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MetricNet Benchmarks

MetricNet
Benchmarks
| |
Peer Group Industry enchmarking
Benchmarks Benchmarks

m Custom Benchmark m Industry Benchmarking = Custom Benchmarking

m  Unique Peer Group Reports by geography Data in Excel format
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Connect With MetricNet on Social Media

~
Use
#MetricNetLive

on Twitter to
participate.

+ You

Share thoughts,
Tuhe key points,

guestions or just

follow along!
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Empirical Observations from Our Global Benchmarking Database

Global Dat_abase

More than 3,000 IT Service and Support Benchmarks

31 70+ Key Performance Indicators

—

More "'than 120 Industry Best Practices
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Some Common Service Desk KPI's

Cost Quality Productivity

Cost per Contact m  Customer Satisfaction m  Contacts per Agent per
m  First Level Resolution Rate = Call Quality Month —
m % Escalated Level 1 Agent Utilization
Resolvable m  Agents as % of Total
FTE's
Agent Service Level Call Handling
m  Agent Occupancy m  Average speed of answer m Contact Handle Time
m  Annual Agent Turnover (ASA) m First Contact Resolution
= Daily Absenteeism m  Call abandonment rate Rate
= New Agent Training Hours m 9% Answered within 30 m  User Self-Help Rate
= Annual Agent Training Hours Seconds _ = IVR completion Rate
a  Schedule Adherence = Average hold time m  Percent of calls transferred
m Average time to abandon
m  Agent Tenure 5 ¢ calls blocked
m  Agent Job Satisfaction " ercent of calls blocke

And there are hundreds more!! _

MetricNet © MetricNet, LLC, www.metricnet.com 7




The Premise Behind Service Desk KPI's

We've all heard the expression...

“If you’re not measuring it, you’re not
managing it!”

But there’s more to the story...Lots more!

MetricNet © MetricNet, LLC, www.metricnet.com



The Dilemma with Service Desk KPI's

ots and Lots of data

= But not enough analysis...
= Not enough Insight...

= And not enough Action!!

MetricNet © MetricNet, LLC, www.metricnet.com
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Two Paradigms for Service Desk KPI's

The Historical Approach

=
3
©
>
(@)
=
7))
qv)
)
| -
&)
E

MetricNet © MetricNet, LLC, www.metricnet.com

The Holistic Approach

rescriptia
(30%)

10



Unleashing the Enormous Power of Service Desk KPI's

Our central question today...

How do we turn Service Desk KPI’'s
Into a Competitive Advantage?

Better...Faster...Cheaper!

MetricNet © MetricNet, LLC, www.metricnet.com 11
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A Model for KPIl Best Practices:

@‘9 H DI New York City

LOCAL CHAPTER

12



A Simple Model for KP| Excellence

Measure

.‘ Customer ‘
Y Enthusiasm W

Prescribe

MetricNet

Diagnose

Model
Component | Description
Measure service
desk
1. Measure performance on
an ongoing basis
Benchmark
: performance and
2. Dlagnose conduct a gap
analysis
_ Define actions to
3. Prescribe

close the gap

4. Implement

Implement your
action plan and
improve
performance

© MetricNet, LLC, www.metricnet.com
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Measure Your Performance!

Measure

Model
Component

Description

1. Measure

Measure
performance on
an ongoing basis

.‘ Customer ‘
- Enthusiasm L

2. Diagnose

Benchmark
performance and
conduct gap
analysis

3. Prescribe

Define actions to
close the gap

4. Implement

Implement your
action plan to
improve
performance

© MetricNet, LLC, www.metricnet.com
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Some Common Service Desk KPI's

Measure

Cost

Cost per Contact

Quality

Customer Satisfaction

Productivity

Contacts per Agent per
Month

m  First Level Resolution Rate m Call Quality -
m % Escalated Level 1 Agent Uti 'iat'on
Resolvable Agents as % of Total

Agent

Agent Occupancy

Annual Agent Turnover

Daily Absenteeism

New Agent Training Hours
Annual Agent Training Hours
Schedule Adherence

Agent Tenure

Agent Job Satisfaction

Service Level

m  Average speed of answer
(ASA)

Call abandonment rate

m % Answered within 30
Seconds

m  Average hold time
m Average time to abandon
m Percent of calls blocked

FTE's

Call Handling

And there are hundreds more!!

Contact Handle Time

First Contact Resolution
Rate

User Self-Help Rate
IVR completion Rate
Percent of calls transferred

MetricNet © MetricNet, LLC, www.metricnet.com 15
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KPI's: Which Ones Really Matter?
Cost m Cost per Contact

Quality m Customer Satisfaction

productivity m  Agent Utilization

Call Hand|ing m First Contact Resolution Rate

TCO m First Level Resolution Rate
Agent m  Agent Job Satisfaction
Aggregate m Balanced Scorecard

Read MetricNet’'s whitepaper on Service Desk Performance Metrics. Go to www.metricnet.com to get your copy!

MetricNet © MetricNet, LLC, www.metricnet.com 16
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KPI's: Which Ones Really Matter?

Cost m Cost per Contact

Quality m Customer Satisfaction

productivity m  Agent Utilization

Call Hand“ng m First Contact Resolution Rate

TCO m First Level Resolution Rate _
Ag ent m  Agent Job Satisfaction
Aggregate m Balanced Scorecard

MetricNet © MetricNet, LLC, www.metricnet.com 17



" ="

Cost of Resolution: North American Averages

Support Level Cost per Ticket
Vendor $471
Field Support $196
"""""" level3 T
_____ (@pps, networking, NOC, ete.) .
Level 2: Desktop Support $62
"""" evel1:SenviceDesk sz

© MetricNet, LLC, www.metricnet.com 18




The Tao of SPOC (Single Point of Contact)

Measure

User Community

MetricNet

Level 1
Service Desk

Desktop
Support

Field
Support

Vendor
Support

© MetricNet, LLC, www.metricnet.com

Level 2 1T
Support
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B Measure

The Tao of SPOC (Continued)

Key SPOC Principles

m Enterprise takes an end-to-end view of user
support

m User/Customer has a single point of contact
for all IT-related incidents, questions,
problems, and work requests

m The Level 1 Service Desk is the SPOC

m Level 1is responsible for:
Ticket triage
Resolution at Level 1 if possible
Effective handoffs to n level support
Resolution coordination and facilitation

Ticket closure
m Desktop “Drive-bys”, “Fly-bys”, and “Snags”
are strongly discouraged

MetricNet © MetricNet, LLC, www.metricnet.com 20
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SPOC Support Reduces Total Cost of Ownership

40%

35%

30%

25%

20%

15%

% Resolved Level 1 Capable

10%

5%

0%

¢ % Resolved Level 1 Capable with SPOC ® % Resolved Level 1 Capable without SPOC

@ MetricNet © MetricNet, LLC, www.metricnet.com 21
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KPI's: Which Ones Really Matter?

