Call Center Agent Productivity Glossary

The contact center landscape is changing. Today’s agents not only provide customer service, they cross-
sell, up-sell, resolve complex issues, represent the brand — the list goes on.

And they don’t just use the phone to do their jobs — they respond to emails and virtual inquiries via
social media channels. They’re in and out of different systems or applications to process orders, review
their knowledge base, read emails or complete training courses.

Many of these off-phone activities are normally classified as shrinkage and considered a necessary evil.
(Refer to the blue terms and phrases below for some alternative tactics for managing shrinkage
activities.)

Along with new roles, environments and technology comes new terminology™* for discussing your
contact center operations.
*Denotes lexicon associated with Knowlagent

*Active Wait Time: Collective and designated for completion during Active
increments of idle time (as small Wait Time.
: as 30 second pockets) from
/ several agents that are *Agent Productivity: A percentage of time agents
p aggregated and delivered in spend in two categories combined: active contact
‘/ larger, more usable blocks of time handling states and in Active Wait Time,
to a predetermined group(s) of completing tasks and assignments. Or, the inverse
agents who complete tasks or of idle time. Can also be measured per agent/per
assignments from Knowlagent’s Activity Queue. minute/per hour.
*Activity Queue: A personalized to-do list for Agent status: the current work mode of the agent,
an individual agent, created and prioritized by such as busy on call, available, unavailable, after-
call center management and/or business rules call work (ACW), off-phone work, etc.
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Agent utilization: The percentage of total agents
that are logged in to the phone system, busy
handling customer calls. The inverse of Available
time.

Automatic call distributor (ACD): A specialized
phone system used for handling incoming calls.
The ACD recognizes and answers an incoming
call, looks in its database for call routing
instructions, and distributes to groups of agents
(also called a 'queue') based on first-in, first-
answered criteria. Knowlagent integrates with
any call center ACD to find and create active
wait time.

Auxiliary work state: A work state other than
actively handling calls. As an example, agents
may go into an auxiliary work state to process
paperwork or emails. Agents will not receive
calls while in auxiliary work state.

Available time: the period of time spent waiting
to receive a call. The inverse of occupancy.

Average speed of answer (ASA): the average
wait in queue experienced by all callers to an
ACD group during a specified period. It includes
both calls delayed and those answered
immediately in the calculation.

*Avoidable shrinkage: Shrinkage that can be
controlled by management including training,
team meetings, coaching, projects,
paperwork, call research, knowledge base,
email and call backs. On average, agents
spend a third of their day completing these
activities. Also see entry for secondary loss.

Benchmarking: The process of
measuring performance
against some set standard.
Benchmarking in the contact
center industry refers to
comparing demographics,
processes, and service with
the other organizations to
identify strengths,
weaknesses, and improvement opportunities in
one’s own organization.

*Bill-to-Pay Ratio: The ratio of hours an agent is
billed for their work versus the hours that they are
paid. When working with outsourcers, Knowlagent
helps optimize this ratio using Active Wait Time.

Call review assessment: An assessment of an
agent’s call-handling proficiency usually
scored and conducted by a member of
your call center’s quality assurance ‘
team. / -

Calls in queue: A real-time report that
refers to the number of calls received
by the ACD system but not yet
connected to an agent.

Chat: A system that allows any number of logged-
in computer users to have a typed, real-time,
online conversation.

/ FCR: First Call Resolution - the
[ situation in which a caller’s
guestion is answered or
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problem solved during the initial call without
requiring follow-up contacts. First call resolution
has a high correlation rate with overall customer
satisfaction.

Idle time: The time agents spend

waiting for calls; that is, not busy with

customers on the line or doing after-
| call work. Can be expressed either as a
percentage of total time logged in or in
hours. On Average, agents spend 11%
of their day idle. With Knowlagent, idle
time is used to deliver shrinkage
activities.

Occupancy: The percent of logged in time that
an agent spends in active contact

handling states (i.e. on incoming

calls, in wrap-up activity, on

outbound calls) compared to Yy B
sitting idle awaiting a call arrival. //
Overlay: See Primary Loss,

Secondary Loss and Rostered Staff

Factor.

*Primary Loss: Shrinkage that falls
beyond management’s control —
‘ . i.e. absenteeism, vacation, paid
holidays, tardiness, breaks and
lunch. Refer to Rostered Staff
Factor definition for additional
| information.

Real-time data: Information on
current conditions. Some “real-
~~  time” information is real-time
4 in the strictest sense (e.g., calls
in queue and current longest
wait). Some real-time reports
require some history (e.g., the
last x calls or x minutes) in
order to make a calculation (e.g., service level
and average speed of answer).

Real-time management: Making adjustments to
staffing and thresholds in the systems and
network, in response to current queue
conditions. WFM systems forecast call volume
based on historical data limited by 15 minute
intervals of time.

Rostered Staff Factor: A numerical factor that
leads to the minimum staff needed on schedule
over and above base staff required to achieve
service level and response time objectives
(calculated after base staffing is determined and
before schedules are organized).

*Secondary Loss: Shrinkage that
can be controlled by management
including training, team meetings,

coaching, projects, paperwork, call a8
research, knowledge base, email
and call backs. On average, agents wy

spend a third of their day on these
avoidable shrinkage activities,
which can be reduced by leveraging
Active Wait technology.
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Service level: Speed of answer goals that are often
expressed as the speed of answer to be attained
or as some percentage of calls to be answered
within some number of seconds (e.g., 80 percent
of calls answered within 30 seconds).

Shrinkage: The percent of paid time that staff are
not available to handle calls. Shrinkage is factored
into staffing requirements to account for activities
such as breaks, meetings, training time, off-phone
activities, paid leave, etc. so that sufficient staff
will be scheduled to meet service goals.

Social learning: Also called informal learning,
through social media (blogs, forums, polls) that
engage agents. Knowlagent delivers social learning
during Active Wait Time.

Unavailable time: The amount
of time the agent is not ready to
accept inbound or place

/ ' outbound contacts. Unavailable Think you might find a use for Active
/ . time may include breaks, Wait Time to optimize your call
=~ lunches, auxiliary time for center operations?
processing administrative work,

etc.

Contact Knowlagent to learn more:
www.knowlagent.com
or 888-566-9457

Universal Agent: An agent that can handle
multiple types of contacts.

Wait time: The time agents spend

waiting for calls; that is, not busy

with customers on the line or :\
doing after-call work. Can be ‘\,‘
expressed either as a percentage / /
of total time logged in or in hours.

On Average, agents spend FIVE

WEEKS of the year in wait time.
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