Tenant  Media Type

Chat

Email

Environment

Voice

Agent Name

Sqa_15556667777.2275, Sqa_1 6505500567 2275 (S4a_16505509567_2275)

Sqa_15556667778 2275, Sqa_1 6505509588 2275 (S4a_16505500588_2275)

voice 22751, voice_2275_1 (voice_2275.1)

Total

Sqa_15556667777_2275, Sqa_15556667777_2275 (S4a_15556667777_2275)

Sq2_15556667779_2275, Sqa_15556667779_2275 (Sqa_15556667779_2275)

Sqa_155566677778_2275, Sqa_15556667778 2275 (Sqa._1 5556667778 2275)

Total

+ExampleAgent] (ExampleAgent])

Interaction Type

Inbound

Total

Inbound

Total

Inbound

Total

Inbound

Total
Inbound
Outbound

Total

Inbound

Outbound

Total

Inbound

Internal

Outbound

Day

20160525

20160525
20160601
20160602

20160527
2016:06-08

20160525

20160602

20160602

20160613

20160525
20160601
20160525

20160601

20160810
20160811
20160815
20160816
20160817
20160818
20160819
20160822
20160825
20160830
20161013
20161018
20161019
20161025
20161026
20161027
20161107
201671118
20161128
20160810
20160811
20160812
20160815
20160816
20160817
20160818
20160819
20160822
20160823
20160825
20160826
20160830
20161007
20161013
20161017
20161018
20161025
20161026
20161027
20161107
20161123
20161229
2017-02:08

20160810

Offered  Accepted

16

10

@ o~ = @ o o

Not
Accepted

= wlol=lo|m

PN

Responses

» o o

[

Agent Utilization Report

00:00:00
00:00:00
00:04:47
00:0011
00:16:34
00:05:48
00:0419
00:04:21
00:04:20
00:05:04
00:00:00
23:59:00
23:59:00
00:0055
00:0012
00:00:26
00:00:14
00:0012
00:0005
00:0007
00:00:09
00:00:08
00:0007
00:00:09
00:0024
00:00:00
00:00:14
00:00:08
00:00:02
00:00:00
00:00:14
00:00:10
00:0013
00:0013
00:00:04
00:0012
00:0013
00:0007
00:00:10
00:0004
00:0003
00:00:00
00:01:09
00:0018
00:0029
00:00:08
00:0033
00:0028
00:0008
00:00:20
00:00:27
00:0012
00:0020
00:0016
00:00:40
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:0011

00:04:47
00:00:11
00:16:34
00:05:48
00:04:19
00:04:21
00:04:20
00:05:04
00:00:00
00:00:16
00:00:16
00:00:55
00:00:12
00:00:26
00:00:09
00:00:06
00:00:05
00:00:07
00:00:06
00:00:13
00:00:07
00:00:09
00:00:24
00:00:00
00:00:14
00:00:08
00:00:02
00:00:00
00:00:14
00:00:10
00:0013
00:0013
00:00:04
00:00:12
00:0013
00:00:07
00:00:10
00:00:04
00:00:03
00:00:00
00:01:09
00:00:18
00:00:29
00:00:08
00:00:33
00:00:28
00:00:08
00:00:20
00:00:27
00:00:12
00:00:20
00:00:16
00:00:40
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:11

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
23:56:44
23:58:44
00:00:00
00:00:00
00

:00
00:00:05
00:00:07
00:00:00
00:00:00
:06

11:50:46
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00

00:00:00

00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00.00:00
00.00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00.00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

1/10

Avg Consult
Received Time
(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg Consult
Received Wrap
Time (Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg Consult
Received Warm
Time (Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg Consult
Received Warm Wrap
Time (Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Hold

©c o o oo o o o

o o

Conference
Initiated

©cc o o ocooooo oo

o o

Conference
Received
Accepted

© o oo o0 oo o oo

Transfer
Initiated

Agent

%
Transfer
Initiated
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
20.00%
50.00%
28.57%
14.20%
0.00%
0.00%
0.00%
100.00%
0.00%
33.33%
0.00%
0.00%
0.00%
0.00%
0.00%
10.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%

Consult
Initiated

© © oo oo oo oo

Avg Consult
Initiated Time
(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Consult
Responses