Cost m Cost per Contact

Quality m Customer Satisfaction

productivity m  Agent Utilization

Call Hand“ng m First Contact Resolution Rate

TCO m First Level Resolution Rate

Agent m  Agent Job Satisfaction

Aggregate m Balanced Scorecard -

MetricNet © MetricNet, LLC, www.metricnet.com 22
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Agdregate Metrics: The Balanced Scorecard
Metric Performance Range Your Metric | Balanced
Performance Metric Weighting [ Worst Case | Best Case | Performance Score Score
Cost per Contact 25.0% $55.28 $9.15 $21.83 72.5% 18.1%
Customer Satisfaction 25.0% 63.7% 97.5% 77.2% 39.9% 10.0%
Agent Utilization 15.0% 30.9% 64.4% 47.0% 48.0% 7.2%
Net First Contact Resolution Rate 15.0% 51.8% 87.5% 70.2% 51.4% 7.7%
Agent Job Satisfaction 10.0% 53.5% 91.5% 73.4% 52.4% 5.2%
Average Speed of Answer 10.0% 192 13 60 73.5% 7.3%
Total 100.0% N/A N/A N/A N/A 55.6%
Step 1 Step 3 Step 5
Six critical For each performance metric, Your score for each
performance the highest and lowest metric is then calculated:
metrics have been performance levels in the (worst case — actual
selected for the benchmark are recorded performance) / (worst
scorecard case — best case) X 100
Step 2 Step 4 23
Your actual

Each metric has been Step 6
weighted according to its
relative importance

NCL

performance for
each metric is
recorded in this
column

Your balanced score for each
metric is calculated: metric
score X weighting

© MetricNet, LLC
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Benchmarking Your Overall Performance

0,
100.0% | Key Statistics |

90.0% Balanced Scores

M High 86.5%
Average ----- 50.3%
= Median 50.3%
M Low 13.8%
70.0% HHAHAHHT= Your Score 55.6%

80.0% -

60.0% HHHHHHHHHAHHR A HHHHTT

50.0% FHHRHAR R A AT

Balanced Scores
]
]
]

40.0% HHHHHHRHRHRHHRHRHRAHRHRHREHEHRHRAHAEHRHAHH A HEHHHHAHE HHHHE HE HEH HH =

30.0% HHHHHHHAHHRHAHHAHHRHHAHARRHHAHAHHRHHAHAAHRHHAHARHHEHHHHRH A HHAHRRHAH AR HHA HHHHH

20.0% HHHHHHHAHHRHHHHAHHRHHHHARHHAHAHHRHHAHAHHRHHAHARHHAHAHHRHHA AR HRRHHHARHHRHHHHAHHE

100% HHHHHHHHRHAHHHHHHRHAHAHRHRHAHHEHEARHAHHHR AR HEHRHRHAHRHR A HHHHAEHRHAHHH R HRHHH HA

0.0%
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The Service Desk Performance Trend
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Now, Track and Trend Your Performance

COST PER CONTACT

$17.00

AGENT UTILIZATION

65%

AGENT SATISFACTION

80%

J F
@ MetricNet © MetricNet, LLC, www.metricnet.com

CUSTOMER SATISFACTION

90%

FIRST CALL RESOLUTION RATE
80%

CALL ABANDONMENT RATE

5%
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Diagnose Your Performance!

Model
Component | Description

Measure

1. Measure | performance on
an ongoing basis

Benchmark
performance and
conduct gap
analysis

.‘ Customer ‘
Y Enthusiasm W

2. Diagnose

Implement

_ Define actions to
3. Prescribe | jose the gap

Implement your
action plan and
improve
Prescribe performance

4. Implement

MetricNet © MetricNet, LLC, www.metricnet.com 27
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The Benchmarking Methodology

Performance of
COMPARE Benchmarking Peer
Group

Your Service Desk
Performance

Determine How
Best in Class
Achieve Superiority

Adopt Selected A
Practices of
Best in Class The ultimate
objective of

benchmarking

Build a Sustainable —
Competitive
Advantage

Read MetricNet’'s whitepaper on Service Desk Benchmarking. Go to www.metricnet.com to receive your copy!

MetricNet © MetricNet, LLC, www.metricnet.com 28




Diagnose

The Goal of Benchmarking

BEST-IN-CLASS

Hiagher AFTER BENCHMARKING
9 PERFORMANCE CURVE
A
: AVERAGE PERFORMANCE CURVE
e o - _—
- s o
N
o
©
D]
(@4
STARTING POINT: BEFORE
BENCHMARKING

Cost per Contact Higher

29
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KPI's: Which Ones Really Matter?

Cost m Cost per Contact -

Quality m Customer Satisfaction <

productivity m  Agent Utilization _

Call Handling m First Contact Resolution Rate -

TCO m First Level Resolution Rate
Ag ent m  Agent Job Satisfaction -
Aggregate m Balanced Scorecard

MetricNet © MetricNet, LLC, www.metricnet.com 30
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Benchmarking Case Study:

Optimizing Service Desk Performance

‘@ MetricNet © MetricNet, LLC, www.metricnet.com 31
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Benchmarking Performance Summary AN

Sample Data Only! Not Intended for Benchmarking Purposes!

