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No. MOB-21/CC report-2011/65 Dated October 11, 2011

To
All CGMs
Telecom Circles / Telecom Districts

Subject :- Operations Manual and Reports Dossier for WS Call Centers.

Reference is invited towards the subject cited above, with active inputs from the field
units, an Operation & Maintenance Manual and a dossier for Call Center Reports has been
prepared and is enclosed herewith. The activity has been done with an aim of standardizing
the O&M activities as well as reports format across various Wireless Call Centers of BSNL.
The details of the two aforesaid documents are as under:

(i) Operation & Maintenance Manual contains a representative list of activities and
procedures required to be followed by the concerned field units.

(ii) The Reports dossier contains the list of reports along with the objective, frequency of
measurement and reporting as well as format of each of the individual reports.

2 The two aforesaid documents are to be implemented uniformly, without fail, across
all Wireless Call Centers of BSNL. Any discrepancy and / or feedback in relation to the two
documents may be informed to this cell.

3. This issues with the approval of GM (VAS CM).
(Thani Singh) \| \p D2 \)
AGMAVAS-Tech.)
Copy to :-

1. CMD - for kind information please.

2. All Directors, BSNL Board - for kind information please.

3. M/s Sparsh BPO Services Ltd. / M/s Spanco BPO Services Ltd —for information and
necessary action please.
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1. Dedicated teams for call center.

1.1    Dedicated team of 4 officials including 1 DE/AGM rank officer assisted with at-least 3 SDE/JTO rank officer should be posted at call center site itself.

1.2    The on site dedicated team will be fully responsible for carrying out various O&M activities and monitoring of various operational reports. 
1.3    There should be a weekly review meeting at the level of DGM, in-charge of the call center and a fortnightly review meeting at the level of GM in-charge of the call center. 

1.4    The review meetings headed by GM in-charge of call center should invite representations from the other units and CC Vendor also (like NWO-CM, Mktg.-CM etc.), based on the profile of the complaints received in the preceding fortnight.

1.5    The minutes of the fortnight meeting should be documented and should be shared with BSNL Corporate office.

2. Regular updation of database of concerned nodal officers (complaint resolution)
2.1   The database (name, designation, contact no., email id) of the   

concerned nodal officers should be verified on weekly basis to avoid any communication gap due to transfers or change in job responsibilities of the officials.

2.2   Training to new nodal officers. The call center nodal team should invariably have an orientation con-call with new nodal officials.  
3. Monitoring daily call center pending Fault docket status.  

3.1   The nodal call center team should review ‘Daily Nodal officer wise complaint ageing report’ of all pending dockets. The ageing report contains dockets that are distributed age wise i.e. dockets pending for 24 hrs, 48 hrs etc. Dockets which are pending for more than 48 hrs should be on priority and should be pursued with SSA nodal officers.

3.2    Regular checks should be carried out to ensure pending docket SMS, to the concerned Nodal Officers. Some test numbers of CC team may also be placed in the list of pending docket to ensure that pending docket SMS is delivered.

3.3    Regular checks should be carried out to ensure pending docket SMS to the concerned SSA/unit heads (pending > 72 hrs) as well as controlling officers of the nodal officers (pending > 48 hrs). 

3.4   Regular checks should be carried out to ensure SMS to the nodal officers who have not logged in docket clearance tool for more than 72 hrs and docket is also pending in the login. 

3.5   Sample calling to check that the complaint booking and complaint resolution SMS are properly delivered to the customers.
3.6    Sample docket booked should be checked to ensure that escalation is taking place to the concerned and proper nodal officers. 
3.7   The time limit for resolution of complaints may be fixed as below:

	S. No.
	< 24 Hrs
	24-48 Hrs
	48-72 Hrs
	>72 Hrs

	All Circle
	60%
	30%
	10%
	Nil


4. CIC data updation at Call Center. 

4.1   CIC customer database in the CRM should be monitored and updated on 
monthly basis.

4.2
A fault dockets belonging to CIC customers should be    prioritized and monitored separately by the Call Center Nodal team.
4.2    Regular persuasion to be carried out from Call center for fast docket   

 clearance by the respective nodal officers.

4.3    High priority docket(s) of irate/CIC/UPC generating customers to be 
 intimated by SMS to the concerned nodal officers for immediate resolution.

4.4    Educating nodal officers about the docket clearance mechanism as well as

 dockets with higher priority.

5. Monitoring implementation of new updates and in relation to service page, Contact Center, IVRS, knowledge bank etc.
5.1    Check for any change in tariff/launch of new schemes from BSNL intranet, communication from Nodal Center/Circle marketing etc. 

5.2    Educate CC Team about the update and held discussions with supervisors   

 & senior agents to work out intricacies and expected customer queries. 

5.3    Ensure timely modifications are to be carried out in service page, Contact Center, IVRS, knowledge bank etc.

6. Check daily Call Center reports (For all SLA/KPI) 

6.1 SLA:

· 17.1.1: System Uptime (Daily)

· 17.1.2: Accessibility of Call Center (Daily)

· 17.1.3: Call Queue Wait Time (Daily)

· 17.1.4: Customer Satisfaction (Daily)

· 17.1.5: IVRS Efficiency (Daily)

· 17.1.6: Call Abandonment Rate (Daily)

· 17.1.7: Call Quality Score(Daily)

              6.2 KPI:

· 17.2.1: Accuracy of complaint logging (Weekly)

· 17.2.2: Average call handling time (Daily)

· 17.2.3: Average call handling time by CC agents (Daily)

· 17.2.4: Time taken for IVRS modification (Weekly)

· 17.2.5: Percentage of repeat calls (Daily)

· 17.2.6: Time taken for resolution of complaints (Weekly)

· 17.2.7: Calls per subscriber (Daily)

· 17.2.8: Response time for communication to subscribers via SMS/email/web/FAX (Daily)

7. Periodic review of  MSC POI Report and ICB server Reports 
7.1  Collect relevant MSC POI reports (call attempt and call landed) and compare with calls landed in Call Center (As per Call Center Report). It will indicate mismatch, if any, between calls landed as per Call Center and MSC.

