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

“This is one of the best conferences that I have 

ever attended. The speakers were excellent and 

the material was very good and on topic. The 

camaraderie and openness of all the attendees 

and their willingness to share ideas is outstanding 

and made it worth the trip for me.”

September 20-22, 2016

Nashville Marriott at Vanderbilt University
Nashville, Tennessee

“It was a great networking 

opportunity.   I am new to QA 

as is my company and I came 

home with knowledge and 

resources and some great 

people that I can email and  

ask questions.”

“There was so much information and so 

many people to share with.  It is terrific 

to meet others who are experiencing 

the same ‘opportunities’ that I am or 

that they have in the past so can share 

how they worked with them.”

Don’t miss the 10th Annual Edition  
of this Great Event!

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!



AGENDA  

Monday, September 19
1:00-4:30 p.m. – Pre-conference Workshop  
(Separate registration required)

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

Tuesday, September 20
Breakfast on your Own

7:30 a.m.-1:00 p.m. Registration – Parthenon Foyer

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

Enduring Leadership:  History’s Role in Developing Tomorrow’s 
Leaders.  In the ever-changing landscape of today’s workplace, one truth 
remains — leadership matters.  It always has.  Since the beginning of time, 
it has been the common denominator in every outcome.  Victory or defeat, 
success or failure have always come down to leadership. What can the 
leaders from our past teach our future leaders?  This session presents four 
stories to both illustrate this technique and to inspire new possibilities. – 
Speaker:  Dave Maddox, City of Richmond

10:45 a.m.-12:00 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  

Maximizing the ROI of Your Training Program.  We’re rolling along, 
training new hires and existing agents, pushing them out to the contact 
center, and basking in the glory of our “smiley face” evaluation sheets, but 
are we really doing justice to our trainees, and optimizing our training ROI? 
In this session we’ll look at the most common mistakes training groups 
and contact center operations make, and hear the best practice methods 

for avoiding these pitfalls. Come hear from an industry veteran about the 
obstacles to effective training programs, and real methods for overcoming 
them to the benefit of your organization.  – Speaker:  Todd Gladden, PlanMen

How to Ensure Agents Adopt New Soft Skills.  How many times 
have you and your training team spent countless hours preparing to 
equip your agents with new soft skills that will make them more efficient 
or will increase the amount of sales for the company or will encourage 
stronger relationships with your customers only to find out that the skills 
are not being used? And how many then heard the cry, “They need more 
training.” Come hear how Cokesbury, the retail arm of the United Methodist 
Publishing House, found a way to ensure their outbound agents believed in 
and adopted their new consultative selling skills model. – Speaker:  Jeremy 
Brown, Cokesbury

Coming Together as a Team:  No More Big Brother!  The reality is 
that quality monitoring may be met with resistance by agents, who may feel 
like the quality assurance team is looking for opportunities to catch some-
one not doing their job. This can easily create discontent and a lack of trust 
among the agents. Agents may quickly assume that Big Brother has moved 
in to keep an eye on their every move. If you make it a point to address this 
right away, you have a better chance of gaining buy-in.  Come to this panel 
discussion and bring your ideas on the best ways to help agents under-
stand the benefits and value associated with quality monitoring, both for 
the agents and for customers, not just the business at large. 

Taking Quality Management To the Next Level.  Quality management 
processes need to continue to evolve to keep up with the ever-changing 
customer engagement centers. During this session we will recap the core 
best practices we discussed at last year’s conference, but the main focus 
of this session with be on 5 processes that will help you take quality to the 
next level, which will include auditing, voice of the customer, and agent 
engagement.  We will discuss best practices for each process as well as 
outline stakeholders and “how to” information.  This session will be packed 
with valuable details for all quality management professionals.  
– Speaker:  Christina Cowell, Aspect

12:00 p.m. – Luncheon 

1:15-2:30 p.m.  – Workshops

What Works Best: Quality Evaluation Form Design Discussion Fo-
rum.  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. – Facilitator:  Deelee Freeman, Call Center 
Training Associates  

