L ONTRAQ DISPLAYS & REPORTS

R

OnTraQ gives you visibility and insight into the key metrics you need to keep your call centers running at
a high level of performance. You view the information you need, when you need it, and then can make
the timely adjustments to meet your performance objectives.

OnTraQ includes a variety of displays and reports. From a single portal, users view real-time and
historical reports and also reports for multiple call centers. Real time displays include:
e Agent Status
Service Group (RCG/Queue) Status
Life of Call
Agent Activity Log
And more.

The Report Options selections allow you to craft the exact information you want for tabular and graphical
reports:
e Dates
Time periods
Report detail
ANI/DNIS
Data groups
Chart style
And more.

OnTraQ also provides complete control over how panes are organized. Each pane can be nested inside
the OnTraQ window or docked independently outside of it. This allows you to turn any pane into its own
independent display, permitting you to keep an eye on key performance indicators while multi-tasking on
other work. Show any status display on a full graphic, high definition wallboard display for the entire call
center team to view. Clearly, OnTraQ is highly customizable, both in terms of content included and the
layout structure.

This document contains samples of OnTraQ’s real-time displays and reports:
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Traffic Analyst OnTraQ Displays & Reports

Real-Time Displays

With OnTraQ’s real-time displays, call center managers of all levels keenly focus on their particular issues
and take timely, targeted actions that materially and positively affect their personal performance and that
of your call centers.

Service Group Status

The Service Group Status includes metrics for Answer Performance, Queue Status and Agent Status.
Any column or set of columns can be removed to increase focus on areas of particular interest. Various
gauges are available for the data elements in the Service Group Status, creating at-a-glance displays of
key performance indices. This feature of OnTraQ helps users drill down into service levels for different
service groups (queues). One service group may be struggling to meet service goals because several
agents from that group recently left the company. Service levels as a whole may appear low because too
many agents are unavailable for a time period. However, when able to drill down to specific service
groups, the user finds where the problem is more easily.
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Agent Team Status

The Agent Team Status shows the state of each logged in agent and how long they have been in that
state. The display highlights the Service Group (queue) that each agent in Talk state is servicing. Viewed
from afar one sees a bar chart reflecting the relative quantity of agents in each state. With this feature all
agents are viewed, or a supervisor selects only the applicable agents that he or she supervises.

[
o ork T Oiter

Sgent Service Group Time Agent Time Sgent Time Agent Time Agent Time Agent Time
Ik 2012 Sales/Ginsu 00:22:06 | Jane.) 00:17:15 | Maryk 0o:12:51 Jose 00:08:31
Dand Sales/Ginsu 00:18:20 | Antheny P 00:10:08 | D 1487 00:11:05 RickE 00:08:21
JohnC ZalesfGinsy on70s | EillG 000728 | I0: 1129 00:10:34 TedT 00:07:45
hikeH Sales/Ginsu 001654 | Don' 00:06:57 | Tedk 00:10:00 MdelizsaH 000032
TomH Salez/Ginsu 00:10:29 | Thomas0Q 00:05:57 | &AshleyE 0o0:09:10

