Unleash the power of HTMLS5 with Genesys and Cisco reporting.

Every contact center has unique reporting needs that depend on the line of business. This reporting tool
helps to understand KPIs at a glance and immediately recognize when KPIs signal the need for further
analysis. If you are eager to boost your inbound or outbound sales and looking for efficient ways to track
your contact center metrics and monitor customer service performance, this tool is for you. This tool
breaks down silos to give full visibility across your contact center and the entire organization. Our
customizable reports bring the power and flexibility to your analytics. Unleash the power of HTML5 with
Microsoft Azure (In the Cloud) with Genesys & Cisco’s historical and real-time reporting.

£ Home Page | Reporting | Max Dz X S

(o D) @ Not secure | alexander-pc/Reporting/

Reporting Home Why Choose Us? Contact Us

Reporting Home Why Choose Us? Contact Us

Create a new account

First Name

Last Name

Email

Password

Confirm password

The email field is required.

The password field is required

REGISTER

We Can Accommodate
Your Needs!

Effectively managing your call center performance begins with
easy and timely access to relevant information. Gain a holistic
view of customer journeys to better meet service levels and

exceed your customers’ expectations. Leverage call center

Register Login

Register.

© 2020 Copyright Max Data LTD, Inc
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£ Home Page | Reporting | Max D= X

e

Log in | Reporting | Max Data LTI X +

@) (@ Not secure | alexander-pc/Reporting/Account/Login

Reporting

Home

Choose Us?

Log in.

Use a local account to log in.

Email

Password

maxdata@live com

Remember me?

LOG IN

@ 2020 Copyright Max Data LTD, Inc

Supervisor(s) and Agent(s) can use the network authentication to login.

+

)  © Notsecure | alexander-pc/Reporting/

Reporting

Copyright © 2014-2020 Max Data LTD, Inc http://www.maxdatalab.com

We Can Accommodate
Your Needs!

Effectively managing your call center performance begins with

easy and timely access to relevant information. Gain a holistic
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All-In-One (voice and media) Agent’s level reporting

[ Historical Reporting | Max Data | X | +

=

< O @ Not secure | alexander-pc/WebReporting/UserPage Y 3=
ST IEX | May2 208 |B@ | Mmay3 208 }@ @ All-in-one O voice O Email  Chat & Jenny Smith ~
Selected Agent
i Media type selection
@ O Dashboard @ Analytics O Call by Call O Emails Reports selection
Alex Macaulay -
20.10 % 00:04:55 19.99 % . £ Extension: 25644
E-ZaAgent Groups Occupancy z AHT @ Productivity r i

.@ Australia SIPSwitchSG3 (30)
i-R Alex Macaulay (25076)
8 Alexander Ivanoski (25551)
8 Annette Fatone (25080)

- Bernadett Faraci (25758)
. Bernadett Gauba (25781)
R Bernadett Watson (25114)
- David Delia (25535)

8 Desmond Collins (25645)
. Elaine Bonacci (25747)

R Farisha Dean (25840)

R Gabrielle Condon (25538)
8 Gavin James (25852)

R Gilda De Guzman (25524)
- Giulio Chen-Yi Wan (25802)
- Jacqueline Ang (25677)

R Jasmina Ahmeti (25625)

. Jason Centorino (25622)

R Jean-Claude Esteller (25103)
- Jennie Caulfield (25717)

R John Birchall (25786)

R John Coulter (25789)

- Lesl Burton (25505)

4 Madeleine Feltham (25784)

90 % target 04:00:00 target

82 % target

® sign In & Sign out O Not Ready Reason O Rona-Revoked O skills

Total Logout Login Time Stamp Total Login Logout Time Stamp Reason
May-02-18 07:53:49 01:36:57 May-02-18 09:30:46
23:35:00 May-02-18 09:05:46 | 00:25:00 May-02-18 09:30:46

May-02-18 09:05:46 00:25:01 May-02-18 09:30:47 MediaRemoved

Email

May2,20e  |E [  wmay3z 2o  |E :@ All-In-One ﬁVoice
[Voice and Media J [ Voice only J

Chat

Email only

Historical and Real-Time reporting separated by media

Copyright © 2014-2020 Max Data LTD, Inc http://www.maxdatalab.com

(&) Login Code: 25076
Q) User Name: mas6or

& Place: Place_mas6or

02:01:57 (02) 01:00:58
Signed In 8.47 %
[ )
00:25:01 (01) 00:25:01
Email Signed In 174 %
(1 )
00:36:25 (04) 00:09:06
Idle (Wait) 2478 %

L —

00:00:34 (04) 00:00:08

After Call Work 0.46 %

C )

00:00:34 (04) 00:00:08

After ACD & Media 0.39 %

C )
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bl [ may2208  [E | wmayz208  |E# ® al-n-cne O voice O email  chat

@® Dashboard O Analytics O Call by Call 3D-View By Time

Agent's Workmode

Empty 39.34% — — _Just Logged In 0.76%
~ Lunch 1.89%
~Marked Time 2.54%
Break 4.71% Offline Work 1.99%
Email 0.01%
ACW 0.84% Rejected 5.56% —

~Idle (Wait) 47.92%

B Break | Empty [ Just Logged In M Lunch [ Marked Time |

v

& Jenny Smith ~

Agent's ACD and Media

-~ Ring 88.89%

Email 5.56%

B Ring © Email M Rejectsd

All-In-One Dashboard

51 x [ Moy2208 [E | wmoy32m8 | O al-in-one ® voice O Email  Chat

@® Dashboard O aAnalytics O Call by Call 3D-View By Time

Agent's Workmode

~Idle (Wait) 84.10%

Marked Time...
ACW 1.58%
ACD 7.47% Rona 1.29%

B Marked Time 100 Tdle (Wait) BN ACD NN ACW |

.

Ring 3.83%

& Jenny Smith =

Agent's ACD Calls

. ACD 94.88%

B Ring | ACD | Rona

Voice Dashboard

Copyright © 2014-2020 Max Data LTD, Inc http://www.maxdatalab.com pg. 4
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boe] B < [ May 2, 2018 |@ | May 3, 2018 I% O All-in-one O voice ® Email Chat

@ pashboard O Analytics O call by Call O Emails & 3D-view By Time

Agent's Workmode

Idle (Wait) 99.57%

@, Jenny Smith ~

Agent's Emails

e - Email 64.18%

Email 0.43%
Rejected 35.82%
B Idle (Wait) 00 Email B Email 0 Rejected
P
Email Dashboard
370X [ May2208  |B] [  wmays208 |E @ al-in-one O voice O Email | Chat @' Jenny Smith ~

O bashboard @ Analytics O call by Call

2.65% 00:02:27 7.09 % 263%
Occupancy 2 AHT @ SLA l@ Productivity

90 % target n

80 % target

04:00:00 target : ||

® sign In & Sign out O Not Ready Reason O Rona-Revoked O skills

Total Logout Login Time Stamp Total Login Logout Time Stamp Reason
May-02-18 10:05:34  02:56:33 May-02-1813:02:07  The agent connection has been lost
May-02-18 10:05:49 07:55:03 May-02-18 18:00:52
00:07:57 May-02-18 13:10:04 01:28:35 May-02-18 14:38:3¢  The agent connection has been lost
00:03:13 May-02-18 14:41:52 01:18:52 May-02-18 16:00:44
20:41:07 May-02-18 14:41:59 03:18:53 May-02-18 18:00:52

00:19:43 May-02-18 16:20:27 07:39:32 May-02-18 23:59:59

All-In-One Agent’s Analytics

82 % target

° ﬁ Extension: 61034
-

@ Login Code: 61034

2)) User Name: lekbgw

& Place: Place _lekbgw

11:13:56 (02) 05:36:58
Signed In 46.80 %
13:23:32 (04) 03:20:53
Email Signed In 55.80 %
[ — |
06:39:20 (30) 00:13:19
Idle (Wait) 27.03%
[ —— )
00:07:00 (14) 00:00:30
After Call Work 1.04 %
[} )
00:07:00 (14) 00:00:30
After ACD & Media 0.47 %

C )

Copyright © 2014-2020 Max Data LTD, Inc http://www.maxdatalab.com pg. 5
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Occupancy is Percentage of Inbound (ACD) time + Hold time (Any hold time) +
ACD and Media ACW (only related to ACD calls, chat and emails) + Processed
265 % (Marked Done) and None Processed time) to Total of Voice and Media Logged in

Occupancy 2 time-

i. ACD and Media (emails and chats) After Call Work. If the Softphone is

properly configured and the Agent required to do some work after the
ACD call is disconnected, it is ACW (with flag 3). It might be Not Ready
mode with flag 4 with specific reason code. In that case additions
filtering is required. After all emails and chats are completed, Agent
might need to do some additional work. Agent will go on Not Ready
mode with specific or any reason code.

ii. Processed time. This is an email marked done

iii. None Processed time. The emails are not marked done

iv. Hold time will be determined by the business.

