
 2010 PHONE STATISTICS

1 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
11/01/2010 55 41 2 77% 00:00:43 00:03:49 00:04:05 13%
11/02/2010 62 56 0 90% 00:00:37 00:03:46 00:08:00 3%
11/03/2010 56 44 3 83% 00:00:29 00:04:10 00:10:45 14%
11/04/2010 71 47 6 72% 00:01:44 00:03:53 00:06:24 20%
11/05/2010 234 14 49 8% 00:09:36 00:04:42 00:09:00 77%
11/06/2010 160 91 13 62% 00:01:53 00:03:49 00:03:29 22%
11/07/2010 47 37 1 80% 00:00:58 00:03:23 00:04:28 9%
11/08/2010 62 43 3 73% 00:01:12 00:03:34 00:01:40 6%
11/09/2010 37 37 0 100% 00:00:07 00:03:10 0%
11/10/2010 63 53 1 85% 00:00:24 00:03:39 00:03:09 11%
11/11/2010 42 42 0 100% 00:00:06 00:04:30 0%
11/12/2010 86 41 7 52% 00:01:54 00:03:51 00:03:13 19%
11/13/2010 64 60 1 95% 00:00:10 00:04:44 00:03:44 5%
11/14/2010 35 34 0 97% 00:00:06 00:04:13 00:05:02 3%
11/15/2010 46 36 3 84% 00:00:31 00:03:30 00:02:39 11%
11/16/2010 39 34 2 92% 00:00:20 00:03:15 00:01:03 5%
11/17/2010 53 51 0 96% 00:00:09 00:03:35 0%
11/18/2010 69 67 0 97% 00:00:10 00:03:41 0%
11/19/2010 231 135 20 64% 00:02:08 00:03:40 00:05:43 25%
11/20/2010 130 128 0 98% 00:00:04 00:03:27 00:08:54 1%
11/21/2010 52 50 1 98% 00:00:10 00:02:56 00:01:31 2%
11/22/2010 56 36 3 68% 00:00:53 00:04:14 00:04:40 23%
11/23/2010 77 75 0 97% 00:00:09 00:03:27 00:02:48 1%
11/24/2010 115 106 3 95% 00:00:13 00:03:43 00:02:50 5%
11/25/2010 43 39 1 93% 00:00:19 00:02:41 00:03:45 7%
11/26/2010 106 81 3 79% 00:00:45 00:03:28 00:03:03 9%
11/27/2010 65 62 1 97% 00:00:11 00:03:54 00:01:34 3%
11/28/2010 35 32 0 91% 00:00:26 00:02:58 0%
11/29/2010 29 26 2 96% 00:00:01 00:03:11 00:01:32 10%
11/30/2010 32 32 0 100% 00:00:02 00:03:42 0%

2252 1630 125 77.00 % 00:01:00 00:03:42 00:06:38 17.00 %

NOVEMBER 2010 (HELP DESK)



 2010 PHONE STATISTICS

2 of 128

Date Presented Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
12/01/2010 23 22 0 96% 00:00:20 00:02:40 0%
12/02/2010 46 46 0 100% 00:00:01 00:04:14 0%
12/03/2010 56 44 1 80% 00:01:07 00:03:00 00:02:36 4%
12/04/2010 29 29 0 100% 00:00:04 00:02:56 0%
12/05/2010 14 14 0 100% 00:00:01 00:05:03 0%
12/06/2010 22 22 0 100% 00:00:03 00:07:04 0%
12/07/2010 21 17 1 85% 00:00:46 00:05:30 00:00:04 5%
12/08/2010 24 23 0 96% 00:00:13 00:05:02 0%
12/09/2010 16 15 0 94% 00:00:16 00:03:22 0%
12/10/2010 20 20 0 100% 00:00:02 00:03:46 0%
12/11/2010 25 25 0 100% 00:00:02 00:05:49 0%
12/12/2010 12 11 0 92% 00:00:15 00:03:10 0%
12/13/2010 19 17 1 94% 00:00:21 00:02:52 00:01:44 5%
12/14/2010 13 12 0 92% 00:00:33 00:03:28 0%
12/15/2010 15 15 0 100% 00:00:01 00:04:12 0%
12/16/2010 17 17 0 100% 00:00:08 00:02:34 0%
12/17/2010 28 25 0 89% 00:00:20 00:03:30 00:02:47 4%
12/18/2010 49 47 1 98% 00:00:11 00:02:52 00:01:52 2%
12/19/2010 20 20 0 100% 00:00:04 00:02:57 0%
12/20/2010 23 20 1 91% 00:00:17 00:03:50 00:03:28 9%
12/21/2010 33 28 0 85% 00:00:55 00:02:51 00:11:18 3%
12/22/2010 19 16 0 84% 00:00:40 00:02:37 00:05:50 5%
12/23/2010 28 23 0 82% 00:00:36 00:03:24 00:02:32 4%
12/24/2010 18 18 0 100% 00:00:06 00:03:40 0%
12/25/2015

12/26/2010 18 12 1 71% 00:00:47 00:02:56 00:04:03 17%
12/27/2010 23 21 0 91% 00:00:45 00:02:50 0%
12/28/2010 36 28 1 80% 00:00:34 00:03:59 00:03:15 14%
12/29/2010 20 20 0 100% 00:00:19 00:03:59 0%
12/30/2010 22 21 0 95% 00:00:02 00:03:41 00:08:35 5%
12/31/2010 27 14 4 61% 00:01:13 00:05:20 00:03:20 33%

736 662 11 91% 00:00:23 00:03:43 00:03:38 4.00 %

DECEMBER 2010 (HELP DESK)



 2010 PHONE STATISTICS

3 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
11/01/2010 17 3 4 23% 00:03:52 00:03:50 00:04:01 65%
11/02/2010 12 9 0 75% 00:01:02 00:02:48 0%
11/03/2010 19 18 1 100% 00:00:01 00:03:56 00:00:00 5%
11/04/2010 26 26 0 100% 00:00:01 00:03:01 0%
11/05/2010 50 40 1 82% 00:01:04 00:04:16 00:06:21 6%
11/06/2010 34 16 0 47% 00:03:14 00:03:57 00:08:16 18%
11/07/2010 14 3 3 27% 00:03:11 00:03:40 00:04:40 50%
11/08/2010 25 15 0 60% 00:02:30 00:03:18 0%
11/09/2010 16 13 1 87% 00:00:22 00:02:35 00:02:35 19%
11/10/2010 30 25 0 83% 00:00:52 00:02:49 00:04:27 10%
11/11/2010 24 19 1 83% 00:00:34 00:03:41 00:01:24 8%
11/12/2010 34 20 1 61% 00:03:01 00:04:57 00:00:33 3%
11/13/2010 27 22 3 92% 00:00:45 00:02:43 00:00:16 11%
11/14/2010 7 7 0 100% 00:00:30 00:02:13 0%
11/15/2010 25 15 4 71% 00:01:33 00:02:32 00:01:43 20%
11/16/2010 22 16 2 80% 00:00:42 00:05:11 00:00:54 9%
11/17/2010 20 20 0 100% 00:00:06 00:04:29 0%
11/18/2010 31 31 0 100% 00:00:02 00:04:12 0%
11/19/2010 66 20 3 32% 00:03:38 00:03:26 00:03:41 26%
11/20/2010 32 22 3 76% 00:01:00 00:03:57 00:01:14 13%
11/21/2010 18 17 0 94% 00:01:03 00:05:09 0%
11/22/2010 28 13 2 50% 00:02:41 00:02:46 00:02:23 25%
11/23/2010 26 19 2 79% 00:00:59 00:03:11 00:02:36 15%
11/24/2010 59 35 3 63% 00:01:36 00:04:24 00:01:38 10%
11/25/2010 24 13 6 72% 00:01:01 00:04:30 00:01:36 29%
11/26/2010 52 15 6 33% 00:04:55 00:04:44 00:05:01 35%
11/27/2010 29 18 1 64% 00:01:33 00:03:53 00:01:51 10%
11/28/2010 7 6 0 86% 00:01:37 00:05:33 0%
11/29/2010 25 17 0 68% 00:01:16 00:04:28 00:02:13 4%
11/30/2010 16 16 0 100% 00:00:12 00:03:40 0%

815 529 47 69.00 % 00:01:37 00:03:52 00:03:28 14.00 %

NOVEMBER 2010 (LICENSE SALES)



 2010 PHONE STATISTICS

4 of 128

Date Presented Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
12/01/2010 15 14 0 93% 00:00:29 00:04:02 0%
12/02/2010 21 21 0 100% 00:00:01 00:03:41 0%
12/03/2010 32 29 1 94% 00:00:29 00:04:25 00:00:35 3%
12/04/2010 16 13 0 81% 00:00:14 00:04:45 00:08:50 13%
12/05/2010 2 2 0 100% 00:00:01 00:10:07 0%
12/06/2010 20 15 3 88% 00:00:35 00:03:50 00:03:16 20%
12/07/2010 9 9 0 100% 00:00:04 00:03:10 0%
12/08/2010 17 16 1 100% 00:00:09 00:04:37 00:01:00 6%
12/09/2010 12 11 0 92% 00:00:26 00:04:00 0%
12/10/2010 15 15 0 100% 00:00:14 00:03:07 0%
12/11/2010 13 13 0 100% 00:00:01 00:04:40 0%
12/12/2010 8 6 0 75% 00:01:15 00:04:30 0%
12/13/2010 14 9 1 69% 00:01:47 00:03:31 00:04:14 29%
12/14/2010 15 14 1 100% 00:00:01 00:03:24 00:01:20 7%
12/15/2010 16 12 1 80% 00:00:11 00:04:57 00:03:28 25%
12/16/2010 15 9 2 69% 00:00:52 00:05:36 00:01:54 20%
12/17/2010 22 21 0 95% 00:00:11 00:03:43 0%
12/18/2010 24 16 1 70% 00:02:36 00:03:39 00:03:59 17%
12/19/2010 14 12 2 100% 00:00:02 00:04:04 00:00:28 14%
12/20/2010 21 10 1 50% 00:04:15 00:03:53 00:00:01 5%
12/21/2010 14 8 2 67% 00:02:58 00:04:01 00:01:18 21%
12/22/2010 13 11 2 100% 00:00:23 00:02:58 00:00:24 15%
12/23/2010 25 8 0 32% 00:03:37 00:03:47 00:05:51 22%
12/24/2010 6 6 0 100% 00:00:26 00:04:12 0%
12/25/2015

12/26/2010 8 5 1 71% 00:01:26 00:06:30 00:01:35 25%
12/27/2010 27 20 2 80% 00:00:53 00:05:07 00:02:33 11%
12/28/2010 25 17 2 74% 00:00:55 00:05:39 00:01:41 12%
12/29/2010 21 8 1 40% 00:03:20 00:03:18 00:03:19 19%
12/30/2010 21 12 2 63% 00:01:54 00:06:47 00:01:37 14%
12/31/2010 11 5 0 45% 00:01:50 00:03:39 00:06:28 36%

492 367 26 79% 00:01:08 00:04:18 00:03:16 12.00 %

DECEMBER 2010 (LICENSE SALES)



 2011 PHONE STATISTICS

5 of 128

Month Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

January 410 1 386 94% 00:00:10 00:03:44 00:03:18 0%
February 1179 3 1082 92% 00:00:12 00:03:41 00:01:05 0%
March 3098 17 2889 94% 00:00:12 00:01:10 00:12:05 -1%
April 3558 19 3215 91% 00:00:16 00:03:38 00:00:55 -1%
May 2349 8 2227 95% 00:00:11 00:03:38 00:00:46 0%
June 2288 19 2098 92% 00:00:14 00:03:34 00:01:35 -1%
July 1-15 1018 9 911 90% 00:00:21 00:03:41 00:00:49 -1%
July 16-31 1101 5 985 90% 00.00.13 00.03.50 00.01.12 0%
August 1449 7 1373 95% 00:00:07 00:03:43 00:00:57 0%
September 2717 14 2119 179 78% 00:00:48 00:04:40 00:03:27 6%
October 1632 3 1564 13 96% 00.00.09 00.03.50 00.00.53 1%
November 1759 11 1608 22 92% 00.00.14 00.03.33 00.00.44 1%
December 607 552 12 1 91% 00.03.49 00.01.05 00:21:21 1%

23165 668 20469 215 91% 00:00:32 00:04:05 00:01:51 -2%

2011 HELP DESK SUMMARY



 2011 PHONE STATISTICS

6 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
01/01/2011 14 0 13 93% 00:00:24 00:04:53 0%
01/02/2011 18 0 18 100% 00:00:01 00:04:52 0%
01/03/2011 30 1 22 76% 00:00:31 00:03:18 00:03:49 10%
01/04/2011 13 0 13 100% 00:00:01 00:02:37 0%
01/05/2011 16 0 15 94% 00:00:24 00:03:58 0%
01/06/2011 13 0 13 100% 00:00:05 00:03:00 0%
01/07/2011 13 0 12 92% 00:00:01 00:05:16 00:01:14 8%
01/08/2011 10 0 8 80% 00:00:35 00:03:03 0%
01/09/2011 15 0 15 100% 00:00:02 00:03:51 0%
01/10/2011 6 0 6 100% 00:00:03 00:02:55 0%
01/11/2011 12 0 11 92% 00:00:44 00:03:17 0%
01/12/2011 11 0 11 100% 00:00:02 00:02:52 0%
01/13/2011 7 0 6 86% 00:00:15 00:04:06 0%
01/14/2011 26 0 22 85% 00:00:21 00:04:19 0%
01/15/2011 26 0 25 96% 00:00:07 00:03:15 0%
01/16/2011 11 0 11 100% 00:00:01 00:04:07 0%
01/17/2011 7 0 7 100% 00:00:01 00:04:02 0%
01/18/2011 15 0 15 100% 00:00:01 00:02:59 0%
01/19/2011 12 0 12 100% 00:00:01 00:03:57 0%
01/20/2011 10 0 10 100% 00:00:01 00:03:40 0%
01/21/2011 10 0 10 100% 00:00:04 00:02:52 0%
01/22/2011 6 0 5 83% 00:00:32 00:03:54 0%
01/23/2011 4 0 4 100% 00:00:01 00:02:58 0%
01/24/2011 12 0 12 100% 00:00:06 00:05:07 0%
01/25/2011 8 0 8 100% 00:00:01 00:03:31 0%
01/26/2011 9 0 9 100% 00:00:01 00:04:51 0%
01/27/2011 9 0 9 100% 00:00:01 00:03:54 0%
01/28/2011 13 0 13 100% 00:00:01 00:03:48 0%
01/29/2011 23 0 23 100% 00:00:01 00:02:52 0%
01/30/2011 22 0 19 86% 00:00:12 00:02:47 0%
01/31/2011 9 0 9 100% 00:00:01 00:06:07 0%

410 1 386 94% 00:00:10 00:03:44 00:03:18 1%

JANUARY 2011 (HD)



 2011 PHONE STATISTICS

7 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
02/01/2011 9 1 6 75% 00:00:28 00:04:05 00:00:04 0%
02/02/2011 13 0 13 100% 00:00:01 00:03:10 0%
02/03/2011 13 0 13 100% 00:00:01 00:04:53 0%
02/04/2011 13 0 12 92% 00:00:14 00:02:56 0%
02/05/2011 9 0 9 100% 00:00:02 00:03:09 0%
02/06/2011 8 0 8 100% 00:00:04 00:02:56 0%
02/07/2011 18 0 17 94% 00:00:15 00:03:12 0%
02/08/2011 10 0 10 100% 00:00:02 00:03:03 0%
02/09/2011 10 0 10 100% 00:00:01 00:02:52 0%
02/10/2011 15 0 15 100% 00:00:01 00:03:44 0%
02/11/2011 19 0 19 100% 00:00:03 00:02:30 0%
02/12/2011 23 0 22 96% 00:00:09 00:03:16 0%
02/13/2011 17 0 17 100% 00:00:04 00:02:22 0%
02/14/2011 22 0 21 95% 00:00:07 00:02:57 0%
02/15/2011 25 0 21 84% 00:00:19 00:03:43 00:00:54 4%
02/16/2011 30 0 25 83% 00:00:19 00:03:28 0%
02/17/2011 160 1 143 90% 00:00:16 00:04:40 00:01:04 1%
02/18/2011 151 0 133 88% 00:00:17 00:03:45 00:00:59 2%
02/19/2011 107 1 95 90% 00:00:12 00:04:23 00:00:35 2%
02/20/2011 43 0 39 91% 00:00:13 00:03:04 00:02:32 2%
02/21/2011 57 0 56 98% 00:00:04 00:02:44 0%
02/22/2011 46 0 45 98% 00:00:06 00:03:27 0%
02/23/2011 66 0 55 83% 00:00:15 00:03:45 00:01:18 3%
02/24/2011 38 0 38 100% 00:00:05 00:03:55 0%
02/25/2011 78 0 71 91% 00:00:12 00:03:58 00:01:42 3%
02/26/2011 69 0 62 90% 00:00:17 00:04:21 0%
02/27/2011 34 0 34 100% 00:00:01 00:02:35 0%
02/28/2011 76 0 73 96% 00:00:08 00:02:39 0%

1179 3 1082 92% 00:00:12 00:03:41 00:01:05 1%

FEBRUARY 2011 (HD)



 2011 PHONE STATISTICS

8 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
03/01/2011 110 0 99 90% 00:00:17 00:03:47 0%
03/02/2011 93 0 86 92% 00:00:10 00:03:15 00:02:50 1%
03/03/2011 98 0 84 86% 00:00:33 00:03:06 0%
03/04/2011 119 0 115 97% 00:00:08 00:03:25 0%
03/05/2011 81 0 81 100% 00:00:02 00:03:05 0%
03/06/2011 52 0 52 100% 00:00:02 00:02:15 0%
03/07/2011 65 1 63 98% 00:00:06 00:03:22 00:00:01 0%
03/08/2011 56 0 56 100% 00:00:01 00:03:20 0%
03/09/2011 51 0 51 100% 00:00:02 00:02:36 0%
03/10/2011 38 0 38 100% 00:00:02 00:02:26 0%
03/11/2011 100 0 94 94% 00:00:10 00:03:00 0%
03/12/2011 138 1 131 96% 00:00:11 00:03:10 00:00:27 0%
03/13/2011 93 0 88 95% 00:00:11 00:03:33 00:00:32 1%
03/14/2011 75 0 72 96% 00:00:11 00:03:44 0%
03/15/2011 55 0 53 96% 00:00:05 00:03:12 0%
03/16/2011 83 1 74 90% 00:00:18 00:03:13 00:00:22 0%
03/17/2011 105 2 102 99% 00:00:04 00:02:51 00:00:54 1%
03/18/2011 228 7 166 75% 00:00:33 00:03:11 00:01:13 5%
03/19/2011 191 2 177 94% 00:00:15 00:03:18 00:00:42 1%
03/20/2011 136 1 120 89% 00:00:19 00:02:48 00:01:15 2%
03/21/2011 115 0 100 87% 00:00:25 00:03:05 0%
03/22/2011 98 0 94 96% 00:00:07 00:02:44 00:01:50 1%
03/23/2011 79 0 79 100% 00:00:01 00:02:35 0%
03/24/2011 78 0 77 99% 00:00:04 00:02:33 0%
03/25/2011 122 1 118 98% 00:00:06 00:03:15 00:00:19 0%
03/26/2011 285 0 277 97% 00:00:11 00:02:28 00:01:53 1%
03/27/2011 78 1 75 97% 00:00:07 00:03:43 00:02:00 1%
03/28/2011 74 0 72 97% 00:00:07 00:03:22 0%
03/29/2011 56 0 56 100% 00:00:01 00:02:56 0%
03/30/2011 56 0 51 91% 00:00:13 00:03:08 0%
03/31/2011 90 0 88 98% 00:00:03 00:03:28 00:01:14 2%

3098 17 2889 94% 00:00:12 00:03:05 00:01:10 1%

MARCH 2011 (HD)



 2011 PHONE STATISTICS

9 of 128

Date Presented Abd <= 30 Ans <= 60 Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
04/01/2011 262 2 239 92% 00:00:19 00:03:06 00:00:10 0%
04/02/2011 197 1 177 90% 00:00:19 00:03:29 00:00:11 0%
04/03/2011 132 1 118 90% 00:00:18 00:03:01 00:00:15 0%
04/04/2011 64 0 43 67% 00:00:58 00:03:03 00:00:39 2%
04/05/2011 88 0 80 91% 00:00:13 00:04:37 00:00:56 2%
04/06/2011 97 1 95 99% 00:00:03 00:03:09 00:00:09 0%
04/07/2011 92 0 88 96% 00:00:07 00:02:58 0%
04/08/2011 143 1 116 82% 00:00:28 00:03:20 00:00:49 3%
04/09/2011 220 1 175 80% 00:00:32 00:03:36 00:00:43 2%
04/10/2011 127 1 111 88% 00:00:24 00:03:15 00:02:06 2%
04/11/2011 57 0 53 93% 00:00:12 00:03:51 00:00:38 2%
04/12/2011 58 0 57 98% 00:00:06 00:03:18 0%
04/13/2011 74 0 71 96% 00:00:08 00:03:23 0%
04/14/2011 90 0 89 99% 00:00:05 00:04:10 0%
04/15/2011 77 0 70 91% 00:00:20 00:03:34 0%
04/16/2011 86 0 84 98% 00:00:05 00:03:42 0%
04/17/2011 114 0 107 94% 00:00:12 00:03:21 0%
04/18/2011 72 0 69 96% 00:00:08 00:03:40 0%
04/19/2011 59 0 59 100% 00:00:02 00:03:21 0%
04/20/2011 52 1 50 98% 00:00:02 00:03:07 00:00:07 0%
04/21/2011 107 2 98 93% 00:00:11 00:03:23 00:00:23 0%
04/22/2011 155 1 124 81% 00:00:22 00:03:28 00:01:18 4%
04/23/2011 173 0 170 98% 00:00:06 00:03:32 00:00:54 1%
04/24/2011 59 0 59 100% 00:00:02 00:03:54 0%
04/25/2011 401 3 341 86% 00:00:24 00:04:20 00:01:18 2%
04/26/2011 120 0 115 96% 00:00:08 00:05:01 0%
04/27/2011 66 2 62 97% 00:00:08 00:03:22 00:00:13 0%
04/28/2011 83 0 81 98% 00:00:06 00:03:54 0%
04/29/2011 112 1 100 90% 00:00:20 00:04:29 00:00:07 0%
04/30/2011 121 1 114 95% 00:00:09 00:03:33 00:00:20 0%

3558 19 3215 91% 00:00:16 00:03:38 00:00:55 1%

APRIL 2011 (HD)