Timmothy . Sales/Ginsu on:0g:10 | Jimmy C 0005:27 | Stevebd 00:09:05

CathyH Sales/Ginsu 00:02:01 | LanyE 00:05:05 | CyntiaR 00:02:53

1D 202% SalesiGinsuy 00:05:34 | Kple$ 00:04:13 | ElmerF 00:06:13

Becly bd SalesMidgets 000343 | D113 00:04:03 | Oscarl) 00:06:03

1D 1253 Sales/Ginzu on:04:52 | ChrisH 00:03:43 | Larrybd 00:0:3:56

BillC Sales/Ginsu o0:04:41 | RalphM 00:03:05 | DebbiF 00:02:25

10 1929 Salesitidgets  00002:21 | Tariga 0onz:4z | Carmellay 00:0z2:04

10: 2018 Salesitidgets  O00ZAT |10 1023 o00z:13 | MeadowB 00:01:45

Suzp. Salesftidgets 000214 | KlistieW 00:01:44 | PaulH 00:01:38

e Salez/Ginsy 00:01:50 | FrankH 00:01:33 | Billk 00:01:28

John K Salezftidget=  00:01:11 10 1520 00:01:21 | PeterF 000116

hdark & SalesiGinsy 00:00:19 | hicheall 00:00:46 | JoanC 00:01:08

Stevebd Salesftidgets 000001 | ID; 1922 o0:00:35 | 10: 1029 00:01:03

JeznH 00:00:56
= 18in Talk B 18 i work & 191de = OinMonACD € Oin Other @ 4 Unavailable

Impact Technologies, Inc. Page 2 November 2009



Traffic Analyst OnTraQ Displays & Reports

Agent Activity Log

The Agent Activity Log shows the sequence, duration, start time and end time of the activities for a
particular agent, with an agent’s current state listed on top in the default settings. The example below has
the data sorted by Start Time. As with other OnTraQ reports, users have the ability to view only the data
columns that they are interested in viewing.

The Activity Log tracks not only the chronological flow of states for an agent, but also provides details
regarding inbound and outbound calls — both on the ACD extension and an agent's second line (if
applicable). In the example, note that when outbound calls are made, OnTraQ lists the number dialed, as
seen below for both main line and 2™ line calls. In addition to standard analytics, this log also shows the
service group or queue that calls came from. The agent below answered a call from the MUST ANSWER
gueue at approximately 1:40 PM. Customers may define alarm thresholds that are also clearly shown in
the Activity Log. Notice the alarm showing this agent was on a Non-ACD call for over 45 minutes, ending
at 3:21 PM. Also,

i 1421 Dresch X
Activity Log Detalt [11/12/2009 w| Category: [(All Categories) v | Activity: (41l Activities] v| BYGo
Activity Service Group Alarm *" Time Ela Start Time End Time A
@  Other State: Ringing o002 11A2/2009 1:3311 P 13313 P
lei Talk State MUST ANSWER 016 11422003 1:3313 P 13329 P
E 2nd Line Call Out: #8002474535 0az2a 1172/2009 1:33:28 P 1:47:56 Pr
& |dle State 0658 1172/2009 1:33:29 P 1:40:27 Prd
@  Other State: Ringing 0005 1112/2009 1:40:27 P 1:40:32 P
' Talk State MUST ANSWER 00:30 11/12/2009 7:40:32 P 1:47:02 P
& Idle State 10:33 111242009 1:47:02 P 1.51:35 PM
ﬁ 2nd Line Call Out; #3007553301 0E:29 111242005 1:4216 PM 1:48:45 FM
= MonACD Call Out: #4103927054 0044 111242005 1:.51.35 PM 15219 PM
& Idle State 0245 11A2/2009 1:52:19 P 1:55:04 Pr
ﬁ 2nd Line Call [ #4353380 o010 11A2/2009 1:54:54 P 1:55:04 Pr
= Hon-aCD Call In: #4353380 0045 11A2/2009 1:55:04 P 1:55:49 Pr
& |dle State 0600 1112/2009 1:55:49 P 2:07:49 Pr
ﬁ 2nd Line Call [ #4734434307 0228 1112/2009 1:53:23 P 2:07:51 Pr
ﬁ 2nd Line Call Out: #1421 011 1112/2009 2:01:35 P 2:07:4E Pr
@  Other State: Offhook o002 1112/2009 2:07:49 P 2:07:51 PH
= Han-aCh Call In: #4734434307 1:.13:40 11122009 2:01:51 P 32131 P
ﬁ 2nd Line Call In; #3789734 023 111242009 2:04:37 PM 2:06:00 PR
Zad 4
ﬁ 2nd Line Call In: $#4103324000 013 11A2/2009 2:27:36 P 22749 P
ﬁ 2nd Line Call Out: #4103927054 0729 11242009 2:26:48 P 23417 P
g Mon-ACD Call Time Alarm: 45:00 or more Medium Severity ,.. 3440 11A2/2009 2:46:51 Phd 3:21:31 PM
o] Idle State 02:34 11A2/2009 3:21:31 P F2405 P
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Traffic Analyst OnTraQ Displays & Reports

Life of Call

Life of Call displays a real-time chronology of call activity for an Agent, Agent Team or Service Group
(queue). It shows you detailed information about each activity state the call progressed through, such as
In Queue, Talking, On Hold, Transferred and more. Users drill deeper into situations by filtering the data
for specific activities, dates and/or times.

