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MASTERS OF MEASURING THE METRICS

This telecom is one of the largest wireless network
operators in the US. With over 50 million customers,
customer service is a major priority.

Amplifire was deployed at two customer call centers
where agents took customer calls to handle questions
about features, options, bandwidth, billing, and so on.

Employee turnover in call centers is generally high,
running from 30% to 50% per year.! New hires need
rapid, effective training to efficiently solve customers’
problems, cultivate customer loyalty, and position
customers with the optimal set of features for their
needs (which may mean upselling). Extra minutes per
call add up to enormous annual costs for large call
centers. Unsuccessful resolutions over the phone add
to the cost. In response, call centers closely measure
operations to optimize results.

This call center measured the effectiveness of
Amplifire on new hire performance.

1. QACT— http://qatc.org/winter-2015-connection exploring-call-center-turnover-numbers/
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ONBOARDING IS EXPENSIVE

Two of the biggest challenges organizations face
are employee turnover and the subsequent poor Cost and Value of an Agent
performance of new employees. High turnover

not only impacts the bottom line, it affects

Productive
Work

customer satisfaction and team morale. Hiring

"Return Zone"
The organization is
benefiting from a hire.

and onboarding new employees is surprisingly
costly. According to Josh Bersin, turnover costs
range from tens of thousands of dollars to 2X

salary. Those astonishing figures include sourcing,

Training "Investment Zone"
The organization is

investing in a hire.

interviewing, reviewing, reference checking, hiring,
training, and unproductive time (4 weeks to 6
months). The prescriptions are clear: First, reduce

Economic Value to the Organization

turnover by implementing practices that lead to
. N - Time

employee retention. Second, institute training

methods that onboard new hires as quickly as

possible. And third, use principles from the brain

sciences to make training stick in the minds of

new hires so they rapidly become productive

and satisfied in their work.

1. Josh Bersin — https://www.augustbenefits.com/news/
employee-retention-the-real-cost-of-losing-an-employee



https://www.augustbenefits.com/news/employee-retention-the-real-cost-of-losing-an-employee
https://www.augustbenefits.com/news/employee-retention-the-real-cost-of-losing-an-employee
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THE SET-UP AT THIS LEADING
U.S. TELECOM COMPANY

New hires pass through three stages: Standard
training, knowledge assessment, then deployment
into operations. The sequence below was designed
to test the efficacy of Amplifire. A control group
went through the usual three stages, whereas an
Amplifire group also got training in Amplifire.

Standard - R
' Remediation eports support
instructor-led instructor-led

training intervention

in Amplifire

« 150 Targeted « Actionable
questions / Intervention
explanations Report generated

” . for each learner
- Initial questions

capture starting
knowledge

Amplifire

refresher for
remaining gaps

Eliminates

any returning
uncertainty or
misinformation
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Benchmark

Operations
assessment

« 78 questions

« Different from
Amplifire remediation
questions, but same
concepts
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RESULTS: MASTERY

The Amplifire agents demonstrated greater than
two and a half times the mastery of the material
compared to the control group. Managers noted,
“The fact that there was this much room for
improvement clearly demonstrates the significant
gaps left by the existing technology solution.”
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Mastery

100%

75%

50%

25%

M Control
0% B Amplifire
City 1 City 2
Comparison
Amplifire 81%
Control 32%

Raw Difference 49%
Relative Advantage 2.5x

D
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RESULTS: CONFIDENCE

Another measure in the benchmark assesment

was the agents' confidence. The Amplifire agents Confidence
had almost twice the confidence level of the

control group. Managers concluded that, “This

100%

confidence led to fewer transfers and more -
customer satisfaction, because the Amplifire-
trained agents have the confidence to handle 50%
customers’ issues. Amplifire is making the reps
able to operate more independently.” 25%
M Control
0% W Amplifire
City 1 City 2
Comparison
Amplifire 98%
Control 53%

Raw Difference 45%
Relative Advantage 1.9x

D
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RESULTS: NET PROMOTER SCORE

One method managers use to measure customer
satisfaction is surveys about overall satisfaction, Net Promoter Score
which yield a net promoter score, or NPS.

