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	Task
	Integrate AI assessments in QIS.

	Identified Issue or Feature request
	
(1)  Link AI assessments to the call recordings found in QIS:
a. Add another column on the pending Call Recordings for AI Results (pls. see attached Image A.)

b. Under AI Results is a clickable icon, which will display the AI Results details on the right pane in QIS (pls. see attached Image B.)
*Below is a sample screenshot on what QIS would look like. (pls. see attached image - QIS-AI Integration (revised) 1)
[image: image1.jpg]TSE: Archer
Account: BBH
Ticket: 2406411465

*Total for each category is computed using the average of its sub-categories.

Pain Points: Customer hadto call multple imes for the same & re of the property
address initally
Recommendations: Improve claritin communication to avoid confusion, especially when asking for
Note : To download the recordings do this. information. Consider using more empathetic language to enhance emotional resonance with the customer.
For Internet Explorer, just left click on the recording or right click on It then select "Save Target As”. Ensure to confirm the customer's understanding of the process to enhance engagement
For Firefox, right click on the recording then select "Save Link AS' )
Summary: The call involved a customer, Jerry Green, who was experiencing Issues connecting his Xbox to the
intemet at the Whispering Hotel The agent, Archer, assisted him by asking for necessary information,
Pending Call Handling and Ticket Assessments (256 Assessments) confirming the details, and fully reconnecting the device. Th (ded with the agent providing a
5 reference case number for fuure reference.
call | cscomm | ar
Queue Name Name Ticket# Date Uploaded | Call Date Time (PHT) | o C% | CSCOMM | AT
Do you have that reference case number, sir?
L) BBH Clair 00512509 2024-10-22PHT | 2024-10-22032€:12 | 00:21:21 Can you please provide me the propery address of the wood spring that youre
Do you do want tto reconnect your gaming console?
L) 00510723 | 2026-10-22¢HT | 2024-10-18 010042 | 003230 | [ Whells fieicoinie
e aaH sewyn 5107 PHT | 2024-10-16 a Can have your frst and | you properly?
provide me the IP adress ofthat device, s, so we Could connect that one manually here to
@ - i 240641465 | 2024-10-22PHT | 2024-10-22020341 | 00:07:27
, i, Green?
) - Archer 37362 | 2024-10-22PHT | 2024-10-2128130 | 00:0633 Canyou writethis down?
@ - i 3528305088 | 2024-10-22PHT | 2024-10-22011534 | 001520

Criteria: Score:

Active Listening

The agent demonstrated active listening by acknowledging the customer's
issue and asking relevant questions, such as ‘Do you have that reference.
number, sir?"

Verbal Acknowledgment

The agent frequently acknowledged the customer's responses, saying things
like Thank Mr.Green."

eraeney G |

The agent efficiently guided the customer through the process of
reconnecting the Xbox, asking for necessary information without
unnecessary delays.

Reflecting and Paraphrasing

The agent paraphrased the customer's needs by confirming,° dowant
to reconnect your gaming console, right, Xbox?

Emotional Resonance




c. The AI Results details should contain the AI Analysis 

*AI Analysis link: OpenAI Quality Evaluations
· Just choose the dates and Support Type/Account, ex: BBH
· It should give you the AI Analysis which contains Ticket/ANI, Call Started, Call Duration, Agent name, Active Listening, Verbal Acknowledgment and etc…)
· When you click on a column, it will load more details below on the Evaluation. (pls. see Image C.)
d. Display in QIS all the available details on the AI Analysis, including the Evaluation
*Below is a sample screenshot on what the AI Analysis Evaluation details QIS would look like. (pls. see attached image - AI Tool Link (2nd option-revised))
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Ticket: 2406411465

Cal Date: Oct. 22, 2:03 AM
Call Duration: 00:07:27

Pain Points: Customer had to call multple times for the same issue. Customer was unsure of the property
address initially.

Recommendations: Improve clarty in communication to avoid confusion, especially when asking for
information. Consider using more empathetic language to enhance emotional resonance with the customer.
Ensure to confirm the customer's understanding ofthe process to enhance engagement

Summary: The call involved a customer, Jerry Green, who was experiencing issues connecting his Xboxto the
internet at the Whispering Hotel. The agent, Archer, assisted him by asking for necessary information,
confirming the details, and successiuly reconnecting the device. The call concluded with the agent providing a
reference case number for future reference.

