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Service, Quality, Revenue, Cost
COPC Framework 4.3

Target setting and High Performance Benchmarks

50/75 rule
Cat 4.0 Items and Exhibit 1 Highlights
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COPC has shown evidence

Quality, Customer
Service Safisfaction &
& Revenue Profitability
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COPC Framework Release 4.3

Driver

1.0 Leadership

and Planning

1.1 Statermnent of Directian

1.2 Management Systzm
Review

1.5.A Planning and

Feviewing Businsss

Performance

Enablers

2.0 Processes

21 Implementing MNew Products,
Senices, Programs, Clisnts,
and Requiremenis

2.2  Process Capability

23 Comrective Action and
Continuous Improvement

24 Transaction Monitoring

25  Forecasiing, Staffing and
Scheduling

28 CUIEA

27  Emnd-User Privacy

25  Data and Information
Availability and Updats

2.G.A Technology

258 Key Supplier Management

2G5 Data Security

2.6.0 Contingency Planning

3.0 People

3.1 Defining Jobs, Recruiting and
Hirirg

3.2  Training and Development

33 Venfying Skills and
Knowledgs

34 Staff Performancs
fManagement

35  Managing Staf Fesdback

Goal

4.0 Performance

Chent Satisfaction and

Dizsatisfaction

4.2 Emd-User Satisfaction
ard Dissatisfaction

4.3 Sendce and Revenue
Perfomancs

44  Cuality Perfomancs

45  Cost and Efficiency
Perfomancs

4.6  Staff Atirition amd
Lbcentasizm
Achieving Results

{coPa)
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2.6 CUIKA Target setting

4.1 | Client Satisfaction High Performance Benchmark
4.2 | End User High Performance Benchmark
Satisfaction/Dissatisfaction
4.3 | Service Level for Phone Based on End User Expectation —
End User Satisfaction
4.3 | Service Level Non-Phone High Performance Benchmark
4.4 | Quality — Critical and High Performance Benchmark
Non Ciritical
4.5 | Utilization (Efficiency) High Performance Benchmark
4.5 | Other Efficiency Metrics Set by analysis of past
performance — intent to improve
4.6 | Absenteeism and Attrition | Set by analysis of cost or impact
to Service Quality or EU Sat
(How much a company can
afford)

WW

TIewWDIZCom.eu

NewBizCon EOOD
Serviceportfolio




COPC High Performance Benchmarks

4.1 | Client Satisfaction 80% Top Two Box (on a 5 point
scale with neutral midpoint)

4.2 | End User Satisfaction 85% Top Two Box (on a 5 point
scale with neutral midpoint)
4.2 | End User Dissatisfaction 2% Bottom Box (on a 5 point
scale with neutral midpoint)
4.3 | Non-Phone On-Time 95% On-Time for any cycle time
(Service Level) requirement
4.3 | Non-Phone Backlog | cycle late but no more than 24
hours late (depending which is
shorter)
4.4 | Critical Error Accuracy 98%
4.4 | Non-Ceritical Error 95% (By Opportunity)
Accuracy

4.5 | Utilization (Efficiency) 86% I
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COPC 50/75 rule

Perfection in all times and all areas is impossible: 50/75 rule

culiI? e Non Compliant

b {

ves Meets Ta rgré't'"
—~J%arr
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A+ > A— NOT MEETING ¢
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COPC Cat 4.0 and Exhibit 1

Service, Revenue, Quality & Cost Performance

\

[cat 4.0 Items and Exhibit 1 .

