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] Q Group London-LD5 (24) May-02-18 10:00:00 vq_EU_PL_Cards_Main_voice Virtual Queues 61029 00:06:55 00:01:15 00:00:00 00:03:27 00:00:15 | 00:00:00  00:04:05 00:08:10
%:&EﬂfggfE;;m:::ﬁj;‘;ﬁsﬁg May-02-18 10:00:00 vg_EU_PL_Cards_Portfolio_02_voice L — 51029 00:02:38  00:02:00 00:00:00 00:02:38 00:02:00  00:00:00 | 00:04:38 00:04:38
&) v0_EU_DE_EXP_Unidentfied RONA 1 May-02-18 10:00:00 vq_EU_PL_Cards_Portfolio_03_voice PR Y 61026 61026 00:01:28 00:06:00 00:00:00 00:00:44 00:02:00 | 00:00:00 | 00:03:44 00:07:28
@vq_EU_DE_EXF‘_UnIdem\ﬂed_vuice [\ May-02-18 10:00:00 vq_EU_PL_Cards_Silver_RONA_voice L arirtd Toibuee 61026 61026 00:02:26 00:01:00 00:00:00 00:01:13 00:00:30 00:00:00 00:01:43 00:03:26
£§ va_EU_DK_Lubes_Main_voice (Virtual May-02-18 10:00:00 vg_EU_PL_Cards_Silver_voice W Waleessss 61029 61029 00:02:38 | 00:01:10 00:00:00 00:02:38  00:00:17  00:00:00 | 00:03:48 00:03:48
%:tiﬁ:g:::ﬁiﬁ;‘:xﬂ?i‘?;drﬁ;‘;‘geu(‘ May-02-18 10:00:00 vq_EU_PL_Cards_Unidentified_RONA_voice 61026 61026 00:01:14 00:04:00 00:00:00 00:00:37 00:02:00 | 00:00:00 | 00:02:37 00:05:14
@vq_EU_FR_A\[_Umdgmmeﬂ_vaice (virt May-02-18 10:00:00 vg_EU_PL_Cards_Unidentified_voice 61029 61029 00:04:17 00:00:05 00:04:17 00:00:05 00:00:00 00:04:22 00:04:22
€5 va_EU_PL_Cards_Main_RONA_voice | May-02-18 10:00:00 vg_EU_SE_Lubes_Main_voice Siemiene Higgern 60821 | 60821 00:04:07 00:00:05 00:04:07 | 00:00:05  00:00:00 | 00:04:12 00:04:12
%:tsd:;tg::gi:g::l’:‘m_l\::lﬁi?x:‘(‘ 4 Interval: May-02-18 11:00:00 (9 items)
) va_EU_PL_Cards_Portialio_02_voice ( May-02-18 11:00:00 vq_EU_PL_Cards_Main_RONA_voice Vs Wleesns 61029 | 61029 | 00:08:09 | 00:04:00 00:00:00 00:04:04  00:01:00 | 00:00:00 | 00:06:04 00:12:03
& va_EU_PL_Cards_Portfolio_03_uoice ( May-02-18 11:00:00 vq_EU_PL_Cards_Main_voice SHR ey 61034 | 61034 | 00:08:42 | 00:09:02 00:00:00 00:02:54  00:01:17  00:00:00 | 00:05:54 00:17:44
@V‘LEU-P'—-camE_P"m""U-m-\‘“‘D_e( May-02-18 11:00:00 vq_EU_PL_Cards_Portfolio_03_voice G-t Sl 61026 61026 00:01:36  00:00:30 00:00:00 00:01:36 00:00:30  00:00:00  00:02:06 00:02:06
%:tiﬂ:ztg:;gi:g:xzt&:‘)‘;ﬁﬁ;ﬁ May-02-18 11:00:00 vq_EU_PL_Cards_Portfolio_04_voice W Walkesske 61029 | 61029 | 00:01:22 | 00:02:00 00:00:00 00:01:22 |00:01:00 | 00:00:00 | 00:03:22 00:03:22
@vq_EU_PL_ca(d_r,_un\dgmiﬂeﬂ_RONA_ May-02-18 11:00:00 vg_EU_PL_Cards_Silver_RONA_voice e & Mighls. st & 61029 61029 00:01:22 00:02:00 00:00:00 00:01:22 00:01:00 00:00:00 00:03:22 00:03:22
£ va_EU_PL_Cards_Unidentified_voice (' May-02-18 11:00:00 vq_EU_PL_Cards_Silver_voice W@ Waleesls | 61029 61029 00:01:56 |00:05:02 00:00:00 00:00:58 |00:01:40 | 00:00:00 | 00:03:29 00:06:58
@vq—sg—gg—b”bzs—"}ai";"am %’:‘ﬂ May-02-18 11:00:00 va_EU_PL_Cards_Unidentified_RONA_voice W Walissis | 61028 651029 00:06:47  00:02:00 00:06:47 00:01:00  00:00:00  00:08:47 00:08:47
%:tuS:Co;RzECD(r:_S_El;P__Bf"chn‘R;iI May-02-18 11:00:00 vq_EU_PL_Cards_Unidentified_voice AN Laisteee | 61034 61034  00:08:42 | 00:04:00 00:02:54 00:01:00 00:00:00 00:04:14 00:12:42
£ vq_US_ConRel_CCS_Main (Virtual Qus May-02-18 11:00:00 vq_EU_SE_Lubes_Main_voice N — 50821 60821 00:02:38  00:02:00 00:02:38 00:02:00  00:00:00 | 00:04:38 00:04:38
vq_US_ConRel_CCS_Main_Greeting (| | |, Interval: May-02-18 12:00:00 (14 items)
DPEE?}::—USfHe'DUfCFSfS”W”He'p""efO b Interval: May-02-18 17:00:00 (13 items)
3 Place Groups b Interval: May-02-18 18:00:00 (13 items)
£ Places 4 Interval: May-02-18 13:00:00 (3 items)
[ Skills May-02-18 19:00:00 vq_US_ConRel_CCS_BP_BPConRel_Opt1.0 Sewewas 60341 50341 00:03:30 | 00:00:30 00:00:00 00:01:45 00:00:30  00:00:00  00:02:00 00:04:00
(23 Switches May-02-18 19:00:00 vq_US_ConRel_CCS_Main e 60158 | 60159 00:02:39  00:03:51 00:00:00 00:02:39 00:03:51 | 00:00:00 | 00:06:30 00:06:30
May-02-18 19:00:00 vq_US_ConRel_CCS_Main_Greeting PR Sha—— 60159 60159 00:02:33 00:03:51 00:00:00 00:02:39 00:03:51 | 00:00:00  00:06:30 00:06:30
ol S

