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File Table Settings Help

Ferformance Profiler Staffing Query I Advanced Profiling | Advanced Queries | What-if Analysis |
Performance Performance Profiler allows you to determine and optimize the Performance Level of your Call Center. Enter your call center's parameters below, then press ‘Compute’.
Profiler
~Your Call Center's Parameters ~Settings
#+  Number of Agents Answering Calls I 100 * Features: Abandons
+  Ayerage Time to Handle One Call (mm:ss) 06:00 +  Basic Interval: 60 minutes
#+ Calls per 60 minute Interval | 1000 *+  Target Time: 03:00 (mm:ss)
+  Average Callers’ Patience (mm:ss) | 12:00 Change Settings
Compute 4+ AddtoTable | Delete Rows | Clear all | Export | Impart | Graph |

Average  %Answer %Abandon Average

Basic Target NTIBEE 0f Average
SehAnswer %Abandon Speedof within within Clueue

Interval Time to Agents Handling

Calls per  Average Agents
Interval ~ Patience  Occupancy

(minutes)  Answer Time Anzwer Target Target Length
Results

1 60.0 03:00.0 90.0 06:00.0 1,000.0 12:00.0 99.6% 89.7% 10.3% 01:16.8 87.3% 10.3% 207
2 60.0 03:00.0 91.0 06:00.0 1,000.0 12:000 99.5% 90.5% 9.5% 01:00.9 88.9% 9.4% 18.9
3 60.0 03:00.0 920 06:00.0 1,000.0 12:00.0 99.3% 91.4% B.6% 01:03.2 90.3% B.6% 172
4 60.0 03.00.0 93.0 06:00.0 1,000.0 12:00.0 99.2% 92.2% 7.8% 00:56.9 91.4% 7.8% 15.6
5 60.0 03:00.0 940 06:00.0 1,000.0 12:00.0 98.9% 93.0% 7.0% 00:51.0 92 5% 7.0% 14.0
B 60.0 03:00.0 95.0 06:00.0 1,000.0 12:00.0 98.7% 93.7% £.3% 00:454 93.4% 6.3% 125
7 60.0 03:00.0 96.0 08:00.0 1,000.0 12:00.0 98.4% 94.4% 5.6% 00:40.2 94.2% 5.6% 1.2
8 60.0 03:00.0 97.0 06:00.0 1,000.0 12:00.0 98.0% 95.1% 4.9% 00:35.5 94.9% 49% 99
9 60.0 03:00.0 98.0 06:00.0 1,000.0 12:00.0 97.6% 95.7% 4.3% 00:31.1 95.6% 4.3% 87
10 60.0 03:00.0 99.0 06:00.0 1,000.0 12:00.0 97.2% 96.2% 3.8% 00:27.1 96.1% 3.8% 78
1 60.0 03:00.0 100.0 06:00.0 1,000.0 12:00.0 96.7% 96.7% 3.3% 00:235 96.7% 3.3% 6.6
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Powerful optimization tools for your inbound call center.

Feature Overview : Overflows

‘What are "Overflows"?

At some call centers atechnical limithas been set on the time & call can spend waiting in queue. Once this time limitis reached the call is "overflowed" and rerouted to some other
destination, such as a different queus, an VR or & vaice hox. Such an overdowing mechanismm is meant to reduce congestion by offering callers a parial or temparary solution,
hopefully before they become aggravated by & long wait

When should | enakle the "Overflows" feature?

If an overlowing mechanism is implemented atyour call center and the fraction of calls "overflowed" is not negligible, then itis recommended that you enable the "Overlows" feature.
Howewver, since you cannot have bath the "Overflows" and "Trunks" features enabled, vou should decide which to enable accaording tothe mare dominant phenamena at yaur call
center - overflowing or blocking,

‘What are the corresponding input parameters and performance indicators?
The input parameter carresponding to the "Cverflows" feature is the "Overflow time", which is the time limit on calls waiting in queue.

There is a single performance indicatar available only when the "Overflows" feature is enabled: %0verflow.
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File Table Settings Help

Performance Profiler Staffing Query | Advanced Profiling | Advanced Queries | What-if Analysis |
Performance performance Profiler allows you to determine and optimize the Performance Level of your Call Center. Enter your call centers parameters below, then press ‘Compute”
Profiler
-Your Call Center's Parameters - Settings
+  Number of Agents Answering Calls I 100 + Features: Abandons, Overflows
4 Average Time to Handle One Call (mm:ss) 06:00 4 Basic Interval: G0 minutes
#*  Calls per 60 minute Interval | 1000 +  Target Time: Mo Target
4+ Average Callers' Patience (mm:ss) 112;00 Change Settings |
| mpm——— =
< *  Overflow Time Limit (mm:ss) 03:00 ‘) /\
e — /’
Compute I +  Addto Table I Delete Rows Clear All | Export | Imprort | Graph |

