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Interactive Session

 While | am presenting please write down your
tops tips

o Atthe end of my session we will open up the
floor to go through your tips

« We will then publish all of the tips (anonymously)
In Call Centre Helper in the next two weeks



Quality not Quantity
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Just because it’s easy to collect does not make it a good measure



Time to ditch the ACD stats?

o ACD stats focus on speed not quality
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After 30 years of ACD stats
long waiting times are still common
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Source: Bright Index



Top Call Metrics

What Is the
most widely used
call centre metric?

Source: Ventana Research



Average Handling Time
tells you nothing about
the outcome of a call

Smarter companies are measuring outcomes
e customer satisfaction levels

* new business sales

* net promoter scores

e life-time value of customers



Careful with
Average Handling Times
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Top Call Metrics

Metrics Currently Used

Average Length of a Call 92%
Number of Calls Resolved on first contact 91%
Quality Assurance Scores IIIEEEEEE————— 38%
Average Time to Complete After-Call Work I 84%
Customer Satisfaction Levels | . 81%
Number of Customer Saves | I /1%
Percent of Calls Transferred to Another Agent | IS 64%
Number of Calls Put On Hold | I 63%
Number of Calls Handled I 63%
Number of Other Interaction Types Handled IS 61%
Number of Incomplete Sales Attempts IS 61%
Value of Sales Made | IS 5890
Number of Evaluations IS 57%
Number of New Sales Made | NN 55%
Customer Net Promoter Scores | IS 53%
Number of New Accounts Generated | I 52%

Ventana Research APM research 2009



Analyze more calls

How many calls per agent per month
do you analyse for quality purposes?

Survey size 229 call centre managers -
April 2009



Example
An agent taking 40 calls per day

10% of the calls are bad



That's 720 calls per month




A sample of 10 per month

Still leaves a 35% chance of missing a bad call



Manage time classifications
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Balanced Scorecards can lead to
overload
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Interactive Scorecard- Sample Company Pty Ltd
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The average company uses Six
measurements




Do a manual forecast
as a sanlty check

Thanks to Dave Appleby for this Tip



Finally when it all breaks down

E3 Microsoft Excel - erlang-calculator-¥1 [Read-Only]
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34 Average call duration (s) | 240 | Reguired semvice level |: 2 Erlang
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Agents Incoming call rate

Ja Time slot availahle (calls per half hour) Predicted Service Level
39 00.00-00.30 ] 10 98.92%
40 00.30-01.00 10 32 98.94%
41 01.00-01.30 20 103 93.85%
42 01.30-02.00 30 140 99,34"%
43 02.00-02.30 40 266 70.40%
44 02.30-03.00 50 361 34.07%
45 03.00-03.30 50 333 75.10%
45 | 03.30-04.00 A0 281 98.01%
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