Category 4.0 Items all require metrics which are routinely
tracked in Table F

4.2 End User SatiDisast

: : - Exhibit 1A-1
4.3 Servite & revenue | ,_—r\\

4.1 Client Sat/Dissat lr —— = ——

h
ca0ia || Focusedon \> Defines the metrica ‘)
Y |KCRPS and KSPs/| Required For /
4.5 Efficwncy ‘ /’/ each KCRP or V
vz L KSP that the CSP
4.6 Antrition & Absentesism e does e —
4.7 Meoting Results — S

Exhibit 1 Requirements — describe how KCRP & KSP metrics
o . are measured and used for Items 43,44 & 4.5
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COPC Cat 4.0 and Exhibit 1

Service, Revenue, Quality & Cost Performance
¢« \ =

Role of Key Support Processes ‘
End Users

Operations

Human Resources -~ 2 WFM o = ICT
o~ - ,\\ > g .\\ ’/. \\ // -~ '
Training ~"| Recrul |menl] Forecasti u: ‘ Telecoms Systems B He Ip Dea
. A S — - ‘A /—*
R | 2
- e [T Key Support Processes -
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COPC Cat 4.0 and Exhibit 1

Which Metrics are Service, Revenue, Quality or Cost for IB CC (Exhibit

1A)?
|.On-Time (SL or ASA) Service
2.Abandon rate Service
3. Revenue (if appropriate) Revenue Item 4.3
4. Critical Accuracy Quality
5. Non-Critical Accuracy Quality ltem 4.4
6. Contact Resolution (FTR) Quality
7.Volume
8.AHT Efficiency/Cost
9. Cost per Transaction Efficiency/Cost
Item 4.5
10.Agent Utilization/Efficiency Efficiency/Cost

www.newbizcon.eu
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COPC Cat 4.0 and Exhibit 1

Service. Revenue. Qualitv & Cost Performance

Make sure 100% of backlog is included

Backlog comes from where things queue

@ail from Customer J Web mail from Customer
II Ou?look l We_b net; Queue ]
. ) ‘ . , e
‘ Distribute to CSRs LDis{ribute to CSRs l
_4:"’—":/ S ——— -
CSR1 | CSR? | CSR3 | CSR4 ||Queu
) — o o * T
{ Process , Process Process liProcess
Review by another CSR for accuracy ‘Qucujﬂ
. g ] s,

——

Customer |
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COPC Cat 4.0 and Exhibit 1

* Service, Revenue, Quality & Cost Performance

Multiple Events (each can be simple transaction):
1. Phone/chat/Non Phone contact
2. Outbound (Call Backs)
3. Escalations (transactions which cannot be processed)
4. Involving 3" parties

Delivered Solution
Opening ' Closing
Start

«Initiating Contact . I I I ! ! ! .

*Capture details

*Create Case l

Events

Time to Closure

Time to Solution
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COPC Cat 4.0 and Exhibit |

* Service, Revenue, Quality & Cost Performance

Abandonment and Speed of Answer should be correlated

ASA by Time of the Da
Y 4 Abandon Calls by Time of Day

7.00
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COPC Cat 4.0 and Exhibit

Service, Revenue, Quality & Cost Performance

Aceuracy

Relationshp Between Accuracy and End User Satisfaction

84 2 100
82 ' A
80 APV A B
s 10 . + Customer Sat
': 76 1.'. o A
$74 18 + Accuracy
T 72
70 - 80
o v o

S @ B ¢ N o
B’bé\’b®® Sogﬁeo

Month
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L]

Accuracy

COPC Cat 4.0 and Exhibit 1

Service, Revenue, Quality & Cost Performance

Calls |

Directory Assistance Recosded Causas of Ewvoms  {Jan '02) Mordtored Erors | Critical Noﬂ-l

1 Fallure touse appropriate bandng 13,008

2 Falhre toacknowledge a customer in excess of 10 sec, 13,008

3 Inappropriste behaviar or language 13,008

4 Not Found Report where listing exist 13,008

5 Fallure tobridge a customer fo an automated sewvice 13,008

6 Fallure to handolf o an automated system (unless requested) 13,008

7 Provided an incormrect number 13,008

2 Incorrect billing inputs 13,008

§ Incorrect call rouling 13,008

10 Fallure torepost network dif Sculties 13,008
!nm 555 17
Numbsr of calis without ewors or number of opporfunities 12,453 78,048
Accuracy % 857% 99.5%

www.newbizcon.eu
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COPC Cat 4.0 and Exhibit 1

