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First Call Resolution for Sallisaw
What is First Call Resolutions?

First Call Resolution (FCR) is not just a metric, it's a reflection of our commitment to
customer service. It measures how effectively a contact center resolves customer issues during
the initial interaction, showcasing our efficiency and agents' effectiveness in managing customer
relationships. FCR is calculated as the percentage of calls or contacts resolved on the first
interaction. This metric is crucial for contact centers as it directly impacts customer satisfaction,
agent morale, and training needs.

How can FCR be Improved?

Improving FCR involves various strategies, such as creating a knowledge base to
document answers to common questions, providing training to empower agents, and gathering
continuous data to understand where the customer experience may fail. Additionally, addressing
issues such as call complexity, product or service issues, technological problems, long hold
times, and customer service team limitations can help narrow down potential factors affecting
FCR and provide suggestions for fixing them.

What are the Benefits of FCR?

First Call Resolution offers several general benefits for contact centers, with a significant
advantage being its positive impact on customer satisfaction. When customer issues are resolved
quickly and efficiently during the initial interaction, customer satisfaction scores soar.
Additionally, FCR can boost agent morale by reducing stress and providing a sense of
accomplishment. This positive impact on agents can contribute to a more positive work
environment and improve team morale.

How to Improve FCR
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Using process maturity stages is useful for sequencing increasing levels of improvement
in the FCR process. These stages include foundational, repeatable, defined, managed, and
optimized. Each level represents a stage of maturity in the FCR process, indicating the
organization's ability to achieve first-call resolutions and continuously improve its processes. For
example, at the foundational level, the focus is on establishing clear guidelines and basic
training. As the organization progresses to the repeatable and defined stages, it develops standard
processes and conducts regular training sessions. In the managed stage, advanced analytics and
cross-functional teams are used, and in the optimized stage, advanced technology and proactive
issue-resolution strategies are employed.

Key Metrics

Key metrics for evaluating FCR include first call resolution rate, operating costs
reduction, customer satisfaction increase, customer retention, employee experience
improvement, call quality, customer experiences, and technological capabilities.

1. First call resolution rate

2. Operating costs reduction

3. Customer satisfaction increase

4. Customer retention

5. Employee experience improvement

6. Call quality

7. Customer experiences

8. Technological capabilities
Level 1: Foundational Steps

e Establish clear guidelines for handling customer inquiries.
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e Provide basic training to agents on issue-resolution techniques.
e Implement a system for documenting common customer queries and solutions.
Levels 2 & 3: Repeatable and Defined Steps
e Develop standard processes for different types of customer inquiries.
e Conduct regular training sessions to enhance agent skills and knowledge.
¢ Implement customer feedback methods to identify areas for improvement.
Level 4: Managed FCR Processes
e Use advanced analytics to identify trends and patterns in customer inquiries.
e Implement cross-functional teams to address complex customer issues.
o Establish service level agreements (SLAs) to ensure timely issue resolution.
Level 5: Optimized FCR capabilities
e Level 5: Optimized FCR capabilities leverage advanced technology such as Al and
automation for issue resolution. This not only enhances our efficiency but also showcases
our commitment to staying at the forefront of customer service innovation.
e Proactively address potential customer issues before they arise
e Continuously analyze and refine FCR processes to achieve maximum efficiency
Summary
First Call Resolution (FCR) is a crucial measure of a contact center's ability to solve
customer issues during the initial interaction. By resolving problems quickly, FCR boosts
customer satisfaction and improves agent morale. Strategies for enhancing FCR include creating
a knowledge base, providing training, and gathering data to understand customer experiences.
FCR can be improved through maturity stages, starting with establishing clear guidelines and

basic training and progressing to using advanced technology for issue resolution. Key metrics for
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evaluating FCR include first-call resolution rate, customer satisfaction increase, and

technological capabilities.
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