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How AmplifAl replaces sampling with full visibility, manual
scoring with Al-driven evaluation, and static reporting with
continuous quality intelligence — turning QA from a reactive
function into a core driver of performance and customer
experience.
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Executive Summary
From sampling to continuous quality intelligence.

The Challenge — Partial Visibility

Why traditional QA can't keep pace with modern operations.

A New Model — Quality as an Intelligence System

Every interaction becomes a data point. Every data point feeds insight.

AutoQA — Evaluation at Scale

Quality frameworks, translated into Al-driven evaluation logic.

From Evaluation to Understanding
Diagnosing performance, not just scoring interactions.

Interlude - See it for yourself
A 4-minute walkthrough of AutoQA on real customer journeys.

Connecting Quality to Action

Findings become coaching, workflow changes, and policy updates.

Quality in Context — Part of a Broader System

AutoQA alongside CX Analytics and Performance Enablement.

Delivering Measurable Impact
Efficiency, confidence, and the ability to act at scale.

Conclusion & Next Steps
Two ways in — both walk through real-world use cases.
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—— SECTION 01 - EXECUTIVE SUMMARY

From sampling to continuous quality
intelligence.

Quality assurance built on manual evaluation and partial samples can no longer keep
pace with the volume, channel mix, and complexity of modern customer journeys.

Quality management has long served as the foundation for ensuring
consistency, compliance, and customer experience standards within contact
centers. Yet as interaction volumes have grown and customer journeys have
become more complex, traditional approaches have struggled to keep pace.
Manual evaluations, limited sampling, and inconsistent scoring create an
incomplete and often misleading view of performance — leaving organizations
to make decisions based on partial data.

AmplifAl's AutoQA & Quality Management Platform introduces a new
model — one that replaces sampling with full visibility, manual scoring with Al-

driven evaluation, and static reporting with continuous intelligence.

By automating the evaluation of 100% of interactions and connecting quality
insights directly to action, AmplifAl transforms quality management from a
reactive function into a core driver of performance and customer experience
improvement.

4
KEY TAKEAWAYS

constraints.
e Consistency across evaluators is difficult to maintain at scale.
e Al enables accurate, repeatable evaluation across 100% of interactions.

e Quality data becomes exponentially more valuable when connected to root
cause and action.

e AmplifAl elevates QA from scoring to a continuous intelligence and
improvement system.

AMPLIFAI AUTOQA & QUALITY MANAGEMENT — BACK TO CONTENTS

e Traditional QA programs provide limited visibility due to sampling and manual
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— SECTION 02 - THE CHALLENGE

Partial visibility in a full-scale operation.

Quality assurance programs were not designed for today's environment. As contact
centers expanded across channels and geographies, QA processes remained largely
manual and sample-based — and the gaps compound.

Analysts review a subset of interactions, apply scorecards, and attempt to

represent overall performance. While this approach provides some level of

oversight, it leaves significant gaps. Critical issues may go undetected.

Emerging trends can take weeks to surface. And the data collected often lacks

the consistency required to drive confident decision-making.

Problem for CX Teams — Disparate Data requiring manual analysis across unlimited
permutations across the datasets — Hard to find insights — Time consuming to drive

Exploding tech

stack

Structured KPIs

Employee metrics

CX Surveys

2

Surveys, Comments

Unstructured Data
Conversations, Chats

CX/ Executive
Escalations Teams

Why are we
getting
escalations
and negative
surveys?

What people or
process challenges
are occurring -
what is the
customer journey
that drives these
escalations?

3]

Quality

Contact Center

WV_ Teams

Why did
compliance
scores dip?
Which teams

need the most
improvement?

Teams

How can |
boost agent
results?

Who should
their leaders
be coaching?

]

-

FIGURE 01 -

AND OFTEN MISLEADING — VIEW OF QUALITY.

AMPLIFAI AUTOQA & QUALITY MANAGEMENT

Results in the following
challenges:

> Slow speed to Action
*  Lower CX Performance
Low NPS
Poor resolutions
*  No time for Analysis/Insights
* Creating data is the
majority of Activity

<L amplifAl.

— BACK TO CONTENTS

MANUAL, SAMPLE-BASED QA LEAVES THE OPERATION WORKING FROM A PARTIAL —
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— SECTION 02 - THE CHALLENGE, CONTINUED

Calibration alone can't fix evaluator
variability at scale.

Calibration efforts attempt to address inconsistency between reviewers, but variability
persists — and as organizations scale across teams, geographies, and BPO partners,
that variability compounds.

Even well-run QA programs depend on the judgement of human evaluators
applying scorecards across thousands of interactions. The same conversation,
scored by two analysts, can produce two different results. Calibration
sessions narrow the gap, but the underlying subjectivity never disappears.

