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About QIP

The underlying principle for quality improvement is the 80-20 rule.  Quality Improvement Plan (QIP)mainly comprises of three elements:

· Top Reasons

Understanding what the major defects.  This is done using pareto charts.  Defects for the entire team are analysed by each line item on which an agent gets scored during transaction monitoring.  At the end of this exercise, typically 4-5 top reasons contributing to over 50% of the defects are determined

· Who is contributing

This is by individual  scores for agent in a given period.  By analyzing who has a weaknesses consistent to just one or more specific defects, candidates are short listed for further action/retraining etc.  This exercise also determines the extent or percentage of team members contributing to lower quality scores.

· Next steps in coaching and retraining

Explains a detailed approach in terms of a training delivery plan. Lesson plan, resources, roster etc.  This is built on the underlying principle of making it uniform, scalable and transferable across processes when necessary.

Objective of this exercise is to address the most prevalent and most impacting reasons for lower quality scores first.  The individual and specific coaching plans are drawn on similar lines.

In the attached document:

Part A explains the defect detection process

Part B explains the solution approach process

Part C is a composite plan and describes (c1, c2, c3 etc…) individual coaching methodology for each type of defect.
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