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Call Center Shrinkage Due to Training
Definition & Measurement Details

The number of minutes that call center representatives spend off the phone and unavailable to accept calls as a result of training as a percentage of the 
total amount of time scheduled for work over the same period of time.

This metric measures both the productivity of the organization’s 
workforce, as well as management’s ability to monitor how effectively 
employees are using their time. Through granular analysis of employee 
time use, management is able to identify lost work time and determine 
methods to improve capacity. A larger than intended amount of work time 
lost to training may impact organizational capacity, as well as employee 
productivity, work quality and service levels.

Call Center Shrinkage, Occupancy Rate, Schedule Adherence ((Sum of Work Time Lost Due To Training) / Total Available Work Time) 
*100

Two values are used to calculate this KPI: (1) the amount of work time 
(measured in minutes, rounded to the nearest tenth) lost due to approved 
training sessions or courses, and (2) the total amount of available work 
time across all of the organization’s employees during the measurement 
period. The amount of work time lost should be considered to be the 
amount of time call center representatives spend off the phone and 
unavailable to accept calls. Include only formal training sessions, or 
courses (includes online, face-to-face, classroom and virtual training 
time), in this calculation. Total available work time should be defined 
as the time the organization has scheduled, during business hours, for 
employees to perform work activities. To calculate the total amount of 
time available for work during the measurement period, first identity 
the number of hours employees were scheduled to work during the 
period; then, multiply that value by 60 to convert to minutes. For full-time 
salaried employees, use a standard 8 hour work day for this calculation 
(e.g., 10 salaried employees working 8 hours per day equates to 4,800 
available work minutes per day). Do not include informal coaching 
sessions in this calculation.

What is Call Center Shrinkage Due to Training?

Formula

Why should this KPI be measured? How is this KPI calculated?

Related KPIs

ABRIDGED CONTENT

Purchase to View Full Definition & Measurement Details!
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Call Center Shrinkage Due to Training
Benchmarks & Characteristics of High Performers

Call Center Shrinkage Due to Training
((Sum of Work Time Lost Due To Training) / Total Available Work Time) *100

How to read this chart: This chart summarizes the performance gaps between high (Top 5%), mid 

(Median) and low (Bottom 5%) performers for this Key Performance Indicator (KPI). For example, the 

column labeled “Top 5%” represents a company that outperformed 95% of the peer group observed 

for this metric.
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Characteristics of High Performers

• KPIs are well-defined, tracked and tied to 
performance reviews

• Robust self-service options for customer 
(online FAQs, etc.)

• Agents cross-trained to handle and resolve 
multiple call types

• KPIs are well-defined, tracked and tied to 
agent performance reviewsSAMPLE CONTENT

Purchase to View Actual Benchmarking Data!
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Call Center Shrinkage Due to Training
((Sum of Work Time Lost Due To Training) / Total Available Work Time) *100

Call Center Shrinkage Due to Training
Benchmarks & “Long Tail” Analysis

How to read this chart: This chart plots all values within the observed population for this KPI. This chart can be useful in 
analyzing the upper and lower boundaries (i.e., minimum/maximum values) and the amount of the population that falls 
above/below the average for the KPI, among other things.
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