
Introduction to Outsourced 

Contact Center 

Quality Monitoring



It’s a CUSTOMER-
CENTRIC world

The way customers make 

purchase decisions and 

determine loyalty has 
changed for good. 

Customers have new 

expectations.
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What
DIFFERENTIATES 

companies is no 
longer 

a matter of 
PRODUCT

or PRICE but …

the QUALITY of the 
EXPERIENCE.
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56%
of consumers say 
they have higher 
expectations for 
CUSTOMER 
SERVICE now 
than they had 
just one year 
ago. 
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76%
of consumers say they 
view customer service 
as the true test of how 

much a company 
values them.
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How prepared are your agents?

DIGITAL
interactions will 
surpass voice in 
the CONTACT 
CENTER by 2020
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7

85%
of customer 

relationships will 
be self-managed 

by 2020...

… leaving all the 
emotion-laden, 

problem-solving 
issues to

HUMAN agents

How prepared are your agents?
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Maybe it’s time to 
do things a little 

DIFFERENTLY?

FOCUS internal 

resources on things that 

will make a meaningful 

difference for:

• customers

• the company

• the center

• the employees
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4-5 Weeks to Launch - Timeline

5

4 3

2

1

Design

Weeks 1-2

Build

Week 2

Pilot / Calibrate

Week 3-4

Review Results

Calibrate

Tweak (if needed)

Week 5

Train CIS / 

Soft Launch

Week 4
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Design a Branded Customer-Centric Experience 
Workshop (1-day)

 How does your brand translate in the contact center environment?  

 What behavior drives the greatest loyalty / repeat purchase / referrals?  What 
behavior drives the strongest sales conversion? 

 How can your agents best deliver on your ‘brand promise’?  How can you 
differentiate your company in the marketplace via service?
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 All VQ Sites ae hosted in Canada in SOC Type II facilities; fully PCI compliant

 Consolidated view of quality across all contact center channels

https://yourcompany.verequest.com
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Create a Unique, Secure QA Web Portal2



 All customization is table-driven making it very straightforward to setup and easy to 
update in real-time

 Standards are weighted and allow for N/A and Auto-Fail
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Setup and Customize Your Site2



Details of the 
interaction for 

reporting 
purposes

Summary of 
the 

interaction for 
content

A copy of the 
audio 

file/email is 
attached*

*For 60 days only per security protocol Behavioral 
Score

(75 out of 95) 
= 78.9%
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Evaluate the Call, Email or Live Chat Interaction3



 6 questions about the customer ‘s experience:

 from the customer’s perspective

 completed by VQ’s Customer Insight Specialists

 calibrated against Company customer survey results

Customer 
Experience 
indicator

 An added-value qualitative evaluation helps to bring the customer into the coaching 
discussion and balances ‘compliance’ requirements

 Provides insight into the experience for all types of interactions (not just for those with 
whom you have a relationship and can survey)
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Monitor the Customer’s Experience3



 We typically monitor only what it is we are asking agents to do (standards) without 
balancing this with the experience customers are having.  

 By capturing a customer experience indicator, we are able to support a more 
balanced approach to measuring success and quality.  This offers a host of benefits 
as it relates to analytics.
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Monitor the Customer’s Experience3



Provide Feedback + Coaching Direction

Indicator for team 
leaders/coaches 

to flag interactions 
when agents are 

coached

 Coaching notes help to focus coaching effort on where sustaining / improving 
agent behavior will have the greatest impact.

 Coaching can be forwarded directly to agents and/or leveraged by frontline 
supervisors for their own coaching sessions.

High priority action 
(escalations, 

kudos) are sent on 
a priority basis
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Provide Feedback and Coaching3



 VereQuest Customer Insight 
Specialists (CIS) are specially trained 
to listen from the customer’s 
perspective and offer an unbiased 
perspective on the interaction.  
They:

 have listened to literally 
thousands of customer 
interactions

 are experienced coaches

 are predominantly working 
actors / performers – which 
contributes to their ability to put 
themselves into the ‘customer 
space’ and interpret how the 
customer may be feeling

 go through in-depth criminal 
background checks and 
annual security audits

 have an average tenure with 
VereQuest of > 6 years

Provide Feedback + Coaching Direction4
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4 VereQuest Customer Insight Specialists
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 Standard reports are available in 
real-time across a number of 
different levels and all channels.
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Provide Feedback + Coaching Direction4 Monitor, Report, Analyze,  Discover5



 Rank agent performance by 
Behavior and Customer 
Experience

 Follow trends over time
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Provide Feedback + Coaching Direction4 Monitor, Report, Analyze,  Discover5



 Identify key areas for improvement for team 
training or individual coaching.

 Compare results over a period of time.

 And more!
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Provide Feedback + Coaching Direction4 Monitor, Report, Analyze,  Discover5



 Dig deeper into what makes a great 
customer experience and uncover 
best-in-class customer experiences 
within your contact center.
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Provide Feedback + Coaching Direction4 Monitor, Report, Analyze,  Discover5



VereQuest 

Outsourced Quality Monitoring

• We take the effort out of ongoing contact center quality 
monitoring.  

• Results are available in a timely manner so you can begin 
continuous improvement.  

• We identify opportunities for coaching and provide you with 
coaching tips.  

• You now have the time and resources to focus on coaching.

AND MORE!

• Keep your best agents on 

the phone serving 

customers

• Access Quality Monitoring 

expertise and best 

practices

• Consolidate all QM efforts 

across all channels and 

centers

• Capture valuable data 

needed to spot 

opportunities for improved 

customer experience, 

operational efficiencies, 

etc.

