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In the rapidly evolving landscape of call center operations, data plays a pivotal role in
shaping quality assurance (QA) strategies and enhancing the customer experience.
However, managing the vast data generated in call centers presents significant challenges.
This whitepaper explores call centers' data management challenges in QA and proposes
data-driven solutions to address these issues. By leveraging advanced technologies and
analytical techniques, call centers can optimize their QA processes, elevate agent

performance, and deliver superior customer service.

Call centers are critical in customer-business interactions by providing support, assistance,
and information. To ensure brand loyalty and revenue growth, delivering exceptional
customer experiences is paramount. The key to achieving this is implementing robust QA
programs that consistently strive for service excellence. Despite the inundation of data in the
call center landscape, there are endless opportunities to overcome challenges and optimize

QA strategies.

QA in call centers has a clear objective: to enhance customer satisfaction by implementing
robust processes, practices, and methodologies. Our team ensures that all customer
interactions, be it phone calls, chats, emails, or other forms of communication, meet the
highest standards of excellence. With a focus on maintaining exceptional service quality
and enhancing agent performance, QA plays a critical role in driving the overall success of

the call center.

“As per a report, quality assurance is used by 42% of the teams to evaluate the BPO'’s

performance.”
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In the early days of call centers, QA was primarily manual. Supervisors or QA analysts would
randomly select and listen to recorded or live calls to assess agent performance. This
approach allowed for some oversight but was limited in scope and subject to human biases.

It also leads to an increase in costs, ultimately impacting profits and revenue.

However, the picture is now changing, and more call centers are moving towards investing
in automation.

“To reduce cost, 62% of contact centers prefer making such an investment in automation.”

“As per 500 Customer Experience (CX) and Information Technology (IT) leaders, 57% of such
leaders prefer cloud communication before investing in other technologies.”

Which of the following emerging technologies is your
organization currently prioritizing

Robotics  14% "16% "M2%

Transhumanisim 20% 28% 12%
Extended Reality 27% 38% 16%
Augumented Reality 28% 39% 17%
Virtual Reality 29% 35% 22%
Machine Learning 29% 36% 23%
Automation 30% 38% 23%
loT 34% 43% 24%
Al 34% 4% 22%
Analytics 36% 4% 27%
Cloud Communications 57% 63% 52%
Overall Survey IT leaders CX Leaders

Source:

“However, as per Gartner’s survey, by 2026, things like agent interactions would be
automated by 10%, which was only 1.6% in 2022.”
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Data is critical in QA across various industries and domains, including call centers. Here's why

data is essential in the context of QA:

Data as the Foundation of Quality Assurance: QA strategies in call centers use data
from customer interactions, agent performance, and feedback to improve operations.
Proper analysis of this data leads to meaningful insights and ongoing improvement.
Data-Driven Insights for Agent Performance: Using data to evaluate and improve
customer service reps is critical. Analyzing interactions helps measure compliance,
proficiency, and communication. It leads to focused training and better agent
performance, and happier customers.

Identifying Trends and Patterns: Analyzing call center data can help identify trends in
customer interactions, allowing for proactive measures to improve service quality and
prevent problems from escalating.

Personalizing Customer Experiences: Call centers can enhance customer experiences
by using data-driven QA strategies to analyze customer data, enabling agents to

personalize conversations and improve customer satisfaction.
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“McKinsey surveyed and found that 71% of customers want personalized conversations.”

Of consumers
expect
personalization

- Real-time Monitoring and Intervention: Call center supervisors can monitor customer
interactions and agent performance in real-time, using data analytics to provide
efficient service.

- Benchmarking and Continuous Improvement: Data evaluation is crucial for call
centers to gauge their performance, make ongoing enhancements, and foster
innovation.

- Data-Driven Decision-Making: Data integration in call centers enables data-driven

decision-making, leading to successful outcomes and positive customer experiences.

“As per CCW's survey, 60.4% of call centers want to create a successful future, so it is

essential to improve customer analytics and data initiatives.”

- Predictive Analytics and Future Planning: Call centers can utilize data analytics to
predict customer demand and potential issues, enabling them to adapt strategies

and prepare for future scenarios.
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“Also, 27% of CX and 46% of IT leaders believe that analytics must be prioritized before

other technologies.”

» Compliance and Auditing: Precise data is essential for call centers to comply with
standards and regulations. Accurate records of customer interactions and agent

behavior demonstrate compliance during audits.

Who benefits most from call recording?

Results from 75+ industry professionals spanning 11 countries

Call Center manager 69%
Agent 57%
Quality Supervisor 57%
Customer 54%
VP Customer Service 51%
Compliance Officer 43%
Marketing Team 34%
Sales Team 34%
Fraud Officer 31%
Human Resources 31%

IT Team 26%
spanning many job roles, companies, industries and geographies

Source:

Call centers must utilize data to enhance their performance and improve customer
experience. Through thorough measurement, analysis, and optimization of their processes,

they can attain unparalleled service and successfully reach their business objectives.