Adding the Voice of the Customer to the Calibration Experience.  
Do you have a system in place to calibrate agent performance with your 
stakeholders and close the loop by capturing your customer’s response 
to the interaction?  Cox Automotive Media Group provides an inside look 
at how they implemented a calibration program to improve customer 
experience and drive customer retention.  Come hear how leveraging 
strategic contact evaluations to drive leadership accountability and agent 
development has helped to increase customer satisfaction scores and 
quality performance. – Speakers: Annemarie Reagan & Chaunte Johnson,  
Cox Automotive Media Group
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Training the Millennial in the Contact Center.  There is a lot written 
about this Generation that now outnumbers the Baby Boomers. Now is the 
time to adapt to this generation if you haven’t yet. In this session, we will talk 
candidly about how to rethink corporate training for the millennial. From 
gamification to meaning and values, we’ll deep-dive into the world of the 
“millennialization” of training. We’ll also look at the dynamic value-add this 
generation brings to the possibilities of training. – Speaker:  Marshall Lee, ADP  

Developing a QA Program that Meets Business Needs.  This session 
will review the steps taken to develop a new innovative QA program that 
meets the needs of a unique customer contact center with a balance of 
side–by-side coaching focused on soft skills and call evaluations focused 
on issue resolution. QA programs often become stale and what once 
was effective in driving improvement can plateau and produce status 
quo results.   Hear how Cars.com took a look at the needs of customers, 
associates, and management team to develop a QA program that meets 
current needs. See the steps taken to arrive at a new program and improved 
results. – Speaker:  Sharon Norfleet, Cars.com 

2:30-3:00 p.m. – Break  
3:00-4:15 p.m. – Workshops 

Great Debate – Who Gives Feedback.  You’ve put a great quality moni-
toring 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 (QAs) who 
live and breathe the quality standards, but may not command the same re-
spect 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!  

Diagnosing Performance Problems and Coaching for Success.  
Every manager and coach is faced with some team members with 
performance gaps.  Before sitting down to discuss and coach, it’s important 
to first diagnose the root cause of the performance issue.  In this session, 
you’ll learn to pinpoint the reason for sub-par performance and then choose 
the coaching technique that best suits the situation to give you the highest 
probability of incremental performance change. – Speaker:  Penny Reynolds 

 “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

Customer Journey Mapping.  Empathy.  We want our service agents to 
show it when they’re dealing with a customer who has issues.  But do those 
who design our products and services demonstrate customer empathy?  
Are the processes designed to optimize the customer experience or to 
reduce the cost of delivering service – to the company? Customer Journey 
Maps are an old, yet new, concept.  They examine the process flow from the 
standpoint of the customer, helping to identify opportunities for improving 
the customer experience.  This session will examine customer experience 
mapping, presenting the basic tools and concepts for building such maps.  
You’ll come away with ideas for how to identify customer issues in your 
processes. – Speaker:  Fred Van Bennekom, Great Brook Consulting

4:15-4:30 p.m. – Break 

4:30-5:30 p.m. – General Session

Call Center Lessons from Music and the Movies.  So you thought 
movies and music were just for entertainment?  Look a little deeper and 
find some lessons in your favorites that apply to your everyday call center 
operation.  In this session, you will get to play along with your fellow 
attendees, maybe win some prizes, and take home some fresh ideas you 
can apply to your call center world.  – Speaker:   Penny Reynolds

5:30-7:30 p.m. – Networking Reception 

Wednesday, September 21
7:30-8:15 a.m. – Breakfast & Roundtables   
8:15-9:15 a.m. – General Session 

Your Trademark: The Remarkable Impact of Bringing the Best 
Version of Yourself to the Table.  This presentation examines our 
influence and tendencies in light of the broad context of corporate culture 
against the backdrop of operational expectations. The challenge to bring 
your best is underscored by key leadership perspectives with special 
attention given to our unique idioms that inspire growth and achievement. 
Participants will walk away with a professional moniker that imbues the true 
sense of their contributions.  – Speaker:  Penny Tootle, Utilligent

