Creating Cases

Total from Last Week

464

The Queue

Currently Pending

313

Closing Cases

more than 7 days

25%

3to 7 days

8%

< 3days

(over the last six weeks)

Cases Created, Year Ago to Date

Average Per Day

Helpdesk Qs

Cases as of

Now Year Ago

6/25/2007

this week
last 3 months
last 12 months

66.7 n/a n/a
59.1 n/a n/a
42.7 nla n/a

Actual Per Day, Last Week vs Qtrly Average
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Time Since Last Activity of Any Kind, in Cases that are currently Open
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Estimated Pending Queue over the last six months
800 -
700 -
600 -
500 -
400 -
300 -
200
100 -
0
1/1 1/15 1/29 2/12 2/26 3/12 3/26 4/9 4/23 5/7 5/21 6/4 6/18
Net change in Q over six months: -52 J
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Helpdesk Qs

Relative Volume by Queue, By Month Cases as of 6/25/2007
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Helpdesk Qs

Cases as of 6/25/2007
Client Satisfaction
Overall Last Week Individual Components, Last Week Professionalism Expertise
D Professional 5.00 5.00
Availability, _ Ism,4.94 450 PTTRY An WY A W - WY .4
5.00
4 7 8 Expertise, 4.+ 7 400 :
i Timeliness Resolution
Communicat
ion, 5.00 > 5.00 5.00
N = 15; 5 point scale N EssioHgreliness, o LN - N /- '/‘:. AI\ oINS
Resolutiol N 4.72 4.5 4.50 Y
483 - lism V \’v \v4
’ 4.00 400
Overall - 82 3 9 9 9 4 d L d e d e ow S
9 8§ ® I B & N L
5.00
Communication Availability
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450 | WA v 150 |- XAV Y f
400 4.00 400
-2 883283385833 - §33ga38 g S e am Iy o o3
= < & ¥ ® < 9 8§ ®»® I B & « wa

NOTE: ACD Measures are currently unavailable as reporting from the Pinnacle ACD is down, perhaps forever.
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Thursday

Wednesday
Tuesday

Monday
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