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Executive Summary

Researchers at BenchmarkPortal, in conjunction with the academic staff at the Center for Customer-Driven Quality™ founded at
Purdue University, have been collecting call center performance data since 1995. Although there are many parameters to measure in
a call center, twenty-two Key Performance Indicators (KPIs) have been found to strongly correlate to optimizing the quality and
quantity of calls handled.

BenchmarkPortal was awarded a U.S. Patent for its uniqgue methodology of benchmarking call centers. That methodology has been
utilized in preparing this report.

The report includes the following elements:

1. tables of key classification characteristics

2. a performance matrix that compares you to your industry, and specifically your peer group,
3. atable of KPIs that indicate the effectiveness (or quality) of your call center,

4. a table of KPIs that indicate the efficiency (or cost elements) of your call center,

5. our glossary of terms and definitions.

Our benchmark reports have been used by call center managers around the world to:

a) Establish an objective baseline of current performance against industry peers.

b) Identify strengths to be cultivated and weaknesses to be addressed.

c) Create roadmaps for improvement.

d) Lead toward certification as a Call Center of Excellence under the program administered by the Center for Customer-Driven Quality
and BenchmarkPortal.

As such, our reports have shown themselves to be practical, actionable tools for continuous improvement.
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Section |
Call Center Classification Metrics

Section I: Call Center Classification Metrics

In comparing a call center's performance to its peers in the same industry, it is useful to have some basic statistical information regarding the other call

centers in the industry. This Section exhibits those "demographic" metrics, such as call center size in terms of volume of calls handled, number of agents,

statistics, and the like.

Call Center Profile Metrics

IVR

Metric Your Value Peer Averages Industry Averages
Calls Offered 7,003,880 6,054,053 2,779,195
Annual Call Volume Handled by Agents 3,640,390 3,874,580 1,900,911
Annual Call Volume Handled by the IVR 1,963,490 1,656,421 670,790
Full-Time Agents 258 288 119
Part-Time Agents 4 17 14
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Section |
Call Center Classification Metrics

Where Agents Spend their Time

Your Value Peer Average Industry Average
Respond to Inbound Calls 100.00% 92.25% 71.88%
Initiate Outbound Calls 0.00% 3.98% 5.62%
Respond to E-mail 0.00% 0.50% 3.75%
Respond to On-line Web-chats 0.00% 0.52% 0.62%
Other 0.00% 2.75% 18.13%

Call Types (by percent of calls handled by agents)

Metric Your Value Peer Average Industry Average
Customer Service (questions and inquiries) 100.00% 98.00% 83.30%
Order Taking and Order Tracking 0.00% 0.00% 2.00%
Technical Support 0.00% 0.00% 4.20%
Complaints 0.00% 1.25% 4.70%
Re-directing Inbound Calls 0.00% 0.75% 2.80%
Other 0.00% 0.00% 3.00%
Call Center Costs

Metric Your Value Peer Average Industry Average
Average Hourly Wage for Front-line Agents $17.06 $18.38 $14.18
Average Hourly Starting Wage for Front- $15.01 $15.93 $12.90
line Agents
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Section Il

Section IlI: Performance Matrix

The challenge of every call center manager is to balance the quality and quantity of calls handled. The patented BenchmarkPortal processes include the
Performance Matrix. The Performance Matrix combines quantity KPIs on the x-axis, i.e., metrics like calls/agent/hour, average talk time, agent utilization and the
like (see Section Ill) with quality KPIs on the y-axis, i.e., metrics like average speed of answer, time on hold and the like (see Section V)
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