Centerserve

Table of contents —

Study overview 6 Information technology/technology cost ..... 36
Payroll/labor COStS ......ccovvvevevieicieiecei, 37
Call center operationsmodel ........cccceeevvvreienieennene 7 OVErhead COSES....ome e 37
TOP KPIS coroeeeeeeeeee e eeeeeees e 11 NELWOIK COSES ..o 38
Performance goals and current performance 11 Training COSS ..ovvvvvvrieireeseeeeree e e 39
Service leVel ....coovvvieiiieiece e 12 Employee Turnover, Internal vs. External Loss.. 40
Abandoned call rate..........ccccoevvcereririeniennen, 13 . .
Full time representatives...........cccccererennnn. 40
Average wait time before abandon............... 14 . .
g Part time representatives............cccoceeveveeene 41
Average speed of answer..........ccccoeeveierenn 15 .
gesp Temporary representatives..........c.ccoeevveeen. 42
Average after call work time ............c.c.c..... 16
g All emplOYeesS.....c.covviriiiieecce 43
Agent utilization..........cccceevvev i 17
First contact resolution ..........cccceeveveneinnnne 18 CUSLOMEN SAUSACHON oo 44
. o
Volume and Volume Dir ection by Contact Medium Do you measure customer satisfaction?....... 44
.................................................................................. 19 Primary collection method........................... 45
Inbound volume and direction.................... 19 Customer satisfaction survey frequency ...... 46
Outbound volume and direction .................. 20 Customer satisfaction trends..............cc.cce... 47
Email volume and direCtion ... 21 Customer satisfaction training .............c....... 48
Text-chat volume and direction................... 22 Call esCalation .........ccooovvvvviinererins 49
Fax volume and direction ..o, 23 Management PractiCeS...........oow..rrerrreerrereene. 51
Mail volume and direction...........ccccccecevenee 24 .
SUPEIVISOIS w.vvivieiiieiieesie et 51
Variable and Fixed COSES.......ccocvvrreennenenienineeen 25 Agent Hiring and Training............cccoceveveeee. 55
Variable COStS .....ccvvvvvciiiieee e, 25 M otivation, reward, recognition and incentives.. 60
FIXed COSES....viviriiiiieieee e 26 .
Use and effectiveness .........c.ccoevvveneinienan, 60
Technical support Costs .......cccovevvevverereriennn, 27 . . .
Budget allocation for incentive programs.... 61
Technology COStS........ccvvveieieciceeie e, 28
Telecom/Networking COSES ........rrooeroevrrn. 29 Quality MONItoring .....cccceoeeerereeeerene e 62
Facility COSES.....cervviriicirese e 30 Do you monitor quality?..........cccceeverviennn 62
Cost per Contact Medium 31 Primary monitoring method.............ccccoc...... 63
Who performs your quality monitoring? ..... 64
Average cost per voice call...............cccevenee. 31 . .
Categories of agent evaluations................... 65
Average cost per email contact..................... 32 .
g P Evaluation scale..........cccooveveeveiiiiiccec 66
Average cost per IVR contact.............c......... 33 . L
Quality monitoring contacts per month. ....... 66
Average cost per text-chat...........cccoerirennn 34 . N
g ) Uses of Quality monitoring results.............. 67
Average cost per contact medium ................ 35 .
g P Results deliVEry .......ccocovveiiiiiceee 67
Budget allocation...........coceverereieneninenceeeeneee 36

3
© 2010 Centerserve. All rights reserved.



