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MIVWDUAQJ VR EH D Z HIDFFHSWMG EHIHI VKDWED@FHQWAUA XDOW
$WXWDOFH 4 $  LVEURNHQ DQG KDV@MBI RUQR P SDFWRQ P SLRYLQJ
&XWRP_HU6 DWMDFVRQ &\VDWDQG,) LIAE. DX HVROMRQ ) &5

) XUMHWP RWH 64 0 * IRXS VUHVHDUFK \KRZ VVIKDARQ®D RI

P DODJ HWVARQI ® DJ UHH VIKDWIKHLUFD@FHQWAUV T XDON DWXUDQFH
SWIRIWDP KHBVIP SWRYH&\VDW

QWMUHMQI® 640 KDVP DQ\ FOHQWZ KR KDYH WRSSHG FROGXFWQJ
4 $ HYDXDWRQVIRUP HDVXUQJ FD@FHQWAUFXWRP HUMHUYLEH VXS SRUN

DQG IMKDVKDG QR QHI DVIlYH IP SDFWRQ &VDW7KHVH \VDP H FD@FHQWALY/
KDYH FRQVQXHG VR XVH DXVR FRP SADQFH VIR HYDOXDVM RI VKH
FDQ@Y VIR HQVXUH VIKDVWAK HLUDJ HQW DGKHUH VR J RYHUQP HOWDZ VDQG
FRP SDQ\ SRAFLHVZ WK P XFK VIXFFHW

&DTFHOWMUA $ SWDPAEHV FXUHQW® EHIQ) XVHG E\ FRP SDQLHVKDYH
P DQ\ SIREGP V) WRP DFRP SDQ\ SHUSHFVIYH LQP DQ\ FDVHV W
RQ® HYDXDWAV RI FXWRP HUFD@YDQG VD P DQXDOSURFHW
GUYHQE\ HP SR HHV ,Q DGGIMRQ 4 $ HYDXDVRWY FDQ EH

LOFROVMMQWZ VK VKHLU4 $ HYDOXDVRQ VFRUQJ  LOHI I LFLHQW RU
HYDOXDWQJ FD@ DQG H SHOWYH

0 RWFD@FHQWAUV4 $ SURIWDP JRDYDUHVR P SURYH &\VDWE XVWIKDW
VHGRP RFFXW/ 64 0 * IRXS VUMMHDUFK \KRZ VWMDW Rl DIHQWGR
QRVEHIHYHWHUA $ SIRIWDP KHSVWHP 1P SLRYH &\VDWRU) &5
0 RUIHRYHU RQO RI DJ HOWDWH YHU \DWMIHG Z WK 4 $ P RQIVRUQJ
DQG IMKDV EHHQ RQH RI VIKH GUYHWY/ | RUDJ HOWAKLDRYHU , Q DGGLIVRQ

Rl DJHOW 4 $ FRUHVGR QRWFRUHDVA Z VK &\VDWRU) &5 \FRUHV
3XWMP SO WDGIMRQDO! $ KDVQR RUTP VMG P SDRFARQ SRUMIHO
P SDFIQJ &\VDWWFRUHVDQG ) &5 WDWAV
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7KHLP SDFARI QRWDFKLHYLQJ ) &5 RQ &\VDWFXWRP HU

UHFRP P HQGDVIRQ DQG UHVMQWRQ Z KHQ D FXWRP HULQWALDFW

Z LW D FD@FHQWULY SRRUD XQGHUMRRG ' LG\ RX NQRZ 64 0

* LRXS LHSRUVVKDWRUHYHU [P SWRYHP HQW RX P DNHLQ

)&5 \RXJHWD P SIRYHP HQWQ FXWRP HUVDVIM DFVIRQ

) XUMHWP RWH ) &5 DQG &\VDWP HWIFVKDYH D SRVMIYH

FRUHDMRQ FRHIILEIHQWS P HWUE FRUHODMRQ FRH | LFLHOWRYHU
LV FROQUGHUHG WURQJ

Correlation Coefficient

Strong 4 Weak P Strong

| |
| I |
-1.0 00,3 0.0 +0.5 +1.0

Megative Correlation Positive Correlation
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21 X4\BOSX V7BV

