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Certificate in Customer Service Analytics

Service Quality Metrics

Accuracy

Concept: The degree to which service interactions reflect correct information, procedures, and outcomes.
Related terms: precision, error rate, data integrity

Explanation: Accuracy measures the correctness of the information conveyed to customers and the
correctness of actions taken. High accuracy reduces re-work, prevents misinformation, and builds trust. For
example, a support agent who provides the exact steps to resolve a software issue without any
mis-configuration demonstrates high accuracy.

Practical application: Use quality monitoring scores to flag inaccuracies, integrate knowledge-base
validation tools, and conduct regular audits of recorded calls.

Challenges: Human error, outdated knowledge bases, and language barriers can lower accuracy;
maintaining up-to-date documentation is essential.

Average Handling Time (AHT)

Concept: The average duration from the start of a customer interaction to its resolution, including talk time,
hold time, and after-call work.

Related terms: talk time, wrap-up time, efficiency

Explanation: AHT indicates how efficiently agents manage calls or chats. A lower AHT often suggests
streamlined processes, but overly short times may sacrifice quality. For instance, a call that lasts 4 minutes
and requires 1 minute of after-call work yields an AHT of 5 minutes.

Practical application: Track AHT in real-time dashboards, set targets aligned with service level agreements,
and analyze variances to identify training needs.

Challenges: Complex issues naturally increase AHT; balancing speed with thorough problem solving is
critical.

Customer Effort Score (CES)

Concept: A metric that gauges the ease with which customers accomplish a task or resolve an issue.

Related terms: customer experience, friction, satisfaction

Explanation: CES is typically captured via a single-question survey (e.g., “How easy was it to get your issue
resolved?”) rated on a Likert scale. A low score indicates high effort, which correlates with churn. Example:
After a chat session, a customer rates the effort as “3 — somewhat difficult,” prompting a follow-up to
simplify the process.

Practical application: Incorporate CES surveys post-interaction, analyze trends across channels, and prioritize
process improvements that reduce steps or wait times.

Challenges: Survey fatigue, cultural differences in rating scales, and the need to isolate effort from
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satisfaction.

Customer Satisfaction Score (CSAT)

Concept: A direct measure of a customer's satisfaction with a specific interaction or overall service.

Related terms: net promoter score, feedback, rating

Explanation: CSAT is usually obtained by asking “How satisfied are you with the service you received?” and
scoring on a 1-5 or 1-10 scale. A CSAT of 4.5/5 indicates strong satisfaction. For example, after a support
ticket closure, a customer rates the interaction as “5 — very satisfied.”

Practical application: Deploy CSAT surveys immediately after resolution, aggregate scores by agent, product,
or issue type, and tie results to performance incentives.

Challenges: Response bias, timing of the survey (too early or too late), and the narrow focus on single
interactions rather than the entire journey.

First Call Resolution (FCR)

Concept: The percentage of contacts resolved on the first interaction without the need for follow-up.
Related terms: repeat contacts, resolution rate, efficiency

Explanation: High FCR reduces repeat calls, lowers operational costs, and improves satisfaction. If 85 out of
100 calls are fully resolved on first contact, the FCR is 85 %. Example: A technical support agent diagnoses
and fixes a printer issue in one call, achieving FCR.

Practical application: Monitor FCR daily, identify root causes of repeat calls, and empower agents with
decision-making authority.

Challenges: Complex problems may legitimately require multiple touches; measuring true resolution
(customer perception vs. internal definition) can be ambiguous.

Net Promoter Score (NPS)

Concept: A loyalty metric that predicts the likelihood of customers recommending the organization to
others.

Related terms: promoter, detractor, loyalty

Explanation: NPS is derived from the question “On a scale of 0-10, how likely are you to recommend us?”
Respondents are categorized as Promoters (9-10), Passives (7-8), or Detractors (0-6). NPS = %Promoters —
%Detractors. A score of +30 is considered good. Example: After a service interaction, a customer rates 9,
becoming a promoter and boosting the overall NPS.

