
The only conference designed specifically  
for call center Quality Assurance and  
Learning Development Professionals

Are you looking for one place to find the latest information on 
quality assurance and training trends and technologies in the 
call center?

Do you attend other call center industry conferences and find 
only a handful of sessions that are applicable to your job?

Would you like to have the opportunity to network with your QA 
and training peers and discuss your toughest problems?

If you answered YES to any of these questions, then you’ll want 
to attend the Quality Assurance & Training Connection (QATC) 
Annual Conference this fall in Nashville, Tennessee.

In addition, you will:

• Hear exciting keynote speakers and industry experts

• Explore the latest in quality and training technologies in 
the Sponsor Showcase

• Network with your peers

You don’t want to miss this exciting event, so make your plans 
to attend now.

Early Bird pricing is available until August 1, so sign up early!

QATC Annual 
Conference

“For our line of work, this conference hits  
all the elements - networking, solid content, 
personalized interactions on vital topics to 
quality and training, and an overall good 
time. With the mix of executives, middle 
level management, and frontline Quality 
Specialist/Trainers, the environment is  
ideal for diverse perspectives.  Even for 
us veterans in the field, I came away with  
a list of new ideas.”

“Great conference! Very well organized, 
thoughtful topics, small enough to feel like 
you could make a connection but large and 
diverse enough to get insights from leaders 
within your own industry and leaders in 
similar industries as well.  I am already 
planning travel budget for next year!”

“My favorite conference!  Small enough  
to get to know leaders and subject matter 
experts from all over, but large enough  
to provide multiple break-out sessions 
covering a variety of topics!”

September 19-21, 2017

Loews Vanderbilt Hotel
Nashville, Tennessee



AGENDA  

Monday, September 18
1:00-4:30 p.m. – Pre-conference Workshops  
(Separate registration and fee required)
1)  Quality Form and Program Design.  

Pre-conference attendees will have an opportunity to have their quality 
form and program reviewed by an expert and come away with actionable 
takeaways that can be put to immediate use. The pre-conference session 
is a deep dive into quality program design, which is sure to enhance your 
overall conference experience.

We begin with a process blueprint to either analyze the effectiveness of your 
existing call standards or use to develop your center’s QM evaluation form 
from scratch.  You’ll learn the essentials in every step of the process of 
quality form design and program implementation:  call flow mapping, skill 
grouping, behavior-based standards, section weighting, scoring, definitions 
document, form validation, roll-out, and more!

Pre-conference participants receive a Quality Form and Program Design 
Workbook that includes a step-by-step quality process and implementation 
guide, best practices, and activities to take back and share with their 
center’s quality team.

Workshop Facilitator:  Deelee Freeman, Call Center Training Associates

OR

2)  Who’s Training the Trainer?  Developing an Effective 
Instructor Competency Program and Observation Form.  

In many instances, our Training Instructors are brought into the organization 
because of their high level of job-specific, content knowledge. Many are 
left to hone their delivery and leadership skills on the platform in the 
classroom, which can have dangerous implications to your workforce and 
training ROI.  Developing basic Standards of Instructor Competency and 
Quality lays the foundation for excellence in learning in the classroom. How 
do you assess the effectiveness of your training interventions?  Shouldn’t 
we be assessing the effectiveness of the individuals “leading” the students 
to learning?  A simple Instructor Observation form can be developed to 
allow consistency and calibration of observations, as well as documentation 
for their performance management.   

In the vein of continuous improvement, we’ll also look at the value of 
incorporating an Instructor Competencies program into your organization 
and components of what that program might entail.  We’ll examine the five 
basic competency areas, review a sample Instructor Observation Form, and 
begin development of “best practice” observation form items to consider in 
your own program. 