Metric Your Peer Group
Type Key Performance Indicator (KPI) Score | Average Min Median Max
Cost Cost/Contact $28.17 $22.96 $6.59 $22.56 $38.44
First Level Resolution Rate 59.0% 81.0% 59.0% 83.0% 88.0%
o Contacts/Agent-Month 429 504 373 487 699
Productivity —
Agent Utilization 46.7% 53.1% 25.9% 53.9% 71.1%
Awverage Speed of Answer (ASA) in seconds 18 45 12 34 187
Senvice Lewvel |Percent Answered in 30 Seconds or Less 86.6% 72.1% 36.5% 71.3% 100.0%
Call Abandonment Rate 2.9% 8.1% 1.4% 7.6% 25.2%
Quality Call Quality 68.4% 79.9% 43.8% 75.8% 94.5%
Customer Satisfaction 63.0% 79.0% 41.9% 75.5% 96.6%
Annual Agent Turnover 29.5% 31.7% 1.7% 26.4% 94.0%
Daily Absenteeism 19.2% 13.2% 0.1% 13.0% 29.8%
Agent New Agent Training Hours 36 79 20 69 241
Ongoing Agent Annual Training Hours 12 34 0 20 130
Agent Satisfaction (% satisfied or very satisfied) 71.0% 75.4% 33.8% 70.1% 94.5%
Agents as a Percent of Total FTE's 77.9% 70.5% 57.1% 69.3% 88.4%
Contact Handle Time (min:sec) 12:41 11:18 2:47 9:34 19:55
Call Handling |First Contct Resolution Rate 51.3% 71.2% 45.4% 67.8% 94.1%
IVR Completion Rate 6.7% 22.0% 0.0% 18.9% 44.8%

Read MetricNet's whitepaper on Service Desk Benchmarking. Go to www.metricnet.com to get your copy!

MetricNet © MetricNet, LLC, www.metricnet.com 32
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The Foundation Metrics: Cost and Quality

Diaghose

Cost/Contact
(Efficiency)

@ MetricNet

Customer Satisfaction
(Effectiveness)

© MetricNet, LLC, www.metricnet.com
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Aggregate Metrics: Cost vs. Quality

Higher
Quality

>

Quality (Effectiveness)

<

Lower
Quality

Middle Quartiles Top Quartile
Effective but not Efficient Efficient and Effective

Diaghose

Middle Quartiles
‘2 Efficient but not Effective
- 1

Higher Cost| < > |Lower Cost

Cost (Efficiency)

MetricNet © MetricNet, LLC, www.metricnet.com

@ Your Service
Desk

< Peer Group
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Agent Utilization and First Contact Resolution Rate |

Diaghose

Cost/Contact

A

Customer Satisfaction

Agent
Utilization

S —

| MetricNet

© MetricNet, LLC, www.metricnet.com

A

First Contact
Resolution
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Agent Utilization Drives Cost per Contact

$45
$40
$35
$30
$25
$20
$15
$10

$5

$0
20% 30% 40% 50% 60% 70% 80%

Agent Utilization

Cost per Contact

@ MetricNet © MetricNet, LLC, www.metricnet.com 36
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Agent Utilization Defined '

((Average number of inbound Contacts handled by an Agent in a month) X (Average inbound handle time in minutes) +
Ag ent (Average number of outbound Contacts handled by an Agent in a month) X (Average outbound handle time in minutes))

Utilization —

(Average number of days worked in a month) X (Number of work hours in a day) X (60 minutes/hr)

m  Agent Utilization is a measure of the actual time agents spend providing direct customer
support in a month, divided by total time at work during the month

m [t takes into account both inbound and outbound contacts handled by the Agents, and
includes all contact types: voice, voice mail, email, web chat, walk-in, etc.

m But the calculation for Agent Utilization does not make adjustments for sick days, holidays,
training time, project time, or idle time

m By calculating Agent Utilization in this way, all Service Desks worldwide are measured in
exactly the same way, and can therefore be directly compared for benchmarking purposes

MetricNet © MetricNet, LLC, www.metricnet.com 37
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Example: Service Desk Agent Utilization

m Inbound Contacts per Agent per Month = 375
m  Outbound Contacts per Agent per Month = 225
m  Average Inbound Contact Handle Time = 10 minutes

m Average Outbound Contact Handle Time = 5 minutes

((Average number of inbound Contacts handled by an Agent in a month) X (Average inbound handle time in minutes) +

(Average number of outbound Contacts handled by an Agent in a month) X (Average outbound handle time in minutes))

Agent
Utilization — . . .
(Average number of days worked in a month) X (Number of work hours in a day) X (60 minutes/hr)
Agent ((375 Inbound Contacts per Month) X (10 minutes) + (225 Outbound Contacts per Month) X (5 minutes) 50.4%
Utilization — (21.5 working days per month) X (7.5 work hours per day) X (60 minutes/hr) B Ut"AI\gZ?'ton
Hizatl

MetricNet © MetricNet, LLC, www.metricnet.com 38
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First Contact Resolution Drives Customer Satisfaction

100%

80%

60%

40%

Customer Satisfaction

20%
20% 40% 60% 80% 100%

First Contact Resolution

@ MetricNet © MetricNet, LLC, www.metricnet.com 39
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Service Levels: ASA and Abandonment Rate

Diaghose

Cost/Contact

A

Utilization

Agent

A

A

Customer Satisfaction

Scheduling
Efficiency

Service Levels:
ASA and AR

) MetricNet

A

First
Contact
Resolution

A

Training Hours

© MetricNet, LLC, www.metricnet.com
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ASA Drives Cost per Contact

$40.00
$35.00
$30.00
$25.00
$20.00
$15.00
$10.00

$5.00

$0.00

Cost per Contact

0 50 100 150 200 250

Average Speed of Answer (sec)
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Call Abandonment Rate Also Drives Cost per Contact

$45.00
$40.00
g $35.00
€ $30.00

0.0% 5.0% 10.0% 15.0% 20.0% 25.0% 30.0%

Call Abandonment Rate
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ASA vs. Customer Satisfaction

100.0%

c 4 MR
o . .
s 80.0/o-+ﬁ .
8 'S
2 60.0%
G
%)
o 40.0%
=
o
n  20.0%
>
@)

