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I N T R O D U C T I O N

The Call Nobody Reviewed

Somewhere in your contact center today, an agent is on a call.

Maybe they're processing a payment. Maybe they're handling a dispute about an unauthorized 

transaction. Maybe they're walking a frustrated member through account details they 

shouldn't be sharing without completing the required verification steps first. Maybe they're 

skipping a required disclosure because the call has run long and they're trying to wrap up 

before the next one queues.

You don't know. Because nobody is listening.

That's not an accusation. It's the structural reality of how almost every financial services 

contact center operates. With agents handling 50 to 70 calls a day, manual review can 

realistically cover 3% to 5% of total interaction volume if you're organized and your 

supervisors have time. Which means 95% to 97% of what happens inside your contact center 

every single day is not recorded and unreviewed. It is recorded and unreviewed.

Not recorded and unreviewed. Invisible. There's a difference. A recording you never pull is not 

an audit trail. It's a liability sitting on a server.

What invisibility actually means

Right now, somewhere in that unreviewed volume, there is almost certainly an interaction 

where something went wrong. An agent who verbally captured a credit card number outside 

of your secure payment process. A verification step skipped because the member sounded 

impatient. A required regulatory disclosure abbreviated or omitted because the call was 
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running long. A piece of guidance given that didn't reflect current policy because the agent 

was working from an outdated mental model.

You don't know about it. Your compliance team doesn't know about it. Your leadership doesn't 

know about it.

But if an auditor pulls that call, everyone is going to know about it at the same time, in the 

worst possible context.

How one mistake becomes a pattern

Here's the scenario that plays out more often than anyone in this industry likes to discuss 

openly. An agent takes a call. A member is frustrated, moving fast, wants something resolved. 

In the rush of the interaction, the agent skips a step. The member hangs up satisfied. The call 

ends. Nobody reviewed it. The agent never gets feedback because the supervisor never saw it. 

The agent assumes the shortcut was fine.

So the agent does it again. Because nothing stopped them the first time. It becomes their 

process. Other agents see it works and adopt the same shortcut. Weeks pass. What started as 

one judgment call under pressure is now how your team handles these interactions.

Then an auditor asks to review a sample of your calls.

They find it on the third one they pull.

At that point the conversation is no longer about fixing a process. It's about explaining why the 

process wasn't working, for how long, across how many interactions, and what you're going to 

do about it under regulatory supervision.

This guide is about closing that gap before that conversation happens to you.

Before you go any further

Answer these three questions honestly. Write your answers down.
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Quick self-assessment
1. If a regulator asked for the complete record of a specific member interaction from 

three weeks ago, how long would it take your team to produce it?  (Under 5 minutes / 5–

30 minutes / More than 30 minutes / We couldn't produce it)

2. What percentage of your member interactions were reviewed for quality and 

compliance last month?  (Write your best estimate: ____%)

3. How many systems would your team need to access to reconstruct the full lifecycle of 

a single interaction from start to finish?  (1 / 2 / 3 / 4 or more)

Hold onto those answers. We'll come back to them in Chapter 7, and by then you'll 

understand exactly what they're telling you about your compliance exposure.
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C H A P T E R  1

The Blind Spot Is Bigger Than You 
Think

Most financial services contact center leaders know, at some level, that they're not 

reviewing everything. What most of them don't know is how large the unreviewed 

volume actually is — and what's sitting inside it.

Here's the math that most compliance programs in this industry are built on.

0.8%
of your interactions actually get reviewed

An average agent handles 60 calls a day. Your contact center has 20 agents. That's 1,200 

interactions on a typical day. 24,000 interactions in a month.

If your supervisors are reviewing 10 calls per agent per month — which is already ambitious 

given everything else on their plates — you're reviewing 200 interactions out of 24,000.
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Figure 1: How 20 agents × 60 calls becomes the math problem nobody wants to do.

Your compliance program — the one you would present to a regulator as evidence that your 

contact center operates correctly — is built on less than 1% of what's actually happening. The 

other 99% is assumption.

And assumptions are not audit trails.

What manual review actually tells you

Manual review has two problems that don't get discussed honestly enough in financial 

services compliance conversations.

