Transfer Dashboard Transfer Analysis - Agent Summary

Agent Transfer Summary

Avg Received L Avg Consult
R R L L Transfers Handle Av . Consult Participation by the Participation
a . Unique Interactions Receiving Transfers Initiating Transfers Time Transfer  Conference Participation by the Agent Agent Avg Handle Time
Agent Day Interaction Media g — Ialtuaéled c:nferz;nﬁe
ransfer ransfer landle \cceptes
Name Type Type Avg Transfer  Transfer Transfer Initiated Initiated % . Time Handle )
Handle Transfer  Transfer Acce?led Accepted Initiated A(’gent Agent  Transfer This (this C Consult  Consult  Consult  Time (this This
Entered Accepted Offered Accepted Time Offered ~ Accepted Cold Warm Agent old [arm Initiated All Agent Agent) Offered Accepted Initiated Offered Accepted Initiated Agent) All Agent
20U Internal Voice 9 9 9 9 00:01:30 0 0 0 0 0 0 0 0.00% 00:01:11 00:00:00 00:00:00 0 0 1 0 0 0 00:00:00 00:00:00 00:00:00
,A6001_sip  2011- ’ 031 % 00:00: 00: 00: - . .
(Ao =y 334 ntemal Voice 2 2 2 2 00:03:06 0 0 0 0 0 0 0 0.00% 00:00:00 00:00:00 00:00:00 0 0 0 0 0 0 00:00:00 00:00:12 00:00:00
20015 internal Voice 4 4 3 3 00:00:52 0 0 0 0 2 1 1 6667% 00:00:00 00:00:00 00:01:02 0 0 0 0 0 0 00:00:00 00:00:24 00:00:00
2011 Internal Voice 9 9 10 10 00:01:05 1 1 0 1 5 3 2 50.00% 00:01:11 00:00:39 00:00:23 0 0 4 0 0 0 00:00:00 00:00:00 00:00:00
2001 Internal Voice 2 2 2 2 00:03:06 0 0 0 0 0 0 0 0.00% 00:00:00 00:00:00 00:00:00 0 0 4 0 0 4 00:00:00 00:00:12 00:00:00
(AB002sip  2011- |temal Voice 5 5 5 5 00:01:12 0 0 0 0 0 0 0 0.00% 00:00:00 00:00:00 00:00:00 0 0 5 0 0 1 00:00:00 00:01:24 00:00:00
(AG003 ) 1103 01: y 00: 00 -00: -00: 01 00:
2045 Intemal Voice 8 8 8 8 00:01:03 0 0 0 0 1 0 1 1250% 00:00:00 00:00:00 00:00:37 0 0 7 0 0 1 00:00:00 00:01:18 00:00:00
20015 Internal Voice 4 4 3 3 00:00:52 0 0 0 0 0 0 0 0.00% 00:00:00 00:00:00 00:00:00 0 0 2 0 0 0 00:00:00 00:00:24 00:00:00
2011 Internal Voice 9 9 8 6 00:00:52 3 2 1 1 1 0 1 1667% 00:01:11 00:00:40 00:01:10 3 3 0 0 0 0 00:01:03 00:00:00 00:00:00
2001 Internal Voice 2 2 2 2 00:00:10 0 0 0 0 0 0 0 0.00% 00:00:00 00:00:00 00:00:00 2 2 0 2 2 0 00:00:04 00:00:12 00:00:06
(AB003_sip  2011- |ntemal Voice 5 5 4 4 00:00:44 0 0 0 0 0 0 0 0.00% 00:00:00 00:00:00 00:00:00 4 4 3 1 1 0 00:01:41 00:0124 00:02:07
(AG003 ) 1103 -00: I 00: 00 -00: 01 01 02
2045 Intemal Voice 8 8 7 7 00:01:00 0 0 0 0 4 2 2 57.14% 00:00:00 00:00:00 00:00:18 7 7 2 1 1 0 00:00:55 00:01:18 00:03:04
20015 internal Voice 4 4 3 3 00:00:33 0 0 0 0 0 0 0 0.00% 00:00:00 00:00:00 00:00:00 2 2 0 0 0 0 00:01:08 00:0024 00:00:00
2011 Internal Voice 9 9 3 3 0001:26 1 1 0 1 0 0 0 000% 00:01:11 00:00:24 00:00:00 2 2 0 0 0 0 00:01:50 00:00:00 00:00:00
2001 Internal Voice 2 2 2 2 00:00:13 0 0 0 0 0 0 0 0.00% 00:00:00 00:00:00 00:00:00 2 2 0 0 0 0 00:00:07 00:00:12 00:00:00
