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Call Center Quality Assurance Checklist
A reusable QA scorecard for evaluating a single agent interaction end to end: greeting and verification, communication and soft skills, accuracy and resolution, compliance, process adherence, and the close. Score each criterion Yes, No, or N/A, weight what matters most to your team, and use the summary to coach. For [Company Name], agent [Agent Name], interaction [Ticket / Call ID], reviewed [MM/DD/YYYY].
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[bookmark: section-0]1. Interaction Details
	Field
	Value

	Agent name
	[                    ]

	Evaluator name
	[                    ]

	Date reviewed
	[ MM/DD/YYYY ]

	Channel
	[ Phone / Chat / Email ]

	Ticket / Call ID
	[                    ]

	Interaction type
	[ Billing / Tech / Retention / Other ]


[bookmark: section-1]2. Greeting and Identity Verification
The first 30 seconds set the tone and protect the account. Confirm the agent opened correctly before anything else happened.
	Criterion
	Weight
	Yes / No / N/A
	Notes

	Answered within the target time and used the approved branded greeting
	[  ]
	[      ]
	[            ]

	Stated their name and offered to help
	[  ]
	[      ]
	[            ]

	Verified the customer identity per policy before discussing account details
	[  ]
	[      ]
	[            ]

	Confirmed or captured the reason for contact in their own words
	[  ]
	[      ]
	[            ]

	Set expectations for how the interaction would proceed
	[  ]
	[      ]
	[            ]


[bookmark: section-2]3. Communication and Soft Skills
Tip: Soft skills are where CSAT is won or lost. Score what the customer felt, not just what the agent said.
	Criterion
	Weight
	Yes / No / N/A
	Notes

	Used a warm, professional tone appropriate to the situation
	[  ]
	[      ]
	[            ]

	Listened actively and let the customer finish without interrupting
	[  ]
	[      ]
	[            ]

	Showed empathy and acknowledged the customer feeling or frustration
	[  ]
	[      ]
	[            ]

	Avoided jargon and explained next steps in plain language
	[  ]
	[      ]
	[            ]

	Controlled the pace and managed hold or dead-air time well
	[  ]
	[      ]
	[            ]

	Personalized the interaction rather than reading a flat script
	[  ]
	[      ]
	[            ]


[bookmark: section-3]4. Accuracy and Problem Resolution
The single most important dimension. A friendly call that gives the wrong answer still fails the customer.
	Criterion
	Weight
	Yes / No / N/A
	Notes

	Correctly diagnosed the underlying issue, not just the symptom
	[  ]
	[      ]
	[            ]

	Provided accurate, complete, and up-to-date information
	[  ]
	[      ]
	[            ]

	Followed the correct process or knowledge-base article for this issue
	[  ]
	[      ]
	[            ]

	Resolved the issue on this contact where possible (first contact resolution)
	[  ]
	[      ]
	[            ]

	Set a clear follow-up plan when the issue could not be closed
	[  ]
	[      ]
	[            ]

	Confirmed the customer understood and agreed the issue was resolved
	[  ]
	[      ]
	[            ]


[bookmark: section-4]5. Compliance and Security
Warning: These are auto-fail criteria in most programs. A single miss here can outweigh a perfect score everywhere else.
	Criterion
	Weight
	Yes / No / N/A
	Notes

	Completed all required disclosures and disclaimers
	[  ]
	[      ]
	[            ]

	Handled payment or sensitive data per PCI / data-handling policy
	[  ]
	[      ]
	[            ]

	Followed applicable regulatory scripting (e.g., recording notice, consent)
	[  ]
	[      ]
	[            ]

	Did not make unauthorized promises, commitments, or exceptions
	[  ]
	[      ]
	[            ]

	Documented the interaction accurately in the system of record
	[  ]
	[      ]
	[            ]


[bookmark: section-5]6. Process and Tool Adherence
	Criterion
	Weight
	Yes / No / N/A
	Notes

	Used the correct disposition or wrap-up codes
	[  ]
	[      ]
	[            ]

	Logged notes clearly enough for the next agent to pick up the thread
	[  ]
	[      ]
	[            ]

	Followed the escalation path when the issue exceeded their scope
	[  ]
	[      ]
	[            ]

	Used approved tools and templates rather than workarounds
	[  ]
	[      ]
	[            ]

	Applied any active offers, retention flows, or upsell rules correctly
	[  ]
	[      ]
	[            ]


[bookmark: section-6]7. Call Closing
	Criterion
	Weight
	Yes / No / N/A
	Notes

	Recapped the resolution and any next steps
	[  ]
	[      ]
	[            ]

	Asked if there was anything else they could help with
	[  ]
	[      ]
	[            ]

	Delivered the approved closing and thanked the customer
	[  ]
	[      ]
	[            ]

	Invited the survey or feedback where required
	[  ]
	[      ]
	[            ]


[bookmark: section-7]8. Scoring Summary
Total the weighted score and record whether any auto-fail criterion was missed. Use the coaching notes to turn the review into one specific, actionable change for the next call.
	Field
	Value

	Total score
	[      ] / [ 100 ]

	Auto-fail triggered?
	[ Yes / No ]

	Result
	[ Pass / Coach / Fail ]

	Top strength
	[                                        ]

	Priority coaching focus
	[                                        ]

	Follow-up / re-review date
	[ MM/DD/YYYY ]


Agent acknowledgement: [ Signature / Date ]
Evaluator: [ Signature / Date ]
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