Consult
Received
Accepted

© o oo oo oo oo

© ©o oo oo oo oo



Agent Utilization Report

Not s | e :g":‘ge :;’f—é wiap Ava Consult Avg Consult Avg Consult Avg Consult Conference  COnference  Transfer % Consurr  AvaComsult o Consuit
Tenant  Media Type Agent Name Interaction Type Day  Offered Accepted oo Responses il 2 o o Rece(l:?“nl )T\me ReTcI:\;e(dF r\:‘vtr)ap Re:::;e(ap:;vm Recelrvle:evrz::‘r‘\)wrap Hold e 2:2:;2: '"A;::ﬁd Kﬁff‘?é i Im(le(\l(:e"ﬂ‘[)ﬂme e :22:;2:
(Fmt) (Fmt) (Fmt) (Fmt)
2016-08-11 3 1 2 1 00:00:08 00:00:08  00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0 0 0 0.00% 0 00:00:00 0 0
2016-08-25 2 1 1 1 00:00:07 00:00:07  00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0 0 0 0.00% 0 00:00:00 0 0
2016-10-13 2 0 2 0 00:00:00 00:00:00  00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0 0 0 0.00% 0 00:00:00 0 0
2016-10-18 3 2 1 2 00:00:08 00:00:08  00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0 0 0 0.00% 0 00:00:00 0 0
. ExampleAgent] (ExampleAgentl) Outoound 20161026 1 1 0 1 000003  00:00:03 00:00:00  00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0 0 0 000% 0 00:00:00 0 0
2016-10-27 9 9 0 9 00:00:03 00:00:03  00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 o o 0 0 0.00% 0 00:00:00 0 0
20170208 2 1 1 1000005 000005 000000  0000:00 000000 00:0000 00:00:00 000000 0 o 0 o oo 0 00:00:00 0 0
20170210 3 2 1 2 000006 000006 000000  0000:00 00:00:00 00:0000 00:00:00 000000 0 o 0 o oo 0 00:00:00 0 0
Total 391 173 218 173 00:00:16 00:00:16  00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 o o o o 0.00% o 00:00:00 o o
20160720 2 1 1 1 000023 000023 000000  00:0000 0000:00 00:00:00 00:00:00 000000 0 o 0 0 oo 0 00:00:00 0 0
20160721 s 5 3 5 000009 000003 000000  0000:00 00:0000 00:0000 00:00:00 000000 0 o 3 o oo 3 00:0000 0 o
20160808 n s 6 5 000011 000011 000000  0000:00 000000 00:0000 00:0000 000000 0 o 3 o oo 3 00:0000 0 o
20160809 s 4 1 4 000024 000024 000000  0000:00 000000 00:0000 00:0000 000000 0 o 3 o ooo% 0 00:0000 0 o
20160810 4 2 2 2 000008 000008 000000  0000:00 000000 00:0000 00:00:00 000000 0 o 3 0 oo0% 0 00:0000 0 o
20160811 1 1 0 1 000008 000008 000000  00:0000 000000 00:0000 00:00:00 000000 0 o 3 o oo 0 00:0000 0 o
Inbound 20160817 1 3 1 0 000000 00000 000000  0000:00 000000 00:0000 00:0000 000000 0 o 3 0 oo 0 00:0000 0 o
20160823 3 1 2 1000014 000014 000000  00:0000 000000 00:0000 00:00:00 000000 0 o 3 0 oo0% 0 00:0000 0 o
20160824 1 3 1 0 000000 000000 000000  0000:00 000000 00:0000 00:0000 000000 0 o 0 0 oo 0 00:0000 0 o
20160825 2 2 0 2 000005 000006 000000  0000:00 000000 00:0000 00:0000 000000 0 o 3 0 oo0% 0 00:0000 0 o
20161014 4 3 1 3 000009 000003 000000  0000:00 000000 00:0000 00:0000 000000 0 o 3 0 oo 0 00:0000 0 o
20161018 7 4 3 4 000035 000035 000000  0000:00 000000 00:0000 00:0000 000000 0 o 3 0 oo 0 00:0000 0 o
201612:06 1 0 1 0 000000 000000 000000  0000:00 000000 00:0000 00:00:00 000000 0 o 3 0 ooo% 0 00:0000 0 0
20160803 7 7 0 7 000100 000100 000000  0000:00 000000 00:0000 00:00:00 000000 0 o 0 0 ooo% 0 00:0000 0 0
20160808 4 1 3 1 000000 000000 000000  00:0000 000000 00:0000 00:0000 000000 0 o 0 0 ooo% 0 00:0000 0 0
20160809 2 2 0 2 000000 000000 000000  0000:00 000000 00:0000 00:0000 000000 0 o 0 0 ooo% 0 00:0000 0 o
20160810 12 10 2 10 000001 00000 00:0000  00:00:00 000000 00:0000 00:0000 000000 0 o 3 0 oo 0 00:0000 0 0
20160811 n 9 2 9 000021 000021 000000  0000:00 000000 000000 00:0000 000000 0 o 0 o ooo% 0 00:0000 0 0
20160812 5 5 0 5 000000 000000 000000  0000:00 000000 00:0000 00:0000 000000 0 o 0 o ooo% 0 00:0000 0 0
20160817 9 5 4 5 000004 000004 000000  0000:00 000000 00:0000 00:0000 000000 0 o 0 o ooo% 0 00:0000 0 0
20160818 1 1 3 13 000001 00000 000000  00:00:00 000000 00:0000 00:0000 000000 0 o 0 o oo 0 00:0000 0 0
20160819 1 1 0 1 000000 000000 000000  0000:00 000000 00:0000 00:0000 000000 0 o 0 o ooo% 0 00:0000 0 0
20160823 5 5 0 5 000000 000000 000000  0000:00 000000 000000 00:0000 000000 0 o 0 0 ooo% 0 00:0000 0 0
20160824 4 4 0 4 000000 000000 000000  0000:00 000000 000000 00:0000 000000 0 o 0 o oo 0 00:0000 0 0
Environment  Voice Intemal 20160825 2 2 0 2 000000 000000 000000  0000:00 000000 00:0000 00:00:00 000000 0 0 0 o ooo% 0 00:00:00 0 0
20161012 2 1 1 1 000000 000000 000000  0000:00 000000 00:0000 00:0000 000000 0 o 0 o oo 0 00:0000 0 0
20161013 3 1 2 1 000000 000000 000000  0000:00 000000 00:0000 00:0000 000000 0 o 0 o oo 0 00:0000 0 0
20161014 2 1 1 1 000000 000000 000000  0000:00 000000 00:0000 00:0000 000000 0 o 0 o oo 0 00:0000 0 0
20161018 3 3 0 3 000000 000000 000000  0000:00 000000 00:0000 00:0000 000000 0 o 0 o oo 0 00:0000 0 0
. ExampleAgent2 (ExampleAgent2)
20161124 1 8 5 8 000000 000000 000000  0000:00 000000 00:0000 00:0000 000000 0 0 0 o oo 0 00:0000 0 0
20161125 2 2 0 2 000000 000000 000000  0000:00 000000 00:0000 00:0000 000000 0 0 0 o ooo% 0 00:0000 0 0
20161201 5 5 0 5 000000 000000 000000  0000:00 000000 00:0000 00:0000 000000 0 0 0 o ooo% 0 00:0000 0 0
20161212 1 1 0 1 000000 000000 000000  0000:00 000000 00:0000 00:0000 000000 0 0 0 o ooo% 0 00:0000 0 0
20161223 9 6 3 6 000000 000000 000000  0000:00 000000 00:0000 00:0000 000000 0 0 0 o ooo% 0 00:0000 0 0
20170104 7 5 2 5 000000 000000 000000  0000:00 000000 00:0000 00:0000 000000 0 0 0 0 ooo% 0 00:0000 0 0
20170105 3 3 0 3 000000 000000 000000  0000:00 000000 00:0000 00:0000 000000 0 ] 0 o ooo% 0 00:0000 0 0
20160718 1 1 0 1 000128 000128 000000  0000:00 000000 00:0000 00:0000 000000 0 0 0 o ooo% 0 00:0000 0 0
20160719 5 4 1 4 000039 000039 000000  0000:00 000000 00:0000 00:0000 000000 0 0 0 o ooo% 0 00:00:00 0 o
2016-07-20 1 0 1 0 00:00:00 00:00:00  00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0 0 0 0.00% 0 00:00:00 0 o
2016-07-21 1 0 1 0 00:00:00 00:00:00  00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0 0 0 0.00% 0 00:00:00 0 o
2016-08-04 3 2 1 2 00:00:18 00:00:18  00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0 0 0 0.00% 0 00:00:00 0 0
2016-08-05 10 9 1 9 00:00:09 00:00:09  00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 o 0 0 0 0.00% 0 00:00:00 0 0
2016-08-08 18 8 10 8 00:00:13 00:00:13  00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0 0 0 0.00% 0 00:00:00 0 0
2016-08-11 1 0 1 0 00:00:00 00:00:00  00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0 0 0 0.00% 0 00:00:00 0 0
2016-08-12 2 2 0 2 00:00:07 00:00:07  00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0 0 0 0.00% 0 00:00:00 0 0
2016-0813 9 9 0 9 00:00:05 00:00:05  00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0 0 0 0.00% 0 00:00:00 0 0
2016-08-15 5 5 0 5 00:00:07 00:00:07  00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0 0 0 0.00% 0 00:00:00 0 0
Outoound 2016-08-17 6 6 0 6 00:00:10 00:00:10  00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0 0 0 0.00% 0 00:00:00 0 0
2016-08-18 3 3 0 3 00:00:16 00:00:16  00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0 0 0 0.00% 0 00:00:00 0 0
2016-08-19 8 8 0 8 00:00:05 00:00:05  00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 0 0 0 0 0.00% 0 00:00:00 0 0
20160823 6 3 0 6 000009 000003 000000  0000:00 000000 00:0000 00:00:00 000000 0 0 0 o oo 0 00:00:00 0 0
20160824 14 14 0 14 000006 000006 000000  00:0000 000000 00:0000 00:00:00 000000 0 0 0 o ooo% 0 00:00:00 0 0
20160825 7 2 5 2 000006 000006 000000  0000:00 00:00:00 00:0000 00:00:00 000000 0 0 0 o oo 0 00:00:00 0 0
20160826 7 7 0 7 000005 000005 000000  00:0000 0000:00 00:0000 00:00:00 000000 0 0 0 o oo 0 00:00:00 0 0
20160829 5 5 0 5 000005 000005 000000  00:0000 0000:00 00:00:00 00:00:00 000000 0 o 0 o oo 0 00:00:00 0 0
20160830 1 1 0 1 000004 00004 000000  0000:00 000000 00:0000 00:00:00 000000 0 o 3 o oo 3 00:0000 0 0
20161013 i 3 1 0 000000 000000 000000  0000:00 000000 00:0000 00:00:00 000000 0 o 3 o oo 3 00:0000 0 o
20161014 2 1 1 1 000008 00008 000000  0000:00 000000 00:0000 00:00:00 000000 0 o 3 0 oo 3 00:0000 0 o

