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Where the only call
that matters is
your s é.

- - We , at QCSS feel very blessed to
tinue to thrive during the economic
g IVI n g slow down.

We appreciate the confidence of our

clients, the hard work of our agents and

the unending dedication of our quality
assurance management team .

QCSS would also like to take this time to
QCSS Embraces say thank you to all of our clients and
communication alliance partners for your business,
& innovation to referrals, and trust. We are looking
transform human forward to finishing out the year strong
interactions into and we are hoping to assist each of you
powerful & in doing the same.

customer Happy giving from our
experiences. family to all of yours!

Having a quality monitoring program in your call . .
center is a critical piece of MOI’IItOfIng
and employees. Out of 870 call centers surveyed

in 2008, 78% of call center managers for

acknowledged call monitoring as one of the

most important functions within operations. Yet in

that same study only 55.8% of all call centers had

a quality program in place.

Building an effective monitoring program is not simple. You must first design a program
to improve and . Next you have to focus on what metrics
to use so that management will have an accurate view of agent productivity. This should
awaysbhe EXLOW DURXQG W K Ho énédre &sQcbssidl pafddstipV The last
step is to have the right team in place to constructively monitor each agent. The team must
communicate effectively with each agent their strengths and weaknesses, in the most
constructive and motivational manner, continuously seeking excellence with constant

Proud Members of: improvement.
Building an effective program takes time, but the benefits that come from implementing the
program are outstanding. Quality monitoring is the most effective method for improving
customer satisfaction levels. When implementing a monitoring program you will:

Samurai

Nt x  Structure your operations for consistent quality
Group x  Align your agents with your vision and mission statements
x Reduce cost and improve efficiency
S x  Continue to evolve to meet customer satisfaction demands
@/AA x Increase agent empowerment & motivation
AL Pt o /_ x Decrease agent turnover rate
International Virtual Assistants Association™ x  Create individual development plans
x Accelerate the development of agents skill sets
m x  Create a visible accountability of performance
BUFFAL x  Gain valuable customer feedback
GROVE
AREA
CHAMBER OF . o .
COMMERCE Quality Monitoring is part of who we are at QCSS. We have seen the results of our quality
assurance processes both internally and externally. When you are looking for inbound or

outbound call center services make sure the company you outsource with will set you up for

success. You want a call center that not only has a program in place but is utilizing it on a

daily basis. You need to be sure all of your customers and potential clients will always be
KDQGOHG SURIHVVLRQDOO\ DQG JLYHQ D ZRUOG FODVV H[SHUL
QCSS

For more information on our Quality Assurance methods or how to get started with a call
center program, call now or visit us online @ www.qcssinc.com

QCSS Inc
275 W Dundee
Buffalo Grove, IL
60089

www.qcssinc.cor
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