Centerserve

Table of Figures

Figure 1 - Regions represented ................. 6
Figure 2 - Industry type.......c.cccceeeeunnnnneenn. 8
Figure 3- Percentage of full time
emMPlOYEES ..uvvvveiiiiiiiiiaee 8
Figure 4 - Hours of Operation ................... 9
Figure 5 - Call center function .................. 9
Figure 6 - Type of Site....ccccceeevvvevevnnnnnnnnn. 10
Figure 7 - Service Level Goal .................. 12

Figure 8 - Service Level Performance.....12
Figure 9 - Abandoned call rate (percent) 13
Figure 10 - Average wait time before

abandon (seconds) ........ccceeeeeeeeeeeeennn. 14
Figure 11 - Average speed of answer

(seconds) .....ccooevrviiriiiiiiieeeieeeee e, 15
Figure 12 - Average after call work time

(5eCondS) ..ccvvvvveeeeeeeeeeeeeeeeeeeeeeeeeeeeaas 16

Figure 13 - Agent utilization (percent)...17
Figure 14 - First contact resolution

(PEIrCENt) ...ccvvveeeeeeeeeeeeeeveeeeeeeeeeeeeeeearanns 18
Figure 15 - Inbound call volume direction
In past tWo years.......cccceceeeeeeeeevvnnnennn. 19
Figure 16 - Percentage of inbound calls
per month .......ccooeeee 19
Figure 17 - Outbound volume direction in
past two years .......cccevvvvicieeiieeiiiiinnnnn. 20
Figure 18 - Percentage of outbound calls
per months.........ccceeeee 20
Figure 19 - Email volume direction in past
EWO YEATS...cevvviiieieeeeeeeviiceee e 21
Figure 20 - Percentage of email contacts
permonth .........ccooe 21
Figure 21 - Text-chat volume direction in
past tWo years .......ceevvvveieniieeiininnnnnn. 22
Figure 22 - Percentage of text-chart
contacts per month...............ccccuvuneee. 22
Figure 23 - Fax volume direction in past
EWO JEATS...cevvvviiieeeieeeiiiiciee e eeeevviine 23
Figure 24 - Percentage of fax volume per
month......ccoocceiiiiiinii, 23
Figure 25 - Mail volume direction in past
TWO YeATS...ccvvvvicieeeeeeeeiceee e 24
Figure 26 - Percentage of mail volume per
MONth..ccviiiiiiiiii 24
Figure 27 - Is your call center responsible
for variable overhead cost?............... 25

Figure 28 - Variable cost responsibilit....25
Figure 29 - Is your call center responsible
for fixed overhead cost? .................... 26
Figure 30 - Fixed cost responsibility....... 26
Figure 31 - Is your call center responsible
for Technical Support labor costs?...27

4

Figure 32 - Technical Support labor cost

responsibility ....ccccceeeiieeeiiiiiiieeneeen. 27
Figure 33 - Is your call center responsible
for Technology costs?........ccccvvveeee.... 28
Figure 34 - Technology cost responsibility
........................................................... 28
Figure 35 - Is your call center responsible
for Telecom/Networking costs?........ 29
Figure 36 - Telecom/Networking cost
responsibility ....ccccveeeeeeieiiiiiiiiieeeen, 29
Figure 37 - Is your call center responsible
for Facility costs?........cceevuvrvvvenenennn. 30

Figure 38 - Facility cost responsibility... 30
Figure 39 - Average cost per voice call... 31
Figure 40 - Average cost per email contact
........................................................... 32
Figure 41 - Average cost per IVR contact
........................................................... 33
Figure 42 - Average cost per text-chat... 34
Figure 43 - Average cost per contact

MEdIUM .eooeeiiiieeiiiee e 35
Figure 44 - Percentage of budget allocated
to IT/technology costs........cccvvveeeeen.. 36
Figure 45 - Percentage of budget allocated
to payroll/labor costs........cccveveeeeenn. 37
Figure 46 - Percentage of budget allocated
to overhead costs ........cccevvveenieennnnnn. 37
Figure 47 - Percentage of budget allocated
to network costs.....cccvvueeiiniieiennnen. 38
Figure 48 - Percentage of budget allocated
to training CostS.......oovvvvvvrerreernnnnnnnn. 39
Figure 49 - Estimated annual turnover-
full time representatives.................. 40
Figure 50 - Internal vs. External loss — full
time representative.............cceeee...... 40
Figure 51 - Estimated annual turnover-
part time representatives................ 41
Figure 52 - Internal vs. external loss —
part time representatives................ 41

