[image: image1.wmf]N

o

 

o

f

 

E

r

r

o

r

s

P

e

r

c

e

n

t

P

a

r

a

m

e

t

e

r

s

C

o

u

n

t

6

0

5

1

3

3

2

7

2

2

1

7

1

5

3

P

e

r

c

e

n

t

1

5

1

5

7

1

4

1

3

9

8

7

7

6

6

5

3

1

5

2

3

2

2

1

0

C

u

m

 

%

1

5

2

9

4

2

5

1

1

3

2

5

8

6

6

7

3

7

8

8

4

8

9

9

2

9

5

9

7

9

8

9

3

1

0

0

1

0

0

8

2

7

8

7

2

6

0

O

t

h

e

r

G

r

e

e

t

i

n

g

 

I

D

 

p

r

o

d

e

d

u

r

e

O

w

n

e

r

s

h

i

p

E

x

p

e

c

t

a

t

i

o

n

s

C

o

r

r

e

c

t

 

D

i

a

g

n

o

s

i

s

P

o

s

i

t

i

v

e

 

L

a

n

g

u

a

g

e

E

f

f

e

c

t

i

v

e

 

Q

u

e

s

t

i

o

n

i

n

g

R

e

s

o

l

v

e

 

Q

u

e

r

y

L

i

s

t

e

n

i

n

g

H

o

l

d

/

T

r

a

n

s

f

e

r

U

s

e

 

o

f

 

n

a

m

e

C

o

r

r

e

c

t

 

I

n

f

o

r

m

a

t

i

o

n

P

o

s

i

t

i

v

e

 

E

n

d

i

n

g

V

o

i

c

e

 

M

a

t

c

h

i

n

g

U

p

d

a

t

i

n

g

 

T

h

e

 

A

c

c

o

u

n

t

M

a

n

n

e

r

1

2

0

0

1

0

0

0

8

0

0

6

0

0

4

0

0

2

0

0

0

1

0

0

8

0

6

0

4

0

2

0

0

C

u

s

t

o

m

e

r

 

S

e

r

v

i

c

e

 

-

 

P

a

r

a

m

e

t

e

r

s

 

V

s

 

E

r

r

o

r

s

 

C

o

u

n

t



[image: image3.wmf]Review Control chart for process & Individual.(Visual, Use of statistical tool)

Performance 

acceptable ?

Yes

Stop

No

Identify Agents 

contributing to poor Qty

Yes

Analyze for New Agents, mix 

of Calls, new 

products,Procedural change,  

Call Volume

No

Number of 

Agents Large?

Look at Call 

volume handled 

by agents

Volume 

Low?

Yes

No

Look at Past 

performance

Is Performance 

within accepable 

limit?

Yes

No

Stop

Look at Call Mix / query type

Does Mix / query type 

experienced Matches 

the Existing Trend ?

Yes

No

Record 4-5  calls randomlyAnalyze the 

calls for causes as identified

Give feedback, Make Training Plan, 

Identify Resource for training

Monitor post training.

Performance 

acceptable ?

Yes

Stop

No

Take CSR Off 

the Phone

Create SOPs for 

new call query types 

and impart training, 

monitor results

[image: image4.wmf]Review Control chart for process & Individual.(Visual, Use of statistical tool)

Performance 

acceptable ?

Yes

Stop

No

Identify Agents 

contributing to poor Qty

Yes

Analyze for New Agents, mix 

of Calls, new 

products,Procedural change,  

Call Volume

No

Number of 

Agents Large?

Look at Call 

volume handled 

by agents

Volume 

Low?

Yes

No

Look at Past 

performance

Is Performance 

within accepable 

limit?

Yes

No

Stop

Look at Call Mix / query type

Does Mix / query type 

experienced Matches 

the Existing Trend ?

Yes

No

Record 4-5  calls randomlyAnalyze the 

calls for causes as identified

Give feedback, Make Training Plan, 

Identify Resource for training

Monitor post training.

Performance 

acceptable ?