2/10
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Tenant

Environment

Media Type

Voice

Agent Name

. ExampleAgent? (ExampleAgent?)

. ExampleAgents (ExampleAgent)

4100, 4100 (4100)

Interaction Type

Outbound
Total

Inbound

Internal

Outbound

Total

Inbound

Day

20161206

20160816
20160817
20160819
20160822
20160823
20160826
20160829
20160830
20160817
20160818
20160819
20160823
20160824
20160825
20160826
20160829
20160830

20160823

20160830
20160831
20160901
20160902
20160906
20160908
20160909
20160913
20160914
20160920
20160922
20160923
20161003
20161005
20161006
20161013
20161014
20161021
20161027
20161031
20161109
20161110
20161111
20161114
20161116
20161118
20161122
20161124
20161125
20161128
20161129
20161130
20161201
20161205
20161208
201612412
20161221
20161222
20161223
20161226
20161227
20161228
2017-0103
2017-0104
2017-0105

2017-0109

Offered  Accepted

Not
Accepted

Responses

13
16

Agent Utilization Report

00:0008
00:00:09
00:0029
00:0011
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:03:10
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:02
00:00:12
00:0005
00:0006
00:0006
00:0005
00:0006
00:0006
00:0005
00:0006
00:0005
00:0005
00:0006
00.0006
00:0005
00:0005
00:0005
00:0005
00:0005
00.0005
00:0006
00:0006
00:0006
00:0005
00:00:00
00:0005
00:0006
00:0006
00:0005
00:0006
00:0006
00:0005
00:0006
00:0005
00:0005
00:0005
00:0005
00:0005
00:0005
00:0006
00:00:00
00:0006
00:0006
00:00:05
00:00:05
00:0005
00:0005
00:0005

00:00:09
00:00:29
00:00:11
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:03:10
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:02

00:00:12
00:00:05
00:00:06
00:00:06
00:00:05
00:00:06
00:00:06
00:00:05
00:00:06
00:00:05
00:00:05
00:00:06
00:00:06
00:00:05
00:00:05
00:00:05
00:00:05
00:00:05
00:00:05
00:00:06
00:00:06
00:00:06
00:00:05
00:00:00
00:00:05
00:00:06
00:00:06
00:00:05
00:00:06
00:00:06
00:00:05
00:00:06
00:00:05
00:00:05
00:00:05
00:00:05
00:00:05
00:00:05
00:00:06
00:00:00
00:00:06
00:00:06
00:00:05
00:00:05
00:00:05
00:00:05
00:00:05

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00

:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00.00:00
00.00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

3/10

Avg Consult
Received Time
(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg Consult
Received Wrap
Time (Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg Consult
Received Warm
Time (Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg Consult
Received Warm Wrap
Time (Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Hold

©c o oo oo o o

Conference
Initiated

c ccocococoo o o o

Conference
Received
Accepted

©c o oo ooooo o o

Transfer
Initiated
Agent

%
Transfer
Initiated
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%

Consult
Initiated

©c o oo oo o o o

Avg Consult
Initiated Time
(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Consult
Responses

Consult
Received
Accepted

©c o oo oo o o o

©c o oo oo o o o



Tenant

Environment

Media Type

Voice

4100, 4100 (4100)

Agent Name

Interaction Type

Inbound

Internal

Outbound

Day

2017:0110
2017:0111

2017:02:07
2017-02:09
20160908
20160901

2016:09-02
20160906
2016:09-08
2016:09-09
20160912
20160913
20160914
20160916
20160917
20160920
20160922
20160923
20161003
20161004
20161005
20161006
20161007
20161012
20161013
20161014
20161017
20161021

20161025
20161027
20161031

20161109
20161110
20161111

20161114
20161115
20161116
20161117
20161118
20161121

20161122
20161124
20161125
20161128
20161129
20161130
20161201

20161205
20161206
20161208
201612412
20161219
20161221

20161222
20161223
20161226
20161227
20161228
2017-0103
2017-01-04
2017-0105
2017-01-09
2017:0110
20170111

2017:0112
2017:0207

2017-0208

Offered  Accepted

19

10

Not
Accepted

Responses

19

Agent Utilization Report

00:0005
00:01:10
00:0005
00:00:42
00:00:00
00:00:00
00:0038
00:00:05
00:0005
00:00:08
00:0005
00:0005
00:00:05
00:00:06
00:0006
00:0005
00:00:06
00:0005
00:0005
00:0005
00:0005
00:0005
00:00:10
00:0028
00:00:08
00:0005
00:0005
00:00:10
00:0025
00:0005
00:0005
00:0019
00:0005
00:0005
00:0005
00:0005
00:0013
00.0006
00.0005
00:0005
00:0005
00:0005
00:0005
00:0005
00:0005
00:0006
00:0013
00:0005
00:0005
00:0006
00:0005
00:0005
00:0005
00:0005
00:0005
00:0005
00:0005
00:0005
00:0006
00:0006
00:0005
00:0006
00:0006
00:00:05
00:0006
00:0005
00:02:40

