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Introduction

This document outlines the Quality Plan for the One.Tel project. The Quality Plan has been chalked out across all the 4 work streams of Customer Service, Collections, Sales and Provisioning & outbound sales. This covers both Process Quality and Contact Quality (Soft Skills).

Scope: This manual addresses the method of  Monitoring Contacts  for the Customers of One-Tel, Resolving the Query  satisfactorily and proactive method of identification of  problems.
Out of Scope: Does not cover the Monitoring methods/sheets for Provision & Logistics (Transaction Processing).

Quality Approach:

The Quality Program is largely driven by the current One.Tel standards. However, during the course of the migration, the Six Sigma approach from I-One would be overlaid on the Quality Program as applicable and relevant to the business and in conjunction to the One.Tel team

Agent Level Quality


Objectives

The objectives of completing agent level quality checks are to:

(
Provide feedback to individuals on what they are excellent at and what their improvement areas are

(
Provide input to agent performance management measurement and tracking

(
Highlight areas where individual agents need further training and coaching

(
Provide information to team leaders about where they should focus their coaching and support activities

(
Indicate areas where training modules and materials may need to be revised and improved


Requirements:
Consistency


Given the scope of the One.Tel work to be undertaken by One.Source this throws up a number of challenges, namely:

a) How to ensure that agent quality scores are compiled which take account of the fact that an individual agent may work on a number of different processes or work threads each day.

(Team leader ensures to give prior information on agent to the CQA team on agent work stream for monitoring purpose.)
b) How to ensure that a quality score is compiled from the correct mix of work items completed by an agent

(This is done, based on the volume of work an agent handled on each work stream - every day)


c) How to achieve a consistent indexed score which is comparable across all agents regardless of whether they are working on customer services inbound calls or mobile logistics processes.  The benefits of having a consistent scoring method are:

I) Agents can move from group to group with quality scores, which are understood by each team leader 


II) Scores are universally understood by agents


III) Agents know what the expected quality measure is regardless of work thread

(The CQA team compiles scores of each day monitoring & the same get compiled in the system.)

Process Level Quality

There are three objectives for process level quality.  They are to:

(
Volume Quality Checks: quality check a large volume of items in any process to make sure that there are no large scale quality issues which are customer affecting  (e.g agents are keying new orders against obsolete tariff codes etc.)

(
Launch Quality Checks: to focus on processes just after any launch (e.g. an IT code drop or launch of a new tariff) to check that agents/systems are operating as they should

(
6 Sigma Quality; to identify processes for 6 sigma focus and process improvements

Taking each of these objectives in turn.

Volume Quality Checks


Objectives

The objectives of completing volume quality checks are to identify at a process level:

if there are any consistent errors within the process which are customer impacting.  For example, quality checking a X% of total work done.  This will deliver a larger number of checks than those simply completed from agent level quality checks and therefore give increased visibility


Requirements:

 
(a) Volumes of checks


One.Tel and OneSource need to agree the definitive list of processes, which require the ‘volume’ checks.  For illustrative purposes though, the provisioning budget model assumes that 12% of all contract requiring manual data inputting are checks.  

(b) Capture of Information
The volume quality checks should be planned and completed daily based on the volume of work forecasted. 

The items for checking should be randomly selected, that is they needed be equally distributed across agents completing the work.

(onesource uses scientifically & statistically valid tool called randomiser - used to pick out the agent for monitoring - randomly)


For efficiency it is envisaged that the number of volume checks should include the agent level checks completed.  That is – agent level checks are planned and completed and then, an extra random sample of checks is done to take the check volume up to that agreed for that process.

The quality criteria for these volume checks would be no different to the criteria used for agent level checks.

 
Feedback 

Feedback on the findings from these volume checks is primarily for management information to identify:

(
Training improvement areas

(
Provide visibility of the customer experience

(
Highlight any problem areas and allow planning and scheduling of any addition checks or rework

(
Provide material for highlighting in the daily written communication (eg. Excellent on XXX this week.  Quality shows that we have had difficulty in XXX area this week – so to reiterate the process . . .)

The information should, however, be provided to Team Leaders for coverage in one of the daily briefings.  The information should be used, as with agent level information, by the Team Leader to plan their coaching focus.

Launch Quality Checks


Objectives

The objectives of completing specific, focused quality checks on new processes, product launches etc. are to ensure:

(
From day one there are no customer impacts developing

(
That agents have been briefed adequately and that they have understood the actions they need to take

(
An early warning of any IT faults or processes problems that have only come to light in ‘live’

(
A means of checking that any quality criteria are appropriate before embedding them into agent level quality checks and they become part of the ongoing targets


Requirements

 
(a) Volume of checks


One.Tel and OneSource need to agree what would be an appropriate approach in these situations and what volume and types of quality checks would prove effective.  It could be that in launch situations we agree to:

(
Do random checks & completed over whatever timescale that is

(
Random checks are only completed over the first 2 weeks after launch

(
Checks are completed over the first XX days after launch

(One. source has robust methodology to ensure to track & cascade the updates on new product launch reaches agents.) 
(c)
Feedback 

Feedback from these checks is very similar to the feedback for volume checks: they are primarily for management information to identify:

(
Feedback to change management team on success, post implementation reviews etc.

(
Training improvement areas

(
Provide visibility of the customer experience

(
Highlight any problem areas and allow planning and scheduling of any addition checks or rework

(
Provide material highlighting in the daily written communication (eg. Excellent on XXX this week.  Quality shows that we have had difficulty in XXX area this week – so to reiterate the process . . .)

6-Sigma- Quality 

Objectives
There are two objectives for 6-sigma quality:

(
Firstly, to identify processes to be singled out for 6-sigma focus

(
Drive business wide improvements 


One.Tel are looking to One.Source to make recommendations on how to select processes for 6-sigma review.
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Pre Live: -

a) We educate agents during the training on Contact Quality Monitoring (what it means, how we do this with each contact, how does it impact out business and our customer)

b) As part of the training we will be working with live contacts.  During this time we accept that the CQM will remotely monitor and provide that feedback to he agents and the rating (however the rating will not be tracked during the training).

c) The side-by-side monitoring will be to reduce the issues around personal style and uncover what they don’t know and get rid of the nerves. Understand the areas of improvement as a team by discussing and debriefing what the issues

Post Live: -

The floorwalker, team leader, trainer will guidance to agents when they are working with the contact). The CQM team will give out the list of people needs further assistance on contact quality apart from Monitoring & Feedback Session.

CQM team will provide feedback to individuals that have been remotely monitored.  They should score as a min 75%
Rules:

a) Remote monitoring feedback should be given to agents within 4days of the earliest contact.  

b) Agents should be monitored weekly so that they have a weekly rating for their quality.  The agent’s quality scores should roll up to the team scores.  

c) Agents must achieve the minimum to remain as part of active member of the team.

d) If their target is not reached for that week they are coached by the team lead in the area that requires improvement.  Should they miss for a 2nd week they should be returned to the training room for instruction und the trainer.
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e) Quote or Focus of the week/Month/Day is to be distributed to agents as a vehicle on where to focus as a team or work stream

Methodology

Contacts will be monitored for each agent right from the 3rd week of training. The calls will be monitored by 3 methods

a) Side By Side,

b) Remote Barging,

c) Recorded Calls

The Contact Quality Analyst & Team leader for their respective team will measure contact Quality.
Sampling 

Sampling Strategy

The contacts will be selected at random by the Contact Quality Analyst Team. However, a fair representation of contacts will be selected for the entire month. The sampling strategy that will be followed is attached below.
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Sample Size

a) Contact Quality Analyst’s will evaluate 16 to 17contacts per agent per month for all agents in the process to arrive at scores.

b) Each CQA’s will evaluate 4 contacts per agent per week for all agents across different work streams to arrive at scores. 

c) On a week, 4 contacts per Agent get monitored; Contact Quality Analyst monitors all the contacts.

d) At the end of the month, scores of different work stream per agent are merged to arrive at contact scores per agent & contact scores for different work streams  &process scores.

e) Each contact Quality Analyst to monitor 2 to 3 contacts per hour.

f) Contact Quality Analyst will start monitoring contacts from Day 1 of the Project Go Live.


Volumes of checks



Volume of checks should be the same for any agent on the programme regardless of the process on which they work. 

