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S.N. Output Controls Responsibility

What Prepares the list of topics for assessment

When

Every 3

rd

 week of the month

How

Based on top DSAT call drivers/QA Monitoring

call drivers/FAQs/Product & process updates

Why

To have more focus topics for

training/refresher

What

Selects a maximum of 2 topics from the topic

list ives Closure / status on eting.nse / update /

followup comments etc.s.,

When Within 48 hours from receiving the topic list

How Based on the priority of the focus areas

Why

So that Call Center can start with the

training/refresher

What

Conducts training/refresher based on the

selected topics

Trainer/SME/

When

Every 4

th

 week of the month

Team Leader/

How Based on the selected topics by the Client Quality Specialist

Why

To create awareness where the topics selected

are the focus areas and close the knowledge

gaps

What

Notifies Client with confirmation email on the

completion of the training

Trainer/SME/

When After the training has been completed Team Leader/

How By email Quality Specialist

Why So that the Client is aware of the training status

What

Start assessing the Call Center with the selected

topics

When Weekly

How Via the available channel (Call/Email/Chat)

Why

To measure the effectiveness of training and

close the knowledge gap

What

Sends the evaluations using the same Quality

Assessment Form

When Every Monday

How 8 samples weekly; By email

Why

So that evaluated Quality Assessment Form can

be reviewed

2 Topics Selection



OPPO HQ/CSM

Process Step Description

1

Topics

Preparation

CP1 Quality Specialist

3 Training CP2

4

Inform OPPO

HQ/CSM

CP3

5

Start

Assessment



OPPO HQ/CSM

6

Evaluate the

Samples

CP4 OPPO HQ/CSM
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What Reviews the evaluations by Client Trainer/SME/

When Within 24 hours from receiving the evaluations Team Leader/

How

By pulling out the sample transactions from the

system and review

Quality Specialist

Why To understand on the evaluation results

What Agrees with the scoring

When Within the same day after the reviews

How

To reply on the agreement or disagreement of

the evaluations; By email

Why

To decide if further discussion is required

before finalizing the Mystery Shopping results

What

Further discuss on the disputed evaluation and

decide on the final scoring

Trainer/SME/

When Within 24 hours after the dispute Team Leader/

How

Discussing the affected samples as per the

defined monitoring guidelines

Quality

Specialist/Client

Why

To bridge the knowledge gap and finalize the

results

What Cascades the feedback/update to the floor Trainer/SME/

When Within 24 hours after the discussion Team Leader/

How By email; and during team huddle Quality Specialist

Why

To disseminate the findings/observations and

reduce knowledge gap

7

Review the

Samples



8

Agreement on

the Evaluation

CP5 Quality Specialist

9

Discussion on

Dispute

CP6

10

Update the

Floor
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Activity

No.

Key Control Point Key Control Indicator Process Control Validation Testing

CP1

Forwards the topics list to

the Client for selection

Quality Specialist forwards a list of topics based on the

analysis reports for so that the topics’ training/refresher can

be more focused.

Validation of the email which was sent

to the Client for selection.

CP2 Training Completion

Trainer/SME to have proper plan to arrange and complete

the training within the estimated period.

Validation of the tracker.

CP3 Informs the Client

Trainer/SME to update the Client on the training status so

that the assessment can be started.

Validation of the email which was sent

to notify the Client on the completion

of the training.

Client to send the evaluations according to the agreed sample

target and timeline.

Validation of the email which was sent

with attached evaluations.

Sample Target: 8 samples per week

Timeline: Every Monday

Control Process: If evaluations failed

to be delivered accordingly, full mark

(QA Spot Check – Site KPI Assessment)

will be awarded for the week.

Quality Specialist to acknowledge the email on the

agreement/disagreement within the agreed timeline.

Validation of the email which was sent

to the Client informing on the

agreement/disagreement with the

results.

Timeline: By Tuesday

Control Process: If there isn’t any

acknowledgement email sent within

the timeline, the scores will be

considered final for the week.

Client to resend the finalized evaluations if there are any

changes in the scoring.

Timeline: By Wednesday

Validation of the updated Quality

Assessment Form which was sent by

the Client.

CP4 Evaluations by the Client

CP5

Agreement on the

Evaluation

CP6 Results Announcement
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