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METRICS TEND TO FALL INTO 4 MAIN CAMPS # soumoe

Productivity
Customer Experience

Quality
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Poll Question: 8 omone

Where do the majority of your metrics sit?

1. Productivity

2. Customer Experience
3. Quality

4. Performance




WHAT’S THE LANDSCAPE AT THE MOMENT...THE UK FAB

@ SOLUTIONS
DECISION MAKERS GUIDE FOR 2023 SAYS ....
Most important contact centre metrics
Cost per call E 5% 8% ,“ 13%. 21% 129%
1%
Mean average Median average 1%
Average speed to answer 120 seconds 60 seconds Adherence to service levels 13% 13% 17% 17% 0% 6
Call abandonment rate 9.1% 5.5%
First-call resolution rate 77% 80% - s ;
‘ : Speed to answer 10% 84 22% 19% 19% 10% m
Call duration (service) 426 seconds (7m 6s) 363 seconds (6m 3s) —
Call duration (sales) 516 seconds (8m 36s) 470 seconds (7m S0s)
Call transfer rate (excl. receptionists) 9.0% 8.0% Agent quality scores  [EBBE 15% 27% 17% 3% 6% m
Cost of inbound call £6.26 £4.00
Cost of outbound call £3.71 £3.33 =
Call abandonment rate 14% 15% 10% 16% 1“‘ 15% 10%
NB: as a few respondents may show extreme results, data are not distributed symmetrically. Median values show the
midpoint and may demonstrate the truer picture of a ‘typical’ operation. If calculating an industry-wide amount (e.g.
total cost of calls, or total time spent walting to answer), the mean average is more appropriate. First-contact resolution rate 15% 17% 10% 13% 13% 14% m
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BUT WE HAVE SO MANY METRICS WHERE DO WE START?  #xume~




H FAB

THE DANGER IS
“WHAT GETS MEASURED

GETS MANAGED”

Peter Drucker
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SO WHAT WE SHOULD DO IS MEASURE WHAT MATTERS ~ Gwwme

Inspect what we expect

How do define what Matters ?

Understanding what’s outcomes your want to

see will help you think about the right Metrics.

Customer focused

Measure

What Clearly Measurable

matters!

Outcome focused
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ASPECTS TO CONSIDER WHEN EVALUATING YOUR PEOPLE? =~

Level of Level of
POTENTIAL PERFORMANCE




DON’T CONFUSE SKILLS GAPS WITH ATTITUDES AND FAB
CONDUCT PROBLEMS

SKILL WILL
Can this be fixed with training, Are people choosing not to
coaching and or self learning? perform, is it a behavioural

issue?
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Poll Question: 8 omone

Which Do you think is impacting your teams performance more?

1. Skill
2. Will
3. Other
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HOW DO WE MEASURE SPEED TO COMPETENCEY?? # s

Its all clicking We’ve got

Confidence Building 0 this!

Nervous & Needing Ik ‘
Support

$ ‘ Achieving

Y

New & Excited

Finding Feet

ARE WE CLEAR ON
EXPECTATIONS AT EACH
STAGE?
WHAT HAPPENS IF IT
New to Role GOES WRONG?
y/ -

A




SO TO WRAP IT ALL UP!

Define What

Matters

Inspect what
you expect

Adjust based
on Experience

FAB

# SOLUTIONS

Recognition
And Praise
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Thank you!
Any Questions




For more Information and detail
here

Visit for more information on

any of the below

> Contact Centre Training solutions

> Leadership coaching and development

> Contact Centre Technology

2 Process improvement consultancy

S\ Contact us on
0161 718 2624 or 07824995454
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https://www.fabsolutions.co.uk/contact/
https://www.fabsolutions.co.uk/contact/
http://www.fabsolutions.co.uk/
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