$OR FXWRP_ HUWHFRP P HOGDMRQV 136 DIH  SRIQWRU |

KL KHUZ KHQD&: Z DVDQ) &5 FD@MDQ | RUDQ XQUHVROHG FD@7KH
JWDSK EHRZ \KRZ VWKDWL 36 IV SRIQWZ KHQ) &5 LVDFKIHYHG
DQG SRWIOQWDCFRP SDQ\ SIRP RVIAY &RQYHUHD Z KHQ FXWRP HU
FD@YDUH XQUIVROHG WH1 36 IV SRIQW Z KHQ KLY RFFXUHQFH
VENHV S@FH IMIQGLEDVIAV VIKHVH FXWIRP HUY DUH S RWQUDOGHAWDRVRLYY

100 - -

d L
\ | 5.7TxX |

higher customer
recommendations when
50 CX was an FCR call than
\ for an unresolved call /

15

NPS
(points) 25

-25 -15

FCR Call
50 Unresolved

Customer Service
QA Experts
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21 X6 XA RAR-RH \

EXWRP HULHWIOMRO 15, IV SRIOWRU [ KLJKHUZ KHQD&; Z DV
DQ) &5 FD@MDQ |RUDQ XQUHVROYHG FD@7KH JWDSK EH®RZ \KRZ V
WDWL 5,1V SRIQWZ KHQ) &5 LVDFKIHYHG DQG LQGLEDWAV FX\WRP HU
UHVMOWRQ VHFXUW &RQYHUHO Z KHQ FXWRP HUFDQ@ DUH XQUHVROHG
WH15,V SRIQW Z KHQ WKLY RFFXW MIQGLEDWAVVKHVH FXWRP HWY/
KDYH WH SRWQWDA RUEHQJ DWIMN VR GHIHFVWRR \ RXUFRP SHARQ

i 86 / 4 N

9.4X |

higher customer
retention when a CX
T 50 was an FCR call than
\ for an unresolved call /

15

NRI
(points) 25

7l /1y

FCR Call
25 Unresolved

Customer Service
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-50
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&DTFHQWAU4 $ DQG FRP SADQFH DUH LHIVAG EXVWKHUH DUH GLWIQFW
GLLIHHQFHV ) RUH DP S® WHP DIQ JRDCRI 4 $ LVVRR HOKDQFH ViKH
RYHD@ER.: P SURYH DI HOQWSHURWP DQFH DQG P DIQVILQ RUHQK DQFH
WH EWDQG VIHSXVIMRQ &RQYHUHD VIKH SUP DU REMIFYH R

FRP SADQFH LVVR HQVXUH VKDWY H FDAFHQWAURS HUIDVAV Z VIKLQ VIKH
ERXQGDUHVRI @Z V FRP SDQ\ SRAFLHV DQG UHI X@MRQV VR DYRIG
B DAMVXHV [LOHV DQG UHSXVIDMRQDOGDP DI H

7KHSWREGP Z IV FDAFHQWUT XDON DWXIWDQFH V4 $ HYDOXDVRWY/
DUH LOFROVIMMQWIOHI | LELHQWDQG H SHOMYH P RWAFD@FHQWAU4 $
SWRIWDP VGR QRVKHS DJHOWIP SIRYHVKHU4 $ SHURWP DQFHIRU
P HWIEVVXFK DV&\VDW) &5 DQG FD@WHROMRQ + RZ HYHU LV I DIUVR
D\ VMDWVFUSWFRP SADQFH HJ  DGKHUHQFH VR J RYHWOP HOWDZ V
DQG FRP SDQ\ SRAOFLHV IOV KW KDYH EHHQ VXFFHW XAQ KHSLQJ
FRP SDQIHVDYRIG G DAMXHV 1LOHV DQG IHSXVIMRQDOGDP DI H

) XUKHP RIH P RWM $ SWRIWDP VIRFXVRQWKHZ LRQJ P HWIEV
EHFDXVHVIKH. DWXP HWKH 4 $ P HMUFVVIKH\ DUH XMQJ KHGS P SWRYH
&: DQG WHUHRWH VKRX@ SRUMYHO [P SDFVWRVDVWDQG ) &5 ) RU

H DP S®I MIVFRP P RQIRU4 $ HYDOXXDVRWY RUS WALLELDQ OVWQR) HOFH
$, HYDOXDWRQVVR P HDVXUH L ViKH DJ HOWKVHG VIKH FXWIRP HUVQDP H
P XGISGIVIP HVGXUQJ VKH FD@/R P DNH VIKH FXWRP HUIHHOMH
LOVADFVRQ Z DV SHYRQDA HG DQG XV DWXP HG MIP SURYHG &\VDW
+ RZ HYHU UHVHDUFK \KRZ VK DVWAKLY FDODKDQGA@QJ) VAFK QLT XH KDV

