Creating Cases

Helpdesk Qs

Cases as of 8/7/2006
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Closing Cases
Estimated Pending Queue over the last six months
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Net change in Q over six months: 121 A
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Relative Volume by Queue, By Month

Count of CaselD

Helpdesk Qs

Cases as of 8/7/2006
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Helpdesk Qs

Cases as of 8/7/2006
Client Satisfaction
Overall Last Week Individual Components, Last Week Professionalism Expertise
B 9\ rofessionali 5.00 — - 5.00
Availability, . Sm. 4.87 450 | YV 4504 /\UA‘_F/-\[\;/\H’“
4.67 . VvV
Expertise, 400 e 400 e
4.62 4.66 S 3888 &8 R 8 S 3 8 5 &8 R &8
Communicati Timeliness Resolution
on, 4.72 >
Resol t Gga,lx'fimeliness, 500 500
N =12; 5 point scale esolution, - 4.70 1. VAV 2 | e
450 =l - 450 a0\ A AN
400 e 4,00 A e
Overall e e o 9 g @ 4 © © @ O g @ o
N @ =3 rs) > ~ =2 N ™ = fre) % ~ g
5.00
Communication Availability

450 \ \ /\A AM' )[\-/-\ 5.00 5.00
VYV e a0\, AN LA MAMANNA

400 +———"—T—T—TT T T T T T T T T T T 4.00 +rrr e 4.00 +rrrrrrr T
© 9 © 9 @~ o 1B @ 9 ®© ~ o © © ® 9 @ © o © © o 9 @ o o

8§ § o § § 9 s D & o 8 d @ 8§ o ¥ b5 8§ = 8§ ®» § b5 9 = @

~ & < B B © == o ~ fro ~

ACD Measures

Avg Abandon Last Week Avg Daily Abandon Rate Avg Daily Calls Offered
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Calls per Logged Hour per day change Avg Call Length, in minutes change
4.82 last week 69% 7.20 last week 5%
3.62 over 6 weeks 6.90 over 6 weeks
2.85 over 6 months 6.83 over 6 months
Average Hours Logged per Day change Average Offered Calls per day change
92.25 last week -11% 152.80 last week 48%
131.28 over 6 weeks 131.28 over 6 weeks
103.24 over 6 months 103.24 over 6 months
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