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Mobile Customer Services Quality Monitoring Criteria

Actions

In order to achieve the score for each action and behavior; you will need to conform to the guidelines 100%.  The only possible scores are full score or zero. 

Greeting/ID procedure 2

· Did you introduce the call by using the standard greeting outlined in the guidelines? 

-50% of the call score if you fail to ID the customer correctly

Use of name 2
· Did you use the customer’s name (title and surname) naturally throughout the call, and not refer to them as ‘Sir’ or ‘Madam’? 

Correct Diagnosis 3

· Did you diagnose/identify the customer’s query/issue correctly?

· Did you take the necessary action to resolve the query/issue?

Resolve Query 4
· Was the purpose of the call achieved? if the call issue could have been resolved at first contact, was it? 
· Did you identify and remove the root cause (where applicable) to ensure that it doesn’t happen again?
Correct Information 4
· Was the information that you provided the customer accurate?

· Did you tell the customer everything they need to know?

Updating the Account 4
· Did you use the correct notes; do the notes you left cover every query/issue raised on the call?

· Did you update account details where necessary?

· Did you update the account inline with the customers query?

· Did you address every relevant hot message or pop-up box?

Hold/Transfer 2
· Did you follow the correct procedure when putting the customer on hold, or transferring a call, as outlined in the guidelines

Expectations 3
· Did you supply the customer with correct expectations? Do they know what to expect?
Summary/Reiterate 3
· Did you confirm your actions with the customer throughout the call, or summarise your actions at the end of the call, thereby reducing the possibility of a repeat call?

· Is the customer clear on what the outcome of the call is, or what the next steps are?

Positive Ending 1
· Did you close the call correctly, using the standard procedure outlined in the guidelines?

Behaviors

Listening 5 
· Did you listen to the customer and act based the information provided to you? 

· Did you wait for them to finish speaking before you answered? 

· Did you let the customer speak without interrupting?

· Did you listen and then communicate to the customer that you understood their needs and situation?

· Did you understand the underlying issue – if applicable?

Manner 4

· Was your manner confident, fun, and friendly?

· Was your tone appropriate?

· Were you sincere?

· Did you show empathy where necessary?

Voice Matching 4

· Were you responsive to the customer’s needs, adapting your tone, pace and clarity, where necessary?

· Did you establish a rapport with the customer?

Positive Language 2

· Did you use positive language and phrasing, when necessary, to assist in turning a negative situation around?


· 
Effective Questioning 4
· Did you follow the correct line of questioning for that type of query? This could be either to help troubleshooting diagnosis (“Do you use memory or redial buttons when dialing out?”) or to clear up any outstanding issues on their account (“As you are moving home, could you provide me with a forwarding address?”).
· 

· 
Ownership 5

· Did you take ownership of the customers issue, previous and current?

· If you made the customer a promise, did you keep it? – i.e. if you said you were adding a service to the customer’s account – did you do it?



· 
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