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Quality Monitoring Workflow

Quality Monitoring Workflow

Review the following QM workflow to get an overall idea about the SpeechMiner Quality Monitoring

process:
o What do you want to do?
Determine why you wantto
Create Forms '. monitor your agents.
Knowing why will help you
formulate relevant questions.

o. Create an Evaluation

Create an evaluationthat supports

your business goal. Thatis create an

evaluationwith forms, evaluators
Evaluation Session | and interactionsthatrepresent
your objective.

Create form(s) with the
guestionsthat will provide
information about how
your agents are performing.

Fill out the evaluations
assigned to youto provide
consistentand regular

feedback about your agents.

Such feedback helpsto  Createa QM Report

surface insightful Create Quality Monitoringreportsto
suggestions. receive detailed informationabout agent

or evaluator progress. With a reportyou
can identify areas fortraining and calibrate
evaluator responses.

See Also

Forms Manager
Evaluations Manager
Evaluations Sessions
Quality Monitoring Reports
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https://docs.genesys.com/Documentation/IW/8.5.4/User/formsmanager
https://docs.genesys.com/Documentation/IW/8.5.4/User/evaluationsmanager
https://docs.genesys.com/Documentation/IW/8.5.4/User/evaluationsschedule
https://docs.genesys.com/Documentation/IW/8.5.4/User/standardreports
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