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Contact Center KPlIs

Definitions & Correlations

Leam how each of the Contact Genter metrics that
we benchmark is defined. why it's important. and
how it correlates with other metrics. We include
‘melrics from the following six calegories

» Cost

> Productivity

> Service Level

> Quality

> Agent

> Contact Handling

> ‘. Contact Center KPls > ‘L

Definitions & Correlations

for sales Contact Cenlers

Learn how each of the Contact Center metics that
e benchmark is dsfined, why IU's important, and
how it correlates with other metrics. We include
‘melrics from the following seven calegories:

> Cost
> Productivity

» Sales Effectiveness
> Service Level

> Quality

> Sales Rep

» Contact Handling

JilMetricNet

MetricNet Performance Benchmarking
wvew metricnet com
703,952 8160

Contact Center KH nfo@meticrat com
Definitions & Correlatio

for outsourced Contact Centers

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

» Price
» Productivity

» Service Level

* Quality

» Agent

» Contact Handling

Metrichiet Performance Benchmarking
oy meticnet com

703,992 8160

info@metricnet com
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| Need a Volunteer...

Do you Know:

Monthly Contact Volume
Average Handle Time

Agent Headcount

Average Agent Compensation
Customer Satisfaction

First Contact Resolution Rate
Agent Job Satisfaction
Average Speed of Answer
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The Traditional Paradigm for Contact Centers
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Characteristics of a World-Class Contact Center

-----
"""""""""

1. Contact center consistently exceeds customer 3. Contact Center follows industry best o
expectations — regardless of the transaction oractices Em
Bipe =

m Industry best practices are defined and Y

ST LT

m  Call Quality is consistently high [
e . documented ~ Eeens
m  Customer Satisfaction is in the top quartile SRS

............

: : m  Contact Center follows industry best practices |
2. Business value is managed at or above p—

industry average levels 4. Every transaction adds value
m  Cost per contact is below industry average levels m A positive customer experience improves
— bottom quartile Cost per Contact customer loyalty

m Revenue generated is above industry average ..
J y J m Creates positive brand awareness and

levels

_ switching costs
Telemarketing and Telesales

Debt collections m Contact Center ROl > 100%
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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% g

Do You Use Metrics Diagnostically? 20% c>t$

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

Do You Set Performance Targets with KPIs? 60% §
=

Can you Define Your KPIs? 80% g

Do You Use Metrics for Reporting? 90%

Do You Have KPIs? 100%
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Some Common Contact Center Metrics
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Cost Quality Productivity
m  Cost per Contact m  Customer Satisfaction s Agent Utilization = \::_:
= Cost per Minute of Handle Time ®  Call Quality = Contacts per Agent per Month €72 . e

Rl T esmmae———TLE L DL Ll Lol

...............
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m First Contact Resolution Rate i

Schedule Adherence

Agent Tenure And there are hundreds

Agent Job Satisfaction

Agent Service Level Call Handling  |g} |
= Agent Occupancy m Average Speed of Answer = Call Handle Time
= Agent Turnover (ASA) m After Call Work Time
= Daily Absenteeism m Call Abandonment Rate = |VR Completion Rate
= New Agent Training Hours = % Answered Within 30 m  Agent-less Completion
m  Annual Agent Training Hours Seconds Rate
m Agents as % of Total FTE’s m Percent of Calls Blocked m % of Calls Transferred
|
|
|
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The 80/20 Rule for Contact Center KPIs

Cost

Quality

Productivity

Call Handling

Agent

Aggregate

Cost per Contact
Customer Satisfaction
Agent Utilization

First Contact Resolution Rate

Agent Job Satisfaction

Balanced Scorecard
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The Contact Center Balanced Scorecard

Performance Metric I\/!etri.c Performance Range Your Actual Metric Score Balanced
Weighting | Worst Case Best Case |Performance Score
Cost per Inbound Contact 25.0% $9.10 $4.21 $6.44 54.4% 13.6%
Customer Satisfaction 25.0% 80.3% 98.1% 94.7% 80.9% 20.2%
Agent Utilization 15.0% 46.5% 64.9% 58.6% 65.8% 9.9%
Net First Contact Resolution Rate 15.0% 76.6% 94.2% 92.5% 90.4% 13.6%
Agent Job Satisfaction 10.0% 66.1% 90.9% 84.5% 74.2% 7.4%
Average Speed of Answer (seconds) 10.0% 229 12 229 0.0% 0.0%
ﬁTotal 100.0% ﬁ N/A ﬁ N/A N/A ﬁ N/A 64.7%
Step 1 Step 3 Step 5