(AB004_sip  2011- |tamal Voice 5 5 0 0 0001:03 0 0 0 0 0 0 0 0.00% 00:00:00 00:00:00 00:00:00 4 0 0 3 3 0 00:00:00 00:01:24 00:01:03
(Aco0a ) 1103 01 y 00: 00 00 00 01 01
2015 Intemal Voice 8 8 3 2 00:00:40 1 0 0 0 0 0 0 0.00% 00:00:00 00:00:00 00:00:00 2 2 0 3 3 0 00:03:42 00:01:18 00:00:39
20015 internal Voice 4 4 0 0 00:00:24 0 0 0 0 0 0 0 0.00% 00:00:00 00:00:00 00:00:00 0 0 0 2 2 0 00:00:00 00:0024 00:00:24
G005 8] 12(1]1013 Internal Voice 5 5 0 0 00:00:17 0 0 0 0 0 0 0 0.00% 00:00:00 00:00:00 00:00:00 1 0 0 1 1 0 00:00:00 00:01:24 00:00:17
) _sip
(A6005_sip) 2011- .
2005 internal Voice 8 8 0 0 00:00:11 0 0 0 0 0 0 0 0.00% 00:00:00 00:00:00 00:00:00 0 0 0 1 1 0 00:00:00 00:01:18 00:00:11
,(:gent]]) 2011 Inbound Voice 39 34 38 33 00:00:42 0 0 0 0 7 5 2 21.21% 00:00:12 00:00:00 00:00:17 0 0 7 0 0 18 00:0000 00:00:29 00:00:00
gent -
3011 inbound Voice 57 44 50 42 00:00:52 0 0 0 0 13 12 1 3095% 00:00:04 00:00:00 00:00:14 0 0 5 0 0 22 00:00:00 00:00:30 00:00:00
2011 Inbound Voice 1 1 1 1 00:01:46 0 0 0 0 1 0 1 100.00% 00:00:31 00:00:00 00:01:46 0 0 0 0 0 0 00:00:00 00:00:00 00:00:00
2011, Inbound Voice 3 3 2 2 00:01:30 0 0 0 0 0 0 0 0.00% 00:00:00 00:00:00 00:00:00 0 0 1 0 0 2 00:00:00 00:00:00 00:00:00
200) Inbound Voice 8 8 4 4 00:00:12 0 0 0 0 2 1 1 50.00% 00:00:05 00:00:00 00:00:15 0 0 0 0 0 0 00:00:00 00:00:02 00:00:00
20015 internal Voice 4 4 1 1 00:01:40 0 0 0 0 0 0 0 0.00% 00:00:00 00:00:00 00:00:00 0 0 0 0 0 0 00:00:00 00:00:24 00:00:00
r(qu:r’“g) 2011 Inbound Voice 39 34 13 10 00:00:37 5 4 2 2 0 ) 1 000% 00:00:12 00:00:12 00:00:00 6 5 0 10 10 5 00:00:25 00:00:29 00:00:23
2001, Inbound Voice 57 44 16 10 00:00:22 8 5 4 1 0 0 0 0.00% 00:00:04 00:00:04 00:00:00 4 3 0 n 1 4 00:00:05 00:00:30 00:00:32
20112 Inbound Voice 1 1 0 0 00:00:00 0 0 0 0 0 0 0 000% 00:00:31 00:00:00 00:00:00 0 0 0 0 0 0 00:00:00 00:00:00 00:00:00
2001, Inbound Voice 3 3 1 1 00:00:30 0 0 0 0 0 0 0 0.00% 00:00:00 00:00:00 00:00:00 1 1 0 0 0 0 00:00:23 00:00:00 00:00:00
200l Inbound Voice 8 8 4 4 00:00:10 2 2 0 2 0 0 0 0.00% 00:00:05 00:00:04 00:00:00 0 0 0 0 0 2 00:00:00 00:00:02 00:00:00
2011 intemal Voice 4 4 1 1 00:01:45 0 0 0 0 0 0 0 0.00% 00:00:00 00:00:00 00:00:00 0 0 1 0 0 0 00:00:00 00:00:24 00:00:00
2001 Inbound Voice 39 34 0 0 00:00:20 0 0 0 0 0 0 0 0.00% 00:00:12 00:00:00 00:00:00 0 0 0 6 6 0 00:00:00 00:0029 00:00:19
2011 Inbound Voice 57 44 0 0 00:00:06 0 0 0 0 0 0 0 000% 00:00:04 00:00:00 00:00:00 0 0 0 3 3 0 00:00:00 00:00:30 00:00:04
(ASen B3N mbound Voice 1 1 1 1 00:00:45 1 1 0 1 1 1 0 100.00% 00:00:31 00:00:27 00:00:27 0 0 0 0 0 0 00:00:00 00:00:00 00:00:00
300l Inbound Voice 8 8 2 2 00:00:15 0 0 0 0 1 0 1 50.00% 00:00:05 00:00:00 00:00:29 0 0 1 2 2 0 00:00:00 00:00:02 00:00:02
2015 Internal Voice 4 4 1 1 00:01:17 0 0 0 0 0 0 0 0.00% 00:00:00 00:00:00 00:00:00 1 1 0 0 0 0 000118 00:00:24 00:00:00
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Transfer Analysis - Agent Summary