- Service, Revenue, Quality & Cost Performance

® R A
& & 4

Couse o (o G

[Procedurs /process 1 4 0 2 0 6 6 20 25532%
Other 1 0 0 1 i 0N 12 15.19%
SLA ) 0 3 0 0 0 0 3 11 13.02%
IT/Cuta/Tekphony % % (] =5 0 \ 0 0 6 8 | 10.13%
Stal CanpBmni i i 0 0 ) [ 2 : I 2T 8| 10.13%
pro-activen ass - i 0 0 0 0 0 2 1 3 r.59%
Ruparing. ' C 2 0 S S B O BT M N 6.33%
Iwoieng : ' ¢ 0 A e, s 2 1 - i | 6.33%
C usiomer compBing ) 0 0 “ 0 0 0 0 4 506%
Total 7 3 11 4 4 3 11 36 79

Example Dissatisfaction Analysis
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COPC Cat 4.0 and Exhibit 1

Service, Revenue, Quality & Cost Performance

Overall Cost Management
for a Service Function

Identify and fix reasons for
unnece ssary and unwanted
contacts

| Reduce the number
' of contacts

www.newbizcon.eu

Approaches

Me as wre by

« Costper subscriber

« Costpercustomer

« Costperresolution

* Costper product soid

» Coslper transaction
* Costper X

Manage Operations
More efficiently

Use efficiency gains |
to reduce headcount; |
or take on more work |

without increasing
headcount

NewBizCon.EOOD
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COPC Cat 4.0 and Exhibit 1

Service, Revenue, Quality & Cost Performance

Efficiency of a Contact Centre

How Efficient Are We?

Labor . Asset/Technology Support Staff
Efficiency || Efficiency Efficiency
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COPC Cat 4.0 and Exhibit 1

Service, Revenue, Quality & Cost Performance

e n—

- —

‘ How Efﬁf:ient {\re We? ]

.- ——
i —
——

Labor

Asset/Technology l | Support Staff

Efficiency Efficiency Efficiency
Wages Time in
& Productive Productive is
Benefits State Productive
| Time
- % What supervisors and managers can control 1
L
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COPC Cat 4.0 and Exhibit 1

Service, Revenue, Quality & Cost Performance

Labor
Efficiency
Time in How Productive is
Productive Productive Time

State

Handie Time as
Percent of Paid Time

AHT Reduction

Handle Time as
Percent of Work

Work Hours as

Percent of Paid
Hours

Hours
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COPC Cat 4.0 and Exhibit 1

Service, Revenue, Quality & Cost Performance

* High performance centers “bust the myth” that -
Higher AHT = Better Service/Quality/Revenue

ATT and QMS
§ 4 E— — 40
7
- 35
5
£ i r 30 g |EDATT
> 2 | 25" |- QMS
2 L 20
1
0 | "‘L’ 15

NS 9 A9 NS G AL

an”

CSR
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COPC Cat 4.0 and Exhibit 1

- Service, Revenue, Quality & Cost Performance
& A\ =2

Utilization—Benchmarks \

All the following ratios are a % of Worked Time

6.25% = Breaks

304 . <l: Unproduc“ve Time 2.5%= Tralning (1 hour a week)
13%-15% I —  13-15%  2.5% = Coaching (1 hour a week)
Available Time E H24=12% N 0.5% = Meeting (1 hour a month)
10-12% - | 3% = ‘Lost time'
’ |
Handle Time ' WNRPRERN Breaks, Coaching,
75% Talk O B On-Going Training,
| . 69% Meetings, Lost time
l | &= Waiting for work
(i O Acw
I\,:—. \ —
= - B Talk, Hold
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COPC Cat 4.0 and Exhibit

- Service, Revenue, Quality & Cost Performance

Cost per Transaction

Site Cost/Contact

$1600 W . S1202 .
g R :
100 = —— #1275 o
1 'OI her
" “1290 . At B H WOvertead
E $1000 +—— — T —_— nFacll’hc:
oy | QDatacomm
3 S BTeakcomm
Do B T2 RE v g || @Drect Latios
$400 +——
$200
- e A Sie 8 1 SkeC 1 Swo
O hor $0.15 | T s0158 E 3 ﬂ)_u_ 74} 3014
MO verhead T e | | spar x 5047
O sotes $0.75 3075 [ $0.83 L 3065
g_o:uco_rvg» | $0.05 | $006 | 30.08 L * 3008 S |
| ke, $0.80 . 8083 ‘ S0 | 085
- Pt Labor $1220 $14 70 §1215 | §10.60 i
o — ". Sites
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COPC Cat 4.0 and Exhibit 1

