Actuals for Last Week

Actuals vs Goal
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Call Center ACD

Daily Detail over Several Months Reporting data through ~ 4/23/2010
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Calls Offered Avg Wait Time (s) Abandon Rate Consultant Logged-In Time, in total hours per day
140 120 20 50
120 -\ ya A

AN — n . N
100 o \ A 15 M)VV_E
80 \/ \M‘\ . A ‘\ o } W L . 30 ’A?Aﬁ

: BlRVinvs SN N

20 20

0

Jul-07 Jul-08 Jul-09 Jul-09 Jul-07 Jul-08 Jul-09

Jul-07 Jul-08 Jul-09 Jul-07 Jul-08

Prepared by Rob Smyser 4/26/2010 Page 2



Calls Offered
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Actuals vs Goal

Reporting data through  4/23/2010
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this week
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Avg Peak Per Day

60.4 not available
78.5 not available
83.7 not available
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90 not available
119 not available

117.17 not available
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27.80 not available
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70.05 not available
70.39 not available
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Actuals vs Goal

Components Reporting data through ~ 4/23/2010
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Actuals vs Goal

Components, Cont. Reporting data through ~ 4/23/2010
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