Agent Call Handling Report

Time from: 2:15AM | D) Date to: |5/2/2018

==

Time from: 7:00PM = | T Col Interval: | Hourly =
ime from o0 rﬁba"dmm” nterval: | Hourly = | |

Report
.;}nﬂgurauun (=) Voice () Email () Chat |_| WFM Calculations
[&] Environment
[ Agent Groups () Summary () Call Handling () Applications () Service Level Agreement () Speed To Answer (s) Abandon Delay () Dashboard . Refresh " Expor
S} g DN Groups (4 ] Interval Queue/VQ Qless 10sec Q1130sec Q31-60sec | Q61%0sec QO81120sec Q> 120sec | QTotal | Cless i0sec  C 11-30¢
SE'_E"md Group of P 4 Interval: May-02-18 09:00:00 (3 items)
@ Virtual Queues
® May-02-18 09:00:00 vq_EU_PL_Cards_Silver_voice 0 (0%) 0 (0%) 1 (50%) 0 (0%) 1 (50%) 0 (0%) 2 0 (0%) 0 (0%)
Q 4 May-02-18 09:00:00 vq_EU_PL_Cards_Silver_RONA_voice 0 (0%) 0 (0%) 1 (100%) 0 (0%) 0 (0%) 0 (0%) 1 0 (0%) 0 (0%)
€ va_EU_DE_EXP_Main_RONA_voice (\ May-02-18 09:00:00 vq_EU_PL_Cards_Unidentified_voice 0 (0%) 0 (0%) 3 (75%) 0 (0%) 1 (25%) 0 (0%) 4 0 (0%) 0 (0%)
@ vq_EU_DE_EXP_Main_voice (Virtual Q
&) va_EU_DE_EXP_Unidentified_RONA_ || 4 Interval: May-02-18 11:00:00 (1 item}
&) va_EU_DE_EXP_Unidentified_voice (V May-02-18 11:00:00 wq_EU_DE_EXP_Unidentified_RONA_voice 0 (0%) 0 (0%) 0 (0%) 1 (100%) 0 (0%) 0 (0%) 1 0 (0%) 0 (0%)
£ va_EU_DK_Lubes_Main_voice (Virtual || | 4 Interval: May-02-18 12:00:00 (1 item)
£5 va_EU_DK_Lubes_Unidentifled_voice ( May-02-18 12:00:00 vq_EU_DK_Lubes_Unidentified_voice 1 (100%) 0 (0%) 0 (0%) 0 (0%) 0 (0%) 0 (0%) 1 0 (0%) 0 (0%)
@vq_EU_FR_Alr_Mam_vmoe(Vlrtual Qu I —
5 va_EU_FR_Air_Unidentified_voice (virt | | 4 Intervali May-02-18 13:00:00 (1 item)
£ vq_EU_PL_Cards_Main_RONA_voice | May-02-18 13:00:00 vq_EU_DE_EXP_Unidentified_RONA_voice 0 (0%) 0 (0%) 0 (0%) 0 (0%) 1 (100%) 0 (0%) 1 0 (0%) 0 (0%)
@vq_EU_FL_Cards_Main_\tmoe (Virtual | | | 4 Interval: May-02-18 16:00:00 (1 item)
€5 va_EU_PL_Cards_Portfolio_01_voics ( May-02-18 16:00:00 vq_EU_PL_Cards_Unidentified_RONA_voice 0 (0%) 0 (0%) 1 (100%) 0 (0%) 0 (0%) 0 (0%) 1 0 (0%) 0 (0%)
@ vq_EU_PL_Cards_Portfolio_02_voice (
@vq_EU PL_Cards_Portfolio_03_voice ( 4 Interval: May-02-18 17:00:00 (2 items)
@WLEU:FL:Ca,dE:pamo|io:D4:.,o,oe( May-02-18 17:00:00 vq_EU_DE_EXP_Unidentified_RONA_voice 0 (0%) 1 (100%) 0 (0%) 0 (0%) 0 (0%) 0 (0%) 1 0 (0%) 0 (0%)
£ va_EU_PL_Cards_Silver_RONA_voice May-02-18 17:00:00 vq_EU_FR_Air_Unidentified_voice 0 (0%) 0 (0%) 0 (0%) 0 (0%) 0 (0%) 1 (100%) 1 0 (0%) 0 (0%)
@ vq_EU_PL_Cards_Silver_voice (Virtual
@ vq_EU_PL_Cards_Unidentified_RONA_
@ vg_EU_PL_Cards_Unidentified_voice ('
@ vg_EU_SE_Lubes_Main_voice (Virtual
@vq_US_EP_Vendnr_Tech_Mam (Virtual
@ vq_US_ConRel_CCS_BP_BPConRel_{(
@ vg_US_ConRel_CCS_Main (Virual Qui
@ vq_US_ConRel_CCS_Main_Greeting ()
@ vq_US_HelpU_CFS_SupplyHelpline_O
3 Persons
L3 Place Groups
3 Places
[ Skills
L Swiiches
il v <

Abandoon Delay Report



Queuve(s)/Virtual Queue(s) Real-time Reports/Dashboards

© Voice ©) Email ) Chat From: (08:29:25) To:(08:41:39) Total: Interval: [Daily v ] Freeze reporting (1‘ Export ] l