0.0% ,

0 5% 10% 15% 20%

ASA as a % of Total Handle Time
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Call Abandonment Rate vs. Customer Satisfaction

100.0%

80.0%

60.0%

40.0%

20.0%

Customer Satisfaction

0.0% | | \ \
0.0% 5.0% 10.0% 15.0% 20.0% 25.0%

Call Abandonment Rate
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Training Hours Impact First Contact Resolution Rate |

Diaghose

Cost/Contact

A

Utilization

Agent

A

A

Customer Satisfaction

Scheduling
Efficiency

Service Levels:
ASA and AR

- Training Hours

) MetricNet

A

First
Contact
Resolution

A

© MetricNet, LLC, www.metricnet.com

45



Diaghose

New Agent Training Hours vs. First Contact Resolution

100%
o 90% ~ s - o o ¢ o
c %0 ¢ CER . 2
X 80% . ~ * o %o ¢ & :
c o * 3 .. X% Lo * < .
S5 N V'S L 2
S 60% | — e eee 2 2L %7t .
O 50% ¢ - * e $ . o . .
o ® e > ® s %
§ 40% . 'y 4
S 30% ¢
© 0
*é 20%
L 10%
O% l I l [ [ |
0 50 100 150 200 250 300 350
New Agent Training Hours
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Annual Agent Training vs. First Contact Resolution

100%

90%

80%

70%

60%

50%

40%

30%

20%

First Contact Resolution Rate

10%

O% l l ! I | |
0 20 40 60 80 100 120

Annual Agent Training Hours

@ MetricNet © MetricNet, LLC, www.metricnet.com
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A Summary of the Major KPI Correlations

Di

agnose

Cost/Contact A Customer Satisfaction
Agent First
Utilization Contact
i Resolution
I | A
Scheduling || Service Levels: Agents/ Absenteeism/ || First Level Handle Call
Efficiency ASA and AR || Total FTE’s Turnover Resolution Time Quality
R Agent
Satisfaction
Coaching Career Path Training Hours
MetricNet

© MetricNet, LLC, www.metricnet.com
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Benchmarking Performance Summary AN

Sample Data Only! Not Intended for Benchmarking Purposes!

Metric Your Peer Group
Type Key Performance Indicator (KPI) Score | Average Min Median Max
Cost Cost/Contact $28.17 $22.96 $6.59 $22.56 $38.44
First Level Resolution Rate 59.0% 81.0% 59.0% 83.0% 88.0%
o Contacts/Agent-Month 429 504 373 487 699
Productivity —
Agent Utilization 46.7% 53.1% 25.9% 53.9% 71.1%
Awverage Speed of Answer (ASA) in seconds 18 45 12 34 187
Senvice Lewvel |Percent Answered in 30 Seconds or Less 86.6% 72.1% 36.5% 71.3% 100.0%
Call Abandonment Rate 2.9% 8.1% 1.4% 7.6% 25.2%
Quality Call Quality 68.4% 79.9% 43.8% 75.8% 94.5%
Customer Satisfaction 63.0% 79.0% 41.9% 75.5% 96.6%
Annual Agent Turnover 29.5% 31.7% 1.7% 26.4% 94.0%
Daily Absenteeism 19.2% 13.2% 0.1% 13.0% 29.8%
Agent New Agent Training Hours 36 79 20 69 241
Ongoing Agent Annual Training Hours 12 34 0 20 130
Agent Satisfaction (% satisfied or very satisfied) 71.0% 75.4% 33.8% 70.1% 94.5%
Agents as a Percent of Total FTE's 77.9% 70.5% 57.1% 69.3% 88.4%
Contact Handle Time (min:sec) 12:41 11:18 2:47 9:34 19:55
Call Handling |First Contct Resolution Rate 51.3% 71.2% 45.4% 67.8% 94.1%
IVR Completion Rate 6.7% 22.0% 0.0% 18.9% 44.8%

Read MetricNet's whitepaper on Service Desk Benchmarking. Go to www.metricnet.com to get your copy!

MetricNet © MetricNet, LLC, www.metricnet.com 49




Prescribe Actions to Close the Gap!

Measure

.‘ Customer ‘
Y Enthusiasm W

Prescribe

MetricNet

Model
Component

Description

1. Measure

Measure
performance on
an ongoing basis

2. Diagnose

Benchmark
performance and
conduct gap
analysis

3. Prescribe

Define actions to
close the gap
and improve
performance

4. Implement

Implement your
action plan

© MetricNet, LLC, www.metricnet.com
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Prescribe

Affected KPI's

=
olol|&]|a 91z
215 13|0(8]F¢
. i) o = | = ™
Performance Measurement: AHEHREHE
A sl o >
Best Demonstrated Practices A HEINEE
T ()
Metrics, goals, Performance metrics and goals drive individual accountability and
diagnosis and facilitate diagnosis of performance strengths, issues, gaps and
accountability call quality improvements.
Cost and customer Cost and customer satisfaction results measure efficiency and
. : effectiveness, and are two critical indicators for service desk
satisfaction .
operations.
Formal measurements Performance measurement is a rigorous discipline assigned to a
& f particular individual or individuals in the service desk to ensure
per or.mance service level compliance and consistency in the delivery of
compllance customer service .
A balanced scorecard provides an aggregate measure of service
Balanced scorecard | yeqk performance.
] Reporting is targeted and timed to have maximum impact on key
Management Reporting | individuals and stakeholder groups in the company.
@ MetricNet © MetricNet, LLC, www.metricnet.com 51
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Best Practices: Human Resources

Affected KPI's

Human Resources:
Best Demonstrated Practices

Recruiting is a rigorous and holistic process that measures specific agent
Recruitment | competencies, and matches those competencies to the needs of the service
desk.

Rigorous and formalized training is available for both new and seasoned
Training agents. Training is customized to meet the needs of each agent, and is
designed to meet the strategic goals of the service desk.

Career paths have been formalized and documented, and often include
Career vertical as well as lateral promotion opportunities. Performance levels
Pathing required for advancement are clearly articulated. Agents are encouraged to
take charge of their own career and skills development.