90 % target

00:02:27 Average Handle Time (AHT). It is average of]
AHT @

Inbound (ACD) time + Hold time (Only consult hold time) + ACD and Media
ACW (only related to ACD calls, chat and emails) + Processed (Marked Done)
— to the number of Inbound (ACD) + Hold (Only consult) + Processed (Marked
04:00:00 target |I Done). It is up to the business to determine if both Processed and None
! Processed should be including in calculations

7.09 % /

SLA w SLA % is a Percentage of ACD Calls, emails and chats left Virtual Queues
(determined by the business) and reached the target within 20 seconds (as a
default) to the number of offered ACD calls, chat and emails.

80 % target

2.63 % . Productivity is a is Percentage of Inbound (ACD) time + ACD and Media ACW
Productivity 'F?l (only related to ACD calls, chat and emails) + Processed (Marked Done) to

Total of Voice and Media Logged in time.
But it is usually up to the business to determine what should and shouldn’t
82 % target | be included in calculations.

Copyright © 2014-2020 Max Data LTD, Inc http://www.maxdatalab.com pg. 6



http://www.maxdatalab.com/

i.  Sign In & Sign Out Reports (All-In-One). It includes Sign In and Sign Out time stamps for voice
and media (chat and emails)

@ sign In & Sign Out O Not Ready Reason O Rona-Revoked O Skills

Total Logout Login Time Stamp Total Login Logout Time Stamp Reason
| May-02-18 10:05:34 | 02:56:33 | May-02-18 13:02:07 | The agent connection has been lost
| May-02-18 10:05:49 | 07:55:03 | May-02-18 18:00:52 |
00:07:57 | May-02-18 13:10:04 01:28:35 | May-02-18 14:38:39 | The agent connection has been lost
00:03:13 | May-02-18 14:41:52 01:18:52 | May-02-18 16:00:44 |
20:41:07 | May-02-18 14:41:58 | 03:18:53 | May-02-18 18:00:52

00:19:43 May-02-18 16:20:27 07:39:32 May-02-18 23:59:59

ii.  Not Ready Reason (All-In-One). It shows the percentage of Reason code to a total of Not Ready
voice and media.

O sign In & Sign Out @ Not Ready Reason O Rona-Revoked O skills

Sign In Not Ready Reason  Occurrences InReason InReason
26:04:59 (02) 04:47:03(02)1834% Coaching 2 02:05:42 43.79%
26:04:59 (02) 04:47:03 (02) 18.34 % | Offline Work 1 00:27:09 9.46%

iii.  Rona-Revoked (All-In-One)

O sign In & sign out O Not Ready Reason ® Rona-Revoked (10) O skills

Email Ring & End e
ANI 1S Ti b
DN Rien Start Time 5 % ConnlD (Hex) ConnlD xniD Detail
May-02-18 :
iq._POOI 06.0525 00:00.03 09,08:32 0 D003NODE4AS INMSF
May-02-18
123236063 | 21040053 e 00:00:08 | 09:1828 | 00BIO2BA7CDFDSI8 | 49824070860002584 -
Moy-02-18
570270331 21040053 BN 00:00:09  0819:47 0OBIO2BA7CDFDSI8  49824070860002584 -

-02- 3
50023341 | 21040053 ey °_2 B 000008 | 093346  O00BIO2BATCOFDS20 | 498240708600 Click to select the iy
09:33:37 Detail information

804111662 21040053 i 00:00:08 09:47.06 O00BIO2BA7CDFDS28 = 49824070860002600 -

08:48:57
May-02-18

605286060 | 21040053 095218 00:00:08 | 09:52:27 | D0BIO2BA7CDFD530  49824070860002608 -
May-02-18

123236063 21040053 101140 00:00:09 101149  OOBID2BA7CDFDS30 49824070860002608 £
May-02-18 e ?

iq_PDO! 12:52:48 00:00:33 125319 0 0003NaDE4ASIQ4BY

May-02-18

576104787 21040053 16:0259 00:00:09 16:03:08 O0OBIO2BA7CDFDS70 49824070860002028 -
May-02-18

586744053 = 21040053 16:4815 00:0009 | 16:48:24 00B102BA7COFD7I0 = 49824070860003088 o

Copyright © 2014-2020 Max Data LTD, Inc http://www.maxdatalab.com pg. 7
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v. Call Detail Information

® single Grid O Split Grids  Conn ID:

..o o o e R N A
..o s o N T )
..o et T N S B T )
s e N = A
ouac T N N T
vncom s magme e o wown
vncom ks wagme | wororewen | man wor
= v | oo owoscoco e s raaoven | o oo

-

L3

[ Total in Queue(s): 00:19:05 | [ Total in Call(s): 00:10:40 |

vi.  Skills
O sign In & sign out O Not Ready Reason O Rona-Revoked ® skills

SKILL_AUS_BPFuels_Fuels _AccMngré_voice

SKILL_AUS_BPFuels_Fuels_AccMngr8_voice 7
us /]
SKILL_AUS_BPFuels_Fuels_AccMngrxx_voice 10
{ 1

'S SALES

Copyright © 2014-2020 Max Data LTD, Inc http://www.maxdatalab.com pg. 8



http://www.maxdatalab.com/

12:38:08 (02) 06:19:04 i. Voice Sign In. Percentage to selected period.
Signed In 52.65 %
[ e )
ii. Email Sign In. Percentage to selected period.
07:33:26 (04) 01:53:22
Email Signed In 31.49 %
[ — ) iii. Idle / Wait / Ready. It is a total of voice and media. It is the time
when Agent is available and waiting for an ACD call or email or chat.

13:10:51 (70) 00:11:18 Percentage is the time to total Signed In voice and media
idle (Wait) 65.27 %
G 200 )
00:07:27 (15) 0:00:30 iv. After Call Work (ACW) Voice only. Total ACW related and none

o . related ACD calls
After Call Work 0.98 %
) ) V. After ACD and Media. It is the time after ACD call is
00:07:27 (15) 00:00:30 disconnected and Agent on ACW plus the time after all emails and
Aft. ;ACD e 0 6.] 7 chats are completed and Agent on the Not Ready mode.

er edia B1%
( )
02:30:04 (15) 00:10:00 vi. . Not Ready. Percentage is the time to total Signed In voice and
Not Ready 12.39 % media
(~— )
00:28:20 (15) 00:01:53 vii.  Inbound (ACD) call. Voice only
Inbound 3.74%
("N )

(06) viii. Emails Processed. Emails marked done
00:33:14 (06 00:05:32
Email Processed 31.56 %
[ —— )
01:09:39 (11) OO0E50 ix. Emails None Processed. Not marked Done
Email None Processed 66.13 %
[ |
00:00:19 (02) 00:00:10 X. Emails revoked. Agent didn’t accept and emails went back to the Queue
Email Revoked 0.30%
( )
00:02:07 (18) 00:00:07 xXi. Emails rejected. Agent refused to accept the incoming emails
Email Rejected 201%
@ )
J

Copyright © 2014-2020 Max Data LTD, Inc http://www.maxdatalab.com pg. 9
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;:@ [ mayzzos |E [ may3 208

O Dashboard O aAnalytics ® Call by Call

Activity Reason

T L] ] CJ
womames | wwwwn | owwss  ewewwe 0 0 0
L] ] CJ
wp | owmen  eemoam 0 O 0
L] ] CJ
wow | hpawwms  wms 0 D 0
L] ] CJ
moss | own oem mom oo | om0 | man oma 0 0 D comeon | cnmmeon
L] ] CJ
w " ewwms | eemwms 0 D 0
L] ] CJ
moes  owm s wmen | owees | mon e omn D0 D meon | cseon
] ] [
S O B B = B = R
] ] [
e R R T R A R
] ] [
moes | oam e awow | ococen | mon oo eon D 0 D oo esenson
] ] [

Arn—ND-12 ININNA NONNNA

All-In-One Call by Call

[ & e <
< O O Notsecure | alexander-pc/Reporting/Historical % @

’;;@ [ May2 208 [ May3,208 |

O pashboard O Analytics O Call by Call ® Emails

David PacovskA% (2 items)

:emuuo‘meﬁm(am)

Heidemann Kim Alexandra

Hinze, Oliver

IlkamAvise

Kornel Pavel

Leonard, Stephanie

Montalto
Nowakowski, Andrze]
‘OULHOUSSAINE Lahsen

Schmidt, Markus (3 items)

Shrd_Cs.BP

Shrd_HAM-BP-Service (2 items)

‘Shrd_OP.8P (2 items)

Szendi, Gerda

Emails

Copyright © 2014-2020 Max Data LTD, Inc http://www.maxdatalab.com pg. 10
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All-In-One (voice and media) Group of Agents level reporting

