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1. CDN Statistics – provides count of calls

2. Application Performance – describes experience of callers in the queue.  
3. Agent Login/Logout Report – is login/logout occurring appropriately?

4. Agent Performance – how are your agents doing?

5. Skillset Performance – shows average agents available per skillset 
Vendors have recommended running first 4 reports.  The Skillset Performance Report may also be helpful if you feel there may not be sufficient staffing.
1. CDN Statistics – Provides count of calls.  Total Calls = Offered = Answered + Terminated + Abandoned. Terminated = left (routed out of) the call center usually going to voicemail or another number due to “press 1 to leave a message” or time overflow or all agents logged out programming.    Report shows % Abandoned BUT this figure includes abandoned calls where user waited less than the service threshold (time defined as good service for call answering for your queue).  You may prefer looking at the number of calls abandoned after threshold on the Application Performance Report as they waited past the time defined as a good call answering time for your queue.

a) Set up and save a custom report in the Public Report folder for your group’s use.  In it summarize the data by day and print this report each week or month.    

2. Application Performance – Describes experience of callers in the queue.  Shows % Answered within Service Threshold.  Key points = Answered, Average Delay, Maximum Delay, Abandoned, Max. Abandoned Delay, Abandoned after the Threshold, % Service Level.  % Service Level = percent answered within the threshold time your management defined as good service for your queue.  Often 20 seconds/3 rings for immediate answer or 60 seconds when some waiting is considered okay.  

Calls Offered = Answered + Terminated (shown on CDN report) + Abandoned. 

Formula for % Service Threshold = 
[ { (CallsAnswered + CallsAbandoned) – 
(CallsAnsweredAftThreshold + CallsAbandonedAftThreshold) }/ 
(CallsAnswered + CallsAbandoned) ] x 100
a) Set up and save a custom report in the Public Report folder for your group’s use.  In it summarize the data by day and print this report each week or month.    As needed run b).

b) If problems are shown for a certain day, then run a more detailed report to identify when exactly the problems occurred.  Open that same report and change the settings under data range from “Daily” to “Interval”, select the problem date and click “Run Now”.

3. Agent Login/Logout Report – is login/logout occurring appropriately? Allows quick check on whether agents are logging in & out as they should.  You want all agents logging in and logging out for same occasions.  Generally, call centers have agents logout for lunch, some offices logout for breaks.  If person will be away longer than 15-20 minutes, best to have them logout so that they don’t get waylaid and forget to ever logout.  Last person to leave should check that everyone is logged out. 

4. Agent Performance – how are your agents doing? If agents are doing similar work, then they should have similar numbers.  Look for discrepancies and make your most effective employee the model.  They may not be fastest, just providers of best service and best reimbursement due to getting details right. 

Note in particular far right column “Return Calls”.  “To Queue” means call rings on agent phone and they press NOT READY to send back to queue.  “From Time Out” means call rings on phone, not answered (agent probably stepped away without using NOT READY) and call went back to queue.  Ideally agents press NOT READY before call is presented, rather than causing either situation. 

a) Set up and save a custom report in the Public Report folder for your group’s use.  In it summarize the data by day and print this report each week or month.    As needed run b).

b) If problems are shown for a certain day, then run a more detailed report to identify when exactly the problems occurred.  Open that same report and change the settings under data range from “Daily” to “Interval”, select the problem date and click “Run Now”. 

5. Skillset Performance - shows average agents available per skillset.  The Skillset Performance Report only needs running if you feel there may not be sufficient staffing.  The last column shows the average number of agents available.

a) Set up and save a custom report in the Public Report folder for your group’s use.  In it summarize the data by day and print this report each week or month.    As needed run b).

b) If problems are shown for a certain day, then run a more detailed report to identify when exactly the problems occurred.  Open that same report and change the settings under data range from “Daily” to “Interval”, select the problem date and click “Run Now”.
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