 2011 PHONE STATISTICS

10 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
05/01/2011 56 0 56 100% 00:00:02 00:03:48 0%
05/02/2011 51 0 51 100% 00:00:02 00:04:19 0%
05/03/2011 37 0 37 100% 00:00:02 00:04:00 0%
05/04/2011 47 0 46 98% 00:00:04 00:03:33 0%
05/05/2011 54 0 53 98% 00:00:07 00:03:22 0%
05/06/2011 83 0 81 98% 00:00:05 00:04:10 0%
05/07/2011 62 1 55 90% 00:00:23 00:04:02 00:00:26 0%
05/08/2011 81 0 79 98% 00:00:06 00:03:46 0%
05/09/2011 54 0 50 93% 00:00:17 00:03:52 0%
05/10/2011 56 0 55 98% 00:00:06 00:03:57 0%
05/11/2011 67 0 64 96% 00:00:06 00:03:21 0%
05/12/2011 63 0 61 97% 00:00:05 00:03:15 0%
05/13/2011 85 0 81 95% 00:00:11 00:03:27 0%
05/14/2011 98 0 94 96% 00:00:07 00:03:53 00:00:33 1%
05/15/2011 36 0 35 97% 00:00:09 00:04:29 0%
05/16/2011 39 0 37 95% 00:00:14 00:03:03 0%
05/17/2011 58 1 54 95% 00:00:10 00:04:15 00:00:23 0%
05/18/2011 41 0 40 98% 00:00:07 00:03:21 0%
05/19/2011 56 0 56 100% 00:00:02 00:02:59 0%
05/20/2011 91 0 85 93% 00:00:11 00:03:45 00:00:43 1%
05/21/2011 119 1 112 95% 00:00:09 00:03:13 00:00:17 0%
05/22/2011 87 0 84 97% 00:00:05 00:03:59 00:02:27 1%
05/23/2011 56 0 52 93% 00:00:15 00:03:39 0%
05/24/2011 52 0 51 98% 00:00:06 00:04:46 0%
05/25/2011 39 0 39 100% 00:00:03 00:02:57 0%
05/26/2011 71 0 70 99% 00:00:07 00:04:04 0%
05/27/2011 154 0 150 97% 00:00:08 00:03:26 00:00:42 1%
05/28/2011 211 2 172 82% 00:00:34 00:03:32 00:00:51 1%
05/29/2011 142 1 130 92% 00:00:16 00:03:44 00:00:47 1%
05/30/2011 120 1 116 97% 00:00:05 00:02:58 00:00:52 2%
05/31/2011 83 1 81 99% 00:00:08 00:03:03 00:00:04 0%

2349 8 2227 95% 00:00:11 00:03:38 00:00:46 0%

MAY 2011 (HD)



 2011 PHONE STATISTICS

11 of 128

Date Presented Abd <= 30 Ans <= 60 Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
06/01/2011 54 0 54 100% 00:00:04 00:03:08 0%
06/02/2011 69 0 62 90% 00:00:16 00:03:52 0%
06/03/2011 114 1 100 88% 00:00:27 00:03:40 00:00:02 0%
06/04/2011 116 0 107 92% 00:00:16 00:03:27 00:00:57 1%
06/05/2011 86 1 76 89% 00:00:18 00:03:44 00:00:52 1%
06/06/2011 85 1 73 87% 00:00:17 00:04:13 00:00:57 2%
06/07/2011 58 0 56 97% 00:00:08 00:03:40 0%
06/08/2011 60 0 58 97% 00:00:11 00:03:07 0%
06/09/2011 56 0 53 95% 00:00:12 00:02:59 0%
06/10/2011 91 2 81 91% 00:00:14 00:03:44 00:00:42 1%
06/11/2011 99 2 86 89% 00:00:25 00:03:07 00:00:33 1%
06/12/2011 77 0 71 92% 00:00:15 00:03:36 0%
06/13/2011 65 1 53 83% 00:00:27 00:03:16 00:00:36 2%
06/14/2011 65 0 62 95% 00:00:09 00:03:25 00:03:02 3%
06/15/2011 47 1 46 100% 00:00:06 00:03:27 00:00:26 0%
06/16/2011 71 0 71 100% 00:00:03 00:03:12 0%
06/17/2011 93 0 82 88% 00:00:18 00:03:36 00:00:55 1%
06/18/2011 95 3 88 96% 00:00:16 00:03:49 00:00:20 1%
06/19/2011 81 0 67 83% 00:00:18 00:03:49 00:04:23 12%
06/20/2011 57 0 56 98% 00:00:05 00:04:00 0%
06/21/2011 70 0 68 97% 00:00:06 00:03:36 0%
06/22/2011 48 0 48 100% 00:00:02 00:03:20 0%
06/23/2011 60 0 58 97% 00:00:07 00:03:40 0%
06/24/2011 89 1 78 89% 00:00:18 00:03:58 00:00:02 0%
06/25/2011 118 1 102 87% 00:00:18 00:03:37 00:01:04 4%
06/26/2011 67 0 66 99% 00:00:05 00:03:37 0%
06/27/2011 73 1 69 96% 00:00:07 00:03:33 00:00:06 0%
06/28/2011 69 0 62 90% 00:00:18 00:03:47 0%
06/29/2011 79 3 75 99% 00:00:08 00:03:22 00:00:19 0%
06/30/2011 76 1 70 93% 00:00:18 00:02:59 00:00:23 0%

2288 19 2098 92% 00:00:14 00:03:34 00:01:35 1%

 JUNE 2011 (HD)



 2011 PHONE STATISTICS

12 of 128

Date Presented Abd <= 30 Ans <= 60 Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
07/01/2011 139 0 129 93% 00:00:18 00:03:53 00:01:00 1%
07/02/2011 160 4 135 87% 00:00:28 00:04:02 00:00:49 1%
07/03/2011 123 1 114 93% 00:00:13 00:03:17 00:00:14 0%
07/04/2011 68 0 66 97% 00:00:08 00:03:38 0%
07/05/2011 60 0 53 88% 00:00:21 00:03:40 0%
07/06/2011 86 0 71 83% 00:00:33 00:03:08 00:01:00 3%
07/07/2011 45 1 40 91% 00:00:26 00:04:23 00:00:19 0%
07/08/2011 94 1 84 90% 00:00:27 00:03:27 00:00:11 0%
07/09/2011 99 1 94 96% 00:00:16 00:03:18 00:00:13 0%
07/10/2011 51 0 40 78% 00:00:28 00:03:56 00:01:22 4%
07/11/2011 54 1 47 89% 00:00:26 00:03:44 00:01:06 2%
07/12/2011 39 0 38 97% 00:00:11 00:04:27 0%

1018 9 911 90% 00:00:21 00:03:41 00:00:49 1%
07/13/2011 53 0 46 87% 00.00.19 00.02.48 00.00.56 2%
07/14/2011 45 0 41 91% 00.00.13 00.03.17 00.01.52 4%
07/15/2011 66 0 41 62% 00.00.47 00.03.58 00.01.09 0%
07/16/2011 92 2 82 91% 00.00.16 00.04.01 00.00.25 1%
07/17/2011 62 0 56 90% 00.00.14 00.04.30 00.00.45 3%
07/18/2011 48 0 40 83% 00.00.22 00.04.32 00.00.00 0%
07/19/2011 61 0 61 100% 00.00.00 00.03.29 00.00.00 0%
07/20/2011 48 0 48 100% 00.00.02 00.03.02 00.00.00 0%
07/21/2011 40 0 38 95% 00.00.06 00.03.50 00.00.45 3%
07/22/2011 72 0 66 92% 00.00.14 00.03.27 00.00.00 0%
07/23/2011 91 0 88 97% 00.00.04 00.03.25 00.00.59 1%
07/24/2011 53 0 39 74% 00.00.34 00.03.35 00.01.33 6%
07/25/2011 58 0 45 78% 00.00.23 00.04.10 00.01.06 9%
07/26/2011 55 1 49 91% 00.00.07 00.04.36 00.02.31 4%
07/27/2011 59 0 57 97% 00.00.06 00.03.53 00.00.00 0%
07/28/2011 35 0 35 100% 00.00.00 00.03.47 00.00.00 0%
07/29/2011 51 2 45 92% 00.00.09 00.03.39 00.00.34 2%
07/30/2011 82 0 81 99% 00.00.05 00.04.22 00.00.00 0%
07/31/2011 30 0 27 90% 00.00.14 00.04.56 00.01.36 3%

1101 5 985 90% 00.00.13 00.03.50 00.01.12 2%

JULY 2011 (HD)



 2011 PHONE STATISTICS

13 of 128

Date Presented Abd <= 30 Ans <= 60 Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
08/01/2011 54 0 54 100% 00:00:01 00:03:20 00.00.00 0%
08/02/2011 39 0 39 100% 00:00:01 00:03:30 00:00:00 0%
08/03/2011 39 0 39 100% 00:00:00 00:02:47 00:00:00 0%
08/04/2011 48 0 44 92% 00:00:08 00:03:09 00:01:26 2%
08/05/2011 111 0 92 83% 00:00:24 00:03:35 00:02:10 1%
08/06/2011 80 0 79 99% 00:00:04 00:03:12 00:00:00 0%
08/07/2011 33 0 29 88% 00:00:25 00:03:24 00:01:56 3%
08/08/2011 46 0 44 96% 00:00:03 00:04:40 00:01:39 4%
08/09/2011 47 3 37 84% 00:00:03 00:04:01 00:00:27 2%
08/10/2011 29 0 29 100% 00:00:01 00:03:44 00:00:00 0%
08/11/2011 32 0 30 94% 00:00:12 00:03:27 00:00:00 0%
08/12/2011 53 0 53 100% 00:00:01 00:04:02 00:00:00 0%
08/13/2011 66 0 66 100% 00:00:02 00:04:13 00:00:00 0%
08/14/2011 45 0 44 98% 00:00:04 00:03:20 00:00:00 0%
08/15/2011 40 0 40 100% 00:00:02 00:04:04 00:00:00 0%
08/16/2011 43 1 42 100% 00:00:01 00:03:43 00:00:37 0%
08/17/2011 39 0 39 100% 00:00:00 00:04:36 00:00:00 0%
08/18/2011 27 0 27 100% 00:00:00 00:03:29 00:00:00 0%
08/19/2011 54 0 52 96% 00:00:06 00:03:39 00:00:00 0%
08/20/2011 68 0 63 93% 00:00:07 00:04:03 00:00:48 1%
08/21/2011 30 0 29 97% 00:00:05 00:06:51 00:00:49 3%
08/22/2011 36 0 36 100% 00:00:00 00:03:42 00:00:00 0%
08/23/2011 29 0 29 100% 00:00:00 00"03:17 00:00:00 0%
08/24/2011 21 0 21 100% 00:00:03 00:03:47 00:00:00 0%
08/25/2011 24 0 24 100% 00:00:04 00:02:28 00:00:00 0%
08/26/2011 51 0 48 94% 00:00:11 00:04:00 00:00:00 0%
08/27/2011 79 1 69 88% 00:00:16 00:03:42 00:00:37 1%
08/28/2011 36 2 32 94% 00:00:04 00:03:59 00:00:41 3%
08/29/2011 41 0 40 98% 00:00:04 00:02:50 00:00:00 0%
08/30/2011 46 0 45 98% 00:00:02 00:03:49 00:00:00 0%
08/31/2011 63 0 58 92% 00:00:11 00:03:17 00:00:00 0%

1449 7 1373 95% 00:00:07 00:03:43 00:00:57 1%

AUGUST 2011 (HD)



 2011 PHONE STATISTICS

14 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
09/01/2011 104 0 100 0 96% 00:00:10 00:03:10 00:00:00 0%
09/02/2011 394 8 113 123 29% 00:04:41 00:05:42 00:04:20 29%
09/03/2011 328 2 219 23 67% 00:00:53 00:06:12 00:01:45 6%
09/04/2011 82 0 82 0 100% 00:00:01 00:04:12 00:00:00 0%
09/05/2011 122 1 101 6 83% 00:00:19 00:03:19 00:01:13 4%
09/06/2011 60 0 59 0 98% 00:00:03 00:03:29 00:00:00 0%
09/07/2011 52 0 50 0 96% 00:00:02 00:04:28 00:00:00 0%
09/08/2011 56 0 55 0 98% 00:00:01 00:04:18 00:00:00 0%
09/09/2011 65 0 60 1 92% 00:00:09 00:03:52 00:02:32 2%
09/10/2011 63 0 61 0 97% 00:00:14 00:03:15 00:00:00 0%
09/11/2011 25 0 24 0 96% 00:00:09 00:03:34 00:00:00 0%
09/12/2011 28 0 28 0 100% 00:00:03 00:03:41 00:00:00 0%
09/13/2011 37 0 37 0 100% 00:00:00 00:03:27 00:00:00 0%
09/14/2011 44 0 42 1 95% 00:00:05 00:03:14 00:00:44 2%
09/15/2011 41 0 37 0 90% 00:00:15 00.04.32 00:00:00 0%
09/16/2011 87 1 77 3 90% 00:00:19 00.04.08 00:00:43 2%
09/17/2011 125 0 77 7 62% 00:01:02 00.03.32 00:01:45 6%
09/18/2011 40 0 40 0 100% 00:00:01 00.03.45 00:00:00 0%
09/19/2011 53 0 52 0 98% 00:00:03 00.04.10 00:00:00 0%
09/20/2011 59 0 59 0 100% 00:00:00 00.05.35 00:00:00 0%
09/21/2011 73 0 73 0 100% 00:00:00 00.04.18 00:00:00 0%
09/22/2011 83 0 75 1 90% 00:00:12 00.04.39 00:01:39 1%
09/23/2011 176 0 148 2 84% 00:00:25 00.04.20 00:02:19 1%
09/24/2011 209 2 160 7 77% 00:00:30 00.06.07 00:00:51 2%
09/25/2011 54 0 48 0 89% 00:00:15 00.04.16 00:00:00 0%
09/26/2011 64 0 63 0 98% 00:00:04 00.04.53 00:00:00 0%
09/27/2011 53 0 53 0 100% 00:00:00 00.06.28 00:00:00 0%
09/28/2011 34 0 32 1 94% 00:00:04 00.03.11 00:01:11 3%
09/29/2011 53 0 51 2 96% 00:00:02 00.04.53 00:01:47 4%
09/30/2011 53 0 43 2 81% 00:00:27 00.03.56 00:00:54 4%

2717 14 2119 179 78% 00:00:48 00:04:40 00:03:27 6%

SEPTEMBER 2011 (HD)



 2011 PHONE STATISTICS

1 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
10/01/2011 63 1 51 2 82% 00.00.21 00.03.48 00.00.26 2%
10/02/2011 44 0 39 0 89% 00.00.11 00.04.51 00.00.00 0%
10/03/2011 49 0 47 0 96% 00.00.06 00.03.44 00.00.00 0%
10/04/2011 55 0 55 0 100% 00.00.00 00.03.04 00.00.00 0%
10/05/2011 29 0 27 0 93% 00.00.01 00.04.05 00.00.00 0%
10/06/2011 39 0 39 0 100% 00.00.03 00.04.14 00.00.00 0%
10/07/2011 41 0 41 0 100% 00.00.05 00.04.24 00.00.00 0%
10/08/2011 71 0 69 0 97% 00.00.00 00.03.58 00.00.00 0%
10/09/2011 48 0 48 0 100% 00.00.01 00.03.53 00.00.35 0%
10/10/2011 50 1 48 2 98% 00.00.22 00.04.27 00.00.00 2%
10/11/2011 39 0 32 0 82% 00.00.08 00.03.29 00.00.00 0%
10/12/2011 16 0 16 0 100% 00.00.00 00.02.45 00.00.00 0%
10/13/2011 34 0 33 1 97% 00.00.01 00.03.23 00.01.46 3%
10/14/2011 69 0 92 0 133% 00.00.17 00.03.42 00.00.00 0%
10/15/2011 50 0 47 1 94% 00.00.11 00.03.49 00.01.42 2%
10/16/2011 35 0 33 0 94% 00.00.08 00.03.10 00.00.00 0%
10/17/2011 40 0 34 0 85% 00.00.23 00.03.17 00.00.00 0%
10/18/2011 27 0 26 0 96% 00.00.07 00.03.12 00.00.00 0%
10/19/2011 26 0 26 0 100% 00.00.00 00.02.52 00.00.00 0%
10/20/2011 23 0 23 0 100% 00.00.03 00.03.10 00.00.00 0%
10/21/2011 49 0 48 0 98% 00.00.08 00.06.12 00.00.00 0%
10/22/2011 65 0 63 0 97% 00.00.07 00.04.07 00.00.00 0%
10/23/2011 26 0 26 0 100% 00.00.02 00.03.51 00.00.00 0%
10/24/2011 43 0 43 0 100% 00.00.08 00.03.53 00.00.00 0%
10/25/2011 47 0 45 0 96% 00.00.06 00.04.04 00.00.00 0%
10/26/2011 50 0 48 0 96% 00.00.05 00.02.50 00.00.00 0%
10/27/2011 56 0 56 0 100% 00.00.04 00.03.43 00.00.00 0%
10/28/2011 126 1 103 5 82% 00.00.24 00.03.41 00.00.54 3%
10/29/2011 187 0 181 1 97% 00.00.08 00.03.53 00.00.40 1%
10/30/2011 94 0 88 1 94% 00.00.10 00.03.27 00.00.49 1%
10/31/2011 41 0 37 0 90% 00.00.16 00.03.56 00.00.00 0%

1632 3 1564 13 96% 00.00.09 00.03.50 00.00.53 1%

OCTOBER 2011 (HD)



 2011 PHONE STATISTICS

16 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
11/01/2011 23 0 23 0 100% 00.00.01 00.03.22 00.00.00 0%
11/02/2011 40 0 38 0 95% 00.00.12 00.03.20 00.00.00 0%
11/03/2011 46 0 42 0 91% 00.00.18 00.03.03 00.00.00 0%
11/04/2011 161 3 107 6 68% 00.00.44 00.03.01 00.00.38 2%
11/05/2011 100 0 96 0 96% 00.00.10 00.03.56 00.00.00 0%
11/06/2011 59 0 58 0 98% 00.00.03 00.03.33 00.00.00 0%
11/07/2011 54 1 46 3 87% 00.00.18 00.04.16 00.01.12 4%
11/08/2011 42 0 41 0 98% 00.00.02 00.04.58 00.00.00 0%
11/09/2011 44 0 43 1 98% 00.00.01 00.03.20 00.00.33 2%
11/10/2011 41 0 41 0 100% 00.00.00 00.04.01 00.00.00 0%
11/11/2011 59 0 55 0 93% 00.00.13 00.05.04 00.00.00 0%
11/12/2011 57 0 57 0 100% 00.00.01 00.03.13 00.00.00 0%
11/13/2011 28 0 28 0 100% 00.00.00 00.02.57 00.00.00 0%
11/14/2011 37 0 35 1 95% 00.00.04 00.03.34 00.01.48 3%
11/15/2011 31 0 31 0 100% 00.00.00 00.03.29 00.00.00 0%
11/16/2011 36 0 35 0 97% 00.00.03 00.03.05 00.00.00 0%
11/17/2011 62 0 60 0 97% 00.00.09 00.03.49 00.00.00 0%
11/18/2011 157 4 130 7 85% 00.00.27 00.03.16 00.00.42 2%
11/19/2011 141 1 137 1 98% 00.00.06 00.03.23 00.00.09 0%
11/20/2011 35 0 34 0 97% 00.00.04 00.03.00 00.00.00 0%
11/21/2011 45 0 44 0 98% 00.00.06 00.03.46 00.00.00 0%
11/22/2011 48 1 42 1 89% 00.00.15 00.03.10 00.00.08 0%
11/23/2011 107 1 93 1 88% 00.00.21 00.03.20 00.00.32 0%
11/24/2011 52 0 51 0 98% 00.00.06 00.03.17 00.00.00 0%
11/25/2011 100 0 93 0 93% 00.00.14 00.03.18 00.00.00 0%
11/26/2011 61 0 58 1 95% 00.00.11 00.03.29 00.00.36 2%
11/27/2011 5 0 5 0 100% 00.00.17 00.04.50 00.00.00 0%
11/28/2011 34 0 34 0 100% 00.00.10 00.05.48 00.00.00 0%
11/29/2011 36 0 33 0 92% 00.00.15 00.03.17 00.00.00 0%
11/30/2011 18 0 18 0 100% 00.00.08 00.04.09 00.00.00 0%

1759 11 1608 22 92% 00.00.14 00.03.33 00.00.44 1%

NOVEMBER 2011 (HD)



 2011 PHONE STATISTICS

17 of 128

Date Presented Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
12/01/2011 24 0 19 1 79% 00.00.20 00.03.54 00.00.39 4%
12/02/2011 59 1 50 3 86% 00.00.23 00.03.50 00.00.27 3%
12/03/2011 43 0 40 0 93% 00.00.13 00.05.42 00.00.00 0%
12/04/2011 20 0 19 0 95% 00.00.07 00.02.45 00.00.00 0%
12/05/2011 20 0 19 0 95% 00.00.09 00.03.50 00.00.00 0%
12/06/2011 20 0 19 0 95% 00.00.05 00.03.45 00.00.00 0%
12/07/2011 17 0 17 0 100% 00.00.03 00.04.51 00.00.00 0%
12/08/2011 26 0 26 0 100% 00.00.00 00.04.11 00.00.00 0%
12/09/2011 18 1 16 1 94% 00.00.06 00.02.42 00.00.07 0%
12/10/2011 28 0 27 0 96% 00.00.06 00.03.18 00.00.00 0%
12/11/2011
12/12/2011 19 0 17 0 89% 00.00.10 00.04.13 00.00.00 0%
12/13/2011 17 0 16 0 94% 00.00.11 00.03.44 00.00.00 0%
12/14/2011 12 1 8 2 73% 00.00.51 00.03.06 00.00.52 8%
12/15/2011 18 0 16 0 89% 00.00.20 00.04.59 00.00.00 0%
12/16/2011 21 0 21 0 100% 00.00.04 00.03.11 00.00.00 0%
12/17/2011 29 0 23 1 79% 00.00.28 00.03.58 00.01.44 3%
12/18/2011
12/19/2011 29 0 29 0 100% 00.00.03 00.03.11 00.00.00 0%
12/20/2011 12 0 12 0 100% 00.00.00 00.02.47 00.00.00 0%
12/21/2011 20 0 19 0 95% 00.00.19 00.02.28 00.00.00 0%
12/22/2011 19 0 18 1 95% 00.00.02 00.04.26 00.01.30 5%
12/23/2011 22 0 19 1 86% 00.00.13 00.05.20 00.03.09 5%
12/24/2011 3 0 3 0 100% 00.00.00 00.01.29 00.00.00 0%
12/25/2011
12/26/2011 28 0 25 0 89% 00.00.16 00.02.55 00.00.00 0%
12/27/2011 16 0 15 1 94% 00.00.06 00.03.17 00.02.15 6%
12/28/2011 11 0 11 0 100% 00.00.03 00.03.29 00.00.00 0%
12/29/2011 20 0 20 0 100% 00.00.04 00.03.09 00.00.00 0%
12/30/2011 18 0 15 0 83% 00.00.17 00.03.18 00.00.00 0%
12/31/2011 18 0 13 1 72% 00.00.43 00.04.29 00.00.35 6%

607 3 552 12 91% 00.00.13 00.03.49 00.01.05 1%

DECEMBER 2011 (HD)



