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30 YEARS OF IT SERVICE & SUPPORT BENCHMARKS

4,000+ Service & Support Benchmarks

Global Benchmarking Database

70+ Key Performance Indicators

Nearly 120 Industry Best Practices
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2023 BENCHMARKING DATA COMES FROM 19 COUNTRIES
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KEY MOTIVATORS FOR BENCHMARKING

v" Establish a performance baseline v Implement a Balanced Scorecard

v Find improvement opportunities v  Improve process maturity

v" Reduce costs v’ Set performance targets

v  Improve quality of service v Improve the Customer Experience

v Adopt industry best practices v Demonstrate continuous improvement
v" Establish enterprise credibility v Right size analyst headcount

v Demonstrate management proactivity v" Close technology gaps

v Track the right metrics v Optimize channel mix

v Improve performance reporting v Reduce ticket volumes

v Drive accountability v Achieve world-class performance

I MetricN et © 2023 MetricNet, LL.C, www.metricnet.com v



POLLING QUESTION #1.:

Which best describes your organization?

BrightTALK

BENCHMARKING ROUNDUP
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KPIS USED IN METRICNET SERVICE DESK BENCHMARKS

» Cost per Contact/Ticket » Customer Satisfaction » Inbound Contacts per Analyst per
> Cost per Minute of Handle Time > Net First Contact Resolution Rate Month
> First Level Resolution Rate > Call Quality » Analyst Utilization

» Analysts as a % of Total Headcount

Call Handling

» Annual Analyst Turnover » Average Speed of Answer (ASA) » Inbound Contact Handle Time
» Daily Analyst Absenteeism » X% of Calls Answered in Y seconds  » User Self-Service Completion Rate
» Schedule Adherence » Call Abandonment Rate

» New Analyst Training Hours

» Annual Analyst Training Hours
» Analyst Tenure

» Analyst Job Satisfaction

I MetricN et © 2023 MetricNet, LL.C, www.metricnet.com 9



A NOTE ON VALID BENCHMARKING COMPARISONS

AMERICAN
EXPRESS

SCOPE EMORY kinecta &

HEALTHCARE banking done different

SCALE

COMPLEXITY

"\ PEER GROUP

g
Southwests Deloitte

GEOGRAPHY
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2023 SERVICE DESK BENCHMARKING SUMMARY

Metric Type

Key Performance Indicator (KPI)

Peer Group Statistics

Average

Min

Median

Max

Inbound
Channel Mix

Voice % of Total

43.0%

12.2%

41.3%

100.0%

Chat % of Total

16.2%

0.0%

16.1%

36.5%

Web Ticket/Email % of Total

28.3%

0.0%

27.2%

65.7%

Walk-Up ("Genius Bar") % of Total

1.4%

0.0%

0.0%

12.7%

Self-Help % of Total

10.9%

0.0%

7.6%

44.8%

Average Cost per Voice Contact

$18.35

$5.01

$14.80

$55.69

Average Cost per Chat Session

$23.26

$5.85

$20.31

$66.27

Average Cost per Web Ticket/Email Contact

$24.24

$5.92

$19.96

$58.54

Average Cost per Analyst-Assisted Contact

$20.61

$5.91

$16.50

$56.00

Average Cost per Contact (incl. Self-Help)

$17.07

$5.91

$14.80

$34.17

Average Cost per Voice Minute

$1.63

$0.91

$1.48

$2.80

Average Cost per Chat Minute

$1.16

$0.67

$1.12

$2.48

Average Cost per Web Ticket/Email Minute

$1.71

$0.92

$1.54

$2.89

TCO

Net First Level Resolution Rate

78.9%

54.2%

80.1%

97.2%

Handle Time

Inbound Voice Handle Time (minutes)

10.78

3.30

10.50

19.86

Outbound Voice Handle Time (minutes)

4.10

1.01

3.87

3.34

Chat Handle Time (minutes)

13.42

3.72

13.69

26.93

Web Ticket/Email Handle Time (minutes)

13.70

3.80

13.77

2491

11l MetricNet’

