In-depth RealityCheckTM Survey

for

Inbound Customer Service Call Centers

Thank you for participating in our research into call center best practices.
Please make note of the following regarding this Survey:

1.
An inbound call center is defined as any group of telephone Agents whose calls are distributed by an automatic call distributor (ACD) to the next available Agent.

2.
Please use one questionnaire for each call center in your company.

3.  Your individual performance data will be kept in strict confidence on our secured server.

4. Please use US Dollar equivalents when responding to all questions concerning moneys.

5.  When you have completed this Survey, you may submit your data by one of the following methods:

· FAX your completed Survey to: 805-618-1557, or

· MAIL your completed Survey to:

BenchmarkPortal, LLC

126 E. Constance Ave.

Santa Barbara, CA 93105

Attn. : B. Belfiore

PARTICIPANT INFORMATION

	Name
	

	Title
	

	Email Address
	

	Company Name
	

	Mailing Address
	

	City
	 
	State
	
	Zip Code
	

	Phone number
	
	Extension
	 

	Fax number
	

	Toll free number 
	 

	Referred by
	 


If you have a problem completing your questionnaire, or you have any questions concerning benchmarking, please e-mail the InDepth RealityCheckTM Survey Team at:

johnchatterley@benchmarkporal.com
Or telephone us between 8 AM and 5 PM Eastern Time,                               Monday through Friday at:

800-214-8929 Ext.2
From the Industry Groups Below, Please Circle One 
Industry that Best Represents Your Company

1. Aerospace

2. Automotive

3. Catalog - Retail/Wholesale

4. Chemicals - Consumer/Industrial/Pharmaceutical

5. Consumer Products - Consumables

6. Consumer Products - Durable Goods

7. Consumer Products - Electronics

8. Consumer Products - Non-Durable Goods

9. Consumer Products - Other

10. Education/Training

11. Financial Services - Annuity

12. Financial Services - Banking

13. Financial Services - Brokerage

14. Financial Services - Credit Card

15. Financial Services - Other

16. Government - Federal

17. Government - Local

18. Government - Service Providers

19. Government - Service Providers, Health Care

20. Government – Soc. Svcs., Health & Welfare

21. Government - State/Provincial

22. Health Care - Medical Equipment

23. Health Care - Provider/Hospitals

24. Health Care - Support Services

25. Immediate Response Services

26. Insurance - Health

27. Insurance - Life

28. Insurance - Other

29. Insurance - Property & Casualty

30. Level-One Technical Support

31. Manufacturing - Industrial/Construction

32. Manufacturing - Light

33. Media - Infomercial/Direct Marketing

34. Media - TV/ISP/Cable/Dish/Radio                  

35. Media - Publishing/Newspaper/Magazine

36. Not for Profit
37. Professional Services
38. Technology - Computer Hardware

39. Technology - Computer Software

40. Technology - Other

41. Telecom - Cellular/Wireless

42. Telecom - Service/Landline

43. Telecom - Technology

44. Toll Operators – Toll Roads

45. Transportation- Rail/Trucking/Shipping/Courier

46. Travel & Hospitality

47. Utilities - IOU/Municipal/Other

48. Other

If you do not have answers to ALL of the questions, or if you are not sure of an answer, provide your "best estimate" and then choose "estimate" on the items that aren't precise. 

	1.
How many inbound calls per year are directed to your call center?
	
	
	
	Estimate?


 (Calls offered is the total number of calls you received over the last 12 months. This includes calls handled and abandoned. This number is provided by your ACD.)

	2.
Of the inbound calls directed to your call center, how many are actually handled by a live agent and/or your IVR?
	
	
	
	Estimate?


 (These are the total number of unique inbound calls received in a given year by the center that are completed by a live agent, plus those completed by your IVR. The value for calls handled must be equal to, or less than, calls offered. It should approximate the value of calls offered less those abandoned. This number is often provided by your ACD.)
3.   Of all the calls handled annually by your center, how many are handled by each of the following two categories?

	a. Annual call volume handled by your agents
	
	
	
	Estimate?