Note:
In cases where there is time available to complete more agent checks then this can be done but, only if the additional volume can be checked for all agents.  In other words, if there is say an opportunity to do an extra 500 checks on a team of 300 agents this would not be acceptable since this would lead to some agents having a score based on 2 checks whereas other agent’s scores would be based on 1 check.  Similarly, in a programme of 300 agents where there is time to complete a further 620 quality checks this should be completed because all agents will have a quality score based on 2 checks.

	Work Streams
	Agents
	No of calls
	no of calls mth
	AHT 
	Analyze
	Time in secs
	 Time

(hour)
	 Feedback

(secs)
	Feedback

(hours)
	total hours

	Customer Service
	71
	213
	937.2
	360
	240
	127800
	35.5
	127800
	35.5
	71

	Inbound Collections
	25
	75
	330
	135
	240
	28125
	7.8
	45000
	12.5
	20

	Outbound Collections
	50
	150
	660
	135
	240
	56250
	15.6
	90000
	25
	41

	Sales- Inbound
	28
	84
	369.6
	380
	240
	52080
	14.5
	50400
	14
	28

	Provisioning
	43
	129
	567.6
	468
	240
	91332
	25.4
	77400
	21.5
	47

	Outbound Sales
	48
	144
	633.6
	380
	240
	89280
	24.8
	86400
	24
	49

	Total
	265
	795
	3498
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 Although contacts will be monitored from the first week itself, the score of agents who are less than 30 days in the process (Graduate lines) will not be considered for performance

Evaluation etc. However Contact score will be used for Performance Improvement & can be reported separately.
Note: The above-mentioned numbers in the table are assumptions of monitoring methods & numbers. Number of Contact Monitoring Per CQA will be 532.8 per month with an average monitoring ranging from 2 .2 to 3.2 contact monitoring per hour.

Quality During Migration
During the migration periods the quality criteria that has been agreed and set for ‘business as usual’ will be used for quality measuring purposes i.e. the measures themselves will not be changed during the migration period.  There will, however, be an amendment to the expected ‘pass’ scores for agent level quality reporting to take account of their learning curve.

The table below shows the quality monitoring and acceptable pass levels during agents first few weeks in the business.

	
	Type of Monitoring
	Volume per Week
	Agent ‘Pass’ Level
	Team ‘Pass’ Level

	Training
	Remote monitoring
	3 per agent
	N/A Feedback only
	NA

	
	Side by side monitoring
	3 per agent
	N/A Feedback only
	N/A

	
	Skim by One.Tel
	Ad Hoc
	Course Feedback
	N/A

	Live Week 1
	Floor Walk support
	As required
	Direct Coaching feedback
	N/A

	
	Remote Monitoring
	4 per agent
	70% +
	75%+

	Live Week 2
	TL coaching and side by side
	As required
	Direct Coaching feedback
	N/A

	
	Remote Monitoring
	4 per agent
	75% +
	80%+

	Live Week 3
	TL coaching and side by side
	As required
	Direct Coaching feedback
	N/A

	
	Remote Monitoring
	4 per agent
	80% +
	85%+

	Live Week 4
	TL coaching and side by side
	As required
	Direct Coaching feedback
	N/A

	
	Remote Monitoring
	4 per agent
	85% +
	90%+

	Live Week 5
	TL coaching and side by side
	As required
	Direct Coaching feedback
	N/A

	
	Remote Monitoring
	4 per agent
	85% +
	95%+

	Live Week 6
	TL coaching and side by side
	As required
	Direct Coaching feedback
	N/A

	
	Remote Monitoring
	4 per agent
	95% +
	95%+


Calibration 

OneTel and OneSource should calibrate the quality scores every two weeks (to be in line with the timings of weekly agent feedback); this calibration will focus on call handling since data processes have minimal interpretation and are either ‘right’ or ‘wrong’.

The approach to the calibration sessions needs include agreement on:

(
To score calls which are ‘brand new’ (ie. Not been listened to or marked previously) or to grade calls which have been used for the agent quality scores.

(
The calls should be listened to as a group and everyone score together, discuss final scores and agree what the correct benchmark should be 5 to 10% deviation

(
The number of calls could be up until consensus is reached or a regular volume of x calls

(
The calls should be selected focused on an area where a quality issue has been highlighted
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Roles and Responsibilities

I-OneSource has dedicated CQAs (Contact Quality Analysts) for the purpose. Team leaders will also do Contact Quality Monitoring to ensure a high contact quality to One.Tel customers. 

· The Contact Quality Analyst team will have an administrative line relationship with the Operations Manager of the Process and Black Belt will provide Coaching/Guidance on CQMS Process & its deployment for the One.Tel Operations.

· The Operations/Quality Manager will be responsible to update and ensure that all relevant communications with respect to the process are marked to the Contact Quality Analyst / team as well. 

· The Contact Quality Analyst (team) in turn will be responsible to the Operations Manager & One-Tel, UK team to ensure on time reporting of all metrics and CQM done. 

The responsibility of staffing of the required Contact Quality Analyst would lie with the respective operations manager, as complete end-to-end process knowledge is a critical job skill set for the Contact Quality Analyst. 

The Contact Quality Monitoring team once ramped up to have a critical mass would have a position of Team Leader – Contact Quality Analyst. The span of control of the Team Leader - Contact Quality Analyst would be 1:10.
Required Skill Set for Contact Quality Analyst:

1. Strong Process Knowledge

2. Proficiency in MS Word, MS Excel, MS PowerPoint.

3. Strong Analytical Skills 

4. Good Interpersonal Skills 

5. Ability to give Effective Feedback 

6. Proficiency in the Use of the Phone System (As Applicable)

7. Strong Customer Service Orientation

8. Ability to liaise with Clients

Structure of Contact Quality Monitoring Team
            The quality team should be responsible for:

(
Scheduling the volume and type of checks required to meet the above objectives for agent and process level checks

(
Completing the checks as per their plan

(
Taking corrective action on problems identified (agent/account level)

(
Feeding back quality scores to individual agents

(
Feeding back to Operations and Training any trends, which need addressing through, revised training materials/modules etc.

(
Developing, compiling and circulating all quality reports (agent reports, programmed reports etc.)

(
Maintaining the suite of quality recording templates (i.e. templates will vary depending on the process being quality checked)

(
The quality team should be tasked with constantly reviewing quality measurement criteria, making recommendations for changes and improvements and highlighting any quality focus areas – eg. XX was a problem this month so recommend that this is re-briefed to agents and that a failure with this field next month with mean a nil quality score for an agent

(
Support ad hoc quality drives

Job Description of a Contact Quality Analyst:

1) Do regular Call Monitoring (Quality checks) based on the sampling plan,

2) Develop Operational Definitions of SLAs.

3) Develop Statistical Sampling plans in consultation with Black Belt      

4) Develop and follow CQMS Escalation Matrix for the process.

5) Develop and Maintain Process Management charts

6) Track and report SLA parameters

7) Escalate abnormalities to TL/Operations Manager/Black Belt.

8) Four hours of production per week. (Voice Operations Only)

Tools to Measure Contact Quality

The following Contact Monitoring Sheet will be used to measure Contact Quality for all One.Tel work threads. This is accessed through Lotus Notes and will be made available to the Quality Analysts and Team leaders. A snapshot is given below. Work is under progress. To be detailed out to further level
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Seating Plan

It is proposed that all Contact Quality Analysts will be allocated seats in a single bay on the same floor as the process that they are aligned with. This will ensure close proximity with the process as well as best practice sharing within the CQMS team. 

Note: 2 to 3 voice coaches to be there on the shop floor to assist Agents on Contact Quality. 

Monthly Audit 

To improve our CQMS process month on month, audits on calls will be undertaken by the client if required. 

Recording of Calls

100% of calls will be recorded at One.Tel as exists.

I-One will record 25 % of the calls for Quality Monitoring. 

Meetings and Reviews

It is proposed that the CQAs have a conference call set up every week with the One.Tel Process Team/ Trainers to review Quality and obtain updates. The I-One Operations Team will ensure that all updates are given immediately to agents and that there is no grace period on the same.

Training Plan for Analysts in Six Sigma

All Contact Quality Analysts inducted in to the Contact Quality Compliance Monitoring System/team will undergo rigorous training to take on their new responsibilities. The Initial Training envisaged is as follows.

