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8. Automatic Call Distributor

9. Computer Telephony Integration
10. Interactive Voice Response

11. Dialer

12. Web-phoning (VoIP)
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13. Profile

Yy

www.cargeek.ir


http://www.cargeek.ir
http://www.cargeek.ir/
http://www.cargeek.ir/

www.CarGeek.ir

Ly gl poled eyt s b Lo (glo poled e les oMbl ot s olgallas) LgsT lad
Stlion 4l (nlled (ngai 1) (o g 03500 )1 Sla el o 5550 slapled (LIS L
il b 5y Juls

ol 4 bgs e gl 4> a3l il

o2 sl lly g b &l bl DLl -0

ALl o sl g i e Blad b Ll

3 oad 83 sla cemMo b il nl a5 wled Jol> Glaebl (sl (o st led 35 5
S0 & gl oo 1o EamMs ] il 03,1 ey |, FY-0 4 FoY-0 YYD (slaasy
DBl pine B azd S L8 ) 0550 aildls

s 41 o 1,1 g B yoled ~Y-Y—0

il 18 glo Slge 5 lls ol JBlas sl o Loyl

bl | sla & e — il

(Pl lacandsn 5 Lulyd ) ol yiin a4y (555ly o Ll g iy Bllasil (sline &) ) S5Lo -0
e Jo slo &)l &

(Ol 4 09 G35 99,509, (R8I Gliae ) (gl (i 5 Dlons =0

Lol 0,5 08,51 p g 2l,5 Ban —o

o b 5l LYY

sl adlo |y bd 28 sla by g o )loe canl oo baygl ol

S )0 ot b 0,5,15 oUlgs —all

SleMbl (6599555 p (e sl S ol 9 (5 9uelS sl e b 0,55 oUly -0

¥¢

www.cargeek.ir


http://www.cargeek.ir
http://www.cargeek.ir/
http://www.cargeek.ir/

www.CarGeek.ir

P ol iils g b &l —F-Y-0

Y sle &lee (53,91 Caay jolate 4 a5 wles Jeol> Gliebol (el (oo (5 e el S 50
> 3 4dsl Sl 90l b gl l conds (s Blaml g (g o e 35150 sl dled ool (ol
ealise ygilnl el 03Y (gla &l JBla (w590l al 4esY 45T il oo | o
e g 059 Lo 1) (5 (ulod 3550 SLelill g o5 glo 0jem L a1 5 b )l
sl asls oMbl g i i (puiled aiile S9B bl

olscl winT 8 —¥- 8

sl lno 09 ool Y-0 a0 0ads 155 slo (Sl ol (fanl (oo plaseial aiyl )8
biss Kl 4 Jsa> ol il (aie 5 655 ol LB il o Sl
ool py edlie Lol (sla Stuulis oaisS aess Wb plaseial anTjd sl ond fpeass koo
(V-0 o) sl Sl s Lol

sl 55 oled @) 4y 3B L g faiie JBlus casly oo plased a8

G pwlad 35 50 58l nl S by 5 Ll Ly -l

clasRl YN s aoLas plosl -

a) bl a4y azgi b il slo Joily 5 plesline sl U155 (b)) s (2l sl sy —a

(dy.» wlﬁ f-Y-0 9 ¥-Y-0 Y-Y-8 ‘_SLD o
i 35 50 slayg5l gl (o901 =F-0

(SO FOE -\-f-0

9 O}.w Lf’b))‘ Qs o)Lw‘ U] O Y-0 o )o AS)L.: 0)94@ 6Lﬂ$ w.?-)’l.»é wl.w‘).s J..:L: )yl):‘).(b

S |y psY sle Sisel Gl Oyse o

Yo

www.cargeek.ir


http://www.cargeek.ir
http://www.cargeek.ir/
http://www.cargeek.ir/

www.CarGeek.ir

il S 0)lge Jolds Jolas suly (o3550] asliyy o

Blad &g 4 bjgel el Blaal s —all

D9 o0 Bhome (g0l asliy Ll bawgs a5 gle g, -0

29 oo iyl Of alanlsy asliyy il oS oo iy -

ez re Olejlo (B0 (oisel 510355k 6 osl ez ln (o Wil oo (SBjpel asly ez i

Al epind sle Bk pla

ChouS (> ks g 390! ~T-F-0

addsl sl el oled 3550 sl 5Tl &5 wiles Jolo labl (il (oo (g ntee olad 35 50

035 15 5 595lnl po Lol 5 oad s (el (oo b el ki (o | CaiS o

g5l pl o6 Siigel —V-Y-F-0

Sl S oylse 2 Jotio (sals (o0 Cuoi (> sl SB5g0]

poid ype y gilnl Jad a4y bgyje o5 (b0l -~

L5 ye ol 430 il b conliste aVLe sl (9051 (155 5 -0

o551 531 (5058 (42159 18 s5leo —¥—Y—F0

45 09 155 5 Sl (Gl (0 Seds e gla 5]

g sbml (gl akold s yiie uled 35 50 sla il nl Sjles 9 (IS e -l

Lol 8 s 5l 8-

Blbg oogaome b codlad aals jo o 51 LS -2

aby S uglnl 5o lp ol BB &)l mhaw (585 a0 e b (i pled 5 5

il ails gl a4y (atsee )l g oy asliyy g (o390

3,8 Oyg0 ,5ilnl o le aacs 5 )5 L el ole Con Ul o8 duliy ol (pagas
Y1

www.cargeek.ir


http://www.cargeek.ir
http://www.cargeek.ir/
http://www.cargeek.ir/

www.CarGeek.ir

6)')[5 —&—0

ke o dy g il 0 LB 5 Bl SalS 551l o (ol el o0 0,Shas (alo s li wules
Dgd bl (aYls JBlas)

led bl s 50 bl o byl pl o Shoe cWlo ©)50 4 (Sl (o0 s 000 b lod S 10
phie Ohpo o Wb caslie slo Bg, 5l 605 0 ppe b glnl po 0 Slee (Cwas () Db
..\;5.....» olfT L_S"L’))‘ L)"‘ G:Lu )| L(b)g.'lf‘ 9 0ULS Al 9 ‘5’[.'))‘

