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— About this book

Indiais currentlythe world's secondlargesttelecommunicationsnarketwith a subscribetbaseof 1.20
billion and hasregisteredstrong growth in the last decadeand a half. Theindustry hasgrown over
twenty timesin just ten years Telecommunicatiotassupportedthe socioeconomialevelopmentof
Indiaand hasplayeda significantrole in narrowingdown the ruralurbandigital divideto someextent
The exponential growth withessed by the telecom sector in the past decade has led to the
developmentof telecomequipmentmanufacturingandother supportingindustries
Over the years,the telecom industry has created millions of jobs in India The sector contributes
around6.5%to the country'sGDPand hasgivenemploymentto more than four million jobs,of which
approximately2.2 million direct and 1.8 million are indirect employees The overallemploymentop-
opportunitiesin the telecomsectorare expectedto grow by 20%in the country, implyingadditional
jobsin the upcomingyears
ThisParticipanthandbookis designedo impart theoreticaland practicalskilltrainingto studentsfor
becomingCallCenterExecutiven the TeleconSector
TelecomCallCenterExecutivels responsiblefor collectinge-waste from retailers, repair shops,and
other unorganizedstakeholders
This Participant Handbookis basedon Call Center ExecutiveQualification Pack (TEL/@100 and
includesthe followingNationalOccupationabtandard§NOSS)

1. TEL/N10L HandleTelecomCustomelServiceand Salednteractions

2. TEL/NV102 EngageCustomersaind Assistin TelecomShowroomOperations

3. TEL/ND115 Monitor, ReviewandImproveSelfPerformance

4. TEL/N217 Maintain WorkplaceEfficiencyand PersonalAppearance

5. DGT/VSQ/N101 EmployabilitySkillS(30 Hours)
The KeyLearningOutcomesand the skillsgainedby the participant are defined in their respective
units. Postthis training, the participant will be able to managethe counter, promote, and sell the
productsandrespondto querieson productsandservices
We hopethis ParticipantHandbookwill provide soundlearningsupportto our youngfriendsto build
an attractive careerin the telecomindustry.

— SymboldJsed
H—H SAPA \
& = A ©
= — S
— N
Key Learning Steps Notes Practical Unit
Outcomes Objectives
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— KeyLearningOutcomes | ¢

Bythe end of this module, the paricipantswill be able to:

1. Explain the significanceof the telecom sector in modern communication and economic
development

2. Elucidatethe keyskillsandtechnicalexpertiserequiredfor a CallCenterExecutive

3. Describethe customerserviceby handling,following, and resolvingwa[king(') dza ( 2 go&idkD a
requestsand complaintsand proactivelyrecommend/sel2 NB | y A prodiictsaghgsendces

4. Describehe Callcenterspecificconceptsand methodsfor selling,up-sellingandcrossselling
5. Describethe processworkflowin the organization
6. Discusshe role andresponsibilitieof a CallCenterExecutive
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UNIT 1.1: Introduction to the Program

_ Unit Objectives|©

By the end of this unit, the participants will be able to:

1. Discusshe agendaandimportanceof the program
2. Listdownthe necessargkillson whichthe participantswill be trained

3. Explairthe groundrulesto makethe programeffective

—1.1.1 Program Overview

Thetelecomindustry

Rolesandresponsibilitie®f a customercareexecutive(callcentrerelationshipcentre)

A Customercarespecifickeyconcepts

A Behaviouralprofessionaltechnical,andlanguageskillsrequiredfor performingthe job effectively
A Technique®f shop/showroom/outletand seltmanagement

A Methodsfor selling,up-sellingandcrossselling

A Managingservicedeskand customermanagement

A Waysto monitor andevaluateselfperformance

A Techniquesf dataexpertise

A Interviewskills

ThisProgramWill Cover
A Communicatiorskills
A Languagékillg(ListeningSpeakingReadingand Writing Skills)
A InterpersonalSkills
A RapportBuilding
A TimeManagement
A Custometcentricity
A SellingSkills
A GroomingSkills

—1.1.2 Main Activities Performed by a Customer Care Executive

A Handlecustomercomplaints

A Provideappropriatesolutionsandalternativeswithin the time limits
A Followup to ensureresolution

A Keeprecordsof customerinteractions

A Procesgustomeraccountsandfile documents

A Managethe shop/showroom/outlet

A Sell,Up-sellandCrosssell2 NH I y A grdducts 2 y Q a

A Takethe extramile to engagecustomers

A Monitor andanalyseselfperformance

— B/
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—1.1.3 Ground Rules

All the participants are expectedto follow certain ground rules, which will facilitate an efficient
learningenvironment Theseulesare:

A Arriveandstartontime.
A Allparticipantsare expectedto participatein all phasesf the workshop
A TheLJ: NJi A abildphbriessitduldbe switchedoff or in silentmode.

A Participantsmust adhere to the timelines If the break given to the participantsis of 15
minutes,

A then everybodyhasto be in the trainingroomwithin those 15 minutes

A Allthe doubtsshouldbe askedto the facilitator. Traineesshouldnot talk amongthemselves
A Listenactively- respectotherswhenthey aretalking

A Learnandaskquestionsf youR 2 yusérstand
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UNIT 1.2: Telecom Sector in India

— Unit Objectives|@

By the end of this unit, the participants will be able to:

1. Discussboutthe telecomindustryandits varioussub-sectorsin India
2. Outlinethe growth of the mobilehandsetindustryin India

3. Listthe top telecomproductmanufacturersn India

4. ldentifythe regularityauthoritiesin the Telecomindustryin India

—1.2.1 Introduction to the Telecom Sector in India

L Vv R felecOndsector has grown faster than the overall economyin recent years As of 2025 the
country hasover 1.2 billion subscribersmakingit the secondlargesttelecom market in the world.

Broadbandusershavecrossed79 million, showingrapid digital adoption

The sector continuesto generatenew jobs, especiallyin sales,supervisory,and managerialroles,
drivenby 5G expansionrisingdatausage andrural marketgrowth.

KeySegments

1. Networké& IT Serviceg, buildinginfrastructureand connectivity

2. ServiceProviders; offeringmobile,internet, anddigital services

3. Retail& Distribution¢ ensuringproductavailabilityand customerengagementat the groundlevel

The telecommunicationsector is the backboneof L y R Higit& &conomy and has revolutionized
humancommunicatiorby deliveringhigh-speedvoiceanddataservicesWith the rollout of 4Gand5G
networks,the industrycontinuesto drive industrial,economicandsocialgrowth.

Indiais currently the secondlargesttelecommunicationamarket in the world, with over 1.2 billion
subscribersas of mid-2025 Broadbandusers have crossed979 million, reflecting rapid internet
adoptionacrosaurbanandrural areas

Thetelecomsector contributessignificantlyto L y° R &DP&nd is a major generatorof employment
Therollout of 5G, cloud computing,Al, 10T, and big data analyticshas created strong demand for
skilledprofessionalsAccordingto the TelecomSectorSkillCounci(TSSCjhe industry hasa demand
supply gap of nearly 28% especiallyin areaslike 5G, mobile app development,Al/ML, and robotic
processautomation

Tobridgethis gap, TSS@& workingto train a world-classworkforceand supportthe growth of telecom
manufacturingservicesanddistribution clusters
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—1.1.2 Various Sutsectors of the Telecom Industry

w

eeeceece

Telecommunicatiofis a multi-dimensionaindustry. It is dividedinto the followingsub-sectors
w Telecominfrastructure - It is a physicalmedium through which all the data flows. This

includestelephonewires, cables microwavessatellites,and mobile technologysuchasfifth -
generation(5G)mobilenetworks

Telecom Equipment - It includes a wide range of communication technologies, from
transmissiorlinesand communicationsatellitesto radiosand answeringmachines Examples
of telecommunicationsequipment include switches, routers, voice-over-internet protocol
(VolP)andsmartphones

TelecomServiceg; A serviceprovidedby a telecommunicationgrovideror a specifiedset of
user information transfer capabilitiesprovidedto a group of usersby a telecommunications
system It includesvoice,dataand other hostsof services

WirelessCommunication It involvestransferringinformation without a physicalconnection
betweentwo or more points.

Broadband- It is wide bandwidth data transmissionwhich transports multiple signalsat a
wide range of frequenciesand Internet traffic types, that enablesmessagedo be sent
simultaneoushandusedin fastinternet connections

’ ’ Telecom Infrastructure

Sub-Sectors
of -
Telecom Industry

Telecom Equipment

‘y Telecom Services

o vy
| : o
&

Wireless Communication

- w

Broadband

Fig. 1.1.1: Telecom Sub-Sectors

Themajor segmentswithin thesesub-sectorsincludethe following;

Wirelesscommunications
Communicationgquipment
Processingystemsand products
Longdistancecarriers
Domestidelecomservices
Foreigntelecomservices
Diversifiedcommunicatiorservices
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—1.1.3 Major Service Players in Telecom Industry

WirelessOperators
Market Sharein 2022 (WirelessSubscribers)
Asof February2022 with ~1,145million (114.5 crore)wirelesssubscribergincludinginactive)
wlia 35.4 %06 #027 millionusers)
wAirtel: 31.5%06 B581 million)
wVodafoneldea(Vi) 23.2%¢6 £63.6 million)
WBSNL 10.0 %0 #13.8 million)
Thesdfiguressumto ~100%acrosghosefour playersin the wirelessspacein that period.
Thebelowgraphshowseachof thesetelecom3 A I yidik&tS§hareasof 2022

The below graph shows each of these telecom giants” market

share as of 2025.
7.90%
17.80%
40.52%

33.70%

= BSNL = Vi = Airtel = Jio

Fig. 1.1.2: Market share of mobile telecom operators in India
Source: https://www.trai.gov.in/servieprovidersview

Asof May 2025 there are about 3.87 crores(38.7 million) wireline subscribersn India, accordingto
the TelecomRegulatoryAuthority of India(TRAL)
Thebelowgraphshowsthe marketshareof fixed-line telecomoperatorsin Indiaasof May 2025
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» Company = BSNL

Tata Teleservice
6%

o Jio = Airtel

Sales

RCom

» MTNL = Tata Teleservice = Vi

1%
Company
0%
ke

Cuadrant
1%

» Quadrant

» RCom

Fig. 1.1.3: Market share of Fixed Line telecom operators in India
Source: https://www.trai.gov.in/servieprovidersview

Internet serviceproviders(ISPs)
A An Internet ServiceProvider (ISP)is a companythat provides individualsand organizations
accesgo the internet andother related servicesBelowis the list of major ISPsn India (wired &

institutions only)

wireless)
Reliance Jio Airtel ACT Fibernet Hathway Vi
BSNL Intechlti)rm![gz private Alliance Broadband APSFL Asianet Broadband
DEN Networks Kerala Vision Mu Internet RailTel Corporation Sify
of India
Tata
Spectranet Communications Tata Play S Net GAILTEL
National Knowledge
. Network (for ’ CtrlS Datacenters
Tulip Telecom ERNET educational PowerGrid Ltd

Fig. 1.1.4: Major Internet Service Providers in India




—1.1.5 Regulatory Authorities in the Telecom Industry in India

Multiple regulatory authorities control the telecom sector in India They

are: .
TRAF TelephoneRegulatoryAuthority of India v

The TelecomRegulatoryAuthority of India, establishedin February1997,
regulatestelecomservicesn India Its scopeincludesfixing/revisingtariffs v

for telecom services The missionof TRAIlis to create the environmen
neededfor the growth of telecommunicatiomat a pacethat will empowel T g El qi
Indiato playamajorrole in the emergingglobalinformationsociety T RAI

One of the main objectivesof TRAIlis to provide a fair and transparentpolicy that facilitates fair

competition In January2000, the TelecomDisputesSettlementand AppellateTribunal(TDSATyvas
set up to settle any dispute between a licensor and a licensee,between two or more service
providers,betweena serviceprovideranda groupof consumersandto hearand disposeof appeals
againstanydirection,decisionor order of TRAI

TRAIRegulationon CallCentre

1. 121- Generalinformationnumber- ChargeableCall

2.198- Consumercarenumber- TollFreeNumber

3. ServiceRequest arequestmadepertainingto the accountfor:
»Changen plan
»Activation/deactivatiorof VAS/supplementaryservice/specigback
»Activationof serviceprovidedby the operator
»Shifting/disconnectiomf service/billingdetails

COAL CellularOperatorsAssociationof India

The COAlwas set up in 1995 as a registerednon-governmentaland
non-profit society COAIis the official voicefor the cellularindustryin
India,andit interactson its behalfwith the licensor,telecomindustry
associationsmanagreementspectrumagencyand policy makers The ¢
core membersof COAlare private cellularoperatorssuchas Reliance Tege
Jio Infocom Limited, |dea CellularLtd., Bharti Airtel Ltd., Aircel Ltd., COAI '
VideoconTelecom,Telenor(India) Communicationdrivate Ltd., and

Vodafonelndialtd., operatingacrosshe whole country.

CallCenterExecutive _—
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TDSAT - Telecom Disputes Settlement and Appellate
Tribunal

It is a specialbody set up exclusivelyto judge any dispute
between the DoT and a licensee, between two or more
serviceproviders,or betweena serviceproviderand a group
of consumers An appealagainstTDSATEhall be filed before
the SupremeCourtof Indiawithin ninety days

The Departmentof Telecommunicationsabbreviatedto DoT,is a
department of the Ministry of Communicationsof the executive

branchof the GOI HIRd qu:l dR

The DoT promotes standardization, research and development
private investmentandinternationalcooperationin mattersrelating
to telecommunication services It acts as a licensing body
formulates and enforces policies, allocates and administer:
resourcessuchasspectrumand number,and coordinatesmattersin INDIA TELECOM
relationto telecommunicatiorservicesn India
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UNIT 1.3Role of a Customer Care Executive

— Unit Objectives|@

By the end of this unit, the participants will be able to:

1. Analyseandobtainknowledgeaboutthe job of a CustomeiCareExecutive
2. lIdentifythe departmentsin a CallCenter/ RelationshigCenter

3. Listthe personalattributes of a CustomerCareExecutive

4. lllustratethe hierarchy& careerpath of a CCEn the organization

—1.3.1 Key Concepts

A call Centre A O2 Y LJ ¢irécRéontact centre that handles servicessuch as customer
support,bemergencyesponse,telephone answeringservice,and outbound telemarketingis
known as a call centre. A call centre handlesa considerablevolume of calls simultaneously,
screengalls,forwardscallsto someonequalifiedto handlethem andeventuallylogsthem.

A HelpDesk In abusinessnterprise,a help deskis a placewhere a customercancallto get help
with a query, requestor complaint Generally,a help deskrefersto an expert (CCEwith apt
knowledgeand computerapplicationswhich help him answerthe queriesthat comein.

A RelationshipCentre A RelationshipCentreis generallya retail outlet/shop/showroomstarted
by a telecom companywhich displaysa range of products and offers servicesbeneficialto
customers Customercare executivesat these types of centresplay a very important role in
attending to the customersfaceto-face Theymanagethe store as well as sell, up-sell and
crosssellthe O 2 Y LJI pyodudtsandservices

A ServiceCentre Everycompanyhasa CRMdepartment,anda servicecentreis a part of that. Its
main role is to work with customersfor their immediate benefit through its contact centre,
help deskandcallmanagementsystem

A ServiceDesk The service desk is a single point of contact between a company and its
employees customersand businesgartners Themain purposeof a servicedeskis to ensure
that customersalwaysreceiveappropriateassistanceimely, andthe servicedeskis one of the
mainoptionsfor customersupport

KeyStakeholders
Thekeystakeholderdor the givenjob role are:
A Customer Thepersonwho buys/availour products/services
A StoreManager(RC) Thepersonwho is ultimately responsiblefor the day-to-day operationsof
astore.
A Supervisors/Tearheaders Thepersonswho leadthe teamandcoordinatethe overallwork.
A CustomerCareExecutive- Theone who providescustomerservicesupportto the companyby
interactingwith customerdaceto-face
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~1.3.2 Customer Care Executive

A customer care executive belongs to an |
organisationor service centre and is responsible
for managingO dza (i 2 NeSd¥yANQ replies and
workingon their satisfaction Moreover,they area
link betweenthe companyandthe customet

CCHusetheir skillsand experienceto ensurethat a |
companydeliversthe higheststandardsof service |
to customersand, basedon it, create a positive
perceptionof themselvesas well asthe company
A CCEis the most critical contact point for the
customersto build a longlasting relationship or

lossof relation. Fig: 1.3.1: Customer Care Executive at Call Center

—1.3.3 Roles and Responsibilities of Customer Care Executive

CustomerCareExecutivesvork asa bridge betweenthe customerandthe organisation Theytry to

meetthe O dza ( 2 né&idlihin the ambit of managemenpolicies CCEhouldlisten, understand,
analysea problem,comeup with the bestsolution,makethe customerfeel that he hasselectedthe

right productor servicefrom the company andsolvetheir problemsandassisthem.

In a call centre In a relationshipcentre

w Handlemanyinboundandoutboundcallsto [w Provide customer service by handling

w customers following up on, and resolving walk-in

w ldentify the needs of customers, resolvel O dza (i 2 duSidsEefuestsandcomplaints
issuesandprovidesolutions w Managethe store/Relationshigenter

w Upsellrelatedproductswhereverpossible |w Proactively recommend/sell 2 NB | y A

w Maintaincordialcustomerrelations productsandservices

w Meet personal targets and work towards|w Monitor andanalyseselfperformance

meetingteamgoals

Maintainrecordsof the conversationsvith
the customerandanalysehe data.

Write and submit timely reports on
performancetargets,andcustomerqueries

eegeg

Tablel.3.1: Responsibilitiesf a CCE

Approachto an EffectiveCCE

An effective CustomerCare Executiveunderstandsthat his role is critical to the successof the
organisation soit is important that his approachis correct Thebestapproachfor a CustomerCare
Executivetovork with customerds caring,asa customerwho feelscaredfor is a customerfor life.

A CCHnustfollow the CARINGpproachasgivenbelow:
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| - Informed: G- Guides
Know your Right
facts and Provide the
provide correct
accurate guidance or
information. direction.

A- Alive and R-
Energetic Bel Responsive
enthusiastic @ Act quickly
and and
engaged. efficiently.

(o
Courteous
Be polite and
respectful.

Find a way tg
help or offer
an
alternative
solution.

Hg. 1.3.2: Caringapproach

—1.3.4 Departments in Telecom Call Centre/Relationship Centre

Hg. 1.3.3: CustomelCareExecutive

Departments in a Call Center/Relationship Center

Operations Training & Process

Information

Quality

Administration Finance
& Facilities

Improvements /

Control Excellence

Technology (I

L.

Fig 1.3.4: Departmentsn a CallCenter/ RelationshigCenter
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Operation
Manager

Operation e
Department Operations
Team Leader
Assstant
Manzger - QA

Quality
Assurance

VE&ATrane

Soft Skil Traneg

Traning &
Development

Asggant
Director - Training Manzger Manzger -
Training Traning

SalesTrang

Process Traine

Manager

uman Resource

IT Manzger

Network
Administrator

System
Administrator Desktop Engineer

Ad ministration

Fig. 1.3.5: Department-wise Hierarchy

~1.3.5 Personal Attributes of a CCE

A Goodcommunicatiorskillswith cleardiction

A Ability to constructsimpleandrationalsentences
A Goodproblemsolvingskills

A Strongcustomerservicefocus

A Strongselling& listeningskills

A Ability to work underpressure
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~1.3.6 Career Growth Path of a CCE

A Goodcommunicatiorskillswith cleardiction

A Abilityto constructsimpleandrationalsentences
A Goodproblem-solvingskills

A Strongcustomerservicefocus

A Strongselling& listeningskills

A Ability to work underpressure

SME / Floor Assistant Sr.
CCE Supervisor Manager Manager
Sr. CCE Team Leader Manager AVP / VP
(Operations /
QA / Training)

Fig1.3.6: CareelGrowthPathof a CCE
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- Exercise:iZ

&

ShortQuestions
1. Listthe personalattributes of a CustomeiCareExecutive
2. Explainthe challengegacedby the telecomindustry.
3. Elaborateaboutthe regulatoryauthoritiesin the telecomindustry.
4. Providean overviewof the telecomindustryin India
5. Explairthe role of a CustomeiCareExecutive

Multiple ChoiceQuestions

1. Someof the mainactivitiesperformedby a CustomerCareExecutiveare
a) Keepingecordsof customerinteractions
b) Processingustomeraccountsandfiling documents
¢) Managingthe shop/showroom/outlet
d) All of the above

2. TheTelecomindustryin Indiaisthe largestglobally.
a)2nd
b) 3rd
c)4th
d) 5th

3. Themajor playersin wirelesscommunicatiorin Indiaare ¢ Jio,Airtel, andBSNL
a)Vi
b) Wi
c)Ci
d) Ai

4. ISPstandsfor
a) Internet ServiceProvider
b) InternationalServiceProvider
c) Internet ServiceProtocol
d) Noneof the above

5. Themostcommonreasondor churningof customersare
a) Poorperformance
b) Poorcustomerservice
c)Poorrate plans
d) All of the above
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1.
2.

— KeyLearningOutcomes | ¥

10.

11.
12.

13.
14.
15.

16.
17.

18.

Bythe end of this module, the paricipantswill be ableto:

Explairthe standardproceduredor handlingcustomerserviceand salesprocesses

Describehow to collectand log customerqueries,requests,and complaintsusing CRMtools
andprescribedformats.

Demonstratehow to collect and log customer queries, requests, or complaints using the
prescribedformatin a CRMtool.

Discussnethodsto assesgustomerdetailsand history usingCRMtools for providingaccurate
responses

Explairhowto categorizecustomerinteractionsandinitiate appropriateresolutionprocesses

Demonstratethe processof providing immediate solutions and informing customersabout
estimatedresolutiontimes.

Describetechniquesfor addressingcustomerqueries,requests,and complaintspromptly and
efficiently.

Elucidatethe procesof prioritizingcustomerinteractionsbasedon urgency

Showhow to documentcustomerinteractionsaccuratelyin the CRMsystem

Explainthe importance of providing immediate solutions where possible and informing
customersaboutestimatedresolutiontimes.

Discus®scalatiorproceduresandhowto seekguidancefor unresolvedjueries

Showhow to follow escalationproceduresfor unresolvedqueries and communicatethem
effectivelyto supervisors

Demonstrate the process of coordinating with relevant departments to ensure timely
resolutionof customerconcerns

Enlist methods for coordinating with other departments to ensure timely resolution of
customerconcerns

Explainthe importance of documentingcustomer interactions and resolutionsin the CRM
system

Showhowto categorizecustomerinteractionsandinitiate appropriateresolutionprocesses
Demonstrateprofessionacommunicationskillswhile addressingeustomerqueriescourteously
viaphoneandin person

Showhow to prioritize customerqueriesand complaintsbasedon urgencyand organizational
guidelines
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UNIT 2.1Customer Service Procedures and Communication

— Unit Objectives|©@

By the end of this unit, the participants will be able to:

1. Explainthe standardproceduredor handlingcustomerserviceandsalesprocesses

2. Describetechniquesfor addressingcustomer queries, requests,and complaintspromptly and
efficiently.

3. Demonstrateprofessionalcommunicationskillswhile addressingcustomer queries courteously
viaphoneandin person

—2.1.1 Standard Procedures for Handling Customer Service-
and Sales Processes

Call centres must implement some standardsand proceduresto enhancethe effectivenessof the
servicesprovidedto the customers Implementingthese standardsand procedureswill ensurethe
growth of loyalty amongcustomers allowingan organizationto form a strong customerbase Some
standardghat mustbe implementedare:

w Availability
Generosity
Firmness

Efficiency -
Receptivity A4 Ib =

Capabi I |ty Empathy Listening Transparency Multitasking

The most important
customer service traits are:

a
i

€ e e¢e¢g

The procedures that can be incorporated to
. N

enhancethe servicesare: @ ‘ W

w Clarifythe objective

L. Creativity Customer-first Digital literacy

w Obtalnlnput mindset

w clearwriting

w Easef access Fig. 2.1.1 Customer service traits

w Reinstatinghe methods

Conceptof CustomerService
The customer is the king Customerscan either be Consumercustomersor Businesscustomers
Increasinghe customerbaseis the ultimate goal of everybusinesssince the & Y 2 tR&customers,
the more likelyto be the businesgprofitability.€
Excellentustomerserviceisan2 NH | Y A abllityitdeRcgetie O dza (i 2eXgRdtdiivhseachtime
andeverytime. L (alehoutattitude andskills
w Attendto customergGreet,introduce products,understandneeds,givethe information asked
for like guarantee features,advantagesgdiscountsgtc.)
w Giveproduct choicesand information (offer different productsavailable give information like
guarantee comparativefeatures,advantagesgiscountsgtc.)