In the example below for Agent 1406 Baumann, the call at 1:18 PM highlights a call between two
monitored agents. Baumann placed a non-ACD outbound call on her ACD extension (3533). She dialed
Dresch on her second line (1421). The Life of Call display clearly shows the Outgoing Non ACD Call and
the Incoming Non ACD Call 2nd (where the “2nd designates the activity on the second line).

Also, notice that the call received at 3:25 PM was placed on Consult Hold twice. The first time, this agent
consulted with a coworker (extension 1410) and then returned to the original caller. Shortly after this, the
call was put on Consult Hold again before being successfully transferred to extension 1402.

1406 Baumann x
Life OF Call Date: [11/ 8/2003 | St Time: | 800004M % | End Time: | 50000PM 2 | Activiy: D v| BYo
Start End Elapzed Service Group Agent Activity Connected Part  Calling Mumbe | Called Mumber
H 82944 AM 82347 AM 00:04 1406 B aumann Completed Narmally :
=] 8:33:07 AM 83355 AM 0048 1406 B aumann Completed Mormally 3533 1403
+ 8:50:37 AM 85112 AM 0035 1406 B aumann Completed Mormally 3R33 1414
+ 11:09:13 AM 11:09:19 &M 00:06 MUST ANSWER 1406 Baumann Completed Normally E104236354 1443
[ 12:60:48 PM 1:00:55 P 10:07 Sales Primary 1433 Komeffel Completed Normally 5104503175 1400
) 1251:41 PM 125144 P o003 1406 B aumann Estengion Offhook,
= 11836 PM 11854 P o018 1421 Dresch Completed Mormally 3533 1421
1:18:36 P 1:18:39 PM 00:03 1406 B aumann Extersion Offhook
11839 PM 11839 PM 000 1406 B aumann Dialing 141
1:18:39PM 11854 P 015 1406 B aumann Outgoing Maorn ACD Call 3R33 1441
11839 PM 1:18:54 P o5 1421 Dresch Incoming Mon ACD Call 2nd 3533 1441
1:18:54 PM 1:18:54 P 00:00 1421 Dresch Completed Marmally 2nd 3533 1421
Start End Elapzed Service Group Agent Activity Connected Part  Calling Mumbe  Called Number
= 32531 PM 3:26:47 PM 01:16 MUST ANSWER 1406 Baumann Tranzferred To 1402 9252745437 1400
32531 PM 32531 PM 00:00° MUST ANSWER In Queus 9252745437 1400
32531 PM 32531 PM 00:00 MUST ANSWER Sent To Agent 3533 9252745437 1400
32531 PM 3:25:35 PM 00:04 MUST AMSWER 1408 Baumann Ringing 3533 9252745437 1400
32535 P 3:26:47 PM 01:12 MUST ANSWER 1406 Baumann T alking 9262745437 1400
225:54 PM 22619 PM 00:25 MUST ANSWER 1406 Baumann Or Consult Hold 3533 9252745437 1400
32557 PM 3:25:57 PM 00:00 MUST AMSWER 1408 Baumann Dialing 1410
32557 PM 32617 PM 00:20 MUST AMNSWER 1406 Baumann Canzult Call 3533 1410
226:01 PM 22617 PM 00:16 MUST ANSWER 1406 Baumann Conzult Talking 3533 1410
32617 PM 32617 PM 00:00° MUST AMSWER 1408 Baumann Drop From Call 1410 3533 1410
2617 P 3:26:19 PM 00:02 MUST ANSWER 1406 Baumann Extension Offhook 3533 1410
2619 PM 32619 PM 00:00 MUST ANSWER 1408 B aumann Retrieved From Conzult Haold 3533 9252745437 1400
32632 PM 3:26:47 PM 00:15 MUST AMSWER 1406 Baumann On Consult Hald 3533 9252745437 1400
F26:34 PM 3:26:34 PM 00:00 MUST ANSWER 1406 Baumann Dialing 1402
2634 PM F326:47 PM 0013 MUST ANSWER 1406 B aumann Consult Call 1402 3533 1400
32635 PM 3:26:47 PM 00:12: MUST AMNSWER 1408 Baumanh Carzult Talking 3533 1400
F26:47 PM 3:26:47 PM 00:00 MUST ANSWER 1406 Baumann Tranzferred Tao 1402 9252745437 1400
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Traffic Analyst OnTraQ Displays & Reports

