Tenant Media Type Business Result Customer Segment
Chat Cs
DEFAULT BUSINESS_RESULT
Chat
default
Total
default
DEFAULT_CUSTOMER_SEGMENT
DEFAULT_BUSINESS_RESULT
Email
Email CS
Total
Environment
Voice DEFAULT_BUSINESS RESULT  default

Service Type

Chat ST

default

default

DEFAULT_SERVICE_TYPE

Email_ST

default

Interaction Type

Inbound

Inbound

Inbound

Outbound

Inbound

Inbound

Interaction Volume Business Attribute Report

Day

20160525
20160526
20160527
2016-06-01
2016-06-02
2016-06-08
20160613
20160525
20160527
2016-06-02

2016-06-08

2016-06-01
20160613
20160525
20160526
20160601
20160602

20160607

20160525
20160526
20160527
20160530
20160531
2016-06-01
2016-06-02
2016-06-03
2016-06-06
2016-06-10
2016-06-13
2016-06-14
2016-06-16
2016-06-17
2016-06-20
2016-07-06
20160720
20160721
20160727
20160728
20160801
2016-08-02
20160803
2016-08-04
2016-08-05
2016-08-08
2016-08-09
2016-08:10
2016-08-11
201608-12
20160815
2016-08-16
201608:17
201608-18
201608-19
20160822
20160823
20160824
20160825

20160826

% First
Response Time
Service Level

80.00%

91.78%
96.00%
93.33%
95.65%
90.00%

100.00%

100.00%

100.00%
50.00%
90.00%
92.31%
9231%
81.82%
86.36%

85.71%

60.00%
50.00%
16.67%
85.71%
40.00%
66.67%
69.57%
43.48%
70.00%

100.00%
50.00%
68.75%
46.67%

2.29%
23.08%
13.04%

0.00%
40.54%

0.00%

Entered
with
Objective

Finished
No
Response

accerid A\:cznpted
4 80.00%
[ 0.00%
0 0.00%
1 50.00%
[ 0.00%
1 50.00%
[ 0.00%
1 100.00%
5 100.00%
1 100.00%
1 100.00%
14 5385%
1 100.00%
2 100.00%
1 25.00%
[ 0.00%
1 100.00%
1 100.00%
[ 0.00%
6 40.00%
67 o7ek
2 9600
2 933w
2 9sesk
1B 9000%
3 10000%
3 10000%
1 10000%
1 s000%
1B 9000%
12 923
2 923
27 eeam
38 86.36%
12 85.71%
0 0.00%
2 100.00%
5 7L43
0 0.00%
4 100.00%
0 0.00%
3 60.00%
4 50.00%
1 16.67%
6 7%
6 4000%
4 66.67%
16 69.57%
0 a3
7 70.00%
4 100.00%
7 50.00%
11 68.75%
7 46.67%
3 a3k
3 23.08%
3 15.00%
0 0.00%
15 aa1zw
0 0.00%

Abandoned
Waiting

1

%
Abandoned
Waiting
20.00%
100.00%
100.00%
50.00%
100.00%
50.00%
100.00%
0.00%
0.00%
0.00%
0.00%
46.15%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
8.22%
4.00%
667%
4.35%
10.00%
0.00%
0.00%
0.00%
50.00%
10.00%
7.69%
7.69%
18.18%
13.64%
14.29%
100.00%
0.00%
28.57%
100.00%
0.00%
100.00%
40.00%
50.00%
83.33%
14.29%
60.00%
33.33%
30.43%
52.17%
30.00%
0.00%
50.00%
31.25%
53.33%
95.71%
76.92%
86.96%
100.00%
59.46%

100.00%

ASA
(Fmt)

00:00:35
00:00:00
00:00:00
00:00:05
00:00:00
00:00:26
00:00:00
00:00:05
00:00:03
00:00:04
00:00:04

00:00:14
00:00:02
00:00:00
00:00:35
00:00:00
00:00:12
00:00:05
00:00:00

00:00:09
00:00:09
00:00:09
00:00:13
00:00:09
00:00:11
00:00:14
00:00:18
00:00:23
00:00:21
00:00:14.
00:00:09
00:00:09
00:00:12
00:00:12
00:00:12
00:00:00
00:01:09
00:02:33
00:00:00
00:00:12
00:00:00
00:05:51
00:00:45
00:00:28
00:07:36
00:02:11
00:00:41
00:02:08
00:01:54
00:02:10
00:01:08
00:00:54
00:00:55
00:01:49
00:01:42
00:01:25
00:00:21
00:00:00
00:00:32

00:00:00

Max Accept
Time Agent
(Fmt)
00:01:05
00:00:00
00:00:00
00:00:05
00:00:00
00:00:26
00:00:00
00:00:05
00:00:04
00:00:04
00:00:04
00:01:05
00:00:02
00:00:00
00:00:35
00:00:00
00:00:12
00:00:05
00:00:00
00:00:35
00:00:26
00:00:14
00:02:30
00:00:10
00:00:25
00:00:17
00:00:24
00:00:23
00:00:21
00:00:18
00:00:09
00:00:09
00:00:44
00:00:14
00:00:14
00:00:00
00:01:25
00:09:26
00:00:00
00:00:18
00:00:00
00:11:58
00:01:52
00:00:28
00:17:38
00:02:45
00:00:58
00:07:43
00:07:57
00:03:29
00:02:06
00:01:45
00:01:33
00:04:38
00:02:24
00:02:29
00:00:31
00:00:00
00:01:15
00:00:00

Avg Abandoned
Waiting Time
(Fmt)

00:00:30
00:00:31
00:40:03
00:01:02
00:00:33
00:41:55
00:00:31
00:00:00
00:00:00
00:00:00
00:00:00
00:10:36
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:0024
00:00:26
00:00:25
00:0027
00:00:26
00:00:00
00:00:00
00:00:00
00:00:11
00:00:24
00:00:25
00:00:26
00:00:27
00:00:27
00:00:28
00:00:21
00:00:00
00:00:38
00:00:24
00:00:00
00:00:33
00:01:02
00:00:33
00:09:15
00:03:01
00:01:01
00:05:10
00:01:56
00:04:55
00:01:07
00:00:00
00:.02:27
00.02:34
00.01:14
00:00:34
00:00:59
00:00:29
00:00:36
00:00:49
00:00:25

Max Abandoned
Waiting Time
(Fmt)

00:00:30
00:00:31
01:19:07
00:01:02
00:00:33
00:41:55
00:00:32
00:00:00
00:00:00
00:00:00
00:00:00
01:19:07
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:26
00:00:26
00:00:26
00:00:27
00:00:26
00:00:00
00:00:00
00:00:00
00:00:11
00:00:29
00:00:25
00:00:26
00:00:29
00:00:29
00:00:28
00:00:22
00:00:00
00:00:44
00:00:53
00:00:00
00:00:54
00:01:24
00:00:58
00:35:53
00:03:01
00:02:06
00:09:54
00:04:39
00:41:57
00:01:40
00:00:00
00:09:37
00:04:54
00:02:05
00:02:13
00:02:19
00:01:52
00:00:47
00:02:25

00:00:25

Avg Finish

Response

Time (Fmt)
00:06:31
00:00:00
00:00:00
00:00:17
00:00:00
00:15:50
00:00:00
00:00:19
00:15:49
00:16:39
00:07:48
00:10:26
00:00:15
00:00:00
00:00:49
00:00:00
00:00:25
00:00:00
00:00:00
00:00:30
00:00:51
00:0043
00:0055
00:00:39
00:03:42
00:00:33
00:0213
00:12:41
00:00:29
000218
00:00:47
00:00:46
00:00:47
00:00:50
00:00:57
00:00:00
00:01:32
00:02:45
00:00:00
00:00:27
00:00:00
00:06:14
00:00:48
00:00:38
00:07:45
00:02:26
00:01:07
00:02:19
00:02:42
00:02:37
00:01:24
00:01:14
00:01:08
00:01:57
00:02:02
00:01:30
00:00:29
00:00:00
00:00:44

00:00:00

Avg
Handle
Time
(Fmt)
00:05:55
00:00:00
00:00:00
00:00:11
00:00:00
00:00:59
00:00:00
00:00:13
00:04:19
00:16:34
00:07:43
00:05:04
00:00:21
00:00:12
00:00:19
00:00:00
00:00:16
23:59:55
00:00:00
00:00:13
00:00:52
00:00:41
00:00:51
00:00:36
00:03:27
00:00:19
00:00:10
00:15:12
00:00:08
00:0205
00:00:47
00:00:47
00:00:41
00:00:46
00:00:55
00:00:00
00:00:21
00:00:09
00:00:00
00:00:13
00:00:00
00:00:20
00:00:03
00:00:07
00:00:07
00:00:12
00:00:24
00:00:09
00:00:49
00:00:27
00:00:16
00:00:19
00:00:13
00:00:09
00:00:19
00:00:05
00:00:09
00:00:00
00:00:11
00:00:00

00:05:55
00:00:00
00:00:00
00:00:11
00:00:00
00:00:59
00:00:00
00:00:13
00:04:19
00:16:34
00:07:43

