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Instant Measurement Suite Template v1.36
* indicates drill down, D indicates date selectable, M indicates multi series, P indicates pie

1. Agent \ Agent Working Rate D M

] Please select the type of chart to view...

Select chart type IDE‘H&r vI

Select a date |1D_-"(]2.-"2l1]12 A

All Conversations for 10/02/2012

By Agent
1.5day 15%
1.2day — — 129%
21.6%7hr X
14.44hr ] 6%
7.22hr 3%
0= — i r 0%
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Agent (Select a bar for details)
Agent Availability % Agent in Chat
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2. Agent \ Declined Report*

Declined Report
By Agent

170

%]
[=F]

=S

=]
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¢t
Agent Name {Select a column for details)
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3. Lifetime Load Comparision P

All Conversations
Load by Agent

INTest Uszer5, 2,749
JWTest Userd, 2, 7%

ITest Usard, 2. 4%
IWTeast Userd, 3, 28%
IWTest Usar2, 2, 77%
JuTest User?,1.75%

I Test Userl, 4.05%
JuTest Usar2,2,28%

Jarmie Grogan,0,82%
Ch=Urmesh Sharma/OU=India/O=Instant,0, 75%
CH=Rill Bolts/OU=ACME/O=Instant,0,34%
JuTest Usars,1,91% Agenthlame,D.15%
ken Mercado,.12%
Liza McManus, 0, 06%

ABTest Userd,0,32%
ABTest User3,0.12%
ARTest Uzerd,0,1%
ABTest Userd, 6, 1%

na, 20, 71%

ARTest User2,0,.37%
ABRTast Userl,0.3%

_Mo Agent Specified, 4, 237%
Zac Clancy,1.66%
Peyton McManus,1.69% Wivek Garg,Z.3%

PMTest Userl, 0%
PMTest U=ser3, 0,24 %
Prashanth Dharmaraj,0.05%
Test_QlzerfcceptingRequest,0, 08 %
storg,de=greenhouse.de=ibm.de=carm, 0%

PMTest User2,0,29%

WigTest Userd6,0,119%
WiETest User227,0,07%
WigTest Uzer2B6,0.09%
WiiTest User285,2, 34%
WigTest User281,2,97%
WiiTest Usar251 .6, 589%
WigTest User2d42,0,38%
Wi3iTest User241,1.04%
WETest Userl9l,0,02%
Urnesh Sharma,®,95% ViETest Userl90,0,26%
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4. Lifetime Decline Comparision P

All Declined Conversations
Load by Agent

CH=Urnesh Sharmma/OU=India/O=Instant,37. 76 %
CM=Peyton McManus/OU=U5 O=Instant, 2, 5%

CH=Liza McManus/ OU=U5/O=Instant, 1. 63%
CH=Kean Mercado/QU=U5/O=Instant, 0, 93%
CH=Rill Bolts/ O U=ACMES O=Instant, 6, 53%

WiiTest User281,3.26%
CH=Vivek Garg/OU=India/O=Instant,7.69%

CH=Zac Clanoy/OU=US/O=Instant, 4, 9%
PMTest Userl, &, 76% WiETest Uzerl?0,27,04%
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Instant Measurement Suite Template v1.35 Aug 18, 2012
* indicates drill down, D indicates date selectable, M indicates multi series, P indicates pie

1. Average Wait Time (ASA) \ By Queue *

Average Wait Times
By Queue

1.232min

Average Wait (in seconds)
33.88s

6ls
7.89s

=

Oz
r 0z
m -
Oz
Oz
Oz
s
' Oz
-
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2. Queue \ Average Chat Duration*

All Conversations
Avg Chat Duration By Queue

6.67min

5.33min

4rmin

2.67min

Avg Chat Duration (in seconds)

2,45min
2,45min

1.33min

2.24min

Os ,
8 T & @& N & XX e 8 A @ 3 Q + 2 L 8 O DA L 08 D
g @ & & 5 ba‘, ‘P\a & o"’o o S & & & o 4 ) 397 & & {,& {,@ @(L {,‘9 @(0. F O P
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@ © _5_6;" "\)q 9 O’;‘_'o ‘;\a 9_0 \)4 éo'f ‘,57' & Q& RGN 0??'
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ob@ <& ),p
&
™)
Queue (Select a column for details)
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3. Queue \ Declined/Ignored*
Declined/Ignored

By Queue

so0

# of Conversations Declined /Ignored

Queue Name [Select a bar for details)

Declined/Ignored

ibm helpdesk by Rejection Type

500
450

400
200 291

200

100

o
| N

# of Conversations Declined/Ignored

Rejection type within ibm helpdesk {Select a column for details)
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4. Agent \ All ACW Entries D

Select chart type Im
Select a month Im
Select a year Im

All Conversations for September of 2012

By Agent
18.33min —_—
e
£
—_ 14.67min g
™ —
E
=]
[}
& 1irmin
g
s £
= i E
FoEEmin
E 3
é o
E 3.67min
[
a S
O
A
« {I:b .D‘} ﬁt(' v
& &S
A \-;35 6‘3 &@
- PERNC
Agent Mame (Select a column for details)
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5. Agent \ All ACW Entries with Chat Duration*

All ACW Conversations

By Agent
Z.5hr
n
-
= 2hr
=]
[ ]
- 1]
;]
£
= 1.5hr
=
=
=
f1=]
=
=
o 1he £
" E c
- g 3 :
g 20min g' a [ E
- £ £
Z g o 3 5
= o ] o
O
é"‘g&'
é‘\"o
&’ &7 2
ay o 5
& & & & o & & &
i N N o &
1\O O N (\‘ ob
& & bﬁ‘é &
Cal & A
by _\h\ﬁ Q?
3 & o
\:,'F r}h
&
Agent Name (Select a column for details)
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6. Agent \ All ACW Entries*

All ACW Conversations
By Agent

1.67hr

1.32hr

1hr

40rmin

17.67min

20rmin

ACW Duration (in seconds)

11.28min

2 27min
&. 38min

20z

Agent Mame (Select a column for details)
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7. Agent \ Avg Agent Response

All Conversations
Avg Agent Response By Agent

-—
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8. Agent \ Avg Seeker Response

All Conversations
Avg Seeker Response By Agent

0.16s
1.73s
0.41=
465
6. 32=
0,.0%:
0.35:

‘;‘;/S ‘ SSS.;;,

I I I T L P T -]
R A S A AP T P o e
g SIS Y N R i
g At ks g de 4"5"@‘“&'-“, BRI IR IR IR IO I i N b e

P D gl gl gl L i S

Avg Seeker Response (in seconds)
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Agent Name (Select a column for details)

Instant Portsmouth, NH 5 ‘ t 1(800)884-0443 info@instant-tech.com www.instant-tech.com



&
I nStQ nt Solutions for Unified Communications

9. Queue \ Avg Agent Response
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