Speedometer

OnTraQ gives you a variety of ways to display information in graphic form. One of the real-time displays
is the speedometer graph. You choose the metrics to be graphed. The sample below shows there are
currently 39 calls in queue. The Options menu allows the user to set the maximum value shown on the
speedometer.

Calls in Queue x
2 36
S %
3
Cptions

Histograms

Another real-time display is the histogram. There are two types of histograms in OnTraQ. Single-State
Histograms display the selected data item color-coded with the appropriate Alarm Color to represent the
alarm state it is in. Multi-State Histograms display agents and the work states they are in. The Options
menu allows the user to set the frequency, time range and chart type. Three examples are illustrated
below. The top picture is a Multi-State histogram while the other two are Single State.
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Traffic Analyst OnTraQ Displays & Reports

Reports

Historical & Current Performance Reports

OnTraQ includes both Historical and Current Performance Reports. Current reports display current data
in a dynamic fashion, including rolling totals for hours, quarter hours, sessions, and days. Current Reports
will update their displays in real-time to reflect changing data. As shown below, both types of reports are
available via the same OnTraQ interface. In this example, the user is selecting a Current Performance
Report for the Agent Team Customer Service. The user has selected a Personal Report, meaning a
report format that the user has previously defined and reserved for their personal use. The name of the
report the user is selecting is Agent Status.

Sp | s Alarm Colors | 4 Logout

Agent Teams Explorer 0 x| G 1421 Dresch |2 1421 Dresch &) 1421 Dresch |4 1425 Belcher |82 &l Agents |
E % @3- & Piint | Activity Log Detal: [Fi
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&4 1455 Dresch

82 DAKS Suppart

H-82 Sales ﬁ Work
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=88
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ﬁ_é Transaction Codes -
upp Primary-Agent Status I
] Currerk Performance 3 Personal Reparts b || Agent Status
o d {Q Historical Performance 4 Shared Reports 4 Baehr Calls Report
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Traffic Analyst

OnTraQ Displays & Reports

Creating Reports

You can choose to design a new Current or Historical report. The variety of reports you create is limited
only by your imagination. You choose to create and display reports for your Service Groups, Service
Group Pools, Agents and Agent Teams. The Options screen allows you to craft the exact information you
need — dates, time periods, report detail, service groups, ANI/DNIS, data groups, chart style and more.
You customize performance report templates to create scorecards tailored to the needs of each
supervisor and manager. Additionally, you manipulate the columns in a report. You drag and drop
columns to rearrange the report display or choose to hide columns.

The example below shows a daily performance summary for agents from the STL Solution Support team.
The report has weekly totals, as well as the option to view hourly details, and includes only the columns of
data that the user was interested in. The user could quickly modify the report by making changes in the
Options window and hitting the Display button. For instance, if you decide you want to see data for the
past month, change the Date Selection dropdown option from Week(s) to Months(s). Or, maybe you
want to see quarter hour detail, check the Report Detail Quarter Hour checkbox. You can save your
changes in new template by entering a new name in Save As box and hitting the Save button. Or, simply
hit the Display button and the new report will automatically display.