The first is coverage. At 1% to 5% review rates, you are not getting a representative picture of 

what's happening in your contact center. You're getting a picture of the calls your supervisors 

happened to pull, which skews toward interactions that were already flagged for another 

reason, or agents who've been on a watch list, or the random samples that happen to fit into a 

calendar.

The second problem is timing. By the time a supervisor reviews a call, writes up feedback, and 

delivers it to an agent, that agent has handled hundreds more interactions using the same 

approach. Manual review is retrospective by design. It documents what went wrong. It does 

almost nothing to prevent the next instance of the same problem.
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The pattern problem in financial services

Here's what makes the blind spot genuinely dangerous in a regulated environment. A single 

compliance failure is manageable. A pattern is not — and in financial services the 

consequences of an undetected pattern are more severe than in almost any other industry.

When an agent skips a required step and nobody catches it, they do it again. When they do it 

again without consequence, it becomes their process. When other agents see it, it spreads. 

What started as one judgment call under pressure becomes a systemic practice across your 

team, hidden inside the 97% of interactions nobody is looking at, until something forces it into 

the light.

Regulators examining financial services contact centers aren't just looking for isolated 

incidents. They're looking for patterns. One call where a required disclosure was skipped is an 

incident. Fifty calls over three months where the same disclosure was consistently omitted is a 

pattern, and patterns carry far heavier consequences than individual incidents.

Worksheet: Calculate your actual blind spot

Fill in your real numbers below. The last row is what you're actually working with.

Question Your number

Average calls per agent per day

Number of agents

Total interactions per month

Calls reviewed manually per agent per month

Total interactions reviewed per month

Your actual review rate _____ %

Interactions never reviewed per month
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Question Your number

Estimated compliance-sensitive interactions per month

Compliance-sensitive interactions never reviewed

Write that last number down somewhere visible. That is your blind spot in concrete 

terms — the volume of interactions where you are currently taking your compliance 

program on faith.
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C H A P T E R  2

What the Blind Spot Is Costing You 
Right Now

The compliance conversation in financial services almost always gets anchored to 

hypothetical future costs. The fine you might receive. The examination you might fail. 

The enforcement action that might come.

That framing lets contact center leaders defer the conversation. Hypothetical consequences 

feel distant. They're easy to rationalize away when there are a hundred other priorities 

competing for attention and budget right now.

So let's talk about what the blind spot is costing you today, before any examiner shows up, 

before any complaint is filed, before anything goes visibly wrong.

The time cost

Think carefully about where your supervisors' time actually goes right now.

Pulling call recordings when a member files a complaint. Manually reconstructing the timeline 

of a disputed transaction across two or three systems that don't connect cleanly. Building the 

report leadership asked for that requires data from your phone system, your CRM, and your 

recording platform — none of which speak the same language. Preparing for an examination 

by manually compiling documentation that should already exist as a single, automatically 

generated record.

Every hour a supervisor spends on manual compliance work is an hour they're not spending 

coaching agents, identifying performance gaps, or improving the operation they're responsible 

for. That's not a soft cost. That's a real one, and it compounds every week.
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$21,000+
Estimated annual labor cost per contact center (3 supervisors × 4 hrs/wk × $35/hr)

And that's before you account for examination preparation, complaint investigations, or 

incident response. Most financial services contact center managers don't have this number 

documented because the work is invisible — distributed across calendars, hidden inside 

meetings, never appearing on a budget line. But it's real, it's significant, and it's renewable 

every year you don't fix it.

Estimate your annual compliance labor cost

Fill in the numbers honestly. The last row is what you're already paying — before any penalty, 

before any examiner.

Item Your estimate

Supervisors who touch compliance reporting

Hours per week per supervisor on manual compliance 

work

Fully loaded hourly cost of supervisor time $

Annual cost of manual compliance reporting labor $

Hours spent preparing for last regulatory examination

Estimated cost of that preparation $

Hours spent on last complaint investigation

Estimated cost of that investigation $

Total annual compliance labor cost $
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The compounding risk cost

The most expensive compliance failures in financial services are not the ones that get caught 

immediately. They're the ones that develop slowly, invisibly, inside the unreviewed volume, 

and surface months later when the pattern has already spread across the team.

