
What is First Call Resolution? 

First call resolution measures the 
percentage of calls that are resolved at the 
first attempt without the need for a second 
call about the same issue.

First Call
Resolution: 
What It Is and How 
Do You Measure It

Why Is First Call Resolution So Important 
for Your Call Center?

Impacts Customer 
Satisfaction

Increases Customer
 Retention

 Enhances Brand 
Value

Improves Agent Morale 
and Productivity

Influences Other 
Call Center KPIs

Reduces Costs
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How Do You Define First Call Resolution 
for Your Call Center?

How Do You Know If You Have a ‘Good’ 
First Call Resolution Rate?

Measure Against the 
General Average

Measure Against 
Industry Standards

Measure Against the 
Competition

Measure Against 
Customer Expectations

Measure Against Your 
Previous Results

Calculating First Call Resolution Rates

How to Improve Your First Call 
Resolution Rate?

It’s up to your company on how you want 
to define FCR. The key is to come up with 
your criteria by answering a few questions:

What channels does FCR apply to?

Does a call/contact escalation negate FCR?

What does it mean to sufficiently resolve 
a customer’s problem?

How does a standard callback requirement 
work within FCR?

Does a customer contacting the wrong
department affect FCR?

How do you count abandoned calls due
to wait times before an agent interaction?

What constitutes a repeat call?

FCR = (Total 
Number of Cases 
Resolved at First 
Attempt / Total 
Number of Cases) 

x 100

Define Specific vs Generic FCR 

Identify Areas of Concern

Make It Easy to Reach the
Appropriate Agent

Empower Your Customers

Go Where Your Customers Are

Empower Your Agents

Analyze, Improve, Repeat

Standardize Common Responses

Ask, “Is There Anything Else?”

Implement QA Scorecards

Use CSAT Surveys and NPS 
to Analyze Trends