Your score for each
metric is then calculated:
(worst case — actual
performance) / (worst
case — best case) X 100

Six critical performance
metrics have been selected
for the scorecard

For each performance metric,
the highest and lowest
performance levels in the
benchmark are recorded

Step 4

Your actual performance
for each metric is recorded
in this column

Step 2

Each metric has been weighted
according to its relative
importance

Step 6

Your balanced score for each metric
is calculated: metric score X
weighting
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Benchmarking Your Overall Performance

90% —
° | Key Statistics
80% Contact Center Scores
High 83.6%
] Average ~~~-- 55.6%
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The Contact Center Performance Trend

85%

80%

75% ]

70% |

65%

TR0 1

60%

55%

50%

Contact Center Balanced Score

45%

40%
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

B 12 Month Average @ Monthly Score
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Important Contact Center KPI Correlations

Cost per Contact Customer Satisfaction

A A

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

Coaching Career Path Training Hours
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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% g
Do You Use Metrics Diagnostically? 20% c>t$
Do You Understand KPI Cause-and-Effect? 30% CED
B Do You Set Performance Targets with KPIs? 60% §
=
Can you Define Your KPIs? 80% g
Do You Use Metrics for Reporting? 90%
Do You Have KPIs? 100%

ICIMI CONNECTIONS A more connected conference experience! #CCDemo



Case Study Example
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Contact Center Benchmarking Output

Metric Type Key Performance Indicator (KPI) Company Peer_ Group Stat|st_|cs
XYZ Average Min Median Max
Cost per Inbound Contact $6.44 $6.11 $4.21 $6.13 $9.10
cost Cost per Minute of Inbound Handle Time $1.11 $0.99 $0.80 $0.98 $1.32
Inbound Contacts per Agent per Month 963 867 632 832 1,199
. Outbound Contacts per Agent per Month 51 93 15 87 192
Productivity ——
Agent Utilization 58.6% 56.2% 46.5% 57.5% 64.9%
Agents as a % of Total Headcount 74.5% 82.7% 73.7% 83.6% 90.8%
Average Speed of Answer (seconds) 229 80 12 75 229
Service Level |% of Calls Answered in 60 Seconds 44.3% 45.5% 18.3% 43.3% 82.0%
Call Abandonment Rate 17.0% 7.4% 1.1% 6.9% 17.0%
Call Quality 89.7% 90.9% 81.4% 91.3% 98.8%
Quality Net First Contact Resolution Rate 92.5% 84.5% 76.6% 84.2% 94.2%
Customer Satisfaction 94.7% 89.6% 80.3% 90.0% 98.1%
Annual Agent Turnover 46.3% 32.2% 15.2% 31.7% 60.4%
Daily Agent Absenteeism 5.6% 5.9% 2.9% 5.2% 11.3%
Agent Occupancy 86.5% 72.4% 54.0% 72.7% 87.7%
p— Schedule Adherence 94.5% 86.5% 73.3% 89.3% 94.5%
New Agent Training Hours 160 116 96 114 160
Annual Agent Training Hours 17 13 0 14 34
Agent Tenure (months) 29.9 40.8 20.9 38.9 75.6
Agent Job Satisfaction 84.5% 80.1% 66.1% 80.3% 90.9%
Inbound Contact Handle Time (minutes) 5.78 6.11 4.92 6.00 7.60
. |Outbound Contact Handle Time (minutes) 2.00 2.27 2.00 2.28 2.65
Contact Handling
Outbound Contacts as a % of Total Contacts 5.0% 9.7% 1.9% 9.2% 17.3%
IVR Containment Rate 51.8% 57.9% 43.8% 57.9% 71.9%
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Quartile Performance

Balanced Scorecard Metrics

Cost per Inbound Contact

Customer Satisfaction

Agent Utilization

Net First Contact Resolution

Agent Job Satisfaction

Average Speed of Answer (seconds)

Quatrtile Company
4 XYZ
(Bottom) |Performance
$6.52 o~
$9.10 '
86.6%
94.7%
80.3%
52.4%
58.6%
46.5%
81.4%
92.5%
76.6%
75.2% e
66.1% S
97
229

97
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North American Performance Quartiles

Best Performers Worst Performers
1st Quartile 2nd Quartile 3 Quartile 4% Quartile