[ Historical Reporting | Max Data . X | + = s
& (@] @ Not secure | alexander-pc/WebReporting/UserPage b =
=2l x | May 2, 2018 \E | May 3, 2018 |ﬁ @ al-in-one O voice O Email ' Chat @' Jenny Smith =
1
Agent Group: Australia SIPSwitchSG3
Jenny Smith = @® pashboard O Utilization O Sign In & Sign Out O Not Ready Reason O Not Ready O Productivity O Occupancy O sta O Rona-Revoked O Emails 3D-View By Time
EH@Agent Groups Agent's Workmode Agent's ACD and Media
&-f@ Australia SIPSwitchSG3 (30)
& London SIPSwitchLD5 (40)
-C3DN Groups
-CaPlace Groups Just Logged In 3.06%
EP\ECES Extended ACW 0.94% Hold 13.33% Qutbound 16.84%
-3 Skills Empty 9.79%
Away From Desk... ACD 12.28%
Email 1.58% Idle (Wait) 82.91%
ACW 0.73% Ring 2.11%
ACD 0.35% Rejected 0.35%
Email 55.09%
B Away From Desk Empty NN Extended ACW NN Just Logged In Idle (wait) N Ring ACD MM Hold M Outbound Email MM Rejected
A A
s (= Moy2208  |E | wmayszoe @ aln-one O voice O Email - Chat @‘ Jenny Smith~
Agent Group: Australia SIPSwitchSG3
O Dashboard @ utilization O Sign In & Sign Out O Not Ready Reason O Not Ready O Productivity O Occupancy O sta O Rona-Revoked O Emails
Agent loginID User Name Extension Place Sign In Wait (Idle) ACW Not Ready ACD Avg ACD Hold Transf Conf Awv
Alex Macaulay 25076 mas6or 25844 Place_masBor = 02:26:58 (03) 00:36:25 (04) 2478%  00:00:34 (04) 0046 %  00:04:12 (02) 0286% = 0027:58 (04) 2293 %  00:07:00 = 00:09 (02) 00.54 %
Annette Fotone 25080 f3toal 25665 Place_f3toad 15:42:14 (04) | 08:38:23 (07) 55.02% 00:00:05 (02) 00.01 %
Bernadett Faraci 25758 fach2k 25758 Place_fachZk  16:0252 (04)  0813:32 (07) 57.49%  00:02:00 (01) 00.22%  00:00:03 (02) 00.01% = 00:05:32 (01) 00.61%  00:05:32
Bernadett Gauba 25781 gac2ir 25781 Place_gac2fr | 15:564:03(02) | 0819:24 (20)5236% | 0019:37 (12) 0260 % | 00:28:50 (07) 03.04% | 010612 (12) 08.45 % 00:05:31 | 09:24 (06) 1420 %
David Delia 25535 delidl 26535 Place _delid] 09:321(02)  01:30:58 (13) 15.90 % 00:0100 (02) 0019 %  00:00:06 (01) 00.02% = 00:02:28 (02) 00.48%  00:0114
Elaine Bonacel 25747 boeikf 25797 Place _boeiki 09:35:28 (02) | 07:47:27 (08) 8123 % 00:08:00 (03) 0105 % | 00:37:29 (02) 0651 % 00:01:02 (02) 008 % 00:00:31
Farisha Dean 25840 defig3 25840 Place_defig3 06:4016 (02)  06:37:03 (03) 99.20 % 00:01:42 (02) 00.42 %
Gabrielle Condon 25538 | CondonGG 25538 07:58:01 (01) 218:05 (01) 28.89 %
Gilda De Guzmian 25624 degugm 25524 Place_degugm  0910:38 (02)  01:26:22 (03) 1568 % 00:39:15 (02) 0713 %
Giulio Chen-Yi Wan 25802 chgwid 25844 Place_chgwid | 19:55:28 (02) = 07:3416 (30) 38.00% | 00:06:44 (12) 00.93 % 00:4813 (16) 04.03 % 01:34:54 (12) 13.17 % 00:0754 | 15:50 (05)16.68 %
Jacqueline Ang 25677 anj504 25677 Place_anj504  09:58:49 (02) 085843 (08) 89.81% 00:30:29 (086) 05.08 %
Jasmina Ahmeti 25625 ahjid? 25625 Place_ahjid? 3148:38 (07) | 09:42:32 (12) 30.62% 01:22:24 (04) 0432 %
Jean-Claude Esteller 25103 esj2u? 25641 Place_esj2u2  09:07:30 (08)  09:18:21(19)10195%  00:0200 (01) 00.41%  00:08:34 (05) 0156% | 00:02:04 (01) 0042%  00:02:04 0126 (02) 68.35 %
Jennie Caulfield 25717 Ccaulfi) 25717 917:69 (01) | 07:36:35(06) 81.83% | 00:04:00 (02) 00.72% 01:01:24 (01) 1L.00 % 00:03:37 (01) 00.65% | 00:03:37
John Birchall 25786 biazry 25828 Place_biazry 06:31:08 (02)  00:1:09 (01) 02.85 % 04:28:26 (02) 68.63 %
John Coulter 25789 €0j295 25818 Place_coj295 | 09:0228 (02) | 005501(08)1014% | 00:04:34 (04) 00.95% | 00:20:39 (04) 03.81% | 00:20:46 (04) 0430% | 00:0512
Les| Burton 25505 burtp3 25506 Place_burtp3  08:01:48 (02) 00:30:54 (02) 06.41 %
Madeleine Feltham 25784 femskr 25814 Place_femSkr | 16:00:47 (02) | 062105 (23) 39.66% | 00:05:33(12)00.69% | 02:20:42 (13) 14.64 % 00:41:44 (12) 0506 % | 00:03:28 | 01:21(02) 0323 %
Pete Agawin 25627 agawtd 25627 Place_agawt0  16:11:01 (03) 0716:05 (03) 44.91 % 00:52:10 (02) 05.37 %

Utilization Report

Copyright © 2014-2020 Max Data LTD, Inc http://www.maxdatalab.com
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Agent Group: Australia SIPSwitchSG3

O pashboard O Utilization @ Sign In & Sign Qut O Not Ready Reason O Not Ready O Productivity O Occupancy O sLA O Revoked O Emails (26)

Agent

[

E B BE B B B B B

El

Alex Macaulay (1 Item)
Annette Fatone (2 lterns)

Bernadett Faraci (2 Iterns)

Bernadett Gauba (1 Item)
David Delia (1 item)

Elaine Bonaccl (1 iterm)
Farisha Dean (1 Item)

Gilda De Guzman (] Item)
Giulio Chen-¥i wan (1 item)
Jacqueline Ang (1 Item)
Jasmina Ahmeti (3 items)

Jean-Claude Esteller (4 Iterns)

Login ID = User Name

Place

Flace_fach2k

Place_fach2k

Total Logout

00:24:22

May-02-18 07:59:46

May-02-13 08:53:24

00:28:16

00:25:31

Login Time Stamp Total Login Logout Time Stamp
May-02-18 08:29:02

May-02-18 09:18:55

Reason

MediaRernoved

MediaRemoved

25076 masBor
25080 fa3toal
25758 fach2k
25781 gac2fr
25535 delid!
25747 boeikf
26840 defig3
25524 degugm
25802 chgwld
25677 anjs04
25625 ahjid?
25103 esj2u2

Sign In & Sign Out Report

Agent Group: Australia SIPSwitchSG3

O pashboard O utilization O Sign In & Sign Out @® Not Ready Reason O Productivity O Occupancy O Rona-Revoked

Agent Login ID | User Name  Extension Place Sign In Not Ready

Bl AlexMacaulay (2 ltems) 25076 maséor 25644 Place_masGor 02:26:58 (02)  00:04:12 (02) 0286 % - Occurrences | TR ——
Just Logged In 1 00:00:01 0.40
None selected 1 00:04:01 99.60

Annette Fatone (1 Itern) 25080 f3toal 25665 Place_f3toad  00:34:55 (01}  00:00:05 (01) 00.24 %

Bernadstt Faraci (1 Item) 25758 fach2k 25758 Place_fach2k  00:54:47 (01) 00:00:03 (01) 00.09 %

Sernadett Gauba (3 Itemns) 25781 gac2ir 2578 Place_gac2fr  18:44:40 (03) 00:57:55 (03) 0515 %

Elaine Bonacel (2 Items) 25747 boeikf 25797 Place_boeikf  09:35:28 (02) 00:37:29 (02) 06.51 %

farisha Dean (1 ltem) 25840 defiga 25840 Place_defigd  00:0495 (01)  00:01:42 (01) 40.00 %

Gabrielle Condon (1 ltem) 25538  CondonGG 25538 07:58:01 (01) = 02:18:05 (01) 28.88 %

Gilda De Guzman (1 Itemn) 25524 degugm 25524  Place_degugm 0910:38 (01) = 00:39:15 (01) 0713 %

Giulio Chen-Yi Wan (3 ltems) 25802 chgwid 25844  Place_chgwld  35:45:95 (03) 02:22:55 (03) 06.66 %

Jacqueline Ang (4 Items) 25677 anjs04 25677 Place_anj504 07:52:56 (04) 02:01:56 (04) 25.78 %

Jasmina Ahmeti (2 items) 25625 ahjid7? 25625 Place_ahjid7  31:48:38 (02)  01:22:24 (02) 0432 %

Jean-Claude Esteller (2 ltems) 25103 esj2u2 25641 Place_es2u2  09:07:39 (02) 00:08:34 (02) 0156 %

1(2
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VI.