00:05:04
00:00:12
00:00:12
00:00:14.
00:00:00
00:00:12
00:01:11
00:00:00

00:00:22
00:00:37
00:00:30
00:00:35
00:00:27
00:03:15
00:00:19
00:00:10
00:12:17
00:00:08
00:02:01
00:00:33
00:00:32
00:00:29
00:00:31
00:00:35
00:00:00
00:00:21
00:00:09
00:00:00
00:00:13
00:00:00
00:00:20
00:00:03
00:00:07
00:00:07
00:00:12
00:00:24
00:00:09
00:00:49
00:00:27
00:00:16
00:00:19
00:00:13
00:00:09
00:00:19
00:00:05
00:00:09
00:00:00
00:00:11

00:00:00

Avg
Hold
Time
(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:09
00:00:00
00:00:05
00:00:00
00:00:04
23:58:44
00:00:00

11:59:46
00:00:16
00:00:18
00:00:18
00:00:17
00:00:16
00:00:00
00:00:00
00:02:38
00:00:00
00:00:13
00:00:15
00:00:15
00:00:15
00:00:16
00:00:21
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg
Wrap
Time
(Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00

Transfer
Initiated

Agent

% Transfer
Initiated
Agent

37.31%
25.00%
35.71%
2273%

38.89%

16.67%
41.67%
37.50%
29.63%
23.68%

25.00%



Tenant

Environment

Media Type

Voice

Business Result Customer Segment

DEFAULT_BUSINESS RESULT ~ default

Service Type

default

Interaction Type

Inbound

Interaction Volume Business Attribute Report

Day

20160829
2016-08:30
20160831
2016-09-01
2016-09-02
2016-09-06
2016-09-08
2016-09-09
20160913
2016.09-14
201609-16
20160920
20160922
20160923
20160926
20160928
20160929
201609-30
20161003
201610-04
20161005
20161006
20161007
20161013
2016-10-14
20161018
20161019
2016-10-20
20161021
20161025
20161026
20161027
20161031
20161107
20161108
20161109
20161110
20161111
20161114
20161115
20161116
20161118
20161122
20161124
20161125
20161128
20161129
20161130
20161201
20161205
20161206
20161207
20161208
20161212
20161221
20161222
20161223
20161226
20161227

20161228

% First

Response Time
Service Level

57.14%

22.22%

100.00%

40.00%

100.00%

84.00%

57.14%

33.33%

94.12%

66.67%

100.00%

90.91%

100.00%

100.00%

100.00%

100.00%

100.00%

0.00%

100.00%

100.00%

68.75%

100.00%

87.50%
100.00%
43.48%

100.00%

75.00%
100.00%
23.08%
53.85%
66.67%

100.00%

100.00%

80.00%
100.00%
100.00%
100.00%
100.00%
100.00%

75.00%
100.00%

100.00%

100.00%
100.00%
100.00%

61.54%

94.12%

100.00%
50.00%
96.00%

Entered
with
Objective

Finished
No
Response

accerid A\:cznpted
4 57.14%
4 22.22%
25 100.00%
2 40.00%
15 100.00%
21 84.00%
4 57.14%
1 33.33%
16 94.12%
4 66.67%
6 100.00%
10 90.91%
1 100.00%
16 100.00%
2 100.00%
1 100.00%
1 100.00%
[ 0.00%
9 100.00%
2 100.00%
11 68.75%
11 100.00%
0 0.00%
14 87.50%
6 100.00%
10 43.48%
2 100.00%
[ 0.00%
3 75.00%
2 100.00%
3 33.33%
7 53.85%
6 66.67%
1 100.00%
[ 0.00%
2 50.00%
1 50.00%
[ 0.00%
8 100.00%
0 0.00%
2 100.00%
4 80.00%
1 100.00%
8 100.00%
13 100.00%
17 100.00%
2 100.00%
3 75.00%
8 100.00%
16 100.00%
0 0.00%
1 100.00%
1 100.00%
14 100.00%
8 61.54%
16 94.12%
[ 0.00%
23 100.00%
2 50.00%
24 96.00%

Abandoned
Waiting

2

%
Abandoned
Waiting
4286%
77.78%
0.00%
60.00%
0.00%
16.00%
42.86%
66.67%
5.88%
33.33%
0.00%
9.09%
0.00%
0.00%
0.00%
0.00%
0.00%
100.00%
0.00%
0.00%
31.25%
0.00%
100.00%
12.50%
0.00%
56.52%
0.00%
100.00%
25.00%
0.00%
76.92%
46.15%
33.33%
0.00%
100.00%
50.00%
50.00%
100.00%
0.00%
100.00%
0.00%
20.00%
0.00%
0.00%
0.00%
0.00%
0.00%
25.00%
0.00%
0.00%
100.00%
0.00%
0.00%
0.00%
38.46%
5.88%
100.00%
0.00%
50.00%

4.00%

ASA
(Fmt)

00:00:46
00:01:02
00:01:19
00:01:06
00:01:35
00:01:24
00:00:32
00:00:52
00:01:15
00:00:44
00:00:14
00:01:10
00:02:05
00:01:28
00:00:19
00:00:18
00:00:18
00:00:00
00:01:13
00:00:26
00:01:05
00:01:03
00:00:00
00:01:05
00:01:45
00:00:41
00:00:46
00:00:00
00:00:39
00:00:56
00:00:31
00:00:59
00:01:15
00:02:25
00:00:00
00:01:13
00:01:25
00:00:00
00:00:58
00:00:00
00:01:16
00:00:48
00:00:52
00:01:16
00:00:36
00:01:01
00:00:27
00:00:39
00:01:15
00:01:02
00:00:00
00:00:18
00:01:05
00:01:07
00:01:12
00:01:02
00:00:00
00:01:08
00:00:52
00:01:06

Max Accept
Time Agent
(Fmt)
00:01:09
00:01:52
00:02:02
00:01:13
00:02:24
00:02:28
00:00:52
00:00:52
00:02:05
00:00:52
00:00:22
00:02:05
00:02:05
00:02:05
00:00:19
00:00:18
00:00:18
00:00:00
00:02:05
00:00:30
00:02:05
00:02:05
00:00:00
00:02:14
00:04:12
00:01:36
00:01:02
00:00:00
00:00:52
00:01:14
00:00:56
00:02:26
00:02:05
00:02:25
00:00:00
00:01:13
00:01:25
00:00:00
00:01:38
00:00:00
00:02:05
00:01:49
00:00:52
00:01:16
00:00:53
00:02:05
00:00:27
00:00:52
00:02:05
00:02:05
00:00:00
00:00:18
00:02:04
00:02:05
00:01:25
00:02:04
00:00:00
00:02:05
00:01:16

00:02:05

Avg Abandoned
Waiting Time
(Fmt)
00:00:39
00:01:21
00:00:00
00:01:32
00:00:00
00:00:45
00:02:09
00:02:37
00:05:25
00:01:57
00:00:00
00:03:43
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:34
00:00:00
00:00:00
00:03:42
00:00:00
00:00:45
00:00:41
00:00:00
00:01:41
00:00:00
00:00:30
00:00:30
00:00:00
00:00:21
00:01:27
00:03:08
00:00:00
00:00:57
00:00:46
00:02:49
00:04:34
00:00:00
00:04:35
00:00:00
00:01:33
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:03:18
00:00:00
00:00:00
00:01:41
00:00:00
00:00:00
00:00:00
00:04:58
00:05:04
00:05:05
00:00:00
00:04:59

00:00:26

Max Abandoned
Waiting Time
(Fmt)
00:00:56
00:04:16
00:00:00
00:01:44
00:00:00
00:01:44
00:02:32
00:02:37
00:05:25
00:03:30
00:00:00
00:03:43
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:44
00:00:00
00:00:00
00:03:44
00:00:00
00:00:45
00:00:41
00:00:00
00:12:17
00:00:00
00:00:30
00:00:30
00:00:00
00:01:25
00:02:05
00:06:53
00:00:00
00:02:46
00:00:52
00:02:49
00:04:34
00:00:00
00:04:35
00:00:00
00:01:33
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:03:18
00:00:00
00:00:00
00:01:41
00:00:00
00:00:00
00:00:00
00:05:04
00:05:04
00:05:05
00:00:00
00:04:59
00:00:26

Avg Finish

Response

Time (Fmt)
00:00:54
00:01:10
00:01:26
00:01:11
00:01:41
00:01:36
00:00:43
00:00:57
00:01:20
00:00:48
00:00:31
00:01:17
00:02:11
00:01:34
00:00:22
00:00:21
00:00:21
00:00:00
00:01:18
00:00:41
00:01:14
00:01:09
00:00:00
00:01:13
00:02:32
00:01:06
00:00:50
00:00:00
00:00:44
00:01:08
00:00:50
00:01:08
00:01:20
00:03:17
00:00:00
00:01:18
00:01:30
00:00:00
00:01:04
00:00:00
00:01:22
00:01:00
00:00:57
00:02:44
00:00:53
00:01:29
00:00:33
00:00:45
00:01:20
00:01:31
00:00:00
00:00:22
00:01:11
00:01:39
00:01:17
00:01:32
00:00:00
00:01:30
00:00:57
00:01:28

