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	Incoming Calls Policy
                                    Owner/ Department: IBU-EGY, Customer Service



	Brief
	All incoming calls are responded to by established standards, ensuring the maintenance of proper telephone etiquette.
Top of Form


	Scope
	Contact Center Agents 

	Responsibilities
	 Customer service supervisor responsible for ensuring proper managing of the call center and standards are maintained.

	Guidelines
	Procedure:
[bookmark: _Toc50881872]	Contact Center Activities:
· Ensure the telephone set is activated by logging in with their respective ID’s.
· Ensure all calls are picked up within 3 rings.
· Attempt to minimize the waiting time to eliminate queues.
· Maintaining the talking time within the specified benchmark
· Ensure Abandon Calls are minimized as per the benchmark.
· Ensure the Shared folder page includes the SRG, Rate Sheets, and Contact details are available for reference.
· Assist incoming customer calls on booking through CORE, and package status inquiry calls through CORE.
· Initiate trace through CORE whenever required.
· Sales lead to be assigned to the concerned Sales Group through the CORE system.

Customer service supervisor:

· Following key performance indicators reflect how the Contact Center performance must operate -:
1. TSF – Telephone Service Factor – Contact Center should answer 90% and above of all customer calls within the first 50 seconds. 
2. Customer service supervisor should ensure at any given time the TSF should always be maintained at 90% and above. Any deviation from this benchmark should be analyzed and an action plan should be created to prevent re-occurrence.

3. ATT – Average Talk Time - This reflects on average how many seconds the team is talking to the customers on an inbound call. The benchmark is 145 seconds.

4. Average Hold Time - This indicates how long the customer is put on hold while the agent gathers information. The benchmark is 0-30 seconds.

5. AHT – Average Handle Time - This reflects how long an agent takes on average to completely handle each customer call. This is the sum of Average Talk Time and Average Hold time. The benchmark should be maintained between (145-175) seconds.

6. Calls Offered – This is the number of calls received at the Contact Center.

7. Calls Answered – This is the number of calls answered by the agents from the total calls offered.

8. Abandoned Calls – This indicates the number of calls that were not answered. Abandon calls are differentiated into two categories. Calls abandoned within 50 seconds are not considered since it is beyond control. Calls abandoned after 50 seconds indicate that the customer’s call was not attended to for a long time and was disconnected. The benchmark is 3% of the total calls offered. An amount of calls over 3% reflects a need for productivity improvement.
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