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1. Agent should report as per schedule and log
into the telephone system to accept the calls.
2. Call should be picked up within 3 rings
3. Customer greetings as specified by the
management (eg: Good Morning Customer
Service, ABC Speaking, How May | Help You)
4. Maintain talk time within the benchmark
5. Ensure TSF (Telephone Service Factor)
within the benchmark
6. Enusre Abandoned Calls minimized within
the benchmark

Follow up with
appropriate
departments
depending on nature

Deal with call of issue

Route to operations
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Accept call Action the call

CS Agent CS Agent
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Process International Reverse Pickup

Request
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customer type
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Check account
status
(Active/Inactive)
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X
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customer complete payment etc)

CS Agent CS Agent CS Agent
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Process Customer Complaint & Claims

1. Customer should be
acknowledged within
24 hours of receipt of
complaint
2. Complaints
received thru emails
should be called back
via email

Keep custome
informed thru
Courtsey Calls on
Daily Basis
Attach: Customer
Complaint &Claim
Policy

All major complaints
should be logged and
reference number
issued

Request @ Q Complained Internation Trace LEJ Q Complaint
received from Resgistered al Created Closed as per
customer Acknowledge Complaint Open Trace Company Policy
Log Complaint Complaint to Follow up on Trace
Customer

4’)(

CS Agent CS Agent

CSAgent CS Agent

Domestic
Complaint

Open TKTto
concern deptand
call/email for
foll ow-up

CS Agent
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