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Product Complexity

System Complexity

Customer Expectations

Complexity of Interactions

Channel Complexity

Agent and Management Capability

Early 1990’s Mid 2000’s

Source: Merchants Consulting Customer Research 2007-2008

What’s happened to Customer Contact?

More Complexity

More 

Demands on 

People

At the same time….

• Revenue generation has increased marginally

• Retention rates have increased marginally

• Error rates have increased, leading to more re-work

• Consistently increased demands on Agents
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10 year review – comparison of key areas of focus

1997 10 year comparison 2007

• Improve service

• Retain customers

• Increase sales / revenues

• Create direct customer relationships

• Cost containment

Commercial drivers …

• Increase efficiency

• Improve service

• Reduce costs

• Increase sales

• Face-to-face replaced by telephone

• Migrate back office to front office

• CRM focus (integrate sales and service)

• Centralise multiple sites and teams

• Rationalise duplicated functions

Key strategies and initiatives …

• Human agent to self service

• Low cost location migration

• Workforce optimisation

• Centralised single site model to virtual model

• CRM platform

• Single view of customer

• Web interfaces

• IVR and call routing

• CLI / CTI / predictive dialling

Technology initiatives …

• IP technology

• Speech recognition

• IVR / web self service

• WFM / agent analytics

• SMS

Customer Centric Customer Relevant

Consolidate Contact Multi-channel automation

CRM single view CRM multi-channel
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10 year comparison – performance KPIs / metrics

Performance metrics 1997 2007

% of calls answered < 10 seconds 72% ▼ 63.5%

Average % calls abandoned (total calls offered) 6% ▲13.6%

1st call resolution rate 83% ▼ 81%

Average speed to answer 23 seconds ▲ 39 seconds

Average wait time until call abandoned 53 seconds ▼ 45 seconds

% of total agent capacity utilised on speaking to customers 57% ▼ 56.3%

Average time taken to respond to customer message (voicemail) 11 hours ▲ 20 hours
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10 year comparison – people metrics

People metrics 1997 2007

% agent turnover moving to another role within the organisation 10% ▲ 13%

% annual agent attrition rate 14% ▲ 27%

% agent absenteeism rate 5% ▲ 11%

% supervisor absenteeism rate 2% ▲ 4%

Average number of training days per agent per annum 13 days 13 days

% full time permanent agent FTEs (permanent employment) 87% ▼ 73%

Agent : supervisor ratio 1 : 12 1 : 12
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10 year comparison – selected CRM capabilities

CRM capability 1997 2007

Multi-functional capability (service and sales / marketing) 38% ▲ 45%

Gather feedback from customers on service experience 47% ▲ 55%

Initiate up/cross selling due to inbound service ‘trigger events’ 12% ▲ 26%

Single view of customer across all channels (complete and partial) 40% ▼ 34%

Measure customer lifetime value (able to measure and use) 14% ▼ <10%

Measure customer profitability (able to measure and use) 25% ▼ 18%

Utilise defined customer / market segments 19% ▲ 31%
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Implications

 Technology alone will not make the difference

 Focus on business requirements and outcomes

 Business cases drive change, but need to deliver outcomes

 Developing a roadmap provides context and consistency

 Programmes that self fund tend to maintain momentum
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Start a conversation in your customer’s organisation

Where are we now?

Where do we want to get to?

Do we have a map?
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Contact Centre Development Model
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A Reminder

 The Study is free for participants

 Participants get a free copy of the report

 Their own comparison report

 Face-to-face presentation of the results

 This years study in open now!

Go online to register:

www.ccbenchmarking.com

Or complete our participation form in your collateral packs

http://www.ccbenchmarking.com/

