
One Contact Resolution | vi

Table of Contents

Chapter 1 – About Contact Channels.................................................1
One Contact Resolution............................................................................ 14
Business Case for Improving OCR ........................................................... 23
Customer Experience Using Multiple Contact Channels ........................... 30
Contact Channel Evolution ....................................................................... 32
Contact Channels Overview ..................................................................... 35
Customer Channel Hopping...................................................................... 38
Core Contact Channels ............................................................................ 41
Emerging Contact Channels ..................................................................... 46
Contact Channel Customer Expectations ................................................. 50

Chapter 2 – Customer Experience Improvement ............................54
Contact Channel Customer Experience Metrics........................................ 55
Contact Channel World Class Service Targets ......................................... 57
FCR and OCR Measurement Accuracy .................................................... 59
Moments of Truth ..................................................................................... 64
Repeat Contact Reasons Identification Process ....................................... 70
Repeat Contact Customer Journey Map ................................................... 78
Customer Experience Improvement Process............................................ 84
Contact Channel Improvement Focus....................................................... 87
Standard Operating Procedure Best Practices.......................................... 93
Best Practice Success Story..................................................................... 95

Chapter 3 – Contact Channel Operational Research ......................99
Study Participation Demographics .......................................................... 102
Customer Experience Strategy ............................................................... 103
Operating Practices ................................................................................ 118
Customer Feedback ............................................................................... 128
Workforce Utilization............................................................................... 137
Tools and Technology ............................................................................ 141



One Contact Resolution | vii

Chapter 4 – Call Center Best Practices..........................................149
Top 10 Call Center FCR Best Practices.................................................. 152
1. Quality Assurance Best Practices ....................................................... 154
2. Desktop Applications Best Practices................................................... 168
3. CSR Recognition Best Practices......................................................... 178
4. Career Development Best Practices ................................................... 189
5. Call Handling Best Practices............................................................... 197
6. Escalation CSR Support Best Practices.............................................. 213
7. Performance Management System Best Practices ............................. 226
8. CSR Coaching Best Practices ............................................................ 238
9. CSR Training Best Practices .............................................................. 255
10. CSR Selection Best Practices........................................................... 262

Chapter 5 – Web Self-Service Best Practices................................273
Web Self-Service Research.................................................................... 273
Web Self-Service Best Practices ............................................................ 288
Top 10 Website Metrics .......................................................................... 289
Summary of Best Practices..................................................................... 293
Questions for Assessing Practices.......................................................... 295
Best Practice Success Story................................................................... 296

Chapter 6 – IVR Self-Service Best Practices .................................300
IVR Self-Service Delivery ....................................................................... 301
Summary of Best Practices..................................................................... 308
Questions for Assessing Practices.......................................................... 309
Best Practice Success Story................................................................... 310

Chapter 7 – Email Best Practices ...................................................315
Email Service Delivery............................................................................ 316
Email Management System.................................................................... 319
Escalation and Complaint Management.................................................. 320
Summary of Best Practices..................................................................... 321
Questions for Assessing Practices.......................................................... 324



One Contact Resolution | viii

Chapter 8 – Chat Best Practices.....................................................325
Chat Service Delivery ............................................................................. 326
Proactive Chat Practice .......................................................................... 329
Summary of Best Practices..................................................................... 330
Questions for Assessing Practices.......................................................... 332
Best Practice Success Story................................................................... 333

Chapter 9 – Omni-Channel Best Practices ....................................342
Omni-Channel Research ........................................................................ 343
Omni-Channel Service Delivery.............................................................. 349
Summary of Best Practices..................................................................... 353
Questions for Assessing Practices.......................................................... 354
Best Practice Success Story................................................................... 355

About SQM .......................................................................................360

Acronyms .........................................................................................368

Notes.................................................................................................369