 2011 PHONE STATISTICS

18 of 128

Month Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

January 401 5 334 84% 00:00:25 00:03:59 00:01:54 -1%
February 435 12 392 93% 00:00:14 00:00:29 00:16:33 -3%
March 1140 13 1051 93% 00:00:12 00:03:58 00:00:19 -1%
April 1217 16 1104 92% 00:00:14 00:04:31 00:00:41 -1%
May 1090 24 976 92% 00:00:16 00:04:35 00:00:24 -2%
June 1371 21 1254 93% 00:00:15 00:04:57 00:00:22 -2%
July 1-15 482 15 411 88% 00:00:20 00:04:44 00:00:18 -3%
July 16-31 716 7 654 92% 00.00.15 00.04.25 00.00.46 -1%
August 811 9 755 94% 00.00.11 00..04.31 00.00.32 -1%
September 935 5 892 8 96% 00.00.07 00.04.26 00.00.31 0%
October 750 3 730 5 98% 00.00.05 00.03.53 00.00.32 0%
November 714 4 681 7 96% 00.00.09 00.03.43 00.00.34 0%
December 369 3 336 6 92% 00.00.13 00.03.53 00.01.10 1%

10431 137 9570 26 93% 00:00:32 00:04:05 00:01:51 -1%

2011 LICENSE SALES SUMMARY



 2011 PHONE STATISTICS

19 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
01/01/2011 7 0 7 100% 00:00:01 00:03:36 0%
01/02/2011 9 0 6 67% 00:00:34 00:02:30 00:01:31 22%
01/03/2011 25 0 16 64% 00:01:02 00:04:42 00:01:31 12%
01/04/2011 18 0 14 78% 00:00:45 00:04:48 0%
01/05/2011 18 1 9 53% 00:01:20 00:03:40 00:03:30 22%
01/06/2011 22 0 18 82% 00:00:32 00:04:47 0%
01/07/2011 20 0 12 60% 00:00:57 00:05:52 00:01:27 5%
01/08/2011 9 0 3 33% 00:01:15 00:04:24 00:02:33 33%
01/09/2011 4 0 4 100% 00:00:01 00:09:17 0%
01/10/2011 2 0 1 50% 00:03:53 00:07:06 0%
01/11/2011 9 1 7 88% 00:00:24 00:02:25 00:00:00 0%
01/12/2011 11 0 11 100% 00:00:10 00:05:07 0%
01/13/2011 16 0 11 69% 00:00:48 00:03:28 0%
01/14/2011 19 0 18 95% 00:00:22 00:03:42 0%
01/15/2011 15 0 11 73% 00:00:27 00:03:58 00:01:10 7%
01/16/2011 5 0 5 100% 00:00:01 00:01:59 0%
01/17/2011 17 0 17 100% 00:00:01 00:04:01 0%
01/18/2011 19 0 19 100% 00:00:05 00:02:55 0%
01/19/2011 16 0 15 94% 00:00:08 00:04:36 0%
01/20/2011 8 0 8 100% 00:00:01 00:04:40 0%
01/21/2011 10 0 10 100% 00:00:06 00:03:21 0%
01/22/2011 11 0 10 91% 00:00:08 00:03:10 0%
01/23/2011 3 0 3 100% 00:00:01 00:02:41 0%
01/24/2011 12 0 12 100% 00:00:06 00:02:55 0%
01/25/2011 12 1 11 100% 00:00:01 00:04:05 00:00:00 0%
01/26/2011 23 0 23 100% 00:00:01 00:03:08 0%
01/27/2011 20 1 19 100% 00:00:01 00:03:49 00:00:19 0%
01/28/2011 18 1 15 88% 00:00:19 00:03:09 00:00:16 0%
01/29/2011 10 0 10 100% 00:00:07 00:04:08 0%
01/30/2011 5 0 2 40% 00:01:00 00:04:19 0%
01/31/2011 8 0 7 88% 00:00:40 00:03:26 0%

401 5 334 84% 00:00:25 00:03:59 00:01:54 3%

JANUARY 2011 (LS)



 2011 PHONE STATISTICS

20 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
02/01/2011 3 0 3 100% 00:00:10 00:02:59 0%
02/02/2011 17 0 16 94% 00:00:08 00:02:08 0%
02/03/2011 9 1 8 100% 00:00:24 00:02:23 00:00:08 0%
02/04/2011 9 0 9 100% 00:00:04 00:03:06 0%
02/05/2011 9 0 9 100% 00:00:02 00:03:06 0%
02/06/2011 9 0 9 100% 00:00:10 00:03:38 0%
02/07/2011 11 0 11 100% 00:00:06 00:04:29 0%
02/08/2011 8 0 8 100% 00:00:01 00:01:52 0%
02/09/2011 11 0 10 91% 00:00:11 00:02:08 0%
02/10/2011 15 0 15 100% 00:00:08 00:02:48 0%
02/11/2011 18 0 17 94% 00:00:14 00:02:25 0%
02/12/2011 10 0 9 90% 00:00:10 00:04:57 0%
02/13/2011 8 1 6 86% 00:00:23 00:03:33 00:00:00 0%
02/14/2011 13 1 12 100% 00:00:01 00:03:31 00:00:23 0%
02/15/2011 19 2 12 71% 00:00:40 00:03:14 00:01:03 5%
02/16/2011 19 0 19 100% 00:00:08 00:02:41 0%
02/17/2011 26 0 24 92% 00:00:17 00:02:55 0%
02/18/2011 40 0 36 90% 00:00:23 00:03:45 0%
02/19/2011 28 0 26 93% 00:00:15 00:04:57 0%
02/20/2011 5 0 3 60% 00:00:27 00:05:39 00:01:06 20%
02/21/2011 20 1 15 79% 00:00:33 00:03:18 00:00:48 10%
02/22/2011 18 0 18 100% 00:00:09 00:03:57 0%
02/23/2011 19 0 19 100% 00:00:08 00:03:18 0%
02/24/2011 19 1 15 83% 00:00:18 00:04:44 00:00:00 0%
02/25/2011 21 1 18 90% 00:00:08 00:02:30 00:00:26 5%
02/26/2011 19 2 16 94% 00:00:16 00:02:45 00:00:06 0%
02/27/2011 1 0 1 100% 00:00:01 00:02:11 0%
02/28/2011 31 2 28 97% 00:00:06 00:04:16 00:00:01 0%

435 12 392 93% 00:00:14 00:00:29 1% 00:03:25

FEBRUARY 2011 (LS)



 2011 PHONE STATISTICS

21 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
03/01/2011 29 0 28 97% 00:00:12 00:03:12 0%
03/02/2011 41 0 38 93% 00:00:12 00:05:22 0%
03/03/2011 47 1 36 78% 00:00:31 00:03:43 00:00:24 2%
03/04/2011 40 1 35 90% 00:00:14 00:03:04 00:00:00 0%
03/05/2011 21 0 21 100% 00:00:10 00:04:34 0%
03/06/2011
03/07/2011 34 1 27 82% 00:00:25 00:04:04 00:00:19 3%
03/08/2011 23 0 23 100% 00:00:01 00:02:51 0%
03/09/2011 32 0 28 88% 00:00:13 00:03:58 0%
03/10/2011 38 0 38 100% 00:00:01 00:03:35 0%
03/11/2011 50 0 48 96% 00:00:08 00:03:53 0%
03/12/2011 38 1 33 89% 00:00:24 00:05:08 00:00:24 3%
03/13/2011
03/14/2011 33 0 31 94% 00:00:13 00:02:51 0%
03/15/2011 36 0 35 97% 00:00:06 00:03:36 0%
03/16/2011 53 1 51 98% 00:00:11 00:04:08 00:00:00 0%
03/17/2011 51 0 51 100% 00:00:04 00:04:11 0%
03/18/2011 84 2 69 84% 00:00:26 00:04:39 00:00:25 1%
03/19/2011 60 1 52 88% 00:00:21 00:04:07 00:00:22 0%
03/20/2011
03/21/2011 59 1 55 95% 00:00:16 00:04:09 00:00:08 0%
03/22/2011 42 1 41 100% 00:00:05 00:04:07 00:00:00 0%
03/23/2011 46 2 41 93% 00:00:16 00:03:17 00:00:20 0%
03/24/2011 37 1 35 97% 00:00:04 00:03:18 00:00:01 0%
03/25/2011 43 0 42 98% 00:00:05 00:04:01 0%
03/26/2011 36 0 32 89% 00:00:13 00:03:22 0%
03/27/2011
03/28/2011 48 0 47 98% 00:00:07 00:04:44 00:00:55 2%
03/29/2011 25 0 21 84% 00:00:14 00:04:46 0%
03/30/2011 44 0 43 98% 00:00:07 00:03:06 0%
03/31/2011 50 0 50 100% 00:00:02 00:03:53 0%

1140 13 1051 93% 00:00:12 00:03:58 00:00:19 0%

MARCH 2011 (LS)



 2011 PHONE STATISTICS

22 of 128

Date Presented Abd <= 30 Ans <= 60 Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
04/01/2011 95 2 84 90% 00:00:15 00:04:01 00:00:36 2%
04/02/2011 62 0 59 95% 00:00:12 00:05:57 0%
04/03/2011

04/04/2011 43 0 28 65% 00:00:40 00:05:25 00:03:20 5%
04/05/2011 25 1 24 100% 00:00:07 00:03:48 00:00:07 0%
04/06/2011 43 0 41 95% 00:00:07 00:04:28 0%
04/07/2011 51 0 46 90% 00:00:23 00:03:42 0%
04/08/2011 71 3 57 84% 00:00:33 00:03:41 00:00:28 3%
04/09/2011 47 0 46 98% 00:00:12 00:05:14 0%
04/10/2011

04/11/2011 49 0 43 88% 00:00:15 00:04:49 00:00:40 4%
04/12/2011 47 0 46 98% 00:00:05 00:04:38 0%
04/13/2011 55 1 50 93% 00:00:10 00:04:54 00:00:20 0%
04/14/2011 65 1 61 95% 00:00:08 00:04:43 00:00:00 0%
04/15/2011 49 0 48 98% 00:00:03 00:04:59 0%
04/16/2011 32 0 31 97% 00:00:05 00:04:18 0%
04/17/2011

04/18/2011 37 0 33 89% 00:00:17 00:04:10 00:01:02 3%
04/19/2011 25 0 24 96% 00:00:08 00:04:14 0%
04/20/2011 36 1 32 91% 00:00:12 00:02:58 00:00:34 3%
04/21/2011 53 0 52 98% 00:00:05 00:04:55 0%
04/22/2011 67 2 57 88% 00:00:21 00:04:44 00:00:32 1%
04/23/2011 49 1 43 90% 00:00:13 00:05:11 00:00:07 0%
04/24/2011

04/25/2011 42 0 40 95% 00:00:11 00:04:31 0%
04/26/2011 26 0 24 92% 00:00:16 00:03:22 0%
04/27/2011 37 0 34 92% 00:00:13 00:04:53 0%
04/28/2011 22 1 18 86% 00:00:17 00:03:13 00:00:18 0%
04/29/2011 52 0 50 96% 00:00:13 00:04:19 0%
04/30/2011 37 3 33 97% 00:00:07 00:04:26 00:00:19 0%

1217 16 1104 92% 00:00:14 00:04:31 00:00:41 1%

APRIL 2011 (LS)



 2011 PHONE STATISTICS

23 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
05/01/2015
05/02/2011 32 0 31 97% 00:00:11 00:04:17 0%
05/03/2011 40 0 39 98% 00:00:09 00:03:22 0%
05/04/2011 35 0 33 94% 00:00:15 00:04:19 0%
05/05/2011 24 0 24 100% 00:00:03 00:04:49 0%
05/06/2011 45 3 40 95% 00:00:14 00:04:01 00:00:15 0%
05/07/2011 18 1 11 65% 00:00:47 00:04:37 00:00:25 0%
05/08/2011
05/09/2011 46 0 32 70% 00:00:41 00:04:42 00:00:45 2%
05/10/2011 28 0 27 96% 00:00:15 00:04:24 0%
05/11/2011 31 0 31 100% 00:00:07 00:03:21 0%
05/12/2011 37 0 37 100% 00:00:12 00:04:38 0%
05/13/2011 55 2 52 98% 00:00:10 00:04:24 00:00:12 0%
05/14/2011 31 0 29 94% 00:00:13 00:05:26 0%
05/15/2011
05/16/2011 36 1 30 86% 00:00:27 00:05:27 00:00:01 0%
05/17/2011 29 4 25 100% 00:00:05 00:05:11 00:00:15 0%
05/18/2011 33 0 27 82% 00:00:29 00:04:16 00:00:38 3%
05/19/2011 31 0 31 100% 00:00:05 00:03:27 0%
05/20/2011 49 0 48 98% 00:00:08 00:04:46 0%
05/21/2011 49 2 44 94% 00:00:15 00:04:52 00:00:02 0%
05/22/2011
05/23/2011 55 1 51 94% 00:00:13 00:05:57 00:00:10 0%
05/24/2011 39 1 34 89% 00:00:15 00:04:28 00:00:00 0%
05/25/2011 35 1 33 97% 00:00:08 00:04:30 00:00:00 0%
05/26/2011 41 0 41 100% 00:00:04 00:04:17 0%
05/27/2011 79 1 77 99% 00:00:08 00:04:18 00:00:18 0%
05/28/2011 98 5 67 72% 00:00:39 00:05:45 00:00:49 4%
05/29/2011
05/30/2011 36 1 33 94% 00:00:10 00:05:23 00:00:00 0%
05/31/2011 58 1 49 86% 00:00:18 00:03:10 00:00:17 2%

1090 24 976 92% 00:00:16 00:04:35 00:00:24 1%

MAY 2011 (LS)



 2011 PHONE STATISTICS

24 of 128

Date Presented Abd <= 30 Ans <= 60 Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
06/01/2011 45 1 43 98% 00:00:06 00:03:48 00:00:11 0%
06/02/2011 48 0 45 94% 00:00:15 00:04:36 00:00:37 2%
06/03/2011 78 0 64 82% 00:00:28 00:03:58 00:00:49 1%
06/04/2011 66 1 50 77% 00:00:33 00:05:12 00:00:30 2%

06/06/2011 81 0 69 85% 00:00:27 00:06:11 00:01:06 2%
06/07/2011 50 0 49 98% 00:00:06 00:05:43 00:02:52 2%
06/08/2011 48 0 47 98% 00:00:10 00:05:00 0%
06/09/2011 46 1 44 98% 00:00:08 00:03:47 00:00:04 0%
06/10/2011 68 2 62 94% 00:00:12 00:04:38 00:00:08 0%
06/11/2011 38 1 35 95% 00:00:13 00:04:43 00:00:32 3%

06/13/2011 70 0 65 93% 00:00:17 00:05:43 0%
06/14/2011 34 0 33 97% 00:00:07 00:04:16 0%
06/15/2011 55 0 52 95% 00:00:18 00:04:55 0%
06/16/2011 60 1 56 95% 00:00:11 00:04:11 00:00:00 0%
06/17/2011 62 0 60 97% 00:00:08 00:05:55 0%
06/18/2011 52 0 52 100% 00:00:04 00:06:20 0%

06/20/2011 73 0 70 96% 00:00:15 00:06:01 0%
06/21/2011 35 0 35 100% 00:00:02 00:04:16 0%
06/22/2011 33 0 33 100% 00:00:01 00:03:43 0%
06/23/2011 46 1 42 93% 00:00:09 00:04:44 00:00:00 0%
06/24/2011 52 2 48 96% 00:00:11 00:04:49 00:00:03 0%
06/25/2011 42 3 31 79% 00:00:31 00:05:59 00:00:03 0%

06/27/2011 50 1 44 90% 00:00:18 00:04:15 00:00:18 0%
06/28/2011 49 0 47 96% 00:00:12 00:05:25 0%
06/29/2011 39 3 33 92% 00:00:13 00:03:31 00:00:03 0%
06/30/2011 51 4 45 96% 00:00:16 00:04:20 00:00:12 2%

1371 21 1254 93% 00:00:15 00:04:57 00:00:22 1%

 JUNE 2011 (LS)



 2011 PHONE STATISTICS

25 of 128

Date Presented Abd <= 30 Ans <= 60 Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
07/01/2011 85 1 80 95% 00:00:15 00:04:04 00:00:20 1%
07/02/2011 70 2 54 79% 00:00:32 00:04:42 00:00:29 3%
07/03/2011

07/04/2011 29 1 23 82% 00:00:24 00:06:55 00:00:12 0%
07/05/2011 56 4 44 85% 00:00:22 00:05:19 00:00:19 5%
07/06/2011 48 3 34 76% 00:00:34 00:04:31 00:00:11 0%
07/07/2011 41 2 30 77% 00:00:27 00:03:48 00:00:06 0%
07/08/2011 42 0 41 98% 00:00:08 00:03:59 0%
07/09/2011 37 0 35 95% 00:00:12 00:06:00 0%
07/10/2011

07/11/2011 37 2 34 97% 00:00:12 00:05:55 00:00:11 0%
07/12/2011 37 0 36 97% 00:00:07 00:03:33 0%

482 15 411 88% 00:00:20 00:04:44 00:00:18 1%
07/13/2011 29 1 26 93% 00.00.20 00.03.37 00.00.16 0%
07/14/2011 38 0 30 79% 00.00.33 00.03.54 00.01.43 3%
07/15/2011 56 2 52 96% 00.00.19 00.04.54 00.00.10 0%
07/16/2011 43 2 29 71% 00.00.48 00.04.55 00.00.40 2%
07/17/2011

07/18/2011 55 0 54 98% 00.00.06 00.04.32 00.00.00 0%
07/19/2011 40 0 39 98% 00.00.05 00.04.24 00.00.00 0%
07/20/2011 48 0 46 96% 00.00.13 00.04.11 00.00.00 0%
07/21/2011 44 0 40 91% 00.00.18 00.03.46 00.00.00 0%
07/22/2011 44 0 44 100% 00.00.08 00.04.42 00.00.00 0%
07/23/2011 34 2 26 81% 00.00.27 00.05.47 00.00.16 0%
07/24/2011

07/25/2011 66 0 57 86% 00.00.21 00.04.36 00.00.00 0%
07/26/2011 48 0 46 96% 00.00.07 00.04.38 00.00.00 0%
07/27/2011 60 0 60 100% 00.00.04 00.03.24 00.00.00 0%
07/28/2011 26 0 25 96% 00.00.05 00.03.41 00.02.32 4%
07/29/2011 50 0 49 98% 00.00.04 00.05.21 00.00.00 0%
07/30/2011 35 0 31 89% 00.00.24 00.03.56 00.01.08 3%
07/31/2011

716 7 654% 92.24% 00:00:15 00:00:46 00:00:25 0.56%

JULY 2011 (LS)



 2011 PHONE STATISTICS

26 of 128

Date Presented Abd <= 30 Ans <= 60 Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
08/01/2011 42 1 38 93% 00.00.21 00.04.26 00.00.11 0%
08/02/2011 40 0 39 98% 00.00.03 00.03.53 00.00.00 0%
08/03/2011 27 0 27 100% 00.00.05 00.03.07 00.00.00 0%
08/04/2011 29 0 28 97% 00.00.07 00.03.50 00.00.00 0%
08/05/2011 52 1 48 94% 00.00.13 00.03.36 00.00.06 0%
08/06/2011 36 0 32 89% 00.00.23 00.06.14 00.01.44 3%
08/07/2011
08/08/2011 36 1 31 89% 00.00.18 00.05.08 00.00.00 0%
08/09/2011 27 3 21 88% 00.00.22 00.05.15 00.00.19 4%
08/10/2011 19 0 17 89% 00.00.15 00.03.40 00.00.00 0%
08/11/2011 25 0 24 96% 00.00.12 00.04.14 00.00.00 0%
08/12/2011 32 0 30 94% 00.00.15 00.04.40 00.00.00 0%
08/13/2011 27 1 24 92% 00.00.11 00.05.25 00.00.07 0%
08/14/2011
08/15/2011 30 0 30 100% 00.00.05 00.04.14 00.00.00 0%
08/16/2011 25 1 23 96% 00.00.07 00.05.55 00.00.01 0%
08/17/2011 28 0 26 93% 00.00.16 00.04.54 00.00.00 0%
08/18/2011 16 0 16 100% 00.00.07 00.03.06 00.00.00 0%
08/19/2011 25 0 25 100% 00.00.05 00.04.30 00.00.00 0%
08/20/2011 23 0 21 91% 00.00.13 00.05.59 00.01.15 4%
08/21/2011
08/22/2011 23 1 20 91% 00.00.07 00.05.03 00.00.13 0%
08/23/2011 24 0 23 96% 00.00.04 00.05.50 00.00.00 0%
08/24/2011 24 0 24 100% 00.00.00 00.04.42 00.00.00 0%
08/25/2011 31 0 30 97% 00.00.09 00.04.17 00.00.00 0%
08/26/2011 32 0 29 91% 00.00.18 00.04.26 00.00.00 0%
08/27/2011 31 0 31 100% 00.00.00 00.04.37 00.00.00 0%
08/28/2011
08/29/2011 31 0 26 84% 00.00.22 00.03.39 00.01.18 6%
08/30/2011 39 0 39 100% 00.00.01 00.03.59 00.00.00 0%
08/31/2011 37 0 33 89% 00.00.14 00.04.15 00.00.35 3%

811 9 755 94% 00.00.11 00..04.31 00.00.32 1%

AUGUST 2011 (LS)



 2011 PHONE STATISTICS

27 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
09/01/2011 120 0 119 0 99% 00.00.02 00.04.20 00.00.00 0%
09/02/2011 87 0 85 0 98% 00.00.04 00.05.01 00.00.00 0%
09/03/2011 78 1 74 1 96% 00.00.07 00.04.48 00.00.07 0%

09/05/2011 15 0 14 0 93% 00.00.16 00.04.45 00.00.00 0%
09/06/2011 20 0 20 0 100% 00.00.01 00.03.37 00.00.00 0%
09/07/2011 41 0 41 0 100% 00.00.00 00.03.10 00.00.00 0%
09/08/2011 29 0 28 0 97% 00.00.05 00.04.46 00.00.00 0%
09/09/2011 46 0 46 0 100% 00.00.04 00.05.15 00.00.00 0%
09/10/2011 32 2 20 3 67% 00.00.41 00.05.59 00.00.29 3%

09/12/2011 21 0 20 0 95% 00.00.06 00.02.24 00.00.00 0%
09/13/2011 22 0 22 0 100% 00.00.00 00.03.56 00.00.00 0%
09/14/2011 16 0 16 0 100% 00.00.06 00.05.59 00.00.00 0%
09/15/2011 26 0 23 0 88% 00.00.16 00.03.45 00.00.00 0%
09/16/2011 28 0 23 0 82% 00.00.25 00.05.11 00.00.00 0%
09/17/2011 24 0 22 0 92% 00.00.16 00.07.21 00.00.00 0%

