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What is Workforce Optimization?

A strategy that helps companies better manage
the people, process and technologies

associated with the customer experience

Reduces Costs    ��� � Improves Customer Experience    ��� � Increases Revenue

Delivered by 
People

Process Enabled by 
Technology



Unified, Analytics-Driven, Enterprise Enabled WFO



Highlights:

Panel Discussion: Ascent Group 
First Call Resolution 

Benchmarking Report

Moderator: Greg Sherry

Panel:  Gian Brackin, AVP, New York Life

Donna  Denehy, Director, The Hartford

January 14, 2010



Achieving FCR 2009



First Call Resolution (FCR) Level-set

• An 80% FCR rate sounds good. Yet with an 80 % FCR, 20 % of 
callers require multiple contacts with your company to achieve 
resolution. 

• An 80 % FCR means your customers average 1.2 calls to 
resolve a question or issue. The 20 % repeat calls represent 
increased call volume, inflated operating expenses, and most 
importantly, dissatisfied customers. 

• Dissatisfied customers are more likely to defect and more likely
to tell others about their experiences.

• First Call Resolution is perhaps the most powerful call center 
metric. A focus and improvement in FCR brings the best of both 
worlds—an improvement in efficiency and effectiveness.



Industry Survey: FCR

Yes or No?

Single or multiple 
measures?



Ascent Group Sample Size

• The Ascent Group received 107 
valid survey responses from a 
diverse group of companies

• Responses were from 14 
industries and 19 countries. 

• A list of participants is included 
at the end of the full report. 

• The majority of participants 
were U.S. companies (64%)



FCR Measurement



How is FCR Measured?

Four primary ways of measuring First Call 
Resolution:

• Call statistic calculations—from CRM, 
CIS, or Switch (internal measure)

• Agent-driven call logging or tick sheet or 
agents ask callers at the end of the call
(internal measure)

• Call quality monitoring (internal 
determination)

• Customer satisfaction surveys, either 
annual, recent contact, or post-call 
(external measure)



FCR Improvement Benefits

• More than half of 
participants reporting 
benefits stated that they 
had realized an 
improvement in Customer 
Satisfaction (54%). 

• 43% reported a reduction 
in operating costs.



FCR Performance by Industry

• First Call Resolution performance varied from industry to industry

• Range of FCR results: from 66% for Outsourcing to 98% for Consumer 
Products.



Top Five Ways to Achieve FCR



How to Drive/Promote FCR 



FCR Improvement Results

• 60% of participants measuring 
FCR for more than one year 
reported FCR improvement 
(results ranged from 1 to 30 % with 
an average gain of 2%.)

• Most participants improved FCR 
performance by up to 5% over the 
past 2 to 4 years (73% of all who 
took survey).



Example FCR Successes



Creative Practices

Definition of “Best Practice ”

• a business function or process that is considered to            
be superior to all other known methods 

Definition of “Creative Practice ”

• a process involving the generation of new idea or concept 

• new associations of the creative mind between existing ideas or 
concepts. 



Example WFO Creative Practices

1. Comcast- WFO collaboration via WIKI
2. Hartford- driving culture, I360 library

3. Vision Service Plan (VSP)- ADWFO results

4. Bass Pros Shops- keeping it simple

5. Verizon- improve thyself

6. NY Life- ADWFO results

9. Navitor- voice of the customer excellence

8. Grainger- back office / enterprise optimization

7. John Hancock- broad impact of analytics

10. Bell- analytics drives ROI & process improvements





Realizing ROI of WFO 

• 3% Improvement to First Call Resolution

• 10 Point Increase to Quality Scores

• 6% Decrease in Average Handle Time

• 62% Increase to Coaching Productivity

• 102% Increase in Revenue per Call

• ~$1 Million savings in Executive Complaints

• 23% Improvement in Back Office Productivity



• Decreased call volume by 22 percent

• Doubled contact center recurring revenue 
over previous year

• First contact resolution increased 33 percent 
to 85% from low of 63%

• An additional 10,000 minutes of productivity 
per week (equivalent of 4 FTEs)

• Approximately $1 million in headcount cost 
savings through more optimized scheduling

• Adherence of 94% across departments and 
lowering attrition by 55%

• Reduced headcount by 30 percent

Realizing ROI of WFO