Cost per Minute of
Contact Handle Time

$.85 $.85-%$1.12 $1.12 - $1.70

Voice Customer 4.2% 94.2% - 82.1% 82.1%-72.8%
Satisfaction

Voice Agent 0

Utilization 63.2% 63.2% - 55.8% 55.8% - 44.5%

Net First Contact

Resolution Rate 90.2%

90.2% - 83.5% 83.5% - 66.9%

Agent Job

Satisfaction 75.7% - 62.8%

88.4% - 75.7%

88.4%

Average Speed of

Answer (seconds) R/

27 - 58 58 — 105

Contact Center

Balanced Score 61.1% — 50.3%

61.1% 50.3% - 39.2%
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Contact Center Performance Targets

Performance Metric

Current Company XYZ

Target Performance

Performance

Cost per Inbound Contact $6.44 $5.85

Customer Satisfaction 94.7%
Agent Utilization °8.6% |  632% | Rl
Net First Contact Resolution Rate 92.5%
Agent Job Satisfaction 84.5%
Awverage Speed of Answer (seconds) 229 27
Balanced Score 64.7% 79.6%
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Simulated Impact on the Balanced Score
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Performance Metric R e RN Target Performance
Performance
20T H A HHHAMAHH M
Cost per Inbound Contact $6.44 $5.85
e a oo Customer Satisfaction 94.7% 94.2%
0% e Agent Utilization 58.6% 63.2%
6\’:{111 D AD AL A AN 9B AD
|
c,o@"@(\ Net First Contact Resolution Rate 92.5% 90.2%
Agent Job Satisfaction 84.5% 88.4%
Awverage Speed of Answer (seconds) 229 27
Balanced Score 64.7% 79.6%
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The Results — 12 Months Later

Performance Metric Company XYZ Target Performance 1(2:?\/22?1?2;/ i(;(tzer Distance from Target
Cost per Inbound Contact $6.44 $5.85 $6.16 $0.31
Customer Satisfaction 94.7% 94.2% 95.2%
Agent Utilization 58.6% 63.2% 63.2%
Net First Contact Resolution Rate 92.5% 90.2% 92.5%
Agent Job Satisfaction 84.5% 88.4% 90.5%
Average Speed of Answer (seconds) 229 27 a7

Balanced Score 64.7% 79.6% 79.9%
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| Need a Volunteer...

@ MetricNet
Performance Benchmarking

Monthly Contact Volume

Average Contact Handle Time

Agent Headcount

Average Agent Compensation

Customer Satisfaction

First Contact Resolution Rate

Agent Job Satisfaction

Average Speed of Answer
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The Agent Scorecard

Metric Performance Range Balanced
Performance Metric Weighting | Worst Case Best Case Your Score [ Metric Score Score
Schedule Adherence 25.0% 70.0% 99.0% 70.0% 0.0% 0.0%
Call Quality 25.0% 50.0% 100.0% 93.1% 86.2% 21.6%
Customer Satisfaction 25.0% 70.5% 98.4% 98.4% 100.0% 25.0%
First Contact Resolution Rate 25.0% 63.6% 84.0% 80.6% 83.3% 20.8%
Total 100.0% N/A N/A N/A N/A 67.4%
Step 1 Step 3 Step 5
Four critical performance For each performance The agent’s score for each
metrics have been selected metric, the highest and metric is then calculated:
for the scorecard lowest performance (worst case — actual
level for all agents is performance) + (worst
recorded case — best case) X 100
Step 2
Each metric has been SIER A Step 6
weighted according to its Each agent’s actual
relative importance performance for the month The agent's balanced score
is recorded in this column for each metric is calculated:
metric score X weighting
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Monthly Agent Performance Rankings

