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COPC has shown evidence
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www.transcom.com 

COPC Framework Release 4.3 



2.6 CUIKA Target setting

4.1 Client Satisfaction High Performance Benchmark

4.2 End User 

Satisfaction/Dissatisfaction

High Performance Benchmark

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 

Non Critical

High Performance Benchmark

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)
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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 

(Service Level)

95% On-Time for any cycle time 

requirement

4.3 Non-Phone Backlog 1 cycle late but no more than 24 

hours late (depending which is 

shorter)

4.4 Critical Error Accuracy 98%

4.4 Non-Critical Error 

Accuracy

95% (By Opportunity)

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

• Perfection in all times and all areas is impossible: 50/75 rule
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COPC Cat 4.0 and Exhibit 1

• Service, Revenue, Quality & Cost Performance
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COPC Cat 4.0 and Exhibit 1

• Service, Revenue, Quality & Cost Performance
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COPC Cat 4.0 and Exhibit 1

1. On-Time (SL or ASA) Service

Item 4.3
2. Abandon rate Service

3. Revenue (if appropriate) Revenue

4. Critical Accuracy Quality

Item 4.4
5. Non-Critical Accuracy Quality

6. Contact Resolution (FTR) Quality

7. Volume

8. AHT Efficiency/Cost

Item 4.5
9. Cost per Transaction Efficiency/Cost

10. Agent Utilization/Efficiency Efficiency/Cost

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

1A)?
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COPC Cat 4.0 and Exhibit 1

• Service, Revenue, Quality & Cost Performance
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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
rd

parties

Opening Closing

Events

Start

•Initiating Contact 

•Capture details

•Create Case

Start

•Initiating Contact 

•Capture details

•Create Case

Delivered Solution

Case Lifetime

Time to Closure

Time to Solution

Opening Closing

Events

Start

•Initiating Contact 

•Capture details

•Create Case

Start

•Initiating Contact 

•Capture details

•Create Case

Delivered Solution

Case Lifetime

Time to Closure

Time to Solution

COPC Cat 4.0 and Exhibit 1

• Service, Revenue, Quality & Cost Performance
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Abandon Calls by Time of Day
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Abandonment and Speed of Answer should be correlated

COPC Cat 4.0 and Exhibit 1

• Service, Revenue, Quality & Cost Performance
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COPC Cat 4.0 and Exhibit 1

• Service, Revenue, Quality & Cost Performance
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Managing by Opinion

Vs.

Managing by Data

Watch for this 

Common Pitfall

2.6 CUIKA: Data vs. Opinion
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Managing by Average

Vs.

Managing by Range

Watch for this 

Common Pitfall

2.6 CUIKA: Average vs. Range
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COPC Cat 4.0 and Exhibit 1
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2.3 Corrective action and continuous 

improvement
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2.3 Corrective action and continuous 

improvement

WHY?

What is the 

Cause?

WHY?
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2.3 Corrective action and continuous 

improvement
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COPC

• Questions

• Comments

• Further reading  - https://www.copc.com/copc-standards/

www.newbizcon.eu