	Serial No.
	Training
	Number of Hours
	Criticality
	Timelines for module

	1
	Yellow Belt orientation & Transaction Monitoring Using SIX SIGMA 
	18 hours
	High
	Available 

	2
	Training on Feedback Techniques

	6.30hrs
	High
	Available 

	3
	Training on MSOffice/Minitab 

	8 hrs
	High
	Available

	4
	Training on dash boarding and reporting
	4 hrs
	High
	Available 

	5


	Production for 2 to 4 Hours/Week (Back Office Operations)
	4 Hrs
	High
	Available


Feedback Session in Contact Monitoring:

a) Each CQA/Team Leader should spend 15 minutes for Feedback on a monitored call.

b) The same should be documented in a feedback /monitoring sheet with Call Quality scores against the monitored call with agents & team leader signatures in it. 

c) If CQA monitor the call it is imperative that Team leader should also be present for the feedback session with the Advisor. 

d) Team leaders will be formally trained by Training team on Feed back Techniques.

e) The CQA & Team leader should play the call to the Agent & should high light the area of Improvement needed from the monitored call  - (Non- negotiable task). 

f) As Part of Monitoring process the CQA  & Team leader should record & review the calls in front of agents & to navigate voice & screen of the monitored call.

g) Quality scores should be compiled and fed back to agents on a daily basis

h) The feedback session should include a review of the agents scores, weak areas, strengths and should include play back of actual calls (if this is the workthread of the agent and scores warrant it).  
 Team Leader Role in Feedback Session (Added from One.Tel doc)

(
Team Leaders should be responsible for agreeing any corrective action and training plans with individual agents

(
Team Leaders should be responsible for overall team quality scores.  They should be provided with a weekly-consolidated quality report showing their team statistics.  Team Leaders should be targeted and measured on this.

(
Team Leaders should plan their coaching and side-by-side monitoring of agents based on the scores and feedback from the official quality report.

(
Team leaders should coach and complete side by side assessments with their team members and should provide instant feedback based on the quality check list/criteria.    Note: This feedback is an indication for the agent only.  

This scoring should not be included in the weekly official quality report/score.          The rationale for this is that team leaders should be:


          Able to focus on quality target themselves


(As a consequence they should not participate directly in the formal quality scoring process)

(
At the same time, each week team leaders should be provided with an overall team quality report (which does identify the individual quality scores) so that they can feedback team performance in the daily briefing.    This will be an opportunity to acknowledge excellent performance as well as pick up any ‘quality themes’ eg. One thing the team have struggled on this week has been XXXX – lets run through the key points on that process again . . . 
   In addition they should have visibility of the ‘volume quality check’ information (see below).

Escalation Matrix for Contact Monitoring

In case of a dispute in call result the following is the escalation plan suggested

For internal failures -: 

· First level of escalation – Team Leader

· Second level of escalation – Trainer 
    For external failures -: 

· First level of escalation – Team Leader

· Second level of escalation – Trainer

· Third level of escalation – Black Belt & One.Tel Process Specialist

Best Practices: Onesource to adopt Best Practices of One.Tel Call Quality Guideline.

Onesource currently has some of the Best Practices on Ensuring Call Quality & the Rewards n Recognition for the same.

1) Action Lab: A review session every week on a pre-decided day where the discussion will be on contact Quality performance. The review session will be lead by the head Ops & Following his/her team. The rule of this basic Review is to ensure Call Quality & improvement plan in place & in tandem with the improvement plan.

2) Pinnacle Nest: A decorated Cubicle where the week top performer on Quality will be seated & take calls.  An innovative idea to showcase the best performer to the process to the process & ultimately rewarding him with Six Sigma certificates & Gift Vouchers. The team leader will be getting 5 Bonus points in his/her appraisal.

3) Call of the Week: Each team leader should come out with the Best Calls of his/her team. The panel consists of Ops manager & QM to review the contested calls & vote the Best call & caller of the week & Caller’s team leader gets 5 Bonus points in his/her monthly appraisal. (Rule: If a team leader not coming out with the calls for the contest, there will be a deduction of 5 points in his/her monthly appraisal.) The Call will be measured on the basis of AHT Plus or minus 10secsof the calls, Quality, Compliance  & Process procedures.                                                                                                                          

4) Voice of the Week: The Call will be rewarded only on the Soft skill part of the call. The calls will be evaluated on the basis of Professionalism, Telephone etiquettes, Listening, Mannerism & Questioning & answering skills.

5) Call of Fame: The Individual who achieves the Highest Quality Monitoring Score for the month is awarded Rs/$ XXXamount.

6) Briefing & De- Briefing: The Individual Ops manager to start the day with a Briefing session on KPI’s performance, updates & review on previous day Quality scores. The Best Call & the agent to be rewarded/accolade for his/her performance on Quality. (Rule: Ops Manager should be present for the Briefing & De-briefing Session). The same applies at the end of the day.

7) Corrective Action Plan for Improvement on Contact Quality: 

Customer Account Level

Where errors are identified during the quality check process the Quality agents should be responsible for taking corrective action if it is customer/client impacting.  E.g. amending a tariff code which has been keyed incorrectly by an agent


Agent Level
For agents who are not performing at the expected quality level the corrective action should be:


(
End of week quality report shows quality issue


(
1 week Team Leader coaching, side-by-side support and feedback


(
End of week quality report shows continuing quality issue


(
1 further week Team Leader coaching, side-by-side support and feedback

Return to formal training.  However this needs to be defined and could take the format of a one to one training session, master class classroom training, self teach sessions, going back through induction.        

       Find the process map attached below.
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Appendix A: Service Observe (Quality Monitoring) Guidelines:

BRAND 

Greeting

Use of name

Manner

Mirror/Matching

Positive Language

Professionalism

Expectations

Positive Ending

KNOWLEDGE

Correct Diagnosis

Resolved Query

Correct Information

CUSTOMER RELATIONS

Call Control

Apology/Empathy

Diffuse angry/upset caller

Ownership

Objection Handling 

QUALITY

Effective Questioning

Hold/Transfer

Updating the Account

Summary/Reiterate

ID

RETENTION

Brand


GREETING

(Incorporating Wire line Question)

For you to promote a positive impression of OneTel to the customer, and to develop rapport with the customer right from the start of the call, it is essential you greet callers in a warm, professional manner.

Using the standard greeting is an efficient and polite way of getting the information that you want. You must use the customer’s name in the greeting.

The use of key words such as ‘For Identification’’ ‘ Please’ and ‘Thank You’ remind the customer of why you are asking questions and your appreciation for the customer in answering them.

SATISFACTORY [image: image2.wmf]
INBOUND: “Welcome to OneTel. My name is (your name). Can I start by taking your registered telephone number please?”

“Can I also take your name please?”

DPA INBOUND: “And finally your password?”

“Thank you Mr / Mrs (customer’s name). How can I help you?”

OUTBOUND: “Hello, my name (name) and I’m calling from One.Tel. May I speak with (cust name) please?”

DPA OUTBOUND: “For your own account security, could you start by confirming the first and last letters of your password please?”  - Whereabouts you ask this question, during the call, will vary on each campaign?

[image: image3.wmf] THIS IS A STANDARD GREETING THAT MUST BE USED ON EVERY CALL!

UNSATISFACTORY GREETING (inbound) [image: image4.wmf]
“Hi you’re through to OneTel. Can I take your telephone number?”

“And your name and password?”

UNSATISFACTORY GREETING (outbound) [image: image5.wmf] 


“ Hi, it’s (name) calling from OneTel, I need to discuss your OneTel account, is (cust name) there?”


“What is your password? … It’s a type of dog”  (First and last letters to be asked for)

IMPORTANT: Prompting the password will result in losing 50% of your marks

TRAINING[image: image6.wmf][image: image7.wmf]
Training for unsatisfactory greeting will be done with a Team Leader or Service Observer. If the same problem occurs again, you will be marked down in Service Observe and if necessary, further action can be taken.

The training checks should be carried out within a deadline of 2-3 days of the initial issue being raised by Service Observe, or 2 days before the next Service Observe.

TRAINING AIDES


Quality Team, where scripts can be found


Call Handling Skills packages from Quality team


Test from Team Leader


Script print outs located on each pod (group of desks)

KEY THINGS TO REMEMBER


the greeting is standard for every inbound/outbound call (as outlined).


Use the customer’s name during the greeting

USE OF NAME

The results of One.Tel’s Customer Satisfaction Survey told us that the majority of our customers prefer to be addressed by their title (‘Mr’ or ‘Mrs’ xxxxxx) as opposed to ‘Sir’ or ‘Madam.’

