
What to do if
General working issues/questions
· I am ready to work but I have no internet connection?
· Send management a KITE, change work locations  
· If you have no internet after 30 minutes, please CLOCK OUT using the DTC PM time card until your internet is back up.  

· I started to work/ready to start working but my laptop is not working?
· Send management a KITE; go to internet cafe/library to work the best that you can. You will not be paid for downtime if you are still in probation
· If your laptop is not working after (60) minutes, please CLOCK OUT using the DTC PM time card until you have a laptop to work with.  

· I forgot or do not have current versions of paper forms for the week?
· Find a way to make paper copies for the week. You will not be paid for down time if you are still in probation even if you have a fulltime contract permanent contract.  
· You should make paper copies as you as you receive updated versions. 

· For whatever reason, the company did not send me copies of updated paper forms for the new week, what should I do?
· Copy old forms and use them until you receive a new set of forms. You will not be paid for down time if you are still in probation even if you have a fulltime contract permanent contract. A full time permanent contract simply means that you will be continuously employed with a maximum pay ceiling.  

· I need to speak with my mentor, but I cannot reach him/her via phone, what should I do?
· Continue working, use your better judgment, and send your mentor a text to contact you as soon as possible. You will not be paid for waiting around time if you are still in probation even if you have a fulltime contract permanent contract. Be advised that mentor work hours are 10:00 AM – 6:00 PM Mondays – Fridays
· Attempt to contact your mentor by phone, text, and or email
· Leave a message on the central message line
· Finally, send a KITE to management 

· I already sent my mentor a text after calling, but my mentor still has not responded to me, what should I do?
· Continue working if possible, use your better judgment, and send company a KITE requesting that someone contact you as soon as possible. You will not be paid for waiting around time if you are still in probation even if you have a fulltime permanent contract. Your pay time will stop from the time of reporting the issue.
· Attempt to contact your mentor by phone, text, and or email
· Leave a message on the central message line
· Finally, send a KITE to management 
· If still no response, take action using your better judgment

· I tried sending an email, and discovered that my company email is not working, what should I do?
· Send company a KITE to inform them that your email is not working, and use your GMAIL default account in the meantime until your assigned work email gets fixed. 
· If none of your emails are working, contact all candidates via text/phone to change interview times to the next business day as a precaution. Use your QUALITY ASSURANCE script to move/change appointments.

· The company sent me a PDF document, but I cannot open it, what should I do?
· Send company a KITE informing company that PDF cannot open, and request that the document be re-sent to you in a format which you can use/negotiate. 

· I thought that I could work today or for the entire workday, however I am unwell and cannot work or continue to work today as scheduled?
· If you had already signed IN for work, sign OUT at the time of illness using the mandated time card. Otherwise, send management a KITE indicating your inability to work, and take necessary measures to recover as soon as possible.

· I have no internet/device and would like to sign OUT, what can I do?
· Call the landline at the bottom of your email or on the company website, and leave a voice note that you are signing out as you have no email access.

· As required by the fixed weekly schedule, I checked my work email links to make sure that they were working, and found that the link to the website is broken or that the website is currently down, what should I do?
· Send a KITE to management immediately...after which call to inform your mentor immediately ...and wait for a management response before proceeding further. NOTE: Under no circumstances must you attempt to conduct video interviews while any of your email links or a website to which the links are pointing is down without :-
· Waiting for management response as to corrective action
· Notifying and apologizing on behalf of the company by using the QUALITY ASSURANCE script.     

· I am struggling to meet my screening lead target for the week, what can I do?
· Send a KITE to management regarding this matter
· Follow fixed task work schedule
· Read and follow advice on how to meet my KPI targets 

· I ran adverts on social media, but so far I have not received any candidates, what should I do?
· Ensure that your adverts are placed on all job boards assigned to you. Remember that Linked IN takes 1-2 days to approve of your advert. Face book is a bit more difficult, INDEED should yield about 10-20 candidates each day after approval. In your first week you can expect 30-50 candidates, if not, send KITE to management.

· I CLOCKED IN and I am available to work but I do not have any candidates left to call, so I have nothing to do, what action should I take?  
· Send management a KITE requesting more CVs, and in the meantime, complete a course module or place more adverts online.  

· I am willing and ready to work but I do not have enough CVs? 
· Send a KITE to your mentor as far in advance as possible so that you can get a supply of CVs/candidates to call. Remember that after you have received social media/online job advertising training, it will always be your responsibility within the first 1-6 weeks, to find your own supply of candidates/CVs, not that of the company/mentor.

