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Kak co3/1aTh 0TYeT C IIOMOIILI0
QueueMetrics

XoTute co3gaBaTb NPOCTbIe, HO aPeKTMBHbIE OTYETHI QueueMetrics, KoTopble oToOpaxarT
TONbKO HeobXxoaumy MHdopmMaumnio? Cumtaete HEO6XOOUMbBIM UMETL pasHble OTHETbI AN
pasnuyHbIX CUTyaumn, 4tobbl yryywmnTs pabouni npouecc?

QueueMetrics — 310 MacwTabmpyembii HAGOP NHCTPYMEHTOB AJ11 MOHUTOPUHIA U OTYETHOCTMN,
KOTOPbIN yOOBNETBOPSAET NOTPEOHOCTM ThICAY KOHTaKT-LLEHTPOB NO BCEMY MUPY, U Npeanaraet
LUMPOKNIA CNEKTP MHTErPUPOBAHHbLIX (DYHKUUIA, TaKUX, KAK MOHUTOPWHI NPON3BOAMUTENBHOCTH
areHToB, KOHTPOSb LieNeBbIX Noka3aTenemn, OTCNexXnBaHne KOHBEPCUA, aHann3 CTaTuCTUKK
KamnaHuu B peanbHOM BPEMEHU, U MPOCTOM B UCMOMNb30BaHMM UHTepdenc. OH AOCTYNEH Kak Ha
OTAEeNbHOM cepBepe, Tak U B Ka4ecTBe 06r1a4Horo cepeuca.

Kak co3gaTtb OoT4yeT

B oaHHOM npumepe yBuauMm, Kak co3gaTtb OTYET, cogepKallmi TONbKO Te 6NoKM aHHbIX,
KoTopble Heobxoaummbl. B npumepe 6yaem ncnonb3oBatb 6510k gaHHbIX AG04 (Data Block
AGO04) — oTBeYeHHble Bbi3oBbl (Answered Calls) (ansa BeiOpaHHbIX ovepenen). 1ot 6nok
AaHHbIX MOKa3bIBaeT KONMMYECTBO OTBEYEHHbIX BbI3OBOB MO areHTam, Ans oyepeaen, no
KOTOPbIM 3anyLleH OT4eT.

e C rnasHou cTpanuubl QM nepengute kK OtyeTtam (“Reports”)

e Haxmute «Co3natb HoBbIV» (“Create New”)
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MpuceonTe 3aronoBoOK M NOA3arofoBOK sl OTYeTa, 3aTeM HaxMnTe « COXpaHUTb»
(“Save”)

Report details
Title: Agent Details
Subtitle: Agent Details
Type: QM report v
Visibility key:
Created By
Last Update

M. related screens: 0

Save | Back | New | Clone | Delete

Haxmute «Hasag» (“Back”)

Cenvac sngum HoBbIn oT4eT (“Agent Details” B JaHHOM nprMepe) B CIUCKE OTYETOB.
Cenyac HaxXxmMuTe Ha UMs oT4eTa (HanMcaHo CUHNUM).

Report Desc. Key Screens

= Agent Details Agent Details 0 &)@

Monagaem Ha cTpaHuuy «3kpaHbl» (“Screens”). Haxmute «Co3gatb HoBbIM» (“create
new”).

[MpucBonTe aKkpaHy KOPOTKOE MMS U 3arofloBOK, 3aTeM HaxmuTe « CoxpaHuTtby (“save”)

Report: Agent Details » Screen details

Short name: Agent Details

Title: Agent Details

Visibility key:

Sort order: 100

Visible in "All reports"? | Yes v
Created By demoadmin, 17/09/2018, 8:39

Last Update
N. of ltems: 0

Save | Back | New | Clone | Delete
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e Haxmute «Hazag» (“Back”)

e Celyac BMANM HOBbIVN 3KpaH, KOTOPLIN CO34anu, B CMUCKE 3KpaHOB. 34eCb HaXXMUTE Ha
CVHIO HagnNUch (3arofloBOK SKpaHa)

e [lonagaem Ha cTpaHuuy «3AnemeHTbl» (“ltems”). 3geck MOXHO [06aBUTL pasnuyHbIe
Tabnuubl oT4eTa B OTYETHI, KOTOPbIE YXKEe co3aanu.

e Haxmute «Cosgatb HOBLINY (“create new”), MOTOM NPUCBONTE HAMMEHOBAHME Y
noa3arosioBOK 3reMeHTy

