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The Ultimate Call Center
Optimization Checklist:

90 Critical Items for
Peak Performance

Transform your call center team'’s results from average to
exceptional. Start optimizing your operations with this 90-
item framework that will help you ensure a significant
performance breakthrough.

This comprehensive call center optimization framework is
based on industry strategies that drive significant
performance improvement. Based on ClearSource’s years
of call center experience, this checklist lists strategies
implemented by high-performing, global operations.
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How to Use This Checklist

Step 1: Score Your Current Operations

Scoring System

1. Rate each item: 0 = not implemented, 1 = partially implemented, 2
= fully implemented.

2. Calculate section scores and overall assessment.

3. Compare your results against industry benchmarks to identify
your performance gaps.

Step 2: Prioritize Using the Impact-Effort Matrix

High Impact + Low Effort = Quick Wins
High Impact + High Effort = Major Projects
Low Impact + Low Effort = Fill-In Projects
Low Impact + High Effort = Avoid

Quick Wins: Implement this first for instant results.

Maijor Projects: Implement within your strategy with dedicated
resources.

Fill-In Projects: Use these projects to maintain momentum
lbetween major projects.

Avoid: Projects to skip and avoid spending resources on.

Step 3: Execute an Action Plan

90-Day Action Plan Template

Perform a monthly

Start W|th 3tobh Set2to 3 quor
evaluation to track

Quick Wins for Projects every

progress and adjust

immediate quarter for strategic ogre
priorities as needed.

implementation. focus.




Current State
Assessment

25 Critical
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Agent Performance Metrics

Training Customer

Turnover rate _ . .
below 20% terf‘vreerggi o completion satisfaction
° d v rate above score above

annually 18 months 95% 85%

. Average Agent
First call handle time engagement
resolution within score
above 80% industry tracked and
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Cross-
training
completion
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Technology Infrastructure
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agent tools optimized
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platform
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Integration

between all
platforms

Supervisor-
to-agent
ratio optimal
(112-15)

Management

development
program

Employee
feedback
system
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Disaster
recovery
plan tested

Self-service
options
available

Automated
quality
monitoring

Management & Leadership
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Performance
feedback
within 24

hours

Regular
coaching
sessions
scheduled

Clear
escalation
procedures

Career
advancement
paths defined

Recognition
program
active

Regular team
meetings



Performance
Optimization
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Advanced KPl Framework
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Quality Assurance Excellence

o
ofAS

(( EH=

Multi-
dimensional
scoring
system

Regular
calibration
sessions

%

Real-time
quality
monitoring

.’J.

&

Immediate
quality
coaching

¥

Root cause
analysis
process

fnYan

Peer review
processes

<
5

Best
practice
sharing
system

Continuous

improvement

cycles

ok kkk

o
(X X J
aoo

Customer
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Skills Development & Training

Competency
-based
training

program
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functional
training
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modules
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development
track
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Soft skills
development
focus

Mentorship
program
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Training
effectiveness
measurement
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Technology

Integration
20 Technology ltems

Al and Automation
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Human-AlIl Collaboration
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gent Al training
completed

Al decision
transparency

Balanced
performance
metrics

Platform Integration

Single sign-on
implementation

Real-time
dashboard
access

Updated security
protocols
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Optimized user
experience
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Clear
escalation
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Strategic
Planning

15 Strategic Iltems

3-year strategic plan Stakeholder alignment
documented achieved

Change management process Success metrics defined

Resource allocation optimized
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Performance-based

Recognition program

effectiveness

incentives




Team collaboration metrics Innovation encouragement

Continuous learning culture

Platform Integration

Emerging technology

. Skill evolution planning
evaluation

Market trend monitoring Regular competitive analysis

Scenario planning
completed