09/19/2011 22 0 22 0 100% 00.00.03 00.03.30 00.00.00 0%
09/20/2011 24 0 24 0 100% 00.00.03 00.04.25 00.00.00 0%
09/21/2011 28 0 26 0 93% 00.00.10 00.04.12 00.00.00 0%
09/22/2011 26 0 25 0 96% 00.00.05 00.04.09 00.00.00 0%
09/23/2011 51 0 50 0 98% 00.00.05 00.03.58 00.00.00 0%
09/24/2011 48 1 44 2 94% 00.00.10 00.05.04 00.00.42 2%

09/26/2011 20 1 19 1 100% 00.00.01 00.03.32 00.00.16 0%
09/27/2011 24 0 24 0 100% 00.00.02 00.03.48 00.00.00 0%
09/28/2011 21 0 21 0 100% 00.00.05 00.04.01 00.00.00 0%
09/29/2011 28 0 26 1 93% 00.00.07 00.03.05 00.00.52 4%
09/30/2011 38 0 38 0 100% 00.00.02 00.03.37 00.00.00 0%

935 5 892 8 96% 00.00.07 00.04.26 00.00.31 0%

SEPTEMBER 2011 (LS)



 2011 PHONE STATISTICS

28 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
10/01/2011 18 0 18 0 100% 00.00.12 00.04.33 00.00.00 0%

10/03/2011 30 0 27 0 90% 00.00.17 00.04.46 00.00.00 0%
10/04/2011 29 0 29 0 100% 00.00.00 00.03.03 00.00.00 0%
10/05/2011 20 0 20 0 100% 00.00.01 00.03.51 00.00.00 0%
10/06/2011 30 0 30 0 100% 00.00.01 00.03.54 00.00.00 0%
10/07/2011 56 0 56 0 100% 00.00.03 00.04.24 00.00.00 0%
10/08/2011 22 0 22 0 100% 00.00.00 00.05.36 00.00.00 0%
10/09/2011
10/10/2011 23 0 23 0 100% 00.00.00 00.03.49 00.00.00 0%
10/11/2011 26 0 23 0 88% 00.00.27 00.03.48 00.00.00 0%
10/12/2011 21 1 19 1 95% 00.00.06 00.03.19 00.00.05 0%
10/13/2011 25 0 25 0 100% 00.00.01 00.02.54 00.00.00 0%
10/14/2011 38 1 35 1 95% 00.00.11 00.04.19 00.00.07 0%
10/15/2011 23 0 23 0 100% 00.00.02 00.04.42 00.00.00 0%
10/16/2011
10/17/2011 34 0 34 0 100% 00.00.00 00.04.45 00.00.00 0%
10/18/2011 17 0 17 0 100% 00.00.04 00.03.12 00.00.00 0%
10/19/2011 27 0 27 0 100% 00.00.01 00.04.27 00.00.00 0%
10/20/2011 18 1 17 1 100% 00.00.03 00.04.31 00.00.07 0%
10/21/2011 26 0 24 0 92% 00.00.15 00.04.16 00.00.00 0%
10/22/2011 20 0 18 0 90% 00.00.13 00.04.46 00.00.00 0%
10/23/2011
10/24/2011 27 0 26 1 96% 00.00.04 00.04.12 00.01.31 4%
10/25/2011 24 0 23 0 96% 00.00.08 00.03.34 00.00.00 0%
10/26/2011 39 0 38 0 97% 00.00.03 00.03.14 00.00.00 0%
10/27/2011 33 0 33 0 100% 00.00.01 00.02.53 00.00.00 0%
10/28/2011 63 0 63 0 100% 00.00.01 00.02.32 00.00.00 0%
10/29/2011 38 0 37 1 97% 00.00.01 00.03.35 00.00.48 3%
10/30/2011
10/31/2011 23 0 23 0 100% 00.00.01 00.02.56 00.00.00 0%

750 3 730 5 98% 00.00.05 00.03.53 00.00.32 0%

OCTOBER 2011 (LS)



 2011 PHONE STATISTICS

29 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
11/01/2011 18 0 18 0 100% 00.00.00 00.03.22 00.00.00 0%
11/02/2011 23 1 21 1 95% 00.00.07 00.03.26 00.00.06 0%
11/03/2011 25 0 25 0 100% 00.00.02 00.02.58 00.00.00 0%
11/04/2011 43 0 42 0 98% 00.00.03 00.03.35 00.00.00 0%
11/05/2011 24 0 21 0 88% 00.00.16 00.04.02 00.00.00 0%
11/06/2011
11/07/2011 46 0 46 0 100% 00.00.04 00.04.24 00.00.00 0%
11/08/2011 22 0 22 0 100% 00.00.01 00.04.04 00.00.00 0%
11/09/2011 18 0 18 0 100% 00.00.01 00.02.44 00.00.00 0%
11/10/2011 25 0 25 0 100% 00.00.06 00.03.38 00.00.00 0%
11/11/2011 38 0 38 0 100% 00.00.04 00.03.50 00.00.00 0%
11/12/2011 27 0 27 0 100% 00.00.06 00.04.23 00.00.00 0%
11/13/2011
11/14/2011 20 0 19 0 95% 00.00.13 00.03.08 00.00.00 0%
11/15/2011 20 0 20 0 100% 00.00.01 00.03.16 00.00.00 0%
11/16/2011 27 0 27 0 100% 00.00.05 00.03.34 00.00.00 0%
11/17/2011 19 0 19 0 100% 00.00.11 00.02.18 00.00.00 0%
11/18/2011 39 0 36 1 92% 00.00.18 00.03.20 00.01.50 3%
11/19/2011 39 1 31 3 82% 00.00.27 00.05.03 00.00.40 5%
11/20/2011
11/21/2011 25 0 25 0 100% 00.00.05 00.03.13 00.00.00 0%
11/22/2011 38 1 33 1 89% 00.00.11 00.02.51 00.00.01 0%
11/23/2011 48 0 48 0 100% 00.00.04 00.03.51 00.00.00 0%
11/24/2011 26 0 25 0 96% 00.00.07 00.03.12 00.00.00 0%
11/25/2011 37 0 33 0 89% 00.00.20 00.05.00 00.00.00 0%
11/26/2011 20 0 17 0 85% 00.00.25 00.03.41 00.00.00 0%
11/27/2011
11/28/2011 20 1 18 1 95% 00.00.13 00.04.53 00.00.03 0%
11/29/2011 10 0 10 0 100% 00.00.00 00.02.46 00.00.00 0%
11/30/2011 17 0 17 0 100% 00.00.06 00.03.43 00.00.00 0%

714 4 681 7 96% 00.00.09 00.03.43 00.00.34 0%

NOVEMBER 2011 (LS)



 2011 PHONE STATISTICS

30 of 128

Date Presented Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
12/01/2011 17 0 15 0 88% 00.00.13 00.02.52 00.00.00 0%
12/02/2011 27 0 26 0 96% 00.00.04 00.05.36 00.00.00 0%
12/03/2011 16 0 15 0 94% 00.00.12 00.03.59 00.00.00 0%
12/04/2011
12/05/2011 13 0 12 1 92% 00.00.05 00.03.07 00.04.27 8%
12/06/2011 13 0 13 0 100% 00.00.01 00.03.25 00.00.00 0%
12/07/2011 12 0 12 0 100% 00.00.02 00.04.30 00.00.00 0%
12/08/2011 11 0 10 0 91% 00.00.07 00.02.40 00.00.00 0%
12/09/2011 11 0 10 0 91% 00.00.10 00.02.28 00.00.00 0%
12/10/2011 9 0 8 1 89% 00.00.03 00.03.27 00.01.16 11%
12/11/2011
12/12/2011 14 0 13 0 93% 00.00.12 00.02.41 00.00.00 0%
12/13/2011 13 0 13 0 100% 00.00.00 00.02.09 00.00.00 0%
12/14/2011 9 0 9 0 100% 00.00.00 00.01.40 00.00.00 0%
12/15/2011 15 0 15 0 100% 00.00.00 00.03.10 00.00.00 0%
12/16/2011 15 0 13 0 87% 00.00.16 00.02.02 00.00.00 0%
12/17/2011 12 1 10 1 91% 00.00.10 00.02.43 00.00.05 0%
12/18/2011
12/19/2011 8 0 8 0 100% 00.00.02 00.06.35 00.00.00 0%
12/20/2011 15 0 14 0 93% 00.00.06 00.04.38 00.00.00 0%
12/21/2011 8 0 8 0 100% 00.00.00 00.04.45 00.00.00 0%
12/22/2011 8 0 8 0 100% 00.00.05 00.03.20 00.00.00 0%
12/23/2011 11 0 9 0 82% 00.00.18 00.03.02 00.00.00 0%
12/24/2011 8 0 7 0 88% 00.00.10 00.03.26 00.00.00 0%
12/25/2011
12/26/2011 11 0 10 0 91% 00.00.19 00.05.42 00.00.00 0%
12/27/2011 15 0 13 1 87% 00.00.26 00.06.33 00.01.06 7%
12/28/2011 40 2 35 2 92% 00.00.17 00.05.18 00.00.02 0%
12/29/2011 19 0 18 0 95% 00.00.12 00.04.10 00.00.00 0%
12/30/2011 12 0 8 0 67% 00.00.54 00.02.30 00.00.00 0%
12/31/2011 7 0 4 0 57% 00.01.41 00.03.58 00.00.00 0%

369 3 336 6 92% 00.00.13 00.03.53 00.01.10 1%

DECEMBER 2011 (LS)



 2012 PHONE STATISTICS
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Month Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss

Abn %

January 324 0 302 1 93% 0:00:12 0:03:52 0:02:03 0%
February 1063 0 1054 1 99% 0:00:02 0:04:18 0:01:08 0%

March 4303 15 3733 122 87% 0:00:23 0:03:44 0:02:04 2%
April 3712 12 3463 43 94% 0:00:10 0:03:55 0:01:05 1%
May 3424 9 3197 39 94% 0:00:11 0:03:55 0:01:36 1%
June 2934 6 2627 54 90% 0:00:15 0:03:56 0:01:16 2%
July  2092 10 1818 60 87% 0:00:18 0:04:10 0:01:21 2%

August 1817 8 1660 38 92% 0:00:10 0:04:00 0:01:24 2%
September 3353 47 2804 158 85% 0:00:30 0:04:20 0:02:17 3%

October 1948 1887 10 1797 26 93% 0:11:45 4:00:15 0:54:53 1%
November 2545 2423 17 2325 43 92% 0:13:19 3:46:46 0:53:57 1%
December 670 623 2 633 8 95% 0:08:07 4:04:22 1:01:15 1%

2012 HELP DESK SUMMARY



 2012 PHONE STATISTICS
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
01/01/2012

01/02/2012 14 0 13 0 93% 0:00:12 0:04:21 0:00:00 0%
01/03/2012 7 0 5 0 71% 0:00:54 0:02:52 0:00:00 0%
01/04/2012 11 0 8 1 73% 0:00:20 0:03:16 0:02:03 9%
01/05/2012 15 0 14 0 93% 0:00:13 0:03:15 0:00:00 0%
01/06/2012 25 0 22 0 88% 0:00:19 0:03:56 0:00:00 0%
01/07/2012 34 0 28 0 82% 0:00:30 0:03:36 0:00:00 0%
01/08/2012

01/09/2012 10 0 9 0 90% 0:00:31 0:03:37 0:00:00 0%
01/10/2012 8 0 7 0 88% 0:00:15 0:02:58 0:00:00 0%
01/11/2012 11 0 11 0 100% 0:00:00 0:03:16 0:00:00 0%
01/12/2012 6 0 6 0 100% 0:00:00 0:04:04 0:00:00 0%
01/13/2012 11 0 11 0 100% 0:00:03 0:03:28 0:00:00 0%
01/14/2012 21 0 21 0 100% 0:00:00 0:05:51 0:00:00 0%
01/15/2012

01/16/2012 4 0 4 0 100% 0:00:12 0:02:11 0:00:00 0%
01/17/2012 7 0 7 0 100% 0:00:00 0:08:11 0:00:00 0%
01/18/2012 9 0 8 0 89% 0:00:22 0:04:08 0:00:00 0%
01/19/2012 17 0 17 0 100% 0:00:00 0:03:03 0:00:00 0%
01/20/2012 13 0 13 0 100% 0:00:00 0:06:29 0:00:00 0%
01/21/2012 10 0 8 0 80% 0:00:39 0:03:52 0:00:00 0%
01/22/2015

01/23/2012 8 0 8 0 100% 0:00:00 0:03:54 0:00:00 0%
01/24/2012 11 0 11 0 100% 0:00:00 0:04:17 0:00:00 0%
01/25/2012 5 0 5 0 100% 0:00:00 0:02:30 0:00:00 0%
01/26/2012 13 0 13 0 100% 0:00:00 0:03:13 0:00:00 0%
01/27/2012 19 0 19 0 100% 0:00:02 0:03:31 0:00:00 0%
01/28/2012 10 0 9 0 90% 0:00:12 0:02:53 0:00:00 0%
01/29/2012

01/30/2012 14 0 14 0 100% 0:00:04 0:03:14 0:00:00 0%
01/31/2012 11 0 11 0 100% 0:00:04 0:02:50 0:00:00 0%

324 0 302 1 93% 0:00:12 0:03:52 0:02:03 0%

JANUARY 2012 (HD)



 2012 PHONE STATISTICS
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
02/01/2012 14 0 13 0 93% 0:00:25 0:04:31 0:00:00 0%
02/02/2012 10 0 10 0 100% 0:00:00 0:04:09 0:00:00 0%
02/03/2012 16 0 16 0 100% 0:00:00 0:04:04 0:00:00 0%
02/04/2012 10 0 10 0 100% 0:00:00 0:03:47 0:00:00 0%
02/05/2012

02/06/2012 22 0 22 0 100% 0:00:00 0:03:48 0:00:00 0%
02/07/2012 12 0 12 0 100% 0:00:02 0:04:05 0:00:00 0%
02/08/2012 15 0 15 0 100% 0:00:00 0:03:25 0:00:00 0%
02/09/2012 17 0 17 0 100% 0:00:00 0:03:17 0:00:00 0%
02/10/2012 13 0 13 0 100% 0:00:00 0:02:46 0:00:00 0%
02/11/2012 11 0 11 0 100% 0:00:00 0:03:51 0:00:00 0%
02/12/2012

02/13/2012 127 0 124 0 98% 0:00:04 0:06:01 0:00:00 0%
02/14/2012 45 0 45 0 100% 0:00:00 0:04:48 0:00:00 0%
02/15/2012 58 0 58 0 100% 0:00:01 0:03:27 0:00:00 0%
02/16/2012 48 0 48 0 100% 0:00:03 0:04:03 0:00:00 0%
02/17/2012 55 0 54 0 98% 0:00:04 0:04:05 0:00:00 0%
02/18/2012 84 0 83 0 99% 0:00:04 0:04:33 0:00:00 0%
02/19/2012

02/20/2012 66 0 66 0 100% 0:00:00 0:05:17 0:00:00 0%
02/21/2012 55 0 55 0 100% 0:00:00 0:04:20 0:00:00 0%
02/22/2012 40 0 40 0 100% 0:00:00 0:04:30 0:00:00 0%
02/23/2012 55 0 52 1 95% 0:00:04 0:03:45 0:01:08 2%
02/24/2012 44 0 44 0 100% 0:00:02 0:03:46 0:00:00 0%
02/25/2012 47 0 47 0 100% 0:00:00 0:04:31 0:00:00 0%
02/26/2012

02/27/2012 58 0 58 0 100% 0:00:00 0:03:42 0:00:00 0%
02/28/2012 67 0 67 0 100% 0:00:00 0:03:18 0:00:00 0%
02/29/2012 74 0 74 0 100% 0:00:00 0:03:41 0:00:00 0%

1063 0 1054 1 99% 0:00:02 0:04:18 0:01:08 0%

FEBRUARY 2012 (HD)



 2012 PHONE STATISTICS
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
03/01/2012 132 0 125 0 95% 0:00:12 0:03:56 0:00:00 0%
03/02/2012 102 1 96 1 95% 0:00:11 0:03:30 0:00:05 0%
03/03/2012 153 0 147 1 96% 0:00:09 0:03:22 0:00:33 1%
03/04/2012 90 1 89 1 100% 0:00:01 0:04:07 0:00:16 0%
03/05/2012 83 0 83 0 100% 0:00:00 0:03:33 0:00:00 0%
03/06/2012 75 1 63 2 85% 0:00:20 0:03:49 0:01:25 1%
03/07/2012 78 1 60 4 78% 0:00:37 0:04:36 0:01:20 4%
03/08/2012 55 0 53 1 96% 0:00:05 0:03:16 0:01:12 2%
03/09/2012 106 1 103 1 98% 0:00:04 0:03:12 0:00:15 0%
03/10/2012 159 0 151 0 95% 0:00:10 0:03:29 0:00:00 0%
03/11/2012 103 1 96 1 94% 0:00:08 0:03:31 0:00:06 0%
03/12/2012 82 1 79 1 98% 0:00:10 0:03:56 0:00:07 0%
03/13/2012 98 1 95 1 98% 0:00:05 0:04:11 0:00:30 0%
03/14/2012 99 0 89 2 90% 0:00:16 0:03:46 0:00:40 2%
03/15/2012 100 0 92 3 92% 0:00:11 0:02:57 0:01:01 3%
03/16/2012 131 0 102 5 78% 0:00:37 0:03:57 0:01:34 4%
03/17/2012 217 0 170 8 78% 0:00:30 0:03:26 0:01:22 4%
03/18/2012 150 2 132 3 89% 0:00:19 0:03:34 0:00:33 1%
03/19/2012 109 0 106 0 97% 0:00:06 0:03:27 0:00:00 0%
03/20/2012 104 0 99 0 95% 0:00:08 0:02:43 0:00:00 0%
03/21/2012 109 0 106 0 97% 0:00:05 0:03:16 0:00:00 0%
03/22/2012 76 0 72 1 95% 0:00:06 0:03:55 0:01:18 1%
03/23/2012 187 0 171 1 91% 0:00:20 0:03:48 0:00:38 1%
03/24/2012 183 1 173 2 95% 0:00:09 0:03:05 0:01:02 1%
03/25/2012 143 0 139 0 97% 0:00:05 0:03:59 0:00:00 0%
03/26/2012 103 1 99 1 97% 0:00:04 0:03:25 0:00:24 0%
03/27/2012 118 0 109 0 92% 0:00:09 0:03:30 0:00:00 0%
03/28/2012 94 0 94 0 100% 0:00:00 0:03:44 0:00:00 0%
03/29/2012 123 0 120 0 98% 0:00:05 0:03:21 0:00:00 0%
03/30/2012 674 2 370 81 55% 0:01:31 0:04:27 0:02:37 12%
03/31/2012 267 1 250 1 94% 0:00:10 0:04:00 0:00:15 0%

4303 15 3733 122 87% 0:00:23 0:03:44 0:02:04 2%

MARCH 2012 (HD)



 2012 PHONE STATISTICS
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
04/01/2012 179 0 179 0 100% 0:00:01 0:03:50 0:00:00 0%
04/02/2012 159 1 133 3 84% 0:00:21 0:03:22 0:01:02 1%
04/03/2012 122 0 122 0 100% 0:00:01 0:05:00 0:00:00 0%
04/04/2012 135 0 129 1 96% 0:00:05 0:04:45 0:01:31 1%
04/05/2012 171 0 151 3 88% 0:00:16 0:03:46 0:01:32 2%
04/06/2012 268 1 257 2 96% 0:00:10 0:03:18 0:00:40 0%
04/07/2012 277 1 216 9 78% 0:00:29 0:04:01 0:01:02 3%
04/08/2012 111 0 109 1 98% 0:00:04 0:03:59 0:01:15 1%
04/09/2012 120 1 108 2 91% 0:00:11 0:03:50 0:00:24 1%
04/10/2012 90 1 89 1 100% 0:00:02 0:03:51 0:00:11 0%
04/11/2012 80 0 78 0 98% 0:00:04 0:04:29 0:00:00 0%
04/12/2012 106 1 102 1 97% 0:00:05 0:04:01 0:00:42 0%
04/13/2012 155 1 130 5 84% 0:00:23 0:04:18 0:01:10 3%
04/14/2012 222 2 191 9 87% 0:00:17 0:03:56 0:01:17 3%
04/15/2012 146 0 145 1 99% 0:00:02 0:04:07 0:00:54 1%
04/16/2012 79 0 75 1 95% 0:00:07 0:03:53 0:00:46 1%
04/17/2012 82 0 79 0 96% 0:00:08 0:03:55 0:00:00 0%
04/18/2012 81 0 81 0 100% 0:00:03 0:03:16 0:00:00 0%
04/19/2012 89 0 89 0 100% 0:00:01 0:04:18 0:00:00 0%
04/20/2012 104 0 99 1 95% 0:00:07 0:03:33 0:02:34 1%
04/21/2012 135 1 128 1 96% 0:00:13 0:04:13 0:00:27 0%
04/22/2012 70 1 65 1 94% 0:00:10 0:03:32 0:01:00 0%
04/23/2012 41 0 41 0 100% 0:00:00 0:04:50 0:00:00 0%
04/24/2012 56 0 56 0 100% 0:00:00 0:03:38 0:00:00 0%
04/25/2012 71 0 71 0 100% 0:00:00 0:03:33 0:00:00 0%
04/26/2012 76 0 76 0 100% 0:00:00 0:03:56 0:00:00 0%
04/27/2012 120 1 115 1 97% 0:00:04 0:03:26 0:00:44 0%
04/28/2012 163 0 148 0 91% 0:00:12 0:04:00 0:00:00 0%
04/29/2012 130 0 128 0 98% 0:00:02 0:03:39 0:00:00 0%
04/30/2012 74 0 73 0 99% 0:00:03 0:04:20 0:00:00 0%

3712 12 3463 43 94% 0:00:10 0:03:55 0:01:05 1%

APRIL 2012 (HD)



