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1. Aim of the study

Teasel is dedicated to improving the performance of contact centres through empowering
managers with better information about key metrics. As part of this commitment it wanted
to understand how management information is currently used within contact centres and
assess the relationship between that and how senior staff believe it impacts on the overall
running of its operations.

2. How the research was conducted

The research was conducted online by Metrica during August and September, 2006. The
sample consisted of directors (25%), heads of department (40%), managers (30%) and
others (5%) with responsibility for call centres at FTSE 500 organisations (or equivalent).
78% of the sample have two or more contact centres within their organisation.

3. Overview

Call centre managers waste an average of one work day per week (19% of their time)
identifying and addressing everyday problems

14% waste between 30 and 50% of their time, corresponding to between 1.5 and 2.5
working days per week identifying and addressing everyday problems

44% of managers feel ‘failed’ by the lack of relevant information available to them

44% feel ‘dissatisfied’ by the quality and timeliness of the information they are given
and agree that it doesn’t allow them to identify issues early enough

Contact centre investments in technology are not providing managers with the tools
they need

o 71% want to be able to benchmark agent and team performance across all
parts of the infrastructure — but only 40% have the technology in place to do
o)

o 69% want to be able to consolidate data regardless of location —just 43%
have access to this technology at present.

25% receive management information reports shorter than hourly, 5% receive them
on an hourly basis and 38% daily.

24% only receive reports weekly or monthly

The reports are largely delivered electronically, with only 12% receiving paper-based
reports.



4. Findings

4.1 - Most Ml is electronically delivered
Question: How is your contact centre management information currently produced?
Base: All respondents

Automatically produced &
distributed va dedicated MIS |

Manually produced & |
assembled but available
online i
Manually produced &
delivered wa paper-based
reports

Don't know

1) % 1 18% % A% D% B% 4 4% 50%

Only 12% of reporting is exclusively paper-based

4.2 - The most common frequency to receive Ml reports is daily
Question: How frequently do your contact centre management receive performance
reports?

Longer than monthly
Morthly

Wieekly

Daily

Hourly

Shorter than hourly

Don't know

0% 5%  10%  15%  20%  25%  30%  35%  40%

38% reciveive daily Ml reports, 24% receive them shorter than hourly



4.3 - A range of problems are identified with current operational systems

Question: In your opinion how large, or small, are the following issues regarding contact
centres across the whole of your organisation, regardless of location or whether they are in-
house, outsourced or offshore?

Mumber of operational systems |
makes it difficut to identify where
problems are occurring i

Mumber of operational systems
meansthat sohing a problem inone
area can cregte new ones elsewhere |

Lack oftimelyinfrmation means [
eficiencyand productivity are
compromised

hilreports received too late forissues
1o be addressed BEFO RE theytum
into problems

Lack of imelyhl canleadto fewer |
calls taken or made, resulting inloss
of competitive adwantage =

0% 5% 10% 15% 0% 25% 0%

Problems associated with number of operational systems identified by around a quarter of
respondents

4.4 - Contact centre managers wasting a large proportion of their week identifying and
rectifying day-to-day problems

Question: Approximately how much time is spent by contact centre management in
identifying and addressing problems on a weekly basis?

More than 50%* 2
Betw een 40% and 50%*
Betw een 30% and 40%*
Between 20% and 30%*
Betveen 10% and 20% |

Less than 10%*

Dor'tknow
0% 5% 10% 15% 0% 5%
*10% equates to half a working day perweek

Mean average of 19% or just under one working day per week wasted in identifying and
addressing problems



4.5 — Call centre agents identify a wide range of functions they wish to derive from
technology

Question: How beneficial (large or small) are/would be the following regarding contact
centres, in your opinion?

Comparison of benefits by ‘net large’ (benefit)

Ability to benchmark agert & team across ALL part of the infrastructure : - _ : [71%
Ability to consolidate data regardless of location : : : | 9%
Production of reaktime Mirepors ; _ _ ,|5' %
Ability to identify & address potential performance ksues in reaktime ' 5 _ _ ’ |64%
Making Ml available to mgmleadem& agent across the whok |5 y
infrastructure

Ability to reconcile internal performance with outsourced or offshore : 9%
cenfres —'—l—J

0% 0% 20%  30% % 0% 60% 0% 80%

Ability to benchmark cited as ‘largest’ benefit, however data consolidation and identifying
performance in real time also highly significant

4.6 — A snap shot of current and planned investment in reporting systems
Question: Does your organisation have the following in place?
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Abilityto reconzile  Abilityto benchmark  Ability to consolidate  Abilty to identify& Production of real Abilityto makce MI
internalperformance agenmté&teamacross datafromallsystems,  address potential  time performance &  available to team
reporting with data ALL parts ofthe  reqardless of location performance kssues in managementreports  leaders & agent
from outsourced or imfrastructure reaktime across the whole
offshore centres infrastructure

58% and 61% respectively claim to have the technology in place to produce real time
performance reports and have the ability to make this available across the infrastructure



4.7 — Widespread discontentment with the quality of information currently available to
decision makers
Question: How strongly do you agree or disagree with the following?

] ) s [ s
Providng irefevant hlcan lead to poor decisions and drive wrong behaviour : : 80%

Duaity, relevart & imely M s keyto empowering font-ne CC daff |? %
CC managementis failed bythe lack of relevant Miauailable tothem |a4%
CC managementis failed bythe lack oftimely Miawailable to them [44%
CC management i failed by the lack ofquality Ml awailabie to them [44%
Amajor problem with most CC MIS i that they do not alow issues to be Joss

identiied earfy encugh I I I I
;1% 2% 3% W% A% 6% 0% 8% 9%

Relevance, timeliness and quality all key complaints of current management information
reporting

5. About Teasel Performance Management

Founded in 2004, Teasel is a specialist in operational performance management and
management information. Its hosted contact centre Ml solutions are designed to provide
consistent reporting across mixed infrastructures, including in-house, outsourced and
offshore facilities, without the need to make additional technology investments. Teasel’s
solutions also support individual performance improvement through real-time
benchmarking.

6. Contacts

For more information about this report or to contact Teasel, please find contact details
below or visit Teasel at Call Centre Expo stand G50 on the 3 and 4™ October 2006.

Tim Burfoot

Teasel Performance Management Limited
Sheraton House

Castle Park

Cambridge

CB3 0AX



