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N NHY9IDN NIV NONXD ,GONA 1999 LOINND 1-N DN YONIW PIadw call by call data ny1H PO N MY PPN5

.07:00-24:00 ) NY D2 TPIN MY MYY . 1NPYNN NNNND ,NIIWNIND MV MINY MIIVNND MIYIN
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DINAN MYNYN By MavnY ona

customer_id | priority] type] date |vru_entry| vru_exit] vru_time| g_start | q_exit | q_time | outcome|ser_start| ser_exit| ser_time server
23703994 1 PS 1990801] 09:12:53 | 09:12:58 5 09:12:58]108:13:42| 44 HANG | 00:00:00 J 00:00:00 0 NO _SERVER
57918849 1 NE |990801| 09:12:59 |08:13:05 6 09:13:05)09:1€6:58| 233 | AGENT | 09:16:57 |09:22:22| 325 NAAMA
g 0 NW [990801| 09:13:37 | 09:13:46 9 09:13:46109:14:36] 50 HANG | 00:00:00 } 00:00:00 0 NO_SERVER
42477224 2 PS 1990801| 09:13:46 | 09:13:52 5 09:13:52109:14:18] 26 HANG | 00:00:00 | 00:00:00 0 NO _SERVER
1382043 2 PS 1990801] 09:14:05 | 09:14:11 5] 09:14:11)109:14:52| M HANG | 00:00:00 | 00:00:00 0 NO_SERVER
58273764 2 PS 1990801] 09:14:45 | 09:14:51 5] 09:14:51109:19:31] 280 | AGENT | 09:19:30}09:20:50 80 ANAT
38345369 1 PS 1990801| 09:14:48 | 09:14:53 5 09:14:53|09:20:56| 363 | AGENT | 09:20:55|09:22:06 71 ANAT
58641838 2 PS 1990801| 09:15:28 | 09:15:34 6 09:15:34|09:19:35| 2M1 AGENT | 09:19:35|09:30:17] 642 DCRIT
14264285 2 PS 1990801| 09:15:31 |09:15:37 5 09:15:37109:19:40] 243 | AGENT | 09:19:38]09:22:05 146 AVI
67710418 2 PS 1990801| 09:15:46 | 09:15:53 7 09:15:53109:22:29] 396 | AGENT | 09:22:27 | 09:23:34 67 NAAMA
50270287 2 PS 1990801] 09:16:07 | 09:16:12 5 09:16:112109:16:12] Q HANG | 00:00:00 } 00:00:00 0 NO_SERVER
3968047 2 PS 1990801| 09:16:38 | 09:16:43 5 09:16:43109:22:40| 357 | AGENT | 09:22:38109:27:26| 287 AVNI
0 0 IN 1990801| 09:16:46 | 09:17:03 17 00:00:00|00:00:00] O AGENT | 09:17:03]09:35:51] 1128 YIFAT
22761092 1 PS 1990801| 09:16:51 | 09:16:57 6 09:16:57109:17:28] 31 HANG | 00:00:00 | 00:00:00 0 NO_SERVER
43329655 2 PS 1990801| 09:16:53 | 09:16:59 5 09:16:59]|09:22:10] 311 AGENT | 09:22:08 |09:23:54] 106 AVI
52586328 1 PS 1990801| 09:17:01 | 09:17:07 5] 09:17:07108:17:28] 21 HANG | 00:00:00 | 00:00:00 0 NO _SERVER
22761092 1 NE [990801] 09:18:02 | 09:18:07 5 09:18:07)109:23:59| 352 | AGENT | 09:23:57|109:28:40| 283 AVI
0 0 NWw [990801] 09:18:08 | 09:18:17 9 09:18:117)109:19:41| 84 HANG | 00:00:00 | 00:00:00 0 NO _SERVER
3267788 2 PS | 990801 09:18:27 | 09:18:33 6 09:18:33|109:23:40| 307 | AGENT | 09:23:38|09:29.07| 329 NAAMA
29566940 1 PS 1990801| 09:18:39 | 09:18:44 5 09:18:44|109:26:52| 488 | AGENT | 09:26:51|09:33:.06] 375 AVI
25165374 1 PS 1990801| 09:19:01 | 09:19:.07 8 09:19:07)108:20:11] 64 HANG | 00:00:00 | 00:00:00 0 NO_SERVER
55476253 2 NE [990801] 09:19:47 | 09:19:53 6 09:19:53109:30:16] 623 | AGENT | 09:30:01|09:34:18] 257 YITZ
1161660 2 PS [990801] 09:19:56 | 09:20:03 7 09:20:03|09:26:45] 402 | AGENT | 09:26:44]09:30:16| 212 VICKY
0 0 NW [990801| 09:20:06 | 09:20:15 9 09:20:15)109:26:39| 384 HANG | 00:00:00 } 00:00:00 0 NO _SERVER
58886011 2 PS 1990801| 09:20:18 | 09:20:23 5 09:20:231089:21:32| 69 HANG | 00:00:00 | 00:00:00 0 NO _SERVER
54042171 2 NE [990801| 09:21:02 | 09:21:08 6 09:21:08109:29:14| 486 | AGENT | 09:29:13|09:35:119] 366 NAAMA
0 0 NW [990801] 09:21:40 | 09:21:50 10 09:21:501 09:30:57| 547 | AGENT | 09:30:56|09:34:33] 217 STEREN
1460617 2 PS 1990801] 09:21:47 | 09:21:53 6 09:21:53109:27:33| 340 | AGENT | 09:27:33 ] 09:29:52 139 AVNI
28934784 2 PS [990801] 09:21:59 |09:22:04 5 09:22:04|09:26:06| 242 HANG | 00:00:00 | 00:00:00 0 NO _SERVER
0 0 IN |990801| 09:22:25 | 09:22:34 9 09:22:34|09:22:51] 17 HANG | 00:00:00 | 00:00:00 0 NO SERVER
34531269 1 PS 1990801| 09:22:29 |09:22:35 5 09:22:35|09:24:42| 127 HANG | 00:00:00 | 00:00:00 0 NO _SERVER
0 0 NW [990801| 09:22:49 | 09:22:58 9 09:22:58)108:23:27| 29 HANG | 00:00:00 | 00:00:00 0 NO_SERVER
306948266 2 PS 1990801| 09:23:02 | 09:23:08 5] 09:23:08)|09:25:54| 166 HANG | 00:00:00 | 00:00:00 0 NO _SERVER
53394052 2 PS |990801| 09:23:15 |09:23:21 5 09:23:21|09:30:28| 427 | AGENT | 09:30:27 |09:34:22] 235 AVNI




