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28 Years of Contact Center Benchmarking Data

Global Database

“‘“ More than 4,000 Contact
i Center Benchmarks

sre -

70+ Key Performance Indicators

Nearly 120 Industry Best Practices
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The Traditional Paradigm for Contact Centers
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Characteristics of a World-Class Contact Center

= Contact center consistently exceeds customer expectations — regardless of the transaction type
= Result is high levels of customer satisfaction
= Top Quartile Customer Satisfaction

= Business value is managed at or above industry average levels
= Cost per contact is below industry average levels — bottom quartile on Cost per Contact
= Revenue generated is above industry average levels

Telemarketing and Telesales
Debt collections

= Contact Center follows industry best practices
= Industry best practices are defined and documented
= Contact Center follows industry best practices

= Every transaction adds value
= A positive customer experience

= Improves customer loyalty, repeat business, and positive word-of-mouth referrals
= ROI>100%
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Process Drives Performance!
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METRICS: An Even More Fundamental Building Block!

=
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R
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The Evidence for Metrics as a Foundation Block
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Some Important Questions to Ask About KPIs

Have You Leveraged KPIs for World-Class Performance? 5 %

Do You Use Metrics to Continuously Improve? 10 % _
Do You Use Metrics Prescriptively? 10% 5
Do You Use Metrics Diagnostically? 20% i
Do You Understand KPI Cause-and-Effect? 30% %
Do You Set Performance Targets with KPIs? 60% g
Can you Define Your KPI's? 80% E
Do You Use Metrics for Reporting? 90%

Do You Have KPIs? 100%
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Some Common Contact Center Metrics

Cost Quality Productivity
= Cost per Contact = Customer Satisfaction = Agent Utilization
. C_ost per Minute of Handle = Call Quality = Contacts per Agent per
Time = First Contact Resolution Rate Month
Agent Service Level Call Handling
=  Agent Occupancy = Average Speed of Answer = Call Handle Time
= Agent Turnover (ASA) = After Call Work Time

= Daily Absenteeism * Call Abandonment Rate * VR Completion Rate
= % Answered Within 30

= New Agent Training Hours Seconds = Self-Help Completion Rate
u ini s O
Annual Agent Training Hours « Percent of Calls Blocked % of Calls Transferred
= Agents as % of Total FTE'’s
= Schedule Adherence

U .- And there are hundreds mo-
= Agent Job Satisfaction
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The 80/20 Rule for Contact Center KPlIs

Cost

Quality

Productivity

Call Handling

Agent

Service Level

Aggregate

Cost per Contact

Customer Satisfaction

Agent Utilization

First Contact Resolution Rate
Agent Job Satisfaction

Average Speed of Answer

Balanced Scorecard
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Turbocharge Your Metrics with Benchmarking!

Have You Leveraged KPlIs for World-Class Performance? 5%

Do You Use Metrics to Continuously Improve? 10 %

Do You Use Metrics Prescriptively? 10% g

Do You Use Metrics Diagnostically? 20% ;5

Do You Understand KPI Cause-and-Effect? 30% ¢c=—5)

Do You Set Performance Targets with KPIs? 60% %

Can you Define Your KPIs? 80% E
mm)> | Do You Use Metrics for Reporting? 90% B

Do You Have KPIs? 100%
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Reporting: A Good Start

COST PER CONTACT CUSTOMER SATISFACTION
90%
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AGENT UTILIZATION FIRST CALL RESOLUTION RATE

- 80% S

AGENT SATISFACTION CALL ABANDONMENT RATE

80% —

5%
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Turbocharge Your Metrics with Benchmarking!

