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AgendaAgenda

� Overview of Call Review

� Call Review Technology

� Call Review Forms
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� By the end of this module you should be able to:
� Define Call Review
� Define the Benefits of Call Review in the Service 

Center
� Describe Management’s area of focus and the use 

of call review
� Describe the types of call review
� Describe the 5-step process for conducting a call 

review
� Identify some basic call review technology options

Learning ObjectivesLearning Objectives
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Call Review Is: 
- Client Focused:
Management can hear what 
the clients are saying, first 
hand
- Employee Focused:
Management can give 
immediate feedback to 
employees regarding process 
and client service.  
- Leadership Focused:
Ability to verify eligibility 
processes and assess client 
service
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Definition of Quality Call Review Definition of Quality Call Review 

Call Review is the process by which 
supervisors listen to calls to ensure that 

quality call handling practices are 
observed in the service center. Coaching is 

a process supervisors use to help 
employees learn new behaviors, maintain 
existing positive behaviors and/or further 
develop their capabilities in a specific area 

of performance.  
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Call Review BenefitsCall Review Benefits

The main benefits of call review are:
� For the phone worker: 

� Provides feedback, tips and tools on how to handle unique types of calls
� Enhances the training process supporting employees as they learn new 

skills and behaviors
� Allows opportunity for management to acknowledge the worker’s ability 

to handle calls well and provide positive feedback
� For the Management Team:

� To identify training opportunities
� To identify client concerns, program questions and feedback to help 

improve processes within the service center
� For the Client

� Assists in delivering consistent and accurate information; ensuring that 
benefits are appropriately provided and that communication is timely.

� Ensures each service center contact to be a positive and productive 
process.
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Types of Call ReviewTypes of Call Review

� Undetected or Remote Call Review
� Detected or “Side-by-Side” Call 

Review
� Recorded Call for future review:

� Self Review of Calls
� Supervisor Review of Calls

� Peer Call Review
� Management Calibration Session
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Supervisor calibrationSupervisor calibration

� Management Calibration Call Review:  
The practice of supervisors and managers reviewing 
recorded calls together and calibrating scoring 
processes:

� Ensures that scoring is consistent across Supervisors

� Allows Supervisors to exchange ideas and views on 
call review scoring

� Re-enforces the need to consistently call review
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Call Review ExpectationsCall Review Expectations

� Typical Expectations
� Private Sector Call Center

� 2 call review sessions/rep/week
� Includes feedback session within 24 hours of call review

� 1 management calibration session per month

� County Service Center 
� 2-4 calls reviewed per month
� Includes feedback session within 24 hours of call review

� 1 management calibration session per quarter
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Call Review ProcessCall Review Process

The InTelegent Call Review ProcessThe InTelegent Call Review Process

CoachAnalyzeDocumentAssessListen

The InTelegent Call Review ProcessThe InTelegent Call Review Process

CoachAnalyzeDocumentAssessListen CoachAnalyzeDocumentAssessListen
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Select a Recorded CallSelect a Recorded Call
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The InTelegent Call Review ProcessThe InTelegent Call Review Process

CoachAnalyzeDocumentAssessListen

The InTelegent Call Review ProcessThe InTelegent Call Review Process
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Assess & Document the CallAssess & Document the Call
The InTelegent Call Review ProcessThe InTelegent Call Review Process

CoachAnalyzeDocumentAssessListen

The InTelegent Call Review ProcessThe InTelegent Call Review Process

CoachAnalyzeDocumentAssessListen CoachAnalyzeDocumentAssessListen
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Provide FeedbackProvide Feedback

� Where & When
� Within 24 hours of your 

review

� In a private room or office

� How
� With the call review form 

complete and printed

� With a positive attitude 
and specific feedback and 
recognition prepared 
ahead of time

� With CalWIN open to 
look up record if required
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The InTelegent Call Review ProcessThe InTelegent Call Review Process

CoachAnalyzeDocumentAssessListen

The InTelegent Call Review ProcessThe InTelegent Call Review Process

CoachAnalyzeDocumentAssessListen CoachAnalyzeDocumentAssessListen
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Call Review Form ExamplesCall Review Form Examples

� Call Review Form Examples
� Tulare County

� San Francisco County

� Santa Cruz County

� Sonoma County
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Technology Examples in UseTechnology Examples in Use

� Typical Technology Options for Call Review
� Call Recording and playback- usually requires an additional 

module on your ACD system

� Real Time Silent Monitoring- generally provided with most ACD 
systems

� Example Technology Solutions in Use
� Verint  (www.verint.com) Santa Cruz County BCC.  Call recording 

and screen capture working with Siemens-Hi Path IP Phone system 
and CalWIN

� Calabrio (www.calabrio.com) Tulare County Service Center.  Call 
recording working with Cisco IP Phone system

� San Francisco County uses Service Observe offered through Avaya 
for remote monitoring and a Tele-Recorder (purchased at Radio 
Shack) for individual call recording to allow EW self review
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Best Practices in Call ReviewBest Practices in Call Review

� Strategically plan for your call review schedule and develop a 
call review action plan each month.

� Work as a team with your peers to help support one another 
through the process so that each of you can reach your goal

� Before you begin a call review session, prepare yourself both 
physically and mentally.

� Follow the five-step Call Review Process of: Listen, Assess, 
Document, Analyze and Coach.

� Focus on active listening and proactively work toward reducing 
and/or eliminating your common listening obstacles.

� Provide consistent, honest and specific recognition and 
feedback.

� Provide feedback in a timely manner so that the call is still fresh 
in your and the Phone EW’s mind.

� When ready to coach and employee, put yourself in their 
position and focus on maintaining their self-esteem.