9:30-10:45 a.m. – Workshops 
Call Coaching:  Delivering Meaningful Feedback and Positive 
Reinforcement to Motivate and Shape Performance.  You can 
have the most advanced quality recording technology, evaluation, and 
analytical tools, but if you are not delivering impactful call coaching, you 
will continue to fall short in providing consistent and reliable high-quality 
service to your customers.  This session provides practical suggestions to 
1) create a coaching plan; 2) engage your agents while delivering feedback; 
and 3) provide continued support post-call coaching.  You will learn three 
specific approaches to call coaching aimed to motivate, train, and develop 
behaviors required to meet process requirements and create a satisfying, 
memorable customer experience. – Speaker:  Deelee Freeman, Call Center 
Training Associates   

Training Transformation.  The training department at North American 
Bancard has experienced a complete transformation over the past year. 
While the training team was effective, a gap existed. The transformation 
focused not only on the training experience, but also on empowering 
the trainers. This session will share the journey of the trainer and trainee 
empowerment and the wonderful results. Hear a real case study that will 
demonstrate how to get your training department and trainers established 
and recognized while working together to do remarkable things. – Speaker:  
Denyeal Nesovski, North American Bancard

Developing a Repeatable Auditing Framework.  In an evolving 
regulatory environment and constant change in business initiatives, 
quality assurance teams continue to be leveraged to measure work types 
beyond call quality audits. It is critical for QA organizations to have an audit 
framework that is repeatable to measure all types of business activities to 
include call center behaviors, external suppliers, internal affiliates, and ad 
hoc requests.  This session will walk attendees through a simple auditing 
framework that can be leveraged for all industries and all work types. The 
presenter will discuss the five phases of a sound audit cycle: evaluate, plan, 
do, check, and act. At the end of the session, attendees will have the tools 
necessary to conduct a meaningful audit for any work type. Additionally, 
the auditing framework will provide a roadmap to report and deliverable 
actionable insights for your clients. – Speaker:  Erick Sawyer, USAA



Facilitated Discussion:  Quality Assurance in the Large Contact 
Center.   The issues in a large contact center (over 500 agents) are 
different than those in a smaller organization.  And the policies, practices, 
and measures may even be different.  Bring your questions, answers, 
issues, and ideas to this lively interactive discussion. Learn from your peers 
and share your own knowledge and experience around this topic.

Increase Agent Empowerment by Getting Them Involved.  How 
do you empower your agents and keep them motivated without breaking 
the bank? In this session, you will hear innovative ways to empower your 
agents and engage them in the success of the business. Get your agents 
involved in quality, training, schedules, and creating your culture. Come 
hear how the Las Vegas Valley Water District introduced adaptive call 
center processes to give their agents a voice! – Speaker:  Brenna Sims, Las 
Vegas Valley Water District

10:45-11:00 a.m. – Break

11:00 a.m.-12:15 p.m. – Workshops 

Do You Have a Bag of Tricks for Training?  A bag of tricks is a go-
to for those planned and unplanned moments in training. Are there are 
times in a training that you hit a wall, need an analogy, or complete the 
material more quickly than you intend?  How fast you are on your feet can 
be affected by how much is coming your way, or how long you’ve been 
on your team.  In this session, we’ll talk about how to build a literal bag of 
tricks from props to games that can be a go-to for your training, either as a 
planned part of training, something to fill a void, or something to drive your 
point home to the participants. – Speaker: Marshall Lee, ADP  

Great Debate – To Score or Not to Score.  One of the hot topics in 
quality assurance is how to score the quality form.  There are so many 
ways to handle this, and so many voices to be heard as you decide.  
Come to this session to hear how other organizations handle scoring –  
or don’t score at all!  

Social Media in the Workplace.    Social media is not brand new to the 
contact center, but it seems as though everyone is still struggling to figure 
out how to deal with it.  Hear how social media arrived in the National Call 
Center for Penske, and the positives and negatives of implementation, as 
well as what it has done for the call center and the customer experience.  – 
Speaker:  Tara Reinhart, Penske

Implementing Quality Service in Customer Service.  Come to this 
case study to hear about the seemingly never-ending changes within an 
organization and the impact on the call center, as well as strategies and 
methods utilized to manage those changes. Learn about one organization’s 
intensive training program and how it assisted in the implementation 
process of the quality program for both the call center and the walk-in area. 
Hear about the challenges that were faced and how buy-in was obtained 
from the frontline staff.  – Speaker:  Elmer Rodriguez, Johnson City Power Board