Practical application: Conduct NPS surveys quarterly, segment results by product line, and use detractor
feedback for targeted improvement initiatives.

Challenges: Cultural response tendencies, the lag between experience and survey, and the need to translate
NPS into actionable insights.

Quality Monitoring (QM)
Concept: The systematic evaluation of agent performance against predefined standards.
Related terms: call listening, scoring, compliance
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Explanation: QM involves listening to recorded calls or reviewing chat transcripts, applying a scoring rubric
that covers greeting, accuracy, empathy, and compliance. A QM score of 92 % indicates strong adherence to
standards. Example: A supervisor reviews a call, noting the agent used the correct greeting script and
resolved the issue efficiently, awarding high marks.

Practical application: Schedule regular QM sessions, provide calibrated feedback, and integrate scores into
coaching plans.

Challenges: Subjectivity in scoring, time constraints for reviewers, and ensuring consistent calibration across
evaluators.

Service Level Agreement (SLA)

Concept: A contractual commitment that defines expected service performance metrics such as response
time or availability.

Related terms: commitment, target, penalty

Explanation: SLAs set measurable goals, e.g., "95 % of calls answered within 20 seconds.” Failure to meet SLA
targets may trigger penalties or escalations. Example: A contact center promises a 1-hour email response
time; monitoring shows 92 % compliance, indicating SLA breach.

Practical application: Embed SLA thresholds in real-time dashboards, generate alerts for breaches, and
review SLA performance in monthly governance meetings.

Challenges: Over-promising leads to frequent breaches, variability in demand can affect compliance, and
aligning SLAs with realistic capacity.

Voice of the Customer (VoC)

Concept: The collection and analysis of customer feedback to understand expectations, preferences, and
aversions.

Related terms: feedback loop, sentiment analysis, insight

Explanation: VoC programs aggregate data from surveys, social media, and call recordings to derive
actionable insights. For instance, recurring complaints about long hold times become a VoC theme
prompting staffing adjustments.

Practical application: Deploy multi-channel VoC capture tools, use text analytics to surface sentiment trends,
and feed findings into continuous improvement cycles.

Challenges: Data silos, unstructured data processing, and ensuring that collected insights translate into
concrete actions.

Agent Utilization Rate

Concept: The proportion of an agent’s scheduled time spent on productive activities such as handling
contacts.

Related terms: occupancy, productivity, idle time

Explanation: Utilization = (Total handling time + Scheduled work time) x 100 %. A rate of 75% indicates that
agents spend three-quarters of their shift actively engaged. Example: An agent works an 8-hour shift,

Read online: https://shortcourses.Isibonline.com/glossaries/4727651/ London School of International Business - 20 Jun 2026
service-quality-metrics



LSIB

London School of

International
Business, U.K.

spends 6 hours on calls, yielding 75 % utilization.

Practical application: Balance staffing to avoid over-utilization (which can cause burnout) and
under-utilization (which wastes resources).

Challenges: Fluctuating call volumes, breaks, training sessions, and the need to maintain quality while
optimizing utilization.

Agent Turnover Rate

Concept: The frequency at which agents leave the organization within a given period.

Related terms: attrition, retention, churn

Explanation: High turnover can disrupt service consistency and increase recruitment costs. A turnover rate of
20% annually means one in five agents leaves each year. Example: After a year of low morale, a contact
center experiences a 30 % turnover, prompting a review of compensation and career paths.

Practical application: Track turnover quarterly, conduct exit interviews to identify root causes, and
implement retention programs such as mentorship and recognition.

Challenges: External labor market conditions, limited career progression, and inadequate onboarding.

Call Abandonment Rate

Concept: The percentage of inbound calls terminated by the caller before reaching an agent.

Related terms: drop-off, wait time, queue

Explanation: Abandonment reflects customer patience and perceived service quality. An abandonment rate
of 5% means 5 out of every 100 callers hang up prematurely. Example: Long wait times during peak hours
cause an increase in abandonment, prompting a staffing review.

Practical application: Monitor real-time queue lengths, implement callback options, and adjust staffing
based on forecasted volume.

