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Abstract: This article presents a structured approach to designing case management solutions aligned to Key Performance Indicators
(KPIs). It outlines strategies for configuring systems to optimize service quality, agent productivity, SLA compliance, and customer
satisfaction. As customer expectations grow and service landscapes evolve, KPI-driven case management solutions provide measurable
improvements in operational efficiency, service consistency, and customer trust.
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1. Introduction

Case management underpins modern service delivery
frameworks. Ensuring that solutions are tightly coupled with
measurable KPIs helps organizations track, improve, and
benchmark service performance. This paper explores
methods to build case management systems aligned with
business outcomes, ensuring operational transparency, agent
productivity, customer satisfaction, and regulatory
compliance.

KPI Overview in Case Management

KPIs are quantifiable measures that track performance and
service delivery effectiveness. Key metrics include response
and resolution times, escalation rates, CSAT, FCR, and agent
productivity. Effective systems must record and act
dynamically to optimize these KPIs through automation and
intelligent routing.

Tools for Improving and Measuring KPIs

Tools like Entitlement Management, Service Dashboards,
Omni-Channel Routing, and Supervisor Consoles help align
service operations to KPIs. They automate SLA tracking,
visualize case handling patterns, and enable real-time
management adjustments.

Business Process KPIs

Business process KPIs measure end-to-end service efficiency.
Important metrics include average response time, closed case
volume, and first contact resolution rate. Optimizing routing,
assignment, and knowledge management boosts these
outcomes. Designing Case Management Solutions Aligned
to Key Performance Indicators (KPIs)

SLA KPIs

SLA KPIs measure how well service commitments are
honored. They include percentage of cases resolved within
SLA and breach incidence rate. Entitlement Processes and
milestone automation can systematically manage these goals.

Service Quality KPIs

Service quality KPIs evaluate the customer experience
through CSAT survey results, NPS scores, and repeat case
rates. Embedding surveys and feedback loops post-case
closure provides actionable quality

measurements.

Efficiency KPIs

Efficiency KPIs monitor internal productivity such as case
handling time, occupancy rates, and queue backlog trends.
Leveraging deflection tools, knowledge bases, and optimized
routing improves operational efficiency.

Compliance KPls

Compliance KPIs ensure adherence to regulatory and internal
standards. They include data privacy handling rates, audit
pass rates, and mandatory documentation completion.
Validation rules and audit trails strengthen compliance.

2. Conclusion

By embedding KPI tracking and management into case
management architecture, organizations ensure service
quality, SLA adherence, agent productivity, and regulatory
compliance. A KPI-driven approach supports continuous
service improvement and operational transparency.
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