Representative Lifecycle

Close

4, Clarify/confirm result/alternative

2. Present next steps
5. Document

1. Summarize issue
3. Confirm action items

QA Checklist

|
Follow-up Templates
|

Case Guides

,
SLAs

|
Wrap Code Cheat Sheet:

|
CCP Quick Tips
i
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Call Resolution Procs

Solve

1. Recommend Action
2. Provide Alternatives

QA Checklist
[

Case Guides

[
Wrap Code Cheat Sheet:

[
VIP Quick Tips
[

Business Rules

[
Compliance Case Talking Points

[
Scripts/Talking Points
[

Call Resolution Procs

Probe

2. Closed-ended questions
4. Clarify and confirm issue

1. Open-ended questions
3. Select wrap code

YYyvYvyvYyvYyYYvYYVYY

QA Checklist
|
Wrap Code Cheat Sheet

|
Business Rules

Processing Timelines
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7 Compensation FAQs

USPS Address Verification———p»

FedEx Tracking .ﬁoo_“|'

Product Specs/Feature Guides
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Call Resolution Procs

Greet

1. Greet and identify self
2. Acknowledge need

3. Offer to assist
5. Confirm account status

4. Verify account info

QA Checkilist
|
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Rate

Account Status Cheat Sheet
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Sheets

\J

Terms & Conditions

Product Specs/Feature Guides

>

Scripts/Talking Points
|
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Call Resolution Procs
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