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Orchestra Call Centre Reports in Microsoft Excel

The Orchestra® Call Centre has a powerful Reporting programme developed in Microsoft Excel engine. The Repor
module allows users to review calls, Agent activity, and overall queue and contact centre efficiency. You can conne
to the SQL remotely. You require Microsoft Excel 2003 and afdvelUse Excel 2007 for speed and larger capacity.

When you open the speglsheet, you might see a message pop like below;
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This is the main page of the reporting spreadshéstyou can see, the buttons for the mfs are organized into 2
columns. Left column for Queue Reports and right column for Agent Reports. There are slightly more than 40 repor
and as you will learn later, there are actually more variations in each report, giving you a very flexible way of
analysing your reports in many ways including charts of any type supported by Microsoft Excel.

There are two ways of generating the reports. You can access to the SQL directly or import the agent data or queu
data into the spreadsheet and click on thettons respectively for the reports that you want. Accessing the SQL
directly gives you a smaller footprint but can put more demand on the network. Importing the data into this
spreadsheet will bloat the file size but generally require lesser bandwidttfaster process.
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voicelog server and wish to access to the reports related to the voicelog server, enter also the IP address of the voi

logger server at C17, as well as the password at C18.
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Scroll down the spreadsheet and you will see a list of buttons of reports down the columns of Queue Reports and
Agent Reports. Simply click on the button to get the reports. Example, if you want to see the number of calls

abandoned andlisplayed in 15 seconds interval, click on the button at B25.
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All reports (except a few) are presented in pivot tables. How to use the pivot tables angthiot the scope of this
manual However you are strongly advised to acquire good skill setimg wsvot tables in Excel.

You can change the outlook of the table by changing the design. Click anywhere inside the table.

-

) M ROt - McDonald Jul 1-7 2009 - Microsoft Excel PivotTable Tools -
A o B e e ® - o x
_j # | -lie - [A AT [®-| [ F | ceneral Gt | % Lﬁ
= 33 P 3% Delete - || [8]~
Paste B 7 U- N ' | = - - g <0 .00 Conditional Format Cell - Sort & Find &
s | Ll E NS - |[8 % |58 Formatting = as Table = Styles~ || Bl Format~ || &2~ Fitter~ Select~
Clipboard & Font = Alignment = Number = Styles cells Editing
[ cs - f| 82 ¥
A B C D E iPlvotTableFla\d List - x
1 Abandoned Calls Report By Queue By Date By 15 Sec Interval
g Queue Name |(All = Choose fields to add to report:
4 NoofCalls [Status ¥ Groups of Intervals__1+4] Clericey |«
5 - ABANDONED CALLS Fleode
6 Date [0t 1629 3044 4559 6074 [IQuese Name
7 7/1/2008 0:00 80 20 ] 56 [Clacode L
8 | 7/2/2009 0:00 144 5] 108 123 [CJaname
9 7/3/2009 0:00 13 97 136 157 [v|status g
10| 7/4/2009 0:00 158 177 215 357 roups of Intervals v
11| 7/5/2009 0:00 154 Ell 115 181 [ calluid
12 7/6/2009 0:00 95 17 5 19 [callerid
13 7/7/2009 0:00 87 ) 47 81 [T]d_start
14 | 7/8/2009 0:00 5 _| |[F1d_stop
15 Grand Total 531 535 664 978 | [ipate
16 21.36% 13.75% 17.07% 25.13% = -
17 21.36% 36.11% 5217% 77.31%
18 Drag fields between areas below:
19 W Report Filter 7 columnLabels
20 QueueName ¥ Status -
2 Groups of Int... ™
7
il Row Labels I Values
Date v | |Moofcals  ~
F2s
29
30
= [] Defer Layout Update
4 4« » M| Agent Raw Data | Abd'd Callin 15 s Int. . Queue Raw Data
Rready | 5 =a 100% (5) ©

At Ag2i¢l 0tS ¢22

McDonald Jul 1-7 2009 - Microsoft

B9 o)+

Home Insert

Page layout  Formulas Data  Review

taeg oAt

Excel PivotTable Tools

View  Developer Options | Design

I LILIST NX» { St

V| Row Headers Banded Rows

Light

Subtotals Grand | Report EBlank || 7] Column Headers Banded Calumns
~  Totals~ | Layout~ Rows~
Layout PivotTable Style Options
[ cs i A
A B c