May 2, 2018

Occupancy Report (All-In-One)

- | May 3, 201

18 |3 @ ai-n-one O voice O Ematl  Chot

Agent Group: Australia SIPSwitchSG3

O poshboard O utizotion O Sign In & Sign out O Not Reody Reoson O Not Ready O Productivity ® occupancy O sta O Rono-Revoked O Emalls

Start Time End Time Agent LoginiD  User Name  Extension Ploce Avglogin - Avg Available  Avgidie (Wait) AvgACW  AvgNotReady AvgACD AvgConsult AvgDialed Avg AN
May-02-18 00:00:00 235650  Alex Mocoulay 25076 masBor 26844 Pace_mastor 004850 001218 00:07:00 00045 00
May-02-1800:00:00 = 235850  Annette Fatone 26080 13too0 25665 Poce_f3toa0 035534 001726 0r1403 00:00:02 000MS 0o
May-02-18 foract 25758 foch2e 26758 Place_fochx 020043 001735 ot9086 06:02:00 00:0002 000532 o
Moy-02-18 00:00:00 = 236850  Senodett Gouba 25781 gac2fr 26781 Ploce_goc2ir 076702 000928 002458 000k38 000408 00053 00:00:10 ot
May-02-18 00:00:00 235¢89  Doavid Delia 26535 deliat 25535 Ploce_delid| 042806 003918 00:02.00 0000:30 o0ons 00
May-02-18 00:00:00 = 235868  Eaine Bonacci 25747 boeik! 25797 Piace_booikl 044744 00itas 005826 00:02:00 001844 00:00:31 00:0117 00
May-02-18 00:00:00 2350489  Forisha Dean 25820 defig3 28840 Foce _defigd 0320:08 0002:33 021221 000051
May-02-1800:00:00 = 235650  Gabrlelle Condon 25538 CondonGG 26528 075801 0218:05
May-02-18 Glida De 26524  degugm 25524 Ploce_degugm 043549 004255 00:28:47 001928
May-02-18 00:00:00 = 235950  Giulio Chen-Yl Wan 25802 chgwid 28844 Ploce_chgwid | 085744 000738 01508 00:00:34 00:0201 000754 000438 00
May-02-18 Ang 25877 onjs04 29617 Place_onjS04 048654 002914 00120 000508 00
May-02-18 00:00:00 | 235850  Jasming Ahmeti 26625 ahjd? 26625 Place_ahjd? 04:32:40 002720 004832 0020:38 000024 00
May-02-18 00:00:00 235248 Jeon-Cloude Estelier 28103 esjau2 25841 Ploce_es2u2 oroast 002053 002623 000200 00:0143 00:0204 000001 00
May-02-1800:0000 = 239669  Jennie Coullield 2577 Cauttly 2877 091769 0023:42 ane0s 00:02:00 010124 000327 ot
May-02-18 00:00:00 235056 John Birchal 25788 blazry 25828 Place_biazry 031534 0ci0e ocios 021413
Moy-02-18 00:00:00 | 235650  John Coutter 25789 coj29% %818 Place_coj2e% 043218 000717 000863 00:01:08 00:0540 000512 000124 0o
Moy-02-18 000000 235259  LeslBurton 28508 burtpd 268505 Place_burtp3 040054 001527 00:0029 or
Occupancy Report
82 (= May2,20i8  |E | Moy3208 & O Al-in-one ® voice O Email  Chat & Jenny Smith~
Agent Group: Australia SIPSwitchSG3
O pashboard O utilization O Sign In & Sign Qut O Not Ready Reason O Not Ready O Productivity O Occupancy ® sta O rRona O Emails (26)
Threshold: (sec)
Start Time End Time Agent LoginiD  Extension Signin Offered Answered Avg Hold Avg Rona %SLA  ASA ATA AHT % Occup
May-02-18 00:00:00 00:00:00  Alex Macaulay 25076 25644 02:01:57(02)  00:0855(04) = 00:28:40 (05) | 00:0544 = 00:08 (02) 00:04 0.00% 00N 00:06:04  3078%
May-02-18 00:00:00 00:00:00 | Annette Fatone 25080 25665 15:0719 (02) 00:00:41 (01) 00:00:40 (01) | 00:00:40 0.00% | 00:35 00:00:40 3.84%
May-02-18 00:00:00 00:00:00  Bernadett Faraci 25758 25758 150805 (02)  00:02:50 (01) 00:05:24 (01) | 00:05:24 000% 00:08 00:09:24 6.03%
May-02-18 00:00:00 00:00:00 | Bernadett Gauba 25781 25781 13:03:26 (01) 00:39:24 (10) 0055:47 (13) | 00:0417 | 09:24 (06) | 0134 000% | 00:05 00:08:28 18.24%
May-02-18 00:00:00 00:00:00  David Delia 25535 25535 08:38:00 (01) 00:0223 (02) = 0C:0112 000%  00:02 00:02:56 7.64%
May-02-18 00:00:00 00:00:00 | Elgine Bonacci 25747 25797 09:20:43 (01) | 00:09:42 (04) | 00:03:58(04) | 00:01:00 0.00% | 00:07 00:07:30 9.29%
May-02-18 00:00:00 00:00:00  Giulio Chen-Yi Wan 25802 25844 12:00:31 (01) 01:05:06 (12) 01:26:41 (14) 00:0812  15:50 (08) = 0310 000% 00:04 00:07:17 17.80%
May-02-18 00:00:00 00:00:00 | Jasmina Ahmeti 25625 25625 30:26:32 (04) = 00:07:22(03) | 00:00:46(03) | 00:0015 0.00% | 00:09 00:00:15 4.49%
May-02-18 00:00:00 00:00:00  Jean-Claude Esteller 25103 25641 081108 (05) 007614 (06)  00:04:44 (06)  00:00:47 0126 (02) 00:43  00:03(01)1667%  000% 0018 0003  00:0207 N.49%
May-02-18 00:00:00 00:00:00 | Jennie Caulfield 25717 25717 091758 (01) = 00:04:03 (03) | 0010:02(02) | 00:05:01 00:24 (02) 66.67% | 0.00% | 00:08 | 0012 | 001301 17.70%
May-02-18 00:00:00 00:00:00 | John Coulter 25789 25818 08:02:38 (01) 00:05:35 (03) = 00:22:45(08) = 00:03:48 0.00% 00:08 00:05:39 8.49%
May-02-18 00:00:00 00:00:00 | Lesl Burton 25505 25505 07:58:01 (01) 00:01:30 (01) 00:00:20 (01} | 00:00:20 0.00% | 00:09 00:00:20 0.00%
May-02-18 00:00:00 00:00:00  Madeleine Feltham 25784 25814 13:2812 (01) 01:0618 (14) 00:40:24 (15) | 00:02:42  0121(02) 0040 000% 00:06 00:0358 12.00%
May-02-18 00:00:00 00:00:00 | Soula Anagnostopoulos 25822 25338 0814:41 (02) | 00:08:29 (06) | 00:0816 (08) | oG:0MO | 03:33(03) | oM 000% | 00:04 00:01:56 7.62%
May-02-18 00:00:00 00:00:00  Stephen Clarke 25588 25588 04:32:08 (01)  00:10:53 (02) 00:12:54 (03)  00:0418 0.00% 00:08 00:0418 0.00%
May-02-18 00:00:00 00:00:00 | Willy Zheng 25725 25725 10:25:42 (01) 00:40:6 (1) 00:18:29 (11) 00:01:30 00:40 (02) 1818 % 0.00% | 00:03 | 00:20 | 00:0310 22.08%
Service Level Agreement (SLA) Report
Copyright © 2014-2020 Max Data LTD, Inc http://www.maxdatalab.com pg. 13
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Agent Group: London SIPSwitchLDS

O Dashbeard O Utilization O Sign In & Sign Out O Not Ready Reason O Not Ready O Productivity © Occupancy O SLA ® Rona-Revoked (25) O Emails (26)

i¥e @ May2,2008 | May 3, 2018

Agent Group: London SIPSwitchLDS

O pashboard O utilization O sign In & Sign out O Not Ready Reason O Not Ready O Productivity O Occupancy O siaA @ Rona ked (25) O Emails (26)

N

All-In-One Rona & Revoked Report

Copyright © 2014-2020 Max Data LTD, Inc http://www.maxdatalab.com pg. 14
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Agent Group: London SIPSwitchLD5

O pashboard O Utilization O Sign In & Sign Out O Not Ready Reason O Not Ready O Productivity O Occupancy O SLA @ Rona (15)