YHY @MBIRUQR P SDFVRQ &\DW
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,Q DGGIVIRQ FD@FHQWAUP DQDJ HW XVXD@ DWXP HVKHLU4 $
VFRUHFDUG P HDVXUHVVIKH UJ KWP HVUEVVRR GUYH IP SLRYHP HOWIQ) &5
DQG &\VDWH RZ HYHUVKH\. VH@RP  RUQHYHUYHUL\ UL VKH4 $ P HWIFV
KHS [P SWRYH) &5 DQG &VDWRXVFRP HP HWIEV

( Q@ KVMQHG FD@FHQWAUP DQDJI HY UIMMASURUM] L1QJ 4 $ P HWIEV

W DWKDYH QRVWEHHQ YDAGDVWAG VR IP SIRYH&: RXVFRP HP HWIFV\XFK
DV &\VDW,QWHDG WKH IRFXVRQ UHVROLQJ D FXWRP HUVIQT X1 RU
SIREGP P HWIF Z KIFK WH64 0 * URXS KDV YDAGDVHG VIR EH VKH

P RWIP SRWDQWP HWIE |RUSRVMYHO [P SDFAQJ &\VDW




UHBRZ V640 * IRXS VUHVHDUFK \KRZ 1QJ FD@FHQOWAUO RP HQWRI
7KK 0 R7 FXWRP HULP SRWIDQFH LDONLQJ EDVHG RQ D WIMMEDO
FRUHDMRQ VR &\VDW7KH UIHVHDUFK \KRZ VVIKDWDQ\ 0 R7 FDQLP SDFW
WH&; KRZHYHUDQ 0 R7 RYHU  FRUMHDMRQ FRHIILEHQWLY
WIVMMEDE [P SRWBQWR WKH FXWRP HUV H SHUHQFH Z KHQ FDAQJ
\WKH FD@FHQWAU 7KHIHRWH 0 R7VZ MK RYHU  FRUHODMRQ
FRHI | LELHOWXLI QULEDQWD 1P SDFVR\VDW

) RUH DP S® WAHEH®Z JWSK \KRZ VVKHO R7 VK(DWP DWW/ WKKH
P RWIWRP DFXWRP HUVSHU/SHFWYH LV FDOUHVRCMRQ SHIHWDEO
RQ VKH [LWMFD@ FDUQJ DERXWIKH FXWRP HU KHGLQJ VIKH FXWRP HU
DQG DIVMUFD@Y. RN 7KHWH IRXUO R7 KDYH D WIMMAFDCFRUHOMRQ
FRHI I LFLHQWRI RUKL] KHUWVR WH DWH FROMUGHUWHG VW MHO R7 VIKDW
P DMAUVKH P RWMR GUYIQJ KLIK &\VDW

= 0.68
= 0.63
Help Customer G 0.58
After-Call Work NGNS (.51
Reaching Right Agent (NN 0.47
Identify Reason for Call NS 0.44
G 0.42
Finding 1-800 Number D 0.41

Resolve Call

Cared About Customer

Greet Customer

0.00 0.60 0.80

T
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0.20 0.40

. L —

Low Importance




4 $ DWHWP HOWKRX@ LOFOXGHO R7 P HWIFVVIKDWEX\WWRP HW/ YLHZ DV
P SRUWDQWVXFK DV FD@MHROMRQ FXWRP HUFDUQJ DQG KHSLQJ
FXWRP HY 0 R7V4 $ P HVMEVFDQEH P HDVXUHG XMQJ SRWWFDA
VXUH VDQG $ , VHOWP HOWDQDOMY P HWRGVVRR GHVWALP LOH DJ HOW
WDP  DQG FD@FHQWMUSHURWP DQFH $ @4 $ P HVUFV\KRX@ EH
FRUHDVMG VR &\VDWR YDIGDVW VKDWACH. KDYH D SRAMYH LP SDFWRQ
&\VDW




640 * IRXS LVRI ViKH RSLOIRQ VIKDWFD@FHOWAY QHHG VR IL[ 4 $ LUV
WHQ XVH$ , VIR DXVRP DV DQG SRWFD@VXUYH\ VVRR YDOGDWM 4 $