1 Abandoned Calls Report By Queue By Date By 15 Sec Interval

2 Queue Name |(All} A

3

4 [NoofCalls  [Status =7 Groups of Intervals | -7

5 SIABANDOMED CALLS

6 Date [-]o-14 15-29

7 7/1/2009 0:00 80 20

8 | 7/2/2009 0:00 144] 82

9 | 7/3/2009 0:00| 13 97

10 7/4/2009 0:00 158 77

11 7/5/2009 0:00| 154 9

12 7/6/2009 0:00| 95 17

13 7/712009 0:00| 87 s

14 7/8/2009 0-:00

15 Grand Total 831 535

16 21.36% 13.75%

17 21.36% 3B11%

18

19 inn Labels
20 -
2 f Int... ™

1] Mew PivotTable Style...
; &
=
Date v [ NaofCals =

25

29

30

= [”] Defer Layout Update

M4 4 ¥ M| AgentRaw Data | Abd'd Callin 15 s Int. .~ Queue Raw Data

Ready

You have a very rich range of designs to choose from.

5|Page

How'to

SO

[atN



Orchestra Call Centre Reportin{ 2009

‘6—., HO-®- s McDonald Jul 1-7 2000 - Microsoft Excel PivatTable Tools - o
a
- Home  Insert Pagelayout  Formulas Data Review  View Developer Options | Design @ - o x
| RowHeaders  [¥] Banded Rows ||| Ee=] [oioteele| Eleeie| e meeie] e EEEES
EEEEE EEEES EEEEE EEsEs EEEEE |EEEEE]
P I — e
Totals~ | Layout~ Rows~ | 7 ||[E=E=s=sl el EEEEEL = == = = = -
Layout PivotTable Style Options PivotTable Styles
c8 - fe| 22
A B G D E F G
1 Abandoned Calls Report By Queue By Date By 15 Sec Interval
2 Queue Name (All) (=]
3
Il No of Calls  Status E4 Groups of Intervals
5 ©ABANDONED CALLS
6
7 7/1/2009 0:00 80 20 41 55 17| 1
8 | T7/2/2009 0 44 52| i} 123 4 3
9 | 7431200 13 97 3 157] 2 1
10 | 74412009 0! 58 77| 1 357 114 15|
11| 7/5/2009 0:00 154 91 115 181 58 7l
12 | 7/6/2009 0:! 95 17 5 19 2
13 | 7171200 87 51 47 81 1 2
14 | 7/8/2009 O:! 1] .|
15 |Grand Total 831 535, 664 978 297 32
16 21.36% 13.75% 17.01% 2513%
17 21.36% 1% 5217% 77.31%
18
19
20
2
7
f2s
29
30
R Abd'd Callin 15 s Int. .~ Queue Raw Data ~ Orchestra Que
Ready | 73

You can also filter your report further by clicking on the drop down buttonsyou see on the pivot table. You can also
move the Helds around to give you multi-dimensional view of the reports. You can also add in new fields from the
field list.

Bxcel also provides you with a édrill-downé feature. Make sure you have the button dnclude data/ drill downé at cell
A22 of the main menu sheet checked. You can extract detail data at each cellsin the pivot table. Example, from the

above spreadsheet. You can to know what are the calls that make up cell B7, 80 abandoned calls. Double click at the
cell. You will see..
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300 7 = ABANDONED CALLS-45-59
| ' ABANDONED CALLS - 6074
250 - = ABANDONED CALLS - 7588

| ' ABANDONED CALLS-90-104

m ABANDONED CALLS - 105-119
200 4

W ABANDONED CALLS-120-134 é

W ABANDONED CALLS - 135-148

1501 = ABANDONED CALLS - 150-164
ABANDONED CALLS - 165-179
ABANDONED CALLS - 180-194
ABANDONED CALLS - 195-209
ABANDONED CALLS-210-224
ABANDONED CALLS - 225-240
ABANDONED CALLS ->240

4 4 v v| AgentRawData | Chart2 .~ Abd'd Callin 15sInt. - Queue Raw Date .~ Orchestra Quell JMI[
Ready | 7 |

Basically you havexperienced the steps to general a report, change the design and convert the table into a chart.
All these steps can be used in any of the following pivottables that you create. There are more advanced functions
and features, again, it is not possible twver all of them in this guide. Pick up excel guide books to learn more about
Microsoft Excel. Meanwhile the following will attempt to explain the various reports.