· I was scheduled to attend an INTAKE meeting but I still have not received an email confirming the meeting and I need to make travel arrangements in advance of my journey...what should I do? 
· Send a KITE to management regarding this matter
· Read office INTAKE policy

· I was due to be paid my expenses today s far nothing has dropped into my account
· Send a KITE to management regarding the matter

· I submitted my assessment answer sheet to the course provider and should have received my results, but so far I have not heard back from them, what should I do?
· Send an email regarding the matter to:  
· I attempted to screen a candidate who claims that he/she was already contacted by the company, what should I do?
· Apologize to the candidate for the duplicate call...inform candidate that you will take necessary action to remove them from the call list...add candidate name to your X-SUB

· I attempted to screen a candidate who claims that our website has little/no information, what should my response be?
· Inform candidate that you will inform management so that the problem can be addressed and corrected if necessary...add candidate to your X-SUB under code HQ=has questions 


· My work email is not working ...no emails are coming in and sent emails are bouncing back...and I have emails to send out to my candidates...what should I do?
· Send management a KITE informing them of the situation...and use your GMAIL DEFAULT email until your official work email is back up and operational 

· I have unanswered questions about how to complete my tasks OR I attended the training but I am still un-sure how to complete my tasks efficiently, what should I do?
· Send a KITE informing your mentor, and await further instructions. In the meantime, if you can use your better judgment to do the work, do so  
Reference phone interviewing
· One of my applicants/candidates is demanding to know where we get his/her CV or name from, and since I am not authorized to disclose the source, what action should I take?
· Inform your candidate that you will request that a member of the management team get back to them within 2 hours. Then, send a KITE to management requesting that a manager respond to applicant/candidates as soon as possible. Continue calling other candidates. 

· One of the candidates I called appears to be irate/hostile/upset at request/process/company/requirement/advert)...how should I handle it?
· Inform your candidate that you are new at the job and so you will request that a member of the management team get back to them within 2 hours. Then, send a KITE to management requesting that a manager respond to applicant/candidates as soon as possible. Continue calling other candidates

· I contacted one of my candidates who insisted on directing questions to management instead of speaking with me?
· Inform candidate/applicant that you will request that someone from management contact them immediately. Send management a KITE requesting that the candidate/applicant be contacted as soon as possible. Continue calling other candidates or working normally. 

· I called a candidate who indicated that someone else from the recruitment team had already contacted them/interviewed them/or that they are already under offer, what action should I take?
· Follow the QUALITY ASSURANCE CHANGE SCRIPT (QACS) in responding to the candidate, and then send a KITE to management with the candidate’s details so that the company can take corrective action. If you have an upcoming interview/meeting booked with the candidate, please cancel it at this time. After sending in the KITE, note candidate as a BAD number on your proof of work (POW) and on your CONVOS sheet. 

· I contacted an applicant/candidate, and during the interaction, the applicant/candidate was requesting information which I did not have regarding the company ownership/shares/value/worth...what should I do?
· Follow the QUALITY ASSURANCE in responding to the candidate, and then send a KITE to management with the candidate’s details so that the company can take corrective action. After sending in the KITE, note candidate as a BAD number on your proof of work (POW) and on your CONVOS sheet. 

· I contacted an applicant/candidate, and for whatever reason the applicant/candidate indicated they desire to file a complaint/review of some-kind against the company/process...what action should I take?
· Inform candidate/applicant that you will request that someone from management contact them immediately. Send management a KITE requesting that the candidate/applicant be contacted as soon as possible. Continue calling other candidates or working normally. 

Usually relating to video interviewing
· I would like to conduct a video interview but I do not have a white shirt/blouse or neck tie as required by dress code policy?
· Contact all candidates using the QUALITY ASSURANCE CHANGE SCRIPT (QACS)...to move all videos to a date/time better time at which you will be able to comply with the company dress code for VIDEO meetings. After moving your videos, send management a KITE informing the company of the action which you had to take.

· Candidate requests that VIDEO interview recording be deleted?
· If a candidate requests that his/her recorded video meeting be deleted, delete recording if it was in fact recorded. Confirm the deletion via email sent to candidate, and mark candidate as a C-BA(hostile) on the D-SUB 

· I have interviews scheduled by my baby is acting up and there is a very good chance that he/she will pose a distraction during the interview, what should I do?
· Contact all candidates using the QUALITY ASSURANCE CHANGE SCRIPT (QACS)...to move all videos to a better time. After moving your videos, send management a KITE informing the company of the action which you had to take.