time Arr_sys | Dep_sys] Armr_q Dep_q | Arr_ser | Dep_ser
09.00 189 174 150 140 137 132
09:01 190 177 151 144 138 132
09.02 195 179 156 145 139 134
09.03 197 183 158 150 142 136
09.04 198 184 158 151 143 137
09.05 201 186 162 153 145 139
09:.06 204 189 165 155 145 140
09.07 206 193 167 160 148 142
09.08 207 195 167 162 149 143
09.09 214 199 174 164 149 145
09:10 214 199 175 166 151 145
09:11 215 200 176 167 151 145
09:12 217 204 178 170 152 147
0913 226 206 186 172 153 148
09:14 228 212 189 178 154 149
09:15 231 217 192 183 155 150
09:16 234 220 195 187 159 153
09:17 239 223 199 190 161 155
09:18 240 225 200 192 162 155
09:19 244 225 204 192 162 155
09:20 247 228 208 196 165 157
09:21 249 230 209 198 166 158
09:22 253 232 212 200 167 159
09:23 256 237 216 204 170 163
0924 265 240 225 207 172 165
09:25 267 244 227 211 172 165
09:26 270 247 229 214 173 165
09:27 274 254 233 221 175 167
09:.28 279 257 238 224 176 168
09:29 281 260 239 227 176 168
09:30 286 267 245 232 177 171
09:31 292 270 251 237 182 174
09:32 297 274 256 241 183 175
09:33 303 276 262 243 183 175
09.34 307 286 266 253 186 178
09:35 313 294 272 261 191 183
09:36 321 301 278 267 193 186
09:.37 324 307 282 273 196 189
09.38 328 309 287 275 196 189
09:39 332 314 290 281 199 191
09:40 338 322 297 288 202 195
09:41 345 325 304 292 204 196
09:42 347 327 305 294 206 198
09:43 349 332 307 298 209 202
09:44 353 336 311 302 212 205
09:45 357 341 316 307 215 208
09:.46 359 345 318 310 217 211
09:47 365 346 323 312 218 211
09:48 369 350 328 314 218 213
09:49 371 354 330 320 222 215
09:50 376 357 335 324 224 216
09:51 380 364 338 329 228 222
09.52 381 370 340 336 231 224
09.53 385 371 343 336 231 225
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Arrival type Priority | Outcome | Waiting
09:19:07 PS 1 HANG 64
09:19:53 NE 2 AGENT 623
09:20:03 PS 2 AGENT 402
09:20:15 NW 0 HANG 384
09:20:23 PS 2 HANG 69
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M/M/n (Erlang-C) queue
e Poisson arrivals, rate A:
e 1 exponential servers, rate .

