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Reality Check™

Customer Fact Sheet

Name: Chris Manager Address: 100 Main St.
Company: Sample, Inc.

Title: Contact Center Manager City: Jamestown
Email: cmanager@sample.com State: VA

Phone: (XXX) XXX-XXXX Country: USA

Promo Code: Center's Toll Free Number:

Industry Sector:
Sample Industry

Copyright © 2009, BenchmarkPortal, Inc.
This report may not be copied, scanned or reproduced without the written permission of BenchmarkPortal, Inc.
Additional copies may be purchased at a reasonable price by calling (720)222-0470
or by e-mailing RealityCheck@BenchmarkPortal.com. For any questions or comments please contact research@benchmarkportal.com.
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Performance Matrix
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Call Center Classification Metrics

Reality Check™

To compare a call center’s performance to its peers in the same industry, it is useful to have some basic statistical information regarding the call centers in the industry. This

Section exhibits those classification metrics such as volume of calls handled, number of agents, I'VR statistics, and the like.

Metric Your Value Industry Average Volume & Size Ratio (Industry = 1)
Calls offered 1,157,805 1,970,865 059:1
Annual call volume handled by agents 957,805 1,415,121 0.68:1
Annual call volume handled by IVR 522,505 454,690 1.15:1
Full-time agents 77 84 091:1
Part-time agents 12 29 041:1
Agents starting hourly wage $16.82 $12.33 1.36:1
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Reality Check™

Effectiveness

Key Performance Indicators

The table below contains six KPIs indicative of the call center's effectiveness (quality). Statistics shown include the industry average and gap for each KPI as computed from

our database.

Effectiveness

Key Performance Indicators Your Value Industry Average Gap
Top Box Caller Satisfaction in 92.7% 68.7% 24.0%
Percent

Bottom Box Caller Satisfaction 7.3% 5.9% -1.4%
in Percent

Average Speed of Answer in 10.00 28.16 18.16
Seconds

Calls Transferred in Percent 1.1% 10.8% 9.8%
Average Hold Time in Seconds 25.50 27.44 1.94
Average Calls Abandoned in Percent 0.02% 4.72% 4.70%

Note: Gaps which have a negative impact on quality are shown with a minus sign. Gaps without a minus sign have a positive impact on quality

relative to the industry average.
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Reality Check™

Efficiency

Key Performance Indicators

The table below contains six cost-related KPIs that are indicative of a call center's cost efficiency. Statistics shown include the industry average and gap for each KPI as

computed from our database.

Efficiency

Key Performance Indicators Your Value Industry Average Gap
Inbound Calls per Agent per 6.80 7.22 -0.42
Hour

Average After Call Work Time in 0.51 1.46 0.95
Minutes

Turnover of Full-time Agents in 8.0% 21.4% 13.4%
Percent

Average Talk Time in Minutes 2.79 4.57 1.78
Agent Occupancy in Percent 76.0% 79.2% -3.2%

Note: Gaps which have a negative impact on cost efficiency are shown with a minus sign. Gaps without a minus sign have a positive impact on cost
efficiency relative to the industry average.
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Reality Check™

Caller Satisfaction Measurement

Caller Satisfaction should be a primary objective of all call center managers. However, many call centers do not measure caller satisfaction at all. Others
would benefit greatly by a review of their methodology against current best practices.

Follow-up Mail Other, 13.73% No Survey,
Survey, 6.46% 13.33%
After Call IVR
Survey, 9.37%
) Follow-up
Follow-up Email Outbound Live
Survey, 58.16% Agent Survey,
12.28%
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Appendix A

BenchmarkPortal Background

The Center for Customer-Driven Quality (CC-DQ) at Purdue University hosts a data mart of key performance metrics, collected from
thousands of call centers. This database has become the worldwide source for best practice information for customer service, sales,
collections, and technical support call centers.

The Center's database is managed, operated, and maintained by BenchmarkPortal, in partnership with the Purdue Research
Foundation.

BenchmarkPortal manages the International Benchmarking Community, which is a membership organization of call center managers
and quality assurance professionals dedicated to using best practice comparison information as a key management decision driver.

Dr. Jon Anton and Bruce Belfiore of the CC-DQ lead this research into best practices and publish books and white papers to educate

call center managers. Along with their team of researchers, they continually strive to identify best practices in all aspects of call center
operations.

In addition to best practices benchmarking and research, BenchmarkPortal offers the following to the call center community:

»  Call Center of Excellence Certification to Call Centers which are among the highest performers in their industries.
» Performanance assessments for contact centers
e Specialized consulting assignments. (see "core competencies" on next page)

»  Certificated training for call center professionals through the College of Call Center Excellence
(http://www.thecollegeofcallcenterexcellence.com/)
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