Hidden Gems:
10 Humble
Contact Center

Metrics You

Can’t Ignore
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e What Are Call Center Metrics?
The metrics you track will depend
on your specific aims. Traditionally,
contact centers have prioritized
service metrics like customer
satisfaction score (CSAT), Net
Promoter Score (NPS), and
customer effort score (CES).
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*\ Decisions

Encourage Continuous Learning

What Are the Most Common Call Center
Metrics?
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Customer Satisfaction First C:zeRsolution
Average Abandonment Rate Average Handle Time
Net Pr::esr Score Average Speed of Answetring
Average Wait Time Average AAftj‘:l,l-lrWork Time
Cost per Call Turnover Rate

Customer Churn Rate

What Are Less Obvious (But Still Important)
Call Center Metrics You Should Track?

Customer Lifetime Value (CLV)

Service Recovery Rate

Transfer Rate

Missed and Declined Calls

Percentage of Calls Blocked

Schedule Adherence

Agent Utilization Rate

Channel Containment Rate

Peak Hour Traffic

QA Scores



