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Presentation Overview

• About TriWest

• Legacy QA Philosophy

• Today’s QA Philosophy
• Audit process and feedback

• Calibrations

• Knowledge database

• Team Culture

• Looking to the future
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TriWest is On a Mission to Serve®

Formed in 1996 as the only 
company of its kind, with one sole 

purpose that continues today –
serving the health care needs of 

military and Veteran communities.

We Respect the Military Culture. We Honor the Sacrifices 

Made. We are Committed to Providing the Service Our 

Customers Deserve.

Doing Whatever It Takes!® not only is our corporate 

motto, it is a deep-rooted desire to go above and 

beyond for our customers, because we understand and 

honor them.
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VA’s Third Party Administrator for CCN Regions 4 and 5
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TRICARE 5th Generation Contract (T-5)
TRICARE Regions – With CCN States
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Recognized for Our Work 
and Dedication
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Legacy QA Philosophy
BenchmarkPortal Agent Survey 2021

• Audits punitive and subjective

• Analysts inconsistent in scoring

• Deductions are not clear

• Auto failures are demoralizing

• Scores and feedback sent to supervisors, not agents

• Feedback in audit emails was negative; positive 
comments/coaching rare

• Lack of calibration to seek alignment and best practices
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New QA Philosophy – Developed after 
completion of Benchmark Quality Course

“The Quality Department 
auditing philosophy is 

grounded in the values of 
mutual respect, 

communication, collaboration, 
and positive reinforcement in 

a dynamic learning 
environment.”
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Audit Process
Before After

Emails lacked structure Emails contain coaching, 

clearly noted deductions 

and positive comments

Feedback punitive in 

tone; lack of trust 

between CSRs and 

Analysts

Feedback designed to 

partner with CSR for 

quality improvement

Minimal oversight of 

analyst accuracy

Audit accuracy reviews

• Guidelines/scoring

• Feedback monthly
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Quality Feedback Guidelines

• Be specific and objective

• Avoid assumptions

• Focus on the process, not the person

• Deductions clearly labeled
• Point values

• Link to resource

• Learning opportunities for grey 
areas/improved customer service 
(no point deductions)

• Positive and constructive feedback
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Sample Audit Email 
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Audit Accuracy Review



Call CenterCampus‘24

Calibrations
Before After

Lack of Structure Clear Guidelines

Reliance on Legacy 

Knowledge

Job Aids/Knowledge 

Database as Source of 

Truth

Calls Selected from 

Completed Audits

Calls Selected 

Randomly

Insufficient Preparation Analyst Accountability

Lack of Follow-up Strong Partnership with 

Training
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Calibration Template
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Knowledge Database
Before After

Coaching based

on legacy 

knowledge

Coaching 

based on job

aids

Inaccurate/inco

nsistent 

knowledge

articles

Knowledge 

articles

updated 

frequently

Notes and old 

emails used as 
reference 

materials

Training and 

QA 
collaboration 

on desk 

procedures
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Team Culture
Before After

Negative Positive

Lack of Engagement Improved engagement driven 

by team meetings

Lack of Cohesiveness Supervisor alignment; Single 

team

Legacy Titles (3) Quality Assurance Analyst

Lack of Accountability, Focus 

and Structure

One to Ones drive coaching, 

accountability and connections
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Looking to the Future
• Next Generation audit guidelines –

CCN
• T-5 audit guidelines
• Calibrations – goals established to                                                       

reduce variation
• Calls selected based on highest analyst                                                     

variation

• Performance based auditing 
• Reduce onboarding time for new CSRs
• Support struggling CSRs
• Optimize quality for new processes & system                         

enhancements
• Targeted auditing based on trends

• Continuous improvement and innovation – Doing Whatever It 
Takes!®
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