Have You Leveraged KPlIs for World-Class Performance? 5%

Do You Use Metrics to Continuously Improve? 10 %

Do You Use Metrics Prescriptively? 10% g

Do You Use Metrics Diagnostically? 20% ;5

Do You Understand KPI Cause-and-Effect? 30% ¢c=—5)

Do You Set Performance Targets with KPIs? 60% %
m==)> | Can you Define Your KPIs? 80% E

Do You Use Metrics for Reporting? 90% B

Do You Have KPIs? 100%
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Contact Center KPls

Definitions & Correlations

Learn how each of the Contact Center metrics that
we benchmark is defined, why it's important, and
how it comelates with other metrics. We include
metrics from the following six categories:

» Cost
» Productivity
> Service Level
» Quality
» Agent
Contact Handling

MetricNet Performance Benchmarking
www mefricnet com

703992 8160

info@metricnet. com

Contact Center KPIs

Definitions & Correlations

for sales Contact Centers

Learn how each of the Contact Center metrics that
we benchmark is defined, why it's important, and
how it comrelates with other metrics. We include
meftrics from the following seven categories:

» Cost
Productivity
Sales Effectiveness
Service Level
Quality
Sales Rep
Contact Handling

MetricNet Performance Benchmarking
www.metricnet.com

703.992.8160

info@metricnet. com

Contact Center KPls

Definitions & Correlations

for outsourced Contact Centers

Learn how each of the Contact Center mefrics that
we benchmark is defined, why i's important, and
how it comrelates with other metrics. We

metrics from the following six categories:

» Price
» Productivity
» Service Level
> Quality
» Agent
Contact Handling

MefricNet Performance Benchmarking

www_metricnet.com
703.992 8160
info@metricnet com

https.//www.metricnet.com/icmidemol
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Turbocharge Your Metrics with Benchmarking!

Have You Leveraged KPlIs for World-Class Performance? 5%

Do You Use Metrics to Continuously Improve? 10 %

Do You Use Metrics Prescriptively? 10% g

Do You Use Metrics Diagnostically? 20% ;5

Do You Understand KPI Cause-and-Effect? 30% ¢c=—5)
m)> | Do You Set Performance Targets with KPIs? 60% %

Can you Define Your KPIs? 80% E

Do You Use Metrics for Reporting? 90% B

Do You Have KPIs? 100%
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Industry Averages and Ranges for Contact Center KPIs

Best Performers Worst Performers
1st Quartile 2"d Quartile 3'd Quartile 4th Quartile

Cost per Contact $7.62 - $9.70

5.85

$5.85 - $7.62

Voice Customer
Satisfaction

2% 94.2% - 82.1% 82.1%-72.8%

Voice Agent

ey 63.2% - 55.8%
Utilization

55.8% - 44.5%

Net First Contact

0 - 0
Resolution Rate 90.2% - 83.5%

83.5% - 66.9%

Agent Job
Satisfaction

88.4% - 75.7% 75.7% - 62.8%

Average Speed of
Answer (seconds)

27 -58 58 - 105

Contact Center
Balanced Score

61.1% — 50.3% 50.3% - 39.2%
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Contact Center Performance Targets

Performance Metric Company XYZ Target Performance
Cost per Contact $6.18 $6.93
Customer Satisfaction 84.8% 94.0%
Agent Utilization 67.3% 60.0%
First Contact Resolution Rate 82.0% 90.0%
Agent Job Satisfaction 63.6% 88.0%
Average Speed of Answer (ASA) (seconds) 25 25
Contact Center Balanced Score 68.1% 76.4%

#CCDemo
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Individual Performance Targets

Performance Metric Agent Performance Per-ic?rrriztnce
Contacts Handled per Month 312 380
Customer Satisfaction by Agent 78.0% 94.0%
First Contact Resolution by Agent 75.0% 90.0%
Monthly Knowledge Articles Created 0 5
Above and Beyond 0 2
Agent Balanced Score 47.8% 65.1%
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Turbocharge Your Metrics with Benchmarking!

