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Closing Cases
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Relative Volume by Queue, By Month
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Client Satisfaction
Overall Last Week

Individual Components, Last Week
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ACD Measures
Avg Abandon Last Week Avg Daily Abandon Rate Avg Daily Calls Offered

40

30
20
10

13% :

|

7/10/2006

Avg Calls Offered

120

7/17/2006 |
712412006 |
7/31/2006 |

8/7/2006 |

Avg Daily Wait Time, in Seconds

8/14/2006 |

200

AN

150

/\

100

A R e ) e g

50
0

7/10/2006
7/17/2006 |
7/24/2006 |

7/31/2006 |

8/7/2006 |
8/14/2006 |

Call Center Agent Hours Logged Per Day

50

/\A

90
60

Y N4

AN

N

304

Y

~ \—

40
30

20

121 :

10

7/10/2006 <

711712006
712412006
7/31/2006

Calls per Logged Hour per day

3.43 last week
3.78 over 6 weeks
2.89 over 6 months

Average Hours Logged per Day
78.13 last week
135.20 over 6 weeks
103.61 over 6 months

8/7/2006

8/14/2006

change

0

7/10/2006
711712006
712412006

Avg Call Length, in minutes

7131/2006

8/7/2006
8/14/2006

change

19%

change
-25%

6.96 last week
7.02 over 6 weeks
6.84 over 6 months

Average Offered Calls per day

121.00 last week
135.20 over 6 weeks
103.61 over 6 months

Prepared by Rob Smyser 8/22/2006

2%

change
17%

Page 3



