
The Data-Driven 
Support Center
Tracking Critical KPIs to 
Improve the Subscriber 
Experience
Efficiency, speed, and technical knowledge are the hallmarks of best-in-class customer 
care organizations. However, many service providers lack the tools and processes to 
measure the effectiveness of their support centers and make the kind of improvements 
that will take them to the next level. It all starts with identifying the right key perfor-
mance indicators (KPIs) to track, then systematically measuring your performance and 
setting specific objectives to improve in the areas where you’re falling short.

WHAT ARE K E Y PERFORMANCE INDICATORS ?

A key performance indicator (KPI) is a quantifiable measure used to evaluate the suc-
cess of an organization in meeting specific objectives for performance. In a technical 
support center environment, KPIs are guides to performance that can be used to create 
an operational strategy and execute on it. They provide you with critical data to help 
you monitor your performance in key areas and enable you to set goals to support your 
subscribers more efficiently and cost effectively. 

Using KPIs to improve the way you support your subscribers can have a major impact 
on the business, including increases in support center efficiency, subscriber experience, 
and brand loyalty. It can also help you reduce operational expenses, subscriber churn, 
and call center attrition. 

On the other hand, if you opt for “gut feel” over the data-driven approach, there will 
almost certainly be consequences for your business. Overspending on OPEX is one 
likely outcome of an underperforming technical support organization. Missed revenue 
opportunities is another. 

GE T TING STARTED WITH K PIs 

When you’re just starting out with KPIs, you don’t need to try and fix everything at 
once. Start by building a plan that identifies the KPIs you are going to focus on and the 
method you are going to use to track and report on them. Once these decisions have 
been made, assign a person to analyze where you stand currently with the KPIs you’ve 
identified and establish a baseline value for each of them. Next you need to set targets 
for these KPIs and the timeframe in which you plan to achieve them. 
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With your KPIs and targets chosen, you then need to engage with your team 
to execute on your strategy. Regular weekly or monthly meetings are essen-
tial for inspecting your progress and refining your plan moving forward. Keep 
in mind that making progress towards your goals takes time and effort from 
you and your team, and you may have to course correct as you go along. 

ESSENTIAL K PIs FOR IMPROVING SUBSCRIBER SUPPORT 

Different support organizations track different KPIs, but there a handful of 
high-priority ones that are essential for helping you determine how efficiently 
and cost-effectively you are dealing with your subscribers’ challenges. Armed 
with this data, you can make informed decisions. Over time, these decisions 
will help you improve your subscriber care practices, reduce costs, and im-
prove the subscriber experience. 

TRUCK ROLLS 

The number of truck rolls per month—the Truck Roll Rate—is the single 
most important KPI for service provider support organizations to 
track. Every time you send out a technician to a subscriber’s 
home or business to resolve an issue, it’s expensive. Each 
truck roll costs between $120 and $150 on average. 

What’s more, even when you send out a truck, there’s no 
guarantee that the technician is able to solve the subscrib-
er’s issue because they may not have access to the right 
information when they are at the subscriber site. This leads 
to frustrated technicians. Sometimes it also results in equip-
ment that is operating well being replaced when it doesn’t 
need to be, and that means additional cost. 

Not only are truck rolls expensive and labor-intensive, subscribers 
don’t like them either. In fact, research shows that they are the form 
of problem resolution your subscribers like least. Most people want their 
problem solved quickly while they’re on the phone with a support representa-
tive. They don’t want to have the inconvenience of having to wait at home for 
a technician to arrive. 

RANGE TELEPHONE 
COOPERATIVE REDUCES TRUCK 
ROLLS BY 42 PERCENT

Range Telephone Cooperative, a 
communications service provider to 
subscribers in southeastern Montana 
and northeastern Wyoming, has reduced 
its Truck Roll Rate by 42 percent and is 
saving more than $15,000 per month in 
support costs.

nnWatch this video to learn more. 

https://calix.wistia.com/medias/a09elx8z70
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To get started with tracking truck rolls, establish a Truck Roll Rate baseline (how 
often you are sending out technicians to fix a problem per month) and then set a 
goal and a timeframe for reducing it and the costs associated with it. 

FIRST CALL RESOLUTION

As its name implies, First Call Resolution (FCR) measures the ability of Customer 
Service Representatives (CSRs) to resolve subscriber problems with a single call, 
with no follow-up required. 