Avg

Handle
Time
(Fmt)
00:00:08
00:00:08
00:00:07
00:00:06
00:00:05
00:00:06
00:00:11
00:00:05
00:00:06
00:00:05
00:00:15
00:00:06
00:00:06
00:00:06
00:00:04
00:00:03
00:00:03
00:00:00
00:00:05
00:00:15
00:00:09
00:00:05
00:00:00
00:00:07
00:00:07
00:00:21
00:00:04
00:00:00
00:00:05
00:00:12
00:00:13
00:00:06
00:00:06
00:00:10
00:00:00
00:00:06
00:00:05
00:00:00
00:00:05
00:00:00
00:00:06
00:00:06
00:00:05
00:00:06
00:00:06
00:00:05
00:00:06
00:00:05
00:00:05
00:00:05
00:00:00
00:00:04
00:00:05
00:00:05
00:00:05
00:00:06
00:00:00
00:00:06
00:00:06
00:00:05

00:00:08

00:00:08

00:00:07

00:00:06

00:00:05

00:00:06

00:00:11

00:00:05

00:00:06

00:00:05

00:00:15

00:00:06

00:00:06

00:00:06

00:00:04

00:00:03

00:00:03

00:00:00

00:00:05

00:00:15

00:00:09

00:00:05

00:00:00

00:00:07

00:00:07

00:00:21

00:00:04

00:00:00

00:00:05

00:00:12

00:00:13

00:00:06

00:00:06

00:00:10

00:00:00

00:00:06

00:00:05

00:00:00

00:00:05

00:00:00

00:00:06

00:00:06

00:00:05

00:00:06

00:00:06

00:00:05

00:00:06

00:00:05

00:00:05

00:00:05

00:00:00

00:00:04

00:00:05

00:00:05

00:00:05

00:00:06

00:00:00

00:00:06

00:00:06

00:00:05

Avg
Hold
Time
(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg
Wrap
Time

(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Transfer
Initiated
Agent

% Transfer
Initiated
Agent



Tenant

Environment

Media Type

Voice

Business Result

DEFAULT_BUSINESS_RESULT

Customer Segment Service Type

default default

DEFAULT_CUSTOMER_SEGMENT ~ DEFAULT_SERVICE_TYPE

Interaction Type

Inbound

Internal

Outbound

Inbound

Interaction Volume Business Attribute Report

Day

20170103
20170104
20170105
2017-01-06
2017-01-09
2017-01-10
20170111
20170118
20170127
2017-02:07
201702:09
20160525
20160526
20160527
20160530
20160531
2016-06-10
20160613
2016-06-14
20160616
20160617
2016-06-20
201607-06
20160818
2016-08-30
201609-14
20160915
2016-09-16
20161004
20161018
20161109
20160525
2016-06-01
20160811
20160928
201610-20
20161021
20161117
20160520
20160525
20160526
20160527
20160530
20160531
2016-06-01
20160602
2016-06-06
2016-06-10
20160616
20160617
20160705
20160706
20160707
20160713
20160714
20160715
20160718
201607-19
201607-20

20160721

% First
Response Time
Service Level
78.57%
57.14%
62.50%
0.00%
40.00%
93.75%

100.00%

100.00%
100.00%

90.91%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%

75.00%

100.00%

100.00%
16.67%
25.00%

Entered
with
Objective
14
7

Finished
No
Response

accerid A\:cznpted
11 78.57%
4 57.14%
5 62.50%
0 0.00%
6 40.00%
30 93.75%
19 100.00%
[ 0.00%
2 100.00%
1 100.00%
10 90.91%
25 100.00%
11 100.00%
15 100.00%
10 100.00%
10 100.00%
5 100.00%
5 100.00%
10 100.00%
20 100.00%
15 100.00%
10 100.00%
1 100.00%
2 100.00%
1 100.00%
3 100.00%
7 100.00%
2 100.00%
1 100.00%
1 100.00%
6 100.00%
1 100.00%
1 100.00%
1 100.00%
1 100.00%
3 75.00%
1 100.00%
[ 0.00%
3 100.00%
0 0.00%
2 100.00%
[ 0.00%
2 100.00%
0 0.00%
[ 0.00%
3 100.00%
1 16.67%
1 25.00%
0 0.00%
0 0.00%
0 0.00%
[ 0.00%
1 100.00%
[ 0.00%
[ 0.00%
[ 0.00%
[ 0.00%
[ 0.00%
[ 0.00%
[ 0.00%

Abandoned
Waiting

%
Abandoned
Waiting
21.43%
42.86%
37.50%
100.00%
60.00%
6.25%
0.00%
100.00%
0.00%
0.00%
9.09%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
25.00%
0.00%
100.00%
25.00%
4167%
0.00%
0.00%
0.00%
80.00%
0.00%
0.00%
66.67%
75.00%
100.00%
100.00%
100.00%
100.00%
75.00%
100.00%
100.00%
100.00%
1053%
43.75%
77.14%

88.24%

ASA
(Fmt)

00:01:07
00:01:00
00:01:03
00:00:00
00:00:52
00:01:11
00:01:14
00:00:00
00:01:01
00:01:25
00:01:14
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:17
00:00:19
00:00:22
00:00:09
00:00:05
00:00:06
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Max Accept
Time Agent
(Fmt)
00:02:04
00:01:25
00:01:25
00:00:00
00:01:16
00:02:06
00:02:05
00:00:00
00:01:16
00:01:25
00:02:05
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:17
00:00:19
00:00:22
00:00:09
00:00:05
00:00:06
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg Abandoned
Waiting Time
(Fmt)
00:00:36
00:03:43
00:04:58
00:00:22
00:05:00
00:01:58
00:00:00
00:00:15
00:00:00
00:00:00
00:00:15
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:15
00:00:00
00:01:10
00:00:00
00:00:27
00:00:00
00:00:00
00:00:00
00:02:07
00:00:00
00:00:00
00:00:12
00:00:53
00:01:53
00:00:32
00:00:21
00:00:17
00:00:04
00:00:03
00:00:38
00:00:59
00:01:10
00:02:24
00:02:32
00:00:37

Max Abandoned
Waiting Time
(Fmt)
00:01:08
00:04:50
00:05:05
00:00:23
00:05:20
00:03:34
00:00:00
00:00:15
00:00:00
00:00:00
00:00:15
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:15
00:00:00
00:01:10
00:00:00
00:00:52
00:00:00
00:00:00
00:00:00
00:02:08
00:00:00
00:00:00
00:00:17
00:00:56
00:02:11
00:00:32
00:00:32
00:00:27
00:00:05
00:00:03
00:01:03
00:02:11
00:02:09
00:35:20
00:43:55

00:03:02

Avg Finish

Response

Time (Fmt)
00:01:12
00:01:05
00:01:08
00:00:00
00:00:57
00:01:21
00:02:38
00:00:00
00:01:27
00:01:30
00:01:56
00:00:35
00:00:37
00:00:39
00:00:38
00:00:39
00:00:13
00:00:37
00:00:37
00:00:36
00:00:43
00:00:37
00:00:16
00:00:34
00:01:17
00:01:04
00:00:35
00:00:12
00:00:33
00:01:17
00:00:25
00:00:42
00:00:26
00:02:44
00:00:17
00:00:09
00:00:09
00:00:00
00:00:03
00:00:00
00:00:08
00:00:00
00:00:08
00:00:00
00:00:00
00:00:07
00:00:09
00:00:12
00:00:00
00:00:00
00:00:00
00:00:00
00:00:03
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg

Handle
Time
(Fmt)
00:00:05
00:00:05
00:00:05
00:00:00
00:00:05
00:00:05
00:01:10
00:00:00
00:00:26
00:00:05
00:00:42
00:00:59
00:01:02
00:01:03
00:01:01
00:01:05
00:00:00
00:01:00
00:01:00
00:00:55
00:01:06
00:00:52
00:00:00
00:00:07
00:00:00
00:00:10
00:00:10
00:00:10
00:00:00
00:00:00
00:00:00
00:00:25
00:00:07
00:02:22
00:00:08
00:00:04
00:00:03
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:05

00:00:05

00:00:05

00:00:00

00:00:05

00:00:05

00:01:10

00:00:00

00:00:26

00:00:05

00:00:42

00:00:45

00:00:49

00:00:48

00:00:47

00:00:50

00:00:00

00:00:46

00:00:46

00:00:41

00:00:51

00:00:40

00:00:00

00:00:07

00:00:00

00:00:10

00:00:10

00:00:10

00:00:00

00:00:00

00:00:00

00:00:25

00:00:07

00:02:06

00:00:08

00:00:04

00:00:03

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

Avg
Hold
Time
(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:08
00:00:08
00:00:09
00:00:08
00:00:09
00:00:00
00:00:08
00:00:08
00:00:10
00:00:10
00:00:14
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:16
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg
Wrap
Time

(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Transfer
Initiated

Agent

% Transfer
Initiated
Agent

40.00%
36.36%
40.00%
40.00%

40.00%

40.00%
40.00%
40.00%
40.00%

30.00%



Tenant

Environment

Media Type

Voice

Business Result Customer Segment Service Type

DEFAULT_BUSINESS RESULT ~ DEFAULT_CUSTOMER_SEGMENT ~ DEFAULT_SERVICE_TYPE

Interaction Type

Inbound

Interaction Volume Business Attribute Report

Day

20160722
20160726
20160727
20160728
20160729
2016-08-01
2016-08-02
20160803
2016-08-04
20160805
20160808
2016-08-09
2016-08-10
20160811
20160812
20160813
20160815
20160816
20160817
20160818
2016-08-19
20160822
20160823
20160824
20160825
20160826
20160829
2016-08-30
20160831
20160901
20160902
20160906
20160907
20160908
2016-09-09
20160012
20160913
201600-14
20160015
2016-00-16
2016-09-20
20160922
20160023
20160926
20160027
20160028
20160029
2016-09-30
20161001
20161003
20161004
20161005
20161006
20161007
20161012
20161013
20161014
20161017
20161018