Workshop Facilitator:  Todd Gladden, PlanMen 

Tuesday, September 19
Breakfast on your Own

7:30 a.m.-1:00 p.m. Registration   

9:00-10:30 a.m. – Welcome & Keynote Address  

Shaping the Future of Customer Care.  Have you made your vacation 
plans yet?  Well, let me help you as we travel to the future of Customer 
Care.  Oh, and did I mention, you are our travel agent, tour guide, maître’d, 
and travel companion as we explore the future of Customer Care. As 
quality and training professionals, yours is a pivotal role in shaping what 
exceptional service looks like, sounds like, and feels like. Pack your bags 
and wear comfortable shoes, because the road ahead is an adventure 
indeed! – Speaker:  Penny Tootle, Utilligent

10:45 a.m.-12:00 p.m. – Workshops

Roadmap to the QATC Annual Conference.  New to the QATC 
conference?  Come to this fun and interactive session to hear how to make 
the most of your time at this event.  Review the agenda and learn how these 
key topics will give you specific takeaways for your organization and help you 
with business decisions down the road. – Facilitator:  Penny Tootle, Utilligent

Seven Most Common Mistakes Made in Quality Monitoring. Are 
you finding your current quality monitoring program is not making a 
significant impact on your agents and call center?  If you are like many call 
centers, quality scores are high but customer satisfaction is not.  Or 
perhaps your concern is that frontline agents see quality as punitive so 
they resist feedback provided by quality coaches and, as a result, their 
performance is not improving because of your efforts in quality monitoring.  
In this session, we will examine the top seven most common mistakes 
made in quality and help you identify what needs re-working with your own 
quality program.  – Speaker:  Deelee Freeman, Call Center Training Associates

Sharing Your Story with the Rest of the Company.  It’s been a great 
year so far. Numbers are good. Lots of process improvements are 
underway. Attrition is lower because employee engagement is at an all-
time high. So many good things are happening. Now the challenge is 
communicating all the news to the right people. What do the executives 
need to hear? The contact center management team? Other departments in 
the company? And how often? And in what format? Join this panel to hear 
what other companies are doing to share their stories with others. – 
Panelists:  Chaunte Johnson, Cox Automotive Group, Barb Bleiler, WPS Health 
Solutions, & Erick Sawyer, USAA

Whose Class is it Anyway? Improv for Trainers. This popular 
session is back by demand, but is always unique, because improv is never 
the same – just like training. This session is designed to help you learn to 
break free of your rut and script and be more free in your presentation. 
Come prepared to participate, move, laugh, and learn about learning! This 
session is geared for trainers but may apply to coaches as well. This will 
benefit anyone who has to get up and present in front of people on demand.  
– Speaker:  Marshall Lee, Firstsource Solutions

How Digital Employees Will Change Your Quality World. With 
Siri, Alexa, Cortana, and other new personal assistants, there’s no escaping 
the fact that artificial intelligence, machine learning, and voice recognition 
technologies are now advanced enough to create a simulated person that 
can provide a wealth of valuable information.  Aspect is applying these 
technologies in the contact center with success, and others will soon 
follow suit. The contact center is certainly about to undergo radical change, 
and we need to be prepared with new systems and new ways of thinking 
about how quality and analytics will change. Join us on a thought-
provoking journey into a future that’s likely right around the corner. – 
Speaker:  Chrissy Cowell, Aspect

12:00-1:30 p.m. – Luncheon & Call Center Jeopardy

1:30-2:45 p.m.  – Workshops

Moving Disputes into Coaching Discussions.  It doesn’t always have 
to be a “he said, she said” issue when disputes arise from quality monitoring.  
Come to this session for a spirited conversation about how to move from a 
finger-pointing perspective between the business unit and the quality team 
to being a collaborative “discussion” process that incorporates support, 
accountability, and transparency in the quality and feedback process that 
leads to coaching moments. – Speaker:  Barb Bleiler, WPS Health Solutions

Developing Succession Plans.   Are your frontline reps often promoted 
to supervisory positions? Do employees move “up the ladder” within the 
contact center or promote into the contact center from other departments? 
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How do you prepare them for leadership? How do they learn the ins and 
outs of leading in your unique environment as well as applying known 
leadership principles that work? Join our panel to hear how their companies 
prepare their leaders for these critical roles. – Speakers:  Angela Crozier, 
MPHI, & Chaunte Johnson, Cox Automotive Group

Home Alone:  Training Without Trainers.  Do you ever feel like 
you’re alone in your training program? Does it sometimes feel like you 
never know what is coming or how to handle what is next? Well, this 
session is the ultimate lonely hearts club for trainers! We will learn how to 
create, implement, and deploy a Train the Trainer program that turns your 
Subject Matter Experts into trainers.  No one  session can cover everything 
needed, but this one will give you a complete package that you can make 
your own.   – Speaker:  Marshall Lee, Firstsource Solutions