Challenges: Seasonal spikes, inaccurate forecasting, and the impact of abandonment on overall satisfaction
metrics.

Call Transfer Rate

Concept: The proportion of calls that are transferred from one agent to another or to a different
department.

Related terms: escalation, handoff, routing

Explanation: Excessive transfers can frustrate customers and inflate handling time. A transfer rate of 12%
indicates that roughly one in eight calls requires a handoff. Example: An agent lacking product knowledge
transfers a call to a specialist, adding to the total handling time.

Practical application: Provide agents with comprehensive knowledge bases, empower them with decision
authority, and analyze transfer patterns to improve routing logic.

Challenges: Complex product portfolios, insufficient training, and rigid system routing that prevents flexible
handling.

Customer Churn Rate
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Concept: The percentage of customers who discontinue their relationship with the organization over a
specific period.

Related terms: attrition, retention, loyalty

Explanation: High churn often signals service quality issues. A monthly churn rate of 2% translates to losing
2% of the customer base each month. Example: After a series of unresolved support tickets, a key client
decides to switch to a competitor, contributing to churn.

Practical application: Correlate churn with service metrics (e.g., CSAT, NPS) to identify leading indicators and
intervene proactively with retention campaigns.

Challenges: External competitive pressures, delayed detection of churn signals, and the cost of re-acquiring
lost customers.

Customer Lifetime Value (CLV)

Concept: The projected net profit attributed to the entire future relationship with a single customer.

Related terms: revenue, profitability, retention

Explanation: CLV combines average purchase value, purchase frequency, and retention period. A higher CLV
justifies greater investment in service quality. Example: A high-spending enterprise customer with a CLV of
$50,000 warrants premium support resources.

Practical application: Segment customers by CLV, allocate support tiers accordingly, and measure the impact
of service improvements on CLV growth.

Challenges: Accurate forecasting, accounting for discount rates, and integrating cross-selling/up-selling
effects.

Escalation Rate

Concept: The frequency at which contacts are escalated to higher-level support or management.

Related terms: escalation, hierarchy, resolution

Explanation: Escalations may indicate complex issues or insufficient agent authority. An escalation rate of
8% suggests that 8 out of 100 contacts require senior intervention. Example: A billing dispute that the
front-line agent cannot resolve is escalated to the finance team.

Practical application: Track escalation patterns, provide agents with escalation criteria, and aim to reduce
unnecessary escalations through training.

Challenges: Balancing empowerment with risk, maintaining clear escalation pathways, and ensuring timely
response at higher tiers.

First Contact Resolution (FCR) Rate

Concept: A variant of First Call Resolution that includes all contact channels (phone, chat, email) resolved on
the first interaction.

Related terms: omnichannel, resolution, efficiency

Explanation: Measuring FCR across channels offers a holistic view of service effectiveness. If 70 % of emails
and chats are resolved without follow-up, the overall FCR rate improves. Example: An email inquiry about
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account status is answered fully, achieving FCR.

Practical application: Integrate CRM data to track cross-channel resolution, set channel-specific FCR targets,
and use analytics to identify gaps.

Challenges: Data fragmentation across platforms, differing definitions of “resolution” per channel, and
ensuring consistent agent capability.

Interaction Volume Forecast

Concept: Predictive modeling of expected contact volume across channels for a given period.

Related terms: forecasting, demand planning, capacity

Explanation: Accurate forecasts enable optimal staffing, reducing wait times and abandonment. A forecast
predicting 10,000 calls next month guides workforce scheduling. Example: Using historical trends and
promotional calendars, the center predicts a 15 % spike in calls during a product launch.

Practical application: Deploy statistical models (e.g., ARIMA, machine learning) to generate daily forecasts,
adjust schedules in real time, and monitor forecast accuracy.

Challenges: Unpredictable events (e.g., outages), data quality issues, and the need for continuous model
refinement.

Knowledge Base Utilization

Concept: The extent to which agents reference and apply documented knowledge resources during
interactions.