Using the customer’s name will help you to personalize the call and help remind the customer of some of One.Tel’s brand values (Fun and Friendly!)

To help you develop your ability to use the customer’s name naturally, throughout the call, we expect you to use the name twice in the main section of the call – excluding greeting and closing.

SATISFACTORY [image: image8.wmf]
You should aim to meet the following:


Using the customer’s name at least twice on the call, excluding during the greeting and when closing the call.

UNSATISFACTORY [image: image9.wmf]
You should not do any of the following:


Refer to the customer as ‘Sir’, ‘Madam’, or anything similar

KEY THINGS TO REMEMBER


Use the customer’s name on EVERY call you take


If the customer has a difficult name to pronounce, listen to how they say it when you ask them their name during the ‘Greeting’ section of the call

MANNER

In a competitive communications market, it is important that each time our customers contact us, that we remind them of exactly what it is that makes One.Tel special.

If you can remain Confident, Fun and Friendly (some of One.Tel’s brand values) during the calls that you take, then you will score full marks in this area.

SATISFACTORY [image: image10.wmf]

The use of a positive, friendly tone for the full duration of the call, even if the customer is irate.


Explaining issues fully and clearly. 


Displaying a willingness to help the customer

UNSATISFACTORY [image: image11.wmf]

Sounding uninterested or distant


Sounding tired or sleepy


Being short with the customer. A lack of interest in helping the customer

TRAINING[image: image12.wmf][image: image13.wmf]

Training documents, where scripts can be found


Call Handling Skills packages from Quality team


Test from Team Leaders

KEY THINGS TO REMEMBER


Treat every call as if it is the first call you have taken that day

MIRROR / MATCHING

The vast majority of the calls that you take, in terms of communicating with the customer, will be simple and easy for you to handle. 

Basically, you will understand what the customer is saying – and they will understand you.

However, some of our customers may need you to adapt your usual style when they call us, such as the elderly, hard of hearing, and those who do not speak English as a first language.

In these situations you will need to be responsive to the customer’s needs, adapting the pace, tone, and clarity of your voice, to help them understand

If you can do that, you will receive full marks in this section.

SATISFACTORY [image: image14.wmf]

being responsive to the customer’s needs, adapting pace, tone, and clarity of voice, where necessary

UNSATISFACTORY [image: image15.wmf]

Failure to follow the satisfactory procedure above, where necessary


ignoring a customer’s request to slow down, or repeat yourself

KEY THINGS TO REMEMBER


If you are speaking to the customer clearly, ensuring that they understand you, it should also help with your call ‘talk time,’ as it prevents you having to repeat yourself


your focus must always be the customer. If you are unsure whether the customer understands you, then ask them, as this could prevent a repeat call. Some customers will sometimes be too shy to tell you that they don’t understand.


If the caller cannot speak English, or requests somebody who can speak their language, You will need to transfer this call to customer services UK informing the customer that they will try to find someone who speaks their language.

POSITIVE LANGUAGE

Positive phrasing and language often have the following characteristics: it tells the customer what can be done; it suggests alternatives and choices and sounds helpful; and it stresses positive actions.

The use of positive language can turn a potentially negative situation around.

SATISFACTORY [image: image16.wmf]

“If you can send us…we can complete the process for you”


“Let me explain our perspective”


“Might I suggest that you…”


“One option open to you is….”


“I can help you if…”

UNSATISFACTORY [image: image17.wmf]

Use of words such as Can’t, Won’t, Unable to – tell the customer what you can do, not what you can’t.


Suggest blame 


Use of phrases such as “You claim that..” or “We failed to..”


Use of phrases such as “I can’t see how you don’t understand”

TRAINING[image: image18.wmf][image: image19.wmf]

Training for this issue will be with Team Leader and / or Service     Observer.

The training checks should be carried out within a deadline of 2-3 days of the initial issue being raised by Service Observe, or 2 days before the next Service Observe.

PROFESSIONALISM

To achieve a satisfactory mark in this section, it is essential that you demonstrate an excellent level of professionalism continuously through the call.

IMPORTANT!!! If you are adding a product or service to an account, and it is not the account holder on the phone, check they have the account holder’s permission. If you forget to ask, you will lose your marks for professionalism.

SATISFACTORY [image: image20.wmf]

Be polite and patient. 


Remember to keep your cool under pressure.


You should always be eager to help the customer.


Be focused on helping the customer, without rushing.

UNSATISFACTORY [image: image21.wmf]

Please don’t interrupt the customer – allow them to finish speaking.


Don’t raise your voice, or be abrupt or rude to the customer, no matter how you may be provoked.


Avoid chewing, drinking and yawning whilst on a call.


You shouldn’t sigh or kiss your teeth at a customer. 


You shouldn’t make a promise to the customer that you can’t keep.


Don’t use slang language or jargon that the customer might not understand.


Under no circumstances ‘Go Available’ if you are still finishing notes from your last call.


Please do not let the customer hear you speaking to people around you. If you must speak to someone, make sure the customer is ‘On Hold.’

TRAINING[image: image22.wmf][image: image23.wmf]

Call Handling Skills packages from the Quality team


Test from Team Leader


Ask Service Observe to let you listen to an example of a well handled call

KEY THINGS TO REMEMBER


Remain focused and be patient


Put yourself in the customer’s position. This will help you understand why they feel as they do.

EXPECTATIONS (inc VCSC)

The marks that you gain for expectations relate to information that you supply to the customer. You must always give the customer all the information they require.

For example: a Customer rings in and asks for our national daytime call rate.

SATISFACTORY [image: image24.wmf]
“You will be charged 2.5p per minute with a 3p connection fee.”

UNSATISFACTORY [image: image25.wmf]
“You will be charged 2.5p per minute.”

In addition – you must take the opportunity, where you can, to promote the IVR and VCSC. Examples of this would be where the customer calls in with a rate enquiry (“Do you know all our rates are listed at www.onetel.co.uk?”) 

or to make a payment (“Did you know that you can make payments on our automated service, without having to queue?”).

[image: image26.wmf]Keeping promises is one of OneTel’s core values – make sure you give correct information and timescales!

If you are adding a product to the account – advise the customer of the following, in order to be marked SATISFACTORY [image: image27.wmf] 

Total UK calls plan


£13.99 per month billed in advance (pro rated)

Leisure UK call plan


£4.99 per month billed in advance (pro-rated).


All off-peak calls will be free (6pm-8am and all weekend) excluding calls to mobile, non-geographical and international numbers.


Starts at 6pm if registered on a weekday, immediately if at the weekend.

Wireline


Correct access number and dialling procedure – even if changing cli’s and keeping same line provider.


24 hour expectation time


Essential to make a test call in 24 hours to ensure the service is active

PhonePal


Off-Peak local calls (6pm-8am and all weekend) will be 1p per minute (with 3p connection fee).


All other calls charged at normal rate.


Customer qualifies for Unlimited Call plan.


Not compatible with Lifeline, phones with alarm systems, emailer phones.


Essential to make a test call in 24 hours using code to ensure service is active


Can still access cheaper call rates by dialing relevant code followed by number until Phone Pal arrives.

OneTel Select


All calls will be routed through OneTel within 15 working days.


Customer can bypass by dialling 1280.


Works on all extensions in the home and can use memory / redial buttons.


Ask customer if they have Call Divert, Call Barring or an email telephone.


Essential to make a test call in 24 hours using code, to ensure service is active


Can still access cheaper call rates by dialling relevant code (1877 / 0800 957 1877) followed by number until OTS becomes active

UNSATISFACTORY [image: image28.wmf]

You will be marked down unless you mention every point relevant to the product added.


If a customer requests information on a product or service, it is your job to give the customer the information over the phone first. You should only send information to the customer if they make it clear they do not want to be told it.

TRAINING[image: image29.wmf][image: image30.wmf]

Speak to Team Leader or Service Observer for advice and coaching.


Test from Team Leader.


Call Handling Skills packages from the quality team.
TRAINING AIDES

See Lotus Notes: (docs will be forwarded to IV )


One Info / Call Centre Info / Expectation Times

This document has Expectation Times for everything to do with OneTel, from Phone Pals to Welcome Packs and Direct Debits. (make appropriate changes where IV expectation times are different)

KEY THINGS TO REMEMBER


Supply all information, every time. Do not assume the customer knows – ask them if you are unsure.


Be clear and concise.


If it has an Expectation Time (eg Setting up a Direct Debit) then give one.