· I have video meetings scheduled, but for some reason, my ZOOM recording is full?
· Delete links of any C candidates, and or transfer any 6 video links to management using a recording transfer form. Then send management a KITE informing the company that you require authorization to delete the links as soon as possible to free up space so that you can record new video meetings. Please make sure that you receive confirmation before deleting zoom links as we must store recordings by policy for 6 months. NOTE: You must not record any video meetings on any laptop device at anytime without written authorization from the company.

· I conducted a video meeting, but it failed to record. What should I do?
· Send management a KITE informing them of the failure to record, and await management response to your KITE. If you have additional videos to conduct, complete them until the end of the work day or until you hear back from management 

· I have a video meeting for which I will either be late or will not be able to conduct for whatever reason?
· Call candidate using QUALITY ASSURANCE CHANGE SCRIPT(QACS) and move video to another mutually acceptable date/time

· I have a scheduled video, but do not have the candidate CV to review, what should I do under the circumstances?
· Proceed to interview candidates using phone interview information with the NO-CV preview video script
Money business and promised equipment
· I made a work related purchase but for whatever reason, I cannot produce the receipt, but would like to claim a refund of the purchase price, what should I do?
· Go ahead and add the item and its price to your weekly expense report, and send a KITE to the company explaining the situation.

· The company promised me a laptop and I for whatever reason, I still have not received it and my personal laptop is on its last leg, what can I do?
· You will be required to find a working laptop until a new unit is available for you. It remains your responsibility to have a working laptop to work from where you can get one. 
· Read equipment policy

Terminating and exiting employment
· I wish to terminate my contract of employment for whatever reason, what should I do?
· Call any booked candidates using the QUALITY ASSURANCE CHANGE SCRIPT (QACS), switchoff your work mobile, and then send the company a notice of resignation, the sign OUT using the designated time card, and await a response from management.

· I went down to the office but there was no one there to meet with me?
· Send management a KITE
· Claim travel costs using your weekly expense report 

· I should have already received my payslip, what should I do?
· Send management a KITE

· a candidate that wanteeaquestioned where got CV from
· 
No lapy topr yet
· I am ready to work but I have no internet connection?
· Send management a KITE, change work locations  

· I started to work/ready to start working but my laptop is not working?
· Send management a KITE; go to internet cafe/library to work the best that you can. You will not be paid for downtime if you are still in probation

· My phone ran out of credit?
· Use any card to top up your phone online as soon as possible. If you have no money, send management your work phone number and request that management top up your phone online for you to use. You will not be paid for down time or waiting time is you are still in probation, even if you have a fulltime contract permanent contract. U.K. employment law does not obligate us to pay you if you are idle. You are deemed idle if you are not reviewing candidate CVs, calling,  emailing, or interviewing  candidates on our behalf or if you are not attending a training session. A full time permanent contract simply means that you will be continuously employed for 40 hours a week with a maximum pay ceiling.  

· I forgot to copy new paper forms for the week?
· Find a way to make paper copies for the week. You will not be paid for down time if you are still in probation even if you have a fulltime contract permanent contract.   

· For whatever reason, the company did not send me copies of updated paper forms for the new week, what should I do?
· Copy old forms and use them until you receive a new set of forms. You will not be paid for down time if you are still in probation even if you have a fulltime contract permanent contract. A full time permanent contract simply means that you will be continuously employed with a maximum pay ceiling.  

· I need to speak with my mentor, but I cannot reach him/her via phone, what should I do?
· Continue working, use your better judgment, and send your mentor a text to contact you as soon as possible. You will not be paid for waiting around time if you are still in probation even if you have a fulltime contract permanent contract. Be advised that mentor work hours are 10:00 AM – 7:00 PM Mondays – Fridays
· Attempt to contact your mentor by phone, text, and or email
· Leave a message on the central message line
· Finally, send a KITE to kitecommunicationsystems@gmail.com 

· I already sent my mentor a text after calling, but my mentor still has not responded to me, what should I do?
· Continue working if possible, use your better judgment, and send company a KITE requesting that someone contact you as soon as possible. You will not be paid for waiting around time if you are still in probation even if you have a fulltime permanent contract. Your pay time will stop from the time of reporting the issue.
· Attempt to contact your mentor by phone, text, and or email
· Leave a message on the central message line
· Finally, send a KITE to kitecommunicationsystems@gmail.com 
· If still no response, take action using your better judgment

· I tried sending an email, and discovered that my company email is not working, what should I do?
· Send company a KITE to inform them that your email is not working, and use your GMAIL default account in the meantime until your assigned work email gets fixed. 
· If none of your emails are working, contact all candidates via text/phone to change interview times to the next business day as a precaution. Use your QUALITY ASSURANCE script part B to move/change appointments.

