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E Source market research studies

Contact Center Performance Survey 2019 (publishing in May)Digital Metrics Survey 2018–2019

https://www.esource.com/contact-center-performance
https://www.esource.com/10144-003/2018-digital-metrics-survey
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Source: https://es.wikipedia.org/wiki/Archivo:TPIRWordmark.png

https://es.wikipedia.org/wiki/Archivo:TPIRWordmark.png
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What’s the valley’s average 
speed of answer

in seconds?
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77 seconds
(industry average: 96 seconds)
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What’s the valley’s 
average handle time for 

phone interactions? 
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220 seconds
(industry average: 318 seconds)
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What’s the valley’s 
attrition/turnover rate in 

the call center? 
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29%
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What’s the valley’s 
average for IVR 
containment? 
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29%
(industry average: 44%)
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What’s the utility industry 
average for paperless 
billing adoption rate? 
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25%
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What percentage of all web 
traffic to utility websites 

comes from mobile devices?  
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38%
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What percentage of outage 
reports are submitted via a 

self-service channel?  
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53%
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Thank you! Questions?

You're free to share this document in its entirety inside your company. If you'd like to quote or use our material outside of your business, 
please contact us at customer_service@esource.com or 1-800-ESOURCE (1-800-376-8723).

Have a question? Ask E Source!
Submit an inquiry: 

www.esource.com/question

Aleana Reeves
Senior Director, Customer Experience, E Source
303-345-9172     
aleana_reeves@esource.com

Jeffrey Daigle, CCXP
Director
303-345-9183
jeffrey_daigle@esource.com

mailto:customer_service@esource.com
http://www.esource.com/question
mailto:aleana_reeves@esource.com
mailto:jeffrey_daigle@esource.com
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