Voice Quality

Voice Customer Satisfaction

81.1%

57.9%

81.5%

99.6%

Net First Contact Resolution Rate

70.2%

52.5%

68.4%

93.8%

Call Quality

87.3%

© 2023 MetricNet, LLC, www.metricnet.com
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Metric Type

Key Performance Indicator (KPI)

2023 SERVICE DESK BENCHMARKING SUMMARY CONTD.

Peer Group Statistics

Average

Min

Median

Voice
Productivity

Voice Analyst Utilization

45.3%

35.8%

44.4%

Inbound Voice Contacts per Analyst per Month

456

152

391

Outbound Voice Contacts per Analyst per Month

158

0

123

Voice/Chat/Email Analysts as a % of Total Service Desk Headcount

82.1%

69.4%

82.5%

Voice SLA

Average Speed of Answer (seconds)

89

29

87

Call Abandonment Rate

5.8%

2.2%

5.4%

% Answered in 60 Seconds

48.5%

25.7%

48.7%

Analyst

Annual Analyst Turnover

43.1%

5.9%

38.3%

Daily Analyst Absenteeism

7.8%

2.9%

7.4%

Analyst Schedule Adherence

89.3%

75.6%

89.3%

Analyst Occupancy

80.0%

59.6%

80.4%

New Analyst Training Hours

92

44

89

Annual Analyst Training Hours

6

0

4

Analyst Tenure (months)

8.3

Analyst Job Satisfaction

"1l MetricNet

mance Benchmarking

% of Contacts Originating in Chat

% of Contacts Resolved in Chat

Chat First Contact Resolution Rate

% Failover Rate from Chat to Voice

Customer Satisfaction in Chat Channel

Average Concurrent Chat Sessions

Max Concurrent Chat Sessions

Chat Sessions per Chat Analyst per Month

© 2023 MetricNet, LLC, www.metricnet.com




BENCHMARKING METHODOLOGY

COMPARE

Performance of
Benchmarking Peer Group

Company XYZ Service Desk
Performance

Determine How Best in
Class Achieve Superiority

¥

Adopt Selected Practices
of Best in Class | The Ultimate

 Objective of
Benchmarking

¥
Achieve World-Class

Performance

I MetricNet © 2023 MetricNet, LLC, www.metricnet.com



SERVICE DESK KPI CORRELATIONS DRIVE CONCLUSIONS

Cost per Contact Customer Satisfaction
Agent First
Utilization Contact
‘ I Resolution
Scheduling  Service Levels: Agents/ Absenteeism/ First Level || Handle Call
Efficiency ASA and AR Total FTE’s Turnover Resolution Time Quality
; Agent
Satisfaction
Coaching Career Path Training Hours
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SERVICE DESK PERFORMANCE TRENDS
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KPIS USED IN METRICNET DESKTOP SUPPORT BENCHMARKS

Productivity

» Cost per Ticket » Average Incident response Time (minutes) » Technician Utilization
» Cost per Incident > % of Incidents Resolved in 1 Business Day » Tickets per Technician per Month
» Cost per Service Request » Mean Time to Resolve Incidents (business » Service Requests per Technician per Month

nours) ~ Ratio of Technicians to Total Headcount
Qualit » Mean Time to Fulfill Service Requests
y (business days

» Customer Satisfaction

Technician
» % Resolved Level 1 Capable

Annual Technician Turnover » Incidents per Seat per Month
TiCkEt H andlin g Daily Technician Absenteeism » Service Requests per Seat per Month
Schedule Adherence » Incidents as a % of Total Ticket Volume

Workload

» Tickets per Seat per Month

» First Visit Resolution Rate

New Technician Training Hours

» Average Incident Work Time (min)

» Average Service Request Work Time (min) Annual Technician Training Hours

» Average Travel Time per Ticket (min) Technician Tenure

V V. V V V V V

Technician Job Satisfaction

I MetricN et © 2023 MetricNet, LL.C, www.metricnet.com 16



2023 DESKTOP SUPPORT BENCHMARKING SUMMARY

Metric Type Key Performance Indicator (KPI)
Cost per Ticket
Cost Cost per Incident
Cost per Service Request

Technician Utilization

Peer Group Statistics

Average
$114.96
$88.33
$180.83

53.6
Tickets per Technician per Month 74

19

Productivity [Incidents per Technician per Month 16 155
Service Requests per Technician per Month