— B/
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w Offerthe bestsolutionsto the customer(helpmakethe bestchoicekeepingall interestsin mind
to ensurethat a salecanbe closedaswell asensurethat the O dza (i 2nécslisifiled)

w Handlecustomerqueries,requestsor complaints(suchasrenewalof subscriptionguerieson

w new plans, complaints about network troubles or overbilling, troubleshoot and resolve
O dza (i 2pro8ustieivicerelatedissues)

w Cleardoubtsor queries,if any,aboutprice,quality,features,andhandleobjections)

Importanceof CustomerService

w The objective of any organizationis to fulfil a O dz& (i 2 ne&dslizéace customer satisfaction
playsa vital role in anybusiness

w Customer$elpin meetingbusinesobjectives
w Customerare a sourceof revenuegenerationfor the business

Characteristic®f ExcellentCustomerService

Not all customer service qualities are obvious, and A (i&Qmace many organizationsfall short in.
Customerswho are attentive enoughto reach out for assistancewill alwaysbe able to spot the
differencebetweenaboveand-beyondcustomerserviceanddisjointed,sloppyservice

Characteristic®f excellentcustomerserviceare:
w Respectfulness

Activelisteningskills

Empathetidoehaviour

Responsiveness

Excellentommunicatiorskills

Positiveattitude

Flexibility

Patience

Sensitivity

Customercentricity

Productandserviceexpertise

Creativeproblemsolvingabilities

€ € € € & €€ €E €€ E € €

BuildingRapportwith Customers

As a customer servicerepresentative,you are responsiblefor helping the customerout as best as
possible Helpingthem out can meana lot of things Highlightcertain featuresand factsto them as
consideredhecessaryanddirectthem to the right department Eitherway,youmusthelpthe customer
asbestaspossible

— B



CallCenterExecutive

Open Ended Questions

Dosand5 2 Y 6f éstablishinga goodrapport

Close Ended Questions

w Usethe/ dza U 2 naleNI2 a w  Takeit personally

w  Bepolite w  Usenegativewords

w  Behonest w  Besarcastic

w  Smile w  Makeexcuses

w  Giveyourfull attention w Lie

w  Takeownership w  Pasghe buck

w  Followup w  Getinto confrontation
w  Enjoywhatyoudo w  Tightenthe face

Table2.1.1: Dosand5 2 Yy @ éstablishingagoodrapport
Attendanceand Timein Office
Office Timings
w CCEBhouldreachthe office ontime.
w Ideally,one shouldbein the office at least15 minutesbeforethe start of the shift.
w Theofficedurationis generallyd hoursin acallcentre.
CallLoginHours
w Inmostorganizationslogintime isgenerally8 hours

w Logintime is the time duringwhich an executiveis loggedinto the systemandis readyto take
callsor istakinga call Logintime alsoincludeshold andwrap-up time.

Timingfor Call(TimeZone)

w Operationhoursof a companyshouldbe in tandemwith the time zoneof the customerswho
arebeingserviced

w Forexamplejn casetheclientsrequire usto servethe UScustomerbase thenthe callcentre
w staffingshouldbe mappedasperthe UStime zone

w Holidaysof the call centre staff generallydependon the geographyof the customersbeing
serviced

w Forexample|n casethe areaof serviceis Southindia,then the list of holidaysrelevantto South
Indiawill be applicable

FirstCallResolution(FCR)

First Call
Resolution

Satisfied
Customer

No Repeat
Calls

Increased
Profitability

Fig. 2.1.2 Result of first call resolution

— B/
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ServiceLevelAgreement

A servicelevel agreement(SLA)is a contract between a service provider and its customersthat
documentwhat servicesthe provider will provide and definesthe servicestandardsthe provider is
obligatedto meet

SLAnvolves

I.  Answeringa certain number of callsin a defined weight threshold For example,x percentof
callsneedto be answeredn y secondsr less

Il.  Servicdevelisthe mostimportant speedof-servicemeasurein a callcentre. Serviceproviders
need SLAd0 help them managecustomer expectationsand define the severity levelsand
circumstancesinderwhichthey are not liablefor outagesor performanceissues

TurnaroundTime(TAT)Y Responsdime

A TurnaroundT ime,commonlyknownasTAT jsthe time interval from the time of submissiorof
aprocess

A to the time of the completion of the procesdt is mandatory to inform the TAT of the
request/complaint

A to the customer

A TATfor Complaints Turn Around Timeis the time elapsedbetweenthe complaintregistered
andthe complaintresolved

A TATfor ProcessesProductsand Services Might vary from provider to provider. However,
generalrequestslike voicemail activationand international diallingactivationtake aroundfour
hourspostwhichcustomergpower cycletheir handsetgo availbenefitsof the services

Processes

A SalesTarget Theterm is usedto describean individual salesrepresentativeor salesii S I Y Q&
expected

A performance over a given time period. The individual must understand sales targets and
influence

A customergo buy products
A Monthly Target Monthly target is a specifiedamount of salesthat a managementsets for
achieving
A or exceedingvithin a specifiedtimeframe.
A SaleProcessA salesprocesslescribesan approachto sellinga productor service It includes
A sellerandbuyerriskmanagementstandardizectustomerinteractionduringsalesandscalable
A revenuegeneration
A salesprocessconsistsof the following steps
A Approachinghe customer
A Probingto identify needs
A Presentingagnddemonstratingoroductsandservices
A Handlingobjections
A Makingthe sale
A Buildingfuture sales
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A SalesReporting The reporting functions managea O 2 Y LJI oUérdll dales structure. Sales
reporting starts with an analysisof the lowestlevel of data. It meansbuildingthe data, givinga
detailed view of saleswithin a defined period, and projectingit into the future. Salesreporting
providesvisibility into a O 2 Y LJI s@lésgline, integratinginformation from sales,customer,
andfinancialsourcedor a completepicture of salesperformance

A CustomerService CustomerServices providingserviceto customersbefore, duringand after a
purchase t is a seriesof activitiesdesignedio enhancethe level of customersatisfactiong that
is, the feelingthat a productor servicehasmet customerexpectations

Basedon the content you provided, here is a reorganizedand improved version,focusingon clarity
andalogicalflow. I've usedheadingsandbullet pointsto makethe informationeasierto digest

—2.1.2 Responding to Customer Questions

Asa call center executive,you are the first point of contactfor customers Yourrole involvesmore
than just answeringquestiong you representthe company,handle inquiries about products and
services,and resolvecustomerissues To do this effectively,you need to understandthe different
typesof customercallsandhowto handlethem.

CategorizingCustomerCalls(QRC)

Customerinteractions can be categorizedas a Query, a Request,or a Complaint The key is to
categorizethe call basedon the final resolution, not the customer'sinitial tone or what they say
they're callingabout Forexample a customermightcallto complainthat they can'tmakea call,but if
the issueisa simplelow balancethe resolutionmakesit a query.

Typesof Customerinteractions

I S N&bfeakdownof the three main types of interactions

1. Queries

Aqueryisasimplequestionor inquiry where the customeris seekingnformation.
w CommonQueries

0 Balanceor billinginquiries

0 Accountrelatedquestions

o Informationaboutnew products,servicesor tariffs

0 VASValueAddedServicesjelatedquestions

2. Requests
Arequestiswhena customerasksfor a productor service Thiscanbe handledin two ways
w Request- Open The agent must take action and provide information, but the final action is
completedby a backendeam.

o Example A customerrequestsa changein their tariff plan. Youinform them it will be
effectivein the nextbilling cycleandlog it asan Openrequestbecausethe backendteam
will processt later.

w Request SelfClosed Theagentcantake anonlineactionto fulfill the requestinstantly.
o Example A customerwantsto deactivatetheir callertune. Youdeactivateit immediately
usinga vendorlink and closethe requestyourself

'
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3. Complaints

A complaintis when a customerexpressedissatisfactionwith a serviceor product Like requests,
complaintscanbe categorizedy how they areresolved

w Complaint- Open Theagentmustlog the issue but it canonly be resolvedby a backendteam.
Thisisdonefor:

0 Serviceproduct,or procesgyaps
0 Validateddisputes
o Failureto receivepromisedbenefits

w Complaint SeltClosed Theagentcanresolvethe complaintdirectly without needinga backend
team. Thisis possiblein thesescenarios

o OnlineWaiver. Youcanapplyawaiverwithin yourlimits (e.g., a penaltyfor alate payment)

o PlannedDowntime You are aware of a planned network outage and can inform the
customerthat the issueis beingresolved

0 Knownlssues Youknow about a widespreadproblem (e.g., a rechargepromotion benefit
not beingcredited)and canprovidethe customerwith a definite resolutiontime (e.g., "The
benefitswill be creditedwithin oneweek").

o Known ServiceDisruptions Youhave a communicationabout a known technicalproblem
andcaninform the customerwhenit will be fixed

KeySkillsfor CallCenterExecutives
AddressingCustomerQRCs
Whena customercalls follow thesesteps
w Obtainenoughinformationto logthe requestor complaint
w Tryto resolvethe issueyourselfthrougheffectiveprobingand systemchecks
w Providethe customerwith anestimatedresolutiontime (TAT- TurnAroundTime)
w Sharethe requestor complaintnumberwith the customert
w Forcallsrelatedto accountsor PUKinformation, verify the customer'sdetails

HandlingComplaintsand Escalations

Whena customercomplainsyour professionatesponseds crucial
w StayCalm Remembethe customeris upsetaboutthe problem,not you personally
w Listenand EmpathizeListenattentively,do not interrupt, and showempathy:

w Acknowledgeand Apologize Paraphrasehe issueto showyou understand,then apologizefor
their concern

w Focuson Resolution Explainthe steps you will take to solve the problem and thank the
customerfor their patience
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EscalatiorProcess
Beforeescalatinga call, try to resolveit yourselfby followingthesesteps
w Empathizewith the customer
w Listento their concernwithout interrupting.
w Reviewtheir accountandanypreviouscomplaints
w Askprobingquestiongo fully understandthe issue
w Takeappropriatestepsto fix the problem

If the customerstill insistson speakingwith a manager,escalatethe call without arguing Inform the
customerthat you are transferringtheir call If a supervisorisn't available offer the option of a calt
backwithin a specifiedtime frame (e.g., two hours)

—2.1.3 Professional Communication Skills While Addressing-
Customer Queries

CommunicationSkillsViaPhone
52Qa
w Answercallswithin 3 rings

w Greetthe customerwarmly: & D 2 @drning,thankyou for calling[CompanyNamel],this is [Your
Name] Howmayl assist 2 dzK €

w Usea calmandfriendly tone throughoutthe call

w Takenotesof the queryto avoidrepetition.

w Confirmbeforeending & lthére anythingelsel canassistyouwith i 2 R & K £
52y Q04

w Donot put the customeron hold for too longwithout updating

w Avoideating,drinking,or backgrounchoiseduringcalls

w Neverargueor raiseyourvoice

Communicationin Person
52Qa
w Greetthe customerwith a smileand polite words
w Maintaineyecontactandattentive bodyposture
w Listencarefullyandshowinterestin their concern
w Offersolutionsor guidethem to the correctdesk/persorif needed
w Endthe conversatiorby thankingthem: & ¢ K loyifpr visitingus,haveagreatR I & H ¢
52y Q04
w Avoiddistractiondike mobile phoneuse
w Donot ignoreor makethe customerwait unnecessarily
w Avoidcrossingarms,frowning,or showingirritation.

— B
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UNIT 2.2: Logging, Documentation, and CRM Usage

— Unit Objectives|©@

By the end of this unit, the participants will be able to:

1. Describehowto collectandlog customerqueries,requests,and complaintsusingCRMtools and
prescribedformats

2. Demonstrate how to collect and log customer queries, requests, or complaints using the
prescribedformatin a CRMtool.

3. Discussnethodsto assessustomerdetailsand history usingCRMtools for providingaccurate

responses

Showhowto documentcustomerinteractionsaccuratelyin the CRMsystem

Explainthe importance of documentingcustomer interactions and resolutionsin the CRM

system

oA

—2.2.1 Importance of Logging Customer Enquiries

Thebestwayto enhancethe reliability of customersis to provide great serviceon a continuousbasis
Most customersworldwide emphasizehat customerserviceis the mostimportant factor that decides
their loyalty towards a particular brand And in the processof providing customerservice,the main
componentisthe wayto managethe inquiriesmadeby a customer

Effective handling of customerenquiry ensuresa O dza (i 2 satfdion When a customer comes
looking for information or support, it is important to provide them with a great experience The
smootherand more effective the resolution,the more loyal a customerbecomes It is therefore very
importantto handlea O dz& i 2ine@irédWith greatcare Oneof the mostvital stepsincludedin thisis
managinghe queueof customerinquiries

Acustomercareexecutiveneedsto understandhow to handlethe variouskindsof demandsmadeby
customershowto escalatethings,whichis providedwith what kind of responsibilityandwhat mode

of approachisto be takenfor whatissue

Waysto HandleCustomerEnquiriesEffectively

‘ Examining
‘ - Variety of
Examining Approaches

‘ the Data
Promoting
‘ . Self-Service
Cataloguing
Inquiries
Advanced
. Assistance
Creatinga for Customer
Proper Service
Organization Questions
al Diagram

Fig 2.2.1: Waysto handlecustomerqueries

o
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1. Creatinga ProperOrganizationaDiagram

Thefirst stepin managinga call centreis to createa clear organizationadiagram It helpsemployees
understandroles and responsibilities A written descriptionfurther ensuresclarity. Keyconsiderations
include

w Howwill escalationde handled?

w Whattools/instrumentsare availableandhow will they be used?

w Shouldabackupteam be createdfor VIPor high-pressuresituations?
w Will aticketingsystembe usedto balanceworkload?

w Whichchannelscategoriesandtasksare assignedo whom?

2. AdvancedAssistancdor CustomerServiceQuestions
Customersexpect quick solutions and often leave after one failed attempt. To ensure effective
handling

w Usefirst-come first-servefor smallerteams

w Categorizesupportby customer,channel,or task (e.g., phonerequiresinstant response email
allowsmoretime).

w Prioritizehigh-valuecustomersandurgentcases

3. Cataloguingenquiries
After prioritization,inquiriesshouldbe categorizedy type andassignedo the right teammember.

Examplesf categories Online Marketplaces)T, Marketing, Sales Growth, PersonalAssignmentsNot
Assigned

Levelsof handling
w Levell ¢ Basiquerieshandledby regularagents
w Level2 ¢ Complexqueriesneedingexperiencedagents
w Level3 ¢ Criticalissuegequiringexpertintervention

4. PromotingSeltService

Many issuesare repetitive and canbe solvedthrough selfservice Preparing=FAQsstep-by-stepguides,
or knowledgebaseshelps customersresolve problemsindependently,reducingworkload and saving
time.

5. Examiningthe Data

Key PerformanceIndicators (KPIs)must be implemented to track efficiency and service quality.
Importantparametersnclude

w Averagehandlingtime
w Responsd¢ime
w Resolutiortime
w Customeisatisfaction(viasurveysratings,andfeedback)
Analyzinghis datahelpsidentify improvementareasand enhanceoveralleffectiveness

— B
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6. Examininga Variety of Approaches

Thereis no single perfect method for handlingcustomerinquiries Different approachesshould be
testedandrefined usingcontinuouscustomerfeedback Optionsinclude

wFirstCome FirstServe Simpleandeffectivefor smallerteams
wTicketingSystemBetter suitedfor largerteamsto manageworkloadand priorities.

Whichevermethod is chosen the entire team must be aware of the processand trained regularlyto
ensureconsistency

—2.2.2 Customer Query/Request/Complaint Template

CasdD: (Auto-generatedby CRMe.g., #C 08765
1. CustomerDetails
wCustomeMName
wCustomeinD/AccountNumber.
wContactinformation (Phone Email etc.)
wPreferredCommunicatioMethod:

2. Casdnformation
wSubject/Title (e.g., "RefundRequest,"Loginissue™)
wDate/Timeof Submission
wCaseStatus (New, In ProgressPnHold, ResolvedClosed)
wCasePriority: (High,Medium,Low)
wSource (Phone Email LiveChat,SociaMedia, Walkin)
wCaseCategory(Complaintnquiry, Billing, TechnicaBupport,ProductFeedbacketc.)
wCaseSubcategory (e.g., ShippingDelay,Passwordreset)ncorrectCharge)
wAssignedigent

3. DetailedDescription
wCustomer'Query/Request/Complaint
0 Whatexactlyisthe issue?Usethe customer'sownwordswhere possible
wRelevaninformatiort
o Includeanyorder numbers productnamesdates,or other specifics
wDesiredOutcome
0 Whatdoesthe customemwant?(e.g., refund, replacementupdate,apology)

— B



g ParticipantHandbook

4. Internal Notes& Actions
w InternalCommunication
o Notesfor the team. Thissectionis not visibleto the customer
w ActionsTaken
o Listof stepstakento resolvethe issue
w FollowUpDate/Time (If afollow-upisrequired)

Usingthis template ensuresthat all key information is loggedin a consistentand organizedmanner,
makingit easierto track,manage andresolvecustomerissueseffectively.

—2.2.3 Using CRM Tools for Accurate Responses

Toassesgustomerdetailsand history usingCRMtools for providingaccurateresponsesyou should
usethe CRM'scorefunctionalitiesto accesandanalyzecustomerdata.

1. AccessingcustomerProfile

Start by searchingfor the customerin the CRMusingtheir name, email, or accountnumber. This
actiontakesyouto their individualcustomerprofile, whichis the centralhub for all their information.

w Key Information Look for basic details like their name, contact information, and company
Checkfor any tags or labelsthat categorizethem (e.g., "VIP," "New Customer,""Enterprise
Account")

w Activity History. Thisis a crucial section It providesa timeline of all past interactions This
includes

o Communicatiodogs Pastemails,phonecall notes,and chattranscripts Reviewinghese
helpsyou understandpreviousconversationsind avoidaskingrepetitive questions

o Caseor TicketHistory Seeall the past support tickets they've submitted, their status
(openor closed),and the resolution provided Thisis vital for understandingrecurring
issues

0 PurchaseHistory. Checkwhich productsor serviceghey've bought,whenthey purchased
them, and the value of their orders Thishelpsin tailoring your responsewith relevant
productknowledge

2. UsingDataand Analytics
Many CRMshavebuilt-in analyticaltoolsthat providea broaderview of a customer'sengagement

w Customer Health Score Some CRMsuse a scoring system to indicate a customer's
engagementndsatisfactiorievel Alow scoremightsignala needfor more attentive service

w CustomerSegmentationCustomersanbe groupedby characteristicdike purchasebehavior,
location, or industry. Understandingvhich segmenta customerbelongsto allowsfor a more
personalizedand relevantresponse By systematicallyusingthese methods,you cangaina
comprehensiveunderstandingof a customer'shistory and provide a quick, accurate,and
personalizedesponsehat showsyouvaluetheir time andbusiness
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3. Updatingthe Profile

After assessinghe information, it's essentialto update the customer'sprofile to maintain data
accuracy

wLogthe current interaction Recordthe details of your conversation,includingthe customer's
queryandyourresponsejn anew note or case

wUpdateinformation: If the customerprovidesnew contact details or updatestheir preferences,
be sureto changethemin their profile.

wAdd Tags Add new tagsto reflect their current situation (e.g., "Billing Issue,"'ProductInquiry").
Thismakesit easierfor future teammembersto quicklyunderstandthe context

By systematicallyusingthese methods,you cangaina comprehensivaunderstandingof a customer's

history and provide a quick,accurate,and personalizedesponsethat showsyou valuetheir time and
business
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UNIT 2.3Resolution, Prioritization, and Escalation

— Unit Objectives|©@

By the end of this unit, the participants will be able to:

1. Explairhow to categorizecustomerinteractionsandinitiate appropriateresolutionprocesses

2. Showhowto categorizecustomerinteractionsandinitiate appropriateresolutionprocesses

3. Explain the importance of providing immediate solutions where possible and informing
customersaboutestimatedresolutiontimes.

4. Demonstratethe processof providing immediate solutions and informing customersabout

estimatedresolutiontimes.

Elucidatethe procesof prioritizingcustomerinteractionsbasedon urgency

6. Showhow to prioritize customerqueriesand complaintsbasedon urgencyand organizational
guidelines

7. Discus®scalatiorproceduresandhowto seekguidancefor unresolvedqueries

8. Show how to follow escalationproceduresfor unresolved queries and communicate them
effectivelyto supervisors

9. Demonstratethe processof coordinatingwith relevantdepartmentsto ensuretimely resolution
of customerconcerns

10. Enlistmethodsfor coordinatingwith other departmentsto ensuretimely resolutionof customer
concerns

o

—2.3.1 Customer Relationship

CustomerRelationshipManagement(CRM)

A customer relationship refers to the associationthat exists between an organisationand its

customers Theserelationshipscan be built and strengthenedthrough the products or services
offered. In the telecom industry, customer relationshipsare particularly important, as companies
typicallyengagedn long-term associationsvith their customers

The processof maintaining and nurturing these relationshipsis known as CustomerRelationship
Management(CRM) CRMenablesorganisationgo better understandcustomerneedsand address
them efficiently, effectively,and accurately Sincecustomerinformation extendsfar beyondwhat can

be stored in humanmemory, organisationgely on CRMtools and applicationsto record, track, and

managecustomerdata

Advantagesof CRM

w Maintain a History. CRMsystemshelp record O dza (i 2 pa§ Miickases,interactions, and
requests This historical data allows companiesto anticipate needs,improve satisfaction,and
increaseprofitability.

w CustomerCategorisation CRMenablessegmentationof customersbasedon the value they
bring to the business Thisinsight helps organisationgailor servicesand benefitsto different
customergroups

w ImprovesCustomerLoyalty Byfosteringpositiverelationships companiesstrengthencustomer
loyalty,leadingto repeatbusinessandlongterm profitability.

o
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reputationandattractsnew customers

w Encourage®Vord-of-Mouth Promotion& EnhancefReputation Satisfiedcustomersoften share
their positive experienceswith others Thisword-of-mouth advertisingenhanceshe O 2 Y LJ- y

1( \r 0.0 -
Centralized Data Improve Easily Track Sales Spend Less
from Different Collaboration Across Customer Time on
Departments Departments Interactions Administrative Tasks
al
ﬂ{ 7 :I 'S ‘
-
L E oC®
Get Intelligent Standardize Your Scale Your Improve Your
Notification and Data and Processes as Customer
Reminders from Al Processes Company Grows Satisfaction

e Qa

il

® -
Protect Your Data & Business from
Hackers and Regulation

Reduce Human Errors

Fig. 2.3.1 Benefits of CRM

CustomerCategorization

InG 2 R weérl telecomcompaniesservemillionsof customersmakingit challengingo offer every
individualthe mostsuitableproductsandservicesToaddresghis, companiehaveadoptedcustomer
categorisation By classifyingcustomershasedon specificcriteriat broadlydividedinto landlineusers
and cell phone userg telecom providers can better understand customer needs and design
customisedoroductsandserviceghat matchthoserequirements

Importanceof CategorisingCustomers

With the wide rangeof productsand servicesoffered by telecomcompaniegoday, it becomesearly
impossibleto provide customisedsolutions without categorisingcustomers Categorisationhelps
organisationsunderstandcustomerneedsmore precisely,enablingthem to offer relevant services
andsolutions Thisnot only enhancesustomersatisfactionbut alsoleadsto increasedorofitability for
the company

— B
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Typesof Categorisation
Customerganbe categoriseasedon variouscriteriasuchas
w Geographicdbcation
w Spendingatterns
w Usagebehaviour
w Servicesitilised
w Typeof service
w ValueaddedserviceVAS)
Forour purposesye will focuson two keycriteria: type of serviceandusage

Typesof Services

Teleconmservicesare broadlydividedinto two categories
w Landline
w Mobile

LandlineServices
Landlineservicesrefer to telephone connectionsthat are installed at a specificlocation, suchas a
homeor anoffice. Theseservicexanbe further classifiednto:

w HomeLandline

w OfficeLandling(Corporate)

w HotlineServices

HomeLandline

A home landline is a standard telephone connection
installedin aresidencelt canbe either wired or wireless

w Traditional wired landlines are now offered by a
limited number of serviceproviders,such as Bharat
Sanchar Nigam Limited (BSNL)and Mahanagar
TelephoneNigamLimited(MTNL)

w Wireless landlines are provided by most leading
telecom companieslike Tata TeleservicesReliance Fig 2.3.2 Landline Phone
CommunicationsBharti Airtel, Vodafone India, and
IdeaCellular

Office Landline(CorporateCustomers)
Office landline customers, also known as corporate customers, have specialisedrequirements
Typically, they need a singlemain phone numbert either a 10-digit mobile number or an 8-digit
landlinenumbert that connectgo multiple extensions
w Theseextensionsrangingfrom 4-digit to 7-digit numbers,allow callsto be routed within the
2 NH | y A iatérialheworR &
w Thissetup helpscompaniesmanagemultiple departmentsor employeesefficiently under one
centralcontactnumber.
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Fig 2.3.3 Landline phone at office

Main Phone
Number

Central Automated

System OR a
Receiver

Extension 1 Extension 2 Extension 3

Fig 2.3.4 Extensiemise call transfer

Hotline ¢ A hotline is a more advancedmodel of an office phone connection,primarily usedin the
Customer Serviceindustry, followed by Sales Comparedto a standard office number, a hotline
numberhasa more complexstructure It canbe either a regular8-digit numberor a 10-digit number,
suchasthe 1800seriesnumber.

