CALABRIO ONE CUSTOMER RESEARCH

CSAT and FCR are Top Contact Center Metrics

Which metrics do you use to correlate level of employee
engagement to customer experience?

Customer satisfaction (CSAT) | 7 0%
First Contact Resolution (FCR) | 5 5%
Net Promoter Score (NPS) _ 25%

Customer Effort Score (CES) - 15%

Likelihood to Recommend (LTR) - 10%

Source: TechValidate survey of 451 users of Calabrio ONE
CALABRIO® TechValldate
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