Levels: |pfax

[[] Tech Suppart Primary %

Hours: Ming: Secs »

STL Solution Support - Agent Performance x
--Total--
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+ ‘wheek: 03429/, 4 36 ] 1 4 27 1231230 00 1120818 11754 0000 11754 TBx 1% 10% e 3% 0%
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= Week: 03/22/. 13 16 0 1 0 4 11 110 406.0 0.0 444343 14823 0000 1:48:23 B5% B 9% Bl% 1% 0%
[} 03/23/2009 E E 0 0 0 2 4 13 8840 00 10423 12526 0000 1:25:26 9% 158% 4 =4 0% 0%
1+ US/ZM‘ZUDSE 4 3 0 1 1] 1 2 8 500 00 64427 0230 0000 0230 T 0% 1% ik 0% 0%
s U3.-"25.i'2009i 3 3 0 ] ] 0 o 211090 00 93108 05:29 0000 05:29 4 1% 8% B9 5% 0%
1 03/26/2009| 3 2 ] 0 ] 1 3 037 490 00 82540 0013 0000 0013 3% 0% 16% 3% 0% 0%
[e:] 03.-"2?1'2009‘ 3 2 0 0 0 ] 2 31 4390 00 94514 14:39 0000 14:39 B0k Br 17 475 0% 0%
] Week: 037294 12 1 0 ] 1 2 23 88 750 00 BE:28:47 13:47 0000 1347 EB% 0% 18% E7% 1% 0%
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Traffic Analyst OnTraQ Displays & Reports

Graphical Reports

In addition to creating tabular reports, OnTraQ supports graphical reports. You have complete control of
the data points to include in the graph. The report below, for example, gives an hourly team performance
summary for March 23" Users have the option to select one specific field to chart or as many as they
wish. Users may also select their chart style — such as line, column, area, stack area and more.

STL Solution Support - Team Performance Summary - Chart 3 x

7
.Tolal Callz Received

[CITotal Calls Hold
DTolaI Callz Transfers
[ETetal Calls Hon-a00

3

5

.

o

ra

o

03/23 09:00 AM
03/23 10:00 AM
03/23 11:00 AM
03/23 12:00 PM
03/2301:00 FM
03/23 02:00 PM
03/23 03:00 PM
03/23 04:00 PM

Options

Fields Chart | Agerts Chart

F | Hour v

Chart Style
Tatal Calls Received "
Tatal Calls Sent From Queue | StackSplineArea b’ |

Tatal Calls Tranzferned To Show Legend

Tatal Calls Answered Apply Chart Settings
Tatal Calls % Answered
Y Axis X Axis

Agert/Tesm | 5TL Soltion Support Start: | 342302003 v | [1z00004aM 2 |

Fields: End: | 332009 v | [ 115300PM % |

Template

I [ 3

Report Operations
Once you customize a report, OnTraQ provides many report options.

e Save — You may save your report design as a template only available to you in the future or
available to everyone who uses OnTraQ.

e Export - You can export the report data in four formats — an Excel spreadsheet format (.xIs),
Adobe Acrobat (.pdf), XML paper (.xml) or OnTraQ's own report format (.otr).

e Schedule - You can schedule reports to be generated at a later time and date. The reports may
also be automatically e-mailed to a set of recipients.

e Print— You may print your reports to a local printer.
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Traffic Analyst OnTraQ Displays & Reports

Report Samples

With the unlimited options to tailor reports, it is impossible to provide a complete list of reports. The
sample reports below illustrate some options available to you in OnTraQ.

This report is an example of a quarter hour summary of Agent Team activity. It includes most of the data
columns available. Note that the online report is interactive as the user can use tree control buttons (the
plus or minus sign) next to the rows to expand or collapse data. When printed, all rows are expanded.

