Sample ACD Reports

TelCanbar 0
ACD-MIS Superuser

Agent Detail Report
1 - Spacific Agenbish

Page: 4

Joan A Harman ; PIN T
MUMBER OF CALLS — HUMBER OF OCCURRENCES AVERAGE DURATION imm:ss)
M DUT DUR L_FI:IH PONM SDN 3DN CALL VAR FRCE EMER PARK XFER | FDN PFDMW SDN  SDN CALL
hh:mm hhcmm hhomm GROUP [INGM QUTG INGMOUTG| CLER SUPY WRAP QUT KEY RCLL RCLL [INCM OQUTG INCM QUTG CLER SUPY
1222 - 1225 Ofd HISSREEN 2 [ [+] Q 3 o z o 1] [} O | ooas  DOCO QDD D000 DOSD QDD
1237« 1200 0 BISE55TH i o a a 3 o z i o o 0| oS DO0e Q0D 000D DOEC Q0D
1233 - 1237 00 BOXSESSEN ] o a o 1 o 2 0 o ] 0 | 005 0003 QXD 00000 OOEQ Ooe0d
1238 - 1243 00d  BORESE5EH t] =] a ] 2 ] 2 o ] -] 0| Gk05 0003 ONG0 000D ODdG 00D
1245 - 12458 004 BOESSSZI 2 =] a o 2 o 2 -] ] Q o | k05 0003 O3B0 000D DOED DOCO
1241 - 12585 004 BO3SSE5ZI 2 a o ] 3 0 2 o o Q | x05 0000 0000 OO0 OOCSD DOod
1247 - 1390 0:04 BO3ESS52RT 2 i} o ] 3 0 2 =] 1} Q ) o5 o000 0000 ODD 005D DOCD
1360 - 1307 (04 BO3ESSEIR 2 o o [} 3 ] 2 Q [ qa o | O30S o0Dd 0000 OO0 005D DOOn
1EGE - 1313 B4 E0ARRESIT 2 o o L} 3 o 2 Q [ a o 000s CocDD 0DO0 OO0 005D OO0
1315~ 9319 04 E0AGSESIT 2 o o 0 3 =] 2 1] @ a 0 | 000s OO0 OODO0 OO0 Q5D 00D
1321 - 9325 (D& S0abhEEI 2 o L} ) 3 Q 2 a =} ] 0 | D00E  OkO0 000D OO0 Q&8 00D
1337 - 93:31 04 S0a5LIA 2 ] it -] k] a 2 o =} o O | 000k OxO0 0000 0000 S0 00D
13:31 - 13:37  Co0E S0355SAII Fi ] [ ] 3 a 4 o a [ O | ooads OO0 00:00 0000 OS50 G000
13:39 . 1342 004 SOOSRESI 2 [ [ =} 3 a z ] a o 0| 000k oed Cepd DO0e  O0S50 G000
1285 - 1388 Ce0d BOIS555321 i [} 1] a 3 o z L} o 0 0 | o0:0s 0000 0000 002 O3S0 Oki0d
1350 - 1354 G0d &S558 I [ ] a a o z 0 a [ 0 | G005 G000 OX0D 000D 0348 O%0D
1355 - GO0 G0 8MA5555FI1 z 0 ] L] 2 a z [ a i 0 | ¢0:05 000  Ok0OD 00D 0102 Ok00
TOTALS: 09 264 L] ] o 4 ] F11] 0 o ] 0| 00:08 oSl 00:00  DO:DD  GdeS0 00:00
AGD GROUPS INCLUDED |N THIS REPORT
GHOAG5556E21 FHIPFING
TalCentor || Page: 1

ACD-MIS Supenusss

Agent Report
1 - Epmoific Agentis]

Jammes k, Smyth PIN: 3

HUMIBER OF CALLS (COUMT)

AVERAGE DURATION (hhomen:ss) —

ALLOCATION OF TIME (PCT)

IN DUR | FDON PDN 5DN  SDN POM | PDN PDM PDM 5DN 5DM | PON PDN PDW CLER | SDN SDM
CATE hhomm  Khemen | INCM OUTG OUTE  INCM TOTAL|CLER | INCM OUTG CLER INCM OUTG |AVBL INCM OUTG &WW | INCH QUTG
et it 1511 ] o n o [ &F | S0 OR300 DD 0 | SRS % L ] L i
TRAINING 1024 ) ] [ o aa o | eEs 0I0 MOSE MOED e % aw % ] Lo LE
AT AT L] 20007 474 o [ o L & | e 0000 Al D000 00Ad k2 i L Lra] o L
HE REGH a5:81 Im o [ o ME =5 | ooét  oEB0  moAT oo oedo | om0 2T o % o %
GROUP SUNMARY
AGERT: 298 T4 ] a a avd | ar1 | epe3s 030 0T BED0 03 i Ee] e e L] LY
GROLUP: [ 1 [ L] a s 511 | co®  0RE0 DOCE) DOoDO O%ED | AW 20 M oE L L]