 (These are the total number of unique inbound calls received in a given year by the center that are completed by a live agent. The sum of this value, when added to the sum of calls handled by the IVR, should equal the value for calls handled by the center. This number is often provided by your ACD.)

	b. Annual call volume handled completely by your IVR
	
	
	
	Estimate?


 (These are the total number of unique inbound calls received in a given year by the center that are completed by your IVR. The sum of this value, when added to the sum of calls handled by agents, should equal the value for calls handled by the center. This number is often provided by your ACD.)

	4.   Of your calls handled by the IVR, what percentage of callers opt out to a live agent?
	
	%
	
	Estimate?


5.
Of the calls handled annually by your agents, how do they break down into the following two categories?

	a. Business to business
	
	%
	
	Estimate?


(This is the percentage of calls with other businesses or government entities as opposed to end-user (private) callers.)

	b. Consumer to business 
	
	 %
	
	Estimate?


(This is the percentage of calls with end-user (private) callers as opposed to other businesses or government entities.)


Total
100 %


	6.
How many minutes of telephone usage are recorded annually by your call center’s automatic call distributor (ACD)?
	
	
	
	Estimate?



(This is the annual number of minutes of telephone usage by the call center for calls. This does not include the phone usage for executive, administrative, and support personnel. This number is often provided by your ACD.)


7.
How many agents work at your call center?


	a. Full-Time agents
	
	
	
	Estimate?


 (A full-time agent is considered as one who works 40 hours or more per week, or whatever equivalent is used by your center. In some cases, full-time agents work 36 hours per week. As this is an operational metric, the specific hours worked is less as important than the numbers of agents working in the capacity of a full-time agent.)

	b. Part-Time Agents
	
	
	
	Estimate?


 (A part-time agent is one who works a part-time schedule of less than 36 hours per week or whatever equivalent part-time cap is used by your center. In some cases, part-time agents are counted as agents that do not work more than 36 hours per week. As this is an operational metric, the specific hours worked is less as important than the numbers of agents working in the capacity of a part-time agent.)

8.
How many Full Time Equivalent agents (FTE) work at your call center?

	Full-Time Equivalents (FTEs)
	
	
	
	Estimate?


 (This is an operations and workforce metric that shows the amount of labor used in terms of full-time workforce. It is derived by adding the cumulative sum of labor hours for both full-time and part-time employees for a specified period and dividing its sum by 40.

Total FTE’s = (total average hours per week of all full-time agents + total average hours per week of all part-time agents)/40

9. What is the average number of shifts per year worked by your agents?

(On average, a full-time agent works approximately 250 shifts per year; however, the number of shifts worked by part-time agents may actually be more or less than this depending upon the average length of shifts and numbers of shifts worked per day.  This may also be interpreted as the average number of times that an agent reports to work.)

	a. Full-Time agents
	
	
	
	Estimate?

	b. Part-Time Agents
	
	
	
	Estimate?


10. What is the average shift length in minutes of your agents?

(Please provide scheduled work-time minutes only. Do not include lunch. For example 480 minutes – 30 minutes   for lunch = 450 work-time minutes.)
	a. Full-Time agents
	
	
	
	Estimate?

	b. Part-Time Agents
	
	
	
	Estimate?


11. Are your Agents represented by a labor union?

	
	Yes

	
	

	
	No


12.
Please provide the percentage of agent time dedicated to each of the following functions:

Agent FunctionsAverage Percentage of Agent Time

	a. Handling Inbound Calls
	
	%

	b. Initiating Outbound Calls
	
	%

	c. Responding to E-mails
	
	%

	d. Responding to Web-Chats
	
	%

	e. Other
	
	%


                                                                 Sum of percentages must Total 100 %

13.
Which of the following types of calls do your agents handle as a percentage of their total calls handled?
	a. Customer Service
	
	%


(Providing callers with quick and accurate answers to 
their questions, and/or logging and updating customer information.)

	b. Order Taking and Order Tracking
	
	%
	


(Taking and tracking orders for products and/or services.)

	c. Technical Support to External Customers
	
	%


 (Handling product-use questions and “fix-it” questions for external customers)

	d. Complaints and Customer Recovery
	
	%


(Handling customer complaints and resolving customer issues.)

	e. Re-directing Inbound Calls
	
	%


 (Routing callers to next available specialist or to another department.)

	f. Other
	
	%


 (Fill in the percentage of calls handled that are of a type other than any of the options provided above.)

