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Ensuring Quality Among Your
Agents

5 Lessons for eLearning and Training
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wammew No matter how big the meal, I'll
still be hungry tomorrow o Not enough on-going training

o Cost vs. benefit

o How much does it cost to lose
a customer?

o elLearning can be a good tool




LESSON # 2

You can’t manage what you
don’t measure
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o Measure training effectiveness
by class, recruiting method,
instructor, content, etc.

o You don’'t measure what you
don’t value. You don’t value
what you don’t measure

o Training effectiveness should be
a key performance measure in
the contact center

o elLearning reports, QA reports



LESSON # 3

Canned training, much like
canned meat, often fails to whet

the appetite

o Training materials from outside sources
can be useful, but be sure they are
relevant to your environment

o Your culture needs to come through

o Advice that does not apply or is
impossible for business reasons
undermines the messages that are valid




Time spent per topic should be in
appropriate context to your goals

What would senior level management
say is most important role of trainees?

Again, are you sending mixed
messages”?




LESSON #5

Trainers and content:
Creators need training too

o Your best representative or
supervisor will not
automatically be your best
trainer

o As a trainer or content
developer, take time out for
your own professional
development



Questions?
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How to Effectively Manage a
Hybrid Work Environment for
Customer Service Agents
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Visit Our Resource Center

playvox.com/resources




Next Webinar:

Emily Gray &
SVP Customer Success, Playvox



How Does Playvox Work?

Playvox gives you tools to manage your entire agent life-cycle.

Motivation

Recognize and reward your
agents with points that they can
exchange for gifts, based on
their Quality, Coaching, Learning
and overall Playvox results.

Intelligently forecast, schedule,
and monitor your workforce
without the need of specialized

resources or data analysts.

Coaching

Solve and improve issues in:
quality, behavior, compliance,

Quality

Easily identify and prioritize
areas for skill development in
your customer service teams.

e

soft skills, customer experience,

Learning

Easily create and provide your
customer service teams with
online courses and quizzes to
ensure continual skill

development.

Performance

Track agent performance and
measure the impact of your QA

process.

Voice of the
Customer

Translate customer sentiment into

actionable metrics while delivering

among many others.

real-time feedback to your agents

and team leaders.
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