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however, 30% of calls are not resolved on the first call

of calls go unresolved

of customers whose call was not
resolved felt the agent could have
done more to resolve their call

of customers calling a call
center describe their call as
a complaint

of complaint callers are very satisfied
with how the agent handled the call

of customers would describe
their call center CX as great




5 CALL CENTER QA CUSTOMER SERVICE STATISTICS
AND FACTS YOU SHOULDN'T IGNORE
DID YOU

56%, of call center leaders feel the combination of customer surveys 9
and QA compliance reviews for the same calls is the best method for KNUW .

assessing and improving customer service.

47'% of call center leaders feel the best source to conduct conversational QA reviews for
helping agents improve customer satisfaction is customer reviews (e.g., post-call survey).
Call center leaders prefer customer reviews much more than peer, QA evaluator, and

supery iSOr reviews.

21% of agents are very satisfied (top box rating) that their supervisor has the knowledge,
skills, and abilities to coach them to improve customer satisfaction performance. This

percentage is considered very low.

83% of agents do not believe their quality assurance program helps them improve customer
satisfaction. Furthermore, 81% of agents' QA scores do not correlate with Csat scores. Put
simply, traditional QA has no or limited impact on Csat scores. Conversely, the customer

service QA method has a strong track record for positively impacting Csat.

+().[ is a positive correlation coefficient for customer
service QA programs that include survey and call
compliance data for evaluating a call. Put differently,
when a QA score goes up or down, so do Csat scores.
A +0.7 correlation coefficient is considered a strong

correlation for positively impacting Csat.

Correlation Coefficient
Strong 4———— Weak ———F  Strong
| | | | |

1 ! | I |
1.0 0.3 0.0 +0.5 +1.0

Megative Correlation Positive Cor I'l_'ht'ril'-li/}
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Customer Satisfaction

TRADITIONAL QA VS. CUSTOMER SERVICE QA SCORES
CORRELATION TO CUSTOMER SATISFACTION

Traditional QA Scorecard

QA Scores

Customer Satisfaction

Customer Service QA Scorecard

QA Scores
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AVERAGE HANDLE TIME

(LE., TALK TIME, HOLD TIME, AND WRAP UP TIME)

542 ...
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IF A CUSTOMER'S CALL IS ANSWERED BY AN AGENT
BETWEEN

1&120

seconds

THERE IS
NO POSITIVE OR

NEGATIVE IMPACT
ON CSAT
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CALL CENTER TURNOVER FOR AGENTS,

THE LAST 5 YEARS
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30% — 28%
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0% _|
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WHEN CUSTOMERS ARE PUT ON HOLD,
CSAT IS 13% LOWER,
AND FCR IS 16% LOWER

THAN WHEN CUSTOMERS ARE NOT PUT ON HOLD.
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