Technicians as a % of Total Headcount 85.7% 75.9% 86.2% 100.0%

Service Level

$45.23
$29.66
$43.91

39.7%

$88.07

$63.87

$156.76
53.5

$376.89

$253.59

$580.46
63.8

No
(U]
(U]

I!IIII
I!!IIIE
II!IIIH

43
16

% of Incidents Resolved within 1 business day 42.6% 18.0% 45.2% 54.3%

Mean Time to Fulfill Service Requests (business days)

% of Service Requests Fulfilled within 3 business days 31.8% 33.4% 49.9%

Customer Satisfaction 81.3% 51.4% 83.1% 95.7%
Quality

!

Incident First Contact Resolution Rate 68.8 54.0% 67.2% 86.2%
2

% Resolved Level 1 Capable 13.3
Ticket Quality
27

Annual Technician Turnover
Daily Technician Absenteeism
_ New Technician Training Hours
Technician — —
Annual Technician Training Hours
Technician Tenure (months) 11 24 46
Technician Job Satisfaction 77.6 68.4% 78.0% 88.3%

o [Average ncicent Work Time (minutes
ICKe

Workload

X

5.2%
52.5%
7.6%
0.9%

13.9%

69.6

35.7%
4.9

220
96.8
68.0
131

72.6
36.1
54

W | CO
N | N

N
III!I!I
III!!!!

No
!II!!!!

Incidents as a % of Total Ticket Volume 69.7% 32.4% 70.9% 92.6%

I MetricN et © 2023 MetricNet, LL.C, www.metricnet.com
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DESKTOP SUPPORT KPI CORRELATIONS DRIVE CONCLUSIONS

Cost per Ticket Customer Satisfaction
Technician First Visit
Utilization Resolution

| |
Service Levels: Techs/ Absenteeism/ | % Resolved Work/ SL’s
MTTR/MTTEFE Total FTE’s Turnover L1 Capable || Travel Time | 'MTTR/MTTE
Scheduling
Efficiency : Tech
Satisfaction
Coaching Career Path Training Hours
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DESKTOP SUPPORT PERFORMANCE TRENDS

Technician Utilization 50.9%

Mean Time to Resolve Incidents (business hours)

Mean Time to Fulfill Service requests (business days)
Technician Job Satisfaction

© 2023 MetricNet, LLC, www.metricnet.com

16.9

$4.82

CHLT

(22.9%)

2.7%

4.3

2.1

(2.9%)



POLLING QUESTION #2:

Which of the following best describes
your organization’s metrics maturity?

BENCHMARKING ROUNDUP
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SOME NOTABLE OBSERVATIONS

Channel Mix is Changing

Shift Left Strategies Have Become a High Priority
Technician Compensation is Increasing

Most Support Organizations Have a Scorecard

Turnover Reduction Strategies are Being Employed

Hybrid Desks and META Reps are Becoming More Common
Technician Accountability 1s Increasing

Service and Support is Being Managed as a Business

Al In ITSM - Prediction Meets Reality

Benchmarking has become ubiquitous

>
>
>
>
>
>
>
>
>
>

I MetricNet © 2023 MetricNet, LLC, www.metricnet.com 21



CHANNEL MIX IS CHANGING

90%

80%

70%

Channel Mix
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SHIFT LEFT HAS BECOME A HIGH PRIORITY

SUPPORT LEVEL

h 1 0 1 2 3 Field  Vendor
$0 $2 $22 $69 $599

$104 $221
Search and Problem

: Field Vendor
Destroy Management Self-Help Service Desk Support Support

Desktop

Support IT Support

SHIFT LEFT

I MetricN et © 2023 MetricNet, LL.C, www.metricnet.com 23



COMPENSATION IS INCREASING: THE WAGE RATE PARADOX

TCO for Level 1 Support

Starting Annual Salary

MetricN et © 2023 MetricNet, LLC, www.metricnet.com



MOST ORGANIZATIONS NOW HAVE A SCORECARD

: Metric Performance Range Your Actual : Balanced
Performance Metric : . Metric Score
Weighting  \Worst Case Best Case Performance Score