Queue Reports

1) Abandoned Call Reports In 15 seconds Interval
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Home Insert Page Layout Formulas Data Review View Developer
=4 *j - ) | eInset-r | E - %
General - = 5 L_|
B 53 E ?;d =4 3 Delete - || [&]~ Ea
aste [$ - o |[%s8 ;80| | Conditional Format —Cell | . Sort & Find &
B $ 0% 0% % Formatting - as Table - Styles - || [&1Format~ || (2~ Filter~ Select~
Clipboard & Fant £} Alignment & Number E] Styles Cells Editing
| Al - o ‘ Abandoned Calls Report By Queue By Date By 15 Sec Interval
A B C D E F G ‘i
1 |Abandoned Qalls Report By Queue By Date By 15 Sec Interval
2 |Queue Name [(All) 'r
3
4 |NoofCalls  [Status +7| Groups of Intervals 7|
5 =ABANDONED CALLS
6 Date - |0-14 15-29 30-44 45-59 60-74 75-89
7 | 7/1/2009 0:00 80 20 41 55 17 17
8 | 7/2/2009 0:00 144 82 105 123 43 33
9 | 7/3/2009 0:00 13 97 136 1587 52 18
10| 7/4/2009 0:00 158 177 215 357 114 155|
11| 7/5/2009 0:00 154 9 115 181 58 73
12 | 7/6/2009 0:00 95 17 5 19 2 2
13 | 7/7/2009 0:00 87 51 47 81 " 22
14 | 7/8/2009 0:00 5 4
15 |Grand Total 831 535 664 978 297 3200
16 21.36% 13.76% 17.07% 26.13%
17 21.36% 3IB11% 52.17% 7.31%
18
19
20
21
1
8
29
30
IR Agent Raw Data | Abd'd Callin 15 s Int. .~ Queue Raw Data Orchestra Query Main Mef [Jillu] [1]
Ready S | ﬁ@ 100% E Eiwig !

Displays the number of calls aloned and according to the wait time in the queue in 15 seconds interval.
Abandoned calls are calls which were hung up before it is answered by any adentkuration displayed
here is how long the caller has waited before the hung up.

2) Answered CalReports in 15 seconds Interval

Home | Insert  Pagelayout  Formulas Data  Review  View  Developer
] 1 || Selnsetr | X -
o | B BB A
= = 3% Delete - | [§]~
- || $ ~ % 9 %8 ;%| /| Conditional Format Cell . Sort & Find &
= 90 0] | o rmatting ~ as Table = Styles - || EIFormat = || 2~ Filter~ Select~

& Alignment (] Number ] Styles Cells Editing
| Al - fe ‘ Answered Call Report in 15 Secs Interval
A B & D E F G H 'i
1 [Answered Calll Report in 15 Secs Interval
2 |Queue Name [(All) ~]
3
4 NoofCalls |Status ~7| Groups of Interval |+7
5 = Answered Calls
6 Date = |0-14 15-29 3044 45-59 60-74 75-39 90-104 105-
7 | 7/1/2009 0:00 7029 490 256 181 171 145 76
§ | 7/2/2009 0:00 6725 973 698 544 342 194 152
9 | 7/3/2009 0:00 6534 843 790 758 580 171 66
10| 7/4/2009 0:00 5969 1164 882 678 579 316 174
11| 7/5/2009 0:00 7214 1050 792 305 267 268 140
12 | 7/6/2009 0:00 7385 209 73 48 37 13 4
13 | 7/7/2009 0:00 8712 507 264 228 140 65 61
14 | 7/8/2009 0:00 1 9 1 4
15 |Grand Total 49568 5236 3755 2742 2117 1181 674 1
16 75.15% 7.94% 5.69% 4.16%
17 75.15% 83.09% 88.78% 92.94%
18
19
20
pal
1
8
29
30
M 4 » M| Agent Raw Data | Ans'd Call in 15 s Int. - Queue Raw Data Orchestra Query Main Mef| [88u] 1]
Ready | [ BT &)

Displays the number of calls answered and according to the wait time in the queue in 15 seconds interval.
Answered calls are calls which were answered by any agents. The duration displayed here is how long the
caller has wagd.
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3) Answered versus Abandoned Calls in 15 seconds Interval