Not surprisingly, the higher your FCR rate the better, with 50 percent or greater 
being an industry benchmark. When you resolve a subscriber problem with a single 
call, it means you don’t have to escalate the call. Your subscribers feel the 
impact as well. Their issues are resolved quickly and efficiently by a 
single person, which means they experience greater satisfaction, 
which makes them more loyal to your brand and more likely to 
continue giving you their business. 

If your FCR is low, the opposite is true. It leads to increased 
costs in the form of more Help Desk calls and more truck 
rolls, and lower customer satisfaction (CSAT) ratings. When 
subscribers have to talk to multiple people over multiple 
calls, they tend to get frustrated and often lose confidence 
in the service provider and may begin to look elsewhere for 
service. 

ESCAL ATION TO TIER 2 SUPPORT

Another important KPI to track is the rate of escalations to Tier 2 Support. 
Because the Tier 2 Tech Support Agents earn approximately $5 to $10 more per 
hour than Tier 1 Agents, each escalation results in additional costs.

Escalations also typically have a negative impact on 
subscriber satisfaction levels. Your subscribers 

expect the first person they reach to be able 
to solve their problem, so when they are 

transferred to another Agent, it takes more 
time and increases their frustration level. 

If you can provide your CSRs with 
information needed to quickly resolve 
simple issues and limit escalating calls, 

CSAT increases and operational expenses 
decrease.  

ALLO COMMUNICATIONS 
INCREASES FIRST CALL 
RESOLUTION BY 52 PERCENT

While rapidly growing to connect Lincoln, 
Nebraska and eight other communities 
with fiber, ALLO Communications has 
increased its First Call Resolution rate by 
52 percent. 

nnWatch this video to learn how.

https://calix.wistia.com/medias/dmyax1w8lo
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AVER AGE TALK TIME AND AVER AGE HANDLE TIME

Average Talk Time (ATT) is the average amount of time your agents spend talking 
to subscribers on each call. To calculate ATT, add up the total talk time for all of your 
agents and divide it by the number of total calls.  

Average Handle Time (AHT) measures the average time it takes your agents to 
handle a call or transaction from start to finish. It includes everything that happens 
on the call including call initiation, hold time, talk time, and any other related tasks an 
agent must perform after the call to resolve the subscriber’s issue. To calculate AHT, 
add your total talk time + total hold time + total after-call tasks, and then divide by 
the number of total calls. 

ATT and AHT are important metrics. Call Center labor can be expensive, and the 
more time CSRs spend on the phone, the higher the costs. For exam-
ple, for a Tier 1 Agent with a loaded labor rate of $35 per hour, the 
per-minute cost is 58 cents. If the average technical support call 
is ten minutes, the average cost per call is $5.80. Any calls that 
run over ten minutes lead to increased costs that can have a 
negative impact on the bottom line. On the other hand, even 
slight reductions in ATT and AHT can result in substantial 
savings over the course of the year.

While OPEX savings are important, quick issue resolution 
also leads to reduced churn, which in turn increases Cus-
tomer Lifetime Value (CLV), another important KPI. 

CUSTOMER SATISFACTION AND NE T 

PROMOTER SCORES

Customer Satisfaction, or CSAT, has a direct impact on your company’s revenue and 
profitability. In fact, research indicates that businesses with high CSAT scores gener-
ate up to 18 times more revenue than companies with low CSAT. Not surprisingly, a 
satisfied customer is more likely to upgrade to a higher service level or add new ser-

vices than a dissatisfied customer. By contrast, when CSAT is 
low, your customers are more likely to move over to the 

competition. They are more likely to give negative 
reviews of your company on social media, which 

can be damaging to your brand. 

There are many ways to measure CSAT. 
In a support context, it’s recommended 
that you ask narrow and specific ques-
tions. For example, you might ask your 
subscribers a question like, “Did the 
agent resolve your issue today?” The 

question ensures that you get a response 
that provides a meaningful measure of CSR 

performance.  

