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7.03 - Contact Center Performance Report (Queue Report)

Overview: This report only includes interactions that entered the queue. Report output provides a
snapshot of all key contact center metrics.

Recommended Parameters:

e Report Type: Choose the interval based upon the time period of interest
e Summary Section: Activate MTD if needed
e Show Empty Rows: Activate if you want blank rows for intervals with no data

Customer Database Time Zone: | (UTC-04:00) Eastern Time (US & Canada) hd
Manual Start Date: [8/11/2020 |
Manual End Date: |8,r'18,-f2020 | £
Period Display Language:

Calculated Start Period | 8/18/2020 12:00:00 AM ¥ | Calculated End Period | 8/15/2020 12:00:00 AM ¥ |

Business Processes | - ALL - |_V_ Media Channel: |- ALL - |_V_

SL Goal % | 30 | I Report Type I | Quarter of an Hour Interval V|
ISummary Sectionl Month to Date v Enable Pagination O True @ False

Demands | - ALL - |_V_ IShow Empty Rows I O True @ False

Recommended Export Type: Excel or CSV (CSV if you want to perform additional manipulation or
analysis)

Key Report Information:

e (Calls Queued = Calls Answered + Calls Abandoned + Calls Overflowed + Callbacks Requested (Non-
Queue)

e SL Goal % - this field can be adjusted to identify how many intervals achieved your target Service
Level goal (% Of Intervals Meeting Service Level)

Average oy === Calloacks | Callbacks Cals | cals Agent Out

ot tevwr Galls Cals  Auswer  Cals  Asandenmen: AUE% Cais vaicemais Spesd Aup.Tak AvgHold Avg Virep Hands TekTme oge WrepUp SO Rluiand Cambscks calls o Cls | Calle ygnges AZEROMC iy
QueuedAnswered Rate  Abandoned  Rate (%) Time | Overflowed Received Servics O Tme  Time pcy % (Quee) q‘"“") Completed Missed LT gents WAt gan Agents

s o EECCIN o 1 000006 | 001457 | 000000 | 000201 | 00:16:58 G o 0 ° o oo (000008 © 1

+ [ 1o0e o I o O % 000013 001721 000000 0G:0133 | 001854 D 0 g o o o oo |00z 0 0

BRI orn weoot0 | 1 o B % 000022 001641 | 000120 | 000201 | 0011802 wsn 0 o o g o oo [e00201 0 2

s o o w0 | 0 ° O 00033 00000 GIRGA | 0001 | BTN w2 o o 0 ° 1 2 w0z o 0

s o 0w | 0 ° i % 000009 011424 000513 | OGAZ00 | 0121371 248 ° o 0 ° 0 ovn |eoee08 1 2

BRI EECCIN 5 z 00007 | 000814 | 000000 | 000200 | OBOE1A EECRI) g o g ° ome [eoeeio o 2

s o EECIN ° s 000011 001855 000031 | 000D | 001927 N o o ° ° oo (000034 © 5

e o EECCIE o 1 4 000005 00552¢ OD1TSE | 000201 010823 7oss 20 0 o 0 o o oo [o0000s  © 1

asn 0 I o 7 % 000013 001640 | 000050 0G:0145 | 001624 208 0 g o o o oo% |00t © s

1T eds-1000 & | 7| &Tew O oen | oeoot0 | 1 0 s % | 0000:40 | 00:1T00 | 000025 | 000200 | 001328 e 0 o o 0 o oo [oo0z01 0 B

Supporting Reports

3.04 - Interactions Detail Record (Queue Time > 0) - Provides CDR level information for all interaction types.

6.04 - Completed Callback Interaction Report - Detailed view of callback interactions with time, date & attempt
information.

7.04 - Abandoned Interaction Report - Examination of abandoned interaction based on user defined thresholds.

7.05 - Contact Center Performance Report By Demand - 7.03 Queue metrics by demand.