Agent Questions:
Do you have that reference case number, sir?

Can you please provide me the property address of the wood spring that you'e staying?

Do you do want tto reconnect your gaming console?

Whatis the console, sir?

Can  have your first and last answer 5o | can address you properly?

Soyou can just provide me the IP address of that device, sir, so we could connect that one manually here to
the system?

Is there anything else, Mr. Green?

Can you write this down?

Criteria: Score:

The agent demonstrated active listening by acknowledging the customer's
issue and asking relevant questions, such as ‘Do you have that reference case.
number, sir?"

The agent frequently acknowledged the customer's responses, saying things
like "Thank you for this information, Mr. Green."

The agent efficiently guided the customer through the process of
reconnecting the Xbox, asking for necessary information without
unnecessary delays.

The agent paraphrased the customer's needs by confirming, So you do want
to reconnect your gaming console, right, Xbox?

The agent maintained a friendly tone and expressed understanding, saying,
“Okay, that's good to hear,’ when the customer confirmed the Xbox was
working.

The agent validated the customer's experience by acknowledging the
previous call and the ongoing issue with the internet connection

The agent provided supportive interventions by offering to reconnect the
device and giving a reference case number for future issues.

The agent maintained a consistent approach throughout the call, following a
logical sequence of questions and responses

67

CUSTOMER JOURN:

Awareness Category: Wireless Issue
he customer is experiencing connectivity issues with their gaming conso

issue. Examples: Custs
for authentication.
mer engages with the sup t the issue. Example:
ides the IP address of the Xbox. Support agent puts the cust hold to

The issue is re: e he interet successfully.
Resolution Recommendation:
PostEngagement: The customer expresses satisfaction with the re: and receives a case
number for future reference. Examples: Customer thanks the support agent. Support agent provides
a reference case number.
Touchpoints Category:
Touchpoints Reason: Initia call to support Follow-up on previous issue
PainPoints Cates al Issue Configuration Issue
PainPoints Reason: Customer had to call multiple times for the same issue. Customer was unsure o
the property address initially.
Proactive Communication: Support agent could have asked if the customer had tried any
troubleshooting steps before calling. Providing a checklst for common issues could help customers
resolve problems faster.
FollowUp: A follow-up callto check if the Xbox connection remains stable after the support call.

: Frustrated and seeking help.
Customer Sentiment During Interaction: Engaged and hopeful.
Customer Sentiment Post Interaction: Relieved and satisfied.

KEY WORDS

Awareness: internet connection Xbox,second call
nsideration,options authentication
ed,connectedcase number
Engagement: engagement, troubleshooting authentication
Post Engagement: satisfaction,case number,thank you

CUSTOMER EFFORT SCORE (CES): 67

Reason: The caller had to repeat information, spedifically that this was not the first cal they had made
regarding the issue. There were some signs of frustration when they expressed that it was their
second time calling. The callinvolved a wait for authentication, which might have contributed to their
overall experience. However, the agent provided relevant assistance and resolved the issue
ultimately.

Recommendation: Improve the initial troubleshooting process to ensure that repeat callers do not
have to provide the same information multiple times, and consider streamiining hold procedures to
reduce customer wait time.

Hold Time: 00:02:45

Overall Quality of Call: Fair





Arrangement of AI Analysis details:
TSE:

Account:

Ticket:

Call Date:

Call Duration:

Pain Points:

Recommendation:

Summary

Agent Questions:

Criteria:

1. Active Listening

2. Verbal Acknowledgment
3. Efficiency
4. Reflecting and Paraphrasing
5. Emotional Resonance
6. Validation
7. Supportive Interventions
8. Consistency
Total Score:

Customer Effort Score (CES)

Customer Journey:

Awareness Category

Awareness Reason

Awareness Recommendation:

Consideration

Engagement

Resolution Category

Resolution Reason
Resolution Recommendation:

PostEngagement

Touchpoints Category:
Touchpoints Reason

PainPoints Category
PainPoints Reason
Proactive Communication

FollowUp

Initial Customer Sentiment

Customer Sentiment During Interaction

Customer Sentiment Post Interaction
Key Words:
Awareness

Consideration

Resolution

Engagement

Post Engagement

Customer Effort Score (CES):

Reason

Recommendation

Hold Time

Overall Quality of Call

(2)  Add AI Evaluation Criteria and Scoring in QIS > Help > Scoring Guideline:

[image: image3.png]GUIDES AND SUPPORT
QIS Help

Scoring Guidelines

ADMIN Wiki






OPEN AI EVALUATION CRITERIA AND SCORING.