9 Sl (6,5 CuxBgo 4 G o jgil plcols ) wla! Gl o sl s ls (gaiails,
Wled o mp2ly8 6,15 baoee 4y Cos IS 000

Dl Cale, Q—‘ 2 b laylae JBlax g 09 plovl plate 9l 4y b Loy g5l ! (garainls ) (6 25 o5l
(s g pamed Cdpiny lp 03,0 o ailie b)) 5750l o oy90 g )lel (o -l

)55l pl o, 25 -

b5l ol eols) sl )bl oy p 2

oo B 1, Gl oy "okl

L5l pl (sogas m > -V-0

o odd Lol sla oolo Ll laygil ] sogas g, bais pgas o Blad DL ag,

Bgd olou !l Cansls

Yv

www.cargeek.ir


http://www.cargeek.ir
http://www.cargeek.ir/
http://www.cargeek.ir/

www.CarGeek.ir

o e 4

wiled sl JUlS —\-F

Ales a5 1y o yiws jo (b3l ls JUIS ciaol (oo (6 yie uled 35 50

U318 Sglite e b bl sla JUIS (33505 o1 ol 5l (5 ol 350 1425
Tolsl Gl &g 4 (S cDleas s Edgpan 4 Wilgl (6 i B el aLBls o350 7,5

(81580 o 5 g Gl 33 et Gyl 51 (6 95 0 34 L) (wlod g oo -V -F

aled caley 1) (RS dalps Jilasas ail (gl s ol (s i ol 3550 e ol
Glo oled po3l S50 50 5 bl Sy a0 BilgE e 55l T lwgy 45 b, ol -l
gles s g 418 T |, L

S 43\)| (S poinn

|, e oled 35 50 4 o alowl Codlad 355 g5 oo o lisgy 45 205 ,lol sl ools
Sges gliwl |y 3800 sla (F5g 90 Shee g ans

L ools iz g (5, -V-Y-F

L3 3 e 05 plil pogas oy ale) 5 b ools Laao (sl o culled G e o8 o s
..\.:Lo.: oalal S yinn Lgl.a ooly lhas 6‘)-? 69§ b_._‘ol.q& ‘_QLQ PSOW )‘ ts““"’l"ts" (S yiin

)U M —\"—f’

2l 55 el o, g IS ¢ o 00iiS eadl sl oo 6 e olad 35 50 (6, Lapms

14. Self Service
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15. Back-up
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16. service levels
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17. Key Performance Indicators(KPI)
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27. Rework
28. Customer Incident Report(CIR)
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29. Rapid Service
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31. Automatic Call Distribution(ACD)
32. Load Balancing
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33. Overflow Queue

34. Interactive Voice Response (IVR)

35. Computer Telephony Integration(CTI)
36. Call Center
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for complaints handling in organizations

[7] 1SO 14025:2006, Environmental labels and declarations — Type |l
environmental declarations — Principles and procedures

[8] ISO/DIS 26000, Guidance on social responsibility
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g) working environment, health and safety;

h) operations and planning (business process design, brand management,
change management, disaster recovery planning);

i) basics of CCC-technology;

j) regulatory framework;

k) sustainability/environmental/climate issues.

D.3 Client organization management function

The following skills are recommended for the client organization management
function, as applicable to the confract:

a) measuring customers and client organizations satisfaction;

b) complaints and issue management;

c) product and service advice/support;

d) fransaction processing;

e) campaign management;

f) sales planning and opportunity management;

g) inbound and outbound sales;

h) sales tracking and reporting;

i) basics in people management (feam building, feedback and coaching,
call/contact monitoring, and reporting);

j) communication guidelines (scripting);

k) basics about CCC-technology used.

Bibliography

[1] ISO IEC Guide 37, Instructions for use of products of consumer interest
[2] EN ISO 6385, Ergonomic principles in the design of work systems (ISO
6385:2004)

[3] EN ISO 9241 (all parts), Ergonomic requirements for office work with
visual display terminals (VDTs)

[4] ISO 9000:2005, Quality management systems — Fundamentals and
vocabulary

[5]1SO 10003, Quality management — Customer satisfaction — Guidelines
for dispute resolution external to organizations

[6]1SO 10002, Quality management — Customer satisfaction — Guidelines
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C) previous experience;

d) size;

e) location;

f) infrastructure, technologies and methods used.

The operating methods and the aims of the service should be agreed
with the CCC in a written document.

If a client organization decides that the optimal solution for its service
needs is to use more than one CCC, the client organization should
ensure consistency of service to its customers/prospective customers
across all sites.

Before committing to a new campaign, a data sample should be
tested to ensure that the campaigns objectives can be achieved and
benefits both the customers and the CCC.

Annex D
(informative)

Recommended skills for management and strategy in a
Customer Contact Centre

D.1 General

This informative annex describes the skills that are recommended for
management and strategy in a CCC.

D.2 Operations management function

The following skills and knowledge are recommended for the operations
management function in a CCC:

a) customer service provision (customer care, service delivery);

b) customer acquisition (customer segmentation, campaign management,
sales planning and opportunity

management, sales tracking and reporting);

c) forecasting and scheduling;

d) people management;

e) quality management;

f) performance management;
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Relevant previous experiences should be shared with the CCC and
expected performance should be agreed and documented before
launch (see 7.2 Agreement with the client organization). In the case
of outbound calls, this should include all restrictions on contacting
customers and potential customers.

A client organization should take info account the range of potentially
interested persons (which can include children, older persons, people
with different abilities); thus information and assistance concerning the
CCC services should be made available in whatever languages or
formats are used in the information pertaining to the products when
offered or delivered, so that customers who wish to refer to the services
are not disadvantaged.