- Service, Revenue, Quality & Cost Performance

Quantifying the Learning Curve \

Average AHT reduction aut of New/Agert Training

| 150% | r 150%

i : | ‘

To%. P — SRR — ' - - T5%
Wkl Weel? Wanl3 Wl WeskS Wesk6 Vinok? Weeld Waif WWeski0 Wesid1 Vi 2

L4
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2.6 CUIKA: Data vs. Opinion

Managing by Opinion
Vs

. Watch for this
Managing by Data Common Pitfall
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2.6 CUIKA: Average vs. Range

Managing by Average
Vs

. Woatch for this
Managing by Range Common Pitfall
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COPC Cat 4.0 and Exhibit 1

Variation in Service Level

5 Flhil b 3 MWM

She S 8 Rl ——

[Under Service
« Poor Customer Experience

———
1 @23 54 46 56 O7 7
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2.3 Corrective action and continuous

Im orovement

Pareto Example

Pareto Chart
l 1
1000 | 0
-+ D9
- 08
800
<07
! - 08
<~ 800
4
§ 0s
<
s <04
J 03
200 102
=01
. — T
“ =R - == D
Sou . ffong Shipprg Mdhad Wrong Leder Formed Stk s wes Wrorp Lotar Type Piking arce BltloSp o Brors
- v Group
- A3

- L —
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2.3 Corrective action and continuous

Improvement

Pareto Example — Order Processing \
Order Analysis
Orders Received 6766
Orders Checked 6766
Orders Cormrect 5668 Emor Rate
Orders Incorrect 1098 16.2% & £
‘ WHY?
Analysis of Incorrect Orders 1098
Wrong Shipping Method (752 685% 1
Wrong Letter Format 307 280% :
Stock Issues 31 28% What is the
Wrong Letter Type 8 0.7% Cause?
Picking errors 0 0.0%
Bill to/Ship to Errors 0 0.0% WHY?
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2.3 Corrective action and continuous

- <
’ Directory Assistance
Pareto Analysis
Dirociory Amistance Recorded Causes of Erors  (Jan "02) Emors
7 Provided an incomect nismber 330
4 Nt Found Report whese lissing exist m
5 Fallure to bridge a customer to an automated servico 57
3  Ineppropriate behavior or language 2
2 Failwre to acknowledge a csstome in excess of 10 sec, 13,008 w
8 Incorrect billing nputs 13.008 0
1 Fallure to use Pprogriam randing 13,008 2
6 Fallure fohandofto an sutomated systom junless requested) 13,008 17
9 incorect call rousing 13,08 4
0 Faillure to repoit network diff |cutties 13,08 0
Ewors T 555 192
Number of calls without errars or number of oppartunitics 12453 74048
m% 95.7% 9.8°%
13,008 Calls 1. Butdd Ernor'Profile
555 Crisical Brors 96" J89Incorrect Number, 132Not Found whem listod 2. Mach ‘-w:-h'fc.\'t'q to Profile
139 *~ X 2% Finalgoal 3. Sel 1" improvement rget
d. Implemont cormctive actions
Possibde C aunon Expariance Training & Monitoring scores 5 Mamsum rosults
Aftitude Quality scoms, Perd ormance Reviews, Staf Satstacton €. Recognize & mward chlevenent
- Workconditions Time of day, shifl, bradksimeais 7. 10 procass improvemen! s
Call volum e Histo ricul arslysis 8. Implematorectve actions
Search Tool Easo-of-use, abdity, avallabiiity 8. Masum rosuit
External Customer atil ud e, lang uvageacce 10, Recogn s & mward achleven et
Ppa— Uther Lo 4
N .
L
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Questions
Comments
Further reading - https://www.copc.com/copc-standards/
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