Agent LoginiD Extension ANI DNIS Start Time Ring Time End Time  ConniD (Hex) ConnlD Detail
Denes Barczikay (61074) 61074  +37052595980 62209061 May-02-181118:52  00:00:09 11201  00BIO2ZBATCDFDS68 49824070860002664 ..
Denes Barczikay (81074) 61074 | +37052595980 62209061 | May-02-1817:4103 | 00:00:08 | 174112 | 00BIO2BATCDFD7BS | 49824070860003256
Heather Leszezynska (61034) 61034 48604554244 21040053 May-02-1817:50:42 00:00:09  1750:51 00BIO2BATCDFD7DO  498824070860003280 ..
Heather Leszezynska (61034) 61034 48601747957 | 21040053 | May-02-1810:0813 | 00:00:09 | 10:08:22 | 00BI028BATCDFD530 | 49824070860002608
Heather Leszezynska (61034) 61034 797583951 21040053 May-02-18 1155:26  00:00:08  11:55:35  0OBI02BA7CDFDSS0 | 49824070860002688 ..
Karolina scibor (61026) 61026 576104787 | 21040053 | May-02-1816:02:569 | 00:00:09 | 16:03:08 | OOBIO2BA7CDFDG70 | 49824070860002928
Karolina Scibor (61026) 61026 123236063 21040053 May-02-18 091819  00:00:09  09:18:28 O00BIO2BATCDFDSIS = 49824070860002584 ..
Karolina Scibor (61026) 61026 570270331 | 21040053 | May-02-18 09:19:38 | 00:00:09 | 0919:47 | 00BIO2ZBATCDFDSIS | 49824070860002584
Karolina Scibor (61026) 61026 50023341 21040053 May-02-18 09:33:37  00:00:09  09:33:46 00BIO2BATCDFDS20 49824070860002592 ..
Karolina Scibor (61026) 61026 123236063 | 21040053 | May-02-1810:1:40 | 00:00:09 | 10:1:49 | DOBI0O2BATCDFD530 | 49824070860002608
Karolina Scibor (61026) 61026 605286060 21040053 May-02-18 09:5218  00:00:09 095227 00BI02BA7CDFD530 49824070860002608 ..
Karolina Scibor (61026) 61026 604111662 21040053 | May-02-18 09:46:57 | 00:00:09 | 09:47:06 | 00BIO2BATCDFDS28 | 49824070860002600
Karolina Scibor (61026) 61026 586744053 21040053 May-02-1816:4815 00:0009  16:48:24  00BIO2BATCDFD7IO | 49824070860003088 ..
Loszlo Kassai (60979) 80979 | +45704284674 | 50541420 @ May-02-1816:41:33 | 00:00:09 | 16:41:42 | 00BIO2BA7CDFDBEQ | 49824070860003040

Pete Havasi (60642) 80642  +49843153432 62209064 May-02-18 09:36:23 00:00:09  09:36:32 00BI02BA7CDFD528  49824070860002600 ..

Voice Rona Report
82 x| may220e |E [  mMoy3z20e |E O alrin-one O voice ®@ Email  Chat
Agent Group: London SIPSwitchLD5
O pashboard O utilization O sign In & Sign Out O Not Ready Reason O Productivity O Occupancy ® Revoked (10) O Emails
Agent LoginiD User Name Place Email Queue Start Time Reject End Time IxnID
Karolina Scibor (2 items) = 61026 sck800 Place _sck800 iq_PDOI May-02-18 09:08:29 00:00:03 09:08:32 0003NaDE4ASINMSF
iq_PDOI May-02-18 12:52:46 | 00:00:33 | 12:53:19 | 0003NADE4ASJQ4BY

Lesley Matkowska 61028 mamd8h  Place_mamd8h iq_PDOI May-02-1813:06:07 00:00:01 13:06:08 0003NaDE4ASIQA4E]
Annamaria Csenki 60558 csadw0 Place_csadw0 iq__BEO] May-02-1813:3310 00:00:39 13:33:49 0003NaDE4ASJOWR7
Gabriella Fodor 60604 foghuh Place_foghuh iq_RKO8 May-02-18 14:41:14  00:00:36  14:41:50  0003NaADE4ASJQ713
Lesley Matkowska 61029 mamd8h | Place_mamd8h iq_PDOI May-02-1815:46:27 00:00:18 15:46:45 0003NaDE4ASJQBPN
Willy Farkas fazB5i Place _faz65i iq_MDMI0 May-02-18 15:5144 00:00:36 15:52:20 0003NaDE4ASJIQ875
Gabriella Fodor | 60604 foghuh Place_foghuh iq_RKO08 May-02-1815:52:17 00:00:33 15:52:50 0003NaDE4ASIQS34
Denes Barczikay 61074 badicr Place _badicr iq_GEOD! May-02-1816:37:20 00:00:41  16:38:01 00O3NaDE4ASJQB2S

Email Revoked Report

Copyright © 2014-2020 Max Data LTD, Inc http://www.maxdatalab.com
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ot | = May 2, 2018

&

May 3, 2018

|ﬁ O all-in-one C voice @ Email

Chat

Agent Group: London SIPSwitchLDS

O pashboard O utilization O sign In & Sign out O Not Ready Reason O Mot Ready O Productivity O Occupancy O sta O Revoked (10) ® Emails (768)

@® Sorted by Agent O Sorted by Customer

Agent

Anna Csikos (22 items)

Anna Mavrak-Toth (12 items)

Anna Petri (18 items)

Annarmaria Csenki (24 items)

B Barbara Moér (5 items)

Bence Horvath (42 items)

Denes Barczikay (76 items)

Elaine Antalffy (2 items)

Emese Hugyi (7 items)

Gabriella Fodor (48 items)

Customer

David PacovskAlk

David PacovskAl
GOUIN Catherine
GOUIN Catherine
GOUIN Catherine
Heidernann Kim Alexandra
Hinze, Oliver
lkamAvise

Kornel Pavel

Leonard, Stephanie
Montalto

Nowakowski, Andrzej
OULHOUSSAINE Lahsen
Schmidt, Markus
Schmidt, Markus
Schmidt, Markus
Shrd_CS.BP

Shrd HAM-RP-Service

Customer

David PacovskAk

Empty

Empty

BEGHE LS booking (DFDS Logisti...

Air bp Imoges

Air bp limoges
Anteliz, Jennifer
Anteliz, Jennifer

ROUHAUD StA©phane

Empty

Empty

Empty

Empty

Empty

Subject
RE: Allison: Changes in our customer ser...

RE: Allison: Changes in our customer ser...
NOUWVELLE CDE NO 51304

NOUVELLE COMMANDE 51305

TR: NOUVELLE COMMANDE 51305
Automatische Antwort: AW: Export Auftrag...
AW: VerfAkgbarkeit 14EDE0 [ BOT 450, 208...
RE: 12177394 LLC Winner GS 0054765 // 1-...
ATH oil order for 09-May-2018 BULK

RE: Delivery information /[ 1-6248724156
Re: Einzelheiten fAkr die Abholung am 25...
Automatic reply: Order 168188 -- pick up..

TR: COMMANDE

AW: Revue prA@ventive des factures CASTR..

AW: overdues Renault Espana 50162138
AW: FW: Fw: NEW ORDER [/ 1-6221719599
AW: Export Auftrag # 1962038 [ LS 805819...

AW- Fxnort Auftraa 1872081 [ 15 B05R2895

Copyright © 2014-2020 Max Data LTD, Inc http://www.maxdatalab.com

Subject

RE: Allison: Changes in our customer ser...

Fwd: Re: Demande de carte Air BP

Fwd: RE: Do you need access to Air BP se..

RE: Distrilog-GAfteborg voor 04/05 14:00...

RE: demande de BL

RE: demande de BL
RE: delivery ticket copy request Please...
RE: FW: Air BP Dispute FRI9&07, ticket ..

RE: dernande de renseignement

UKMS Mapping will be created for New Cus...

Unifeeder booking confirmation, booking ...

Streamline Request is awaiting your appr...

Fwd: Late order Scania Sweden ...

Fax from +49 1805 3344818108 via Wirefas...

Email From
david.pacovsky@nimda.cz

david.pacovsky@nimda.cz
Catherine.GOUIN@clip-france.eu
Catherine.GOUIN@clip-france.eu
Catherine.GOUIN@clip-france.eu
KimAlexandra.Heidemann@noerpel.de
OliverHinze@de.bp.com
lkamAvise@de.bp.com

Kornel Pavel@allisontransmission.com
Stephanie.Leonard@agcocorp.com
montalto@europguli.com

Andrzej Nowakowski@castrol.com
lohsen.culhoussaine@renault.com
Markus.Schmidt@castrol.com
Markus.Schmidt@castrol.com
Markus.Schmidt@castrol.com
CS.BP@noerpelde

ho-servicemnoernel de

Email From

david pacovsky@nimda.cz

cartesterling@bp.com

sterling@bp.com

BEGHELSbooking@dfds.com

airbplimoges@gmail.com

dirbplimoges@gmail.com
Jennifer.Anteliz@bp.com
Jennifer Anteliz@bp.com

Stephane ROUHAUD@cote-azur.aeroport fr

MDM _Automated _Notification@uk.bp.com

de-exportbook@unifeeder.com

Streamline@domino.bp.com

customerserviceindustrial@castrol.se

@faxwirefastnet

Ticket Start Time Accepted
na3s May-02-18 16:15:03 16:15:03
12094 May-02-18 16:49:32 16:49:32
10794 May-02-18 10:19:16 10:19:16
10824 May-02-18 10:38:22 10:38:22
10826 May-02-18 10:38:38 10:38:38
12093 May-02-18 16:48:53 16:48:53
1928 May-02-18 16:13:06 16:13:06
10791 May-02-18 10:17:37 10:17:37
1682 May-02-18 16:20:40 16:20:40
1787 May-02-18 10:13:58 10:13:68
nee7 May-02-18 15:18:58 15:18:58
12066 May-02-18 16:42:02 16:42:02
12233 May-02-18 17:21:57 17:21:67
12040 May-02-18 16:35:40 16:35:40
10842 May-02-18 10:45:32 10:45:32
10844 May-02-18 10:46:10 10:48:10
UCE May-02-18 165:18:24 15:18:24
naal Me-02-18 161490 1814-90

