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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 m anagers feel ‘failed’ by the lack of relevant inform ation available to them  
 

¶ 44%  feel ‘dissatisfied’ by the quality and tim eliness of the inform ation 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 
so 

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 MI is electronically delivered 
Question: How is your contact centre management information currently produced? 
Base: All respondents  
 

 
 
Only 12% of reporting is exclusively paper-based 
 
 
4.2 - The most common frequency to receive MI reports is daily  
Question: How frequently do your contact centre management receive performance 
reports? 
 

 
 
38% reciveive daily MI 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? 
 

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

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



 

4.5 ς 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?  
 
/ƻƳ ǇŀǊƛǎƻƴ ƻŦ ōŜƴŜŦƛǘǎ ōȅ ΨƴŜǘ ƭŀǊƎŜΩ όōŜƴŜŦƛǘύ 
 

 
 
!ōƛƭƛǘȅ ǘƻ ōŜƴŎƘƳ ŀǊƪ ŎƛǘŜŘ ŀǎ ΨƭŀǊƎŜǎǘΩ ōŜƴŜŦƛǘΣ Ƙƻǿ ŜǾŜǊ Řŀǘŀ ŎƻƴǎƻƭƛŘŀǘƛƻƴ ŀƴŘ ƛŘŜƴǘƛŦȅƛƴƎ 
performance in real time also highly significant 
 
4.6 ς A snap shot of current and planned investment in reporting systems  
Question: Does your organisation have the following in place? 
 

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

 
 
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 MI solutions are designed to provide 
consistent reporting across mixed infrastructures, including in-house, outsourced and 
offshore facilities, w ithout the need to m ake additional technology investm ents. 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 3rd and 4th October 2006. 
 
Tim Burfoot 
Teasel Performance Management Limited 
Sheraton House 
Castle Park 
Cambridge 
CB3 0AX 


