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\ 4CallCenters v2.23
File Table Settings Help

Perfarmance Profiler ‘ Staffing Query Advanced Profiling ‘ Advanced Gueries I Wihat-if Analysis I

Advanced  Tne advanced Profiling tool allows you to enter multiple values for each ofthe input parameters, and produces a performance profile for e
Profiling  of parameters.

Compute ‘ *  Addto Tahble Delete Rows Clear Al ‘ Expoart | Impart | Graph ‘ * Settings |
Input 35 0z:00 1000 List 40
Multi-Walue v
Avarane . Avarane Avarane Avarane Avarane
N:mebnirsm Handling ﬁ?:?wpaelr ;g‘;?:n%i N':Irmﬂirsm O?Euenatr?c Trunks  %Abandon %Block Speed of  Timein Zueue
d Time Ranty Utilized Answer Queue Length
Results
1 350 02:00.0 1,000.0 no:01.0 40,0 86.2% 30.2 95% 0% no:00.0 Qo001 0
2 35.0 02:00.0 1,000.0 0z:00.0 40.0 89.6% 2.2% 00:02.6 Qo277
3 350 02:00.0 1,000.0 59550 40,0 90.1% 324 1% 5.3% no:03.3 00033 8

SV DVNIHN 1IIY NN DIRNNN YVNNNN ITIVN NN YT INMN NJIVN NPIRNND OXNN NIIWN VXY 3.1.1
ANMIYAND 52 NN DY ,D2ITY 1901 JAPN TVNI9 ON) OTINN

: DAVN
M|M|N|K+M
A =1000asemes -y = 3()aslomers - N =35agents; K =40trunks ; @ =3600/30 /] customers

hour hour hour

12




Average Trunks -1 ¥y$1007 NN TNIN,DNONN NN SY DXI0NN DXIIYN NN YNV IV SNIOPND Ny 3.1.2

.09wN NX VIO RN . Utilized

:DAVN

o A(1—% Abandom — % Block)

s %Block =1—% Abandom — LN~ 0.0372
Nu A

L, =4, -ASA=A(1-%Block)- Average _Time _in _Queue =1000(1-0.0372) 326—070 =0.722

Average Trunks Utilized = L, + N - p=0.722+35-0.896 = 32.1

1000 170 NIWNO YN AP NI, (Erlang—B) M | M |N|N 200 N3yn Nmd 030y nys nnn 3.1.3
YT D¥5 NYIVI NMINNN MNXINI WHNYN DNV 35 NN MPT 2 1N YNINND MPY J9T YWD MIMpo

05NN NN 120N .(blocked) DMONIN MNIPYN HINK NN TIIND

:NAVYN

TPONN NOIWNN 192 (NOIWNN DX TH VIV PNNNY NONIW MPY ,ImMDI) 11 MMPON NNYA0 ,1 HNIVINI
DYwLNN HNKD M7 MY Erlang-B 5712 0yonn Hink .nYRw1 0onnin 0 vnion oy Erlang-B noaynd nmyta
.9.5% -2 NN DXROMN NN 1D ,MNPNRN NOIYNI
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: DAVN

cost = 50* N +100%1000* P(Ab)+75*1000* P(Block)
=50*35+100%22+75%37 = 1750 + 2200 + 2775 = 6725

INY .ONTPIN 40 TP DXT2WY 571102 99D D900 DTN 577y TN NN WHOND NYD VONIN M MY 3.1.5
I8P PN TNYN KO/TIN/NDYN NN DY DIWINN MDY DN IPY RID 1NN D0NIMN

:NANVYN

195 NOAYNRN DIan NYY

OPMIYV IR TN MDY DAPN WIRY MPOY NN P(Ab) =0 (0PN 19013) DM)TPIMN 40 TP IWNRD 110N
P9 L40> N 0T YV 7901 YO NNT NPONY MIANDNN P9 =6 11 1D DY) ,qDN1 DN N3]
.P(Block)=3.72%

.cost =50%40+75%37=2000+2775=4775< 6725 ©NIY 5N901N INNY , 10N

14




LT MIPY NID NN (A, 42,0, N) DI0NI9N INRY 31 99Y030X NXIN TPIN2 DNPN 1901 75 INNN NININ MINYI

.03¥N SNIVNI DIWNN DNV 9D

150% 21PPA M DOPINHI HNN I MOIND NN HY NIIWNN NN YWIND ¥ DITPI o2 3.1.6

:DAVN
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(f=0) onw N=R={%—‘=34
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:NAVN

P(A4b)=P(W, > &;Ab)+ P(W, < &; AD)

DXTTIN YV 90NN DY NX 1AWN VON NNYA . 4CallCenters 191N HY VYIS PN NIN TINYIY NIV 3.2.3
:3.2.1 Pyon

:DAVN
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" 4CallCenters v2.23 E
File Table Settings Help

X]

Ferfarmance Profiler ] Staffing Query ] Advanced Profiling ] Advanced Queries ] What-if Analysis 1

Performance performance Profiler allows you 1o determine and optimize the Perfarmance Level ofyour Call Center. Enter your call certer's parameters belaw, then press
Profiler  ‘Compute!

“rour Call Center's Parameters- - E-Setlings-
*  pumber of Agents Answering Calls ]‘1_5—_‘ *  Features: Ahandons
*  jyerage Time to Handle One Call (mm:ss) w * Basic Interval: 60 minutes
®  Calls per 60 minute Interval 400 *  Target Time: 00:30 {mim:ss)
®  pverage Callers' Patience (mmiss) W R

Compute *  Addto Takle Delete Rows Clear All ‘ Export ‘ Graph
Basic Target Average . %Answer %Abandon e
Interval Time to N:mebnetrsof Handling Clzlpra?r s;ﬁreangci O?cguenatr?c Y%Answer %Ahandon  within within
(minutes)  Answer g Time HANCY Target Target
Results
1 60.0 00:00.0 15.0 02:30.0 400.0 02:00.0 93.4% 841% 15.9% 34.0% 0%
2 600 o100 15.0 02:30.0 400.0 02:00.0 93.4% 84.1% 15.9% 44 3% 4.9%
3 600 00:30.0 158.0 02:30.0 400.0 02:00.0 93.4% 84.1% 15.9% 62.6% 11.2% _,_J
4
g
4}
7
g
9
10 1
11 Settings
12 -
13 Farameters
15 1]
16 . Indicators
i'heady | 1oizarzoo7 IR
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1 1 00
I T 10
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0 0 01
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(N
t
| Aw)du=D-E(A(t-S,))
t-D

D »0omrmi07 S -5 DORNNHN MIPYN INY DT NIN S, IYND

: DAVN

d
.S, =U(0,D) .[0,D] Dy nnadann S,

t

RHS =D- E(/l(t —Se)) = D-]Z%-}t(t —Xx)dx = jz/i(t—x)dxujx j A(u)du =LHS

DOPNRVINDN 4.2.2

R(t) = f Au)du
t—D

t t t-D
[ Aw)du=[A(u)du— [ A(u)du 9
0

t—-D 0

:DAVN

DOYONN 93 NN OINNMI t YYD, L(F) = A(t) — A(t — D) N .2 93 TY 720800 DOYNNN 190N = A(1) D)

. (t—=D,t] y2n 5movrxa

d t
99, A(t)= Poisson (I /I(u)du] 9012
0

R(t) = E(L(t)) = j‘/”t(u)du —t] A(u)du = j A(u)du .

0 t
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