 2012 PHONE STATISTICS
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
05/01/2012 77 0 72 0 94% 0:00:09 0:03:45 0:00:00 0%
05/02/2012 75 1 73 1 99% 0:00:04 0:03:11 0:00:29 0%
05/03/2012 97 0 95 0 98% 0:00:03 0:03:32 0:00:00 0%
05/04/2012 127 0 118 0 93% 0:00:11 0:03:36 0:00:00 0%
05/05/2012 195 2 163 6 84% 0:00:28 0:03:51 0:00:56 2%
05/06/2012 132 0 128 0 97% 0:00:03 0:03:58 0:00:00 0%
05/07/2012 70 0 67 0 96% 0:00:06 0:03:30 0:00:00 0%
05/08/2012 70 0 66 3 94% 0:00:14 0:04:09 0:05:01 4%
05/09/2012 74 0 73 0 99% 0:00:01 0:04:13 0:00:00 0%
05/10/2012 94 0 92 0 98% 0:00:04 0:03:44 0:00:00 0%
05/11/2012 118 0 112 1 95% 0:00:08 0:03:52 0:00:34 1%
05/12/2012 111 0 102 1 92% 0:00:14 0:04:26 0:03:06 1%
05/13/2012 42 0 42 0 100% 0:00:00 0:03:59 0:00:00 0%
05/14/2012 69 0 65 1 94% 0:00:08 0:04:25 0:01:53 1%
05/15/2012 71 0 68 0 96% 0:00:09 0:04:24 0:00:00 0%
05/16/2012 83 1 64 3 78% 0:00:32 0:04:24 0:01:24 2%
05/17/2012 89 0 74 3 83% 0:00:31 0:03:56 0:01:28 3%
05/18/2012 146 0 135 0 92% 0:00:13 0:03:54 0:00:00 0%
05/19/2012 181 0 177 0 98% 0:00:07 0:03:40 0:00:00 0%
05/20/2012 124 0 124 0 100% 0:00:01 0:03:36 0:00:00 0%
05/21/2012 86 0 81 1 94% 0:00:08 0:03:24 0:02:07 1%
05/22/2012 70 1 65 2 94% 0:00:08 0:04:21 0:00:47 1%
05/23/2012 103 0 95 0 92% 0:00:11 0:04:13 0:00:00 0%
05/24/2012 114 0 109 1 96% 0:00:10 0:04:06 0:00:45 1%
05/25/2012 238 1 220 7 93% 0:00:14 0:03:57 0:01:13 3%
05/26/2012 271 1 259 1 96% 0:00:11 0:03:59 0:00:05 0%
05/27/2012 147 0 142 0 97% 0:00:08 0:03:37 0:00:00 0%
05/28/2012 129 1 117 3 91% 0:00:14 0:04:11 0:02:06 2%
05/29/2012 66 1 64 1 98% 0:00:02 0:03:31 0:00:25 0%
05/30/2012 80 0 65 2 81% 0:00:30 0:04:45 0:01:02 3%
05/31/2012 75 0 70 2 93% 0:00:10 0:03:29 0:02:40 3%

3424 9 3197 39 94% 0:00:11 0:03:55 0:01:36 1%

MAY 2012 (HD)



 2012 PHONE STATISTICS
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
06/01/2012 110 0 83 4 75% 0:00:22 0:03:48 0:01:40 4%
06/02/2012 173 1 161 4 94% 0:00:09 0:03:58 0:01:06 2%
06/03/2012 110 0 102 2 93% 0:00:08 0:03:47 0:01:08 2%
06/04/2012 98 0 87 2 89% 0:00:16 0:03:30 0:00:35 2%
06/05/2012 74 0 70 0 95% 0:00:09 0:05:08 0:00:00 0%
06/06/2012 66 0 51 3 77% 0:00:22 0:04:29 0:01:16 5%
06/07/2012 84 0 79 2 94% 0:00:06 0:03:55 0:00:37 2%
06/08/2012 136 0 109 3 80% 0:00:23 0:03:40 0:01:34 2%
06/09/2012 109 0 102 3 94% 0:00:08 0:03:51 0:01:39 3%
06/10/2012 64 0 61 1 95% 0:00:08 0:03:55 0:02:46 2%
06/11/2012 80 0 74 3 93% 0:00:11 0:04:31 0:01:23 4%
06/12/2012 75 1 67 1 91% 0:00:16 0:04:02 0:00:24 0%
06/13/2012 89 1 84 2 95% 0:00:05 0:03:32 0:00:54 1%
06/14/2012 93 0 86 2 92% 0:00:08 0:04:18 0:01:37 2%
06/15/2012 149 0 124 3 83% 0:00:26 0:03:35 0:01:15 2%
06/16/2012 153 1 131 4 86% 0:00:26 0:03:59 0:01:23 2%
06/17/2012 87 0 78 3 90% 0:00:11 0:04:04 0:00:49 3%
06/18/2012 98 0 86 1 88% 0:00:18 0:03:25 0:01:18 1%
06/19/2012 61 0 59 0 97% 0:00:07 0:03:34 0:00:00 0%
06/20/2012 71 0 67 2 94% 0:00:07 0:03:33 0:01:16 3%
06/21/2012 77 1 70 1 92% 0:00:15 0:04:09 0:00:10 0%
06/22/2012 127 0 109 3 86% 0:00:25 0:03:38 0:00:52 2%
06/23/2012 141 1 128 1 91% 0:00:15 0:03:40 0:00:44 0%
06/24/2012 79 0 79 0 100% 0:00:01 0:03:44 0:00:00 0%
06/25/2012 79 0 74 0 94% 0:00:14 0:03:57 0:00:00 0%
06/26/2012 78 0 76 1 97% 0:00:02 0:04:49 0:02:36 1%
06/27/2012 64 0 54 2 84% 0:00:19 0:04:05 0:01:53 3%
06/28/2012 93 0 83 0 89% 0:00:17 0:04:00 0:00:00 0%
06/29/2012 105 0 89 1 85% 0:00:26 0:04:49 0:01:14 1%
06/30/2012 111 0 104 0 94% 0:00:13 0:03:35 0:00:00 0%

2934 6 2627 54 90% 0:00:15 0:03:56 0:01:16 2%

JUNE 2012 (HD)



 2012 PHONE STATISTICS
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Date Presented Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
07/01/2012 78 0 74 1 95% 0:00:09 0:03:52 0:01:00 1%
07/02/2012 82 2 71 2 89% 0:00:24 0:04:38 0:00:29 0%
07/03/2012 107 1 73 9 69% 0:00:40 0:02:49 0:01:18 7%
07/04/2012 93 0 69 4 74% 0:00:35 0:04:21 0:01:08 4%
07/05/2012 68 0 46 3 68% 0:00:49 0:04:32 0:01:54 4%
07/06/2012 120 1 105 4 88% 0:00:26 0:04:20 0:00:49 3%
07/07/2012 124 1 62 20 50% 0:01:07 0:03:34 0:01:41 15%
07/08/2012 61 0 56 0 92% 0:00:14 0:03:59 0:00:00 0%
07/09/2012 60 1 52 1 88% 0:00:14 0:04:13 0:00:30 0%
07/10/2012 45 0 43 0 96% 0:00:16 0:03:22 0:00:00 0%
07/11/2012 60 0 57 1 95% 0:00:08 0:04:09 0:02:09 2%
07/12/2012 30 0 25 0 83% 0:00:22 0:05:07 0:00:00 0%
07/13/2012 79 0 78 0 99% 0:00:06 0:04:31 0:00:00 0%
07/14/2012 73 0 70 0 96% 0:00:09 0:04:01 0:00:00 0%
07/15/2012 55 0 54 0 98% 0:00:01 0:03:57 0:00:00 0%
07/16/2012 68 0 62 1 91% 0:00:03 0:04:34 0:01:18 1%
07/17/2012 66 1 61 1 94% 0:00:13 0:04:12 0:00:22 0%
07/18/2012 55 0 53 0 96% 0:00:02 0:03:03 0:00:00 0%
07/19/2012 63 1 56 3 90% 0:00:18 0:04:10 0:01:00 3%
07/20/2012 85 0 82 0 96% 0:00:09 0:03:47 0:00:00 0%
07/21/2012 86 0 79 0 92% 0:00:09 0:04:25 0:00:00 0%
07/22/2012 38 0 37 1 97% 0:00:03 0:03:57 0:01:39 3%
07/23/2012 72 0 70 0 97% 0:00:05 0:04:51 0:00:00 0%
07/24/2012 65 0 60 0 92% 0:00:10 0:04:04 0:00:00 0%
07/25/2012 57 0 48 0 84% 0:00:25 0:04:28 0:00:00 0%
07/26/2012 36 0 32 0 89% 0:00:12 0:03:59 0:00:00 0%
07/27/2012 54 0 52 0 96% 0:00:06 0:04:28 0:00:00 0%
07/28/2012 70 1 65 1 94% 0:00:13 0:04:43 0:00:29 0%
07/29/2012 62 0 56 2 90% 0:00:08 0:04:14 0:00:50 3%
07/30/2012 41 0 37 3 90% 0:00:08 0:05:04 0:01:46 7%
07/31/2012 39 1 33 3 87% 0:00:18 0:04:50 0:01:05 5%

2092 10 1818 60 87% 0:00:18 0:04:10 0:01:21 2%

JULY 2012 (HD)



 2012 PHONE STATISTICS
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
08/01/2012 56 0 46 4 82% 0:00:13 0:03:15 0:01:36 7%
08/02/2012 42 0 40 0 95% 0:00:07 0:04:07 0:00:00 0%
08/03/2012 135 2 92 19 69% 0:00:32 0:04:12 0:01:35 13%
08/04/2012 103 0 99 2 96% 0:00:05 0:03:21 0:01:36 2%
08/05/2012 44 0 40 1 91% 0:00:07 0:04:08 0:02:39 2%
08/06/2012 40 0 38 0 95% 0:00:06 0:03:52 0:00:00 0%
08/07/2012 30 0 30 0 100% 0:00:01 0:03:27 0:00:00 0%
08/08/2012 22 0 22 0 100% 0:00:02 0:04:08 0:00:00 0%
08/09/2012 33 0 33 0 100% 0:00:03 0:04:35 0:00:00 0%
08/10/2012 53 0 51 0 96% 0:00:08 0:04:07 0:00:00 0%
08/11/2012 66 0 63 0 95% 0:00:05 0:03:49 0:00:00 0%
08/12/2012 42 0 41 0 98% 0:00:05 0:03:51 0:00:00 0%
08/13/2012 33 0 33 0 100% 0:00:05 0:05:49 0:00:00 0%
08/14/2012 37 1 29 1 81% 0:00:29 0:03:34 0:00:23 0%
08/15/2012 38 0 37 1 97% 0:00:01 0:04:52 0:01:07 3%
08/16/2012 46 0 43 0 93% 0:00:09 0:04:38 0:00:00 0%
08/17/2012 55 0 52 0 95% 0:00:07 0:03:57 0:00:00 0%
08/18/2012 81 0 76 0 94% 0:00:11 0:03:54 0:00:00 0%
08/19/2012 39 0 34 0 87% 0:00:13 0:03:40 0:00:00 0%
08/20/2012 55 0 52 0 95% 0:00:08 0:04:31 0:00:00 0%
08/21/2012 46 0 46 0 100% 0:00:01 0:04:15 0:00:00 0%
08/22/2012 43 0 42 0 98% 0:00:03 0:04:42 0:00:00 0%
08/23/2012 44 0 43 0 98% 0:00:05 0:03:43 0:00:00 0%
08/24/2012 51 1 46 2 92% 0:00:09 0:03:38 0:00:56 2%
08/25/2012 86 0 71 1 83% 0:00:08 0:03:41 0:01:34 1%
08/26/2012 49 1 45 1 94% 0:00:09 0:04:26 0:00:28 0%
08/27/2012 45 0 45 0 100% 0:00:03 0:04:50 0:00:00 0%
08/28/2012 57 0 57 0 100% 0:00:00 0:04:17 0:00:00 0%
08/29/2012 72 0 71 0 99% 0:00:02 0:03:43 0:00:00 0%
08/30/2012 71 0 65 1 92% 0:00:11 0:03:43 0:01:01 1%
08/31/2012 203 3 178 5 89% 0:00:22 0:03:49 0:00:52 1%

1817 8 1660 38 92% 0:00:10 0:04:00 0:01:24 2%

AUGUST 2012 (HD)



 2012 PHONE STATISTICS

40 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
09/01/2012 326 11 297 12 94% 0:00:34 0:03:33 0:01:06 0%
09/02/2012 86 0 77 2 90% 0:00:19 0:03:39 0:02:11 2%
09/03/2012 374 10 150 79 41% 0:02:19 0:05:04 0:03:17 18%
09/04/2012 237 2 190 7 81% 0:00:27 0:05:22 0:01:48 2%
09/05/2012 147 3 135 4 94% 0:00:12 0:04:52 0:01:12 1%
09/06/2012 145 3 105 8 74% 0:00:42 0:04:51 0:00:49 3%
09/07/2012 140 5 107 9 79% 0:00:27 0:03:58 0:01:13 3%
09/08/2012 92 0 91 1 99% 0:00:04 0:04:12 0:02:00 1%
09/09/2012 55 0 53 0 96% 0:00:06 0:04:00 0:00:00 0%
09/10/2012 69 1 62 2 91% 0:00:14 0:03:42 0:00:58 1%
09/11/2012 57 0 50 1 88% 0:00:17 0:04:23 0:01:36 2%
09/12/2012 59 1 43 6 74% 0:00:45 0:04:41 0:02:30 8%
09/13/2012 65 0 49 6 75% 0:00:26 0:05:28 0:01:33 9%
09/14/2012 72 4 49 8 72% 0:00:37 0:04:18 0:00:54 6%
09/15/2012 96 0 87 0 91% 0:00:18 0:04:12 0:00:00 0%
09/16/2012 46 0 44 1 96% 0:00:09 0:05:00 0:01:16 2%
09/17/2012 68 0 60 0 88% 0:00:14 0:04:15 0:00:00 0%
09/18/2012 64 0 62 0 97% 0:00:06 0:04:04 0:00:00 0%
09/19/2012 72 0 71 1 99% 0:00:02 0:03:44 0:01:40 1%
09/20/2012 88 0 84 0 95% 0:00:10 0:04:09 0:00:00 0%
09/21/2012 254 5 232 7 93% 0:00:16 0:04:11 0:00:30 1%
09/22/2012 217 0 206 0 95% 0:00:12 0:04:38 0:00:00 0%
09/23/2012 82 0 80 0 98% 0:00:03 0:04:25 0:00:00 0%
09/24/2012 81 0 79 0 98% 0:00:05 0:03:50 0:00:00 0%
09/25/2012 63 0 62 0 98% 0:00:03 0:03:53 0:00:00 0%
09/26/2012 34 0 34 0 100% 0:00:00 0:03:13 0:00:00 0%
09/27/2012 45 1 39 1 89% 0:00:16 0:03:11 0:00:21 0%
09/28/2012 81 1 74 2 93% 0:00:16 0:03:42 0:01:02 1%
09/29/2012 88 0 82 1 93% 0:00:12 0:04:04 0:01:50 1%
09/30/2012 50 0 50 0 100% 0:00:04 0:04:19 0:00:00 0%

3353 47 2804 158 85% 0:00:30 0:04:20 0:02:17 3%

SEPTEMBER 2012 (HD)



 2012 PHONE STATISTICS

41 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

10/01/2012 36 35 1 33 1 94% 0:17 3:44 0:29 0%
10/02/2012 45 44 0 43 1 96% 0:03 3:50 0:40 2%
10/03/2012 58 58 0 57 0 98% 0:02 4:10 0:00 0%
10/04/2012 54 52 1 49 2 92% 0:09 3:21 0:43 2%
10/05/2012 63 63 0 59 0 94% 0:16 3:47 0:00 0%
10/06/2012 55 55 0 53 0 96% 0:08 4:21 0:00 0%
10/07/2012 45 45 0 43 0 96% 0:06 4:30 0:00 0%
10/08/2012 51 51 0 47 0 92% 0:12 4:22 0:00 0%
10/09/2012 48 47 0 41 1 85% 0:19 4:12 0:45 2%
10/10/2012 54 52 1 41 2 77% 0:37 4:39 0:56 2%
10/11/2012 62 60 0 50 2 81% 0:28 4:37 0:45 3%
10/12/2012 70 69 0 64 1 91% 0:13 3:23 1:56 1%
10/13/2012 91 90 1 86 1 96% 0:09 4:17 0:12 0%
10/14/2012 32 32 0 31 0 97% 0:04 5:54 0:00 0%
10/15/2012 37 35 1 30 2 83% 0:19 3:53 1:04 3%
10/16/2012 39 39 0 37 0 95% 0:10 3:55 0:00 0%
10/17/2012 33 32 1 30 1 94% 0:11 4:26 0:06 0%
10/18/2012 40 40 0 38 0 95% 0:12 3:50 0:00 0%
10/19/2012 77 75 1 69 2 91% 0:15 3:37 0:27 1%
10/20/2012 60 60 0 59 0 98% 0:04 4:08 0:00 0%
10/21/2012 43 43 0 42 0 98% 0:02 3:48 0:00 0%
10/22/2012 49 48 1 45 1 94% 0:09 3:36 0:10 0%
10/23/2012 41 41 0 40 0 98% 0:03 3:33 0:00 0%
10/24/2012 54 54 0 53 0 98% 0:03 3:48 0:00 0%
10/25/2012 79 77 1 64 2 82% 0:21 4:34 1:20 1%
10/26/2012 214 212 0 194 2 91% 0:18 3:28 1:14 1%
10/27/2012 199 196 0 188 3 94% 0:08 4:02 1:09 2%
10/28/2012 89 89 0 88 0 99% 0:03 3:10 0:00 0%
10/29/2012 50 48 1 46 2 94% 0:07 4:19 1:32 2%
10/30/2012 35 35 0 34 0 97% 0:06 3:47 0:00 0%
10/31/2012 45 45 0 43 0 96% 0:07 2:47 0:00 0%

1948 1887 10 1797 26 93% 0:11 4:00 0:54 1%

OCTOBER 2012 (HD)



 2012 PHONE STATISTICS

42 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

11/01/2012 79 79 0 73 0 92% 0:11 3:18 0:00 0%
11/02/2012 184 184 0 184 0 100% 0:03 3:17 0:00 0%
11/03/2012 130 128 1 126 2 98% 0:05 3:43 0:40 1%
11/04/2012 70 70 0 69 0 99% 0:04 3:11 0:00 0%
11/05/2012 92 92 0 87 0 95% 0:11 3:53 0:00 0%
11/06/2012 56 56 0 50 0 89% 0:15 4:18 0:00 0%
11/07/2012 50 49 0 44 1 88% 0:19 4:48 0:57 2%
11/08/2012 71 70 0 66 1 93% 0:10 4:35 1:18 1%
11/09/2012 81 79 1 73 2 91% 0:21 3:48 1:14 1%
11/10/2012 86 81 3 66 5 80% 0:24 3:46 0:46 2%
11/11/2012 40 40 0 38 0 95% 0:07 3:26 0:00 0%
11/12/2012 42 40 2 35 2 88% 0:20 4:33 0:21 0%
11/13/2012 40 38 0 33 2 83% 0:20 3:21 1:15 5%
11/14/2012 61 59 0 53 2 87% 0:22 3:55 1:05 3%
11/15/2012 83 82 0 73 1 88% 0:21 3:47 1:00 1%
11/16/2012 256 247 4 219 9 87% 0:23 3:37 0:48 2%
11/17/2012 201 198 1 191 3 96% 0:08 3:29 0:54 1%
11/18/2012 79 78 0 71 1 90% 0:11 4:05 1:44 1%
11/19/2012 72 69 0 65 3 90% 0:08 4:21 1:22 4%
11/20/2012 76 76 0 73 0 96% 0:08 3:43 0:00 0%
11/21/2012 151 149 1 135 2 90% 0:17 3:31 0:38 1%
11/22/2012 60 58 2 55 2 95% 0:11 3:30 0:17 0%
11/23/2012 142 138 2 125 4 89% 0:16 2:54 0:47 1%
11/24/2012 71 71 0 68 0 96% 0:06 4:17 0:00 0%
11/25/2012 35 35 0 32 0 91% 0:12 3:18 0:00 0%
11/26/2012 41 41 0 35 0 85% 0:18 3:00 0:00 0%
11/27/2012 32 32 0 31 0 97% 0:03 3:26 0:00 0%
11/28/2012 42 42 0 41 0 98% 0:06 3:37 0:00 0%
11/29/2012 40 39 0 39 1 98% 0:02 3:27 1:43 3%
11/30/2012 82 82 0 75 0 91% 0:16 3:37 0:00 0%

2545 2423 17 2325 43 92% 0:13 3:46 0:53 1%

NOVEMBER 2012 (HD)



 2012 PHONE STATISTICS

43 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

12/01/2012 39 39 0 39 0 100% 0:03 3:33 0:00 0%
12/02/2012
12/03/2012 33 33 0 30 0 91% 0:19 3:01 0:00 0%
12/04/2012 26 25 0 25 1 96% 0:03 5:50 1:48 4%
12/05/2012 16 16 0 16 0 100% 0:00 7:01 0:00 0%
12/06/2012 27 26 1 23 1 88% 0:19 4:06 0:12 0%
12/07/2012 41 40 0 39 1 95% 0:03 3:06 0:49 2%
12/08/2012 22 22 0 21 0 95% 0:13 3:24 0:00 0%
12/09/2012
12/10/2012 12 12 0 11 0 92% 0:14 8:20 0:00 0%
12/11/2012 25 25 0 25 0 100% 0:00 3:29 0:00 0%
12/12/2012 17 15 0 12 2 71% 0:21 4:15 1:30 12%
12/13/2012 31 31 0 30 0 97% 0:07 3:14 0:00 0%
12/14/2012 30 30 0 30 0 100% 0:02 3:58 0:00 0%
12/15/2012 17 17 0 17 0 100% 0:00 3:28 0:00 0%
12/16/2012
12/17/2012 16 16 0 16 0 100% 0:00 3:20 0:00 0%
12/18/2012 21 21 0 21 0 100% 0:01 3:37 0:00 0%
12/19/2012 26 26 0 22 0 85% 0:18 2:52 0:00 0%
12/20/2012 23 23 0 23 0 100% 0:00 4:47 0:00 0%
12/21/2012 30 30 0 30 0 100% 0:00 3:43 0:00 0%
12/22/2012 39 38 1 35 1 92% 0:16 3:54 0:29 0%
12/23/2012
12/24/2012 20 19 0 18 1 90% 0:13 4:09 1:03 5%
12/25/2012
12/26/2012 36 36 0 36 0 100% 0:05 4:13 0:00 0%
12/27/2012 28 28 0 26 0 93% 0:12 3:12 0:00 0%
12/28/2012 35 34 0 29 1 83% 0:19 3:13 0:49 3%
12/29/2012 35 35 0 34 0 97% 0:02 3:10 0:00 0%
12/30/2012
12/31/2012 25 25 0 25 0 100% 0:00 3:43 0:00 0%

670 623 2 633 8 95% 0:08 4:04 1:01 1%

DECEMBER 2012 (HD)



 2012 PHONE STATISTICS

44 of 128

Month Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss

Abn %

January 258 0 230 6 89% 0:00:17 0:03:34 0:01:08 2%
February 356 4 349 4 99% 0:00:01 0:03:45 0:00:06 0%

March 1510 17 1401 25 94% 0:00:10 0:04:45 0:01:04 1%
April 1240 10 1125 15 91% 0:00:11 0:04:51 0:00:40 0%
May 1278 7 1208 16 95% 0:00:12 0:04:58 0:01:55 1%
June 1176 3 1135 6 97% 0:00:05 0:04:59 0:00:29 0%
July  1084 5 1057 7 98% 0:00:05 0:04:30 0:00:32 0%

August 790 6 739 10 94% 0:00:08 0:04:35 0:01:03 1%
September 834 8 745 15 90% 0:00:16 0:04:22 0:00:59 1%

October 754 743 5 690 11 92% 0:13:41 3:54:46 0:55:27 1%
November 734 719 8 681 15 94% 0:14:59 4:01:37 0:39:20 1%
December 297 296 0 286 1 96% 0:07:56 3:53:34 2:03:00 0%