Reinventing Quality at Edward Jones.  During this case study, you 
will learn about one organization’s quality program in a large contact 
center and how they have learned to reinvent their processes, while 
remaining fluid to adjust to their organization’s needs.  Discover their 
program’s “Suite of Services,” which outlines the variety of ways they are 
making an impact with their organization’s service delivery.  Come hear 
about the obstacles they have faced in developing their Quality Enrichment 
program and real methods for overcoming them to help benefit your 
organization. – Speaker:  Carol Muegge, Edward Jones

2:45-3:45 p.m. – Afternoon Break  

3:45-5:00 p.m. – Workshops 

What Works Best: Quality Evaluation Form Design Discussion 
Forum.  If you want to learn how other call centers have designed their 
quality forms, this session is for you!  Participants will be placed in small 
groups and given quality form-related topics to discuss and share what has 
worked best in their centers.  Next, the group as a whole will create a master 
list of best practices.  Some of the topics will include:  Form layout (i.e., 
number of attributes and categories), scoring, use of auto-fail, bonus points, 
and how to make quality more objective.  

Selling Quality at an Organization Level: Building an Effective 
Business Case.  Everyone knows that quality is integral to the success 
of the organization, right?  Sure they do, which begs the question, can it be 
proven?  The bottom line is, advancements in your quality program are 
dependent on your ability to not only sell the value of such a program but 
to prove where quality efforts have paid off for the organization. Let’s build 
a case for quality together that you can take back and sell! – Speaker:  Penny 
Tootle, Utilligent

Huddle Up! Building a Coaching Culture in Your Organization.  
Coaching is a buzzword in many organizations. However it should be more 
than a buzzword – it should be a way of life. For true coaching to be a central 
theme in your organization it must begin at the top, and work its way down.  
In this session, we will discuss how to encourage an organizational 
paradigm centered on coaching. Bosses tell, Leaders go with you – learn 
how to go with your team, without walking the road for them. – Speakers:  
Todd Gladden, PlanMen, & Marshall Lee, Firstsource Solutions

Keeping Skills Up-to-Date:  Trainers and Quality Reviewers.  
Ensuring that trainers and quality evaluators’ skills are up-to-date is vitally 
important in any organization.  In this session, learn about the skills 
maintenance program at Blue Cross Blue Shield of Michigan, which was 
designed to improve facilitation and evaluation skills, maintain knowledge of 
servicing guidelines, benefits, products, system applications, and improve 
knowledge of reference tools and resources. This program maximizes trainer 
and quality reviewer time and skills by providing a structured maintenance 
program with requirements outside of normal commitments. – Speakers:  Pam 
Bode & Mary Woodiwiss, Blue Cross Blue Shield of Michigan

Reinvent Your Quality Workflows For Greater Organizational 
Impact.  Quality assurance programs can have a positive influence on 
employee collaboration and engagement, customer satisfaction, and 
operational improvements. Many of today’s quality workflows fall short of 
their potential to make an impact on these important goals and as a result, 
they cannot keep pace with the demands of a modern contact center in a 
competitive environment. Now is the time to re-examine your quality 
workflows including the selection and distribution of work, rescore requests, 
calibration procedures, and other processes. This session will explore best 
practices, trends, and benchmarks that will help you elevate your quality 
assurance program to a higher level in your organization. – Speakers:  Lauren 
Maschio & Charlene Gillam, NICE

5:00-7:00 p.m. – Networking Reception 

Wednesday, September 20
8:00-9:15 a.m. – Breakfast & Roundtables   
9:15-10:30 a.m. – Workshops 
Going Beyond the Form.  Do you have a quality program that has a 
“check the box” mentality?  We shouldn’t be running our QA program in a 
cookie cutter fashion anymore.  Come to this session to hear what your 
organization can do that goes beyond the form.  Topics to be covered include 
going beyond compliance, teaching agents to respond to customers based 
on the conversation and not the form, and coaching tips to help agents focus 
on the “right” things. – Speakers:  Angela Crozier, MPHI, & Erick Sawyer, USAA