Daily calculations

©) Voice Traffic

@ Dashboard

Last Rolling 15 min is selected

Currently [ Last Rolling 15 (min) Totals During the Day
Signed Ready  In Queue ASA ATA SLA%  Avg.Held MaxIn.Q Max Aban Handle Rona ASA ATA SLA%  Avg.Held MaxIn.Q MaxAban Handle Rona
15 10 0 | 00:11 ] 00:12 42.86 % 00:05 00:08 00:22 3 1 00:12 | 00:10 41.67 % 00:30 00:11 00:22 6 2
(- . ¢ - Ay TN o TN ——— e N
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N% ( o % b P N — | p . N \“_,,f
\\"o ) - & InQueue: 0 Max In Q: 00:08  Max Aban: 00:22 Rolling ASA: 00:11 Rolling ATA: 00:12 = Rolling Handle: 3 Rolling Rona: 1
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Agents on Ready state that Last Rolling 15 (min) vs Daily Daily and Last Rolling
belong to this Queue/VQ graphic presentation
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[ Consumers Statistics
Ll Last Rolling 15 (min) DailyJ
Queue /Virtual Queue Dasboard
[@ Voice (©) Email () Chat From: (08:29:25 ) To:( 08:44:28 ) Total: ( 00:15:03 ) Interval: [Daily - ] Freeze reporting | ™ Export | | || . search ”
(©) Voice Traffic ©) Graphic © Dashboard Last Rolling selection on the
Real-Time | Graphic | Queue/VQ Group lavel
Currently Last Rolling: Totals During the Day ]
Queue/\VQ Signed Ready InQ ASA ATA | SLA% | Av{2 min .Q Max Aban Handl ASA  ATA  SLA % Avg.Held Max In.Q Max Aban Handl
671005 15 10 i 00:12 | 30.00 % 5 min 08 00:22 4 00:17 | 00:11  33.33 %  00:30 00:11 00:22 7
15 min
30 min
45 min
Hourly




Voice () Email () Chat From: ((08:29:25 ) To: (08:45:59 ) Total: Interval: [Daily v j Freeze reporting | ™ Export | |

©) Voice Traffic @ Graphic () pashboard

|_~:'jj|[-/ Pie Total Entered: (00:01:32 (15)| In Queue: 0 Max In Queue: (| 00:11 | Distr: (00:00:11 (13)) Max Distr: [ 00:11 Aban:( 6 )Rona:( 2 )MaxAban: 00:22 ]

. Rona (2.75%) =< Percentage of Rona calls '
|

el

_—— Abandoned (19.27%)

A\

Percentage of Abandoned
calls

Percentage of Distributed
calls

Real-Time Statistics 3
® Distributed ® Rona @ AbandonedJ

Group of Queue /VQ Graphic presentation

[\6 Voice ) Email ) Chat From: (08:29:25) To: (08:45:03) Total:(00:15:38> Interval: lDain v ] Freeze reporting | ** Export | | || ) Search U
©) Voice Traffic (@) Graphic @ Dashboard Total number of Agents that
- —— belong to selected Group of
| Real-Time ‘ Graphic ‘ QueuesNQs
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[ Voice () Email () Chat From: ( 08:29:25 ) To: ((08:43:15 ) Total: ( 00:13:50 ) Interval: Daily v | [ Freeze reporting | TLX_%_I |

@) Voice Traffic (") Dashboard

Interval selection l

. Abandoned (19.27%)

Queue/VQ  Type Total In Queue  In Queue  Max in Queue  Total Distributed  Max Distributed  Total Abandoned  Total Rona  Max Abandoned
Q‘ 671005 ACD Queue 01:32 (15) 0 00:11 01:27 (13) 00:11 01:16 (6) 00:10 (2) 00:22
~ Rona (2.75%)

Real-Time Statistics
® Distributed @ Rona @® Abandoned

Agent(s) Voice Historical Reports

{ Date from: |5/2/2018 fi5] Time from: 215AM 2| D) Date to; & From: 7i00 PM 3| D) [ Collapse Groups || Active Agents Only Interval: | Hourly + | | || £ search |
{ Not Ready Reason E
i - - - Code Report
EEe @ wice O= PO
© i Enviro e
© [ Agel () utilization (_) Login/Logout (s) Mot Ready Reason (_) After Call Work () Not Ready (_) Productivity () Occupancy () SLA () Rona (_) Dashboard I & Refresh H "™ Expol
@ g Al Agent Login |Ext |Login Not Ready |% | Reason Occurrences  In Reason  In Reason
© § Agent Group Londol .
ﬂ P 4 Bgeen Sews el Tith (1 item)
s p— b W S ] 61084 61084 11:01:08 00:05:29 0% 1 00:05:29 100 %
B e W S qonbe 4 gl v el (3 Rem)

B e T g

B ittt st IR Camnlci (1]
3 P —— 4 geen Svwaaes Ceeeki (1 item)

R Ao Fur bbb 60558 60558 12:53:02 02:25:31 18 % 1 02:25:31 100 %
3 R I T 4 Wgeen Sl Faess (1 item)

A et W b Tiseem 60156 60156 00:58:59 00:57:39 97 % 1 00:57:39 100 %
R wtwan T

3 E T O R e

tun 61023 61023 11:08:15 00:05:12 0% 1 00:05:12 100 %

et

4 Mgeen Savim =iEea (1 item)

B v g i B ] 61082 | 61082 11:04:56 00:05:56 | 0%  Offline work |1 00:05:56 100 %
AR Fote derray 4 geen Sasmienm wade (1 item)
B Tt T WL Tttt iy 60768 | 60768 10:53:16 00:38:38 | 5%  Coaching 1 00:38:38 100 %

AR e Cuber o000
AR et et s
B Ve L an e 050

4 geen Swses Saeaiew (1 item)
St T b 61074 651074 12:18:30 00:35:52 4% 1 00:35:52 100 %

