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QA Calibrate

QA Calibrate Ratings Result
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Supervisor (or Trainer /
Auditor) gets instant
feedback on his/her
calibration of that call -
calibrating to best-in-
class, not the average

And commentary from
the Expert Quality
Calibrator who had
entered the Answer Key

This commentary will

provide:

* Rationale for why a 2
vs. 3

* Tips / What to listen
for
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QA Calibrate Heat Map Report Example

QA Calibrate

QA Calibrate Dashboard: Heat Map
Which behaviors are we most / least calibrated on?
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Calibration Heat Map

Which behaviors are consistently
least / most calibrated? For which
individuals, teames, sites, divisions?
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QA Calibrate
QA Calibrate Trending Report Example
QA Calibrate: calibration Scorecard
& we calibrated? Who is most calibrated? Are we getting more calibrated?
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QA Calibrate

QA Calibrate Leniency Report Example

Colorado Springs Hollywood Ontario San Diego Dallas El Paso Harlingen San Antonio Total

On-Demand Call
241
241
241
241
241
241
241
241
241

Phone Sale
241
241
241
241
241
241
241
241
241

Wireless Issue
241
241
241
43% 57% 62% 17% 52% 26% 40% 36% 241
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Calibrated 83% 84% 86% 90% 87% 80% 79% 78% 81% 89% 84%
Exactly Right 55% 56% 56% 55% 55% 52% 53% 51% 55% 55% 55%
w/i Margin of Error 28% 28% 31% 35% 32% 28% 26% 27% 26% 35% 30%

o
o

Not Calibrated 17% 16% 14% 10% 13% 20% 21% 22% 19% 11% 16%
Too Harsh 14% 12% 9% 1% 8% 13% 18% 17% 14% 4% 11%
Too Lenient 4% 4% 5% 9% 5% 7% 3% 5% 5% 7% 5%
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QA Calibrate

QA Calibrate Correlations Report Example

=== C-SAT: Top 20%
e C-SAT: Bottom 20%

BEFORE: Traditional Behavior Correlation
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AFTER: New Approach to Quality Behaviors
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