Consider Going Creative with eLearning.  Is your small- to middle-
sized training team looking for a way to creatively expand their training 
platform?  Looking at alternative ways to share your training message versus 
just having a training session?   Do you find your team limited in what tools 
they have or how to use those tools?  Then come find out about the creative 
ways you can use eLearning to help spread your information in the best way 
possible.    Find out how easy it is to turn a “blah” lesson into a really 
interesting experience for the learner, ensuring better learning results by 
using eLearning platforms. – Speaker:  Fred Volkman, WPS Health Solutions

Generation What? Millennials.  X’ers. Boomers. The Silent Generation.  
There are so many cohorts and subsets of generations. Everyone has a 
theory and a definition for what defines these very real and very different 
groups. What does it mean though, and how can you take that into account 
in quality, training, and your contact center culture? How can you make the 
work experience feel less like an awkward Thanksgiving meal, and more like 
an amazing mix of fun? There are ways and strategies to help you on your 
way. Come to this session and we’ll talk through what defines these 
generations – and even better, what it means in the real world of contact 
centers. – Speaker:  Marshall Lee, Firstsource Solutions

Uncovering the Gold with Speech Analytics.  A speech analytics tool 
is not going to just hand you a WIN, you are going to have to proactively use 
keyword searches and filters to uncover the gold!  This session will be a 
collaborative discussion with a panel of individuals who currently use a 
speech analytics tool. We want the attendees to participate and share their 
insights as well.  Whether you already have this technology, are actively 
looking to purchase it, or are just curious, please join us to discuss the many 
uses of speech analytics, as well as our successes and challenges.  Come 
ready to share!  
10:30-10:45 a.m. – Break
10:45 a.m.-12:00 p.m. – Workshops 
Improving Call Soft Skills with Quality Monitoring. With every 
customer contact there are essentially two dimensions:  the technical 
components and the softer communication elements.  The hard truth is 
soft skills most often have more influence on a customer’s satisfaction with 



the call outcome.  Customers who encounter agents who are compassionate, 
concerned, and show a sincere desire to help and resolve their issues are 
the ones who remain loyal. This session tackles the challenge of identifying 
objective soft skill behaviors and offers ways to measure them with quality 
monitoring.  – Speaker:  Deelee Freeman, Call Center Training Associates

40/20 Ideas in 60 Minutes – Increasing Employee Engagement.  
We all want strong employee engagement. It ultimately makes our 
companies successful. It’s what makes our customers come back. When 
employees believe in our mission and values, and they themselves feel like 
valued contributors, they often go the extra mile. An environment conducive 
to high levels of employee engagement will vary across the many industries 
in the contact center world. Come to this session to hear 40 ideas from the 
panel and 20 ideas from the participants and be prepared to share your 
experience with building employee engagement at your company.  

Uncover Individual Learning Styles and Design Training to 
Match.  Have you ever wondered why one new hire keeps falling asleep 
during lecture time but is a wide-awake ball of energy while at the computer 
learning the order entry system? And why another new hire hangs on your 
every word during lecture time, but struggles with understanding when 
given a reading assignment? The term “learning style” is widely used to 
describe how learners gather, sift through, interpret, organize, and come to 
conclusions about information for future use. In this session, we will look 
at a variety of learning styles, share ways to uncover the learning styles of 
those you train, and suggest ways instruction can be tailored to match how 
your learners learn.  – Speaker:  Gail Repass, Cokesbury

Growth and Development – It’s for Everyone.  Growth and 
development plans are vital for creating an environment of excellent 
employee engagement at every level – from new representatives to upper 
management. Developing skills and knowledge for current roles and looking 
at what employees are interested in for their future are both necessary 
components of a solid growth and development plan. In this session, the 
panel will discuss various stages of their companies’ plans from the 
beginning pilot stage to evaluating results. – Speakers:  Debbie Short, 
Cokesbury, Angela Crozier, MPHI, & Chaunte Johnson, Cox Automotive Group

