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1.0
Purpose

This document intends to standardize the management and handling of Hotline services i.e. call, online text messages and electronic mails as part of the customer feedback mechanisms of TESDA.
2.0
Scope


This procedure covers the processing of Hotline Services i.e. calls, electronic mails, complaints and online text messages (SMS) received and responded by TESDA SMS Facilities: 0917-4794370 for Globe and 0918-2738232 for Smart. 

This procedure also applies to the recording, monitoring and reporting system of all hotline transactions.

3.0
Definition of Terms

	Callers/Texters/Clients
	Refers to individuals seeking information, assistance, and/or filling complaint/s on TESDA programs and services through telephone calls, texts and e-mails. 

	Contact Center Officer
	Refers to TESDA personnel whose responsibilities are to receive and reply to queries and complaints received through calls, emails, SMS facilities.

	Complaint
	Refers to any oral or written expression of dissatisfaction, whether justified or not from or on behalf of a legitimate complainant about the Agency’s provision of or failure to provide services.

	SMS Facility
	Refers to online text messaging system used to receive and respond to queries.

	Connect Calls
	Refers to calls wherein the caller specifies the need to be connected or transferred to specific office/s.

	Disconnected/Grounded Calls
	Refers to received calls that got disengaged/ with static noise interference during conversation.

	Drop Calls
	Refers to received calls that were disconnected before any transaction takes place.

	Prank Calls
	Refers to received calls that are considered nuisance, rude and offensive in nature.

	Wrong Number
	Refers to received calls that are not intended for TESDA.

	Inbound message
	Refers to all incoming online messages

	Outbound message
	Refers to online answers to queries/inquiries

	Referral
	Refers to individual seeking further assistance  

	Redundant Message
	Refers to a number of message with the same content

	Nuisance Message
	Refers to irrelevant and invalid message


4.0 Responsibilities
	Customer Relations Management System Head
	Ensures that clients are given timely and quality services. Facilitates and monitors the actions taken by TESDA Operating Units. Ensures that all Customer Relations Staff obtain appropriate training and support to best apply their knowledge and skills on the job. Provides management orders on critical issues that may arise.  

	Costumer Relations Supervisor
	Ensures that needs are satisfied or exceeds the quality requirements, expectations, and preferences of the client/s.  Facilitates positive, professional work environment and fosters commitment to quality service. Ensures that all agents obtain appropriate training and support to best apply their knowledge and skills on the job.  Provides the Authority timely feedback on call center operations, trends, issues and needs.

	Customer Relations Staff
	Ensures that effective questioning and listening approach is used to handle calls, knowledgeable in handling emails, text messages and complaints to provide support and satisfy the needs of the client/s.  The CRS is also responsible in logging and recording caller information; generating and preparing reports; maintaining individual log and audio files.


5.0 Procedure Flow

	Responsibilities
	Key Steps
	Interfaces

	· Customer Relations Staff
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	· TESDA-SOP-PIO-03-F01-F03
· TESDA-SOP-PIO-03-F08

	
	

	

	
	
	· TESDA-SOP-PIO-03-F04-F16



	
	
	· TESDA-SOP-PIO-03-F04-F16




6.0 Procedure Detail

6.1 Receive call/Access emails/SMS facility
1. The CRS picks up the call within two (2) rings.
2. Records the call transaction.
3. Accesses the email and SMS facility
6.2 Log, Record, Access emails and SMS facility
1. The CRS asks for caller information.
2. The CRS logs:
2.1 Calls
· The Caller contact information
· The Nature of Query
· The Action provided
2.2 Complaints
· The Caller information
· The Nature of complaint
· The Details of complaint 
3. The CRS accesses:
3.1 Text Messages
· The Nature of Query
· The Action provided
3.2 e-mails
· The email sender information
· The Nature of Query
· The Action provided
3.3 Complaints
· The Complainant information
· The Nature of complaint
· The Details of complaint 
4. The CRS provides information needed by the caller/ texter/ email sender and complainant.  Refers client/s to appropriate office/operating unit for further assistance.
6.3 Prepare Reports