If it doesn’t have an Expectation Time (Line Fault) then don’t give one!

VCSC

There are 8 main sections in the VCSC: 


Billing


Payments & Direct Debit


Update Your Account


Value Added Services 


View Your Welcome Pack


One.Tel Net Options


Log a Line or Service Fault


Revised One.Tel terms & conditions.

If the customer calls in with a query that could be dealt with by visiting the VCSC, then inform the customer that in future this could be resolved by visiting www.onetel.co.uk. 

Please take time to familiarise yourself with the Virtual Customer Service Centre, as it will save time when directing the customer to the correct section.

POSITIVE ENDING

You should always use the standard ending, using the customer’s name. This is a polite way to close the call, and doing so reinforces the brand name to the customer.

SATISFACTORY [image: image31.wmf]

“Thank you for choosing OneTel Mr/Mrs…..”


“Thank you for choosing OneTel Mr/Mrs …... Have a great day.”

UNSATISFACTORY [image: image32.wmf]

“Thank you for calling Mrs …...”


“Have a great day!”

KEY THINGS TO REMEMBER


Use the standard closing on every call.

Knowledge



APPROPRIATE SELLING

If a customer states that they want to use us for selected calls. (e.g they have stated that they will only need One.Tel for calls to their son in Israel) – it is down to you to offer them the product / service that suits them the best.

SATISFACTORY [image: image33.wmf]

 “You can use the One.Tel access number  Mr…… whenever you need to make a call to Israel” 

UNSATISFACTORY


Attempting to selling select to this customer, if they are not interested in the ‘All Calls’ option

CORRECT INFORMATION

This section of the criteria is obviously self-explanatory. Many of the complaints and escalated calls that One.Tel regularly receive are due to incorrect information being given.

Therefore it is imperative that the information we give to our customers is accurate and up to date. To that end, there are a number of sources you can use, such as Lotus Notes, Audix, SAL Line, your Service Observer, your Team Leader and www.onetel.co.uk, to make sure that every piece of information you give out is accurate

SATISFACTORY [image: image34.wmf]

Giving the customer correct information on every issue

UNSATISFACTORY [image: image35.wmf]

Giving the customer any incorrect information

KEY THINGS TO REMEMBER


Check information is correct before you give it.


If in doubt, ask!!

Customer Relations


CALL CONTROL

This section of the call is where you demonstrate that you are ‘in charge’ of the call, using the appropriate techniques to take the call in the direction you wish.

Using good call control helps you with the flow of the call, so in addition to answering the customer’s query, you deal with the call in a way that will help you maximize not only your Service Observe, but other areas such as your talk time and maybe even cross selling.

For example: A customer calls in to complain about non-connected calls and is quite irate


Let the customer finish speaking


Apologise to the customer and say to them “Let me tell you what I can do for you” – this should get the customer’s attention.


Once you have the customer’s attention, you are back in control of the call

SATISFACTORY [image: image36.wmf]

Identifying the opportunity to regain control of the call


Taking the opportunity in a polite and professional manner, regardless of the tone of the call

UNSATISFACTORY [image: image37.wmf]

Talking over the customer – this is unacceptable


Raising your voice to the customer – this is not acceptable, no matter what the provocation, and will result in the call being marked as 0%

KEY THINGS TO REMEMBER


Be polite, not pushy

APOLOGY / EMPATHY

The need to apologise, when necessary, is particularly important to OneTel because our customers have told us this is what they want.

Therefore, if you receive a call where the customer’s bill has not arrived on time; if the customer has non-connected calls; or even if they are complaining about the time in the queue, you will be expected to apologise.

We want you to show our customers that we care. You do this through apologising and empathising.

SATISFACTORY [image: image38.wmf]

“I apologise for…”


“I’m sorry about that….”


“I understand it is frustrating…”

UNSATISFACTORY [image: image39.wmf]

You will lose marks if you do not apologise to the customer, where necessary.

KEY THINGS TO REMEMBER


Always apologise.


Be sincere

Putting yourself in the customer’s position will help you decide whether an apology is suitable. If you are in any doubt – say ‘Sorry’ anyway!

DIFFUSE ANGRY / UPSET CALLER

One of the most important skills you will need on the phone is the ability to diffuse customers when they are upset, and turn around angry customers.

SATISFACTORY [image: image40.wmf]

Apologise to the customer – “I’m very sorry about the queue time.”


Empathise – “I understand how frustrating it can be.”


Be confident and sound helpful – “I apologise for the delay in getting this done. Let me assure you that I will resolve this for you.”


Always allow the customer to finish – if they have a problem, it is good to let them get it off their chest.


Ask questions – this says to the customer that you are interested.

UNSATISFACTORY [image: image41.wmf]

Don’t interrupt the customer when speaking – the customer will be more open to your comments once they have finished


Don’t become defensive.


Don’t raise your voice, even if the customer does.


Don’t offer to pass the customer to a Team Leader – try to deal with difficult customers yourself. If the customer asks to speak to a Team Leader – then pass them through.


Do not encourage the customer to write in. If however they insist on writing in, advise the customer to write to the contact team and not the MD team.  

[image: image42.wmf]If a customer says that they will be writing to Oftel, inform your team leader immediately. Your Team Leader will assist you in trying to deal with the customer’s issue. 

TRAINING[image: image43.wmf][image: image44.wmf]

Speak to Team Leader or Service Observer for advice and coaching.

TRAINING AIDES

See Lotus Notes: These will be forwarded to IV


One Info / Call Centre Info / Customer Services / Escalation Procedure


One Info / Call Centre Info / Customer Services / Tips to handle unbearable calls

KEY THINGS TO REMEMBER


Always apologise. 


Don’t take things personally – the customer is not upset with you.


Use the ‘Hold’ button if you need to compose yourself.


Stay confident and calm.


Don’t interrupt the customer.

OWNERSHIP

Example: Customer mentions that her Phone. Pal is not working.

SATISFACTORY [image: image45.wmf]
You apologise to the customer and offer to transfer them through to customer services UK.

UNSATISFACTORY [image: image46.wmf]
You advise the customer that you cannot help them with this query

OBJECTION HANDLING

Any deviation, from the recognised objection handling script, will result in the loss of the marks for this section.

You should be positive and regard objections as buying signals.  By raising a specific objection the customer is signalling that he would like to purchase if you would resolve the issue for him/her.

Objections can be comments or questions, they can be part of a conversation, or they can seem to be out of context (ie out of the blue or unexpected).

If they are out of context, the call centre agent should always check why the customer has raised them before attempting to deal with them.

For example: A customer who says they do not like using One.Tel because they do not like having to put an access code before every number they dial.

SATISFACTORY [image: image47.wmf]
 “I understand that Mr/Mrs…So if I could show you a way to have our service without using the access code, you would obviously be interested in that wouldn’t you?” 

Then sell Select, advising the customer of all necessary information (See Expectations)

UNSATISFACTORY [image: image48.wmf]
“The over-ride code is not reliable, it is an outdated way of accessing One.Tel. I’ll set up the Select service for you!” 

Never overcome an objection by speaking negatively about another of our products or our competitors. Focus on the positives of what you are trying to sell.

Quality

EFFECTIVE QUESTIONING

Are you asking the customer the appropriate questions (eg compatibility questions for CPS) to gauge which product to offer the customer?

SATISFACTORY [image: image49.wmf]

Asking the customer if they use memory / redial buttons


If the customer says they are thinking about disconnecting a product – ask them why.


Ask the customer to confirm spelling of addresses and names (if necessary).

UNSATISFACTORY [image: image50.wmf]

Guessing at what the customer wants – ask questions to make sure.


Attempting to enter data without asking the customer to confirm spelling, postcodes etc

HOLD/TRANSFER

You must follow a standard procedure when putting the customer on hold, or transferring to another team.

It must also be appropriate for you to put the customer on hold, such as if there is a delay in bringing the customer’s account up on One.Sys, or prior to transfer from IV.

SATISFACTORY [image: image51.wmf]

Request permission for putting customer on ‘Hold’ and wait for response.


Go back to the customer to thank them for their patience, if necessary


Tell them “Thank you for holding.”


If you are transferring a call – tell the customer where you are transferring them and why.

UNSATISFACTORY [image: image52.wmf]

Don’t leave the customer on ‘Hold’ for more than 2 minutes without going back to them.


Saying ‘Bear with me’ and putting customer on hold.


