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This document contains a very basic list of examples, showing the level of insight you can obtain over

your call-center system using QueueMetrics as your tool of choice.

QueueMetrics is the world acclaimed best call-center monitoring and reporting suite, currently running

in thousands of call-centers worldwide.

To consult a full list of QueueMetrics stats visit https://www.queuemetrics.com/about.jsp

The first example is a performance report divided by agents. It basically contains everything you need

to know about your agents!

This goes from how many sales they closed, to how much time they spend on their cigarette break.

Agent and outcome view:

Agent Status Offered Answered Tottalk Totidle Pausebill. Pause nonbill. Avgtalk Sales S5PH QC QCPH
4 Logged on - 26:09 & 6 1B:45 724 0:00 0:00 1 229 1 229
s & Lagged on - 4:0105 k' 1:30:59 18:40 0:00 7 423 17 223
& Logged aff 1:43:51 .54 000 | 30 9 296 9 296
4 Logged on - 1:15:43 13 13 3116 2:52:49 0:00 000 | 224 4 1.18 4 1.18
Logged on - 2:04:42 26 26 1:27:46 3535 1 000 | 322 12 577 1z 577
Logged aff 28 28 49:03 B:05 323 4 10 294
Lagged on - 4:00:23 28 28 1:38:46 28:43 0:00 Bl s N 275
Logged on - 1:30:23 12 13 17:58 6:50 0:00 5 az 5 332
4 Logged aff 7 27 1:16:45 1:£7:01 16 0:00 | 2:50 ] 258 B .58
& Logged aff 1:16:41 02 000 | 419 10 348 10 348
& Logged aff 19 19 1:28:03 16:48 000 | 427 ] 253 B .53
LI Logged on - 3:02:31 30 el 1:36:22 1:24:45 1:24 00D | 342 Ho382 1 162
Paused - 10:27
(Break)

Logged on - 1:2820 19 13 1:09:53 4052 3:50 014 340 7 367 7 367
Logged on -30:55 3 i 1134 1% 0:00 000 | 351 1 184 1 194

= Logged on - 1 28 26:31 45 035 334 7 181 7 1.81
3 Logged on - 2:52 27 7 57: 622 oon | 324 66 10 66
Logged on - 1:3105 17 17 1:08:33 2103 029 000 | 405 B 527 8 5.27
Logged aff 34 En 1:4139 1:21:26 3354 0:00 | 2:59 14 387 14 387
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If your intention is to obtain a more detailed insight on how available time is spent by your agents, the
session and pause duration report is the right tool for you.

Here you can see all the details of your agent's sessions regarding pauses percentages and the
average duration of an agent's break.

Level Agent Sessions AvgSession Pauses AvgPause Pause% Pauses per session
Undefinad 1 27:56 0 - 0.00% 0.00
Undefined 1 147 0 - 0.00% 0.00
Undefined 1 0:03 1 2:16:33 99.96% 1.00
Undefined 1 34342 2 9:35 7.89% 2,00
Undefined 1 2:54:01 1 8:32 4.67% 1.00
Undefined 4 51:28 0 - 0.00% 0.00
Undefined 1 2:05:08 1 1:21 1.07% 1.00
Undefined 1 3:23:58 1 8:05 3.81% 1.00
Undefined 1 3:32:21 4 7:27 12.31% 4.00
Undefined 1 1:25:20 7 0:38 7.41% 7.00
Undefined 1 3:03:50 1 2:16 1.22% 1.00
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The complementary report for the previous one is the agent availability report.

Here you can inspect your agent's availability, spotting potential misbehaviors at a glance while
rewarding the best performing agents.

Level Agent Time Onpause Billable Nonbill. Overlapping

Undefined 27:56 0:00 0:00 0:00 0:00  1.01% @R

Undefined 1:47 0:00 0:00 0:00 0:00 0.06% |

Undefined 0:03 2:16:33 0:00 2:16:33 0:00 0.00%

Undefined ® 3:43:42 19:10 19:10 0:00 0:00 2.07%
Undefined o 2:54:01 832 2:54 0:00 5:38  6.28%
Undefined 3:25:52 0:00 0:00 0:00 0:00  7.43%
Undefined 2:05:08 1:21 1:21 0:00 0:00 4.52%

Undefined 3:23:58 205 0:00 8:05 0:00  7.36% (R
Undefined 3:32:21 29:49 29:49 0:00 0:00 7.66% (G
Undefined 1:25:20 6:50 6:50 0:00 0:00 3.08%

Undefined 3:03:50 216 2:16 0:00 0:00 6.63%
Undefined 2:43:16 9:02 9:02 0:00 0:00 5.80%
Undefined 2:52:53 16:48 16:48 0:00 0:00  6.24% (S
Undefined 2:50:40 13:38 13:38 0:00 0:00  6.16% (R
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The next one is a very simple yet very practical report.

It shows the number of calls each agent has answered on a queue, the total call time, the average
call time and the percentage of time spent talking on the phone.

Could you imagine anything simpler?

Agents on queue

Agent N. Calls Total call time Average call time
7 1.71% G- 18:59 2:42
. 36 8.80% R 2:06:41 3:31
. 25 6.11% 1:15:48 3:01
. 13 3.18% G 31:16 2:24
27 6.60% (GG 1:31:12 3:22
28 6.85% (GG 1:34:55 3:23
T aa— R N — ") — TR w1 ol ] o i A N R N R ———————
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Call-Centers are a complex reality to manage.

That's the reason why QueueMetrics provides you practical-oriented reports such as the queue

performance report.

Here you can see everything you need to know about your queues performance, from the number of
sales and the answered calls, to the average wait time of your customers.

Aggregated by gueue view
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Try QueueMetrics monitor for Asterisk today: https://www.queuemetrics.com/try-free.jsp also available

in the cloud.

Copyright © Loway SA 2016 - all rights reserved

https://www.loway.ch/

All trademarks, service marks, trade names, product names and logos appearing on the site are the property of their respective owners,
including in some instances Loway. Any rights not expressly granted herein are reserved.


https://www.queuemetrics.com/try-free.jsp

