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In today’s Contact Centre operations, Call Quality Monitoring is an essential process 
not to be neglected. In addition to Call Quality Monitoring, Coaching of contact centre 
professionals is also a “must have” process in a contact centre. Apart from improving 
individual’s performance through training and development, a successful Call Quality 
Monitoring and Coaching program provides greater benefits. 
 
In order to perform Call Quality Monitoring, most contact centres typically will record 
all the conversations between the service representatives and customers. This 
process is assisted by a recording device called Voice Recording System. This 
system records the conversation from the moment the service representative 
answers the call until he or she ends the call. Thereafter, users of the Voice 
Recording System, typically the Quality Assurance Team (a specialised team that is 
responsible to solely listens and evaluates the telephone interactions of the service 
representatives) or Supervisors will search, retrieve and playback a call from the 
voice recording system to perform call quality evaluation. Commonly a scoring sheet 
or checklist named Call Quality Monitoring or Evaluation Form will be used for this 
purpose. 
 
There are a few types of methods when performing Call Quality Monitoring. The 
common methods used are side-by-side, remote and live monitoring. Other 
approaches such as peer monitoring and self monitoring have also been proven 
effective. Each monitoring method has its pros and cons. Most contact centre 
operations would use a combination of 2 or 3 approaches in order to obtain the best 
outcome in enhancing the contact centre professionals’ customer service skills over 
the telephone. 
 
With the advancement of technology, contact centre’s Quality Assurance Team has 
evolves from merely listening to the audio of the telephone interactions between the 
service representative and customer. Advanced tool such as Screen Capture 
enables the recording of desktop activities of the service representative. This allows 
the Quality Assurance Team evaluates the capability of the service representatives in 
utilising the appropriate applications to assist customer in a call. Much advanced 
software such as Speech Analytics are able to provide in depth analysis of call 
content such as callers’ emotions to reveal the root causes of customer’s 
perceptions, business outcomes and call volumes. Such a powerful application helps 
organisations to identify market opportunities and competitive threats while surfacing 
trends that might otherwise go undetected. 
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An important aspect closely related to Call Quality Monitoring that contact centres 
must also emphasise on, is Coaching. Effective call quality Coaching is in fact more 
important than just merely evaluating customer interactions. It is the process of 
effectively providing feedback to the service representatives on both the performing 
as well as the improvement areas pertaining to the particular evaluated call. The 
concept of Coaching in contact centre is similar to coaching in sports, whereby the 
Coach is responsible to provide guidance, share knowledge and experiences, 
motivate, train and set improvement goals or targets for the service representatives. 
The ultimate objective is to convert the service representatives to high performers. 
 
In summary, both Call Quality Monitoring and Coaching, being performed effectively, 
is inevitably one of the key success factors in enhancing contact centre’s 
performance. It is the combination of People, Process and Technology as the primary 
elements in a successful Call Quality Monitoring and Coaching program. Ultimately 
organisations will benefit in terms of optimised team of contact centre workforce that 
will then deliver exceptional customer service experiences. 
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