By the time an examiner finds it, a compliance failure that started as one agent's shortcut has 

become a systemic practice. The remediation isn't fixing one call. It's explaining why your 

monitoring program didn't catch something that was happening for months, documenting the 

full scope of affected interactions, and demonstrating to a skeptical examiner what's changed 

to ensure it doesn't happen again.

That is a fundamentally different conversation from catching it yourself at the two-week mark 

and correcting it internally. The difference between those two outcomes is compliance 

visibility, and that difference is worth far more than whatever your current monitoring program 

costs to run.

The quality cost

Compliance and quality are not separate problems in financial services. They're the same 

problem viewed from two angles.

The agent who consistently follows proper verification procedures is almost always also the 

agent who handles member inquiries more effectively, resolves issues on first contact, and 

generates fewer escalations. The interaction that was handled correctly is almost always the 

interaction that ended with a satisfied member.

When you can't see what's happening at the interaction level, you lose the ability to identify 

your best performers, understand what they're doing differently, and coach the rest of your 

team toward it. You're not just running a compliance risk. You're leaving operational 

improvement on the table every day, because you can't see what to coach toward.
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C H A P T E R  3

What Your Interactions Look Like 
Under a Compliance Lens

Not all interactions carry the same exposure. In financial services, certain call types 

concentrate your compliance risk in ways that make the visibility gap especially 

dangerous.

Understanding where the risk sits is the first step toward knowing what to monitor most 

closely.

Payment and transaction calls

Any interaction where an agent assists with a payment, processes a transaction, or touches 

account information carries payment security obligations at every step of the call. The risk isn't 

just whether the transaction completed correctly. It's whether proper procedure was followed 

throughout — whether sensitive data was handled in accordance with policy, whether the 

recording was paused at the right moments, whether the documentation supports the action.

Most financial services contact centers have a policy for this. Far fewer have a way to verify the 

policy is being followed on every call, not just the ones a supervisor happened to pull that 

week.

The hidden exposure
When an agent captures sensitive payment information improperly, the exposure 

doesn't end when the call ends. It sits in your unreviewed volume, invisible, until 

something forces it into the light — an audit, a member complaint, a data incident. By 

then you're not explaining one mistake. You're explaining months of unmonitored 

handling.
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Account and data inquiries

Calls involving account access, balance details, or personal data require documented 

verification and handling procedures at every step. When those procedures aren't followed, 

the problem isn't just the individual call. Without systematic monitoring across every 

interaction, you have no way of knowing whether one agent made one mistake or whether a 

verification shortcut has quietly become standard practice across your team.

The agent who skips a verification step because the member sounds impatient isn't acting 

maliciously. They're human, under pressure, making a real-time judgment call. Without 

automated monitoring, that judgment call is invisible to you until it surfaces somewhere you 

didn't want it to.

Fraud and dispute calls

These are the highest-stakes interactions in your contact center — and the ones where agents 

are most likely to go off-script, because they're stressful, unpredictable, and rarely identical to 

the last one. An escalation that didn't happen when it should have. A fraud indicator an agent 

didn't recognize. A piece of guidance given that didn't match the bank's current policy. These 

are the calls that surface in formal complaints and regulatory inquiries with disproportionate 

frequency.

When you're reviewing 3% to 5% of total call volume, the odds that a mishandled fraud call 

lands in your reviewed sample are not in your favor. And fraud calls are exactly the ones 

examiners are most likely to focus on.

Complaints and escalations

Every complaint interaction is a potential regulatory data point. If a member raises a concern 

and later files a complaint with a regulatory body, your ability to produce the complete record 

of every interaction that member had with your contact center becomes the foundation of your 

response.

If assembling that record takes hours of manual work across multiple systems, you are 

already at a disadvantage before the conversation with the examiner has started.
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C H A P T E R  4

The Difference Between Recording 
and an Audit Trail

There's a dangerous assumption built into most financial services contact center 

compliance programs. It goes like this: we record our calls, so we have documentation.