7.2 Monitor POI-wise traffic monitoring will ensure proper working of all     connected PRIs.

7.3  Ensure that all the call center access codes are opened in newly    commissioned switches and MSCs. 

8. Check and analyze top complaints/enquiries/requests of the previous day
8.1 Check top complaints/enquiries/requests, share the outcome with concerned unit and do the root cause analysis of the same with concerned unit in-charge. 

8.2 This will help in minimizing of such occurrences and ensure proper handling of such calls by the CC agents.

8.3 Any missing complaint/enquiry/request tags should be incorporated. 
9. Sample call quality check for recorded calls (as per SLA 17.1.7)
9.1 Sample call quality check for at-least random at-least 50 sample      recordings of the previous day and should be marked as per call           observation form in EOI. The average marking of these calls will           capture call quality score (SLA 17.7.7).

9.2 The results should be shared and discussed with CC team to achieve                 improvement in CC agent performance. 

10. Preparation of various reports

10.1  Call Center monthly PMR.

10.2  Call center weekly PMR.

10.3  Top 10 CC complaints of the week with analysis.

10.4  CC audit report/queries

10.5  Nodal officer performance report w.r.t. docket clearance.

10.6  Any other report required from time to time.

11. Live barging of calls meant for Call Center agents and test calls

11.1 Live barging of calls meant for Call Center agents should be carried out. A minimum of 10 calls should be barged by the nodal team at the CC. This will ensure immediate feedback on CC agents’ performance and subsequent improvement. 

11.2   In addition to above, few test calls should also be made, especially during the busy hours, to verify call wait time, call quality etc.

12. Planning for OBD schedule

12.1 Promotion of new schemes

12.2 GPRS feedback and settings related calls

12.3 Promotion of VAS

12.4 Welcome calls to new prepaid and postpaid customers

12.5 Feedback from data card customers

12.6 Docket clearance feedback

12.7 Franchisee/retailer feedback calls

12.8 MNP retention calls

12.9 OBD to customers who have generated UPC

12.10 OBD to grace customers for recharge

12.11 OBD to customers who have recorded queue recording message 

The list is non exhaustive and circles can add their own
13. Monitoring of inbound traffic & coordination with Call Center team for agent manning and dynamic distribution in various segments
13.1 The nodal team in consultation with respective GM/DGM will project next months likely traffic based on the new tariff plans and promotional activities being planned. This should be done in synch with EB & Mktg.  

13.2 Guiding CC team and monitoring on agent manning and dynamic distribution of agents in various segments (3G/Postpaid/Prepaid/Franchisee etc) based on queue and other feedbacks.

13.3 This will facilitate optimum utilization of Call Center agents resulting       in improved performance. 

14. Designing and planning for the contents of CRM/ IVRS/Contact Center/Call Center service page
14.1 Regular updation of the contents of CRM/IVRS/Contact Center/Call   Center Service page should be carried out

14.2 KPI on this aspect should be closely monitored.

14.3 Feedback from the Call Center agents should be the basis of        continuous improvement.

15. Coordination with CC team for outbound calls through Predictive Dialing
15.1 Promotion of schemes through predictive dialer should be scheduled 
   properly in consultation with CC Team. 

15.2 The contents of such promotion should be verified.

16. Arranging training session for CC agents

16.1 Training contents of Call Center agents should be verified.

16.2 Training sessions of Call Center agents should be pro-actively attended to check its effectiveness.

16.3 Arranging regular training session for CC agents/supervisors by various BSNL experts from MSC/IN /Provisioning/Billing and also       from various VAS content providers. 

17. Regular coordination with Circle/Nodal teams for technical assistance

17.1 Close coordination with SMSC, IN, OTA, HLR, MSC and BSS teams for technical assistance on related issues like IN GUI/GPRS setting related link/HLR parameters/balance & validity related cases/etc.

17.2 In case of any abnormal surge in traffic due any technical fault,       immediate escalation to the Circle/Nodal teams.

18. Monitoring and implementing of modifications in Call Center operations as per instructions
 Monitoring of Implementation of Instructions issued by BSNL Corporate Office for effective operations and in relation to standardization and sharing of good practices.   

19. System Health Check 

19.1 Checking the report of health check of all the Call Center elements like IVRS, Servers, PRI Links, other Links to various network elements, etc. 

19.2 Follow up with the concerned for restoration, in case of failures.

20. Design and monitoring of IVR tree. 
20.1 IVR tree up to level-2 has been decided by BSNL Corporate Office.

20.2 However analysis to be done for restructuring or re-designing of      the contents for improving the efficiency of IVRS by ensuring                             proper information/content in IVRS.

21.  Dealing TCCCP Complaints:
21.1 Monitoring the registrations/deregistration through IVRS and                    agent.

