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I. [bookmark: _Toc12355526][bookmark: _Toc12355615][bookmark: _Toc12380885]Purpose 
Audit is performed so as to learn how the Contact Center is performing, through Spot Check, SOP/Handbook Inspection and Performance Monitoring.

II. [bookmark: _Toc12380886]Owners
[bookmark: _Toc12355528][bookmark: _Toc12355617]Initiator: Contact Center HQ.
Collaborator: QA Leader of Local CC Team.

III. [bookmark: _Toc12380887]Frequency
Once half a year.

IV. [bookmark: _Toc12380888]General Audit SOP
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Refer to 2.9-1 Audit SOP.
V. [bookmark: _Toc12380889]Scope
Audit mainly covers following business aspects, with overall weight being 100.
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Refer to 2.9-2 Audit Form_Template.

VI. [bookmark: _Toc12380890]Result
· Excellent: 80 Above
To make action plans for items which failed and keep Excellent in next Audit cycle.
· [bookmark: _2.6-3_OPPO_Chat]Passed: 60-80
To make out a action plans for items which failed, with target to reach in next Audit cycle.
· Failed: 60 below
To make out a systematic action plan with target to reach in limited timeline. Once failed by the deadline, CC plan will be considered
Notes: As per Audit SOP, one more opportunity will be provided once the site failed in the Audit. If the site fails again in next cycle, then the final result will be applied to evaluate the CC Service Module.

VII. [bookmark: _Toc12380891]Attachments
[bookmark: _7.1_2.9-1_Audit]7.1 2.9-1 Audit SOP
[bookmark: _7.2_2.9-2_Audit]7.2 2.9-2 Audit Form_Template
[bookmark: _GoBack]
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Key Process Point Description

1. CC HQ shall work out Audit Plan as per the key business to be audited & purpose for the time

2.CC HQ shall share the Audit Resulft in 3 working days after the Audit and share expectations for improvement from HQ

3. QA Leader/Manager shall work out action plans for the items which failed in the Audit, including target to be reached, timeline & owner for
cach improvement etc.

4. QA Leader/Manager is owner to monitor/irack the process for action plans and share the progress to HQ on a weekly basis

5.CC HQ to verfy if the improvement has reached the target as per agreement. If not, one more opportunity wil be provided for further

improvement.

6.CC HQ to apply Audit Result as per Improvement Result.
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Scoring Rule

Overall Score

Weight
Score

Spot Check

Perform Spot Check through all service
channels by pretending to be
customers. 2 samples/channel

SOP / Handbook

Inspect overall performance as
per checklist

Performance
To deliver a stable and/or up-going
trend as in focused indicators, such as:
SVL/CSAT/FCR/AHT/QA score

A variance means from highest to lowest
for each indicator in the past 6 months

Points of each sample is counted from
QA Score Sheet

Overall score=Average of points of all
samples

Totally 45 items in checklist, 2.22
points/item

Overall score=Amount of
Yes+2.22

N/A will be counted as Yes in
scoring.

100 points/indicator
variance=X, score=Y

when 0<X=2%, Y=100

when 2%<X=<4%, Y=80%+(X-2K)+0.1+100
when 4%<X<6%, Y=60%+(X-4%)+0.1+100
when X>6%, Y=0

Overall score=Average of points of all
samples

When the variance is within range but
indicator fails to reach target for any
month, then the overall score is 0.

35%

30%

35%

0

0

Final Result
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