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Today’s 
Agenda:

● Intro

● Current customer service operations

● Building out CS from scratch

● Quality Assurance at Blueberry 
Markets

● Leveraging data to make 
improvements

● Continuous scorecard creation + 
improvement

● Coaching + Calibrations  

● Recognition





Blueberry Markets 
Customer Service 
Operations ● Email, phone, live chat, iMessage

● 24/7 Support

● Consistent monitoring of customer 
satisfaction

● Data-based initiatives

● Playvox products used: Community, 
Coaching, Quality

● Built CS entirely from scratch in the 
middle of the pandemic 



● No QA to start. When CS was 
outsourced, scores were not good

● There was initially no plans to 
incorporate QA → this lead to 
Playvox

● Built during the pandemic.

● Quality evaluations on the entire 
team

● Doing QA to measure internal 
success (CSAT measures customer 
success)

Building CS and QA 
from the Ground Up



Leveraging Data to 
Make Improvements 
● Focus on improving the scorecards in 

order to capture both the good and the 
bad

● Agents already accustomed to QA, as 
majority came from BPOs

● Heavy emphasis on the trends by errors/ 
trends by section as a way to see where 
improvements are needed



Continuous Scorecard Improvement + Creation

● Given the nature of the 
industry, scorecards need to 
be changed frequently

● They need to be agile + 
adaptable

● Formal rollout for every 
scorecard







Calibrations

● Not just limited to team leaders

● Agents get first-hand experience 
with calibrations

● Calibrations as a way of creating 
synchronicity



Coaching 

● Created templates inside of 
Playvox

● Every week, every month, 
every quarter

● Identify wins and challenges 
from those periods and set 
goals/ action plans



Recognitions
● There were recognitions in the 

past but not as successful as with 
Playvox

● Weekly badges as a consistent 
reminder of good work

● Agents mention their appreciation 
for the Karma Store in their poll 
surveys every quarter







playvox.com/resources



Agent Optimization Suite

Motivation
Recognize and reward your agents with 
points that they can exchange for gifts, 
based on their Quality, Coaching, 
Learning and overall Playvox results.

Quality
Easily identify and prioritize areas 

for skill development in your 
customer service teams.

Performance
Track agent performance and measure 
the impact of your QA process.

Learning
Easily create and provide your 
customer service teams with online 
courses and quizzes to ensure 
continual skill development.

Coaching
Solve and improve issues in: quality, 
behavior, compliance, soft skills, customer 
experience, among many others.

Voice of the Customer
Translate customer sentiment into actionable 
metrics while delivering real-time feedback to 
your agents and team leaders.

Workforce Management
Intelligently forecast, schedule, and 
monitor your workforce without the need of 
specialized resources or data analysts.