Keep Your Heels, Head, and Standards Right.  Using this quote by 
Coco Chanel as our title, this case study presentation highlights the value 
of:  measuring behaviors you want, not behaviors you’ve got, posturing 
when talking on the phone, and revisiting standards and measures for 
applicability and value to the customer.  Each will have supporting case 
study data demonstrating the findings when you challenge today’s 
commonly used standards and measures against service perception.  This 
workshop will be interactive with the opportunity to share current practices 
and experiences. – Speaker:  Stephanie Taylor, BPA Quality

12:00-1:30 p.m. – Luncheon 
1:30-2:45 p.m. – Workshops 
Great Debate – Who Gives Feedback.  You’ve put a great quality 
monitoring program in place. Your whole quality team has agreed on the 
right quality standards for your business, and you have a good idea of 
which frontline agents need some coaching. The question now is: who 
should do the coaching? Your floor supervisors who are closest to the 
agents but whose time is at a premium? Or the quality analysts who live 
and breathe the quality standards, but may not command the same respect 
that the agents hold for their immediate managers?  There are definite pros 
and cons for both.  In this session, hear how the coaching process works 
from both perspectives, and decide on the best option for your center!  

Doing the Right Thing: Promoting a Strong Frontline Risk Culture.  
From sales practices to call disclosures, every customer interaction requires 
risk-focused agents to protect the business by doing the right thing.   As the 

financial services industry continues to become more complex with 
increased regulatory scrutiny and customer demands, the need for an 
integrated, proactive quality assurance program is critical to managing risk 
well.  Creating a culture within your organization by promoting a risk mindset 
for frontline employees will drive a compliant and quality customer 
experience.  This session will discuss the foundation of an integrated QA 
program that promotes risk management on the front line as well as the keys 
to strong partnerships and collaboration across the organization to protect 
your organization’s brand and reputation. – Speaker:  Erick Sawyer, USAA

Creating an eLearning Program.   Your agents need training. Are 
they spread across multiple contact centers? Do they work from home? 
How can you create and deliver training content that allows your agents to 
keep up with your ever-changing business? In this session, we will discuss 
strategies for building and distributing eLearning content. By selecting the 
right eLearning software and the right delivery method for your contact 
center, you can make eLearning more enjoyable and more effective than 
traditional classroom training. – Speaker:  Craig Brasington, Deloitte

Why am I Here?   Networking and Selling Yourself to Others – 
and Yourself. You add value. You know you do. You know what it is you 
do. But you never seem to be able to communicate it all. Sometimes you 
may feel like you lost your motivation for what you do. Come to this session 
to learn how to effectively tell your story, find your own identity in your role, 
and relay your value to those in a position to influence your center. If you 
need to feel pumped up about your job again, this is the session for you. If 
you need to work on your communication with other teams or need 
strategies to connect with the rest of your organization, this is what the 
doctor ordered!  – Speaker:  Marshall Lee, Firstsource Solutions

Creative Problem Solving – Engage your Team to Solve Your 
Biggest Challenges.  Have you ever noticed that people are quick to 
bring problems to your attention, but not so quick to help you solve the 
problems?  If so, then you will want to attend this interactive, thought-
provoking discussion on how to address and engage your team in helping 
you solve your biggest challenges.  We won’t just talk about it – we will 
teach you how to implement a creative problem solving technique that will 
provide positive outcomes for all.  – Speaker:  Angela Crozier, MPHI

2:45-3:45 p.m. – Ice Cream Social with the Sponsors 

3:45-5:00 p.m. – Workshops 

Call Calibration: Achieving Quality Scoring Consistency.  You 
can have the most advanced call recording technology, evaluation tools, 
and a dedicated quality staff but without consistency in scoring, the 
integrity of your entire quality program will be compromised. Call 
calibration is vital to the health of your quality program, but so many find 
their calibration sessions frustrating and not necessarily helpful in taking 
consistency to the next level.   This session provides everything you need 
to know about setting up an effective Call Calibration Program, how to 
measure calibration, and most importantly how to run a successful 
calibration session where participants are engaged and committed to the 
consistent application of quality standards to call behaviors.  – Speaker:  
Deelee Freeman, Call Center Training Associates

