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Today’s Agenda:
● Intro

●Why is QA seen as such a scary process?

●All about Literati

●Quality Assurance at Literati

●Agent-Inclusive Quality Assurance 

●CX is impacted by AX 



● Agents feel like QA is happening 
to them and not with them.

● In previous organizations, QA is an 
email PDF that comes from 
someone scary that you never 
spoke to and it has all of these 
things you did wrong and that is 
basically it. 

Why is QA seen as 
such a scary 
process?





Literati Customer 
Service Operations

● Email, phone, live chat

● Use Kustomer, Aircall for live calls

● Playvox products used: everything!!

● QA (disputes/ calibs), learning, 
community

● Scaled entire team remotely 



POLL



Quality Assurance 
at Literati

● Google Sheets created distrust in quality 
evaluations and were error-prone.

● The agents were vocal prior to Playvox 
about difficulties and issues with the 
manual quality assurance processes.



Agent-Inclusive 
Quality Assurance
● Agents sign off on every single ticket.

● Having regular conversations around 
disputes. 

● Empowerment within the tools.



Evaluations and Disputes

● Evaluations before and how they are 
facilitated now. Email → no automatic 
channel.

● Disputes empowers agent within the QA 
process. It allows them to feel like they 
are part of the process. 

● Disputes as more of a discussion.



This makes QA a discussion; in this 
screenshot, the grader accepts one 
of the agent's suggestions and 
rejects another.



POLL



Learning As 
Empowerment

●Learning module provides library of 
information for agents to back up their 
thoughts or squash their disputes, if 
need be. 

●Makes learning empowering.

●Karma points for passing quizzes.

●Coursework being prioritized. 



Team members can see how 
they stack up against the group.



Managers can drill down to 
see how an individual is doing.



Calibrations and Community

● Incorporate agents into discussion so they understand 
how scorecards are graded.

● Person vs. person → person vs. system
● Calibrations help agents put them in the position of the 

grader.
● Until they used tool themselves, they saw it as 

something working against them.
● Community has helped incentivize the agent 

experience.
● Karma Store is a reflection of how the agents want to 

be rewarded and what they enjoy working towards. 





CX is impacted by AX
● Customer support is emotional labor.
● The agent feels that because Literati 

cares about them, their overall 
experience is positive, even on difficult 
days or through difficult customer 
interactions. 

● Remind agents why they are doing 
what they are doing.

● Right now in remote work 
environment, recognition through the 
Community Wall is so crucial. 



POLL



playvox.com/resources

Tuesday, February 2nd - A 
Match Made in Heaven:  
Playvox Agent Optimization 
Suite and Agyle Time’s 
Workforce Management 
Platform



Cross-Selling and 
Upselling in the 
Contact Center
Share your perspective



Motivation
Recognize and reward your 
agents for achievements to 

goals. 

Quality
Identify priority issues for agent 

coaching and training. 

Performance
Track agent performance to 

key metrics.

Coaching
Leverage team leaders to 

develop agent skills. 

Training
Train new hires and conduct 

remedial training on the same 
platform.

Agent 
Optimization 
Suite