Saying ‘I’ll be just a minute’ and putting customer on hold.

KEY THINGS TO REMEMBER


Ask for customer’s permission to ‘Hold.’


Use ‘hold’ appropriately

ID / RETENTION

[image: image53.wmf]You will lose 50% of your final mark if you fail to correctly ID a customer.

OUTBOUND CALL-ACCOUNT HOLDER

Ask to speak to the account holder. Once you have confirmed you are speaking to them ask for the FIRST & LAST LETTER AND/OR DIGIT in their password. NEVER ASK FOR THEIR FULL PASSWORD. 

If the customer cannot verify their password please ask THREE of the following questions:-


Address and Postcode.


Date Of Birth.


How they usually pay their bills (CC, D/D, Cheque, etc).


The amount of their last bill (if applicable)


Their e-mail address if known on One.Sys.

NOTE: One of the questions asked must ALWAYS be about billing.

OUTBOUND CALL- NON-ACCOUNT HOLDER

If you make an outbound call, and the only available person you can speak to is a non-account holder, then no details about the account should be disclosed. 

You CANNOT prompt for Password. 

In most circumstances it is more appropriate to leave a message with the non-account holder that “XXXX called from OneTel and that the account holder should contact OneTel’s Customer Services on 0800 959 0700, regarding their account”.

UNSATISFACTORY [image: image54.wmf]

Any variation from the above will cost you 50% of your final mark.

TRAINING[image: image55.wmf][image: image56.wmf]

Speak to your Team Leader or Service Observer.

KEY THINGS TO REMEMBER


Don’t deviate from the ID guidelines. It is not worth losing 50% for!!


If you are adding a product / service to the account for a non-account holder, you must ask them if they have permission, from the account holder, to do so. If they do not have permission, do not add the product.
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Objective : Ensuring Quality during Training & Migration for Agents
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Quality Deployment for One.Tel

yes

yes
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6 Sigma Quality Deployment Plan for One.Tel

Objective : Ensuring Quality during Business as Usual



Technology

People

		Continuous Learning

& Transfer of Best practices

		Training

		Performance on KPI’s

		Competencies Acquired





Process

Learning/Innovation

		New Products

		Cross Training

		Energi (Kaizen)

		VA & NVA Activities



Expressed In #’s,

%’s, Yields,

Sigmas

		Effectiveness

		CTQs Or Defect Occurence

		Timeliness/Speed

		Reliability/Accuracy

		Convenience

		Treatment/Interaction

		Tangibles

		Failure Recovery

		Efficiency 



		Macros

		Digitization of Processes

		Automation Key process Steps

		Hot Spots (Short Cut Keys)

		System Up gradation











SIX SIGMA




 


ﬁl CICI onesource




ﬁl CICI onesource







_1128943459.ppt
ICICIOneSource: One-Tel  Project



Voice Files 

Randomly

 samples 

Via Recorded 

( Auto Quality)

Evaluated

 by CQMS

 Team

Evaluated

 by TL’s

& UK Team

Feedback 

Given to CSA

2/3 of Total Samples

1/3 of Total Samples

Record Maintained 

by CQMS Team/

Process Analyst

Maximized Usage of Existing Technology

Incoming Calls

 Handled by CSA

Super view  - Ensure Random Sampling

To ensure that a random and representative sample is reviewed for each associate during each month the Recorder System is utilized.  

		 Generate 2 to 3 voice files per associate each day.





Representative Sampling Methodology

Stratified Random Sampling (Population Approach):

 1) Stratify agents into Different groups / team leader wise

    Ex: TL 1, TL 2 , TL 3  & TL 4

 2) Randomly Select samples from each stratified group

    Ex: 3 from TL1, 3 from TL 2……

 3)The sample size for the stratified groups is in proportion 

    to the relative size of the group..

    Ex:  575 calls Per month for TL 1, 575 calls pm for TL 2 ,

    575 calls pm for  TL 3 , 575 calls pm for TL 4..

A technique to categorize sample size of the Agents of One-Tel based on their tenure in the Process. 

Ex: 0-3 months, 3-6 months, 6-9 months etc

Process sampling (Process Approach) :

1) Systematic Sampling: : Used in continuous process situation

	Ex: Every 1 hour of the process Hours,

2) Frequency of  Sampling is chosen,

        Ex: Every 1 hour a group of  3  to 6  calls will be monitored   or QC.

              Summarization :      Every day for every 10 to 20 minutes a  Handled calls will be sampled to check the call Quality by 2 to 3 CQA team.

THUMB RULE :

1) Higher the Volume Production the more frequent the sampling…

2) Larger the sample size greater the level of confidence…..

Sample Size  

Precision = 0.0204

P - 0.5  Sample Size - 2309

Sampling Plan - Random Sampling
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Gage is capable to identify CTQ Defects – The Overall Dev should be Less Than 10%



Report Out

Algorithm

Manual

Computer

P&Q

Software

Callibration in Scoring

Men

Machines

Materials

Methods

Measurements

Environment

MSA

Key Questions



How will you ensure the data being collected is accurate and unbiased?

What are the areas of possible bias or system errors?

Have I assessed the Reproducibility & Repeatability aspects of my data collection process?

Are data collectors properly trained?





Sample Size for p = 0.5, delta = 0.05, n = 385



Sample size for Gage study = 385 (observations) for overall rating sheet

1)The calibration Happens Every 2 weeks on a pre assigned date.

Between 2.00pm to 4.00pm until the team Dev on scoring is <10%

2)The Expert (client) will rate the call

3)The Ops Mgr, Training team & Voice coach

Should present in all the session

4)The team will Brainstorm on Deviation on scores

Given to each parameter.



MSA - Cause & Effect Diagram













Repeatability


												Op1									Op2									Op3									Op4									Op5									Op6									Op7									Op8									Op9									Op10									Op11


			Part Number			Call			Sub CTQ			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match


			1			1			1									y									y									y									y									n									y									y									y									y									y									y


			2			1			2									y									y									y									y									y									y									y									y									y									y									y


			3			1			3									y									y									y									y									y									y									y									y									y									y									y


			4			1			4									y									y									y									y									y									y									y									y									y									y									y


			5			1			5									y									y									y									y									y									y									y									y									y									y									y


			6			1			6									y									y									y									y									y									y									y									y									y									y									y


			7			1			7									y									y									y									y									y									y									y									y									y									y									y


			8			1			8									y									y									y									y									y									y									y									y									y									y									y


			9			1			9									y									y									y									y									y									y									y									y									y									y									y


			10			1			10									y									y									y									y									y									y									y									y									y									y									y


			11			1			11									y									y									y									y									y									y									y									y									y									y									y


			12			1			12									y									y									y									y									y									y									y									y									y									y									y


			13			1			13									y									y									y									y									y									y									y									y									y									y									y


			14			2			1									y									y									y									y									y									y									y									y									y									y									y


			15			2			2									y									y									y									y									y									y									y									y									y									y									y


			16			2			3									y									y									y									y									y									y									y									y									y									y									y


			17			2			4									y									y									y									y									y									y									y									y									y									y									y


			18			2			5									y									y									y									y									y									n									y									y									n									y									y


			19			2			6									y									y									y									y									y									y									y									y									y									y									y


			20			2			7									y									y									y									y									y									n									y									y									n									y									y


			21			2			8									y									y									y									y									y									y									y									y									y									y									y


			22			2			9									y									y									y									y									y									y									y									y									y									y									y


			23			2			10									y									y									y									y									y									y									y									y									y									y									y


			24			2			11									y									y									y									y									y									y									y									y									y									y									y


			25			2			12									y									y									y									y									y									y									y									y									y									y									y


			26			2			13									y									y									y									y									y									y									y									y									y									y									y


			27			3			1									y									y									y									y									y									y									y									y									y									y									y


			28			3			2									y									y									y									y									y									y									y									y									y									y									y


			29			3			3									y									y									y									y									y									y									y									y									y									y									y


			30			3			4									y									y									y									y									y									y									y									y									y									y									y


			31			3			5									y									y									y									y									y									y									y									y									y									y									y


			32			3			6									y									y									y									y									y									y									y									y									y									y									y


			33			3			7									y									y									y									y									y									y									y									y									y									y									y


			34			3			8									y									y									y									y									y									y									y									y									y									y									y


			35			3			9									y									y									y									y									y									y									y									y									y									y									y


			36			3			10									y									y									y									y									y									y									y									y									y									y									y