Recording is not documentation. Recording is raw material. Documentation is what you 

can produce from that raw material — quickly, completely, and without manual 

assembly — when someone who matters asks a question you weren't expecting.

The test

If a regulator called you right now and asked for the complete record of every interaction a 

specific member had with your contact center in the last 90 days, what would that process 

look like?

For most financial services contact centers, the answer involves at least three systems, 

multiple people, significant manual effort, and somewhere between two hours and two days 

depending on how the data is stored and who has access to what. That is not an audit trail. 

That is a reconstruction exercise running under pressure with a deadline.

A real audit trail captures the full lifecycle of every interaction automatically, in a single unified 

record, retrievable in seconds. Not the recording. The complete picture: who routed the call 

and why, how long the member waited, every hold event, every transfer, what happened 

during wrap-up, what notes the agent left, what the automated QA score was, what the 

sentiment trajectory looked like throughout.
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This is what Cradle-to-Grave reporting does. Every step of every interaction, documented from 

the moment a contact enters the system to the moment it's fully resolved, in one place, 

accessible to any authorized person without manual assembly.

What a complete interaction record contains

A real audit trail gives you, for any interaction, on demand:

● Channel and point of entry

● Full IVR path and duration

● Queue time and queue name

● Agent assigned and the routing logic that put them there

● Complete call recording with timestamps

● Every hold event and duration

● Every transfer event and reason

● Wrap-up time and disposition code

● Notes or tags applied during or after the call

● Automated QA score

● Sentiment score across the interaction timeline

If your current platform can't produce all of that in a single view for any interaction from 

the past 90 days, you don't have an audit trail. You have a recording library and a 

manual process for turning it into something usable after the fact.

What changes when you have a real audit trail

The immediate change is response time. When a member complains, when a regulator asks a 

question, when leadership wants to understand what happened on a specific call, the answer 

is already assembled. It takes seconds, not hours. That speed matters more than most people 

realize until they're in the middle of an examination where every minute of delay is being 

noted.
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The less obvious change is behavioral. When every interaction is fully documented 

automatically, accountability becomes structural rather than supervisory. Agents know that 

every call is on record completely, not just recorded in a way that might or might not be 

reviewed. That changes how people work, in subtle but consistent ways.

Questions to ask when evaluating platforms

These questions separate real audit capability from marketing language.

Use these in every demo
“Show me the complete lifecycle of a single interaction in one view, from queue entry to 

wrap-up. Not a summary. The full event log.”

“How many clicks does it take to pull an interaction record from 60 days ago?”

“Can I produce every interaction involving a specific member across all channels in the 

last 90 days?”

“What happens to interaction records when an agent's account is deactivated?”

“How is recording pause and resume triggered during payment interactions, and is that 

event logged in the interaction record?”

If a vendor pivots away from any of these or redirects you to a different part of the demo, that's 

your answer.
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C H A P T E R  5

Catching Problems Before They 
Become Patterns

A complete audit trail tells you what happened. That's essential. But it's still 

backward-looking. The interaction already occurred. Whatever went wrong already 

went wrong, and the member has already hung up.

Closing the compliance visibility gap fully means catching problems during the call, not after it. 

Knowing in real time when something is going sideways, not discovering it three weeks later 

during a manual review or three months later when an examiner finds it.

This is where AI-powered QA scoring and real-time sentiment analysis change what's possible 

in a financial services contact center.

Why manual QA will always fall short

Manual QA has a coverage problem and a timing problem, and neither one is fixable by 

working harder or hiring more supervisors.

The coverage problem: at 3% to 5% review rates, you are statistically unlikely to catch a 

compliance pattern until it is well established across your team. You might catch an outlier. 

You will not catch a systemic issue in its early stages. The math doesn't work, and adding one 

more supervisor to review one more call per agent does not move the math meaningfully.

The timing problem: by the time a supervisor reviews a call from two weeks ago and delivers 

feedback, the agent has handled hundreds more interactions using the same approach. The 

feedback loop that should prevent recurring failures is running weeks behind the behavior it's 

supposed to correct.
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Figure 2: Automated QA closes both the coverage and the timing gap simultaneously.

