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Private and Confidential
Date: 07-07-2026
RECORD OF COACHING

	Employee Name
	Humphrey Rampa

	Supervisor Name
	ANGEL BUTHELEZI

	Line Of Business
	IMP

	Coach’s Name
	ANGEL BUTHELEZI


	
Coaching Topic: 

	Call Detail

	Date and time of call
	7/7/2026 4:18 PM

	Patient MRN
	16355220

	Call ID
	33781631

	Description of what happened on the call?
	Name of medication not added on the encounter

	Did the Agent Listen to the call during the coaching session?

	Yes



Areas of strength
	Highlights- Strengths: What went well?


	






Root cause analysis:


	Why 1:
What went wrong?
 (e.g., double booking, incorrect appointment time, missed booking, wrong doctor selected)
	1
Patient did not add the medication name for the pt



	Why 2:
Why did the error occur?

	1. agent did not souble check encounter

	Why 3:
Why did this happen?

	1.agent was working to speedily on the call with pressure from the call volumes

	Why 4:
Why were YOU unable to prevent or catch the error before going to the next call?

	1. yes, agent had to log off and close calls up to ensure that they are thoroughly through with their encounter

	Why 5:
Why does this opportunity exist? (Training, system limitation, workload, communication, time pressure, etc.)

	To ensure that agents double check every encounter and produce quality over every encounter they have



Development Plan:
	Action Plan (SMART)

	
Be Specific: 
A clear definition of what needs to be done, by whom and why
	Agent needs to ensure that they double check every encounter and do not rush whatever encounter they are busy with.

	
It must be Measurable:
There must be a metric/ measure to track progress or success
	Quality Assurance KPI processes, 

	It must be Achievable and Realistic:
The activity/action must be Realistic and achievable
	Agent will have to check work by ensuring that before moving over to the next encounter, everything has been added in correctly


	
Have a timeline:
There must be a clear deadline or time frame?
	From the time of submitting the coaching document



This document serves as a record of the discussion highlighting coaching feedback that has taken place between Supervisor and employee with the focus on a SMART action plan to improve overall performance. Action plans are binding and committed to, to improve levels of service being delivered to customers 




Next Steps:
	Follow-up date
	

	Was the coaching feedback applied: Y/N
If not advise as to why
	yes





Managers signature:     ________________________________

Employee’s signature: ___H.Rampa (9003225920086)___________________________
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