How To Write and Present a Business Case.  Ever wanted to upgrade 
your technology, purchase training, increase professional development, add 
more staffing, or improve operational efficiencies – but didn’t have the 
money?  If you’re like most of us, you have experienced this or will at some 
point experience one of these situations in your career.  This session will 
teach you the basics of how to address financial barriers in the workplace, 
establish a business case, and presentation techniques that will help support 
you when you need to ask decision makers to invest in your ideas.  This is 
one session you do not want to miss!  – Speaker:  Angela Crozier, MPHI
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Your Coaches Need Coaching, Too!  Coaches play a key role in the 
success of your employees. Has your company adopted a particular coaching 
model and have all your coaches been trained? What do you do beyond that 
training to ensure your coaches are using the model properly and encouraging 
the reps for good work while also lining up plans for opportunities to improve? 
The panelists for this session will share what they’re doing and provide 
insight that could work in your contact center. 
Active Listening:  Starting Them Off Right.  One of the most important 
things that we can teach our new Customer Service Representatives is how 
to actively listen.  BC BS of Michigan developed an Active Listening module 
for call center customer service staff. The Active Listening module was 
designed to provide the learner with the skills necessary to actively listen 
during training and then transition this skill to the service environment. 
Come to this session to hear about this communication technique that 
requires the listener to fully concentrate, understand, respond, and remember 
what is being said.   – Speakers:  Pam Bode & Mary Woodiwiss, BC BS of Michigan

A Crash Course in Recruiting and Onboarding.  An employee’s first 
few weeks on the job are critical in setting their pathway to future success 
and the training and quality teams are a foundational part of getting this 
right.  Many organizations, however, struggle to effectively recruit and 
onboard contact center employees.  In this session, ICMI’s Justin Robbins 
will provide proven best practices and things to avoid in the recruitment and 
onboarding process.  Attendees will walk away with a robust set of resources 
to take back to their organizations to drive improved results when finding, 
orienting, and training new employees. – Speaker:  Justin Robbins, ICMI

6:15 p.m. – Depart for Evening Event
6:30-9:30 p.m. – Evening Event at BB King’s Blues Club

Thursday, September 21
7:45-8:45 a.m. – Breakfast & Roundtables 

8:45-10:00 a.m. – Workshops 

60 Ideas in 60 Minutes – Topic:  Quality Assurance.  This fast-
paced session will have you writing furiously as you try to capture an idea a 
minute on paper! This format will give you some great tips to take home and 
implement in your QA program immediately – if you can catch them all!  
“The Power of One” Training Activity Session.  You’ve probably 
heard of “The Power of One” concept that helps agents, supervisors, and 
leadership understand how call center work “flows,” the significance of 
schedule adherence, and how important one individual is to the center.  But 
how do you get these points across in a fun and interactive way?   This 
unique training session utilizes a wading pool, tennis balls, and a bucket from 
your favorite fried chicken joint! Come to this session to learn how to train 
and present these activities and learn the concepts behind these proven 
techniques to show agents how important they are – that one person really 
does make a difference!  – Speaker:  Todd Gladden, PlanMen

Creating a Successful Partnership Between Quality, Training, & 
Coaching.  You’ve heard of the power of three?  We have a three-part 
combination that guarantees successful engagement between key business 
areas and the employee. WPS Health Solutions would like to share the 
partnership process they have in place between this terrific trio that allows 
everyone and the organization to be successful.  –  Speaker:  Traci Logothetis, 
WPS Health Solutions

Data and Numbers – How Are You Using Them? You are creating 
results and reports that provide numbers and data to those individuals 
interested in the results, right?  What are you doing with those numbers?  
What are they doing with your reports?  Are you in the trap of generating 
numbers and reports but nothing is happening other than your routine 
creation of them?  Join this interactive discussion to talk about the who, 

how, and why behind numbers being generated in the quality team and how 
they can actually be actionable.  – Speaker:  Barb Bleiler, WPS Health Solutions

The Wizard’s Tricks on How to Get What You Want from Workforce 
Management (WFM).  Your training was cancelled. You have no idea the 
size of the next training class. You don’t know when the next classes are 
onboarding.  Your coaching time is not going to happen. And the routing for 
recording and the assignment for supervisors is changing.  Any of these 
situations sound familiar?  Sometimes the divide between Quality or Training 
and WFM is massive. What do you do when you can’t seem to get through to 
or get what you need from WFM when you need it?  The Workforce Wizard is 
in (at least one of them) to help you get exactly what you need when you need 
it from your WFM team. – Speaker:  Marshall Lee, Firstsource Solutions