Themainhotline numberislinkedto anautomatedsystemcalleda VRU(VoiceResponséJnit), which
providesrecordedoptionsfor the caller. Basedonthe O dz& (i 2 séléctiithe systemautomatically
transfersthe callto a sub-number,routingit to the extensionthat hasbeenfree the longest

— B
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Example
If you call ABCTelecomat 1800123456, the VRUsystemanswersthe calland providesthe following
options

wDiall for Service

wDial2 for Sales

wDial3 for Complaints

Eachdepartmenthasa sub-number under the main hotline number (1800 123 456). Dependingon
your choice the callis transferredto the correspondinglepartmentandthen automaticallyrouted to
the extensionof the staff memberwho hasbeenavailablethe longest

—2.3.2 How to Categorize Customer Interactions

A customer care executivemust be skilledin classifyingcustomerinteractionsto ensurethat each
issueis handledefficiently and correctly. Categorizinga customerquery is the first and most critical
stepin the resolution process It allowsyou to prioritize issues,route them to the right team, and
applythe correctstandardoperatingprocedure

Customerinteractions can be categorizedbasedon severalkey factors Think of this as a triage
processsimilarto what a medicalprofessionalvould do in anemergencyoom.

1. BylssueType
Thisisthe mostcommonmethod. Youclassifythe interactionbasedon the nature of the problem

wTechnicalSupport Issuesrelated to a product or service not working as intended (e.g., a
softwarebug,a malfunctioningdevice)

wBIilling & Payments Questionsor disputes about invoices, charges,refunds, or payment
methods

wShipping& LogisticsQueriesaboutdeliverystatus,lost packagespr damagedjoods
wProductinquiry: Questionsabout productfeatures,specificationsor availability
wComplaint Customerexpressinglissatisfactiorwith a product,service or employee
wGeneralinquiry. Abroadquestionthat doesn'tfit into the other categories

2. ByUrgencyor Priority:
Thisdetermineshow quicklythe issueneedsto be addressed

w HighPriority.: Anissuethat is severelyimpactingthe customeror business Examplesncludea
completeserviceoutagefor abusinesglientor a safetyrelatedcomplaint

w MediumPriority: Anissuethat is causingnconveniencéut is not critical, like abillingerror.
w LowPriority: Generalquestionsor feedbackthat canbe addressedvhentime permits

3. ByCustomerSegment
Someissuesare categorizedasedon who the customeris.
w VIP/KeyAccounts Issuesfrom highvalue customersmight be escalatedautomaticallyto a
dedicatedteam.
w New CustomersQueriesfrom new usersmight be handledwith extra careto ensurea positive
first experience
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2.

How to Initiate Appropriate ResolutionProcesses

Onceaninteractionis categorizedyou caninitiate the correctresolutionprocess Thisprocesds often
governedby predefinedworkflowsandstandardoperatingproceduregSOPS)

1.

Logthe Interaction Thefirst stepisto createa new caseor ticketin the CRM Thecaseshouldbe
accuratelytaggedwith the categoriesyouidentified (e.g., "Billing,""High Priority,""VIP")

Apply a StandardProcedure For common issues,there will be a documented procedure to
follow.

A ExampleBillingError. Theproceduremightbe:

o Verifythe customer'saccountandbilling history.

o Crossreferencethe chargeswith the serviceagreement

o Ifanerrorisfound, processacreditor refund.

0 Sendaconfirmationemailto the customet
Routeand Escalatelf the issueis complexor falls outside of your expertise,you must escalateit
to the appropriateinternalteam.

A EscalationPath Use the categoriesto determine the correct team. A "technical support"
qguery might be routed to the IT department,while a "legal” issuewould go to the legalteam.
TheCRMsystemoften hasrulesto automatethis routing process

Communicatewith the Customer Throughoutthe processkeepthe customerinformed. Provide
them with a casenumber,an estimatedresolutiontime, andupdateson the progress

. Documentthe Resolution Oncethe issueis resolved,documentthe final solution in the case

notes Thisensuresthat you have a complete record for future reference and for improving
internal processes

—2.3.3 The Importance of Immediate Solutions and Timely—
Updates

In a telecom call centre, providingimmediate solutions wherever possibleand keepingcustomers
informed of estimated resolution times are critical for building trust and enhancing customer
satisfaction Immediatesolutionshelp resolvesimplequeriesor requestsquickly,leavingthe customer
feeling valuedand supported For more complexissuesthat require backendintervention, providing
an accurateestimated resolution time ensurestransparency,managescustomer expectations,and
reducesfrustration. The following scenariosillustrate the difference between actionsthat can be
resolved instantly and those that require planned follow-up, along with sample dialogues
demonstratingprofessionatommunication

Examplesof Immediate Solutionsvs. EstimatedResolutionTimes
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Scenario Type of Action Taken by Time Sample Dialogue
(Customer Query) Resolution Agent Taken P 9
1. Customer forgot| Immediate | Reset password on|2 minutes [a L Ol y NX &S
online account Solution the spot password right now.
password Please follow the steps |
F'Y aKFENAYy3ID
2. Customer asks |Immediate [ Check in system an 1 minute |& , 2 dzNJ O dzZNNB
for current prepaid| Solution inform balance Mpod® 2 dz K
balance NEYIAYAYyIoE
3. Customer wants| Immediate [ Activate service |3 minutes |& , 2 dzZNJ OF f £ S
to activate caller | Solution immediately activgted. ItAwi\!I reflect in
tune GKS ySEG wmn
4. Customer Estimated |Register complaint,| 24 hours |a h dzZNJ G SOKY A
reports weak Resolution |forward to technical check your area network
network in home team It may take up to 24
area K2 dzNBh d€
5. Customer Estimated Process request, |[2¢3 a, 2dzNJ { La ¢
requests new SIM | Resolution | courier SIM to working | delivered within 3 days.
replacement customer days Here is your reference
y dzY 0 S NI €
6. Customer asks | Estimated [ Raise refund 48hours [aL KIF @S NI A
for refund of wrong Resolution [ request to billing request. The amount will
recharge team be credited within 48
K2 dzNB d¢
7. Customer Estimated |Update needs 72hours |a ., 2 dzNJ | RRNB
requests address | Resolution | verification, send request will pe completed
change request to backend AY o Rleéeao
{a{ o¢

—2.3.4 Prioritizing Customer Interactions Based on Urgency—

In a callcentre, not all customerqueriesand complaintsare equallyurgent Someissuessuchasa lost
SIMor a network outage,require immediate attention, while others, like requestsfor new offers or
addresschangesgcanbe handledwithin a longertimeframe. Prioritizingcustomerinteractionshelps
ensurethat criticalproblemsare resolvedfirst, customersatisfactionis maintained,and organizational
guidelinesor ServicelevelAgreement{SLAsare followed. Theprocessnvolveslisteningcarefullyto
the customer,identifyingthe urgencylevel of the issue,checkingorganizationabuidelinesand then
takingactionaccordingly Criticalissuesare either resolvedimmediatelyor escalatedo higherteams,
whereaslessurgentmattersare addressedvithin the definedresolutiontime. Communicatinglearly
with the customerabout expectedresolution times is also an essentialpart of prioritization, as it
buildstrust andmanagesxpectationsffectively.
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Examples of Prioritizing Customer Queries and Complaints

SISy . Urgency Level Action by Agent (e (p2r Resolution Timeline
Query/Complaint guidelines)

Customer reports SIM| Critical Block SIM immediately to Within 15 minutes
lost prevent misuse, initiate

replacement
Customer complains | Critical Raise to technical team Within 1 hour
network outage immediately, provide

reference number
Customer requests [ High Register complaint, escalate | Within 48 hours
wrong recharge refung billing team
Customer reports slow High Troubleshoot, raise ticket if |24¢48 hours
internet speed issue persists
Customer requests | Medium Process directly through Within 10 minutes
activation of caller system
tune
Customer asks about | Low Provide information politely | Immediately on
latest recharge offers call/chat
Customer requests | Low/Medium | Register request, inform 72 hours
address change customer about verification

process

—2.3.5 Escalation Procedures and Seeking Guidance

In a call centre, not every customerquery or complaintcan be resolvedimmediatelyby the agent

Someissuegmay require specialpermissionstechnicalexpertise,or higherlevelintervention In such
cases,it is important to follow the escalationprocedure defined by the organization Escalation
ensuresthat unresolvedqueriesare handled efficiently, prevents delaysin service,and maintains
customersatisfaction

The processof escalationinvolves identifying the unresolvedissue, checkingthe organizational
guidelinesto determinethe appropriatelevel of escalationandthen communicatinghe issueclearly
to the supervisoror concernedteam. While escalatingjt is important to provide all relevantdetails
suchasthe O dz& (i 2dveyialiansalreadytaken, referencenumbers,andanydeadlines Thishelps
supervisorsunderstandthe situation quickly and take appropriate action Additionally,keepingthe

customer informed about the escalationand expected resolution time is essentialto maintain

transparencyandtrust.

Followingescalationproceduresalsoallowsagentsto seekguidancefor issueghey are not trained or

authorizedto handle,ensuringthat problemsare resolvedwithout unnecessargelaysor errors.

How to Follow EscalatiorProcedures
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Step Action Example/Dialogue

1. ldentify Determine if theissue (G ¢ KS Odza G2 YSNR& {La

unresolved query |cannotbe solvedatyourl SNNRE NJ G KIF G L OF yy2i
level

2. Check escalation| Refer to SOPs or ! 002 NRA Y Freldited! tehhidal®rrofs

guidelines organizational should be escalated to the Technical Team
instructions for escalatiof [ S R ® £

3. Communicate to | Provide complete details|a L KIF @S NBOSA@BSR | O

supervisor/team of the issue and actions | (Ref #12345). His SIM is blocked, and |
already taken attempted a reset, but it requires technical

AYGSNDSyiGAzyd ttS1as

4. Record escalatiofl Note down the reference| Enter escalation in CRM or ticketing system fq
number or log in CRM | tracking

5. Inform the Politely explain the aL KF@gS SaolflriSR &z
customer escalation and provide | Team. You will receive a resolution within 24
estimated resolution timg hours, and here is your reference number to
0NF O1 Al ®é

6. Follow up Track the progressand |a, 2dzNJ { La A aa ng K I a
update the customer F2NJ @82dzNJ LI GASy OS¢

once resolved

—2.3.6 Coordinating with Relevant Departments for Timely—
Resolution

As a TelecomCustomerCare Executive you often encounter customerqueriesor complaintsthat
cannot be resolvedindependently Someissuesmay require input from technical teams, billing
departments,network teams, or other specializedunits. Coordinatingeffectively with the relevant
departmentsensuresthat customerconcernsare resolvedquicklyand accurately maintainingservice
qualityand customersatisfaction

Theprocessnvolvesidentifyingthe departmentresponsiblefor the issue,communicatinghe details
clearly, tracking the progress,and keepingthe customerinformed about the status and expected
resolution time. Proper coordination avoids delays, prevents miscommunication,and ensuresthe
organizatiomrmeetsits Servicd_evelAgreement{SLAS)

For effective coordination, it is important to follow organizationalguidelines,use the available
communicationchannelqlike CRMsystemsgemails,internal chat, or calls),and maintainrecordsof all
actionstaken Thisalso helpsin following up with departmentsand providing timely updatesto
customers
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Methods for Coordinating with Other Departments

Method Description / Example

Internal CRM/Ticketing | Raise tickets or log issues in the system with all customer details.
System status and follow up regularly.

Example: Logging a network outage complaint in the technical
ticketing system.

Email Communication | Send detailed emails to relevant departments with all necessary
information and attachments.

Example: Emailing the billing team about a wrong recharge or refu
request.

Phone or Internal Calls | Directly contact the concerned department or team lead to explain
urgent issues.
Example: Calling the technical team for a critical-Bldtk issue.

Internal Chat / Messaging Use approved messaging platforms to quickly share information a
Tools updates.

Example: Sending a chat message to the network team fotireal
updates on service outages.

Escalation to Supervisor | If the issue is complex or urgent, escalate to supervisor for faster
Team Lead coordination.

Example: Escalating a pending customer complaint that requires-g
department approval.

Followup and Tracking | Continuously monitor the status of the request or complaint and
provide updates to the customer.

Example: Checking the CRM ticket daily until the technical issue is
resolved and informing the customer.
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— Notes
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— KeyLearningOutcomes | ¥

1.

10.

11.

12.

13.

14.
15.

16.

17.

18.

Bythe end of this module, the paricipantswill be ableto:

Explainthe importance of following standard calling scripts and tele calling guidelinesto
maintainservicequality and compliance

Demonstratehow to handle inbound and outbound calls professionallyusing standardcalling
scriptsandtele callingguidelines

Describeprofessionaltechniquesfor handling inbound and outbound calls effectively while
addressingustomerneeds

Demonstratehow to handle inbound and outbound calls professionallyusing standardcalling
scriptsandtele callingguidelines

Discuskey call handlingmetricssuchas AverageCallHandlingTime (ACHT)AverageHold Time
(AHT)and TurnaroundTime(TAT)Xo enhanceefficiency

Show how to managecall handlingtime efficiently while adheringto ACHT,AHT,and TAT
guidelines

Elucidatethe procesof collectingandverifyingcustomerdatafor serviceand salesinteractions

Demonstratethe processof collectingand verifying customer data during serviceand sales
interactions

Explainmethodsto identify potential salesopportunities by analyzingcustomerusagepatterns
andpreferences

Showhow to identify potential salesopportunities by analyzingcustomerusagepatterns and
preferences

Describehow to presenttelecomproductsand serviceshy explainingFeatures Advantagesand
Benefits(FABs)o customers

Demonstratehow to presenttelecomproductsandservicesusingthe Features Advantagesand
Benefits(FABapproach

Discusgechniquesfor offering customizedsolutionsto customersbasedon their needsand
preferences

Showhow to offer customizedsolutionsto customerdasedon their needs

Explainbest practicesfor documentingcustomerfeedback,nquiries,and complaintsaccurately
in CRMsystems

Demonstrateproper documentationof customerfeedback,inquiries, and complaintsin CRM
systems

Enlistcoordinationmethodswith salesand marketingteamsfor effectivelead managementnd
follow-ups

Showhowto coordinatewith salesand marketingteamsfor leadmanagementandfollow-ups
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UNIT 3.1: Professional Call Handling and Service Quality

— Unit Objectives|©@

By the end of this unit, the participants will be able to:

1. Explainthe importance of following standard calling scripts and tele-calling guidelines to
maintainservicequalityand compliance

2. Demonstratehow to handle inbound and outbound calls professionallyusing standard calling
scriptsandtele-callingguidelines

3. Describeprofessionaltechniquesfor handling inbound and outbound calls effectively while
addressingustomermneeds

4. Discusskey call handlingmetricssuchas AverageCallHandlingTime (ACHT)AverageHold Time
(AHT)and TurnaroundTime(TAT}o enhanceefficiency

5. Show how to managecall handlingtime efficiently while adheringto ACHT,AHT,and TAT
guidelines

—3.1.1 Importance of Following Standard Calling Scripts and
TeleCalling Guidelines

In a call centre, maintaining service quality and complianceis essentialfor ensuringa consistent
customerexperienceand protectingthe organizationfrom errorsor regulatoryissues Standardcalling
scripts and tele-calling guidelines provide a structured approach for handling both inbound and
outboundcalls
Communicateccurateinformationconsistently
Maintainprofessionatone and politenesshroughoutthe conversation
Coverall requiredpoints,includingverification,solutions and compliancestatements
Reduceerrors, misunderstandingspr omissionsthat could affect customersatisfactionor legal
compliance

A Improveefficiencyby guidingthe conversatiorin alogicalsequence
Guidelinesalso help agentsmanagecalls professionally including greetings,call handling etiquette,
verificationprocessesescalationproceduresand closingthe call politely. Thisstandardizatiorensures
uniform servicequality acrossall agentsandinteractions

To Do Do Do

HandlingInboundand Outbound CallsProfessionally
Inbound Calls

1. Greeting Answerthe callpromptly andpolitely.
A Example & D 2 ghdRning! Thankyou for callingXYZTelecom My nameis Priya How may |
assistyoull 2 Rl @ K ¢
2. Verification Confirmcustomerdetailsasper companypolicy.
3. ldentifythe Query/IssueListencarefullyand askclarifyingquestions

— B/
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4. ProvideSolutionor Information: Usethe scriptto giveaccuratedetailsor guidethe customer
5. Escalatiorif Needed Followthe escalatiorprocedurefor unresolvedssues
6. Closure Confirmresolutionandthankthe customer

A Exampleda ngladl couldhelp. Yourissuehasbeenresolved Thankyou for callingXYZTelecom
HaveagreatR | € H ¢

OutboundCalls
1. Introduction Introduceyourselfandthe purposeof the callclearly.

A Example & | S thik i8 Rahulfrom XYZTelecom | am callingto inform you about your new
rechargeplanoptionsé

2. Verify CustomeiDetails Ensureyouare speakingo the correctperson

3. Provide Information or Offer Services Follow the approvedscript for promotions, surveys,or
reminders

4. HandleObjectionsor QuestionsRespondolitely usingthe guidelines
5. Closure Confirmnextsteps,thankthe customer,andendthe callprofessionally

A Example & ¢ K Iy(%(l for your time. If you choosethe plan, you will receive confirmation
shortly. HaveaniceR | & H €

—3.1.2 Professional techniques for handling inbound ang——
outbound calls effectively while addressing customer
needs

Professionaltechniquesfor handling both inbound and outbound calls are essentialfor a positive
customerexperienceWhile both require excellentcommunicationthe approachfor eachtype of callis
slightlydifferent.

Inbound CallTechniques

Inbound calls are initiated by the customer, meaningthey are reachingout with a specific need,
guestion,or problem Thefocushereis on listeningandunderstanding

A Prompt and Positive Greeting Answerthe call within two to three rings with a friendly and
professionalgreeting Stateyour name and the companyname Forexample,"Hello, this is Alex
from Acmelnc. Howcanl helpyoutoday?"

A Active Listening Letthe customerfully explaintheir reasonfor callingwithout interruption. Use
verbal cueslike "l see,"or "Go on," to show you're engaged This preventsyou from making
assumptionandensuresyouaddresgheir actualneed

A Empathizeand Acknowledge Showempathyby acknowledgingdheir situation, especiallyif they
are upset or frustrated. This builds rapport and de-escalatestension Use phraseslike, "I
understandyour frustration with thisissue,"or "I'm sorryto hearthat happened"

A ConfirmUnderstanding Beforeprovidinga solution,rephrasethe customer'sproblemto confirm
you've understoodit correctly. Forinstance,"Justto be clear, you're looking for an update on
your order status,isthat right?"

&
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A Offer Solutionsand TakeAction: Basedn your understandingprovideclear,concisesolutions If
you needto put them on hold, askfor their permissionfirst and provide a time estimate Once
the issueisresolved confirmthe customeris satisfiedbefore endingthe call

Outbound CallTechniques

Outboundcallsare initiated by you, the representative often for purposeslike follow-ups, sales,or

informationgathering Thefocusis on beingpreparedandrespectfulof the customer'sime.

A BePrepared Beforemakingthe call, haveall relevantcustomerinformation and the purposeof
your callready. Knowexactlywhat youneedto discusgo makethe conversatiorefficient

A ClearIntroduction: Beginthe call by introducingyourselfand your company Immediatelystate
the purposeof your call clearlyand concisely For example,"Hello, my nameis Chriswith Tech
SolutionsI'm callingto follow up on the supportticket you submittedlastweek"

A Checkor Availability: Respecthe customer'stime by askingf it's a goodtime to talk. If they are
busy,offer to callbackat a more convenienttime. Thissimpleact showsconsideration"ls now a
goodtime to speak?"

A Maintain a Positive and Confident Tone Yourtone shouldbe positive and professional Speak
clearlyand at a moderate pace Soundingconfidentand knowledgeablemakesthe customerfeel
securein your ability to helpthem.

A Providea ClearCallto Action: Concludethe call by summarizingvhat was discussechnd stating
the next steps Forexample,"I've sentyou the instructionsvia email Pleaseet me know if you
haveanyquestions Havea greatday!"

—3.1.3 Common Call Centre Metrics and adherence to the—
guidelines

1. AverageCallHandleTime (ACHT) AverageHandlingTime (AHT)

A Definition: Theaverageduration of a customerinteraction,includingTalkTime,Hold Time,and
After-CallWork (WrapTime)
A Formula

Average Handling Time ( Total Talk Time + Total Hold Time + Total Wrap Time )
(AHT) Number of Calls Handled

A Important Note: ReducingACHTmustnevercompromisecall quality or customerservice Thegoalis
to find the right balanca efficienthandling+ quality engagement

&
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In a call centre, efficiently managingcall handlingtime is crucialto meet AverageCallHandlingTime
(ACHT/AHTand TurnaroundTime (TAT)guidelines,while still providing quality serviceto customers
Efficientcall handlingensuresthat more customersare assistedn lesstime without compromisinghe
accuracyor quality of service

Tomanagecall handlingtime effectively, agentsshould

1. Preparebefore the calt Haveall necessarytools, systems,and information ready to minimize
delaysduringthe conversation

2. Follow standard scripts Using approved scripts ensures that all key points are covered
systematicallyreducingthe needfor repeatedexplanations

3. Listenactivelyand understandthe issuequickly. Identify the O dz& (i 2 cor@adaailyto provide
a solutionwithout unnecessarpackandforth.

4. Usehold time wisely. Only placecustomerson hold when necessaryand minimizehold time to
maintainserviceefficiency

5. Handlewrap-up (after-call work) efficiently. Completedocumentation,logging,or ticket updates
promptly after the call

6. Prioritize and escalateappropriately For complexissuesthat cannot be resolvedimmediately,
escalateto the relevant department to avoid exceeding TAT while keeping the customer
informed

7. Avoidunnecessargonversatioror delays Stayprofessionabut conciseto maintainefficiency

By following these practices,agentscan meet ACHT/AHTargets, reduce customerwait times, and
ensurethat TATfor complaintsor requestsis maintainedwithin SLAImits.