Information should be written in clear and unambiguous language
and should be available in alternative formats suitable for existing and
potential customers such as audio, large print, large raised letters, Braille,
by email or on an accessible website.

NOTE 2 An alternative format describes a different presentation or
representation intended to make information accessible through a
different modality or sensory ability. By providing all input and all output,
i.e. information and functions, in at least one alternative format, for
instance visual and tactile, more people, including some with language/
literacy problems, can be helped. Presentation factors that can affect
legibility and ease of understanding include layout, print colour and
conftrast, size and style of font and symbols and the choice and use of
multiple languages.

See ISO/IEC Guide 37.

The client organization, when offering its services through a CCC, should
also take into account the range of customers that will use their services
and care for customers that cannot use a specific communication
medium (e.g. phone, e-mail). An alternative communication medium
should be offered to those customers.

The CCC should be chosen according to:

a) the ability of the CCC to comply with this European Standard;

b) adherence to quality and best practice standards;
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Annex C
(informative)
Best practice guidelines for client organizations

All parties, client organization and CCC, remain at all times accountable
and cannot pass their regulatory or legal responsibility to the other party.
The relationship between the client organization and the CCC should
be seen as a partnership with both parties working together to ensure
that regulatory compliance and best practice are achieved.

The client organization should be acftively committed to effective
and efficient customer contact handling. It is particularly important
that this is shown by, and promoted from, the client organizatiors top
management.

This commitment should be reflected in the definition, adoption and
dissemination of policy and procedures for customer contact handling.
The commitment of the client organization management should be
shown by the provision of adequate resources.

Top management should establish an explicit customer-focused
customer contact handling policy. The policy should be made available
to, and known to, all personnel involved in managing the CCC.

The policy should also be made available to customers and other
interested parties.

The policy should be supported by procedures and objectives for each
function and personnel role included in CCC processes.

When establishing the policy, objectives and requirements for customer
contact handling the following factors should be taken into account:

« ANy relevant statutory and regulatory requirements;

NOTE 1  Accessibility, data protection and fair trading legislation in the
EU and at national level should be checked when formulating policy
requirements to ensure inclusive and fair freatment of customers.

« financial, operational and organizational requirements;

« the input of customers, personnel and other interested parties.

Policies related to customer experience, cost management, quality and
customer handling should be aligned.
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B.3 KPIs for efficiency
The CCC should measure the following KPIs regarding efficiency:

number of working
hours}.

Minimum
KPI Definition Recommendation | Measuring Method report
frequency
Agent utilization The percentage of time | {total time spent on
that an agent has spent | handling contacts)
productively. divided by {total Weekly

Training effectiveness

Effectiveness of
training.

{Number of agents
successfully passing a test
after training} divided by
{total number of agents
trained}.

Per training

Conversion rate

Percentage of
transactions achieved.

Definition of transaction
and target result of the
contact.

{number of transactions}
divided by {number of
handled contacts}.

Weekly

B.4 KPIs for customer and/or client organization complaints

The CCC should measure the following KPIs regarding customer and/or
client organization complaints:

KPI

Definition

Recommendation

Measuring
Method

Minimum
report
frequency

Complaints handling

Percentage of complaints
responded to within the
defined response time, made
readily available to customers
and other interested parties.

{Number of complaints
handled within the
defined response time}
divided by {total
number of complaints}.

Monthly

Complaints ratio

Percentage of complaints with
regard to the CCC service in
relation to the total number of
handled contacts.

{Number of complaints
received on the CCC
service} divided by
{total number of
handled contacts}.

Monthly
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Annex B

(informative)

Recommended KPIs

B.1 KPIs for client organization

The CCC should measure the following KPIs regarding the client organization:

previously specified
items.

yearly.

organizations.

Measurin Mo
KPI Definition Recommendation g report
Method
frequency
Client organization Measures the client It is advisable to conduct | Surveys among a
satisfaction organization’s overall | a survey of all client representative sample
satisfaction on organizations at least from the group of client Yearly

B.2 KPIs for processes

The CCC should measure the following KPIs regarding processes:

www.cargeek.ir

Measurin Minigyim
KPI Definition Recommendation g report
Method
frequency
Average cycle late Average cycles late Total duration of the
(backlog) (backlog) of contacts backlog divided by total
that have not been number of late contacts.
processed, evaluated Daily
for each
communication
channel.
26
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A.4 KPIs for contact quality

The CCC shall measure the following KPIs regarding contact quality:

Measurin Minimum
KPI Definition Recommendation - ad report
Method
frequency
Contact quality Percentage of contacts | Recommended
meeting consistent measuring method:
performance and specified soft and hard
functionality for the skilled parameters
customer. presented as a
percentage of the
maximum score and Monthly
using a defined scale
system {number of
monitored contacts}
divided by {number of
total answered
contacts}.
Factual accuracy Factual mistakes in the | Recommended
answer. Mistakes shall | measuring
be defined prior to method: {Number of
service delivery for mistakes (per service)
each service and have | made by handling Monthly

clear targets
(thresholds).

contacts} divided by
{total number of

statistically relevant
answered contacts}.

A.5 KPIs for infrastructure

The CCC shall measure the following KPIs regarding infrastructure:

Minimum
KPI Definition Recommendation | Measuring Method report
frequency
Service availability Availability of {time system was available}
infrastructure used by divided by {total time within
the CCC. measurement period} per Monthly
system.
25
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A.3 KPIs for processes
The CCC shall measure the following KPIs regarding processes

administrative tasks
related to the contact,
evaluated for each
communication
channel.