Professional Telecommunications = Monterey CA 93942 = T: 831.647.7001 = www.ptelinc.com




Sample ACD Reports

TatConter 1l WL-AG I Paga: 1
ACD-MIE Supsanuser

Incoming Calls Abandoned Report - Cumulative
2 - Spaciic Group(s)
Printed : Tiss Dec 02 1907 10:01:30 AM

Beport for 120097 |Peemissions: BTS4)

CALL ARRIVAL  CALLS ABANDORED HLIMBER &BANDONED WITHIN x SECONDS AVERAGE WAIT BEFORE ASANDONMENT  MET XFER LOMGEST
TIME OF DAY EEFOAE RAN AFTER AAW i0 20 a0 40 50 S [SECI0 [=] 20 an 40 50 ABBN ASAM WAIT
DU« £330 173 i i ur i 6 0 o 30 o o a0
0830 - 0500 0 i ] -] 1 ] ] o ey 1 o 5] 40
000 - D30 0 [ L] 5 [ ] o ] 10 I o a 4l
0030 - 1300 i i ] L] [ L] a o 31 I ] =] a0
1000 - 10:30 0 0 0 & [ B o o oo [ o o 40
1030 - 15:00 0 = ] 5 [ [ a [ 30 I o a 40
1100 - 19:30 4 [} ] ] [V H ] o a0 o o 40
11:30 - 1200 n [ ] L] ¥ ] a o 30 I ] =] Eli]
1200 - 12:30 n [ ] -] i ] o o 30 I o o 40
1230 - 13:00 10 [ i 5 i 5 o o oo o o 40
1300 - 13:30 10 [ 0 5 it 8 ] [ 10 I ] o 40
1330 - 14:00 il i ] 5 [ L] ] [ 0 I ] o 40
14:00 - 14:30 i [ o 5 [ § ] [ 0 I ] o 40
14:30 - 16:00 0 [ o 3 i 5 ] [ = ] [+] a0
12040 - 1G:30 " 0 o ] o ] a ] n I ] o an
1430 - 1600 ] [ ] ] i 5 o ¢ a0 I a o an
V&0 - 1830 ] 0 n ] 0 5 [ o a0 [ 0 o I
1630 - 1700 ] ] o ] 0 B ] [ 30 I ] o al
1T:00 - 3400 142 ] 0 i ] kil =] i 30 I o ] a0
0000 - 24,00 481 0 LT [ ] o 3o (I o 0 a0

Cumulathee Parcentages : % E% 0% 100% 100 100%

TelCenter i WU-ACGDNOD Page: 1
ACD-MIS Suparusar
Incoming Calls Waiting Report - Cumulative
7 - Bpacific Groupis)
Printed:  Twe Dec (2 1807 09-44:27 AM
Repaort bor 1270097 [Farmissions: BT5E)

CALL ARRIVAL GCALLS CALLS HUMBER OF CALLS ANSWERED WITHIN & SECOMNDE - AVERAGE DELAY PER CALL — LOMIEET MOM-OVERFLOW
TIME-OF-DAY OFFERED ANSWERED i) 40 B [} 1 100s [mss] O amn 40 & BD 00 DELAY DELAY
0000 - 68:30 78 503 TS ] ] o o o @ Ll i
0820 - (DD 48 ] 21 n 5 -] o 2 2 I 20 =
0800 - 30 48 % 2 1 ] Q 0 o = E £
DR - 1300 47 ot 3] 10 B Q )] 0 =@ 1) 22
000 - 18630 44 -3 20 i 5 a n non I ] 2
10:343 - 11:00 a5 a8 20 11 5 a [} oD = 2
1100 - 11:30 17 13 ] 3 H ] [ 0z & 2z
14-30 . 1200 & q i1 1 5§ o 0 1z . 5 23
12200 . 1230 '] 1% a0 i 5 ] o oo 5 3
12:30 . 1X00 a5 B3 0 0 5 ] o o 2 5 3
13:00 - 1330 an 13 a0 L1 H o [} 1 53 23
13:30 « 14:00 ™ 3 i i3 5 1] [} 1 2z I 50 a2
1400 - 44:30 & *® n 1% 5 ] Q o 2 I 50 o)
14:30 - 15:00 af ¥ H 10 8 o a t z N -] 22
1600 - 15:30 a6 5 1] ] & [} L] vz 50 3
1630 = #6500 an 15 0 10 & ] Q oz 50 x|
1606 - 45:30 a5 % i 1 B 0 a ¢ @ 2] e
1630 - 1700 as EH EL] 0 E ] a ¢z [ 50 3
17:00 - 2400 [5]] A% 284 141 T ] a o @ [ 50 =2