MOSAIC TELECOM REDUCES 
TROUBLESHOOTING TIME BY 33 
PERCENT

Mosaic, a leader in the rural telecom in-
dustry, delivers both residential and busi-
ness services in northwestern Wisconsin. 
Mosaic has reduced its Average Talk Time 
and Average Handle Time and achieved 
an overall reduction in troubleshooting 
time by 33 percent.

nnRead how Mosaic’s Support team 
achieved efficiency.

https://www.calix.com/press-release/2018/07--july-/mosaic-telecom-harnesses-the-power-of-behavioral-insights-from-c.html
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You might also consider asking a Net Promoter Score (NPS) question. Most of 
these questions are broader in scope than CSAT questions and measure the over-
all feelings the customer may have of a particular company or brand. An example 
of a common NPS question is, “How likely are you to recommend our service to a 
friend or family member?”

If you are looking to refine agent performance, CSAT may be a more appropriate 
method to use.  If you are looking to gauge overall subscriber sentiment toward 
your company, then NPS is the way to go.

TR ACKING L AGGING INDICATORS

In addition to the primary critical KPIs you should be tracking, there are also sec-
ondary KPIs, or lagging indicators, that can give you important insights into the 
health of your Technical Support Center operations. 

CHURN R ATE

The most important secondary KPI is your Churn Rate, 
which measures the percentage of subscribers who discon-
tinue their service within a given time period. If your churn 
rate is steady or growing, the first step is to determine its 
root cause. There could be many different reasons your 
subscribers are going to the competition. However, if your 
primary customer support KPIs, such as First Call Reso-
lution, Tier 2 Escalation, and especially CSAT, are not where 
they should be, then it’s time to analyze how these KPIs can be 
improved.   

INVALID TRUCK ROLLS AND CPE SWAPS

While most of the critical support KPIs focus on what CSRs are doing in the 
Technical Support Center, it’s also important to track field activities and related 
outcomes. The number of invalid truck rolls and Customer Premises Equipment 
(CPE) swaps is one important lagging indicator you can track. 

An Invalid Truck Roll occurs when a technician is sent 
out and finds that a truck roll was not required 

to solve the problem, for example because 
the subscriber’s gateway was unplugged. 

Another example would be if the techni-
cian swaps out the CPE only to discover 
through testing that there is nothing 
wrong with it. This KPI is important to 
track not only because these wasted 
visits increase OPEX but also because 

swapping CPE when it’s not necessary 
requires technicians to have more CPE 

on-hand, which also increases your costs. 

ALLO COMMUNICATIONS 
INCREASES NET PROMOTER 
SCORE BY 15 POINTS

In addition to increasing its First Call Res-
olution rate by 52 percent, ALLO Commu-
nications has also seen a rise in positive 
subscriber sentiment about the company 
with its Net Promoter Score going up by 
15 points. 

nnWatch this video to learn more.

https://calix.wistia.com/medias/dmyax1w8lo
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CALL LENGTH OUTLIERS

A third important secondary KPI measures Call Length “outliers”—that 
is, calls that are either very short or unusually long. Short calls 
typically indicate CSR “misbehavior”, for example when a CSR 
answers the phone and then hangs up without trying to resolve 
the call. Long calls typically indicate poor call control or a lack of 
education on how to resolve the issue or soft skills that require 
improvement. A best practice is to document all calls and check 
for either behavior in order to follow up with the appropriate 
action.

HOW CALIX IS HELPING SERVICE PROVIDERS ME A-

SURE AND IMPROVE THE SUBSCRIBER E XPERIENCE

Once you determine the right KPIs to measure for your business, one of the key 
challenges to implementing a data-driven culture in your support organization is 
finding the right tools to measure and track your performance against your goals.  

Calix Support Cloud, purpose-built for service providers, empowers users across 
the entire Customer Care organization with the visibility and intelligence to remedi-
ate issues faster and proactively. It helps you: 

nn Automate resolution of network issues before subscribers are impacted

nn Empower frontline agents with the visibility to address subscriber concerns 
easily

nn Simplify network operations and field installations with advanced diagnostics 
and simplified workflows

nn Gain operational efficiencies with real-time 
troubleshooting and root cause 
analysis at your fingertips.  

2777 Orchard Pkwy, San Jose, CA 95131   |   T: 1 877 462 2549   |    F: 1 707 283 3100    |   www.calix.com

Contact Calix today to 
learn more about how Calix 
Support Cloud can help your 
Technical Support Center 
perform at the highest level.