Minimum
KPI Definition Recommendation | Measuring Method report
frequency
Service Level The percentage of {Number of answered contacts
contacts offered to the (calls/mail/web/post) within
CCC that are answered target time} divided by {offered
within a specified contacts (calls/mail/web/post) Dail
timeframe, evaluated minus threshold}. N
for each
communication
channel.
Forecast accuracy CCC’s ability to Comparing forecasted demand
accurately meet against actual demand arriving
forecast contact in and leaving from the CCC. Dail
volumes (by major y
customer segment,
type and channel).
Abandonment rate In case of inbound The average time {Number of abandoned
calls: percentage of needed to answer all contacts before being answered
contacts abandoned contacts should also be by an agent} divided by {total
before being answered | measured and added to of offered contacts minus Daily
by an agent. the Service Level. It is number of contacts over
possible to have a threshold}.
threshold for short calls.
Average handling time | The amount of time Average handling time {total handling time} divided
necessary to complete | should be broken down by {total of answered contacts}.
the contact, including to average contact time
the time needed to and wrap-up/after
Complete contact work time. D aily
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A.2 KPIs for customers
The CCC shall measure the following KPIs regarding customers:

within three to five business days.
This is measured by analyzing the
number of repeat contacts per
unique CLI over three to five
business days; 4. Script — Agent
asks the customer at the end of
the call if their inquiry or problem
was resolved;

5. Telephone Survey — Customer
is surveyed within one to three
days of the call and asked if their
enquiry was resolved;

6. Case Mgmt/CRM — Agent
uses their desktop software
application to capture whether the
customer's inquiry or problem
was resolved.

Minimum
KPI Definition Recommendation Measuring Method report
frequency
Customer Measures the The outcome of the survey shall Surveys among a representative
Satisfaction (if customers’ overall be used to take appropriate action | sample from the group of
client satisfaction with on items of customer customers who represent at least
organization contact on several dissatisfaction. 80 % of the range of contacts.
allows it) specific items such as Proportion of customers who
accuracy, speed of rated the service provided by the I
answer, correctness of CCC within a desired range of yearly
the answer given, was satisfaction and level of advocacy
he treated in a (i.e. they would recommend the
customer orientated service to others) in relation to the
way, etc. number of customers taking part
in the satisfaction surveys.
First Contact Measures successful Options that can be used to FCR can be determined in a range
Resolution (FCR) | outcome of first measure FCR are defined below. of different ways depending on
contact resolution, CCCs should pick the most the CCC environment. CCCs
evaluated for each appropriate method: should select the most appropriate
channel of contact 1. Call Monitoring — As part of ways of measuring FCR from
contact handling quality those options defined under
assessment team leaders recommendations. Where
determination of whether contacts | possible this should be done using
were resolved for a representative | more than one method, in order to
sample of contacts; improve the integrity of the
2. IVR Surveys — Customer indicator.
completes an IVR survey at the
end of the call and is asked if
their call was resolved;
3. Repeat contact — FCR
definition is based on whether the
customer made contact using an
alternative channel or called back Monthly
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Annex A

(normative)
Mandatory KPIs

Minimum
KPI Definition Recommendation | Measuring Method report
frequency
Number of agents This should be broken {Number of agents departed
leaving as a percentage | down into voluntary and in last month} divided by
of total agents involuntary attrition from | {number of agents present on
. employed by the CCC. the perspective of the the last day of the month}.
Agent attrition agent. Attrition Rate = (Total FTE1 Monthly
Agent Leavers over period /
FTE Agent Headcount over
period) x 100
Number of unplanned Appropriate action should | {Number of absent hours in
days/hours that are lost be taken. last month} divided by
through sickness or {number hours which were
other unplanned scheduled}. It is expressed as
absence each year. average working days/hours
Absenteeism lost per FTE per year. Monthly
Measures the The outcome of the The results shall be obtained
satisfaction of agents measurement should be by using methods which
about their working used to take appropriate guarantee the anonymity. The
situation, working action on items of results to be presented as a
conditions, working dissatisfaction. percentage of the maximum
; ; environment, opini f th t Every two
Satisfaction , opinion score of the measuremen
about management, using a defined scale system. years

training coaching, etc.
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each communication. In addition to legislation, unacceptable contacts
include contacts via telephone or fax which do not meet nafionally
accepted timeframes, except where the customer has requested a
different contact time.

The CCC shall ensure that:

a) a contact that is not wanted by the customer is terminated. If a
contact is not wanted, the address, e-mail address and phone number
will not be used again for this campaign or purpose;

b) adequate procedures are in place to minimize aborted contacts by
a dialler;

c) the customer is informed before the call about the likely cost of a call
to any service number;

d) the customer in a queue is informed of the fact that there is a queue
and of charges in addition to normal line charges where they apply;
NOTE Waiting fimes should be free of charge for the customer.

e) marketing calls are not disguised as market research;

f) for outbound: the purpose of the contact is given at the beginning of
the contact.

The CCC shall not use pressure selling tactics.

The CCC shall not exploit vulnerable and inexperienced customers.

9 Social responsibility

Given their critical role in promoting good communication across social
groups, those managing CCCs should address the wider issues resulting
from the impact of their activities on society and the environment in
which they operate.

NOTE Guidance on this can be found in ISO/DIS 26000, Guidance on
social responsibility.

21
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shall be shared and assessed by the client organization and the CCC
together, with a view to improving performance. Agreed actions will be
documented and taken.

The measurement shall assess at least the following elements:

a) overall satisfaction level;

b) satisfaction with agent interaction and fulfiment (e.g. politeness,
clarity, competence, availability, responsiveness, accuracy, queuing
fime, ease of contact, pro-activeness, effectiveness, solution, helpfulness,
first contact resolution);

c) key drivers for customer satisfaction.

The survey and the output of the end user satisfaction as well as its
analysis and possible improvements shall be documented.

The results of the satfisfaction survey shall be shared with the agents
in a special deployment session, in order to raise the level of their
performance to meet the customers’ expectations and to increase the
competencies of the agents.

The sample considered for this measurement shall be statistically
representative, indicating the error margin related to the chosen sample
size.

8.3 Complaints analysis

The results of the complaints review described in Clause 7 can give an
indication of customer needs and satisfaction. Improvements that are
required shall be documented and acted upon.

The results of the complaints review shall be shared with the client
organization in order to raise the level of performance in meeting
customer expectations and to increase the competencies of the CCC.
The results of the complaints review shall be shared with the agents
in order to meet the customer’s expectations and increase the
competencies of the agents.

