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Mobile Customer Service Quality Monitoring Guidelines

These Quality Monitoring guidelines have been prepared to help you understand what is expected of you on every call. By following these guidelines you will be able to create a successful customer contact. 

You will be marked on Actions and Behaviors. Actions cover the things you need to complete through each section of the call, and behaviors outline the way in which you are expected to deal with customers. In order to achieve the score for each action and behavior, you will have to conform to the guidelines 100%, as there is no middle ground. You can only achieve full score or zero for each section. Failure to follow the ID procedure will result in a loss of 50% of the total score for that call:

Actions 
Greeting/ID Procedure
Use of name

Resolve Query

Correct Information

Updating the Account

Hold/Transfer

Expectations

Summary/Reiterate

Positive Ending

Behaviors 
Listening

Manner

Voice Matching

Positive Language

Effective Questioning

Ownership

Actions

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

In order to create a positive impression and develop a rapport with the customer from the beginning of the call, it is essential that you greet the customer in a warm and professional manner. 

Smile when you answer the phone, the customers will be able to hear the smile in your voice.

It is essential that all customers are identified correctly. The DPA training you have had explains the legal obligations that we as a company, and you as an individual are under to ensure that the ID procedure is followed. 

The standard OneTel greeting (Inbound):

1. “Welcome to OneTel, you’re speaking to (your name), can I take your registered telephone number please?”

At this point, customer should give you their telephone number or account number, to which your response will be:

2. “Could you give me the name and password on the account?”

Customer should give you name and password on account – follow usual ID procedure (listed below) to which:

3. “Thank you Mr/Mrs/Miss/etc xxxxxxxx, how can I help you today?”
(Registered number is the number the landline or mobile number that is registered on their OneTel account)

The standard OneTel greeting (Outbound)

1. “Hello, this is (your name), calling from OneTel Mobile Customer Services, can I speak to Mr/Mrs/Miss xxxxx please?”

At this point, you will be told if you are speaking to the account holder, in which case you will say:

2. “Could you give me the first and last letter/digit of your password on the account?”

3. “Thank you Mr/Mrs/Miss/etc xxxxx, the reason I am calling is ……….”

Should the account holder be unable to give you the password information – follow usual ID procedure (listed below):

ID Procedure

Inbound Call: Account Holder 

To access the account, the account holder will provide you with their FULL NAME - First name and surname e.g. Michael Smith, but if the customer says Mike Smith that is ok too. 

PLEASE MAKE SURE THAT IT MATCHES NAME ON THE ACCOUNT -TELEPHONE NUMBER & PASSWORD. There are select prompts may be given to the account holder if they have forgotten their password.

The selected prompts that should be used are as follows: -

· First or last letter of Password

· Password is a series of numbers

· Password is a series of letters and numbers

Do not use the following prompts: -

· ‘It may be your mothers maiden name’ 

· ‘It’s an animal/country’ etc.

If the account holder can still not verify their password please identify them by asking THREE of the following questions: -

· Address and Postcode.

· Date Of Birth.

· How they usually pay their bills (CC, DD, Cheque, etc).*

· The amount of their last bill.*

· Their e-mail address if known on OneSys.

· Their mobile number if it is a One.Tel fixed line account.

· Their fixed line number if it is a One.Tel mobile account.

· Name other products and services that they have with us under the account number if any.

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

After asking the three verification questions, if you are still in doubt as to whether you can proceed with the call please refer to your team leader.

If the call has failed to answer the verification questions, you are not able to proceed with the call e.g. “Mr Smith you have been unable to satisfy our security check, I am unable to proceed with this call”. If the caller wishes to escalate the matter, you would then follow normal escalation procedure – the team leader would then reiterate what you had already told them. 

Inbound Call – Non Account Holder

To access the account, non-account holders need to provide you with the ACCOUNT HOLDERS FULL NAME, TELEPHONE NUMBER & PASSWORD. 

If the non-account holder gives you all the above information, then you can provide information to them on the account.  

HOWEVER you cannot add any products/services to the account that will require credit vetting of the account holder (e.g. Mobile or Broadband).

If they do not have ALL the above details NO information can be given about the account. You CANNOT PROMPT a non-account holder or ask for any additional information.

