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Decoding Call Center KPIs: Your 
Guide to Success! 🎯📊 
Welcome to the world of call centers! You'll hear a lot about "KPIs" or 
"metrics." Sounds a bit serious, right? Don't worry! This guide will make it all 
super clear. 

First things first: What does KPI even mean? KPI stands for Key 
Performance Indicator. Think of KPIs as goals or ways to measure how well 
things are going – for you, your team, and the company. They help 
everyone know what to focus on to be successful. 

Why Are KPIs (Metrics) So Important? 🤔 

● They Help You Shine: Understanding KPIs helps you know what's 
expected and how you can do a great job. 

● They Help the Team Win: When everyone meets their KPIs, the whole 
team does well! 

● They Keep Customers Happy: Many KPIs are about making sure 
customers have a good experience. 

● Your Job Success: Yes, doing well on your KPIs is often very 
important for keeping your job and growing in the company. So, let's 
learn about them! 💪 
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Super Important Note Before We Start! 📝 

Not every call center or every project uses ALL the KPIs we'll talk about. 
Some projects have special KPIs just for them. 

● ALWAYS ASK! During your training or before you start taking calls, 
ask your trainer, supervisor, or manager: "Which KPIs will we be using 
on this account?" Asking this shows you care and want to do well! 🧐 

Common Call Center KPIs (Let's Break Them Down!) 

Here are some of the most common KPIs you might hear about: 

1. Attendance (Showing Up!) ⏰ 

● What is it? This is about being at work when you are scheduled to be 
there, and being on time. 

● What does it mean? It means the company can count on you to be 
there to help customers. 

● Why is it important? If agents are missing, other team members have 
to work harder, and customers might have to wait longer for help. 
Consistent attendance is key for a smooth operation. 

● How to be a star ⭐ at it! 
○ Know your schedule well. 
○ If you have an emergency and can't go, follow the company 

rules for letting them know ASAP. 
○ Be on time, every day. Simple! 
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2. Adherence (Sticking to Your Schedule) 💨 

● What is it? This means following your work schedule closely – being 
on calls when you should be, being on breaks when scheduled, and 
being available for training or meetings. 

● What does it mean? It's not just about being at work, but about 
doing what you're supposed to be doing during your paid time. 

● Why is it important? It helps make sure there are always enough 
agents ready to take calls. If everyone takes breaks at random times, 
customers might face long waits. 

● How to be a star ⭐ at it! 
○ Log in on time for your shift and after breaks. 
○ Take your breaks and lunch for the scheduled amount of time. 
○ Avoid too much "aux time" (unavailable time) if not approved. 
○ Example: If your break is 15 minutes, be back at your station 

ready to take calls after 15 minutes, not 20. 

3. AHT (Average Handle Time) ⏱ 

● What is it? The average time it takes you to "handle" one interaction 
with a customer, from start to finish. This includes talk time, hold 
time, and any work you do after the call (wrap-up time) related to 
that customer. 

● What does it mean? It measures how efficient you are at helping 
customers. 

● Why is it important? A lower AHT (while still giving good service!) 
means the call center can help more customers. But remember, 
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quality is still super important – don't rush and make mistakes just to 
have a low AHT! 

● How to be a star ⭐ at it! 
○ Know your computer systems and resources well so you can 

find information quickly. 
○ Practice being clear and direct in your explanations. 
○ Try to solve the customer's issue on the first call if possible. 
○ Example: If your AHT target is 300 seconds (5 minutes), you 

should aim to complete most calls (including any after-call 
work) around this time. Some will be shorter, some longer, but 
this is the average. 

4. CSAT (Customer Satisfaction Score) 😊👍 

● What is it? This measures how happy customers are with the service 
they received from you or the company. 

● What does it mean? It's a direct grade from your customers! 
● Why is it important? Happy customers are more likely to stay with 

the company and recommend it to others. This is a BIG one! 
● How to be a star ⭐ at it! 

○ Be polite, friendly, and professional. 
○ Listen carefully to the customer's needs. 
○ Do your best to solve their problem effectively. 
○ Show empathy – let them know you understand. 
○ Example: After a call, a customer might get a short survey 

asking, "How satisfied were you with the service you received 
today?" with options like "Very Satisfied," "Satisfied," "Neutral," 
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"Dissatisfied," "Very Dissatisfied." Your goal is more "Very 
Satisfied" scores! 

5. NPS (Net Promoter Score) 🗣➕ 

● What is it? This measures customer loyalty – how likely a customer is 
to recommend the company/product/service to a friend or 
colleague. 

● What does it mean? It shows how much your customers love (or don't 
love) the company. 

● Why is it important? High NPS means more "promoters" (fans!) for the 
company, which is great for business growth. 

● How to be a star ⭐ at it! 
○ Similar to CSAT, you have to provide excellent service! 
○ Go the extra mile when you can (within company policy, of 

course). 
○ Make the customer feel valued. 
○ Example: Customers might be asked, "On a scale of 0 to 10, how 

likely are you to recommend [Company Name] to a friend?" 
■ 9-10 are "Promoters" (Yay!) 
■ 7-8 are "Passives" (Okay, but not fans) 
■ 0-6 are "Detractors" (Oh no! They might say bad things) 

Your goal is to create more 9s and 10s! 
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6. QA (Quality Assurance) 🏅👂 

● What is it? Your calls (and sometimes emails/chats) are often 
listened to or reviewed by a Quality Assurance team to check if you 
followed company procedures, gave correct information, and 
provided good service. 

● What does it mean? It's like a report card on how well you follow the 
rules and help customers. 

● Why is it important? It helps ensure everyone gives consistent, 
high-quality service and follows important rules (like data privacy). It 
also helps identify areas where you can improve with more training. 

● How to be a star ⭐ at it! 
○ Pay close attention during your training! 
○ Know the company policies and procedures for common 

issues. 
○ Always be professional and try your best on every interaction. 
○ Use the feedback from your QA scores to learn and get better. 
○ Example: A QA scorecard might check if you greeted the 

customer correctly, verified their identity, provided accurate 
information, showed empathy, and closed the call properly. 

And Many More... 🏢 

There can be other KPIs like "First Call Resolution (FCR)" (solving the issue 
on the first contact), "Sales Conversion Rate" (if you're in a sales role), and 
others. 
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Again, the best thing to do is ask your leader: "What are our most 
important KPIs on this team?" 

You Can Master These KPIs! 🚀 

Learning about KPIs might seem like a lot at first, but it's just a new 
skill. 

● Don't be afraid to ask questions! If you don't understand a KPI, 
ask your supervisor or a teammate. 

● See them as helpful tools. KPIs can show you where you're doing 
great and where you can grow. 

Understanding and working on your KPIs will help you be a 
successful and valuable member of your call center team. You got 
this! 👍 
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