Step Action Impact on ACHT/AHT/TAT

Gather customer details, accou| Reduces talk time and hold timé
info, and system access

1. Preparation

Ensures no steps are missed;
saves time

2. Use script Follow approved call flow

3. Active listening Quickly understand the query | Minimizes baclkand-forth and

call duration

4. Efficient hold

Place on hold only when
required

Reduces Average Hold Time
(AHLDT)

5. Prompt wrapup

Log issue or update CRM
immediately

Keeps TAT within SLA

6. Escalation if needed

Forward unresolved issues to
correct department

Avoids delays and ensures timg
resolution

7. Clear closure

Confirm resolution with
customer

Prevents repeat calls, improvin
overall efficiency
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UNIT 3.2: Customer Data Management and Sales Opportuni

— Unit Objectives|©@

By the end of this unit, the participants will be able to:

1. Elucidatethe procesf collectingandverifyingcustomerdatafor serviceandsalesnteractions

2. Demonstratethe processof collecting and verifying customer data during service and sales
interactions

3. Explainmethodsto identify potential salesopportunities by analyzingcustomerusagepatterns
andpreferences

4. Showhow to identify potential salesopportunities by analyzingcustomerusagepatterns and
preferences

5. Describehow to presenttelecomproductsand servicesby explainingFeatures Advantagesand
Benefits(FABs}o customers

6. Demonstratehow to presenttelecomproductsand serviceausingthe Features Advantagesand
Benefits(FABypproach

7. Discusgtechniquesfor offering customizedsolutionsto customersbasedon their needsand
preferences

8. Showhowto offer customizedsolutionsto customersasedon their needs

—3.2.1 Collecting and Verifying Customer Data for Service and
Sales Interactions

In serviceand salesinteractions,accuratecustomerdatais critical for providingpersonalizedsolutions,
buildingtrust, and ensuringcompliancewith companypoliciesand legalrequirements The processof
collectingand verifying customerdata involvessystematicstepsto ensurethe information is reliable
andcomplete
1. CollectingCustomerData
Customemdatacanbe collectedduringinteractionsusingvariousmethods
A Direct questioning Politely ask customersfor their details suchas name, contact information,
addressandpreferences
A Usingforms or digital platforms: Collectinformation through CRMforms, web portals,or mobile
applications
A Observingbehavior. Trackcustomerinteractions, purchasehistory, and feedbackpatterns to
gaininsights
A Third-party sources Obtain additional data from authorizeddata brokers,ensuringcompliance
with dataprivacyregulations
2. VerifyingCustomerData
Oncedatais collected,it mustbe verifiedfor accuracyandcompleteness
A Crosscheckinformation: Comparethe provided data with existingrecordsin CRMsystemsor
officialdocuments

— B
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A Confirmwith the customer. Politely confirm details suchas phone numbers,addressesand email
IDsduringthe interaction

A Vvalidate authenticity: Ensure sensitive information like payment or identification details is
legitimateandsecure

—3.2.2 ldentifying Potential Sales Opportunities through——
Customer Usage Patterns and Preferences

Understandingustomerbehavioris keyto uncoveringpotential salesopportunities Byanalyzingisage
patterns and preferences,businessescan identify products or servicesthat are likely to interest
individualcustomersgnablingpersonalizedecommendationsndimprovedsalesperformance

1. Methodsto Identify SaleSOpportunities
a) AnalyzingPurchaseHistory.
A Reviewwhat productsor serviceghe customerhaspreviouslybought
A Identify trendssuchasfrequently purchasedtemsor seasonabuyingpatterns

A Example A customerfrequently buying prepaidrechargepacksmay be interestedin premium
dataplans

b) Monitoring ServicdJsagePatterns
A Trackhow customersuseexistingproductsor services
A Lookfor underutilizedservicesor featuresthat canbe upgraded

A Example A customerusingbasicinternet servicescould be offered a higherspeedplan based
onusagepatterns

c¢) CollectingCustomer~eedbacland Preferences

A Usesurveysratings,or direct feedbackio understandcustomerinterests

A Identify areaswhere customersexpressa desirefor additionalserviceor improvements
d) SegmentingCustomers

A Groupcustomershasedon demographicspurchasebehavior andpreferences

A Tailormarketingcampaignsndrecommendationgo eachsegmentfor higherconversion
e) LeveragingCRMand AnalyticsTools

A UseCRMsoftwareto analyzehistoricalinteractions,complaints andinquiries

A Predictpotential needsor upsell/crosssellopportunitiesbasedon patternsdetected
2. ldentifying SalesOpportunities

A CollectData Pullcustomerinformation from CRMjncludingpastpurchasesserviceusage and
feedback

A AnalyzePatterns Examindrequency timing, andtype of usageto detecttrends

A Identify Gapsor Needs Spot productsor servicesthe customerhasnot yet availedbut may
benefitfrom.

o
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A Make RecommendationsSuggestelevantproductsor servicedailoredto the O dza (i 2 ug&s)esiidl &
preferences

A FollowUp: Trackthe effectivenessof recommendationsand refine strategiesbasedon customer
response

—3.2.3 Presenting Telecom Products and Services Using the-
Features, Advantages, and Benefits (FAB) Approach

Identifyingthe variousUSPgUniqueSellingPoints) ,advantagesand benefitsof a productor serviceis
essentiaffor creatingeffective salesand marketingmessagesThe Features Advantagesand Benefits
(FAB)techniqueis a proven method that helpstelecom executivesexplainwhy a customershould
choosea particular product or service It connectsproduct detailswith customerneeds,makingthe
salespitch more persuasiveand customerfocused
1. UnderstandingFABStatements

A Features(F)

Specificharacteristicer technice F # 5

Exampled ¢ flandffers unlimite

A AdvantagesA): Feature ﬂa/m&‘a/e &/{eﬁt
Howthe feature addsfunctionalv
Exampled , R @ yh&éto worr Q @
A Benefits(B)
The real value or outcome the 1. Collect 2. Note one to three 3. Note one
) ) product properties advantages for each or two benefits
customer experiences This property to each advantage

connects directly to customer
needsandlifestyle Fig 3.2.1 FABStatement
Example &, 2 dean stay
connectedwith family andfriends
anytime without worrying about
costse
Together these statementsmove from what the product has,to why A (iu€e&ul,to how it improves
the O dza ( 2li€S ND &
2. Stepsto CreateFABStatements
A Step1: Listall featuresof the product/service
A Step2: Foreachfeature, identify one or more advantages
A Step 3: Put yourselfin the O dza (i 2 sh&dakhighlightthe benefit that matters most to
them.
G { 2 ¥xBcutivesstart with the benefit (what matters most to the customer)and then explainthe
advantageandfeature that supportsit. Thisworkswell for customerswho are lesstechnicalandmore
focusedon outcomes¢

— B
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3. ApplyingFABto TelecomProducts
Exampléel ¢ Mobile Phonewith GorillaGlass
A Feature Thephonecomeswith GorillaGlass3.
A Advantage Thescreenis protectedfrom scratchesandaccidentadamage

A Benefit Thecustomerenjoyspeaceof mind while travelingor carryingthe phonewith keysand
coins,ensuringthe screenremainscleanandlonglasting

Example2 ¢ TelecomDataPlan
A Feature Highspeed4G/5G datawith unlimitedusage
A Advantage Seamlesbrowsing,streaming.anddownloadingwithout interruption.

A Benefit Customerscanwork, study, or enjoy entertainmenton the go without worrying about
slowspeedsr dataexhaustion

Example3 ¢ BroadbandConnection
A Feature 24/ 7 customersupportwith quickissueresolution
A Advantage Anyservicedisruptioncanbe addressedmmediately

A Benefit Customerssavetime, avoid frustration, and enjoy uninterrupted internet for work or
leisure

4. Importanceof FABin Salednteractions
Helpsexecutivestayfocusedandstructuredduring productpresentations
Makescommunicatiorcustomercentricby linkingproductfeaturesto actualneeds
Buildstrust by showinghow the serviceaddsreal value

Increasesconversionrates by highlightingbenefits that matter most to the buyer (suchas cost
savingsreliability,or convenience)

To o Do P>

—3.2.4 Offering Customized Solutions to Customers Based ef
Their Needs and Preferences

Providingcustomizedsolutionshelpsbuild strongerrelationships gnhancesustomersatisfactionand
increasesloyalty. In telecom and service industries, tailoring solutions ensuresthat products and
servicesaligncloselywith aO dza G 2lifeSyMRsagehabits,andexpectations
Techniquedor Offering CustomizedSolutions
1. Active Listeningand ProbingQuestions

A Listencarefullyto understandcustomemeeds challengesand preferences

A Askprobingquestiondike: & | 2ofien do youusethe internetforworkorSy i SNI F Ay YSy (i K ¢

A & 5yduprefer prepaidflexibility or postpaidO2 y A A & 1 Sy O@ K ¢

2. CustomerProfilingand Segmentation
A UseCRMdatato categorizecustomersbasedon demographicspurchasehistory, and usage
behaviot
A Offersolutionsthat matcheachO dza (i 2profieNd@a students professionalsfamilies)

o
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3. UsagePatternAnalysis
A Trackcallfrequency dataconsumptionyechargecyclespr servicecomplaints
A Recommendipgradesor additionalserviceshasedon observedrends
4. HighlightRelevantFeaturesAdvantagesand Benefits(FAB)
A Focusonfeaturesthat directlyaddresshe O dza (i 2pdiSphinsi
A Emphasizéenefitsthat addvalueto their personalor professionalife.
5. Personalize€€ommunication
A Avoidgenericsalespitches Instead,usethe O dz& (i 2nérBeldd@fer to their specificneeds
A Exampled { A youWrévelfrequently,our internationalroamingplan maysuityou better.¢
6. FlexibilityandOptions
A Present2¢3 tailored choicessocustomerdeelin control.
A ExampleOfferad ¢ 2fdin-K 2 Y Brdadbandpackagers ad F I B ¥ i & NI I paciageS v
7. FollowUpandFeedback
A After offeringa solution,checkcustomersatisfaction

i
m

A Usefeedbackto refine future recommendations

Howto Offer CustomizedSolutions

Scenarial ¢ CustomerNeedingMore Data
Stepl: Askabouttheir currentusage & 5 ydumainlyusedatafor streamingorfor g 2 NJ K €
Step2: Identifythe gap Thecustomeroften runsout of datamid-month.

Step3: Offersolution & . | ar/éur usage. @=Rommendupgradingto our 50GBmonthly data
plan. Thisensuresuninterrupted streamingandvideo calls€

Scenarid? ¢ FamilyCustomerLookingfor Value
Stepl: Understandheir need Theywant affordableservicedor multiple familymembers
Step2: Identify opportunity: Theyrechargeeachnumberseparately
Step3: Offer solution & L Yy adf rBultipte rechargespur family packallows4 connectionsunder
oneplanwith unlimited callsand datasharing L {(n@r& costeffectiveand convenients

Scenarid3 ¢ BusinessCustomerSeekingReliability:
Step1: Askaboutwork requirements & 5 ydurely onvideocallsor remoteacces§ NB |j dzSy G f & K ¢
Step2: Identify issue Theyfacedowntimewith basicbroadband

Step 3: Offer solution & h daMinessgrade broadbandwith dedicatedsupport ensuresminimal
downtimeand priority issueresolution,helpingyour work run smoothlyé
By carefully understandingcustomer needs and preferences,analyzingtheir usage behavior and
applying the FABapproach, executivescan offer customizedsolutionsthat are both relevant and
valuable This not only improves customer satisfaction but also strengthens longterm business
relationships
RolePlayActivity: Offering CustomizedSolutions




Scenario

1. Data Usage Customer

Customer Concern

GL 1SSLI NMzyyAyYy
data before the end of the
Y2Y(OQK®DE

Executive Dialogue
-9ESOdzi A BSY 4L
you for sharing. May | ask how
you mainly use your datafor
work, browsing, or streaming
GARS2aK¢é
-/ dzad2YSNY daz2:
YR 2yt AyS Of
-9ESQOdzi A GSY a. |
suggest upgrading to our 50GB
monthly plan. It offers faster
speeds and enough data to coV
your streaming and classes
without interruptions. This
YSIya &2dz 62y Q
recharge repeatedly, saving yo
020K GAYS YR

YR

2. Family Customer

42 S KI @S F2dzNJ
and | recharge each number
aSLI NI GSteo L

-9ESOdzi A BSY alL
much you usually spend on
NEOKI NBSa T2NJ
-/ dza G 2 Y S NY
Y2Y(GK®dE
-9ESOdzi A BSY 4Ly
recharges, | recommend our
Family Pack plan. It allows 4
numbers under one connection
with unlimited calls and data
sharing. This reduces your
monthly expense and makes it
easier to manage with a single
NBEOKI NBS ®¢

a! NI dzy

4

3. Business Professional

aL 62NJ FTNRY K
downtime is a big problem for
YSo¢

-9ESOdzi A SY ac¢k
sharing. Do you rely more on
video calls, large file transfers,
020 KKE

-/ dzaG2YSNY da?2:
F2NJ YSSUAyTa odé
-9ESOdziA @SY 4Ly
Business Broadband plan woul
be ideal. It provides higher speq
and comes with priority support
SO any issues are resolved
quickly. This will ensure your
meetings run smoothly without
AYUGSNNUzZLIGA 2y & @

‘
[N

| G f|e
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UNIT 3.3: Documentation and Intddepartment Coordination

— Unit Objectives|©@

By the end of this unit, the participants will be able to:

1. Explainbest practicesfor documentingcustomerfeedback,inquiries,and complaintsaccurately
in CRMsystems

2. Demonstrateproper documentationof customer feedback,inquiries, and complaintsin CRM
systems

3. Enlistcoordinationmethodswith salesand marketingteamsfor effective lead managemeniand
follow-ups

4. Showhowto coordinatewith salesand marketingteamsfor leadmanagemenandfollow-ups

—3.3.1 Customer Feedback and Its Importance

Definition:
Feedbackis organizedinformation collected from customersabout their opinions, suggestionsand
experiencesegardinga productor service

Importanceof CustomerFeedback
1. UnderstandingCustomerPerceptionsCustomerfeedbackhelpstelecomcompaniesunderstandhow
customergate their productsor servicesn comparisorto competitors
Example Customersmay prefer the network coverageof ABCTelecomover XYZTelecom This
signalsXYZT elecomto improveits coverageo meetcustomerexpectations
2. IdentifyingStrengthsand Weaknesses~eedbachighlightswhereaO 2 Y LJI pybduftsandservices
exceland where they fall short. Thiscomparisonwith both customerexpectationsand competitor
performanceallowscompaniego take correctivemeasures
3. EvaluatingCustomer Service Feedbackenablestelecom companiesto assesshow effectively
employeesnteractwith andsupportcustomers
A CustomerSatisfactiorSurveysare widely usedto determinewhether customerissuesare being
resolvedandqueriesansweredsatisfactorily
A If multiple surveysmentionthat certainrepresentativesare rude or unhelpful,the companycan
providetrainingor correctiveactionto improveservicequality.
4. DrivingContinuoudmprovement Bylisteningto customersregularly telecomcompaniesanrefine
their offerings,improveservicedelivery,andbuild longterm trust andloyalty.
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—3.3.2 Documenting Customer Feedback, Inquiries, and——
Complaints in CRM Systems

Accuratedocumentationof customerinteractionsis essentiafor maintainingservicequality, resolving
issuesefficiently, and improving customer experience CRM (CustomerRelationshipManagement)
systemdelp organizetrack,andanalyzetheseinteractionssystematically

BestPracticefor DocumentingCustomer-eedback|nquiries,and Complaints
1. Recordinformation Promptly:

A Documentfeedbackjnquiries,or complaintsmmediatelyafter the interactionto avoidmissing
details

2. BeClearand Concise

A Use simple, precise language Avoid jargon or abbreviationsthat may confuse other team
members

3. CaptureRelevantDetails

A Include the O dza (i 2 Mah&lIocdtact information, account number, product/service in
guestion,andinteractiondate/time.

A Forcomplaintsor inquiries,includethe issuedescription causeif known,andurgencylevel
4. CategorizeCorrectly
A Tagthe interactionasfeedbackjnquiry, or complaint
A Assignappropriate categoriesor subcategoriege.g., billing, network issue,technicalsupport)
for easierreportingandtracking
5. UseCRMFieldsConsistently
A Fillallmandatoryfieldsin the CRMto ensurecompleteness
A Followcompanystandardgor notesanddescriptiongo maintainuniformity.
6. DocumentActionsTaken

A Recordthe stepstakento resolvethe issue,includingfollow-ups,escalationspr commitments
to the customer

7. Maintain Professionallone
A UseneutralandfactuallanguageAvoidpersonalopinionsor emotionalexpressions
8. Update StatusRegularly

A Keepthe CRMupdated with the latest status, whether the issueis resolved, pending, or
escalated

ProperDocumentationin CRMSystems

Customerinteraction CRM Documentation Example

Feedback - Customer Name: Ramesh Kumar

- Contact: 9876543210

- Product: 4G Mobile Data Plan

- Feedback: Appreciates uninterrupted network
coverage in rural areas.

- Date/Time: 02/10/2025, 11:30 AM

- Action Taken: Logged for performance
recognition.

- Category: Feedback

o
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Inquiry - Customer Name: Priya Sharma

- Contact: 9123456780

- Product: Postpaid Plan

- Inquiry: Wants information about international roaming charges.
- Date/Time: 02/10/2025, 01:15 PM

- Action Taken: Provided details and sent brochure via email.

- Category: Inquiry

Complaint - Customer Name: Anil Verma

- Contact: 9988776655

- Product: Broadband Service

- Complaint: Internet speed is consistently below plan limit.

- Date/Time: 02/10/2025, 03:00 PM

- Action Taken: Escalated to technical support; follgwscheduled in 24 hours.
- Category: Complaint

3. KeyTipsfor CRMDocumentation
A Alwaysdouble-checkcustomerdetailsbefore savingrecords
A Avoidvagueentrieslike @ O dz& (d2y/ K3 NJhd@ifgthe reasonclearly.
A UseCRMrfeatureslike tags,priority markers andremindersfor efficienttracking
A Ensureall sensitiveinformationis documentedsecurelyand complieswith dataprivacylaws

THE ROLE OF CRM
IN TELECOM INDUSTRY

CRM in telecom sector makes the overall
process of customer service management
hassle free

Issue of query ticket :

CRM solves one of the basic problems of
customer service - the right flow of queries.

Better analysis :

CRM software provides analytics that helps
in getting every aspect of the customer-
related plans.

Conflict management :

Customer care executives can create a case
history of every complaint.

Better database management :

CRM software helps companies collect,
store and analyse customer data.

Effective marketing tips : Workflow management :
CRM software can provide necessary CRM can provide an effective workflow
marketing tips based on customer data. management mechanism to ensure

customers get what they deserve.

Automated billing cycles and payment updates :

By automating billing cycles, companies can receive timely payments. CRM systems also
update payments instantly and resume services if required.

Fig 3.3.1 Roleof CRMin Telecom
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—3.3.3 Coordination with Sales and Marketing Teams for Lead
Management and FollowJps

Effective lead managementrequires seamlesscoordination between customer service, sales,and
marketing teams Proper collaboration ensurestimely follow-ups, increasedconversionrates, and
improvedcustomersatisfaction
CoordinationMethods
1. RegularTeamMeetings
A Conductdaily or weekly meetingsto review leads, discusshigh-priority prospects,and share
updateson follow-ups
2. SharedCRMSystems
A Usea centralized CRMwhere all teams can accesslead information, track follow-ups, and
updateleadstatus
3. LeadAssignmentProtocols
A Defineclearrulesfor assigningeadsbasedon geographyexpertise or product/servicetype.
4. CollaborativeCommunicationChannels
A Utilize tools like Slack,Teams,or email threads for instant communicationbetween sales,
marketing,andsupportteams
5. Feedback.oop
A Salesand marketing teams provide feedbackon lead quality, campaigneffectivenessand
customerresponseso helprefine future leadgenerationstrategies
6. StandardOperatingProcedure{SOPSs)
A Maintain documentedprocessesor lead handling, follow-ups, escalationprocedures,and
reporting.
7. PerformanceTrackingand Reporting
A Tracklead status, follow-up timelines,and conversionratesto evaluateteam efficiencyand
identify bottlenecks

Coordinatingfor LeadManagementand Follow-Ups

Step Action

1. Lead Capture Marketing team generates leads from campaigr
website forms, or social media. All details are
logged into the shared CRM.

2. Lead Assignment Customer Care or sales manager assigns leads
specific sales executives based on expertise or
region.

3. Initial FollowUp Sales executive contacts the lead promptly, not
preferences, and updates CRM with interaction
details.

4. Collaboration Customer care informs marketing of lead

response, campaign effectiveness, or additiona
requirements.
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5. Scheduled Followps Set reminders in CRM for next interaction; upda
lead status regularly.

6. Feedback Sharing Sales and marketing teams share feedback on
quality, interest level, and conversion
opportunities in weekly meetings.

7. Reporting and Analysis Teams analyze lead progress and conversion
metrics to improve future campaigns and
coordination.

Coordinatingeffectivelywith salesand marketingteams ensuresthat leadsare managedefficiently,
follow-ups are timely, and customer interactions are personalized Using shared systems,regular
communication,and feedbackloops strengthenscollaboration,enhancesconversionsand improves
overallbusinesgerformance

- Exerciseig

ShortQuestions
1. Explainwvhy it is necessaryo verify customerdatabefore processin@ telecomservicerequest
2. Describagwo techniquedo identify salesopportunitiesfrom customerusagepatterns
3. Whatisthe significanceof documentingcustomercomplaintsaccuratelyin CRMsystems?

Multiple ChoiceQuestions
1. Whyisit importantto follow standardcallingscriptsduring customerinteractions?
a) Tosavetime only
b) Toensurecomplianceand consistentservicequality
c) Tomakethe callshorter
d) Toavoidlisteningto customers

2. Whichof the followingbestdescribesAverageCallHandlingTime(ACHT)?
a) Thetotal time a customerwaitsin the queue
b) Thetime takento completea customercallincludingtalk time and after-callwork
¢) Thenumberof callsreceivedper day
d) Theaveragewaitingtime beforea callisanswered

3. Whenpresentingtelecomproductsusingthe FABapproachd | R @ | yréferdds & ¢
a) Thephysicaldescriptionof the product
b) Thebenefitscustomerwill get
c) Thefunctionalsuperiorityoverother products
d) Thepricecomparisorwith competitors
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4. Whichof the followingis the mostprofessionalvayto handlean outboundsalescall?
a) Startdirectlywith the productdetails
b) Greetpolitely, verify customerdetails,andintroducethe purposeof the call
¢) Askpersonalquestiondfirst
d) Endthe callquicklywithout explanation

True/FalseStatements
1. Usinga standardcallingscriptensuresconsistencyn communicatioracrossall customercalls
2. TurnaroundTime(TAT)measureghe durationtakento completea O dza (i 2idsdedireduest
3. Collectingcustomerdatais optionalduringserviceinteractions
4. Offeringcustomizedsolutionshelpsimprovecustomersatisfactiorandloyalty.
5. Coordinatiorwith salesandmarketingteamsis not necessaryor effectiveleadmanagement

Fillin the Blanks
1. helps maintainingservicequality and compliancewhile interactingwith customers
2. AverageHoldTime(AHT yefersto the .
3. TheFABapproachstandsfor Features andBenefits
4. Properdocumentationof customerfeedbackin systemsensuresaccuracyandbetter
follow-ups
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1.

— KeyLearningOutcomes | ¢

Bythe end of this module, the paricipantswill be able to:

10.
11.

12.
13.

14.
15.
16.

17.

Explainthe importance of professionalcustomer interactions in a telecom showroom to
enhancecustomersatisfactiorandretention.

Demonstratehow to attend to customersand provide personalizedservicein a professional
manner.

Describehow to inquire about customerrequirementseffectivelyto understandtheir product
andserviceneeds

Showhowto inquire aboutcustomerrequirementsandassessheir telecomneeds
Discussechniquedor aligningcustomermeedswith suitabletelecomproductsandservices
Demonstrateechniqueso aligncustomerneedswith suitabletelecomproductsandservices

Explainvarious promotions, loyalty programs, and bundled offers, and their benefits for
customers

Show how to inform customersabout promotions, loyalty programs,and bundled offers
effectively.

Describethe processof guidingcustomersin selectingthe right productsand servicesasedon
their preferences

Demonstratethe processof guiding customersin selectingthe right telecom products and
services

Elucidatethe key stepsinvolvedin processingalestransactionsjssuinginvoices,and ensuring
accuratebilling.

Showhowto processsalestransactionsjssueinvoicesand ensureaccuratebilling.

Explainthe role of follow-up interactionsin building longterm customer relationshipsand
increasingcustomerloyalty.

Demonstrate customer follow-up techniquesto ensure satisfaction and build longterm
relationships

Enlist best practices for handling customer complaints and query escalation as per
organizationastandards

Showhow to handle customercomplaintsand escalatequeriesin accordancewith company
policies

Discussthe significanceof adheringto ServicelLevel Agreements(SLAs)and maintaining
responsdime standards
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UNIT 4.1: Professional Customer Interaction and
Requirement Analysis

— Unit Objectives|©@
By the end of this unit, the participants will be able to:

1. Explainthe importanceof professionaktustomerinteractionsin atelecomshowroomto enhance
customersatisfactionandretention.

