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KPI - Categories 



KPI Quiz 





 1. COST per CONTACT 

2. CUSTOMER SATISFACTION 

4. FIRST CONTACT RESOLUTION 

5. AGENT SATISFACTION 

6. AVERAGE SPEED of ANSWER 

7. ???? 

3. AGENT UTILISATION 



7. AGREGATE SERVICE DESK PERFORMANCE 
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5th PEA? 



Quantity 

Quality 

Timeliness 

Compliance 
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Step 1: Understand customer expectation and service requirements 

   

Step 2: Define the Critical Success Factors of the Service Desk 5Ps 

you are measuring 

   

Step 3: Choose the KPI Category you are measuring (Quantity, 

Quality, Timeliness, Compliance) 

   

Step 4: Define the KPI 

   
Step 5: Define the KPI target or success criteria 

   

Step 6: Determine the data source and instrumentation 

to obtain and collect KPI measurements 
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