Formal strategies are employed to maximize employee retention. These
Retention strategies are designed to improve employee job satisfaction and loyalty,
thereby maximizing agent morale and minimizing turnover.

] Help desk management demonstrates commitment to continuous
Coachlng and improvement by conducting frequent, one-on-one coaching for each agent,

Feedback and by providing specific suggestions for improvement and setting
attainable goals.

Performance H_elp_desk ggents are held_accountat_)l_e for minimum pe_rformance standards
with incentives for surpassing, and disincentives for falling short of the
Standards standard. Performance goals cover both quality and productivity.

) MetricNet © MetricNet, LLC, www.metricnet.com
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Best Practices: Ticket Handling Practices

Affected KPI's

Ticket Handling:
Best Demonstrated Practices

193911 Jad 1s0)
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Ticket handling processes are repeatable and standardized, while still

Standardization allowing for agent judgment and experience.

—

Ticket handling strategies, such as call reduction through “Load
Call Volume Shedding,” call “Channeling,” forecasting and aggressive staffing
Management strategies are utilized to predict and proactively handle the variance in

call volumes.
Measurement Service Desk.ml{st aggressively pursue and idehtify meaningful
performance indicators, measure and report against them and analyze
Management - :
the results for significant trend analysis.
Continuous Service Desk has a true culture of excellence through continuous
Improvement improvement in the delivery of customer services.
Customer- Improved customer satisfaction, accessibility and usability are the
Centricity primary design drivers in the service desk.
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Best Practices: Technoloqy

Affected KPI's

Technology:
Best Demonstrated Practices

Technology Technology enhances the speed and quality of each transaction. It
supplements people and process, but does not replace them.
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Hierarchy

Help desk technology is consistent with, and supports the strategies

Strategic Alignment of the service desk and the enterprise overall.

of Technology

Vendors are actively managed to ensure the adoption of

Vendor Management appropriate technology, and good value in technology purchases.
The buyer drives the vendor relationship.

The service desk and its agents have access to real-time tools that

Call Management - > . ; :
optimize call flow management, call logging and tracking to achieve
Customer TOOIS reso'ution.

Knowledge capture and customer history are used to enhance the
value of each customer interaction .

Knowledge
Management
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Closing the Cost Gap

Prescribe

Performance Key Performance _ -
KPI Target Drivers Target Best Practice Prescription
m Reduce headcount if appropriate
Agent 60% m Improve workforce scheduling practices
Utilization m Establish agent utilization goal
m Eliminate back shift if appropriate
AEEE m Increase ASA service level target if
Cost Speed of 45 sec :
: appropriate
per Varies Answer
Contact Call
Abandon 6% m Increase Call Abandon target if appropriate
Rate
Corr!V:ztion Varies m Re-architect the IVR to drive more volume
P through the agent-less channel
Rate
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Closing the Customer Satisfaction Gap

Prescribe

Performa K
KPI nce _ €y Performance _ o
Target Drivers Target Best Practice Prescription
_ m Establish an FCR goal
I GO m Provide additional agent trainin
Resolution 70% - 80% _ g _ .g _
Rate m Establish FCR as a key objective in the call
center
Call Quali —— m Establish a Call Quality target
Customer 85% - Y ° m Provide additional agent training
Satisfaction 90%
Call Handle Ve m Establish a handle time target
Time m Provide additional agent training
Customer
Service Soft Varies m Provide additional agent training
Skills
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Closing the Agent Utilization Gap

Prescribe

KPI Performance Key Performance | -
Target Drivers Target Best Practice Prescription
m Improve workforce scheduling practices
m Establish agent utilization goal
Headcount Varies m Eliminate back shift if appropriate
m Rightsize to achieve desired utilization
target
Contacts
Agent 0 AEelEe Varies m Establish an agent contact volume goal
Utilization el per Agent 9 9
Month
m Establish an agent occupancy target
Occupancy 90+% < . . VI :
m Improve workforce scheduling practices
Schedule " m Establish a Schedule Adherence target
0 . .
Adherence m Improve workforce scheduling practices
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Closing the First Contact Resolution Gap

Prescribe

Performance

Key

KPI _ Performance _ -
Target Drivers Target Best Practice Prescription
New Agent Establish an FCR target
Training 200+ hours m Provide additional agent training
Hours m Establish FCR as a key objective
V:teran Establish an FCR target
First gent 100+ hours m Provide additional agent training
SUEE! 80% 1raining m Establish FCR as a key objective
Resolution ° Hours e
Rate : :
Call 90+ m Establish a Call Quality target
. 0
Quality Provide additional agent training
Kn&gﬁ?ge Varies Maintain a solutions knowledgebase

@ MetricNet
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Prescribe

Closing the Agent Satisfaction Gap

KPI Per]‘rormatnce Key Performance _ o
arge Drivers Target Best Practice Prescription
New Agent . " - .
Tt 200+ hours m Provide additional training opportunities for
new agents
Hours
Veteran
Agent 100+ hours m Provide additional training opportunities for
Training veteran agents
Hours
Agent 80%
Satisfaction Career : :
Path Varies m Document agent career path alternatives
Coaching/ : .
Feedback Monthly m Provide monthly, one-on-one coaching
Rewards & Monthl m Offer monthly rewards and incentives
Incentives ¢ m Monetary as well as non-monetary
@ MetricNet © MetricNet, LLC, www.metricnet.com 59




Implement Your Action Plan!

Measure

.‘ Customer ‘
Y Enthusiasm W

Implement

Model
Component | Description
Measure
1. Measure | performance on
an ongoing basis
Benchmark
: rforman n
2. Diagnose performance and
conduct gap
analysis
_ Define actions to
3. Prescribe

close the gap

4. Implement

Implement your
action plan and
Improve
performance

@ MetricNet © MetricNet, LLC, www.metricnet.com
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Now Implement Your Action Plan!