STL Customer Service Mar - Agent Team Activity: Bir Hr x
--Total--
--Total-- - --Total--
Calls Tineper L Time in ACD State
o T o a | & o
H E B E E . |£]S § 3 =
= = g i} (=] = o
5 B|F B8/ %z 4 8/8(8 . 913 . i 28 2|, |z
2 3|2 5|22 2 8| |8 5|2 % 5| 2| % % | g/|¢= || 5 =| & |8
Level a - ¢ < a8 M= x| ZT X | W - = w = - = o =) B = S a e
= 5TL Customer Service har AHl 3 o 0% o 0% 0z o 0% 0 16 10 4650 4780 804.0 13:2200 2315 82805 43% 00:mn 0% 2073 1x 0148 0%
= 02/24/2009‘ 3 ooz 0 o0z 0% 0 ox 0 16 10 4650 4780 2040 132200 23156 32205 437 oom oz 20731 1% o148 0%
= 900 AM‘ 0 o0z o 0% 0y 0 0% 1} 1 0 00 270 00 10000 i} 55:31 9% oo 0% 0027 0% 02 0%
500 AM 1} o 0% 0 0% 0% o 0% 1} 0 0 00 00 oo 15:00 o000 15:00 100% omoo 0% oooo 0% 00:00 0%
F154M 0 o0z o 0% 0% 0 0% 1} 1 o 00 270 oo 1500 ocon 1431 96% oo 0% o027 3% o002 0%
230 AM 1} ooz 0 0% 0% 0 0% [t} 0 0 00 00 0D 1500 oo.oo 15:00 100% omoo 0% oooo 0 oo:00 0%
945 AM 1} ooz 0 0% 0% 0 0% [t} 0 0 00 00 0o 1800 oo.oo 18:00 100% omoo 0% oooo 0 o000 0%
= 10:00 A 1 o0z o 0% 0% 0 0% 1} 1 1 5730 1030 5730  1:00:00 0533 48:31 a0% oo 0% 043 2% 0013 0%
10:00 AM 1} o 0% 0 0% 0% 0 0% 1} 1 0 001030 00 15:00 0000 1313 88% omoo 0% o143 1% 00:04 0%
1015 AM 0 o0z o 0% 0% 0 0% 1} 0 o 00 00 oo 1500 ocon 15:00 100% oo 0% o000 o000 0%
10:30 AM 1 ooz 0 0% 0% 0 0% [t} 0 1 2160 00 2160 1500 0336 11:15 5% omoo 0% oooo 0 o003 1
10:45 AM 1} ooz 0 o0z 0% 0 ox 1} 0 0 00 00 0D 1800 067 09:03 B0 omoo 0% oooo 0 oo:00 0%
= 11:00 A 0 o0z o 0% 0y 0 0% 1} 3 2 00 13.0 1020  1:00:00 Ui} 52:56 e8% oo 0% 0634 10% 00:30 0%
11:00 A 1} o 0% 0 0% 0% o 0% 1} 1 0 001500 00 15:00 oo:oa 11:48 78% oooo 0% 0310 21% 00:02 0%
1115 AM 0 o0z o 0x 0%z 0 0% 1} 0 o 00 00 oo 1500 oceon 15:00 100% oo 0 o000 o000 0%
11:30 AM 1} ooz 0 0% 0% 0 0% [t} 2 2 001020 1020 1500 oo.oo 11:08 4% omoo 0% 0324 22% o028 3%
11:45 AM 1} ooz 0 0% 0% 0 0% [t} 0 0 00 00 0o 1800 oo.oo 18:00 100% omoo 0% oooo 0 o000 0%
= 1200 PM 2 o0z o 0% 0% 0 0% 1} 1 2 411.0 1.0 4110 1:00:00 1342 4358 3% oo 0% 0201 3% 0019 0%
12:00 PM 1 o 0% 0 0% 0% 0 0% 1} 0 1 300 00 300 1500 00:30 14:13 95% oo 0% oooo 0% o011 1%
1215 PM 1 o0z o 0% 0% 0 0% 1} 0 1 6860 0.0 6360 1500 11:26 03:30 23% oo 0 o000 o004 0%
1230 PM 0 o0z o 0% 0y 0 0% 1} 0 o 00 00 oo 1500 01:46 1314 eg% oo 0% oo 0 o000 0%
12:45 PM 1} ooz 0 o0x o o0y 0 0% 1} 1 0 001210 00 1800 oo.oo 12:55 287 omoo 0% 0zm 13z oo:04 0%
= 1:00 PH 0 o0z o 0% 0y 0 0% 1} 1 0 00 720 00 10000 Ui} 58:46 9% oo 0% o1z 2% o002 0%