P HWEVIP SDFWRULP SIRYIQJ &\VDW

$ P DRUSWREGP Z MK 4 $ QRVEHQJ HIIHPVIYH IRUGUYIQ] &\VDWY
KRZ 4 $ VGHW QHG

7KH4 $ GHWI Q DMXHVKDYH EHHQ VIKDWP RVWADI HOW DUH HYDOXDWAG RQ

VR FD@YSHUDJ HOWSHUP RQWK Z KIEK VIKHP DNVRUW RI DI HQWDQG
VXSHUMRWY YIHZ DVD\WP DA@VDP SGIM] H ) XUMHWP RWH IQP RW
FDVHV 4 $ HYDOXXDVRWY RUVXSHUMRYY FDQ EH LOFROVMMOWZ. LViK VIKHLU
4 $ HYDXDWRQ WFRUQJ  LOHI I LFIHQWRUHYDOXXDVQJ FDQY DQG

H SHOMYH $ OR MIVFRP P RQIRU4 $ SWIRIWDP VVR XVHWKH Z LRQJ
P HMFVVWDWKDYH QMBI RUQR P SDRARQ &\VDW/ DWD 1QP DQ\ FDVHV
VXSHUWYMRY/ DUH QRWHITHFWYH 1Q FRDFKILQJ DI HOW VR [P SURYH &\VDW

$, VEHIQJ XVHG ViR DXVRP D4 $ DQG FRP SADQFH SIRFHWHV\R FD®
FHQWAW FDQ Hi I LFLHQV® HYDOXDVIA DO@FD@Y VFRWH FDAQYP RWH
FROUMMQW® DQG UIHGXFH RSHUIDWQJ H SHOVHV + RZ HYHU VIKH ELJ J HU
RSSRUMXQW LVVRR \LJ QULEDOW® 1L ViKH HITHPAYHQHWRI 4 $ IRU

IP SWRYIQJ &\VDWDQG) &5 7WDGMRQDO: $ P HWEV DUH GHAP LOHG
EDVHG RQ EIDVHV DWXP SVIRQV DQG J XWOWOFW ) XUKHWP RWH 4 $

P HWIEVDWHVHGRP  YDOGDVWAG VR YHUL\ VIKDVWAKH\ 1P SDFVR\DW
SRVMIHO

7RKDYHVKH UKW $ P HVEVVKDWGUYH &VDWA RX QHHG VR YDAGDWM
WMDWIKH P HVWUEVEHIQJ XVHG RQ VIKH DI HOWA $ VERUHFDUS DUH
HITHPVYH | RUFUHDVQJ KL K &VDW7KHXVHRI $ , VHOWP HOWDQDOMY
DQG SRWAFD@VXUYH\ VV DUH XVHI XOMFK QLT XHVIRUGHWAP LQIQJ LI D FD@®
FHQWAULY XMQJ WH WKW $ P HWIFVIRUSRUMIYHD GUYIQJ &\VDW




$, VHOWP HQWDQDOWY FDQ GHWALP LOH VIKH HP RURQDORQH R
FXWRP HULOWADFVRQV SIRYIGIQI IOV KWLOVR Z KHWKHUFXWRP HWY/

KDG D SRUMYH QHXWDORUQHI DlYH Hl SHUHQFH + RZ HYHU VlKH EHVW
SWDFVEH IRUYDAGDWQJ UL 4 $ P HWIEVDUH SRUMYHO [P SDFQJ &\VDWLY
WH XVH Rl SRAWED@VXUH Q) WV IP SRUDQWR HP SKDV] HVIKDW
FXWRP HUERSIQIRQVP DWHMUVKH P RWWDQG WH EHVDS SURDFK VR

J DVIKHUVKHLUI HHGE DFN LV FRQGX Q) SRWMFD@VXUH V

640 * LRXS VUHVHDUFK VKRZ V/VIKDWFD@FHQWAUS LRI FVMRQDY YLHZ
WHFRP ELQDVRQ RI SRWFD@XUH VDQG 4 $ P HWIFV DVVIKH EHVW
P HWMRG IRUDWHWQJ DQG P SIRYIQJ \ RXUFD@FHQWAUVY FXWWRP HU
VDM DFVIRQ SHURWP DQFH ) XUMHWP RUH 64 0 ULHSRUNVVMDWKMQJ ViKH
FRP ELQDVMRQ RI WXUH\ VDQG 4 $ KDV D SURYHQ WDFN UHFRUG |RU
SRVMEHO P SDFWQJ &\VDWWFRUHVDQG VD FRP SUHKHQWYH DSSURDFK
| RUHYDOXDWQJ FDQY