Yes

Stop

No

Take CSR Off 

the Phone

Create SOPs for 

new call query types 

and impart training, 

monitor results

 













[image: image5.png]l Simple ‘ Smart ‘





Summary:  Top 51 % Defects Contributing to Poor Call Quality

a) Manner– 15 %

b) Updating the Account – 14%

c) Voice Matching – 13%

d) Positive Ending –9 %
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Summary:  17 Agents Contributing to 60% Poor Call Quality

e) Manner– 15 %

f) Updating the Account – 14%

g) Voice Matching – 13%

h) Positive Ending –9 %

5 Agents Contribute to 25 % of Poor Call Quality .

                Veena Narayaniah

                Anthony Mario Infanto

                Gowri Sekhar Raja

                Tina Jayaseelan

                Ida Sophia.


 
C- 1 - AREA OF CONCERN: CLOSING STATEMENT

C- 1 - AREA OF CONCERN: Manner
Problem scenarios:

· Not using standard closing – “Is there anything else I can help you with?” 

· In case of sales – not asking “Are you clear about the services we provide?”

No of Participants: 11 agents / shift

Duration: 1.00 to 1.15 hrs / shift

Solution:

Step1: Get agent to listen to calls where closing procedures where not followed -“ The usage of name at the end of the call” or “OneTel greeting at the end of the call not being used.

Step2: Get agents to identify the gap & discuss the same with SST.

Step3: Coach agents to use closing statements Get agent to repeat the closing statement to

           memorize      

Step 4: Soft skill trainer performs role- plays with agent and ensures standard closing 

            procedures are followed

Call Scenarios  to be played to the advisor 

Situation 1:

	Agent: Reads the opening script” Good morning welcome to Onetel………”

Customer: Hi My name is……I am calling regarding a leaflet I received this morning.

Agent: Ok…let me understand this correctly, you want a ….. Plan….

Customer: agrees with the plan/disagrees.

Agent: “Is there anything else I can help you with”? 

Customer: No thank You!

Agent: Thank you! 


Situation 2:

	Customer: Hi, I want information regarding your one plan simple

Advisor:  Certainly, this plan is meant for low users, this includes……

Customer: How will this plan benefit my need…….

Agent:This plan is best suited for you as…..

Customer: Ok…but ….I’ll think about it.

Agent:Thank 

Agent did not ask, are you clear about the service we provide or if  there anything else I could help you with? (this would help  clear doubts concerning the plan the customer has opted for)if any that the customer would have  and also highlight usage of other plans if customer wants to know)



C1- Area of concern: Closing Statement

Problem scenarios:

· Not using standard closing – “Is there anything else I can help you with?” 

· In case of sales – not asking “Are you clear about the services we provide?”

Agent:

Advisor:

Customer:

DPA Check Carried out

	Role Play Scenario: 



	Customer Profile:



	Agent Performance:



	Notes to TL:




C2 - AREA OF CONCERN: USE OF NAME

Problem scenarios:

· Not using the customer’s name

· Using “Sir/Miz”

· Name not used while closing the call

· Using “Mr/Mrs/Ms First Name”

· Using name of the customer correctly but either excessively or  not frequently 
No of Participants: 11 agents / shift

Duration: 1.00 to 1.15 hrs / shift

Solution:

Step1: Get agent to listen to calls where customer name was not used during a call or on hold procedures -“ The usage of name at the end of the call” or Avoid using Mr, Mrs, Miz, Sir/Madam .

Step2: Get agents to identify the importance of Rapport Building by using the names appropriately during the call and acknowledging the same.

Step3: Soft skill trainer performs role- plays with agent to use the customer name or avoid over usage of the customers name

Situation 1:

	Agent: Reads the opening script” Good morning welcome to Onetel………”

Customer: Hi My name is……I am calling regarding a leaflet I received this morning.

Agent: Could you give me details about……………

Customer: How is this helpful to me……….

Agent: ……..

Agent: “Is there anything else I can help you with”? 

Customer: No thank You!