2016-10-19

% First
Response Time
Service Level

26.32%
41.18%
2857%

2.94%
1757%
20.83%

22.34%

476%
37.50%
77.78%
16.95%
33.33%
22.22%

100.00%

Entered
with
Objective

174
229

119
178
138
193
150

Finished
No
Response

173
228

119
178
138
189
150

accerid A\:cznpted
0 0.00%
[ 0.00%
0 0.00%
0 0.00%
[ 0.00%
[ 0.00%
[ 0.00%
4 4.76%
[ 0.00%
[ 0.00%
0 0.00%
[ 0.00%
[ 0.00%
1 0.65%
1 0.50%
0 0.00%
0 0.00%
[ 0.00%
0 0.00%
4 2.31%
[ 0.00%
[ 0.00%
0 0.00%
1 141%
[ 0.00%
[ 0.00%
[ 0.00%
1 1.28%
0 0.00%
[ 0.00%
5 26.32%
21 41.18%
4 28.57%
2 3.28%
13 17.57%
10 20.83%
21 22.83%
[ 0.00%
0 0.00%
3 7.32%
[ 0.00%
[ 0.00%
3 4.76%
3 42.86%
7 77.78%
20 16.95%
21 34.43%
4 22.22%
1 100.00%
0 0.00%
5 20.00%
3 4.00%
10 14.29%
[ 0.00%
[ 0.00%
4 4.08%
[ 0.00%
[ 0.00%
[ 0.00%
[ 0.00%

Abandoned
Waiting

3

122
195

%
Abandoned
Waiting
60.00%
100.00%
100.00%
66.67%
43.48%
66.67%
55.32%
58.43%
51.35%
9.68%
30.77%
56.45%
56.63%
70.11%
85.15%
8333%
47.06%
60.67%
69.57%
56.48%
7267%
62.65%
45.27%
34.72%
50.00%
33.33%
7L58%
68.48%
94.48%
25.00%
1053%
4314%
42.86%
32.35%
33.78%
6.25%
26.60%
30.56%
50.00%
17.07%
25.00%
21.43%
15.87%
12.50%
22.22%
72.88%
47.62%
77.18%
0.00%
56.25%
50.00%
26.67%
14.20%
23.81%
1053%
25.74%
2162%
18.75%
38.38%
66.67%

ASA
(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:02
00:00:02
00:00:12
00:00:02
00:00:02
00:00:04
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:02
00:00:02
00:00:02
00:00:05
00:00:02
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:02
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Max Accept
Time Agent
(Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:02
00:00:02
00:00:12
00:00:02
00:00:02
00:00:20
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:03
00:00:02
00:00:02
00:00:18
00:00:03
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:02
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg Abandoned
Waiting Time
(Fmt)
00:02:26
00:00:20
00:02:41
00:00:23
00:00:14
00:00:27
00:01:57
00:01:06
00:00:17
00:00:31
00:03:51
00:00:46
00:01:08
00:00:38
00:00:29
00:00:20
00:01:01
00:00:38
00:00:50
00:00:45
00:00:38
00:00:40
00:00:27
00:01:01
00:00:49
00:01:01
00:00:19
00:00:23
00:00:22
00:00:40
00:00:49
00:00:37
00:00:54
00:00:22
00:00:26
00:00:20
00:00:29
00:00:58
00:00:18
00:00:29
00:00:49
00:00:40
00:01:28
00:00:04
00:10:33
00:00:19
00:01:04
00:01:09
00:00:00
00:00:29
00:00:29
00:00:43
00:00:31
00:00:25
00:00:17
00:01:12
00:00:47
00:00:42
00:00:25
00:00:09

Max Abandoned
Waiting Time
(Fmt)
00:04:03
00:01:00
00:09:48
00:00:33
00:00:23
00:01:14
00:20:32
00:27:47
00:01:18
00:00:50
00:33:36
00:04:47
00:08:35
00:05:37
00:04:14
00:01:12
00:11:29
00:03:21
00:05:33
00:06:27
00:04:32
00:07:56
00:02:07
00:02:10
00:03:26
00:02:34
00:01:04
00:02:09
00:00:52
00:02:05
00:01:25
00:01:31
00:00:56
00:00:55
00:01:35
00:00:20
00:01:26
00:02:56
00:00:18
00:00:55
00:03:15
00:00:41
00:09:23
00:00:04
00:20:33
00:00:20
00:14:35
00:07:26
00:00:00
00:01:50
00:01:28
00:01:25
00:00:55
00:00:45
00:00:34
00:18:50
00:03:37
00:01:19
00:01:58
00:00:26

Avg Finish

Response

Time (Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:02
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:17
00:00:03
00:00:00
00:00:00
00:00:00
00:00:00
00:00:09
00:00:00
00:00:00
00:00:00
00:00:02
00:00:00
00:00:00
00:00:00
00:00:19
00:00:00
00:00:00
00:00:21
00:00:15
00:00:53
00:00:15
00:00:35
00:00:10
00:00:13
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:26
00:00:28
00:00:39
00:01:04
00:00:22
00:00:09
00:00:05
00:00:00
00:00:03
00:00:09
00:00:25
00:00:00
00:00:00
00:00:11
00:00:00
00:00:00
00:00:00
00:00:00

Avg

Handle
Time
(Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:28
00:00:51
00:00:00
00:00:33
00:00:08
00:00:09
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:24
00:00:26
00:00:43
00:01:07
00:00:20
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:23
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:28

00:00:51

00:00:00

00:00:33

00:00:08

00:00:09

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:24.

00:00:26

00:00:43

00:01:07

00:00:20

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:23

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

Avg
Hold
Time
(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg
Wrap
Time

(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Transfer
Initiated
Agent

% Transfer
Initiated
Agent



Tenant

Environment

Media Type

Voice

Business Result Customer Segment Service Type

DEFAULT_BUSINESS RESULT ~ DEFAULT_CUSTOMER_SEGMENT ~ DEFAULT_SERVICE_TYPE

Interaction Type

Inbound

Interaction Volume Business Attribute Report

Day

20161020
20161021
20161024
20161025
20161026
20161027
20161028
20161031
20161101
20161102
20161103
20161104
20161107
20161108
20161109
20161110
20161111
20161114
20161115
20161116
20161117
20161118
20161121
20161122
20161123
20161124
20161125
20161128
20161129
20161130
20161201
20161202
20161205
20161206
20161207
20161208
20161209
20161212
20161219
20161221
20161222
20161223
20161226
20161227
20161228
20161229
20170102
20170103
20170104
20170105
20170106
20170109
20170110
20170111
20170112
20170113
20170116
20170117
20170118

20170119

% First
Response Time
Service Level

16.67%

1.64%

Entered
with
Objective

2

Finished
No
Response

20

accerid A\:cznpted
4 18.18%
1 1.67%
0 0.00%
0 0.00%
4 7.84%
[ 0.00%
[ 0.00%
[ 0.00%
[ 0.00%
[ 0.00%
0 0.00%
[ 0.00%
[ 0.00%
6 85.71%
[ 0.00%
0 0.00%
0 0.00%
[ 0.00%
0 0.00%
[ 0.00%
[ 0.00%
[ 0.00%
0 0.00%
[ 0.00%
[ 0.00%
[ 0.00%
[ 0.00%
1 0.85%
0 0.00%
[ 0.00%
[ 0.00%
0 0.00%
[ 0.00%
[ 0.00%
9 47.37%
[ 0.00%
[ 0.00%
[ 0.00%
0 0.00%
0 0.00%
1 2.00%
[ 0.00%
[ 0.00%
0 0.00%
3 3.26%
1 33.33%
[ 0.00%
13 20.97%
1 1.82%
0 0.00%
0 0.00%
[ 0.00%
[ 0.00%
[ 0.00%
[ 0.00%
1 25.00%
[ 0.00%
[ 0.00%
14 100.00%
[ 0.00%

Abandoned
Waiting

14

%
Abandoned
Waiting
58.33%
19.67%
60.00%
33.33%
51.92%
45.71%
0.00%
50.00%
100.00%
100.00%
100.00%
0.00%
16.67%
14.29%
44.83%
28.57%
35.71%
33.33%
25.81%
15.79%
67.65%
68.00%
2.38%
19.15%
2353%
4314%
17.86%
13.33%
4.00%
8.70%
17.86%
0.00%
12.50%
11.11%
26.32%
12.00%
100.00%
1061%
10.00%
18.52%
15.69%
52.17%
14.20%
58.46%
15.22%
0.00%
100.00%
6.45%
12.73%
10.42%
100.00%
12.00%
23.08%
1150%
20.00%
56.52%
50.00%
100.00%
0.00%
66.67%

ASA
(Fmt)