1. The CRS prepares weekly/monthly monitoring report/s.
· Summary Calls Received

· Report on Total Calls by Area

· Report on Total Calls by Category

· Report on Total Number of Irrelevant Calls

· Report on Total Number of SMS  Referrals 

· Report on Total Number of SMS by Category

· Report on Total Number of emails by Category

2. The CRS prepares detailed and verbatim complaint report/s after the transaction.
3. The CRS prepares accomplishment report/s.
4. All reports are submitted to the Customer Relations Management System Head/Director-In-Charge and the Director General.
6.4 Transmit Reports

1. The CRS prepares the transmittal sheet for all the document/s and/or report/s to be submitted to the Customer Relations Management System Head/Director-In-Charge and the Director General.
2. The CRS transmits the following:
· Summary Calls Received

· Report on Total Calls Received by Area

· Report on Total Calls received by Category

· Report on Total Number of Irrelevant Calls

· Report on Total Number of e-mails by Category
· Report on Total Number of SMS Referrals

· Report on Total Number of SMS by Category
· Detailed Report on TESDA CRMS

7.0   Records Management

7.1   Log Files

1. Call logs are stored and backed-up electronically every day.
2. For two months, call logs are retained in each computer workstation.  After such time, the file is transferred to a DVD. 
7.2   Audio Files

1. Audio files are stored and backed-up electronically every day.
2. For one month, audio files are retained in each computer workstation.  After such time, the audio files are transferred to a DVD file format. 
7.3   SMS Files

1. Management of the online SMS System is done electronically on daily basis by an external party (AMA System).
7.4    E-mails

1. The CRS maintains and compiles the hard copy of e-mails monthly.
2. For one month, emails are retained in the corporate account.  After such time, the emails will be deleted from the corporate account. 
8.0   Reference
8.1   Forms

	1.     TESDA-SOP-PIO-03-F01
	CCU Client Log Form

	2.     TESDA-SOP-PIO-03-F02
	CCU e-Mail Log Form

	3.     TESDA-SOP-PIO-03-F03
	CCU SMS Log Form

	4.     TESDA-SOP-PIO-03-F04
	Monitoring Form For Calls by Area

	5.     TESDA-SOP-PIO-03-F05
	Monitoring Form For Calls by Category

	6.     TESDA-SOP-PIO-03-F06
	Monitoring Form For Irrelevant Calls

	7.     TESDA-SOP-PIO-03-F07
	Monitoring Form For Daily Calls Per Hour

	10.   TESDA-SOP-PIO-03-F08
	CCU Complaint Report Form

	11.   TESDA-SOP-PIO-03-F09
	Transmittal of Documents, Reports and e-Mails

	12.   TESDA-SOP-PIO-03-F10
	Summary Report on Calls Received

	13.   TESDA-SOP-PIO-03-F11
	Summary Report on Irrelevant Calls Received

	14.   TESDA-SOP-PIO-03-F12
	Total Number of Calls by Area

	15.   TESDA-SOP-PIO-03-F13
	Total Number of Calls by Category

	16.   TESDA-SOP-PIO-03-F14
	Total Number of emails by Category

	16.   TESDA-SOP-PIO-03-F15
	Total Number of SMS by Category

	17.   TESDA-SOP-PIO-03-F16
	Detailed Report on TESDA CRMS


TESDA-SOP-PIO-03-F01

CCU CLIENT LOG FORM
	Caller Code
	Time of Call
	Caller Location
	Caller Name
	Address
	Telephone number
	Specific Concern
	Type of Inquiry
	Action Provided
	Office Referred to
	Source of Information
	Time Call Ended

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	


TESDA-SOP-PIO-03-F02
CCU e-MAIL LOG FORM
	No.
	email Sender
	email Address/Contact Info
	Date email Received
	Type Query
	Specific Concern
	Action Taken
	Date Transmitted

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


TESDA-SOP-PIO-03-F03

CCU SMS LOG FORM
	No.
	Date SMS Received
	Mobile Source
	Specific Concern
	Type Query
	Action Taken
	Date Transmitted

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	


TESDA-SOP-PIO-03-F04
	Monitoring Form for Calls by Area

	
	Month
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	Area 

(Region/Province)
	DAYS OF THE MONTH
	TOTAL FOR THE MONTH

	
	