As organizations scale, this inconsistency compounds. Performance
benchmarks become unreliable. Standards become difficult to enforce across
sites and partners. And the gap between what is happening in customer
interactions and what the organization is able to measure widens — exactly
when the operation needs a tighter, more reliable signal.

(
THREE STRUCTURAL LIMITS OF TRADITIONAL QA

e Sampling. A small fraction of interactions is reviewed; the rest are unmeasured

and unmanaged.

e Subijectivity. Scorecard interpretation drifts between evaluators, teams, and
partners — even after calibration.

e Latency. Trends, compliance risks, and behavioral patterns surface weeks after
they first appeared in interactions.

AMPLIFAI AUTOQA & QUALITY MANAGEMENT — BACK TO CONTENTS
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—— SECTION 03 - A NEW MODEL

Quality as an intelligence system.

AmplifAl shifts quality from an activity to a system. Every interaction becomes a data
point, every data point contributes to insight, and every insight is connected to the

action that closes the loop.

AmplifAl redefines quality management by shifting from evaluation as an

activity to evaluation as a system. At the center of this system is automation

powered by Al. Instead of relying on manual review, AmplifAl processes

interaction data at scale — analyzing transcripts, conversations, and metadata

to evaluate quality across every interaction.

Unify data Evaluate and grade Identify insights and Action insights with Al
interactions issues
oures +150 more Analyze Interactic “
s || @ || £t - <
& u »
M- ©) Assocites 2 Qus & Trainers
widy | Goomee 4%

AVAYA  NICE'  VERINT

FIGURE 02 - QUALITY, RUN AS A CONTINUOUS LOOP — FROM RAW INTERACTION DATA TO

MEASURABLE IMPROVEMENT.

Improve effectiveness
and outcomes

A The Home Depot improves.
agent productivity, CSAT,
gains additional revenue

A Discover reduces costs, AHT
and improves NPS

A Cox Communications reduces
costs, AHT and improves CX

& amplifal

What emerges is a continuously updated view of quality that reflects reality,
not approximation. Quality is no longer inferred from a sample — it is directly
measured across the entire operation, with every interaction feeding the next

cycle of insight and action.

AMPLIFAI AUTOQA & QUALITY MANAGEMENT — BACK TO CONTENTS
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— SECTION 04 - AUTOQA

How evaluation happens at scale.

AutoQA translates the quality framework you already use into Al-driven evaluation
logic that runs consistently across every interaction — and stays calibrated against
human judgement over time.

® INTERACTION SIGNAL Every channel, every conversation
VvC CH EM SM
Voice calls Chat Email SMS /DM
Recordings + transcripts Web + in-app Inbound + replies Text, social
VM SR MD SV
Video Screenrec. Metadata Survey verbatims
Coaching + escalations Desktop activity Disposition, AHT, queue Open-text CSAT
® QUALITY FRAMEWORK Your scorecards, translated into logic
QF CR OP CcX
Quality forms Compliance criteria Operational CX standards
Scorecards, weights, PCI, HIPAA, disclosures Priorities Empathy, resolution, tone
sections Process & policy
adherence
BH PR CA CF
Behavioral cues Al prompts & logic Calibration loop Configurable rules
Acknowledgement, Generated from your Variance vs. human Per LOB, region, partner
ownership form review

100% COVERAGE - GRANULAR
SCORING

AUTOQA EVALUATION ENGINE QI} amplifAl.

FIGURE 03 - EACH QUALITY FORM IS MAPPED INTO STRUCTURED CRITERIA, CONVERTED INTO
AlI-DRIVEN PROMPTS, AND APPLIED ACROSS EVERY INTERACTION. INDIVIDUAL RESPONSES
COMBINE INTO A COMPLETE EVALUATION — THE SAME STRUCTURE AS TRADITIONAL QA,
EXECUTED AT SCALE.

AMPLIFAI AUTOQA & QUALITY MANAGEMENT — BACK TO CONTENTS
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—— SECTION 04 - CONSISTENCY WITHOUT COMPROMISE

Same logic, every interaction. Standardized
— and still yours.

Every interaction is evaluated using the same logic, free from the subjectivity that
affects manual scoring. Standardization doesn't come at the expense of flexibility —
your framework is still in your hands.

One of the defining characteristics of AutoQA is consistency. Every
interaction is evaluated using the same logic, free from the subjectivity and
variability that often affect manual scoring. This consistency moves
organizations beyond directional insights and toward precise measurement.

Performance can be compared confidently across teams, locations, and
partners — without the uncertainty introduced by evaluator differences. A
score from one site means the same thing as a score from another.