Widely used in call centers.

agents

ACD P4
arrivals i C

Huaug

Transition-rate diagram

8 A I8 A A
(oY N N (s P o 3 e
el 2 e (ko L Tl T

Aj o= A ji>0,

p; = (AR, j>1.

Agents’ utilization

A

np
Assume p < 1 (R < n) to ensure stability (as in M/M/1).
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File Table Sattings Help

ICenters output: Instability, p > 1

=18l

Performance Profiler | Staffing Query Advanced Profiling I Advanced Queries I What-if Analysis |
Advanced The Advanced Profiling tool allows you to enter multiple values for each ofthe input parameters, and produces a
Profiling pefformance profile for each combination of parameters.
Compute I 4 Addio Table| Delete Rows Clear All | Export I Graph | » Settings I
Input 60 00:00 100 06:00 1000 -
Multi-value
Basic Target Avarage Average  %Answer Average
Interval  Timeto UMPRCOT anging  CAllsper  Agents | gpoodof  within | GQueue
(rinutes) xfrat
Resuits l ;
1 i Cannok perform computation for such an extremety overloaded call center - check the:
2 ) 'IH% Parameters or try changing the Feature settings, For more information try our
3
4
5 =]
B
7
8
9 L]
10 Settings
11 i
- [ ]
13 Parameters
1 L]
15 Indicators
£e -
iRESd\( Da/of/2008 | 14012

#istart| (G} [ {5 [ Tera Tem-istw... | LMo | # winedk -[ci5.. |[ g scacentersv.. BBRVEG P 1412

Steady-state distribution:

Ti = — 0, i <,
7!
n i
n .
= P 0. & =T,
n!
~1
— R B
Ty = E = F )
7! Al '

offered load.

X
where R = — 1s the
i
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Erlang-C Formula (1917):
Delay probability:

- | R 1
P,{Hq > U} é EQ,?I = Zﬁi — F fp - 70 -

i>n
Erlang-C computation: recursion, see Erlang-B below.

Number-in-queue:

P{L,=i} = Ean-(1—p)p*, i>0,

0 wp 1 — Eap
Ly = |
Geom(1l — p) wp Fay,

or

Waiting time distribution:
0 wp 1 — Es,
W, I 2,

T wEare . ¥ .
1/p exp (lll(_-d-ﬂ = - E) wp Fon

Compare with M/M/1!

Departure process: Poisson(\) in steady-state.
Proof via reversibility, as with M/M /1.

13
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Performance Frofiler

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 centers parameters below, then press "Compute’.

