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QUALITY MANAGEMENT
MediaVault Plus
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Quality Management - Administrator

Select the Quality Management

drop-down menu.
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Quality Management - Administrator

Select Form Designer
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Quality Management - Administrator

Select Add Form
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Quality Management - Administrator

1. Name the form in the “Form Name”

field

2. Provide a description of the form

if needed.

3. Start Date – When the form will be

available for evaluation.

4. End Date – When the form will no 

longer be available.

5. Category – Specific agent groups

or products

6. To make the form active select the

 “Active” button

7. Click “Save” to save the form.
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Quality Management - Administrator

Form created successfully.

 Click Form Designer tab to proceed
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Quality Management - Administrator

Enter the Section

name

Click Add Section
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Quality Management - Administrator

Each section requires at least one question. 

To add a question, click the                            button.

You will also need to determine the weight of each section. 

The weight of the section will be taken against the total points

from each question within the section.

The total weights of the sections will need to equal 100.
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Quality Management - Administrator

Select the question type from the

dropdown menu. Then enter the 

question in the box below. 

You can enter a description if 

needed. 

You can then preview

the question before

submitting.
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Quality Management - Administrator

The Question Type allows you to format how you

would like the answers to be organized and displayed.

1. Check Box – User will click in the check box to choose

the correct answer. 

2. Radio Button – primarily used for “Yes” or “No” 

answers, the corresponding radio button would be 

selected. 

3. Dropdown List – Allows the user to select an answer

from the dropdown menu. 

4. Multi Select – Displays multiple answers for the user

to choose from. 

5. Text Box – A small text window to manually type an 

answer.

6. Text Area – A larger text window to allow a more 

detailed answer. 
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Quality Management - Administrator

Once the Question Type has been selected, you 

can continue to fill out the remainder of the 

question. 

1. Enter the question in the Question text box.

2. Add a description if desired. 

3. Configure possible answers

• Label – Enter Answer

• Points – Assign point value

• Auto Fail – Select whether the answer will

                auto fail the agent from the section or the 

                entire form

Once you have 

completed the question,

you can select the 

preview tab to view the 

question before submitting.
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Quality Management - Administrator
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Quality Management - Administrator
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Quality Management - Administrator
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Quality Management - Administrator
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Quality Management - Administrator



Page 18 Confidential and Proprietary

Quality Management - Administrator
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Quality Management - Administrator
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Quality Management - Administrator
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Quality Management – Score Ranges

Once the form is complete, add the score ranges for the 

evaluation.

This tab will only be available if the total weight from all 

sections equal 100.
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Quality Management – Score Ranges

To add a range, select Add Range
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Quality Management – Score Ranges

Complete the fields accordingly. The start

value for 5 stars in this example is 20, the 

ending value for this example is 40 based off

of the total point value of this form.

For this form the total points available is 66, to achieve 5 stars

the agent must score between 62 and 66 points. 
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Quality Management – Score Ranges

To determine the point value for the form, 

add the total points from the questions for a 

section, and multiply the total points by the

weight of the section.

For example: in the Agent Greeting section 

there are 100 total points possible, 

(each question is worth 25 points) multiply

the 100 total points by the weight of 33. 

100 x .33 = 33. 

The total points for this section would be 33. 

Calculate the total points available for the 

other sections and add all section values to 

get the total form score.

Question Value: 25

Weight: 33

Section Value: 25 x .33 = 8.25

Question Value: 75

Weight: 34

Section Value: 75 x .34 = 25.5

To calculate the form value, add each section

value:

Agent Greeting: 33

Main: 8.25

Conclusion: 25.5

Total: 66



Page 25 Confidential and Proprietary

Quality Management – Agent Dashboard

To view the agent dashboard, hover the mouse 

over the Quality Monitoring tab, and click the Dashboard

option.
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Quality Management – Agent Dashboard

This pie chart displays a visual representation of the number of

Evaluations in the past 12 months that were pass or fail. 

This is the average evaluation score for the agent for the past

12 months.

This graph will show you the evaluations completed for the 

agent,  by month for the past 12 months
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Quality Management – Supervisor Dashboard

To view the supervisor dashboard, hover the mouse 

over the Quality Monitoring tab, and click the Dashboard

option.
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Quality Management – Supervisor Dashboard

This graph shows how many evaluations the 

supervisor has done by month, in the past 12 months.

This is average evaluation score for all agents for

the past 12 months.

This pie chart gives a visual representation of how 

many evaluations have passed or failed in the past

12 months.
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SUPPORT INFORMATION
MediaVault Plus
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MediaVault Support

▪ Condado Group Support Team

•

• During business hours Monday through Friday 8:00 AM to 5:00 PM CT:

• Call 800-349-3024 Option 2

• Send a support ticket to support@mediavaultplus.com

•

• After hours support:

• Call 800-349-3024 Option 2

• Send a support ticket to support@mediavaultplus.com

•

▪ Escalations

• Dan Kim

• Rich Pusateri  - 816-210-0701
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