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RESOLUTION FRAMEWORK

First Call Resolution (FCR) : a crucial metric in customer service that
measures the ability to resolve customer issues during the first interaction.
A well-executed FCR strategy enhances customer satisfaction, reduces call
volumes, and optimizes resource utilization. This framework outlines a
systematic approach to ensure successful FCR outcomes.

FRAMEWORK STEPS

Active Listening and Empathy:
« Greet the client warmly and introduce yourself.
« Create a positive atmosphere by using empathetic language and tone.
« Allow the client to explain their concern fully without interruption.
« Demonstrate active listening through verbal cues ("l understand," "Tell me more") and
non-verbal cues (nodding, affirming gestures).

Gathering Information:
« Ask open-ended questions to encourage clients to provide detailed information.
« Use the 5 W's and 1 H (Who, What, Where, When, Why, How) to gather comprehensive
context.
« Encourage clients to share any relevant details, including account information,
previous interactions, and specific issues.

Checklist of Probing Questions:

« Is this the first time you've encountered this issue?

« When did you first notice the problem?

« Can you describe the exact steps that led to the issue?

« Have there been any recent changes to your account or settings?
Are there any error messages you've encountered?
« Have you tried any troubleshooting steps on your own?

Analyzing the Concern:
« Summarize the client's concern to ensure a mutual understanding.
« Clarify any ambiguous points and ask for confirmation on your understanding.
« Use active listening to uncover underlying issues that might not be immediately
apparent.

Generating Solutions:
« Based on the gathered information, propose potential solutions.
« Provide clear explanations of each solution and its benefits.
« If applicable, offer step-by-step guidance for implementing solutions.If unsure,
involve relevant team members or escalate as needed.

Concluding the Call:
« Summarize the solution provided and the steps taken during the call.
« Thank the client for their patience and cooperation.
« Provide any relevant follow-up information, such as case numbers or reference
details.
« Encourage clients to reach out if they encounter further issues.



