
Before the automation of the call evaluation process, the 
evaluator had to sit, side by side with the customer care 
agent and take notes on their performance from the 
beginning to the end of the call. This was then translated 
into excel documents for reporting purposes to the 
relevant management departments. As you can imagine 
this is a lengthy and tedious process. 

One of the integral elements in the customer care industry 
today is in the development of the customer care agents 
into delivering that exceptional service that is in line with 
the business’s strategic goals. So how do we indentify, 
track, benchmark and develop an agent’s performance? 
We use a scoring sheet/document or call evaluation form.
 
Apart from reporting on a teams’ weekly or monthly 
performance, Evaluation forms enable individual or group 
performance reports. These help in the identification of 
the poorly performed areas and formulation of training 
content specific to those areas. Post-training performance 
can then be tracked and hence benchmarked against other 
centers. On an individual level scoring documents help 
gauge where an agent is at in relation to preset goals.

When Telkom Kenya outsourced customer services 
operations for their Orange mobile brand with Horizon 
Contact Centers as one of their handling contact centers, 
they already had a scoring document that was in use by all 
their contact center partners to evaluate the quality of 
service being given by the front line customer care agents.  
After adopting and using the scoring document, we found 
that an agent could score as high as 90% but it was evident 
that the call lacked in so many areas some of which were 
not captured by the scoring document. Likewise an agent 
could score 0% but there would be elements in that call 
that would stand out as excellent, “even the best agents 
make mistakes”.

In order to deliver that “Wow” factor while meeting and 
surpassing performance metrics it was our view that the 
scoring document had to be reviewed. To do that, we 
focused on the following areas:

•Introduction of elements important in delivering  
good customer experience

•Introduction of elements important in adhering to 
procedural requirements

•Review the weighting on the areas already captured 
by the document in line with the set objectives

•Review  of the 0% score and focus more on rewarding 
and development of agents which is core to our coach-
ing model 

•A user friendly and transparent document that would 
help facilitate agent self-evaluation

After consultations with the Telkom Kenya team, we 
agreed upon a revised scoring sheet that adequately 
provided for the areas focused on. 
 
The effects of the revised scoring document became 
apparent after implementation, some of which were 
immediate and some later on. 

• Agents were no longer restricted or tied to one 
particular way of interacting with a customer.  This 
brought out the agents personality and encouraged 
more positive customer interaction.

• A survey conducted in October 2010 rated Orange 
Kenya front office customer care as the leader in front 
office customer service.
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• The scoring sheet was adopted as the official Orange 
Kenya scoring sheet for all their Contact Centers

• Notable improvement in performance from an aver-
age of 84% before implementation to 90.51% after 
implementation.

In conclusion a scoring document is a good indicator of 
where your agents are in terms of delivering that excep-
tional customer service and where you want them to be. A 
good scoring document is one that is reviewed and 
amended regularly in line with the changing needs of the 
customers and the business. Reports generated by this 
document contain important feedback for the various 
departments of the organization.

Horizon Contact Centers is East and Central Africa's first 
state-of-the-art and fully on demand International Contact Center and 
Business Process Outsourcing (BPO) Company, offering a broad portfolio 
of voice and non-voice services to the global market. With a world class 
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