10:00-10:15 a.m. – Break
10:15-11:30 a.m. – Workshops 
60 Ideas in 60 Minutes – Topic: Training.  This fast-paced session 
will have you writing furiously as you try to capture an idea a minute on 
paper! This format will give you some great tips to take home and implement 
immediately in your training program – if you can catch them all!  
Best Practice Considerations for your Quality Team.  Your Quality 
team is up and running and it is important to annually review and make sure 
you stay tuned up.  Are you reviewing your evaluation forms on a routine 
basis to identify changes or new goals?  Does your scoring emphasize what 
you want to target?  The right behaviors?  Are your calibrations sessions 
only within your team?  With business units?  Other QA teams?  Join this 
panel and group discussion to talk about the best practice considerations 
that help you stay in top performing shape. 
Managing Up!  Learn How to Talk and Impress Your Boss.  In this 
interactive leadership session, you will learn the secrets to being 
comfortable talking to your boss about what he or she wants to hear and 
what they don’t have time for.  We will engage together so that you will 
become comfortable advocating for yourself.  Finally, learn how to create 
an elevator speech so that you will always have the tools needed to impress.  
If you’re looking to grow your career,  don’t miss this action-item packed 
session! – Speaker:  Angela Crozier, MPHI

Quality Assurance Accountability.  Is your quality assurance team 
struggling with how to hold your agents accountable for poor quality 
assurance marks or even for great quality assurance marks? This panel 
discussion will open up the conversation to see what has been successful 
in some organizations and also what has been unsuccessful. There is a 
wide array of possibilities ranging from disciplinary action for poor QA 
scores to cash rewards for those agents with incredible scores. This panel 
discussion will help provide ideas of what might work for your call center 
as you continue to strive for growth within your QA program.
What Do I Need? Today’s marketplace for technology makes a big box 
store look uncomplicated. There are more options today for every function in 
the contact center than you can imagine. Do you need that software though? 
If you do, how do you get exactly what you need and not a lot of extras?. Do 
you  need roller skates, a car, or a jet? From voice analytics, quality assurance, 
call recording, eLearning, knowledge management, and more, we will 
discuss how to pare down your wish and needs list from the noise. Then we’ll 
talk about what you need to know from proposal to implementation when you 
buy one of these tools. One session can’t cover everything, but it can give 
you the framework needed to set up your own journey to success in the 
journey to technology. – Speaker:  Marshall Lee, Firstsource Solutions

11:30 a.m.-12:00 p.m. – Closing General Session 
12:00 p.m. – 2017 QATC Annual Conference ends
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CONFERENCE INFORMATION

“Overall, the conference was 
great! It was my first time 
attending and I got a 
tremendous amount of value 
in the topics. I really look 
forward to coming next 
year!”

“As a first time conference 
attendee, I was very 
impressed with the sessions 
as well as the coordination/
organization of the 3 days.  
Very professional and well 
worth my time and money!”

Registration Process
You may register for the 2017 Quality 
Assurance & Training Connection (QATC) 
Annual Conference via mail, phone, fax, 
e-mail, or on the web. Early Bird pricing is 
available until August 1, so sign up early!

To register by phone, call 888-488-0006.

To register by mail, please complete the 
registration form and mail with payment to:

 QATC 
 ATTN: Conference Registration 
 6508 Grayson Court 
 Nashville, TN 37205

To register by fax, complete the 
registration form and fax to 615-352-4204.

To register online, go to www.qatc.org.  

Cancellation Policy
You may substitute attendees at any time. 
For cancellations made before August 1, 
2017, QATC will provide a full refund. A $95 
fee will be charged for cancellations made 
by August 15, and a $195 fee will be 
charged for cancellations made by August 
29. After that date, there are no refunds, 
but you may substitute attendees.