00:01:10
00:00:05
00:00:42
00:00:00
00:00:00
00:00:38
00:00:05
00:00:05
00:00:08
00:00:05
00:00:05
00:00:05
00:00:06
00:00:06
00:00:05
00:00:06
00:00:05
00:00:05
00:00:05
00:00:05
00:00:05
00:00:10
00:00:28
00:00:08
00:00:05
00:00:05
00:00:10
00:00:25
00:00:05
00:00:05
00:00:19
00:00:05
00:00:05
00:00:05
00:00:05
00:0013
00:00:06
00:00:05
00:00:05
00:00:05
00:00:05
00:00:05
00:00:05
00:00:05
00:00:06
00:0013
00:00:05
00:00:05
00:00:06
00:00:05
00:00:05
00:00:05
00:00:05
00:00:05
00:00:05
00:00:05
00:00:05
00:00:06
00:00:06
00:00:05
00:00:06
00:00:06
00:00:05
00:00:06
00:00:05

00:02:40

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00.00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00.00:00
00.00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

4/10

Avg Consult
Received Time
(Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg Consult
Received Wrap
Time (Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg Consult
Received Warm
Time (Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg Consult
Received Warm Wrap
Time (Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Hold

Conference
Initiated

Conference
Received
Accepted

Transfer
Initiated
Agent

%
Transfer
Initiated
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%

Consult
Initiated

Avg Consult
Initiated Time
(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Consult
Responses

Consult
Received
Accepted



Tenant  Media Type Agent Name Interaction Type

Outbound
4100,4100 (4100)

Total

Outbound
2101, 4101 @101)

Total
Inbound
Environment  Voice

7771001,7771001 (7771001) Internal

Total

Inbound

Internal

7771002, 7771002 (7771002)

Outbound

Day

20170209
20170210
20170213
2070214

20160916
20160920
20161004
20161005
20161006
20161007
20161012
20161014
20161021

20161116
20161122
20161124
20161128
20161129
20161130
20161205
20161208
20161212
20161221

20161226
20161228
2017.0103
2017:0104
2017:0105
2017:0109

2017:0111

20160916
20160914
20160915

20160916

20160908
20160914
20160923
20160926
20160928
20160929
20161006
20161020
20161021
20161207
20160907
20160914
20160915
20160916
20160902
20160906
20160907
20160908
20160909
20160912
20160913
20160923
20160926
20160927
20160928
20160929
20161006
20161020
20161021

20161207

Offered

Accepted

Not
Accepted

Responses

Agent Utilization Report

00:0038
00:02:43
00:01:02
00:0039

00:00:09
00:0006
00:0006
00:0006
00:0006
00:0006
00:0006
00:0006
00:0006
00:0005
00:0006
00:00:06
00:0006
00:0006
00:0006
00:0005
00:0006
00:0006
00:0006
00:0006
00:0005
00:0005
00:0006
00:0005
00:0006
00:0005
00:0006

00:00:06
00:00:09
00:0005
00:0005
00:0005

00:00:06
00:0016
00:0003
00.0003
00:0004
00:0003
00:0003
00:0004
00:00:00
00:00:00
00:0004
00:00:00
00:00:04
00:00:04
00:0005
00:0029
00:0019
00:0022
00:0007
00:0025
00:0003
00:0011
00:0031
00:0031
00:0039
00:0024
00:0029
00:00:32
00:00:04
00:00:03
00:0029

00:02:43
00:01:02
00:00:39
00:00:09
00:00:06
00:00:06
00:00:06
00:00:06
00:00:06
00:00:06
00:00:06
00:00:06
00:00:05
00:00:06
00:00:06
00:00:06
00:00:06
00:00:06
00:00:05
00:00:06
00:00:06
00:00:06
00:00:06
00:00:05
00:00:05
00:00:06
00:00:05
00:00:06
00:00:05
00:00:06
00:00:06
00:00:09
00:00:05
00:00:05
00:00:05
00:00:06
00:00:16
00:00:03
00:00:03
00:00:04
00:00:03
00:00:03
00:00:04
00:00:00
00:00:00
00:00:04
00:00:00
00:00:04
00:00:04
00:00:05
00:00:29
00:00:19
00:00:22
00:00:07
00:00:25
00:00:03
00:00:11
00:00:31
00:00:31
00:00:39
00:00:24
00:00:29
00:00:32
00:00:04
00:00:03
00:00:29

00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00.00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00.00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

5/10

Avg Consult
Received Time
(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg Consult
Received Wrap
Time (Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg Consult
Received Warm
Time (Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg Consult
Received Warm Wrap
Time (Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Hold

©c o o0 o o o o

Conference
Initiated

c ccocococo oo oo

Conference
Received
Accepted

©c oo oooo oo o o

Transfer
Initiated

Agent

c o o0 o o o o

%
Transfer
Initiated
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%

Consult
Initiated

Avg Consult
Initiated Time
(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Consult
Responses

Consult
Received
Accepted

c o oo o0 oo o o

©c o oo o oo o o



Tenant

Environment

Media Type

Voice

Agent Name

7771002, 7771002 (7771002)

7771005, 7771005 (7771005)

TIT77001, 77777001 (T77770012275)

8881001, 8881001 (8881001)

Exd_2275, Exd_2275 (Ex4_2275)

Interaction Type

Total
Internal

Total

Inbound

Total

Inbound

Outbound

Total

Inbound

Internal

Outbound

Day

20160915

20160525
20160526

20160906
2016:09-07
2016:09-08
2016:09-09
20160912
20160913
20160923
20160926
20160927
20160928
20160929
20161006
20161020
20161021

20161207
20160906
20160907
20160908
20160909
20160912
20160913
20160914
20160916
20160923
20160926
20160928
20160929
20161006
20161020
20161021

20161207

20160720
20160802
20160803
20160809
20160812
20160815
20160816
20160822
20160916
20160920
20160718
20160719
20160811

20160812
20160718
20160719
20160721

20160725
20160729
20160802
20160803
20160804
20160805
20160809
20160810
20160812
20160815
20160816