Agent

Name D& " ype
32_1113- Inbound
,Agent4
(Agent4) 2011- Inbound
0425 quthound
1281074 Inbound
1221075' Inbound
1231076 Inbound
]Zg]gé Inbound
123}175' Inbound
128?176 Inbound

Interaction Media

Type

Voice

Voice
Voice

Voice
Voice
Voice
Voice
Voice

Voice

Avg Received
Transfers Handle

Time

All
00:00:31

00:00:05
00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

This
Agent

00:00:04

00:00:08
00:00:00

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

00:00:00

Conference Participation by the Agent

Consult Participation by the
Agent Avg
Conference
Accepted
Handle

Consult  Consult  Consult  Time (this
Offered Accepted Initiated Agent)

0 0 0 00:00:00
0 0 0 00:00:08
0 0 0 00:00:00

Avg Consult
Participation

Handle Time

All
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

This
Agent

00:00:00

00:00:00
00:00:00

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

00:00:00
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Transfer Analysis - Daily Summary

Unique Interactions

Offered Accepted

Day I\_lll_;gia Int(_el_r;;:;ion

(2]?_11]‘{ Voice  Inbound 39
%?12]4 Voice  Inbound 57
%91,_11]{ Voice Internal 9
o
%91_11]4 Voice  Inbound 3
5

12?1013 Voice Internal 5
12?10]8 Voice Internal 8
12(1)_1116 Voice Internal 4
128_107‘{ Voice  Inbound 7
128_1075_ Voice  Inbound 3
128_107(; Voice  Inbound 6
128.107é Voice  Inbound 1
128_1175_ Voice  Inbound 34
128_117(; Voice  Inbound 11

34

44

30

Av
Handle
Time
00:01:05
00:01:00

00:03:46

00:02:35
00:06:45

00:01:45

00:00:22
00:00:08

00:02:38

00:02:29

00:03:06

00:00:05

00:00:01

00:00:00

00:00:00

00:00:00

00:00:00

Initiating Transfers

Transfer
Initiated

7

13

Daily Transfer Summary

Transfer
Initiated
Cold

12

Transfer
Initiated Transfer
Warm Accepted
3 4
1 5
1 2
1 1
0 0
0 0
2
0 0
3 0
1 0
0 0
0 0
0 0
0 0
0 0
0 0

Receiving Transfers

Transfer Transfer Avg Transfer
Accepted  Accepted Accepted
Cold Warm Handle Time

2 2 00:00:12

4 1 00:00:04

1 1 00:01:11

1 00:00:31

0 00:00:00

0 0 00:00:00
00:00:05

00:00:00

0 0 00:00:00

0 0 00:00:00

0 0 00:00:00

0 0 00:00:00

0 0 00:00:00

0 0 00:00:00

0 0 00:00:00

0 0 00:00:00

0 0 00:00:00

Conference  Consult
Transfer Initiated Received
Rate Agent Accepted
17.95% 7 12
22.81% 5 12
44.44% 2 0
100.00% 0 0
0.00% 1 1
0.00% 1 0
37.50% 1 2
0.00% 0
0.00% 4 4
62.50% 7 4
50.00% 3 2
0.00% 0 0
0.00% 0 0
0.00% 0 0
0.00% 0 0
0.00% 0 0
0.00% 0 0
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