Active Listening (15%)

Description: Measures the ability of the agent to effectively listen and comprehend the caller's issue, asking relevant questions, and gathering necessary information.
Scoring:

15: Perfectly listens, comprehends the issue, and asks all necessary questions.

10-14: Generally listens well, with a few minor lapses in comprehension or questioning.

5-9: Occasionally listens well, but often misses key points or fails to ask pertinent questions.

1-4: Poor listening skills, frequently misunderstands the caller or fails to gather necessary information.

0: Not applicable.

Verbal Acknowledgment (15%)

Description: Assesses how well the agent acknowledges the caller's concerns and feelings through verbal cues.
Scoring:

15: Consistently acknowledges the caller's concerns and feelings appropriately.

10-14: Generally acknowledges concerns, but with occasional missed opportunities.

5-9: Acknowledges concerns intermittently, often missing cues from the caller.

1-4: Rarely or never acknowledges the caller's concerns or feelings.

0: Not applicable.

Efficiency (10%)

Description: Evaluates how efficiently the agent handles the call, resolving the issue in a timely manner.
Scoring:

10: Resolves the issue quickly and efficiently without unnecessary delays.

7-9: Generally efficient, with minor delays or repeated steps.

4-6: Moderate efficiency, with noticeable delays or repeated steps.

1-3: Poor efficiency, with significant delays or repeated steps.

0: Not applicable.

Reflecting and Paraphrasing (15%)

Description: Measures the agent's ability to reflect and paraphrase the caller's statements to confirm understanding.

Scoring:

15: Consistently reflects and paraphrases accurately, ensuring mutual understanding.

10-14: Generally reflects and paraphrases well, with minor lapses.

5-9: Occasionally reflects and paraphrases, but with some inaccuracies.

1-4: Rarely or never reflects and paraphrases, often misunderstanding the caller.

0: Not applicable.

Emotional Resonance (15%)

Description: Assesses the agent's ability to connect emotionally with the caller and show empathy.
Scoring:

15: Consistently shows empathy and connects emotionally with the caller.

10-14: Generally shows empathy, but with occasional missed opportunities.

5-9: Shows empathy intermittently, often missing cues from the caller.

1-4: Rarely or never shows empathy, remaining emotionally distant.

0: Not applicable.

Validation (10%)

Description: Evaluates how well the agent validates the caller's concerns, making the caller feel heard and understood.

Scoring:

10: Consistently validates the caller's concerns effectively.

7-9: Generally validates concerns, with minor missed opportunities.

4-6: Validates concerns intermittently, often missing cues.

1-3: Rarely or never validates the caller's concerns.

0: Not applicable.

Supportive Interventions (10%)

Description: Measures the agent's ability to provide helpful and supportive solutions or interventions.
Scoring:

10: Provides highly effective and supportive interventions.

7-9: Generally provides effective interventions, with minor lapses.

4-6: Provides supportive interventions intermittently, with some inefficacies.

1-3: Rarely or never provides effective interventions.

0: Not applicable.

Consistency (10%)

Description: Assesses the agent's consistency in providing assistance and maintaining quality throughout the call.
Scoring:

10: Consistently high quality and reliable assistance throughout the call.

7-9: Generally consistent, with minor fluctuations in quality.

4-6: Moderate consistency, with noticeable fluctuations in quality.

1-3: Poor consistency, with significant fluctuations in quality.

0: Not applicable. 



	Goal
	(1) To make it easier for the client and CallTek to view the AI assessments and the scoring guidelines while listening to the recordings.  


	Root Cause and Findings
	

	Fix implemented
	

	Regression Test Performed
	

	Side effects of Fix 
	

	Solution Acceptor Comments
	


