Significant CSLIC Metrics – 1/18/08
	Metric
	Measure
	Standard, Guideline, or Recommendation

	
	
	

	All Channels
	
	

	Customer Satisfaction
To ensure, for example, that customers receive accurate information
	Ongoing, formal measurement at least annually
	Standard

	Quality Assurance
To ensure, for example, that customers receive accurate information
	Ongoing, formal measurement at least quarterly
	Standard

	First Contact Resolution
Customers receive an accurate, complete answer the first time, do not have to contact you again
	Upon initial contact
	Standard

	To prepare for disasters and emergencies, and operate during them, agencies should consider the following:
	Whether a contact center is operated in house or outsourced, agencies should have a contingency plan for continuing service.
	Standard

	
	Build flexibility to extend hours into your outsourcing. Extended hours could include 24/7 coverage. See also CSLIC report, bottom of page 10.
	Guideline

	
	Sensitivity training may be needed for employees who are working with disaster victims.
	Guideline

	Employee Satisfaction
	Evaluate continuously, incorporate feedback into training, website development, business process improvement, and other service improvement activities
	Recommendation

	
	
	

	Telephone Channel
	
	

	Respond to messages left 

after hours
	No later than the next business day
	Standard

	Response Attempts (if no answer for example)
	Three, starting no later than next business day
	Standard

	Answer Speed (once live help is requested)
	80% in 60 seconds, measured on a monthly basis
	Guideline

	Provide an estimate of wait time


	If customer will be waiting more than 30 seconds
	Guideline

	Abandonment Rate
	4%, measured on an annual basis
	Recommendation

	
	
	

	Email Channel
	
	

	Response Time
	· Simple/common questions: 90% within 2 business days

· Research and/or multiple topics/agencies involved: 90% within 5 business days

· Complex policy or scientific issues: no limit 
	Standard

	Response Attempts (if customer mail box full for example)
	Three
	Standard

	Generate an auto reply
	If email will be responded to later than the next business day
	Guideline

	
	
	

	Traditional Channels
	
	

	Mailed letters
	Respond or give an estimate of response date within 15 business days
	Standard

	Wait Time At “Walk In” Offices (for customers without appointments)
	No more than 15 minutes
	Guideline


Definitions:

Standards -- all agencies should adhere.

Guidelines – strongly suggested, demonstrated impact on citizen satisfaction.

Recommendations -- suggested improvements at the discretion of the agency.
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