20160817

Offered  Accepted

Not
Accepted

© o o o o

Responses

13
10

Agent Utilization Report

00:00:20
00:00:09
00:00:09
00:00:40
00:0039
00:00:40
00:0028
00:0051
00:00:00
00:0033
00:00:08
00:00:09
00:0024
00:0026
00:00:43
00:01:07
00:0020
00:0023
00:0007
00:0008
00:0020
00:0006
00:00:04
00:0017
00:0007
00:0001
00:00:03
00:0022
00:0013
00:0006
00:00:10
00:0003
00:0004
00:00:04
00:00:30
00:00:30
00:0005
00:00:18
00:0019
00:00:00
00:0003
00:00:00
00:0012
00:00:09
00:0005
00:0005
00:0021
00:0016
00:00:00
00:00:00
00:00:00
00:00:00
00:00:08
00:0013
00:0017
00:0006
00:0009
00:0013
00:0217
00:0006
00:0014
00:0022
00:0025
00:00:00
00:0013
00:00:14
00:00:07

00:00:20
00:00:09
00:00:09
00:00:40
00:00:39
00:00:40
00:00:28
00:00:51
00:00:00
00:00:33
00:00:08
00:00:09
00:00:24
00:00:26
00:00:43
00:01:07
00:00:20
00:00:23
00:00:07
00:00:08
00:00:20
00:00:06
00:00:04
00:0017
00:00:07
00:00:01
00:00:03
00:00:22
00:00:13
00:00:06
00:00:10
00:00:03
00:00:04
00:00:04
00:00:30
00:00:30
00:00:05
00:00:18
00:00:19
00:00:00
00:00:03
00:00:00
00:00:12
00:00:09
00:00:05
00:00:05
00:00:21
00:00:16
00:00:00
00:00:00
00:00:00
00:00:00
00:00:08
00:0013
00:0017
00:00:06
00:00:09
00:0013
00:0217
00:00:06
00:00:14
00:00:22
00:00:25
00:00:00
00:00:13
00:00:14
00:00:07

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00.00:00
00.00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00.00:00
00.00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

6/10

Avg Consult
Received Time
(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg Consult
Received Wrap
Time (Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg Consult
Received Warm
Time (Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg Consult

Received Warm Wrap ~ Hold

Time (Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00.0000
00.0000
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00.0000
00.0000
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:0000
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

©c o 0o oo o o o

Conference

Initiated

cccocococoococ oo o

Conference
Re

eceived
Accepted

©c oo ooo oo o oo

Transfer
Initiated
Agent

%
Transfer

Initiated

0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%

Consult
Initiated

©c o oo oo o oo

Avg Consult
Initiated Time
(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Consult
Responses

Consult
Received
Accepted

©c oo oo oo oo o

©c o oo oo o oo



Tenant  Media Type Agent Name Interaction Type

Outbound
Ex4_2275, Ex4_2275 (Ex4_2275)

Total

Inbound

Internal

EX4_2275, EX4_2275 (EX4_2275)

Outbound

Environment  Voice

Total

Inbound

AGENT, Examplet (EX6)
Outbound

Total

Inbound

Internal
ex7_2775, ex7_2775 (ex7_2775)
Outbound

Total

Inbound

AGENT, Example8 (ex8)

Internal

Day

20160818
20160819
20160822
20160823
20160824
20160825
20160826
20160829
20160831
20160901
20160916
20160920
20161121
20161123
20161128

20161202

20170108
2017.01.08
070127
2017.0200
2017.01.08
20161219
61222
161227
20161228
20170108
20170108
20170105
0170110
w7012
070113
070123
070125
w7027
20170206
070207
20170209

2017:0214

20160906
20160930
20161008
20160907

20161004

20161005
20160928
20161004
20160928
20161005

20160811
20160812
20160815
20160816
20160817
20160819
20160822
20160823
20160825
20160829
20160830
20160831
20161018
20160810

20160811

Offered  Accepted

Not
Accepted

o w o e e B s NN E O

Responses

Agent Utilization Report

H::gle E:g"agge :;'ﬁ, ‘;:ap Avg Consult Avg Consult
e e e Y RecelvedTime  Received Wrap
(Fmt) Fmy)  Fmy  (Fmy (Fm) Time (Fmt)
000035 000035 000000  00:0000 000000 00:0000
000008 000008 000000  00:0000 00:00:00 00:0000
000019 000019 000000  00:0000 00:00:00 00:0000
000010 000010 000000  00:0000 00:00:00 00:0000
000005 000005 000000  00:0000 000000 00:0000
000047 000047 000000  00:0000 000000 00:0000
000003 000003 000000  00:0000 000000 00:0000
000010 000070 00:0000  00:00:00 00:0000 00:00:00
000004 000004 000000  00:0000 00:0000 00:0000
000006 000006  00:0000  00:00:00 00:0000 00:0000
000026 000026 000000  00:0000 00:0000 00:0000
000073 000013 000000  00:0000 000000 00:0000
000013 000013 000000  00:0000 000000 00:0000
000057 000057 000000  00:0000 00:0000 00:0000
000018 000018 000000  00:0000 000000 00:0000
000015 000015 00:0000  00:0000 00:0000 00:0000

00:00:17  00:00:17 00:00:00 00:00:00 00:00:00 00:00:00
000000 000000 000000  00:0000 000000 00:0000
000006 000005 000000  00:0000 000000 00:0000
000026 000026 000000  00:0000 000000 00:0000
000000 000000 000000  00:0000 000000 00:0000
000000 000000 000000  00:0000 000000 00:0000
000001 000001 000000  00:0000 000000 00:0000
000008 00000B 000000  00:0000 000000 00:0000
000008 00000B 000000  00:0000 000000 00:0000
000000 000000 000000  00:0000 000000 00:0000
000003 000009 000000  00:0000 000000 000000
000017 00007 000000  00:0000 000000 00:0000
000002 000002 000000  00:0000 000000 00:0000
000026 000026 000000  00:0000 000000 00:0000
000023 000023 000000  00:0000 000000 00:0000
000013 000043 000000  00:0000 000000 000000
000021 000021 000000  00:0000 000000 000000
000004 000004 000000  00:0000 000000 00:0000
000020 000020 000000  00:0000 000000 00:0000
000206 000205 000000  00:0000 000000 00:0000
000000 000000 000000  00:0000 000000 00:0000
000039 000039 000000  00:0000 000000 00:0000
000006 000005 000000  00:0000 000000 00:0000

00:0020  00:00:20 00:00:00 00:00:00 00:00:00 00:00:00
000007 000007 000000  00:0000 000000 00:0000
000000 000000 000000  00:0000 000000 00:0000
000015 00005 000000  00:0000 000000 00:0000
000000 000000 000000  00:0000 000000 00:0000
000000 000000 000000  00:0000 000000 00:0000

00:0008  00:00:08 00:00:00 00:00:00 00:00:00 00:00:00
000023 000023 000000  00:0000 000000 00:0000
000000 000000 000000  00:0000 000000 00:0000
000016 000016 000000  00:0000 000000 00:0000
000000 000000 000000  00:0000 000000 00:0000
000020 000020 000000  00:0000 000000 00:0000

