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Response Design Corporation
Improving contact center competitiveness

through computer-based training
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Quality, Coaching & Incentives 
Survey

• Following data for the survey is preliminary 
(November 12, 2008)

• Survey will stay open until November 30, 2008.
– Participants will received a detailed report

• Other surveys on www.contactcenter.ning.com
– Service level
– Agent compensation (closing December 1, 

2008 – detailed report soon)
– Work-at-home agent
– FSU Outsourcing Characteristics

http://www.contactcenter.ning.com/
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Respondent Demographics
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Number of Contact Center 
Locations
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Total Number of FTEs
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Operation Description
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B2B or B2C
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Agent Attrition
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Work-at-Home Agents
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Overarching Quality Program
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Quality Measurement
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Quality Measurement & Reporting



Copyright ©2008 by ResponseLearning Corporation. All rights reserved. 13

Technology
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Agent Measurement
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Agent KPIs 
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Quality Monitoring
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Channel Quality Monitoring
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Logging?
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Number of Calls Monitored
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Number of Emails Monitored
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Who Monitors

The Call Recording and Quality Management Handbook for 
Small to Medium-Sized Businesses by Pelorus available @ 
http://www.vpi-corp.com/whitepapers.asp?source=VPI_home_page
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Who Provides Feedback
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How Often Provide Feedback
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How Soon Provide Feedback
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Monitoring ROI?
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Best Indicator
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Higher Score
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Coaching
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Agent Skill and Knowledge Gap 
Measurement
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Coaches
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Number of Hours per Week
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Use eLearning?
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Directly to Desktop
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Training ROI?
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Incentives
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Incentive Measures
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Incentive Budget Allocation
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Incentive Type
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Incentive ROI
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Investments
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First investment to…?

Increase 
Agent 

Satisfaction 
(%)

Decrease 
Agent 

Turnover (%)

Increase 
Customer 

Satisfaction 
(%)

Decrease 
Costs (%)

Agent 
Measurement 
& Reporting

9.1 13.6 13.6 45.5

Quality 
monitoring 
program

9.1 4.5 40.9 18.2

Agent 
Coaching 45.5 50 40.9 9.1
Agent 
Incentives 22.7 27.3 0 4.5
Technology 13.6 4.5 4.5 22.7
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Agent Leadership Skill 
Training

• Full description: 
http://www.responsedesign.com/elearning 
/agentprogram.html

• Beta product demonstration: 
http://www.responsedesign.com/elearning 
/rlc_beta_products.html

http://www.responsedesign.com/elearning/agentprogram.html
http://www.responsedesign.com/elearning/agentprogram.html
http://www.responsedesign.com/elearning/rlc_beta_products.html
http://www.responsedesign.com/elearning/rlc_beta_products.html
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Additional Reference

• Book: On the Front Line, Organization of 
Work in the Information Economy; Frenkel, 
Korczynski, Shire, & Tam, 1999, Cornell 
University Press
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Kathryn E. Jackson
KJackson@ResponseDesign.com

609-398-3230 / www.ResponseDesign.com

Contact Center Performance Forum 
www.ContactCenter.ning.com

Kathryn’s Blog: http://www.ResponseDesign.com/corner.html
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