
Definitive Guide 
to Contact 
Center Metrics 
for Agents



Establishing a basic overview of metrics 
commonly used to measure a customer service 
agentes effectiveness is essential to understanding 
how to best use training and technology to help 
them be more successfulw Weeve developed some 
simple explanations of those metrics in this ebookw
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Average Calls 
per Agent�



Calculating this KPI
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Answered Calls per Week
Total Talk Time per Week 

Œ Average Calls Per Agent

Examplez If your agent received 
 � � c alls per week for a total of � v��� m inutesw That means the agent 
spends an average of �  minutes per call and is actively on a call �  hours each dayw



Contact center management should determine the 
appropriate number of calls per agent based on a number 
of factorsw These factors could include the type of calls 
being received and the average time it takes to handle 
each type of callw Alsov the metrics can fluctuate 
depending on which types of calls are being received and 
potentially the time of yearw 

For examplev a retailer may be dealing with a high volume 
of returns after the holiday season which can extend the 
length of each callw Orv there could be a special promotion 
that increases the number of short calls where agents are 
providing concisev specific details to each callerw 
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Abandon Rate




Calculating this KPI
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H of Abandoned Calls

Total H of Calls
Œ Abandon Rate

Examplez If your contact center receives � v��� c alls and � � a re abandonedv your abandon rate is � Uw



What Is an Average for 
Call Abandon Rate?

Every industry has its own standards when it comes 
to abandon ratew Howeverv most experts will say that a 
rate of 
 U  or less is idealw Any rate that is over � U  is 
considered poor and in need of improvementw
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Calls Abandoned in the 
IVR

Donet forget to measure calls being abandoned while 
the caller is in the IVR systemw A poor IVR experience 
can result in missing significant and often easily 
corrected problems that could be hindering 
customer journeysw A prompt that isnet accurate or a 
line that isnet working can result in caller dropNoffsw 
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Lowering Your Abandon 
Rate

High abandon rates speak directly to customer 
dissatisfactionw And in todayes digital erav callers that arenet 
getting their needs met are now engaging on more visible 
channels like social media and are quicker to shift to the 
competitionw In other wordsv keeping your abandon rate low 
should be an essential business focusw



Offer a Callback

Among the most effective ways to lower your 
abandon rate is to add callback to let callers choose 
between waiting on the line and receiving a callback 
when ites convenient for themw This saves their place 
in the queuev and when an agent is availablev they 
receive a callbackw

Not only does this result in a lower abandonment 
rate but we also see it routinely raise a brandes Net 
Promoter Score ANPSBw
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Callback calculates the expected wait time and 
gives customers an estimated time when they 
should expect a callbackw They also have the 
option of scheduling a callback at a more 
convenient timew 



Average Speed 
of Answer�



Calculating this KPI
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Total Wait Time of Answered Calls

Total H of Answered Calls
Œ Average Speed of Answer AASAB

Examplez If there are � ��� c allers in a dayv and the total waiting time for all answered calls is � � h oursw The 
total waiting time in seconds is � � ���w  The ASA is � � ���J � ��� Œ  � �  secondsw 



Impact of  Non-Voice  
Channels on ASA

Because todayes contact centers are not solely 
focused on voice interactionsv the average speed of 
answer is now sometimes calculated for digital 
channelsv such as web chatv SMS text messaging 
and appNbased instant messagingw
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High Abandonment 
Rates

Callers have a limited amount of patiencew The longer 
it takes for their call to be answeredv the more likely 
they will abandon the call and potentially take their 
business elsewherew Learn more about Abandon Rate 
abovew
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Increased Handle Time

Those who stick it out to speak with an agent can be 
unhappy and will take extra time to complain about 
their struggles with wait timew They may even ask to 
speak with a supervisor or have other requests that 
require more of an agentes timew With every 
additional apology or call transfer an agent has to 
makev efficiency and profitability dropsw
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Fewer First Call 
Resolutions

Frustrated callers are also less likely to have their 
issue resolved to their satisfaction on first contactw 
The less time a customer is waiting on holdv the more 
likely they are to resolve their issue in a single 
interactionw
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Agent Dissatisfaction

Impatient and frustrated customers arenet the only 
ones affected by longer speed to answer timesw 
Unhappy customers complain to agents which 
causes agent stress and burnoutw Stressed agents 
are less likely to provide speedy and successful 
service and are more likely to turn over causing 
hiring and training costs to increasew
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Ways to Lower your ASA



Improve Call Routing

Traditional queueNbased routing that routes every 
caller without any context often means long wait 
timesv especially during busy times of the dayw A 
better approach is to use skillsNbased routing that 
matches callers with agents based on select criteriaw
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Offer Callbacks
Incorporating VHT Callback through Mindful into 
your call center operations is a highly effective way 
to reduce ASAw Even with the best planning and 
forecastingv an unexpected surge in contact center 
volume can cause longer hold timesw Give callers the 
option to be contacted by an agent when their turn 
in the queue arrives so they donet have to waste time 
on holdw

Your contact centeres ASA isnet just a KPI for a reportw 
It is an important metric that indicates the overall 
success of your operationsw By continuously 
focusing on keeping it in check with proven best 
practicesv youell reap benefits that ultimately impact 
the bottom linew

Ë ú· d�u� �� � ©eF�· � „ F�� Ž�



Average 
Handle Time�



Calculating this KPI
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Total Talk Time Ž Total Hold Time Ž Total WrapNUp Time

Total H of Calls Handled
Œ Average Handle Time



The Impact of Self-Service 
on Average Handle Time
Many KPIs have been impacted by the introduction 
of digital channelsv including average handle timew 
Because customers are more likely than ever to 
address simple issues via digital selfNservice optionsv 
like IVR and mobile appsv the voice channel is being 
used more for complex issuesw This results in agents 
having to spend more time with customers or having 
to transfer them to others for additional helpw

Many industry analysts believe that voice will 
increasingly become an escalation channelv rather 
one for primary servicew Thusv the average handle 
time metric will need to continuously be reassessed 
as the voice channel continues to evolvew
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How to Reduce Average 
Handle Time



Reduce Total On-Hold 
Time

This is often one of the most significant ways to 
reduce the average handle timev especially for 
contact centers with high volumes that lead to long 
onNhold timesw By offering customers a callback or 
even offering a text message optionw This is likely to 
remove the onNhold metric completely which will 
drastically lower the Average Handle Timew 
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Identify Processes That 
Can Be Reduced or 
Automated

Investigate simple tweaks to processes can lower average handle 
timew Look for those processes with a duplication of work or 
where tasks can be easily automated or digitizedw One method is 
to analyze the top �  call typesw This allows you to identify and 
measure the most common types of incoming calls and focus 
training on themw Digging deeper into this is where VHTes 
Customer Success Team can really be heroes for a brandw 
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Boost Your 
Metrics

Each of these metrics can be benefited by 
subscribing to VHTes Mindful Platformw 

 If you have questionsv just get in touch at 
 wwwwvhtcxwcomJgetNstarted

https://www.vhtcx.com/get-started