00:00:12  00:00:12 00:00:00 00:00:00 00:00:00 00:00:00
000133 000133 000000  00:0000 00:00:00 00:0000
000208 000208 000000  00:0000 000000 00:0000
000000 000000 000000  00:0000 000000 00:0000
000012 000012 000000  00:0000 000000 00:0000
000033 000033 000000  00:0000 000000 00:0000
000028 000028 000000  00:0000 00:00:00 00:0000
000000 000000 000000  00:0000 00:00:00 00:0000
000006 000005 000000  00:0000 000000 00:0000
000012 000012 000000  00:00:00 000000 00:0000
000007 000007 000000  00:00:00 00:0000 00:00:00
000008 000008 000000  00:00:00 00:0000 00:0000
000009 000003 000000  00:00:00 00:0000 00:0000
000010 000010  00:0000  00:0000 00:0000 00:0000
000030 000030 000000  00:0000 000000 00:0000
000023 000023 000000  00:0000 000000 00:0000

7/10

Avg Consult
Received Warm
Time (Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg Consult
Received Warm Wrap
Time (Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Hold

©c o oo oooo oo o0

Conference
Initiated

o o

cccococococococococococooco o oo

Conference
Received
Accepted

Transfer
Initiated

Agent

©c oo ooooo oo

%
Transfer
Initiated
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%

Consult
Initiated

©c o ocooooooo0o0o0 oo o

Avg Consult
Initiated Time
(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00

Consult
Responses

Consult
Received
Accepted

©c cococococoooooo0 o oo

©c oo ooooooo0o0o0 oo o



Tenant  Media Type Agent Name Interaction Type

Internal

AGENT, Exampled (ex9)

Outbound

Total

Inbound

LN, FN (user2320)

Environment  Voice

Outbound

Total

Inbound

LN2, FN2 (user2321)

Outbound

Total

Inbound
LN3-excnorthwest, FN3-ex-northwest (user3230) Outbound
Total
Inbound
ex1_agent, ex]_agent (ex1_agent) Internal

Total

EX_Agent_1_22-75, EX Agent_1_22-75 (EX_Agent_1_22-75) Inbound

Day

20160812
20160815
20160816
20160817
20160823
20160825
20160829
20161018
20160812
20160818
20161018

20160727
20160728
20160802
20160804
20160805
20160808
20160810
20160811
20160818
20160823
20160825
20160829
20161006
20161007
20160801
20160802
20160803
20160808
20160805
20160808
20160809
20160810
20160811
20160816
20160817
20160818
20160819
20160825
20161006
20161007
20161012

20161013

20160810
20160818
20160823
20160825
20160810
20160818
20160819
20160822
20160823
20160825
20160914

20160915
20160915

20161118
20161109

20160525
20160526
20160527

20160530

Offered  Accepted

14
14

Not
Accepted
13

10
13

N oo m

Responses

Agent Utilization Report

H::gle E:g"agge :;'ﬁ, ‘;:ap Avg Consult Avg Consult
e e e Y RecelvedTime  Received Wrap
(Fmt) Fmy)  Fmy  (Fmy (Fm) Time (Fmt)
000035 000035 000000  00:0000 000000 00:0000
000012 000012 000000  00:0000 00:00:00 00:0000
000026 000026 000000  00:0000 00:00:00 00:0000
000000 000000 000000  00:0000 00:00:00 00:0000
000254 000254 000000  00:0000 000000 00:0000
000000 000000 000000  00:0000 000000 00:0000
000000 000000 000000  00:0000 000000 00:0000
000000 000000  00:0000  00:00:00 00:0000 00:00:00
000031 000031 000000  00:00:00 00:0000 00:0000
000000 000000 000000  00:00:00 00:0000 00:0000
000004 000004 000000  00:0000 00:0000 00:0000

00:0020  00:00:29 00:00:00 00:00:00 00:00:00 00:00:00
000000 000000 000000  00:0000 000000 00:0000
000013 000013 000000  00:0000 000000 00:0000
000020 000020 000000  00:0000 000000 00:0000
000007 000007 000000  00:0000 000000 00:0000
000007 000007 000000  00:0000 000000 00:0000
000015 000015 00:0000  00:0000 000000 00:0000
000003 000009 000000  00:0000 000000 00:0000
000000 000000 000000  00:0000 000000 00:0000
000000 000000 000000  00:0000 000000 00:0000
000000 000000 000000  00:0000 000000 00:0000
000000 000000 000000  00:0000 000000 00:0000
000008 00000B 000000  00:0000 000000 00:0000
000006 000005 000000  00:0000 000000 00:0000
000000 000000 000000  00:0000 000000 00:0000
000008 00000B 000000  00:0000 000000 000000
000007 000007 000000  00:0000 000000 00:0000
000006 000005 000000  00:0000 000000 00:0000
000004 000004 000000  00:0000 000000 00:0000
000045 000045 000000  00:0000 000000 00:0000
000004 000004 000000  00:0000 000000 000000
000005 000005 000000  00:0000 000000 000000
000004 000004 000000  00:0000 000000 00:0000
000008 00000B 000000  00:0000 000000 00:0000
000004 000004 000000  00:0000 000000 00:0000
000004 000004 000000  00:0000 000000 00:0000
000078 00008 000000  00:0000 000000 00:0000
000005 000005 000000  00:0000 000000 00:0000
000009 000009 000000  00:0000 000000 00:0000
000070 000010 000000  00:0000 000000 00:0000
000012 00002 000000  00:0000 000000 00:0000
000005 000005 000000  00:0000 000000 00:0000
000006 000005 000000  00:0000 000000 00:0000

00:00:11  00:00:11 00:00:00 00:00:00 00:00:00 00:00:00
000006 000005 000000  00:0000 000000 00:0000
000016 000016 000000  00:0000 000000 00:0000
000006 000005 000000  00:0000 000000 00:0000
000006 000005 000000  00:0000 000000 00:0000
000005 000005 000000  00:0000 000000 00:0000
000000 000000 000000  00:0000 000000 00:0000
000003 000003 000000  00:0000 000000 00:0000
000008 000008 000000  00:0000 000000 00:0000
000007 000007 000000  00:0000 000000 00:0000
000006 000005 000000  00:0000 000000 00:0000
000006 000006 000000  00:0000 00:00:00 00:0000

00:00:07  00:00:07 00:00:00 00:00:00 00:00:00 00:00:00
000000 000000 000000  00:0000 00:00:00 00:0000
000000 000000 000000  00:0000 000000 00:0000

00:00:00  00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
000007 000007 000000  00:00:00 000000 00:0000
000000 000000 000000  00:00:00 00:0000 00:00:00