8.4 Customer protection

To ensure the safisfaction of the customer, the following ethical
requirements shall be fulfilled by the CCC.
The identity of the client organization shall be given at the beginning of
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customer service, or to increase customer satisfaction.
7.9 Privacy

There shall be clear procedures and responsibility on protecting
customers’ privacy. These procedures and responsibility shall be known
to and adhered to by the agents.

7.10 Business continuity plan

The CCC shall devise a business contfinuity plan, so as to be able to
guarantee the service according to the

terms agreed with the client organization in emergency conditions.
How and to what extent continuity of service might be guaranteed shall
be defined.

8 Customer satisfaction

8.1 Introduction

Customer satisfaction shall be measured and reported periodically and
based on that report the required actions shall be taken.

8.2 Customer satisfaction survey

8.2.1 General

The customer satisfaction survey shall be used on a regular basis to
inform possible improvements to the service and to report problems to
the organization which the customer is seeking to contact (the client
organization). A satisfaction survey can be carried out by:

a) the client organization;

b) the CCC, if the client organization allows it;

c) an external partner on behalf of the client organization.

The CCC shall provide representative samples based on recent contacts
with the CCC, in order to illustrate customer ratings and comments.
Several methods of customer satisfaction surveys can be used, including
surveys by telephone or by online interviewing (by any channel).

8.2.2 Results
The results of a customer satisfaction survey carried out by the CCC

19
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NOTE ISO 10003 deals with dispute resolution of unsatisfactory results
of a complaints handling process.

b) Collect and record complaints and devise a method for identifying
the contact that generated the complaint and ensure the traceability
of the complaint itself, through suitable search keys:

1) date of contact;

2) organization on behalf of which the contact was made;

3) contact code or agent code;

4) objective of contact;

c) Acknowledge the receipt of the complaint to the customer, if it is not
received in person (a phone call or email is sufficient) or if the complaint
is not already resolved;

d) Assess the complaint for validity, possible impact and who is the best
person to deal with it;

e) Refer complaints that are not related to the CCC services to the
client organization, where the CCC has not confracted to deal with
product related complaints. An escalation flow chart shall be agreed
between the CCC and the client organization;

f) Resolve as soon as practicable, or investigate the complaint further
and make a decision about outcomes acceptable to both parties, and
act promptly;

g) Give the customer information about how the complaint will be
handled and evaluate the customens response. Is it likely that the action
will satisfy the customer? If yes, then move rapidly to take the action the
customer reasonably expects, bearing in mind best practices within the
industry;

h) When all possible has been done to resolve the complaint, tell the
customer and record the outcome. If the complaint is still not resolved o
the customens satisfaction, explain the decision and offer any possible
alternative actions;

i) Review complaints regularly — a brief periodical review and a more
intensive annual review — to establish if there are any trends or things
that could be changed to prevent complaints occurring, to improve
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contacts.
Forecasts shall be evaluated against handled contacts.
There shall be a schedule adherence process.

7.7 Access channels

The CCC shall be able to provide advice to the client organization
related to customer service issues such as:

Q) subject of the service;

b) type of channels and customer access details;

c) working days and hours;

d) any costs charged for accessing the service provided by the CCC;
e) service access requirements (e.g. subscription, purchase of a specific
product or card).

The CCC shall define its capabilities in terms of accessibility and provide
this information to the client organization, its customers, personnel and
other interested parties. Recommendations for client organizations in
terms of accessibility are described in Annex C Guidelines for client
organizations.

7.8 Complaints processing - CCC service

The CCC shall establish an effective and efficient complaints handling
process in order to increase customer loyalty and satisfaction and also
to improve the quality of the products and services provided.
Information concerning the complaints handling shall be made readily
available to customers and other interested parties. Such information
shall be provided clearly and precisely.

NOTE ISO 10002 on complaints handling provides a means for the
CCC to install an effective and efficient complaints handling process
that will satisfy all stakeholders: the CCC, the customer and the client
organization.

To this end, the CCC should achieve the following, in accordance with
the process defined in ISO 10002:

a) Be open to complaints and supply customers with precise information
on where and how to make complaints and appeals in any case where
they are not satisfied with the results of a complaint already made;

17
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Relevant corrective actions shall be taken.

The CCC shallhave a documented corrective action process or method,
which includes the following steps:

Q) problem definitions;

b) analysis;

c) implementing action needed,;

d) evaluation.

The efficacy of the action undertaken to solve the problem shall be
evaluated at the periodic verification meeting.

7.5 Monitoring process quality

A CCC shall monitor the processing of contacts to ensure that:

a) there is a minimum of variation in the previously agreed output of the
contact or in the processing of the contact;

b) a minimum of mistakes are made in the processing of the contact or
in the previously agreed output of the contact.

Therefore:

c) Staff responsible for monitoring shall regularly perform calibration
sessions;

d) If the CCC and the client organization both monitor separately, there
shall be a joint calibration procedure to ensure a standard valuation;
e) KPIs which are monitored shall have clear and defined targets
(thresholds) and shall be defined prior to the start of the monitoring;

f) The results from the monitoring process quality shall be analyzed and
appropriate action taken, in order to prevent unacceptable service
delivery;

9) There shall be a statistical justification of the sample size, indicating
the error margin related to the chosen sample size.

7.6 Workforce management

A CCC shall have a forecast and a deployment scheduling process.
This forecast should be based on quantitative data, such as historic arrival
patterns, future frends, upcoming events, marketing information, etc.
The staffing process should be based on the level of demand, average
handling time, service level targets, staff availability, and qualified

16
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communication guidelines);
e) service scheduling;

f) escalation processes;

9) forecasting and planning;
h) reporting.

See Annex C.

7.3 Service statistics

The CCC shalldocument the tfrends and performance levels of the service
compared to the service levels agreed with the client organization for
each channel of contact.