You can deal with general enquiries, without ID’ing the non-account holder, as long as no specific information is given regarding the account.

Examples of the type of enquiries you can deal with are: 

· Log a fault

· Take a payment (however you cannot advise balance outstanding)

· Dialing procedure

· General enquiries

DO NOT in any circumstances discuss account specific information with the non-account holder.  If in doubt about whether or not you are able to discuss a topic with a non account holder - do not disclose.  

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, DD, Cheque, etc).*

· The amount of their last bill.*

· Their e-mail address if known on OneSys.

· Their mobile number if it is a One.Tel fixed line account.

· Their fixed line number if it is a One.Tel mobile account.
· Ask them to name other products and services that they have with us under the account number if there are any products.

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 person available is a non-account holder, then you cannot disclose any information related to the account, nor the reason for calling. 
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, could you ask Mr/Mrs/Miss xxxxx to contact OneTel Mobile Customer Services on 0800 957 0700 regarding their account”.
Payments

When processing a card payment with a 3rd party’s details (which are not the account holder or caller’s details), please ensure that you ask the caller that they have authorisation from the 3rd party to use the card, using words such as:

“Do you have permission to use this card/account?”
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KEY THINGS TO REMEMBER

· We are breaking the law if we don’t stick to the Identification procedure.

· If you are adding a product / service (except mobile and broadband) to the account for a non-account holder, you must ask them if they have permission, from the account holder, to do so. If it sounds as though they do not have permission, don’t add the product.

Use of name 2

· Did you use the customer’s name naturally throughout the call, and not refer to them as ‘Sir’ or ‘Madam’? 

Results from our Customer Satisfaction Survey show that our customers prefer to be addressed by their title and surname as opposed to “sir/madam”. Using the customer’s name personalises the service and makes them feel valued.

You may use the customer’s first name if that is how they have specifically asked to be addressed.

Use of the customers name is essential in the greeting, closing and if the customer has been on hold. You may use the customers name at any other point within the conversation that feels natural. It is just as important though, that their name is not overused – see example below.  

E.g. “Thank you Mrs Jones, how can I help you today? Ok Mrs Jones, I will cancel your direct debit. Yes Mrs Jones, I will resend your latest bill. Just to summarise Mrs Jones, the direct debit on your account has been cancelled, and your bill reprint will arrive in the next 3 –5 working days. Is there anything else I can help you with Mrs Jones? Thank you for calling OneTel Mrs Jones.”

If the customer has a difficult name to pronounce, listen to how they say it during the greeting section. After which you would repeat it back to them by saying “How can I help you Mrs Hyrytchshyn?”

If after your initial attempt - the name is too difficult to pronounce then you don’t have to use it, as pronouncing it incorrectly can be irritating to the customer. 
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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
Correct Diagnosis 3

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

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

The marks for Correct Diagnosis are given based on whether you correctly identified what the customer’s query/issue was about, and followed through with the necessary action in order to resolve it. 

E.g. Mr Smith says he is unable to make calls on his mobile – did you check if he is able to receive calls? Is his account active? How is the customer dialing? Is he using correct national or international code? Does he have any call barring?   

Troubleshooting on products should be in-depth, all questions asked, all procedures followed, without missing out any steps. 

Mobile Troubleshooting guidelines can be found in both OneSys and Lotus Notes. 

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?

Resolve query is about getting it right the first time. We aim to resolve the customer’s query/issue on the first call to reduce customers calling us repeatedly. We are a professional company that prides itself on excellent customer service.   

By doing this, we increase customer satisfaction, and reduce customer frustration. Needless to say, it costs OneTel less if we can solve the query/issue on one call instead of two or three. 

Root cause is the reason for the current situation.  Finding the root cause and taking the necessary steps to fix it or ensure the same thing won’t happen again is very important. It would be pointless to resolve the query/issue but not remove the cause of it, only for it to reoccur next month. By which time you will probably have a frustrated and annoyed customer on the phone.  

If you are unable to resolve the query, then you need to set the customers expectations. Perhaps the request they have can’t be fulfilled, this needs to be explained clearly. 