Combination of Surveys & QA |
Email and Phone Csat Survey

Al Sentiment Analysis |

I
QA Evaluator

|
60%  80%




$XWR 4 $ DQGFRP SADQFH SUIRFHWHVHIP LODVM RUM.J QULLEDQVD
WHGXFHP DQXDO4 $ HYDXDURQVE\ DXVRP DWQJ VIKHP %4 VFRUQJ

RI FDQYZ WK $, \ RX FDQ UHP RYHKXP DQ HURW/ DQG DJ HQW
ELDVHVIWRP VKH FD@FHOWAU4 $ SIRIWDP  $XVR 4 $ DQG FRP SADQFH
VDP RIHHIHFVWHZ D\ VRP DQDIH4 $ DQG FRP SADQFH EHFDXVH W
GUDP DWFD@ LQFUHDVHYVIKH VFDBIRI 4 $ HYDOXDWRQVE) JRIQJ ILRP
W XSWR 7KHHRW \ RX FDQ LGHQW\ FRP SADQFH DAXHVIQ
UHDOAP H VR VINH VIKH QHFHWDU DFVIRQ

$XVRP DWQJ 4 $ IVEHFRP 1QJ DFRP P RQ SWFWFH DQG KDVEHHQ

HITHPVAYH LQ DWHWIQJ DQG SIRYIGIQJ LOWLI KWIRUP DQDJ LQJ
FRP SADOFH DGKHWHQFH + RZ HYHU DXVRP DMQJ 4 $ XMQJ $,

VHOVP HOWDQDOMY KDV EHHQ GM/ VXFFHW XAQ DWHWQJ &: DQG
P SLRYIQJ &VDWP DIQ® GXHVR QRWKMQJ VIKH UJ KW $ P HWUEVDQG
QRWFROVMMQV® DA QLIQJ Z WK ViKH FXWRP HUV YLHZ SRIOWRI KRZ
WH DWHWWKHURZ Q &;

$JDQ $, VEHQJ XVHG ViR DXVRP DV FDFHQWAU4 $ DQG FRP SADQFH
SURFHWHVVR D \WLJ QL LEDQVH] VAQW7 KLY LOYROHV XMQJ YDURXV$
WFKQR®RJ LHV DQG WAFK QLT XHV VIR HYDOXDVIA DQG DWHW VKH

FRP SADOQFH DGKHUHQFH DQG TXD@N Rl FXWRP HUVHUYLEH DI HQW/
GHOYHY +HHDWHWRP HZ D\VIQZ KIFK $, FDQ EH DSSTHG \R

DXVRP DWWl FD@FHQWAU4 $ DQG FRP SADQFH




7T | G YREP BN

$, SRZ HUHG VSHHFK LHFRJ QMR QDQG QDVXDOMQJ XDJ H
SWIRFHWMQJ 1/3 DJRUW R VFDQWDQVFUEH DQG DQDO] H
FXVW IR HUDJ HQWOQW BRWRQV $, FDQ LGHOW\ NH\ Z R BV

SKUWDVHV DQG VHOWPLHQW M) FR ¥ VDR ¥ KHGLQJ VSR W' $
DOG FRP SADQFH DGKHHQFH R SR WQMHVIR UP SR Y M HOW

71 RADI RXYVEP Vi

$, FDQ GHWIR IOHWKHP R YR @O/R GIR IDFR Q¥ VDR Q

EHW BHQ DJ HQW BQG FXW IR HWY $ XVR PDWED@ FDVAIR U H
UHVSROVHV DV SRUWYH QHXVUDOR QHI DY HR J DXJ H FXWR PHU

VDWMDFWRQ &XVW IR HUMHOWP HQWFDQ KHS GHWALP LOH &
DQG DWIMALQ | @J J1QJ FD@Y IR WHWY EH UHFR Y B R SR WKQIVHV

' SOTRERG 1 SRYB\WWK

$, FDQ EH XVHG W RQVXUH W BMWDJ HOW DGKHH VR JR Y HDP HOW
HI X@W R @Z VDQG FRP SDQ\ \SHFLLE FR PSTDQFH
JIXIGHOQHV ,\WFDQ 1@J LOWQFHVZ KHUH DI HQW | DIOR DGKHUWH
W RFUSW BQG SRAFIHVRUSLR YGH WHT XLLHG GIVFGRVXUHV VR
KHG DYRLG B DAMXHV [LOHV DQG LHSXVIMR @OGDP DI H