Tt Tl O 4  item)
A vt Semam 30 60992 | 60992 15:13:05 00:11:06 1%  Break 1 00:11:06 100 %
B vt da 4 A o B (1 item)
3 W ptuthnt et vbted ® e gned (6098 N - o
- gt Taliiae i Taaliee 60604 | 60604 06:27:49 00:01:37 0% 1 00:01:37 100 %
Bt ey || 4 g S 08 item)
B e e b b S 61080 | 61080 14:58:45 00:44:34 4% 1 00:44:34 100 %
R Wnphsne B &) 4 Mgene Beswe Saaem (1 item)
3 N Woath e (1 IO,
Ak T 60985 60985 12:18:06 00:28:08 3% 1 00:28:08 100 %
AR et anmamn ki
Rt hs Wi 4 Mgeen Sanle sessaeska (1 item)
B e Fway kel 61034 61034 09:15:58 00:10:35 1%  Marked Time 1 00:10:35 100 %
AR Tten Saemhane mimy 4 Mgt waesiion Sellew (L item)
Tagbtte Coeaprr O
2 - e 61026 | 61026 11:16:28 00:00:23 0% 1 00:00:23 100 %
B Thaiartie Tarhgatts L
B RO ——— 4 Mgeen Sahstle Siles (8 tem)
B s Sy mios 3 A T 61077 | 61077 15:19:00 02:30:29  16% 1 02:30:29 100 %
[/ -~ T 4 Al Wil w13 kem)

Agent’ Not Ready Reson Code Report




Time from: 2:15AM 2 D Date to: | 5/2/2018

Time from: 7:00 PM 7 D [_| Collapse Groups | | Active Agents Only Interval: | Hourly ~ ] | H 4 Search J ]

| Date from: |5/2/2018

@ 2 Configuration + | (3) Voice () Email ) Chat
Ogér:v: () Utilization () Login/Logout () Not Ready Reason () After Call Work () Not Ready () Productivity () Occupancy SLA () Rona () Dashboard 1€ Refresh || ™ Export
g & AsenrBroun Condar Service Level Agreement: Iil (sec) Service Level
e Lo Start Time End Time  Agent LoginID  Ext  SignIn Offered  Agreement Report ns | Hold Avg Hold  Rona AvgRona  SLA%  ASA

B ettt v 4 StartTime: May-02-18 08:00:00 (2 items) -
g ‘r':-; ‘:.n e May-02-18 03:00:00 | 09:00:00 | Wit wissssss 50300 §0300 02:00:00 (2) 00:00:10 (1) 00:06:25 (1) 00:06:25 00:00:00 (0) 00:00:00  00:00:00 (0) 00:00:00 | 100%  00:00
2 e Cans S May-02-18 08:00:00 09:00:00 | S Tt 60292 50252 01:00:00 (1) 00:00:10 (1)  00:06:40 (1) 00:06:40  00:04:20 (1) 00:04:20 | 00:00:00 (0) 00:00:00 |100% | 00:00

2 w4 4 StartTime: May-02-18 09:00:00 (5 S
A avmarniis Sunes b May-02-18 09:00:00 | 10:00:00 | e Sarisliieion 60985 50985 01:00:00 (1) 00:00:05 (1) 00:01:31 (1) 00:01:31 00:00:00 (0) 00:00:00  00:00:00 (0) 00:00:00 | 100%  00:00
g:;::’_:’ L:":I May-02-18 09:00:00 | 10:00:00 | Sawis Sl 51026 §1026 00:50:27 (1) 00:00:53 (16) 00:16:26 (11) 00:01:29 00:00:00 (0) 00:00:00 | 00:00:45 (5) 00:00:08 | 68% 00:00
May-02-18 09:00:00 | 10:00:00 | W Matlisaits 61029 51029 00:24:40 (1) 00:00:11 (2) 00:06:55 (2) 00:03:27 00:00:00 (0) 00:00:00  00:00:00 (0) 00:00:00 | 100%  00:00
L May-02-18 09:00:00 10:00:00 | Wt s 50300 50300 02:00:00 (2) 00:00:09 (1) 00:03:18 (1) 00:03:18  00:00:00 (0) 00:00:00 | 00:00:00 (0) 00:00:00 |100%  00:00
g::q:‘. I::::n . May-02-18 09:00:00  10:00:00 | S Miggesn 50821 50821 01:58:26 (2) 00:00:07 (2) 00:05:23 (2) 00:02:41 00:00:00 (0) 00:00:00  00:00:00 (0) 00:00:00 | 100%  00:00

T—

_s Copregites £ iy TR 4 StartTime: May-02-18 10:00:00 (16 hews
5D e G AT May-02-18 10:00:00 | 11:00:00 | feswris St ion 50985 50985 01:00:00 (1) 00:00:11 (3) 00:04:24 (3) 00:01:28 00:00:00 (0) 00:00:00 | 00:00:00 (0) 00:00:00 | 100%  00:00
B e i e May-02-18 10:00:00 | 11:00:00 | sl Lammuitn 61034 51034 00:54:11 (1) 00:00:14 (4)  00:08:42 (3) 00:02:54 00:00:00 (0) 00:00:00  00:00:09 (1) 00:00:08 | 75% 00:00
g: m:.;ﬂ.. - L May-02-18 10:00:00 | 11:00:00 | e Sl 51026 §1026 01:00:00 (1) 00:00:28 (5) 00:11:31(4) 00:02:52 00:00:00 (0) 00:00:00 | 00:00:09 (1) 00:00:08 | 80% 00:00
- May-02-18 10:00:00 | 11:00:00 | il Sabkass 61077 51077 02:00:00 (2) 00:00:40 (2)  00:04:10 (2) 00:02:05 00:00:00 (0) 00:00:00  00:00:00 (0) 00:00:00 | 100%  00:00
Rt May-02-18 10:00:00 | 11:00:00 | i s i @ gand | 60983 50983 02:00:00 (2) 00:00:02 (2) 00:01:54 (2) 00:00:57 00:00:00 (0) 00:00:00 | 00:00:00 (0) 00:00:00 | 100%  00:00
AR et e '7‘"""“'“ (6 May-02-18 10:00:00  11:00:00 | i b 61029 61029 01:00:00 (1) 00:00:28 (5) 00:16:56 (5) 00:03:23  00:00:00 (D) 00:00:00 | 00:00:00 (0) 00:00:00  100%  00:00
g;;;u:::.: ‘:‘:A,l May-02-18 10:00:00  11:00:00 | W s 50300 50300 02:00:00 (2) 00:00:08 (2) 00:04:47 (2) 00:02:23 00:00:14 (1) 00:00:14 | 00:00:00 (0) 00:00:00 |100% 00:00
2 Ve e May-02-18 10:00:00 | 11:00:00 | Wikl o 50994 50994 02:00:00 (2) 00:00:10 (1)  00:01:08 (1) 00:01:08 00:00:00 (0) 00:00:00  00:00:00 (0) 00:00:00 | 100%  00:00
AR Wnptmee St 000 May-02-18 10:00:00 | 11:00:00 | S Suasins 60255 50255 02:00:00 (2) 00:00:11 (2)  00:32:47 (2) 00:16:23  00:28:11 (4) 00:07:02 | 00:00:00 (0) 00:00:00 |100%  00:00
%:_'f::::"‘: ;J'“:"':" May-02-18 10:00:00 | 11:00:00 | Suser Sy 60821 50821 02:00:00 (2) 00:00:40 (4) 00:07:25 (4) 00:01:51 00:00:00 (0) 00:00:00  00:00:00 (0) 00:00:00  100%  00:00

