Call progression/Quality Assurance 

Opening/Greeting “Hello, my name is _____________; I am a Sonlight Curriculum Advisor.  Is this ___________________?"
a. Account verification:
i. (Usually, here they will say "Hi, thanks for calling me (so quickly)" 
ii. "I am glad to talk with you. Could I verify your information before I answer your questions?" 

iii. At that point they say sure and I check the spelling of their name, ask for their email.
iv. If prospect (not existing customer) inquire, “How did you hear about Sonlight?”
b. Did representative thank customer for providing this information?:  “Thank you for providing this information.”
c. Promise of help statement

i. “How may I help you today?”

ii.  “I’ll be happy to help you with that.”

d. Active Listening Skills

i. Attentiveness

ii. Inquisitiveness – Did the representative ask appropriate questions in order to resolve the customer’s issue?

iii. Did representative offer an apology or empathy [putting yourself in the customer’s shoes and feeling the customer’s pain; communicating that you understand] statement?

1. I appreciate your sharing this information…

2. I can understand why you would feel that way…

3. I can see how that would be an inconvenience…

4. I imagine that must be…

5. I can understand how that makes you feel…

6. I appreciate your considering Sonlight.

7. I know what you mean…

8. I am sorry to hear that.

iv. Did the representative use the caller’s name in the conversation?

v. Professionalism:

1. Courtesy

2. Tone/Enthusiasm

3. Pronunciation/Articulation

4. Rate/Speed

5. Volume

6. Vocabulary/Grammar

7. Call control

vi. Knowledge/Skills

1. Appropriate customer resolution/Information accuracy

2. Computer/System Navigation

vii. Did the representative offer additional assistance/resources? (Up-sell forums?  Tele-seminars? “Here are a few resources available to you.”)
viii. Closing: "It has been a pleasure helping you today. Please contact us again if we can be of further assistance."