E.g. Miss Johnston wants to change her billing cycle, as she is only paid on the 25th of each month. We are unable to change this for her; you would need to explain this to the customer. Setting expectations so she is aware of the reasons why the change can’t be made, but also to ensure that she doesn’t call back to ask the same question again, thinking that maybe someone else can do it for her.
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KEY THINGS TO REMEMBER

· Make the call a ‘One Call Solution’

· Address and resolve ALL issues raised by the customer

· Address and resolve the root cause of any issues 

· Where unable to fulfill a customers request, need to set expectations.

Correct Information  4

· Was the information that you provided to the customer accurate?

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

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, your Service Observer, your Team Leader, the Knowledge base and www.onetel.co.uk, to make sure that every piece of information you give out is accurate.

This includes advising customers of the possible outcomes or next steps. Customers call us because they need answers or help in using our products, the purpose of you answering the calls is to give them the information/answers they require. 

By supplying the correct information the first time, the customer will be able to use our products and services successfully. 

The best phone manner in the world is useless if the information supplied is incorrect or if information is omitted.

We don’t expect you to know or remember everything, but you do have access to this information. It is ok to check information. Don’t be afraid to say to the customer “Let me check that for you” or “Let me confirm that for you”. It is likely that you will use the hold procedure at this point. 

The top reason for escalated issues is wrong information given. By giving incorrect information or omitting to give information we have failed to resolve the initial query, but this may have further reaching implications or results. 

E.g. Mr Hall registered for the mobile override on his Orange phone. The agent told him about our rates, but omitted to tell him that he would be charged by orange for the initial call to the override for the duration of the call, as well as the charge by OneTel to the destination. When he received his Orange bill he called us to be told that this was normal, however he was quite annoyed that he wasn’t told this in the first instance, and has since escalated the issue to the MD team. 

E.g. Mrs Shaw wanted to use her OneTel mobile abroad, but was not told of the roaming charges, namely that there would be a network charge for texts as well as the usual OneTel charge – issue escalated to team leaders. 

If the agent had told them the correct information to start with, this situation would have been avoided.
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KEY THINGS TO REMEMBER

· Tell the customer everything they need to know.

· Check information is correct before you give it.

· Try and think ahead for possible outcomes and inform the customer of these.

· If in doubt, ask.
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?

Leaving fully detailed notes where necessary – especially where you have dealt with more than one query/issue. There are two reasons we leave notes on a customers account. The first is to provide a comprehensive history, so we are able to deal with the customers query and secondly to report to the business on the reasons our customers call us. You are able to type your own title in, but the note will appear on the daily report as the first Category and Topic you selected, so it is important that you choose the correct note. If you can’t find a note that describes the query exactly, use the closest possible note. E.g. customer has a query about what format they would use to store numbers on mobile phone, use the nearest mobile troubleshooting note, don’t use a Phone Pal note. Refer to notes training. 
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Under the Data Protection Act, customers have a right to access the information we hold on them. Please remember this each time you make a note, and ensure that you would be happy for the customer to see what you have written. Notes and hot messages are not the place to express your personal opinions. Keep them factual, brief and to the point. 

Updating the details – means adding in a password where there was none, amending the date of birth on broadband accounts (where it appears as 01/01/1850), deleting irrelevant hot messages.

Addressing hot messages and pop up boxes – did you ask the customer for payment if the account was overdue? Did you ask for new credit card details if they have expired? For accounts without Select, did you address the phone pal pop up box? 

E.g. “Mr Simpson, your account is overdue for £xxx (full amount of overdue bill + latest bill), would you like to make a payment by credit or debit card?”

E.g. “Mr Simpson, your credit card details have expired. Would you like to update these?”

E.g. “Mr Simpson, we don’t appear to have your date of birth, can you tell me what it is so I can update the account?”
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KEY THINGS TO REMEMBER

· Always leave a note – with enough detail. 

· Be factual – the note is to explain what the query was, what happened – not your personal opinion or comments that can be construed as derogatory. 

· If you have done something in Lotus Notes – leave a note in OneSys indicating what it was that was done e.g. payment search logged 

· Ensure you have taken down the customers forwarding address if the account has been disconnected.