· The company sent me a PDF document, but I cannot open it, what should I do?
· Send company a KITE informing company that PDF cannot open, and request that the document be re-sent to you in a format which you can use/negotiate. 

· I thought that I could work today or for the entire workday, however I am unwell and cannot work or continue to work today as scheduled?
· If you had already signed IN for work, sign OUT at the time of illness using the mandated time card. Otherwise, send management a KITE indicating your inability to work, and take necessary measures to recover as soon as possible.

· I have no internet/device and would like to sign OUT, what can I do?
· Call the landline at the bottom of your email or on the company website, and leave a voice note that you are signing out as you have no email access.

· As required by the fixed weekly schedule, I checked my work email links to make sure that they were working, and found that the link to the website is broken or that the website is currently down, what should I do?
· Send a KITE to management immediately...after which call to inform your mentor immediately ...and wait for a management response before proceeding further. NOTE: Under no circumstances must you attempt to conduct video interviews while any of your email links or a website to which the links are pointing is down without :-
· Waiting for management response as to corrective action
· Notifying and apologizing on behalf of the company by using the QUALITY ASSURANCE script.     

· I am struggling to meet my screening lead target for the week, what can I do?
· Send a KITE to management regarding this matter
· Read and follow advice on how to meet my KPI targets 

· I ran adverts on social media, but so far I have not received any candidates, what should I do?
· Ensure that your adverts are placed on all job boards. Remember that Linked IN takes 1-2 days to approve of your advert. Face book is a bit more difficult, INDEED should yield about 10-20 candidates each day after approval. In your first week you can expect 30-50 candidates, if not, send KITE to management.

· I signed IN and I am available to work but I do not have any candidates left to call, so I have nothing to do, what action should I take?  
· Send management a KITE requesting more CVs, and in the meantime, complete a course module or place more adverts online.  

· I am willing and ready to work but I do not have enough CVs? 
· Send a KITE to your mentor as far in advance as possible so that you can get a supply of CVs/candidates to call. Remember that after you have received social media/online job advertising training, it will always be your responsibility within the first 1-6 weeks, to find your own supply of candidates/CVs, not that of the company/mentor.

· I was scheduled to attend an INTAKE meeting but I still have not received an email confirming the meeting and I need to make travel arrangements in advance of my journey...what should I do? 
· Send a KITE to management regarding this matter

· I was due to be paid my expenses, but so far nothing has come through, what should I do?
· Send a KITE to management regarding the matter

I attempted to screen a candidate who claims that he/she was already contacted by the company, what should I do?
· Apologize to the candidate for the duplicate call...inform candidate that you will take necessary action to remove them from the call list...add candidate name to your X-SUB

I attempted to screen a candidate who claims that our website has little/no information, what should my response be?
· Inform candidate that you will inform management so that the problem can be addressed and corrected if necessary...add candidate to your X-SUB under code HQ=has questions 

I encountered a candidate that wanteeaquestioned where got CV from
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· I submitted a stripe invoice for my module refund but it’s been over 1 week and my invoice has still not been paid, what should I do?
· Send a KITE to management regarding the matter

· My work email is not working ...no emails are coming in and sent emails are bouncing back...and I have emails to send out to my candidates...what should I do?
· Send management a KITE informing them of the situation...and use your GMAIL DEFAULT email until your official work email is back up and operational 

· I have unanswered questions about how to complete my tasks OR I attended the training but I am still un-sure how to complete my tasks efficiently, what should I do?
· Send a KITE informing your mentor, and await further instructions. In the meantime, if you can use your better judgment to do the work, do so  
Reference phone interviewing
· One of my applicants/candidates is demanding to know where we get his/her CV or name from, and since I am not authorized to disclose the source, what action should I take?
· Inform your candidate that you will request that a member of the management team get back to them within 2 hours. Then, send a KITE to management requesting that a manager respond to applicant/candidates as soon as possible. Continue calling other candidates. 