                                                                 Sum of percentages must Total 100 %

14. What is the total annual budget for your call center for this year?
(Fill in the annual operating budget allocated for your call center for this year. The annual call center budget is the total annual dollar amount allocated for all expenses associated with the operation of the call center for which the call center manager is accountable.  The annual budget should include all fully loaded direct and indirect costs for budgetary line items such as labor, benefits, and incentives for agents, management, training, and support personnel; HR costs (e.g., recruiting, screening, training); telephony expenses (toll, trunks, equipment); technology purchases/installation (hardware, and software); technology maintenance (hardware, and software) network; furniture, fixtures, decorations, etc.; utilities (gas, water, power, UPS backup); maintenance (repair, janitorial, upkeep); supplies; overhead expenses and charge-backs for shared corporate costs (e.g., legal, risk management, payroll administration, IT support, security, accounting, grounds keeping, real estate, floor space, common areas, etc.) as applicable.)

$______________
(Note: In the case of capitalized items, only include amortization expense for the year. Extraordinary and non-recurring items should be excluded.)

15. How do you compensate your agents?

	a. Average hourly wage for front-line agents
	$
	


	b. Average hourly starting wage for front-line agents
	$
	


	16. What is your average cost per call in dollars?
	$
	


 (This is the sum of all costs for running the call center (refer to question 14) for the period, divided by the number of calls handled in the call center for the same period (refer to question 2). This would include all calls whether handled by an agent or by the IVR.)

17.
 Over the past 12 consecutive months, what were your average inbound performance time-based metrics? 

	a. 80% of your calls are answered in how many seconds
	
	seconds
	
	Estimate?


 (This is a measurement of the actual (not target) average time in seconds it requires for the center to answer 80% of its calls offered. To convert from the standard “service level” measurement used by some systems, use the following formula to calculate this value: Let X = your service level time; let Y = your service level percentage; S = the time in which 80% of calls are answered. S = (X * .80)/Y). For example, if you answer 93% of your calls in 20 seconds the results are as follows: S = (20 * .80)/.93 = 17.20 seconds.)

	b. Average speed of answer (ASA) in seconds
	
	seconds
	
	Estimate?


(This is the total answer time (ring time and queue time) divided by the total number of calls answered during the target period. This value is often provided by your ACD.)

	c. Average talk time (ATT) in minutes (includes hold time)
	
	minutes
	
	Estimate?


 (This is the sum total of agent time in talk mode, divided by the total number of calls handled by agents. This value is often provided by your ACD.)

	d. Average after call work time (ACWT) in minutes
	
	minutes
	
	Estimate?


 (This is the total time agents spend performing follow-up work after disconnecting from the caller, divided by the total number of calls handled by agents. Most ACD systems provide this number.)

	e. Average time in queue in seconds
	
	seconds
	
	Estimate?


 (This is the average wait time that a caller endures waiting for an agent to answer the telephone after being placed in the queue by the ACD. This differs from average speed of answer because this calculation includes only calls that actually had a wait time. It does not include calls that are answered immediately, and therefore must be greater than or equal to ASA. This metric is also known as average time of delay. Most ACD systems provide this number.)

	f. Average time before abandoning in seconds
	
	seconds
	
	Estimate?


 (This is the average amount of time a customer will wait in queue before abandoning. Most ACD systems provide this number.)

	g. Average caller hold time in seconds while on the phone with an agent
	
	seconds
	
	Estimate?