22.2 Ensuring proper uploading of the registrations/de registrations requests received at Call Center to the Zonal servers           
22.3 Ensuring proper forwarding of complaints, as per the format                        specified by TCCCP regulations, to the respective TCCCP nodal officer. 

22.4
Monitoring of aging analysis of TCCCP Complaint dockets. 
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	Sl No.
	Name of report
	SLA/KPI
	Frequency
	Page No.

	1
	System Uptime Report
	17.1.1
	Daily
	3

	2
	Accessibility of Call Center Report
	17.1.2
	Daily
	4

	3
	Call Queue Wait Time Report
	17.1.3
	Daily
	5

	4
	Customer Satisfaction 
	17.1.4
	Daily
	6

	5
	IVRS Efficiency Report
	17.1.5
	Daily
	7

	6
	Call Abandonment Rate  Report
	17.1.6
	Daily
	8

	7
	Call Quality Score Report
	17.1.7
	Daily
	9

	8
	Accuracy of complaint logging  Report
	17.2.1
	Weekly
	10

	9
	Average call handling time Report
	17.2.2
	Daily
	10

	
	Average call handling time by CC Agents Report
	17.2.3
	Daily
	11

	
	Time taken for IVRS modification Report 
	17.2.4
	Weekly
	11

	
	Percentage of repeat calls  Report
	17.2.5
	Daily
	12

	
	Time taken for resolution of complaints  Report
	17.2.6
	Weekly
	12

	10
	Calls per subscriber  Report
	17.2.7
	Daily
	14

	11
	Response time for communication to subscribers via SMS/Email/web/FAX  Report
	17.2.8
	Daily
	15

	12
	Top Ten Queries & Complaint Report
	Local
	Daily/Monthly
	15
	

	13
	Complaint Ageing report –Tag / Tickler wise
	Local
	Daily
	16
	

	14
	Complaint Ageing Report–Nodal Officer Wise
	Local
	Daily
	16
	

	15
	IVR / Agent Call Handling Efficiency report
	Local
	Daily
	17
	

	16
	Call Centre performance Report to CO
	C.O
	Monthly
	For CO,ND
	18


A. Service Level Agreement (SLA) Parameters Reports

1. System Uptime (17.1.1) Report

	SLA01 – System uptime (Voice response available to customer)

	Objective
	To measure the period in which no customer could be serviced due to fault in the system, which includes Hardware, Software & Voice infrastructure but excludes bandwidth, for voice & data, provided by BSNL. This SLA implies that Call Center services are fully available and system is not down for any reason. If CCF is able to transfer the calls to other Call Center within the zone, the penalty under this sub-clause will stop from the time diversion becomes successfully operative. Down time duration & its accountability will be jointly decided within 24 hours and signed by BSNL & CCF representatives based on MSC/ system logs & reports

	Definition
	It will be calculated based on formula “Total down time minutes / Total minutes in a month”. For example, the system was down for 2 hours in July 08; Uptime will be [100- {120/ (31 days x 24 hours x 60 minutes)}x 100 ]= 99.73%

	Method

	Data Capture
	System down time should be captured by the IT systems at the call center 

	Measurement Interval
	Monthly

	Reporting Period
	Monthly


	Service Level

	Sr. no
	System uptime value for month
	Penalty

	1
	>= 99.7%
	Nil

	2
	>= 98.7% but < 99.7%
	1.0% of monthly billed amount 

	3
	>= 97% but < 98.7%
	3.0% of monthly billed amount

	4
	>= 95% but < 97 %
	5.0 % of monthly billed amount 

	5
	>= 90% but < 95 %
	10% of monthly billed amount

	6
	< 90%
	20% of monthly billed amount 


Format -

	S. No.
	Name of Node / Server
	Planned down time
	Unplanned downtime
	Total downtime in Month
	Remarks if any

	1
	IVR Server 1
	
	
	
	

	2
	IVR Server 2
	
	
	
	

	3.
	IVR Server n
	
	
	
	

	4
	Database Server
	
	
	
	


· All unusual occurrences / downtime should be escalated to Call Center Nodal team, as and when, they are observed
2. Accessibility of call centre - electronic response(17.1.2) Report
	SLA02 – Accessibility of call centre (electronic response) 

	Objective
	To measure the % of callers that fail to connect to call center. BSNL wants to ensure that most subscribers attempting to contact call centre should be able to connect to it. 

	Definition
	Percentage of calls getting rejected at MSC or BSNL switch directly connected to the Call Center during day Time Consistent Busy Hour (TCBH) averaged over the month.  TCBH is the busy hour observed during maximum number of days during the month and confirmed by BSNL.  Percentage of calls getting rejected  could be for want of Call Center capacity or fault in some element of the Call Center that is attributable to the CCF. 

	Method

	Data Capture
	The Call Center in-charge & representative of CCF will carry out daily reconciliation after obtaining report from all connecting MSCs/ BSNL switches and the Call Center system. Reconciled figures for all days in a month will be totaled to arrive at monthly call failure figure.