Hold/Transfer 2

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

THE HOLD PROCEDURE:

· Only put a customer on hold if absolutely necessary e.g. when doing a test call, or when you need to seek advice from a team leader etc

· Ask the customer if you can put them on hold and wait for a response before doing so e.g. “Do you mind holding while I check that for you?”

· Update the customer after two minutes (unless you already explained how long they would be on hold for – but its not often you will actually know this)

· When returning to the customer - say “Thank you for holding Mr/Mrs/Miss xxxxxxx”

THE TRANSFER PROCEDURE:

In OneTel we prefer that all transfers are “warm transfers”. This means you will speak to the person the call is being transferred to, and explain the reason and situation before you put the call through.  Cold transfers or calls dropped through are not acceptable.

If you have spoken to the customer, you must announce the call in order to explain the customer’s situation to the next agent. This saves the customer having to start their query all over again, which can prove quite frustrating. It also prepares the next agent for the type of query they will be dealing with, and ensures that they are able to deal with it in a professional manner, instead of being caught by surprise. E.g. Would you like it if someone dropped an irate customer through to your phone? 

· Explain to the customer who they are being transferred to and why

· When you get through to the relevant person, explain the reason for the transfer, confirm whether the customer has been identified, and give all necessary details e.g. account number. 

· If the transfer takes more than 2 minutes, you need to update the customer

If the call is being transferred to you: 

It is your responsibility to check that the customer has been identified before you take the call, please confirm with the person transferring the call.  

“Did you ID the customer?”

If you forget to confirm that the customer has been identified, you must then go through the full ID procedure.

Mute

Mute is a function you will use infrequently. You may use it when you need to quickly check something with the people/person around you, but don’t want to go to the lengths of putting the customer or conversation on hold. It is only to be used when you need to check something with someone very quickly. 

E.g. You are entering information into OneSys when you get a white screen with a webspeed error. You would put the customer on mute and ask the people around you if they are getting the same error “I am getting webspeeds, is there a problem with OneSys at the moment?” 

Don’t use mute instead of hold, when you have asked a customer to hold. Be very careful when using mute, there have been instances of agents thinking the customer was on mute and they weren’t.
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KEY THINGS TO REMEMBER

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

· Use ‘hold’ and ‘mute’ appropriately.

· Update the customer if they are on hold or transfer for more than two minutes.

· Announce the call before you transfer it. 

· Confirm that customer has been identified.

Expectations 3

· Did you supply the customer with correct expectations? Do they know what to expect?

Setting expectations is key in maintaining customer satisfaction. Expectation is what/how you tell the customer to expect our products and services. 

Expectations apply to almost everything that you do:

· When creating a service you supply an expectation time for it to be active. 

· When adding a call plan you supply the expectation of what calls will be charged for. 

· When adding any plans you advise of prorata and advance charges, so when the bill arrives the customer expects these charges. 

· When changing details you advise of the expectation time for them to take effect and the resulting changes 

· When logging a credit request, you advise of the expectation time, and the fact that the credit must still go for approval by the credits team (i.e. it is not approved at this point)

· In instances where the customers request can’t be fulfilled, need to set expectations.

E.g. If you tell a customer they will receive an item within five working days, and they receive it within three, they will think “that’s good, it got here much quicker than it should have” - you have exceeded their expectations. If, however, you told them it would take five working days and they only received after seven, they will feel as though they have been let down - as it has taken longer than they told to expect it. 

The other aspect of expectations is telling the customer all they need to know about certain products so they will not be disappointed or surprised by something that we omitted to tell them. The feelings they may have when they discover that what they were told is not true, or the service provided doesn’t live up to the expectation they had - may be anger, frustration, feeling of being cheated, and annoyance. These feelings don’t make for a good customer relationship and in order to avoid disappointing our customers we need to set the correct expectations. 

If you are adding a product to the account – advise the customer of the following:

GSM Tariffs

· Line Rental from £4.99

· Max of 5 mobiles per account (not available to businesses)

· Keep your existing phone or buy a new one from £34.99

· Free itemized billing

· Next day delivery by courier (except Saturday & Sunday) – if the order was put through on weekend it will be delivered on Tuesday 

· International calls from your mobile from 5p/min. Buy One. Plan 60 or above and get ½ price off peak calls to landline & One.Tel/Vodafone mobiles.

