
• I want and need my 
Agent’s Productivity

• I want and need my 
Agent’s Quality

• I want and need my 
Agent’s Attitude(s)

What everyone wants

P, Q & A



Productivity Chart
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Productivity

5

Linda’s  Rate

Is 237% Higher Than Sam’s

Productivity Potential 

▪ Current = 15 Agent performing at 247  

▪ Possible high score = 348 

▪ Potential gain of 40% 

Productivity Variance Analysis

ABC Company Customer Care Team #5



Poll: Define Productivity

Which of the following are 
important measures of Agent 
Productivity in your Centre? 
{select all that apply}

o Calls Handled per Day/ 
Week/Month

o Average Handling Time (AHT)
o Occupancy
o Adherence to Schedule
o Shrinkage



Quality Chart
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Quality Score

Quality Potential 

▪ Current = 15 Agent performing at 109

▪ Possible high score = 142.5

▪ Potential gain of = 31%

The Quality variation

Is as big as

Productivity 

Quality Variance Analysis

ABC Company Customer Care Team #5



Poll: Define Quality

Which of the following are 
important measures of Agent 
Quality in your Centre? {select 
all that apply}

o Call Scoring/ Monitoring 
Interactions

o Net Promoter Score
o Customer Satisfaction
o First Contact Resolution
o Empathy



Productivity and Quality (P&Q) chart for Frontline (Based on Targets)
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LEE JUNG MI  KYUNG SAE MI NO NA RI LEE EUN SUN BAEK SUN YOUNG KIM KWANG HOON  KIM YU JUNG 

KIM GYE HWA KIM JI EUN  JUNG JI YEON CHIOI JUNG  HEE CHOI YEON JU 

High Qualit y Score

High 

Product ivit y 

( A C W +A U X )

Low Qualit y /  

Product ivit y 

Score

Cal cul at i on on AUX & ACW:

AUX:   5 to   7 %

ACW: 7 to 10%

Combi ni ng both:  12 to 17%

On the posi t i ve:  88 to 83% 

What P & Q look like



Doing the right things 
at the right time

The Agent Job



A settled way of thinking or feeling about something.

The role of Attitude(s)



Audience Question:  Which Attitudes?

Which Attitudes contribute 
most to Agent success?

Such as Ownership, 
Resilience, etc. 

This is an open-ended 
question – you may answer 
however you choose.