Average Cost per Analyst-Assisted Contact 25.0% $40.90 $7.17 $15.15 76.3% 19.1%
Voice Customer Satisfaction 25.0% 61.5% 99.7% 91.4% 78.3% 19.6%
Voice Analyst Utilization 15.0% 32.1% 67.3% 56.0% 67.9% 10.2%

Net First Contact Resolution Rate 15.0% 58.1% 93.8% 70.1% 35.2%
Analyst Job Satisfaction 10.0% 61.6% 88.1% 88.1% 100.0% 10.0%
Awverage Speed of Answer (seconds) 10.0% 292 292

Total 100.0% n/a n/a n/a n/a 64.1%

Step 1 Step 5
b Step 3 P
For each performance metric, the
highest and lowest performance
level in the benchmark is recorded

Six critical performance metrics have been
selected for the scorecard

The Contact Center’s score
for each metric is then
calculated.

Step 2

Each metric has been weighted
according to its relative importance

Your actual performance for The Contact Center’s balanced

the month is recorded in this score for each metric is
column calculated.

I MetricNet’ © 2023 MetricNet, LLC, www.metricnet.com



BENCHMARKING YOUR OVERALL PERFORMANCE

Key Statistics

Service Desk Scores
High 72.1%
Average 62.8%
Median 63.0%
Low 55.0%

Company XYZ 64.1%

)
)
.
o
3)
0p]
e
)
3)
c
i
@®©
m

A \b«l r\QI % Q,‘bl Q}I Qfol rL'\I 5 1

Service Desk
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OVERALL SERVICE DESK SCORECARD TREND

Jan Feb Mar Apr May Jun Jul

O 12 Month Average B Monthly Score

] —

o
o)
)
p)
e
)
O
c
©
(©
m
¢
7))
)
A
)
9
e
)
p)

Aug Sep
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TURNOVER REDUCTION STRATEGIES

Cost per Contact

Customer Satisfaction

Agent First

Utilization Contact

‘ I Resolution
Scheduling  Service Levels: Agents/ Absenteeism/ First Level || Handle Call
Efficiency ASA and AR Total FTE’s Turnover Resolution Time Quality

; Agent
Satisfaction
Compensation Coaching Career Path Training Hours

I @
MetricNet
Performance Benchmarking

© 2023 MetricNet, LLC, www.metricnet.com




HYBRID DESKS & META REPS ARE BECOMING MORE COMMON

50 FTE’s 25 FTE’s

10

Cross-
Trained
META

Reps

Remote Deskside
Service Desk Desktop Support

MetricNet © 2023 MetricNet, LLC, www.metricnet.com 29



AGENT ACCOUNTABILITY: THE AGENT SCORECARD

Individual Scorecard, Ranking, & Trends | MetricNet’

wrce Breskmaihieg

Scorecard month: | June 2020 ‘ Analyst: | SD Analyst 7 I

Balanced Score 1l MetricNet’

T #3,184.2% #2, 83.1% #2 @3.7%
Customer Satisfaction 80.0% 100.0% 100.0% 54, B0E%
Mumber of Contacts Handled 158 (158)1 | 940 (852) 496* (557) AL ad
First Contact Resolution Rate 0.0% 54.0% 35.0% cepacty #8, 7 9% #1104 4%
First Level Resolution Rate 28.0% 89.0% 89.0%
Unplanned Absenteeism 15.0% 0.0% 0.0%

The number of contacts in parentneses indicates how many contacts
the analysts would have handled if working at 100% capacity.

o
o
2

Do you want to show or hide names? | Show average for the previous III months
[.m""" el June Score

SD Analyst 7 | | # | 83% | 80.0% |
SD Analyst 9 0009 76.3%
SD Analyst 6 0006 71.0%
SD Analyst 17 0017 78.7%
SD Analyst 20 0020 78.7%
SD Analyst 15 0015 78.3% &
SD Analyst 24 0024 73.7%
SD Analyst 29 0029 72.1%
SD Analyst § 0005 #10 67.1% Number of Contacts Handled Il MetricNet
SD Analyst 25 0025 #11 65.6% _

