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call_id q_start q exit |ser start| ser exit | outcome| wait time | service time Agent
510013309 06:23.00 | 06:23:07 ]| 06:23.08 | 06:25:01 Agent 7 113 23015
510013355] 06:23:19 | 06:24:30 ] 06:24:31 | 06:24:51 Agent 71 20 23007
510013559 06:24.52 | 06:24:52 | 06:24:52 | 06:26:57 | Agent 0 125 23007
510013814] 06:26:32 | 06:26:33 | 06:26:33 | 06:27:27 | Agent 1 54 23015
510013830 06:26:36 | 06:26:38 | 00:00:00 | 00:00:00 | Abandon 2 0 0
510013871] 06:26:47 | 06:26:57 | 06:26:58 | 06:28:45]| Agent 10 107 23007
510014006 06:27:53 | 06:27:53 | 06:27:53 | 06:29:46 | Agent 0 113 23015
510014071] 06:28:15 | 06:28:45] 06:28:46 | 06:29:04] Agent 30 18 23007
510014116] 06:28:35 | 06:29:04 ] 06:29:05 | 06:30:31 Agent 29 86 23007
510014132] 06:28:43 | 06:29:46 | 06:29:47 | 06:31:27 | Agent 63 100 23015
510014196] 06:29.05 | 06:30:31 ]| 06:30:32 | 06:3432 | Agent 86 240 23007
510014425] 06:30:38 | 06:31:27 ] 06:31:27 | 06:34:31 Agent 49 184 23015
510014578] 06.31:32 | 06:34.31 ]| 06:34.32 | 06:35:54| Agent 179 82 23015
510014674] 06.32.06 | 06:34.32 ] 06:34:33 | 06:37:04] Agent 146 151 23007
510014702] 06:32:18 | 06:33:00 ] 00:00:00 ] 00:00:00 | Abandon 42 0 0]
510014712] 06.32:26 | 06:35:54 | 06:35:55| 06:37:37 | Agent 208 102 23015
510014750] 06.32:37 | 06:36:08 | 06:36:09 | 06:47:58 | Agent 211 709 23041
510014927] 06:33:46 | 06:37:04 ] 06:37:05 ] 06:43:49 | Agent 198 404 23007
510015175 06.:35:19 | 06:36:04 | 00:00:00 | 00:00:00 | Abandon 45 0 0
510015368 06:36:28 | 06:37:37 | 06:37:38 | 06:39:53 | Agent 69 135 23015
510015393 06:36:35 | 06:37:54 ]| 00:00:00 | 00:00:00 | Abandon 79 0 0]
510015405] 06:36:39 | 06:39:53 | 06:39:54 | 06:51:04] Agent 194 670 23015
510015441] 06:36:55 | 06:43:49 ] 06:43:50 | 06:45:58 | Agent 414 128 23007
510015539] 06:37:41 | 06:45:58 | 06:45:59 | 06:47:44| Agent 497 105 23007
510015752 06:38:54 | 06:39:14 ] 00:00:00 | 00:00:00 | Abandon 20 0 0]
510015802 06:39:13 | 06:40:31 ]| 00:00:00 ] 00:00:00 | Abandon 78 0 0]
510016057 06:40:42 | 06:40:59 | 00:00:00 | 00:00:00 | Abandon 17 0 0]
510016208] 06:41:36 | 06:47:44 ]| 06:47:45] 06:51:29 ] Agent 368 224 23007
510016446] 06:42:56 | 06:47:58 | 06:47:59 | 06:48:31 Agent 302 32 23041
510016552 06:43:35 | 06:45:36 | 00:00:00 | 00:00:00 | Abandon 121 0 0]
510016619 06:44:02 | 06:48:31 ] 06:48:32 | 06:50:56 | Agent 269 144 23041
510016625] 06:44:05 | 06:46:13 ] 00:00:00 | 00:00:00 | Abandon 128 0 0]
510016700 06:44:32 | 06:50:56 | 06:50:57 | 06:56:20| Agent 384 323 23041
510016708 06:44:36 | 06:51:04] 06:51:05 | 06:53:01 Agent 388 116 23015
510016925] 06:45:53 | 06:51:29 ] 06:51:30 | 06:53:14] Agent 336 104 23007
510017302] 06:48:04 | 06:53:01 ] 06:53:02 | 06:5412 | Agent 297 70 23015
510017389] 06:48:31 | 06:49:30 ] 00:00:00 | 00:00:00 | Abandon 59 0 0]
510017423] 06:48:42 | 06:53:14 | 06:53:14 | 06:5456 | Agent 272 102 23007
510017606 06:49:55 | 06:54:12 | 06:54:12 | 06:55:49| Agent 257 97 23015
510017636 06:50:03 | 06:51:57 ]| 00:00:00 | 00:00:00 | Abandon 114 0 0]
510017717] 06:50:38 | 06:54:56 | 06:54:57 | 06:56:50 | Agent 258 113 23007




