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Quality Assurance

* Traditionally relies on QA teams
* Resource dictates volume — and suffers from sampling bias
» Suffers from human bias and requires ‘calibration’ to align auditors

* The time spent is often data collection, the meaningful work afterwards
still needs to happen

* Feedback loop is delayed — feedback is generally issued when a batch of
data is analysed




Introducing Al

* By introducing Al we change the objective of QA

* We can achieve a holistic view of QA across the business —and adjust the
“1%’ from what was our observable window under manual QA to ‘1%’ of
outliers that need intervention from our QA team

* We begin serving valuable data from all interactions, and make better
decisions

* Our QA team switch from the manual score carding — to prioritising
behavioural change and training. Making their role much more fulfilling
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3. Audio from the customer recording is securely transcribed
using our on premise speech recognition model.
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4. The transcript has all reference to customer Pll redacted on
premise using our industry leading Data Privacy Layer.
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6. The results from the LLM scorecard are fed back
into our standard score carding processes to provide

1. The customer contacts our contact centre. L L .
qualitative & quantitative agent training results.

2. Thecall isrecorded and stored as per our data

retention pO|ICy. Did the agent give a warm greeting tothe customer? v

Did the agent verify the customers details before discussing

3. Thestored call is transferred into our ring their account?

fenced, secure and on premise data centre
using AES256 Encryption in transit and rest.
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5. The fully anonymised transcript is scored using
an enterprise package of a popular LLM.

This ensures:

* We can utilise the besttools to perform our
tasks at scale

* With enterprise access —non of our data is
used for model training

* By redacting PIl on premise —we further
protect customer data
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Al Challenges People Face

Specialist Al is Expensive

Whilst Al is being integrated into
tools businesses might be utilizing
right now. The specialist Al most
business needs to stand out won't
exist... and when it does — everyone
will have it.

Integration Challenges

With 3 party systems —you are
wholly reliant on the provider to

adopt Al technology and provide it to

you. With a self managed system —
you have to employ high salary tech
teams & Al engineers.

Data Optimization

The data you have now —is not
optimized to work with Al, and
specifically ML models which
requires additional resource for
data engineering.

Scaling

Al is expensive to scale, and often
requires deferring to 3™ party cloud
systems or solutions to process,
introducing compliance risk.

Al is evolving rapidly

What is likely built today — will be
irrelevant in 12 months time.



Thank you!

Any
Questions...

COeO



	Your Presentation
	Slide 1: Harnessing AI for Quality Assurance
	Slide 2
	Slide 3
	Slide 4
	Slide 5: Quality Sentinel
	Slide 6: Quality Sentinel Feedback Loop
	Slide 7
	Slide 8: Any Questions…