Have You Leveraged KPlIs for World-Class Performance? 5%

Do You Use Metrics to Continuously Improve? 10 %

Do You Use Metrics Prescriptively? 10% g

Do You Use Metrics Diagnostically? 20% ;5
m)> | Do You Understand KPI Cause-and-Effect? 30% ¢c=—5)

Do You Set Performance Targets with KPIs? 60% %

Can you Define Your KPIs? 80% E

Do You Use Metrics for Reporting? 90% B

Do You Have KPIs? 100%
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Important Contact Center KPI Correlations

Cost/Contact ‘ Customer Satisfaction
Agent First
Utilization Contact
4 Resolution
| A
Scheduling || Service Levels: Agents/ Absenteeism/ | Handle Call
Efficiency ASA and AR | Total FTE's Turnover Time Quality
| Agent Job
Satisfaction

Coaching Career Path Training Hours
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Turbocharge Your Metrics with Benchmarking!

Have You Leveraged KPlIs for World-Class Performance? 5%

Do You Use Metrics to Continuously Improve? 10 %

Do You Use Metrics Prescriptively? 10% g
m) | Do You Use Metrics Diagnostically? 20% ;5

Do You Understand KPI Cause-and-Effect? 30% ¢c=—5)

Do You Set Performance Targets with KPIs? 60% %

Can you Define Your KPIs? 80% E

Do You Use Metrics for Reporting? 90% B

Do You Have KPIs? 100%
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The Foundation Metrics: Cost and Quality

Higher
Quality

Quality (Effectiveness)

Lower
Quality]

Middle Quartiles

Effective but not Efficient

Top Quartile
Efficient and Effective

Middle Quartiles

L Efficient but not Effective

=

> Lower Cost

Higher Cost| <

Cost per Contact (Efficiency)

Reaching the Peak of Customer Service Excellence

¢ Your Contact
Center

< Peer Group
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The Contact Center Balanced Scorecard

Metric Performance Range Balanced
Performance Metric Weighting Worst Case Best Case Your Score | Metric Score Score
Average Cost per Contact (incl. IVR) 25.0% $9.03 $4.88 $6.18 68.7% 17.2%
Voice Customer Satisfaction 25.0% 46.2% 97.9% 84.8% 74.7% 18.7%
Voice Agent Utilization 15.0% 35.8% 67.3% 67.3% 100.0% 15.0%
Net First Contact Resolution Rate 15.0% 66.5% 97.5% 82.0% 50.0% 7.5%
Agent Job Satisfaction 10.0% 63.6% 94.2% 63.6% 0.0% 0.0%
Average Speed of Answer (seconds) 10.0% 194 21 25 97.7% 9.8%
Total ﬁ 100.0% ﬁ N/A ﬁN/A N/A ﬁN/A 68.1%
Step 1 Step 3 Step 5
Six critical For each performance metric, Your score for each metric

performance metrics
have been selected
for the scorecard

the highest and lowest
performance levels in the
benchmark are recorded

Step 2

Each metric has been
weighted according to its

100

is then calculated: (worst
case — actual performance)
/ (worst case —best case) X

Step 4

Step 6

Your actual performance for each

Your balanced score for each metric is

relative importance metric is recorded in this column calculated: metric score X weighting
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Benchmarking Your Overall Performance

100%

Key Statistics
0]
R Contact Center Scores
80% [ High 83.8%
: 1 Average -~~~ 50.4%
e L L L Median 49.2%
: — Low 17.8%
(2]
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The Contact Center Scorecard Trend

85%
80%
75%
70%
65%
60%
55%

50%

Call Center Balanced Score

45%
40%
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B 12 Month Awverage @ Monthly Score
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Turbocharge Your Metrics with Benchmarking!