Related terms: self-service, documentation, searchability

Explanation: High utilization correlates with faster, more accurate resolutions. A utilization rate of 85%
indicates that most agents rely on the knowledge base. Example: An agent searches the knowledge base for
a troubleshooting step, reducing handling time.

Practical application: Track search logs, encourage agents to rate article usefulness, and regularly update
content based on feedback.

Challenges: Outdated articles, poor search relevance, and reluctance to adopt new documentation.

Net Service Quality Index (NSQI)

Concept: A composite score aggregating multiple service quality metrics (e.g., CSAT, FCR, AHT) into a single
index.

Related terms: dashboard, KPI, composite metric

Explanation: NSQI provides a high-level view of overall service health. An NSQI of 78/100 signals solid
performance with room for improvement. Example: The index rises after a training program that boosts
CSAT and reduces AHT.

Practical application: Define weighting for each component metric, display NSQI on executive dashboards,
and set target thresholds.

Challenges: Selecting appropriate weights, avoiding oversimplification, and ensuring the index reflects true
customer experience.

Read online: https://shortcourses.Isibonline.com/glossaries/4727651/ London School of International Business - 20 Jun 2026
service-quality-metrics



LSIB

London School of

International
Business, U.K.

Net Promoter Score (NPS) — Transactional

Concept: A focused NPS measurement taken immediately after a specific interaction rather than overall
relationship.

Related terms: transactional feedback, pulse survey, short-term loyalty

Explanation: Transactional NPS isolates the impact of a single service event. A post-call NPS of 45 may differ
from the overall relationship NPS of 30, highlighting a positive recent experience. Example: After a live chat,
a customer rates 9, becoming a promoter for that transaction.

Practical application: Deploy short surveys after each contact, compare transactional NPS to relationship
NPS to gauge service impact.

Challenges: Survey fatigue, ensuring consistency in question phrasing, and reconciling divergent scores.

Net Promoter Score (NPS) — Relationship

Concept: The traditional NPS that captures overall loyalty and likelihood to recommend the brand over
time.

Related terms: brand advocacy, long-term loyalty, loyalty metric

Explanation: Relationship NPS reflects cumulative experiences. A score of +50 indicates strong brand
advocacy. Example: An annual survey asks customers to rate overall recommendation likelihood, producing
the relationship NPS.

Practical application: Use relationship NPS to benchmark against industry standards, track trends annually,
and guide strategic initiatives.

Challenges: Influences beyond service (e.g., pricing, product quality), and the need to align NPS with other
loyalty programs.

Occupancy Rate

Concept: The proportion of time agents spend actively handling contacts versus being idle.

Related terms: utilization, productivity, idle time

Explanation: Occupancy = (Talk time + After-call work) + (Total logged-in time). An occupancy of 85%
suggests agents are busy most of their shift. Example: An agent logged in for 7 hours, spends 5.5 hours on
calls and wrap-up, yielding 78 % occupancy.

Practical application: Balance occupancy to avoid burnout while maintaining efficiency; adjust staffing based
on occupancy trends.

Challenges: Over-occupancy can cause fatigue, while low occupancy may indicate overstaffing; variability in
call flow complicates steady occupancy.

Quality Assurance (QA) Scorecard

Concept: A structured tool that outlines criteria and weighting for evaluating agent performance.
Related terms: evaluation rubric, scoring guide, standards

Explanation: The scorecard may include categories such as greeting, compliance, problem solving, and
empathy, each weighted (e.g., 20 % greeting, 30 % problem solving). A total score of 90 % reflects strong
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performance. Example: An evaluator uses the QA scorecard to assess a recorded call, assigning points per
category.

Practical application: Standardize scorecards across teams, train evaluators on calibration, and link scores to
coaching plans.

Challenges: Maintaining consistency, avoiding over-emphasis on metric ticking rather than genuine service
quality, and updating criteria as services evolve.

Queue Abandonment Rate

Concept: The proportion of callers who exit the queue before an agent becomes available.