Donald Jul1-7 2009 - Micr

Home | Insert Page Layout  Formulas Data Review  View Developer -
=) % X <= = ) ] gensetr | E - s
Arial -l -l A AT =|®-| |=¢ Genenal - 2 g
B . » | b oE %I AR
t B 7 Ui~ - A - g <@ .00 Conditional Format Cell | ., Sort & Find &
7|l L] - ndlil R [ Formatting ~ as Table - Styles~ || & Format + || 3~ Fitter~ Select -
Clipboard Font & Alignment ] Mumber = Styles Cells Editing
| Al - S ‘ Answered vs Abandoned Calls Report By Queue By Date By 15 Sec Interval
A B C D E F G i
1 |Answered vs Abandontzd Calls Report By Queue By Date By 15 Sec Interval
2 Queue Name Al -]
3
4 |No of Calls Groups of Intervals |7
5 |Date ¥ |Status - |0-14 15-29 3044 45-59 60-74 75-89
6 =7/1/2009 0:00|ABANDOMNED CALLS 80 20 41 55 17
T ANSWERED CALLS 7029 490 256 181 1M
8 =17/2/2009 0:00|ABANDOMNED CALLS 144 82 105 123 43
9 ANSWERED CALLS 6725 973 698 544 342
10 =17/3/2009 0:00|ABANDOMED CALLS 113 a7 136 157 52
11 ANSWERED CALLS 6534 843 790 758 580
12 =17/4/2009 0:00|ABANDONED CALLS 158 177 215 357 114
13 ANSWERED CALLS 5969 1164 882 678 579
14 =7/5/2009 0:00|ABANDOMED CALLS 154 91 115 181 58 3
15 ANSWERED CALLS 7214 1050 792 305 267 1
16 =17/6/2009 0:00|ABANDONED CALLS 95 17 5 19 2
17 ANSWERED CALLS 7385 209 73 48 37
18 =7/7/2009 0:00|ABANDOMED CALLS 18 51 47 81 "
19 ANSWERED CALLS 8712 507 264 228 140
20 =17/8/2009 0:00|ABANDOMNED CALLS 5
21 ANSWERED CALLS 1
Grand Total 50399 571 4419 3720 2414
4
]
29
30
44 b M| AgentRaw Data | Answered vs Abandoned Calls - Queue Raw Datz Orchestra Quen| [Jlu] 1]
Ready | ] uﬁ O M 200%, O Vaaa®)

Displays the number of calls answered and abandoned, according to the wait time in the queue in 15
seconds interval.

4) Average Duration of Each Statlrourly/Half Hourly

nald Jul 1-7 2009 - Micr

Home Insert Page Layout Formulas Data Review View Developer L7/ x
=l . EEe= T = . o 7 Gelset- X - %
= w - A [F==l%] S [cenen 1*:‘% ﬁjﬁ Y oo~ | @- 4
Paste B I U-|ii~|d- A~ ||= M - 8 =0 00| Conditional Format  Cell e Sort & Find &
- | = =l === | & (SN it Formatting - as Table - Styles = | [SJFormat~ | (2~ Filter- Select~
Clipboard ™ Font a Alignment a Number F} Styles Cells Editing
| Al - 5 ‘ Average Duration Of Calls By Each Status By Queue By Date
B c D E F G H J K Li
1 [Average Duratlon Of Callls By Each Status By Queue By Date
2 |Queue Name (Al 1
3
4 |Average Duration of Calls |Status h
5 Date ~ |ABAMDONED CALLS ANSWERED CALLS |Grand Total
6 7/1/2009 0:00 3491 13.00 13.59
7 7/2/2009 0:00 41.36 18.84 20.09
3 7/3/2009 0:00 37.97 19.39 2043
9 7/4/2009 0:00 52.96 2537 28.59
10 7/5/2009 0:00 41.94 17.24 18.84
11 7/6/2009 0:00 16.93 7.39 7.56
12 7/7/2009 0:00 38.09 11.22 12.05
13 7/8/2009 0:00 70.50 80.73 7712
14 |Grand Total 4346 16.44 17.94 4
15 1
16
17
18
19
20
21
A
8
29
30
IR Agent Raw Data |, Ave Duration of Calls-Status .~ Queue Raw Data Orchestra Query E!

Ready o |
Average wait time for answed and abandoned calls.

