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Figure1  NE customers.
P {Abandon | Wait>0} vs, E [ Wait | Wait-0 ],

Figure 2 NW customers.
P{ Abandon | Waits0 } vs. E [ Wait| Waits0 .
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Figure 3 P customers.
P{ Abandon | Waits0 } vs. E [ Wait | Waits0].
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Figure 4 IN customers,
P {Abandon | Wait0} vs. E [ Wait | Waits0 .
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File Table Settings Help
Performance Profiler Staffing Query | Advanced Profiling | Advanced Queries | What-if Analysis |
Performance performance Profiler allows you to determine and aptimize the Performance Level of your Call Center. Enter your call center's parameters below, then press ‘Compute’
Profiler
~Your Call Centers Parameters ~ Settings
+  Number of Agents Answering Calls I 100 *  Features: Abandons
+  pAverage Time to Handle One Call (mm:ss) 06:00 +  Basic Interval: 60 minutes
+  Calls per 60 minute Interval 1000 +  Target Time: 03:00 (mm:ss)
*  jyerage Callers' Patience (mm:ss) | 12:00 Change Settings
Compute +  Addto Table Delete Rows | Clear Al | Export | limpiort | Graph |
Basic Target Average Average  %Answer %Abandon Average
Interval Time to N:mbetr B Handling [Ta{ls DETF S\ff_rage DAgenfs SbAnswer %Abandon Speedof  within within Queue
(minutes)  Answer gents Time nterva atience ccupancy Answer Target Target Length
Results
1 60.0 03:00.0 90.0 06:00.0 1,000.0 12:00.0 99.6% 89.7% 10.3% 01:16.8 87.3% 10.3% 207
2 60.0 03:00.0 91.0 06:00.0 1,000.0 12:00.0 99.5% 90.5% 9.5% 01:09.9 88.9% 9.4% 18.9
3 60.0 03:00.0 92.0 06:00.0 1,000.0 12:00.0 99.3% 91.4% 8.6% 01:032 90.3% 8.6% 172
4 60.0 03:00.0 93.0 06:00.0 1,000.0 12:00.0 99.2% 92.2% 7.8% 00:56.9 91.4% 7.8% 15.6
5 60.0 03:00.0 94.0 06:00.0 1,000.0 12:00.0 98.9% 93.0% 7.0% 00:51.0 92.5% 7.0% 14.0
i 60.0 03:00.0 95.0 06:00.0 1,000.0 12:00.0 98.7% 93.7% 6.3% 00454 93.4% 6.3% 125
7 60.0 03:00.0 96.0 06:00.0 1,000.0 12:00.0 98.4% 94.4% 5.6% 00:40.2 94.2% 5.6% 1.2
8 60.0 03:00.0 97.0 06:00.0 1,000.0 12:00.0 98.0% 95.1% 4.9% 00:355 94.9% 4.9% 99
9 60.0 03:00.0 98.0 06:00.0 1,000.0 12:00.0 97 6% 957% 4.3% 00:311 95.6% 4.3% 87
10 60.0 03:00.0 99.0 06:00.0 1,000.0 12:00.0 97 2% 96.2% 3.8% 00:271 96.1% 3.8% 76
" 60.0 03:00.0 100.0 06:00.0 1,000.0 12:00.0 96.7% 96.7% 3.3% 00:235 96.7% 3.3% 6.6
12
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.(Help-n mp%) 4CC mona "Overflow” Feature -7 0179 1279 ,mnow>

537 010 IR R1IPD TR PR

4CallCem‘ers

Powerful optimization tools for your inbound call center.

Feature Overview : Overflows

‘What are "Owverflows"?

At some call centers atechnical limithas been set onthe time a call can spend waiting in queue. Once this time limitis reached the call is "overflowead" and rerouted to some other
destination, such as a different queue, an VR or a voice bax. Such an averflowing mechanism is meant o reduce congestion by oftering callers a partial ortemporary solutian,
hapefully befare they become aggravated by a long wait,

‘hen should | enable the "Cverflows" feature?