Related terms: drop-off, wait time, patience

Explanation: Queue abandonment differs from overall abandonment by focusing on the waiting period. A

6 % queue abandonment indicates moderate patience levels. Example: During a promotional campaign, wait
times increase, leading to higher queue abandonment.

Practical application: Implement estimated wait-time announcements, offer callback options, and monitor
abandonment to adjust staffing.

Challenges: Accurate wait-time estimation, handling peak spikes, and measuring the impact on overall
satisfaction.

Resolution Time

Concept: The elapsed time from the moment a contact is opened to the moment it is marked resolved.
Related terms: turnaround time, case closure, speed

Explanation: Shorter resolution times generally improve satisfaction, but must not compromise quality. A
ticket resolved in 2 hours versus 6 hours can lead to higher CSAT. Example: A support ticket concerning a
software bug is escalated and resolved within 4 hours, meeting the SLA.

Practical application: Track resolution time per ticket type, set internal targets, and use analytics to identify
bottlenecks.

Challenges: Complex cases require more investigation, resource constraints, and the risk of premature
closure to meet targets.

Service Quality Dashboard

Concept: A visual interface that aggregates key service metrics for real-time monitoring and analysis.
Related terms: KPlIs, reporting, visualization

Explanation: Dashboards display metrics such as CSAT, NPS, AHT, FCR, and SLA compliance, often using
gauges, trend lines, and heat maps. Example: A manager reviews the dashboard each morning to spot
spikes in abandonment rate.

Practical application: Build dashboards with drill-down capabilities, set alerts for threshold breaches, and
share with stakeholders for transparency.

Challenges: Data integration from multiple sources, avoiding information overload, and ensuring data
accuracy.
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Service Recovery

Concept: The set of actions taken to rectify a service failure and restore customer trust.

Related terms: apology, compensation, remediation

Explanation: Effective recovery can turn dissatisfied customers into promoters. Example: After a missed
delivery, the company offers a refund and a discount, leading the customer to rate the experience positively.
Practical application: Define recovery protocols, empower agents to offer goodwill gestures, and measure
recovery success via post-recovery surveys.

Challenges: Determining appropriate compensation, ensuring consistency, and preventing recurrent failures.

Service Touchpoint

Concept: Any interaction point where a customer engages with the organization (e.g., phone, chat, email,
social media).

Related terms: channel, interaction, point of contact

Explanation: Mapping touchpoints helps identify gaps and optimize the customer journey. Example: A
customer may first see a social media ad, then call the support line, and finally receive a follow-up email.
Practical application: Create touchpoint maps, align metrics per channel, and ensure seamless handoffs
between touchpoints.

Challenges: Managing consistency across heterogeneous channels, tracking cross-channel journeys, and
maintaining up-to-date records.

Speech Analytics

Concept: The use of technology to automatically transcribe, analyze, and score spoken interactions for
insights.

Related terms: voice recognition, sentiment analysis, compliance

Explanation: Speech analytics can detect keywords, tone, and compliance breaches. Example: The system
flags a call where the agent fails to disclose required regulatory disclosures.

Practical application: Deploy speech analytics to monitor compliance, extract trends (e.g., common
complaints), and feed data into quality coaching.

Challenges: Accents and background noise affect accuracy, privacy considerations, and the need for robust
language models.

Support Ticket Volume

Concept: The total number of support tickets opened within a specified timeframe.

Related terms: case load, demand, inflow

Explanation: Volume trends help forecast staffing needs and identify product issues. A sudden surge of
2,000 tickets in a day may signal a software bug. Example: After a new release, ticket volume spikes,
prompting an immediate investigation.

Practical application: Monitor daily ticket volume, correlate spikes with releases or incidents, and adjust
resources accordingly.
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Challenges: Distinguishing between genuine issues and duplicate tickets, handling high-volume periods
without degrading quality.

Ticket Backlog

Concept: The number of unresolved tickets that remain open beyond the defined resolution time.

Related terms: queue, pending, overdue

Explanation: A growing backlog can indicate capacity constraints and risk customer dissatisfaction. Example:
A backlog of 150 tickets older than 48 hours triggers an escalation to management.

