
CASE STUDY

Regional gas & electric utility
CHALLENGE

	� Reduce turnover in its customer service centers that always 
led to additional costs to hire and train new agents.

	� Build supervisor coaching skills.
	� Introduce customer experience (CX) metrics and increase  

CX levels, reduce complaints to regulators, and learn from 
customers. 

APPROACH

	� Developed balanced scorecard model to reveal performance 
along two axes: Efficiency and Effectiveness.

	� Created best-fit metrics along both axes, showing each agent 
and each team trends over 3+ months, revealing agents whose 
performance was lagging (likely to churn) or rising (potential 
promotions) and supervisors whose team performance was 
lagging or rising.

	� Training company to take over the model, adding new CX 
metrics like post-contact surveys to the Effectiveness axis.
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IMPACT

	� Reduced churn for best performing agents.
	� Spotted agents who were lagging early enough to attempt 

interventions to keep them engaged and onboard, and to 
improve their performance.

	� Identified supervisors whose teams needed additional 
assistance or, in some cases, a new supervisor to lead them.


