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Abstract

Service quality over the telephone is increasirfgbgoming a critical competitive factor to an orgartion’s
success. A previous study (Latifah A.L et al 200@)ducted in OUM found that learners rated theofeihg two
items ‘University staff is easily contacted by telephone” and “toll free number for learner services center is easily
reachable’ as least satisfactory. This indicates that OUMEEphone services need to be improved. To enable
improvements to be made, the source of the problesds to be identified. To achieve this, the Mys€alling
approach is used, whereby a total of 40 calls wesde by a mystery caller to OUM staff. The respsrfsom
staff were rated based on a set of questions cetatdriendliness, professionalism, issue resofytiguality of
response, and other commonly known problems gdpdaaled by learners in telephone calling. Thailtssare
analyzed using the Lean Six Sigma 5-step methaat, i) define, measure, analyse, improve and contro
(DMAIC) to rectify the problems encountered in f#tene calling at OUM. The findings suggest thate¢his no
standard procedure in answering telephone callident by the variety of responses. In additibis also found
that the calls were not attended to in an apprtgaad timely manner. There is also a lack of kreolge on the
part of the staff in terms of their inability tosave the issues raised, not providing the releugotmation and
“passing the buck” to others. Finally, the attituaféhe staff was found to be condescending irr tthealings with
learners. This paper recommends that a standaphiehe response procedure be put in place ancblénant
training be provided to staff. Recognising that tekephone is an ubiquitous form of communicatiomoag
distance and widely distributed learners, remoxhmgr pain points in this service will immenselyntabute to
the enrichment of their learning experience at OWhally, this study represents one of the manfjatives at
OUM in attempting to improve its services to itareers in line with its learner centredness
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Introduction

Service companies particularly higher educationitutgons (HEIS) are exposed to tensions stemmiagnf
increasing consumer demand levels as well as iifisthscompetitive pressure. Customer service is an
important issue for all types of organisations. Basiness organisations in a competitive envirortmieris
obviously necessary to pay attention to the le¥eleovice provided. Customers are free to chodsersltives,
and so if they perceive that they will get bettervice at a competitor, they can transfer soméeif tcustom.
Relevantly, more and more service organizationscarelucting customer research. But the problem hwhic
surfaces is that within the minds of individual tamsers, feelings can vary from intensely positiventensely
negative. Relevantly, traditional research methadigéch assume that customers can verbalize thelinfgs are
not sufficient in helping the service providersnfoa coherent picture of customer attitudes. The paom
needs to dig into customers conscious and subanrssaninds. The researchers in this study aim atisize
factors that can improve efficiency and effectivenef processes in the Centre for Graduate Stud@es.is
important in ensuring sustainability of the poshdyrate programs. The previous study conducted dpeeial
committee in 2007 has scrutinized the viabilityGifM’s existing programs by a portfolio-analysis. dwaf the
four constructs employed in the portfolio analysi® student satisfaction and retention rate. Thente
Importance —Performance survey conducted on thegraduate OUM students showed that students diver a
satisfaction were significantly influenced by ‘ Ressiveness’ and ‘Accessibility’ dimensions. Tfisms the
rationale for the present study. As a result imprognt opportunities obtained will yield significgratyback in
terms of increasing customer contact time. Thisromepment may be identified by service functionslapg
Lean Six Sigma principles and tools.

Methodology

Theory of Mystery Calling

What is mystery calling? “We call this a ‘tele-buesss card’. A customer’s first contact with yougamisation
may be made through a telephone call. The way iciwd potential customer is being addressed magr@te
his or her final view on your organisation. By ugipseudo callers’ or mystery callers, we will d#eato find out
how your staff deals with this ‘business card’. H»er, not only verbal communication will be observé/e
believe that even during a telephone call, nonalecbmmunication may affect the overall perceptbquality,
e.g. awkward moments of silence during a conveysaiver the phone.”