	Measurement Interval
	Daily / Weekly / Monthly

	Reporting Period
	Monthly


	Service Level

	Sr. no
	% of Calls not able to Connect to call center (IVRS Response ) 
	Penalty

	1
	<= 5%
	Nil

	2
	> 5% but < = 10%
	5%% of monthly billed value 

	3
	> 10% but < = 15%.
	10% of monthly billed value

	4
	> 15%
	20% of monthly billed value


Format:

Three distinct Reports should be observed, one taken form all the MSC/MGW providing POI to the call centers, other from Call Center itself and third from the ICB Server.  

i. Report from MSC/MGW providing POI to call center :-

	S. No. 
	POI detail
	Date
	Hour
	Call Attempts
	Call Answered

	1
	
	
	
	
	

	2
	
	
	
	
	


ii. Report from Call Center :-

	S. No. 
	POI detail
	Date
	Hour
	Call landed at Call Center

	1
	
	
	
	

	2
	
	
	
	


iii. Report from ICB Server:-

	S. No. 
	POI detail
	Date
	Hour
	Call observed

	1
	
	
	
	

	2
	
	
	
	


3. Call Queue Waiting Time - Voice to Voice (17.1.3) Report
	SLA03 – Call Queue Waiting Time (Voice to voice)

	Objective
	To measure the amount of time subscribers have to wait before they are able to speak to an operator (from the time they leave IVRS). BSNL wants to ensure that the waiting times for its customers are not more than a specified level

	Definition
	This is the percentage of calls that are answered by the call center operators within a specified time period during TCBH (Time Consistent Busy Hour). In other words, it is the waiting time in Automatic Call Distributor (ACD) queue after pressing prescribed digit by a subscriber to talk to the agent but before being answered by the agent.

	Method

	Data Capture
	The call queue waiting time shall be calculated from the time the customer has keyed the relevant number in the IVR option menu, for speaking to the customer care executive/operator. 

The menu for speaking to the customer care operator should be given preference in the menu options and this menu shall not be below the first sub-menu at the third layer, the first layer being the choice of language and the second layer the service menu.

The segmentation of customer categories is described in para 2 of technical specifications (Annexure I). The CRM should be able to recognize the customer’s category even if a short code for different category is not used by the customer.

	Measurement Interval
	Daily

	Reporting Period
	Monthly


This SLA is defined for 3 different categories of customers :

	Service Metric

	Sr. no
	Service level category
	Metric value

	1
	Entry level
	60 seconds

	2
	Second level
	45 seconds

	3
	Third level
	30 seconds

	Service Level

	Sr. no
	Percentage of calls attended
	Penalty

	1
	> 90% calls attended within the specified service metric for any category
	Nil

	2
	85%-90% calls attended within the specified service metric for any category
	10% of monthly billed value

	3
	< 85% calls attended within the specified service metric for any category
	20% of monthly billed value


Format :-

i.
Entry Level Report :- 

	S. No
	Date
	Hour
	Total call in queue
	Calls Answered
	Average Wait time
	Maximum duration Wait
	Calls beyond Wait SLA

	
	
	
	
	
	
	
	


ii
Second Level Report :- 

	S. No
	Date
	Hour
	Total call In queue
	Calls Answered
	Average Wait time
	Maximum duration Wait
	Calls beyond Wait SLA

	
	
	
	
	
	
	
	


iii
Third Level Report :- 

	S. No
	Date
	Hour
	Total call In queue
	Calls Answered
	Average Wait time
	Maximum duration Wait
	Calls beyond Wait SLA

	
	
	
	
	
	
	
	


4. Customer satisfaction - Voice to Voice and IVRS (17.1.4) Report
	SLA04 –Customer satisfaction (Voice to voice)

	Objective
	To measure the quality of services offered by CCF through: 

- Operators and

- IVRS 

 via the measurement of end user’s satisfaction.

	Definition
	This is the measure of customers’ satisfaction with the way her query/complaint has been handled by the call centre operator /  IVRS system. The CCF shall be responsible for maintaining a minimum level of customer satisfaction based on the criteria defined by BSNL from time to time.

The satisfaction level of subscribers shall be collected on a four point scale of 4:“very satisfied”, 3:“satisfied”, 2:“dissatisfied” and 1:“very dissatisfied”

	Method

	Data Capture
	Customer survey would be administer in two ways:

1. The CC should have a SMS based mechanism in place to capture customer’s satisfaction rating for calls handled by operators or IVRS. 

BSNL will provide a set of survey questions (TBD) that should be administered to a statistically significant number of customers. This sample shall also be dynamically defined by BSNL and CCF as defined later in the document. For e.g. every 5th customer to be administered survey etc.

In cases where customers rate the experience as ‘1’ a follow up SMS should be sent to capture the reason for dissatisfaction. BSNL shall define the follow up questions to be asked separately (TBD)

2. In IVRS tree at first layer the customer should be given an option to provide satisfaction rating by pressing ‘*’. Similar to the above process, for all customers pressing ‘*’ an sms based customer satisfaction survey should be administered once the call is over.  

	Measurement Interval
	Weekly

	Reporting Period
	Monthly


	Service Level

	S. No.
	Average satisfaction Score
	Penalty

	1
	3 or more
	Nil

	2
	2  to less than 3
	5% of the monthly bill value

	3
	Less than 2
	10% of the monthly bill value


Format :-

	S. No.
	Date
	Total SMS sent
	Satisfied Customers
	Dissatisfied Customers
	No Remarks Customers

	
	
	
	
	
	

	
	
	
	
	
	


· All dis-satisfied customer cases should be called back on sample basis by Nodal Team at Call Center for detailed feedback.
5. IVRS Efficiency - % of calls disposed of successfully at IVRS (17.1.5) Report
	SLA 05 –IVRS Efficiency

	Objective
	To measure share of calls that are successfully disposed off by the IVR System. This is to track if appropriate capacity of IVRS and quality of content is in place to achieve minimum successful disposal rate at IVRS. 