2012 LICENSE SALES SUMMARY



 2012 PHONE STATISTICS

45 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
01/01/2012
01/02/2012 9 0 9 0 100% 0:00:15 0:02:09 0:00:00 0%
01/03/2012 7 0 7 0 100% 0:00:06 0:02:46 0:00:00 0%
01/04/2012 10 0 10 0 100% 0:00:06 0:02:29 0:00:00 0%
01/05/2012 13 0 12 0 92% 0:00:07 0:02:49 0:00:00 0%
01/06/2012 15 0 11 0 73% 0:00:46 0:04:34 0:00:00 0%
01/07/2012 10 0 7 1 70% 0:00:33 0:03:51 0:00:43 10%
01/08/2012
01/09/2012 16 0 16 0 100% 0:00:02 0:04:00 0:00:00 0%
01/10/2012 14 0 12 0 86% 0:00:28 0:05:40 0:00:00 0%
01/11/2012 14 0 8 2 57% 0:00:42 0:02:12 0:01:53 14%
01/12/2012 16 0 13 1 81% 0:00:31 0:04:24 0:00:43 6%
01/13/2012 8 0 8 0 100% 0:00:18 0:02:05 0:00:00 0%
01/14/2012 5 0 5 0 100% 0:00:09 0:05:12 0:00:00 0%
01/15/2012
01/16/2012 3 0 2 1 67% 0:00:00 0:00:51 0:01:00 33%
01/17/2012 20 0 17 0 85% 0:00:16 0:03:14 0:00:00 0%
01/18/2012 13 0 13 0 100% 0:00:21 0:03:11 0:00:00 0%
01/19/2012 13 0 12 0 92% 0:00:09 0:04:53 0:00:00 0%
01/20/2012 6 0 4 1 67% 0:00:49 0:02:26 0:00:33 17%
01/21/2012 5 0 4 0 80% 0:00:26 0:03:31 0:00:00 0%
01/22/2012
01/23/2012 9 0 9 0 100% 0:00:04 0:02:51 0:00:00 0%
01/24/2012 5 0 5 0 100% 0:00:00 0:02:05 0:00:00 0%
01/25/2012 9 0 9 0 100% 0:00:06 0:05:47 0:00:00 0%
01/26/2012 6 0 6 0 100% 0:00:00 0:04:39 0:00:00 0%
01/27/2012 5 0 5 0 100% 0:00:00 0:02:29 0:00:00 0%
01/28/2012 2 0 2 0 100% 0:00:00 0:05:07 0:00:00 0%
01/29/2012
01/30/2012 12 0 11 0 92% 0:00:16 0:03:08 0:00:00 0%
01/31/2012 13 0 13 0 100% 0:00:00 0:03:17 0:00:00 0%

258 0 230 6 89% 0:00:17 0:03:34 0:01:08 2%

JANUARY 2012 (LS)



 2012 PHONE STATISTICS

46 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
02/01/2012 3 0 3 0 100% 0:00:00 0:02:47 0:00:00 0%
02/02/2012 8 0 8 0 100% 0:00:00 0:03:03 0:00:00 0%
02/03/2012 11 0 11 0 100% 0:00:00 0:02:07 0:00:00 0%
02/04/2012 5 0 5 0 100% 0:00:04 0:01:47 0:00:00 0%
02/03/2012
02/06/2012 24 3 21 3 100% 0:00:03 0:03:02 0:00:04 0%
02/07/2012 15 0 15 0 100% 0:00:00 0:01:53 0:00:00 0%
02/08/2012 7 0 7 0 100% 0:00:09 0:03:52 0:00:00 0%
02/09/2012 8 0 8 0 100% 0:00:00 0:03:12 0:00:00 0%
02/10/2012 12 0 12 0 100% 0:00:00 0:02:59 0:00:00 0%
02/11/2012 3 0 3 0 100% 0:00:00 0:01:08 0:00:00 0%
02/12/2012
02/13/2012 6 0 6 0 100% 0:00:02 0:03:19 0:00:00 0%
02/14/2012 14 0 14 0 100% 0:00:00 0:02:11 0:00:00 0%
02/15/2012 11 1 10 1 100% 0:00:00 0:04:41 0:00:11 0%
02/16/2012 13 0 13 0 100% 0:00:00 0:03:17 0:00:00 0%
02/17/2012 12 0 12 0 100% 0:00:00 0:05:28 0:00:00 0%
02/18/2012 13 0 12 0 92% 0:00:13 0:05:57 0:00:00 0%
02/19/2012
02/20/2012 17 0 17 0 100% 0:00:00 0:04:53 0:00:00 0%
02/21/2012 18 0 18 0 100% 0:00:00 0:03:39 0:00:00 0%
02/22/2012 22 0 21 0 95% 0:00:03 0:03:39 0:00:00 0%
02/23/2012 26 0 26 0 100% 0:00:00 0:03:50 0:00:00 0%
02/24/2012 13 0 13 0 100% 0:00:00 0:03:08 0:00:00 0%
02/25/2012 13 0 13 0 100% 0:00:00 0:04:07 0:00:00 0%
02/26/2012
02/27/2012 29 0 29 0 100% 0:00:00 0:05:01 0:00:00 0%
02/28/2012 28 0 27 0 96% 0:00:04 0:04:15 0:00:00 0%
02/29/2012 25 0 25 0 100% 0:00:01 0:04:03 0:00:00 0%

356 4 349 4 99% 0:00:01 0:03:45 0:00:06 0%

FEBRUARY 2012 (LS)



 2012 PHONE STATISTICS

47 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
03/01/2012 53 1 52 1 100% 0:00:05 0:04:37 0:00:04 0%
03/02/2012 42 0 42 0 100% 0:00:02 0:03:54 0:00:00 0%
03/03/2012 40 0 40 0 100% 0:00:02 0:06:00 0:00:00 0%
03/04/2012
03/05/2012 42 1 39 1 95% 0:00:08 0:04:42 0:00:02 0%
03/06/2012 34 0 34 0 100% 0:00:01 0:04:30 0:00:00 0%
03/07/2012 32 0 31 0 97% 0:00:03 0:04:29 0:00:00 0%
03/08/2012 52 2 48 2 96% 0:00:08 0:04:14 0:00:12 0%
03/09/2012 52 2 49 2 98% 0:00:07 0:04:47 0:00:10 0%
03/10/2012 50 0 45 1 90% 0:00:14 0:06:00 0:02:19 2%
03/11/2012
03/12/2012 43 0 38 0 88% 0:00:19 0:04:26 0:00:00 0%
03/13/2012 55 1 49 1 91% 0:00:16 0:04:11 0:00:21 0%
03/14/2012 47 0 47 0 100% 0:00:02 0:03:58 0:00:00 0%
03/15/2012 48 1 39 1 83% 0:00:23 0:05:09 0:00:02 0%
03/16/2012 60 1 53 1 90% 0:00:19 0:04:45 0:00:03 0%
03/17/2012 56 1 50 2 91% 0:00:14 0:05:56 0:00:28 2%
03/18/2012
03/19/2012 83 0 75 1 90% 0:00:19 0:05:09 0:02:14 1%
03/20/2012 72 0 63 1 88% 0:00:19 0:04:51 0:03:27 1%
03/21/2012 71 0 70 0 99% 0:00:01 0:05:05 0:00:00 0%
03/22/2012 42 0 41 0 98% 0:00:03 0:04:10 0:00:00 0%
03/23/2012 89 3 80 6 93% 0:00:11 0:05:06 0:02:29 3%
03/24/2012 56 2 49 2 91% 0:00:16 0:04:20 0:00:09 0%
03/25/2012
03/26/2012 57 0 54 1 95% 0:00:11 0:04:50 0:00:49 2%
03/27/2012 59 1 56 1 97% 0:00:05 0:03:52 0:00:16 0%
03/28/2012 47 0 47 0 100% 0:00:01 0:04:22 0:00:00 0%
03/29/2012 54 0 53 0 98% 0:00:05 0:04:33 0:00:00 0%
03/30/2012 103 1 95 1 93% 0:00:11 0:04:19 0:00:08 0%
03/31/2012 71 0 62 0 87% 0:00:16 0:05:20 0:00:00 0%

1510 17 1401 25 94% 0:00:10 0:04:45 0:01:04 1%

MARCH 2012 (LS)



 2012 PHONE STATISTICS

48 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
04/01/2012
04/02/2012 82 0 77 0 94% 0:00:14 0:03:28 0:00:00 0%
04/03/2012 53 1 49 1 94% 0:00:19 0:03:36 0:00:07 0%
04/04/2012 55 0 52 0 95% 0:00:09 0:04:39 0:00:00 0%
04/05/2012 51 2 42 3 86% 0:00:16 0:06:17 0:00:37 2%
04/06/2012 91 1 77 1 86% 0:00:24 0:04:54 0:00:03 0%
04/07/2012 46 0 46 0 100% 0:00:02 0:04:46 0:00:00 0%
04/08/2012
04/09/2012 58 1 45 1 79% 0:00:31 0:05:08 0:00:13 0%
04/10/2012 49 2 44 3 94% 0:00:10 0:04:27 0:00:36 2%
04/11/2012 43 0 41 0 95% 0:00:05 0:04:33 0:00:00 0%
04/12/2012 47 0 47 0 100% 0:00:01 0:04:04 0:00:00 0%
04/13/2012 57 0 56 0 98% 0:00:07 0:04:33 0:00:00 0%
04/14/2012 41 0 41 0 100% 0:00:05 0:05:54 0:00:00 0%
04/15/2012
04/16/2012 33 1 31 1 97% 0:00:08 0:04:59 0:00:05 0%
04/17/2012 41 0 38 1 93% 0:00:08 0:04:12 0:01:51 2%
04/18/2012 34 0 34 0 100% 0:00:04 0:04:15 0:00:00 0%
04/19/2012 40 0 38 0 95% 0:00:08 0:05:14 0:00:00 0%
04/20/2012 96 0 62 0 65% 0:00:04 0:04:45 0:00:00 0%
04/21/2012 19 0 18 0 95% 0:00:14 0:06:58 0:00:00 0%
04/22/2012
04/23/2012 38 0 38 0 100% 0:00:00 0:04:27 0:00:00 0%
04/24/2012 24 0 24 0 100% 0:00:02 0:04:25 0:00:00 0%
04/25/2012 36 0 36 0 100% 0:00:00 0:04:08 0:00:00 0%
04/26/2012 38 0 36 1 95% 0:00:03 0:05:37 0:02:33 3%
04/27/2012 55 0 55 0 100% 0:00:02 0:05:32 0:00:00 0%
04/28/2012 56 1 43 2 78% 0:00:28 0:06:17 0:00:48 2%
04/29/2012
04/30/2012 57 1 55 1 98% 0:00:07 0:05:50 0:00:02 0%

1240 10 1125 15 91% 0:00:11 0:04:51 0:00:40 0%

APRIL 2012 (LS)



 2012 PHONE STATISTICS

49 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
05/01/2012 44 0 44 0 100% 0:00:04 0:04:40 0:00:00 0%
05/02/2012 56 0 56 0 100% 0:00:01 0:04:38 0:00:00 0%
05/03/2012 44 0 43 1 98% 0:00:07 0:03:44 0:00:34 2%
05/04/2012 59 0 57 0 97% 0:00:05 0:04:31 0:00:00 0%
05/05/2012 49 0 46 0 94% 0:00:11 0:05:35 0:00:00 0%
05/06/2012
05/07/2012 56 0 53 1 95% 0:00:13 0:05:33 0:00:32 2%
05/08/2012 39 1 36 1 95% 0:00:16 0:05:28 0:00:01 0%
05/09/2012 48 0 40 2 83% 0:01:09 0:04:34 0:06:33 4%
05/10/2012 45 0 41 1 91% 0:00:16 0:04:40 0:00:45 2%
05/11/2012 55 0 54 0 98% 0:00:05 0:04:13 0:00:00 0%
05/12/2012 40 0 38 0 95% 0:00:10 0:06:03 0:00:00 0%
05/13/2012
05/14/2012 37 0 34 1 92% 0:00:11 0:04:29 0:11:47 3%
05/15/2012 41 0 38 1 93% 0:00:12 0:03:39 0:01:37 2%
05/16/2012 45 0 44 0 98% 0:00:05 0:05:11 0:00:00 0%
05/17/2012 30 0 28 0 93% 0:00:15 0:04:05 0:00:00 0%
05/18/2012 55 0 51 2 93% 0:00:14 0:05:52 0:00:59 4%
05/19/2012 42 0 39 0 93% 0:00:15 0:05:54 0:00:00 0%
05/20/2012
05/21/2012 49 0 48 0 98% 0:00:04 0:04:44 0:00:00 0%
05/22/2012 36 1 34 1 97% 0:00:10 0:03:42 0:00:05 0%
05/23/2012 34 0 34 0 100% 0:00:05 0:04:23 0:00:00 0%
05/24/2012 39 2 35 2 95% 0:00:06 0:05:33 0:00:05 0%
05/25/2012 92 0 85 0 92% 0:00:09 0:05:38 0:00:00 0%
05/26/2012 64 0 63 0 98% 0:00:08 0:05:49 0:00:00 0%
05/27/2012
05/28/2012 21 0 20 0 95% 0:00:07 0:05:34 0:00:00 0%
05/29/2012 54 0 51 0 94% 0:00:14 0:04:04 0:00:00 0%
05/30/2012 52 1 48 1 94% 0:00:18 0:05:19 0:00:02 0%
05/31/2012 52 2 48 2 96% 0:00:11 0:05:06 0:00:03 0%

1278 7 1208 16 95% 0:00:12 0:04:58 0:01:55 1%

MAY 2012 (LS)



 2012 PHONE STATISTICS

50 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
06/01/2012 44 1 35 1 81% 0:00:14 0:05:43 0:00:00 0%
06/02/2012 37 0 32 1 86% 0:00:23 0:05:45 0:01:07 3%
06/03/2012
06/04/2012 46 2 37 2 84% 0:00:12 0:05:56 0:00:07 0%
06/05/2012 34 0 32 1 94% 0:00:12 0:03:38 0:00:37 3%
06/06/2012 37 0 35 0 95% 0:00:09 0:05:36 0:00:00 0%
06/07/2012 48 0 47 0 98% 0:00:07 0:05:42 0:00:00 0%
06/08/2012 64 0 63 0 98% 0:00:02 0:05:12 0:00:00 0%
06/09/2012 39 0 38 1 97% 0:00:01 0:05:14 0:00:57 3%
06/10/2012
06/11/2012 52 0 50 0 96% 0:00:12 0:04:42 0:00:00 0%
06/12/2012 47 0 47 0 100% 0:00:02 0:05:10 0:00:00 0%
06/13/2012 37 0 37 0 100% 0:00:01 0:05:05 0:00:00 0%
06/14/2012 34 0 34 0 100% 0:00:03 0:05:15 0:00:00 0%
06/15/2012 53 0 52 0 98% 0:00:04 0:04:52 0:00:00 0%
06/16/2012 38 0 35 0 92% 0:00:10 0:06:04 0:00:00 0%
06/17/2012
06/18/2012 70 0 68 0 97% 0:00:05 0:05:15 0:00:00 0%
06/19/2012 49 0 49 0 100% 0:00:01 0:04:49 0:00:00 0%
06/20/2012 32 0 32 0 100% 0:00:00 0:03:41 0:00:00 0%
06/21/2012 44 0 44 0 100% 0:00:00 0:04:18 0:00:00 0%
06/22/2012 53 0 53 0 100% 0:00:01 0:05:08 0:00:00 0%
06/23/2012 43 0 43 0 100% 0:00:01 0:04:14 0:00:00 0%
06/24/2012
06/25/2012 60 0 60 0 100% 0:00:01 0:05:25 0:00:00 0%
06/26/2012 44 0 44 0 100% 0:00:00 0:04:17 0:00:00 0%
06/27/2012 42 0 42 0 100% 0:00:00 0:04:06 0:00:00 0%
06/28/2012 32 0 31 0 97% 0:00:06 0:04:56 0:00:00 0%
06/29/2012 50 0 50 0 100% 0:00:03 0:04:25 0:00:00 0%
06/30/2012 47 0 45 0 96% 0:00:07 0:04:30 0:00:00 0%

1176 3 1135 6 97% 0:00:05 0:04:59 0:00:29 0%

JUNE 2012 (LS)



 2012 PHONE STATISTICS

51 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
07/01/2012
07/02/2012 47 0 47 0 100% 0:00:00 0:05:05 0:00:00 0%
07/03/2012 61 0 61 0 100% 0:00:02 0:04:11 0:00:00 0%
07/04/2012 41 2 38 2 97% 0:00:12 0:05:56 0:00:02 0%
07/05/2012 40 0 37 1 93% 0:00:10 0:03:59 0:01:42 3%
07/06/2012 63 0 63 0 100% 0:00:03 0:06:05 0:00:00 0%
07/07/2012 44 0 42 0 95% 0:00:09 0:04:21 0:00:00 0%
07/08/2012
07/09/2012 44 0 41 0 93% 0:00:11 0:05:13 0:00:00 0%
07/10/2012 35 1 30 1 88% 0:00:16 0:03:05 0:00:06 0%
07/11/2012 27 0 27 0 100% 0:00:02 0:03:41 0:00:00 0%
07/12/2012 26 0 26 0 100% 0:00:00 0:03:48 0:00:00 0%
07/13/2012 34 0 34 0 100% 0:00:02 0:03:56 0:00:00 0%
07/14/2012 36 0 35 0 97% 0:00:05 0:05:30 0:00:00 0%
07/15/2012
07/16/2012 46 0 46 0 100% 0:00:02 0:04:04 0:00:00 0%
07/17/2012 29 0 29 0 100% 0:00:00 0:03:51 0:00:00 0%
07/18/2012 42 0 42 0 100% 0:00:04 0:05:08 0:00:00 0%
07/19/2012 39 0 39 0 100% 0:00:02 0:05:01 0:00:00 0%
07/20/2012 39 0 38 0 97% 0:00:06 0:04:24 0:00:00 0%
07/21/2012 31 0 31 0 100% 0:00:00 0:05:37 0:00:00 0%
07/22/2012
07/23/2012 71 1 67 1 96% 0:00:09 0:04:56 0:00:13 0%
07/24/2012 53 1 52 1 100% 0:00:02 0:03:01 0:00:30 0%
07/25/2012 75 0 74 0 99% 0:00:03 0:03:09 0:00:00 0%
07/26/2012 27 0 26 1 96% 0:00:06 0:04:27 0:01:08 4%
07/27/2012 44 0 43 0 98% 0:00:05 0:04:31 0:00:00 0%
07/28/2012 25 0 25 0 100% 0:00:05 0:03:37 0:00:00 0%
07/29/2012
07/30/2012 33 0 32 0 97% 0:00:08 0:04:33 0:00:00 0%
07/31/2012 32 0 32 0 100% 0:00:00 0:05:46 0:00:00 0%

1084 5 1057 7 98% 0:00:05 0:04:30 0:00:32 0%

JULY 2012 (LS)



 2012 PHONE STATISTICS

52 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
08/01/2012 20 0 19 0 95% 0:00:07 0:03:36 0:00:00 0%
08/02/2012 21 0 21 0 100% 0:00:07 0:04:14 0:00:00 0%
08/03/2012 40 0 40 0 100% 0:00:02 0:04:42 0:00:00 0%
08/04/2012 28 0 28 0 100% 0:00:03 0:06:17 0:00:00 0%
08/05/2012
08/06/2012 44 0 40 0 91% 0:00:10 0:05:21 0:00:00 0%
08/07/2012 26 0 26 0 100% 0:00:00 0:04:21 0:00:00 0%
08/08/2012 40 0 39 1 98% 0:00:04 0:05:03 0:03:00 3%
08/09/2012 12 0 12 0 100% 0:00:00 0:04:56 0:00:00 0%
08/10/2012 28 0 26 0 93% 0:00:07 0:05:49 0:00:00 0%
08/11/2012 36 0 35 0 97% 0:00:05 0:05:56 0:00:00 0%
08/12/2012
08/13/2012 21 0 20 0 95% 0:00:10 0:04:23 0:00:00 0%
08/14/2012 24 1 14 1 61% 0:00:46 0:05:33 0:00:05 0%
08/15/2012 29 0 27 0 93% 0:00:08 0:04:00 0:00:00 0%
08/16/2012 35 1 33 1 97% 0:00:05 0:04:05 0:00:08 0%
08/17/2012 24 0 23 0 96% 0:00:07 0:04:11 0:00:00 0%
08/18/2012 31 0 23 2 74% 0:00:25 0:03:40 0:01:40 6%
08/19/2012
08/20/2012 25 0 24 0 96% 0:00:07 0:03:16 0:00:00 0%
08/21/2012 17 0 15 1 88% 0:00:07 0:04:04 0:02:09 6%
08/22/2012 23 0 23 0 100% 0:00:00 0:03:58 0:00:00 0%
08/23/2012 27 0 25 0 93% 0:00:14 0:05:27 0:00:00 0%
08/24/2012 36 1 34 1 97% 0:00:06 0:04:41 0:00:23 0%
08/25/2012 21 1 20 1 100% 0:00:01 0:04:22 0:00:32 0%
08/26/2012
08/27/2012 24 0 24 0 100% 0:00:07 0:04:01 0:00:00 0%
08/28/2012 26 0 25 0 96% 0:00:08 0:04:30 0:00:00 0%
08/29/2012 35 0 35 0 100% 0:00:01 0:03:50 0:00:00 0%
08/30/2012 36 0 35 0 97% 0:00:03 0:04:45 0:00:00 0%
08/31/2012 61 2 53 2 90% 0:00:20 0:03:54 0:00:29 0%

790 6 739 10 94% 0:00:08 0:04:35 0:01:03 1%

AUGUST 2012 (LS)