Automated QA scoring closes both gaps simultaneously. Every interaction is scored against 

the same criteria with no variability between reviewers and no sampling. You have a complete 

picture of every agent, every call, every day. A pattern that would have taken months to 

surface through manual review surfaces in days.

What 100% coverage actually changes

When every interaction is scored automatically, the compliance conversation in your contact 

center shifts fundamentally.

You stop asking “did our agents follow procedure?” and start being able to answer it — 

specifically, with data, for any time period, any agent, any call type. You can demonstrate to a 

regulator not just that you have a compliance program but that you scored 100% of your 

interactions last month, here are the criteria, here are the results, here is the trend.

You can also run reports that answer questions you couldn't previously ask. How many calls 

this week included the required disclosure? Which agents have the lowest compliance scores 

on payment handling calls? Which interaction type is generating the most procedure 

deviations? These are questions with answers when every call is scored.
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Sentiment analysis as a real-time early warning system

Sentiment analysis adds something QA scoring alone doesn't capture: the ability to intervene 

during a call rather than after it.

When a call's emotional trajectory shifts, when a member's frustration is escalating, when an 

interaction is heading toward a place that increases compliance risk, a supervisor receives a 

signal in real time. They can listen in. They can coach the agent through a whisper channel. 

They can flag the interaction for immediate review.

For financial services contact centers where a single badly handled interaction can 

trigger a formal complaint or regulatory inquiry, catching that interaction in progress is 

worth more than any amount of post-call review.

Aggregate sentiment data shows you where your process 
is broken

Beyond individual call intervention, aggregate sentiment data surfaces patterns that individual 

review would never find. If member sentiment consistently drops at the same point in a 

specific call type, that's not an agent problem. That's a process problem, a training problem, or 

a policy problem. You can see it, name it, and fix it once instead of coaching every agent 

through the same symptoms individually.
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C H A P T E R  6

What It Looks Like When You Close 
the Gap

Four operations. Four very different problems. Four versions of what “audit-ready” 

actually means in practice.

Figure 3: Essential Credit Union — service levels stabilized at 90%.
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C U S T O M E R  S T O R Y

Essential Credit Union
The problem

Service levels bouncing between 50% and 70%. Supervisors managing reactively. 

Reporting requiring manual effort across disconnected systems. No clear picture of 

what was happening across member interactions until after the fact.

What changed

Service levels reached 90%. Handle time dropped. Abandonment dropped. Agents hit 

performance targets they had been missing consistently. Cradle-to-Grave reporting 

made every interaction record retrievable in seconds. Automated scoring gave 

supervisors visibility across all interactions, not just the ones they had time to pull.

The compliance impact

Every member interaction fully documented automatically. The question “can you show 

us what happened on this call?” became a five-second task instead of a half-day 

project. The audit trail builds itself.

C U S T O M E R  S T O R Y

Hatco Corporation
The problem

Persistent call quality failures, including dead air and dropped connections, led to 

incomplete recordings and gaps in every audit trail. Their provider couldn't resolve it 

despite repeated escalations.

What changed

Zero call quality complaints since go-live. 22,000+ calls handled in the first 90 days 

without a single disruption.

The compliance impact

Every interaction fully documented from day one. No more gaps in the record caused by 

technical failures outside anyone's control.
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C U S T O M E R  S T O R Y

Suburban Propane
The problem

668 locations across 41 states with no centralized visibility. Problems developing in 

one part of the network were invisible until they were serious enough to surface on 

their own.

What changed

Real-time centralized reporting across the entire operation. Anomalies caught early, 

patterns identified before they spread.

The compliance impact

A single source of truth replacing isolated location data. No more flying blind across a 

distributed network.

C U S T O M E R  S T O R Y

Sansio
The problem

Compliance reporting required manual effort across multiple systems. The picture was 

always slightly out of date, always incomplete, and always required significant 

preparation time before any review.

What changed

A single source of truth for all interaction data. Reports that used to take hours now run 

in minutes.

The compliance impact

Compliance documentation generated automatically, always current, always complete. 

Audit preparation time reduced to near zero.
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C H A P T E R  7

How Does Your Contact Center 
Measure Up?

