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Project:

You are required to document your role in administering a project. The project may be
set in a business, social, sporting, or family environment but must be of a significant
size and scale. If you do not have an actual project to write about you may complete the
project hypothetically. This report will be between three to six pages in length. This
is a significant research project.

Your report must address each of the following issues:

1.

N

8.
9.

Identify and describe the purpose, scope, and objectives of the project. Display
this information using an appropriate tool.

Describe how the team is given an outline of the project.

Describe the strategies that are going to be set up to maintain communication
with the team members.

Describe the tools that are going to be used to monitor the goals, time frames or
milestones.

Identify project milestones and activities. Display this information using an
appropriate tool.

Create a budget and link the costs to the key milestones for a project.

Describe how you are going to divide tasks and resources amongst a project
team. Display this information using an appropriate tool.

Briefly describe how the progress will be monitored.

How are current project records maintained? Who has responsibility for this?
provide some recommendations on how this process could be improved.

10.Describe the current procedure for finalizing projects. Create your own procedure

and identify how you will evaluate the success of the project.

11.Legislation that may affect the project including health and safety, and anti-

discrimination legislation.

Best of luck...
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Call Center Operation Company
Introduction

My project is to rent a place to start our company which is call center operation for
medium and small companies in the beginning. The goal to start an operation center
which receive calls from customer from different company and solve their problem and
answer their requires. As | am the owner of the company who follow the instruction

process and monitoring also to find solution to any further risks.

We (I and other partners) are in the initiation phase and we already set feasibility
study. We are looking for building office to set our company then we follow up with

government's department to end the required documents.

We will write in this research the important of call center operation for companies,
setting quality assurance for the business. Because the quality will satisfy the customers
then the companies will consider to deal with us to handle their customers.

| aim in this research to study call center operation company, it's project process

and how it will operate later.
Literature Review

The quality is so important to stand up in call center business. It is require for

companies and show respect to the customers.

The quality assurance program enables anchor agencies to provide best in class
customer service to both its own customers and those of their customer agencies by
reviewing call center agent performance in a standard way on a regular basis. While the
primary goal is to assess agent performance and identify agent development
opportunities, the results of the quality assurance procedures within this manual may also
be used to assess customer satisfaction, improve training programs, and enhance
knowledge base content. (ANDREW M. CUOMO, 2015)

When designing the overall form, organize the sections according to the order and
flow of the call for easy use and speedy completion. Common sections that follow a logical

order, along with associated behaviors, are listed in the table below:



1. Opening 2. Discovery

Uses standard greeting
Verifies customer account
Updates customer
information call
Offers assistance

Clarifies purpose of call
Asks fact-finding questions
Identifies correct nature of

3. Resolution 4. Closing

Matches best option to need
Explains delivery schedule
Follows resolution
procedure

e Promotes additional services

Summarizes actions taken
Offers additional assistance
Thanks customer for business

(Paper, 2010)

Methodology

We will metric our quality by three steps

1-

Protocols: we will set quality protocols with stakeholders such as open
protocol, end call protocol and sympathy protocol. Depends on each
company, we will choose the kind and form for protocols. Quality team
assurance should listen to call randomly and evaluate the call and follow
up the protocols.

The Offered services: each company order specific services to offer to
their customers. So, we will have an internal website for each company
used by agents. Quality assurance will evaluate the correctness and the
accuracy of service which offered to the customers.

Customer's surveys: all customers will have survey after the call for three
guestion: FCR (First Call Resolution), APA (Agent Performance and
Attitude) and CSAT (customer Satisfaction)

Result & Discussion

| made a questionnaire about quality's importance for customer and 389 people

response. Here is result.
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Survey (1)

From previous study, we can figure customers' view of quality which we will focus
in our organization to satisfy our clients. 15t survey, show us 74% of response consider
the quality of product. That is mean we should the clients' services and product before

we deal with him. 2" survey, 77% of response wants a great service from the agents.



That is mean our part is giving high service with high quality. 3 survey, 80% of response
consider the information which was given by our agents. The Quality team will evaluate
the accurate and the correctness which will given by the agents. 4" survey, 80% of
response let us consider the agents' attuite. 5" survey, 72% of response wants to full and
completed services. The Quality team also evaluate this kind through the call. 61" survey,
17% of response prefer Quality than speed of answer while 70% prefer the speed. 7%
survey, 51% of response want full information even unneeded on other hand 30% want
the needed information only. 8" survey, 90% of response don't want to hear old and
unusual information. Number 7 and 8 show us how to arrange our information before let
our agent tell the customers. 9" survey, 97% of response want to know the agent's name.
10™ survey, 99% of response feel good when agent use their name during the call.

Number 9 and 10 show us how to use sympathy during the call.

Quality team will use the above survey to set quality form. As we already concern
the quality will metric by three steps. 15t step is the protocol, survey 4, 7, 9 and 10 are
helpful here. 2" step services, survey 2, 3, 5 and 6 are helpful here. Step 3 is survey,
after the call the customer will receive three questions. 15t question is FCR and it ask the
customer if he get the service or the request during the call. The answer will be yes or no.
80% of the survey should be yes. Otherwise, we have problem then floor manager and
training team should work together to enhance the result. 2" question is APA and it ask
the customer if he find the agent is polite and skilled. The answer will be yes or no. 80%
is the require target otherwise floor manager and supervisor work to together regard it.
Also it will escalate to head administration and HR when it is so low or agent are rude. 3
guestion is CSAT and it ask the customer how much are you satisfy of the service. The
answer will be from 1 which is no happy to 5 which is very happy. It will calculate by 4
and 5 are 80% or above. When we don't reach the target, we and the client should set in
a meeting and talk about it. The percentage is changeable as clients' require,
government's request and international's target. E.g., FCR for healthy organization should

be upper 90% and for business organization should be upper 80%.
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