00:00:04
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:02
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:12
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Max Accept
Time Agent
(Fmt)
00:00:12
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:02
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:12
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg Abandoned
Waiting Time
(Fmt)
00:00:29
00:00:29
00:01:05
00:00:18
00:00:24
00:00:44
00:00:00
00:00:52
00:00:04
00:00:04
00:00:04
00:00:00
00:00:13
00:00:14
00:01:03
00:00:32
00:01:35
00:00:23
00:01:09
00:01:27
00:01:11
00:01:08
00:00:07
00:00:30
00:00:22
00:00:22
00:00:32
00:00:34
00:00:43
00:00:44
00:00:42
00:00:00
00:00:59
00:00:39
00:00:18
00:00:31
00:00:15
00:00:55
00:00:17
00:01:17
00:01:27
00:01:34
00:00:23
00:00:42
00:00:35
00:00:00
00:00:03
00:00:44
00:01:21
00:00:47
00:00:06
00:01:01
00:00:59
00:23:18
00:00:00
00:01:04
00:00:39
00:00:56
00:00:00

00:00:51

Max Abandoned
Waiting Time
(Fmt)
00:01:35
00:00:55
00:01:21
00:01:28
00:01:24
00:01:00
00:00:00
00:00:52
00:00:04
00:00:04
00:00:04
00:00:00
00:00:31
00:00:14
00:01:50
00:00:59
00:03:29
00:00:41
00:03:55
00:03:16
00:03:47
00:02:07
00:00:07
00:00:55
00:00:35
00:03:12
00:01:37
00:01:47
00:00:44
00:00:56
00:00:45
00:00:00
00:02:11
00:00:55
00:00:22
00:00:55
00:00:17
00:01:25
00:00:27
00:02:25
00:02:47
00:03:01
00:00:55
00:02:46
00:00:55
00:00:00
00:00:03
00:00:55
00:04:49
00:01:01
00:00:06
00:01:01
00:03:48
03:01:51
00:00:00
00:13:03
00:00:39
00:00:56
00:00:00
00:01:34

Avg Finish

Response

Time (Fmt)
00:00:10
00:00:08
00:00:00
00:00:00
00:00:21
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:05
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:02
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:22
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:01
00:00:00
00:00:00
00:00:00
00:00:07
00:00:08
00:00:00
00:00:13
00:00:18
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:05
00:00:00
00:00:00
00:00:06
00:00:00

Avg

Handle
Time
(Fmt)
00:00:07
00:00:08
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:20
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:06
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:07

00:00:08

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:20

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:06

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

Avg
Hold
Time
(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg
Wrap
Time

(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Transfer
Initiated
Agent

% Transfer
Initiated
Agent



Tenant

Environment

Media Type

Voice

Business Result Customer Segment Service Type

DEFAULT_BUSINESS RESULT ~ DEFAULT_CUSTOMER_SEGMENT ~ DEFAULT_SERVICE_TYPE

Interaction Type

Inbound

Internal

Interaction Volume Business Attribute Report

Day

20170120
20170123
20170124
20170125
20170127
20170131
201702:02
2017-02:06
20170207
20170208
201702:09
201702:10
20170213
20170214
20170217
20160525
20160526
2016-06-08
20160616
201607-06
20160707
20160713
201607-14
20160715
201607-18
201607-19
20160725
20160803
20160808
20160809
2016-08-10
20160811
20160812
20160815
20160816
20160817
20160818
20160819
20160822
20160823
20160824
20160825
20160826
20160829
2016-08-30
20160906
20160007
20160008
201600-14
20160015
20160020
20160028
20160029
20161003
20161004
20161005
20161007
20161012
20161013

2016-10-14

% First
Response Time
Service Level

66.67%

100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
33.33%
100.00%
74.32%
73.24%
84.51%
12.17%
20.00%
57.14%
68.00%
76.92%
50.00%
62.79%
54.55%
3158%
30.77%
50.00%
20.59%
100.00%
100.00%

100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%
100.00%

35.14%

100.00%

Entered
with
Objective

Finished
No
Response

accerid A\:cznpted
2 66.67%
[ 0.00%
0 0.00%
0 0.00%
[ 0.00%
[ 0.00%
1 8.33%
[ 0.00%
[ 0.00%
[ 0.00%
0 0.00%
[ 0.00%
[ 0.00%
1 4.55%
[ 0.00%
1 100.00%
11 100.00%
1 100.00%
2 100.00%
1 100.00%
1 100.00%
2 100.00%
3 100.00%
2 100.00%
5 100.00%
5 100.00%
8 100.00%
8 100.00%
3 33.33%
26 100.00%
55 75.34%
52 75.36%
60 88.24%
14 12.96%
4 23.53%
16 59.26%
51 68.92%
10 76.92%
8 50.00%
54 62.79%
12 54.55%
24 32.88%
4 30.77%
12 50.00%
14 20.90%
1 100.00%
2 100.00%
0 0.00%
2 100.00%
4 100.00%
2 100.00%
2 100.00%
4 100.00%
1 100.00%
6 100.00%
1 100.00%
2 100.00%
3 100.00%
13 35.14%
3 100.00%

Abandoned
Waiting

%
Abandoned
Waiting
33.33%
0.00%
75.00%
0.00%
0.00%
100.00%
8333%
0.00%
16.00%
30.77%
47.06%
35.48%
40.00%
4.55%
100.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
66.67%
0.00%
25.68%
26.76%
15.49%
87.83%
80.00%
42.86%
32.00%
23.08%
50.00%
37.21%
45.45%
68.42%
60.23%
50.00%
79.41%
0.00%
0.00%
100.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
64.86%

0.00%

ASA
(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:06
00:00:00
00:00:27
00:00:27
00:00:23
00:00:11
00:00:14.
00:00:25
00:00:16
00:00:20
00:00:17
00:00:10
00:00:14.
00:00:26
00:00:18
00:00:19
00:00:31
00:00:18
00:00:00
00:00:14.
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:04
00:00:00
00:00:14.
00:00:00
00:00:15

00:00:43

Max Accept
Time Agent
(Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:09
00:00:00
00:00:54
00:01:16
00:00:47
00:00:53
00:00:51
00:00:45
00:00:37
00:00:49
00:00:33
00:00:15
00:00:36
00:00:30
00:00:42
00:00:25
00:00:36
00:00:32
00:00:00
00:00:14
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:14
00:00:00
00:00:14
00:00:00
00:00:30

00:00:43

Avg Abandoned
Waiting Time
(Fmt)
00:00:36
00:00:00
00:01:37
00:00:00
00:00:00
00:00:24
00:00:55
00:00:00
00:01:17
00:01:01
00:00:42
00:00:17
00:00:56
00:00:54
00:00:19
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:18
00:00:00
00:00:14
00:00:13
00:00:10
00:00:12
00:00:12
00:00:11
00:00:15
00:00:13
00:00:14
00:00:13
00:00:16
00:00:14
00:00:14
00:00:15
00:00:11
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:11

00:00:00

Max Abandoned
Waiting Time
(Fmt)
00:00:36
00:00:00
00:02:19
00:00:00
00:00:00
00:00:32
00:03:23
00:00:00
00:02:42
00:01:54
00:02:16
00:00:39
00:01:27
00:00:54
00:00:32
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:20
00:00:00
00:00:20
00:00:20
00:00:18
00:00:32
00:00:20
00:00:19
00:00:20
00:00:16
00:00:18
00:00:20
00:00:20
00:00:20
00:00:16
00:00:20
00:00:19
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:18
00:00:00

Avg Finish

Response

Time (Fmt)
00:00:16
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:03
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:11
00:00:00
00:03:23
00:00:30
00:00:28
00:00:25
00:00:28
00:00:08
00:00:05
00:00:20
00:02:53
00:01:01
00:01:31
00:00:21
00:01:06
00:01:35
00:00:55
00:01:07
00:01:24
00:01:06
00:00:49
00:00:52
00:01:00
00:00:51
00:00:59
00:00:44
00:01:16
00:00:33
00:00:37
00:01:25
00:00:43
00:00:40
00:00:07
00:00:19
00:00:00
00:00:58
00:00:11
00:00:13
00:00:17
00:00:11
00:00:09
00:00:50
00:00:05
00:00:56
00:02:38
00:00:55
00:03:39

Avg

Handle
Time
(Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:04
00:00:07
00:00:05
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:01:00
00:00:00
00:00:00
00:00:32
00:01:06
00:00:48
00:00:26
00:00:15
00:00:35
00:00:15
00:00:04
00:00:20
00:00:31
00:00:00
00:00:07
00:00:10
00:00:00
00:00:09
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:16
00:00:00
00:00:40
00:00:00
00:00:00
00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:04

00:00:07

00:00:05

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:01:00

00:00:00

00:00:00

00:00:32

00:01:06

00:00:48

00:00:26

00:00:15

00:00:35

00:00:15

00:00:04

00:00:20

00:00:31

00:00:00

00:00:07

00:00:10

00:00:00

00:00:09

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:16

00:00:00

00:00:40

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

Avg
Wrap
Time

(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Transfer
Initiated
Agent

% Transfer
Initiated
Agent



Tenant

Environment

Media Type

Voice

Business Result Customer Segment Service Type

DEFAULT_BUSINESS RESULT ~ DEFAULT_CUSTOMER_SEGMENT ~ DEFAULT_SERVICE_TYPE

Interaction Type

Internal

Outbound

Interaction Volume Business Attribute Report

Day

20161017
20161018
201610-19
20161025
20161026
20161027
20161107
201611-09
20161118
20161122
20161123
20161124
20161125
20161129
20161201
20161206
20161212
20161223
20161228
20161229
20170104
20170105
20170111
20170208
20160520
20160525
20160527
20160531
2016-06-01
2016-06-06
20160616
20160718
201607-19
201607-20
20160721
20160722
20160725
20160728
20160729
20160801
20160802
20160803
2016-08-04
20160805
20160808
2016-08-09
2016-08-10
20160811
20160812
20160813
20160815
20160816
20160817
20160818
20160819
20160822
20160823
20160824
20160825