			37			3			11									y									y									y									y									y									y									y									y									y									y									y


			38			3			12									y									y									y									y									y									y									y									y									y									y									y


			39			3			13									y									y									y									y									y									y									y									y									y									y									y


			Repeatability


			Match			424


			Mis match			5


			Opportunity			429


			Repeatability


			98.83%








Reproducability


												Op1						Op2						Op3						Op4						Op5						Op6						Op7						Op8						Op9						Op10						Op11


			Part Number			Call			Sub CTQ			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			Match


			1			1			1																																																																					n


			2			1			2																																																																					Y


			3			1			3																																																																					Y


			4			1			4																																																																					Y


			5			1			5																																																																					Y


			6			1			6																																																																					Y


			7			1			7																																																																					Y


			8			1			8																																																																					Y


			9			1			9																																																																					Y


			10			1			10																																																																					Y


			11			1			11																																																																					Y


			12			1			12																																																																					Y


			13			1			13																																																																					Y


			14			2			1																																																																					Y


			15			2			2																																																																					Y


			16			2			3																																																																					Y


			17			2			4																																																																					Y


			18			2			5																																																																					N


			19			2			6																																																																					Y


			20			2			7																																																																					N


			21			2			8																																																																					Y


			22			2			9																																																																					Y


			23			2			10																																																																					Y


			24			2			11																																																																					Y


			25			2			12																																																																					Y


			26			2			13																																																																					Y


			27			3			1																																																																					Y


			28			3			2																																																																					Y


			29			3			3																																																																					Y


			30			3			4																																																																					Y


			31			3			5																																																																					Y


			32			3			6																																																																					Y


			33			3			7																																																																					Y


			34			3			8																																																																					Y


			35			3			9																																																																					Y


			36			3			10																																																																					Y


			34			3			11																																																																					Y


			35			3			12																																																																					Y


			36			3			13																																																																					Y


			Reproducibility


			Match			33


			Mis match			3


			Opportunity			36


			Reproducibility


			91.67%








Accuracy


												Op1						Op2						Op3						Op4						Op5						Op6						Op7						Op8						Op9						Op10						Op11


			Part Number			Call			Sub CTQ			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			Match


			1			1			1																																																																					1


			2			1			2																																																																					0


			3			1			3																																																																					0


			4			1			4																																																																					0


			5			1			5																																																																					0


			6			1			6																																																																					0


			7			1			7																																																																					0


			8			1			8																																																																					0


			9			1			9																																																																					0


			10			1			10																																																																					0


			11			1			11																																																																					0


			12			1			12																																																																					0


			13			1			13																																																																					0


			14			2			1																																																																					0


			15			2			2																																																																					0


			16			2			3																																																																					0


			17			2			4																																																																					0


			18			2			5																																																																					2


			19			2			6																																																																					0


			20			2			7																																																																					2


			21			2			8																																																																					0


			22			2			9																																																																					0


			23			2			10																																																																					0


			24			2			11																																																																					0


			25			2			12																																																																					0


			26			2			13																																																																					0


			27			3			1																																																																					0


			28			3			2																																																																					0


			29			3			3																																																																					0


			30			3			4																																																																					0


			31			3			5																																																																					0


			32			3			6																																																																					0


			33			3			7																																																																					0


			34			3			8																																																																					0


			35			3			9																																																																					0


			36			3			10																																																																					0


			37			3			11																																																																					0


			38			3			12																																																																					0


			39			3			13																																																																					0


			Accuracy


			Match			853


			Mis match			5						0.0058275058			0.5827505828


			Opportunity			858									99.4172494172


			Accuracy


			98.72%


																					429			858










Repeatability


												Op1									Op2									Op3									Op4									Op5									Op6									Op7									Op8									Op9									Op10									Op11


			Part Number			Call			Sub CTQ			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match


			1			1			1									y									y									y									y									n									y									y									y									y									y									y


			2			1			2									y									y									y									y									y									y									y									y									y									y									y


			3			1			3									y									y									y									y									y									y									y									y									y									y									y


			4			1			4									y									y									y									y									y									y									y									y									y									y									y


			5			1			5									y									y									y									y									y									y									y									y									y									y									y


			6			1			6									y									y									y									y									y									y									y									y									y									y									y


			7			1			7									y									y									y									y									y									y									y									y									y									y									y


			8			1			8									y									y									y									y									y									y									y									y									y									y									y


			9			1			9									y									y									y									y									y									y									y									y									y									y									y


			10			1			10									y									y									y									y									y									y									y									y									y									y									y


			11			1			11									y									y									y									y									y									y									y									y									y									y									y


			12			1			12									y									y									y									y									y									y									y									y									y									y									y


			13			1			13									y									y									y									y									y									y									y									y									y									y									y


			14			2			1									y									y									y									y									y									y									y									y									y									y									y


			15			2			2									y									y									y									y									y									y									y									y									y									y									y


			16			2			3									y									y									y									y									y									y									y									y									y									y									y


			17			2			4									y									y									y									y									y									y									y									y									y									y									y


			18			2			5									y									y									y									y									y									n									y									y									n									y									y


			19			2			6									y									y									y									y									y									y									y									y									y									y									y


			20			2			7									y									y									y									y									y									n									y									y									n									y									y


			21			2			8									y									y									y									y									y									y									y									y									y									y									y


			22			2			9									y									y									y									y									y									y									y									y									y									y									y


			23			2			10									y									y									y									y									y									y									y									y									y									y									y


			24			2			11									y									y									y									y									y									y									y									y									y									y									y


			25			2			12									y									y									y									y									y									y									y									y									y									y									y


			26			2			13									y									y									y									y									y									y									y									y									y									y									y


			27			3			1									y									y									y									y									y									y									y									y									y									y									y


			28			3			2									y									y									y									y									y									y									y									y									y									y									y


			29			3			3									y									y									y									y									y									y									y									y									y									y									y


			30			3			4									y									y									y									y									y									y									y									y									y									y									y


			31			3			5									y									y									y									y									y									y									y									y									y									y									y


			32			3			6									y									y									y									y									y									y									y									y									y									y									y


			33			3			7									y									y									y									y									y									y									y									y									y									y									y


			34			3			8									y									y									y									y									y									y									y									y									y									y									y


			35			3			9									y									y									y									y									y									y									y									y									y									y									y


			36			3			10									y									y									y									y									y									y									y									y									y									y									y


			37			3			11									y									y									y									y									y									y									y									y									y									y									y


			38			3			12									y									y									y									y									y									y									y									y									y									y									y


			39			3			13									y									y									y									y									y									y									y									y									y									y									y


			Repeatability


			Match			424


			Mis match			5


			Opportunity			429


			Repeatability


			98.83%








Reproducability


												Op1						Op2						Op3						Op4						Op5						Op6						Op7						Op8						Op9						Op10						Op11


			Part Number			Call			Sub CTQ			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			Match


			1			1			1																																																																					n


			2			1			2																																																																					Y


			3			1			3																																																																					Y


			4			1			4																																																																					Y


			5			1			5																																																																					Y


			6			1			6																																																																					Y


			7			1			7																																																																					Y


			8			1			8																																																																					Y


			9			1			9																																																																					Y


			10			1			10																																																																					Y


			11			1			11																																																																					Y


			12			1			12																																																																					Y


			13			1			13																																																																					Y


			14			2			1																																																																					Y


			15			2			2																																																																					Y


			16			2			3																																																																					Y


			17			2			4																																																																					Y


			18			2			5																																																																					N


			19			2			6																																																																					Y


			20			2			7																																																																					N


			21			2			8																																																																					Y


			22			2			9																																																																					Y


			23			2			10																																																																					Y


			24			2			11																																																																					Y


			25			2			12																																																																					Y


			26			2			13																																																																					Y


			27			3			1																																																																					Y


			28			3			2																																																																					Y


			29			3			3																																																																					Y


			30			3			4																																																																					Y


			31			3			5																																																																					Y


			32			3			6																																																																					Y


			33			3			7																																																																					Y


			34			3			8																																																																					Y


			35			3			9																																																																					Y


			36			3			10																																																																					Y


			34			3			11																																																																					Y


			35			3			12																																																																					Y


			36			3			13																																																																					Y


			Reproducibility


			Match			36


			Mis match			3


			Opportunity			39


			Reproducibility


			92.30%








Accuracy


												Op1						Op2						Op3						Op4						Op5						Op6						Op7						Op8						Op9						Op10						Op11