Have You Leveraged KPlIs for World-Class Performance? 5%
Do You Use Metrics to Continuously Improve? 10 %

m)> Do You Use Metrics Prescriptively? 10% g
Do You Use Metrics Diagnostically? 20% ;5
Do You Understand KPI Cause-and-Effect? 30% ¢c=—5)
Do You Set Performance Targets with KPIs? 60% %
Can you Define Your KPIs? 80% E
Do You Use Metrics for Reporting? 90% B
Do You Have KPIs? 100%
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The Importance of Agent Job Satisfaction

Cost/Contact ‘ Customer Satisfaction
Agent First
Utilization Contact
4 Resolution
| A
Scheduling || Service Levels: Agents/ Absenteeism/ | Handle Call
Efficiency ASA and AR | Total FTE's Turnover Time Quality
| Agent Job
Satisfaction

Coaching Career Path Training Hours
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Agent Satisfaction Impacts Customer Satisfaction

100% . o

90%

80%

70%

60%

50%

Customer Satisfaction

40%

30%

20% I I I I I I | I I
50% 55% 60% 65% 70% 75% 80% 85% 90% 95%  100%

Agent Satisfaction
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Agent Satisfaction Drives Agent Turnover

90% 7S .
.
80%
70% * o, *
g * * L0
S o S d MR o *
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Agent Satisfaction

ACT CENTER
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Managing Agent Morale and Job Satisfaction

Cost/Contact ‘ Customer Satisfaction
Agent First
Utilization Contact
4 Resolution
| A
Scheduling || Service Levels: Agents/ Absenteeism/ | Handle Call
Efficiency ASA and AR | Total FTE's Turnover Time Quality
| Agent Job
Satisfaction
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Training Hours Drive Agent Job Satisfaction

Agent Satisfaction

0 20 40 60 80 100 120 140

Veteran Agent Training Hours
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The Impact of Career Path on Agent Job Satisfaction

100%
L 2 P L 2
.« ¢ . .
. . . ~ .
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= 80% - = .
& . *e
D [ - . -
% _’ _______ ! ______ !___’_.__._ _____ !'._ _______________ .___________7'230/-
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50%
|
40%
+ Agent Satisfaction with Career Path ® Agent Satisfaction without Career Path
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Turbocharge Your Metrics with Benchmarking!

Have You Leveraged KPlIs for World-Class Performance? 5%

m)> | Do You Use Metrics to Continuously Improve? 10 %
Do You Use Metrics Prescriptively? 10% g
Do You Use Metrics Diagnostically? 20% ;5
Do You Understand KPI Cause-and-Effect? 30% ¢c=—5)
Do You Set Performance Targets with KPIs? 60% %
Can you Define Your KPIs? 80% E
Do You Use Metrics for Reporting? 90% B
Do You Have KPIs? 100%
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The Power of Benchmarking

Thereis a 1:1 Correspondence
Between Benchmarking and
World-Class Performance.

Yet fewer than 20% of all Contact
Centers engage in benchmarking!
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The Benchmarking Methodology

Performance of
COMPARE Benchmarking Peer
Group

Your Contact Center
Performance

Determine How
a4 Bestin Class Achieve RS
Superiority

Adopt Selected T e

Practices of

Bestin Class The ultimate
objective of

/ benchmarking
Achieve World-Class

Performance
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The Goal of Benchmarking

: BEST-IN-CLASS
Higher AFTER BENCHMARKING PERFORMANCE CURVE

o o
o o)
Oooo AR S

e o o © AVERAGE PERFORMANCE CURVE

Quality

STARTING POINT: BEFORE
BENCHMARKING

Lower Cost per Ticket Higher
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Turbocharge Your Metrics with Benchmarking!

m) | Have You Leveraged KPIs for World-Class Performance? 5%

Do You Use Metrics to Continuously Improve? 10 %

Do You Use Metrics Prescriptively? 10%

Do You Use Metrics Diagnostically? 20%

Do You Understand KPI Cause-and-Effect? 30%

Do You Set Performance Targets with KPIs? 60%

Can you Define Your KPIs? 80%

Increasing Value!