3 WMt | s IR 4 StartTime: May-02-18 11:00:00 (9 M
8B T Py May-02-18 11:00:00  12:00:00 | sl S 51080 51080 02:00:00 (2) 00:00:03 (1)  00:04:03 (1) 00:04:03  00:00:00 (0) 00:00:00 | 00:00:00 (0) 00:00:00 |100%  00:00
aatioisheiore May-02-18 11:00:00 | 12:00:00 | Wil Lt 61034 51034 01:00:00 (1) 00:00:30 (7)  00:13:16 (6) 00:02:12 00:00:00 (0) 00:00:00  00:00:09 (1) 00:00:08 | 85% 00:00
2 ﬂw::‘:::':w;;“‘;L'_‘__‘ May-02-18 11:00:00  12:00:00 | Sl Sl 51026 £1026 01:00:00 (1) 00:00:07 (1)  00:00:23 (1) 00:00:23  00:00:00 (0) 00:00:00 | 00:00:00 (0) 00:00:00 |100%  00:00
R S S A May-02-18 11:00:00 | 12:00:00 | il Sabkas 61077 51077 02:00:00 (2) 00:00:05 (1) 00:06:44 (1) 00:06:44 00:00:00 (0) 00:00:00  00:00:00 (0) 00:00:00 | 100%  00:00
3 May-02-18 11:00:00 | 12:00:00 | i s il gt | 60983 50983 02:00:00 (2) 00:00:33 (3) 00:09:37 (3) 00:03:12  00:00:00 (0) 00:00:00 | 00:00:00 (0) 00:00:00 | 100%  00:00 -

< I 1 . L

Agent' Service Level Agreement Repo

@ A% Gy hip/ocalhostWebHistorical/ 2!
Date from: | 5/2/2018 Time from: 2:15AM 2| 0} Date to: |5/2/2018 Time from: 7:00 PM 7 r“— [] Active Agents Only Interval: | Hourly ~ | | || &2 search | ]
Productivity
- Report
© ¢ Configuration * || (=) Voice () Email () Chat
© g Enviro
O [ Agel () Utilization () Login/Logout (_) Mot Ready Reason (_) After Call Work () Mot Ready (#) Productivity () Occupancy () SLA () Rona () Dashboard '\ Refresh " Expo
@ 8 Ab LSG2U | agent login | Ext  Login Inbound  Inb% | AvgInb Dialed Dial %  Avg Dialed acw Avg ACW Hold Avg Hold | Consultant  Avg Con

[&] & Agent Group London 'Switch_LD5 (4

60557 60557 06:07:45 00:00:00 (0 00 % 00:00:00 00:00:00 (O 00 % 00:00:00  00:00:00 (0) 00:00:00 00:00:00 (0) 00:00:00 00:00:00(0) 00:00:

a L LR

R b e ey br wieb gt 61079 | 61079 11:33:01 00:00:00 (00) 00 % | 00:00:00 00:00:00 (00) 00%  00:00:00 00:00:00 (0) 00:00:00 | 00:00:00 (0) 00:00:00 00:00:00 (0) 00:00:
a i _atow BT, _macit Nond 60979 60979 16:50:56 00:00:09 (01 00 % 00:00:09 00:00:00 (00 00 % 00:00:00 00:00:00 (0) 00:00:00  00:00:00 (D) 00:00:00 00:00:00 (0) 00:00:
Ak Wnphens S & A — §1020 61029 08:32:57 00:49:28 (16) 09 %  00:03:05 00:00:00 (00) 00%  00:00:00 04:05:36 (16) 00:15:21  00:00:00 (0) 00:00:00 00:00:00 (0) 00:00:

SR Wt Wisthsiweics V1L
B Ve s M
R vinet nds
R e fuay

AR e At
B T g 0

_'Q Thagt et Tarngethe 0T
"t

R 60300 | 60300 17:12:51 00:23:20 (04] 02 % 00:05:50 00:02:44 (01
00 %% 00:00:00 00:01:18 (0

01 % 00:05:18 00:00:00 (00
00 % 00:00:00 00:00:00 (00
07 % 00:39:13 00:09:48 (02
01 % 00:11:00 00:00:00 (00
00 % 00:00:05 00:02:50 (04

00 % 00:02:44 00:29:31 (4)| 00:07:22 | 00:00:14 (1) 00:00:14 00:00:00 (0) 00:00:
00 % 00:01:18  00:00:00 (0) 00:00:00 | 00:00:00 (0) 00:00:00 00:00:00(0) 00:00:
00 % 00:00:00 00:04:00 (2) 00:02:00 00:01:30 (1) 00:01:30 00:00:00(0) 00:00:
00 % 00:00:00  00:00:00 (0) 00:00:00 |00:00:00(0) 00:00:00 00:00:00(0) 00:00:
00 % 00:04:54 00:19:53 (3) 00:06:37 00:33:00 (4) 00:08:15 00:08:14 (1) 00:08:
00 % 00:00:00  00:06:13 (1) 00:06:13  00:04:20 (1) 00:04:20 00:00:00 (0)  00:00:

00 % 00:00:42 00:01:31 (20) 00:00:04 00:00:00 (0) 00:00:00 00:00:00 (0) 00:00:
| L

- 60994 60994 15:21:18 00:00:00 (0

" 61083 61083 10:12:26 00:10:37 (02

] 60265 | 60265 09:48:55 00:00:00 (00
otes i 60255 60255 17:07:13 01:18:27 (02

B e Funmin W
B T R T T
~

60292 60292 10:08:51 00:11:00 (01
60162 | 60162 05:58:01 00:01:42 (20

AR At i it 0) 0)
8 et 61084 61084 11:01:08 00:00:00 (00) 00 % | 00:00:00 00:01:06 (03) 00%  00:00:22 00:00:00 (0) 00:00:00 |00:00:00 (0) 00:00:00 00:00:00 (0) 00:00:
3 Avid S . (RN 61023 | 61023 11:08:15 00:00:00 (00) 00 % | 00:00:00 00:00:00 (00) 00 % 00:00:00 | 00:00:00 (0)| 00:00:00 |00:00:00 (0) 00:00:00 |00:00:00(0) 00:00:
g ”':::"_ ‘;. — TR S— 60558 60558 12:53:02 00:00:00 (00) 00 % | 00:00:00 00:00:00 (00) 00%  00:00:00 00:00:00 (0) 00:00:00 |00:00:00(0) 00:00:00 00:00:00 (0) 00:00:
B i saarn 1on Sy s 60156 60156 00:58:59 00:00:00 (00) 00 % | 00:00:00 00:00:00 (00) 00%  00:00:00 00:00:00 (0) 00:00:00 |00:00:00(0) 00:00:00 00:00:00 (0) 00:00:
B v Sl b s sl 61082 61082 11:04:56 00:00:00 (00) 00 % | 00:00:00 00:00:00 (00) 00%  00:00:00 00:00:00 (0) 00:00:00 |00:00:00(0) 00:00:00 00:00:00 (0) 00:00:
g :;;"“‘:’ "“;‘f:[ Tasrs o Wissir 60768 60768 10:53:16 00:00:00 (00) 00 % | 00:00:00 00:00:00 (00) 00%  00:00:00 00:00:00 (0) 00:00:00 |00:00:00(0) 00:00:00 00:00:00 (0) 00:00:
W 61074 61074 12:18:30 00:00:18 (02) 00 % | 00:00:09 00:00:00 (00) 00%  00:00:00 00:00:00 (0) 00:00:00 |00:00:00(0) 00:00:00 00:00:00 (0) 00:00:
- 60992 60992 15:13:05 00:00:00 (00) 00 % | 00:00:00 00:00:00 (00) 00%  00:00:00 00:00:00 (0) 00:00:00 |00:00:00 (0) 00:00:00 00:00:00 (0) 00:00:
2 z:‘_"“‘ ""‘*;“ - e T 60604 60604 06:27:49 00:00:00 (00) 00 % | 00:00:00 00:00:00 (00) 00%  00:00:00 00:00:00 (0) 00:00:00 |00:00:00(0) 00:00:00 00:00:00 (0) 00:00:

-y

g PR A Sl g 61080 61080 14:58:45 00:08:45 (02) 00 % | 00:04:22 00:00:00 (00) 00%  00:00:00 00:04:00 (2) 00:02:00 |00:00:00 (0) 00:00:00 00:00:00 (0) 00:00:
R i e @t Toishi Toaed B o 60985 60985 12:18:06 00:11:49 (03) 01 % | 00:03:56 00:00:21 (02) 00%  00:00:10 00:06:00 (3) 00:02:00 |00:00:00(0) 00:00:00 00:00:00 (0) 00:00:
A Awtiue S, G b o a8 61034 61034 09:15:58 00:32:10 (17) 05% | 00:01:53 00:00:00 (00) 00%  00:00:00 00:07:00 (14) 00:00:30 |00:00:00 (0) 00:00:00 | 00:00:00 (0) 00:00:
2 e ot n,.: - i b 61026 61026 11:16:28 00:28:29 (23) 04 % | 00:01:14 00:01:09 (01) 00%  00:01:09 00:07:27 (15) 00:00:29 |00:00:00 (0) 00:00:00 00:00:00 (0) 00:00:
R e e T 61077 61077 15:19:00 00:10:47 (02) 01 % | 00:05:23 00:00:41 (01) 00%  00:00:41 00:04:00 (2) 00:02:00 |00:00:00 (0) 00:00:00 00:00:00 (0) 00:00:
B vt tan min O 50682 60682 11:24:18 00:00:00 (00) 00 % | 00:00:00 00:00:00 (00) 00%  00:00:00 00:00:00 (0) 00:00:00 |00:00:00(0) 00:00:00 00:00:00 (0) 00:00:
A i s St 5094 St el § el | 50983 | 50983 15:20:15 00:06:04 (02) | 00 % | 00:03:02 00:05:46 (03) 00 % 00:01:55  00:02:07 (2)| 00:01:03 |00:00:00 (0) 00:00:00 00:00:00 (0) 00:00:
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Agent’ Productivity Report