Profiler
~Your Call Center's Parameters - Seftings
*  Number of Agents Answering Calls W + Features: Abandons
#+  Average Time to Handle One Call (mm:ss) W *+  Basic Interval; G0 minutes
#  Calls per 50 minute Interval [1a00 + Target Time: 03:00 (mm:ss)

*  Average Callers’ Patience (mmiss) |12;uo Change Settings |

Compute +  Addto Table | Delete Rows Clear Al | Export | Impart | Graph |

Basic Target Average Average  %Answer %hAbandon Awverage

Interval Time to Nimbetrsof Handling Clalls DITI' ;\t:rage Dﬁgent’s YeAnswer %hAbandon Speedof  within within Queue

(minutes)  Answer gen Time niema BERICEH DL paR Answer Target Target Length
Results 60.0 03000 1000  06:00.0 10000 12000 96.7% 96.7% 00:235 96.7% 6.6
1 600 03000 850 06000 10000 12000  99.9%  s49%f—] 01554  748% 30.1
2 600  03:000 86.0  06:000 10000  12:000 99 9% 85.9% 141% 01473 78.0% 13.8% 232
3 600 03000 87.0  06:000 10000  12:000 09.9% 86.9% 131%  01:39.3 80.9% 12.9% 262
4 60.0 03000 88.0 06000 10000  12:000 99.8% 87.8% 122%  01:318 83.4% 12.0% 243
i 60.0 03000 89.0  06:00.0 10000  12:000 99.7% 38.8% 11.2% 01241 85.5% 11.1% 225
i 600 03000 90.0  06:000 10000  12:000 99 6% 89.7% 103% 01168 87.3% 10.3% 207
7 600  03:000 910  06:000 10000  12:000 09 5% 90.5% 05% 01009 88.9% 9 4% 189
8 60.0 03000 920  06:000 10000  12:000 99.3% 91.4% 8.6% 01032 90.3% 8.6% 17.2
9 60.0 03000 93.0  06:000 10000 12000 99.2% 92.2% 78% 00569 91.4% 7.8% 15.6
10 60.0 03000 940 06000 10000 12000 98.9% 93.0% 7.0% 00510 92.5% 7.0% 14.0
1 600  03:000 950  06:000 10000  12:000 98.7% 93.7% 6.3% 00454 93 4% f.3% 125
12 60.0 03000 96.0  06:00.0 10000  12:000 98.4% 94.4% B.6% 00402 94.2% 5.6% 1.2
13 60.0 03000 97.0  06:00.0 10000  12:000 98.0% 95.1% 49%  00:355 94.9% 4.9% 9.9
14 60.0 03000 98.0  06:000 10000 12000 97.6% 95.7% 43%  00:311 95.6% 4.3% 8.7
15 600  03:000 990  06:000 10000  12:000 97 2% 96 2% 38%  00:271 96.1% 3.8% 76
16 60.0 03000 100.0  06:000 10000  12:000 96.7% QE.T%= 00:235  96.7% 6.6
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A 1000

E(Wq ) = E(Wq | Abandon)P(Abandon) + E(Wq | Service)P(Service)
E(W )— E(Wq | Service)P(Service)

:>E(Wq|Aband0n)= ( ! P(Abandon) =

E(Wq ) — (Average Speed of Answer)- P (Service)
P(Abandon)

20.7/ G060 — TR 86
4000 6060 — 76.8-0.897
0.103

E(W, | Abandon) = =54.66 sec

18




2 A5V :WINN PINY 1PN NRRNN .3.3 pon
NN THY TUN 1100 D1 NMYYNY NODIPON N2 DTIND ,PXIN NN PIOYNY NVIYNN INYDN NN
9901 2WNY NNY TY IWHRNYN N2 NVIYN YD NI2NN NYTIND DY N3 DTINND .Y MDIWN NOTIN ONPN
95 .NNT NP0 MDVLITVIN NVOY WIN PYIN NPT NPN NPT 3 D N 1NN IWNR MNPON

