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No silver bullet, sorry..

“Magic doesn’t just happen,

The quick fixes. : .
it comes from doing the

basic things right, again
and again”

Let’s hit the road..
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Efficiency

* Cost per
contact

= Contacts per
agent/day

» Self service
* Sales
*FCR

Quality

* Abandonment
* Hold time
= Training

* Employee
engagement

* C-SAT

Resourcing
= Utilisation
= Attrition

* Ready time
(call time and
wait)

* Absence

= Agents per
team leader

15 common metrics out of 50.



Advisors per team leader.
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Bright Index

KPI shows how many agents the coaches manage.
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8-15 agents / team leader =

10 % higher ready time
5 % higher availability
5 % higher FCR

Lower absence

More satisfied agents
Higher competency
Higher CSAT
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Service level: Calls handled within 20 seconds.

Trend B
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Bright Index

KPI shows the percentage of calls the participants
answered within 20 seconds.
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Service level: calls handled within < 120 seconds.

Trend 4 Highest:  93%

¥ Lowest: 36%
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Bright Index

KPI shows the percentage of calls the participants
answered within 120 seconds.
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What is the most sexy thing to focus on right now?

Inbound interactions by channel

Web chat  Sacial media Fo¥
1.7% oox 0-8% SMS

A\\\‘

Letter

3.6% 0.5%

Telephone (self-
service)...

Telephone (live
agent)
73.2%

ContactBabel

An average UK contact centre annually receive around
200k emails and 1M calls, versus only a couple of hundred

However... Social media contacts.
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Resolving issues on the first attempt, by channel
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Live agent Email
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Web chat/ FAQ pageson Independent  Automated EME
instant company blogs and service with
meszaging wiehsite or forums touchtone
message
board

Respondents from US, UK, France,

Social Automated

networking service with
speech

recognition

Germany, Brazil, Russia, India, China
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Target response time — email

24 HOURS!
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Actual response time — email

18 HOURS!
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Bright Index
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Resolving issues on the first attempt, by channel
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instant company blogs and service with networking service with
meszaging wiehsite or forums touchtone speech
message recognition
board
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Staff engagement + staff
satisfaction but:
?POSITIVE, PROACTIVE
INVOLVEMENT”

(Don Pepper)




How to drive it.

1.Achievement.

2.Recognition.
3.Development.

\SUPPORT '
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Other drivers..

Agent C-Sat v Gender
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Agent C-SAT v Age
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30% increased CSAT - As
easy as ABC...




A: What drives CSAT?

General satisfaction

The impact on Customer Satisfaction

=

2 3

-

Answer time ® Engagement

T

4 5

® Knowledge
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Measuring metrics in
parallel with general
satisfaction (or NPS),
will tell you what affects
satisfaction the most.




Get proactive!

The guestion

no one asks

but everyone
should..
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B: Who drives CSAT?

Total (General satisfaction)

Create a self-correcting solution.

Focus team leaders.

Engagement vs Loyalty
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C:. Where should the feedback go?

Marketing

Are you sharing feedback
with rest of organisation?

ad 01010
Reduce number of contacts ﬁ‘ iw
Raise CC status
Increase CSAT ¢ ¢
G L Q
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Voice of customer 2.0 — Mmix with performance stats

WwWWw.,

Freg Handling Tome ||

How come Bob spends
60 seconds longer per

scain [ Botizem ' Show mben

call compared to Mary?

And at the same time,
customers score

Mary’s competence
higher!

index.co.uk
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Advisor green cost £24 less per
day, yet scores higher on CSAT.
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saving annually.
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Proving R.O.I. for V.O.C. programmes
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As proven by a Telecoms client of
ours, “Promoters” spend 33%
more.

On average V.O.C. helps clients
increase CSAT and NPS by 20-30%.

For a client with 500k “Detractors” and
an ARPU of £300, putting V.O.C. in
place can mean a £15M revenue
increase.
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Which leads us to the “Holy Grail”..
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Finally..

Getting them all
wrong at the
same time..
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Further reading
www.brightindex.co.uk/Research

- You CAN prove the value of customer service!

M at S R e n n S t am - Best Practice for Customer Satisfaction Surveying

- Bright warns good customer service may be too good!

- m atS @ b rl g htl n d eX ] CO ] u k - Five steps to achieving a 30% C-Sat increase

- Proving contact centres’ contribution to the business
- Is self-service for you?

‘. WWW. b r | g h tl n d eX . C O . u k - Focus on what matters, and where the money is!
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