Agent(s) Email Historical Reports

Web Historical Reports x| Y = pc4
O & Ty 990 nttprlocalhostWebHistoricalf =2 |[@
Date from: 5/2/2016 fi5] Time from: 2:15 AM 2 9 Date to: | 5/2/2018 fi5] Time from: 7100 PM 2 D [_| Collapse Groups | | Active Agents Only Interval: | Hourly ~ J | ‘ I 2 Search J ]
© gz Cenfigup=—c = = 4 Group of * | © voice (+) Email () Chat
© gé“g Agents (= Utilzation (_) Login/Logout () Not Ready Reason Occupancy () Emails Real-Time . Refresh " Export
© & Agent Group Austr i SIFSwilch_S¢ Age ser Name  Flace Sign In Ready Ready % Mot Ready Mot Ready %  Proccesed  Avg. Proc  Mone Proc Revoked Rejected C
% ::::.:" -}::-"".—r:;u- sackr Place_csackr 7:24:58 (5) | 2:22:08 (25) 31 % 4:37:44 (16) 62 % 0:25:05 (16) 0:01:34 0:06:40 (06) | 0:00:00 (00) @ 0:00:00 (00) g
_a B ot ¥ maa2dk Place_maa24k = 8:23:56 (5) 2:03:51 (16) 24 % 5:15:24 (20) 62 % 1:04:41 (07) 0:09:14 0:08:26 (05)  0:00:00 (00)  0:00:00 (00)
AR O e 0 peaZaor Place_pea2or 8:25:20 (4)  2:19:32 (41) 27 % 5:02:04 (42) 50 % 1:03:44 (13) 0:04:54  0:05:40 (04) 0:00:00 (00)  0:00:00 (00)
% :-::"; -u: ‘11; o csadwD Place_csadw0 | 5:29:27 (1) | 2:28:21 (08) 45%  1:53:23 (03) 34 % 1:07:43 (18)  0:03:45  0:01:33 (04) | 0:00:38 (01) | 0:00:00 (00)
AR bt < adano2 Place_adano2 | 0:11:52 (1)  0:00:00 (00) 00%  0:11:52 (02) 00 % 0:00:00 (00) =~ 0:00:00 | 0:00:00 (00) | 0:00:00 (00) | 0:00:00 (00)
R T B S8 [ ———— hobz7o Place_hobz7o | 8:00:40 (3) | 1:35:09 (16) 19%  5:43:23 (13) 71 % 0:42:08 (32) = 0:01:19 | 0:04:07 (09) | 0:00:00 (00) | 0:00:00 (0O)
g ':::‘. "‘:’;""‘ﬁ . FR—— mobuw? Place_mobuw? | 8:17:07 (4)  0:49:16 (08) 09 % 7:23:17 (18) 89 % 0:04:34 (04) 0:01:08 | 0:00:00 (01) | 0:00:00 (00) | 0:00:00 (00)
a Gamatt. et ITRALY e Ta b badicr Place_badicr 8:44:20 (3)  1:38:02 (20) 18 % 6:50:08 (08) 78 % 0:16:10 (40) 0:00:24 0:15:20 (30)  0:01:19 (02)  0:00:20 (03)
B e S G 0 T T hued77 Place_hued77 | 8:22:01(2)  5:40:38 (21) 67 %  2:13:11 (17) 26 % 0:28:12 (07)  0:04:01 | 0:00:00 (00) | 0:00:00 (00) | 0:00:00 (00)
SR G e "'“: i Thiles AR aneod2 Place_anec42 | 7:39:47 (5) | 1:06:45 (06) 14 % 6:32:15 (17) 85 % 0:00:47 (01) 0:00:47 | 0:11:11 (01) | 0:00:00 (00) | 0:00:00 (00)
% :::-::::n::u ';'_‘:“_-_‘ i prin Tt foghuh Place_foghuh | 8:25:51 (4)  8:35:22 (59) 01%  3:17:19 (20) 39 % 3:33:17 (35)  0:06:05 | 0:09:44 (09) | 0:01:09 (02) | 0:00:03 (01)
AR A it S 0 mwi i quhxzs Place_guhxz® | 7:32:09 (2)  7:51:59 (23) 04%  2:17:16 (09) 30 % 3:43:00 (13)  0:17:09 | 0:14:01 (05) | 0:00:00 (00) | 0:00:00 (00)
A ey S 5 L sajyks Place_sajyks | 8:07:23 (3)  8:24:06 (27) 03% | 1:25:56 (13) 17 % 1:09:16 (24) = 0:02:53 | 0:31:11 (06) | 0:00:00 (00) | 0:00:00 (00)
%:-":":“‘":'_" kel I St ol lekbgw Place_lekbgw = 8:23:32 (4)  0:27:17 (04) 05%  7:56:08 (23) 94 % 0:00:07 (01)  0:00:07 | 0:00:27 (01) | 0:00:00 (00) | 0:00:04 (01)
R Wiy Fartmlie 30 LTSN o scks0o Place_sck800 | 7:33:26 (4) 10:22:13 (38) | 37%  2:27:17 (14) 32 % 2:45:34 (55)  0:03:00 | 1:12:39 (36) | 0:00:36 (02) | 0:00:00 (00)
R et ek sanin e tekyp2 Place_tekypz = 8:14:19 (2)  5:54:22 (17) 71%  1:38:32 (08) 19 % 0:41:25 (11)  0:03:45 | 0:22:26 (01) | 0:00:00 (00) | 0:00:00 (00)
AR e e il Py —— kakog; Place_kak09] = 8:25:00 (4)  6:45:46 (51) 80 %  3:35:05 (25) 42% 2:41:13 (55)  0:02:55 | 0:10:38 (03) | 0:00:00 (00) | 0:00:06 (01)
% :::::-“::u-ﬁ:; " wtull et msmilyined #psegaed hekani Place_hekani | 9:49:33 (2) 10:58:07 (31) | 11%  3:33:16 (17) 36 % 1:34:48 (19) = 0:04:59 | 0:54:08 (06) | 0:00:00 (00) | 0:00:00 (00)
R e gt e gl allgfv Place_allgfv 8:08:16 (3) 12:37:10 (16) | 55%  2:16:34 (12) 27 % 0:47:47 (08) = 0:05:58 | 0:00:00 (00) | 0:00:00 (00) | 0:00:00 (00)
R et Cine n TR — kaliit Place_koliit 7:40:49 (1)  11:58:19 (24) 55 % 2:43:53 (10) 35 % 2:46:34 (21) 0:07:55 | 0:01:25 (01) | 0:00:00 (00) | 0:00:00 (00)
% 1:.:.,‘::,::1:‘” Tk s b mamdsh Place_mamdsh = 7:54:36 (4)  9:03:46 (47) 14%  1:13:56 (15) 15 % 0:23:14 (06)  0:03:52 | 1:11:23 (11) | 0:00:19 (02) | 0:02:07 (18)
AR e o o L —— voismf Place_voismf = 8:00:27 (1)  5:49:45 (0S) 72%  2:10:42 (04) 27 % 0:00:00 (00)  0:00:00 | 0:00:00 (00) | 0:00:00 (00) | 0:00:00 (00)
E R Tt L e i lunsss Place_luns98 = 8:16:59 (2)  6:27:53 (36) 78%  1:04:16 (06) 12 % 0:44:50 (28) = 0:01:36 | 0:01:26 (02) | 0:00:00 (00) | 0:00:00 (00)
@ §g Agent Group London SIPSwitch_LDS P — pap743 Place_pap743 = 7:28:39 (2)  0:50:53 (37) 13%  5:41:27 (27) 76 % 0:47:10 (24)  0:01:58 | 0:02:01 (03) | 0:00:00 (00) | 0:00:00 (00)
¢ @BéNF{(:]LUTT:\F;SF(:::nE Group Australia SG3 | T g kopSgm Place_kopSqm 8:32:53 (4) 7:25:26 (20) 86 % 1:08:09 (21) 13 % 2:07:46 (13) 0:09:49 0:40:16 (02) 0:00:00 (00) 0:00:00 (00)
@ (@ Routing Points Group London-LDS5 (3 St gy e reswSu Place_reswSu | 5:14:43 (1) | 4:59:47 (02) 95%  0:14:56 (03) 04 % 0:00:00 (00) ~ 0:00:00 | 0:00:00 (00) | 0:00:00 (00) | 0:00:00 (00)
CE’ @VE f’““?A“ffa'_'aim_‘[‘ﬁ) - || | S—T——- TayaT1 Place_Tayall | 2:03:47 (5) | 1:31:17 (03) 73 % | 0:32:30 (04) 26 % 0:00:00 (00)  0:00:00 | 0:00:00 (00) | 0:00:00 (00) | 0:00:00 (00) = °
i ] vl | ,
Agent' Email Utilization Report