:4CC n nona v 9 Awn Overflow 19800 NN 1N ,P2IN 7Y NYSINN NV DR VINY
D91 (N NIPHNA MPT 3) DNDN JIT DXIPNHNN MMPY N2 NN Nay »on “‘Overflows” 10Ny e
(NN D55 MY YIDY INND MPON YN TN TIRINK YR NOWN) NINK NOIWND NIIWNNN

INRD NOIWNY 19 1IN INY DIPNNHN MNMPY IR 10 ¥ap) 18I : Overflow Time Limit:vbp e

N2IYND NN (MPT ISY) 12YTHN PN NN 1Y WX MMPIN DINK DX 80 %Overflow 05 e
DINRD

.(Help-n nij77) 4CC n1ina Overflow :Feature -n vin'e 707 ,ninw?

.N2D VIN'SN DX RNF7 NN 'K

0° 4CallCenters"

@ Powerful optimization tools for your inbound call center.

Feature Overview : Overflows

‘What are "Overlows"?

At some call centers atechnical limithas been seton the fime a call can spend waiting in queue. Once this fime limitis reached the callis "overflowed" and rerouted to some other
destination, such as a different queue, an VR or a vaice box. Such an overflowing mechanism is meant to reduce congestion by offering callers a parial ortemporary solution,
hopefully before they become aggravated by a long wait,

When should | enable the "Overflows" feature?

If an awverflowing mechanism is implemented at your call center and the fraction of calls "overflowed" is not negligible, then itis recommended thatyou enable the "Overflows" feature.
Haowever, since you cannat have both the "Overflows" and "Trunks" features enabled, you should decide which to enable according to the mare dominant phenomena atyour call
center - averlowing or blacking.

‘What are the caresponding input parameters and performance 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 perfarmance indicator available onlywhen the "Overflows" feature is enabled: % 0verflow.
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Performance Profiler

Staffing Query ‘ Advanced Profiling I Advanced Queries ] What-if Analysis ‘

Performance Performance Profiler allows you to determine and optimize the Performance Level of your Call Center. Enter your call centers parameters below, then press 'Compute’.

Profiler
~Your Call Centers Parameters - Settings
+  Number of Agents Answering Calls 100 *  Features: Abandons, Overflows
+  jverage Time to Handle One Call (mm:ss) 0600 + Basic Interval: 60 minutes
*  Calls per 60 minute Interval 1000 *  Target Time: No Target
+  jyerage Callers' Patience (mm:ss) 12:00 Change Settings ‘
*  Qverflow Time Limit (mm:ss) | 0300
Compute | ® Addto Table Delete Rows Clear All ‘ Export ‘ linfrart ‘ Graph ‘
Basic Average Ayerage  Average
Interval N:m::,trsof Handling Cls{frﬁr F‘A;EL?; ﬁijﬁﬂmﬁ Dicguen;r? YAnswer %Abandon %Owverflow Speedof  CQueue
(minutes) g Time pancy Answer Length
Results 60.0 100.0 06:00.0 1,000.0 12:000  03:000 96.7% 96.7% 3.3% 0% 00234 6.6
1 60.0 85.0 D6:00.0 1,000.0 12:000  03:000 99.9% 85.0% 13.6% 14% 01428 272
2 60.0 86.0 06:00.0 1,000.0 12000 03000 99.9% 85.9% 12.9% 12% 01373 25.9
i 60.0 87.0 06:00.0 1,000.0 12:00.0 03000 99.8% 86.9% 12.2% 9% 01315 245
4 60.0 88.0 06:00.0 1,000.0 12:000 03000 90.8% 87.8% 11.5% I% 01256 230
i 60.0 89.0 06:00.0 1,000.0 12:00.0 03000 99.7% 38.8% 10.7% 5%  01:19.6 214
i 60.0 90.0 06:00.0 1,000.0 12000 03000 99.6% 39.7% 9.8% A% 01135 19.9
7 60.0 91.0 06:00.0 1,000.0 12:000 03000 99 5% 90.5% 9.2% 3% 01074 18.3
8 60.0 920 06:00.0 1,000.0 12:000 03000 99.3% 91.4% 8.4% 2% 01015 16.8
9 60.0 93.0 06:00.0 1,000.0 12:000 03000 99.1% 92.3% 1.6% A% 00557 153
10 60.0 94.0 06:00.0 1,000.0 12000 03000 98.9% 93.0% 6.9% A%  00:50.2 13.8
il 60.0 95.0 06:00.0 1,000.0 12:000 03000 98.7% 93.7% 6.2% A% 00:44.9 124
12 60.0 96.0 06:00.0 1,000.0 12:000 03000 98.3% 94.5% 5.5% 0%  00:39.9 114
13 60.0 97.0 06:00.0 1,000.0 12:000  03:00.0 98.0% 95.1% 4 9% 0%  00:352 98
14 60.0 98.0 06:00.0 1,000.0 12:000  03:000 97 6% 95.7% 4.3% 0%  00:30.9 87
15 60.0 990 06:00.0 1,000.0 12:000 03000 97 2% 96.2% 3.8% 0%  00:27.0 78
18 60.0 100.0 06:00.0 1,000.0 12:00.0 03000 96.7% 96.7% 3.3% 0%  00:23.4 6.6
17