• Real-time measurement of 

the customer experience 

… most valuable when 

you can’t survey 

customers/prospects 

directly

• QM continuity during 

periods of high volume 

and/or contact center 

disruption

• And, of course, improved 

agent performance 

(Sales, Churn, NPS, etc.)
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Actual Net Promoter Results
(Customer Survey Responses)

What can you 

EXPECT?

Pilot

Roll-out across 3000+ 
agents (onshore & offshore) 
over a 1 year period

 Most clients see meaningful improvement in as little as 
6 weeks with continuous improvement ongoing.

 Sustaining high performance is always the challenge 
which is why more coaching time is key.
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“
“

If you ask our SVP of  

Shared Services they will 

say without hesitation that, 

while there are a lot of 

factors that contribute to 

our customer experience 

results, we could not have 

achieved this success 

without our VereQuest 

partners.  It is a real 
collaboration.
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02 Get support for targeted 
areas:  new hires, new 
channel, customer 
experience only

TARGETED

04 Keep your QA internally 
but obtain a quarterly or 
bi-annual assessment of 

performance from VQ.

PERIODICALLY

05Keep your QA internally 
and obtain support for 

calibration, consistency, 
QA proficiency

CALIBRATE

03Pull a sample of calls via 
speech analytics and have 

VQ do a full analysis (high 
effort, root causes, etc.)

SPECIALIZED

01• Outsource all/most of 
your QA efforts

ALL IN

Your QA Needs

Lots of options to align with your business needs

It doesn’t have to be an all or nothing arrangement.  We’re know for our flexibility!
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02

01

03

04

BUSINESS
What’s happening on the front line?
Where can we reduce waste in time/effort 
while still improve loyalty?

MARKETING
How are customers experiencing the brand?  
Our products/services?
What are the barriers to advertising 
effectiveness?

TRAINING
How successful is our training?  Are agents 
applying what they have learned?  
Where are the priorities for future training?

OPERATIONS
Where is the effort in the experience?
What is the root cause behind errors, delays, 
etc.?

Extend the research of your QA efforts

By design, our unique licensing arrangement allows you to extend the learning from 

QA well beyond the contact center.  To help others understand the reality of the 

customer experience better.
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PROS
VereQuest will help you achieve your targets 

by supporting your contact center and 

operations team with coaching and insight 

to improve the overall customer experience.

CONS
You and your teams won’t need to spend 

your valuable time listening to hundreds of 

calls/emails/chat sessions to identify a few 

coaching and continuous improvement 

opportunities.  So sad.

Provide Feedback + Coaching Direction4 Have we convinced you yet??
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 Determine how the third party will access

your calls, emails and chat interactions e.g.

via secure link/VPN or batch upload.

 Gather examples of your current contact

center evaluation criteria.

 Gather a number of ‘best practice’

examples you may have collected over the

years.

 Determine all the data points you will want to

capture with the evaluation for data analysis

e.g. reason for the call, product/service,

customer emotions, FCR definition for your

business, etc.

 Determine how you will handle ‘escalations’

and ‘kudos’ – customer interactions that

should be investigated and/or celebrated

urgently.

 Determine how you will handle ‘disputes’ –

the ability for an agent or supervisor to

request a review of results.

 Determine when you are going to launch

(e.g. new month/quarter/year).

 And most importantly, introduce the

program to your Team in a positive and

transparent manner.
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Provide Feedback + Coaching Direction4 Things to do before we get started+
VereQuest pricing is all based on ‘time to 
complete’. 

We will ask to evaluate a sample of the 
calls/emails/chats taking into consideration 
the following:

Element
Example 

(Mins.)

Time to Access Record
(Batch, VPN, Direct)

1

Length of the Call (ATT)

Time to Read Email/Chat (Single or 

End-to-End)

5

Time to Complete Evaluation (Based 

on complexity of criteria)

2

Time to Craft Coaching
(Based on complexity of the business)

5

Total Audit Time 13



Free, No Obligation Trial

If you are sold on the idea of outsourcing your Quality Monitoring or just intrigued by the
possibilities, contact us for a no-obligation demonstration and ‘trial run’ of how
VereQuest can help you lift results and deliver more value for your QM efforts.

We’ll review a few representative calls/emails/chats and provide you with sample 
assessments and a detailed estimate.  Get in touch today and let’s talk!

Established in 2002, VereQuest provides
organizations with a wide range of
customer experience services including a
robust contact center quality monitoring
offering. Working with businesses
throughout North America, VereQuest

provides a unique perspective on a
complex, ever-changing customer
environment.

www.verequest.com

info@verequest.com

416 362 6777 x222

1 866 920 2011 x222
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Copyright

Any and all concepts, ideas and suggestions in connection with this presentation are intellectual property of VereQuest Inc. and

protected by copyright. They may only be transferred, used or utilized in any form whatsoever by separate agreement. Should such use

or utilization nonetheless occur a right to rendering of accounts and to demand equitable remuneration and handing over of proceeds is

deemed agreed upon.

Any action constituting use or utilization is deemed as implied acceptance of this agreement and will entitle VereQuest Inc. to claim

injunction, removal of the unlawful condition, publication of a judgment, equitable remuneration, damages, handing over of proceeds

as well as rendering of accounts.

Any and all disputes arising from such copyright infringement shall be governed by Canadian law, with the exclusion of the conflict of

law rules, and applicable international agreements. VereQuest Inc. shall be entitled to bring any claim in connection with this agreement,

including claims resulting from copyright infringement before the court having subject-matter jurisdiction competent for Province of

Ontario, CANADA.
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