*%k%
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Technology has transformed call center data, leading to changes in customer expectations
and data-driven decision-making. As call centers adopt omnichannel engagement, data

collection and utilization have significantly evolved.

*» From Manual Logs to Automated Databases
» Rise of Multichannel Support and Data Complexity

Here's how this evolution unfolded:

- Manual Logs and Paper-Based Systems: Call centers used to rely on paper logs to
document interactions, but this method could have been more efficient and prone to
mistakes.

- Spreadsheets and Basic Software: Call centers still rely on manual processes for data
management, despite using software and spreadsheets to store call details.

- Entry-Level Databases: Customer relationship management systems have replaced
spreadsheets in call centers. This transition has resulted in faster data retrieval and
improved search capabilities.

- Centralized Data Repositories: Call centers now use centralized databases to collect
customer data from multiple channels, improving the overall customer experience.

- Automation of Call Logging: Automated call logging systems capture call details and
customer information, reducing the need for manual data entry and improving

accuracy.

“As per the Customer Experience: 2030 Vision Report, 30% of IT and CX leaders believe that

organizations must focus on automation before implementing any other technology.”

- Integration with IVR and ACD: Automated IVR and ACD systems enhance call routing,

reduce wait times, and improve data accuracy by streamlining database input.
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- Omnichannel Data Integration: Call centers now gather data from multiple channels
and use advanced databases to create comprehensive customer profiles.
- Real-Time Data Capture: Call center agents can access up-to-date information during
customer interactions, allowing personalized support.
Once a call center has adopted such technologies, it can adopt analytics, automation, and

artificial intelligence.

Manual Logs 5 q 5 Omni - q
alll Spreadsheet ; Centralizec -\l -1, | I.}, IS Integration Real-Time Analytics,
amB:laPsc;%er and Basic IE)'::Z!::.:::; Data of Call with IVR and cIBc:::';:el Data Automation,
Systems Software Repositories Logging ACD Infegration Capture & Al

*kk

Call centers easily tackle complex data management challenges, ensuring efficient
handling, processing, and utilization of data for optimal effectiveness and an exceptional

customer experience.
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Tech Industry leaders see three major barriers to their
data management goals

Question: Please rank the issues below in ferms of how much it serves as a barrier to
achieving your company's data management goals

Collecting and protecting ever larger volumes of data 45% 9% 23%
Emerging global regulatory landscape 32% 5% 5%
Rising cost and complexity of data privacy 18% 50% 9%
Greater consum.er/cusit.:mer awareness of data privacy and 5% 32% 36%
increasing desire for control
Ethical issues around data privacy for emerging technologies 5% 27%

Ranked no.1 Ranked no.2 Ranked no.3

Source:

Organizing and extracting insights from the data collected from various sources can be

challenging for call centers.

“According to industry surveys, 4,400 average calls are received by a call center, with 31.8

minutes out of an hour spent by a call center agent on average.”

Multiple communication channels and software platforms in call centers create silos that
impede quality assurance. It can be challenging to thoroughly understand customer
interactions and agent performance when data from various call center systems is not

integrated.
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‘As per CCW'’s survey, 42% of the call centers want to offer an omnichannel experience.”

QA programs rely on accurate and reliable data for evaluations and insights. Inaccuracies,
inconsistencies, or incomplete data can lead to flawed assessments and misguided
decisions.

“As per Experian Data Quality, 89% of the agents think erroneous data impacts their

performance to provide exceptional customer services.”

‘Respondent entities think 32% of their reported data is not accurate.” - EDQ

The significance of real-time information must be balanced, and relying on manual data

analysis methods can prove highly ineffective.

A survey found that only 74% of call centers use real-time call monitoring for gathering,

combining, and utilizing multiple data points.

Call centers handle sensitive customer data, making data security and compliance with
regulations like GDPR, HIPAA, and PCI-DSS critical. Failure to secure customer data can result

in breaches, financial penalties, and reputational damage.

“Lorman found that only 77% of the companies have an official training program, leaving

23% of the entities with no such programs.”

*k%
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Call centers can use advanced analytics like NLP and sentiment analysis to gain insights from
text-based communications. NLP can analyze unstructured data such as chat logs and

transcriptions for helpful information.

“As per McKinsey’s research, 37% of the entities states that using advanced analytics create

value.”

“Also, using advanced analytics can decrease AHT by 40%.”

Call centers need unified data platforms to consolidate information from multiple sources.
This creates a centralized repository for analysis and reporting, promoting a holistic approach

to quality assurance.
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Al-powered technology monitors agent-customer interactions to ensure compliance and

improve customer satisfaction, streamlining the process with increased accuracy.

“56% and 55% of the CX and IT leaders consider automation and Al to have an impact on
the CX.”
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Call center managers can monitor agent performance and customer interactions in real-
time using dashboards and reporting tools. This allows quick interventions and coaching

opportunities to improve productivity and service quality.