Total UK calls plan

· £13.99 per month, billed in advance (pro rated).

· All calls will be free (excluding calls to mobile, non-geographical and international numbers).

· Plan will commence immediately if customer is already on SELECT or using Phone Pal

· If SELECT is sold simultaneously plan will start on same day as SELECT in 15 days.

· If a Phone Pal is requested there and then, the plan will start immediately.

Leisure UK calls 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 registered at the weekend.

· Plan will commence immediately if customer is already on SELECT or using Phone Pal

· If SELECT is sold simultaneously plan will start on same day as SELECT in 15 days.

· If a Phone Pal is requested there and then, the plan will start at 6pm if it is a weekday, and immediately if it is the weekend.
Mobile Override

· Current access code and dialing procedure.

· Confirm the access number is chargeable for the entire duration of the call

· 24-hour expectation time before can use (will receive a text message).

· Calls itemised on monthly OneTel bill.

· May be charged by line provider for using access code

OneTel Internet

· One Connect number so the customer can get online immediately.

· Set up page address if they have internet access already (http://setup.onetel.net.uk) 

· Confirm username, password and dial-up number.

· Confirm the cost of the plan and the fact that the customer will be billed in advance, with pro rated charges, if applicable.

· Customer receives 10MB of webspace and 3 email addresses

Wireline

· Correct access code and dialing 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

Phone Pal

· 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 the Leisure UK or Total UK Calls plan.

· Not compatible with LifeLine, phones with alarm systems, Emailer phones (e.g. Amstrad)
· Essential to make a test call in 24 hours using code to ensure service is active
Free Voicemail

· Dial 1571 to retrieve messages.
· There will be a stutter dialing tone when customer has messages waiting.
· 15 Messages (each message up to 3 minutes in duration (compared to 2 minutes with BT ‘call minder’).
· Saved messages can be stored for 21 days (14 Days BT).
· The customer can personalise the standard greeting, by adding his or her own name.
Voicemail with Reply Now

· Dial 1571 to retrieve messages.
· There will be a stutter dialing tone when customer has messages waiting.
· £1.50 billed in advance (pro-rated).
· Four working days (maximum) to be added to the line.
· Customer will initially receive a free 30-day trial.
· Once Voicemail is added, all calls will automatically be answered after 7 rings. This response time is FIXED and CANNOT be changed.
· Up to 30 messages can be saved
· Customer can check messages when they are away from home by dialing 0845 818 0000 from any touch tone phone
Direct Debit

· Save £1 admin fee on monthly bill
· 14 days to set up Bank DD (If there is an outstanding bill due within the next 14 days – this will not come out on the new DD)
Online Billing

· A web-link will be sent to the customers email address each month, click on the link – which will take them to the Virtual Customer Service Centre. 
· Confirm the email address in Contact Details on OneSys is the correct one.
Select

· Select will be set up within 15 working days provided the order goes through
· Customer will receive a letter confirming their active date.
· Customer can bypass OneTel by dialing 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 Emailer telephone.
· Essential to make a test call within 24 hours using code, to ensure service is active
· Can still access cheaper call rates by dialing relevant code (1877 / 08009571877) followed by number until SELECT becomes active
Tell Your Friends (only applicable to existing accounts)

· £2.99 per month (billed in advance)
· Customer can have maximum of 10 numbers and update them as often as they please
· 1p per minute call rate at all times (Minimum charge 5p)
Home or Away card (Calling Card)

· Billed on One. Bill

· Card can be sent through email or post

· Customers that have "Tell Your Friends" plan can also benefit from dialing those same 10 numbers through their Home or Away card.

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?

The point of the summary is to pull together all the queries that the customer raised during the call and outline the action that will be or has been taken for each one. It also outlines the next steps that need to be taken (if applicable). This is the part of the call that the customer will remember; so ensure that you cover all aspects. 

On calls where more that one query/question is raised, it is important that you summarise your actions at the end of the call. A summary will clarify what has taken place and satisfy the customer that all points have been dealt with. 

