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Call Center Span of Control
Definition & Measurement Details

The average number of call center representatives  and front-line staff members (i.e., non-management employees) reporting to each individual call 
center manager. This metric should be segmented by region/office location and/or team to provide a more granular analysis.

Call Center Span of Control, or Management Span, measures the number 
of employees reporting to each manager (i.e., direct reports) within 
the call center. A low span of control typically indicates that certain 
management positions may be candidates for elimination, which in turn 
would reduce total labor costs for the organization. A span of control that 
is higher than desired may indicate that managers are spread thin and 
unable to properly oversee, develop and assist their direct reports.

Cost per Call, Occupancy Rate, Average Representative Quality Score (Total Number of Non-Manager Call Center Employees / Number of Call 
Center Managers)

Two values are used to calculate this KPI: (1) the number of non-manager 
call center employees (e.g., representatives, agents, support staff, etc.), 
and (2) the number of call center managers working for the organization 
at the same point in time. Include all employees with management job 
titles and pay grades in the denominator for this calculation, regardless 
of how many direct reports they have  - in many cases, employees 
with “manager” job titles may have no direct reports. Directors, Vice 
Presidents and call center employees with other similar job titles are 
typically counted as managers for this calculation.

What is Call Center Span of Control?

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 Span of Control
Benchmarks & Characteristics of High Performers

Call Center Span of Control
(Total Number of Non-Manager Call Center Employees / Number of Call Center Managers)

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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Sample Size: XX

KPI Type: XX

Unit: XX

Is High or Low Best?: XX

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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