At the same time, this standardization does not come at the expense of
flexibility. Evaluation frameworks remain fully customizable, ensuring that
organizations maintain control over how quality is defined and measured.
AutoQA encodes your framework — it does not replace it.

(
A BUILT-IN CALIBRATION LOOP

e Automated scores are continuously compared against human evaluations.

e Variance analysis highlights criteria, behaviors, or LOBs where the model and
reviewers disagree.

e The system aligns over time — building trust in automated scoring while
keeping humans in the loop where it matters.

\

The result: a quality program that is consistent enough to compare across the
operation, configurable enough to reflect each line of business, and trusted
enough to act on.

AMPLIFAI AUTOQA & QUALITY MANAGEMENT — BACK TO CONTENTS 08/ 14



09 — SECTION 05 - FROM EVALUATION TO UNDERSTANDING

Diagnosing performance, not just scoring
interactions.

Evaluating an interaction is only the first step. The real value of quality data lies in what
it reveals about the system that produced it.

Once interactions are evaluated, AmplifAl transforms those outputs into
structured insights by identifying patterns across the population. It highlights
recurring behaviors, common failure points, and process breakdowns that
contribute to quality issues.

This shifts the question quality leaders are able to answer. Instead of asking
whether quality is meeting targets, organizations can begin to understand
why it is not — and what specifically needs to change.

It enables quality teams to move from scoring interactions to diagnosing
performance at a systemic level — surfacing the behaviors, scripts,
knowledge gaps, or process steps that are most often associated with low
scores, compliance risk, or poor customer outcomes.

4
FROM SCORES TO SYSTEMIC DIAGNOSIS

e Recurring behaviors — the small set of agent actions most consistently linked

to high or low scores.

e Common failure points — where the same conversation type breaks down,
across teams.

e Process breakdowns — workflow, knowledge, or system gaps that show up in
the language of the interaction.

e Compliancerisk patterns — emerging exposure surfaced before it becomes an
audit finding.

%l amplifAl.  AMPLIFAI AUTOQA & QUALITY MANAGEMENT — BACK TO CONTENTS 09/ 14
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= INTERLUDE - SEE IT FOR YOURSELF

Stop reading. Click around.

A 4-minute walkthrough of AutoQA — every interaction across a real customer
journey, evaluated, summarized, and connected to action.

y instantly.

Boolean search, proximity matching, and contextual
expansion make it easy to find exactly what you're
looking for.

<

Agent Duration ~ Sentiment

Emily Rodriguez ~ 7:00 Neutral
Driver Date

Escalation Jan 13,2026
callip
3300000-047

Exact 3 matches

Agent: Thank you for calling Customer Support, this is Emily.
How may | help you? Customer: Emily, I've been calling about
itting: s been able to

~4 MIN

INTERACTIVE WALKTHROUGH -

multiple times without resolution. Before |...

WHAT YOU'LL SEE

e The customer journey, end to end — every interaction
across channels, evaluated automatically.

TRY THE DEMO -

OR BOOK A MEETING

e AutoQA scorecards in context — granular, criterion-
level scoring on real conversations.

¢ Insights to action — patterns, compliance risks, and
coaching triggers surfaced from quality data.

AMPLIFAI AUTOQA & QUALITY MANAGEMENT — BACK TO CONTENTS
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1 = SECTION 06 - CONNECTING QUALITY TO ACTION

Findings only matter when they change
something.

Quality insights are most impactful when they lead to change. AmplifAl ensures this by
connecting evaluation results directly to the action that closes the loop.

When patterns are identified — whether behavioral gaps, compliance risks,
or process inefficiencies — they can trigger targeted responses. These may
include coaching interventions for specific behaviors, workflow adjustments
where the operation breaks down repeatedly, or policy changes where the
same risk is showing up across teams.

By integrating with AmplifAl's Performance Enablement capabilities, the
platform ensures that quality findings translate into measurable
improvements at the individual and organizational level. Coaching is no longer
based on intuition — it is grounded in the specific behaviors and criteria where
guality data shows the most opportunity.

This creates a continuous loop in which evaluation informs action, and action
drives improvement — and the next cycle of evaluation measures whether it

worked.

STEP 01 STEP 02 STEP 03

Evaluate Diagnose Act & measure

AutoQA scores 100% of Patterns surface the Targeted coaching,

interactions against your N behaviors, breakdowns, N workflow, or policy

framework, criterion by and risks driving quality changes are triggered —

criterion. outcomes. and their impact is
tracked back into
quality.

