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8 (Mean)

Inbound agents handle 101 calls per shift per day, outbound agents handle 69 calls, and
blended agents handle 93 calls.

Countr Inbound Outbound Blended Agent
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Approximately two in five customer contacts in China are handled by the contact center
and another two in five are handled by the sales force.
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Of the centers that have sales opportunities, on average, 12% of all inbound calls and
14% of all outbound calls present an opportunity to up or cross-sell.
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Of the centers that have up or cross-selling opportunities, 9% of inbound calls and 11%
of outbound calls were converted to a sale.

Countr Inbound Outbound
y Conversion Rate* Conversion Rate

9% 11%

56% 37%

25% 37%

) ] 56% 56%

ibound Conversion Cutbound Conversion ° °

Rate* Rate* 30% 27%
(n=96) {n=97)

57% 13%

)se centers that have inbound or outbound sales opportunities
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Agent External / Internal Classroom Training Days (Mean)

New recruits in China receive on average 8 days training before starting work in the contac
center.
Experienced agents receive on average 11 days of training per year.
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Significant Challenges Facing Contact Centers Over Next 12 Months - Overall

Respondents in China believe that the top three major challenges facing contact centers
over the next 12 months are Human Resource Management, Technology and Sales.

HR

Technology

Sales

Customer Service

hisational Change

Finance

)9

— 94%

_ 63%
94%
0,
B 17% .
B s 62%
<
f 75%
3%
81%

55%

17%

29%

48%

41%

27%

79%

63%

27%

44%

43%

22%

52%

6%

16%

13%

18%

15%

5%

Countr LS Uzei Ol Sales
_ 43% y Service nology Change

43%

17% 7
48% 8
29% 28
25% 1t
18% 6

1a Contact Center Industrv Benchmarkina Studv Asia: CHINA — March 2008

eall-=rit



s efi s i inun e [ e—] LB ] L S U DY JESCALEA AP S | 2

Source: ICMI
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* Ruleof law
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Source: Stephen Hawking
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Source: Einstein
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o “F”

FINISHED FILES ARE THE RESULT OF YEARS OF SCIENTIFIC STUDY COMBINED
WITH THE EXPERIENCE OF YEARS...
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- Service Level (SL), GOS
- Response Time (RT)
- Occupancy
- Adherence
»Adherence to Schedule, Real-Time Adherence

- Average Talk Time (ATT)

- After Call Work (ACW), Wrap Up

- Average Handle Time
»AHT=ATT+ACW

oitte.
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- Call Volume
- Call Load

»Call Volume x AHT
- Caller Tolerance
- Erlang

»Erlang B, Erlang C
- Trunk Load
- Abandonment

»Fast Cleardowns

oitte.
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- Average Time to Abandon
- Average Speed of Answer (ASA), AWT

- Blockage
- WFM
- Shrinkage

oitte.
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Source: John Dewey
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e The only answer

»The tasks must be simplified
e The only one tool

»To convert into system and method what has been done before by hunch
and intuition

“rule of thumb”

»To reduce to principles and concepts what was left to experience and

»To substitute a logical and cohesive pattern for the chance
recognition of elements

oitte

Source: Peter Drucker
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- Contact centre management is defined as the art and science of

»Having the right number of people and supporting resources

»>with the right skills

»>1n the right place

»at the right time

»to handle an accurately forecasted workload

»at a defined service level and with quality

Source: 1CMI
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. Vision

* Shared vision — The vision of where we want to be in the future is
discussed and communicated to all. It provides guidance and energy for the
journey ahead.

oitte. Peter Senge
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Rule of law

ADHERENCE

AGENTS

OCCUPANCY

GOS /SL

COPYRIGHT - SAGATORI (2005)
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e ldentity

e A culture or vision

Team based goals (which support higher goals)

A game plan

Members (players) know their position

Most importantly - Teams have a COACH
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* Model of modern personality

> (Independent)

> (Active)
>

matters)
>

> (Rational)

>
future)
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(interested i1n public policies and cultural

(open for new experiences)

(being able to create long-term plans for the

Source: wikipedia
( )P.9
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Thank you!

5 0003 7246
eng@deloitte.com.cn
vw.deloitte.com/cn

SN: fengzujun@hotmail.com
ype: fengzujun
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