E.g. “Ok, Miss Turner just to summarise, I have updated your bank account direct debit, which will be set up within 14 working days. You will receive a letter confirming those details within that time. If the direct debit is set up in time for your next bill, it will have direct debit advice slip at the bottom of the first page, if there is a Giro slip it means that the direct debit has not been set up in time and you will need to make payment by alternative means. Payment has been taken for the current bill for £10.50. I have also removed your account from online billing and sent you a reprint of your October bill. All your bills will arrive by post from now on.”

E.g. “Dr Henry, I have removed all the bars from your handset, you’ve made a note of how to dial when you are abroad. We’ve covered how to access your voicemail, and you know that you will incur roaming charges for making as well as receiving calls at £x per minute.  We have also covered what to do if your phone comes off the network. You have our customer service number to call from abroad, remember that you can also access our virtual customer service on www.onetel.co.uk, and email us if you have any difficulty.”
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KEY THINGS TO REMEMBER

· Summarise all the actions you have/will be taking for each query/point the customer raised.

Positive Ending 1

· Ask the customer one last question “Is there anything else I can help you with?”

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

Before the positive ending is the last question, “Is there anything else I can help you with?” In most cases, if you have dealt with all issues raised, and summarised them, the answer will be no. However, this gives the customer the chance to raise any further queries before the end of the call, and save having them call back. 

The standard OneTel ending:

· Thank you for choosing OneTel.

· Thank you for calling OneTel (you would use this ending if you have been dealing with an escalated call/angry customer).

The purpose of the positive ending is to reinforce the brand image with the customer. The telecoms market is very competitive and it gives us the opportunity to thank our customers for choosing us above others. 

Behaviors

Listening (Active 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?

If we were supposed to talk more than we listen, we would have two mouths and one ear.

- Mark Twain. 

“I know you believe you understand what you think I said, but I am not sure you realize that what you heard is not what I meant.” Bryan Bell – Lessons in Lifemanship

Active Listening is the ability to hear what the customer is saying and communicate back that what they said was understood. Listening should be something we can all do, but very few of us are good listeners. We get distracted by what is happening around us, we may be thinking of what to say in reply, formulating an opinion of the person speaking to us, or thinking about something else completely. Listening is a skill that is acquired through practice. 

Some people find it helpful to write down keywords whilst listening.

Verbal Nods (Short words or phrases of encouragement) - whilst customer is talking – “yes”, “I understand”, “I see”, “uh-huh” etc – prompts the customer to continue explaining their query assured that you are listening.

Being quiet – letting the customer speak without interruption. Even if the customer has said something you feel you need straighten out immediately – rather remember the point you wish to make and wait for them to finish. People don’t usually communicate in a logical or sequential order, their conversation may be disjointed and all over the place, but by waiting, it should start to make sense and you should be able to determine what it is they require. Where they have finished speaking and you are still in need of more information go to the next step – clarifying. 

Clarifying – where you are unsure of what exactly the query may be, or need more information, ask for clarification – which you would do in the form of a question.
E.g. “Ok, Mrs Smith, when you say your phone doesn’t work, what exactly do you mean. Can you make or receive calls?  ” 

Avoid distractions – focus all your attention on the customer. 

Avoid jumping to conclusions or making assumptions – wait for them to finish what they are saying, just because the beginning of the query sounds similar to a previous one you had, doesn’t mean it is exactly the same. You need to hear the customer out first, before you determine what it is they want, obviously there will be instances where you know exactly what the problem is, but you still have to listen until they are done.  

Interpreting  - listen for what the customer didn’t say. Is there an underlying issue?

E.g. The customer who has just received a bill with back dated charges sounds angry, but may be worried that they won’t be able to pay for it. The underlying issue is that they didn’t expect to receive a bill from us for that amount and therefore haven’t budgeted an extra £50 this month? How could you help this customer?

Summarising – listening, then communicating back to the customer a condensed version of what you understood the query to be (paraphrasing)

E.g. So, Mr Jones, I understand you that you want to change the address that we are delivering your new mobile phone to?
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KEY THINGS TO REMEMBER

· Focus on the customer.
· Listen carefully to what the customer has said. 
· Don’t eat, drink etc whilst on a call.

· Ensure you have wrapped up the previous call before you go into available.
Manner 4

· Was your manner confident, fun, and friendly?

