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Ocampo Davalos Gonzalez Noboa Leoz
QA Assigned

TL's Audits Completed

Audit Status @ Completed @EXC @Pending
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Jazmin Jesus Julian Raquel Ros  Tomas
Hurtado Lopez Mufioz Aleman
Team Lead

Count of Audit S...

| 1.

Brenda Irene Israel Julian Maria Jose

Audits Pending

8

Audits Assigned per QA

80 (20%) — ,— 80 (20%)

80 (20%) —
L— 80 (20%)

Progress of Completed Audits

386
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QA Assigned
Brenda Ocampo

® Irene Davalos
® Israel Gonzalez
@ Julian Noboa

® Maria Jose Leoz
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9,84%
Protocol C... Protocol Breaches

Audits Overview @ Yes
®No Ignoring Call Scripts

Markdown & NPS
Failure to Verify Identity _ 10
Coaching Details Not Adhering to Call Ti...
Failure to Log Call Det...
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Outliers & Scores Analysis Deviation C...

®Ves
Week ®No

Ignoring Call Quality St...

Select all 95,34% . .
Deviation Failure

Week 1 Measure Commited ZTP )
Commited ...

No Personal Opinions Ins...
Week 2 1 6 @ Yes Incorrect Script Modific...

95,85% Using Unauthorized D...

Week 3

NPS Results Providing Inaccurate In...
Week 4
32
34 (8,29%)

Quality Evaluator Vv (8,81%)

Zero Tolerance Behaviors

NPS
® Promoter

All %

Team Leader @ Detractor
Unauthorized Access t...

All @® Neutral
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Gross Misconduct
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Audits Overview
Coaching Deliver @ Delivered @ Pending @ TL Coaching Submit... ®Pending @ Submitted @ TL
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Brenda Irene Davalos Julian Noboa Israel Maria Jose

Brenda Irene Davalos Julian Noboa Israel Maria Jose Ocampo Gonzalez Leoz
Ocampo Gonzalez Leoz

Week 1

Week 2

Week 3
Week 4

Quality Evaluator Coaching Delivery Status Percentage% Coaching Submission Status Percentage%

All 8 (12,5%) 8 (16%)
Team Leader Coaching Deliver Coaching Submitted
10 (15,63%) Delivered @ Submitted

All

® Pending ® Pending

46 (71,88%) ot oTL
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Agent Name

Reason for exception

Sick Leave

Type of Exception
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Team Leaders Score
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Julian Munoz Jesus Lopez  Raquel Ros
Hurtado
Team Leader

Score per Wave