 (The cumulative sum total of all hold time, divided by the number of calls placed on hold for the period measured. Most ACD systems provide this number.)

18.
 Over the past 12 consecutive months, what were your average inbound performance percentage-based metrics? 

	a. Average abandoned in percent
	
	%
	
	Estimate?


(This is the percentage of calls that were connected to the ACD, but were disconnected by the caller before reaching an agent, or before completing a process within the IVR.)

	b. Calls resolved on first call in percent
	
	%
	
	Estimate?


(This is the percentage of calls that were completely resolved during the course of the first inbound call initiated by the customer, and therefore do not require a call back. Also called “first call resolution” or “one and done.")

	c. Calls blocked in percent
	
	%
	
	Estimate?


 (The total number of calls that did not connect with the ACD divided by the sum total number of calls offered plus blocked calls; shown as a percentage. These are calls that never make it to your ACD. Examples of blocked calls are: “busy signals,” “number not in service” messages, etc. This number is commonly not available from the ACD and is furnished by the telecommunications provider.)

	d. Agent occupancy in percent
	
	%
	
	Estimate?


(This is the total staffed time logged in to the ACD (including ready/available, engaged on call, in ACW, in AUX, or other active states), divided by the total scheduled hours at work.)

	e. Adherence to schedule in percent
	
	%
	
	Estimate?


(This percentage represents how closely an agent adheres to his/her detailed work schedule as provided by the workforce management system.  100% adherence means that the agent was exactly where they were supposed to be at the time projected in their schedule.  The scheduled time allows for meetings with the supervisor, training, plus answering customer phone calls, e-mails, & chats.)

	f. Average attendance in percent
	
	%
	
	Estimate?


(This is a percentage representing how often an agent is NOT absent from work due to an unplanned absence (not to include excused absences, i.e., vacation, authorized leave, jury duty, etc.). Take the total number of unexcused absences and divide it by the total number of days that the agents were expected to be at work, and subtract that number from 100.)

	g. Average calls transferred in percent
	
	%
	
	Estimate?


 (The total number of calls transferred by agents (due to their inability to properly handle the call – for whatever reason), divided by the total number of unique calls handled by agents. This would not include voluntary transfers to other departments after resolution occurs for the initial call reason.)

	h. Average Auxiliary (Aux) Time in percent
	
	%
	
	Estimate?


 (This is the average amount of time per shift, in percent, that an agent is logged into an Aux state. This should include all authorized off-line time, i.e. time while the agent is still logged into the ACD set aside for handling e-mails, training, or other job-related tasks.)

	i. Average Utilization in percent
	
	%
	
	Estimate?


 (Agent utilization is a calculated metric reflecting the percentage of occupancy time where the agent is engaged in active “telephone mode” which is the sum of “talk time (ATT)”, “hold time”, and “after-call-work time (ACWT).” Stated another way, utilization equals the product of average call handle time (AHT) (talk time + hold time + after call work time) and the average number of inbound calls per Agent per hour (CPH), divided by total time the Agent is connected to the ACD and ready to handle calls during a shift, i.e., occupancy in minutes.)
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	19.
What is the average number of calls that an agent handles per hour?
	
	
	
	Estimate?


 (The total number of calls handled per agent per shift divided by the total hours worked. You can also take your answer to question 3.a and divide by total agent hours worked per year.)

20.
Does your call center have a formal process to collect callers’ satisfaction regarding their experience with how their call was handled?

(By formal process, we mean an established routine process of gathering customer feedback regarding their recent calling experience, such as after-call IVR surveys, follow-up outbound (live agent) calls, follow-up e-mail surveys, etc.) 

	
	Yes

	
	

	
	No


21.
If your call center has a formal process to collect caller satisfaction (also known as “caller feedback”), what is the primary method you use to collect caller feedback on their call experience?