Report: Agent Details » Agent Details » Item details

Title: How many calls per agent
Subtitle: How many calls per agent
Visibility key:

Data Blocks: AGO4 - Answered calls (for selected queues) M

Parameters:

Sort order: 100

Visible in "All reports"? | Yes v
Created By

Last Update

Save | Back | New | Clone | Delete
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e Bblbepute 6nok gaHHbix AG04 — OTBeYeHHbIE BbI30BbI (415 BbIbpaHHbIX ovepeaen)
(“AGO04 - Answered calls (for selected queues)”)

o Haxmute «CoxpaHuTb» (Save) n BepHUTECb Ha3az Ha rnasHyo ctaHuly QM

e B rmaBHOM MeHI0 BbIOEpMTE CO3OaHHbIN HOBLI OTYET K OvYepeamn, ANst KOTOPbIX OH
OOJSDKEH BbINONMHATHCA.

Queue: | All Queues v|@§

Report: | Agent Details v |4

e Cenyac npu BbinonHeHun ot4eta «CerogHsa» (“Today”) (HaxaB KHOMKY «CerogHs»
(today) Ha rmaBHOW CTpaHULE) MOXHO YBUAETb CO34aHHbIN OTYET.
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Report Details:
Report generated on: September 17 2018, 08:57

Atomic gueue(s) considered: All Queues
Sales fa}, Technical Support [b], Sales Support [c]

unans
Period start date: September 17 2018, 00:00 305
Period end date: September 17 2018, 23:59
Total calls processed: 3057 (2146 ans / 911 unans)

Ratio: 70.2% ans / 29.8% unans ans
0%
Search
Link XLS PDF

How many calls per agent

How many calls per agent

Level Agent N.calls Total calltime Avgcalltime Avgwaittime % of queue
Main John Blackson 264 4:46:38 1:05 0:04 12.3%
Main Mike Bosh 275 4:53:57 1:04 0:04 12.8%
Undefined Rose Miller 253 4:57:20 1:10 0:04 11.8%
Undefined Andrew Roose 254 4:50:48 1:10 0:03 11.8%
Undefined Michael Fontana 258 4:54:20 1:08 0:04 12.0%
Undefined Gene Berry 288 4:53:09 1:01 0:04 13.4%
Undefined Bella Ferdinand = 280 4:46:41 1:01 0:03 13.0%
Undefined  Jim Cipriano 274 4:35:38 1:00 0:05 12.8%
PExportas.. &= e
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MPUMEYAHUE. [Ins areHTOB eCTb TONbKO OTYEThI MO OTBEYEHHbBIM Bbl30BaM, MOCKOSbKY, Korga
3BOHOK 3BOHUT B 04epeb, M HUKTO HE OTBEYAaEeT, 3TO He OLLIMOKa KOHKPETHOrO areHTa, a olmnbka
BCEX areHTOB, KOTOpPbIE HE CMOTNM OTBETUTL. [MOCKOMBbKY HET cnocoba OTHECTU MOTEPSHHbIE
BbI30Bbl K OTAENbHbIM areHTam, NoTePSAHHbIE BbI30BbLI MOSBMSAIOTCS TONLKO B OT4eTax 00
oyepensx.

EcTb oT4eTHI, KOTOpPble NOKa3bIBaOT MNOTEPAHHBbIE BbI3OBbI A4 KaXXO0ro areHta, Tak 4To MOXeT
CTOWUT B3MAHYTb U HA HUX. OHn nepeyuncrieHbl HXxXe, 1 MoryTt ObITb OGaBNEHbI B BaLUK
OTYETbI:

e ATO1 - MNonbITkn BXxoaswmx BeidoBoB ACD (Inbound ACD call attempts)

e ATO02 - ACD lMonbiTkn no ovepean (ACD Attempts by queue)

e ATO03 - ACD lNonbiTkn no TepmuHanam (ACD Attempts by terminal)
Ccbinku

Bonee nogpobHas TexHuveckas WHgopMaums O peweHun ana Konn-ueHtpoB QueueMetrics
Haxogutca B User Manual.

Mocetute www.queuemetrics.com ana nonydexnus 30-gHeBHOW GecnnaTHOW TpuanbHOW
BEpPCUN.

O6paTtnte BHMMaHue Ha Free Webinars c xunBoi gemoHcTpaumen QueueMetrics.
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https://www.queuemetrics.com/manual_list.jsp
http://www.queuemetrics.com/
https://v1.bookwhen.com/loway

