
 

Call Review and Scorecard-Module 

Standardise your call centre quality and regularity 
processes and make them transparent 

As a FONREACH call centre manager you can use the call review and 
scorecard modules to analyse live and recorded calls. This call reviews 
will provide instant benefits to your organisation.  

You can use the reports and reviews to provide feedback to your team 
during coaching sessions, which will help to motivate you're agents to 
improve their overall performance. 

All agents are assessed fairly and equal based on your designed 
scorecards and tagged (marked) calls. 

At the end of this document you can find sample questions, which can 
help you to get your first scorecards and reviews created. 

How to review your agents with FONREACH? 

Create a new scorecards and add questions to it. Like: “Did the agent 
state he name?” etc… 

You can weight each question and create the respective answers. The 
system allows you to create as many questions and answers as you 
need. 

When you are done with your scorecard you create a new call review.  
Reviews are per agent. Maybe you name it something like: “January 
Sales Call Review - John Smith” 
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Before you can start the review you need to assign calls to the 
individual reviews. This is achieved by simply searching for calls in the 
call recording module. You can listen to the calls and assign the calls to 
a review. Of course you can tag a call in a certain position (time into the 
call) and make some notes.  

During the review you can then easily listening into the calls starting at 
the right position. 

Create Review 

Create Scorecard 
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Mark / Tag Calls 

Review Calls 

Sample Scorecard Questions 

Greetings - Did your agent…. 

◻ ️  Stick to the greeting script? 
◻ ️  Identify themselves to the client? 
◻ ️  Mention our company name? 
◻ ️  Informed that the call was being recorded? 
◻ ️  Ask for the caller’s name? 
◻ ️  Thank the customer for calling? 
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Account Verification - Did your agent…. 

◻ ️  Verify the customer’s account using the appropriate information 
 (e.g. spelling of first and last name, account number, etc.)? 

◻  ️ Easily access the customer’s account with the information   
 provided? 

◻  ️ Adapt their account verification questions accordingly if the call 
 was transferred? 

Contact Information Confirmation - Did your 
agent ask for... 

◻ ️   The caller to spell their name? 
◻ ️   The caller’s company name? 
◻ ️   The caller’s telephone number? 

◻  ️  The caller’s email address? 

Problem-Solving Abilities - Did your agent… 

◻ ️  Apologize for the issue and inconvenience associated 
 with the problem? 
◻ ️  Take ownership of the problem? 
◻ ️  Ask pertinent questions to accurately diagnose the 
 problem? 
◻ ️  Request the error code message from the caller? 
◻ ️  Use appropriate resources to address the issue? 
◻ ️  Provide the most appropriate solution? 
◻ ️  Inform the customer of the estimated timeline for 
 resolving their issue? 
◻ ️  Inform the customer of relevant supporting 
 documentation to help resolve the issue? 
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◻ ️  Confirm that the issue was resolved or the transaction 
 was complete? 
◻ ️  Address the caller’s issue sufficiently? 
◻ ️  Provide a reference number to the customer after 
 resolving their issue? 

Protocol Compliance - Did your agent… 

◻ ️  Document important information in the notes of 
 the call? 
◻ ️  Receive prior authorization when negotiating prices, 
 offering discounts or giving refunds? 
◻ ️  Quote the customer with the correct price for the 
 product or service? 
◻ ️  Recommend the most appropriate product, service 
 or pricing plan? 
◻ ️  Leverage upselling and cross-selling opportunities? 
◻ ️  Inform their colleagues of a new bug, issue or 
 product defect?
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