Practical application: Set backlog thresholds, prioritize aging tickets, and allocate additional resources
during backlog reduction sprints.

Challenges: Prioritization conflicts, limited agent availability, and balancing new tickets versus backlog
clearance.

Touchpoint Satisfaction Score (TSS)

Concept: A metric that captures satisfaction specific to each interaction channel (e.g., phone, chat, email).
Related terms: channel-specific CSAT, feedback, measurement

Explanation: TSS enables comparison across channels to identify strengths and weaknesses. A TSS of 4.7 for
chat versus 3.9 for phone suggests the need for phone process improvements. Example: After a chat
session, the customer rates the experience 5, contributing to a high TSS for chat.

Practical application: Collect channel-specific surveys, analyze TSS trends, and allocate training resources to
underperforming channels.

Challenges: Ensuring comparable survey questions across channels, handling varying response rates, and
integrating TSS into overall performance dashboards.

Voice of the Employee (VoOE)

Concept: The collection of employee feedback regarding processes, tools, and workplace environment that
affect service delivery.

Related terms: employee engagement, internal survey, feedback loop

Explanation: VoE insights can uncover root causes of service issues, such as inadequate training or system
limitations. Example: Agents report difficulty navigating the CRM, leading to longer handling times.
Practical application: Conduct regular VoE surveys, hold focus groups, and act on findings to improve agent
experience, which in turn boosts service quality.

Challenges: Encouraging honest feedback, translating insights into actionable changes, and aligning VoE
initiatives with business goals.

Workforce Management (WFM)

Concept: The practice of forecasting, scheduling, and real-time management of staff to meet service
demand.

Related terms: staffing, scheduling, adherence

Explanation: Effective WFM aligns agent availability with forecasted contact volume, reducing wait times and
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abandonment. Example: Using a WFM tool, the center schedules 30 agents for a projected peak of 1,200
calls per hour.

Practical application: Integrate forecasting models with scheduling software, monitor adherence, and adjust
shifts dynamically based on real-time data.

Challenges: Forecasting inaccuracies, compliance with labor regulations, and balancing flexibility with agent
preferences.

Average Speed of Answer (ASA)

Concept: The average time it takes for an inbound call to be answered by an agent after the caller enters
the queue.

Related terms: wait time, answer time, responsiveness

Explanation: ASA is a core component of service level calculations. An ASA of 15seconds indicates that
callers are typically connected quickly. Example: During off-peak hours, ASA drops to 8seconds, improving
the perceived service level.

Practical application: Monitor ASA in real time, set ASA targets per SLA, and use call-back options when ASA
exceeds thresholds.

Challenges: Sudden volume spikes, insufficient staffing, and the impact of long hold music on perceived
wait time.

Customer Interaction Score (CIS)

Concept: A composite metric that evaluates the quality of an individual interaction based on multiple
dimensions such as empathy, accuracy, and compliance.

Related terms: interaction rating, quality score, assessment

Explanation: CIS aggregates evaluator judgments into a single score (e.g., 0-100). A high CIS indicates a
well-handled contact. Example: An evaluator assigns a CIS of 92 for a call where the agent demonstrated
empathy, resolved the issue, and followed scripting.

Practical application: Use CIS for agent coaching, reward high-scoring agents, and track trends over time to
spot systemic improvements.

Challenges: Ensuring evaluator consistency, avoiding over-reliance on numeric scores, and balancing
quantitative and qualitative feedback.

Customer Journey Mapping

Concept: Visual representation of the end-to-end experience a customer has with the organization,
highlighting touchpoints, emotions, and pain points.

Related terms: journey, experience design, blueprint

Explanation: Mapping helps identify where service quality metrics impact the overall journey. Example: A
journey map reveals that after purchase, customers experience a confusing returns process, leading to lower
CSAT.

Practical application: Conduct workshops with cross-functional teams, overlay metric data (e.g.,
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abandonment rates) onto the map, and design interventions to smooth friction points.
Challenges: Gathering comprehensive data, keeping the map updated with evolving processes, and aligning
multiple stakeholder perspectives.