Mystery Calling is a market research instrumentli@robjective measuring of the service qualitthatcustomer
interface telephone. It provides thus detailed @jéctive information about strengths, weaknesadsaom for
improvement at the customer interface. Related"tea" service situation on the telephone this nsghat a test
caller feigns interest at a service and lets hifriiseconsulted regarding this. The test caller cabe recognized
as such to the call centre agent. This contacatsita enables us to analyse and judge objectihelye subjective
experiences made by “regular” customers when usiadnotline service. Mystery Calling is a hot topiw much
talked about. Despite its widespread use and tireasing meaningfulness of the method, qualitedst
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methodical procedure and methodology problemseftékt execution have hardly been discussed ghea#d to
write more)

The Mystery Calling Interviews

Altogether, 40 test calls were carried out. All tadls were carried out by one caller. A pre-tegis carried out
to develop a certain confidence and routine. Inctigse of these tests the importance of a camaitne and
experience in order to be able to appear as a fgehaustomer, became quite noticeable. Thus thegsts were
very important for the success of the examination.

The caller acted out different behaviour pattekws.example, the caller called a “pleasant and k&frqustomer.
He has time, expresses himself politely and is kargt in some other cases "unpleasant, difficulistomer. He
is impatient, permanently interrupts the call agem doesn’t speak very clearly. The caller usééreint
dialects as well as voices, acted friendly or @mnfdly and appeared either patient or impatients €hnsiderably
reduced the risk of being unmasked.

The Sample

The sample used in the study comprised of randorstdf® who answered the telephone calls of the aenyst
caller and real cases scenarios were questioned frem and they were rated according to the same
questionnaires.

The Analysis

The data were analysed using Minitab for Windowssie& 15. The mean scores of each of the servirasit
were calculated and ranked accordingly. A Sigmallenalysis was conducted for certain questionschvhi
analysis come in the following.

Analysis of the Results
The questions of the questionnaire are analysadibiyab to attain the six sigma level for each avery one of
them. The results are evaluated with respectatodstrd procedure in answering telephone calls idg ivby the
variety of responses, attendance to telephonewdhsregard to timliness and appropriateness,wkedge on
the part of the staff in terms of their abilityresolve the issues raised, providing the relewdotmation and
finally, the attitude of the staff in their dealsgith learners
During the 41 test calls the employees of the serkibtline answered the phone in various ways la@d t
welcoming sentence appeared in four different tiana:
Table 1: Results of question 1

How does the staff greet and introduce himself tau over the phone?

Cumulative
Frequency| Percent | Valid Percent Percent
Valid  with the university name 23 57.5 57.5 57.5
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with his/her own name 3 7.5 7.5 65.0
with the university name

and with his his/her name 11 21.5 27.5 925
No greeting and

introduction 3 7.5 7.5 100.0
Total 40 100.0 100.0

These different expressions were also perceivegiging in kindness by the test callers. The lastant gave
the respective test caller the impression thatveere not particularly welcome as a customer. Thisfof
welcome seemed very brisk and the employee diduwmatse the feeling that he is “pleased” about custts
call.

Table 2: Table of the results of question 2
How friendly do rate the greeting of the staff?

Cumulative
Frequency| Percent | Valid Percent Percent
Valid Not so friendly 10 25.0 25.0 25.0
Friendly 28 70.0 70.0 95.0
Very Friendly 2 5.0 5.0 100.0
Total 40 100.0 100.0

On average the "welcoming friendliness" of the eaypé was given 4 scale points on the rating s€aléng the
farewell greater fluctuations regarding “friendk&sé than during the welcoming may be observed. agents
were evaluated as follows: 2.5% "very friendly" %65friendly" and 30% "not so friendly ". The assesnt "not
so friendly" was made by the test caller who acgtler unfriendly and impatient himself. The testers

registered ten different farewell sentences.

Table 3: Results of question 5
What the staff said to you at the end of conversain?