2 nYav

time Arr sys Dep sys Arr g Dep q Arr_ser Dep ser
06:15 6 B 6 6 5 5
06.16 6 8 6 6 5 5
06:17 6 8 8 6 5 5
06:18 6 8 8 6 5 5
06:19 7 6 7 7 6 5
06:20 7 8 7 7 6 5
06:21 7 8 7 7 6 5
06:22 8 8 8 8 7 5
06:23 9 6 9 9 8 5
06:24 11 7 11 10 9 5
06.25 12 9 12 12 11 8
06.26 12 10 12 12 11 9
06.27 15 12 15 15 13 10
06.28 16 13 16 16 14 11
06:29 19 14 19 17 15 12
06:30 20 16 20 19 17 14
06.31 21 17 21 20 18 15
06:32 22 18 22 21 19 18
06:33 26 18 26 21 19 16
06:34 27 19 27 22 19 16
06:35 27 21 27 24 21 18
06:36 28 22 28 25 22 19
06:37 32 24 32 27 23 20
06:38 33 27 33 30 25 22
06:39 34 27 34 30 25 22
06:40 35 29 35 32 26 23
0641 36 31 36 34 26 23
06:42 37 31 37 34 26 23
06:43 38 31 38 34 26 23
06:44 39 32 39 35 27 24
06:45 43 32 43 35 27 24
06:46 44 34 44 37 28 25
06:47 44 35 44 38 28 25
06:48 44 37 44 40 30 27
06.49 47 38 47 41 31 28
06:50 48 39 48 42 31 28
086:51 51 40 51 43 32 29
06:52 53 43 53 46 34 31
06:53 54 43 54 46 34 31
06.54 54 45 54 48 36 33
06:55 54 47 54 50 38 35
06.56 56 49 56 52 39 36
06.57 59 52 59 55 41 38
06.58 59 53 59 56 42 39
06.59 60 54 60 57 43 40
07:00 60 55 60 59 44 40
07.01 62 57 62 62 46 41
07.02 64 57 64 64 48 41
07.03 70 62 70 68 51 45
07.04 70 63 70 70 53 48
07:05 71 65 71 71 54 48
07:06 74 67 74 74 57 50
07:07 79 69 79 78 61 52
07.08 80 72 80 80 63 55
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Ferformance Frofiler Staffing Query l Advanced Profiling l Advanced Queries l What-if Analysis l

Performance performance Profiler allows you to determine and optimize the Performance Level of your Call Center. Enter

Profiler
Your Call Center's Parameters Settings
*  pNumber of Agents Answering Calls a7 *  Features: Abandons

+  Average Time to Handle One Call (mm:ss) '_? +  Basic Interval: G0 minutes
+  Calls per 60 minute Interval +  Target Time: 00:00 (mm:ss)