Customer Sentiment Analysis

Concept: The use of natural language processing to determine the emotional tone (positive, neutral,
negative) in customer communications.

Related terms: text analytics, emotion detection, NLP

Explanation: Sentiment scores complement quantitative metrics, revealing underlying attitudes. A sentiment
score of —0.2 indicates slight negativity. Example: Analyzing chat transcripts shows a surge of negative
sentiment following a price change announcement.

Practical application: Integrate sentiment dashboards, trigger alerts for spikes in negative sentiment, and
correlate with CSAT to prioritize issues.

Challenges: Sarcasm detection, language nuances, and the need for domain-specific sentiment models.

Agent Adherence

Concept: The degree to which agents follow their scheduled work times, including start, break, and end
times.

Related terms: schedule compliance, punctuality, attendance

Explanation: High adherence ensures that enough agents are available to meet forecasted demand. An
adherence rate of 92 % indicates that agents are largely on schedule. Example: An agent consistently logs in
late, reducing the team'’s ability to meet ASA targets.

Practical application: Use WFM tools to track adherence, provide real-time notifications for deviations, and
incorporate adherence into performance reviews.

Challenges: Balancing flexibility with operational needs, handling unexpected absences, and maintaining
morale when adherence is strictly enforced.

Agent Training Effectiveness

Concept: The measurement of how well training programs translate into improved performance metrics.
Related terms: learning RO, skill development, competency

Explanation: Effectiveness is assessed by comparing pre- and post-training metrics such as CSAT, AHT, and
FCR. Example: After a product-knowledge workshop, agents’ CSAT improves by 4 percentage points.
Practical application: Conduct pre- and post-training assessments, track metric changes over a defined
period, and adjust curricula based on results.

Challenges: Isolating training impact from other variables, ensuring knowledge retention, and aligning
training with real-world scenarios.

Agent Engagement Score
Concept: A metric that reflects the level of employee engagement, motivation, and satisfaction among
service agents.
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Related terms: employee morale, retention, workplace climate

Explanation: Engaged agents tend to deliver higher quality service, leading to better CSAT and lower
turnover. A score of 78/100 indicates solid engagement. Example: A quarterly survey shows agents feel
recognized, correlating with a dip in churn.

Practical application: Administer engagement surveys, act on feedback (e.g., recognition programs), and
monitor the impact on service quality metrics.

Challenges: Survey fatigue, linking engagement directly to performance outcomes, and maintaining
engagement during high-stress periods.

Average After-Call Work (ACW) Time

Concept: The mean time agents spend completing post-interaction tasks such as documentation, case
updates, and follow-up actions.

Related terms: wrap-up, after-call processing, efficiency

Explanation: ACW adds to total handling time; reducing ACW without compromising accuracy improves
overall productivity. Example: An agent reduces ACW from 3 minutes to 2 minutes by using shortcuts in the
CRM.

Practical application: Analyze ACW patterns, provide templates or macros to speed up documentation, and
monitor impact on AHT.

Challenges: Balancing speed with thoroughness, system usability issues, and variability in case complexity.

Customer Loyalty Index (CLI)

Concept: A composite measure that combines multiple loyalty-related metrics (e.g., NPS, repeat purchase
rate, churn) into a single score.

Related terms: retention, advocacy, loyalty metric

Explanation: CLI provides a broader view of long-term customer commitment. A CLI of 85/100 suggests
strong loyalty. Example: After launching a loyalty program, the CLI rises, indicating successful engagement.
Practical application: Define weighting for each component, track CLI quarterly, and use it to benchmark
against competitors.

Challenges: Selecting appropriate components, ensuring data consistency, and avoiding over-simplification
of complex loyalty dynamics.

First Response Time (FRT)

Concept: The elapsed time from when a customer submits a request (e.g., email, ticket) to when they receive
the first substantive response from an agent.

Related terms: reply time, acknowledgment, responsiveness

Explanation: Faster FRT improves perceived service quality and reduces anxiety. An FRT of 30 minutes for
email tickets is often considered acceptable in B2B contexts. Example: A customer submits a support email
at 9am and receives a response at 9:25am, achieving a 25-minute FRT.

