1. Remember to Maintain Tried and
Trusted Metrics
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2. Split Agent versus non Agent CSAT
Measures




3. First Contact Resolution
- its Repeats that Matter!

Everyone knows FCR is a game changer on profitak
customer satisfaction.

Effective FCR is not about your FCR rate. It is abouty
repeat rate.

Count, categorise and solve repeat reasons.

The average true FCR rate is 65% so if your method
showing 92% think again.