The CCC shall be able to provide at least the following data for inbound
activities:

ad) number of contacts received;

b) number of contacts handled;

c) contacts managed within service levels;

d) number of abandoned contacts (for telephone contacts);

e) abandon time (for telephone contacts);

f) speed of answer;

g) duration of contact.

The CCC shall be able to provide at least the following data for
outbound activities:

- number of qualified contacts managed;

- contact result.

Reports for the client organization shall be drawn up according to the
agreement,

7.4 Handling deviations

The CCC shall run a check on the activity referring to the parameters
(Key Performance Indicators/KPls) agreed with the client organization
and report to the latter any situation deviating from the agreement,
including any technical or external situation, linked to the market segment,
indicating the need of a change in the operating methods. See Annex A.
Any deviations in the results when compared to the service aims agreed
with the client organization shall be analyzed to discover the cause.

1.5
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d) data back up: to restore all the collected information.
6.2.1 Confidentiality and data protection

In order to comply with data protection legislation and privacy best
practice, the CCC shall have robust security systems in place to protect
customer data.

6.3 Working environment

The working environment of the CCC shall promote health, effectiveness
and well-being of the employees.

NOTE The application of ergonomics design principles is defined in EN
ISO 6385. In case of work with display units the standard series EN I1SO
9241 should be applied.

6.4 Back-up systems

Back-up systems shall be provided to replicate and restore data in the
event of any malfunction outage or failures leading to data loss and to
respond to any requirements agreed with the client organization.

7 Processes

7.1 Infroduction

The CCC shall provide consistent timely performance and functionality
to the customer, irrespective of individual agents. In so doing, it shall
document all of the main processes.

7.2 Agreement with the client organization

Superior performance derives from the CCCys ability to provide client
organizations and customers with services that meet their expectations.
For this reason, the operating methods and the aims of the service shall
be shared with the client organization in a written document.

The agreement shall be focused on:

a) aims of the service;

b) the policies relevant to the CCC identified by the client organization;
c) aims monitoring (e.g. control methods and frequency, verification
meetings, etc.);

d) processes and operating methods (e.g. operational procedures,
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and documented regularly using appropriate techniques. The agent
shall be informed about the results.

5.6 Agents’ satisfaction

Agents’ satisfaction aims to measure the agents’ feelings towards their
working conditions and to provide an overall view of the workplace
environment.

Agents’ satisfaction measurements shall be carried out regularly, using
at least the following criteria:

) statistics on training (e.g. per employee, for professional and personal
development);

b) attrition rate of agents;

c) statistics from the measurement of agents’ satisfaction.

See Annex A.

5.7 Agents’ privacy

There shall be clear procedures on protecting agents’ privacy regarding
monitored data.

6 Infrastructure

6.1 Communication channel

The CCC shall define the available communication channels.

NOTE The CCC can handle the various possible contact channels
with the customer, both inbound and outbound, in order to provide
the customer with an easy access to the service, including self service
access (for example IVR, voice portal, web virtual assistant).

6.2 Contact management (hardware and software tools)

The CCC shall use a contact management system that includes at least
the following features:

a) fraceability: to enable the agent to recover a past contact, if
necessary, during the handling of the contact;

b) easy accessibility to data and information: to enable the agent to
deliver a quick and accurate answer to the customer;

c) stafistical data: to report the CCC activity and understand any critical features;
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b) the means by which the programme is delivered;

c) the methods by which the effectiveness of the programme will be
evaluated.

NOTE The tfraining programme can be an opportunity for gathering
feedback from trainees, client organizations, and other involved parties.

5.4.2 Ongoing training and coaching

The CCC shall ensure that agents receive training on an ongoing basis.
This training shall be documented and focused on each individual
agent.

5.4.2.1 Agents’ professional qualifications

Ongoing training shall include:

a) specific training relevant to the agent’s job if required;

b) appropriate annual examination of the relevant professional
knowledge.

5.4.2,.2 Agents’ personal knowledge and skills

Ongoing training shall include:

a) fraining when gaps in the agent’s knowledge and skills are found;

b) training in advance when changing processes;

c) training in advance when changing the range or scope of tasks.
The CCC shall maintain an individual training and development plan for
every agent, together with proficiency

levels achieved by that agent.

This plan will include an opportunity for individual discussions, with every
agent, on areas of personal concern and working environment.

5.5 Performance
The CCC shall establish performance indicators for agents as quality

objectives.The performanceindicators shallbe clearand comprehensible
for each individual agent. These shall be evaluated regularly (at least

yearly).
The CCC shall carry out an annual performance assessment against the

job descriptions.
Assessment (ongoing): the performance of each agent shall be assessed

12
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e) target orientation and coping with demand.
5.2.3 Technical skills

Agents shall have the following technical skills and abilities:
a) ability to handle the applied communication systems;
b) ability to handle the applied IT-solutions.

5.2.4 Specific skills and knowledge

The CCC shall ensure that agents receive basic and ongoing fraining to
acquire the skills required to handle tasks specific for their CCC and ifs
current goals. This shall include ‘minimum skills’ testing. Agents shall have
skills and knowledge dependent on special fields of application and
requirements on the part of the CCC. The agent shall have the relevant
knowledge of the legal requirements, e.g. on laws on customer rights.

5.3 Recruitment process

The recruitment process shall be conducted on the basis of the
established profile of competences (see 5.2).

The selection criteria shall be measurable and documented. The degree
of afttainment of competences shall be explicit. The recruitment process
shall be used to determine the principal competences of the candidate
in accordance with the requirements mentioned above (see 5.2).

The recruitment process shall contain, and be able to provide evidence
of, at least the following elements:

) illustration of requirements and tasks of an agent by the CCC;

b) the conducting of a job interview with the candidate;

c) methods of assessment and evaluation of the candidate’s skills and
potentials concerning the requirements (see 5.2.3 ,5.2.2 and 5.2.4).

5.4 Training of agents

5.4.1 General

The CCC shall have a defined training programme.