2. Demonstratehow to attend to customersand provide personalizedservicein a professional
manner.

3. Describehow to inquire about customerrequirementseffectivelyto understandtheir product
andserviceneeds

4. Showhowto inquire aboutcustomerrequirementsandassessheir telecomneeds

— 4.1.1 Professional Customer Interactions in a Telecom——
Showroom

Professionalcustomer interactions are crucial in a telecom showroom, as they directly impact
customer satisfaction,loyalty, and brand reputation. Providingpersonalizedand courteous service
helpscreatea positiveexperiencehat encouragesepeatbusinesandreferrals

LAVA

1 Hfﬁmﬁl ! | ﬁ OPPO
LT ETRAE.

Fig 4.1.1 Customeinteractionat a telecomstore

Importanceof ProfessionalCustomerinteractions
1. Enhance€ustomeiSatisfaction
A Courteousandattentive behaviorensurescustomerseel valuedandunderstood
A Professionafjuidancehelpscustomeramakeinformed choicesaboutproductsandservices

R
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BuildsCustomefTrustand Loyalty

A Demonstratingoroductknowledgeand providinghonestrecommendationgosterstrust.

A Customersre morelikelyto return to ashowroomwherethey are treated respectfully

Encourage®ositiveWord-of-Mouth:

A satisfiedcustomerssharetheir experienceswith friendsand family,improvingthe O 2 Y LJ- vy
reputation.

ImprovesSalesPerformance

A Professionalservice combined with personalizedrecommendationsincreasesconversion
rates

Reduceomplaintsand Conflicts
A Clearcommunicatiorandactivelisteninghelp preventmisunderstandingand dissatisfaction

Techniguego Attend to CustomerdsProfessionallyand ProvidePersonalizedervice

. Warmand CourteousGreeting

A Welcomeeachcustomermpromptly and politely.

A Exampled D 2 mdring!Welcometo ABCTelecomHowmayl assistyouili 2 Rl & K £
. ActiveListeningand Understandind\Needs

A Askopenendedquestiongo identify the O dza i 2raySindd®eats

A Example q ! l)ld%l Igo[dngfor a new mobile plan, or do you need assistancewith your

currenta SNIOA OS K€

. Demonstrating?roductKnowledge

A Explainfeatures, advantagesand benefits (FAB)of productsrelevantto the Odza (i 2 Y
needs

A Showdemosof devicesapps,or servicesf applicable
. ProvidingPersonalizeRecommendations
A Suggesproductsor plansbasedon usagepatterns,preferencespr budget

A Example Offeringa family planto a customerwith multiple linesor a high-dataplanto a
frequentinternet user.

. ProfessionaBodylLanguageandTone
A Maintaineyecontact,smile,and usepolite language
A Avoidappearingushedor distracted
. HandlingQueriesand ComplaintEfficiently
A Listencarefully provideaccurateinformation,andresolveissuegpromptly.
A Escalatéo supervisorsf necessarykeepingthe customerinformedthroughout
. FollowrUp Assistance
A Offer guidanceon after-salessupport,rechargeoptions,or serviceapps
A Exampled lycEineedhelpsettingup your new phone,our team canassistyou anytimeé

ProfessionalCustomerServicein a Showroom

Step Action

1. Greeting Welcome the customer warmly and politely.

2. Needs Assessment |AskoperlSY RSR ljdzSadGA2ya G2 dzy RSNHG!I

requirements.

3. Pr

oduct Presentation | Demonstrate relevant products/services and explain FABs.

u»

Q)¢
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4. Personalized Recommendation |{ dzZ33Sad | LX Iy 2NJ LINBRdzO
preferences, or budget.

5. Handling Questions/Objections | Listen carefully, clarify doubts, and provide accurate
information.

6. Closing Interaction Summarize the solution, offer additional support options
and thank the customer.

—4.1.2 Inquiring About Customer Requirements to Assess——
Telecom Needs

Effectivelyinquiring about customer requirementsis a critical skill for telecom customer care and
showroomexecutivesUnderstandinghe O dza (i 2 né&disdldvisyouto offer personalizedsolutions,
recommendappropriateproductsandservicesandimprovecustomersatisfaction
Techniguedo Inquire About CustomerRequirements
1. ActiveListening
A Payfull attention to what the customersayswithout interrupting.
A Notekeydetailssuchascurrentusage preferencesandchallenges
2. AskOpentEndedQuestions
A Encourageustomergo providedetailedinformationabouttheir needs
A Exampled / lyofitell me howyoutypicallyuseyour mobileor internetd S NIDA OS a K ¢
3. UseProbingQuestions
A Divedeeperto uncoverspecificrequirements
A Exampled 5yumainlyusedatafor work, streamingorsocialyY S RA | K €
4. Identify CurrentPainPoints
A Askaboutproblemsfacedwith currentproducts/services
A Exampleda ! MdBsatisfiedwith yourcurrentnetwork coverageor datad LIS S RK €
5. ObserveCustomerBehaviorand Preferences
A Notenonverbalcues deviceusagepatterns,andexpresseagriorities.
6. ConfirmUnderstanding
A Summarizevhat the customerhassharedto ensureaccuracy
A Exampled { @ Z dzcokidgjfor a high-speeddataplanwith unlimitedcalls,0 2 NNB O (i K ¢
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2. AssessingCustomerTelecomNeeds

Step Action

1. Greeting 2S5t 02YS UKS OdzadG2YSN) LRfAGSE &4
KSt L) @2dz oA0K @2dzNJ 4GSt SO2Y y S|

2. General Inquiry Ask broad questions to understand the type of service required
(mobile, broadband, or bundled services).

3. Detailed Inquiry Use operended and probing questions to uncover specific
requirements:

-Gl 26 Yrye FrELYAfT@ YSYOSNE o6Af ]| dz
652 @2dz 2F0SYy YIS AYOGSNYylFGAz|y |
4. ldentify Pain Points Ask about current challenges with existing products or services.
4! NB e2dz SELISNASYOAY3 Fye ArAaaldzSa 640K
OF tf RNRLBEKE

Qx
w
i

O«
~ =
~—h Sx

5. Confirm Requirements Repeat the key points shared by the customer to ensure accurate
understanding.

-6{ 23 @&2dz ySS Rspdeddalf angunigtariipgted retwal K
O2@SN} 3S> A& GKFG O2NNBOGKE

6. Proceed to Once requirements are confirmed, suggest products or services th
Recommendation match their needs.

Effectivelyinquiring about customerrequirementsensuresthat telecom executivesunderstandthe
O dza U 2 pfedelslras,usagepatterns, and pain points. This forms the foundation for providing
personalizedsolutions,improving customersatisfaction,and increasingthe likelihood of a successful
sale
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UNIT 4.2: Product Alignment, Promotions, and Sales

Transactions

— Unit Objectives|©@

By the end of this unit, the participants will be able to:

1. Discusgechniquedor aligningcustomermeedswith suitabletelecomproductsandservices

2. Demonstratgechniquego aligncustomemeedswith suitabletelecomproductsandservices

3. Explainvarious promotions, loyalty programs, and bundled offers, and their benefits for
customers

4. Show how to inform customers about promotions, loyalty programs, and bundled offers
effectively.

5. Describethe processof guidingcustomersin selectingthe right productsand servicesbasedon
their preferences

6. Demonstratethe processof guiding customersin selectingthe right telecom products and
services

7. Elucidatethe key stepsinvolvedin processingsalestransactionsjssuinginvoices,and ensuring
accuratebilling.

8. Showhowto processsalestransactionsjssueinvoices andensureaccuratebilling.

—4.2.1 Aligning Customer Needs with Suitable Telecom Prodycts
and Services

Matching customerrequirementswith the right telecom productsor servicess essentialto provide
value, enhance satisfaction, and drive sales Proper alignment ensuresthat customers receive
solutionsthat fit their usagepatterns,preferencesandbudget,while alsobuildingtrust andloyalty.
Techniquego Align CustomerNeedswith Products/Services
1. UnderstandCustomeRequirementd horoughly
A Use active listening and probing questions to gather information on customer usage,
preferencesandchallenges
2. SegmentCustomer8Basedn Needs
A Categorizeeustomersinto segmentssuchasheavydata users,family plans,businessusers,or
budgetconsciousustomers
A Thishelpsin quicklyidentifyingrelevantproductsor services
3. Applythe FeaturesAdvantagesandBenefits(FAB)YApproach
A Presentproducts by highlighting features, explain advantages,and connect them to the
benefitsrelevantto the O dz& (i 2speSifitiizéds
4. LeverageCRMand PastinteractionData
A Reviewcustomerhistory, usagepatterns, and previousinteractionsto suggestproductsthat
bestmatchtheir requirements
5. ProvideOptionswith Recommendations
A Offer 2¢3 suitable alternatives, clearly explaininghow each meets the O dza i 2 Me&ds &
enablinginformeddecisionmaking
6. ConsideBudgetand Preferences
A Ensure recommendationsare realistic and affordable for the customer while delivering
maximumvalue

— B




CallCenterExecutive _—

7. ConfirmCustomeiUnderstanding
A Summarizesuggestedolutionsand askthe customerfor confirmationbefore proceeding

AligningCustomerNeedswith Products/Services

1. Gather Requirements Ask operended and probing questions to understand usage
patterns, preferences, and challenges.

2. Analyze Needs Identify customer segment (e.g., heavy data user, family plan,
business plan).

3. Match Solutions Use CRM data and product knowledge to shortlg® &uitable plang
or devices.

4. Explain FAB Present the feature, advantage, and benefit of each option.
Example:

- Feature: Higkspeed 5G data plan

- Advantage: Faster downloads and uninterrupted streaming
- Benefit: Enjoy movies and video calls without interruptions, even
during peak hours

5. Discuss Options and | A3Kf AIKG RAFFSNByOSa FyR NB
Recommendations needs.

6. Confirm Customer Choice | Repeat the key points and ensure the customer is comfortable v
the selected solution.

7. Proceed to Service/Plan Assist with plan activation, device setup, or contract processing,
Activation

Aligningcustomer needswith suitable telecom productsor servicesensuresthat customersreceive
solutions tailored to their lifestyle, usagehabits, and budget Usingtechniqueslike active inquiry,
segmentation, FAB presentation, and CRM insights helps executivesprovide personalizedservice,
enhancesatisfactionandimprovesalesoutcomes

—4.2.2 Communicating Promotions, Loyalty Programs, and—
Bundled Offers to Customers

Telecomcompaniesuse promotions, loyalty programs,and bundled offers to enhance customer
engagementjncreaseretention, and provide addedvalue For customerstheseinitiatives offer cost
savingsconvenienceandexclusivebenefits
Understandingthe Offers
A Promotionsare temporary offers suchasdiscounts cashbacker seasonaplans Forexample a
mobile rechargeplan might include 50% extra data for a limited time. Customersbenefit by
gettingmorevaluefor the samecost
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A Loyalty Programsreward consistentusageor longterm association Thesemay include reward
points, free add-ons, or early accessto new services For instance,a subscriberwho regularly
renews their plan could earn points that can be redeemed for additional data or movie
subscriptions

A BundledOffers combinemultiple servicedike mobile, broadband,and OT Tsubscriptionsnto one
package Customerssavemoneyand enjoy the convenienceof managingseveralservicesunder a
singleplan

What Are Customer Loyalty Programs?

oY@l
an
Reward & Retain Offering Repeatedly
Customers Perks Choosing the Brand

Smart Marketmg
Strategies

Points-Based Tiered Programs Paid Membership Cashback Coalition
Programs Programs Programs Programs

Fig 4.2.1 Customeltoyalty programandtypes

Techniquedor Informing CustomersEffectively
1. Tailorthe Messagdo CustomeiNeeds
A Beforepresentingan offer, understandthe O dza (i 2 uée§diabids, preferencesandbudget
Forexample suggesting family bundleto a customerwith multiple linesensuresrelevance
2. Explairthe ValueClearly
A Emphasizénow the offer benefitsthe customerrather than just listing features Instead of
saying,d ¢ Ksla®0GBLJt | ekdain ¢ 2 A SD®B highspeeddata, you can stream videos,
attend online classesand makevideocallswithout worryingaboutrunningout of data.¢
3. CompareandHighlightSavings
A Helpcustomersseewhy the promotion is advantageousExample & . ahoosingthis bundled
plan, you save 300 every month compared to subscribingseparately to mobile and
broadbandservices
4. Engageand ConfirmUnderstanding
A Ask the customer if they have questions and check whether the offer meets their
expectationsExampled 5 2tlisplanmeetyour currentinternetandmobiley’ S S R a K €
5. Assistwith Activation
A Oncethe customeris interested, guide them through plan activation or subscription,and
providetips for maximizingoenefits
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Activity

A A customerentersthe showroomlookingfor a new mobile plan After understandingthat they
are a heavydata user,the executiveintroducesa promotion offering 100GBhigh-speeddataat a

discountedrate.
A Usinga FABstyleexplanationthe executiveclarifies
V Feature 100GBhigh-speeddata

V AdvantageAllowsuninterruptedstreamingandbrowsing
V Benefit Thecustomercanwork and enjoy entertainmentwithout interruptions, savingtime

andavoidingfrustration.

A Theexecutivethen mentionsa loyalty programwhere frequent rechargeearnspoints redeemable
for OT Tsubscriptionsanda bundleoption combiningmobileand broadbandto maximizesavings
A The customeris encouragedto ask questions,and the executive assistswith immediate plan

activation

PracticeSheet Communicating®romotions,Loyalty Programs and BundledOffers

Scenario

1. Heavy Data
User

Customer Profile

Uses internet
extensively for
streaming and

G EERES S

Introduce a high
data promotion
and explain how it

Example Approach (FAB)

Feature: 100GB higépeed data plan
Advantage: Uninterrupted streaming
and browsing

video calls improves the Benefit: Can attend online meetings
Odza G 2 Y S NJ and stream videos without
experience interruptions
2. Family Multiple family Suggest a bundled| Feature: Family bundle with 4
Customer members on family plan and connections
separate plans highlight savings | Advantage: All lines managed under
one plan
Benefit: Saves money and simplifies
billing for the household
3. Loyal Longterm Introduce loyalty | Feature: Earn points for every
Customer subscriber looking | program rewards | recharge
for extra benefits [ and explain Advantage: Redeem points for extral
redemption optiong data or subscriptions
Benefit: Enjoy additional services at
extra cost
4. New Wants mobile, Suggest a bundled| Feature: Combined mobile +
Customer broadband, and | offer explaining broadband + OTT package
Considering [ OTT subscriptions [ convenience and | Advantage: Single subscription cove
Multiple cost benefits all services
Services Benefit: Saves money and reduces

hassle of managing multiple accoun
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—4.2.3 Guiding Customers in Selecting the Right Telecom——
Products and Services

In( 2 R lcam@sditive telecom market, customersare presentedwith a wide rangeof productsand
servicesFora customercareor showroomexecutive,it is essentialto guide customerseffectivelyto
selectthe product or plan that best meets their needs, preferences,and budget Properguidance
helpscustomersmakeinformed decisionsenhancessatisfaction,and builds longterm trust. Guiding
customers effectively involves understandingtheir needs, presenting suitable options, explaining
features and benefits, and assistingin final selection By applyingthese steps, telecom executives
ensurethat customeranakeinformedchoicesegnhancingsatisfactionfrust, andlongterm loyalty.
1. Procesf GuidingCustomers
1. GreetandUnderstandCustomeiNeeds
A Beginby welcomingthe customerpolitely and askingopenendedquestions
A Exampleda D 2 dring!Howcanl helpyouwith yourtelecomrequirementsii 2 R & K é
A Probefurther: & 5 ydu primarily needthis planfor calls,data,ord 2 ( K K ¢
2. AssessJsagePatternsandPreferences
A Understanchow the customerusesservicestheir budget,and priorities.
A ExampleA customerfrequently streamsvideosmay needa high-dataplan, whereassomeone
makingfrequent callsmayneeda voiceorientedplan.
3. ExplainRelevanOptionsUsingFeatures Advantagesand Benefits(FAB)
A Presentproductsin a structuredway:
V Feature HighspeeddG/5Ginternet plan
V AdvantageProvidesuninterruptedbrowsingandstreaming
V Benefit Allows the customerto attend online meetings, stream videos, or use apps
without interruptions
A Demonstratedevicesor plansif possible
4. ComparéAlternativesand HighlightSuitability
A Offer 2¢3 suitableoptionsandexplainwhich planbestfits the O dz& (i 2 ragSinddeats
A Exampled h LIiAgigegyou 50GBdata per month and unlimited calls,while Option B offers
70GBdata with slightly higher cost Sinceyou stream videosdaily, Option B may be more
suitable¢
5. HandleQueriesand ConfirmUnderstanding
A Answer customer questionsclearly and ensure they understandthe differencesbetween
plans
A Exampled 2 2 daiukke meto summarizehe benefitsof the planyouLINB ¥ S NXK ¢
6. Assistin FinalSelectiorand Activation
A Oncethe customerchoosesa planor product, guidethem through subscription devicesetup,
or paymentprocess
A Exampled [ SattiGsdeyour selectedplannow, and | canhelp setup your phonefor optimal
performanceg
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GuidingCustomersn Practice

Step Action/Example

1. Greeting & Needs 2S5t 02YS 0dzAG2YSNI I yR | &{crtals? K
Assessment RIFEGIFET 2NJ o20KKE
2. Assess Preferences Identify usage pattern: heavy data user, frequent caller, or family

requirement

3. Present Options with FAB | Feature: 100GB data plan
Advantage: Uninterrupted streaming
Benefit: Enjoy videos and work online without interruptions

4. Compare Alternatives Show multiple plans: highlight cost, data limits, and suitability for
customer needs

5. Address Queries Answer questions about cost, validity, or device compatibility

6. Confirm & Activate Guide customer in final selection, payment, and plan activation

—4.2.4 Processing Sales Transactions, Issuing Invoices, ant-
Ensuring Accurate Billing in Telecom

Accurateprocessingf salestransactionsand billing is a critical function in a telecomenvironment It
ensurestransparency,builds customer trust, and supports smooth businessoperations For NSQF
Level 3 learners, it is important to demonstrate the ability to handle customer transactions
professionally,verify details meticulously,generate correct invoices,and maintain proper records
Proper execution of this process minimizes errors, avoids disputes, and enhances customer
satisfaction
KeyStepsin ProcessingalesTransactionsand Billing
1. ReceiveCustomerRequestand UnderstandRequirements
w Beginby confirmingthe productor servicethe customerwantsto purchaseor subscribeo.
w Example & , 2mdnt to activate the 50GB monthly plan and purchasea new SIM card,
O2NNB Ol K¢e
w Takenote of any specialrequests,promotions, or bundled servicesthe customeris eligible
for.

2. Verify Customeridentity and Eligibility
w Confirmthe O dza i 2idestitydith validID proofsand crosscheckaccountdetails
w Checkeligibility for plans, offers, or loyalty programsto ensure the customer receives
appropriatebenefits
w ExampleVerifyif alongterm subscribeiis eligiblefor bonusdataundera loyalty program

— B
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3. CalculateTotal CostAccurately
w Determine the cost of products/services,applicable taxes, discounts,and any additional
charges
w Example
o 50GBPlan= 499
o SIMCard= 100
o GST18% = 11412
0 TotalPayable= 71312
4. Proces$aymentSecurely
w Acceptpaymentshroughcash debit/credit card,UPl,or digitalwallets
w Issuepaymentconfirmationto the customerand ensurethe transactionis recordedin the
system
w ExampleCustomelpaysviaUP| systemgeneratesa digital receiptinstantly.
5. Generateand Issuelnvoice
w Createaninvoiceincluding
0 CustomemMNameé& Contact
o Dateof Transaction
o Products/ServiceBurchased
0 Quantityand Unit Price
o0 TaxespPiscountsand TotalAmount
w Ensurethat all legaland companystandardsor invoicingare met.

6. Verify Billing Accuracy
w Doublecheckthat all items,taxes,discountsandtotals matchthe customerorder and pricing
rules
w ExampleConfirmthat GSThasbeenappliedcorrectlyandthe total matchesthe sumof plan+
device+taxes

7. Providelnvoiceand CustomerConfirmation
w Handoverthe printed or digitalinvoiceto the customer
w Reviewthe keydetailsof the invoiceand confirmthat the customeris satisfied
w Exampled | SidwBur invoice Your50GBplan is now active,and your SIMcard is readyto
useg

8. Assistwith Activation and Setup
w Guidethe customerin activatingthe planor settingup devicesf necessary
w ExampleHelpthe customerconfigureAPNsettingsor installtelecomapps

9. Update Recorddn CRM/BillingSystem
w Log the transaction, customer details, and invoice information in the CRMfor auditing,
reporting,andfollow-up purposes
w ExampleThesystemautomaticallytrackspayment,planactivation,andservicestart date.

— B
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2. Stephby-StepExecution

Step Action/Example

1. Receive Request & Understand
Requirements

I 2YFANY LI YykRSOAOS NBIjdzSai
{LaKE

2. Verify Identity & Eligibility

Check ID, account details, and eligibility for promotions/loyalt
benefits

3. Calculate Total Cost

ttly T nped {La T MnnX D{

4. Process Payment

Accept cash/card/UPI; issue receipt or confirmation

5. Generate Invoice

Include customer name, products, quantities, prices, taxes,
discounts, and total

6. Verify Billing Accuracy

Ensure totals, taxes, and discounts are correct before issuing

7. Provide Invoice & Confirmation

Hand over invoice and explain key details to customer

8. Assist with Activation & Setup

Guide customer in plan activation, device setup, or app
installation

9. Update CRM/Billing Records

Log transaction details for future reference and auditing

Processingsalestransactions,issuing invoices,and ensuring accurate billing require a structured
approach, attention to detail, and customercentric execution By verifying customer details,
calculating costs accurately, generating error-free invoices, and updating records systematically,
telecom executivescan enhancecustomersatisfactionmaintaintrust, and support efficient business

operations
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UNIT 4.3: Customer Retention, Complaint Handling, and
Service Standards

— Unit Objectives|©@

By the end of this unit, the participants will be able to:

1. Explainthe role of follow-up interactions in building longterm customer relationshipsand
increasingcustomerloyalty.

2. Demonstrate customer follow-up techniques to ensure satisfaction and build longterm
relationships

3. Enlistbestpracticesfor handlingcustomercomplaintsand query escalationas per organizational
standards

4. Showhow to handle customer complaintsand escalatequeriesin accordancewith company
policies

5. Discusshe significanceof adheringto ServiceLevelAgreement SLAsand maintainingresponse
time standards

— 4.3.1 The Role of Followp Interactions in Building
Customer Relationships

Followup interactions are essentialfor maintainingongoing communicationwith customersafter a

product purchase servicerequest,or inquiry. Theydemonstratethat a companyvaluesits customers
beyond the point of sale and is committed to ensuringtheir satisfaction For telecom executives,
effective follow-ups help resolve outstandingissues,offer additional solutions,and strengthentrust,

ultimatelyincreasingcustomerioyaltyandlongterm engagement

WAYS TO BUILD
SOLID
CUSTOMER \
RELATIONSHIPS

Provide a variety
of self-service

options

/ o1 ) Understand your
" customers

Collect actionable

02 Provide excellent
customer service customer
feedback
Personalize your i
03 interactions 98 Eﬂ;lt%‘:;:?son
N
3“;@&%\ Investin 09 Be transparent
Lo employee training
Implement Appreciate and
05 multichannel 10 ree/'v,ard loyal
communication customers

Fig 4.3.1 Waysto improvecustomenelationship

— B/
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1. Enhance€ustomeiSatisfaction
A Checkingn with customersensureshey are happywith the productor service
A Example Following up after a broadband installation to confirm speed and connectivity
satisfaction
2. BuildsTrustand Loyalty

A Consistentfollow-ups show that the companycaresabout the customerexperience,not just
immediatesales

A ExampleCallinga customerafter anew SIMactivationto ensureit isworkingcorrectly,
3. IdentifiesOpportunitiesfor Upsellingor CrossSelling

A Followups provide a chanceto suggestadditional servicesor upgradesrelevantto customer
needs

A Examplelnforminga data-heavycustomerabouta highertier planfor uninterruptedstreaming
4. Resolve€omplaintsandPreventsChurn

A Proactivelyaddressingssuespreventsdissatisfactiorfrom escalatingand reducesthe likelihood
of customerdeavingfor competitors

5. CollectsValuableFeedback

A Followups allow companiesto gatherinsightsabout servicequality, product performance,and
customerpreferences

Techniguedor EffectiveFollow-Up

A Timely Contact Reachout shortly after the transaction, service installation, or complaint
resolution

A Personalize€CommunicationReferencethe O dz& (i 2 récSriNdediaction or purchaseto make
the follow-up relevant

A ActiveListeningListento anyconcernsand providesolutionspromptly.

