	PERFORMANCE DATA COLLECTION PLAN:  Customer Service Call Center

	METRIC
	DATA COLLECTION

	Metric
	Type of Metric
	Type of Data
	Operational Definition
	Segmentation & Stratification
	Data Collection Form
	Sampling Plan

	
	
	
	Instrument
	Procedure
	
	
	What
	Where
	When
	How Many

	First Call Resolution; P Chart – proportion of CS Calls resolved in initial contact.
	Quality
	Discrete
	Direct Human Observation; live or recorded with screen observations.
	Call Survey Review – Direct Observation; Determine if customers issue is resolved at end of call or requires further contact.  If the issue is resolved to the satisfaction of the customer that FCR is affirmed.
	Calls stratified on a continuous shift. Sampled every 15 minutes – see sampling plan.  Issue type categorized based on internal process function.  Pareto Analysis of strata.  
	Develop with the help of QA person.
	First Call Resolved: Customer Service Calls; Agency and Carrier Calls;
	Observations of calls for both east and west coast operations
	Historical Calls: Dates: X/XX/XX 1  month of data
	4 calls every hour, every work day for one month.

	Average Speed of Answer; XmR Chart

XbarS

Cpk
	Quality
	Continuous
	Man Power Planning and Forecasting system
	Supervisors will pull ASA data from the manpower planning data system every 15 minutes during every hour of the operation
	Day: Continuous shift; Sampled every 15 minute cycle.  

Month:  Daily observations become a monthly subgroup.
	Check Sheet or Excel Spread Sheet – will be provided
	Average speed of answer in seconds.
	Observations of calls for both east and west coast operations
	Historical Calls: Dates: X/XX/XX 1  month of data
	One observation every 15 mins during the entire work day.  Each day becomes a subgroup for the monthly analysis.

	SLA - % of calls answered within X seconds
	Quality
	Discrete
	Man Power Planning and Forecasting system
	Supervisors will pull SLA data from the manpower planning data system every 15 minutes during every hour of the operation
	Day: Continuous shift; Sampled every 15 minute cycle.  

Month:  Daily observations become a monthly subgroup.
	Check Sheet or Excel Spread Sheet – will be provided
	The % of incoming customer service calls that are answered within X seconds
	Observations of calls for both east and west coast operations
	Historical Calls: Dates: X/XX/XX 1  month of data
	One observation every 15 minutes during the entire work day.  Each day becomes a subgroup for the monthly analysis.

	Occupancy/

Utilization

XmR Chart

XbarS

Cpk
	Efficiency
	Continuous
	Man Power Planning and Forecasting system
	Supervisors will pull OCC data from the manpower planning data system every 15 minutes during every hour of the operation
	Day: Continuous shift; Sampled every 15 minute cycle.  

Month:  Daily observations become a monthly subgroup.
	Check Sheet or Excel Spread Sheet – will be provided
	The % of time CSRs are occupied by customer interaction.
	Observations of calls for both east and west coast operations
	Historical Calls: Dates: X/XX/XX 1  month of data
	One observation every 15 minutes during the entire work day.  Each day becomes a subgroup for the monthly analysis.

	Average Handling Time

XmR Chart

XbarS

Cpk
	Efficiency
	Continuous
	Man Power Planning and Forecasting system
	Supervisors will pull AHT data from the manpower planning data system every 15 minutes during every hour of the operation
	Day: Continuous shift; Sampled every 15 minute cycle.  

Month:  Daily observations become a monthly subgroup.
	Check Sheet or Excel Spread Sheet – will be provided
	The average time it requires a CSR to answer, provide direct and records service to an account
	Observations of calls for both east and west coast operations
	Historical Calls: Dates: X/XX/XX 1  month of data
	One observation every 15 minutes during the entire work day.  Each day becomes a subgroup for the monthly analysis.

	Average Talk Time

XmR Chart

XbarS

Cpk
	Efficiency
	Continuous
	Man Power Planning and Forecasting system
	Supervisors will pull ATT data from the manpower planning data system every 15 minutes during every hour of the operation
	Day: Continuous shift; Sampled every 15 minute cycle.  

Month:  Daily observations become a monthly subgroup.
	Check Sheet or Excel Spread Sheet – will be provided
	The average time the CSR directly interacts with the customer over the network
	Observations of calls for both east and west coast operations
	Historical Calls: Dates: X/XX/XX 1  month of data
	One observation every 15 minutes during the entire work day.  Each day becomes a subgroup for the monthly analysis.
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