MN3) IO MY VAP MMPONIY TIY >IN N NIMNYN TN NOMIN M) ,NYYO @ 40 NN YT MDY 7D Nd)
DIPD MPY DY MNHNN NYY MZYD ONMNND PXIN HY ¥ 199 NYIP TN NOMIN (TN NYIVI HINKY 0Y219) NINHN
AUN MPY 955 NOMNN NYIP ,YWTNN PIND TPINN DX DINNNY 15,19 190 .1l 15 11D NDYN NI Yo mi 6 HY
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DONDIVIIND YWPNRI NN

Number of Agents | Calls per Interval | P(Abandon)| P(Overflow) | Average Queue Length Cost
90 1000 0.099 0.004 19.895 3938.37
91 1000 0.092 0.003 18.341 3932.046
92 1000 0.084 0.002 16.8 3924.8
93 1000 0.076 0.001 15.287 3917.722
94 1000 0.069 0.001 13.819 3941.914
95 1000 0.062 0.001 12.411 3966.466
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Erlang-A: The Garnett Delay-Functions

P{W, = 0} vs. the QOS parameter 3, for varying patience 0/ .
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e Halfir il s GRD 1) = GMRD 5] m GMRYT) s GMR{E)

—CNAE] =R CMRZE) = CMRED) = CMR[1D0]

GMRE(x} describes the asymptotic probability of delay az o function of i when
% = X Here, B and p are the abandonment and service rade, respectively.

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

25



Erlang-A: % Abandonment

%Ab x \/n vs. 3, for varying (im)patience (0/u):
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i

. 0
\)

—GMR(0.1) =——GMR(0.5) GMR(1) —GMR(2) — GMR(5)
—GMR{10) —GMR(20) GMR(50) GMR(100)

