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I. [bookmark: _Toc13767841]Purpose
Assessment shall be performed for Contact Centers on a monthly basis to evaluate the performance level/quality of the team, which is one of the important measure for HQ to manage the performance of Contact Center vendors also.

II. [bookmark: _Toc13767842]Owners
· HQ is owning Assessment for APAC regional hub, EMEA regional hub and other regional hubs in future.
· Local Office is responsible for Assessment of each local Contact Center Team.

III. [bookmark: _Toc13767843]General Principles of Assessment
· All service channels of the site shall be covered in the Assessment metrics,    
like inbound, outbound survey, Email, Chat and other social media channels.
· Should there be more than 1 region covered in the site, KPI metrics shall vary     
among regions as per the current performance level of each.
· Assessment is not set once for all, which should be reviewed and revised,      
when necessary,  at least every half a year to meet the operation level of the 
site.

IV. [bookmark: _Toc13767844]Assessment Structure
Assessment, with overall weight of 100, is mainly divided into two main parts:
· Operations: 65%
· Quality: 35%
· Bonus & Penalty (5%)
4.1 [bookmark: _Toc13767845]Operations 
There are many KPI metrics to evaluate Contact Center performance as below:

	KPI metrics
	Reference target
	Formulas

	ANS%
	92%
	Call answered/Call offered

	SVL%
	90%
	Call answered in 20s/Call offered

	FCR%
	88%
	Amount of Yes/Total valid sample amount

	CSAT%
	88%
	Amount of 5/Total valid sample amount

	Successful Survey Rate
	40%
	Total valid sample amount/IB answer

	AHT
	420s
	AHT=ATT+ Hold Time + ACW

	Email TAT Rate
	96%
	Email answered in 16 clock hours/Total Email offered



3-5 KPI metrics can be selected as metrics for Operations.

4.2 [bookmark: _Toc13767846]Quality
QA scores of all service channels, Spot Check result, appeals from other teams etc. can all be included into Quality metrics to evaluate the operation quality of the team.

[bookmark: _Toc13767847]4.3 Bonus & Penalty
There can be bonus & penalty for the team as incentives.

4.3.1 Bonus: 
· Compliments received from customers for good service attitude, being professional etc.
· Suggestions collected and submitted to HQ, which are properly taken for future improvement
· Valid Quality Feedback submitted to HQ which helps us improve Structure of RV Report
· 
4.3.2 Penalty
Complaint is a major metrics for penalty, which mainly refer to complaint cases incurred by poor Contact Center service.

V. [bookmark: _Toc13767848]Application of Assessment Result
For regional hubs, penalty/prize will be applied in the monthly billing of the site when the site fails in the Assessment, as per standard below:
X<80%,10% penalty
80%≤X<85%, 5% penalty
85%≤X<90%, neither penalty nor prize
90%≤X<95%, 5% prize
X≥95%, 10% prize
X=Assessment Score of the site

VI. [bookmark: _Toc12298449][bookmark: _Toc12355531][bookmark: _Toc12355621][bookmark: _Toc13767849]Attachments
6.1 [bookmark: _2.6-1_OPPO_Phone][bookmark: _2.13-1_Weekly_RV][bookmark: _Toc12298450][bookmark: _Toc12355532][bookmark: _Toc12355622][bookmark: _Toc13767850][bookmark: _2.6-2_OPPO_Email][bookmark: _2.13-2_RV_Report][bookmark: _2.6-3_OPPO_Chat] 4.1-1 OPPO Regional Hub Assessment_Template
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