	Definition
	This is measured as Number of calls satisfactorily disposed of at IVRS / Total number of calls reaching IVRS.

	Method

	Data Capture
	The calls considered disposed off at the IVRS are the calls that are ended at a defined level in the IVRS menu and which don’t request for talking to the operator.

	Measurement Interval
	Daily

	Reporting Period
	Monthly


	Service Level

	S.No.
	% Calls satisfactorily disposed of at IVRS 
	Penalty

	1
	> 55%
	Nil

	2
	Between 50 to 55 % 
	5% of monthly bill value

	3
	Between 45 to 50 %
	10% of monthly bill value

	4
	< 45 % 
	15% of monthly bill value


Format:-

	Sl. No
	Date
	Hour
	Average Calls offered to IVR
	Average Calls handled by IVR
	Average % of Call satisfied by IVR

	1
	
	
	
	
	


6. Call abandonment rate - Unanswered calls by Operators (17.1.6) Report
	 SLA06 – Call abandonment rate (unanswered calls by operators)

	Objective
	To ensure that not more than a certain % of calls requesting an agent should go unattended

	Definition
	This measures % of calls that requested for agent but were not answered by the agent.  

	Method

	Data Capture
	The CCF shall track the number of calls requesting agents and % of those calls that are being answered by the agents

	Measurement Interval
	Daily

	Reporting Period
	Monthly


	Service Level

	S.No.
	Calls unanswered by agents
	Penalty

	1
	< 5%
	Nil

	2
	 Between 5%-10%
	10% of monthly bill value

	3
	>10%
	20% of monthly bill value


Note :- CCF is required to make outbound calls each of the inbound callers whose inbound calls were not answered by the CCF agent and the call waiting time was more than 90 seconds.  Such call will be made within 24 hours of such incoming Call. 
Format :-

	Sl. No.
	Date
	Hour
	Total calls landing to Agent
	Total Calls abandoned 
	% of Calls abandonment
	Calls abandoned within SLA duration 
	% of Calls abandonment within SLA time

	
	
	
	
	
	
	
	


7. 17.1.7 Call Quality Score (17.1.7) Report. 

	SLA07 – Call quality score 

	Objective
	To measure the quality of calls being handled by the call center agents. BSNL wants to ensure that certain standards be adhered to during the calls and quality of information provided, diction, language, politeness etc. 

	Definition
	Call quality audit score is a method of scoring agent calls against predefined parameters to ensure that the agents are adhering to the quality standards as defined by BSNL. 

	Method

	Data Capture
	The Call Center should have a call logging facility to record  at least 5% of each type of  calls that have been handled by the agents. A sample of these calls will then be graded by the call quality audit team from BSNL against pre-decided parameters as mentioned in call observation Annexure IX.

	Measurement Interval
	Daily

	Reporting Period
	Monthly


	Service Level

	Sno
	Score on Call quality
	Penalty

	1
	< 85%
	Nil

	2
	Between 80% to 85%
	2% of monthly billed value 

	3
	Between 75% to 80%
	5% of monthly billed value

	4
	< 75%
	10% of monthly billed value


Format :-

	Sl. No. 
	Audit Date
	Agent Name
	Agent ID
	Ops. Team Leader Name
	Sr. CSA Name 
	BSNL Nodal person’s Name
	Quality Score

	1
	
	
	
	
	
	
	


B. Key Performance Indicators (KPIs) Reports

8. Accuracy of complaint logging by operators (17.2.1) Report

	KPI01 –Accuracy of complaint logging by operators

	Objective
	To measure the accuracy with which operators register customer complaints. BSNL would like to ensure that not more than a small percentage of complaints are incorrectly captured. 

	Definition
	This is the percentage of complaints that have been captured incorrectly by the call center operators making it difficult to resolve the same. 

The complaints that have been marked wrong tag shall be used to calculate the % of incorrect complaint logged by CC using the following formulae: Total wrong of incomplete complaints logged / Total complaints logged for the month. 

The CCF shall be provided access to complaints that have been marked wrong tag for their own appraisal.

	Method

	Data Capture
	The resolution teams that actually work on the complaints will have an option to mark a complaint incorrect or incomplete based on the contents of a complaint logged at CC. 

	Measurement Interval
	Weekly

	Reporting Period
	Monthly


Format :-

	S. No. 
	Name
	Total complaints
	Total incorrect complaints 

due to wrong tagging 
	% of incorrect 

Complaints

	
	
	
	
	


9. Combined Report for Average call handling time (ACHT) at IVRS (17.2.2), Average call handling time by agents (17.2.3), Percent of Repeat Calls (17.2.5) & Time Taken for resolution of Complaints (17.2.6)
17.2.2 Average call handling time (ACHT) at IVRS 
	KPI 02 – Average Call Handling time at IVRS

	Objective
	It is a measure to ensure that the IVRS menus/content is appropriately designed so that it does not take too long for the customers to be self-serviced through IVRS.

	Definition
	This measures the time it takes for the customers to be successfully serviced by the IVRS. 

	Method

	Data Capture
	The CCF shall be responsible for design and updation of IVRS content and Tree structure. Based on top queries/complaint categories every month the CCF should suggest changes in the IVRS flow / content so that the customers can be serviced efficiently.