Emails Report

Ticket

1938

10907

12256

1283

no086

11090

12214

12224

1076

m4o

1069

n33i

n523

10502

End Time

16:20:25

16:49:54

10:19:30

10:38:38

10:38:47

16:49:23

16:14:19

10:18:35

15:21:08

10:14:23

15:19:42

16:42:36

17:2210

18:36:03

10:48:10

10:47:19

15:18:58

161503

@, Jenny Smith~

Start Time Accepted
May-02-18 18:15:03 18:15:03
May-02-18 11:20:11 n:20:0
May-02-18 17:28:43 17:28:43
May-02-18 13:17:18 131718
May-02-18 12:24:28 12:24:28
May-02-18 12:24:44 12:24:44
May-02-18 17:16:13 17:16:13
May-02-18 17:18:35 1718:35
May-02-1812:2219 12:2218
May-02-18 12:31:36 12:31:36
May-02-18 12:20:17 12:20:17
May-02-18 13:30:52 13:30:52
May-02-18 14:52:28 14:52:28
May-02-18 09:05:07 08:05:07
Processed Done Time
00:05:22
00:00:22 May-02-18 16:51:23
00:00:14
00:00:16
00:00:09
00:00:30 May-02-18 168:49:23
00:0113 May-02-18 16:14:19
00:00:58 May-02-18 10:18:35
00:00:26
00:00:25 May-02-18 10:17:19
00:00:44 May-02-18 15:20:42
00:00:24 May-02-18 168:42:36
00:00:13
00:00:23 May-02-18 16:36:03
00:00:38 May-02-18 10:48:10
00:01:09 May-02-18 10:47:19
00:00:24 May-02-18 18:42:02
000042 Mev-N2-18 161503

pg. 16

End Time

16:20:25

1:20:28

174447

13:2400

12:24:39

12:24:52

17:18:35

12:24:27

12:31:56

12:20:36

13:31:41

16:02:58

09:05:24

Revoked

O

JJO00goooo0oogooogooo

Process

00:05:
00:00:
00:16:C
00:06:

00:00:

00:00:(

00:02:

00:02:(

00:00:
00:00:
00:00:¢
00:10:2

00:00:
»

Rejected

(]

J0000o0oooo0oo0ooooao
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Queue & Virtual Queue Group (voice and media) level reporting

= X

@‘ Jenny Smith ~

% Historical Reporting | Max Data | X | +
& O (@ Not secure | alexander-pc/Reporting/Historical
bt | 572 | May 2, 2018 |% | May 3, 2018 |E O al-in-one O voice ® Email ' Chat
Y )
. Queue Group: RPs Group Australia SG3
Jenny Smith == ® Dashboard O summary O call Handling O applications O sta O speed To Answer O Abandon Delay 3D-View By Time

3 Agent Groups

) Australia SIPSwitchSG3 (30)
$ London SIPSwitchLD5 (40)
=3 DN Groups

:6+@ RPs Group Australia SG3 (12)
@ RPs Group London-LD5 (32)
@ VQ Group Australia SG3 (16)
@ VQ Group LondonlD5 (24)
-3 Place Groups

i@ Australia SIPSwitch
[@London SIPSwitchLD5

Queue(s)

Entered 50.51%

Ring 1.80%

Rona 0.47%

Aban 7.55% Outbound 7.51%

Diverted 4.25%

Agent's ACD Calls

ACD B0.97%

ReRouted 37.65% Hold 8.85%
CaVoice Places
..CaEmail Places
-3 Skills (3)
; ZLrAgency Licensing London (10)
LAgent English Australia (10)
FAgent English_VHT Australia (12) W Entersd ReRouted WM Divert=d WM Aban B Ring ACD WM Hold WM Outbound Rona
Email Group Dashboard Report
bodl (£ [ wMayz20me |E | wmayz2os  |E O al-in-one ® voice OEmail  Chat @‘ Jenny Smith =
Queue Group: RPs Group Australia SG3
® pashboard O summary O Call Handling O Applications O sta O speed To Answer O Abandon Delay 3D-View By Time

Queue(s)

Entered 50.51%

Ring 1.80%

Rona 0.47%
Aban 7.59%

Diverted 4.25%

Outbound 7.91%
Hold 8.85%

ReRouted 37.65%

B Entered ReRouted MM Diverted M Aban

I Ring

e

Agent's ACD Calls

ACD M Hold M Outbound Rona

ACD 80.97%

Voice Group Dashboard Report

Copyright © 2014-2020 Max Data LTD, Inc http://www.maxdatalab.com
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May 2, 2018

L

May 3, 2018

‘ﬂ O All-in-one @ voice O Email

Chat

Queue Group: RPs Group Australia SG3

O Dashboard @ summary O call Handling O applications O sLA O Speed To Answer (O Abandon Delay

