Actuals for Last Week Actuals vs Goal Call Center ACD
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Daily Detail over Several Months

Call Center ACD

Reporting data through 4/9/2010
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Calls Offered

Average Per Day
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Actuals vs Goal

Reporting data through 4/9/2010

Average Per Day Now Year Ago

this week 77.0 not available
last 3 months 78.7 not available
last 6 months 83.8 not available
Avg Peak Per Day Now Year Ago

this week 97 not available
last 3 months 119 not available
last 6 months 117.17 not available

Gap

Average Per Day Now Year Ago

this week 6% not available
last 3 months 9% not available
last 6 months 9% not available
Avg Peak Per Day Now Year Ago

this week 9% not available
last 3 months 24% not available
last 6 months 24% not available
Average Wait Per Day (s) Now Year Ago

this week 42.21 not available
last 3 months 52.17 not available
last 6 months 50.93 not available
Avg Max Wait / Day (m) Now Year Ago

this week 8.08 not available
last 3 months 8.89 not available
last 6 months 8.93 not available
Worst Wait Per Day (m) Now Year Ago

this week 13.27 not available
last 3 months 23.62 not available
last 6 months 23.62 not available
Avg Service Level / Day Now Year Ago

this week 73.14 not available
last 3 months 69.32 not available
last 6 months 70.02 not available
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Actuals vs Goal

Reporting data through 4/9/2010
Service Level %
- 100
- 80
- 60
- 40
- 20
r T T T T T T T T T T T T T T T T T T T T T T T 0
VOO 3SCCUVTISCCVTICCVTICCVT 3T
SoCcLOSVCLOSVCLOSVCL OSSOV O
I—;I— El—gl— El—gl— El—gl— El—gl—
Maximum Wait, in Minutes
2 - 25
Max 20
1.5 Wait
- 15
1
- 10
0.5 5
O ) T T T T T T T T T T T T T T T T T T T T T T T O
VDO SCcCUVTSCcCUVDSCCVDSCCVDT ST
S0CcCL 0SS UVCLOSVCLOSVCL O3S VLCLL
FzF sSF2F SFzF sSFF SFEzE
6 Avg Agents Manned vs Sluned |In -6
> -5
4
-4
3
-3
2 Average of Agts Manned -2
! Agents Signed Up -1
0
r T T T T T T T T T T T T T T T T T T T T T T T 0
VDOSCCVTSCCVDTDSCCVTSCCUVTS'C
S o0CcL OS5V CLOSVCLOS VO CL OSSO CLL
F2F- SFZF sSFzF SFZF SFEzF
120 Abandon Rate 30%
100
80 20%
60\
40-\A A val 10%
20
0 0%
QT O'C €| VT S'C| €| V| SI'C| € V| SI'c| € VT S
S| Lcjw| Ol 5| o cjw| O 5| O .| O 5| V. O S| Ul
e e B N e b e B S P e I S L P e S L
11 12 ‘ 13 ‘ 14 14‘ 15
9 10

Prepared by Rob Smyser 4/12/2010

Page 4



Actuals vs Goal

Components, Cont. Reporting data through  4/9/2010
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