	Measurement Interval
	Daily

	Reporting Period
	Monthly


 17.2.3 Average call handling time by CC Agents 
	KPI 03 – Average call handling time by agent 

	Objective
	It is a measure to ascertain average talk time taken by agent in satisfying the subscriber while maintaining the required quality of content & presentation.

	Definition
	This measures the time it takes for the customers to be successfully serviced by the CCF agents. 

	Method

	Data Capture
	Measurement of talk time duration will start from the moment, the agent picks up the call till end of conversation. The value will be arrived at based on reports generated by the Call Center system and cross-verified daily by having sample barge-in calls by the Call Center in-charge. ( Refer Table below ). 

	Measurement Interval
	Daily

	Reporting Period
	Monthly


	Sl.No.
	Segment
	Average talk time by agent.  
	Total No. of calls handled by agent 
	Total Call Talk time

	
	
	Col. A
	Col. B
	= A x B

	1.
	Entry Level
	
	
	

	2.
	Second Level
	
	
	

	3.
	Third Level
	
	
	

	
	Total
	
	Say total No. of such calls are C
	Say total talk time = D


17.2.4 Time taken for modification of IVRS content/Tree  Report

	KPI04 - Time taken for modification of IVRS content/Tree

	Objective
	To measure if the content updates on IVRS are taking place within a reasonable time. 

	Definition
	This is the measure of time taken for CCF to modify the contents of IVRS menu/Tree after changes have been approved by BSNL. 

Normally this should be completed within 3 working days and should never exceed more than 7 working days from the date of approval

	Method

	Data Capture
	

	Measurement Interval
	Weekly

	Reporting Period
	Monthly


Format :-

	Sl. No.
	Date of receipt 

of modification

 request 
	Date of 

completion of 

modifications 

as requested
	Status of 

Completion 

of request
	Timeline for 

completion of 

requested 

Modifications

	
	
	
	
	


17.2.5: Percentage of repeat calls

	KPI05 – Percentage of repeat calls

	Objective
	To measure the number of customers who call the call centre more than once in a specified time period. High percentage of repeat calls indicate problems at satisfying customer at first call

	Definition
	Repeat calls will be defined as the calls made by subscribers who have already called the call center on the same date ( from 0.00 hrs to 24.00 Hrs)  preceding this repeat call.

The purpose of this metric is to ensure that call center operators are handling calls in satisfactory manner to ensure minimum need for customers to call again. 

The measurement of this KPI will be calculated as the number of Repeat calls divided by the number of Total calls 

	Method

	Data Capture
	CCF should monitor and report on repeat calls, as defined above, on daily basis. 

	Measurement Interval
	Daily

	Reporting Period
	Monthly


17.2.6: Time taken for resolution of complaints

	KPI06 – Time taken for resolution of complaints

	Objective
	To measure the time taken for resolution of complaints. Though all types of complaints would not be resolved by the CCF operators, but BSNL wants to monitor this metric to track resolution performance of internal and CCF teams both. 

	Definition
	This KPI will measure the % of complaints resolved within specified time limits. (Pending for less than 24 hours, 1-3 days, 3-7 days,> 7 days). These times will be tracked for all different categories of complaints.

	Method

	Data Capture
	CCF should monitor and report on complaints resolution times for all categories of complaints

	Measurement Interval
	Weekly

	Reporting Period
	Monthly


Format :- 

	Date
	Hour
	Calls on IVR
	Calls Handled BY IVR
	IVR Handled % 
	Short Calls on IVRS
	% of Short Calls on IVRS
	IVR Billable - Disposed on IVRS
	Billable ACHT (secs)
	Max Billable ACHT on IVRS 120 Secs
	Total Connect Minutes at IVRS
	Cost on IVRS

	
	
	
	
	
	
	
	
	
	
	
	


	Total Requested to Agent
	Total Call Back requested by customer
	Total Answered by Agent
	ANS%
	% age for Call Back requested by customer
	LIQ
	LIQ%
	Short Calls at Agent
	% Short Calls at Agent
	Repeat Calls at Agent
	% Repeat Calls at Agent
	Billable Calls At Agent

	
	
	
	
	
	
	
	
	
	
	
	


	First Segment - Answered by Agent
	First Segment - ANS%
	%age First Segment - Callbacks requested by Customer
	First Segment - LIQ
	First Segment - LIQ%
	First Segment - Repeat Calls at Agent
	First Segment - % Repeat Calls at Agent
	First Segment - Unique Calls At Agent
	First Segment - ACHT at Agent(sec)
	unique calls + 15% of unique calls if repeat calls > 15% else answered calls

	
	
	
	
	
	
	
	
	
	


	First Segment - Short Calls at Agent
	First Segment - % Short Calls at Agent
	First Segment final billable calls
	first segment - connect minutes 
	First Segment - Total Answered by Agent during TCBH
	First Segment - Total Answered by Agent in 60 Sec during TCBH
	First Segment - Ans % TCBH 60 Sec
	Second Segment - Requested to Agent
	Second Segment - Callbacks requested by Customer
	Second Segment - Answered by Agent
	Second Segment - ANS%
	%age Second Segment - Callbacks requested by Customer

	
	
	
	
	
	
	
	
	
	
	
	


