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Value Drivers By Industry and Use-Case – KPI Legend
1. Primary KPIs are directly affected by the use-case. 
2. Secondary KPIs may be impacted by the use-case but it’s harder to isolate and quantify their level of impact.
3. ($) indicates up-sell opportunity

KPI Primary / Secondary Notes

Conversion Rate Primary The rate at which the salesperson wins deals out of the number of opportunities. This KPI loosely 
covers also the frequency of exercising the sales opportunities, and the accuracy at which they’re 
exercised.

Rpt Visit Primary Repeat Visits are the result of insufficient site surveying work, that results in insufficient fit of the onsite 
service person to completing the scheduled task. Applicable to product installations, product delivery, 
insurance underwriting etc.

Call Deflection Primary Serves only to measure the digital containment or ability to resolve customer engagements in 
self-service without them contacting a human expert via call/chat.

FCR Primary First Call Resolution (roughly the inverse of “Repeat Rate”)

RMA Primary Return Merchandize Authorization, i.e. equipment/product return or swap.

MTTR Primary Mean Time To Resolution. Overall time it takes to close a customer call.

Svc Visit Primary Number of onsite visits by service people. Sometimes referred to as PTB (Propensity to Book an 
engineer) or TR (Truck Rolls)

NPS (CSAT) Primary While easy to measure and typically the highest impacted KPI, cannot easily be translated into a 
monetary value. The 2nd holy grail of KPIs if monetized.

AHT Secondary If VRA is used optimally, AHT normally reduces over an initial onboarding period

Churn Secondary The 1st holy grail of business KPIs (worth the most financially) but the hardest to quantify.



Value Areas – KPI Impact

CX and Customer Effort

Lower Effort – Reduced Churn

NPS +50%

Operational Efficiency

Shorter Processes, Competitiveness

Customer Escalations/TPs -20%
Fraud Reduction* -nn%

CC Productivity

Cost Saving, New Revenue

FCR +15%
AHT -10% to -80%
Up-sales +5% to +15%

Field Service Enablement

Cost Saving, Sustainability Boost

Tech/Expert Dispatch -37%
Incomplete Jobs -33% to -50%

(*) Fraud reduction is extremely business sensitive but proven to be noticeably impacted!