Do You Use Metrics for Reporting? 90%

Do You Have KPIs? 100%
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Characteristics of a World-Class Contact Center

=  Contact center consistently exceeds customer expectations — regardless of the transaction type
= Result is high levels of customer satisfaction
= Call quality is consistently high

= Business value is managed at or above industry average levels
= Cost per contact is below industry average levels
= Revenue generated is above industry average levels

Telemarketing and Telesales
Debt collections

= Contact Center follows industry best practices
= Industry best practices are defined and documented
= Contact Center follows industry best practices

= Every transaction adds value
= A positive customer experience
= Improves customer loyalty
= Creates positive brand awareness and switching costs

#CCDemo
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Characteristics of an Optimized Contact Center

5 — Optimized
Maturity

4

AjlunleN ss920.4d
w
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Turbocharge Your Metrics with Benchmarking!

Have You Leveraged KPlIs for World-Class Performance? 5%

Do You Use Metrics to Continuously Improve? 10 %

Do You Use Metrics Prescriptively? 10%

Do You Use Metrics Diagnostically? 20%

Do You Understand KPI Cause-and-Effect? 30%

Do You Set Performance Targets with KPIs? 60%

Can you Define Your KPIs? 80%

Increasing Value!

Do You Use Metrics for Reporting? 90%

Do You Have KPIs? 100%
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The Key to Leveraging Metrics is to Take Action!

" Benchmarking Typically Yields a 10X Return on Investment
" Near Term Goal e |mproved Performance

= Ultimate Goal =i \\/or|d-Class Performance

" The Key to Getting Results is to Take Action!

Just b ]

43
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QUESTIONS?
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Don’t forget to fill out the evaluation for this session!

These evaluations help shape future events!
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Learn how each of the Contact Center mefrics that
we benchmark s defined, why it's important, and
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https://www.metricnet.com/icmidemo18/
https://www.metricnet.com/icmidemo18/

Thank You!
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QUESTIONS?
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Thank You!
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About MetricNet
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Your Speaker: Jeff Rumburg

m Co Founder and Managing Partner, MetricNet, LLC
m Winner of the Ron Muns Lifetime Achievement Award

m Named one of HDI’'s Top 25 Thought Leaders in 2016 and
2017

m Former CEO, The Verity Group
m Former Vice President, Gartner

m Founder of the IT Service and Support Benchmarking

Consortium
m Author of A Hands-On Guide to Competitive Benchmarking

m Harvard MBA, Stanford MS
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Contact MetricNet...

WwWWwW.metricnet.com 703.992.8160 Info@metricnet.com
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Benchmarking is MetricNet’s Core Business

m Customer Service
Contact m Technical Support
Centers m  Telemarketing/Telesales
m Collections
. m Service Desk
Information
m Desktop Support
TeChnOIOQy m Field Support
Telecom m Price Benchmarking
. . m Customer Satisfaction
Satisfaction -
m  Employee Satisfaction
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Meet a Sampling of Our Clients

MetricNet Conducts benchmarking for contact centers worldwide,
and across virtually every industry sector.

You're in good hands,

] GM @ Alistate. () Bayer

Bflter lng,rf:d f:,nls
Better Pizza.

=as Abbott ¥ ARAMARK

-= A Promise

j 0 Schneider

sanofi aventis g Electric Edward Jones

ICIMI DEMO  Reaching the Peak of Customer Service Excellence #CCDemo


http://www.barclays.co.uk/
http://www.google.com/imgres?imgurl=http://www.easywaystogogreen.com/wp-content/uploads/2010/05/Schneider_Electric_Logo_New.jpg&imgrefurl=http://www.easywaystogogreen.com/eco-friendly-company-profiles/schneider-electric-global-energy-management/&h=292&w=800&sz=80&tbnid=QY0LGVKCidaQwM:&tbnh=52&tbnw=143&prev=/images?q%3Dschneider%2Belectric%2Blogo&zoom=1&q=schneider+electric+logo&hl=en&usg=__rEPuyPxx6f1RkOgp6ZstFYjKFn8=&sa=X&ei=766bTMSiHIXGlQfXqvWaCg&ved=0CBgQ9QEwAA

Thank You!
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