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Beware! Just because a metric is com /y utilized, tha tcl n’t mean tha tt right for y organization.
Always begin by determining your pri t and desired outcome
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Research by CEB finds customer effort
to be a strong predictor of loyalty.
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CONTACT GENTERS DO NOT
CONSISTENTLY MEASURE THE

ACROSS MULTIPLE CHANNELS

THEY CONTINUE TO MEASURE INDIVIDUAL GHANNELS

83% - Inbound Phone to Live Reps

26% - Online Chat

- 24% - Outbound Phone

17% - Selfservice (Web/Online)

- 14% - Selfservice (Phone/IVR)

12% - Social Networking Sites

OMNICHANNEL CONTACT CENTERS

MUST IDENTIFY METRICS

THAT FIT OMNICHANNEL NEEDS.

If you measure something in one channel, in most
cases, you should be measuring it in all channels.

Metrics only matter if you use them for their intended
purposes.

Don’t expect to get it right the first time, when
adding new channels or metrics you'll see some
success and some failures.

1. Customer Satisfaction
2. First Contact Resolution
3. Overall Contact Quality

1. Average Handle Time
2. Errors/Rework Rates
3. Adherence to Schedule
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