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JOB DESCRIPTION 

TITLE 
  Associate Customer Svc Quality Analyst 

NUMBER 
  50032838 

JOB FAMILY 
  Customer Service 

GRADE 
07 

DATE LAST REVIEWED 
April 2014 

FLSA CLASSIFICATION 
Non-Exempt  

SUMMARY 
Monitors call quality and provides quality measurement reporting to departments on performance. 
Conducts scoring and audit process requirement communication on call center compliance measures.   
 
Upholds the safety compliance standards inherent in PSE’s operating and/or field procedures related to 
work responsibilities. Promotes and supports a culture of total safety. 

RESPONSIBILITIES 
 Performs quality audits and evaluations based on defined criteria.  

- Monitors and scores inbound/outbound calls by call center representative. 
- Provides reports and feedback as well as occasional quality analysis of measurements and 

trends. 
- Participates in design of call monitoring formats and quality standards. 
- Participates in creating/developing formats and quality standards. 
- Maintains and tracks audit documentation. 

 Provides input on future process improvements initiatives and ensures documentation and follow-up 
where necessary. 

 Assists in providing coaching to customer service agents and supervisors.   
- Uses quality monitoring data management system to compile and track performance. 
- Provides actionable data to customer service group management. 
- May proactively identify trends and provides formalized feedback. 

 Assists in defining and employing lexicons to identify calls through analytics and ensures compliance 
to processes. 

 Performs other duties as required. 

MINIMUM QUALIFICATIONS / KNOWLEDGE / SKILLS / ABILITIES 
 Associate’s degree in business, finance or related field, and 1 year experience in 

quantitative/qualitative analysis; or equivalent combination of education and/or relevant work 
experience. 

 Prior experience in a call center environment or similar. 
 Experience utilizing MS Office suite (Excel, Word, Outlook). 
 Strong time management and organizational skills with attention to detail. 

DESIRES QUALIFICATIONS / KNOWLEDGE / SKILLS / ABILITIES 
 Quality call monitoring experience. 
 Experience with coaching and delivering feedback. 
 Prior process improvement experience. 

 