A Recordand TrackFollowUps Logeachinteractionin the CRMsystemto monitor progressand
planfuture engagement

A Offer Additional Support or Benefits Inform customers about upgrades, loyalty points,
promotions,or helpfulresources

ConductingeffectiveFollow-Ups

Step Action/Example

1. Identify Customer for FolloWwp Select customers who recently purchased a pla
device, or availed a service.

2. Schedule Timely Contact Call or message withing3 days after service
delivery or installation.
3. Personalized Greeting Gl Stf2 aNXY» YdzYI NE LQY

ONRIFROIFIYR LXIY Aad 62N]

4. Listen & Address Concerns Note any issues with connectivity, device setup
billing, and provide solutions.
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4. Listen & Address Concerns Note any issues with connectivity, device setup, or billing, and
provide solutions.

11

5. Offer Additional Solutions Suggest relevant addns, upgrades, or loyalty benefits. Exampl
G, 2dz YId O2yaARSNI 2dzNJ dzyf A YA
A0NBI YAy ode

6. Document Interaction Record the call, issues raised, and folapvactions in CRM for
future reference.

7. Plan Next Interaction Set reminders for future cheeks, feedback surveys, or
promotional offers.

—4.3.2 Customer Follovp Techniques for Satisfaction and—
Loyalty

Followups are critical for maintaining customer engagementafter a product purchase,service
activation, or complaint resolution Effective follow-up techniqueshelp telecom executivesensure
customersatisfaction resolveissuesproactively,and build trust and loyalty over time. At NSQHR.evel
3, learnersare expectedto practicestructuredfollow-up methods,use CRMsystemdor tracking,and
communicateprofessionally
KeyFollow-Up Techniques
1. TimelyFollow-Up
A Contactthe customersoonafter the transactionor servicedeliveryto confirmsatisfaction
A ExampleAbroadbandcustomerreceivesa calltwo daysafter installationto ensurespeedand
connectivityare workingasexpected
2. PersonalizedCommunication
A Referencehe O dz& (i 2racénNailréhaseor requestto makethe interactionrelevant
A Exampled | SMst Sharma, am following up regardingthe new 5G SIMyou activatedlast
week IseverythingworkingT A y S K ¢
3. ActiveListeningand IssueResolution
A Payattentionto concernsaskclarifyingquestions and providesolutionspromptly.
A Example A customerreports slow internet speed the executivetroubleshootsand escalates
to the technicalteamif necessary
4. ProvideAdditional Value
A Suggestipgradesadd-ons,or loyalty benefitsbasedon customerusagepatterns
A Exampled { A y6uirSquentlystreamvideos,youmayconsiderour unlimited night dataadd-
onfor uninterruptedviewingé
5. Documentand TrackFollow-Ups
A Recordhe interaction,customerconcernsandanyactionstakenin CRMfor future reference
A Schedulagemindersfor future follow-ups,surveyspr promotionaloffers.
6. ProfessionalCommunication
A Maintaina polite and positivetone, usingclearlanguageand empathy;,
A Avoidrushedconversationsensurethe customerfeelsvalued
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2. Follow-Up Interaction Process

Step Action / Example

1. Identify Customers for Follop Select customers who recently purchased a plan, devige,
or availed a service.

2. Schedule Followp Contact Call or message withing3 days of service delivery or
complaint resolution.

3. Personalized Greeting al Stt2 aNW» +SN¥IEZ LQY OKBOlAy3 2
LX Fyd LA SOSNEBUOKAY3I g2NJpy3d aY22
4. Listen and Address Concerns Note any issues (e.g., network speed, device setup) and

provide solutions or escalate if required.

5. Offer Additional Solutions Suggest relevant addns, upgrades, or loyalty benefits.

6. Confirm Customer Satisfaction la1Y a! NB @&2dz altAaFASR pAGUK (KS
LINE A RSRK¢E

7. Document Interaction Record details of the conversation, concerns, and
actions in CRM.

8. Plan Next Interaction Set reminders for future cheeks, surveys, or
promotions.

—4.3.3 Handling Customer Complaints and Query Escalatiormin
Telecom

Effectively managingcustomer complaints and escalatingqueries when necessaryis essentialfor
maintainingcustomersatisfactionand protectingthe O 2 Y LJI rgpatadidn Telecomexecutivesnust
follow organizationaktandards remain professionaland ensuretimely resolution Propercomplaint
handlingimprovestrust, reduceschurn,anddemonstratesa commitmentto high-quality service

1. BestPracticedor HandlingCustomerComplaints

I
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1. ListenActivelyand Empathize
A Allowthe customerto explaintheir issuewithout interruption.
A Showunderstandingandempathy;,
A Exampled winderstandhow frustratingcalldropscanbe.[ S iv@kitogetherto resolvethis.é
2. Acknowledgethe Complaint
A Confirmthat the complaintis receivedandwill be addressegromptly.
A Example & ¢ K ygulfor bringing this to our attention. We will investigate this issue
immediately¢
3. Recordthe ComplaintAccurately
A Logdetailsin the CRMsystemjncludingcustomerinformation,complainttype, and context
A ExampleNotethe time, location,plandetails,and nature of the networkissue
4. Resolveat FirstPoint of Contact(if possible)
A Tryto addresshe complaintwithout escalatingfollowingcompanyprocedures

A Example Troubleshootetwork settingsor provideimmediateadjustmentsto the O dz& (i 2 Y SN &
plan.

5. FollowOrganizationalPoliciesfor Escalation

A If the complaintcannotbe resolvedimmediately,escalateit to the appropriatedepartmentor
higherauthority.

A Includeall necessaryletailsto avoiddelays

A Example Forward unresolved billing complaints to the billing department with full
documentation

6. Keepthe Customerinformed
A Provideupdateson the statusof their complaintor queryuntil resolved

A Example & , 2rdmgNdst has been forwarded to the technicalteam. We expect resolution
within 24 hoursé

7. ConfirmResolutionand CustomerSatisfaction

A After resolution,follow up to ensurethe customeris satisfied

A Exampled 2 S eegofvedyour connectivityissue Iseverythingworkingsmoothlyy” 2 ¢ K £
8. AnalyzeandLearn

A Documentrecurringcomplaintsandtrendsto improveservicesand preventfuture issues

A HandlingCustomerComplaintsand Escalatingueries
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Handling Customer Complaints and Escalating Queries

Step Action / Example 1 Example 2 Example 3
1. Receive Customer reports Customer reports Customer complains about
Complaint frequent call drops. incorrect billing slow internet speed.
amount.
2. Acknowledge |6 L dzy RSNAGH&L &aSS GKIE|aL dyF?SN.Eglyﬁ
and Empathize | frustrating call dropscal2 S NOKI NBS|Ay 02y @Sy A Sy i @
0S® [ SGQ& Ncheckthis GNRdzof SakKz22i
j dzA O t & d¢ AYYSRALI (St

3. Record
Complaintin CRM

Log plan type, location,
issue details, timestamg

Record invoice
number, billing cycle,
and complaint notes.

Note speed test results, plan
details, and affected serviceg

4. Attempt First
Level Resolution

Advise customer to
restart device or adjust
network settings.

Verify billing data and
correct minor errors
immediately.

Check router/modem settingy
or suggest temporary
solutions.

analysis.

measures.

5. Escalate if Escalate to technical | Escalate to billing Escalate to network
required team if issue persists. |department for operations team for persister
complex discrepancieq low speed.
6. Communicate |[LYF2NXY ¢ LY F2NXY a.|LYF2NXY d&hdzNJ
Updates will resolve within 24 | reviewing your invoice| working on improving speed;
K2 dzNBR ¢ 9 SQf £ dzLIJRI | expected resolution by
K2 dzNE & ¢ 02Y2NNR g ¢
7. Confirm Irtt C)dzéﬁz\/l-ffKSYl-Af/Iff aLa éez2d
Resolution Ol ffta y2g¢g §errorhasbeen ok Ol G2 y2NXI
corrected. Is
SOSNEGKAY 3
8. Document Record recurring Note patterns in billing| Log network speed complain
Learnings technical complaints for{ errors for preventive | by area for improvement.

—4.3.4 Significance of Adhering to SLAs and Maintainirg——
Response Time Standards

ServiceLevelAgreementy SLAsgre formal commitmentsbetweena telecomserviceproviderandits
customers, defining the quality, availability, and timeliness of services For telecom executives,
adheringto SLAsand responsetime standardsis critical to ensuringreliability, trust, and customer
satisfaction It not only protectsthe O 2 Y LJI r¢p@it&ién but also strengthenslongterm customer
relationshipsand minimizesdisputes
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Key Components of a Service Level Agreement
Performance Responsibilities Reporting and
Metrics and Targets and Obligations Communication

Parties Scope of Services

N
Vv Vv \4 \'4
o g C— Po. . S—
° P PROVIDER = Regular
- - Network performance
-] maintenance, “ .. reports (monthly,
- outage resolution, - e quarterly/annually)
Bandwidth Hardware and updates.
Service provider  Service recipient Equipment Response Time Uptime
Provision
@ ' RECIPIENT "
Q’ - 1’ @ Follow policies, P& o ion
: Teport ssues, channels for issue
. reporting and
provide accurate roactive
information and checkins.
- payment. o
Clearly define roles Network Technical Support
to avoid confusion Availability Details
\ J

(#Broadband Search

Fig 4.3.2 Keycomponeniof Servicd_evelAgreement

Importanceof SLA$n Telecom
1. DefinesCustomerExpectations
A SLAsclearly outline service standardssuch as uptime, call resolution time, and network
performance
A ExampleAbroadbandSLAmayguaranteed9.5%uptime per month.
2. Enhance#ccountability
A Adheringto SLAsensuresthat both the companyand its employeesare accountablefor
timely servicedeliveryandissueresolution
3. ImprovesCustomelSatisfactiorand Trust
A MeetingSLAslemonstrategeliability and professionalism
A Example Resolvinga billing dispute within 24 hours as per SLAbuilds confidencein the
serviceprovider.
4. ReduceustomeiComplaintand Churn
A Consistentlymeeting SLAsminimizes servicerelated complaints and increasescustomer
retention.
5. ProvidesMeasurablePerformanceMetrics.
A Responséimes, resolutiontimes, and servicequality canbe monitoredto asses®perational
efficiency
A Example AverageCall Handling Time (ACHT)and Turnaround Time (TAT)are tracked to
ensureadherenceo SLAs

Importanceof Maintaining Responsélime Standards
1 EnsuresPromptCustomelSupport

A Quickresponseto inquiries,complaints and servicerequestspreventscustomerfrustration.
2. StrengthendProfessionalism

A Adnheringto responsetime standardsreflectsthe O 2 Y LJI gbrdniident to high-quality
service




CallCenterExecutive

3. FacilitatesEfficient Operations
A Timelyhandlingof requestshelpsstreamlineprocessesnd preventsbacklogaccumulation
4. SupportsSLACompliance
A Maintaining predefined responsetimes is a key SLAparameter that affects overall service
quality.
5. EnhanceLustomerRetentionand Loyalty:
A Customersre morelikelyto remainloyalwhenissuesare addressegromptly andefficiently.

SLAand ResponsdimeCompliance

Aspect Best Practices / Example

Uptime & Service Availability Ensure broadband or mobile services meet guaranteed uptime (e.g., 99.5% mg
uptime).

Response to Customer Queries| Respond to emails or calls within defined SLA limits (e.g., within 24 hours).

Complaint Resolution Resolve issues like network faults or billing disputes within SLA timelines.
Monitoring & Reporting Track metrics like Average Handling Time, TAT, anetéilistesolution to ensure
compliance.

Communication with Customers| Inform customers proactively about delays, outages, or resolution status.

Escalation Protocols Escalate unresolved issues to higher authorities before SLA breach occurs.

Adheringto SLAsand maintainingresponsetime standardsis crucialfor ensuringservicereliability,
customer satisfaction,and operational efficiency Telecomexecutiveswho consistentlymeet these
standardscontributeto trustworthy servicedelivery,reducedcomplaints,and strengthenedong-term
customerrelationships
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J—

— Exercisgig

A. Multiple ChoiceQuestions(MCQs)
1. Whyare professionatustomerinteractionsimportantin atelecomshowroom?
a) Tocompletesalesquickly
b) Toenhancecustomersatisfactionandretention
c¢) Toavoidhandlingcomplaints
d) Toincreaseproductprices

2. Whichof the followingis the mosteffectivewayto understandcustomerrequirements?
a) Askingclosedendedquestionsonly
b) Makingassumptionsboutthe O dza (i 2NE&INI &
c) Askingopenendedquestionsandlisteningcarefully
d) Offeringpromotionswithout inquiry

3. Loyaltyprogramsoffered by telecomcompaniegrimarilyaimto:
a) Increasammediateprofits only
b) Retainexistingcustomersandreward loyalty
¢) Reducahe numberof salescalls
d) Avoidofferingdiscounts

4. Whatdoesadherenceo Servicd_evelAgreement{SLAsgnsure?
a) Customercomplaintsareignored
b) Responséimesandservicesneetagreedstandards
c) Productsare soldat a highermargin
d) Customersare billedincorrectly

B. ShortQuestions
1. Explairthe role of follow-up interactionsin buildinglong-term customerrelationships
2. Describethe processof guiding customersin selectingtelecom products based on their
preferences
3. Whatarethe keystepsinvolvedin processingalesransactionsand ensuringaccuratebilling?

C True/FalseStatements
1.Personalizedustomerservicehelpsimprovecustomerloyalty. ()
2.Promotionsandbundledoffershaveno significantbenefitfor customers()
3.Inquiringaboutcustomerrequirementsshouldbe done politely and professionally()
4.Properescalatiorof customercomplaintsensuresservicequality and compliance()
5.Servicd_evelAgreement{SLASsjlefinethe expectedresponsdime andservicestandards()

D. Fillin the Blanks

1.Professionatustomerinteractionsin a showroomhelpin enhancingcustomer and
retention.

2.Loyaltyprogramsare designedo reward customers

3.Theprocesfissuingnvoicesand ensuringaccuratebillingis part of transactions

4.Handling customer complaints as per company policies involves proper and
resolution
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1.

— KeyLearningOutcomes | ¢

Bythe end of this module, the paricipantswill be able to:

10.

11.

Explainthe importance of maintaining showroom displaysas per branding and cleanliness
standarddo attract customers

Demonstratehow to maintainshowroomdisplaysasper brandingandcleanlinesstandards
Describeproceduresfor restockingproductsand updating price tagsin coordinationwith the
supervisor

Showhowto restockproductsandupdatepricetagsin coordinationwith the supervisor

Discusskey salesmetrics,suchasconversionrate, footfall, and revenuetargets,and their role
in analyzingshowroomperformance

Demonstratethe processof tracking daily sales,customerfootfall, and inquiriesto analyze
showroomperformance

Explaintechniquesfor identifying upsellingand crosssellingopportunitiesto maximizesales
revenue

Showhow to identify andimplementupsellingand crosssellingtechniquesto boostrevenue
Elucidatebest practicesfor cash handling, inventory management,and data protection in
showroomoperations

Demonstratesecurity proceduresfor cash handling, inventory management,and customer
dataprotection.

Discusshow a well-maintained showroomimpactscustomerperceptions,salesperformance,
andbrandreputation.




CallCenterExecutive

UNIT 5.1Showroom Operations and Sales Optimization

— Unit Objectives|©@

By the end of this unit, the participants will be able to:

1. Explainthe importance of maintaining showroom displaysas per branding and cleanliness
standarddgo attract customers

2. Demonstratehow to maintainshowroomdisplaysasper brandingandcleanlinesstandards

3. Describeproceduresfor restockingproducts and updating price tags in coordinationwith the
supervisor

4. Showhowto restockproductsandupdatepricetagsin coordinationwith the supervisor

Discusskey salesmetrics,suchasconversionrate, footfall, and revenuetargets,andtheir role in

analyzingshowroomperformance

6. Demonstratethe processof tracking daily sales,customer footfall, and inquiries to analyze
showroomperformance

7. Explaintechniquesfor identifying upsellingand crossselling opportunities to maximize sales
revenue

8. Showhowto identify andimplementupsellingand crosssellingtechniqueso boostrevenue

9. Elucidate best practices for cash handling, inventory management,and data protection in
showroomoperations

10. Demonstratesecurity proceduresfor cashhandling,inventory managementand customerdata
protection.

11. Discus$ow a well-maintainedshowroomimpactscustomerperceptions salesperformance and
brandreputation.

o

- 5.1.1 Maintaining Showroom Displays as per Branding aneh
Cleanliness Standards

A well-maintainedtelecom showroom playsa crucialrole in attracting customers,enhancingtheir
experienceand reinforcingthe O 2 Y LJI byaddivéage Showroomdisplaysare often the first point
of interaction between the customer and the company,and they must reflect professionalism,
organization,and brand consistencylt is essentialto understandand demonstratehow to maintain
displayghat are visuallyappealingclean,andalignedwith corporatebrandingguidelines
1. Importanceof ProperShowroomDisplayMaintenance
Attracts Customers
w Cleanprganizedandvisuallyappealingdisplaysdraw customerattention andcreatea positive
firstimpression
w Example A neatly arranged mobile display with proper lighting encouragescustomersto
exploreproducts

ReinforcesBrandldentity:
w Consistentuse of company colors, logos, and promotional materials strengthens brand
recognition
w ExampleDisplaybannersandproductstandsfollow corporatebrandingguidelines

— B/
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EnhanceCustomerExperience
w Easyto-navigatedisplaysandclearproductlabelinghelp customeramakeinformedchoices
DemonstratesProfessionalism
w A clean and well-organizedshowroom reflects the O 2 Y LJI go@nditénent to quality and
serviceexcellence
SupportsSalesand Promotions
w Highlightingpromotions,bundledoffers, or new launcheson displayscaninfluencepurchasing
decisions

2. Techniquedo Maintain ShowroomDisplays
1. OrganizeProductsSystematically
w Groupproductsby category model,or usage
w ExampleSmartphoneslisplayedseparatelyfrom accessoriewith clearlabels
2. FollowBrandingGuidelines
w Ensurdogos,colors,andbannersare consistentwith corporatestandards
w ExamplePostersandstandsare positionedaccordingo brand-approvediayouts
3. EnsureCleanliness
w Regularlydustshelvesgcleanglasdisplaysandremoveclutter.
w ExampleWipefingerprintsoff devicescreensand cleandemounits daily.
4. Maintain FunctioningDemounits:
w Ensurenteractivedevicesare chargedworking,and updatedwith the latestsoftwarefor
customertrials.
5. HighlightPromotionsand Offers.
w Usesignageo clearlydisplayongoingdeals,loyalty programsor bundledpackages
6. Monitor and Update DisplaysRegularly
w Rotate products, replace damagedsignage and update promotional materialsto keep
the showroomcurrentandappealing

3. Stepsfor Maintaining ShowroomDisplays

Step Action / Example

1. Organize Products Group smartphones by model and accessories separately; cle
label prices and features.

2. Apply Branding Guidelineq Position banners, posters, and display stands according to
companyapproved layouts and colors.

3. Clean Displays Dust shelves, wipe glass, clean demo devices, and remove arn
clutter or packaging material.

4. Maintain Demo Units Ensure demo phones, tablets, or routers are powered, functior
and updated.

5. Highlight Promotions Display signage for current offers, loyalty programs, or bundles
clearly visible to customers.

6. Regular Updates Replace worrout materials, rotate products, and update

promotions to keep displays fresh.

101
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- 5.1.2 Restocking Products and Updating Price TagstH#r——
Coordination with the Supervisor

In a telecom showroom, ensuringthat products are alwaysavailableand price tags are updated is
essentialfor smooth salesoperationsand customersatisfaction Customersexpectproductsto be in

stockand priced correctly. If items are missingor mislabeled,t createsconfusion,reducestrust, and
can affect sales Hence,showroomstaff must follow systematicproceduresfor restockingproducts
and updatingprice tagsunder the guidanceof their supervisor Thisensuresaccuracyaccountability,
andadherenceto companystandards

1. Proceduredor RestockingProducts
1. ChecKnventory Levels
w Regularlyeviewstockavailabilityusinginventoryrecordsor by checkingshelves
w Examplelf mobile chargersare runninglow on display,identify the shortageand note it
down.
2. Inform the Supervisor
w Reportlow-stockitemsto the supervisobeforetakingproductsfrom the storagearea
w Exampled { the\diSplayfor Model X smartphoneshasonly one unit left. Shalll restock
AUKE
3. CollectStockfrom Storage
w Witha dzLJS NEppraval tdie groductsfrom the stockroomor warehouse
4. RestockShelves/SystematicallArrange
w Placeproductsneatlyin their designatedsectionswithout blockingvisibility.
w ExampleArrangemobilecoversby sizeandcolor.
5. RecordRestockingn Log/CRM
w Updatestockmovementrecordsor digital systemsasper companyprocedures

2. Proceduredor UpdatingPriceTags
1. ReceivePriceUpdate Notification:
w Companyor supervisorprovidesrevised price lists (due to discounts,promotions, or
policychanges)
2. Verify Priceswith Supervisor
w Confirmchangedefore updatingto avoidmistakes
3. ReplaceOld Tags
w Remove outdated price tags and replace them with new ones clearly visible to
customers
w Example Replacethe old 12,000 tag with the revised 11,500 tag for a handseton
discount
4. CrossCheckAccuracy
w Ensurethe displayedpricematchesthe billing systemanda dzLJS NJdstréconsl a
5. UpdateRecords
w Notethe changesn pricetagupdatelogsor digitalrecords
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3. Restocking& UpdatingPriceTags

Step Action Example

Identify Low Stock | Staff notices only one headphone unit left on display.
Inform Supervisor |6 { ANE aK2dzZ R L oNAy3d FTASS Y2NB d
Collect & Restock [{ dzZLJISNIJA a2 NJ | LILINR @S& I adlFFF 0O2f ¢

them neatly.
Receive Price { dzZLISNIBA a2NJ AYFT2NXYAY bSg6 LINBY2UGA?Z2
Update HEXIMbDPOD

Update Price Tag | Staff removes the old tag and places a new one in the correct format.

Verify & Record |Supervisorcros® KSO1 & M adl FF dzLRIF GS&a ai|2 Ol k LINR ¢
manual logbook.

- 5.1.3 Key Sales Metrics for Analyzing Showroom Performance

In a telecom showroom, measuringperformanceis just as important as servingcustomers Sales
metrics provide valuableinsightsinto how effectively the showroom is operating, whether sales
strategiesare working,andwhereimprovementsare needed Bytrackingmetricslike conversiorrate,
footfall, and revenuetargets, telecom staff and supervisorscananalyzecustomerbehavior,evaluate
saleseffectivenessandalignbusinesgoalswith customemeeds
1. KeySalesMetrics
1. Footfall (CustomelVisits})
wDefinitiort The total number of people visiting the showroom during a specificperiod
(daily,weekly,monthly).
wRole Indicatescustomerinterestin the showroomandmarketingeffectiveness
wExamplelf 500 customersvisitin a weekbut only 50 purchase staff cananalyzewhy the
conversiorislow (productdisplay pricing,or service)
2. ConversiorRate
wDefinitiort Thepercentageof visitorswho makea purchaseout of the total footfall.
wFormula

. Number of Sales
Conversion Rate = = 100
Total Footfall
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w Role Reflectghe effectivenes®f salesstaffin convertingvisitorsinto buyers
w Examplelf 1000out of 500visitorsbuy a mobile phone,the conversiorrate is 20%
2. RevenueTargets
w Definition Thesalesamount(in  that the showroomaimsto achievein agiventime.
w Role Helpsmeasurewhetherthe showroomis meetingbusinesgoals
w Examplelf the monthly revenuetargetis 10,00,000but only 8,50,000is achievedgcorrective
actionis needed(promotions better upselling)

2. Roleof SalesdVietricsin ShowroomPerformance

Metric Role in Performance Analysis Example
Footfall Shows the volume of customer | A weekend promotion increases footfall i
interest and effectiveness of 30%
promotions
Conversion Measures how well staff convert| Staff training improves conversion from
Rate visitors into customers 15% to 25%
Revenue Tracks financial successand |! OKA S@A y 3 MHZANZInN
Targets business growth ulF NBSU 27 MAZNnzn
performance

3. Practicalfor Learners

Step Demonstration Activity

1. Counting Footfall Use a daily log or digital counter to record every visitor entering
the showroom.

2. Calculating Conversion | Record the number of purchases, divide by total visitors, and

Rate calculate percentage.
3. Tracking Revenue Compare actual sales amount with monthly target. Note shortfa
or surplus.