12:15-1:30 p.m. – Luncheon  & Call Center Jeopardy

1:30-2:45 p.m. – Workshops 

Getting Your Team to LOVE the QA Process.  This highly energized 
session will provide attendees with a proven QA process that will develop 
agent’s subject matter knowledge, build confidence, and improve 
engagement levels.  From an operational perspective, learn how to improve 
first call resolution, reduce attrition, and increase profitability.  It’s a win for 
your team and a win for your boss!  – Speaker:  Angela Crozier, Michigan Public 
Health Institute

Growing a Coaching Mindset.  We’ve all heard the rumble about 
changing our organizations to a “Coaching Culture,” but what does it 
really take to get there?  Incorporating Coaching into the organizational 
effectiveness and productivity improvement process is key.  In this 
session, we’ll discuss the path to developing the coaching mentality in 
your organization for executives, managers, and coaches alike.  The topics 
include: benefits, attributes, and roles of coaches, making time to coach, 
the coaching “process,” using a coaching model, and coaching tips.  
Interact with others about the challenges and successes of coaching.  – 
Speaker:  Todd Gladden, PlanMen

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!  

Whose Class Is It Anyway?  Or Improv for Trainers.  This fun 
session is a workshop for improvisation. We will cover several improv 
acting techniques and tips.  The idea is not necessarily to make you a 
stand-up comic, but rather to help build confidence in public speaking 
and learn some tricks to help you find your own voice “on the fly.”  This 
is an interactive session, and not one where you will be seated the entire 
time.  This session will give you exercises and activities to take back to your 
training, coaching, and leadership teams for their development as well. – 
Speaker:  Marshall Lee, ADP  

Ask the Expert – Quality Assurance.  This event is your chance to ask 
our panel of experts anything Quality Assurance! This interactive session 
will answer questions submitted and chosen by conference attendees. If 
you have a question or an issue that has been a challenge to your team, 
bring your question to the panel! The audience will also get a chance to give 
some input. This session should be dynamic and informative, but the topics 
covered will be chosen by you and your peers at the event.

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

3:45-5:00 p.m. – Workshops 

Integrating Your Quality and Training Teams.  Imagine a world 
where your Quality and Training teams live in joyous harmony. What effect 
would there be on the success of both your learners and your call center 
if this were the case? Attend this session to find out how to achieve better 
synergies through partnership and direct feedback loops with these groups 
of professionals.  – Speaker:  Jana Meyers, H&R Block  

40/20 Ideas in 60 Minutes – Coaching, Rewards, and Recognition.  
Yes, you read it correctly! 40 ideas will come from the panel and 20 ideas 
will come from you, the participants, instead of all 60 ideas coming from 
the panel. Plan to learn what others are doing and to share what you are 
doing.  Come prepared to share your success stories or even things you 
tried that didn’t work.  

Straight From the Horse’s Mouth –– What Do Your Executives 
Want?  In this session, come hear a candid conversation between an 
Operations Support Leader in Training and Quality, the Director and 
Executive team from a Fortune 200 organization. In this session, they will 
candidly share a winning relationship strategy and how to really give your 
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higher-ups what they want, need, and really expect. Learn to define and 
own your relational softpower, as well as your operational mission. This is 
your chance to be a fly-on-the-wall in an open conversation and also ask 
the questions you have always wanted to. – Speaker:  Marshall Lee, ADP 

Training on a Shoestring: What Would MacGyver Do?  MacGyver 
once said, “Stay out of trouble, keep the expenses down, and don’t get 
killed.”  This could be a personal credo for many contact center training 
teams! This session will provide attendees with valuable ideas, free tools, 
and an interactive forum to learn about the best in free or inexpensive 
training resources. Come prepared to discover how you can transform even 
the most mundane of materials into memorable learning experiences. –  
Speaker:  Justin Robbins, ICMI

Facilitated Discussion:  Quality Assurance in the Small Contact 
Center.   The issues in a small contact center (less then 100 agents) are 
different than those in a larger organization.  And the policies, practices, 
and measures may even be different.  Bring your questions, answers, 
issues, and ideas to this lively interactive discussion. Learn from your peers 
and share your own knowledge and experience around this topic.

