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KPI - Categories

Cost Quality Productivity

Cost per Inbound Contact m  Customer Satisfaction m [nbound Contacts per
Cost per Minute of Handle m First Contact Resolution Rate Agent per Month
Time m Call Quality m  Agent Utilization

m  First Level Resolution Rate m Agents as a % of Total

Service Desk Headcount

Agent Service Level Call Handling

m New Agent Training Hours m  Average speed of answer m  Inbound Contact Handle
m  Annual Agent Training Hours (ASA) Time
= Annual Agent Turnover m Call Abandonment Rate m  Outbound Contact Handle
m Daily Agent Absenteeism m % Answered in 30 Seconds Time
¥ SehaduliAdhsiance m [nbound Contacts as a % of
all Contacts
Agent O
. iR m  Self-Service Completion
m  Agent Tenure Rate
m  Agent Job Satisfaction
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KPI Quiz
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BECKHAM
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1. COST per CONTACT
2. CUSTOMER SATISFACTION

3. AGENT UTILISATION

4. FIRST CONTACT RESOLUTION
5. AGENT SATISFACTION

6. AVERAGE SPEED of ANSWER
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/. AGREGATE SERVICE DESK PERFORMANCE
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MetricNet

Select six critical performance metrics for the scorecard.

Weight each metric according to its relative importance.
STEP 3: Record the highest and lowest performance levels for each metric.
STEP 4: Record the actual performance for each metric.

STEP 5: Calculate the score for each metric using this interpolation equation:
[(Worst case - Actual performance) + (Worst case - Best case)] x 100

STEP 6: Calculate the balanced score for each metric using the following equation:
Metric score x Metric weight
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Adopt a Balanced Approach to Metrics

Productivity

Value
-ll’“ Efficiency
Satisfaction

Gartner
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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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