This report is an example of a daily summary of Agent Team activity. It includes only the Time in ACD
State data columns.

i STL Admin-Agent Team Activity x
--Total--
Time in ACD State
o w
E o =]
= ) ¥ |3 8 8
- = 7 il < £ z
Y ) ] = = = 5 g =
% 5 % & = Z = £ = £ =]
Level =1 [ - = e =] B = b =] )
= STL Admin .t’-‘«ll| Ra27-4 14:23 3758268 % 132811 28% 14540 3% 04:01 14

05/01/2003 75758 0307 w5748 TE Taaa AxE .37 2% 045 0%
05/04/2003  7:33:40 00:00 45706 B4% 22306 32% 1317 2% 0o:11 0%
05/05/2009  7:58:33 0203 &2602 0% 12024 16X 0313 1% 033 0%
05/06/2003 75527 0220 &3323 B3% 14718 Z22% 3|33 T 0x:e3 0%
05/07/2003  5:55:34 0323 20315 8% 2344 43% 173 4% 0x:3s 0%

1
05/08/2009  7:54:15 00:55 G401 % 20315 26% 0855 1% 0023 0%
05/11/2003  7:58:14 0223 G201 7% 1:2h46 17 0323 2% 0026 0%
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Traffic Analyst OnTraQ Displays & Reports

This report is an example of a monthly summary of Service Group activity and is broken out by week.
The available data columns are very similar to Agent Team reports, but new Service Level columns are
added.

Il Impact - Monthly Service Group Report x
--Total--
~Total- - ~Tatal- ~-Total--

Calls fnape Time in State Service Levels

= = 7 §. 2

; 11 1.0, : 3 i 3 s

= 4 5 i a c® 5o E
SRR REINn 1 5 Mb

° 2 2 | * ; ; © £
3 i ¢ 25 8§ 54 5 23 2 5 & 4 §57 88 % g I E £ E245%0
Level a c|ld|a|lnlalglx]lm]ls|lzc|e|lz|lc]|lr-]|F <ol <0 = = = z a <E M EE

= iAlllmpact AII‘ 166 127 o 0% 1 3 1% 47 28z 21 Tz 11k bB28 1650 00 16h0  &HDI1Z  HEO1Z br0E043 345806 435668 11820 00 B4z

