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1. [bookmark: _Toc14113259]Signification of Quality Report
· Quality Report is a way of quality control. To ensure the best user experience, we need to improve the agents’ performance by monitoring their service quality in a systematic way. 
· Quality Report helps the management team to know the defect of agents’ performance, correct the mistakes during the service.
· Quality Report helps the management team to assess the agents in a more organized way.

2. [bookmark: _Toc14113260]	Quality Report
· Call center management team should have organized report to present the overall QA performance of the agents and have corresponding action plan. 
· The report should include but not limited to following parts:
Summary of agents’ performance 
Action plan tracking 
Raw Data 
[bookmark: _GoBack]
Please refer to:
2.15-1 OPPO QA Monitoring Sheet_Template
2.15-2 OPPO QA Report_Template
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