Practical application: Set FRT targets per channel, automate acknowledgment messages, and monitor
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compliance via ticketing system reports.
Challenges: Varying expectations across industries, high volume periods, and ensuring the first response
adds value rather than a generic acknowledgment.

Service Cost per Interaction (SCI)

Concept: The total cost incurred to handle a single customer interaction, including labor, technology, and
overhead.

Related terms: cost efficiency, expense, per-contact cost

Explanation: SCI helps assess the financial efficiency of service operations. If total monthly costs are
$200,000 and interactions total 40,000, the SCl is $5 per interaction. Example: Automation reduces SCI from
$6 to $4 by handling routine inquiries via chatbots.

Practical application: Calculate SCI regularly, compare across channels, and identify cost-saving
opportunities such as self-service enhancements.

Challenges: Accurately allocating overhead, accounting for indirect costs, and balancing cost reduction with
quality maintenance.

Service Quality Index (SQl)

Concept: An aggregated indicator that reflects overall service performance based on a weighted set of key
metrics.

Related terms: composite score, KPl aggregation, dashboard

Explanation: SQI may combine CSAT, NPS, FCR, and SLA compliance into a single index ranging from 0 to
100. An SQI of 73 suggests generally good performance with specific areas for improvement. Example: After
a process redesign, the SQI improves from 68 to 77.

Practical application: Define metric weights aligned with strategic priorities, update SQI in real time, and
communicate results to all stakeholders.

Challenges: Determining appropriate weighting, avoiding metric dilution, and ensuring the index remains
relevant as business goals evolve.

Service Recovery Time (SRT)

Concept: The time elapsed between a service failure being identified and the corrective action being
completed.

Related terms: resolution, remediation, turnaround

Explanation: Faster SRT reduces negative impact on customer perception. An SRT of 2 hours for a system
outage demonstrates rapid response. Example: After a network outage, the IT team restores service within
90 minutes, achieving a low SRT.

Practical application: Track SRT for incidents, set target thresholds, and use root-cause analysis to prevent
recurrence.

Challenges: Complex failures may require extended investigation, coordination across departments, and
resource constraints during simultaneous incidents.
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Service Level Compliance

Concept: The percentage of time that service performance meets or exceeds the defined SLA thresholds.
Related terms: conformance, adherence, performance

Explanation: High compliance indicates reliable service delivery. A compliance rate of 96 % for a 95% SLA
shows the organization consistently meets its commitments. Example: The center meets its 80 % calls
answered within 20 seconds SLA 98 % of the month.

Practical application: Automate compliance reporting, review breaches in governance meetings, and
implement corrective action plans.

Challenges: Dynamic SLAs across customer tiers, handling unexpected spikes, and ensuring accurate
measurement.

Service Request Fulfillment Rate

Concept: The proportion of service requests completed within the agreed timeframe.

Related terms: fulfillment, delivery, timeliness

Explanation: High fulfillment rates indicate efficient processing. A rate of 93 % means most requests are
delivered on time. Example: After a software upgrade request, the IT team fulfills 95 % of requests within the
5-day SLA.

Practical application: Track fulfillment per request type, identify bottlenecks, and prioritize high-impact
requests.

Challenges: Resource limitations, varying request complexities, and dependency on third-party vendors.

Service Quality Improvement Cycle (SQIC)

Concept: A structured approach (Plan-Do-Check-Act) for continuously enhancing service quality metrics.
Related terms: continuous improvement, PDCA, Kaizen

Explanation: SQIC ensures systematic identification of gaps, implementation of improvements,
measurement of impact, and refinement. Example: The team plans a new training module, implements it,
measures CSAT uplift, and adjusts content accordingly.

Practical application: Embed SQIC into governance frameworks, assign owners for each phase, and
document outcomes for transparency.

Challenges: Maintaining momentum, aligning improvement initiatives with strategic goals, and avoiding
initiative fatigue.
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