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Closing Cases
Estimated Pending Queue over the last six months
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Relative Volume by Queue, By Month
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Cases as of 12/18/2006
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Client Satisfaction
Overall Last Week

4.25

N =12; 5 point scale

ACD Measures

Avg Abandon Last Week
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Individual Components, Last Week

Helpdesk Qs

Cases as of
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Calls per Logged Hour per day change Avg Call Length, in minutes change

2.19 last week -34%
2.55 over 6 weeks
3.30 over 6 months

Average Hours Logged per Day change
35.23 last week 4%
34.85 over 6 weeks
33.94 over 6 months
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7.41 last week 7%
6.61 over 6 weeks
6.91 over 6 months

Average Offered Calls per day change
77.20 last week -31%
88.89 over 6 weeks
111.98 over 6 months
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