“As per The State of the Data Race report by Datastax, 78% of the leaders believe that

having real-time data is must for the organization.”

*%k%

To ensure outstanding customer experiences, call centers have turned to effective data
management as a powerful tool to enhance their operations. We’ve created a list of

significant impacts of data management in day-to-day call center operations, which are:

Businesses must deliver seamless customer experiences, regardless of the channel. Effective
data management enhances service levels and provides a holistic view of customer
journeys. Call centers use personalization and multi-channel approaches to improve

customer experience.

“As per Zendesk’s CX Trends Report, 2023, 7 out of every 10 customers will spend more

money if an excellent and personalized experience is provided.”

Effective data management empowers call centers to provide their agents with the insights

and tools they need to excel. Call recordings, chat logs, and customer feedback contain
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valuable information that can be leveraged for agent training and coaching. By analyzing
past interactions, call centers can identify areas where agents excel and areas that require

improvement.

“Gallup discovered that 87% of millennials consider professional growth to be crucial in a
career, and LinkedIn discovered that 76% of Gen Z members believe that learning is

essential to their success.”

First-call resolution (FCR) is a critical metric for measuring call center efficiency. Effective
data management ensures agents have access to extensive customer information. This

leads to quicker issue resolution, reducing the need for customers to make multiple calls.

"As per Salesforce's report, 83% of wusers want their issues resolved quickly.”

"Also, the FCR standard for call centers is 74% or more."

Based on Oracle’s research, improving the FCR rate leads to a rise in customer satisfaction,
with a ratio of 6.25to 1."

SQM Group report stated, "With every repeated customer call, customer satisfaction tends to

decrease by 15%."

Effective call center operations rely on timely decision-making. Real-time analytics and
reporting facilitated by data management allow managers to monitor agent performance,

track call volumes, and identify emerging trends.

“According to a survey conducted by Harvard, 6 out of 10 individuals said that real-time
analytics can enhance the customer experience.”
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“Also, 58% of the business leaders state that customer analytics improves retention and

loyalty.”

*%k%

As call centers develop, effective data management is essential for excellent customer
experiences, efficient operations, and data-driven decision-making. The future of data

management in call centers is full of exciting possibilities and transformative changes.

» Advanced Analytics and Al Integration: Integrating advanced analytics and Al is the
future of data management in call centers. As NLP and machine learning
technologies mature, call centers can extract deeper insights from customer
interactions.

* Omni-Channel Implementation: Call centers must manage data across various
communication channels to create a unified view of each customer's interactions,
regardless of the medium used.

» Personalization at Scale: Enabling personalization at scale is critical for customer
satisfaction, even as call centers handle high volumes of interactions.

» Real-time Analytics for Instant Insights: This real-time visibility will enable call center
managers to make informed decisions, allocate resources efficiently, and identify
emerging trends in real time. The ability to act promptly based on real-time data will

enhance customer experience and operational efficiency.

The increasing role of Al and advanced analytics in call centers represents a paradigm shift

in managing and optimizing customer interactions.
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Call centers with Al and advanced analytics can deliver exceptional experiences, drive

customer loyalty, and stay competitive in a changing business environment.

Source:

“As per 8x8, 61% and 55% of IT and CX leaders believe that Al and automation will impact
the work in future.”

“CCW reported that 62.38% and 57.43% of the respondents think that increasing
organization-facing Al like chatbots and automation and analytics is crucial to create future

of call centers.”
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As you consider Al & automation investments and
initiatives, which of these factors are major priorities

Financial cost reduction 62.38%
Increasing capacity 61 .39%
Freeing up agents for more prductive tasks 59.41%
Improving agent mindset/engagement by eliminafing the most frustrating tasks 49.50%
Adding value to the customer experience (chat bots can handle certain issues better) 59.41%
Adding value to the operation (Al can process data better than human BAs) 52.48%

Your partners or competitors are using similar technology ~ 10.89%

Scalability (Al reduces training times/ creates consistency across outsourced and at- 59 487
home agents o °

Code-free/developer-free capabilities, allowing you to quickly add functionality 40.59%

Source:

“For a call center to be successful in future, investment in self-service and Al technology is

also essential. Same is believed by 75% of the decision-making leaders in CX.”

The success of call centers relies on effective data management as they adapt to changing

customer behaviors and technological advancements.

Call centers can enhance data management by implementing advanced analytics, unified
data platforms, Al-powered monitoring, and real-time dashboards. These tools can improve

QA practices and agent performance, resulting in exceptional customer service.

By integrating advanced analytics, embracing real-time insights, ensuring data security, and
delivering personalized experiences at scale, call centers can redefine customer interactions
and elevate their role in the business landscape. The future of call centers lies in a data-
driven approach, and those who navigate this road effectively are poised to deliver

outstanding customer experiences in the years to come.

*%k%k
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BGO is dedicated to collaborating with brands spanning various industries,
aiding them in assessing their customer experience, and continuously
enhancing it to surpass anticipations. Get in touch with one of our team
members now to start a conversation!!
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