Every agent shall be assessed against the required competences as
specified in 5.2. If necessary, appropriate fraining shall be provided.
Every training programme shall have as a minimum:

a) the clearly defined objectives of the training programme;
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b) creation of job descriptions for agents;

c) carry out selection processes for agents;

d) specification of requirements for and delivery of basic training
(interpersonal skills, technical skills, product

knowledge);

e) feedback of information from agents;

f) employment scheduling;

g) coaching of agents;

h) supervision of agents;

i) fraining of agents;

j) executive functions (specification of aims for the agents’ tasks,
appraisal interviews, planning of operating figures concerning quality);
k) management of agents on the basis of operating figures.

5.2 Requirements for agents

5.2.1 General

The CCC shall specify a profile of competences for agents depending
on specific tasks (e.g. information contacts, ordering contacts, complaint
contacts, advice contacts, outbound contacts, etc.). This profile shall
include:

a) the professional requirements concerning the tasks;

b) the requirements concerning personal skills and abilities.

The requirements shall be clearly defined and verifiable.

The CCC shallensure that agents acquire the competencesin accordance
with 5.2.3 ,5.2.2 and 5.2.4. These competences shall be checked for validity
on an annual basis.

5.2,2 Communication and customer service

Agents shall have at least the following skills and abilities:

a) communication skills;

b) adaptability (i.e. flexibility in handling different situations and customers);
C) problem solving skills;

d) service and customer orientation (i.e. approach and attitude towards
customers);

10
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b
C
d
e

complaints and issue management;

service advice and support;

outbound and inbound sales;

feedback rules and coaching fundamentals, as relevant.

4.3.6 Operations management function

The operations management function shall define the actions necessary
to achieve the aims of the service.

The operational structure, service quality check and efficiency shall
be reviewed periodically and action taken to make improvements as
necessary.

The operations management function shall be involved in negotiations
on the contractual agreement with the client organization.

4.3.7 Planning and control function

The planning and control function shall plan and control agents’
working shifts according to the forecast fraffic volume and to the service
level agreed with the client organization. The planning and confrol
function shall monitor the actual performance and report results to the
management.

NOTE This includes collecting of all the data and the information
necessary to analyze performance and to set up internal and external
reports.

4.3.8 Client organization management function

The client organization management function shall be responsible for
the relations with the client organization concerning the operational
aspects of the service (e.g. methods, workflow, results, performance,
periodical reports, checks, meetings).

5 Contact Centre agents

5.1 Tasks and functions with regard to agents
The CCC shall ensure that the following tasks and functions with regard

to agents are carried out:
a) specification of selection criteria for agents;
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c) quality assurance;

d) training (e.g. tools, communication skills, service offered, coaching,
training on the job, update, refresh);

e) operations management / CCC management;

f) planning and control;

g) client organization management;

h) knowledge of relevant legislation and regulation, including legislation
on customer rights.

NOTE Some functions (e.g. Human Resources, information and
communication technology, quality control) will be

infegrated in the organizational structure of the CCC or will be part of
their company's central functions.

4.3.2 Human resources

CCC staff member(s) with HR-responsibility shallhave required knowledge
of the specific recruitment procedures for CCC staff, e.g. telephone
interviews and team assessments.

4.3.3 Information and communication technology (ICT)

The CCOCs ICT-responsible persons shall demonstrate knowledge of all
specific running systems (e.g. ACD, CTl, IVR, dialler, Web-phoning (VolP),
HR-planning tools, reporting-tools, etc.) and about their usage in that CCC.

4.3.4 Quality assurance

This function shall:

a) determine action to eliminate the causes of potential poor service in
order to prevent their occurrence;

b) check and report the results of the service supplied against the
agreement with the client organization;

c) analyze possible deviations and suggest solutions to restore the quality
level agreed with the client organization;

d) assure compliance of the CCC processes.

4.3.5 Training

People who are enfrusted with training of staff shall be familiar with:
a) the skills set to instruct others;

8
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to all persons concerned. Knowledge of the corporate strategy should
be suitably defined for agents and revised at regular intervals.

The management system shall be verified by a clear system in which
structures, processes and procedures are systematically explained. The
management system shall be suitably verified e.g. with regard to:

a) the explanation of structures and responsibilities;

b) demonstrating interactions within the system;

c) establishing monitoring system:s;

d) the implementation of the continuous improvement process, to which
all structuring of quality assurance activities are subordinated;

e) the explanation of the interplay between the vision and mission,
strategic targets and operative targets.

4.2 Job descriptions

For each job or position in the CCC, a written job description shall be
provided. This shall include at least:

a) the objective of the position;

b) the definition of tasks;

c) the qudlification and requirements (e.g. education, experience, and
personal qualities);

d) competences (e.g. communicative skills, people skills);

e) reporting structures;

f) deputizing arrangements or functional replacements;

g) decision making authorization.

4.3 Operational roles and responsibilities

4,3.1 General

On an operational level the CCC shall set up, and describe in specific
documents, a clearly defined organizational and operational structure
in which the various roles and responsibilities, as well as the functions to
whom they are assigned, are clearly identifiable.

At least the following competences shall be available to the CCC:

a) human resources (e.g. recruitment, development, employee satisfaction);
b) information and communication technology;

7
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satisfaction.

NOTE 2 Even when customer requirements have been agreed with
the customer and have been met, this does not necessarily ensure high
customer satisfaction.

3.9

Key Performance Indicators

KPI

meftrics that quantify objectives which reflect the performance of an
organization.

3.10
monitoring

all means to validate the performance of the CCC for the purpose of
quality assurance.

3.11
qualified contact

beginning of the communication between the agent and the customer
NOTE This applies to outbound contacts only.

4 Management Strategy and Policy

4.1 General

This clause describes the requirements for a customer contact centre
(CCCQC) to execute the management strategy and policy of the client
organization.

The management strategy shall describe the way to achieve the client
organization’s vision, with clearly defined goals. There shall be a strategic
planning phase to the management strategy. This planning shall outline
the infended goals which in turn will form the basis for subsequent
business planning. The contributions of all organizational units of the
CCC and the client organization shall be defined in order to ensure the
fulflment of the targets.