· Was your tone appropriate?

· Were you sincere?

· Did you show empathy where necessary?

Your manner is the way in which you communicate with the customer. OneTel promotes an image of being fun and friendly – which means, “we are good at what we do, we like to have fun, and we are easy to communicate with”.

Wouldn’t you rather speak to some one who is friendly and positive rather than down and negative? 

It is important that you sound confident. Being confident translates to the customer, as “the person I am speaking to is competent and able, they know what they are doing, the information they are giving me is correct, and they are going to do what they say they will do”. 

Nobody wants to speak to a person who doesn’t know what they are doing – customer may feel it’s a waste of time and probably call back to speak to someone else. If you don’t know the answer, you simply say, “I am not sure, please hold while I check that for you” 

Don’t make up answers that you think the customer wants to hear, or say things just to please them – this uncertainty will come across in your voice, not only will it make them wonder if you know what you are doing, but may make cause unnecessary escalations. 

When we say fun, it doesn’t mean ha ha ha. Maintain an upbeat tone whilst being professional. It means enjoy what you do. You are here to do a job, but if you can fun while you are doing it, that’s even better.

Was your tone of voice appropriate? Did you speak to the customer in a way that was suitable?  

Regardless of how many calls you have taken, treat each call as though it is the first of each day – the reason we say this that you are normally refreshed and positive at the start of the day, and sound enthusiastic and interested. By the end of the day you may feel tired and this tiredness may carried over in your manner – the customer doesn’t know how you feel - they may translate it to mean that you uninterested in their query or issue and ultimately “OneTel doesn’t care about its’ customers, the person I spoke to wasn’t interested in what I had to say”. 

Customers are the backbone of our business and without them we would not exist - it is for this reason that you must treat them with respect. This is not to say the customer is always right. Sometimes customers may get things wrong, they may not understand how things work, or make a mistake. It up to you to explain these things in a way that is clear and concise, in a manner that is open and without passing blame or being scornful. Nobody likes to feel stupid, speaking to someone as though they are, can cause undue conflict.  

If something has gone wrong, apologise to the customer for it and then focus on how you can try to resolve the issue. If you are going to say sorry, make sure it is said with sincerity. There is no point in apologising over and over again, say it, mean it and get on with resolving it. In some cases you may need to apologise to the customer, but are empathising with the way they feel – i.e. I am sorry you feel that way. 

Empathy means recognising another person’s situation. You should try and identify with the customer, by doing this you will be best advised on how to deal with their query.  

The way you conduct yourself on the phone speaks volumes about our company, you need to ensure that is in a manner that is polite and professional. 

The bottom line is to speak to someone, as you would expect them to speak to your mother.
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KEY THINGS TO REMEMBER

· Treat each call as though it is the first of the day.

· Be confident – even if you don’t know the answer, you will be able to find it.
· Be sincere.
.

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?

Voice matching is something that has been mentioned through out training. What exactly does it mean?  

The theory behind mirror/matching (on the phone this is called voice matching) is that we are inclined to be more receptive to people who are like ourselves – people who do things similarly to us, who are on the same wavelength, who understand what we mean even though we don’t necessarily say it – these qualities create a natural bond. We ask you to mirror and match in order to create a bond of trust with customer. 

Do you find that you pick up some of the same mannerisms or use the same phrases as people you like? By adjusting your pitch and tone, speaking at the same pace you are mirroring and matching them. 

When someone tells you they are in a hurry, you will tend to speak a little faster, this conveys the fact you understand their needs and priorities and understand they want to get through everything as quickly as possible, but still deserve quality and attention to detail. 

When speaking to an elderly customer or someone who doesn’t English very well, you will tend to speak a little slower, with more clarity and avoid using jargon or slang. 

The only time you should never mirror/match is when a customer is angry. Don’t raise your voice to meet theirs, nor get as excited or annoyed as they may be. See section on dealing with angry customers. 

Rapport is defined as a “relation of mutual understanding or trust between people.” What you should try to do by using the above technique is create a relationship with the customer based on trust. 

Positive Language 2

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

Positive language means using words and phrases in a favorable manner. Negative language may cause disagreement and lead to a confrontation that could have been avoided. Using negative language makes the service we provide seem unhelpful. 