Week: 03/29/2008) 37 24 0 0% 1} o 0z B 21% 4 6%z 31 161 1750 00 1750 11011 11001 10958:24 26:53:54 153212 1927 00 37% 1}
Week: 04/05/2008 35 18 0 0x [t} o 0z 2 5% 8 44% 21 136 2190 00 2190 1:.0554 1:.0554 91:28:18 204205 83532 1817 00 16% 1
Week: 04/12/200) 23 28 0 0% o 0 0z 13 Mx 3 10z 13 103 6RO 00 670 326 31:26 1292733 223313 70653 1617 00 75% o
Week: 04/19/2008) 23 24 0 D% 1} 2 Bz 12 Ax 4 16%Z 23 121 3040 00 3040 201:40 201:40 13536:04 151435 E46:37 1616 00 58x% 1
Week: 04/26/2008) 36 33 0 0 1 1 2% 12 33 2 B% 18 101 1100 00 1100  T0L01 10h01 1042018 92212 566G 1102 00 Eex 1}
(=} Customer Service Al 5B 48 o 0% 1 3 & 2 3% 17 35% T4 566 3300 OO0 3300 42436 42436 5142813 144315 411861 10326 00 0% 1
Wweek: 03/29/2008 15 13 o 0z 0 o 0% 1 B% 3 23% 23 143 2230 00 2290 43:41 4341 1035824 3:41:04 145156 1833 00 0% 0
Wwieek: 04/05/2008 18 18 o 0z 0 0 0% o 0z 7 46% 19 130 2800 00 2500 0242 10242 91:2378 32302 82840 1800 00 0% il
‘wieek: 041242009 4 4 0 0% 0 0 0z 1 25% 2 B50% & 831780 001780 11:55 11:55 117:24:45 35316 E1237 1214 00 0% 0
Wwieek: 0419/2008 10 7 o 0z 0 2 20% o 0z 4 B7% 20 111 8030 00 8090 1:3423 1:34:23 1126211 33660 62301 1416 00 0% 1
Wieek: 04/26/208 11 9 o 0z 1 1 9% o 0z 1 Nz 4 87 2080 00 2060 45:55 4565 824435 0902 2237 0323 00 0z 0
(= Tech Suppart Primary Al 58 48 o 0z 1 3 5% 2 3% 17 35% Eh M2 3300 00 3300 42436 42436 2100214 123833 304045 4713 0.0 95% g
Week: 03/29/208 15 13 0 0x 1} o 0% 1 B% 3 23% 23 111 2290 00 2230 4341 4341 43.21:24 22619 114115 1386 0.0 100% 1}
Week: 04/05/200 18 15 0 o o o0z 0 o 7 46% 16 113 2500 0.0 2500 :0z4z 10242 461748 3IE23 7423 1332 00 93 1
Week: 04/12/2008) 4 4 0 0z 1} o 0z 1 25% 2 B0% B 55 1780 00 1780 11:85 11:85 442020 3E0:200 35554 08:30 00 100% 1}
Week: 04/19/208 10 7 0 0x o 2 20% 0 0x 4 G57% 15 76 80890 00 8030 1:3423 13423 4427.02 20530 41709 0825 0.0 100% 1
Week: 04/26/200 11 9 0 o 1 1 9z 0 o 1 Nz 3 51 3060 00 3060 4555 45:55  25:35:40 0om 30356 0456 00 88x% 1}
- Tech Support Secondary AII‘ 0 o o 0z 0 0 o o 0z 0 0% € #2 00 00 00 00:00 0000 210:07:24 12:38:33 30:40:55 4713 00 0% 0
= MUST ANSWER AII‘ 94 =] o 0z 0 0 0 &1 43 3 4% 6E 267 500 0D 60O 58:30 530 1E412:34 370451 20:471:04 3513 0.0 100% 1
Wieek: 03/29/2008 20 ) o0z 0 0 o0 6 25% 1 1% 22 111 790 00 740 11:52 1162 43:21:24 32619 1141058 1256 00 100% 0
wisek: 04/05/2008 14 3 o 0z 0 0 0% 2 14z 1 33% 16 13 640 00 E40 o312 0312 4B17:48 31623 7423 1332 00 100% 0
Wwieek: 04/12/2008 22 21 o 0z 0 0 0% 11 B5O% 1 4% 6 13 5.0 00 50 1750 1760 241446 53115 2041 0411 00 100% 0
Week: 04/19/2008 16 14 o 0z 0 0 0z 12 75z 0 0z 9 10 570 00 570 1318 1318 224353 113745 2336 0200 00 100z 1
wieek: D4/26/2009 22 22 o0z 0 0 0z 11 50% 0 0% 12 14 330 00 330 1218 1218 21:3%43 31303 3zm 0140 00 100z 0
& Sales Al 14 1o o 0z 0 0 o 4 28% 1 10% 74 566 1620 00 1620 2708 2706 514:28113 144315 411851 10326 0.0 100% 1

The report below provides a graphical display of the number of Calls on Hold, Calls Transferred, Calls
Forwarded and Calls Picked weekly, from January through the middle of May. Users can drill down
deeper by viewing Daily, Hourly, or Quarter-Hourly results for defined data selections.
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DTotal Calls Forwarded
160
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120
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