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Quality Assurance Evaluation Form

* AgentFull Name * Customer Name: 1
« site I * CustomerBxtNumber. [
* Manager | I— + Segment Duration 000755

* Evaluator Full Name * Score o

* CallD/hcidentNumber. [ * Evalustion Creation Date

* Incident Date / Time: 1 * Senvice ftem  —
* UserExperience Category [ * Short Description 1
* UserExperience Type [

1. Attribute Ratings NA

Onascale of 1-5,(1=Unacceptable, 2=Needs Improvement, 3=Competent, 4=Superior, 5-Master
and n/a=notapplicable), rate the technician on the following service delivery attributes:

2. Customer Care & Communication 0 =
*2.a Sets appropriate expectations =
*2.b. Custorner is addressed by name =
«2.c. Demonstrates custorer is valued =
+2.d. Communicate clearly and effectively =
+2.6. Manages call flow effectively =
+2f. Professionalism, language, demeanor =
+2.g. Effective listening skills, 'active listening' =
*2h. Confirms issue, demos understanding =

3. Process & Procedure 0 =

«3.a. Follows all custorner D steps -
3. Follows problem, issue, question, hardware, software ID capture =

steps

«3.c. Follows all transactional steps <
*3.d. Follows all customer education steps -
«3.e. Follow all call/ incident resolution and closure steps <

4. Functional Knowledge & Resolution 0 =

*4.a. Demonstrates ahilty to assist customer leveraging all resources -

,4b. Demonstrates basic knowledge of infrastructure, — &
software etc.

*4.0. Demonstrates understanding of problem, issue, question -

4.1, Takes ownership for issue and custormer; attempts to provide —— =
resolution

*4.¢. Confirms customer received resolution or answer o question 2

5. Incident Quality 0

«5.a. Usage of Required Fields — =
5.0, Incident Documentation -

6. Feedback & Skills Coaching =
7. Doing Well =|
Comment

8. Opportunities forimprovement: =|

Comment

9. Key learning & coaching points =

Comment