@. Jenny Smith~

Start Time End Time Queue & VQ Entered Answered Aban Transt ASA ATA Inbound ACW Held Maox Answ  MaxAban  Avg ACD  AvgACW  Avg Held
May-02-18 00:00:00 00:00:00 44442321 33 (30) g0.01% (3)9.00%  (0)0.00%  00:00:31 00:00:00 00:00:00 (00)  00:00:00 (00)  00:00 (00) 0252 0815 00:00:00 00:00:00 00:00
May-02-18 00:00:00 00:00:00 | 44442322 8l (68) 8395% | (13)1605% | (0)0.00% | 000102 | 000000 | 00:00:00 (00) | 00:00:00(00) | 00:00 (00) 0626 02:35 00:00:00 00:00:00 00:00
May-02-18 00:00:00 00:00:00 44442327 34 (28) 82.35% (6)17.65%  (0)0.00%  0CON4 000000  00:00:02(28)  00:0853(07) 0000 (00) 2233 o117 00:00:00 00:0116 00:00
May-02-18 00:00:00 00:00:00 | 44442329 3 (2) 66.67% (1)3333% | (0)0.00% | O0OOMI | 00:00:00 | 00:00:00(00) | 00:00:00(00) | 00:00 (00) 01:25 0018 00:00:00 00:00:00 00:00
May-02-18 00:00:00 00:00:00 44442333 15 (1) 73.33% (4)2667% (0)000% 000051 000000  00:00:08 (1) 00:0210 (03)  00:00 (00) 10:00 00:28 00:00:01 00:00:43 00:00
May-02-18 00:00:00 00:00:00 | 44442349 48 (43)8958% | (5)1042% | (0)0.00% | 00:00:28 | 00:00:00 | 00:00:00 (00) | 00:00:00(00) | 00:00 (00) 01:52 00:25 00:00:00 00:00:00 00:00
May-02-18 00:00:00 00:00:00 44442351 ] (5) 100.00% (0)0.00% | (0)0.00% 00:00:25 00:00:00 00:00:00 (00) = 00:00:00 (00)  ©€0:00 (00) 0026 00:00 00:00:00 00:00:00 00:00
May-02-18 00:00:00 00:00:00 | 44442386 46 (45) 97.83% (1) 217% (0) 0.00% | 00:00:26 | 00:00:00 | 00:00:00 (00) | 00:00:00 (00) | 00:00 (00) 0314 00:18 00:00:00 00:00:00 00:00
May-02-18 00:00:00 00:00:00 44442367 2 (2) 100.00% (0)0o00%  (0)0.00% = 00:00:57 = 00:00:00  00:00:00 (00)  00:00:00 (00)  00:00 (0O) 01:28 00:00 00:00:00 00:00:00 00:00
May-02-18 00:00:00 00:00:00 | 45052880 7 (1) 14.29% (8)85.71% | (0)0.00% | 00:00:26 | 00:00:00 | 00:00:00 (00) 00:00:00 (00) | 00:00 (00) 00:26 01:24 00:00:00 00:00:00 00:00
May-02-18 00:00:00 00:00:00 5235991 47 (47)10000%  (0)0.00%  (0)0.00% & 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 00:00
May-02-18 00:00:00 00:00:00 | 5235892 47 (43) or49% (4)es1% | (0)0.00% | 00:00:20 | 00:00:00 | 00:00:00 (00) | 00:00:00 (00) | 00:00 (00) 00:43 00:31 00:00:00 00:00:00 00:00
Voice Group Summary Report
Queue Group: RPs Group Australia $G3
O pashboerd O summary @ call Handling O Applications O sLA O Speed To Answer O Abandon Delay
Start Time End Time Queue & VQ Agent LoginiD Extension Inbound Avg Inbound ACW Avg ACW Held Avg Held AHT Handled
May-02-18 00:00:00 00:00:00 44442321 Kesh Rana 25123 25506 00:03:43 (01) 00:03:43 00:06:28 (07) 00:00:55 021 (01) 021 00:10:1 og:10:11 (01)
May-02-18 00:00:00 00:00:00 | 44442322 Kesh Rana 25123 25506 00:39:47 (05) 00:07:57 00:00:19 (02) 00:00:10 06:34 (02) 0317 00:08:01 00:40:06 (05)
May-02-18 00:00:00 00:00:00 44442327 Kesh Rana 25123 25508 00:2310 (03) 00:07:43 00:0042 (02) 00:00:06 02:44 (01) 02:44 00:07:47 00:23:22 (03)
May-02-18 00:00:00 00:00:00 | 44442329 Kesh Rana 25123 25506 00:02:24 (01) 00:02:24 00:04:00 (02) 00:02:00 07:55 (01) 07:55 00:06:24 00:06:24 (01)
May-02-18 00:00:00 00:00:00 44442333 Aimee Todd 25671 25671 00:06:34 (02) 00:03:17 00:01:30 (03) 00:00:30 0112 (02) 00:36 00:04:02 00:08:04 (02)
May-02-18 00:00:00 00:00:00 | 44442348 David Delia 25535 25535 00:02:23 (02) 00:01:12 00:00:31 (03) 00:00:10 00:05 (01) 00:05 00:01:27 00:02:54 (02)
May-02-18 00:00:00 00:00:00 44442351 Jenny Howell 25601 25601 00:04:33 (02) 00:0216 00:00:15 (02) 00:00:08 00:42 (01) 00:42 00:02:24 00:04:48 (02)
May-02-18 00:00:00 00:00:00 44442366 Sue Burmeister 25550 25550 00:12:09 (12) 00:01:01 00:00:19 (02) 00:00:10 o (01) oL 00:01:02 00:12:28 (12)
May-02-18 00:00:00 00:00:00 45052680 Soula Anagnostopoulos 25822 25338 00:05:12 (01) 00:05:12 00:00:30 (01) 00:00:30 02:25 (01) 0225 00:05:42 00:05:42 (01)
May-02-18 00:00:00 00:00:00 5235891 Mahesh Guduru 25554 25554 00:00:52 (01) 00:00:52 00:02:06 (02) 00:01:03 00:00 (00) 00:00 00:02:58 00:02:58 (01)
Voice Group Call Handling Report
Queue Group: VQ Group Australia SG3
O pashboard O summary O call Handling ® Applications O sta O Speed To Answer O Abandon Delay
Start Time End Time Queue &VQ ASA Entered Handle Aban Transf Avginbound Avg ACW AwvgHeld  AHT
May-02-18 00:00:00 00:00:00 wg_AUS_BPPlusiVR _BPPlusCard _Main 00:00 33 0 0 0 00:00:00 00:00:00 00:00 00:00:00
May-02-18 00:00:00 | 00:00:00 | vg_AUS_BPReception_Fuels_Reception_Main 00:00 7 0 0 0 00:00:00 00:00:00 00:00 00:00:00
May-02-18 00:00:00 00:00:00 wvqg_AUS_CastrolGenlVR_Lubes_Generallubes _Main = 00:00 46 2 0 0 00:00:26 00:00:47 00:42 00:04:00
May-02-18 00:00:00 | 00:00:00 | vg_AUS_CastrolGenlVR_Lubes_Generallubes_voice | 00:00 41 40 2 4] 00:00:07 00:00:55 00:27 00:04:54
May-02-18 00:00:00 00:00:00 wg_AUS_CastrolRural_Lubes_Rurallubes_voice 00:00 5 5 0 0 00:00:05 00:00:47 00:00 00:04:08
May-02-18 00:00:00 | 00:00:00 | wq_AUS_Dispatch_Fuels_Main 00:00 46 0 0 0 00:00:00 00:00:00 00:00 00:00:00
May-02-18 00:00:00  00:00:00 wvq_AUS_Dispatch_Fuels_Main_voice 00:00 46 28 0 0 00:00:05 00:01:08 01:41 00:04:23
May-02-18 00:00:00 | 00:00:00 | vg_AUS_Dispatch_Fuels_StockOut_Main 00:00 1 4] 0 4] 00:00:00 00:00:00 00:00 00:00:00
May-02-18 00:00:00 00:00:00 wqg_AUS_Dispatch_Fuels_StockOut_voice 00:00 1 0 1 0 00:00:00 00:00:00 00:00 00:00:00
May-02-18 00:00:00 | 00:00:00 | wq_AUS_HRServices_Voice_Main 00:00 14 0 0 0 00:00:00 00:00:00 00:00 00:00:00
May-02-18 00:00:00 00:00:00  wvg_AUS_MainlVR_Main 00:00 126 3 2 0 00:00:04 00:00:41 07:55 00:05:05
May-02-18 00:00:00 | 00:00:00 | vg_AUS_MainlVR_Sat 00:00 47 4] 0 4] 00:00:00 00:00:00 00:00 00:00:00
May-02-18 00:00:00 00:00:00 wvg_AUS_RegIVR_Main 00:00 3 0 0 0 00:00:00 00:00:00 00:00 00:00:00
May-02-18 00:00:00 | 00:00:00 | vg_AUS_RegIVR_Optl 00:00 2 0 0 0 00:00:00 00:00:00 00:00 00:00:00
May-02-18 00:00:00  00:00:00 wq_AUS_RegIVR_Optll 00:00 1 0 0 0 00:00:00 00:00:00 00:00 00:00:00
May-02-18 00:00:00 | 00:00:00 | vg_AUS_RegIVR_Reliance_Card_voice 00:00 1 4] 0 4] 00:00:00 00:00:00 00:00 00:00:00
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Queue Group: VQ Group Australia SG3

O pashboard O summary O Call Handling O Applications @ s1a O Speed To Answer O Abandon Delay

Threshold: (sec)

Start Time End Time Queue &VQ Entered Distributed Answered Abandoned ASA ATA Max Answ  Max Aban  Aban WRining SLA %

May-02-18 00:00:00  00:00:00  vq_AUS_BPPlusIVR_BPPlusCard_Main a3 (33)100.00%  (0) 0.00% (0)0.00%  00:00:00 00:00:00 00:00 00:00 (0) 0.00% 00:00 (00) 0.00%
May-02-18 00:00:00 = 00:00:00 | vgq_AUS_BPReception_Fuels_Reception_Main 7 (7) 100.00% (0) 0.00% (0) 0.00% | 00:00:00 | 00:00:00 00:00 00:00 (0) 0.00% 00:00 (00)  0.00%
May-02-18 00:00:00  00:00:00 vg_AUS_CastrolGenIVR_Lubes_Generallubes_Main 46 (46)100.00%  (2) 4.35% (0)0.00%  00:00:26 00:00:00 00:49 00:00 (0) 0.00% 00:00 (00) 0.00%
May-02-18 00:00:00 = 00:00:00 | vg_AUS_CostrolGenlVR_Lubes_Generallubes_voice 4 (4)10000% | (40)9756% | (0) 0.00% 00:00:11 | 00:00:24 00:29 00:00 (2) 488% 00:00 (00) = 0.00%
May-02-18 00:00:00  00:00:00  vq_AUS_CastrolRural_Lubes_Rurallubes_voice 5 (5)100.00% = (5)10000%  (0)0.00%  00:00:05 00:00:00 00:07 00:00 (0) 0.00% 00:00 (00) 0.00%
May-02-18 00:00:00 = 00:00:00 | vg_AUS_Dispatch_Fuels_Main 46 (46)10000% | (0)0.00% (0)0.00% | 00:00:00 | 00:00:00 00:00 00:00 (0) 0.00% 00:00 (00) = 0.00%
May-02-18 00:00:00  00:00:00  vg_AUS_Dispatch_Fuels_Main_voice 48 (45) 97.83% | (28) 60.87% (1) 217% 00:00:7 | 00:0015 00:12 00:15 (0) 0.00% o015 (01)  207%
May-02-18 00:00:00 = 00:00:00 | vg_AUS_Dispatch_Fuels_StockOut_Main 1 (1) 100.00% (0) 0.00% (0)0.00% | 00:00:00 | 00:00:00 00:00 00:00 (0) 0.00% 00:00 (00) = 0.00%
May-02-1800:00:00  00:00:00  vq_AUS_Dispatch_Fuels_StockOut_voice 1 (1) 100.00% (0) 0.00% (0)0.00%  00:00:00 00:00:12 00:00 00:00 (1) 100.00% 00:00 (00) 0.00%
May-02-18 00:00:00 | 00:00:00 | vq_AUS_HRServices_Voice _Main 14 (14)100.00% | (0)0.00% (0)0.00% | 00:00:00 | 00:00:00 00:00 00:00 (0) 0.00% 00:00 (00) = 0.00%
May-02-18 00:00:00  00:00:00  vg_AUS_MainlVR_Main 126 (126)100.00%  (3) 2.38% (0)0.00%  00:00:04 00:00:25 00:08 00:00 (2) 159% 00:00 (00) 0.00%
May-02-18 00:00:00 | 00:00:00 | vg_AUS_MainiVR_Sat 47 (47)100.00% | (0)0.00% (0)0.00% | 00:00:00 | 00:00:00 00:00 00:00 (0) 0.00% 00:00 (00) = 0.00%
May-02-18 00:00:00  00:00:00  vg_AUS_ReglVR _Main 5] (3)100.00% (0) 0.00% (0)000%  00:00:00 00:00:00 00:00 00:00 (0) 0.00% 00:00 (00) 0.00%
May-02-18 00:00:00 | 00:00:00 | vq_AUS_RegIVR_Optl 2 (2) 100.00% (0) 0.00% (0)0.00% | 00:00:00 | 00:00:00 00:00 00:00 (0) 0.00% 00:00 (00) = 0.00%
May-02-18 00:00:00  00:00:00  vg_AUS_RegIVR_Optll 1 (1) 100.00% (o) 0.00% (0)0.00%  00:00:00 00:00:00 00:00 00:00 (0) 0.00% 00:00 (00) 0.00%
May-02-18 00:00:00 = 00:00:00 | vg_AUS_ReglVR_Relionce_Card_voice 1 (1) 100.00% (0) 0.00% (0)0.00% | 00:00:20 | 00:00:00 00:00 00:00 (0) 0.00% 00:00 (00) = 0.00%