41 \ISWQERG 1 | XIBN

$, DO RUW R VRUDQDOWFDO/R RVIDQ WDFN DQG DQDO] H
YDURXVSHURWP DQFHP HWLEV VXFK DV FD@HVROMR QFDM®
GXUDWRQ KR WPLHV KHEGHWN VXSSR WFD@ADQV HY DQG
DJ HQWHVS RQVH WPLHY W RWHW HIILFLHQR\ DQG HITHPY IDHW

YNSQBEX H7CB\WAK

$, RUDQDOWFDON IRY FDQ SR YGH DXVR PDWAG \FR LQJ IR UFDQY
EDVHG RQ SUHGHI LOHG FUWWHD DQG EHQFKP DNV 7KLVFDQ
LQFOXGH VFRUQJ IRU4 $ DQG FR PSADQFHP HWIFV R

GHWIR .QHDW\WRGH $ VFRUH




— SOM s

2 YHUWPLH $ , FDQ KH® FD@FHQVAW/ LGHOWI\ WHQGV DQG

SDW MM LQ FXVW IR HULQW BDFVIR ¥ Z KLIFK FDQ EHY IXDE® IR U
P DNLQJ \WWOW HF DQG RSHUDMR OGHFIMRQVDQG P SIR YQJ
FXVW R HUVHUYLEH DWW K DJ HOWDQG FDE@FHOWUGHY 1D

5YER *1 | HFEGD

$, FDQ J HOHWDW BXW R DW Gl HHGEDFN LHSR WIR WDJ HQW
KLJ K@ KWQ DUHDV RI VWHQJ VIK DQG DUHDV QHHGLQJ

P SIRYHP HOW7KLVFDQ KH®S LQR QR QJ DI HOWFR BKLOQJ
WOIQJ DQG GHYH®RSP HOW

ol BPADI 1 SRYSWHAK

$, FDQP ROIW BFD@LQ HDOAP HDQG SR YGH P P HGLDWA
DBV RUVXJ J HAWRQVW RXSHUY YR/ UL IMGHWFW DAXHY GXUQJ
D @QYH FD@ 7KLY HQDE BV SURDFY HOQWAYY MR QZ KHQ
QHFHWDU

K RX/71 B' SHA.NAK

. W KVKKHS R $, 4$ VRIVE DUH XVHV SR WED@VXUY MV DQG
4 $ GDW BV ESHOW\L FRDFKIQJ R SSR WQUHV Z KIFK DUH
GL/S@\ HG RQ W M GDVKERDUG VFR HFDUG DQG FR FKIQJ VR R'R
W BMDJI HOW FDQ VHO FRDFK VR IP SLRY U'$ DQG &VDWWR BV

" SV EAAKW

$XWR DAY 4 $ SIRFHWHVZ WK $, FDQ DY HAP HDQG
UHVRXUFHVFRP SDUHG W R DQXDCHY IXDVR ¥ DAR ZIQJ FD®
FHOWBY W RFD®! W HU4 $ RSHIDMR P R H HII LFLHOV® DQG
HI I HPWYE®

+ RZ HYHU WP SRUN QAW RR WWKDWZ KI®B1 $, FDQ \W.J QU LEEDQVD

HQK DQFH FD@FHOW b# $ DQG FR PSTDQFH SWR FHWHV WP D\ QR W

FRP SGW® IHS@FH W KQHHG IR LKXP DQ LQY RYEP HOW+ XP DQ 4 $

H SHUWV BUH VWEHWHOWDO RUQXDQFHG HY IXDMR ¥ P DNIQJ MGJIP HQW
FDQ@ DQG SIWRYIGIQJ FRQW[HWKDWS , P D\ QR WK@ JWD\VS $ FR PELQHG
DSSWRDFK Z KHUHS$ , DWIMNV KXP DQ4 $ VIDP V R WAQ\ LHGBV VIKH EHW
LHVXQV M) WP VRI ERW KKl I LFIHQF\ DQG DFFXUDR\



3 RWWFD@VXUH VFDQ FRP SGP HOWFD@FHQWAUA $ EXWSRWFD®
VXUYH VV DUH QRWIVSLED@ D VXEVANXWK IRU4 $ QRUVKRX@ 4 $ EHD
VXEVWAAXVIA | RUVXUYH V 0 RMFD@FHQWAUS LRI HVMRQDY DUH RI VIKH YLHZ
WDWIKH FRP ELQDVMRQ RI SRWFD@XUH VDQG 4 $ LVVIKH EHVW
SWDFVEHVR [P SURYH &\DW