	Second Segment - LIQ
	Second Segment - LIQ%
	Second Segment - Repeat Calls at Agent
	Second Segment - % Repeat Calls at Agent
	Second Segment - Unique Calls At Agent
	Second Segment - ACHT at Agent(sec)
	unique calls + 15% of unique calls if repeat calls > 15% else answered calls
	Second Segment - Short Calls at Agent
	Second Segment - % Short Calls at Agent
	Second Segment Final Billable Calls
	Second segment - connect minutes 
	Second Segment - Answered by Agent during TCBH
	Second Segment - Answered by Agent in 45 Sec during TCBH

	
	
	
	
	
	
	
	
	
	
	
	
	


	Second Segment - Ans % TCBH 45 Sec
	Third Segment - Requested to Agent
	Third Segment - Callbacks requested by Customer
	Third Segment - Answered by Agent
	Third Segment - ANS%
	% age Third Segment - Callbacks requested by Customer
	Third Segment - LIQ
	Third Segment - LIQ%
	Third Segment - Repeat Calls at Agent
	Third Segment - % Repeat Calls at Agent
	Third Segment - Unique Calls At Agent
	Third Segment - ACHT at Agent(sec)
	unique calls + 15% of unique calls if repeat calls > 15% else answered calls

	
	
	
	
	
	
	
	
	
	
	
	
	


	Third Segment - Short Calls at Agent
	Third Segment - % Short Calls at Agent
	Third Segment - Final Billable Calls
	Third segment - connect minutes 
	Third Segment - Answered by Agent during TCBH
	Third Segment - Answered by Agent in 30 Sec during TCBH
	Third Segment - Ans % TCBH 30 Sec
	Campaign - 1 Connected
	Campaign - 1 ACHT
	Total Connect Minutes Campaign - 1
	Campaign - 2 Connected
	Campaign - 2 ACHT
	Total Connect Minutes Campaign - 2

	
	
	
	
	
	
	
	
	
	
	
	
	


	Campaign - 3 Connected
	Campaign - 3 ACHT
	Total Connect Minutes Campaign – 3
	Inbound Revenue
	IVR Revenue
	Outbound Revenue
	Total Revenue
	CSAT - Score
	Quality Score
	System Uptime
	Accessibility of Call Center

	
	
	
	
	
	
	
	
	
	
	


10.  Calls per subscriber(17.2.7) Report

	KPI07 – Calls per subscriber

	Objective
	To measure the call volume generated by BSNL customers for call center. 

	Definition
	This will be measured by taking total number of calls attempted by customers / Total number of subscriber at the beginning of every month.

Along with calls per subscriber the CCF should also track total calls received at call center, total complaints received etc. in the monthly performance report template 

	Method

	Data Capture
	

	Measurement Interval
	Daily

	Reporting Period
	Monthly


Format : -

	S. No.
	Total Subscriber

Base
	Total Calls received at the Call

Center
	Calls/ Subs

	
	
	
	


11.      Response time for communication to subscribers via SMS / email / Web / FAX (17.2.8) Report

	KPI08 – Response time for communication to subscribers via SMS / email / Web / FAX   

	Objective
	To ensure promptness of the CCF in dealing with communication of  subscribers via SMS / email / Web / FAX   

	Definition
	This defines the % of communication via SMS / email / FAX/ web etc. ( i.e. other than voice & IVRS )  which were  responded within 24 hours of receipt of communication by CCF.

	Method

	Data Capture
	The Call Center should have a facility to record the date, time and counts of  the communications received via each of the communication means namely email, SMS, FAX, web and the time within which satisfactory response is sent to the subscriber for each such communication received.  

	Measurement Interval
	Daily

	Reporting Period
	Monthly


Format :-

	S. No.
	Date/Month
	Total complaints received on fax
	% of Total complaints received on FAX


	Total complaints received on SMS
	% of Total complaints received on SMS


	Total complaints received on Web
	% of Total complaints received on Web

	
	
	
	
	
	
	
	


12.      Top ten queries & complains reports (QRC)  

	KPI – Top ten Queries and Complaints  

	Objective
	To ensure prompt redressal action on frequently observed queries and complaints.    

	Definition
	This defines the top ten queries and complaints observed at call center during a specified time period. The top ten queries would be % wise highest observed during that observation period.   

	Method

	Data Capture
	The Call Center should have tickler/tag wise facility to record the date, time and counts of  the queries / complaints recorded at the call center.    

	Measurement Interval
	Daily

	Reporting Period
	Monthly


Format :-
For Queries:

Period : 

	S. No.
	Query Parameters
	Count observed during the period
	% of Total Queries during the period

	
	
	
	


For Complaints:

Period : 

	S. No.
	Complaint Parameters
	Count observed during the period
	% of Total Queries during the period

	
	
	
	


13.     Complaint Ageing Report – Tag/Tickler wise 

	KPI – Top ten Queries and Complaints  

	Objective
	To ensure prompt redressal action and closing of complaints booked under various tag/tickler categorization.     

	Definition
	This defines the pendency of complaints tag/tickler wise during the period of observation and reporting.      

	Method

	Data Capture
	The Call Center should have tickler/tag wise facility to record the date, time and counts of  the queries / complaints recorded at the call center.    

	Measurement Interval
	Daily

	Reporting Period
	Monthly


This report gives emphasis to the nodal officer id wise complain pendency & resolution report to minimize the flow of complaints for quick & fast resolution on daily basis. 
Format :-

	Sl. No. 
	Date
	Tag
	Tickler
	Total Pending complaints
	Unresolved within 24 hrs.
	Unresolved within 72 hrs
	Unresolved within7days
	Unresolved beyond 7days

	
	
	
	
	
	
	
	
	


14. Complaint Ageing Report – Nodal Officer wise 

	KPI – Top ten Queries and Complaints  

	Objective
	To check the promptness and seriousness of the Nodal Officers in prompt redressal and closure of complaints      

	Definition
	This defines the pendency of complaints Nodal Officer wise during the period of observation and reporting.      