FIGURE 04 - QUALITY FINDINGS FLOW INTO PERFORMANCE ENABLEMENT, WHERE EACH ACTION
IS TRACKED BACK TO THE QUALITY CRITERIA IT WAS MEANT TO MOVE.

< amplifAl.  AMPLIFAI AUTOQA & QUALITY MANAGEMENT — BACK TO CONTENTS 11/ 14



12 = SECTION 07 - QUALITY IN CONTEXT

Part of a broader system.

AutoQA delivers significant value on its own. It delivers more when it is connected to
the broader performance ecosystem — feeding CX Analytics and grounding
Performance Enablement in objective, interaction-level data.

Quality data feeds into CX Analytics, providing deeper visibility into how
customer sentiment and outcomes align with interaction quality. At the same
time, it informs Performance Enablement, ensuring that coaching and
development efforts are grounded in objective, interaction-level data.

This interconnected approach ensures that quality is not treated as a
standalone function, but as a foundational input into understanding and
improving the entire customer experience.

01 AutoQA & Quality Management

Where this guide lives. Every interaction
evaluated, calibrated, and connected to the
next action.

Unified Performance Auto QA, QM &
& Coaching Conversational Intelligence

02 Customer Analytics & Insights

Intent, sentiment, and outcomes that
ground quality findings in CX reality.

03 Performance & Coaching

Quality findings turned into targeted
coaching, follow-up, and recognition for

each leader.
Al Agent Customer
Performance & O, \‘\.;\% Analytics &
Governance * Intelligence: Insights
04 Al Agent Performance
a Al agents evaluated on the same quality
. . framework as people — one system across
Gamification, Recognition
and Incentive Mgmt. both.

05 Gamification & recognition

High-quality behaviors made visible,
celebrated, and reinforced at scale.

FIGURE 05 - AUTOQA & QUALITY MANAGEMENT IS ONE OF FIVE CAPABILITIES IN THE AMPLIFAI
PLATFORM — ALL GROUNDED IN THE SAME UNIFIED DATA LAYER.

< amplifAl.  AMPLIFAI AUTOQA & QUALITY MANAGEMENT — BACK TO CONTENTS 12/ 14



13 —— SECTION 08 - DELIVERING MEASURABLE IMPACT

Efficiency, confidence, and the ability to act
at scale.

Adopting this model produces results across three dimensions: the QA team's time,
leadership's confidence in the data, and the organization's ability to translate quality
into measurable improvement.

As organizations adopt this model, the impact becomes clear. Quality teams
gain efficiency by reducing manual effort, allowing them to focus on analysis
and improvement rather than hand-scoring a small sample of interactions.
Leaders gain confidence in their data, supported by consistent and
comprehensive evaluation that holds up across teams, sites, and partners.

Most importantly, organizations gain the ability to act on quality insights at
scale — improving both operational performance and customer experience in
a measurable way.

Redefining quality management.

AmplifAl represents a shift from quality assurance as a periodic review
process to quality management as a continuous intelligence capability. In this
model, every interaction is evaluated, every insight is connected to action, and
every improvement is measurable.

"This is not an incremental improvement over traditional QA. Itis a
fundamentally different way of understanding and managing
quality.”

AMPLIFAl - AUTOQA & QUALITY MANAGEMENT

The result is a contact center that does not just ensure quality — it
continuously improves it, on a foundation that scales with the operation
rather than against it.

% amplifAl.  AMPLIFAI AUTOQA & QUALITY MANAGEMENT — BACK TO CONTENTS 13/ 14
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— GET STARTED

Ready to evaluate every interaction?

Two ways in — one walks you through real-world use cases on your own time, the other

puts the team in the room with you. Both lea

d to the same place: a quality program that

runs continuously, scales with the operation, and connects every finding to the action

that closes the loop.

TRY IT ON YOUR OWN

e 4-minute interactive walkthrough
through AutoQA across a real
customer journey.

e See criterion-level scoring,
calibration, and connected action —
no form, no scheduling.

e Use it before your next quality
calibration session.

NEXT STEPS

Walk through AutoQA use cases, or talk
to the team.
Email sales@amplifai.com - visit amplifai.com

RECOGNITION

Gartner

COOoL
VENDOR

£
SOC2
TYPE2

AMPLIFAI AUTOQA & QUALITY MANAGEMENT

TALK TO THE TEAM

e 30-minute working session with the
AmplifAl Quality Management
team.

e Bringone of your scorecards; we'll

e Walk away with a concrete first-90-
days plan — pilot scope, calibration
approach, and success measures.

TRY THE DIY DEMO BOOK A MEETING

SECURITY & COMPLIANCE

— BACK TO CONTENTS

show how it maps into AutoQA logic.
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