Document Begin Establish root Rewrite IVR
call handling customer sat cause anal- menus
standards surveys ysis program

JAN | FEB  MAR, APR /MAY  JUN JUL , AUG , SEP , OCT , NOV , DEC

| | /I | | /I | | /I | | /

Create a Document Define agent Implement
balanced agent career performance call
scorecard path options standards monitoring
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And Establish Performance Goals

DOMAIN PERFORMANCE CURRENT PERFORMANCE E = Define KPI's to track E
METRIC PERFORMANCE GOAL : andtrend -
Cost per Contact $27.90 $21.00 E m Measure baseline E
Customer 10 80% E performance .
satisfaction 3 .
Agent Utilization 49% 60% E m Establish “stretch” 1
SESEIDEK First contact - — E gOaIS for each KPI .
resolution 1 .
Agent Satisfaction 56% 75% E m Measure L
— : : - performance at least :
Balanced Score 52% 70% i monthly E
ustoner By individual 85% "
v : m Post performance
umber of contacts | g iy ivigual 650 . d d :
AGENT handled per month . tren S_an :
Call quality By individual 90 out of 100 . per|0d|Ca”y reset .
Flst Contact By individual 75% : goals :
esolution . ;
............:...............-
|

EEEEEEEEEEEEEEEEEEEEEEEEEN
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The Agent Scorecard

. Metric S Your Actual | Metric |Balanced iy
Agent Performance Metric - Performance Range -
Weighting Performance| Score Score
Worst Case | Best Case
Inbound Contacts Handled 25.0% 92 141 130 77.9% 19.5%
Customer Satisfaction 20.0% 60.4% 84.9% 70.0% 39.2% 7.8%
Agent Utilization 15.0% 34.8% 62.3% 48.6% 50.3% 7.5%
First Contact Resolution Rate 15.0% 47.1% 73.5% 65.3% 68.9% 10.3%
Teamwork 10.0% 1 5 5 100.0% 10.0%
Initiative 10.0% 1 5 4 75.0% 7.5%
Mentoring 5.0% 1 5 5 100.0% 5.0%
Total 100.0% N/A N/A N/A N/A 67.7%
Step 1 Step 3 Step 5
Seven critical For each performance The technician’s score
performance metric, the highest and for each metric is then
metrics have been lowest performance levels calculated: (worst
selected for the in the benchmark are case — actual
scorecard recorded performance) / (worst
case —best case) X
Step 4 100 63
Step 2 —
- The technician’s Step 6
Each metric has been actual performance
weighted according to its for each metric is The technician’s balanced score
M.t ¥ relative importance recorded in this for each metric is calculated:
S column metric score X weighting
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Monthly Agent Performance Postings

Agent Monthly Monthly Scorecard Performance Six Month
Number Ranking Sep Aug Jul Jun May Apr Average
11 1 95.8% 98.0% 97.1% 95.7% 98.3% 97.3% 97.0%
32 2 92.8% 92.1% 90.3% 89.3% 84.6% 92.2% 90.2%
21 3 91.5% 88.5% 83.2% 94.0% 93.7% 93.5% 90.7%
35 4 91.0% 86.8% 85.2% 78.5% 80.5% 68.2% 81.7%
14 5 89.5% 89.1% 90.0% 90.1% 92.3% 92.1% 90.5%
26 6 83.8% 84.4% 90.2% 86.5% 77.8% 63.9% 81.1%
25 7 83.0% 73.6% 81.9% 72.1% 84.8% 87.9% 80.5%
15 8 70.4% 66.6% 53.3% 56.3% 56.6% 39.0% 57.0%
20 9 64.9% 66.5% 70.1% 56.9% 40.9% 72.7% 62.0%
31 10 62.3% 47.4% 22.7% 38.4% 26.0% 93.0% 48.3%
16 11 61.0% 62.8% 54.5% 45.9% 41.7% 62.7% 54.8%
17 12 57.9% 42.1% 32.3% 71.6% 60.3% 60.3% 54.1%
33 13 56.8% 75.5% 64.8% 80.3% 79.7% 73.5% 71.8%
13 14 52.2% 34.9% 61.0% 52.8% 58.9% 48.7% 51.4%
24 15 48.9% 66.7% 86.9% 87.7% 83.6% 74.5% 74.7%
28 16 46.4% 45.5% 19.3% 40.3% 28.8% 32.4% 35.4%
27 17 43.7% 26.5% 31.5% 24.3% 22.2% 17.2% 27.6%
19 18 41.5% 28.4% 50.1% 48.1% 71.1% 81.0% 53.4%
23 19 39.1% 52.3% 57.1% 86.4% 87.7% 88.9% 68.6%
22 20 36.8% 18.7% 19.3% 52.9% 66.4% 64.3% 43.1%
12 21 36.6% 43.2% 33.1% 65.7% 69.0% 86.0% 55.6%
30 22 36.3% 22.6% 23.5% 85.8% 81.5% 70.3% 53.3%
29 23 34.1% 44.9% 50.2% 28.3% 48.9% 36.9% 40.5%
34 24 33.4% 37.9% 23.1% 21.7% 29.7% 22.6% 28.0%
18 25 32.6% 68.4% 80.4% 88.4% 83.8% 91.6% 74.2%
Monthly Average 59.3% 58.5% 58.0% 65.5% 66.0% 68.4% 62.6%
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The Big Picture for Service Desk KPI's
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The Paradox of IT Support

End-User Support

96%: Non support functions

Q Application O Mainframe and
Development midrange Computing

U Application O Desktop Computing

Maintenance O cContract Services
(e.g., disaster
recovery)

Corporate IT Spending Breakdown

Less than 5% of all IT spending is
allocated to end-user support
= Service desk, desktop support,
field support
This leads many to erroneously
assume that there is little upside
opportunity in IT support

The result is that most support
organizations are managed with the
goal of minimizing costs

But the most effective support
strategies focus on maximizing

value
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Support Has an Opportunity to Minimize TCO

Support Level Cost per Ticket
Vendor $471
Field Support $196
"""""" level3 T
_____ (@pps, networking, NOC, ete.) .
Level 2: Desktop Support $62
"""" evel1:SenviceDesk sz

.-I - ' A-.‘; "
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Quality of Support Drives End-User Productivity