Hotel Information
Please make your hotel reservations at the 
Loews Vanderbilt Hotel as soon as 
possible.  There is a $219 per night 
conference rate available at the hotel until 
Monday, August 28, 2017.  To make 
reservations, please call 800-336-3335 
and identify yourself as a conference 
attendee of the 2017 QATC Annual 
Conference

The Loews Vanderbilt Hotel is located about 
20 minutes from the Nashville International 
Airport. The hotel does not provide an 
airport shuttle. Taxis are available for 
approximately $25.00 each way.

Note:  There are many other hotels in the 
Vanderbilt/West End area if you would  
like to stay somewhere else.

General Information

Sponsor Showcase
QATC is pleased to provide a special 
Sponsor Showcase during the Conference 
to provide attendees with information 
about specific products of interest.   
Check out the conference sponsors at 
http://www.qatc.org/annual-convention/
conference-sponsors/.

Networking Reception and Mixer
Join us for a reception on Tuesday 
evening. We have some special events 
and mixer activities planned to help you 
get acquainted with your fellow attendees.

Wednesday Evening Event
We’re heading for BB King’s Blues Club, 
one of downtown Nashville’s hot spots, on 
Wednesday night for a fun evening of 
entertainment. Enjoy dinner and a live 
band along with all the atmosphere of 
Nashville’s historic downtown.

Service Project
We are excited to sponsor a service 
project for attendees during the 
conference.  We will be putting together 
fleece blankets that will be donated to the 
Tennessee Department of Children’s 
Services for children displaced from their 
homes.  It is a very easy project – no 
sewing, only cutting with scissors and 
tying knots!  You can work on a blanket 
whenever you have any free time, and 
others can continue until all the blankets 
are complete.  Specific instructions will be 
available at the station set up for this 
project near the registration desk. 

You may also bring toiletries to donate as 
well.  We appreciate any help you can give 
– these may be the only things that these 
children have to comfort them in a time of 
upheaval.

“This was my first conference 
with QATC and I loved it!  
Everything was well planned 
and well executed from the 
meals and breaks to the 
break-out meetings.  I also 
loved the conference size.   
It was just right.  I learned so 
much and have come back 
to my job inspired!  Thank 
you very much.”



GENERAL INFORMATION

“Amazing experience!  I am 
coming home with invaluable 
information to make real 
change in our organization!”

“The conference was very well-
organized and afforded a good 
balance between informative 
workshops and creating 
networking opportunities.   
In hearing the speakers and 
talking with QA and customer 
service professionals, I realized 
that many of the challenges we 
face are common in the 
industry.  As a result I brought 
home some great ideas to help 
overcome these challenges.”

 Yes, I want to be part of the 2017 QATC Annual Conference!

Name _______________________________________________________________ 

Title ________________________________________________________________

Company ____________________________________________________________

Address _____________________________________________________________

City ______________________________  State ___________ Zip _____________

Country ____________________________________________________________

Phone ______________________________________________________________

Fax ________________________________________________________________

E-mail ______________________________________________________________

Payment Method

n  Check enclosed (payable to QATC)            

n  Charge: m American Express   m Visa   m  MasterCard     m Discover      

Card # _________________________________Exp. Date (month/year) __________

Name on Card  _______________________________________  CVV Code ______

Signature  ___________________________________________________________

Conference Costs 

    Early Bird Registration  Registration 
    through August 1 after August 1 

Pre-conference Workshop – Member $295 $295

Pre-conference Workshop – Non-Member $395 $395

QATC Member Registration  $1,295 $1,395 

Non-Member Registration     $1,545 $1,645 

Conference Registration w/ One-Year Membership $1,590 $1,690 

Additional $100 discount for three or more attendees

“My favorite conference!  
Small enough to get to know 
leaders and subject matter 
experts from all over, but 
large enough to provide 
multiple break-out sessions 
covering a variety of topics!”



6508 Grayson Court
Nashville, TN 37205

Phone: 888-488-0006
Fax: 615-352-4204

www.qatc.org

Endorsing Sponsors

Conference Sponsors

QATC is pleased to provide 

a Sponsor Showcase 

during the Conference to 

provide attendees with 

information about specific 

products of interest.  See 

these companies at the 

conference and find out 

what’s new in the industry!

Gold Level

Silver Level

Platinum Level


