Phone Call Evaluation

Name _______________________________________ Today’s Date _______________

Date/Time of Call _____________________________  Length of call _______________

Policyholder’s Name____________________________ Policy Number _____________

10 points for each item 



Total allowable points = 100

1.  Contact







_______________

2.  Verify Callers Identity





_______________

3.  Time it took to enter the contact




_______________


10 pts: 1–15 minutes 9 pts: 16–60 minutes



-1 pt for every 30 minutes after the end of the call 

4.  Contact is reflective of the call




_______________

5.  Updated PH Information





_______________


5 pts:  Address


5 pts:  Phone


6.  Use of Forbidden Phrases





________________


-2 pt:  I don’t know


-2 pt:  We can’t do that


-2 pt:  You’ll have to…


-2 pt:  Hang on a second; I’ll be right back.


-2 pt:  “No” when used at the beginning of any sentence

7.  Telephone Style






________________


__ Voice is easy to hear without being too loud


__ Words are clearly articulated and speech clear


__ “Smile” is in representative’s voice


__ Representative allows customer to hang up first (to avoid click in ear)


__ Phone is answered quickly – on the second or third ring.


__ Representative identifies self to caller


__ Caller is not left on hold for an inordinate length of time


__ Representative is not distracted and is giving caller full attention


__ Notes are taken to accurately capture the details of the situation


__ Representative asks questions for clarification of information

8.  Empathy Statement





__________________

9.  Problem resolved/Steps are being taken to resolve

__________________

10.  Up and cross sell/Ask for Lead




__________________




 

       

TOTAL

__________________