8 70
e $
2 60
3 'S <
S . .
= 50
=3 4
L
5 40 - 2
o
»
S 30 ;
o
>
o 20
0 ¢ g
— 10 _
i :
g Performance Quartile n =60
1 2 3 4
Support Function Key Performance Indicator e CUE &
1 (top) 2 3 4 (bottom)
Customer Satisfaction 93.5% 84.5% 76.1% 69.3%
Service Desk First Contact Resolution Rate 90.1% 83.0% 72.7% 66.4%
Mean Time to Resolve (hours) 0.8 1.2 3.6 5.0
Customer Satisfaction 94.4% 89.2% 79.0% 71.7%
Desktop Support First Contact Resolution Rate 89.3% 85.6% 80.9% 74.5%
Mean Time to Resolve (hours) 2.9 4.8 9.4 12.3
Average Productive Hours Lost per Employee per Year 17.1 25.9 37.4 46.9
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Support Drives Customer Satisfaction for All of IT

90% 84%
80% QO n=1,044
- 70% O Global large cap companies
§ O Survey type: multiple choice
’g_ 60% O 3responses allowed per survey
E
< 50% A7%
g
- 40%
£ Sl 29%
c? 30% 22%
< ° 19%
< 20%
10% 8%
0% ;
Service Desk Desktop Network VPN Training Enterprise Desktop
Support Outages Applications Software

Factors Contributing to IT Customer Satisfaction

O 84% cited the service desk as a very important factor in their overall satisfaction with corporate IT

O 47% cited desktop support as a very important factor in their overall satisfaction with corporate IT
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Some Final Thoughts on Service Desk KPI's

m  When it comes to Service Desk KPI's, the 80/20 Rule applies

Less really is more!

m  Six KPI's, plus the Balanced Scorecard are all you need to holistically
measure and manage your Service Desk
m Understand the cause-and-effect relationship between KPI's

This gives you the leverage to achieve desired outcomes in your Service Desk!

m Effective application of Service Desk KPI's can help to

Drive high levels of Customer Satisfaction for all of IT

Reduce and minimize Total Cost of Ownership for End-User Support,

Return productive hours to end users
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A Call to Action:

‘;:@ H DI New York City
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A Mandate for Action!

Measure

Four Simple Steps

1. Measure
.0 customer @ 2. Diagnose
- Enthusiasm L

3. Prescribe

4. Implement

Prescribe

MetricNet © MetricNet, LLC, www.metricnet.com
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.‘ Customer ‘
- Enthusiasm W

s o i A A A A A v 00000050 A A A A 0 0 0 1

1. Begin measuring
your performance
on an ongoing
basis

Small number of
metrics — less Is
more!

Include a balanced
scorecard

© MetricNet, LLC, www.metricnet.com
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2. Now Benchmark Your Service Desk

Diagnose

Diagnose

. Customer ‘
. Enthusiasm W

) MetricNet

2. Benchmark your
service desk
performance

Select an appropriate
benchmarking peer
group

Use KPI's defined in
this presentation

|dentify performance
gaps
Diagnose the

underlying drivers of
the performance gaps

© MetricNet, LLC, www.metricnet.com 74




- Prescribe
E—— ot ¥e
3. Develop an Action Plan Based on Results 5;{

]
y
{

3. Develop a simple action
plan

Based on gap analysis...

Diagnose And service desk best

“.Q e

practices
@ Customer . e i i
w Enthusiasm® | Short list of “low hanging
” ; fruit”
Do what's realistic in the
— near term

Every action should
reduce costs, improve
customer satisfaction, or
both!

Prescribe
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4. Now, Put Your Plan Into Action!

4. Implement your
action plan!

Build buy-in from the
start

Assign ownership/
accountability

Establish
performance goals

Monitor progress over
time

Expect positive,
measurable results!

-we
. Customer ‘
- Enthusiasm W

Implement

Prescribe
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Five Ideas to Get You Started!

(.1 h Measure Five Opportunities

to Get Started!

1. Visit Our New Website and
Become a Free Member

2. Connect with MetricNet on
Social Media

. Customer ‘

Y Enthusiasm W

3. Register for Future
MetricNet Webcasts

4. Browse MetricNet's
Resource Library

5. Purchase a MetricNet IT
Support Benchmark

Prescribe
MetricNet
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UISI'[ 5ur New Website at www.metricnet.com

l M EI t r ! C N E t HOME ABCUT BEMCHMARKING SHOP RESCHFRCE LIBRARY
- !"I'..I":.. afie ';I ':i." .l:\. mn

Metric of the
Month

ou sy @oesrans (& weusme [T

Symantec

COMTACT

What We Do ﬂ m n

I“I- S, PR, i A i e R e T el o s el e L e P e ] [ L L
etrnchet is the leading sounce of benchmarks, scorecands, and performance metrics-for Information

Cpghgsian e

= qMoers
Technology and Call Center Professionals worldwide Our mission is to provide you with the benchmarks you nesd to run your Htio o

llcarmame
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Become a Member: It's Free!

RESOURCE LIBRARY CONTACT
Performance Benchmarking

N ) )
@I/ M e t Il C N e t HOME ABOUT BENCHMARKING SHOP

— Become a Member

. gua Service Desk Resources -
Free Membership Signup
Desktop Support
T Resources
hrough MetricNet’s membership program, it is now easier than ever to get your hands on our award winning whitepapers
g HL PR, gety g e CallCenter Resources
benchmarking reports, webcasts,and best practices presentations¥our free membership will allow you to sign into our website just
) ) i Best Practices Webcasts
once to gain full access to our online resource library!
Metric of the Month
g Whitey rs
Other benefits of your free membership include: i
Password
L) Remember Me
° Early access to our Metric of the Montf,and ° Free tools and giveaways, including MetricNet's
\ c ietrati Scorecard Buile
webcast registration. Scorecard Builder
o Exclusive access to our whitepapers, best practices ° Periodic discounts on MetricNet's online industry
presentations,and recorded webcasts. benchmarks.

