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Action Lab (Managers – SKY)
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Lab Purpose: 

Days of Action Lab: 

	Ops Mgrs
	Last 3 Months Performance on AHT

July, Aug, September
	Time for LAB
	DMAIC (Phase)


	Performance Against Target
	No of csa against 

Target
	Current Controls
	Action Plan for CSA with High AHT.

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


Lab Agenda: 

Review of SLA & Performance for the month of October’03.

a) Team Manager Wise,

b) Team Leader Wise,

c) Agent wise,

d) Action Plan for the Month of November’03.

Note :  Ops & Team Manger’s to be ready with their respective individual team & team leader wise data’s for the month of September on the AHT Data.

Kindly give a tick for the questions followed in the Process/Shop floor as best Practices:

1) An Hourly Update of AHT updated on the Marker Board Specifically meant for AHT

2) Does Team Leader Doing Half an Hour Briefing on AHT at the Beginning & End of the shift identifying the stars & poor?

3) Does Daily RnR for the Advisors Happening at the beginning of the shift on AHT?

4) Do team leader update the Break Register? Does Ops Manager monitor the Movement/Availability of Team leader on Floor using Break Register?

5) Does Escalation Tracker is rolled out to monitor, no of escalation raised on floor by diff skill sets/Advisor & solution offered to those Queries.

6) Do Team Leader & SME monitoring calls with stop clock//watch to find out the reason for High AHT – Minimum Monitoring Per day is 15calls.

7) Do Team Leader follows the Floor walking roster & Ops Manager Monitor their presence in the floor for more than 2 hours.

8) Do Team Leader Doing Yellow Belt Project  with Rigor & Vigor? If it is yes, which Phase, each team leader is in the Project?

9) Do team leader took Sign off in the Yellow Belt project?

10)  Is Weekly & Daily Review happening with each team leader on AHT Performance? 

11)  Any action Plans for the team leader not meeting the target above 15days? If it is yes what are the current controls followed in your team?

12) Is the measure & action Plan helping you & your team to Reduce AHT? If it is Yes, What are they?

If you feel any of the above 12 Best Practices not followed in your team, Kindly ensure this get implemented Before the First Action Lab.

We’re here to try new things and come up with solutions ... even if they are not perfect at first
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