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All hail the Rise of NPS
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Whose performance is it anyway ?
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Only indicator mentioned
by more than half of
participants
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The top 10 of all times

Indicator

Customer Satisfaction (via survey)

Service level calls (% calls answered within x seconds)

Accessibility/abandon rate (% calls answered/not answered)

First Call Resolution (First Time Right, measured through transfer/repeat contacts)
Quality Monitoring Score (calls)

Gross conversion (sales on calls)

Net Promotor Score

Service level non-call transactions (% non-call contacts answered within given delay)
Inbound call volume

Average Waiting Time calls/Average Speed of Answer

Employee Satisfaction

)
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Relative frequency

50, 7%
44,2%
42,0%
31,2%
30,4%
24,6%
21,0%
17,4%
15,2%
14,5%
14,5%



ECCM Participants:
Average distribution of metrics
(% of dashboard dedicated to metric)

Channel Monitoring
Sales and Order 8%

Management
149%

IT systems
performance
1%

Other
119%

Service level
2496

Productivity and Cost
18%
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There still is none ... sorry \
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The top 10 of all times

1

Indicator Relative frequency

Customer Satisfaction (via survey) 50,7%
Service level calls (% calls answered within x seconds) 44,2%
Accessibility/abandon rate (% calls answered/not answered) 42,0%
First Call Resolution (First Time Right, measured through transfer/repeat contacts) 31,2%
Quality Monitoring Score (calls) 30,4%
Gross conversion (sales on calls) 24,6%
Net Promotor Score 21,0%
Service level non-call transactions (% non-call contacts answered within given delay) 17,4%
Inbound call volume 15,2%
Average Waiting Time calls/Average Speed of Answer 14,5%
Employee Satisfaction 14,5%
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..it was me, right?
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Knowing who and 1
how you helped...
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Leading with the Customer Experience: 10 Strategies in 20 Minutes

Primary measures in 2020

other I 1

customer satisfaction _ 34
call handling time [ 3 -V |
right the first time _ 25 ‘ |
net promoter _ 9
easy/effort | 28

Michael DeSalles Nicola Millard Jan Smets

FROST ¢& SULLIVAN




”"

A long way to go ...

Adherence/real activity vs planned 4 2,9%
Backlog non-calls 4 2,9%
< [Customer Effort Score (survey) 4 2,9% >
Customer Satisfaction (Client company) 4 2,9%
Log ratio (calls documented/registered) 4 2,9%
Net Promotor Score for contact (type) 4 2,9%
Quality Monitoring Score (mails) 4 2,9%
Service level outbound calls (% calls doen by certain deadline) 4 2,9%
Rank 30

And not spectacularly climbing ...
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It’s (still) about insights . . .
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The unbalanced scorecard

[Ocustomer M shareholder [Jinternal process M people

Expert Class 2007-2018



External

(customer)
"\ Strengthen Customer Increase
Focus Revenue

25%

FOCUS ‘
4%

26%

46 %

Internal Improve Employee Reduce
(org’ion) Satisfaction Costs

Soft BENEFITS Hard

Expert Class 2007-2018
based on Donna Fluss
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It's so easy
to lose sight of

what really
L mattered... .
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CENTER

A good place to start
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