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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 optimize the Peformance 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 (100 * Features: Abandons
*+  Average Time to Handle One Call (mm:ss) ’W + Basic Interval: 60 minutes
*+  Calls per 60 minute Interval ’W +  Target Time: 03:00 (mm:ss)
*+  Average Callers' Patience (mm:ss) ’W {Change Settings

Compute 4 Add to Table Delete Rows ‘ Clear All | Export ‘ | Graph ‘
Basic Target Average Average  %Answer %Abandon Average
Interval Time to Ni?:ﬂirsm Handling ?g{prjr ?::Lﬁi D?gfg:cy SeAnswer S%Abandon Speedof  within within Queue
(minutes)  Answer Time 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% 189
3 60.0 03:00.0 92.0 06:00.0 1,000.0 12:00.0 99.3% 91.4% 8.6% 01.03.2 90.3% 8.6% 17.2
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 03:00.0 940 06:00.0 1,000.0 12:00.0 98.9% 93.0% 7.0% 00:51.0 92.5% 7.0% 14.0
B 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% f.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% 12
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% 9.9
9 60.0 03:00.0 98.0 06:00.0 1,000.0 12:00.0 97.6% 95.7% 4.3% 00:31.1 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% 00:27 1 96.1% 3.8% 76
1 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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4Ca//Cem‘ers

Powerful optimization tools for your inbound call center.

Feature Overview : Overflows

‘What are "Overflows"?

Atsome call centers a technical limithas heen seton the time a call can spend waiting in queue. Once this time limitis reached the callis "overflowed" and rerouted to some other
destination, such as a different queue, an VR or avoice box. Such an averflowing mechanism is meantto reduce congestion by offering callers a partial or temporary solution,
hopefully before they become aggravated by a long wart.

‘When should | enable the "Overflows" featura?

If & cverflowing mechanism is implementad atyour call center and the fraction of calls "ovedlowed" is not negligible, then itis recommended thatyvou enable the "Overflows" feature,
Hawaver, since you cannothawe both the "Overflows" and "Trunks" features enabled, you should decide which to enahle according to the mare dominant phenomena atyour call
center- overflowing or blocking.

‘What are the carrespanding input parameters and pedarmance indicators?
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 performance indicator available anly when the "Overflows" feature is enabled: % 0verflow.
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File Table Settings Help

Perfarmance Prafiler Staffing Query ‘ Advanced Profiling ‘ Advanced Queries ‘ What-f Analysis ‘

Performance performance Profiler allows you to determine and optimize the Performance Level of your Call Genter. Enter your call centers parameters below, then press ‘Compute.

Profiler
Your Call Center's Parameters Setfings
*  Number of Agents Answering Calls [100 + Features: Abandons, Overflows
*  Average Time to Handle One Call (mm:ss) IW *  Basic Interval: 60 minutes
#  Calls per 60 minute Interval [1000 | | * Target Time: No Target
+  jyerage Callers’ Patience (mm:ss) IW Change Settings

@wﬂme Limit (mm-ss) 0300 D>

Compute ‘ 4 Add to Table Delete Rows Clear All | Export ‘ ‘ Graph ‘
Basic Average Average Average
Interval Ni;”:net’s”f Handling ?ﬁi'esw‘:’ ;,“;:’;g; t%iji?:irt D?Euegsq “hAnswer 9Abandon Fmverﬂow \Speed of  Quewe
(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% 13% 00:234 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
2 60.0 91.0 06:00.0 1,000.0 12:00.0 03:00.0 99.5% 90.5% 9.2% 01:074 183
3 60.0 920 06:00.0 1,000.0 12:00.0 03:00.0 99.3% 91.4% 8.4% 01:01.5 16.8
4 60.0 930 06:00.0 1,000.0 12:00.0 03:00.0 99.1% 92.3% 7.6% 00:55.7 153
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
G 60.0 95.0 06:00.0 1,000.0 12:00.0 03:00.0 98.7% 937% 6.2% 00:44.9 124
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 1.1
3 60.0 97.0 06:00.0 1,000.0 12:00.0 03:00.0 98.0% 951% 4.9% 00:35.2 98
9 60.0 93.0 06:00.0 1,000.0 12:00.0 03:00.0 97 6% 95.7% 4.3% 00:30.9 a7
10 60.0 99.0 06:00.0 1,000.0 12:00.0 03:00.0 97 2% 96.2% 38% 00:27.0 [i]
il 60.0 100.0 06:00.0 1,000.0 12:00.0 03:00.0 96.7% 96.7% 33% 00:234 6.6
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Erlang-A: The Garnett Delay-Functions

P{W, > 0} vs. the QOS parameter 3, for varying patience /1.
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GMR(x) describes the asymptotic probability of delay as a function of f when
% — X. Here. 8 and p are the abandonment and service rate, respectively.

Note: Erlang-C = limit of Erlang-A , as patience T indefinitely.
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Note: Vertical cut = number of customers in the system.

S = Shaded area (units: customer x hours), measures total waiting.

.S . .
W = v divides waiting among customers
N
(the customer’s view).
S . . .
L= T divides waiting over time
(the manager’s view).
N . ]
A= T implies L =A- W

(which adds the server’s view).

More formally:

T A(T)
Area = / L(t)dt = >~ Wy (whenever L(0) = L(T) =0) .
0

k=1

Define
L=2L[7Lt)dt

W= 5ol Wy o = L=AW
_ AT
A=47
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