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WHAT | PLAN TO COVER

What are the desired outcomes?
Efficient or Effective?
First Time Fix vs Average Handling Time
Getting Proactive




CUSTOMER OUTCOME ORGANISATION OUTCOME

Quick and permanent resolution

Effective use of resources

Minimal or no follow up contact needed Happy Customers / low or no churn

Etfortless Happy and Productive Employees
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EFFICIENT OR EFFECTIVE?

Efficiency and effectiveness are not the same
thing. Efficiency is defined as the ability to
accomplish something with the least amount of
wasted time, money, and effort or competency
in performance. Effectiveness is defined as the
degree to which something is successful in
producing a desired result; success.
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(Source: VOIP-Info.org, 2020)



https://www.voip-info.org/call-center-statistics/?__cf_chl_jschl_tk__=cabaad001aad8458925cd5401db8cb14ce47072f-1616681417-0-ATpJ71ubHg2TyWFTGrcHmtLjsN7G3qJ8LbogXcpw64z1OWBe84UDN08vUmySVHUCpuczJNQuo51ptIfpePgtSgylcJS_bDVDMeargsR7MazZfBVkU97NjwoWmd27ah3RQRXqyNLzMAHo4R5NbzUJTlrsDzIHpldwwTohvZnXr2TDv1DNrq5mUVbsxhAezfl9njAgDhW_qD2KMq5ETOlyqatm9SAn6YEP16hxOHtAzcucE4OOp5gH0qU0aEN37E2W4jbq1xg4BTZGnSY2HLLujXzTcCVRQW9fk8-SHFmaU1KO9gfKWnXPQYiiGeqKyWuZT-F5gemZncv2hpbWs_7WHuVnwlCcB9MhsypHyxV5SHmjPHFXoFDE1Y046wiKtV4Q5dks-LB8p0zZvnXHplmAomZYfC0t-kXlWXj1oWW6ZSJC
https://www.smallbizgenius.net/by-the-numbers/customer-loyalty-statistics/#gref

CUSTOMER ISSUE CONTACT WITH HIGH CUSTOMER
Balance KPI's to ensure call time ADVISOR SATISFACTION

isn't king Incentivise staft to go the extra mile Brand Loyalty and reduced churn

on the phone to minimise follow up



PREVENTION

Retrospectives
Proactive Problem Management
Preventative and/or proactive steps




WHAT CAN YOU CHANGE?

e Focus on Effectiveness

e Focus on Outcomes - not metrics

e Balance KPlI's to drive up First time fix
e Take time to be proactive




TWITTER FACEBOOK LINKEDIN

@luceatcoaching www.facebook.com/luceatcoaching www.linkedin.com/in/sarahmorgan73/