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% .,__.'-m.'.'.'.'.'.':.';'.'.':.‘
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% 80.6%
15 8 70.4% 66.6% 53.3% 56.3% 56.6% 39.0% 57.0%
Your Score 9 67.4% 54.1% 56.9% 64.8% 56.7% 51.2% 58.5%
20 10 64.9% 66.5% 70.1% 56.9% 40.9% 72.7% 62.0%
31 11 62.3% 47.4% 22.7% 38.4% 26.0% 93.0% 48.3%
16 12 61.0% 62.8% 54.5% 45.9% 41.7% 62.7% 54.8%
17 13 57.9% 42.1% 32.3% 71.6% 60.3% 60.3% 54.1%
33 14 56.8% 75.5% 64.8% 80.3% 79.7% 73.5% 71.8%
13 15 52.2% 34.9% 61.0% 52.8% 58.9% 48.7% 51.4%
24 16 48.9% 66.7% 86.9% 87.7% 83.6% 74.5% 74.7%
28 17 46.4% 45.5% 19.3% 40.3% 28.8% 32.4% 35.5%
27 18 43.7% 26.5% 31.5% 24.3% 22.2% 17.2% 27.6%
17 19 41.5% 28.4% 50.1% 48.1% 71.1% 81.0% 53.4%
23 20 39.1% 52.3% 57.1% 86.4% 87.7% 88.9% 68.6%
22 21 36.8% 18.7% 19.3% 52.9% 66.4% 64.3% 43.1%
12 22 36.6% 43.2% 33.1% 65.7% 69.0% 86.0% 55.6%
30 23 36.3% 22.6% 23.5% 85.8% 81.5% 70.3% 53.3%
29 24 34.1% 44.9% 50.2% 28.3% 48.9% 36.9% 40.6%
34 25 33.4% 37.9% 23.1% 21.7% 29.7% 22.6% 28.1%
18 26 32.6% 68.4% 80.4% 88.4% 83.8% 91.6% 74.2%
Monthly Average 58.2% 56.8% 56.4% 64.3% 64.3% 66.6% 61.1% 26
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Individual Agent Performance Targets

Agent Performance Metric

Current Agent

Agent Performance

Performance Target

Schedule Adherence 70.0% 90.0%

Call Quality 93.1% 93.1%
Customer Satisfaction 98.4% 98.4%
First Contact Resolution Rate 80.6% 80.6%
Agent Balanced Score 67.4% 84.6%

lcm| CONNECTIONS A more connected conference experience!
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Summary...

1. Metrics Hierarchy with 9 Success Factors
2. Know the 80/20 Rule for Contact Center KPIs

3. Create a Balanced Scorecard

4. Cause-and-Effect Relationships are Very Powerful
5. Performance Targets are Based on Industry Benchmarks

6. Set Targets for the Top Quartile

7. Drive Targets Down to the Agent Level with a Scorecard
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Questions?
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Please complete the session
evaluation form in the
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for sales Contact Cenlers

Learn how each of the Contact Center metics that
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‘melrics from the following seven calegories:

> Cost
> Productivity

» Sales Effectiveness
> Service Level

> Quality

> Sales Rep

» Contact Handling

JilMetricNet

MetricNet Performance Benchmarking
wvew metricnet com
703,952 8160

Contact Center KH nfo@meticrat com
Definitions & Correlatio

for outsourced Contact Centers

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

» Price
» Productivity

» Service Level

* Quality

» Agent

» Contact Handling

Metrichiet Performance Benchmarking
oy meticnet com

703,992 8160

info@metricnet com

ICIMI CONNECTIONS

Youe,
Ll LT P p——"

o
Rl T ——
oo

ICMIEGRNECTIONS | =

Session 101: : | _— |

...........

Are Your Performance Targets on R
Target? erserasase

Jeff Rumburg, Managing Partner, MetricNet, LLC

A more connected conference experience! #CCDemo


https://www.metricnet.com/ICMIeBooks

ICIMI CONNECTIONS

Session 301:
Ask the Experts: Mastering Your

Metrics

Justin Robbins, Contact Center Evangelist, 8x8
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Session 603:
From Good to Great in 9 Months -

The Kinecta Credit Union Success
Journey!

Jeff Rumburg, Managing Partner, MetricNet, LLC




Thank you!
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Questions?
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ICIMI CONNECTIONS

Session 101:
Are Your Performance Targets on

Target?

Jeff Rumburg, Managing Partner, MetricNet, LLC f




Winner of the Ron Muns Lifetime Achievement Award

m Named one of HDI’s Top 25 Thought Leaders in 2016, 2017 |-

----------

and 2018 —

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...

N

METRICNET.COM

703.992.8160
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Information
Technology

m Customer Service ¢ N —

Contact = Technical Support A ——
Centers L Telema_lrketlng/TeIesales g “:E__
m Collections ‘,»;5 st

5 s s

m Service Desk 1 ——

m Desktop Support
m Field Support

Telecom m Price Benchmarking

m Customer Satisfaction

Satistaction m  Employee Satisfaction

ICIMI CONNECTIONS A more connected conference experience! #CCDemo



Meet a Sampling of Our Clients

MetricNet Conducts benchmarking for Contact Centers worldwide, and across
virtually every industry sector.
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