SD Analyst 12 0012 #12 76.3% sBe——2 ~

SD Analyst 2 0002 #13 75.3% 473 436
SD Analyst 8 0008 #14 701% \3}2

SD Analyst 11 0011 #15 72.3%
SD Analyst 14 0014 #16 77.6%
SD Analyst 23 0023 #17 72.8% o
SD Analyst 31 0031 #18 701% <
SD Analyst 18 0018 #19 74.8% & &
SD Analyst 19 0019 #20 69.7%
SD Analyst 21 0021 420 69.8% . ] .
SD Analyst 16 = = S First Contact Resolution Rate lil MetricNet

SD Analyst 3 0003 #23 64.3% 55!0%—551_.*1}%—55!09{.—55@%—55@;&{

Monthly Data Entry Capacity Calculator _ Individual Dashboard

Customer Satisfaction Jil MetricNet

100109 =——10010%—10010%=—=10010%

I MetricNet © 2023 MetricNet, LLC, www.metricnet.com 30
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SERVICE AND SUPPORT AS A BUSINESS

Leverage Metrics
Proactive

Process Aware

B
Messaging ,mfi! i .

AN \'\,\\\ .\r. x ,m o M ;
AN \'\‘ "'\.\'\"\. \\\ %\\‘\\\\kfxmi i : '”{{/[ f/‘ |
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WE ARE AT AN INFLECTION POINT WITH AI

»Social Acceptance of Al
> Advances in Data Science

»Massive Computing Power

—
<
al
>
>
oc
—
Vg
)
O
=

»Cost and Quality Pressures

Future
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The Bots Are HERE!

Ill MetricNet © 2023 MetricNet, LLC, www.metricnet.com 33
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AND THEY ARE RAPIDLY MATURING

@OpenAI
ChatGPT

Deep Blue vs. Gary Kasparov

© 2023 MetricNet, LLC, www.metricnet.com



SUPPORT ANALYST /| AGENT /| TECHNICIAN VS ENGINEER

Support Agent/Analyst Support Engineer

Reactive Proactive / Strategic

Quick Fix, Return to Service Root Cause Fix

ASA and MTTR Ticket Elimination
Schedule Adherence Engineering Projects

$45Kk per year $110Kk per year

I I ]\/letHCN et © 2023 MetricNet, LL.C, www.metricnet.com



Al HAS FAR REACHING SHIFT LEFT CAPABILITIES

SUPPORT LEVEL

h 1 0 1 2 3 Field  Vendor
$0 $2 $22 $69 $599

$104 $221
Search and Problem

: Field Vendor
Destroy Management Self-Help Service Desk Support Support

Desktop

Support IT Support

SHIFT LEFT
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Performance Benchmarking

MetricNet is Excited to Announce 2 New On-Demand Benchmarking Products for
Service Desk and Contact Center Professionals!

Instant Benchmark

MetricNet.com/InstantBenchmark


https://www.metricnet.com/product-category/instant-benchmark/

QUESTIONS?

I ]\/Iet r1cN et © 2023 MetricNet, LLC, www.metricnet.com



POLLING QUESTION #3:

Would you like to schedule a brief
consultation call with MetricNet?

BENCHMARKING ROUNDUP

I MetricNet’ © 2023 MetricNet, LLC, www.metricnet.com



JOIN US FOR MORE UPCOMING WEBCASTS!

© 2023 MetricNet, LLC, www.metricnet.com


https://www.metricnet.com/webcasts

EXCITING NEW PRODUCTS NOW AVAILABLE!

I MetricNet' I MetricNet I MetricNet

United States PLUS

Service Desk Benchmark

United States PRO

Service Desk Benchmark

In-house/Insourced Service Desks

United States CORE

Service Desk Benchmark

. In-house/Insourced Service Desks
In-house/Insourced Service Desks i3 e

Sid) 9

| sid) ve
| sid) vv

MetricNet's instantly downloadable Service Desk
benchmarks provide valuable industry data that your
organization can use to begin improving performance
right away!

