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Introduction - Understanding The 

Importance Of Call Center Metrics

A call center can be a great asset to any company. Hiring a third-
party call center allows you to save money on customer service 
representatives, and provide consistent, centralized service to all 
of your customers.

But not all call centers are built alike. While there are many call 
centers which offer stellar service and will reflect well on your 
brand, there are some that provide poor-quality service,
have long hold times, and do not provide adequate level of 
staffing.

And, if you have never worked with a call center before, it may be 
hard for you to know if the company you’re interested in working 
with is a high-quality call center – or if their services are sub-
standard.

Luckily for you, call centers typically keep a specific set of 
easy-to-understand metrics, which allow you to monitor their 
performance, and understand the level of service you can expect 
from any given company.

Wondering what they are? Read on, and learn about the top 5 
quality metrics to look for when searching for a call center partner.

The 5 Most Important Call Center Metrics

Each individual call center will likely have different names 
for these metrics, as many different companies use different 
monitoring software.

However, even if the name differs in some way, they likely still 
keep statistics related to these metrics. So read on, and learn 
about the key metrics you need to look for when hiring a call
center.

“IF YOU NEVER 

WORKED WITH 

CALL CENTER 

BEFORE, IT 

MAY BE HARD 

FOR YOU TO 

KNOW IF THE 

COMPANY YOU'RE 

INTERESTED 

IN WORKING 

WITH IS A HIGH 

QUALITY CALL 

CENTER.”
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1. ATTA (Average Time To Answer)

This one is fairly self-explanatory – it’s the average time it takes 
to answer a customer’s call. The lower it is, the more quickly 
customer calls are getting answered, and the more likely they 
are to be pleased with the service they receive.

The higher it is, the more time customers are spending on the 
line – not even on hold, just waiting for someone to answer and 
redirect their call. They’re likely to get frustrated and hang up, or 
even call a different company.

As a rule, a faster ATTA is better. You should look for an ATTA 
somewhere between 8-9 seconds. This is enough time that a 
customer service representative can prepare for the call
and clear their head.

Depending on the company, this may also be called “ASA” 
(Average Speed of Answer).

2. Abandon Rates

Abandon rates are also pretty easy to understand. This is 
the number of customers who abandon their call before it’s 
answered by a call center employee. It’s best to try to find a
company with an abandonment rate of 5% or lower, although 
rates of 6-7% are not necessarily deal breakers.

Interestingly, abandon rates can usually be linked directly to the 
total number of available employees who are ready to answer 
calls.

If abandon rates are high, there are likely just not enough 
employees to handle the call volume, or there are not enough 
higher-level employees with advanced privileges, who can 
resolve more complicated issues quickly.

Abandon rates are closely tied to ATTA. As ATTA climbs, so will 
abandon rates – so make sure that both abandon rates and 
ATTA are low, in a prospective call center partner.

Abandoned calls translate directly into lost revenue and a poor 
brand reputation – so choose a company with a low rate of 
abandonment.

“ABANDONED 

CALLS 

TRANSLATE 

DIRECTLY 

INTO LOST 

REVENUE AND 

A POOR BRAND 

REPUTATION.”
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3. OnTime Percentage

OnTime Percentage is the percentage of time during which 
an employee is ready, sitting at their desk, and prepared 
to answer a phone call – the time that a customer service 
representative is “ON” and prepared to take a call.

You should look for a company with an OnTime percentage 
of over 94%. This means that, for an average work day of 8 
hours (480 minutes), they are at their desk and prepared to 
take calls for about 450 minutes. This provides them with 
time to do paperwork and admin, and take bathroom breaks 
and other such essentials – but ensures that they’re ready for 
calls the vast majority of the time.

Another closely-related statistic to OnTime Percentage is 
called occupancy. Occupancy is a metric that determines how 
much time a call center has for calls – and how many calls are
“occupying” that time.

For example, if a call center team has 100 hours of time per 
day, and they are speaking to customers for 80 hours of that 
time, their occupancy is 80%.

Low occupancy (70% or lower) is a sign of overstaffing, which 
can lead to boredom and bad performance. Simply put, there 
are too many employees and too few calls to keep them busy.

High occupancy (85% or higher) may mean that call center 
agents are overburdened or that there are too few staff 
members – which can also lead to bad performance and 
higher agent turnover rates.

An occupancy rate of between 70-80% is usually ideal, as 
it means that agents have enough time to decompress and 
perform after-call work between each call, and are not bored 
– or overworked.

4. DISC (Disconnect Time)

DISC is a metric of the time spent on a client call, while 
“disconnecting” from the client. It’s also known as “Hold Time” 
in some call centers.

High levels of disconnect time (more than 30 seconds or 

“OCCUPANCY IS 

A METRIC THAT 

DETERMINES 

HOW MUCH TIME 

A CALL CENTER 

HAS FOR CALLS.”
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a minute per call) is a sign that employees may not have 
adequate training, and are struggling to fulfill their duties, and 
need other employees or supervisors to help them.

Disconnect time tends to increase the higher a call goes up 
the organizational chart. This is to be expected – a call that 
requires the attention of a supervisor will, necessarily, be more 
complex and harder to resolve than a “Tier 1”, basic call.

DISC can also be an indicator that a call center is using 
unethical business practices to boost their revenue. For call 
centers that bill based on “Time spent on the line”, spending a 
lot of time on DISC may mean that they are just trying to boost 
their revenue – without doing any additional
work.

As a rule, you should look for DISC times of about 15 seconds 
in lower customer support tiers, and 30 seconds to a minute in 
higher tiers. Excessively long DISC or hold times are indicators 
that the staff is not competent enough to handle basic issues – 
or is using predatory billingpractices to rip off their clients.  

5. Quality Score

Quality score is one metric that’s usually proprietary – each 
company will have different quizzes and assessments used to 
assess the “quality” of calls to customer service representatives.
However, the scores are still usually standardized between 
0-100 – so this is still a good metric to look at when choosing a 
call center partner.

As mentioned, the metrics for quality vary, due to the 
proprietary nature of call center systems.  However, a few 
common factors include: 

• Following the provided script and maintaining control of  
 the call
• Maintaining a professional demeanor, and being polite  
 and respectful to the caller
• Assisting callers without long pauses, or overuse of filler  
 words such as “uh” or “um”
• Verifying information about the caller like first and last  
 name, address, phone number, company names, and  
 other such required details

“QUALITY SCORE 

IS ONE METRIC 

THAT’S USUALLY 

PROPRIETARY.”
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• Sending calls to supervisors and other departments in a  
 timely manner, and if required
• Maintaining an appropriate pace with the caller and  
 avoiding interruptions

These assessments can be performed by managers and other 
call center employees, or by customers in post-call surveys.

Naturally, a higher score usually means a better call and a more 
effective call center. Call centers should be aiming for quality 
scores in excess of 90%, whenever possible.

Conclusion - Find the right call center

The world of call centers can be quite confusing, and filled 
with a number of different concepts, acronyms, and metrics 
for measuring quality – it’s hard to know which companies 
offer the best services.

But with this guide, you’ll be able to assess some of the basic 
quality metrics of call center companies, ensuring that you 
choose a partner that’s competent, reliable, properly-staffed, 
and professional. So take another look at this guide now, and 
ask your prospective partners about these metrics!

“THE WORLD OF 

CALL CENTERS 

CAN BE QUITE 

CONFUSING AND 

FILLED WITH 

A NUMBER OF 

DIFFERENT 

METRICS.”