Cumulative
Frequency| Percent | Valid Percent Percent

Valid No comment 29 72.5 725 72.5

not apologetic at all, very

snhob, making the life

dificult for a simple requeg 1 2.5 2.5 75.0

Thank you for calling 1 25 2.5 77.5

Thank you, bye 2 5.0 5.0 82.5
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Refer to the responsible

department/person 1 2.5 2.5 85.0
The staff said call back

tomorrow and insisted on

taking a message and 1 25 2.5 87.5
finally he hung up the call

OK 3 7.5 7.5 95.0
Thank you for calling

OUM 1 25 25 97.5
Can not remember 1 2.5 2.5 100.0
Total 40 100.0 100.0

Generally one can say that the farewells often selerary colloquial and "simple" to the respectigsticaller.
Questions like “Can | do anything else for you? Do you have any other questions?" were not ableithe
employees in the context of this examination. Aswl statements such as "We would be pleased about
serving!" or "l wish you a success!" were not used.

Sig Sigma level

Six Sigma is an overall strategy to accelerate awpments in processes, products and services. igh@aS
process capability is gauged by Minitab and theeaanges from less than 1 to 2 and then the é&ihaidents
per million are calculated accordingly. The idei Sigma has capability process of 2.00 with 3.4ufas per
Million. Figure 1depicts the sigma levels.

OPEN UNIVERSITY
ﬁT From 20 — 6 o: Statistic® MALAYSIA

Process Failure-Parts
Capability Incidents
Garage example per Million

Co ¢ ppm

N
Carl Friedrich Gauss
(1777-1855)

40 6,210

100 30 66800

067 2.0 308540

/
rd
¢

LFL= Lower Failure Limit HFL= Higher Failure Limit
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Figure 1

For the gquestions that sigma analysis is done jthb the results are provided in the following:

For the questions asking whether the staff anstherphone with appropriate speed, loudness as shokigure
2 and 3, Z.Bench (Sigma Level) value is 1.15 a4 lwhich shows the sigma level in the 2 sigma eang

Process Capability of Appropriate Speed?

— Within
— —— Owverall

Process Data

LsL 1 /"\
Target * =
uSL 4 = Potential (Within) Capability
Sarmple Mean 2.8 Z.Bench 1.15
Sarmple M 40 Z.LsL 193
StDev(Withing - 0.931988 Z.UsL 1.29

Cpk 043

StDev(Overal)  1.01779

Overal Capability
ZBench 1.00

Z.Ls0L 1.77
£.UsL 118
Ppk 0.39
Cpm s

1 2 3 4 5
Chserved Performance Exp. Within Performance Exp. Oweral Performance
PPM < LSL 0,00 PPIM < LSL 26719.52 PPIM < LSL 38485 .59
PPM > LUSL  0.00 PPM = USL 93947 .72 PPM = USL 11919419
PRIV Total 0.00 PPM Total 125667.23 PPM Total 15767978

Figure 2
Process Capability of Approproate Loudness?

Process Data — Within
LsL 1 === QOverall
Targst X
usL 4 Potential (Within) Capability
Sample Mean 2,85 ZBench 1.24
Sarmple N 40 ZLsL 2.14
StDev(Within)  0.863793 ZIsL 1.33
StDev(Overal)  1.00128 Cpk 0,44
Overal Capability
ZBench  1.00
ZLsL 1.85
Z.JsL 1.15
Prk. 038
Cpm 4

Observed Performance Exp. Within Performance Exp. Overal Performance

PPM < LSL  0.00 PPM < LSL 16108.18 PPM < LSL 3232774

PPM = 1USL 0.00 PPM = LJSL 91539.10 PPM = USL 12537523

PPM Total Q.00 PPM Total 10764728 PPM Total 157702.98
Figure 3

For the questions asking whether the caller wasrganough attention, staff expresses himself gleand the
staff has a pleasant voice Z.Bench (Sigma levalyesranges from 1.49 to 1.59 which shows theaitgvel is
closer to 2.
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The highest sigma level is for the question abnahéliness of the staff in ending the conversatiod the value
is 3 sigma as shown in Figure 4.

