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Why is using a Maturity Model Important?
The BPTCX proprietary model is based on industry expertise

A Contact Center Maturity Model is a structured framework that enables organizations to:

▪ Assess the current state of contact center operations 

▪ Evaluate various aspects of the contact center’s people, processes, technology, and customer-centricity

▪ Users of the tool can enhance customer experiences, optimize operational performance, and drive overall business 

success

▪ The model is intended to give something quantifiable to measure against

▪ With results, a roadmap can be built to focus on the next level of "maturity”

▪ This model is intended to be used by organizations of all sizes and types

▪ The maturity model is meant to cover all aspects required to run a CX organization

Allows for: 

▪ Building a case for improving a certain area and articulating what the benefits will be

▪ Pointing out to other business leaders where the gaps are and why they are there

▪ Showing your leaders why you are a leader!



Operational Maturity Model

BPTCX Maturity Model

Assessment Structure

Pillars bucketize the focus on:

1. Business Goals
2. People & Organization
3. Workforce Optimization
4. Quality Management
5. Operational Management
6. Contact Center Technology

Each Pillar contains further detail by 
defining Sub Dimensions (as shown).

Below the Sub Dimensions are Sub 
Items that allow even more granular 
ratings (80+ items)



Operational Maturity Model

Rating Structure

Rating is structured to rate within 5 levels; 
Leading, Advanced, Established, Developing 
and Base Aware.   The levels to achieve DO 

NOT have to be all Leading or Advanced and 
depend on the clients desired level of 
achievement.
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Criteria for each Sub 
Item under a Pillar is 
outlined…

Using BPTCX’s definition by Level, your 
organization’s current maturity level is 
assessed against five industry standard 
levels… This language is generic



Maturity Assessment Sample

What to Expect:

1. Each Customer Service organizations will be 

reviewed on six Pillars
2. Each Pillar contains Sub Dimensions and Sub 

Items. For example: the Sub Dimension for 
Forecasting has four Sub Items: Forecast 
Scope, Forecast Methodology, Shrink 

Requirements, Efficiency Planning and Forecast 
Accuracy

3. Data and documents will be requested to study 

and analyze the current maturity. In addition, 
workshops will be held to allow better 

understanding of status and maturity 

4. Transactions will be monitored to understand 

the customer experience and the scope of 
current support.

The Result:

You will receive a detailed and documented 
explanation of where your organization landed in the 

index rating. 



Full List of Sub Item’s and Ratings Example*:

Pillar Sub-Dimension Sub Item Current Rating

1.0 Business Goals Customer Service Strategy Alignment                          2.00 

Key Outcome Strategy - KPIs Key Metrics Identified                          1.50 

Documented Design

Journey Improvement

Contracting

Selection

Org Structure

Governance

Performance Criteria

Decisioning Structure

Improvement Approach

Metric Relevance

Performance & Cost Control Cost Control

Performance Variation

Organizational Structure Contact Center Structure to Support Operations                          1.00 

Staff Sourcing Structured Hiring Process

Assessing Skills

KPI Structure KPI Definition                          2.50 

Workplace Environment 

Culture

General Focus

Onsite

Work from Home

Leadership Development Development Focus

Development Program Delivery

Communication Structure Effective Communication                          0.50 

Forecasting Forecast Scope

Forecast Methodology

Shrink Requirements

Efficiency Planning

Forecast Accuracy

Capacity Planning Initiative Intake

Shrinkage Planning / Forecasting

Attrition Forecasting

Planning Frequency

Scheduling Generation Method

Bidding Method

Effectiveness Review

Real Time Management Monitoring Plan

Action Plan

Feedback Loop

Outbound Client Initiated Outbound Effectiveness

Queue Callback, Customer Initiated

Appointments, Customer Initiated

3.0 Workforce 

Optimization

2.0 People & 

Organization

                         1.25 

                         2.75 

                         1.00 

                         1.25 

                         0.63 

                         2.50 

Customer Journey - Design

Operational (Vendor) 

Management Strategy

                         0.88 

                         1.25 

                         1.00 

                         1.00 

                         0.25 

Knowledge Base Tool and Content Available                          2.50 

Process and Procedures P&P Design and Management

Content Design

P&P Improvement

Training Program Content and Delivery Design

Trainer Certification

Administration & Tracking

Evaluation of Training

Quality Program Quality Requirements                          1.50 

CSAT Metric Define Measurement

CSAT Tool

CSAT Scoring

DSAT Improvement

Correlation of Data

Complaint Management

Regulatory Compliance Kbase Documentation

Regulatory and Legal Training

Quality Program

Outbound Campaigns

CSAT Program

Audit  and Reporting

Process Improvement Continuous Improvement

RASCI

Reporting and Analytics Reporting Visibility                          1.00 

KPI Management Coaching

KPI Review

Rewards & Recognition Structured Program

Program Communication

Budget for Monetary Reward

Business Continuity Business Continuity Development

Business Continuity Testing

Operational Technologies Available Technology                          0.50 

Agent Technologies Usable Technology                          1.50 

Multi-Channel Interaction Channels Offered/User Choice                          1.00 

BI Reporting Tools BI Tool Usage                               -   

Disaster Recovery Disaster Recovery Dev. & Doc.

Disaster Recovery Budget

Social Media Supporting Social Media Monitoring                          1.50 

Self Help CX Improvement Tool(s) Implemented                          2.50 

6.0 Contact Center 

Technology

5.0 Operational 

Management

4.0 Quality 

Management

                         0.50 

                         2.00 

                              -   

                         2.00 

                         1.50 

                         2.45 

                         1.00 

                         0.25 

                         0.30 

*Note:  We give clients the opportunity to use the Red, Orange, Green scale or variations on a single color



Thank you.
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