Figure 53 - Estimated annual turnover-
temporary full and part time

representatives....ooooveeeeeeeeeeeeeeereeennnn. 42
Figure 54 - Internal vs. external loss —
temporary employee.............cee....... 42
Figure 55 - Estimated annual turnover-all
eMPlOYEES....ccvvviieieeeeeeeiiiieeee e 43
Figure 56 - Internal vs. external loss — all
eMPlOYEES...cccvviiieieeeeeeciirieeee e 43
Figure 57 - Do you measure customer
satisfaction........ccceeveeeniieerieeenieennne, 44

© 2010 Centerserve. All rights reserved.



Centerserve

Figure 58 - Primary method of customer

satisfaction surveys ........ccocvveeeeeeennn. 45
Figure 59 - Customer satisfaction survey
frequency ......cccooveeeeeveeeeeeeeeeeeeeee, 46
Figure 60 - Customer satisfaction
direction in the last year .................. 47
Figure 61 - Customer satisfaction
direction in the last 5 years.............. 47
Figure 62 - Customer satisfaction training
delivery method............cooeeunninennnn. 48

Figure 63 - Percentage of new agent
training devoted to customer

Satisfaction ........ccccceevvieeriieenieeinieens 48
Figure 64 - Direction of calls escalating to
supervisor in past 2 years ................ 49
Figure 65 - Most common reason for call
escalating to supervisor.................... 49
Figure 66 - Causes of customer complaint
............................................................ 50
Figure 67 - Areas of new supervisor
ELAINING c.evvvivieeeeeeeeeciieeee e eeeeiieeeee 51
Figure 68 - Primary method for training
NEW SUPETVISOTS..uuvueureenennnnnnnnnnnnnnnnnnns 52

Figure 69 - Tasks time is devoted to vs.
tasks time should be devoted to....... 52
Figure 70 - Common features sought when

hiring supervisors .......cccccceeeeeeeeene.... 53
Figure 71 - Common features sought when

hiring agents .......cccccvvvveeeeiieeecninneen, 53
Figure 72 - Span of control ...................... 54
Figure 73 - Types of agent pre-

employment screening...................... 55

Figure 74 - Days of new agent training..55

Figure 75 - Percentage of total training
time spent on systems training........ 56

Figure 76 - Percentage of total training
time spent on process and procedure
ELAINING c.eeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeee, 56

5

Figure 77 - Percentage of total training
time spent on customer services &
communication skills training........ 57

Figure 78 - Percentage of total training
time spent on products and services

EPAINING .ovveeeeeeeiiiiieee e 57
Figure 79 - Agent training time direction
........................................................... 58
Figure 80 - Time from hire to fully
functioning agent ..........cccccovvvveeennnn. 58
Figure 81 - How agents are development
to handle multi-media contact ........ 59

Figure 82 - Agent salary per hour- USD 59
Figure 83 - Use incentive programs in call

CENLELT wovveeeeeeeeeiiiiiee e ee et e e e e eeeaaens 60
Figure 84 - Are the incentive programs
effective? ....oovvvvveeeeeeieeeeee 60

Figure 85 - Are budget funds specifically
allocated for incentive programs..... 61
Figure 86 - Perform quality monitoring. 62
Figure 87 - Primary monitoring method 63
Figure 88 - Who performs quality
MONILOYING? ...uvvviiiieeeeeeiiiiieeeeeeeeeenns 64
Figure 89 - Primary categories of agent
evaluation during quality monitoring

........................................................... 65
Figure 90 - Type of scale used to evaluate
AZENTES. ittt 66
Figure 91 - Number of contacts per month
........................................................... 66
Figure 92 - Uses of quality monitoring
TESULES .evvveeieiiie e 67
Figure 93 - Turn-around time on results of
quality monitoring to agents........... 67
Figure 94 - Who delivers quality
monitoring results to agents............ 68

© 2010 Centerserve. All rights reserved.



	2010 Call Center Operations Report 3
	2010 Call Center Operations Report 4
	2010 Call Center Operations Report 5