			Part Number			Call			Sub CTQ			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			Match


			1			1			1																																																																					1


			2			1			2																																																																					0


			3			1			3																																																																					0


			4			1			4																																																																					0


			5			1			5																																																																					0


			6			1			6																																																																					0


			7			1			7																																																																					0


			8			1			8																																																																					0


			9			1			9																																																																					0


			10			1			10																																																																					0


			11			1			11																																																																					0


			12			1			12																																																																					0


			13			1			13																																																																					0


			14			2			1																																																																					0


			15			2			2																																																																					0


			16			2			3																																																																					0


			17			2			4																																																																					0


			18			2			5																																																																					2


			19			2			6																																																																					0


			20			2			7																																																																					2


			21			2			8																																																																					0


			22			2			9																																																																					0


			23			2			10																																																																					0


			24			2			11																																																																					0


			25			2			12																																																																					0


			26			2			13																																																																					0


			27			3			1																																																																					0


			28			3			2																																																																					0


			29			3			3																																																																					0


			30			3			4																																																																					0


			31			3			5																																																																					0


			32			3			6																																																																					0


			33			3			7																																																																					0


			34			3			8																																																																					0


			35			3			9																																																																					0


			36			3			10																																																																					0


			37			3			11																																																																					0


			38			3			12																																																																					0


			39			3			13																																																																					0


			Accuracy


			Match			853


			Mis match			5						0.0058275058			0.5827505828


			Opportunity			858									99.4172494172


			Accuracy


			98.72%


																					429			858










Repeatability


												Op1									Op2									Op3									Op4									Op5									Op6									Op7									Op8									Op9									Op10									Op11


			Part Number			Call			Sub CTQ			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match			T1			T2			Match


			1			1			1									y									y									y									y									n									y									y									y									y									y									y


			2			1			2									y									y									y									y									y									y									y									y									y									y									y


			3			1			3									y									y									y									y									y									y									y									y									y									y									y


			4			1			4									y									y									y									y									y									y									y									y									y									y									y


			5			1			5									y									y									y									y									y									y									y									y									y									y									y


			6			1			6									y									y									y									y									y									y									y									y									y									y									y


			7			1			7									y									y									y									y									y									y									y									y									y									y									y


			8			1			8									y									y									y									y									y									y									y									y									y									y									y


			9			1			9									y									y									y									y									y									y									y									y									y									y									y


			10			1			10									y									y									y									y									y									y									y									y									y									y									y


			11			1			11									y									y									y									y									y									y									y									y									y									y									y


			12			1			12									y									y									y									y									y									y									y									y									y									y									y


			13			1			13									y									y									y									y									y									y									y									y									y									y									y


			14			2			1									y									y									y									y									y									y									y									y									y									y									y


			15			2			2									y									y									y									y									y									y									y									y									y									y									y


			16			2			3									y									y									y									y									y									y									y									y									y									y									y


			17			2			4									y									y									y									y									y									y									y									y									y									y									y


			18			2			5									y									y									y									y									y									n									y									y									n									y									y


			19			2			6									y									y									y									y									y									y									y									y									y									y									y


			20			2			7									y									y									y									y									y									n									y									y									n									y									y


			21			2			8									y									y									y									y									y									y									y									y									y									y									y


			22			2			9									y									y									y									y									y									y									y									y									y									y									y


			23			2			10									y									y									y									y									y									y									y									y									y									y									y


			24			2			11									y									y									y									y									y									y									y									y									y									y									y


			25			2			12									y									y									y									y									y									y									y									y									y									y									y


			26			2			13									y									y									y									y									y									y									y									y									y									y									y


			27			3			1									y									y									y									y									y									y									y									y									y									y									y


			28			3			2									y									y									y									y									y									y									y									y									y									y									y


			29			3			3									y									y									y									y									y									y									y									y									y									y									y


			30			3			4									y									y									y									y									y									y									y									y									y									y									y


			31			3			5									y									y									y									y									y									y									y									y									y									y									y


			32			3			6									y									y									y									y									y									y									y									y									y									y									y


			33			3			7									y									y									y									y									y									y									y									y									y									y									y


			34			3			8									y									y									y									y									y									y									y									y									y									y									y


			35			3			9									y									y									y									y									y									y									y									y									y									y									y


			36			3			10									y									y									y									y									y									y									y									y									y									y									y


			37			3			11									y									y									y									y									y									y									y									y									y									y									y


			38			3			12									y									y									y									y									y									y									y									y									y									y									y


			39			3			13									y									y									y									y									y									y									y									y									y									y									y


			Repeatability


			Match			424


			Mis match			5


			Opportunity			429


			Repeatability


			98.83%








Reproducability


												Op1						Op2						Op3						Op4						Op5						Op6						Op7						Op8						Op9						Op10						Op11


			Part Number			Call			Sub CTQ			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			Match


			1			1			1																																																																					n


			2			1			2																																																																					Y


			3			1			3																																																																					Y


			4			1			4																																																																					Y


			5			1			5																																																																					Y


			6			1			6																																																																					Y


			7			1			7																																																																					Y


			8			1			8																																																																					Y


			9			1			9																																																																					Y


			10			1			10																																																																					Y


			11			1			11																																																																					Y


			12			1			12																																																																					Y


			13			1			13																																																																					Y


			14			2			1																																																																					Y


			15			2			2																																																																					Y


			16			2			3																																																																					Y


			17			2			4																																																																					Y


			18			2			5																																																																					N


			19			2			6																																																																					Y


			20			2			7																																																																					N


			21			2			8																																																																					Y


			22			2			9																																																																					Y


			23			2			10																																																																					Y


			24			2			11																																																																					Y


			25			2			12																																																																					Y


			26			2			13																																																																					Y


			27			3			1																																																																					Y


			28			3			2																																																																					Y


			29			3			3																																																																					Y


			30			3			4																																																																					Y


			31			3			5																																																																					Y


			32			3			6																																																																					Y


			33			3			7																																																																					Y


			34			3			8																																																																					Y


			35			3			9																																																																					Y


			36			3			10																																																																					Y


			34			3			11																																																																					Y


			35			3			12																																																																					Y


			36			3			13																																																																					Y


			Reproducibility


			Match			33


			Mis match			3


			Opportunity			36


			Reproducibility


			91.67%








Accuracy


												Op1						Op2						Op3						Op4						Op5						Op6						Op7						Op8						Op9						Op10						Op11


			Part Number			Call			Sub CTQ			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			T1			T2			Match


			1			1			1																																																																					1


			2			1			2																																																																					0


			3			1			3																																																																					0


			4			1			4																																																																					0


			5			1			5																																																																					0


			6			1			6																																																																					0


			7			1			7																																																																					0


			8			1			8																																																																					0


			9			1			9																																																																					0


			10			1			10																																																																					0


			11			1			11																																																																					0


			12			1			12																																																																					0


			13			1			13																																																																					0


			14			2			1																																																																					0


			15			2			2																																																																					0


			16			2			3																																																																					0


			17			2			4																																																																					0


			18			2			5																																																																					2


			19			2			6																																																																					0


			20			2			7																																																																					2


			21			2			8																																																																					0


			22			2			9																																																																					0


			23			2			10																																																																					0


			24			2			11																																																																					0


			25			2			12																																																																					0


			26			2			13																																																																					0


			27			3			1																																																																					0


			28			3			2																																																																					0


			29			3			3																																																																					0


			30			3			4																																																																					0


			31			3			5																																																																					0


			32			3			6																																																																					0


			33			3			7																																																																					0


			34			3			8																																																																					0


			35			3			9																																																																					0


			36			3			10																																																																					0


			37			3			11																																																																					0


			38			3			12																																																																					0


			39			3			13																																																																					0


			Accuracy


			Match			853


			Mis match			5						0.0058275058			0.5827505828


			Opportunity			858									99.4172494172


			Accuracy


			98.72%


																					429			858














Yes Regular callibration session takes place


Yes


The selectors may response well once. To 


remove this bias the study was carried out for 


Three times with same operator. Study 


enclosed


Match 424


Mis match 5


Opportunity 429


Repeatability


Repeatability  


98.83%


Match 36


Mis match 3


Opportunity 39


Reproducibility


92.30%


Reproducibility


Match 853


Mis match 5


Opportunity 858


Accuracy


Accuracy


98.72%


The call's being scored is given to all the CQA 


and CQA specialist (Client side).


UNKNOWN-0.unknown