	
	
	
	
	
	
	
	
	

	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Sub-total
	0
	0
	0
	0
	0
	0
	0
	0
	0
	0

	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	0

	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	0
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	Sub-total
	0
	0
	0
	0
	0
	0
	0
	0
	0
	0
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	0

	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	0

	Sub-total
	0
	0
	0
	0
	0
	0
	0
	0
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	0
	0
	0
	0
	0
	0
	0
	0
	0
	0
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	0

	
	 
	 
	
	
	 
	 
	 
	 
	 
	0

	GRAND TOTAL
	0
	0
	0
	0
	0
	0
	0
	0
	0
	0


TESDA-SOP-PIO-03-F05
	Monitoring Form for Calls by Category

	
	Month
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	Category

 (TESDA Programs and Services)
	DAYS OF THE MONTH
	TOTAL FOR THE MONTH 

	
	
	
	
	
	
	
	
	
	
	

	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Sub-total
	0
	0
	0
	0
	0
	0
	0
	0
	0
	0

	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	0

	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	0

	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	0

	Sub-total
	0
	0
	0
	0
	0
	0
	0
	0
	0
	0

	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	0

	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	0
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	Sub-total
	0
	0
	0
	0
	0
	0
	0
	0
	0
	0
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	0 
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	0
	0
	0
	0
	0
	0
	0
	0
	0
	0
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	GRAND TOTAL
	0
	0
	0
	0
	0
	0
	0
	0
	0
	0


TESDA-SOP-PIO-03-F06
	Monitoring Form for Irrelevant Calls 

	
	Month
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	Type of Irrelevant Call
	DAYS OF THE MONTH
	TOTAL FOR THE MONTH 

	
	
	
	
	
	
	
	
	
	
	

	Connect Call
	 
	 
	 
	 
	 
	 
	 
	 
	 
	0

	Disconnected/Grounded
	 
	 
	 
	 
	 
	 
	 
	 
	 
	0

	Drop call
	 
	 
	 
	 
	 
	 
	 
	 
	 
	0

	No Answer
	 
	 
	 
	 
	 
	 
	 
	 
	 
	0

	Prank call
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 0 

	Wrong number
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 0 

	GRAND TOTAL
	0
	0
	0
	0
	0
	0
	0
	0
	0
	0


TESDA-SOP-PIO-03-F07
	Monitoring Form for Daily Calls per Hour

	
	
	
	
	
	
	
	Month 
	 
	 
	 
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	TIME
	DAYS OF THE MONTH
	TOTAL

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	8AM-9PM
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	9AM-10PM
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	10AM-11PM
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	11PM-12NN*
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	12NN-1PM
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	1PM-2PM
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	2PM-3PM
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	3PM-4PM
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	4PM-5PM
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	5PM-6PM
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	6PM-7PM
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	7PM-8PM
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	TOTAL
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


TESDA-SOP-PIO-03-F08
	Technical Education and Skills Development Authority

(TESDA)

	Report

Year ____
	CCU COMPLAINT REPORT FORM
	DATE
	

	
	
	
	

	NAME OF COMPLAINANT: 

	
	COMPLAINT

	
	
	RECEIVED BY:
	

	
	
	
	

	
	
	RECEIVED ON:
	

	
	
	
	

	
	

	NATURE OF COMPLAINT
	DETAILS  OF COMPLAINT

	
	

	ACTION TAKEN

	
	

	
	
	Prepared by:

CRS Staff

	Noted  by:

CRS Supervisor 
	
	


TESDA-SOP-PIO-03-F09
	Technical Education and Skills Development Authority

(TESDA)

	Transmittal Year ____
	TRANSMITTAL OF DOCUMENTS, REPORTS AND ELECTRONIC MAILS (e-mail)
	Date
	

	
	
	
	

	TO:

                      
	
	FROM:



	
	
	
	

	DATE
	DETAILS

	
	

	
	
	Prepared by:

CRS Staff

	Noted  by:

CRS Supervisor 
	
	