00:0001  00:00:01 00:00:00 00:00:00 00:00:00 00:00:00
000032 000022 000016  00:0000 00:0000 00:0000
000028 000020 00:0018  00:0000 00:0000 00:0000
000034 000022 000078  00:0000 000000 00:0000
000025 000019 00:0017  00:0000 000000 00:0000

8/10

Avg Consult
Received Warm
Time (Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg Consult
Received Warm Wrap
Time (Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Hold

©c oo ocooo oo o oo

Conference
Initiated

o o

© ccoococooooooooo oo

2

Conference
Received
Accepted

Transfer
Initiated

Agent

© oo 0o oo oo oo

%
Transfer
Initiated
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
4032%
27.27%
2.67%
2273%

Consult
Initiated

© coc o oo o0 oooooo oo o0

Avg Consult
Initiated Time
(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00

00:00:00
00:0012
00:0012
00:0011
00:00:10

Consult
Responses

Consult
Received
Accepted

© cc o ocooooo0o0ooo oo

© cc o oo o0 ooooooo0 oo



Tenant  Media Type Agent Name Interaction Type

Inbound

EX_Agent_1_22-75, EX_Agent_1_22-75 (EX_Agent_1_22-75) Internal

Outbound

Total

Inbound

Environment  Voice

EX_Agent_2_22-75, EX_Agent_2_22-75 (EX_Agent.2.22:75)

Internal

Total

Inbound

EX_Agent_3_22-75, EX_Agent_3_22-75 (EX_Agent_3_22-75)

Internal

Total

Day

20160531
20160610
20160613
20160614
20160616
20160617
20160620
20160525
20160526
20160527
20160530
20160531
20160610
20160613
20160614
20160616
20160617
20160620
20160616
20160720
20160721
20160722
20160728

20160809

20160525
20160526
2160527
20160530
20160531

20160610
20160613
20160614
20160616
20160617
20160620
20160525
20160526
160527
20160530
20160531

20160610
20160613
20160614
20160616
20160617

20160620

20160525
20160526
20160527
20160530
20160531
20160613
20160614
20160616
20160525
20160526
20160527
20160530
20160531
20160613
20160614
20160616
20160617

20160620

Offered

Accepted

10

oo s o

o @ &

Not
Accepted

Responses

10

Agent Utilization Report

H::gle E:g"agge :;'ﬁ, ‘;:ap Avg Consult Avg Consult
e e e Y RecelvedTime  Received Wrap
(Fmt) Fmy)  Fmy  (Fmy (Fm) Time (Fmt)
000312 000304 000016  00:0000 000000 00:0000
000200 000157 000013 00:0000 00:00:00 00:0000
000029 000019 000015 00:0000 00:00:00 00:0000
000029 000019 000015 00:0000 00:00:00 00:0000
000030 000021 000015  00:0000 000000 00:0000
000030 000020 000016  00:0000 000000 00:0000
000036 000023 000021  00:0000 000000 00:0000
000021 000017 000008 00:00:00 00:0000 00:00:00
000021 00007 000008  00:0000 00:0000 00:0000
000023 000018 000003  00:0000 00:0000 00:0000
000023 000018 000008  00:0000 00:0000 00:0000
000024 000019 000003  00:0000 000000 00:0000
000000 000000  00:0000  00:0000 000000 00:0000
000022 00007 000008  00:0000 00:0000 00:0000
000022 00007 000008  00:0000 000000 00:0000
000018 000014 000010 00:0000 00:0000 00:0000
000025 000019 00:0010  00:0000 000000 00:0000
000020 000016 000014  00:0000 000000 00:0000
000006 000005 000000  00:0000 000000 00:0000
000152 000152 000000  00:0000 000000 00:0000
000010 000010 000000  00:0000 000000 00:0000
000004 000004 000000  00:0000 000000 00:0000
000010 000010 000000  00:0000 000000 00:0000
000932 000332 000000  00:0000 000000 00:0000

00:00:40  00:00:32 00:00:14 00:00:00 00:00:00 00:00:00
000025 000021 000000  00:0000 000012 00:0000
000030 000023 000000  00:0000 000012 000000
000028 000024 000000  00:0000 000011 00:0000
000025 000023 000000  00:0000 000010 00:0000
000033 000031 000000  00:0000 000011 00:0000
000015 000015 000000  00:0000 000009 00:0000
000022 000020 000000  00:0000 000011 000000
000022 000020 000000  00:0000 000010 000000
000020 000020 000000  00:0000 000010 00:0000
000022 000022 000000  00:0000 000012 00:0000
000025 000025 000000  00:0000 000015 00:0000
000021 000021 000000  00:0000 000000 00:0000
000022 000022 000000  00:0000 000000 00:0000
000023 000023 000000  00:0000 000000 00:0000
000023 000023 000000  00:0000 000000 00:0000
000024 000024 000000  00:0000 000000 00:0000
000000 000000 000000  00:0000 000000 00:0000
000022 000022 000000  00:0000 000000 00:0000
000022 000022 000000  00:0000 000000 00:0000
000020 000020 000000  00:0000 000000 00:0000
000025 000025 000000  00:0000 000000 00:0000
000020 000020 000000  00:0000 000000 00:0000

00:0023  00:00:22 00:00:00 00:00:00 00:00:11 00:00:00
000018 000007 000000  00:0000 000000 00:0000
000028 000010 000000  00:0000 000000 00:0000
000024 000009 000000  00:0000 000000 00:0000
000025 000008 000000  00:0000 000000 00:0000
000025 000010 000000  00:0000 000000 00:0000
000015 000005 000000  00:0000 000000 00:0000
000015 000005 000000  00:0000 000017 00:0000
000016 000006 000000  00:0000 00:00:00 00:0000
000020 000017 000000  00:0000 00:0020 00:0000
000020 000017 000000  00:0000 00:0020 00:0000
000021 000017 000000  00:0000 000021 00:0000
000020 000017 000000  00:0000 000020 00:0000
000021 000078 00:0000  00:00:00 000021 00:00:00
000020 000017 000000  00:00:00 00:0020 00:0000
000019 00007 000000  00:0000 000019 00:0000
000019 000016  00:0000  00:0000 00:0020 00:0000
000021 00008 000000  00:0000 000021 00:0000
000022 000019 000000  00:0000 000023 00:0000

00:0020  00:00:15 00:00:00 00:00:00 00:00:20 00:00:00

9/10

Avg Consult
Received Warm
Time (Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
000010
000014
00:0012
00:00:09
000010
000006
00:00:07
00:00:07
00:00:07
000010
000016
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:10
00:0011
000018
000015
000017
000015
00:00:09
00:00:08
000010
000006
00:00:07
000005
000006
00:00:07
000006
00:00:05
00:00.05
000005
000006