Process Capability of Fr. at endng the conv.

LSk
Process Data : —_— Within
LsL 1 | — — — werall
Target * |
(W= 4 | Potental (Within) Capability
Sample Mean 2675 : ZBench  2.49
Sample N 40 | ZLsL 3.20
StDev(Withind  0.522822 | Z.UsL 253
Sthev(Overal) 0572332 : Cpk 0.84
| Crveral Capability
I ZBench 2.26
! ZLlsL 2.93
| Z.1JsL 2.32
| Ppl 077
A | Cpm *
& |
N |
|
T
4
Observed Performance Exp. Within Performance Exp. Owveral Performance
PPM < LSL 000 PPM-< LSL 578,22 PPM < LSL 171=2.32
PPM = USL 000 FPM = 1USL 563326 PP = LUSL 10204 .03
PP Total Q.00 PPN Total 5211.48 PPM Total 12017 .35

Figure 4
Service Process Improvement with Lean Six Sigma

Gaining Control over Process Complexity

The customer is advised to define service standesdsmatter of urgency and to also communicasethe
sufficiently clearly. If the employees observe thetandards, then improvements will be noticeabldliagent
dependent ranges of capacity. The following sumseara couple of suggestions on possible servindatds:

* We welcome our customers and also the colleagussansmile. (Even if the customer does not see you,

he will feel their smile.)

¢ Personality on the telephone — we're there for you!

¢ Quality is not a matter of chance -- we want yobbedl00% satisfied with our service.

* You can rely on us -- we help you with expertiseneitment and dependable information.

Welcoming and farewell
It is recommended that the customer introduceradsta greeting. This should have the caller recgttiat he is
a welcome customer. The following are just two pnktes:
*  Welcome at OUM, my hame i@me surname;
« Good morning (emphatic); welcome at the servicegressf OUM, my name isame surname, May |
help you?
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The employees should be trained to find an adegudttérom the conversation and to say farewedridly.
He/she should adapt to the course of the conversdfithe customer concluded ain inquiry the ergpisays
thanks for calling and points out to the callett th& he is welcome to call the service numbeiaisecf any
further questions.
If it seems fitting, it is nice and shows intertsdt the employee asks:

« Do you have any further questions which | can ansareyou?

¢ Can | perhaps do anything else for you?

Conclusion

This work dealt with the market research instrumiéhtstery Calling” for the measuring of the servipgality on
the customers' interface - telephone. Startingtpithe considerations was the hypothesis put dodvat the
beginning: "Mystery Calling is a suitable instrumhéo examine the processes of service in the tieleip
customer contact and particularly to measure tladitguof this service!" At first theoretical basegre worked
out. It became evident that the preparatory phsysec(fication of the research design) takes most tiy far. The
more polished the design of the research, the singpid easier the test execution and result evatuathe
information gained in the theoretical and practjzaits allow a confirmation of the hypothesis prtvard,
Mystery Calling is a suitable instrument for theamearing of the service quality at the customenfate
telephone. This said, further research with regémcrocedure, test execution, methodology, tiauation of
results and the fault analysis is clearly needed.

"Objectivity is the characteristic of Mystery Calyj!" -- This is the predominant opinion among thpegts. Until
now, only few voices have spoken out criticallyeTtelephone contact situation is a human meetitiy avi
personal, differently coloured quality. This walkrifies that not everyone can be a call centenagSpecialists
must be employed at the interface to the custoiifer.attitude of enterprise management that pugtilglents or
temporal workers (without qualification) could wdrka call centre is not up-to-date and harms teggie of the
university. Institution’s awareness of this issult @hange or increase within the next years angstdry
Calling" therefore will experience a boom.
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