TESDA-SOP-PIO-03-F10
Summary Report on Calls Received

For the month of _________
	Total Number of Calls
	Total Number of Valid Calls

(Queries on TESDA Programs and Services)
	Total Number of Irrelevant Calls

(Prank Calls, Dropped Calls, Wrong Number, Connect Calls)

	
	
	

	
	%
	%


Analysis:

Submitted by:
	CRS Supervisor


Noted by:

	Head of Office



TESDA-SOP-PIO-03-F11
Summary Report of Irrelevant Calls Received

For the month of _________

	Type of Irrelevant Calls
	Total

	Connect Call
	

	Disconnected/Grounded
	

	Drop call
	

	No Answer
	

	Prank call
	

	Wrong number
	

	TOTAL
	


Analysis:

Submitted by:

	CRS Supervisor


Noted by:

	Head of Office



TESDA-SOP-PIO-03-F12
TOTAL NUMBER OF CALLS BY AREA

For the month of _________
	AREA

(Region/Province)
	TOTAL

	Sub-total
	

	
	

	
	

	
	

	Sub-total
	

	
	

	
	

	Sub-total
	

	
	

	
	

	
	

	Sub-total
	

	
	

	
	

	
	

	Sub-total
	

	
	

	
	

	Sub-total
	

	
	

	
	

	
	

	GRAND TOTAL
	


TESDA-SOP-PIO-03-F13
TOTAL NUMBER OF CALLS BY CATEGORY
For the month of _________
	CATEGORY
(TESDA Programs and Services)
	TOTAL

	Sub-total
	

	
	

	
	

	
	

	Sub-total
	

	
	

	
	

	Sub-total
	

	
	

	
	

	
	

	Sub-total
	

	
	

	
	

	
	

	
	

	
	

	Sub-total
	

	
	

	
	

	Sub-total
	

	
	

	
	

	
	

	GRAND TOTAL
	


TESDA-SOP-PIO-03-F14
TOTAL NUMBER OF EMAILS BY CATEGORY
For the month of _________
	Category

(TESDA Programs and Services)
	Total

	Subtotal
	

	
	

	
	

	
	

	Subtotal
	

	
	

	
	

	Subtotal
	

	
	

	Subtotal
	

	
	

	Subtotal
	

	
	

	
	

	Subtotal
	

	
	

	Subtotal
	

	
	

	
	

	Subtotal
	

	
	

	
	

	TOTAL
	


TESDA-SOP-PIO-03-F15
TOTAL NUMBER OF SMS BY CATEGORY
For the month of _________
	Category

(TESDA Programs and Services)
	Total

	Subtotal
	

	
	

	
	

	
	

	Subtotal
	

	
	

	
	

	Subtotal
	

	
	

	Subtotal
	

	
	

	Subtotal
	

	
	

	
	

	Subtotal
	

	
	

	Subtotal
	

	
	

	
	

	Subtotal
	

	
	

	
	

	TOTAL
	


TESDA-SOP-PIO-03-F16
Detailed Report on TESDA CRMS
Month: __________

	Region
	Province
	# of Referred SMS
	# of 
Responses
	# of Referred E-mails
	# of 
Responses
	# of Referred Calls
	# of 
Responses
	# of Referred YP4SC
	# of 
Responses
	# of Referred SMS Complaints
	# of 
Responses
	# of Referred CCU Complaints
	# of 
Responses

	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	

	 
	
	
	
	
	
	
	
	
	
	
	
	
	

	 
	
	
	
	
	
	
	
	
	
	
	
	
	

	 
	
	
	
	
	
	
	
	
	
	
	
	
	

	 
	
	
	
	
	
	
	
	
	
	
	
	
	

	 
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	

	 
	
	
	
	
	
	
	
	
	
	
	
	
	

	 
	
	
	
	
	
	
	
	
	
	
	
	
	

	 
	
	
	
	
	
	
	
	
	
	
	
	
	


Prepared by: 








Noted  by:

CRS Staff








CRS Supervisor
Receives telephone calls and complaints 





Accesses e-mail account and TESDA Online SMS Facility





Logs and records 





Provides information, Replies to text and email messages/or  


Provides Referral for complaints and other service requirement 





Prepares Report/s 





Transmits Report/s