20160826

% First

Response Time
Service Level

66.67%

36.23%

87.50%

74.47%

56.00%

62.50%

9.52%

100.00%

0.00%

12.50%

40.00%

80.00%

26.67%

80.00%

100.00%

16.67%

75.00%

100.00%

50.00%

66.67%

100.00%

100.00%

100.00%

57.14%

100.00%
100.00%
100.00%

50.00%

100.00%
30.77%
23.68%
50.00%
36.36%
10.00%

100.00%
50.00%
16.22%
25.00%
18.00%
17.46%
17.50%
34.48%
29.41%
33.33%
31.25%
20.00%
20.00%
90.00%
2353%
18.60%
16.67%

853%
30.23%
31.25%
11.70%
25.86%
14.06%

42.11%

Entered
with
Objective

Finished
No
Response

accerid A\:cznpted
2 66.67%
25 36.23%
7 87.50%
35 74.47%
14 66.67%
5 62.50%
4 9.52%
1 100.00%
[ 0.00%
1 12.50%
6 50.00%
8 80.00%
4 26.67%
16 80.00%
5 100.00%
4 16.67%
3 75.00%
7 100.00%
1 50.00%
2 66.67%
6 100.00%
6 100.00%
1 100.00%
4 57.14%
[ 0.00%
2 100.00%
7 100.00%
1 100.00%
1 50.00%
[ 0.00%
1 100.00%
16 32.65%
9 23.68%
2 50.00%
4 36.36%
1 14.29%
1 100.00%
1 50.00%
6 27.27%
2 100.00%
9 25.71%
1 19.64%
7 17.50%
20 37.04%
10 29.41%
1 33.33%
10 38.46%
8 22.86%
5 31.25%
9 90.00%
8 23.53%
8 50.00%
9 26.47%
1 14.67%
13 39.39%
10 34.48%
1 25.00%
15 29.41%
9 16.36%
8 42.11%

Abandoned
Waiting

%
Abandoned
Waiting
33.33%
63.77%
12.50%
25.53%
44.00%
37.50%
90.48%
0.00%
100.00%
87.50%
60.00%
20.00%
73.33%
20.00%
0.00%
8333%
25.00%
0.00%
50.00%
33.33%
0.00%
0.00%
0.00%
42.86%
100.00%
0.00%
0.00%
0.00%
50.00%
100.00%
0.00%
69.23%
76.32%
50.00%
63.64%
90.00%
0.00%
50.00%
83.78%
75.00%
82.00%
82.54%
82.50%
65.52%
70.59%
66.67%
68.75%
80.00%
80.00%
10.00%
76.47%
81.40%
83.33%
9L47%
60.77%
68.75%
88.30%
74.14%
85.94%

57.89%

ASA
(Fmt)

00:00:30
00:00:40
00:00:00
00:00:31
00:00:34
00:00:20
00:00:31
00:00:00
00:00:00
00:00:00
00:00:00
00:00:22
00:00:35
00:00:00
00:00:28
00:00:00
00:00:27
00:00:26
00:00:00
00:00:32
00:00:18
00:00:40
00:00:00
00:00:36
00:00:00
00:00:22
00:00:09
00:00:27
00:00:27
00:00:00
00:00:00
00:00:41
00:00:48
00:00:26
00:00:31
00:00:27
00:00:33
00:00:26
00:00:32
00:00:30
00:00:35
00:00:39
00:01:03
00:01:51
00:00:47
00:00:44.
00:00:38
00:00:44.
00:00:55
00:00:31
00:00:36
00:00:31
00:00:29
00:00:57
00:00:32
00:00:32
00:00:36
00:00:30
00:00:48

00:00:28

Max Accept
Time Agent
(Fmt)
00:00:30
00:01:15
00:00:00
00:00:31
00:00:37
00:00:37
00:00:31
00:00:00
00:00:00
00:00:00
00:00:00
00:00:41
00:00:36
00:00:00
00:00:32
00:00:00
00:00:27
00:00:57
00:00:00
00:00:32
00:00:32
00:00:49
00:00:00
00:00:36
00:00:00
00:00:23
00:00:37
00:00:27
00:00:27
00:00:00
00:00:00
00:02:56
00:02:08
00:00:27
00:00:34
00:00:27
00:00:33
00:00:26
00:01:19
00:00:33
00:01:31
00:01:22
00:01:43
00:16:13
00:02:32
00:03:43
00:01:23
00:02:16
00:03:04
00:00:40
00:00:47
00:00:59
00:00:39
00:02:24
00:01:10
00:01:11
00:02:05
00:00:41
00:01:35

00:00:28

Avg Abandoned
Waiting Time
(Fmt)
00:00:10
00:00:14
00:00:19
00:00:15
00:00:11
00:00:11
00:00:11
00:00:00
00:00:12
00:00:11
00:00:10
00:00:20
00:00:10
00:00:11
00:00:00
00:00:10
00:00:19
00:00:00
00:00:10
00:00:10
00:00:00
00:00:00
00:00:00
00:00:15
00:00:18
00:00:00
00:00:00
00:00:00
00:00:29
00:00:16
00:00:00
00:01:23
00:00:54
00:00:43
00:00:25
00:00:19
00:00:00
00:00:20
00:00:16
00:00:00
00:00:25
00:00:26
00:00:38
00:00:29
00:00:39
00:00:54
00:00:39
00:00:32
00:00:33
00:01:36
00:00:19
00:00:12
00:00:16
00:00:17
00:00:17
00:00:16
00:00:14
00:00:21
00:00:38

00:00:42

Max Abandoned
Waiting Time
(Fmt)
00:00:10
00:00:19
00:00:19
00:00:17
00:00:19
00:00:12
00:00:15
00:00:00
00:00:14
00:00:13
00:00:20
00:00:20
00:00:19
00:00:11
00:00:00
00:00:11
00:00:19
00:00:00
00:00:10
00:00:10
00:00:00
00:00:00
00:00:00
00:00:15
00:00:18
00:00:00
00:00:00
00:00:00
00:00:29
00:00:16
00:00:00
00:19:12
00:03:32
00:01:05
00:00:47
00:01:09
00:00:00
00:00:20
00:01:29
00:00:00
00:01:35
00:01:28
00:01:44
00:01:54
00:02:29
00:02:41
00:04:35
00:02:41
00:06:51
00:01:36
00:00:37
00:01:30
00:01:49
00:01:34
00:01:08
00:00:30
00:03:57
00:01:47
00:02:17
00:01:37

Avg Finish

Response

Time (Fmt)
00:00:38
00:00:55
00:00:31
00:01:12
00:01:05
00:01:02
00:01:00
00:00:10
00:00:00
00:03:01
00:00:51
00:01:12
00:00:57
00:00:28
00:00:40
00:01:10
00:00:53
00:01:11
00:01:01
00:00:32
00:00:49
00:01:01
03:02:06
00:02:41
00:00:00
00:00:32
00:00:25
00:00:39
00:00:40
00:00:00
00:00:11
00:00:57
00:01:13
00:02:18
00:00:44
00:00:31
00:00:43
00:00:36
00:00:42
00:00:42
00:00:50
00:01:34
00:01:18
00:02:15
00:01:03
00:02:42
00:02:00
00:01:19
00:01:14
00:01:10
00:00:47
00:00:45
00:00:40
00:01:19
00:00:45
00:00:48
00:00:47
00:00:45
00:01:06
00:00:37

Avg

Handle
Time
(Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:10
00:00:05
00:00:12
00:00:13
00:00:00
00:00:06
00:00:16
00:00:25
00:01:52
00:00:13
00:00:04
00:00:06
00:00:10
00:00:09
00:00:08
00:00:12
00:00:54
00:00:09
00:00:21
00:00:12
00:01:54
00:00:10
00:00:16
00:00:11
00:00:05
00:00:09
00:00:13
00:00:09
00:00:18
00:00:05
00:00:14
00:00:08
00:00:06
00:00:16
00:00:04

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:10

00:00:05

00:00:12

00:00:13

00:00:00

00:00:06

00:00:16

00:00:25

00:01:52

00:00:13

00:00:04

00:00:06

00:00:10

00:00:09

00:00:08

00:00:12

00:00:54.

00:00:09

00:00:21

00:00:12

00:01:54.

00:00:10

00:00:16

00:00:11

00:00:05

00:00:09

00:00:13

00:00:09

00:00:18

00:00:05

00:00:14.