Two assessments. Honest answers. A clearer picture of exactly where you stand.

Benchmarking table

Fill in your current state column honestly. The gap between where you are and where the 

targets sit is your compliance visibility gap in concrete operational terms.

Metric Typical Target
Your 
current 
state

Your 6-
month 
goal

% of interactions reviewed 

for QA

1–5% 

manual

100% 

automated

Time to produce a full 

interaction audit trail
30+ minutes

Under 5 

minutes

Systems required for 

compliance reporting
3–4 1

Service level (calls 

answered within target)
60–80%

80%+ in 20 

seconds

First-contact resolution 

rate
69–75% 80%+

Call abandonment rate 5–8% Under 3%
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Metric Typical Target
Your 
current 
state

Your 6-
month 
goal

Average handle time 6–7 minutes
Context-

appropriate

CSAT score 73% 85%+

Supervisor hours per week 

on manual compliance 

work

4–8 hours Under 1 hour

Your compliance scorecard

Score each item: 3 (fully in place), 2 (partially in place), 1 (not in place). Total your scores at the 

bottom.

Capability Score (1–3)

Any interaction from the past 90 days can be pulled as a complete record in 

under 5 minutes

Every step of an interaction (queue time, hold events, transfers, wrap-up) is 

captured in a single view

QA review covers more than 50% of total interaction volume

Payment-related calls are flagged automatically for compliance review

Fraud and dispute calls are tracked separately with full documentation

Supervisors receive real-time alerts when call sentiment shifts negatively

Compliance reporting can be produced without manual data compilation 

across systems

Agent performance on required disclosures is tracked at the interaction level
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Capability Score (1–3)

Skills-based routing ensures sensitive call types reach appropriately trained 

agents

A complete interaction record can be produced for any regulatory inquiry 

within one business day

What your score means

Scoring guide
25–30:  Strong compliance visibility. Focus on continuous improvement and expanding 

automated coverage.

18–24:  Partial visibility with specific gaps creating real exposure. Prioritize your lowest-

scoring items before your next examination cycle.

10–17:  Significant visibility gap. Manual processes and fragmented systems are 

creating regulatory risk that isn't visible until something forces it into the light.

Under 10:  Compliance infrastructure exists in policy but not in practice. This is the 

highest-risk position — and the one most likely to result in a difficult regulatory 

conversation.

Reading your answers from the introduction

Go back to the three questions you answered at the start. Here's what they're telling you.

How long to produce a complete interaction record?

● Under 5 minutes: Your retrieval capability is functional. The question is whether what 

you're retrieving is truly complete — or just the recording.

● 5 to 30 minutes: The data exists but it's fragmented. You're doing manual work under 

every inquiry that shouldn't require manual work.

● More than 30 minutes: This is the gap. Under examination conditions or during an active 

member complaint, 30 minutes is a very long time.
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● Couldn't produce it: You have recording infrastructure without audit capability. More 

common — and more dangerous — than most financial services contact center leaders 

realize.

What percentage of calls were reviewed last month?

● Under 5%: Your compliance program is built on a sample size that cannot catch a pattern 

before it becomes a problem. The question isn't whether your reviewers are skilled. It's 

whether 5% coverage will ever be enough to find something developing in the other 

95% before an examiner does.

How many systems to reconstruct one interaction?

● One: You have a unified record. That's the goal.

● Two or more: Every additional system is a seam where data can be incomplete, delayed, 

or inconsistent. More systems mean longer response times for every inquiry and a greater 

chance that something critical is missing when someone important asks for it.
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C H A P T E R  8

Your 30-Day Action Plan

You don't need to overhaul your contact center in a week. But you do need to start 

closing the gap before the next time a regulator, a member complaint, or your own 

leadership asks a question you can't answer quickly.

Here's where to start.

Week 1 — Audit your actual state

Complete the worksheet from Chapter 1, the benchmarking table, and the compliance 

scorecard from Chapter 7 if you haven't already. Be honest.