Positive language = I can

· Tell the customer what you can do

· Suggest solutions or alternatives

· Sound helpful and willing to go out of your way

· Apologise where necessary and move onto the solution

Can I suggest…….

What I can do for you is……

I understand that…….

Negative language = I can’t

· Telling the customer what you can’t do

· Blame – either blaming the customer or blaming a colleague/team 

· Words like – I can’t, I don’t, unable

· Sound unhelpful and bureaucratic

· Constant apologising 

· Being sarcastic/patronising

· Implying that the customer is lying

· Using expressions that suggest the customer is not very clever 

Why didn’t you ……….(call as soon as this happened etc)

You should have……..

You didn’t…….

Positive language is essential on the telephone. As the customer can’t see you and is therefore unable to “read” your body language or facial expressions, what you say on the phone is all they have to go by. Not only do you need to ensure that the content is correct, but the way in which you say it, makes an enormous difference. 

Blame is a very negative response and something that should be avoided at all costs. Even if you can see where things went wrong, blaming the customer, another agent/team doesn’t fix the issue. It won’t encourage the customer to have confidence in you. If you say something that makes it sound as though this situation is the customer’s fault, is not going to create a relationship based on mutual trust, its will antagonize them, which isn’t going to make your job any easier. 

An example of the difference positive language can make – when you return to a customer that has been on hold - do you say “Sorry to keep you waiting” or “Thank you for holding”?

By saying “Sorry to keep you waiting” the customer may think, yes, I did wait a long time, why did she/he keep me waiting so long – by using that phrase you have planted a negative thought in their head. If they were annoyed to start with, this may annoy them further. 

By saying “Thank you for holding” – the customer probably won’t think anymore of it, and probably say something like “Alright” or “Ok”. 

[image: image11.png]


KEY THINGS TO REMEMBER

· Use language that tells the customer that you are going to help them.
· Sit up straight, and speak clearly
· Don’t blame others 
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?”).

Open questions – extracting as much information as the customer feels appropriate to give

Usually start with how, what, could, would. 

E.g. How can I help you?

Closed questions – extracting a yes or no answer

Usually start with is, are, do, did.

E.g. Is your phone pal plugged in?
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Broad Open Question: Our greeting starts with an open question “How can I help you today?” From here the customer explains their query. 

Probe for detail: You will need to ask general questions to get the level of detail required in order to establish/diagnose the customers query

Probing means “tell me…”, “describe for me…”, “explain to me…” etc 

E.g. “Describe for me exactly what you hear when you make outgoing calls?”

Check for understanding: Briefly repeat the query back to the customer to make sure you have understood what the customer has told you thus far.  

E.g. “When you make outgoing calls, you don’t hear anything at all, its just dead?”

Probe: Ask more questions to ensure you have correctly established/diagnosed the query. 

Summarise & move on: Summarise what you have done and move on to the next query or next customer. You can either summarise after each action, or at the end of the call. 

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?

Ownership means taking responsibility for the customers query. It means doing what we say when we say it. 

This may mean taking responsibility for things that may have gone wrong in the past, even though you weren’t dealing with it at that stage. In OneTel we all work as a team. You would do this by apologising for what went wrong and doing all you can to get it resolved. 

Avoid blaming others, even if the issue was caused/overlooked by someone else. By blaming someone else, you are not making yourself look more able, it makes everyone look incompetent. 

Ownership is following through with any actions that need be taken. Did you make a promise to the customer? If so, you need to follow it through.  Did you promise the customer a call back? Did you tell the customer they would receive a letter?  Make sure that you deliver on them. Don’t make promises you can’t keep.

As mentioned earlier, the foundation of the customer relationship is trust. Trust is defined as “The condition and resulting obligation of having confidence placed in one”. 

The customer believes and has confidence that you will do as you have promised. By breaking this promise, we are in effect breaking down the customer relationship. This is why this aspect of customer service is so important. 
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KEY THINGS TO REMEMBER

· Do all you can for the customer.
· If the line goes dead, whilst you are speaking to the customer, call them back.
· Don’t ‘pass the buck’ or blame somebody else.
· Use language that tells the customer that you are going to help them.
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