5) Number of Calls in Each Staftourly/Half Hourly
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Home Insert Page Layout Formulas Data Review View Developer ‘Q) - 3 X
= A S (= = *j ! J || S=nset~ || E -
Arial -l A AT ==|% = General A = o |
B B — (# Ex| ﬁjﬂ = I Detete - || 9]~ ﬁ
Paste B| L U -|[iE - - - = g - 0 .00 Conditional Format  Cell s Sort & Find &
s Al L5 | il J| || |8 e ] o 8 Formatting = as Table = Styles~ || [5Format = || <2~ Filter~ Select~
Clipboard "= Faont F} Alignment il MNumber F} Styles Cells Editing
| Al bl e | No Of Calls By Each Status By Queue By Date
A B £ D E F G H J K L M‘i
1 [No Of Calls By Each Status By Queue By Date
2 [Queue Name |(All} [~]
3
4 Mo of Calls Status |
5 Date ~ |ABANDONED CALLS ANSWERED CALLS |Grand Total
6 | 7/1/2009 0:00 234 8395 8629
7 | 7/2/2009 0:00 575 9743 10318
8 | 7/3/2009 0:00 582 9778 10360
9 | 7/4/2009 0:00 1338 10111 11449
10 | 7/5/2009 0:00 700 10122 10822
11| 7/6/2009 0:00 140 7769 7909
12 | 7/7/2009 0:00 316 10027 10343
13 | 7/8/2009 0:00 6 11 17
14 |Grand Total 3891 65956 69847] L)
15 1
16
17
18
19
20
pal
1
8
29
30
R Agent Raw Data | No of Calls-Status -~ Queue Raw Data Orchestra Query Main Menu [ ] il
Ready = ‘ CEES L O =Ny ———

Displays the number of calls answered and abandoned.

Home Insert Page Layout Formulas Data Review  View Developer (
=1 % T == = - 1 g=Insert - I -
Arial -l A AT == = General = *:“ o [
_j 3 — ‘ | | % _“ﬂ 3% Delete - | (8]~ ﬁ
Paste B 7 Ui~ - - = o - - g %0 .00\ Conditional Format  Cell = Sort & Find &
- 7 ‘ LS| =< | =7 =||ed- |8 Yo v ||e8 ) Formatting ~ as Table = Styles - [l Format~ | &2 Filter~ Select~
Clipboard & Font = Alignment (F] Number I Styles Cells Editing
| Al > |, S ‘ No Of Calls By Each Status By Queue By Day of Week
A B c D E E G H ] K L i
1 |No Of Calls By [zach Status By Queue By Day of Week
2 |Queue Name |{All) ;'1
3
4 Mo of Calls Status |
5 Day of Week| ~ [ABANDONED CALLS ANSWERED CALLS |Grand Total
6 | SUNDAY 700 10122 10822
7 MONDAY 140 7769 7909
8 TUESDAY 316 10027 10343
9 WEDNESDAY 240 8406 8646
10 | THURSDAY 575 9743 10318
11 |FRIDAY 582 9778 10360
12 | SATURDAY 1338 10111 11449
13 |Grand Total 3891 65956 69847 |
14 4
15 1
16
17
18
19
20
21
4
]
29
30
[« 4 > ¥ Agent Raw Data | Ho of Calls-Status DOW < Queue Raw Data Orchestra Query Main NIJHI[ m
Ready = | =IO Ejdeeska-—0—

Displays the number of calls answered and abandoned grobpethay of week.

7) Number of Calls/Hourly/half Hourly
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McDonald Jul 1-7 2009 - Micl

Home Insert Page Layout Formulas Data Review View Developer -

=F  General - fj i‘:\f«' i~ Selnset~ | E - ﬁ ﬁ
= 2 Lo 3 Delete -~ || (8]~

- (8 « % o |[%8 ;%8| Conditional Format Cell | .. Sort & Find &

= L Formatting = as Table ~ Styles ~ h;jFormat' 27 Filter~ Select~

Clipboard ™ Font (] Alignment & Number LF] Styles Cells Editing

Arial -l A A

Paste || - - A - [=
£ JIBIU\Ifll&_II,

| Al - ( fvl No Of Calls By Queue By Date

A B c D E F G H J K L M N 0
No Of Calls By Queue By Date

Queue Name [{All) ~ |

T ]

No of Calls
Date |~ |Total

7/1/2009 0:00| 8629
7/2/2009 0:00| 10318
7/3/2009 0:00| 10360
7/4/2009 0:00| 11449
10 | 7/5/2009 0:00| 10822
11 |7/6/2009 0:00 7909
12 | 7/7/2009 0:00| 10343
13 | 7/8/2009 0:00 17
14 Grand Total | 69847

W oo~ o

8
29
30

44 v ¥ Agent Raw Datz | Mo of Calls .~ Queue Raw Data Orchestra Query Main Menu %2 _{ /[l m

Ready = UE@ELF&_@
Displays the total number of calls.