 2012 PHONE STATISTICS

53 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl Avg Ans Avg Talk Avg Abn Abn %
09/01/2012 148 4 119 5 83% 0:00:34 0:05:15 0:00:55 1%
09/02/2012
09/03/2012 43 1 33 2 79% 0:00:27 0:05:02 0:01:43 2%
09/04/2012 24 0 21 0 88% 0:00:17 0:03:53 0:00:00 0%
09/05/2012 33 0 33 0 100% 0:00:01 0:03:40 0:00:00 0%
09/06/2012 31 0 26 1 84% 0:00:26 0:04:12 0:01:02 3%
09/07/2012 42 0 38 0 90% 0:00:14 0:04:22 0:00:00 0%
09/08/2012 23 0 23 0 100% 0:00:03 0:03:25 0:00:00 0%
09/09/2012
09/10/2012 33 1 28 2 88% 0:00:16 0:03:29 0:00:39 3%
09/11/2012 34 2 28 2 88% 0:00:25 0:04:01 0:00:24 0%
09/12/2012 32 0 31 0 97% 0:00:06 0:04:16 0:00:00 0%
09/13/2012 20 0 20 0 100% 0:00:02 0:04:50 0:00:00 0%
09/14/2012 39 0 34 1 87% 0:00:18 0:04:37 0:01:06 3%
09/15/2012 26 0 24 0 92% 0:00:12 0:05:03 0:00:00 0%
09/16/2012
09/17/2012 23 0 20 0 87% 0:00:18 0:04:17 0:00:00 0%
09/18/2012 20 0 20 0 100% 0:00:03 0:03:26 0:00:00 0%
09/19/2012 20 0 19 1 95% 0:00:06 0:03:22 0:00:59 5%
09/20/2012 27 0 26 0 96% 0:00:08 0:05:12 0:00:00 0%
09/21/2012 40 0 36 1 90% 0:00:20 0:03:39 0:01:34 3%
09/22/2012 29 0 28 0 97% 0:00:11 0:04:56 0:00:00 0%
09/23/2012
09/24/2012 24 0 21 0 88% 0:00:09 0:03:41 0:00:00 0%
09/25/2012 16 0 15 0 94% 0:00:08 0:04:42 0:00:00 0%
09/26/2012 20 0 20 0 100% 0:00:00 0:04:16 0:00:00 0%
09/27/2012 27 0 26 0 96% 0:00:08 0:04:31 0:00:00 0%
09/28/2012 35 0 33 0 94% 0:00:10 0:02:50 0:00:00 0%
09/29/2012 25 0 23 0 92% 0:00:10 0:04:48 0:00:00 0%
09/30/2012

834 8 745 15 90% 0:00:16 0:04:22 0:00:59 1%

SEPTEMBER 2012 (LS)



 2012 PHONE STATISTICS

54 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

10/01/2012 28 28 0 23 0 82% 0:28:00 4:29:00 0:00:00 0%
10/02/2012 21 21 0 20 0 95% 0:08:00 4:55:00 0:00:00 0%
10/03/2012 22 22 0 22 0 100% 0:04:00 4:31:00 0:00:00 0%
10/04/2012 25 25 0 25 0 100% 0:06:00 4:21:00 0:00:00 0%
10/05/2012 26 25 0 23 1 88% 0:11:00 3:09:00 1:55:00 4%
10/06/2012 26 26 0 22 0 85% 0:22:00 5:32:00 0:00:00 0%
10/07/2012
10/08/2012 31 31 0 28 0 90% 0:10:00 2:58:00 0:00:00 0%
10/09/2012 18 17 0 17 1 94% 0:11:00 4:10:00 3:19:00 6%
10/10/2012 41 40 1 31 1 78% 0:33:00 4:33:00 0:15:00 0%
10/11/2012 61 60 1 55 1 92% 0:22:00 3:17:00 0:18:00 0%
10/12/2012 33 32 1 29 1 91% 0:17:00 3:44:00 0:24:00 0%
10/13/2012 21 21 0 18 0 86% 0:21:00 4:53:00 0:00:00 0%
10/14/2012
10/15/2012 23 23 0 20 0 87% 0:27:00 4:37:00 0:00:00 0%
10/16/2012 10 10 0 10 0 100% 0:06:00 3:42:00 0:00:00 0%
10/17/2012 25 25 0 23 0 92% 0:14:00 3:51:00 0:00:00 0%
10/18/2012 16 16 0 16 0 100% 0:03:00 3:26:00 0:00:00 0%
10/19/2012 37 37 0 37 0 100% 0:06:00 4:36:00 0:00:00 0%
10/20/2012 19 19 0 19 0 100% 0:03:00 3:21:00 0:00:00 0%
10/21/2012
10/22/2012 34 33 0 30 1 88% 0:16:00 4:37:00 0:45:00 3%
10/23/2012 21 21 0 18 1 86% 0:19:00 4:55:00 0:40:00 5%
10/24/2012 46 46 0 46 0 100% 0:01:00 2:21:00 0:00:00 0%
10/25/2012 23 23 0 21 0 91% 0:17:00 4:35:00 0:00:00 0%
10/26/2012 58 56 1 53 2 93% 0:12:00 3:09:00 0:46:00 2%
10/27/2012 41 41 0 39 0 95% 0:04:00 3:22:00 0:00:00 0%
10/28/2012
10/29/2012 16 15 0 15 1 94% 0:13:00 3:37:00 1:00:00 6%
10/30/2012 21 20 1 20 1 100% 0:06:00 3:52:00 0:02:00 0%
10/31/2012 11 10 0 10 0 91% 0:14:00 4:03:00 0:00:00 0%

754 743 5 690 11 92% 0:13:41 3:54:46 0:55:27 1%

OCTOBER 2012 (LS)



 2012 PHONE STATISTICS

55 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

11/01/2012 34 33 1 30 1 91% 0:15:00 4:14:00 0:02:00 0%
11/02/2012 30 30 0 27 0 90% 0:17:00 5:00:00 0:00:00 0%
11/03/2012 29 29 0 29 0 100% 0:05:00 4:55:00 0:00:00 0%
11/04/2012
11/05/2012 38 37 0 37 1 97% 0:17:00 4:10:00 0:44:00 3%
11/06/2012 25 24 0 20 1 80% 0:43:00 4:33:00 2:32:00 4%
11/07/2012 19 19 0 18 0 95% 0:16:00 2:57:00 0:00:00 0%
11/08/2012 24 23 0 20 1 83% 0:17:00 3:45:00 0:33:00 4%
11/09/2012 26 24 1 23 2 92% 0:21:00 5:00:00 0:53:00 4%
11/10/2012 16 16 0 15 0 94% 0:16:00 3:48:00 0:00:00 0%
11/11/2012
11/12/2012 26 26 0 25 0 96% 0:13:00 4:59:00 0:00:00 0%
11/13/2012 24 24 0 24 0 100% 0:11:00 3:32:00 0:00:00 0%
11/14/2012 18 18 0 17 0 94% 0:19:00 3:49:00 0:00:00 0%
11/15/2012 28 27 1 26 1 96% 0:09:00 3:23:00 0:04:00 0%
11/16/2012 61 60 1 58 1 97% 0:14:00 3:35:00 0:08:00 0%
11/17/2012 34 32 2 32 2 100% 0:06:00 4:51:00 0:10:00 0%
11/18/2012
11/19/2012 29 29 0 29 0 100% 0:05:00 3:30:00 0:00:00 0%
11/20/2012 26 26 0 22 0 85% 0:22:00 4:31:00 0:00:00 0%
11/21/2012 38 36 0 34 2 89% 0:15:00 4:40:00 0:53:00 5%
11/22/2012 22 21 1 20 1 95% 0:17:00 3:46:00 0:26:00 0%
11/23/2012 42 42 0 40 0 95% 0:15:00 4:05:00 0:00:00 0%
11/24/2012 21 20 1 20 1 100% 0:03:00 3:36:00 0:02:00 0%
11/25/2012
11/26/2012 31 31 0 30 0 97% 0:15:00 3:27:00 0:00:00 0%
11/27/2012 17 17 0 15 0 88% 0:27:00 3:29:00 0:00:00 0%
11/28/2012 18 18 0 18 0 100% 0:03:00 3:18:00 0:00:00 0%
11/29/2012 22 22 0 22 0 100% 0:09:00 3:50:00 0:00:00 0%
11/30/2012 36 35 0 30 1 83% 0:23:00 3:13:00 1:27:00 3%

734 719 8 681 15 94% 0:14:59 4:01:37 0:39:20 1%

NOVEMBER 2012 (LS)



 2012 PHONE STATISTICS

56 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

12/01/2012 10 10 0 10 0 100% 0:02 4:31 0:00 0%
12/02/2012
12/03/2012 20 20 0 20 0 100% 0:10 4:16 0:00 0%
12/04/2012 12 12 0 12 0 100% 0:00 3:44 0:00 0%
12/05/2012 10 10 0 10 0 100% 0:06 3:27 0:00 0%
12/06/2012 10 10 0 10 0 100% 0:10 1:56 0:00 0%
12/07/2012 11 10 0 10 1 91% 0:02 2:29 2:03 9%
12/08/2012 5 5 0 5 0 100% 0:18 3:09 0:00 0%
12/09/2012
12/10/2012 11 11 0 11 0 100% 0:05 4:05 0:00 0%
12/11/2012 13 13 0 11 0 85% 0:17 2:54 0:00 0%
12/12/2012 5 5 0 5 0 100% 0:00 4:38 0:00 0%
12/13/2012 11 11 0 10 0 91% 0:10 3:00 0:00 0%
12/14/2012 12 12 0 12 0 100% 0:02 4:11 0:00 0%
12/15/2012 8 8 0 8 0 100% 0:00 3:39 0:00 0%
12/16/2012
12/17/2012 12 12 0 11 0 92% 0:05 4:19 0:00 0%
12/18/2012 8 8 0 8 0 100% 0:01 4:46 0:00 0%
12/19/2012 16 16 0 16 0 100% 0:02 3:24 0:00 0%
12/20/2012 14 14 0 14 0 100% 0:00 3:54 0:00 0%
12/21/2012 10 10 0 9 0 90% 0:35 3:04 0:00 0%
12/22/2012 8 8 0 8 0 100% 0:07 5:45 0:00 0%
12/23/2012
12/24/2012 4 4 0 4 0 100% 0:00 2:02 0:00 0%
12/25/2012
12/26/2012 16 16 0 16 0 100% 0:09 4:14 0:00 0%
12/27/2012 28 28 0 26 0 93% 0:13 3:20 0:00 0%
12/28/2012 18 18 0 16 0 89% 0:18 4:20 0:00 0%
12/29/2012 11 11 0 10 0 91% 0:10 5:51 0:00 0%
12/30/2012
12/31/2012 14 14 0 14 0 100% 0:00 5:31 0:00 0%

297 296 0 286 1 96% 0:07 3:53 2:03 0%

DECEMBER 2012 (LS)



 2013 PHONE STATISTICS

57 of 128

Month Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

January 362 361 0 344 1 95% 0:00:08 0:04:52 0:00:40 0%
February 943 938 1 887 5 94% 0:00:09 0:04:21 0:01:33 0%
March 2680 2637 14 2461 43 92% 0:00:14 0:03:34 0:01:14 1%
April 3273 3165 21 2746 98 84% 0:00:25 0:03:49 0:01:15 2%
May 2817 2733 22 2487 84 89% 0:00:20 0:03:44 0:01:46 2%
June 2557 2496 16 2230 61 88% 0:00:21 0:03:34 0:01:30 2%
July  2031 1979 17 1757 52 87% 0:00:21 0:03:38 0:01:13 2%
August 1499 1467 7 1297 32 87% 0:00:23 0:03:45 0:01:40 2%
September 1837 1789 14 1615 48 89% 0:00:25 0:03:47 0:01:13 2%
October 1514 1476 16 1306 38 87% 0:00:22 0:03:52 0:01:06 1%
November 1740 1678 14 1439 62 83% 0:00:27 0:03:31 0:01:30 3%
December 651 627 6 548 24 85% 0:00:27 0:03:11 0:01:29 3%

21904 21346 148 19117 548 88% 0:00:21 0:03:43 0:01:24 2%

2013 HELP DESK SUMMARY



 2013 PHONE STATISTICS

58 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

01/01/2013 14 14 0 14 0 100% 0:00:00 0:05:42 0:00:00 0%
01/02/2013 19 19 0 19 0 100% 0:00:01 0:05:21 0:00:00 0%
01/03/2013 16 16 0 13 0 81% 0:00:27 0:03:55 0:00:00 0%
01/04/2013 31 31 0 27 0 87% 0:00:22 0:03:23 0:00:00 0%
01/05/2013 18 18 0 18 0 100% 0:00:00 0:03:57 0:00:00 0%
01/06/2013   
01/07/2013 25 25 0 25 0 100% 0:00:01 0:05:54 0:00:00 0%
01/08/2013 15 15 0 15 0 100% 0:00:00 0:05:41 0:00:00 0%
01/09/2013 10 10 0 9 0 90% 0:00:23 0:10:59 0:00:00 0%
01/10/2013 15 15 0 12 0 80% 0:00:45 0:05:08 0:00:00 0%
01/11/2013 19 19 0 19 0 100% 0:00:08 0:04:40 0:00:00 0%
01/12/2013 23 23 0 23 0 100% 0:00:00 0:03:28 0:00:00 0%
01/13/2013   
01/14/2013 10 10 0 10 0 100% 0:00:04 0:06:54 0:00:00 0%
01/15/2013 10 10 0 9 0 90% 0:00:17 0:03:29 0:00:00 0%
01/16/2013 6 6 0 6 0 100% 0:00:00 0:03:51 0:00:00 0%
01/17/2013 9 9 0 9 0 100% 0:00:00 0:03:53 0:00:00 0%
01/18/2013 20 20 0 20 0 100% 0:00:00 0:04:44 0:00:00 0%
01/19/2013 13 13 0 12 0 92% 0:00:06 0:03:46 0:00:00 0%
01/20/2013   
01/21/2013 12 11 0 10 1 83% 0:00:13 0:04:42 0:00:40 8%
01/22/2013 8 8 0 8 0 100% 0:00:00 0:08:03 0:00:00 0%
01/23/2013 10 10 0 9 0 90% 0:00:16 0:05:16 0:00:00 0%
01/24/2013 6 6 0 6 0 100% 0:00:00 0:08:22 0:00:00 0%
01/25/2013 7 7 0 5 0 71% 0:00:20 0:06:56 0:00:00 0%
01/26/2013 10 10 0 10 0 100% 0:00:00 0:03:16 0:00:00 0%
01/27/2013   
01/28/2013 9 9 0 9 0 100% 0:00:00 0:02:27 0:00:00 0%
01/29/2013 9 9 0 9 0 100% 0:00:00 0:05:30 0:00:00 0%
01/30/2013 5 5 0 5 0 100% 0:00:00 0:02:19 0:00:00 0%
01/31/2013 13 13 0 13 0 100% 0:00:03 0:04:25 0:00:00 0%

362 361 0 344 1 95% 0:00:08 0:04:52 0:00:40 0%

JANUARY 2013 (HD)



 2013 PHONE STATISTICS

59 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

02/01/2013 16 16 0 16 0 100% 0:00:00 0:03:07 0:00:00 0%
02/02/2013 4 4 0 4 0 100% 0:00:00 0:04:48 0:00:00 0%
02/03/2013   
02/04/2013 12 12 0 11 0 92% 0:00:05 0:02:49 0:00:00 0%
02/05/2013 14 14 0 14 0 100% 0:00:02 0:05:01 0:00:00 0%
02/06/2013 21 21 0 21 0 100% 0:00:01 0:03:12 0:00:00 0%
02/07/2013 15 15 0 15 0 100% 0:00:00 0:03:04 0:00:00 0%
02/08/2013 25 24 0 21 1 84% 0:00:28 0:03:12 0:02:33 4%
02/09/2013 19 19 0 19 0 100% 0:00:03 0:02:50 0:00:00 0%
02/10/2013   
02/11/2013 96 96 0 93 0 97% 0:00:08 0:06:12 0:00:00 0%
02/12/2013 45 44 1 39 1 89% 0:00:15 0:05:11 0:00:21 0%
02/13/2013 42 42 0 41 0 98% 0:00:06 0:05:44 0:00:00 0%
02/14/2013 50 49 0 46 1 92% 0:00:08 0:06:15 0:01:29 2%
02/15/2013 51 50 0 45 1 88% 0:00:13 0:04:21 0:01:04 2%
02/16/2013 27 27 0 27 0 100% 0:00:03 0:04:16 0:00:00 0%
02/17/2013   
02/18/2013 53 53 0 52 0 98% 0:00:04 0:03:49 0:00:00 0%
02/19/2013 98 97 0 76 1 78% 0:00:37 0:04:17 0:02:16 1%
02/20/2013 35 35 0 35 0 100% 0:00:03 0:04:08 0:00:00 0%
02/21/2013 37 37 0 37 0 100% 0:00:00 0:04:43 0:00:00 0%
02/22/2013 49 49 0 47 0 96% 0:00:05 0:04:19 0:00:00 0%
02/23/2013 63 63 0 61 0 97% 0:00:04 0:03:21 0:00:00 0%
02/24/2013   
02/25/2013 35 35 0 35 0 100% 0:00:00 0:03:59 0:00:00 0%
02/26/2013 41 41 0 41 0 100% 0:00:00 0:03:24 0:00:00 0%
02/27/2013 37 37 0 34 0 92% 0:00:14 0:03:09 0:00:00 0%
02/28/2013 58 58 0 57 0 98% 0:00:05 0:03:38 0:00:00 0%

  
  
  

943 938 1 887 5 94% 0:00:09 0:04:21 0:01:33 0%

FEBRUARY 2013 (HD)



 2013 PHONE STATISTICS

60 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

03/01/2013 103 102 1 97 1 95% 0:00:09 0:03:49 0:00:21 0%
03/02/2013 72 72 0 72 0 100% 0:00:01 0:03:19 0:00:00 0%
03/03/2013 48 48 0 48 0 100% 0:00:02 0:04:17 0:00:00 0%
03/04/2013 84 81 2 73 3 89% 0:00:14 0:04:46 0:00:16 1%
03/05/2013 36 36 0 35 0 97% 0:00:05 0:04:15 0:00:00 0%
03/06/2013 40 40 0 39 0 98% 0:00:10 0:03:41 0:00:00 0%
03/07/2013 47 47 0 43 0 91% 0:00:18 0:04:27 0:00:00 0%
03/08/2013 122 117 1 103 5 85% 0:00:18 0:03:47 0:00:56 3%
03/09/2013 165 161 3 151 4 93% 0:00:13 0:03:18 0:00:23 1%
03/10/2013 99 98 0 91 1 92% 0:00:11 0:03:00 0:00:45 1%
03/11/2013 55 53 2 52 2 98% 0:00:10 0:04:23 0:00:03 0%
03/12/2013 63 63 0 60 0 95% 0:00:14 0:03:44 0:00:00 0%
03/13/2013 56 55 0 50 1 89% 0:00:14 0:03:21 0:01:54 2%
03/14/2013 82 82 0 76 0 93% 0:00:12 0:03:05 0:00:00 0%
03/15/2013 145 144 0 134 1 92% 0:00:15 0:03:27 0:00:41 1%
03/16/2013 165 163 0 157 2 95% 0:00:10 0:02:51 0:00:58 1%
03/17/2013 78 78 0 77 0 99% 0:00:10 0:03:14 0:00:00 0%
03/18/2013 48 45 0 40 3 83% 0:00:19 0:03:19 0:03:57 6%
03/19/2013 50 48 1 41 2 84% 0:00:31 0:03:15 0:01:03 2%
03/20/2013 52 51 1 50 1 98% 0:00:08 0:03:55 0:00:28 0%
03/21/2013 65 64 0 62 1 95% 0:00:07 0:03:17 0:01:32 2%
03/22/2013 100 100 0 98 0 98% 0:00:07 0:03:16 0:00:00 0%
03/23/2013 127 126 0 117 1 92% 0:00:12 0:03:26 0:02:19 1%
03/24/2013 44 44 0 44 0 100% 0:00:04 0:03:25 0:00:00 0%
03/25/2013 33 33 0 30 0 91% 0:00:14 0:03:45 0:00:00 0%
03/26/2013 39 39 0 38 0 97% 0:00:06 0:03:34 0:00:00 0%
03/27/2013 69 65 1 61 4 90% 0:00:09 0:03:33 0:01:37 4%
03/28/2013 157 148 2 105 9 68% 0:00:51 0:04:45 0:01:29 5%
03/29/2013 228 226 0 215 2 94% 0:00:14 0:03:25 0:00:59 1%
03/30/2013 153 153 0 147 0 96% 0:00:10 0:03:34 0:00:00 0%
03/31/2013 55 55 0 55 0 100% 0:00:05 0:02:40 0:00:00 0%

2680 2637 14 2461 43 92% 0:00:14 0:03:34 0:01:14 1%

MARCH 2013 (HD)



 2013 PHONE STATISTICS

61 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

04/01/2013 371 352 3 266 19 72% 0:00:40 0:05:38 0:01:20 4%
04/02/2013 105 102 0 76 3 72% 0:00:40 0:04:44 0:03:03 3%
04/03/2013 97 91 1 72 6 75% 0:00:31 0:03:44 0:01:12 5%
04/04/2013 106 99 0 73 7 69% 0:00:45 0:04:12 0:01:53 7%
04/05/2013 220 204 3 127 16 59% 0:00:57 0:03:18 0:01:04 6%
04/06/2013 207 202 2 169 5 82% 0:00:34 0:03:13 0:00:39 1%
04/07/2013 151 147 1 121 4 81% 0:00:31 0:03:37 0:01:00 2%
04/08/2013 113 112 1 102 1 91% 0:00:18 0:04:22 0:00:01 0%
04/09/2013 75 74 1 63 1 85% 0:00:26 0:04:09 0:00:22 0%
04/10/2013 87 85 0 75 2 86% 0:00:23 0:04:25 0:03:24 2%
04/11/2013 91 90 1 87 1 97% 0:00:10 0:03:22 0:00:12 0%
04/12/2013 145 141 0 125 3 86% 0:00:22 0:03:43 0:01:36 2%
04/13/2013 195 190 2 179 5 93% 0:00:15 0:03:10 0:00:30 2%
04/14/2013 119 118 0 106 1 89% 0:00:19 0:03:04 0:01:17 1%
04/15/2013 97 93 1 85 4 89% 0:00:17 0:03:59 0:01:16 3%
04/16/2013 81 76 1 71 5 89% 0:00:14 0:03:48 0:01:21 5%
04/17/2013 65 56 0 62 0 95% 0:00:09 0:03:10 0:00:00 0%
04/18/2013 64 63 0 62 1 97% 0:00:07 0:03:32 0:02:02 2%
04/19/2013 74 74 0 71 0 96% 0:00:09 0:03:24 0:00:00 0%
04/20/2013 129 128 0 124 1 96% 0:00:11 0:02:57 0:00:47 1%
04/21/2013 101 101 0 99 0 98% 0:00:10 0:03:16 0:00:00 0%
04/22/2013 83 81 0 77 2 93% 0:00:11 0:03:26 0:00:53 2%
04/23/2013 49 49 0 47 0 96% 0:00:07 0:03:59 0:00:00 0%
04/24/2013 50 49 0 47 1 94% 0:00:09 0:03:39 0:03:11 2%
04/25/2013 73 70 1 62 3 86% 0:00:17 0:04:06 0:00:32 3%
04/26/2013 83 81 1 68 2 83% 0:00:29 0:03:20 0:01:18 1%
04/27/2013 65 65 0 65 0 100% 0:00:07 0:03:25 0:00:00 0%
04/28/2013 41 38 0 38 3 93% 0:00:10 0:02:43 0:01:11 7%
04/29/2013 65 63 2 59 2 94% 0:00:16 0:03:41 0:00:16 0%
04/30/2013 71 71 0 68 0 96% 0:00:07 0:03:59 0:00:00 0%

  
3273 3165 21 2746 98 84% 0:00:25 0:03:49 0:01:15 2%

APRIL 2013 (HD)



