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DEFINITION

First Contact Resolution (FCR) or
First Call Resolution is a metric that
measures a contact center's ability for
its agents to resolve a customer's inquiry
or problem on the first call or contact.
FCR is one of the most commonly
watched metrics in the call center
industry. Ideally, the FCR definition
means that no repeat calls or contacts
are required for follow-up from the initial
call or contact reason from a customer
journey perspective.




FCR RATE

The FCR rate is the percent of customers who
resolved their inquiry or problem on the first call
or contact. Each contact channel should measure
the FCR rate. SQM's experience shows that there
can be significant FCR rate differences among
the contact channels that an organization uses
to serve its customers.
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FCR BENEFITS

We are often asked, "Why is First Call Resolution
important?” First Call Resolution KPI is the KING of
all call center metrics because measuring it and
improving it helps reduce operating costs and
customers at risk of defection, improves employee
and customer satisfaction, increases selling
opportunities, and improves the Net Promoter Score®.
No other call center metric provides great insights into
customer service, cost, retention, referrals, and
opportunities to improve as First Call Resolution does.

! Call Center
S 5 M FCR Experts

@™







