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	Creating an effective call center Agent performance evaluation template involves asking questions that assess key areas such as communication skills, adaptability, quality of work, and cultural fit to ensure Agents are meeting performance expectations and contributing to the team's success.

	

	

	1. Communication Skills

	

	Q1: How effectively does the Agent communicate with customers in terms of clarity and tone?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	Q2: In what ways could the Agent improve their listening and response skills?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	Q3: Does the Agent speak clearly and use appropriate language with customers?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	Q4: Does the Agent actively listen and respond to customer queries effectively?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	2. Customer Service

	

	Q1: How well does the Agent demonstrate empathy and patience when handling customer concerns?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	Q2: Can you provide an example of how the Agent resolved a challenging customer issue?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	Q3: How well does the Agent handle customer complaints, and are there areas for improvement?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	Q4: What improvements could be made in the Agent’s approach to delivering a personalized customer experience?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	3. Product/Service Knowledge

	

	Q1: How does the Agent handle situations where they don’t have immediate answers about products or services?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	Q2: Are there any areas where the Agent needs to improve their knowledge of products or services?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	Q3: How well does the Agent understand and explain the company’s products or services?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	Q4: In what areas can the Agent improve to deepen their product knowledge?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	4. Technical Proficiency

	

	Q1: How proficient is the Agent with the technical tools and software used in the call center?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	Q2: Can you provide examples of how the Agent handled technical challenges during calls?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	Q3: How well does the Agent adapt to new software or system updates?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	Q4: Does the Agent effectively troubleshoot minor technical issues independently?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	5. Quality Assurance

	

	Q1: How often does the Agent meet or exceed the expected quality assurance standards?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	Q2: What specific feedback could help the Agent improve in maintaining high-quality service?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	Q3: Can you provide an example where the Agent’s performance was especially aligned with quality expectations?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	6. Adherence to Protocols

	

	Q1: How consistently does the Agent follow company policies and procedures during calls?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	Q2: In what situations does the Agent show flexibility while adhering to the script?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	Q3: How effectively does the Agent handle compliance with security and data protection protocols?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	Q4: Are there areas where the Agent could improve in following the company’s guidelines?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	7. Problem-Solving

	

	Q1: How effectively does the Agent solve problems on the spot during customer interactions?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	Q2: Can you describe a situation where the Agent successfully resolved a complex issue?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	Q3: Can the Agent think critically to avoid repeat problems, and how do they approach preventing them?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	
	

	
	

	8. Management Feedback

	

	Q1: How does the manager view the Agent’s overall contribution to the call center?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	Q2: Is the Agent recommended for promotion or additional responsibilities?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	Q3: What steps should the Agent take to prepare for a potential advancement?

	

	Adele's answers
	Miriam's answers

	Lorem ipsum
	Lorem ipsum

	
	

	
	

	Rating of this employee (Miriam's answers) (Between 1-10)

	 
	Rating
	 
	Weighted Average

	Cultural fit
	6.5
	 
	7.125

	Adaptability
	8
	 
	

	Quality of work
	7
	 
	

	Communication
	7
	 
	

	Overall Comments
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