Register | Lost Password?
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Connect With MetricNet on Social Media

Best Practices in
Call Centers - Group

®
Company Page

.I_

Best Practices in
Service Desks -
Community

@ MetricNet

8+

Company Page

Best Practices in Customer Best Practices in Desktop
Satisfaction - Group Support - Group

Best Practices in Call Best Practices in Customer

Centers - Community Satisfaction - Community

© MetricNet, LLC, www.metricnet.com

Best Practices in Service
Desks - Group

+

Best Practices in Desktop
Support - Community
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MetricNet on Social Media

m Like us on Facebook:
1 http://www.facebook.com/metricnet | Mention us using @MetricNet

m Follow us on Twitter:

1 http://www.twitter.com/metricnet | Mention us using @MetricNet or #MetricNet
m  Follow our LinkedIin Company Page:

O http://www.linkedin.com/company/metricnet
m Become a Member of our MetricNet Certified LinkedIn Groups:

0O http://www.linkedin.com/groups/Best-Practices-in-Call-Centers-1801665

O http://www.linkedin.com/groups/Best-Practices-in-Customer-Satisfaction-1825753

O  http://www.linkedin.com/groups/Best-Practices-in-Desktop-Support-4034463

O http://www.linkedin.com/groups/Best-Practices-in-Service-Desks-1801657
m Subscribe to YouTube:
O http://www.youtube.com/metricnet

m Follow our Google+ Company Page:
O http://plus.google.com/u/0/b/111056508365533897358/111056508365533897358/posts

Mention us using +MetricNet

m Become a Member of our Google+ Communities:
O  http://plus.google.com/u/0/b/111056508365533897358/communities/111509357790346291238
O  http://plus.google.com/u/0/b/111056508365533897358/communities/117245911462171588332
O http://plus.google.com/u/0/b/111056508365533897358/communities/114421701803292354205
0O http://plus.google.com/u/0/b/111056508365533897358/communities/109121315816446874775
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Upcoming MetricNet Webcasts

For more information on Industry Best Practices, please register for MetricNet's FREE upcoming webcasts

m May 2014

Call Center Best Practices

m June 2014
Call Center KPI's

m July 2014

Service Desk Best Practices

Best Practices in IT Customer

Satisfaction Measurement O September 2014

Service Desk KPI's
m October 2014

April 21, 2009

Best Practices in Desktop Support

@ MetricNet Register at www.metricnet.com .




Download at www.metricnet.com

Download Free Content from Our Resource Library
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For More Information

1 | 1 =
l M e t T ] c N e t HOME ABOUT BEMCHMARKING SHOP RESOURCE LIBRARY CONTACT
- Peelormance Benchmarking

Our Clients » NST Boston

" Standards ond?l:cl:ukw St]entlﬁc é m
and benchmarking partners U5, Daparimont of Commercn Advancing science for life™

m Read MetricNet’s whitepaper on Service and Support as
a Business

m http://www.metrichet.com/service-and-support-as-a-
business
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MetricNet Benchmarks

MetricNet
Benchmarks

Peer Group Industry enchmarking
Benchmarks Benchmarks a Files
m Custom Benchmark m Industry Benchmarking = Custom Benchmarking
m  Unique Peer Group Reports by geography Data in Excel format
= Diagnostic m  Unique Peer Group
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You Can Reach MetricNet...

By Phone...
703-992-7559

On Our Website...

Www.metricnet.com

Or E-mail us...

Info@metricnet.com

MetricNet © MetricNet, LLC, www.metricnet.com
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Service Desk Key Performance Indicators
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@ MetricNet

Thank You!

We look forward
to serving you!

© MetricNet, LLC, www.metricnet.com
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Your Presenter: Jeff Rumburg

Jeff Rumburg is a co-founder and Managing Partner at MetricNet,
LLC. Jeff is responsible for global strategy, product development,
and financial operations for the company. As a leading expert in
benchmarking and re-engineering, Mr. Rumburg authored a best
selling book on benchmarking, and has been retained as a
benchmarking expert by such well-known companies as American
Express, Hewlett-Packard, and GM. Prior to co-founding
MetricNet, Mr. Rumburg was president and founder of The Verity
Group, an international management consulting firm specializing in
IT benchmarking. While at Verity, Mr. Rumburg launched a
number of syndicated benchmarking services that provided low
cost benchmarks to more than 1,000 corporations worldwide.

Mr. Rumburg has also held a number of executive positions at META Group, and Gartner, Inc. As
a vice president at Gartner, Mr. Rumburg led a project team that reengineered Gartner's global
benchmarking product suite. And as vice president at META Group, Mr. Rumburg's career was
focused on business and product development for IT benchmarking. Mr. Rumburg's education
includes an M.B.A. from the Harvard Business School, an M.S. magna cum laude in Operations
Research from Stanford University, and a B.S. magna cum laude in Mechanical Engineering. He
is author of A Hands-On Guide to Competitive Benchmarking: The Path to Continuous Quality
and Productivity Improvement, and has taught graduate-level engineering and business courses.
Mr. Rumburg serves on the Strategic Advisory Board for HDI, formerly the Service Desk Institute.
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Benchmarking is MetricNet's Core Business

m Service Desk
Desktop Support
Field Support

Information
Technology

m Customer Service
m  Technical Support
Call Centers m Telemarketing/Telesales
m Collections
Telecom m Price Benchmarking

m Customer Satisfaction

Satisfaction m  Employee Satisfaction
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26 Years of IT Service and Support Benchmarking Data

Global Dat_abase

More than 3,000 IT Service and Support Benchmarks

31 70+ Key Performance Indicators

—

More "'than 120 Industry Best Practices
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Meet a Sampling of Our Clients

MetricNet Conducts benchmarking for IT Service and Support
organizations worldwide, and across virtually every industry sector.

= B e e

SONY &Y Alistate.

You're in good hands,

Belter lngrﬂhf:nts
Better Pizza.

N j
\/ Symantec. e

% BARCLAYS | costvenns Scfg;"gi'ﬂﬁf Eirijons
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You Can Reach MetricNet...

By Phone...
703-992-7559

On Our Website...

Www.metricnet.com

Or E-mail us...

Info@metricnet.com

MetricNet © MetricNet, LLC, www.metricnet.com
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@ MetricNet

Thank You!

We look forward
to serving you!

© MetricNet, LLC, www.metricnet.com
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