00:00:08

00:00:06

00:00:16

00:00:04

Avg
Hold
Time
(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg
Wrap
Time

(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Transfer
Initiated
Agent

% Transfer
Initiated
Agent



Tenant

Environment

Media Type

Voice

Business Result Customer Segment Service Type Interaction Type

DEFAULT_BUSINESS RESULT ~ DEFAULT_CUSTOMER SEGMENT  DEFAULT_SERVICE_TYPE ~ Outbound

Interaction Volume Business Attribute Report

Day

20160827
20160829
2016-08-30
20160831
2016-09-01
201609-02
2016-09-06
2016-09-07
20160908
2016-09-09
201609-12
20160913
2016.09-14
20160915
20160916
20160917
20160920
20160922
20160923
20160926
20160927
20160928
20160929
20161003
2016-10-04
20161005
2016-10-06
20161007
20161012
20161013
201610-14
20161017
20161018
20161019
2016-10-20
20161021
20161024
20161025
20161026
20161027
20161028
20161031
20161104
20161107
20161109
20161110
20161111
20161114
20161115
20161116
20161117
20161118
20161121
20161122
20161123
20161124
20161125
20161128
20161129

20161130

% First
Response Time
Service Level
0.00%
42.86%
10.00%
100.00%
17.50%
55.56%
72.73%
100.00%
43.48%
50.00%
40.30%
31.43%
63.33%
50.00%
48.72%
100.00%
38.89%
37.50%
25.27%
80.00%
100.00%
16.53%
65.00%
41.94%
42.86%
21.43%
30.48%
53.33%
48.57%
36.54%
40.74%
10.34%

4.35%

19.05%

46.88%

50.00%
5.26%
83.33%

11.29%
100.00%
22.86%
12.50%
37.93%
34.15%
76.92%
30.00%
46.88%
27.08%
8.33%
23.68%
3.03%
35.85%
31656

48.48%

Entered
with
Objective

140
105

Finished
No
Response

accerid A\:cznpted
0 0.00%
6 75.00%
1 50.00%
1 100.00%
7 53.85%
15 62.50%
24 72.73%
8 100.00%
30 58.82%
a1 57.75%
27 45.00%
33 37.93%
19 63.33%
2 50.00%
19 50.00%
1 100.00%
14 42.42%
6 37.50%
23 27.38%
8 100.00%
6 100.00%
20 16.95%
26 86.67%
13 41.94%
15 65.22%
30 22.56%
32 34.78%
16 59.26%
17 54.84%
38 39.18%
33 43.42%
3 11.54%
3 10.34%
[ 0.00%
4 40.00%
30 50.00%
[ 0.00%
1 50.00%
1 33.33%
10 83.33%
[ 0.00%
1 50.00%
[ 0.00%
0 0.00%
7 17.95%
5 100.00%
8 25.00%
1 12.50%
1 44.00%
14 43.75%
10 76.92%
3 30.00%
30 50.00%
13 31.71%
1 8.33%
9 27.27%
1 357%
57 39.86%
25 33.78%
32 52.46%

Abandoned
Waiting

%
Abandoned
Waiting
100.00%
57.14%
90.00%
0.00%
8250%
44.44%
27.27%
0.00%
56.52%
50.00%
50.70%
68.57%
36.67%
50.00%
51.28%
0.00%
61.11%
62.50%
74.73%
20.00%
0.00%
83.47%
35.00%
58.06%
57.14%
7857%
69.52%
46.67%
51.43%
63.46%
50.26%
89.66%
95.65%
100.00%
80.95%
53.13%
100.00%
50.00%
94.74%
16.67%
100.00%
50.00%
100.00%
100.00%
88.71%
0.00%
77.14%
87.50%
62.07%
65.85%
23.08%
70.00%
53.13%
72.92%
9L67%
76.32%
96.97%
64.15%
68.35%

51520

ASA
(Fmt)

00:00:00
00:00:35
00:00:25
00:00:23
00:00:03
00:00:25
00:00:10
00:00:16
00:00:24
00:00:16
00:00:19
00:00:16
00:00:24
00:01:25
00:00:32
00:00:28
00:00:35
00:00:28
00:00:21
00:00:02
00:00:07
00:00:01
00:00:03
00:00:28
00:00:32
00:00:30
00:00:22
00:00:50
00:01:04
00:00:33
00:00:45
00:00:28
00:00:36
00:00:00
00:00:00
00:00:43
00:00:00
00:00:32
00:00:34.
00:00:28
00:00:00
00:00:32
00:00:00
00:00:00
00:00:24.
00:00:24.
00:00:24.
00:00:24.
00:00:24.
00:00:32
00:00:27
00:00:24.
00:00:37
00:00:28
00:00:37
00:00:31
00:00:28
00:00:40
00:00:58

00:00:46

Max Accept
Time Agent
(Fmt)
00:00:00
00:01:14
00:00:25
00:00:23
00:00:20
00:00:29
00:00:28
00:00:55
00:00:29
00:00:29
00:00:28
00:00:29
00:00:29
00:02:21
00:01:16
00:00:28
00:01:16
00:00:29
00:00:28
00:00:09
00:00:08
00:00:07
00:00:10
00:00:28
00:01:16
00:01:16
00:01:16
00:01:18
00:03:30
00:01:34
00:03:31
00:00:28
00:00:45
00:00:00
00:00:00
00:03:32
00:00:00
00:00:32
00:00:34
00:00:41
00:00:00
00:00:32
00:00:00
00:00:00
00:00:26
00:00:24
00:00:25
00:00:24
00:00:28
00:01:30
00:00:30
00:00:24
00:01:26
00:01:12
00:00:37
00:01:16
00:00:28
00:04:01
00:03:27
00:03:27

Avg Abandoned
Waiting Time
(Fmt)
00:00:01
00:00:08
00:00:02
00:00:00
00:00:08
00:02:01
00:00:56
00:00:00
00:00:19
00:00:18
00:00:38
00:00:29
00:01:05
00:01:26
00:00:46
00:00:00
00:00:40
00:01:09
00:00:53
00:00:05
00:00:00
00:00:28
00:00:08
00:00:53
00:00:09
00:00:36
00:00:33
00:00:24
00:00:50
00:00:27
00:00:42
00:00:39
00:00:21
00:00:28
00:00:10
00:00:47
00:00:01
00:01:40
00:00:10
00:01:07
00:00:37
00:00:50
00:00:20
00:01:08
00:00:18
00:00:00
00:00:39
00:00:26
00:00:32
00:00:23
00:00:20
00:00:41
00:00:23
00:00:37
00:00:43
00:00:43
00:00:32
00:00:39
00:00:44

00:00:41

Max Abandoned
Waiting Time
(Fmt)
00:00:01
00:00:31
00:00:09
00:00:00
00:01:17
00:20:04
00:01:20
00:00:00
00:01:30
00:01:21
00:01:20
00:01:30
00:01:29
00:01:27
00:02:16
00:00:00
00:02:16
00:02:16
00:02:53
00:00:05
00:00:00
00:05:34
00:00:20
00:01:30
00:00:43
00:01:30
00:03:44
00:01:33
00:04:11
00:01:26
00:01:31
00:01:05
00:03:21
00:01:14
00:01:12
00:01:53
00:00:01
00:01:40
00:02:12
00:01:23
00:01:07
00:00:50
00:00:20
00:02:44
00:02:08
00:00:00
00:02:22
00:01:04
00:01:55
00:01:30
00:00:21
00:01:30
00:02:11
00:01:30
00:01:40
00:01:30
00:01:20
00:03:55
00:02:24
00:01:30

Avg Finish

Response

Time (Fmt)
00:00:00
00:00:44
00:00:33
00:00:31
00:00:12
00:00:51
00:00:26
00:00:29
00:00:26
00:00:28
00:00:23
00:00:22
00:00:35
00:01:32
00:00:40
00:00:34
00:00:42
00:00:34
00:00:33
00:00:18
00:00:45
00:00:13
00:00:20
00:00:33
00:00:37
00:00:37
00:00:34
00:01:08
00:01:31
00:01:07
00:00:55
00:00:33
00:00:43
00:00:00
00:00:31
00:00:59
00:00:00
00:00:57
00:00:37
00:00:56
00:00:00
00:00:37
00:00:00
00:00:00
00:00:50
00:00:29
00:00:29
00:00:29
00:00:34
00:00:55
00:00:32
00:00:29
00:00:44
00:00:34
00:01:34
00:01:10
00:00:33
00:00:50
00:01:03
00:00:57

Avg

Handle
Time
(Fmt)
00:00:00
00:00:06
00:00:04
00:00:04
00:00:01
00:00:36
00:00:16
00:00:13
00:00:07
00:00:13
00:00:04
00:00:05
00:00:07
00:00:00
00:00:08
00:00:06
00:00:06
00:00:06
00:00:08
00:00:15
00:00:39
00:00:08
00:00:16
00:00:05
00:00:05
00:00:06
00:00:10
00:00:08
00:00:25
00:00:07
00:00:05
00:00:05
00:00:06
00:00:00
00:00:30
00:00:11
00:00:00
00:00:25
00:00:03
00:00:04
00:00:00
00:00:05
00:00:00
00:00:00
00:00:19
00:00:05
00:00:05
00:00:05
00:00:05
00:00:13
00:00:06
00:00:05
00:00:08
00:00:05
00:00:57
00:00:05
00:00:05
00:00:06
00:00:05
00:00:06