It an averlowing mechanism is implemented atyour call center and the fraction of calls "owverflowed" is nat negligible, then itis recommended that you enahle the "Overflows" feature.
Haowever, since you cannothave both the "Overflows" and "Trunks" features enabled, yvou should decide which to enable according ta the mare daminant phenomena atyaur call
center - overflowing or blocking.

‘What are the corresponding input parameters and pedormance indicatars?
The input parameter corresponding to the "Overflows" feature is the " Overflow time", which is the time limit on calls waiting in queue.

There is a single petformance indicatar available anly when the "Overlows" feature is enahled: % 0verflow.

IR DR NO2OVIWINT INYRT

ama Target-Time Feature -7 n9TPa NPT 3 1 901 NOTYA2 1AM WK MIMPYT 1R DR 21725 2pna

.mp7 3 i Overflow Time Limit 57 nR payy ,Overflows ay »7ima wanw® pas

YD ?2PTIX RN Y17 .MIRTEA2 WAINAT DR N 20 IRNN NV 00 30 R 3.3.1
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File Table Settings Help

Performance Profiler Staffing Query ‘ Advanced Profiling ‘ Advanced Queries ‘ What-if Analysis ‘

Performance performance Profiler allows you to determine and aptimize the Performance Level of your Call Genter. Enter your call center's parameters below, then press ‘Gompute

Profiler
Your Call Centers Parameters Seftings
*+  Number of Agents Answering Calls [100 + Features: Abandons, Overflows
4+ Average Time to Handle One Call (mm:ss) IW +  Basic Interval: 60 minutes
4 Calls per 60 minute Interval [1000 *  Target Time: Mo Target
*  Average Callers’ Patience (mm:ss) IW Change Seftings

@wﬂme Limit (mm:ss) 0300 D>

Compute ‘ 4 Add to Table Delete Rows Clear Al ‘ Export ‘ ‘ Graph ‘
Basic Average Average  Awerage
Interval N:;nebn‘i;(]f Handling ?ﬁ{l:wﬁr ;;;r:;]gci I%ZTiSn‘?t D?cgue;;r?cy Y%Answer %Abandon FoCverflow \Speed of  Cueue
(minutes) Time Answer Length

Results 60.0 100.0 06:00.0 1,000.0 12:00.0 03:00.0 96.7% 96.7% 3.3% 00:23.4 6.6
1 60.0 90.0 06:00.0 1,000.0 12:00.0 03:00.0 99.6% 89.7% 9.9% 01135 19.9
z 60.0 91.0 06:00.0 1,000.0 12:00.0 03:00.0 99.5% 90.5% 9.2% 01:07.4 18.3
2 60.0 92.0 06:00.0 1,000.0 12:00.0 03:00.0 99.3% 91.4% 8.4% 01:01.5 16.8
4 60.0 93.0 06:00.0 1,000.0 12:00.0 03:00.0 99.1% 92.3% 7.6% 00:55.7 16.3
5 60.0 94.0 06:00.0 1,000.0 12:00.0 03:00.0 98.9% 93.0% 6.9% 00:50.2 138
] 60.0 95.0 06:00.0 1,000.0 12:00.0 03:00.0 98.7% 93.7% 6.2% 00:44.9 12.4
7 60.0 96.0 06:00.0 1,000.0 12:00.0 03:00.0 98.3% 94 5% 5.5% 00:39.9 11.1
8 60.0 97.0 06:00.0 1,000.0 12:00.0 03:00.0 98.0% 95.1% 4.9% 00:35.2 9.8
9 60.0 98.0 06:00.0 1,000.0 12:00.0 03:00.0 97.6% 95.7% 4.3% 00:30.9 8.7
10 60.0 99.0 06:00.0 1,000.0 12:00.0 03:00.0 97.2% 96.2% 3.8% 00:27.0 7.6
" 60.0 100.0 06:00.0 1,000.0 12:00.0 03:00.0 96.7% 96.7% 3.3% 00:23.4 6.6
12
13
14
15
1R
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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} describas the asymplotic probability of delay as a function of B when
% = Xx. Here, B and p are the abandonment and service rate, respectively.

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