#+  Average Callers’ Patience (mmiss) 12-00 Change Settings
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211 IINDIZON NN WNINHT IR IRNNIN DTN N2y ,4CC nomn v vYaN oN HY ToN DN 1oND

Basic Target Number of Average Calls per  Average Agents Average  %Answer  Average
Interval Time to aqents Handling Intewpal Patiengce O'chu an SAnswer %Abandon  Speed of within Clueue
(minutes)  Answer Ad Time pancy Answer Target Length
Results 60.0 00:00.0 a97.0 12:00.0 100% 03:00.7 0% 56.0
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Performance Profiler Staffing Query l Advanced Profiling l Advanced Queries l 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 134 +  Features: Abandons
+  Average Time to Handle One Call (mm:ss) IW + Basic Interval: 50 minutes
*+  Calls per 60 minute Interval W *+  Target Time: 05:00 (mm:ss)
.

Average Callers' Patience (mm:ss) 16:00 Change Settings

+ AddtoTable | Delete Rows Clear Al ‘ Export | ‘ Graph
Basic Target Average Average Average  %Answer SAbandon  Average
Interval Time to N:mebnetrsof Handling ﬁﬁl{f&?r ;:;;reangcz D?guen:r? %Answer %Abandon Speedof  Timein within within Queue
(minutes)  Answer g Time [ Answer Queue Target Target Length
Results 60.0 05:00.0 134.0 08:00.0 1,438.0 16:00.0 100% 69.9% 30.1% 05421 04:491 16.6% 26.3% 115.5
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PRI .MPT 510 NP NN INHN WX MMPYN HINX NN 2PY TN Hmns 1y 3.2.1

192PD 191 XD IMIPT 5 DY NINHND IV N NINY NNHD VIV DD
. 2% 5y NoY> X9 MPT 5D N N2 INNN YN NINMPON HINKRY 199 1INV TN Dmn

3.2.4,3.2.3,3.2.2 MRV Sy 1y 1m9tya 4CC nidcmn Hvw vHs oo

Basic  Target Numiber of Average Calsper Aprage Agents Average  Average  %Answer %Abandon  Average
Interval ~ Timeto Ageis Handling Imewpal Patiengce Dcé]u an %Answer %hAbandon Speedof  Timein  within within-~ Queue
(minutes)  Answer J Time pancy Answer  Queue  Target  Target  Length

Results 600 02000 1600 083:000 14380  16:00.0 100%  834%  166% 02522 02389  826%  16.5% 635

1 600 02000 1500 08:000 14380  16:00.0 100%  78.2%  218% 03540 03290  69.0%  21.5% 835
2 600 02000 1910 08:000 14380  16:00.0 100%  78.8%  212% 03477 03240 T2%  21.0% 815
3 600 03000 1520 08:000 14380  16:00.0 100%  793%  207% 03413 03189  T31%  20.6% 795
4 600 03000 1930 08:000 14380  16:00.0 100%  79.8%  202% 03351 03139 748%  201% 715
5 600 03000 1940 08:000 14380  16:00.0 100%  803%  197% 03288 03089  764%  19.6% 735
i 600 03000 1950 08:000 14380  16:00.0 100%  808%  19.2% 03226 03039  777%  191% 735
T 600 03000 1960 08:000 14380  16:00.0 100%  814%  186% 03164 02589  7B9%  18.6% 715
8 600 03000 1970 08:000 14380  16:00.0 100%  81.9%  181% 03103 02539  800%  181% 69.5
9 600 03000 1980 08:000 14380  16:00.0 100%  824%  176% 03042 02489  810%  17.6% 675
10 600 03000 1990 08:000 14380  16:00.0 100%  829%  171% 0Z582 02439  819%  171% 6.5
11 600 03000 1600 08:000 14380  16:00.0 100%  834%  166% 02522 02389  B26%  16.5% 635

-
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Erlang-A: The Garnett Delay-Functions

P{W, = 0} vs. the QOS parameter 3, for varying patience /.
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GMRE(x} deseribas the asymptotic probability of delay as a function of B when
% = X. Here, B and p are the abandonment and service rate, respectively.