	
	After call IVR surveys

	
	

	
	Follow-up outbound (live agent) calls

	
	

	
	Follow-up email surveys

	
	

	
	Follow-up mail surveys

	
	

	
	Other

	
	

	Please describe “other”
	


	22. On average, in the past 90 days, what percentage of your callers gave you a perfect score on the question, “Overall, how satisfied were you with the service you received during your call to our center?”
	
	%
	
	Estimate?


(A “highest” score of 5 out of 5, or the top of whatever scale you use.)

	23. On average, in the past 90 days, what percentage of your callers gave you the lowest score on the question, “Overall, how satisfied were you with the service you received during your call to our company?”
	
	%
	
	Estimate?


(A “lowest” score of 1 out of 5, or the bottom of whatever scale you use.)

24.
Does your call center have a formal mechanism for gathering agent feedback?

(By formal mechanism, we mean that your call center has an established process to routinely gather positive and/or negative feedback from your agents?)

	
	Yes

	
	

	
	No


	25.
On average, in the past 90 days, what percentage of your agents gave you a perfect score on the question, “Overall, how satisfied are you with your position?”
	
	%
	
	Estimate?


 (A “highest” score of 5 out of 5, or the top of whatever scale you use.)

	26.
On average, in the past 90 days, what percentage of your agents gave you the lowest score on the question, “Overall, how satisfied are you with your position?”
	
	%
	
	Estimate?


(A “lowest” score of 1 out of 5, or the bottom of whatever scale you use.)

	27.
What is the ratio of agents to supervisors (span of control)?
	
	
	
	Estimate?


(Fill in how many agents, on average, you have assigned to each supervisor.)

	28.
What is the annual percentage turnover of your full-time agents?
	
	%
	
	Estimate?


(Annual percentage turnover is derived by dividing the number of agents who left their agent job (voluntarily and involuntarily) during the previous 12-month period, by the average number of agents working during that same period, expressed as a percentage. The average number of agents working is calculated by taking the sum of the beginning-year agent head count plus the-end-of year agent head count and dividing that sum by two.)

29.
How does your total annual full-time agent turnover (Question 28 above), break down into the following two categories (by percentage)?


	a. Promotional turnover
	
	%
	
	Estimate?


 (This is the turnover caused by promotions within the call center from “agent” to some other position in the call center, and/or promotions where agents go to other departments within the company.)

	b. All Other Turnover
	
	%
	
	Estimate?


 (This is all other turnover not related to promotions. It includes voluntary and involuntary termination.)

Sum of percentages must Total 100 %

The following questions are for multi-channel contact centers only.  
Centers with a very low volume of email and chat (generally under 5% of their total volume) may elect to skip these questions.  
NOTE that multi-channel centers should answer previously asked questions on Occupancy, Adherence and Utilization (see Q 18) in an inclusive way; i.e. occupancy and utilization for servicing all channels.  
	 30.
	For your inbound Email contact channel, what is your current average for the following Key Performance Indicators?

	 
	 
	Average annual volume of Emails handled
	 
	

	 
	 
	Average response time IN HOURS (use decimal if necessary)
	

	 
	 
	Average overall processing time, IN MINUTES (use decimal if necessary)
	

	 
	 
	Average First-Contact Resolution Rate in percent
	%

	 
	 
	Up-sell/Cross-sell Close Rate for Emails in percent
	%

	 
	 
	Average cost per Email in $US (use US dollars & cents)
	

	 
	 
	 
	 
	 

	 31.
	For your Web Chat contact channel, what is your current average for the following Key Performance Indicators?

	 
	 
	Average annual volume of Web Chats handled
	 
	

	 
	 
	Average speed of answer IN SECONDS (use decimal if necessary)
	

	 
	 
	Average chat session time IN MINUTES (use decimal if necessary)
	

	 
	 
	Average First-Contact Resolution Rate in percent
	%

	 
	 
	Up-sell/Cross-sell Close Rate for Web Chats in percent
	%

	 
	 
	Average cost per Web Chat in $US (use US dollars & cents)
	

	 
	 
	 
	 
	 


� EMBED Equation.3 ���
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