4. Performance Analysis [5A a40dzaa 6AU0K adzZLISNIBAA2NY a2 K
Gl 26 Oy 6S AYLINRBOS NBGSydzS

- 5.1.4 Tracking Daily Sales, Customer Footfall, and Inquiriesto
Analyze Showroom Performance

Daily tracking of sales,customervisits, and inquiriesis an essentialtaskin a telecom showroom It
allows the team to monitor performance,identify trends, and take corrective measureswhere
necessaryBy recordingthis data consistently showroomstaff and supervisorscan analyzewhether
salestargets are being met, how many customersare showinginterest (footfall), and what type of
inquiriesare mostcommon Thisensuresbetter decisionmakingandimprovedcustomerservice
1. KeyElementsto TrackDaily
1. DailySales

w Recordhe numberof productssoldandtotal salesrevenue

w Examplel5 mobilephones20 SIMactivations,10 accessorieBhTotalrevenue 1,25,000.
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2. Customerfootfall

3. Customerinquiries

2. Process

Step
1. Record Daily Sales

Action
Enter sales data in CRM/softwa
or sales register.

w Countthe total numberof peoplewho enteredthe showroomwhetherthey purchasecr not.
w Examplel120customersenteredthe showroomin a day.

w Recordall customerqueries(about products, servicesbilling, or promotions),evenif they do
not leadto immediatesales
w Example30inquiriesaboutnew 5G plans,15aboutbroadband,10 aboutaccessories

Example
10 smartphones, 5 routers, 8 SIM
activations sold.

2. Count Customer
Footfall

Use a footfall counter, logbook,
or digital system.

95 customers entered showroom
today.

3. Note Customer

Record queries in CRM or inqu

12 customers asked about postpaid

Inquiries register with category. plans, 5 about bundled offers.
4. Verify with Share daily figures with Supervisor validates sales receipts g
Supervisor supervisor for crosshecking. [ footfall count.

5. Analyze Data

Compare sales against footfall
and inquiries.

Out of 95 footfall, 23 made purchaseg
M/ 2y OSNBEA2Y I H

6. Report Findings

Prepare a short daily summary
for management.

51 Afte {lfSay HZXZ
Inquiries: 25 (mostly broadband).

Footfall
(Visitors)

3. Sample Daily Tracking Format

{1fSa

O | yinguiridsk 0

Conversion

% RENENS

01-Oct2025 (100 20 units / 30 (15 20% Good sales, high
M XYy nZnnbroadband, broadband
10 mobile, 5 inquiries
accessories)
02-Oct2025 |85 15 units / 20 (mostly | 18% Customers asked
MZHP Znn5Gplans) about new plans
03-Oct2025 120 25 units / 40 21% Promotions
HXZpnZnn(broadband + boosted footfall
OTT bundle)

4. Benefitsof Daily Tracking
w ldentifiesconversiorgaps(visitorsvs. buyers)
w Helpsin planningpromotionsbasedon inquiries
w Ensureslignmentwith salestargets
w Providegeattime feedbackio supervisorand management

=
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- 5.1.5 Identifying and Implementing Upselling and Cresslling:
Techniques

In a telecom showroom, customersoften visit with a specificproduct or servicein mind. However,
skilled salesstaff can add more valueto the O dz& (i 2 paighddednhile also increasingshowroom
revenuethroughtechniquedike upsellingand crossselling
wUpsellingmeansencouragingcustomersto buy a highervalue product or upgradedversion of
what they camefor.
wCrossselling means suggestingcomplementary products or servicesthat enhancethe main
purchase
When done professionally these techniquesimprove customer satisfaction,as customersfeel they
are receivingbetter value and convenience while also helping the showroom meet its revenue
targets

1. Techniquedor Identifying Opportunities
1. UnderstandCustomemNeeds
w Askopenendedquestiongo learnmore aboutcustomerpreferencesandusage
w Exampled 5yduusuallywatchalot of moviesandsportsonyourLJK 2 Y S K €
2. ObservePurchaséntent
w Checlwhat productthe customerisinterestedin andfind possibleupgradesor add-ons
3. Matchwith SuitableOptions
w Suggestrelated or highervalue products only when relevant to the Odza i 2 Y SN &
requirements
4. UseFAB(FeaturegAdvantagegBenefits)Approach
w Explainclearlyhow the suggestegroduct/servicebenefitsthe customer

2. Upsellingand CrossSellingScenarios

/ dza ( 2 Y S NXpselling CrossSelling

Scenario Example Conversation

Intent Opportunity Opportunity

1. Buying a | Customer asks | Suggest higher | Offer screen G¢KAA Y2RSfE
Smartphone| for a midrange | model with better| guard, cover, or [¥ 2 NJ 2 dza (i H
phone camera & storageg wireless earbuds | get a 64MP camera ang
double storage. Also,
would you like a cover
and earphones to
protect and enjoy your

LK 2y SK¢é
2. New SIM [ Customer wants| Suggest postpaid| Offer addons like|& h dzNJ LJ2 & G LJF
Plan a prepaid SIM | plan with more | international you unlimited data and
Activation data/OTT benefitd calling pack free OTT subscription.

Would you also like to
add an I1SD pack for yo
FTNBIldzSyid Of

— B/
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3. Customer Suggest higher | Offer WiFi G{ AyOS @& 2 dzN

Broadband |[interested in speed plan for extender or multiple devices, a

Connection | basic internet [ better streaming | router upgrade | higherspeed plan will
plan avoid buffering. You cal

also take a WFi
extender to cover all

NB 2Yaode
4. Buying | Customer asks |Suggest dual Offer installation |& ¢ K A ani rdzitef
Router for standard band/highspeed | service or gives you stronger
router router extended signals across multiple
warranty devices. For peace of

mind, you can also take
a 2year extended
g NNF yiedé

3. BestPractices
w Recommengbroductsrelevantto customemeeds(avoidpushingunnecessarjtems)
Alwayshighlightvalueandbenefits,not just features
Bepolite and professionaivhile suggestingdditionalpurchases
Ensureghat CUSTOMERelssupported,not pressured

€ € €

- 5.1.7 Discuss How a Wathaintained Showroom Impacts —
Customer Perceptions, Sales Performance, and Brand
Reputation

The physical appearanceand organizationof a telecom showroom play a vital role in shaping
customer perceptions A clean, well-arranged, and brand-aligned showroom not only creates a
welcomingenvironmentbut alsoboostscustomerconfidencein the O 2 Y LI pybdutsandservices
For salesstaff, maintainingthe showroomis not just about cleanlinessbut alsoabout ensuringthat
brandimage salesperformance and customersatisfactiorare consistentlyupheld
1. Impacton CustomerPerceptions
wFirstimpressiondMatter: Customergudgethe professionalisnof a companyfrom the moment
theywalkin.
wComfortand Trust A neat and well-lit showroomwith clearproduct displaysmakescustomers
feelcomfortableandrespected
wEaseof DecisionMaking Organizedshelves, price tags, and demo units help customers
compareproductseasilyand makefasterdecisions
Example A customerentering a showroomwith cleandisplays,updated offers, and working demo
phonesis more likelyto feel positiveandtrust the company
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2. Impacton SalesPerformance
w Encourage®urchasesAttractivedisplaysand promotionsinfluencebuyingdecisions
w Supports Upselling and CrossSelling Highlighting premium products or bundled offers
throughproperplacementincreasesalesopportunities
w BoostsEfficiency Staffspendlesstime searchingor productsin a well-arrangedshowroom,
improvingservicespeed
Example A clearly labeled sectionfor 5G phonescan increasesalesas customersquickly find and
comparelatestmodels

3. Impacton BrandReputation
w Consistencywith Brand Standards Showroomsthat follow company branding guidelines
reflect professionalisnandreliability.
w Competitive Advantage Customersprefer brands that provide a clean, modern shopping
experience
w LongTermLoyalty A positiveenvironmentbuilds customertrust, leadingto repeatvisitsand
strongerbrandrecall
ExampleIf BrandA showroomis alwaysclean,branded,and welcoming,while Brand. (sBowroom
lookscluttered, customersare morelikelyto prefer BrandA.




g ParticipantHandbook

- Exerciseig

A. Multiple ChoiceQuestions(MCQs)
1. What is the primary reason for maintaining showroom displays as per branding and
cleanlinesstandards?
a) Toreducecleaningcosts
b) Toattractandengagecustomers
¢) Toincreasestaff workload
d) Tocomplywith tax regulations
2. Which of the following metrics helps measurethe percentageof visitors who make a
purchase?
a) Footfall
b) Conversiomate
c) Revenudarget
d) Inventoryturnover
3. Upsellingn ashowroomrefersto:
a) Sellinga lower-pricedproductinsteadof a higherone
b) Offeringadditionalproductsor servicego increaseoverallsales
c) lgnoringcustomerpreferences
d) Reducingproductpricesto clearstock
4. Which of the following is a best practice for protecting customer data in showroom
operations?
a) Writing customerinformation on stickynotes
b) Storingdatain unsecurediles
c¢) Followingorganizationatlata protectionprotocols
d) Sharingcustomerdetailswith all staff freely

B. ShortQuestions
1. Explaintwo techniquesfor identifying upsellingor crosssellingopportunitiesin a telecom
showroom
2. Describehe proceduredor restockingproductsand updatingpricetagsin coordinationwith
the supervisor
3. List three best practicesfor cash handling, inventory management,and customer data
protectionin showroomoperations

C True/FalseStatements
1.Updatingpricetagsshouldalwaysbe donein coordinationwith the supervisor
2. Trackingdaily salesfootfall, andinquiriesis unnecessarijf revenuetargetsare met.
3.Aclean,organizedshowroompositivelyinfluencescustomerperceptionandbrandreputation.
4.Crosssellinginvolvessuggestingomplementaryproductsto customergo enhancesales
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— Notes
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— KeyLearningOutcomes | ¢

Bythe end of this module, the paricipantswill be able to:
1.

9.

Explain the importance of tracking daily work metrics such as login hours, customer
interactions,callhandlingtime, andattendance

Demonstrate how to record daily work-related metrics, including login hours, customer
interactions,andattendance

Describeproceduresfor maintainingaccuraterecordsof completedtasksand escalatingssues
asper companyguidelines

Show how to maintain accurate documentation of completed tasks and escalate issues
followingcompanyprocedures

Discussmethods for comparing personal performance against assignedsales, service, or
operationaltargets

Demonstrate how to compare personal performance against assignedsales, service, or
operationaltargetsusingperformancereports.

Elucidatedifferent sourcesof feedback,including customerreviews, supervisorevaluations,
andinternalreports.

Showhow to collect and review customerand supervisorfeedbackto assessservicequality
andefficiency

Explain how to analyze feedback and audit results to identify strengths and areas for
improvement

10. Demonstrateechniqueso analyzefeedbackandidentify areasfor seltimprovement
11. Enlistbestpracticesfor utilizingfeedbackto enhanceservicequality andwork efficiency
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UNIT 6.1: Tracking and Evaluating Se¢frformance

— Unit Objectives|©@

By the end of this unit, the participants will be able to:

1. Explainthe importanceof trackingdaily work metricssuchaslogin hours,customerinteractions,
callhandlingtime, andattendance

2. Demonstrate how to record daily work-related metrics, including login hours, customer
interactions,andattendance

3. Describeproceduredor maintainingaccuraterecordsof completedtasksand escalatingssuesas
per companyguidelines

4. Showhow to maintainaccuratedocumentationof completedtasksand escalateissuesfollowing
companyprocedures

5. Discussmethods for comparing personal performance against assignedsales, service, or
operationaltargets

6. Demonstrate how to compare personal performance against assigned sales, service, or
operationaltargetsusingperformancereports.

7. Elucidatedifferent sourcesof feedback,ncludingcustomerreviews,supervisorevaluations and
internalreports.

8. Showhow to collectand review customerand supervisorfeedbackto assesservicequality and
efficiency

9. Explain how to analyze feedback and audit results to identify strengths and areas for
improvement

10. Demonstrateechniqueso analyzefeedbackandidentify areasfor seltimprovement

11. Enlistbestpracticesfor utilizingfeedbacko enhanceservicequality andwork efficiency

— 6.1.1 Measuring Performance of a Customer Care Executive
(CCE) in Telecom

Theperformanceof a CustomerCareExecutive(CCE)s evaluatedbasedon externalfactors,suchas
customer satisfactionand achievementof customergoals,and internal factors, includingindividual
targetsandcritical success$actors Measuringperformanceensuresaccountability jdentifiesareasfor
improvement, and helps executivesexcelin their roles Peerreviewsand adherenceto company
targetsalsohelpidentify top performers
1. CommonPerformanceParameterdan TelecomCallCentres
1.1 RevenuePerformanceT argets
wCCEsontributeto revenueby selling,upsellingandcrosssellingproductsor services
wThegoalisto increaseAverageRevenuger User(ARPU)
wExample A CCEmeeting their target by successfullyselling broadband bundles and
smartphoneupgrades
1.2 Collectionsand BadDebt Recovery
wPurpose Ensuretimely collection of pastdue paymentsto safeguardthe O2 Y LI Yy & Qa
revenue
wProcess
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A CollectionsAgingTracking Categorizevverdueinvoices(e.g., 0¢30 days,30¢60 days,60+ days)
A CollectionsActions
o0 RemindeiMessage/CallContactcustomerviamail, messageor phone
o RedLetter. Issueformal paymentnotice,e.g., & t in & dayse
0 ServiceSuspensiorDisconnecserviceif overdue
o DebtRecovenAgency Engageollectionagenciedor unresolveddues
1.3 ChurnManagement
wRetainingexistingcustomerds often more profitable than acquiringnew ones
wCCE$andle churnincidentsby addressingcustomerconcernspromptly to ensure positive
experiences
wExample Offering personalizedplans or resolvingcomplaintsin a single interaction can
reducechurnandincreasedoyalty.
1.4 ComplaintReduction
wMonitor complaintsthroughcustomersurveysandinternal audits
wlmplementcorrectivemeasuredo minimizerecurringissues
1.5 Adherenceto ServicelevelAgreements(SLAS)
wSLAslefine measurableeommitmentsto customers
wExample Walkin customersshould not wait more than 10 minutes servicename changes
completedwithin 48 hours
1.6 FirstTimeResolution(FTR)
wResolving customergueryin the first interactionenhancesatisfactiorand profitability.
wExampleOutof 100queriesin aday,80 shouldideallybe resolvedthe first time.

2. Time-BasedPerformanceParameters
2.1LoginTime
w Calculation
1. Determineexpecteddailylogintime: ShiftHoursc BreakTime
2. Multiply by total workingdaysin a month.
3. Calculatdoginpercentage
Login%=Expected.oginHours/Actual.oginHourd*.00
w Example
o Shift 9 hours,Break 1 hour lhExpectediailylogin=8 hours
0 Month: 25dayslhExpectedogin=200hours
0 Actuallogin=190hourslpLogin%=95%
2.2 CustomerContact
w Trackthe numberof customersnteractedwith.
w Importantevenif AHT(AverageHandlingTime)targetsare met.
2.3 AverageCallHandlingTime(AHT)and Avg CallHoldingTime (ACHT)
w AHT Totaltime spentincludingcallwaiting (ACW)
w ACHTActualtime oncall=AHT¢ ACW
w Example
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0 AHT=450sec, ACW=15seclhACHTF435sec
0 TargetAHT=380sec,TargetACW=20secl'h
A AHT%=118%(abovetarget)
A ACWRo=75% (within target)
A ACH®6=121%(needsimprovement)
3. Soft Skills/ Quality Parameters
A Performancas alsojudgedon callquality and professionalism

Parameter Description

Greeting Use appropriate greeting to start the call positively.
Listening Listen carefully; avoid making customers repeat information unnecessg
Solution Offer accurate and relevant information or resolutions.

Offer New Services | Suggest upselling or craesslling based on customer needs.

Offer Assistance Check if customer requires further help after resolving query.

Close End the call on a positive, courteous note.

System Update Update customer information and CRM records accurately.

A [/ | 9 gedormance is multi-dimensional, combining revenue generation, customer retention,
complaintresolution,SLAadherence call efficiency,and soft skills Regulamonitoring of thesemetrics,
along with constructivefeedback,ensurescontinuousimprovement, accountability,and high-quality
customerservicein telecomcontactcenters

— 6.1.2 Maintaining Accurate Records and Escalating Issues

In atelecomworkplace keepingaccuraterecordsof completedtasksand properly escalatingssuess
essentialfor accountability, processefficiency, and customer satisfaction Proper documentation
ensuresthat supervisorsand managementhave a clear view of operations,while timely escalation
helpsresolveproblemsbefore they impact servicequality or revenue Followingcompanyguidelines
ensuresconsistencyand complianceacrosghe organization
1. Proceduredor Maintaining AccurateRecords
1. DocumentCompletedTaskDaily
w UseCRMsoftware,logbookspor digitaltasktrackers
w Recordaskdetails,completiontime, andoutcomes
w Example Recordingthe installation of 5 new broadbandconnections,including customer
detailsandserviceactivationtime.
2. UseStandardTemplatesor Formats
w Followcompanyapprovedformatsfor reportingto maintainconsistency
w ExampleUsinga predefinedCRMentry form for servicecallsor complaints
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3. VerifyInformation

5. MaintainHistoricalLogs

1. Identify Issuesarly

fulfilled.

escalation

4. TrackEscalatedssues

Step
1. Task Completion Recordir

wDoublecheckcustomerdetails,taskstatus,andtimestampsto preventerrors

wExampleEnsurehat the bill updatedfor a customematchesthe paymentreceived
4. UpdateRecordsn RealTime

wRecordasksimmediatelyafter completionto avoidmissedor inaccurateentries

wExampleAfter resolvinga query,logthe resolutionnotesin CRMimmediately

wKeeprecordsorganizedor easyretrievalandauditing
wExampleArchivedrecordsof customercomplaintsresolvedin the lastsixmonths

2. Proceduredor Escalatingssues
wRecognizewhen a task cannot be completed or when customer requests cannot be

wExampleAtechnicalfault preventinga serviceactivation
2. FollowEscalatiorGuidelines
wEscalatéssuesaccordingo companyhierarchyor pre-definedseveritylevels
wExampleMinor delaysihTeamLead Major serviceoutagelhSupervisor/Manager
3. ProvideCompleteDetails
wlnclude customer information, issue description, steps taken, and urgency in the

wExample & / dza G YLS3KY broadband activation delayed due to router stock
shortage Requestedsupervisolinterventionfor expeditedsolutioné

wFollowup on escalatedasksto ensureresolutionand updaterecordsonceresolved

3. Maintaining Records and Escalating Issues

Action / Example

Log resolved billing query in CRM with timestamp and resoluti
notes.

2. Use Standard Format

Enter service request updates using compapproved template.

3. Verification

Crosscheck customer ID, payment status, and service details
before finalizing record.

4. RealTime Update

Immediately record completion of SIM activation in CRM.

5. Escalation Identification

Identify a network outage preventing service activation.

6. Escalate Issue

Notify supervisor with all details and severity level.

7. Track Resolution

Monitor supervisor action and update CRM once issue resolve
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Accuraterecordkeepingand proper escalationare essentialfor efficient operations,accountability,
and high-quality customer servicein a telecom environment Following standardizedprocedures
ensureghat tasksare documentedcorrectly,issuesare addressedgromptly, andsupervisordavethe
necessarynformationto makeinformeddecisions

— 6.1.3 Comparing Personal Performance Against Assignetd—
Targets

In a telecom workplace, it is important for CustomerCare ExecutiveCCEsdr showroom staff to
measuretheir personal performance againstassignedtargets Thesetargets may relate to sales,
servicequality, or operationalefficiency Regulacomparisorhelpsemployeeddentify strengths,spot
gaps,and improve performance,while also allowing supervisorsto provide meaningfulfeedback
Using performance reports and relevant metrics ensures that comparisonsare accurate and
actionable
1. Methodsfor ComparingPersonalPerformance
1. UsePerformanceReports
w Accesglaily,weekly,or monthlyreportsfrom CRMor other trackingsystems
w Example Sales report showing number of units sold, revenue generated, and
upselling/crosssellingachievements
2. CompareAgainstAssignedrargets
w ldentifythe assignedyoaland compareit with actualperformance
w Example Target= 50 SIMactivationsper week Actual = 42 'h Performance= 84% of
target
3. UseKeyPerformancdndicators(KPIs)
w CommorKPIsnclude
0 Salegevenueachieved
o Numberof products/servicesold
o FirstTimeResolutionFTRpercentage
o Customeisatisfactiorscores
w ExampleFTRarget=80% Actual=75%IHShortfall=5%
4. AnalyzeTimeBasedVetrics
w Reviewloginhours,callhandlingtime, andresponsdime againstexpectedstandards
w ExampleExpectedoginhoursper month=200; Actual=190Login%=95%
5. VisualComparisoools
w Usegraphscharts,or dashboardgor quickassessmenf performancetrends
w ExampleLinechartshowingweeklysalesvs target

o
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1. Retrieve Report

2. Stepsfor ComparingPerformance

Step Action / Example

Access monthly sales and service performance report from CR

2. ldentify Targets

Note assigned sales targets, FTR targets, and operational KPIS

3. Compare Actual vs. Tard

achievement.

9EI YLIX SY ¢ NHSuU

' mnn LINR RdzO

4. Highlight Gaps

Identify areas below target (e.g., FTR 75% vs. target 80%).

5. Take Corrective Action

follow-ups).

Plan improvement strategies (e.g., upselling training, customer

6. Track Progress

improvement.

Review updated reports after corrective actions to monitor

Quality

Source

Customer Review

Description

Direct opinions, ratings, and
comments from customers
regarding products or service.

— 6.1.4 Collecting and Reviewing Feedback to Assess Service

Feedbacks a crucialtool for improvingperformanceand ensuringhigh-quality customerservice In a

telecom environment, feedbackcan come from multiple sourcesincluding customers,supervisors,
and internal reports. Collectingand analyzingfeedback helps employeesunderstand strengths,
identify gaps, and implement improvements, thereby increasingefficiency, service quality, and

customersatisfaction

1. Different Sourcesof Feedback

Example

Customer rates a call center interaction
4/5 stars and comments that resolution
was fast but information on addn
services was missing.

Supervisor
Evaluations

Feedback provided by team lead
or managers based on
performance observations and
reports.

Supervisor notes that the CCE handled
difficult queries professionally but
exceeded target call handling time
(ACHT).

Internal Reports

Metrics and performance data
extracted from CRM, call logs, o
operational dashboards.

Reports show monthly sales, number of
gueries resolved, FTR %, and average
login hours.

Customer Survey

Structured surveys to measure
satisfaction, service quality, or
product feedback.

{ dNBS & 14y al 26
GKS {La OUADIGAZ2Y
responses collected online or via phone]

I a
|

Peer Feedback

Input from colleagues regarding
teamwork, knowledge sharing,
and collaboration.

¢SFY YSYOSNI O2YYSy
customer escalations well and assisted
GNFAYyAy3 ySg 22AYyS§
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2. Procesgo Collectand ReviewFeedback

Step Action / Example

1. Collect Customer Use CRM, surveys, online reviews, or call follips to gather
Feedback customer opinions. Example: Collect feedback after broadband
installation.

2. Gather Supervisor Receive monthly or weekly performance review from team lead,
Evaluation including strengths and improvement areas.

3. Access Internal Repor| Review performance metrics like sales achieved, FTR %, ACW, A
and login hours.

4. Analyze Feedback Compare customer feedback with supervisor evaluation and interr
metrics to identify gaps. Example: Low customer rating for query
explanation vs. supervisor note on accuracy.

5. Implement Focus on training or corrective measures for weak areas, e.g., ups

Improvement Actions techniques or call handling speed.

6. Monitor Progress Track improvements in subsequent feedback cycles to ensure pog
change.

3. Benefitsof ReviewingFeedback
w EnhancesServiceQuality. Identifies gapsin query handling, communication,or technical
knowledge
w BoostsEEfficiency Streamlineprocessedasedon recurringissuesor suggestions
w IncreaseLustomeilSatisfactionActingon feedbackmprovescustomerexperience
w SupportsPersonaDevelopmentHighlightsareasfor skillenhancemenandtrainingneeds

— 6.1.5 Analyzing Feedback and Audit Results to Identify —
Strengths and Improvement Areas

In atelecomworkplace feedbackand audit resultsare valuabletools for enhancingperformanceand
improving service quality. Feedbackcan come from customers,supervisors,internal reports, and
audits, while audits provide a structuredreview of processesand compliance Analyzingheseinputs
helps employeesrecognizestrengths, identify areasfor improvement, and implement corrective
actions,ensuringbetter customersatisfactiorand professionagrowth.