Basic Average Average  Average
Interval Ni?ebnetrsm Handling %ﬁ{fwﬁr s;:;gci &ZTi:n‘?t Osgue;atl.rfcy %Answer %oAbandon Lﬁmerﬂow \Speed of  Cueue
{minutes) Time Answer Length
Results 60.0 100.0 06:00.0 1,000.0 12:00.0 03:00.0 96.7% 96.7% 3.3% 0% 00:23.4 6.6
1 60.0 a0.0 06:00.0 1,000.0 12:00.0 03:00.0 99.6% 89.7% 9.9% 01:135 19.9
2 60.0 91.0 06:00.0 1,000.0 12:00.0 03:00.0 99.5% 90.5% 9.2% 01:.074 18.3
& 60.0 92.0 06:00.0 1,000.0 12:00.0 03:00.0 99.3% 91.4% 8.4% 01:.015 16.8
4 60.0 93.0 06:00.0 1,000.0 12:00.0 03:00.0 99.1% 92.3% 7.6% 00:55.7 15.3
5 60.0 4.0 06:00.0 1,000.0 12:00.0 03:00.0 98.9% 93.0% 6.9% 00:50.2 13.8
B 60.0 95.0 06:00.0 1,000.0 12:00.0 03:00.0 98.7% 93.7% 6.2% 00:449 124
| 60.0 96.0 06:00.0 1,000.0 12:00.0 03:00.0 98.3% 94 5% 5.5% 00:39.9 1
8 60.0 97.0 06:00.0 1,000.0 12:00.0 03:00.0 98.0% 95.1% 4.9% 00:35.2 9.8
9 60.0 98.0 06:00.0 1,000.0 12:00.0 03:00.0 97 6% 95.7% 4.3% 00:30.9 8.7
10 60.0 99.0 06:00.0 1,000.0 12:00.0 03:00.0 97 2% 96.2% 3.8% 00:27.0 76
" 60.0 100.0 06:00.0 1,000.0 12:00.0 03:00.0 96.7% 96.7% 3.3% 00:23.4 6.6
12
13
14
i £

B
n

TN N2 PNAY AWK MIMWT NN (R2T PIPR TRV 27D WATIT ORNPO1MNT 02177100 1501 Ny nn 3.3.2

.(3.2.1 A9Rw) ompn apnn oy nwa e 20.3% 5Y %30 R MpT wwn

1wn
91 70y 7o 22179 7907 .0.3% » N 7 RY %O0verflow 1712y "R 1 02179110 D901 IR Wom
NPT WY N N2YnA 2w 821 R (91<95) 0 up 0017 1501 1720

02177 <IN W71 <= N1 2°IXpP 22N

19



DW DORNN DWW .MPT 3 20X NI DR 21 MR 0 201 L2007 RINW 99D ,p IR Sw D72 h1na 3.3.3
ORI JTRIDW MIPDY AYOTNA T AVTIT (NIPT WIPW RN MpRaw anR? 00 avTIa 1210 2000 219101705
TR N2 2197 POV 30aRn PUIRY (210 XD MW) 1% KD 281 12112 377 .00 207 nww 3 0

won o1w 72wn ,4CC nAtva nna Nt amR DR 72WN 0 20008 MWY? 0l an

:4CC nrva nni1% 101 InIX 72wn

TARTY M°11) N2 19T TINATT AT 17 (N2 MMPLa 1907 v97) MIPLa NYAT Nva nme 212° 790

TIN TP VOR MW 72 2V (WNYNT 1AT2 TO0) DO AYTIT MpRa 2ape ,MpT 3 v aY Ot man 7oA L(Pn
N 9% nww 3

1IN MPT 3 RS K91 ,7301M07 N9°AN2 NINI AVTINT 12w 37p20 DR 23 7097 4CC 5w 970 MNnR 2°9°na
%> ,D°INWR NN TR 221907 02771 PI) DOWIRINT CIW1A 21T MWL MINKA? 270INDIT 22770 22,0702
TWRD MNY 2°070¥A RY S2PVITWIRT WOIIN2Y,IN1T 207 MPT 3 SIAKR 2°anyY 7IN? 0°970In TR wenana

.MP7 3 ANy W N 019X

DWW 7N

INIWOR NW MIPRA °192 13N YT NPap nya
JOOR I TTRPIM N2V DR Y mpon L1
70 X WRI MW 9P N2 IRwaR N2 1 mpta .2

A4CC n101n% 12vn w1 97 DAY WAT1 IR

20




Erlang-A: The Garnett Delay-Functions

P{W, > 0} vs. the QOS parameter 3, for varying patience 0/ .
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GMR(x} describes the asymptotic probahility of delay as a function of B when

% = X. Here. 6 and p are the abandonment and service rate, respectively.

Note: Erlang-C = limit of Erlang-A., as patience T indefinitely.
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