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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.
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Benefits for Measuring
First Call Resolution

Reduce Operating Reduce Customers Improve Customer
Costs at Risk of Defection Satisfaction
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For every 1% 95% of customers will For every 1%
improvement in FCR, continue to do business improvement in FCR,

you reduce your with the organization as a there is a 1%
operating costs by 1%. result of achieving FCR. improvement in Csat.

Improve Employee Increase Improve
Satisfaction Opportunities to Sell § Net Promoter Score ®

For every 1% When a customer’s For the average call center,
improvement in FCR, call is resolved, the every 1% improvement
there is a 1% to 5% cross-selling acceptance in FCR increases
improvement in Esat. rate increases by 20%. transactional NPS by 1.4.
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FCR STRATEGIES

Many organization and contact center leaders
struggle to define an FCR Operating Strategy and
how to use it. At SQM Group, we have identified
four distinctive First Call Resolution Strategies
based on two variants: FCR focus and FCR scope.
These two variants can help an organization
determine its competitive position for their FCR
Operating Strategy they want to use in the
marketplace. The FCR focus is based on either a
customer experience (CX) differentiation or
a lower-cost emphasis. The FCR scope is either

Call Center enterprise-wide or a contact center level.
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FCR Scope
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FIRST CALL RESOLUTION STRATEGIES

COMPETITIVE POSITION
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Legend:

Contact Center= relates to this channel
only

Enterprise-wide = relates to some or the
whole organization

Lower Cost= involves cost per contact
resolution

CX Differentiation = involves
differentiating CX based on FCR



FIRST CALL RESOLUTION OPERATING PHILOSOPHY

What is First Call Resolution? Our view is that First Call Resolution is more than just a metric; it is a
proven call center operating philosophy for people, processes, and technology operating practices
for cost-effectively delivering great customer service.

Our CX research shows that 93% of customers expect their call to be resolved on the first call.
Many of our clients who have achieved world-class FCR performing call centers have developed
First Call Resolution strategies and use an "FCR operating philosophy" in their core people,
processes, and technology practices at the enterprise level. Furthermore, they hold all employees
accountable to First Call Resolution customer satisfaction goals.
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CUSTOMER
SERVICE SUPPORT

SQM Group's research shows that only 1% of
customers expressed their desire to stop doing
business with a company when Help Desk First

Call Resolution is achieved. However, when it
took two or more calls to resolve an inquiry or

problem, 4% of customers expressed their
intent to defect. An alarming 22% of customers
expressed defection if their call was unresolved.
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Help Desk or Escalation Agents assist Service
Agents for resolving calls. The call is complex and
the Service Agent does not have the knowledge
or experience to handle the customer's issue.

Help Desk or Escalation Agents take over the
original call because customer demanded to speak
to a supervisor, or the Service Agent realized they
were unable to handle a complex or IT call.
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CUSTOMER
SERVICE
SUPPORT

Most SQM clients use a two-tier
help desk or escalation queue
Agents to assist service Agents
in resolving calls (tier 1), or the

call is warm transferred to a help

desk or escalation Agent to take

over the call to resolve a
complex call (tier 2).




FCR CALCULATION
FORMULA

A common First Call Resolution formula used for
determining the FCR rate is based on calculating
the number of customers whose inquiry was
resolved on their first call, divided by the total
number of customers who had a unique inquiry.
The FCR formula applies to external and internal
FCR measurement methods.

280 + 400 = 70%

CUSTOMER TOTAL NUMBER FIRST CALL

4 INQUIRIES OF CUSTOMERS RESOLUTION
RESOLVED ON WHO HAD A

THE FIRST CALL UNIQUE INQUIRY
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How to Meausure

First Call Resolution:

WHAT IS A GOOD WHAT IS A GOOD

FCR RATE? %@ FCR RATE?

4 Based on external FCR measurement,
the Call Center Industry average FCR
benchmark rate is 70%. This means that
30% of customers have to call back the
organization about the same inquiry or
problem. The First Call Resolution

industry standard for a good FCR rate is
70% to 75%. The World-class FCR rate
is 80% or higher and only 5% of call

S : M Call Center centers are able to achieve the

FCR Experts World-class FCR Rate.
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