90

Amplifire-trained remediation improved NPS with
a raw increase of 11.3 points and relative increase
of 17.2%. Managers noted that, “These results
are holding through evaluations 30 and 60 days
following training.”

M Control
B Amplifire
City 1 City 2
Comparison
Amplifire 76.8
Control 65.5
Raw Increase 11.3 points

Relative Increase 17.2%

D
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RESULTS: UP SCORE

The Up Score measures customer satisfaction
for each agent. The chart shows that the control Up Score
group was already at 9.1. Nevertheless, Amplifire
brought the reps up to 9.4. As managers
mentioned, “Another way to think about this
improvement is how much Ampilifire closed the
distance to 10. Amplifire is getting reps 33%
closer to a perfect score.”

9.75

M Control
B Amplifire
City 1 City 2
Comparison
Amplifire 9.4
Control 9.1
Raw Increase 0.3 points

Relative Increase  3.3%
Closer to perfect  33%

D
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RESULTS: CREDITS

Credits are often used to appease unhappy

customers, but they are an expensive remedy. Credits
For every 100 calls, Amplifire agents give out
$76 dollars less than the control group. As
managers of the call center noted, “The higher
customer satisfaction scores aren’t because the

300

250

agents are giving out credits. The opposite is 200
happening. Agents trained in Amplifire give out
less money in credit because they know how to 150
resolve the issue.” M Control
100 B Amplifire
City 1 City 2
Comparison

Amplifire $196

Control $271

Raw Decrease $76

Relative Decrease  28%

D
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RESULTS: FEATURES SOLD

A customer call is an opportunity to offer
additional services. Amplifire boosted revenue Features Sold
by training agents on how to sell more plan 60

features to customers. Compared to the control
group, Amplifire-training agents sold $80 more

in features per month, an increase of 123%.

$120

$80
$40
M Control
$0 M Amplifire
City 1 City 2
Comparison

Amplifire $145

Control $65

Raw Increase $80 per agent

Relative Increase 3.3%

D
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RESULTS: CALL DURATION

Amplifire did not impact total call response
time. While this metric remained flat, it
was countered by the reduction in credits

authorized and the increase in features sold.

US Call Center Case Study

Total Call Time

1,000

800

600
M Control
400 W Amplifire
City 1 City 2
Comparison

Amplifire 800 seconds

Control 810 seconds

Raw Decrease 10 seconds/ call

Relative Decrease 1%

D



— US Call Center Case Study

RESULTS: TRANSFERS

Amplifire-trained agents transfered customers
to supervisors 28% less often compared to Transfers
the control group. Operation managers noted L
that, “This is contributing mightily to customer

satisfaction, and is a reflection of how Amplifire

increases agents’ ability to solve customers’ 10.0%
problems, but also their confidence to solve

those problems. Again, because Ampilifire is built

7.5%
to make things stick in memory, these patterns

are holding up through 60 days after training.” M Control
5.0% B Amplifire
City 1 City 2
Comparison
Amplifire 1.7%
Control 10.7%
Raw Decrease 3%

Relative Decrease  28%

D



After Amplifire, agents...

- Have a higher customer satisfaction

. Sell more features

- Authorize fewer credits

. Transfer fewer calls
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ABOUT AMPLIFIRE

With more than 3 billion learner interactions,
Amplifire is the leading results-based
learning platform built from discoveries in
brain science and proven to help learners
master faster, retain knowledge longer, and
perform better. It detects and corrects
knowledge gaps and misinformation that
exist in the minds of all people and hinders
their optimal performance. Healthcare,
education and Fortune 500 companies use
Amplifire’s patented learning algorithms,
knowledge analytics and diagnostic
capabilities to drive improved outcomes

€ Amplifire is a game

with a significant return on investment.
changer for improving
the advocate (call center

rep) experience. ??

— VP, Global Healthcare Learning and
Innovation, Global Call Center Company
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