Note the behavior like —3/+/n, for (relatively) large negative 3
and over all (im)patience levels. For an explanation, think ED:
n=R+BvVR=R—7R; hencey ~ —3/vR = —3//n, and v
is P{Ab} in the ED-Regime.
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customer_id | priority] type] date |vru_entry| vru_exit] vru_time| q_start | q_exit | q_time | outcome |ser_start| ser_exit| ser_time server
23703994 1 PS 1990801] 09:12:53 | 09:12:58 5 09:12:58]09:13:42| 44 HANG | 00:00:00 J 00:00:00 0 NO _SERVER
57918849 1 NE |1990801| 09:12:59 |09:13:05 6 09:13:05]09:16:58| 233 | AGENT | 09:16:57 |09:22:22] 325 NAAMA
g 0 NW [990801] 09:13:37 | 09:13:46 9 09:13:46]109:14:36] 50 HANG | 00:00:00 } 00:00:00 0 NO_SERVER
42477224 2 PS 1990801| 09:13:46 | 09:13:52 5 09:13:52]|09:14:18] 26 HANG | 00:00:00 | 00:00:00 0 NO _SERVER
1382043 2 PS 1990801] 09:14:05 | 09:14:11 5] 09:14:11]09:14:52] 41 HANG | 00:00:00 | 00:00:00 0 NO_SERVER
58273764 2 PS 1990801] 09:14:45 | 09:14:51 5] 09:14:51]09:19:31| 280 | AGENT | 09:19:30 | 09:20:50 80 ANAT
38345369 1 PS 1990801]| 09:14:48 | 09:14.53 5 09:14:53]109:20:56| 363 | AGENT | 09:20:55]|09:22:06 71 ANAT
58641838 2 PS 1990801| 09:15:28 | 09:15:34 6 09:15:34|09:19:35| 241 AGENT | 09:19:35|09:30:17] 642 DCRIT
14264285 2 PS |990801] 09:15:31 | 09:15:37 5 09:15:37]09:19:40] 243 | AGENT | 09:19:39|09:22:05 146 AVI
67710418 2 PS 1990801| 09:15:46 | 09:15:53 7 09:15:53]|09:22:29| 396 | AGENT | 09:22:27 | 09:23:34 67 NAAMA
50270287 2 PS 1990801] 09:16:07 | 09:16:12 5 09:16:12]09:16:12 0 HANG | 00:00:00 } 00:00:00 0 NO_SERVER
3968047 2 PS 1990801| 09:16:38 | 09:16:43 5 09:16:43]|09:22:40| 357 | AGENT | 09:22:39|09:27:26| 287 AVNI
0 0 IN 1990801 09:16:46 | 09:17:03 17 00:00:00] 00:00:00 0 AGENT | 09:17:03]09:35:51] 1128 YIFAT
22761092 1 PS 1990801| 09:16:51 | 09:16:57 6 09:16:57|09:17:28] 31 HANG | 00:00:00 | 00:00:00 0 NO_SERVER
43329655 2 PS 1990801| 09:16:53 | 09:16:59 5 09:16:59]09:22:10] 311 AGENT | 09:22:08 |09:23:54] 106 AVI
52586328 1 PS 1990801 09:17:01 | 09:17:07 5] 09:17:07]09:17:28] 21 HANG | 00:00:00 | 00:00:00 0 NO _SERVER
22761092 1 NE [990801] 09:18:02 | 09:18:07 5 09:18:07]109:23:59| 352 | AGENT | 09:23.57|09:28:40| 283 AVI
0 0 NWw [990801] 09:18:08 | 09:18:17 9 09:18:17]09:19:41| 84 HANG | 00:00:00 | 00:00:00 0 NO _SERVER
3267788 2 PS | 990801 09:18:27 | 09:18.33 6 09:18:33]|09:23:40| 307 | AGENT | 09:23:38|09:28:07| 329 NAAMA
29566940 1 PS 1990801| 09:18:39 | 09:18:44 5 09:18:44|09:26:52| 488 | AGENT | 09:26:51|09:33:06) 375 AVI
25165374 1 PS 1990801| 09:19:01 | 09:19.07 8 09:19:07]09:20:11| 64 HANG | 00:00:00 | 00:00:00 0 NO_SERVER
55476253 2 NE [990801] 09:19:47 | 09:19:53 6 09:19:53]09:30:116] 623 | AGENT | 09:30:01]09:34:18] 257 YITZ
1161660 2 PS [990801] 09:19:56 | 09:20:03 7 09:20:03109:26:45] 402 | AGENT | 09:26:44|09:30:16] 212 VICKY
0 0 NW [990801] 09:20:06 | 09:20:15 9 09:20:15]109:26:39| 384 HANG | 00:00:00 } 00:00:00 0 NO _SERVER