Agent: Thank you! 

(nowhere in the call the customers name is used when the customer has given his name)


Situation 2:

	Customer: Hi, I want information regarding your one plan simple

Advisor:  Certainly, May I know whom I am speaking with?

Customer: I am…….…….

Agent: To understand your needs better, may I know…

Agent: This plan is best suited for you as…

Customer: Ok…but ….I’ll think about it.

Agent:Thank you!

Agent did not address the customer using his name though he asked the customer for it. 



C2- Area of concern: use of name

Problem scenarios:

· Not using the customer’s name

· Using “Sir/Miz”

· Name not used while closing the call

· Using “Mr/Mrs/Ms First Name”

· Using name of the customer correctly but either excessively or  not frequently 
Agent:

Advisor:

Customer:

DPA Check Carried Out:

	Role Play Scenario: 



	Customer Profile:



	Agent Performance:



	Notes to TL:




C3 - AREA OF CONCERN:  DPA

C3 - AREA OF CONCERN:  DPA

Problem Scenarios:

· Dealing with non-account holders (no matter how friendly/frequent callers)

· Non adherence to DPA line of questioning

No of Participants: 11 agents / shift

Duration: 1 to 1.15 hrs / shift

Solution:

Step1: Get agent to listen to calls where DPA procedure was not followed during a call.

Step2: Get agents to identify the importance of DPA & its implication on customers & team scores & legal compliance.

Step3: Soft skill trainer to conduct Quiz & Written test on DPA scenarios. Discuss the scores with the agents.  Re-iterate & Brief the importance of DPA everyday by Team leaders & SST. DPA Check to be done on every role play

Step4: Agent violated DPA procedure will be asked to sit in DPA Corner.

Note: Knowledge checks and briefings carried out on a regular basis for Reinforcement

C4 - AREA OF CONCERN: SALES PITCH
Problem Scenario:

· Unable to use the responses to probes

· Benefits mismatch in relation to customers needs

· Unable to understand where the call is going even after sufficient time spent in discussing needs and product offering
No of Participants: 11 agents / shift

Duration: 1.00 to 1.15 hrs / shift

Solution:

Step1: Get agent to listen to calls where the sales pitch was not correct.

Step2: Get agents to identify the gap & discuss the same with SST.

Step 3: Run advisor through a session on Sales process and link it with the recorded calls.

Step 4: Help advisor with appropriate scripts to help pitch well and to bring focus on to the call, coach on right responses that could have been used to match needs.

Identify how positive statements can be used to 
Step 5: Soft skill trainer performs a role- plays with agent to help bring focus on to the call and sell while the other advisors act as observers and give feedback

Advisors to understand the importance of using right questions appropriately. The sales process to be reinforced.

Situation 1: Summarizing needs back to the customer
	Agent: Good Morning, Welcome to Onetel…..

Customer: I want 3 mobiles for my husband, son and myself…

Agent: Probes for information and offers plans…..( without summarizing needs)

Customer: No you  did not get what I wanted…

Agent: I think the ……plan suits your requirement…….….

Customer : No ……..

( here the customer may have not realized what you have understood about the usage and the advisor may loose call control. Here Summarizing the needs ensures that the customer has confidence on your judgment of a plan based on her needs and also realizes that you have been “ Listening”




Situation2: Loosing Call Focus

	Customer: Hi I require some information about your ….. plan

Agent: Certainly…

Customer: This sounds good…but you see I require…..……

Agent: I also have………

Customer: No this does not help me as…….

Agent: I’m sure we can also offer you…….

Customer:  No but ….. offers me this, why cant you?

Agent: I’m sorry we have these plans…. is there anything else I can help you with…….

Customer: No thank you!

Here the advisor was not able to take a stand to highlight the benefits of the plans and match it with needs of the customer also when he was loosing call control, he should have interrupted the customer and summarized her needs so as to bring back focus on to the call.




Selling Process
We have seen there exists a Buying Process, which the client goes through similarly there is a process or a method we adopt to sell effectively.

