[image: ]
[bookmark: _ssm4e03lk6rg]A guide to Key Performance Indicators( KPIs) for the Client Service Specialist

[bookmark: _1dewqkphnaf5]Section 1: Instructions for using the KPI Guide in your Performance Management System

· Identify the relevant KPIs: Depending on your role in the organization, you may want to focus on different KPIs. For example, HR professionals may want to track cost per hire, while managers may be more interested in the time-to-fill metric.

· Determine the time frame: Decide on the time frame for tracking each KPI. For example, you may choose to track the number of qualified technical candidates sourced and engaged per month.

· Collect the data: Collect the necessary data to calculate each KPI. For example, to calculate the candidate acceptance rate, you will need to  know the number of job offers accepted and the total number of job offers.

· Calculate the KPIs: Use the formulas provided in the table to calculate each KPI.

· Interpret the results: Once you have calculated the KPIs, interpret the results to evaluate the effectiveness of the performance management system. For example, if the time-to-fill metric is high, it may indicate that the recruitment process needs to be streamlined.

· Use the results to make improvements: Regularly collect the necessary data for each KPI.  Keep track of the results over time to monitor performance, identify areas for improvement, and ensure compliance with regulations. Use the insights gained from the KPIs to make improvements to the performance management system. For example, if the candidate satisfaction rate with the recruitment process is low, consider making changes to improve the candidate experience.

[bookmark: _p60m2533t1n8]Section 2: Key Performance Indicators For Client Service Specialist

	KPI
	Detailed Description
	Formula

	Customer Satisfaction Index (CSI)
	This KPI measures the level of satisfaction among clients by gathering feedback through surveys or ratings.
	(Number of satisfied clients / Total number of clients) x 100

	First Call Resolution Rate (FCR)
	This KPI assesses the ability to resolve client issues during the initial contact, without the need for follow-up.
	(Number of issues resolved on the first call / Total number of issues) x 100

	Average Response Time
	This KPI measures the average time taken to respond to client inquiries or requests.
	Total response time / Number of inquiries or requests

	Client Retention Rate
	This KPI evaluates the percentage of clients retained over a specific period.
	(Number of clients retained / Total number of clients) x 100

	Average Handling Time
	This KPI assesses the average time taken to handle a client inquiry or issue.
	Total handling time / Number of inquiries or issues

	Upsell/Cross-sell Conversion Rate
	This KPI measures the success rate of converting clients into purchasing additional products or services.
	(Number of successful upsell/cross-sell transactions / Total number of opportunities) x 100

	Client Feedback and Ratings
	This KPI evaluates the qualitative feedback and ratings provided by clients regarding their experience.
	Average rating or feedback score

	Resolution Time
	This KPI assesses the time taken to resolve client issues from the moment they are reported or identified.
	Time taken to resolve an issue

	Net Promoter Score (NPS)
	This KPI measures the likelihood of clients recommending the company's products or services to others.
	(Number of promoters - Number of detractors) x 100

	Client Onboarding Success Rate
	This KPI evaluates the success rate of onboarding new clients, ensuring a smooth transition and satisfaction.
	(Number of successfully onboarded clients / Total number of new clients) x 100
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