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Agents not well informed
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Hold bmes are too long

Have lo give personal
information before helped
Couldnt get my

guestion answered

Don't offer 24/7 support

Never had a bad
call center expenence
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CALLER SATISFACTION DRIVERS

First'Final

Complaints
Adherence
Quewe Time
Percent Abandon
C ' > Speed of Answer
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Impact on Caller Satisfaction
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68%

32%

Resolved in First Call

Was Not Resolved in First Call

Key Finding: For the call center industry, 32% of customers have to call back to get their inguiry or problem resolved.
Also, the call center industry average is 1.4 calls to resolve a customer's inguiry or problem.
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Customer organization CSR

Key Finding: The C5R is the source of error 44% of the time for the reasons why customers have to call the call center
two or more times.
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“critical/indispensable” or “very important”
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First Call Resolution Call Resolved Call Unresolved
(Two Calls or More)

Key Finding: IF the customer’s inguiry or problem is resolved in the fArst call, only 1% of those custormers are at risk to
go to your competitors. Conversely, 15% of customers who did not get their inguiry or problem resofved are likely to go
to your competitors.
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ANI 555-1234
DNIS 9005

*

Mr. Smith
ANI 555-1234
DNIS 9005
Member ID

) % 1234
Claim:

v
\
/ $1,500.00

1% Status:

Approved
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Mr. Smith
ANI 555-1234

DNIS 9005
Member ID 1234
Claim : $1,500.00
Status: Approved
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eInitial Screen Pop 10 - 15%

Based on Average Talk Time of 120 second.
Industry figures based on information found in “Gurter Telephony Integration” by Robert Walters.

36



L $

HABHAH

HB 50 Agents @ 15 calls/hr = 750 calls/hour

- A 10% or 18 seconds savings on a 3 minute call yields
#B#HH# - annual savings of $215,000 for a single shift caii/cemer
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« Caller listens to a “welcome” announcement that info rms them of their
“expected wait time”

« Caller chooses to remain on hold and the caller is connected with an agent
when their turn arrives.

* It's unlikely that they will waste talk time compla ining about their experience
because they were informed of the expected waittim e and presented with
options for managing their time.
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Caller listens to a “welcome” announcement that infor ms them of their “expected wait time”

A caller who is treated by the Intelligent queuing system can choose to hold or to receive areturnca  llin
the same amount of time as if they waited on hold.

The caller leaves their phone number, name and a br _ ief message , the caller hangs up the phone _ and an
Intelligent queue reserves their spot in the queue. This “Intelligent queue time” saves toll charges
(because the customer is not on the line) and frees up the customer’s valuable time.

When the customer callback message is delivered to the agent , the agent will be presented with a
“customer callback information” window When the agent clicks on listen to message their phone will ring
with the message.
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Approximately what day did you call?
What telephone number did you call in from?
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