	Method

	Data Capture
	The Call Center should have Nodal Officer wise facility to record the date, time and counts of  the queries / complaints recorded at the call center.    

	Measurement Interval
	Daily

	Reporting Period
	Monthly


Format :-
	Sl. No. 
	Date
	Nodal Officer
	Total Pending complaints
	Unresolved within 24 hrs.
	% of total complaints unresolved within 24 hrs.
	Unresolved within 72 hrs
	% of total complaints unresolved within 72  hrs
	Unresolved within 7days
	% of total complaints unresolved within 7 days
	Unresolved beyond 7days

	
	
	
	
	
	
	
	
	
	
	


15.    IVR / Agent Call handling efficiency Report 

	KPI – Top ten Queries and Complaints  

	Objective
	To check the promptness and seriousness of the Nodal Officers in prompt redressal and closure of complaints      

	Definition
	This report shows the daily hourly base IVR Call handled (efficiency), Requested to agents, Calls answered by agents along with Lost in queue (call abandoned) & Avg. Handling Time details.

	Method

	Data Capture
	The report is a mix and match of various KPI being captured by Call center CRM.      

	Measurement Interval
	Daily

	Reporting Period
	Monthly


Format: 

	Sl. No. 
	Date
	Hour
	Average Calls offered to IVR
	Average Calls handled by IVR
	Average % of calls handled by IVR  
	Average Requests to Agent
	Average Requests lost in Queue
	Average Calls Answered 
	Average % of calls Answered  
	 Avg. Queue Time
	Avg. AHT

	
	
	
	
	
	
	
	
	
	
	
	


16.   
Comprehensive Call Center Management Report:

This report is sent to corporate office new Delhi on monthly basis for the monitoring of the overall performance of the call centre by higher management.

	WS Call Center : Monthly Performance Report
	

	 
	For the Month of  
	

	Sl
	Parameters for Call Center as a whole
	Unit
	Name of Call Centre
	

	1
	Subscriber base for the Call Center at the beginning of the month
	Nos.
	 
	

	2
	Which hour is TCBH ?
	Hour
	 
	

	3
	Call Attempts in MSCs/ Day for the Call Center (Averaged over the month) 
	Nos.
	 
	

	4
	Call attempts in MSCs for the call center (Avg over the month) during TCBH
	Nos.
	 
	

	5
	System Uptime (SLA 17.1.1)
	%age
	 
	

	6
	%age of calls not able to connect to CC IVRS during TCBH (SLA 17.1.2)
	%age
	 
	

	7
	Forecast of subs base growth during next first month (SLA 17.1.2)
	Nos.
	 
	

	8
	Forecast of subs base growth during next second month (SLA 17.1.2)
	Nos.
	 
	

	9
	%age of Entry level (Prepaid) category calls answered within 60 seconds (SLA 17.3.1)
	%age
	 
	

	10
	%age of Second level (Postpaid) category calls answered within 45 seconds (SLA 17.3.1)
	%age
	 
	

	11
	%age of Third level (CIC) category calls answered within 30 seconds (SLA 17.3.1)
	%age
	 
	

	12
	Average satisfaction Score (SLA 17.1.4)
	Nos.
	 
	

	13
	%age of calls satisfactorily disposed off at IVRS (SLA 17.1.5)
	%age
	 
	

	14
	%age of calls un-answered by agents (SLA 17.1.6)
	%age
	 
	

	15
	Call Quality Score (SLA 17.1.7)
	%age
	 
	

	16
	%age of in-correct logging of complaints (KPI 17.2.1)
	%age
	 
	

	17
	Average Call Handling Time at IVRS (KPI 17.2.2)
	Seconds
	 
	

	
	
	
	
	

	Sl
	Parameters to be reported upon Circlewise
	Unit
	Name of Circle
	Name of Circle

	18
	Average Call Handling Time by Agent (KPI 17.2.3)
	Seconds
	 
	 

	19
	%age of repeat calls (KPI 17.2.5)
	%age
	 
	 

	20
	%age of complaints resolved within 24 hours
	%age
	 
	 

	21
	%age of complaints resolved within 1-3 days
	%age
	 
	 

	22
	%age of complaints resolved within 3-7 days
	%age
	 
	 

	23
	%age of complaints resolved beyond 7 days
	%age
	 
	 

	24
	Ratio of call attempts during the month & total subscriber base at beginning of the month (KPI 17.2.7)
	Nos.
	 
	 

	25
	Ratio of complaints received during the month & total subscriber base at beginning of the month (KPI 17.2.7)
	Nos.
	 
	 

	26
	Name of the complaint which was highest in number during the month.
	Nos.
	 
	 

	27
	• Quantity in terms of absolute figure
	Nos.
	 
	 

	28
	• Percentage out of total complaints 
	%age
	 
	 

	29
	Action planned to improve the Complaint
	 
	 
	 

	30
	Voice of Customer
	 
	 
	 

	31
	Voice of Call Center
	 
	 
	 

	 Particulars of Sender
	

	Name 
	 
	

	Designation
	 
	

	Contact Phone Number
	 
	