The contents of the strategy shall be made known and clearly explained

6
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3.4

consumer

individual member of the general public purchasing or using goods,
property or services for private purposes [ISO 14025:2006]

3.5

contact

any inferaction or communication between a customer and a CCC
NOTE A contact can attract a deferred reply (e.g. postal mail,

electronic mail, SMS, fax, etc.) or an immediate and/or interactive reply
(e.g. phone call (inbound and outbound), chat, etc.).

3.6
customer

person who receives the operational service from the customer contact
cenftre.

NOTE 1 The customer could be a consumer as well as a business-to-
business end user.

NOTE 2 A customer could be internal or external to the CCC.

3.7

customer contact centre

CCcC

organization which provides customer contact services, on behalf of a client
organization, to their customers through various multi-media channels.
NOTE A CCC could be an in-house customer contact centre as well as
an outsourced centre.

3.8

customer satisfaction

the customer’s perception of the degree to which their requirements
have been met as a result of contact with the CCC

[ISO 9000:2005]

NOTE 1 Customer complaints are a common indicator of low customer
satisfaction but their absence does not necessarily imply high customer

k)
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2 Normative references

The followingreferenced documents are indispensable forthe application
of this document. For dated references, only the edition cited applies.
For undated references, the latest edition of the referenced document
(including any amendments) applies.

Not applicable.

3 Terms and definitions

For the purposes of this document, the following terms and definitions
apply.

3.1

CC agent

agent

person working for a customer contact centre (CCC), whose primary
role is the handling of customer contacts

NOTE 1 Examples of customer contacts are calls, e-mails, fax, and web
inquiries.

NOTE 2 The role of an agent can vary from contact handling to
complex problem solving activities.

3.2

client organization

organization for which the CCC works

NOTE A client organization can be part of the internal organization
(e.g. CEO or Marketing department), as well as an external organization.
3.3

complaint

expression of dissatisfaction made to an organization, related to its products,
or the complaints-handling process itself, where a response or resolution is
explicitly or implicitly expected [ISO 3.2 ,10002:2004]
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Implementing the standard should improve both customer service and
business success. It is designed to achieve customer, staff and stakeholder
satisfaction. It should create a culture of continuous improvement and foster
increased understanding of the value of the customer contact centre.
Figure 2 gives an overview of what can be provided through customer
confact cenftres.

THZ0HwmcCA

www.CarGeek.ir

Customer Contact Centre

1 Scope

This European Standard specifies the requirements for customer contact
cenftres. It aims to provide customer focused best practice designed to
meet customer expectations. This standard applies both to customer
contact centres that are in-house and those that have been outsourced.
This European Standard focuses on the performance quality at the point

BmHZO0O+dwmcAa

Figure 2 — Overview of what can be provided

Examples services Examples channels
- Customer service - Telephone
- Support - E- mail , Fax
- Marketing - Self service
- Sales - Web
- Switchboard - SMS, MMS
- Information - Virtual meda
___________________ ~ In bound
Out bound

through customer contact centres

of contact between the customer and the CCC.
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outsourced centres. The standard has been devised to benefit both of
these types of contact centre and the customers who make use of their
services.

Whilst the standard is voluntary, it aims to bring the following advantages
fo those that adopft it

a) improvements in customer contact quality, which can give a
competitive edge to the organization and avoids the risk of customer
crificism about poor service or service failure;

b) cost efficiencies through better processes and a better understanding
of the customer contact service, whilst maintaining quality outcomes and
effectiveness;

c) improvements in staff retention through understanding and valuing the staff
conftribution to customer service and outcomes; and

d) customer satisfaction.

This European Standard aims to encourage the development of
services, which are effective, high quality and cost-efficient and which
meet customers) expectations. It addresses a number of areas, using a
balanced approach.

The European Standard is visualized in the framework in Figure 1. Each
Customer Contact Centre is organized in seven categories: four enablers
inside the organization and three result areas.

Organisation Results
Management Customer
pitategy and CC agents Satisfaction
Policy Key
Performance
Indicators
Social

Infrastructure || Processes OCI_ o

responsibility

Improvement and innovation

Figure 1 — Customer Contact Centre framework
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Foreword

This document (EN 15838:2009) has been prepared by Technical
Committee CEN/TC 375 “Project Committee - Customer Contact
Services”, the secretariat of which is held by NEN.

This European Standard shall be given the status of a national standard,
either by publication of an identical text or by endorsement, at the latest
by May 2010, and conflicting national standards shall be withdrawn at
the latest by May 2010.

Attention is drawn to the possibility that some of the elements of this
document may be the subject of patent rights. CEN [and/or CENELEC]
shall not be held responsible for identifying any or all such patent rights.
According to the CEN/CENELEC Internal Regulations, the national
standards organizations of the following countries are bound fto
implement this European Standard: Austria, Belgium, Bulgaria, Cyprus,
Czech Republic, Denmark, Estonia, Finland, France, Germany, Greece,
Hungary, Iceland, Ireland, ltaly, Latvia,lithuania, Luxembourg, Maltqg,
Netherlands, Norway, Poland, Portugal, Romania, Slovakia, Sloveniq,
Spain, Sweden, Switzerland and the United Kingdom.

Infroduction

Customer contact centres (CCC) have an important role in the
interaction between the organization purchasing the CCC service
and their customers. CCCs do not always live up to the customers’
expectations (e.g. long queuing times, failure to answer queries promptly
and efficiently, and impersonal treatment). They vary in their levels of
service quality and consumer protection, and work to many different
standards and levels of efficiency.

This European standard has been developed in response to European
Commission mandate M/378. The Mandate states that the goal of the
standard is to provide quality of service requirements for contact cenfres,
common fo all centres, and irrespective of the service sector, technical
approach to the provision of the service, or the service provider. The
standard applies to both in-house customer contact centres as well as
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