Actuals for Last Week
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Call Center ACD

Daily Detail over Several Months Reporting data through
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Calls Offered

Average Per Day

52

Last week

Call Handling

Abandon Rate

6
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Last week, average
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Wait Time on Hold
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Goal = 30 seconds

Service Level

87

Last week, average
Goal = 80 percent ?

150

100

50

10%

0%

120
100
80
60
40

- 20

100

Average Per Day

Actuals vs Goal

Reporting data through  11/27/2009

Now Year Ago

this week
last 3 months
last 6 months

Avg Peak Per Day

52.0 not available
88.1 not available
96.6 not available

Now Year Ago

this week
last 3 months

last 6 months

Average Per Day

99 not available
125.33 not available

141.67 not available
Gap

Now Year Ago

this week
last 3 months
last 6 months

Avg Peak Per Day

6% not available
7% not available
8% not available

Now Year Ago

this week
last 3 months

last 6 months

15% not available
16% not available

19% not available

Average Wait Per Day (s) Now Year Ago

this week 23.57 not available
last 3 months 38.90 not available
last 6 months 44,10 not available
Avg Max Wait / Day (m) Now Year Ago

this week 6.33 not available
last 3 months 7.50 not available
last 6 months 8.02 not available
Worst Wait Per Day (m) Now Year Ago

this week 14.98 not available
last 3 months 15.80 not available
last 6 months 19.15 not available
Avg Service Level / Day Now Year Ago

this week 86.79 not available
last 3 months 73.27 not available
last 6 months 70.31 not available
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Actuals vs Goal

Reporting data through  11/27/2009
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Actuals vs Goal

Components, Cont. Reporting data through  11/27/2009

10.00

= [V]anned 9.00

%npdllp 8.00

7.00

1| 6.00

5.00

M 200

3.00

2.00

1.00

0.00
0O 0000000000000 0000000000000000000O0 900
SMNMOMOMO MO MO MOMOMOMOMOMOMOMOMOMOMOMAOm
SANKSANODKNSANKNSANKNSANKNSANKNSANDNNSANNGSA NN
L T B TR R O R R e I B R e T B O e B TR I B B I B I I B I T e TR e O O B O B R O B B o |
‘11/17/2009‘11/18/200911/19/200911/20/200911/23/200911/24/200911/25/200911/26/2009‘11/27/2009‘

m SignUpGap
6.00
(understaffed relative to signup sheet)
4.00
| ] 2.00
0.00
- - -2.00
( overstaffed relative to signup sheet )
- -4.00
I Em o n e O n e e e e
vy vl vl "1 vy ('1 vl "1 vy ('1 vy vl vy vy vl vl vy vy ('1 vl "1 vy ('1 vy "1 vy ('1 vl vy )
SRR RS eeRA SESE AR R
11/17/200911/18/2009(11/19/2009(11/20/2009(11/23/2009(11/24/2009(11/25/200911/26/2009(11/27/2009

Prepared by Rob Smyser 11/30/2009 Page 5