&RQYHWDVRQDGS , VXUH P HWRGVFDQ EH D FRVHI I HFAlYH DQG
HI I HFVlYH DS SURDFK 1 RULQWAT LDQJ VKH YRIEH RI VKH FXWWRP HULQVR
FD@FHOWAU4 $ SURFHWHVVR HQVXUH VIKDADI HQW DQG P DQDIHP HQW

DUH FXWRP HUFHQWIE 1O KDQGIQJ FD@ ,QFRISRIDMQ] SRWWFDMD
VXUYH\ VKDVD SURYHQ WDFN IHFRUG | RUKHSLQJ FDO@FHOWAU4 $ KDYH D
SRVUMIYH [P SDFVIRQ P SIRYIQJ &\VDW

3 RAWVFD@VXUH VDQG 4 $ SURFHWHV VHUH GLLTHIHQWS XLSRVHV Z VK
SRWVFD@VXUYH VSUP DU® IRFXMQJ RQ DI HOWAVDWSHURWP DQFH

Z KIBI4 $ SURFHWHVIRFXVRQ DI HOWFD@KDQGMQJ DQG FRP SADQFH
SHURWP DQFH 8 MQJ ERWK P HWRGVVRJ HVIKHUFDQ SIRYIGHD P RWH

FRP SUHKHQWLYH XQGHUAMDQGLQJ RI DJ HOWDQG FD@FHOWU
SHURWP DQFH DQG LGHOWI\ RSSRUXQIMHVVR P SWRYH
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8 \H DXW IR DAVFLVSHHFK UHFR QMR Q/R WDQVFUEH ViKH FD@
WHFRWGIQJ WXUH. FRQYHUDVR QLOVR VW[ W2 QFH iH FD@
WHFRUGLQJ LV FRQYHUNV GIW R WIWFDQ EH XVHG VR LGHQWI\
UHDVRQVIRU) &5 QRQ ) &5 FD@HROMR QXQUHVROHG FDQY
FXVW IR HUVDWUDFWRQ RUG YADVM DFVIR Q

71 RADI RXYV-EP Vi

$SSO $, VHOWPLHQWDQDO WY DA RUVKP VR HY TXDVIA VIKH

HP RWRQDOW GH RI W K FRQYHU/DVR Q$ XVR PDWFDQ®

FDW.HRU] H IHVSRQVHV DV SRUMEY HQHXWDOR WOHI DVIY HR
IJDXJH&; &XWW R HUVHOWPLHOWFDQ KHS GHVALP LOH&: DQG
DWIVAIQ | @J JLQJ FD@Y | RUVHYY EH LHFR Y 81 DQG R SR WKQIVIHV
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LOW BFWRQ DSSURDFK IRUFR @XFQJ VXU MV WKVHV
@QJIXDIHP RGHYW BWFDQ FDSWWUH SR WFD@FXWR PHU

| HHGEDFN W BURYIGH YDOXDE ®1 LOVLI KW LQVR ViKH FD@FHQVAUV
&\VDW) &5 DQG 1 36 SHURWP DQFH DQG LGHQWI\ P SWR Y P HQW
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$, FDQ SURFHW UHDOWPLH | HHGE DFN DQG HVFDDW XU HQW
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DJ HOWDQG FD@FHOW BBIYHO
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* HOHWDW BXW IR DW G4 $ VERIHEDLG LHSRUN BOG GDWKER DGV

VXP P DUJ 1QJ VXU/H UHVX@V VMHQGV DQG EHQFKP DNV 8 \H $,
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DJ HOWDQG FD@FHQW BIBIYHO
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H WIDUMG WLV E®R] Z MK VKH Z HODDFFHSWMAG EHTHI VIKDWFD@FHQWAU
4 $ LVEURNHQ DQG KDV @M RUQR IP SDFVRQ IP SLRYLQJ &VDWAR LY
RQO IWMQJ VR HQG KIVE®R] RQDQHZ &XWRP HUGHWIFH4 $ P RGHO
W DWKDV D SURYHQ WDFN IHFRLG IRULP SWRYIQJ &\VDWQ D FRW
HITHFVAYH P DQOHU , WD SHUHPWP  RGHO RUD FD@FHOWAUVKDW
SWRYIGHVFXWRP HUVHWEH VXS SRUN, WADUV Z MK HIP LODAQJ \ RXU
P DQXDCODQG VXEMIFVYH DQWI XDWAG 4 $ P DQDIHP HQWA Wi#P  DQG
P SGP HOWQJ DOQHZ &XWRP HUGHWIFH4 $ P RGHZ WK $,