● Document your actual review rate against total interaction volume

● Map every system your team would need to touch to reconstruct one complete 

interaction record

● Time how long it actually takes to pull that record end-to-end

● Calculate your blind spot: how many compliance-sensitive member interactions go 

unmonitored every month

Deliverable
A one-page summary of your blind spot volume, your unmonitored interaction count, 

and your manual reporting time. Not a business case yet. Just the numbers written down 

clearly.
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Week 2 — Calculate what it's costing you

Use the cost framework from Chapter 2.

● Add up the annual labor cost of manual compliance work across every supervisor who 

touches it

● Estimate the opportunity cost: what those hours could fund if they went toward coaching 

and operational improvement

● Document the last time your team scrambled for an examination, a complaint response, 

or a board report, and add up how long it actually took

Deliverable
A real cost number you can bring into a budget conversation. Not hypothetical penalties. 

Actual labor cost you are already paying, every week, regardless of whether an 

examiner ever shows up.

Week 3 — Define what good looks like

Use the benchmarking table and compliance scorecard from Chapter 7, and the platform 

questions from Chapter 4.

● Set specific 6-month targets for the metrics where your gaps are largest

● Identify your top three compliance visibility gaps by risk level

● Prioritize: which gap, if closed today, would reduce the most exposure or save the most 

supervisor time?

Deliverable
A target state document describing what your contact center's compliance visibility 

looks like in six months, with specific metrics attached to each goal.
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Week 4 — Evaluate your options

Bring what you've built into vendor conversations. Don't watch demos passively. Use the 

platform assessment questions from Chapter 4 in every conversation and push on the ones 

vendors try to redirect.

Additional questions worth putting to every vendor you evaluate:

Vendor evaluation questions
“How many of our interactions can your QA tools score automatically, and what does a 

scored interaction actually look like?”

“Can I build custom compliance reports without engineering support or IT involvement?”

“Walk me through Cradle-to-Grave reporting on a real interaction. Not a slide.”

“Are you SOC2 and ISO 27001 certified?”

“How does your pricing work — concurrent seat or named seat — and what happens to 

our cost as call volume fluctuates seasonally?”

“How does your platform handle recording pause and resume for payment calls, and 

where does that event appear in the interaction record?”

Ask the vendor to pull a specific interaction from 60 days ago and show you the complete 

audit trail in a single view. If they can't do it in under two minutes, cleanly and completely, you 

have your answer about their audit capability regardless of what their materials say.

Deliverable
A shortlist of platforms evaluated against your specific compliance visibility 

requirements — not their feature marketing.
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C O N C L U S I O N

The Audit That Doesn't Scare You

Financial services contact center leaders who have closed the compliance visibility gap 

describe a specific shift in how they experience examination cycles.

The anxiety that used to accompany the news that an examiner was coming — the scramble to 

compile records, the uncertainty about what might be found in the interactions nobody had 

reviewed — is replaced by something closer to confidence. Not because the regulatory 

environment got easier. Because they now know what's in their interactions, and they have it 

documented.

That's what audit-ready actually means. Not perfect. Not invulnerable. Ready. The 

difference between an organization that dreads the question “can you show us what 

happened on this call?” and one that can answer it in five seconds.

Essential Credit Union got there. So did Hatco, Suburban Propane, and Sansio. Every one of 

them had compliance infrastructure before they changed platforms. What they didn't have was 

visibility. And once they had it, it solved more than the compliance problem they started with. 

The same data that satisfies an examiner is the same data that surfaces coaching 

opportunities, reveals process bottlenecks, and identifies the agents quietly carrying the team.

The 97% of interactions you're not reviewing today are not a hypothetical risk. They are a real 

volume of member calls where something may already be going wrong, quietly, building into a 

pattern that will be much harder to explain after an examiner finds it than it would have been 

to catch and fix internally.



X I M A  S O F T W A R E Audit Ready

ximasoftware.com Page 31

The question isn't whether you need compliance visibility. The question is how long 

you're willing to operate without it — and who finds out first.

R E A D Y  T O  S E E  I T  I N  A C T I O N ?

See what audit-ready looks like for your 
contact center.

Book a demo and bring your toughest compliance question. We'll show you 

how fast we can answer it.

ximasoftware.com/get-demo  →

https://ximasoftware.com/get-demo
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