1)

8) Number of Calldy Day of WeekHourly/ Half Hourly

McDonald Jul 1-7 2009 -

Home Insert Page Layout Formulas Data Review View Developer - x

= SN[ o - (A | [= =i | General - g gy || Esiet | E - %
B g |A a7 = - ijg' #Bﬂ i) 3% petete - | [g]- lﬁ
[ - - A-||= B - - 0 . -
e o ||| O A [ B |8 m o e o Table - siyles - | EIFomat= || 2+ Fier~ select”
Clipboard Font IE] Alignment ] Number IE] Styles Cells Editing
| Al -l I ‘ No Of Calls By Queue By Day of Week
A B c D E F G H J K L M N 0 ‘i
1 [No Of Calls By Rueue By Day of Week
2 |Queue Name [(A)~]
3
4 [No of Calls
5 |Day of Week| ~ [Total
6 |SUNDAY 10822
7 MONDAY 7909
8 TUESDAY 10343
9 WEDNESDAY | 8646
10 |THURSDAY 10318
11 |FRIDAY 10360
12 |SATURDAY 11449
13 | Grand Total 63847
14 1
15 1
16
17
18
19
20
21
4
]
29
30
M 4 » W Agent Raw Data | Mo of Calls-DOW .~ Queus Raw Data Orchestra Query Main Menu ! m
Ready | 3 |EI§|E 100% (=)——)———

Displays the total number of calls grouped of Day of Week.

9) Call Flow Reports
The number of visits into each callilyou have designed at the call flow manager.

10)Number of Calls Grouped by Hourly
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McDonald Jul 1-7 2009 - Microsoft Excel

Home | Insert Page Layout  Formulas Data Review  View Developer @ - = x
= % < -ll[= = = 7 ) | Sensetr | E -
Arial 10 <A A== |5 | cenera - *:', 7

B 53 = ‘ | B ?gﬂ = 5% Delete ~ | @]~ l;a

aste Bl o -z [ A== [=s=|E- |[$ - 9 || ;08| Conditional Format Cell || . Sort & Find &

B = li= a-| | E=sEFEH $ 7% 0% 5% Formatting - as Table  Styles - || (& Format = || (2~ Filter - Select +
Clipboard ™ Font £} Alignment £} Number e Styles Cells Editing
| Al - o ‘ No Of Calls By Each Status Grouped Hourly

A B [ D E F G H J K L M N 0] ‘i

1 [No Of Calls By Each Status Grouped Hourly
2 |Queue Name [(All) ~
3
4 |No of Calls
5 Hourly x |Total
6 100:00-00:59 2333
7 101:00-01:59 1585
8 102:00-02:59 1108
9 103:00-03:59 754
10/ 04:00-04:59 456
11 /05:00-05:59 239

12 | 06:00-06:59 181
13 07:00-07:59 245
14 108:00-08:59 504
15 09:00-09:59 1070
16 /10:00-10:59 1656
17 111:00-11:59 3313
18 1 12:00-12:59 6848
19 13:00-13:59 7117
20 |14:00-14:59 6280
21 |15:00-15:59 4176
16:00-16:59 3543
17:00-17:59 3008
16:00-15:59 3472
19:00-19:59 4415
20:00-20:59 5303
21:00-21:59 4745
8 22:00-22:59 3866
29 |23:00-23:59 3629
30 |Grand Total | 69847

R Agent Raw Data | No of Calls-Grouped Hourly -~ Queue Raw Data Orchestra Query M7 [l I
Ready | I | O E|200%00) s

Displays the total number of calls grouped hourly in vertical direction.

=

11)Work Force Projection

This consist of a few details reports and results in a summary repdisplays the number of calls

answered, abandoned and talk time for each hour in a day and calculates the number of agents required
based on a specified SLA parameters at the top of the sheet. It also displays the actual agents presence an
actual SLA foramnparison.
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