DXVRP DARQ | HDWUHVVIXFK DV

e 6FRWH Rl FXWRP HULQVADFVIRQV VR \ RX FDQ VIINH DFVRQ VR
[P SUIRYH\ RXUFXWRP HUVDVIM DFVIRQ DQG HIP LQDVM FRP SADOQFH
UWN

&RP EIQHS$ , VHOWP HQWDQDOMY Z IMK FXWRP  HUS RWMFD@VX UH\
| HHGEDFN VR GHVAWP LOHVKH WKW $ P HVUFV VR XVH RQ VKH

DJ HQYWFRUHFDUG VR KHS P DIQVIIQ RULP SLRYH &VDW( QUXUH4 $
P HVUFV DUH WARQJ ® FRUHDMWAG VR FUHDMQJ KLJ K &\VDWDQG SRWY
FDOVXWH GDVID LVMARQI ® Z HLI KWG LQ VRVIDOE $ VFRWH

$ XVRP DVMG LOVIAJ LDARQ RI SRWFD@VXWH 4 $ DQG FRP SADQFH
GDVID LOVR DMQI ®14 $ VRIVE DUIHSOMRP VR J HWKROME DQG
WDQVS DUIHOWFRUHVIRU\ RXUP RAAIP SRUDQWP HWIFV VIXFK DV
&\VDWFD@HROMRQ $ + 7 VHOVP HOWDQG FRP SADQFH GDVD
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LOVLI KW DWACH DI HOWDQG FD@FHQWAUBIYHO

P SOP HOWP DFKIQH GDUDIQJ P RGHY VIKDWFDQ GIDLY | LRP
FXWRP HUIHHGEDFN RYHUWP H 8 VH VKLY ®DUIQJ VR IP SURYH FDM®
FHOWAUS UIRFHVWHV DJ HOWADIQIQ) DQG FXWRP HUVHUYEH

&RQUQXRXVO FDIEWDWA\ RXU4 $ SIRIWDP VR HQVXUH DD QP HQW
Z WK EXVOHW QHHGV DQG FXWRP HUH[ SHUHOFH

8V H$ , VR J HOHUDVIA DI HOWHD FRDFKLQJ VXJ J HVARQVVR
IP SUIRYH&\VDWP SIRYHP HOWEDVHG RQ SRWWFD@VXWYH VDQG 4 $
GDVD

%H®RZ LVDQH DP S®IRI DQDIHQWE $ VFRUHFDUS |RUD FXWRP HU
VXS SRUANFD@FHOWAU 7KH VFRUHFDUG LV D KRDME DSSURDFK VR
HYDOXDWQJ FDQY EHFDX\VH IMIOFOXGHV4 $ FRP SADQFH DOG SRW
FD@XWH P HWFV 7KH GDVID HYDOXDMRQ P VKRGV X\ H
DODOVIEDORRY HJ &50 $&'  DUAILFIDAQWAT HQFH DQG SRW
FDE@XUH Q) 7KH4 $ VFRUHFDUG Z HL KMQJ LVWNHZ HG VRRZ DG
FD@HVROMRQ P HWUEV GXH VR ViKH | DPWIK DAHVROYLQ) VIKHLU
IOTXWY RUSWREGP LVVKHP RWIP SRUBQWO R7 IRUWHP




Agent - Customer Service QA Scorecard

Quality Assurance Metrics

Call Resolution (Internal Method)

Empathetic on the Call

CX Journey Sentiment (Positive Rating)

Took Ownership for Resolving Call (e.g., Asked Call Resolution Question)
Asked Pertinent Questions to Accurately Understand the Issue

Compliance Metrics

Government Laws Adherence (e.g., Information Sharing)”
Adhered to Policies (e.g., Data Security, Payment Pru-cessing}*
Efficient in Handling Calls (e.g., Appropriate Call Length)

Post-call Survey Metrics
Call Resolution {External Method)™
Customer Satisfaction Score

Data Evaluation Method

Analytical Tools

Artificial Intelligence
Artificial Intelligence
Artificial Intelligence
Artificial Intelligence

Artificial Intelligence
Artificial Intelligence
Analytical Tools

Post-call Survey
Post-call Survey

Weighting

20%
5%
5%
10%
5%

Customer Service QA Scoring Range:

Great: 100 Peoints, Good: 90-99, Average: 70-89, Needs Improvement: 50-69 & Unacceptable: 0-49
*Critical Error - If an agent makes a critical error, they receive 0 points for their entire Customer Service QA Evaluation.
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