58886011 2 PS |990801| 09:20:18 | 09:20:23 5 09:20:23]09:21:32| 69 HANG | 00:00:00 | 00:00:00 0 NO _SERVER
54042171 2 NE [990801| 09:21:02 | 09:21:08 6 09:21:08|09:29:14| 486 | AGENT | 09:29:13|09:35:18| 386 NAAMA
0 0 NW [990801] 09:21:40 | 09:21:50 10 09:21:50]09:30:57| 547 | AGENT | 09:30:56 | 09:34:33| 217 STEREN
1460617 2 PS 1990801| 09:21:47 | 09:21:53 6 09:21:53]09:27:33| 340 | AGENT | 09:27:33 | 09:28:52 139 AVNI
28934784 2 PS |990801] 09:21:59 | 09:22:04 5 09:22:04|09:26:06| 242 HANG | 00:00:00 | 00:00:00 0 NO_SERVER
0 0 IN |990801| 09:22:25 | 09:22:34 9 09:22:34109:22:51] 17 HANG | 00:00:00 | 00:00:00 0 NO_SERVER
34531269 1 PS 1990801| 09:22:29 | 09:22:35 5 09:22:35|09:24:42| 127 HANG | 00:00:00 | 00:00:00 0 NO _SERVER
0 0 NW [990801] 09:22:49 | 09:22:58 9 09:22:58|09:23:27| 29 HANG | 00:00:00 | 00:00:00 0 NO_SERVER
306948266 2 PS 1990801] 09:23:02 | 09:23:08 5] 09:23:08]09:25:54| 166 HANG | 00:00:00 | 00:00:00 0 NO _SERVER
53394052 2 PS |990801| 09:23:15 |09:23:21 5 09:23:21]|09:30:28| 427 | AGENT | 09:30:27 |09:34:22| 235 AVNI
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time Arr_sys | Dep_sys] Arr_q Dep_q | Arr_ser | Dep_ser
09.00 189 174 150 140 137 132
09:01 190 177 151 144 138 132
09:02 195 179 156 145 139 134
09:03 197 183 158 150 142 136
09:04 198 184 158 151 143 137
09.05 201 186 162 153 145 139
09:06 204 189 165 155 145 140
09.07 206 193 167 160 148 142
09:08 207 195 167 162 149 143
09:09 214 199 174 164 149 145
09:10 214 199 175 166 151 145
09:11 215 200 176 167 151 145
09:12 217 204 178 170 152 147
09:13 226 206 186 172 153 148
09:14 228 212 189 178 154 149
09:15 231 217 192 183 155 150
09:16 234 220 195 187 159 153
09:17 239 223 199 190 161 155
09:18 240 225 200 192 162 155
09:19 244 225 204 192 162 155
09:20 247 228 206 196 165 157
09:21 249 230 209 198 166 158
09:22 253 232 212 200 167 159
09:23 256 237 216 204 170 163
09:24 265 240 225 207 172 165
09:25 267 244 227 211 172 165
09:26 270 247 229 214 173 165
09:27 274 254 233 221 175 167
09:28 279 257 238 224 176 168
09:29 281 260 239 227 176 168
09:30 286 267 245 232 177 171
09:31 292 270 251 237 182 174
09:32 297 274 256 241 183 175
09:33 303 276 262 243 183 175
09:34 307 286 266 253 186 178
09:35 313 284 272 261 191 183
09:36 321 301 278 267 193 186
09:37 324 307 282 273 196 189
09:38 328 309 287 275 196 189
09:39 332 314 290 281 199 191
09:40 338 322 297 288 202 195
09:41 345 325 304 292 204 196
09:42 347 327 305 294 206 198
09:43 349 332 307 298 209 202
09:44 353 336 311 302 212 205
09:45 357 341 316 307 215 208
09:46 359 345 318 310 217 211
09:47 365 346 323 312 218 211
09:48 369 350 328 314 218 213
09:49 371 354 330 320 222 215
09:50 376 357 335 324 224 216
09:51 380 364 338 329 228 222
09:52 381 370 340 336 231 224
09:53 385 371 343 336 231 225
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