00:00:00

00:00:06

00:00:04

00:00:04

00:00:01

00:00:36

00:00:16

00:00:13

00:00:07

00:00:13

00:00:04

00:00:05

00:00:07

00:00:00

00:00:08

00:00:06

00:00:06

00:00:06

00:00:08

00:00:15

00:00:39

00:00:08

00:00:16

00:00:05

00:00:05

00:00:06

00:00:10

00:00:08

00:00:25

00:00:07

00:00:05

00:00:05

00:00:06

00:00:00

00:00:30

00:00:11

00:00:00

00:00:25

00:00:03

00:00:04

00:00:00

00:00:05

00:00:00

00:00:00

00:00:19

00:00:05

00:00:05

00:00:05

00:00:05

00:00:13

00:00:06

00:00:05

00:00:08

00:00:05

00:00:57

00:00:05

00:00:05

00:00:06

00:00:05

00:00:06

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

Avg
Wrap
Time

(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Transfer
Initiated
Agent

% Transfer
Initiated
Agent



Tenant Media Type Business Result Customer Segment Service Type Interaction Type

DEFAULT_CUSTOMER_SEGMENT ~ DEFAULT_SERVICE_TYPE  Outbound

DEFAULT_BUSINESS_RESULT

Voice
Environment
Outbound_CS Outbound_ST Outbound
Total
DEFAULT_BUSINESS RESULT ~DEFAULT_CUSTOMER SEGMENT ~ DEFAULT_SERVICE_TYPE  INBOUND
webengagement
Total
Total

Total

Interaction Volume Business Attribute Report

Day

2016-12:01
2016-12:02
2016-12:05
2016-12:06
2016-12:07
2016-12:08
20161212
2016-12:19
20161220
20161221
20161222
20161223
20161226
20161227
20161228
20161229
20170103
20170104
20170105
2017-01-09
20170110
20170111
20170112
20170113
20170116
20170123
20170124
20170125
20170127
20170206
20170207
20170208
2017-02:09
2017-02:10
20170213
20170214
20160525
20160527

2016-06-01

2016-06-01
2016-06-07

20160608

% First

Response Time
Service Level

81.82%

11.11%

41.98%

17.65%

57.89%

46.88%

38.82%

48.39%

0.00%

40.32%

53.33%

25.00%

43.82%

25.58%

44.86%

45.59%
28.00%
38.46%
26.09%
62.07%
53.25%
57.14%

16.67%

20.00%
53.85%
20.00%
29.63%
20.00%
66.67%
68.75%
1053%
10.42%
100.00%
100.00%
0.00%

26.63%

0.00%
26.57%

26.57%

Entered
with
Objective

22

21
13,622

13,622

Finished
No
Response

accerid A\:cznpted
18 81.82%
1 12.50%
34 45.33%
3 37.50%
11 68.75%
30 50.00%
33 41.77%
15 48.39%
[ 0.00%
25 42.37%
24 57.14%
1 33.33%
39 45.88%
11 27.50%
48 46.60%
0 0.00%
31 48.44%
21 29.58%
25 40.32%
12 26.09%
36 64.29%
a1 55.41%
4 57.14%
2 16.67%
[ 0.00%
1 100.00%
[ 0.00%
1 50.00%
7 53.85%
1 20.00%
8 34.78%
2 20.00%
6 66.67%
1 68.75%
2 11.11%
5 15.63%
1 100.00%
1 100.00%
0 0.00%
3611 28.83%
[ 0.00%
[ 0.00%
[ 0.00%
0 000%
3631 28.84%
3631 28.84%

9/9

Abandoned
Waiting

6,714

6,714

%
Abandoned
Waiting
18.18%
88.89%
58.02%
8235%
4211%
53.13%
61.18%
5161%
100.00%
50.68%
46.67%
75.00%
56.18%
74.42%
55.14%
100.00%
54.41%
72.00%
61.54%
73.91%
37.93%
46.75%
42.86%
83.33%
100.00%
0.00%
100.00%
80.00%
46.15%
80.00%
70.37%
80.00%
33.33%
31.25%
89.47%
89.58%
0.00%
0.00%
100.00%
49.42%
0.00%
0.00%
0.00%
0.00%
49.29%

49.29%

ASA
(Fmt)

00:01:03
00:00:47
00:00:31
00:00:47
00:00:03
00:00:48
00:00:36
00:00:28
00:00:00
00:00:30
00:00:32
00:00:29
00:00:31
00:00:26
00:00:31
00:00:00
00:00:47
00:00:33
00:00:30
00:00:32
00:00:37
00:00:31
00:00:28
00:00:22
00:00:00
00:00:32
00:00:00
00:00:25
00:00:26
00:00:29
00:00:28
00:00:50
00:00:29
00:00:38
00:00:28
00:00:27
00:00:21
00:00:22
00:00:00
00:00:35
00:00:00
00:00:00
00:00:00
00:00:00
00:00:35

00:00:35

Max Accept
Time Agent
(Fmt)
00:01:54
00:00:47
00:01:18
00:01:18
00:00:07
00:03:29
00:01:18
00:00:28
00:00:00
00:01:16
00:01:21
00:00:29
00:01:21
00:00:38
00:01:21
00:00:00
00:03:26
00:01:17
00:01:17
00:01:17
00:01:32
00:01:21
00:00:35
00:00:24
00:00:00
00:00:32
00:00:00
00:00:25
00:00:31
00:00:29
00:00:29
00:01:12
00:00:35
00:01:21
00:00:28
00:00:28
00:00:21
00:00:22
00:00:00
00:17:38
00:00:00
00:00:00
00:00:00
00:00:00
00:17:38

00:17:38

Avg Abandoned
Waiting Time
(Fmt)

00:00:43
00:00:18
00:00:29
00:00:18
00:00:11
00:00:42
00:00:29
00:00:32
00:00:16
00:00:38
00:00:33
00:00:12
00:00:37
00:00:30
00:00:39
00:00:18
00:00:40
00:00:33
00:00:36
00:00:41
00:00:27
00:00:39
00:01:25
00:00:20
00:00:07
00:00:00
00:00:31
00:00:08
00:00:45
00:00:25
00:00:38
00:00:54
00:01:25
00:04:45
00:03:42
00:00:40
00:00:00
00:00:00
00:00:09
00:00:41
00:00:00
00:00:00
00:00:00
00:00:00
00:00:42

00:00:42

Max Abandoned
Waiting Time
(Fmt)
00:01:52
00:00:31
00:01:30
00:01:33
00:00:20
00:01:30
00:01:30
00:01:39
00:00:33
00:01:39
00:01:41
00:00:20
00:01:38
00:03:25
00:01:41
00:00:23
00:01:31
00:01:39
00:01:39
00:01:41
00:01:30
00:01:39
00:01:25
00:00:24
00:00:07
00:00:00
00:01:03
00:00:31
00:01:31
00:00:40
00:04:17
00:01:40
00:01:25
00:20:05
00:20:00
00:01:24
00:00:00
00:00:00
00:00:09
03:01:51
00:00:00
00:00:00
00:00:00
00:00:00
03:01:51

03:01:51

Avg Finish

Response

Time (Fmt)
00:01:26
00:01:02
00:00:41
00:00:53
00:00:20
00:00:58
00:00:46
00:00:32
00:00:00
00:00:35
00:00:43
00:00:34
00:00:39
00:00:37
00:00:39
00:00:00
00:00:58
00:00:40
00:00:35
00:00:38
00:00:51
00:05:04
00:00:42
00:00:39
00:00:00
00:00:53
00:00:00
00:00:35
00:00:47
00:02:43
00:00:34
00:02:13
00:04:13
00:13:27
00:11:13
00:12:38
00:00:46
00:00:36
00:00:00
00:01:07
00:00:00
00:00:00
00:00:00
00:00:00
00:01:09
00:01:09

Avg
Handle
Time
(Fmt)
00:00:13
00:00:15
00:00:05
00:00:06
00:00:16
00:00:06
00:00:05
00:00:05
00:00:00
00:00:05
00:00:05
00:00:05
00:00:05
00:00:06
00:00:05
00:00:00
00:00:06
00:00:07
00:00:05
00:00:06
00:00:08
00:00:05
00:00:14
00:00:13
00:00:00
00:00:21
00:00:00
00:00:04
00:00:20
00:02:06
00:00:05
00:01:23
00:00:38
00:02:15
00:01:02
00:00:32
00:00:25
00:00:14
00:00:00
00:00:20
00:00:00
00:00:00
00:00:00
00:00:00
00:14:22

00:14:22

00:00:13
00:00:15
00:00:05
00:00:06
00:00:16
00:00:06
00:00:05
00:00:05
00:00:00
00:00:05
00:00:05
00:00:05
00:00:05
00:00:06
00:00:05
00:00:00
00:00:06
00:00:07
00:00:05
00:00:06
00:00:08
00:00:05
00:00:14
00:00:13
00:00:00
00:00:21
00:00:00
00:00:04
00:00:20
00:02:06
00:00:05
00:01:23
00:00:38
00:02:15
00:01:02
00:00:32
00:00:25
00:00:14.
00:00:00
00:00:18
00:00:00
00:00:00
00:00:00
00:00:00
00:00:19

00:00:19

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:15
00:00:00
00:00:00
00:00:00
00:00:00
02:53:02

02:53:02

Avg
Wrap
Time
(Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Transfer
Initiated
Agent

149

149

% Transfer
Initiated
Agent