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



Erlang-A: % Abandonment

% Ab x /1 vs. B, for varying (im)patience (0/p1):
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Note the behavior like —3/+y/n, for (relatively) large negative 3
and over all (im)patience levels. For an explanation, think ED:

n=R+38VR=R—vR; hencey ~ —3/vVR ~ —3/\/n, and v
is P{Ab} in the ED-Regime.
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call_id q start | q exit |ser start| ser exit | outcome| wait time | service time Agent
510013309] 06:23.00 | 06:23.07 ] 06:23:08 | 06:25:.01 ] Agent 7 113 23015
510013355] 06:23:19 | 06:24:30 | 06:24:31 | 06:24:51| Agent 71 20 23007
510013559] 06:24.52 | 06:24.52 | 06:24:52 | 06:26:57 | Agent 0 125 23007
510013814] 06:26:32 | 06:26:33 | 06:26:33 | 06:27:27| Agent 1 54 23015
510013830] 06:26:36 | 06:26:38 | 00:00:00 | 00:00:00 | Abandon 2 0 0
510013871] 06:26:47 | 06:26:57 | 06:26:58 | 06:28:45| Agent 10 107 23007
510014006] 06:27:53 | 06:27:53 | 06:27:53 | 06:29:46| Agent 0 113 23015
510014071] 06:2815 | 06:28:45] 06:28:46 | 06:29:.04| Agent 30 18 23007
510014116] 06:28:35 | 06:29:04 | 06:29:05 | 06:30:31| Agent 29 86 23007
510014132] 06:28:43 | 06:29:46 | 06:29:47 | 06:31:27| Agent 63 100 23015
510014196] 06:29:05 | 06:30:31 | 06:30:32 | 06:34:32| Agent 86 240 23007
510014425] 06:30:38 | 06:31:27 | 06:31:27 | 06:34:31| Agent 49 184 23015
510014578] 06:31:32 | 06:34:31 | 06:34.:32 | 06:35:54| Agent 179 82 23015
510014674] 06:32:06 | 06:34:32 | 06:34:33 | 06:37:04| Agent 146 151 23007
510014702] 06:32:18 | 06:33:00 | 00:00:00 | 00:00:00 | Abandon 42 0 0
510014712] 06:32:26 | 06:35:54 | 06:35:55| 06:37:37| Agent 208 102 23015
510014750] 06:32:37 | 06:36:08 | 06:36:00 | 06:47:58 | Agent 211 709 23041
510014927] 06:33:46 | 06:37.04 | 06:37:05| 06:43:49| Agent 198 404 23007
510015175] 06:35:19 | 06:36:04 | 00:00:00 | 00:00:00 | Abandon 45 0 0
510015368] 06:36:28 | 06:37:37 | 06:37:38 | 06:39:53 | Agent 69 135 23015
510015393] 06:36:35 | 06:37:54 | 00:00:00 | 00:00:00 | Abanden 79 0 0
510015405] 06:36:39 | 06:39:53 | 06:39:54 | 06:51:.04| Agent 194 670 23015
510015441] 06:36:55 | 06:43:49 | 06:43:50 | 06:45:58 | Agent 414 128 23007
510015539] 06:37:41 | 06:45:58 | 06:45:50 | 06:47:44| Agent 497 105 23007
510015752] 06:38:54 | 06:39:14 | 00:00:00 | 00:00:00 | Abanden 20 0 0
510015802] 06:39:13 | 06:40:31 | 00:00:00 | 00:00:00 | Abandon 78 0 0
