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2 WHY PRIME CONSULTING?

Much as ISP’s go, most services are fairly generic. Storm, being a relatively new
company in the South African telecommunication industry, needed a
differentiating factor to accompany their service and product offerings.

By partnering with Prime, who bring international and national experience in
Quality Assurance as well as industry best practices to the table, Storm Telecom
were set for significant changes in their approach to customer interactions.

3 BEFORE PRIME CONSULTING

At the inception of the programme, individual QA as well as combined team QA
score was below 75%. The score sheet used was incorrect, as it did not have any
form of weighted scoring. Only the basic principles of QA were being measured.
These included the call opening, minimum telephone etiquette and call closing.
When contracting Prime Consulting to deliver the Managed QA Programme, a
benchmark of 90% was set. This benchmark was in alignment with industry best
practice and Storm Telecom’s strategic goal of becoming a market leader in the
South African telecommunications industry.
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4 METHODOLGY

At the inception of the programme, evaluation of the calls was done remotely in
conjunction with Prime and the Helpdesk Team leader. The team leader was
responsible for completing the technical section of the assessment. However, this
proved ineffective as the timeframe between evaluation and feedback extended
to more than two weeks.

In January, Prime services were brought in house. The reasoning behind this
was to shorten the timeframe between evaluation and feedback to the CSR’s, to
provide coaching and to equip the team leader with the necessary tools to
provide effective and constructive feedback. Transformation of mindsets and
cultural changes to the helpdesk needed to take place to ensure the success of
the intervention.

Currently, 2 calls per CSR per week are evaluated and the timeframe between
evaluation and feedback has been reduced to 3 days. This also provides the
CSR’s sufficient time to implement the necessary changes, recommended during
the feedback sessions, to improve their individual scores.

5 RESULTS
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As illustrated in the above graph, individual results vary between the CSR'’s.
However to realise the actual impact of the programme, one needs to look at the
scores illustrated under the team average as this gives a more holistic view of the
success of the programme.
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January was used to benchmark the CSR’s and to establish their skills with
regards to Quality Assurance. The immediate improvement in results in February
can be directly attributed to the fact that the CSR’s were given additional tools to
add to their current skill set as well as the fact that Prime introduced and
implemented international best practices with regards to quality assurance and
coaching. With the initial quick wins being realised in February, March and April
was used to sustain and consolidate what had been taught. Fine tuning the
CSR'’s by emphasising their individual strengths and weaknesses is what has
lead to the team exceeding the team average benchmark for the first time since
the inception of the programme.

The following has resulted from the implementation of the Managed QA
Programme:

- Clearly defined job descriptions for the CSR’s, the back office support
team which includes DNS (will the reader know what DNS is? and Email
Administration , the Cancellations/Retentions Administrator ,the Billing
Administrator , SLA (again, SLA) Administrator and the Helpdesk team
leader
Monthly KPI (you should avoid using 3 letter abbreviations where possible)
assessment guides and scoring templates for the technical helpdesk as
well as all the functions mentioned above
Quality assessment on emails sent to clients and faults logged onto the
CRM System.

6 COMMENTS FROM OUR CLIENT
Steve Maxwell — Manager Technical Helpdesk and Customer Services

In October 2004 we employed the services of Prime Consulting for a Managed
QA Program. The initial program was to QA a total of 18 calls a week spread
across the 6 technical support CSR®. The assessment template to be used was
drafted by PRIME Consulting using Quality Assurance best practices in
aweighting scorecard format. It was a remote process whereby our team leader
selected 18 calls and emailed them to Prime Consulting for assessment. Once
the assessments were completed they were sent back to our team leader for
review and coaching of the CSR®.

After a month of assessments we had a clear picture of the technical team’s
strengths and weaknesses. We also identified the need to standardise an
opening and a close and various other assessment processes to implement and
improve based on our business goals.

In doing so and buy in from the Technical Support CSR® we set a benchmark
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of 90% for each person and the overall team.

We continued the remote managed QA program for 3 months. Although we had
identified areas to develop we were not making significant improvement. In
January 2005 we reviewed the program and identified a more focused hands on
approach to QA was needed in order to meet our QA objectives. In

consultation with PRIME Consulting we brought QA in-house.

This was achieved with having PRIME on-site 3 days a week which led to the
weekly calls been assessed the same week and coaching/feedback sessions
with each CSR the week after. During these coaching sessions each CSR®
strengths and weaknesses were discussed and areas of development set us
forthcoming goals. A monthly report on each CSR and the team is delivered to
the Management of the call centre.

We have subsequently become more proactive in our coaching sessions by
allowing the CSR to listen to the assessed calls, which allows them to hear
for them selves what they are doing well and where they can improve. The
in-house approach resulted in almost immediate improvement in the individual
and team QA. Our overall team QA resided in the high 80@ from February to
April with the team successfully achieving the benchmark of 90% in May.

During this in-house period, Prime Consulting has assisted us implementing
KPA assessment templates for the technical support CSR® as well as a
process to QA support incidents from start to finish assessing the quality

of the call logged (Spelling & grammar, customer service and descriptive
work notes)

The coaching and feedback sessions is an area that can be improved. Real
time assessments with immediate corrective coaching and role-plays would
improve the QA holistically.

Storm has certainly reaped the rewards and seen significant improvements
within the call centre since implementing an in-house
Managed QA Program from Prime Consulting.

Noorie Fayers — Team leader Technical Helpdesk and Customer Services

Working with Prime Consulting on our QA programme has proved to be rather
successful exercise up until now. | recall having reservations when | heard the
idea of working with Prime Consulting; however that feeling was soon dismissed
and replaced with enthusiasm after meeting the Prime consultants. Their
approach and "can do" attitude increased my confidence in the undertaking of the
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project and | was eager to start working with them. With regard to the QA
program, there were a few obstacles which stood in our way of achieving our
goals; however these were soon overcome with the efficient services of Prime
Consulting. Our agents now fully understand the concept of QA and the
importance that it has in making our business a success. The weekly feedback
sessions not only create awareness in our agents regarding their performance
but also ensure that we maintain industry standards. Our QA programme is well
on its way and we are reaping in the benefits.

7 VALUE ADDS OF WORKING WITH PRIME

We use international best practices

We gauge our work against market and industry leaders

We customize your matrix for measuring quality to reflect your goals
Experienced in national and international call centers

We deliver

8 CLOSING

By providing continuous feedback on a weekly basis, producing weekly and
monthly reports for senior management as well as the Helpdesk CSR’s, we were
able to assist Storm Telecom achieve the differentiating factor that now
accompany the entire product and service offerings.

A customer satisfaction survey will be implemented shortly to determine the true
value of the programme.

Customer Satisfaction and Quality of service delivery is what differentiates Storm
Telecom from the rest.