6:15 p.m. – Depart for Evening Event

6:30-9:30 p.m. – Evening Event at Wildhorse Saloon

Thursday, September 22
7:45-8:45 a.m. – Breakfast & Roundtables 

8:45-10:00 a.m. – Workshops 

Who Are These People? Networking and Selling Quality Assurance 
and Training within the Enterprise.  Do you find your team is an island 
unto itself when it comes to the rest of the enterprise? This session is geared 
towards breaking down barriers between Quality Assurance or Training 
and other departments within your company.  We will focus on selling the 
benefits of your team and networking with other departments such as sales, 
marketing, finance, payroll, and the increasingly important ‘back-office’ 
operational groups within the enterprise. This session aims to instruct you 
on what you can offer each of these groups, as well as what they can provide 
you to make your job easier and your team more effective. This session is an 
absolute must if you have issues selling and communicating your value and 
needs to other areas.  – Speaker:  Marshall Lee, ADP  

A Coaching Model that Encourages Self-Assessment and Self-Cor-
rection.  Does coaching too often feel like the coach does all the talking? 
Are coaching sessions dreaded by both the coach and the agent? There is an 
effective framework for coaching sessions which will have the agent doing as 
much talking as the coach, give the agents the opportunity to self-assess, 
and allow the agents to design a plan of action to correct areas of concern 
and open up opportunities for improvement. This session will review how 
this type of coaching model works. – Speaker:  Jeremy Brown, Cokesbury

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!  

Great Debate:  What Type of Training Works Best?  In today’s contact 
center, we have many different types of training at our disposal:  classroom, 
e-learning, web seminar, role-playing, etc.  But what works best?  The 
answer may be “It depends on the topic,” but come to this interactive 
session to hear different viewpoints and share your ideas as well.  

Seven Words Towards Better Presentations.   Although most training 
instructors are stellar “content” experts when it comes to the information 
or skills needed to succeed in our contact centers, trainers also need 
presentation skills to effectively engage students, transfer knowledge, and 
“wow” the team during courses.  This session will delve into the critical 
areas of presenting any material, whether an instructor-led training course, 
team meeting, or any other.  You’ll come away with seven areas in which to 
review your own presentations to ensure you are hitting the mark with your 
audience. – Speaker:  Todd Gladden, PlanMen

10:00-10:15 a.m. – Break

10:15-11:30 a.m. – Workshops 

Defining the Most Challenging Quality Standards:  Tone, Empathy, 
Professionalism, and Ownership.   How many times have you listened 
to a call where the agent did everything right but they sounded all wrong?  
Part of the problem is, while we may have soft skills included on our quality 
forms, we do not have clear and objective behavior-based definitions that 
explain how to communicate to the customer.  In this session, join in the 
discussion of how to define some of the more challenging soft skills in a 
Quality Standard Definitions Documents (QSDD). – Speaker:  Deelee Freeman, 
Contact Center Consulting Group

Extending Quality Programs to E-mail and Web Interactions.  
Applying the exact same processes as a traditional contact center may not 
be the correct way to drive value and quality from written channels. This 
panel session will have speakers from different organizations share best 
practices in monitoring and evaluating customer interactions across e-mail 
and chat contacts.   We will highlight the most effective ways to monitor and 
evaluate written interactions, and will answer questions from attendees.  

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!   

Measuring and Coaching the Skills and Behaviors That Will Take 
Your Customer Service Delivery to the Next Level.  Your quality 
program is up and running.  Quality scores are good.  But when you listen 
to the calls, there’s no “WOW” factor.  In this session, we will discuss how 
being selective with “what” you are measuring and coaching can have a 
positive impact on customer service delivery.  From the design of your 
quality scorecard to the implementation of your coaching program, there 
are specific skills and behaviors you can emphasize to ensure that your 
quality program is built around delivering exceptional service and not just 
“checking the boxes.” – Speaker:  Craig Brasington, Deloitte

