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The Phone Call Handling 
Benchmarks Contact Center 
Leaders Need to See
How do your agents stack up 
against the competition?
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Introduction
We analyzed anonymized insights our AI captured on over 60 million 

phone calls. This infographic breaks out data across nine industries, 

providing performance benchmarks for how effective contact centers 

are at answering phone leads and converting them to revenue. 

As a contact center leader looking to maximize close rates, these 

insights provide the benchmarks you need to measure your 

performance against peers and competitors. 

As you explore this data, you’ll discover where your contact center 

excels and where areas for improvement lie. 
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Our research found that across all industries, most 

callers speak to a person. Your call answer rate isn’t 

just another metric — it’s the crucial first hurdle in 

your customer acquisition process. If your answered 

call rate is lower than industry benchmarks, it 

indicates a missed opportunity stemming from 

process or staffing inefficiencies in the contact 

center or business locations that answer the calls.

Most Callers Speak 
With a Person

of callers speak 
to a person
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Our research found that 37% of phone leads 
convert on the call. If your conversion rate is lower 

than this benchmark, it may indicate that your sales 

agents aren’t saying the right things to callers to 

convert them. Consider scaling up your training 

program and providing tailored feedback to agents 

based on their strengths and weaknesses. 

Many of Your Leads 
Convert on the Phone

of leads convert 
on the call
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Our research found that across all industries, 28% 

of contact center calls are scored as “excellent.” 

Even small gains here can pay big dividends — call 

handling quality directly impacts both immediate 

conversions and long-term customer relationships.

Call Handling Performance 
Impacts Revenue

scored as an 
excellent call28%

scored as a call 
requiring review49%
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Download the Report 
for More Insights
Want to see more of the data we uncovered from 
analyzing 60 million phone conversations?

Download our Call Conversion Industry Benchmarks 
Report to discover all the insights we captured and 
learn how you stack up against your competition.

Download now



invoca.com