0090 - 2450 2158 ETE 91 4TE 23 0 ] = 5D Fal

Crmulative Percentioes © 5% BEN  T0EW 190%  100% w00

Professional Telecommunications = Monterey CA 93942 = T: 831.647.7001 = www.ptelinc.com




Sample ACD Reports

Telenter ||
ACD-MIE Supsnaser

WL-ACDA 00

Incoming Traffic Analysis Report - Cumulative

2 - Bpechic Groupds]

Printed: Tue Dec 02, 1887 1001510 AM

Repost For 1290187 iPermissins: 4754
CALLE ABAM s
CALL ARRTVAL  CALLS  CALLE BEFORE AFTER TOTAL  MBGHT  AVG, SPEDD AVG, CALL AVG, WAIT TO ABANDON MAX, WAIT T BLA CALL
TIRE-OF-OAY OFFERED  ANSW RA&H RAN  BUSY SERVICE OF ARSWER DURATION BEFORE RANAFTERRAKN ANSWER ABANDDN DURATION
oH00- 0030 T [T [E:] -] [ o5 23 a a0 [ 50 A 1=
050 0000 = B i -] 0 5 -] ] an o L] A L]
ek D0- D6 30 =) £l 1l -] [ ] rd 3 Bl ] @ ] L] W
05030- 10:00 & ] 11 ] -] 5 o & n o 5 L] 18
1G00- 10:30 &5 a5 W a ] 5 23 [ a0 Q = & -]
16038-11:00 ] ¥ i a -] 5 23 ] an Q 5 L] ]
11:00-11:30 17 13 4 o o 2 r) 5 an a S0 L] 1]
11:30-1200 43 a3 10 a =] g 2% ¥ an L] & Ll 1]
1E00- 1230 a5 a5 W o ] 5 23 ] an a ] & i ]
12501300 45 a5 L] ] o B 23 ] an a bl L] 1w
13:00- 12:30 a5 an " a a 8 3 # £ a 50 &0 iB
13:30-14:00 a5 Ak 1] o ] 5 22 E] 3 ] 1] & i1 ]
14:00- 14:30 &5 3 10 ] ] ] 2z = an 0| £l al W
14:30- 1300 ] n ] ] a § a2 ] an a 50 an 19
15:00- 1530 a5 a5 1 o o 5 23 El &3l ] 2] an L]
15:30- 16:00 a5 a5 L] ] o ] 2 L] m | % a0 L]
100 1530 a5 B ] ] a H 23 ] ] ] 50 a0 18
18301700 a5 a5 1% o o 5 23 E] g ] ] an b1 ]
17:00: 24:00 B3N 456 i o a [, 23 # b 0 54 40 19
0000 - 24030 2150 WTH e 3 o ] 241 23 ;] u ] -] a0 1|
TalCaniar 1l WLLACD ) Page: 1
ACD:MIS Supssusar
Warkload Detail Report - Cumulative
A« Spacitic Groupis)
Prined: Tug Dec 02 1007 11:00:00 AM
Rapart For 1200/97 (Pammissions: BT54]
CALL ARRIVAL CALLE CALLE CALLE 8 ANEWERED CALLS ABANDONED FERCENT
TIME-OF-DAY PRESENTED OFFERED ANSWERED UNDER GO3 Qo3 % BEFORE RAN AFTER RAN ABAMDONED
0000 -G0:30 w62 BONG ARGT ama E5% 1209 a 2%
08:30 -08:00 il T fil: 1 19 BEE, T a B
0800 -08:30 il =4 284 182 B, TR o DI
09:30 - 10:00 357 =0 285 153 55% T o 2%
10200 - 10:30 56 36 286 184 54% T ] 0%
#0230 - 11200 358 3 84 184 S5% T ] 0%
11200 - 11:30 137 137 L] ™ SE% 27 o B
11:30 « 12200 338 333 267 180 5&% 3 o 2%
12200 - 12:30 a5e 358 286 197 55% T2 o 0%
12:30 93700 365 35 85 187 S5% i 1] 0%
13300 - 93:30 3566 3G 1 g EE% ™ ] B
13:30 - 1400 il ann =1 157 BE% T 0 20%
A0 - 1430 1] L] ;e ] BE% T 0 20%
140 - RGO as7 ] e 186 GE% T n 2%
00 - 1530 b1 a8y mh 188 B T2 n 2%
1530 - 160 54 -] EL L] T 8t e a 2%
E0D - 1630 asT a54 FoE] o4 a5 T n P
1630 « 1700 355 E=] 286 107 55% tr 0 2%
1700 « 2400 4080 4570 588 TR S5 o 0 M
D300 - 2480 18653 16852 13408 9289 LET 988 0 0%

Professional Telecommunications = Monterey CA 93942 = T: 831.647.7001 = www.ptelinc.com