Enhancing Customer Experience with Effective IVR Menus.   
You might ask yourself, what does the IVR have to do with quality or 
training?  For most callers, the first interaction with the contact center is 
with the IVR.  What kind of first impression does yours make? A well-
designed menu set provides options callers are listening for, routes them 
quickly and intuitively to the resources best suited to their needs, and 
improves the percentage of self-service completions.  But when an agent 
is needed, the IVR should route that call to the agents best able to help 
the customer without transfers, reducing handle time and agent frustra-
tion.  Come to this session to take a look at ways to improve the quality 
of the end-to-end customer experience, improve productivity and reduce 
cost all at the same time. – Speaker:  Maggie Klenke

11:30 a.m.-12:00 p.m. – Closing General Session 

12:00 p.m. – 2016 QATC ends
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CONFERENCE INFORMATION

“I love all of the networking, 
idea sharing, workshops and 
giveaways! This is such a 
valuable conference attend 
because you are guaranteed to 
learn something new or leave 
with great ideas to think about...
the wheels are always turning!”

“The sessions were my definite 
highlight. Many of my sessions 
were simply bubbling with great 
ideas and interesting perspec-
tives. I found so much value, and 
felt grateful that I had two other 
coworkers soaking up info from 
the ones I couldn’t go to.“

Registration Process

You may register for the 2016 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, 
2016, 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

The venue for this event is the Nashville 
Marriott at Vanderbilt University.  Located 
on the Vanderbilt University campus, 
Marriott Nashville is one of the area’s 
premier West End Nashville hotels.

Please make your hotel reservations as 
soon as possible.  There is a $229 per 
night conference rate available at the hotel 
until Friday, August 26, 2016.  If rooms are 
still available at the hotel after this date 
and until Tuesday, September 6, the 
conference rate changes to $259.  To 
make reservations, please call 800-228-
9290 and identify yourself as a conference 
attendee of the 2016 QATC Annual 
Conference.

The Nashville Marriott at Vanderbilt 
University is located about 20 minutes 
from the Nashville International Airport. 
The hotel does not provide shuttle service. 
Taxis are available for approximately 
$25.00 each way. Valet parking is 
available at the hotel for $35 a day.

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 the Wildhorse Saloon, 
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.

Business Book Swap
Do you have books on your office shelves 
that you have read but don’t need 
anymore?  We will have a Book Swap at 
the conference to give those gently used 
books a new home.  Bring your used 
books to the event, and then find some 
new ones that will give you new insights 
and information to take home with you. 

“I left this conference feeling 
energized! I found it to be a 
great experience and hope that 
I can bring individuals from our 
training team to this conference 
with us next year. This confer-
ence definitely surpassed my 
expectations and provided me 
more ideas than I can even 
implement. I'm incredibly 
grateful for the industry tips  
and all the support that came 
from the great connections  
with other quality and training 
professionals.”
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“I liked meeting and networking 
with others in different industries. 
Everyone was open to sharing 
what worked for them and what 
didn’t. The conference has a 
small feel so it’s not overwhelm-
ing and you can get to know a lot 
of different people.”

“I had a wonderful time at the 
conference. It was my first time 
attending, and I was shocked to 
find that there were indeed 
people going through the exact 
same things that I am at my 
company. One of the conference 
attendees said it best when she 
said, “I’ve found my people!” I 
feel exactly the same way, and it 
was incredible to make lasting 
connections with people in the 
QA and training realms.”

 Yes, I want to be part of the 2016 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  $1,195 $1,295 

Non-Member Registration     $1,445 $1,545 

Conference Registration w/ One-Year Membership $1,490 $1,590 

Additional $100 discount for three or more attendees

“This was my first time attend-
ing and I am excited to attend 
again. This conference was so 
organized and so well put 
together. I was impressed with 
how everything went so 
smoothly and on schedule. I 
think that the App was a great 
way to stay connected and on 
task. I really enjoyed networking 
and relating to so many others 
in my field. As a bonus, the food 
and entertainment were also 
amazing. Thank you for such  
a great experience!”



6508 Grayson Court
Nashville, TN 37205

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

www.qatc.org

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

Endorsing Sponsors