00:00:08

Avg Consult
Received Warm Wrap
Time (Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Hold

16
16

Conference
Initiated

ccccocococococococooooo oo

Conference
Received
Accepted

Transfer
Initiated
Agent

%
Transfer
Initiated
8%
16.67%
a.67%
37.50%
32.00%
23.68%
25.00%
40.00%
30.77%
40.00%
40.00%
40.00%
0.00%
40.00%
40.00%
36.36%
40.00%
30.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
33.41%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%

Consult
Initiated

Avg Consult
Initiated Time
(Fmt)

00:0011
00:0013
00:0011
00:0012
00:0013
00:0016
00:0019
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:14.
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Consult
Responses

Consult
Received
Accepted



Tenant

Environment

Total

Media Type

Voice

Total

Agent Name

EX_Agent_4_22-75, EX_Agent_4_22-75 (EX_Agent_4_22-75)

Sqa_15556667771.2275, Sqa_15556667771_2275 (Sqa_15556667771_2275)

Sqa_15556667772_2275, Sqa_15556667772_2275 (Sqa_15556667772_2275)

Sqa_15556667773_2275, Sqa_15556667773_2275 (Sqa_5556667773_2275)

54a_15556667774_2275, Sqa_1 5556667774 _2275 (Sqa_ 5556667774_2275)

$qa_15566667775_2275, Sqa_15656667775_2275 (Sqa_15656667775_2275)

AGENT, Example25 (exagent25)

test_agent, test_agent (test_agent_2275)

vg_Test]_LastName, vg_Test_FirstName (v_test1)

Example_Agent_3_22-75, Example_Agent_3_22:75 (Example_Agent_3_22:75)

Agent Exampled? (exa_42)

Total

Interaction Type

Inbound

Internal

Total

Inbound

Internal
Total
Inbound
Total

Inbound

Internal

Total

Inbound

Outbound

Total

Inbound

Total
Outbound
Total
Internal
Outbound

Total

Inbound

Outbound

Total

Outbound

Total

Inbound

Internal

Outbound
Total

Day

20160525
20160526
20160527
20160530
20160531

20160610
20160613
20160614
20160616
20160617
20160620

20160616

20160525
20160603

20160526

20160616

20160603
20160526

20160608

20160525
20160526
20160527
20160601
20160616
20160525
2160527
20160531

20160601

20160527
20160531
20160602

20160606

20160809

20160706

20160718

20160811
20160812
20160818
20160811
20160812

20160818

20160809
20160810

20160810
20160811
20160812
20160816
20160810
20160811
20160812
20160812

Offered  Accepted

- oe ow

3,459
3483
3483

Not
Accepted

- 2 v o oo

824
829
829

Responses

12

17

3,459
3476

3476

Agent Utilization Report

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:01:20
00:1003
00:00:00

00:01:09
00:0005

00:00:05
00:0235
00:00:08
00:0007

00:01:21
00:0028
00:0006
00:0020
00:0019
00:0005
00:0017
00:0006
00:0012
00:00:10

00:00:14
00:00:00
00:0001
00:00:10
00:0008

00:00:07
00:0005

00:00:05
00:00:00
00:0033

00:00:22
00:01:00
00:0007
00:00:08
000115
00:0005
00:0006

00:00:30
00:00:09
00:0012

00:00:10

00:0035
00:0015
00:0013
00:00:00
00:00:58
00:01:30
00:01:04
00:00:00

00:01:03

00:00:17

00:12:26

00:12:26

(Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
000120
000725
00:00:00

00:00:55
000005

00:00:05
000452
00:00:08
00:00:07

00:01:42
000016
000006
00:0012
000019
000005
000017
000006
000012
000010

00:00:12
00:00:00
00:00:01
000010
00:00:08

00:00:07
000005

00:00:05
00:00:00
000033

00:00:22
0001:00
00:00:07
00:00:08
000109
000005
000006

00:00:29
00:00:09
000012

00:00:10

000035
000015
000013
00:00:00
000058
000130
000104
00:00:00

00:01:03

00:00:16

00:00:17

00:00:17

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:02:38
00:00:00

00:02:38
00:00:00

00:00:00
00:00:00
00:00:00
00:00:00

00:0025

00:00:00
00:0019
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:21
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00
00:00:00

00:00:00
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
000016
00:00:00
00:00:00

00:00:16
00:00:00
00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00

00:00:15

02:53:02

02:53:02

W:agp Avg Consult
Time Received Time
(Fmt) (Fmt)
00:00:00 00:00:00
00:00:00 00:00:00
00:00:00 00:00:00
00:00:00 00:00:00
00:00:00 00:00:00
00:00:00 00:00:00
00:00:00 00:00:00
00:00:00 00:00:00
00:00:00 00:00:00
00:00:00 00:00:00
00:0000 00:0000
00:0000 000000
00:00:00 00:00:00
00:0000 000000
00:0000 000000
00:0000 000000
00:00:00 00:00:00
00:0000 000000
00:00:00 00:00:00
00:0000 000017
00:0000 000000
00:0000 000000
00:00:00 00:00:17
00:0000 000000
00:0000 000000
00:0000 000000
000000 000000
00:0000 000000
00:0000 000000
00:0000 000000
00:0000 000000
00:0000 000000
00:00:00 00:00:00
00:0000 000000
00:0000 000000
00:0000 000000
00:0000 000000
00:00:00 00:00:00
00:0000 000000
00:00:00 00:00:00
00:0000 000000
00:0000 000000
00:00:00 00:00:00
00:0000 000000
00:0000 000000
00:0000 000000
00:0000 000000
00:0000 000000
00:00:00 00:00:00
00:00:00 00:00:00
00:00:00 00:00:00
00:00:00 00:00:00
00:00:00 00:00:00
00:00:00 00:00:00
00:00:00 00:00:00
00:00:00 00:00:00
00:00:00 00:00:00
00:00:00 00:00:00
00:00:00 00:00:00
00:00:00 00:00:00
00:00:00 00:00:00
00:00:00 00:00:00
00:00:00 00:00:17
00:00:00
00:00:00

10/10

Avg Consult
Received Wrap
Time (Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Avg Consult
Received Warm
Time (Fmt)
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:09
00:00:09

00:00:09

Avg Consult
Received Warm Wrap
Time (Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

Hold

Conference
Initiated

Conference
Received
Accepted

Transfer
Initiated
Agent

© oo oo oo oo o

146
149
149

%
Transfer
Initiated
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
0.00%
4.22%
4.28%
4.28%

Consult
Initiated
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102
102
102

Avg Consult
Initiated Time
(Fmt)

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:0017
00:00:00
00:00:17
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:05
00:00:05
00:00:05

Consult
Responses

Consult
Received
Accepted

o o
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