
CallerDate:   /   /   MS Ref No: QC:

Start Time End Time

Authority Code

Section A: Response 

Clear, not rushed, not downbeat or unfriendly
Please give actual words used

i.e Good Morning/Afternoon, Hello, You are through to .....

If the call was answered completely by the switchboard without being transferred leave A5 blank

LGCSB - Call Report

Use watch or clock - 1 ring = 4 sec

5 Was the Department name given? Yes No

4  Was the Council name given (recorded message or in
person)?

Yes No

3  Did the greeting include any salutation? Yes No

2  Was the greeting given in a professional tone? Yes No

1  Seconds from finish dialing to answer by a person

Max Score     Actual Score     Percentage    %

D E Time

Tel No called

Aborted Calls

6: Were you transferred? No Once More than once

7: If transferred, was it helpful? Yes No

8: If transferred, did it seem the new person had been
briefed about your enquiry before they spoke to you? Yes No

Leave blank if not transferred

Leave blank if not transferred

(non scoring)

Scenario

Authority

Scenario Type General Enquiries Contact Centre Direct Dial Contractor

Acceptable includes - full council name
                               - abbreviated council name as long as it is clear
                                - site name e.g. Town Hall
                                                       Pitford Library
                                                       Splash Leisure Centre
                                                       Council Offices

'YES' unless it clearly was not necessary or helpful

If it is not clear, answer their initial enquiry with something like "didn't the lady I spoke to tell you"? 
or something similar
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Section B: Customer Service Style

(i.e no gaps, no background noise, didn't drop the phone or cut off the call)

1  Did the advisor sound courteous Yes No

2  Was the advisor helpful Yes No

4  Was your question answered fully? Yes No

6  Was the call ended politely? Yes No

7  Was your call handled professionally? Yes No

8  Rate how your enquiry was dealt with Excellent Good OK Poor

Please comment on the call 

Max Score     Actual Score     Percentage    %

Max Score     Actual Score     Percentage     %

3. Did the advisor use listening skills? Yes No

5. Was the response clear and free of jargon? Yes No

Made it clear they understood what you were saying

Clearly taking the time to ensure you query is dealt with

'YES' if clear concise, professional. 
'NO' if muddled, unclear.

Either thanked or similar polite ending
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