Voice Group Service Level Agreement (SLA) Report

Queue Group: VQ Group Australia SG3

O pashboard O summary O call Handling O applications O sta ® sSpeed To answer O Abandon Delay

Start Time End Time Queue&VQ less10sec MN-30sec 31-60sec 61-90sec  >120sec Total Answered
May-02-18 00:00:00 00:00:00 ve_AUS_HRServices_Voice _Main ()woo%  (1)1000% (3)30.00% (2)2000% (3)30.00% 10
May-02-18 00:00:00 | 00:00:00 | vq_AUS_BPPIusIVR_BPPlusCard_Main (0)000% | ()704% | (4)2857% | (2)14.29% | (7) 50.00% 14
May-02-18 00:00:00  00:00:00  vey_AUS_MainlVR_Main (0)000%  (2)B08% (B)1515%  (3)909% (17) 5152% 33
May-02-18 00:00:00 | 00:00:00 | vo_AUS_MainlVR_Sat (0)ooo% | (0)ooox | (0)o0.00% | (0)000% | (3)75.00% 4
May-02-18 00:00:00  00:00:00 vg_AUS_ReglVR_Main (0)ooo%  (0)ooox  (0)ooox  (0)0.0o% (1) 100.00% 1
May-02-18 00:00:00 | 00:00:00 | vg_AUS_RegIVR_Optl (0) 0.00% | (0)0.00% | (0)0.00% | (0)0.00% | (1)100.00% |
May-02-18 00:00:00 = 00:00:00 vg_AUS_Dispatch_Fuels_Main_voice (4)3077% (0)o.o0%  (0)0.00%  (0) 0.00%  (9) 68.23% 13
May-02-18 00:00:00 = 00:00:00 | ve_AUS_BPReception_Fuels_Reception_Main (0)000% | (0)0.00% | (0)0.00% | (1)3333% | (1)33.33% 3
May-02-18 00:00:00 00:00:00 vg_AUS_Dispatch_Fuels_Main (0)ooo%  (2)1538% (2)1538% (0) 0.00% (9) 69.23% 13
May-02-18 00:00:00 | 00:00:00 | veg_AUS_CastrolGenlVR_Lubes_Generallubes_voice | (6) 35.29% | (2)n.76% | (0)0.00% | (2)n76% | (5)29.41% 17
May-02-18 00:00:00 00:00:00 ve_AUS_CastrolRural_Lubes_Rurallubes_voice (1) 3333%  (0)ooo% (1)3333% (0)0.00% (1) 33.33% 3
May-02-18 00:00:00 | 00:00:00 | vq_AUS_CastrolGeniVR_Lubes_Generallubes_Main | (0) 0.00% | (5) 25.00% | (3)15.00% | (1) 5.00% | (8) 40.00% 20

Voice Group Speed to Answer Report
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Queue Group: VQ Group LondonlDS

O pashboard O summary O call Handling O applications O sta O speed To Answer @ abandon Delay

Start Time End Time Queue &VQ Qlessl0sec Q1-30sec Q31-60sec  Q61-90 sec Q 91-120 sec Q> 120 sec Aban In Queue R less 10 sec R11-30sec R 31-60 sec
May-02-18 00:00:00 00:0000  vq_EU_DE_EXP_Unidentified _RONA_voice (0) 0.00% (1) 33.33% (0) 0.00% (1) 33.33% (1) 33.33% (0) 0.00% 3 (0) 0.00% (0) 0.00% (0) 0.00%
May-02-18 00:00:00 00:00:00 | vq_EU_DK_Lubes_Unidentified_voice (1) 100.00% (0) 0.00% (0) 0.00% (0) 0.00% (0) 0.00% (0) 0.00% 1 (0) 0.00% (0) 0.00% (0) 0.00%
May-02-18 00:00:00 00:00:00  vq_EU_FR_Air_Unidentified_voice (0) 0.00% (0) 0.00% (0) 0.00% (0) 0.00% (0) 0.00% (1) 100.00% 1 (0) 0.00% (0) 0.00% (0) 0.00%
May-02-18 00:00:00 00:00:00 | vq_EU_PL_Cards_Silver_voice (0) 0.00% (0) 0.00% (1) 50.00% (0) 0.00% (1) 50.00% (0) 0.00% 2 (0) 0.00% (0) 0.00% (0) 0.00%
May-02-18 00:00:00 00:00:00  vg_EU_PL_Cards_Silver_RONA_voice (0) 0.00% (0) 0.00% (1) 100.00% (0) 0.00% (0) 0.00% (0) 0.00% 1 (0) 0.00% (0) 0.00% (0) 0.00%
May-02-18 00:00:00 00:00:00 | vg_EU_PL_Cards_Unidentified_voice (0) 0.00% (0) 0.00% (3) 75.00% (0) 0.00% (1) 25.00% (0) 0.00% 4 (0) 0.00% (0) 0.00% (0) 0.00%
May-02-18 00:00:00 00:0000  vg_EU_PL_Cards_Unidentified_RONA _voice (0) 0.00% (0) 0.00% (1) 100.00% (0) 0.00% (0) n.00% (0) 0.00% 1 (0) 0.00% (0) 0.00% (0) 0.00%

Voice Group (Virtual Queues) Abandon Delay Report

Queue Group: RPs Group London-LD5

O pashboard O summary O call Handling O applications O stA O Speed To Answer @ Abandon Delay

Start Time End Time Queue & VQ Qless 10 sec QN-30 sec Q 31-60 sec Q 61-90 sec Q 91-120 sec Q »120 sec Aban In Queue R less 10 sec R11-30 sec R 31-60 sec R 61-
May-02-18 00:00:00 00:00:00 27662365 (2) 14.29% (8) 42.86% (3) 21.43% (1) 714% (0) 0.00% (2) 14.29% 14 (0) 0.00% (0) 0.00% (1) 25.00% (0)
May-02-18 00:00:00 00:00:00 | 27662368 (3) 100.00% (0) 0.00% (0) 0.00% (0) 0.00% (0) 0.00% (0) 0.00% 3 (0) 0.00% (0) 0.00% (0) 0.00% (0)
May-02-18 00:00:00 00:00:00 | 27662373 (19) 76.00% (4)16.00% (2) 8.00% (0) 0.00% (0) 0.00% (0) 0.00% 25 (0) 0.00% (0) 0.00% (0) 0.00% (0)
May-02-18 00:00:00 00:00:00 | 27662375 (2) 20.00% (3) 30.00% (2) 20.00% (2) 20.00% (0) 0.00% (1) 10.00% 10 (0) 0.00% (0) 0.00% (0) 0.00% (0)
May-02-18 00:00:00 00:00:00 | 27662377 () nanx (1) s (5) 55.56% (0) 0.00% (1) s () nanx k] (1) 50.00% (0) 0.00% (1) 50.00% (0)
May-02-18 00:00:00 00:00:00 | 27662406 (9) 45.00% (7) 35.00% (0) 0.00% (2) 10.00% (0) 0.00% (2) 10.00% 20 (0) 0.00% (0) 0.00% (0) 0.00% (0)
May-02-18 00:00:00 00:00:00 | 32722940 (0) 0.00% (0) 0.00% (1) 100.00% (0) 0.00% (0) 0.00% (0) 0.00% 1 (0) 0.00% (0) 0.00% (0) 0.00% (0)
May-02-18 00:00:00 00:00:00 | 73255240 (0) 0.00% (1) 50.00% (0) 0.00% (0) 0.00% {0) 0.00% (1) 50.00% 2 (0) 0.00% (0) 0.00% (0) 0.00% (0)
May-02-18 00:00:00 00:00:00 51229100 (0) 0.00% (0) 0.00% (1) 100.00% (0) 0.00% (0) 0.00% (0) 0.00% 1 (0) 0.00% (0) 0.00% (0) 0.00% (0)
May-02-18 00:00:00 00:00:00 | 50541420 (0) 0.00% (1) 100.00% (0) 0.00% (0) 0.00% (0) 0.00% (0) 0.00% 1 (0) 0.00% (0) 0.00% (0) 0.00% (0)
May-02-18 00:00:00 00:00:00 | 21040053 (2) s.09% (8) 36.36% (8) 36.36% (0) 0.00% (0) 0.00% (4)1818% 22 (0) 0.00% (0) 0.00% (0) 0.00% (0)

Voice Group (Queues) Abandon Delay Report

Contact Us for demo at alexander@maxdatalab.com
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