1. Stepsto AnalyzeFeedbackand Audit Results

o
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Step Action / Example

1. Collect Feedback
and Audit Reports

Gather customer feedback (surveys, reviews), supervisor evaluations,
audit reports (internal quality checks, compliance audits). Example:
Customer survey shows dissatisfaction with billing clarity; audit report
highlights delayed updates in CRM.

2. Categorize
Feedback

Group feedback into categories such as sales, service, technical suppd
communication, or process compliance. Example: Billing issues, call
handling, query resolution, upselling efficiency.

3. ldentify Positive
Feedback (Strength

Highlight areas where performance meets or exceeds expectations.
Example: Customers praise polite communication and friendly demean

4. ldentify Negative
Feedback
(Improvement
Areas)

Spot recurring issues, delays, or low ratings that need attention. Examq
Frequent complaints about long wait times or incomplete information
provided.

5. Compare with
Targets and KPls

Evaluate actual performance metrics against assigned targets or SLAs
9EI YLX SY Ce¢ew GFNBSG ' ym:s | OGd
in first-time query resolution.

6. Prioritize Areas fq
Improvement

Focus on higlimpact areas that affect customer satisfaction or business
performance. Example: Address billing clarity before minor cosmetic iss
in CRM entries.

7. Create an Action
Plan

Develop a structured plan to enhance skills or correct process gaps.
Example: Training on billing queries, call scripting, or CRM updating.

8. Monitor Progress

Track improvements through subsequent feedback and audits to ensur,
O2NNBOGADGS | OliAaz2ya INBE STFSOUAD
next month.

2. Techniques for Selimprovement Based on Feedback

Technique Description / Example
Reflection Review feedback carefully and reflect on personal performance. Examj
Note that long call times are affecting ACHT targets.
Goal Setting Set specific, measurable targets for improvement. Example: Reduce av

call handling time from 6 mins to 5 mins per call.

Skill Enhancement

Attend training, workshops, or online courses to fill gaps. Example: Ups
training or communication skills workshop.

Peer Learning

Observe and learn from colleagues who excel in areas where improver
is needed. Example: Shadow a colleague who has high FTR and custo
satisfaction.

Regular Monitoring

Track own progress weekly or monthly to ensure continuous improvem
Example: Maintain a log of FTR, call time, and customer satisfaction sc|
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3. Benefitsof FeedbackAnalysis
wlmprovesServiceQuality. Correctingecurringissuesenhancesustomerexperience
wBoostsProfessionatrowth Highlightsareasto learnanddevelopskills
wSupportdDataDrivenDecisionsProvidesobjectiveinformationto guideselfimprovement
wlincreaseAccountability Employeedecomeresponsiblgor their performanceoutcomes

_ 6.1.6 Best Practices for Utilizing Feedback to Enhance
Service Quality and Work Efficiency
Feedbacks a vital tool for continuousimprovementin telecomoperations Usingfeedbackeffectively

helpsemployeessnhancecustomerservice improveoperationalefficiency,and achievepersonaland
organizationalgoals Whether it comesfrom customers,supervisors,or internal audits, feedback

providesactionableinsightsthat guidebetter decisiormakingand performanceenhancement
BestPracticedor Utilizing Feedback

Practice Description / Example

1. Collect FeedbacK
Regularly

Seek feedback consistently from multiple sources such as customer su
supervisor reviews, and internal audits. Example: Request feedback aff
each service call or product installation.

2. Categorize and
Analyze Feedback

Organize feedback into actionable categories like service quality, techn
support, sales, and communication. Example: Group recurring complai
about long call handling times.

3. Focus on
Improvement Areas

Identify gaps and prioritize areas that significantly impact customer
satisfaction or operational efficiency. Example: Improve First Time
Resolution (FTR) if repeated queries are observed.

4. Implement
Corrective Actions

Take concrete steps to address shortcomings highlighted in feedback.
Example: Attend training sessions on upselling techniques or CRM upd

5. Track Progress
Over Time

Monitor improvements after implementing changes to ensure feedback
effectively addressed. Example: Measure reduction in call handling tim
increase in positive customer ratings.

6. Encourage Open
Communication

Share feedback results with team members to foster collaboration and
collective improvement. Example: Discuss recurring issues in team me
to brainstorm solutions.

7. Recognize and
Reinforce Strengthg

Use positive feedback to reinforce effective behaviors and motivate sta|
Example: Praise excellent customer handling during weekly review seg

8. Document
Lessons Learned

Maintain records of feedback, actions taken, and results achieved to gy
future improvements. Example: Create a log of resolved issues and
techniques that worked for reference.

9. Integrate
Feedback into Daily
Workflow

Apply insights from feedback to daily operations for continuous efficien
Example: Adjust call scripts based on common customer concerns note
feedback.
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Effectively utilizing feedback allows telecom employeesto enhance service quality, improve
efficiency,and achievehigher customer satisfaction By systematicallycollecting, analyzing,and
acting on feedback, employees can transform insights into practical improvements, foster
professionabrowth, and contributeto the overallsucces®f the organization
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- Exerciseig

A. Multiple ChoiceQuestions(MCQs)

1. Whyistrackingdailywork metricssuchasloginhoursand callhandlingtime important?
a) Tomonitor salarypayments
b) Toensureservicequality, efficiency,and compliance
¢) Toreducethe numberof employees
d) Toavoidfollowingcompanyrules

2. Whichof the followingis an exampleof a sourceof feedback?
a) Customereviews
b) Supervisoevaluations
c) Internalreports
d) All of the above

3. Whenissuesannotbe resolvedat your level,the correctprocedureisto:
a) lgnorethem
b) Escalatehem asper companyguidelines
c¢) Informthe customerto wait indefinitely
d) Handlethem without authorization

4. Whatisthe bestwayto usefeedbackfor professionalmprovement?
a) Ignorethe negativecomments
b) Analyzestrengthsandareasof improvementandtake correctiveaction
c) Shareit onlywith friends
d) Useit onlyto comparewith colleagues

B. ShortQuestions
1. Describehe proceduredor maintainingaccuraterecordsof completedtasks
2. How can performancereports help in comparingpersonal performance againstassigned
targets?
3. Explainhow analyzingaudit resultscanhelpin seltimprovement

C True/FalseStatements
1. Attendancetrackingis not consideredoart of dailywork metrics ()
2.Feedbackrom supervisorsanbe usedto improveboth servicequality andefficiency ()
3.Escalatinginresolvedssuesnsuregimely resolutionand customersatisfaction()
4.Internalreportsare areliablesourceof feedback ()
5.Negativefeedbackshouldalwaysbe ignoredto avoidstress ()

D. Fillin the Blanks
1. Maintaining accurate documentation of completed tasks ensures and
accountability
2. Comparing personal performance with assigned targets helps employees measure

3. Customereviews,supervisorvaluationsandinternal reportsare key sourcesof
4. Analyzingeedbackhelpsin identifying andareasfor improvement
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1.

— KeyLearningOutcomes | ¢

Bythe end of this module, the paricipantswill be able to:

10.

11.

Explainthe significanceof implementing corrective actions suggestedby supervisorsto
enhancework performance

Demonstratehow to implement corrective actionsbasedon supervisorfeedbackto improve
work performance

Discussthe importance of conducting periodic performancereviewsto track progressand
identify areasfor improvement

Showhow to conduct a selfassessmentaind participate in performancereview discussions
with supervisors

Elucidatethe processof seekingclarificationson job expectationsand applying suggested
strategiedor better efficiency

Demonstrateeffective waysto seekclarificationsand apply suggestecefficiencystrategiesin
the workplace

Describethe needto adaptto evolvingwork processesand performancerequirementsto stay
efficient

Show how to adapt to new work processesand performancerequirementsin a dynamic
environment

Enlist best practicesfor following security protocols and data privacy rules while handling
customerdata

Demonstrate compliance with security protocols and data privacy rules while handling
customerinformation.

Explainthe importance of proactive learning and continuous skill developmentfor career
growth.
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UNIT 7.1: Tracking and Evaluating Sedfrformance

— Unit Objectives|©@

By the end of this unit, the participants will be able to:

1. Explainthe significanceof implementingcorrectiveactionssuggestedy supervisordo enhance
work performance

2. Demonstratehow to implement corrective actions basedon supervisorfeedbackto improve
work performance

3. Discussthe importance of conducting periodic performance reviews to track progressand
identify areasfor improvement

4. Showhow to conducta selfassessmenand participate in performancereview discussionsvith
supervisors

5. Elucidatethe processof seeking clarificationson job expectationsand applying suggested
strategiedor better efficiency

6. Demonstrateeffectivewaysto seekclarificationsand apply suggestedefficiencystrategiesin the
workplace

7. Describethe needto adaptto evolvingwork processesand performancerequirementsto stay
efficient

8. Show how to adapt to new work processesand performance requirementsin a dynamic
environment

9. Enlist best practicesfor following security protocols and data privacy rules while handling
customerdata

10. Demonstratecompliancewith securityprotocolsand data privacyruleswhile handlingcustomer
information.

11. Explairthe importanceof proactivelearningand continuousskilldevelopmentfor careergrowth.

— 7.1.1 Implementing Corrective Actions to Enhance Work—
Performance

Supervisorfeedbackis a key componentof professionaldevelopmentin a telecom workplace It

identifiesareaswhereanS Y LJ 2 geSo8m@ricecanbe improvedand providesspecificguidanceto

enhanceskills,efficiency,and servicequality. Implementingcorrectiveactionsbasedon this feedback
ensuresthat employeesalign with organizationalstandards,meet targets, and deliver consistent
customer satisfaction Timely and effective implementation of corrective measuresis essentialfor

personalgrowth and operationalexcellence




1. Significanceof ImplementingCorrectiveActions

Aspect Significance / Example

Improves Work Efficiency

Correcting inefficiencies, such as long call handling times, helps
complete tasks faster. Example: Reducing average call time from 6
minutes to 5 minutes improves productivity.

Enhances Service Quality

Applying supervisor suggestions improves the accuracy, profession
and relevance of service. Example: Providing complete information
new plans as suggested during feedback sessions.

Aligns with Organizational
Standards

Ensures compliance with company processes, SLAs, and quality
expectations. Example: Following the correct procedure for billing
adjustments to avoid errors.

Boosts Customer
Satisfaction

Addressing gaps highlighted in feedback leads to better customer
experience. Example: Resolving customer complaints more effectiv
after applying corrective measures.

Supports Personal
Development

Helps employees develop skills, knowledge, and confidence in hang
complex tasks. Example: Upskilling in upselling techniques based o
supervisor recommendations.

Promotes Accountability

Shows responsibility by acknowledging feedback and taking action {
improve. Example: Logging all corrective actions taken in CRM for
transparency.

2. Implementing CorrectiveActions

Step Action / Example

1. Receive Feedback

Supervisor points out that average call handling time exceeds target an
is low.

2. Understand
Recommendations

Clarify specific actions needed, e.g., follow the updated call script, confi
customer details first, and offer solutions promptly.

3. Plan Corrective Actions

Identify tasks to implement: practice call scripts, review CRM procedure
and focus on firstime query resolution.

4. Implement Actions

Apply the suggestions during daily work: adhere to new script, deciek
data, and resolve queries efficiently.

5. Monitor Results

Track metrics like AHT, FTR %, and customer satisfaction after implem
changes.

6. Seek Feedback Again

Discuss improvements with the supervisor and adjust actions if requireq
further enhancement.

CallCenterExecutive _—
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_7.1.2 Conducting Performance Reviews to Track Progress
and Improve Performance

Periodic performance reviews are essentialin a telecom workplaceto track employee progress,
evaluate achievements,and identify areas for improvement These reviews provide structured
feedbackfrom supervisorsand allow employeesto reflect on their own performance,align their
efforts with organizationaboals,and take correctiveactions Regularassessmengnsurescontinuous
learning,professionagrowth, and enhancedservicequality.

1. Importanceof PeriodicPerformanceReviews

Aspect Significance / Example

Track Progress Reviews help employees see how well they are meeting sales, serv
operational targets. Example: Monitoring monthly FTR % or revenug
generated against targets.

Identify Improvement Areaq Highlights skill gaps or process inefficiencies. Example: Long call ha
times or recurring complaints about billing clarity.

Set Goals and Action Plans| Provides guidance for setting realistic targets and corrective actions|
Example: Plan to reduce ACHT from 6 minutes to 5 minutes through
improved call handling.

Encourage Communication| Fosters open discussion between employee and supervisor, creatin
platform for feedback and suggestions.

Motivate Employees Recognition of strengths boosts confidence, while constructive feed
inspires improvement.

Align with Organizational | Ensures individual efforts contribute to company goals, such as high
Objectives customer satisfaction or revenue growth.

2. ConductingSeltAssessment

Step Action / Example
1. Gather Performance Data Collect personal work metrics: sales figures, FTR %, call
customer ratings.

2. Reflect on Strengths Identify areas where performance met or exceeded targe
Example: Positive customer feedback on politeness and
clarity.

3. ldentify Weaknesses Note recurring challenges or missed targets. Example: C3
handling time exceeded benchmark by 1 minute on averg

4. Compare Against Goals Evaluate performance against set targets and KPls. Exan

Target = 50 upsells/month; Actual = 42.

5. List Actionable Improvements | Decide on strategies to improve weak areas. Example: At
upselling training or follow a structured call script.
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3. Participatingin PerformanceReviewDiscussions

Step Action / Example

1. Prepare for Discussion | Review selassessment and gather supporting data.

2. Listen to Supervisor Understand observations, areas for improvement, and suggesti
Feedback

3. Discuss Achievements al Share successes, clarify difficulties, and provide context if need
Challenges

4. Agree on Action Plan Collaboratively decide on corrective actions and improvement
goals.

5. Document Outcomes Record agreedipon targets, timelines, and performance
improvement steps for follovup.

— 7.1.3 Seeking Clarifications and Applying Strategies for—
Better Efficiency

Understandingob expectationsclearlyis crucialin a telecomworkplaceto perform taskseffectively,
meet targets, and maintain servicequality. Employeesften need guidanceon processestargets, or
customer handling techniques Seekingclarifications ensures tasks are executed correctly, while
applying suggestedstrategiesimproves work efficiency, accuracy,and professionalgrowth. Timely
clarificationreduceserrors, savegime, andenhancesustomersatisfaction

1. Procesf SeekingClarificationson JobExpectations

Step Action / Example

1. Identify Unclear Areas Recognize parts of tasks or targets that are ambiguous. Exan
Unsure about the steps for processing a new broadband
connection.A ] _

2. Approach Supervisor or t 2t AGSte& Fal F2NJ IdzARFyOS 2

Experienced Colleague please clarify the correct process for updating customer billin
RSGFATaAKE

3. Use Structured Questions ! &1 aLISOATFTAO ljdzSauAzya a2z |
GSNAFE O0dzai2YSNI L5 0STF2NBE 2

4. Take Notes Record the clarification or instructions for future reference.

Example: Note the updated steps in CRM SOP reference she

5. Confirm Understanding {dzYYIF NAT S G4KS SELX FYyFGA2Y i
need to verify customer details first, then confirm payment, ar
FAYFLEt@ dzZJRIFGS /wad La GKI G
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2. ApplyingSuggestedstrategiesfor Better Efficiency

Step Action / Example

1. Review Supervisor Understand recommendations for improving efficiency. Example:

Suggestions call scripts to reduce call handling time.

2. Integrate Strategies into Da| Apply the suggested methods in routine tasks. Example: Use sho

Work in CRM to update customer records faster.

3. Monitor Personal Track metrics like task completion time, AHT, FTR %, or sales taf

Performance to see improvement. Example: Average call time reduced from 6
minutes to 5 minutes after using scripts.

4. Seek Feedback After implementing strategies, ask for supervisor feedback to con

AYLINEZGSYSyiliad 9EFYLX SY aL KI &
LIN2P OSRAzNBET O2dzZ R &82dz NEOASH A
5. Adjust Based on Feedback | Refine strategies as required to achieve optimal results. Example

Modify call script phrasing for clearer communication based on
supervisor suggestions.

— 7.1.4 Adapting to Evolving Work Processes and Performange
Requirements

The telecom industry is dynamic and fastchanging, driven by new technologies, customer
expectations,and organizationalstrategies Employeesmust constantly adapt to evolving work
processesupdated tools, and revised performance requirementsto stay efficient Flexibility and
willingnessto learn are key qualitiesthat help individualsremainrelevant,improve productivity, and
contribute positivelyto organizationagyrowth.

1. Needfor Adaptability in the Workplace

Reason Explanation / Example

Technological Change{New CRM software, Alased chat systems, or updated billing platform
require employees to learn and use them effectively. Example: Shifti
from manual registers to digital CRM for tracking complaints.

(2]

Evolving Customer Customers now demand faster responses and personalized services

Expectations Example: Providing WhatsAqmased support in addition to phone calls

Organizational Policy |New compliance guidelines, SLA changes, or revised targets may af

Updates how tasks are done. Example: Resolving queries within 24 hours ins
of 48.

Performance Standard| Targets for sales, service quality, or-tehdling time may be updated.
Example: Reducing Average Handling Time (AHT) to improve efficie

Market Competition [Adapting ensures the company can stay ahead of competitors by offg
better service. Example: Introducing bundled offers in response to riv
promotions.
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Step
1. Stay Informed

2. Howto Adaptto NewWork Processesind Requirements

Action

Regularly check for updates fromn
supervisors or training sessions.

Example

Attending a briefing on new sales
targets or CRM updates.

2. Be Open to Learning

Participate in refresher trainings,
workshops, or dearning modules

Learning to use an upgraded billing
system through online tutorials.

3. Practice New
Processes

Apply new procedures in daily
tasks to build confidence.

Using the new complairttacking
software while assisting customers.

4. Seek Guidance

Ask supervisors or senior
colleagues for clarification if a
process seems unclear.

lalAy3az a/ by e2dz
way to log inquiries in the updated
/| waKEé

5. Monitor Performance

Compare personal results beforg
and after adapting.

Tracking improvement in call resolutio
time after using an improved script.

6. Provide Feedback

Share challenges faced while
adapting, so improvements can |
made.

Informing the supervisor if a new tool
has a technical glitch slowing down
work.

~7.1.5 Following Security Protocols and Data Privacy Rules in

Handling Customer Data

In the telecom sector, employeesfrequently handle sensitivecustomerinformation such as phone
numbers,addresses|D proofs, billing details,and usagepatterns Protectingthis data is not only an
ethical responsibility but also a legal requirement under data privacy laws and organizational
standards Any mishandling of information can lead to loss of trust, financial penalties, and
reputational damage for the company Therefore, Customer Care Executivesmust follow best
practicesto ensurecompliancewith securityprotocolsanddataprivacyguidelines

1. BestPracticedor HandlingCustomerDataSecurely

Best Practice

Collect Only Relevant Data

Explanation / Example

Request only the information necessary for the service. Examp
Asking for customer ID for SIM card activation, not unrelated dg

Verify Customer Identity

verification.

Confirm the authenticity of the person before sharing account
details. Example: Ask for registered phone number or OTP

Maintain Confidentiality

Never disclose customer information to unauthorized persons.
Example: Avoid discussing customer account details in public &

Use Authorized Systems On

by the company.

Enter and update data strictly in official CRM/ERP systems pro
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Follow Strong Password Keep login credentials confidential and change them periodicall
Practices Example: Avoid writing passwords on sticky notes.

Adhere to Company PoliciegFollow internal guidelines such as DND (Do Not Disturb), restriq
data access, and recofeeping policies.

Report Security Breaches |Immediately inform supervisors if suspicious activity or data mis
is noticed. Example: A system alert showing multiple failed logif
attempts.

Dispose of Data Securely |Shred physical documents and delete electronic files as per
company rules when no longer needed.

2. Compliancewith SecurityProtocolsand DataPrivacy

Situation Correct Employee Action

Customer requests account detaild Verify customer identity through registered number and OTP befo
over the phone sharing.

Enter data only in the authorized portal, doukllbeck accuracy, and

While updating CRM records
save securely.

Customer provides ID proof for ney Scan and upload securely into the system, return original docume
connection immediately.

Colleague asks for customer detailt 2 f A0St & NBFdzAS FyR aidldSy af
casually GAGK2dz0 | dz0 K2NAT | GA2Yy Dé

System generates data privacy

compliance alert Follow company SOP and notify IT/security team.

— 7.1.6 Importance of Proactive Learning and Continuous Ski
Development for Career Growth

In{ 2 R lcan@sditivework environment,especiallyin fast-changingsectorslike telecom,employees
cannotrely only on their initial training. Technologygcustomerneeds,andorganizationaprocessesire

constantly evolving To stay relevant and achievelongterm career successjndividuals must take

responsibilityfor proactivelearning(learningon their own initiative) and continuousskill development
(upgradingskillsregularly) Thesehabits not only improve current job performancebut alsoopen up

opportunitiesfor promotions,higherresponsibilitiesand careeradvancement

Why ProactiveLearningand ContinuousSkill DevelopmentMatter
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Keeps Skills Updated

Aspect Importance / Example

Telecom tools, CRM systems, and sales techniques change
frequently. Learning updates ensures employees perform task
efficiently. Example: Adapting to a new billing software quickly

Improves Job Performance

Employees who learn new methods handle customers better,
close sales faster, and achieve targets consistently.

Increases Employability

Professionals with diverse skills are more valued by employers
have better chances of promotions or job opportunities.

Boosts Confidence

Learning new skills builds confidence to handle challenges.
Example: Attending training on conflict resolution helps in
managing angry customers calmly.

Supports Career Growth

Continuous upskilling prepares employees for higher roles, su
moving from Customer Care Executive to Team Leader.

Encourages Adaptability

Proactive learners can easily adjust to new processes, tools, o
organizational changes. Example: Switching from voased
support to chat/Alassisted customer service.

Enhances Customer
Satisfaction

Skilled employees can provide accurate, timely, and professio
service, improving overall customer trust and loyalty.

satisfaction

Examplesof ProactiveLearningin TelecomSector

A Participatingn refreshertraining session®n CRMsoftware

A Attendingworkshopson salestechniquesupselling andcrossselling

A Learningaboutnewtelecomproducts bundledoffers,andloyaltyprograms

A Takingonline courseson communicatiorskillsand customerrelationshipmanagement

A Seekindeedbackirom supervisorsind applyingsuggestiongor improvement
Proactivelearningand continuousskill developmentare essentialfor careergrowth. Employeesvho
activelyseekknowledge,adaptto changesand improve their skillsnot only perform better in their
current roles but also build a foundation for future opportunities In the telecom industry, where
changeis constant, continuous learning ensures professionalgrowth, job security, and customer
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- Exercise:

)

A. Multiple ChoiceQuestions(MCQs)

1. Whyisit importantto implementcorrectiveactionssuggestedy supervisors?
a) Toavoidadditionalwork
b) Toimprovework performanceand efficiency
c) Toignoremistakes
d) Toreducefeedbacksessions

2. Conductingperiodicperformancereviewshelpsin:
a) ldentifyingstrengthsandimprovementareas
b) Comparingemployeedor promotiononly
c¢) Avoidingsupervisolinvolvement
d) Increasingvorkloadwithout purpose

3. Whatisthe primarypurposeof followingdataprivacyrules?
a) Tokeepcustomerinformation confidentialand secure
b) Toreducecallhandlingtime
c) Tospeedup salestransactions
d) Toavoidpaperwork

4. Continuousskilldevelopmentisimportantbecause
a) It reducesthe needfor teamwork
b) It ensurescareergrowth and adaptabilityto new requirements
c) It eliminatesthe needfor supervisoreviews
d) It allowsemployeedo ignoreorganizationastandards

B. ShortQuestions
1. Explairhow seltassessmentelpsin performancereviewdiscussionsvith supervisors
2. Describawo effectivewaysto seekclarificationson job expectations
3. Whyisit necessaryo adaptto evolvingwork processedn the telecomsector?

C True/FalseStatements

1. Implementingcorrectiveactionsfrom supervisordiasno impacton work performance
Adaptingto newwork processe&nsuresefficiencyin a dynamicenvironment
Performanceeviewsare conductedonlyto find employeemistakes
Followingsecurityprotocolsis essentiato protect customerdataprivacy
Proactivdearningandskilldevelopmentcontributeto careergrowth.

SEENIFRIIN

D. Fillin the Blanks
1 reviewshelptrack progressandidentify areasfor improvement
2. Seeking on job expectationensuresclarity andbetter performance
3. Adaptingto evolving work processesis necessaryto maintain in a dynamic
environment
4. Followingsecurity protocols and data privacy rules ensuresthe protection of
information.
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