The process involves 5 key steps


ROLE PLAYS ON PROBLEM SCENARIOS:
· Unable to use the responses to probes

· Benefits mismatch in relation to customers needs

· Unable to understand where the call is going even after sufficient time spent in discussing needs and product offering
Name of the Agent:

	Role Play Scenario:

Customer Profile:



	
	Behaviour
	Rating

Scale 1-5
	Comments

	1. 
	Questioning
	
	

	2. 
	Proposing/matching benefits


	
	

	3. 
	Objection Handling
	
	

	4. 
	Summarizing


	
	

	5. 
	Agreeing


	
	

	6. 
	Call Closing


	
	


1- Weak, 2-Below average, 3-Average, 4-Good, 5-Excellent

PART A





15 agents /shift


10.30am to 11.30am for  1st shift


4.30pm to 5.30pm for 2nd shift


1 SST per 3 agents (5pairs)





Schedule Roster & timings for the Coaching Exercises





Alternatively





CQA Record 3 defective calls/agent using NICE from a pool of monitored calls with feedback & Comments





CQA identifies top 5 Defective Parameters contributing 60-80% total defects


 Of the total defects based on CQA Call Monitoring





CQA Give feedback, update DCP sheet & handover to SST team





CQA Monitors 4 calls per agent per week 





Start





Replay will be taken as an alternative process





Data to be retrieved from DCP sheet for sales work stream





Review the Pareto chart for a) identifying (major) specific defects b) agents contributing to the top 60 - 80% of the defects





Duration for listening /call 15mts


Discussing feedback for 2call 15 mts


Roleplay on issues 15mts





Agents to be coached – listen to (defective) calls are expected to point out the defects and suggested corrections/feedback in their own words





SST does Role-plays with agents to train them





Coach (through predetermined lesson plan) agents on gaps & specific defects identified & train agent to improve call quality (80% Defects)








Perf. OK?





Agent’s feedback compared with CQA’s feedback/issues & Gaps identified & discussed with the paired agents





NO





Document feedback/issues





YES





  RnR & continue monitoring





STOP
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Amount of time spent for each session:


a) Expectation sharing          -3 minutes


b) Listening to calls              - 10minutes /call


    (With defects) 


c) Agents Feedback on calls - 10 minutes


d) Trainer discusses the        -  10 minutes


     “defect and solution”.


e) Coaching 			     -  10 minutes


d) Role-plays                         - 10 minutes


e) De-Brief to agent              -  5 minutes


f) Wrap – up                          - 5 minutes





g) Coaching report filed and copy given to TL


    





Pair Agents & Play calls on issues identified (A1,A2,A3) 





           PART B





 Stop





Inform & observe the same on calls by Side By Side Barging by TL’s





De-brief & coach on Top 5 Areas of defects learned from Role-plays. 10mts








Document feedback/issues





SST perform Role-plays on situation to help address Top 5 areas of defects agents diff situations for 20mts





Agent’s feedback compared with CQA’s feedback/issues & Gaps identified & discussed with the paired agents





A1, A2, A3 discuss the call for 5 -10 minutes each with the comments & SST’s observation





Get Agent to listen to calls for 10mts each (Pick up a call with a duration of 10mts)





15 agents /shift


10.30am to 11.30am fo 1st shift


4.30pm to 5.30pm for 2nd shift


1 SST per 3 agents (5pairs)





Define Objective of the session 5 mts





Schedule Roster & timings for the Coaching Exercises





Start





PART C





ASSESSMENT SHEET





ASSESSMENT SHEET





Opening the Call


At this stage you will introduce yourself, the company 





Developing the Need


At this stage you will develop his need, getting to identify the implications a problem may lead to.





Proposing a Solution


At this stage you will offer a solution that will satisfy the clients important concern.





Eliminating Doubts


At this stage you have the opportunity to address the concerns the client might have about the offering or the company 





Closing the Sale


This is the final stage in the selling process. This could mean getting the order or getting to the next stage by getting a commitment from the client.
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