Date from: | 5/2/2018 [f5] Time from: 2:15AM 2| D) Date to: | 5/2/2018 [75] Time from: 7:00 PM 3
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@ & ‘Agent Group London SIPSwitch_L D5
= [ DN Groups (4)
@ @ Routing Points Group Australia SG3 {
® @ Routing Peints Group London-LD5 (3
@ @ 'VQ Group Australia SG3 (16)

S P At e b e

< | 3

) Voice (») Email () Chat
() utilization () Login/Logout () Not Ready Reason (y Occupancy () Emails Real-Time
Start Time End Time Place Avg Login | Avg Wait | Awg Not Ready
4 StartTime: May-02-18 08:00:00
May-02-18 08:00:00  09:00:00 Place_aneod2 00:31:42 00:00:00 00:10:34
May-02-18 08:00:00 Place_foghuh 00:08:50 00:00:00 00:04:25
May-02-18 08:00:00 T sajyks Place_sajyks 00:23:54  00:00:00 00:11:57
May-02-18 08:00:00 sckaon Place_sckB0O 00:26:46 00:00:00 00:13:23
May-02-18 08:00:00 09:00:00 allgfv Place_allgfv 00:27:35 00:00:00 00:13:25
May-02-18 08:00:00 09:00:00 Sl koliit Place_koliit 00:40:05 00:00:00 00:13:20
May-02-18 08:00:00 09:00:00 woismf Place_voismf 00:59:43 00:59:43 00:00:00
May-02-18 08:00:00 09:00:00 pap743 Place_pap743 00:28:20 00:00:47 00:02:59
May-02-18 08:00:00 09:00:00 reswsu Place_resw5u 00:28:54 00:28:52 00:00:02
May-02-18 08:00:00 09:00:00 TayaTl Place_TayaT1 00:59:29 00:59:28 00:00:00
May-02-18 08:00:00 09:00:00 potv82 Place_potvB2 00:03:27 00:00:00 00:03:27
May-02-18 08:00:00 09:00:00 havav0 Place_havavd 00:11:04 00:00:00 00:05:32
May-02-18 08:00:00 09:00:00 Pt S navtlt Place_navtlt 00:03:13 00:00:00 00:01:36
4 StartTime: May-02-18 09:00:00 (27 s
May-02-18 09:00:00  10:00:00 P L ] csackr Place_csackr 00:07:05 00:00:00 00:01:42
May-02-18 05:00:00 10:00:00 M Moo Tl maa24k Place_maa24k 00:29:40 00:01:42 00:00:33
May-02-18 05:00:00 10:00:00 Turivd Sr bt hobz7a Place_hobz7o 00:14:49 00:00:00 00:02:30
May-02-18 09:00:00 | 10:00:00 Tabto I Wy mobuw? Place_mobuw?  00:11:17 00:00:00 00:03:45
May-02-18 09:00:00 | 10:00:00 T Tt badicr Place_badicr 00:22:01 00:00:01 00:10:24
May-02-18 09:00:00 10:00:00 Torramm g hued77 Place_hued77 00:49:42 00:04:03 00:02:45
May-02-18 05:00:00 10:00:00 aneod2 Place_aneod2 01:00:00 00:00:00 01:00:00
May-02-18 09:00:00 10:00:00 foghuh Place_foghuh 01:00:00 00:03:28 00:08:40
May-02-18 09:00:00 10:00:00 guhxzg Place_guhxzg 00:31:29 00:02:26 00:04:05
May-02-18 09:00:00 | 10:00:00 sajyks Place_sajyks 01:00:00  00:28:31 00:05:31
May-02-18 05:00:00 10:00:00 sckaon Place_sckB00 00:29:32 00:02:20 00:01:23
May-02-18 05:00:00 10:00:00 tekyp2 Place_tekyp2 00:58:59 00:06:47 00:07:47
May-02-18 09:00:00 10:00:00 kak03] Place kak05] 00:06:39  00:00:00 00:03:19

Avg Proccesed

00:00:00
00:00:00
00:00:00
00:00:00
00:00:44
00:55:35
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