66ES

667°TS
666°CS

MetricNet Performance Benchmarking
www.metricnet.com

AND MORE! - Visit MetricNet.com/Shop today!

gl MetricNet'

pl MetricNet’ gl MetricNet
Service | SERVICE DESK | [EUT Ui Service Desk What Does It Al Mean?
Desk ROI MetricNet HEADCOUNT Balanced & @ ® @
Calculator — 2l AL Scorecard w

Used as a reality check or a
planning tool, MetricNet's
headcount calculator
provides a simple way to plan
and forecast headcount for

- Download Now! your service desk.
LS s
MetricNet.com/ROI

Are you struggling to

obtain adequate resources
and funding for your Service
Desk? You're not alone.

When tracked over time, the
Balanced Scorecard tells you
whether your service desk is
improving..staying flat..or
getting worse! = Download Now!

= MetricNet.com/Scorecard

=

MetricNet © 2023 MetricNet, LLC, www.metricnet.com


https://www.metricnet.com/product/18month-balanced-scorecard/
https://www.metricnet.com/product/service-desk-headcount-calculator/
https://www.metricnet.com/product/service-desk-roi-calculator/
https://www.metricnet.com/shop
https://www.metricnet.com/product/service-desk-benchmark-united-states-insourced/
https://www.metricnet.com/product/service-desk-benchmark-united-states-insourced/
https://www.metricnet.com/wp-content/uploads/2023/06/SD-US-IN-0723-Plus.png
https://www.metricnet.com/wp-content/uploads/2023/06/SD-US-IN-0723-Plus.png
https://www.metricnet.com/product/service-desk-benchmark-core-united-states-insourced/
https://www.metricnet.com/product/service-desk-benchmark-core-united-states-insourced/

Performance Benchmarking

MetricNet is Excited to Announce 2 New On-Demand Benchmarking Products for
Service Desk and Contact Center Professionals!

Instant Benchmark

MetricNet.com/InstantBenchmark


https://www.metricnet.com/product-category/instant-benchmark/

DOWNLOAD THE PRESENTATION

_ BrightTALK Search Q Summits Communities v My account v

ot

BENCHMARKING ROUNDUP

Y1l MetricNet’
Performance Benchmarking

Attachments
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PLEASE SHARE YOUR FEEDBACK WITH US

_ BrightTALK Search Q Summits Communities v My account v

ot

BENCHMARKING ROUNDUP
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Performance Benchmarking
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QUESTIONS?
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THANK YOU!
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||Metr1cNet

Performance Benc hmarking

BENCHMARKING ROUNDUP
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ABOUT METRICNET
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COMPETITIVE DIFFERENTIATORS

MetricNet offers a portfolio of competitive differentiators
including those listed below.

MetricNet has conducted benchmarks and assessments
for more than half of the Global 2000.

BENCHMARKING DATABASE

MetricNet has the largest database of process
and performance indicators in the industry.

1578
122
o

1974
1254
u‘
»

o0 6000 800

Fig.3

:
3
o87
2

2 000 14,000 350

OBJECTIVITY
MetricNet's clients receive objective recommendations
that are free from any vendor bias.

10,000 1

300
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Managing Partner and CEO

ANGELA IRIZARRY
President and COO

EXECUTIVE
TEAM

TIMOTHY COVER

Executive Project Director

I MetricNet’ © 2023 MetricNet, LLC, www.metricnet.com



CONTACT US

BY PHONE
(775) 298-7772

VIA EMAIL

Info@metricnet.com

MetricNet.com

I MetricN et © 2023 MetricNet, LLC, www.metricnet.com



CONNECT WITH US ONLINE

L) O)

@METRICNET

© 2023 MetricNet, LLC, www.metricnet.com



MEET SOME OF OUR CLIENTS

SONY @aAlstate

0 good hands

pAPA JUH"S TIFFANY & CO. mﬁ'

Canon  ,vonnaavres: Deloitte. /) barclaycard

advanced simplicity®

N
3
i

| Y  Advancel"

Cap"a' AlOne  AutoPartsle®a

Anheuser- Busch

SV Schneider ™, Banfield S]éf)es}ﬁlfﬁc

8 Electric ~“9W PET HOSPITAL

2 PEPSICO

Global Transport and Logistics

Advancing science for life™

I MetricNet © 2023 MetricNet, LLC, www.metricnet.com 53



THANK YOU!
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