· One of the candidates I called appears to be irate/hostile/upset at request/process/company/requirement/advert)...how should I handle it?
· Inform your candidate that you are new at the job and so you will request that a member of the management team get back to them within 2 hours. Then, send a KITE to management requesting that a manager respond to applicant/candidates as soon as possible. Continue calling other candidates

· I contacted one of my candidates who insisted on directing questions to management instead of speaking with me?
· Inform candidate/applicant that you will request that someone from management contact them immediately. Send management a KITE requesting that the candidate/applicant be contacted as soon as possible. Continue calling other candidates or working normally. 

· I called a candidate who indicated that someone else from the recruitment team had already contacted them/interviewed them/or that they are already under offer, what action should I take?
· Follow the QUALITY ASSURANCE CHANGE SCRIPT (QACS) in responding to the candidate, and then send a KITE to management with the candidate’s details so that the company can take corrective action. If you have an upcoming interview/meeting booked with the candidate, please cancel it at this time. After sending in the KITE, note candidate as a BAD number on your proof of work (POW) and on your CONVOS sheet. 

· I contacted an applicant/candidate, and during the interaction, the applicant/candidate was requesting information which I did not have regarding the company ownership/shares/value/worth...what should I do?
· Follow the QUALITY ASSURANCE CHANGE SCRIPT (QACS) in responding to the candidate, and then send a KITE to management with the candidate’s details so that the company can take corrective action. After sending in the KITE, note candidate as a BAD number on your proof of work (POW) and on your CONVOS sheet. 

· I contacted an applicant/candidate, and for whatever reason the applicant/candidate indicated they desire to file a complaint/review of some-kind against the company/process...what action should I take?
· Inform candidate/applicant that you will request that someone from management contact them immediately. Send management a KITE requesting that the candidate/applicant be contacted as soon as possible. Continue calling other candidates or working normally. 
Usually relating to video interviewing
· I would like to conduct a video interview but I do not have a white shirt/blouse or neck tie as required by dress code policy?
· Contact all candidates using the QUALITY ASSURANCE CHANGE SCRIPT (QACS)...to move all videos to a date/time better time at which you will be able to comply with the company dress code for VIDEO meetings. After moving your videos, send management a KITE informing the company of the action which you had to take.

· Candidate requests that VIDEO interview recording be deleted?
· If a candidate requests that his/her recorded video meeting be deleted, delete recording if it was in fact recorded. Confirm the deletion via email sent to candidate, and mark candidate as a C-BA(hostile) on the D-SUB 

· I have interviews scheduled by my baby is acting up and there is a very good chance that he/she will pose a distraction during the interview, what should I do?
· Contact all candidates using the QUALITY ASSURANCE CHANGE SCRIPT (QACS)...to move all videos to a better time. After moving your videos, send management a KITE informing the company of the action which you had to take.

· I have video meetings scheduled, but for some reason, my ZOOM recording is full?
· Delete links of any C candidates, and or transfer any 6 video links to management using a recording transfer form. Then send management a KITE informing the company that you require authorization to delete the links as soon as possible to free up space so that you can record new video meetings. Please make sure that you receive confirmation before deleting zoom links as we must store recordings by policy for 6 months. NOTE: You must not record any video meetings on any laptop device at anytime without written authorization from the company.

· I conducted a video meeting, but it failed to record. What should I do?
· Send management a KITE informing them of the failure to record, and await management response to your KITE. If you have additional videos to conduct, complete them until the end of the work day or until you hear back from management 

· I have a video meeting for which I will either be late or will not be able to conduct for whatever reason?
· Call candidate using QUALITY ASSURANCE CHANGE SCRIPT(QACS) and move video to another mutually acceptable date/time

· I have a scheduled video, but do not have the candidate CV to review, what should I do under the circumstances?
· Proceed to interview candidates using phone interview information with the NO-CV preview video script
Money business and promised equipment
· I made a work related purchase but for whatever reason, I cannot produce the receipt, but would like to claim a refund of the purchase price, what should I do?
· Go ahead and add the item and its price to your weekly expense report, and send a KITE to the company explaining the situation.

· The company promised me a laptop and I for whatever reason, I still have not received it and my personal laptop is on its last leg, what can I do?
· You will be required to find a working laptop until a new unit is available for you. It remains your responsibility to have a working laptop to work from where you can get one. 

Terminating and exiting employment
· I wish to terminate my contract of employment for whatever reason, what should I do?
· Call any booked candidates using the QUALITY ASSURANCE CHANGE SCRIPT (QACS), switch off your work mobile, and then send the company a notice of resignation, the sign OUT using the designated time card, and await a response from management.