510016057] 06:40:42 | 06:40:59 | 00:00:00 | 00:00:00 | Abandon 17 0 0
510016208] 06:41:36 | 06:47:44 | 06:47:45] 06:51:29 | Agent 368 224 23007
510016446] 06:42.56 | 06:47:58 | 06:47:50 | 06:48:31 | Agent 302 32 23041
510016552] 06:43.:35 | 06:45:36 | 00:00:00 | 00:00:00 | Abandon 121 0 0
510016619] 06:44.02 | 06:48:31 | 06:48:32 | 06:50:56 | Agent 269 144 23041
510016625] 06:44.05 | 06:46:13 | 00:00:00 | 00:00:00 | Abanden 128 0 0
510016700) 06:44:32 | 06:50:56 | 06:50:57 | 06:56:20| Agent 384 323 23041
510016708] 06:44.36 | 06:51.04 | 06:51:05| 06:53.01| Agent 368 116 23015
510016925] 06:45:53 | 06:51:29] 06:51:30 | 06:53:14| Agent 336 104 23007
510017302) 06:48:04 | 06:53.01 | 06:53:02 | 06:54:12| Agent 297 70 23015
510017389] 06:48:31 | 06:49:30 | 00:00:00 | 00:00:00 | Abandon 59 0 0
510017423] 06:48:42 | 06:53.14 ] 06:53:14 | 06:54.56 | Agent 272 102 23007
510017606] 06:49:55 | 06:54:12 | 06:54.12| 06:55:49| Agent 257 97 23015
510017636] 06:50:03 | 06:51:57 | 00:00:00 | 00:00:00 | Abandon 114 0 0
510017717] 06:50:38 | 06:54:56 | 06:54:57 | 06:56:50 | Agent 258 113 23007
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time Arr sys Dep sys Arr gq Dep q Arr_ser Dep ser
06:15 6 6 6 6 5 5
06:16 6 6 6 6 5 5
06:17 6 6 6 6 5 5
06:18 6 6 6 6 5 5
06:19 7 6 7 7 6 5
06:20 7 6 7 7 6 5
06:21 7 6 7 7 6 S
06:22 8 6 8 8 7 5
06:23 9 6 9 9 8 5
06:24 11 7 11 10 9 6
06:25 12 9 12 12 11 8
06:26 12 10 12 12 11 9
06:27 15 12 15 15 13 10
06:28 16 13 16 16 14 11
06:29 19 14 19 17 15 12
06:30 20 16 20 19 17 14
06:31 21 17 21 20 18 15
06:32 22 18 22 21 19 16
06:33 26 18 26 21 19 16
06:34 27 19 27 22 19 16
06:35 27 21 27 24 21 18
06:36 28 22 28 25 22 19
06:37 32 24 32 27 23 20
06:38 33 27 33 30 25 22
06:39 34 27 34 30 25 22
06:40 35 29 35 32 26 23
06:41 36 31 36 34 26 23
06:42 37 31 37 34 26 23
06:43 38 31 38 34 26 23
06:44 39 32 39 35 27 24
06:45 43 32 43 35 27 24
06:46 44 34 44 37 28 25
06:47 44 35 44 38 28 25
06:48 44 37 44 40 30 27
06:49 47 38 47 41 31 28
06:50 48 39 48 42 31 28
06:51 51 40 51 43 32 29
06:52 53 43 53 46 34 31
06:53 54 43 54 46 34 31
06:54 54 45 54 48 36 33
06:55 54 47 54 50 38 35
06:56 o6 49 56 92 39 36
06:57 59 52 59 55 41 38
06:58 59 53 59 56 42 39
06:59 60 54 60 57 43 40
07:00 60 55 60 59 44 40
07:01 62 57 52 62 46 41
07:02 64 57 64 64 48 41
07:03 70 62 70 68 51 45
07:04 70 63 70 70 53 48
07:05 71 65 71 71 54 48
07:06 74 67 74 74 57 50
07:07 79 69 79 78 61 52
07:08 80 72 80 80 63 55
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