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Our Focus for This Session...
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MOMENT OF TRUTH

Jan Carlson
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Take Home Quickie #1:
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UP FRONT, LET’S FIND OUT...
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QUALITY
CALL MONITORING
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Take Home Quickie #2
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Five Pillars Of Quality Call Monitoring
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M > COACHING ONLY

I““‘ > EVALUATIVE ONLY

> COMBINATION OF BOTH

Great Connec tions, 3500 North 36th Street, Arlington, VA 22207; 703.243.5142




Five Pillars Of Quality Call Monitoring
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>HOW SHOULD THEY.BE
' M\a DETERMINED?

|‘|“ | >UNIQUE TO OUR ORGANIZATION
IIIn!l

»STANDARD: QUANTITATIVE
> EXPECTATION: QUALITATIVE
»>SUBJECTIVE VS. OBJECTIVE
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Five Pillars Of Quality Call Monitoring
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iii'““ > 8 KEY ELEMENTS TO FORM
i >4 KEY ELEMENTS TO DOCUMENT
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Five Pillars Of Quality Call Monitoring

iﬂm >WHO MONITORS?

Im | »>HOW ARE THEY TRAINED?
|||||!| > DEDICATED TIME?
>SPAN OF CONTROL?
>UNIFORMITY /CALIBRATION?
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Five Pillars Of Quality Call Monitoring
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Illl!'l FEEDBACK REGARDLESS OF OUTCOME
. PRAISE, REDIRECTS, ONE-ON-ONESs

RECOGNIZE AND REWARD
DENTIFYING TRENDS/MAKING LINKAGES
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Take Home Quickie #3

Great Connections, 3500 North 36th Street, Arlington, VA 22207; 703.243.5142




4 LEVELS OF LEARNING
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Take Home Quickies #4-8:
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WORKING TO MAKE GREAT CONNECTIONS
BETWEEN CUSTOMERS, COMPANIES, AND
EMPLOYEES!

Great Connections
Training and Consulting Services

|
| | |
Your Front Line Staff Your Management Team
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