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Current	
  State:	
  Does	
  the	
  QA	
  func3on	
  drive	
  your	
  objec3ves?	
  

Context:	
  How	
  Best-­‐in-­‐Class	
  Organiza3ons	
  Measure	
  
the	
  Rela3onship	
  Between	
  Behaviors	
  and	
  KPIs	
  

Best-­‐in-­‐Class	
  Enterprise	
  
Example:	
  Customer	
  Sa3sfac3on	
  vs.	
  QA	
  Behaviors	
  

Where	
  there	
  should	
  be	
  a	
  relaFonship	
  
between	
  behaviors	
  and	
  KPIs,	
  there	
  is	
  a	
  
strong	
  rela3onship:	
  
	
  
Top	
  QuinFle	
  of	
  performers	
  (by	
  KPI)	
  perform:	
  
•  26	
  points	
  beXer	
  on	
  Behavior	
  1	
  
•  25	
  points	
  beXer	
  on	
  Behavior	
  2	
  
•  17	
  points	
  beXer	
  on	
  Behavior	
  3	
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Behaviors	
  that	
  drive	
  
Cust.	
  SaFsfacFon	
  

Behaviors	
  that	
  
drive	
  Efficiency	
  

Behaviors	
  that	
  drive	
  
Sales	
  

Top	
  20%	
  of	
  
Reps	
  in	
  C-­‐Sat	
  

BoQom	
  20%	
  of	
  Reps	
  in	
  C-­‐Sat	
  

∆	
  =	
  
26%	
  

∆	
  =	
  
25%	
  

∆	
  =	
  
17%	
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Site	
  1	
  
Top	
  20%	
  
BoXom	
  20%	
  

Current	
  State:	
  Does	
  the	
  QA	
  func3on	
  drive	
  your	
  objec3ves?	
  

Analysis	
  of:	
  Site	
  1	
  
Weak	
  RelaFonships;	
  Average	
  Delta	
  =	
  5.1%	
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Root	
  Causes	
  &	
  Analysis	
  of	
  Your	
  QA	
  Program	
  

Evalua3on	
  of	
  Site	
  1	
  Behavior	
  Defini3ons	
  

1.  Greet	
  the	
  customer	
  clearly	
  
2.  Clarify	
  reason	
  for	
  call	
  
3.  Relate	
  &	
  empathize	
  
4.  Take	
  control	
  
5.  Set	
  the	
  agenda	
  
6.  Ask	
  Targeted	
  QuesFons	
  
7.  Consider	
  unstated	
  needs/	
  

AcFve	
  listening	
  
8.  Take	
  ownership	
  /	
  	
  

	
  Make	
  offer	
  
9. 	
  Overcome	
  objecFons	
  
10.	
  Close	
  the	
  save	
  
11.	
  Confirm	
  details	
  
	
  
12.	
  End	
  on	
  a	
  posiFve	
  note	
  
13.	
  DocumentaFon	
  

13	
  Behaviors	
  at	
  Site	
  1	
   41+	
  Tasks	
  or	
  Requirements	
  to	
  Meet	
  Expecta3ons	
  
6	
  tasks	
  
3	
  tasks	
  
3	
  
5	
  
2	
  
3-­‐6	
  (Highly	
  Effec0ve)	
  
3	
  
	
  
2-­‐5	
  (Highly	
  Effec0ve)	
  
+	
  4-­‐7	
  Sub-­‐steps	
  based	
  on	
  7	
  call	
  types	
  	
  
2-­‐5	
  (Highly	
  Effec0ve)	
  
2	
  
4	
  
+	
  2-­‐12	
  Sub-­‐steps	
  based	
  on	
  call	
  type	
  
4-­‐5	
  
2	
  

Site	
  1	
  Behaviors	
  are	
  broken	
  into	
  dozens	
  of	
  discrete	
  tasks,	
  sub-­‐behaviors,	
  and	
  requirements	
  in	
  an	
  effort	
  to	
  
codify	
  a	
  fluid	
  customer	
  conversaFon	
  into	
  black-­‐and-­‐white	
  terms.	
  	
  
Unintended	
  Consequences:	
  However,	
  this	
  olen	
  becomes	
  a	
  checklist	
  that	
  creates	
  roboFc	
  reps.	
  Reps	
  become	
  
skilled	
  at	
  accomplishing	
  the	
  dozens	
  of	
  discrete	
  tasks,	
  but	
  not	
  necessarily	
  delivering	
  results.	
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