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	294.
	3.16.2 Customer inquiries handled by CSRs in the CSC
	103: Part F
	If the caller selects incorrectly and is transferred to another “line” this call will not be paid for.  Only the second call will be paid for.

 

How can the contractor be responsible for a Customer making an incorrect selection?  How do you propose monitoring this incorrect selection activity?



	Response
	
	
	The CSR is required to document the details of all calls in accordance with the Administration Desk Reference Guide as part of the wrap up ​activity.  The Contractor will be paid based on the call resolution criteria in section 3.16.2 (B)(C). Monitoring of incorrect selection activity may be done through random sampling of calls.
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