Best Practices for Reviewing Your Quality
Assurance Evaluations

STEP 1- Within 48 hours, get ready to review your evaluation. This means, open up and save the report
plus the audio (if you get one) onto your computer. If you need to print it, go ahead and do that too.

STEP 2- Listen to the audio, if applicable (some may not get audios). As you listen, take notes and jot
them into these three columns:

1. Successes- all of the things done that are impressive
2. Opportunities- all of the things done that need a little work
3. Other- random thoughts, ideas, and action steps

As you listen, think about call flow, transitions, voice inflections, pace, rapport built, ease of asking
guestions, strategic movement through the call, acquiring the customer's needs and how you catered to
them, clarity of messages, etc. Is it friendly? Is the customer satisfied? Is the call closed with an
enthusiastic message? Are next steps secured (if applicable)? You get the idea.

STEP 3- Read and review your evaluation.
As you do, don't get distracted by any points
lost or the score. Instead, focus on what was

YOU’VE GOT THE done well and what needs to be done to

improve. Do these things align with the notes

TOOL TO HELP from Step 2? Are there any surprises? Does
YOU TO IMPROVE the feedback make sense? If you need
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additional input or suggestions, you can

so PUT THAT TOOL INTO always contact us. Then, make notes, like

done in Step 2 (you can just add to the list
ACTION! you already started). Next, rank your
Opportunities in order of most important to
improve ASAP.

STEP 4- Create next steps.

1. Make a check list of all of your Opportunities and action steps in ranking order.

2. Follow through. The only way to continue to improve is to evaluate yourself after each and
every call. Take the checklist you created, and see how many you can cross off after each call.

3. What is your goal for your next evaluation? Be realistic with the expectations. You can set a
score goal, or you can take your list of "Opportunities" and decide how many you want to
accomplish within a week, or you can do both. The key is to make your goals achievable.

4. Be accountable. You need to be accountable for your results. If you aren't improving, not
only are you letting yourself down, but you are also selling your hotel/location short.

Questions? Please email or call us at +1 877-274-3971. ]
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