with a
call center's project manager and analyst to set up the
software. It's doubtful that a CSM vendor offers a selfservice customer service QA setup option.
For a software trial using a standardized customer
service QA option (e.g., a typical customer survey and
QA evaluation form), it is common for the project and
analyst team members to invest 5 to 10 hours to set
up the software.

software solution is it is easier and quicker

Training for users (e.g., agents, supervisors) typically

to set up.

requires 1 to 2 hours using a combination of e-learning
and video call conference training.
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WHAT ARE THE REPORTING AND
ANALYTIC TOOLS CAPABILITIES?

Can all post-call surveys (e.g., phone, IVR,
email) and internal data (e.g., QA and call list)
be stored in one place to conduct a
comprehensive analysis and reporting of CX?

Does the CSM efficiently conduct repeat call
root cause analysis through a sophisticated
repeat call tagging system?

Does the CSM software provide
comprehensive data visualization (e.g., FCR,
Csat, NPS, cost, AHT, QA, etc.) from the agent
to the call center level reports?

Does the CSM software benchmark your
performance from the agent to the call
center level against average and world-class
CX performers?

READ MORE
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IS THE SOFTWARE
USER-FRIENDLY FOR
AGENTS, SUPERVISORS,
AND ANALYSTS?
A user-friendly CSM software requires quick access and is intuitive for
employees to use features.
READ MORE
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DOES THE SOFTWARE SCALE UP OR
DOWN-BASED CALL CENTER NEEDS?
A good question you can ask a potential CSM vendor
is how they can help you scale up or down to meet
your needs.

It is essential that a CSM vendor supports scalability
and can adapt quickly to your call center's business
needs. Cloud-based call center software allows
companies to carry out more agile business
operations.
That scalability has become vital to your call center
providing excellent customer service efficiently.
www.sqmgroup.com

SQM Group's research shows that the current
agent turnover rate of 35% is the highest
turnover percentage we have ever measured in
over 25 years of benchmarking this metric.

Given the high agent turnover and changes in
the company's business needs, a call center
must remove and add agent users without the
support of the IT department.

HOW EASY IS
ADDING NEW
USERS?
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WHAT IS THE SOFTWARE TRAINING
AND SUPPORT?
Understanding how much time is required to train users is vital to
successfully implementing the software.
Many software vendors have training costs included in a trial or
setup and treat it as a separate fee-to-user cost.
ASK THE SOFTWARE VENDOR WHAT TRAINING AND SUPPORT THEY
PROVIDE TO DIFFERENT USER GROUPS FOR ONBOARDING AND DEALING
WITH ISSUES.

READ MORE
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HOW DOES THE
SOFTWARE PUSH
NOTIFICATION FOR
EXCELLENT OR POOR
CX WORK?

Ask the CSM software vendor if real-time
notifications can be customized so you
can act quickly to improve customer
service.
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WHAT ARE THE

SOFTWARE REVIEWS
FOR THE CUSTOMER
SERVICE/QA
SOFTWARE?

It's helpful to browse through user software reviews
and learn the pros and cons of customer service QA
you are considering purchasing.
However, if the software is new or the vendor has
limited exposure to software review sites, using review
sites to help choose a vendor might not be helpful.
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FOR READING
Visit our Website to read the full version of this Blog
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