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Call Centre Service Quality Benchmarking Report 

2003 Results for Client Satisfaction

CEC Executive Summary
Key Findings:

1. CEC’s call centre has increased its levels of overall satisfaction for clients from 81% last year to 86% this year.  A 5% increase is an exceptional increase, especially when you have been performing at a world-class level for client service in the past years.


2. CEC has sustained its last year levels of first call resolution (FCR) at 81%.  This is an exceptional achievement, however to sustain an 86% overall client satisfaction FCR must remain a priority.  In addition, as the average # of calls to resolve an issue is sitting at 1.3, there is still opportunity to improve operational effectiveness by further focus on the processes that drive FCR.


3. There are two attributes where CEC is the best performer in our benchmarking study – the caring shown to the client by the Information Officer and their ability to understand the full nature of the client’s inquiry.


4. Ease of contact continues to be an area where more improvement needs to occur.  Call volume is at the same volume it has been in the last 2 years and only a third of your clients are finding your phone number from the blue pages.  CEC is providing Canadians with an exceptional service; however it may be under-utilized as too few people are aware of the service.


About the Study:

SQM Group is recognized as a leading authority for call centre service quality measurement and benchmarking in Canada, and increasingly in the United States. Our Call Centre Service Quality Benchmarking program is based on feedback from your clients on issues that are critical to delivering high service quality. There were over 150 leading call centres, including provincial and federal government call centres, who participated in our benchmarking program in 2003, and with whom you are compared to. The benchmarking program consists of capturing, analyzing and reporting the voice of clients who called CEC. The client telephone survey is an “in-depth” interview approach consisting of 19 questions. We interviewed your clients within 24-48 hours of their call to you. In our survey introduction we informed your clients that we were only asking them about their most recent experience with CEC’s call centre. SQM surveyed 400 clients in September 2003, providing a confidence level of 95% with a margin of error (+/-5.0). 

Voice of the Client Key Findings:

Table 1 compares client overall satisfaction for (a) CEC 2001 (b) CEC 2002 (c) CEC 2003 (d) Average Call Centre (e) Best Call Centre and (f) CEC Quartile Ranking

Table 1.  Client Satisfaction Ratings / Ranking
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Ease of Contact 73% 47% 52% 50% 82% 2nd

Wait Time 74% 72% 71% 44% 81% 1st

CSR Cared NA NA 78% 56% 78% 1st

CSR Understood NA NA 76% 55% 76% 1st

Call Length NA 74% 73% 53% 83% 1st

CSR Listening NA 89% 82% 68% 89% 1st

CSR Courtesy 89% 93% 88% 73% 94% 1st

CSR Clarity 83% 84% 82% 69% 93% 1st

CSR Helpfulness 83% 90% 85% 69% 90% 1st

CSR Knowledge 70% 71% 68% 60% 86% 2nd

CSR Summarizing NA 79% 73% 56% 81% 1st

Call Resolution 71% 81% 80% 60% 85% 1st


As you can see from Table 1, CEC client overall satisfaction performance is at 86% this year which is a substantial increase from 81% in 2002 and 80% in 2001. It is a remarkable achievement to sustain “world class” performance 3 years in a row, and to show an increased performance each year. The “world class” designation requires 80% or more of their clients to rate their satisfaction at the very satisfied level which is the highest score possible on our ratings scale. Of the 150 call centres that participated in our benchmarking program last year, there were only 5 call centres that achieved the “world class” performance level. CEC’s overall satisfaction rating continues to be the best performance among government call centres that have participated in our Call Centre Service Quality Benchmarking program. 

Table 2.  Cost of Service Quality Map

[image: image3.jpg]Service Quality
Measurement
Group Inc.




Table 2 maps the cost of labor ratio to service quality ratio. The ideal place to be is in the lower right quadrant, representing high service quality and low CSR labor cost. As you can see from Table 2, CEC is in the lower right quadrant, performing significantly better than the benchmark average for service quality and somewhat better at CSR labor cost. This means that your call centre is providing world class service at below average CSR labor cost. This is a goal that most call centres strive for, however very few call centres achieve.

Table 3 compares key service quality client attributes for (a) CEC 2001 (b) CEC 2002 (c) CEC 2003 (d) Average Call Centre (e) Best Call Centre and (f) CEC Quartile Ranking 

Table 3.  Client Attributes Ratings / Ranking
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Note: Table 3 percentages are based on top box responses

In Table 3 we show two service attributes where CEC is the highest performing call centre in our benchmarking program:

1. “Cared” refers to client satisfaction with the way the Information Officer “genuinely cared about your call”. 

2. “Understood” refers to your clients’ satisfaction with how the Information Officer understood their needs.

Table 4.  Targeted Opportunities for Client Service Quality Attributes Improvement
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Table 4 shows there are no service quality attributes that need fixing when comparing CEC performance against the average benchmark performance with the exception of ease of contact which is the least important attribute. However, against average first quartile performers (which is appropriate given CEC’s world class achievement) the chart shows that the attributes of “summarizing” the key aspects of the call and the “knowledge” of the Information Officers are the areas to focus on for improvement.  These two attributes will serve to increase the rate of your first call resolution performance. 

Summary:

CEC is an asset to the Government of Canada in providing a welcoming and easy referral service for all Canadians, which is rated at a world-class level by the clients that use the service.  We continue to believe that if awareness of your phone number is improved, then many more Canadians will be able to benefit from a truly world class service.

In closing, it is very clear that your call centre processes and technology are at the best practices level for operating efficiency and meeting client expectations.  SQM Group congratulates CEC on your outstanding performance for the third year in a row. 
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