CALL MONITORING FORM

	Agent:
	Observer:

	Call type:
	Ref no:

	Date:
	Time:

	Length of call:
	

	Essential Elements (All applicable elements must be ticked for call to pass)

	
	(/(
	
	(/(

	Correct company intro
	
	Closing the business
	

	Use of unique identifiers
	
	Systems actions correct
	

	Call Structure

	Introduction 

(pace, pitch, tone, reason for call, duration, enthusiasm)
	Observations:

	Action required:


	

	Handling of the enquiry

Establishes the caller’s real need and employs their questioning skills. 
	Observations:

	Action required:


	

	Quality of response

Agents response to the enquiry shows a technical competency and care for the caller’s requirements.
	Observations:

	Action required:


	

	Customer Focus

Has concern for the customer’s needs and is aware of the effects of their actions e.g apologising for wait on hold.
	Observations:

	Action required:


	

	Close of call

Warmth of the close and summary of solutions. Customer is left with a full understanding of actions.
	Observations:

	Action required:


	


PASS/FAIL