 2013 PHONE STATISTICS

62 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

05/01/2013 88 88 0 85 0 97% 0:00:11 0:04:25 0:00:00 0%
05/02/2013 85 82 1 82 3 98% 0:00:05 0:04:42 0:00:49 2%
05/03/2013 100 99 0 90 1 90% 0:00:23 0:03:58 0:00:49 1%
05/04/2013 76 71 0 54 5 71% 0:01:31 0:03:45 0:03:19 7%
05/05/2013 51 49 0 47 2 92% 0:00:09 0:03:41 0:01:18 4%
05/06/2013 56 52 1 37 4 67% 0:00:38 0:04:51 0:01:00 5%
05/07/2013 66 61 0 48 5 73% 0:00:41 0:04:07 0:02:02 8%
05/08/2013 73 71 0 65 2 89% 0:00:16 0:04:25 0:01:48 3%
05/09/2013 80 76 0 66 4 83% 0:00:23 0:04:46 0:02:10 5%
05/10/2013 69 68 0 54 1 78% 0:00:36 0:03:55 0:01:00 1%
05/11/2013 116 115 1 112 1 97% 0:00:13 0:03:19 0:00:04 0%
05/12/2013 62 61 0 57 1 92% 0:00:14 0:03:41 0:00:53 2%
05/13/2013 50 47 2 39 3 81% 0:00:40 0:03:30 0:00:33 2%
05/14/2013 45 44 0 36 1 80% 0:00:24 0:03:37 0:03:03 2%
05/15/2013 66 64 0 58 2 88% 0:00:16 0:04:20 0:01:25 3%
05/16/2013 54 54 0 52 0 96% 0:00:10 0:03:30 0:00:00 0%
05/17/2013 78 76 0 63 2 81% 0:00:36 0:03:32 0:01:41 3%
05/18/2013 136 130 4 105 6 80% 0:00:36 0:03:48 0:00:46 2%
05/19/2013 78 76 0 71 2 91% 0:00:16 0:03:01 0:01:09 3%
05/20/2013 77 74 1 71 3 93% 0:00:11 0:04:07 0:00:46 3%
05/21/2013 71 70 1 67 1 96% 0:00:27 0:03:50 0:00:03 0%
05/22/2013 58 56 1 54 2 95% 0:00:13 0:04:09 0:00:52 2%
05/23/2013 80 79 0 72 1 90% 0:00:14 0:04:18 0:01:36 1%
05/24/2013 167 162 1 152 5 92% 0:00:17 0:03:29 0:01:12 2%
05/25/2013 232 229 3 226 3 99% 0:00:07 0:03:16 0:00:11 0%
05/26/2013 199 197 2 189 2 96% 0:00:11 0:03:01 0:00:04 0%
05/27/2013 163 156 2 146 7 91% 0:00:15 0:03:25 0:00:47 3%
05/28/2013 100 90 2 79 10 81% 0:00:26 0:03:46 0:05:14 8%
05/29/2013 88 86 0 78 2 89% 0:00:18 0:03:41 0:02:10 2%
05/30/2013 60 60 0 56 0 93% 0:00:12 0:03:33 0:00:00 0%
05/31/2013 93 90 0 76 3 82% 0:00:23 0:03:12 0:01:41 3%

2817 2733 22 2487 84 89% 0:00:20 0:03:44 0:01:46 2%

MAY 2013 (HD)



 2013 PHONE STATISTICS

63 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

06/01/2013 193 175 0 131 18 68% 0:00:47 0:03:18 0:01:46 9%
06/02/2013 70 68 0 60 2 86% 0:00:23 0:04:11 0:01:16 3%
06/03/2013 84 83 1 79 1 95% 0:00:11 0:03:44 0:00:24 0%
06/04/2013 64 62 1 50 2 79% 0:00:23 0:04:04 0:00:42 2%
06/05/2013 61 59 1 56 2 93% 0:00:15 0:03:38 0:03:46 2%
06/06/2013 58 58 0 56 0 97% 0:00:08 0:03:14 0:00:00 0%
06/07/2013 83 81 1 79 2 96% 0:00:13 0:03:28 0:00:53 1%
06/08/2013 99 98 1 96 1 98% 0:00:08 0:03:45 0:00:18 0%
06/09/2013 72 72 0 68 0 94% 0:00:10 0:04:18 0:00:00 0%
06/10/2013 93 90 2 84 3 92% 0:00:14 0:03:39 0:00:50 1%
06/11/2013 75 74 1 74 1 100% 0:00:09 0:04:13 0:00:19 0%
06/12/2013 66 65 0 61 1 92% 0:00:18 0:03:22 0:00:50 2%
06/13/2013 59 59 0 54 0 92% 0:00:15 0:03:38 0:00:00 0%
06/14/2013 112 111 1 99 1 89% 0:00:21 0:03:29 0:00:10 0%
06/15/2013 139 135 0 112 4 81% 0:00:32 0:03:47 0:01:43 3%
06/16/2013 82 81 1 75 1 93% 0:00:15 0:03:40 0:00:01 0%
06/17/2013 65 63 1 59 2 92% 0:00:22 0:03:59 0:01:28 2%
06/18/2013 73 71 0 57 2 78% 0:00:27 0:03:38 0:02:01 3%
06/19/2013 108 101 2 73 7 69% 0:00:34 0:03:16 0:01:01 5%
06/20/2013 87 85 1 75 2 87% 0:00:24 0:02:58 0:06:06 1%
06/21/2013 98 97 0 89 1 91% 0:00:21 0:03:14 0:00:49 1%
06/22/2013 96 96 0 92 0 96% 0:00:11 0:03:13 0:00:00 0%
06/23/2013 87 85 1 81 2 94% 0:00:11 0:03:30 0:00:17 1%
06/24/2013 50 50 0 41 0 82% 0:00:26 0:03:47 0:00:00 0%
06/25/2013 69 69 0 64 0 93% 0:00:21 0:03:10 0:00:00 0%
06/26/2013 61 61 0 58 0 95% 0:00:12 0:03:49 0:00:00 0%
06/27/2013 50 48 0 45 2 90% 0:00:12 0:03:58 0:02:14 4%
06/28/2013 100 97 1 79 3 80% 0:00:33 0:02:59 0:00:35 2%
06/29/2013 125 125 0 115 0 92% 0:00:18 0:03:28 0:00:00 0%
06/30/2013 78 77 0 68 1 87% 0:00:21 0:03:40 0:01:13 1%

  
2557 2496 16 2230 61 88% 0:00:21 0:03:34 0:01:30 2%

JUNE 2013 (HD)



 2013 PHONE STATISTICS

64 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

07/01/2013 94 91 1 70 3 75% 0:00:40 0:04:07 0:00:45 2%
07/02/2013 75 75 0 67 0 89% 0:00:26 0:03:37 0:00:00 0%
07/03/2013 74 70 0 60 4 81% 0:00:26 0:03:45 0:01:09 5%
07/04/2013 93 92 1 92 1 100% 0:00:09 0:03:12 0:00:04 0%
07/05/2013 103 101 0 93 2 90% 0:00:23 0:03:20 0:01:14 2%
07/06/2013 62 61 1 58 1 95% 0:00:17 0:03:48 0:00:16 0%
07/07/2013 53 52 0 40 1 75% 0:00:31 0:03:15 0:01:00 2%
07/08/2013 54 54 0 44 0 81% 0:00:29 0:03:38 0:00:00 0%
07/09/2013 47 45 1 36 2 78% 0:00:26 0:03:04 0:01:22 2%
07/10/2013 40 40 0 38 0 95% 0:00:14 0:02:45 0:00:00 0%
07/11/2013 54 53 0 53 1 98% 0:00:09 0:03:24 0:01:12 2%
07/12/2013 88 85 1 74 3 85% 0:00:23 0:03:02 0:01:01 2%
07/13/2013 85 84 1 77 1 92% 0:00:21 0:03:03 0:00:25 0%
07/14/2013 59 57 0 45 2 76% 0:00:31 0:04:12 0:00:42 3%
07/15/2013 49 48 0 45 1 92% 0:00:19 0:04:15 0:06:30 2%
07/16/2013 62 62 0 54 0 87% 0:00:23 0:03:43 0:00:00 0%
07/17/2013 33 33 0 31 0 94% 0:00:15 0:04:57 0:00:00 0%
07/18/2013 73 64 1 44 9 61% 0:00:50 0:04:21 0:01:52 11%
07/19/2013 67 65 0 57 2 85% 0:00:23 0:03:05 0:01:46 3%
07/20/2013 86 84 1 79 2 93% 0:00:16 0:03:39 0:00:24 1%
07/21/2013 59 58 1 50 1 86% 0:00:18 0:03:42 0:00:24 0%
07/22/2013 63 59 3 51 4 85% 0:00:28 0:03:51 0:00:42 2%
07/23/2013 69 66 1 63 3 93% 0:00:11 0:03:54 0:01:51 3%
07/24/2013 83 82 0 80 1 96% 0:00:07 0:03:24 0:00:34 1%
07/25/2013 57 56 1 54 1 96% 0:00:11 0:04:46 0:00:29 0%
07/26/2013 72 70 1 55 2 77% 0:00:28 0:04:16 0:00:48 1%
07/27/2013 99 96 1 86 3 88% 0:00:19 0:03:06 0:00:42 2%
07/28/2013 52 52 0 49 0 94% 0:00:11 0:03:42 0:00:00 0%
07/29/2013 43 43 0 38 0 88% 0:00:18 0:03:56 0:00:00 0%
07/30/2013 39 38 1 37 1 97% 0:00:08 0:03:34 0:00:03 0%
07/31/2013 44 43 0 37 1 84% 0:00:18 0:03:21 0:02:17 2%

2031 1979 17 1757 52 87% 0:00:21 0:03:38 0:01:13 2%

JULY 2013 (HD)



 2013 PHONE STATISTICS

65 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

08/01/2013 38 38 0 34 0 89% 0:00:22 0:04:22 0:00:00 0%
08/02/2013 88 86 0 61 2 69% 0:00:58 0:03:10 0:03:43 2%
08/03/2013 116 107 1 86 9 75% 0:00:46 0:03:17 0:01:38 7%
08/04/2013 35 35 0 33 0 94% 0:00:13 0:04:25 0:00:00 0%
08/05/2013 41 38 2 31 3 79% 0:00:24 0:04:03 0:01:07 3%
08/06/2013 31 29 0 17 2 55% 0:01:02 0:03:44 0:02:05 6%
08/07/2013 24 23 0 20 1 83% 0:00:34 0:04:30 0:03:37 4%
08/08/2013 27 27 0 26 0 96% 0:00:11 0:04:17 0:00:00 0%
08/09/2013 38 38 0 26 0 68% 0:00:49 0:03:56 0:00:00 0%
08/10/2013 50 47 0 39 3 78% 0:00:27 0:03:51 0:02:17 6%
08/11/2013 36 36 0 34 0 94% 0:00:11 0:04:32 0:00:00 0%
08/12/2013 22 22 0 20 0 91% 0:00:26 0:04:21 0:00:00 0%
08/13/2013 33 32 1 32 1 100% 0:00:06 0:04:43 0:00:04 0%
08/14/2013 23 23 0 23 0 100% 0:00:03 0:03:53 0:00:00 0%
08/15/2013 28 28 0 27 0 96% 0:00:09 0:03:31 0:00:00 0%
08/16/2013 49 49 0 46 0 94% 0:00:14 0:03:51 0:00:00 0%
08/17/2013 52 50 0 49 2 94% 0:00:09 0:03:38 0:00:52 4%
08/18/2013 31 30 1 30 1 100% 0:00:06 0:03:37 0:00:23 0%
08/19/2013 34 31 1 30 3 91% 0:00:08 0:02:54 0:01:14 6%
08/20/2013 21 21 0 21 0 100% 0:00:03 0:04:19 0:00:00 0%
08/21/2013 22 21 0 20 1 91% 0:00:09 0:04:50 0:01:22 5%
08/22/2013 32 32 0 32 0 100% 0:00:05 0:04:25 0:00:00 0%
08/23/2013 59 59 0 49 0 83% 0:00:22 0:03:49 0:00:00 0%
08/24/2013 78 78 0 71 0 91% 0:00:16 0:03:31 0:00:00 0%
08/25/2013 41 41 0 41 0 100% 0:00:05 0:03:58 0:00:00 0%
08/26/2013 37 36 0 32 1 86% 0:00:25 0:03:36 0:02:11 3%
08/27/2013 37 37 0 29 0 78% 0:00:29 0:04:06 0:00:00 0%
08/28/2013 50 50 0 48 0 96% 0:00:10 0:04:16 0:00:00 0%
08/29/2013 51 50 1 49 1 98% 0:00:07 0:03:50 0:00:02 0%
08/30/2013 108 107 0 98 1 91% 0:00:18 0:03:24 0:02:39 1%
08/31/2013 167 166 0 143 1 86% 0:00:24 0:03:14 0:00:55 1%

1499 1467 7 1297 32 87% 0:00:23 0:03:45 0:01:40 2%

AUGUST 2013 (HD)



 2013 PHONE STATISTICS

66 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

09/01/2013 148 148 0 140 0 95% 0:00:15 0:03:22 0:00:00 0%
09/02/2013 71 70 0 66 1 93% 0:00:16 0:03:37 0:01:38 1%
09/03/2013 47 45 0 39 2 83% 0:00:34 0:04:26 0:01:28 4%
09/04/2013 35 34 1 30 1 88% 0:00:19 0:03:10 0:00:15 0%
09/05/2013 30 30 0 30 0 100% 0:00:09 0:03:19 0:00:00 0%
09/06/2013 68 67 0 55 1 81% 0:00:27 0:03:38 0:01:16 1%
09/07/2013 78 77 0 73 1 94% 0:00:13 0:03:17 0:02:24 1%
09/08/2013 37 36 1 34 1 94% 0:00:11 0:03:59 0:00:02 0%
09/09/2013 34 34 0 32 0 94% 0:00:16 0:03:55 0:00:00 0%
09/10/2013 25 24 0 23 1 92% 0:00:07 0:02:55 0:00:51 4%
09/11/2013 21 21 0 21 0 100% 0:00:05 0:03:26 0:00:00 0%
09/12/2013 41 41 0 41 0 100% 0:00:06 0:04:47 0:00:00 0%
09/13/2013 82 80 1 73 2 90% 0:00:15 0:03:45 0:00:22 1%
09/14/2013 53 51 0 41 2 77% 0:00:34 0:04:05 0:04:02 4%
09/15/2013 40 40 0 40 0 100% 0:00:06 0:03:59 0:00:00 0%
09/16/2013 31 30 0 20 1 65% 0:00:48 0:03:35 0:01:20 3%
09/17/2013 29 29 0 23 0 79% 0:00:30 0:03:59 0:00:00 0%
09/18/2013 40 40 0 38 0 95% 0:00:10 0:03:08 0:00:00 0%
09/19/2013 50 49 0 45 1 90% 0:00:17 0:04:26 0:01:34 2%
09/20/2013 51 50 0 48 1 94% 0:00:12 0:03:43 0:00:46 2%
09/21/2013 52 50 1 49 2 96% 0:00:10 0:03:53 0:00:27 2%
09/22/2013 42 42 0 42 0 100% 0:00:05 0:04:09 0:00:00 0%
09/23/2013 38 35 0 29 3 76% 0:00:24 0:03:57 0:01:26 8%
09/24/2013 32 32 0 30 0 94% 0:00:12 0:04:18 0:00:00 0%
09/25/2013 43 40 0 33 3 77% 0:00:26 0:04:35 0:02:17 7%
09/26/2013 52 52 0 43 0 83% 0:00:23 0:03:32 0:00:00 0%
09/27/2013 305 293 4 275 12 91% 0:00:46 0:02:46 0:01:00 3%
09/28/2013 163 156 2 128 7 80% 0:00:32 0:05:05 0:01:12 3%
09/29/2013 44 41 3 31 3 76% 0:00:52 0:05:03 0:00:21 0%
09/30/2013 55 52 1 43 3 80% 0:00:33 0:04:49 0:00:58 4%

  
1837 1789 14 1615 48 89% 0:00:25 0:03:47 0:01:13 2%

SEPTEMBER 2013 (HD)



 2013 PHONE STATISTICS
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

10/01/2013 39 39 0 35 0 90% 0:00:23 0:03:43 0:00:00 0%
10/02/2013 40 40 0 35 0 88% 0:00:20 0:04:59 0:00:00 0%
10/03/2013 50 47 0 42 3 84% 0:00:15 0:05:23 0:03:06 6%
10/04/2013 59 54 1 46 5 79% 0:00:31 0:04:12 0:01:28 7%
10/05/2013 89 86 1 81 3 92% 0:00:16 0:03:51 0:01:18 2%
10/06/2013 23 23 0 22 0 96% 0:00:14 0:03:50 0:00:00 0%
10/07/2013 31 28 1 16 3 53% 0:00:59 0:03:31 0:01:17 7%
10/08/2013 43 42 0 37 1 86% 0:00:26 0:03:38 0:01:08 2%
10/09/2013 41 41 0 36 0 88% 0:00:23 0:03:46 0:00:00 0%
10/10/2013 46 46 0 45 0 98% 0:00:09 0:03:36 0:00:00 0%
10/11/2013 60 57 2 50 3 86% 0:00:26 0:03:30 0:004:42 2%
10/12/2013 66 65 1 61 1 94% 0:00:15 0:04:32 0:00:18 0%
10/13/2013 32 32 0 27 0 84% 0:00:31 0:04:05 0:00:00 0%
10/14/2013 33 33 0 32 0 97% 0:00:10 0:03:34 0:00:00 0%
10/15/2013 28 28 0 23 0 82% 0:00:25 0:02:55 0:00:00 0%
10/16/2013 31 31 0 30 0 97% 0:00:10 0:03:49 0:00:00 0%
10/17/2013 52 50 2 42 2 84% 0:00:29 0:03:30 0:00:11 0%
10/18/2013 59 56 1 41 3 71% 0:00:42 0:03:41 0:01:02 3%
10/19/2013 44 44 0 34 0 77% 0:00:29 0:04:06 0:00:00 0%
10/20/2013 34 34 0 31 0 91% 0:00:09 0:04:32 0:00:00 0%
10/21/2013 65 62 2 55 3 87% 0:00:28 0:03:29 0:01:17 2%
10/22/2013 39 39 0 37 0 95% 000:11 0:03:43 0:00:00 0%
10/23/2013 33 32 0 25 1 76% 0:00:40 0:04:21 0:01:28 3%
10/24/2013 45 45 0 37 0 82% 0:00:27 0:04:53 0:00:00 0%
10/25/2013 104 101 1 89 3 86% 0:00:27 0:03:20 0:00:40 2%
10/26/2013 157 152 4 135 5 88% 0:00:23 0:03:58 0:00:32 1%
10/27/2013 55 55 0 55 0 100% 0:00:04 0:03:21 0:00:00 0%
10/28/2013 46 46 0 41 0 89% 0:00:15 0:03:34 0:00:00 0%
10/29/2013 26 26 0 26 0 100% 0:00:06 0:03:49 0:00:00 0%
10/30/2013 18 17 0 15 1 83% 0:00:26 0:02:49 0:01:17 6%
10/31/2013 26 25 0 25 1 96% 0:00:09 0:02:46 0:01:09 4%

1514 1476 16 1306 38 87% 0:00:22 0:03:52 0:01:06 1%

OCTOBER 2013 (HD)



 2013 PHONE STATISTICS
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

11/01/2013 44 43 0 40 1 91% 0:00:15 0:03:00 0:01:46 2%
11/02/2013 53 53 0 51 0 96% 0:00:09 0:03:46 0:00:00 0%
11/03/2013 32 32 0 31 0 97% 0:00:09 0:03:29 0:00:00 0%
11/04/2013 34 34 0 29 0 85% 0:00:17 0:02:21 0:00:00 0%
11/05/2013 27 27 0 27 0 100% 0:00:07 0:04:10 0:00:00 0%
11/06/2013 56 55 0 50 1 89% 0:00:21 0:03:16 0:02:49 2%
11/07/2013 42 42 0 39 0 93% 0:00:12 0:03:44 0:00:00 0%
11/08/2013 140 136 2 125 4 91% 0:00:19 0:03:53 0:00:32 1%
11/09/2013 97 96 0 93 1 96% 0:00:10 0:03:19 0:00:37 1%
11/10/2013 38 38 0 35 0 92% 0:00:14 0:04:17 0:00:00 0%
11/11/2013 45 41 1 28 4 64% 0:00:53 0:03:33 0:01:14 7%
11/12/2013 32 25 1 17 7 55% 0:00:51 0:03:31 0:01:33 19%
11/13/2013 40 37 0 33 3 83% 0:00:20 0:04:35 0:02:50 8%
11/14/2013 45 44 1 41 1 93% 0:00:14 0:03:48 0:00:02 0%
11/15/2013 72 68 2 59 4 84% 0:00:27 0:03:10 0:00:40 3%
11/16/2013 39 39 0 33 0 85% 0:00:29 0:03:04 0:00:00 0%
11/17/2013 20 20 0 20 0 100% 0:00:07 0:03:06 0:00:00 0%
11/18/2013 35 34 1 29 1 85% 0:00:27 0:03:33 0:00:08 0%
11/19/2013 39 39 0 37 0 95% 0:00:16 0:03:50 0:00:00 0%
11/20/2013 36 36 0 33 0 92% 0:00:13 0:03:11 0:00:00 0%
11/21/2013 67 66 0 56 1 84% 0:00:23 0:02:55 0:01:55 1%
11/22/2013 160 151 3 108 9 69% 0:00:47 0:03:26 0:00:54 4%
11/23/2013 109 100 2 79 9 74% 0:00:51 0:03:06 0:02:40 7%
11/24/2013 45 44 0 37 1 82% 0:00:24 0:03:10 0:00:51 2%
11/25/2013 55 55 0 54 0 98% 0:00:07 0:04:03 0:00:00 0%
11/26/2013 59 57 0 46 2 78% 0:00:31 0:03:43 0:02:36 3%
11/27/2013 117 113 0 81 4 69% 0:00:48 0:03:47 0:01:16 3%
11/28/2013 27 27 0 26 0 96% 0:00:08 0:04:02 0:00:00 0%
11/29/2013 81 73 1 57 8 71% 0:00:34 0:03:58 0:01:26 9%
11/30/2013 54 53 0 45 1 83% 0:00:30 0:02:58 0:01:32 2%

  
1740 1678 14 1439 62 83% 0:00:27 0:03:31 0:01:30 3%

NOVEMBER 2013 (HD)



 2013 PHONE STATISTICS

69 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

12/01/2013   
12/02/2013 14 14 0 14 0 100% 0:00:07 0:02:32 0:00:00 0%
12/03/2013 18 18 0 17 0 94% 0:00:14 0:03:23 0:00:00 0%
12/04/2013 16 16 0 10 0 63% 0:00:47 0:05:30 0:00:00 0%
12/05/2013 19 19 0 19 0 100% 0:00:04 0:03:55 0:00:00 0%
12/06/2013 27 27 0 24 0 89% 0:00:18 0:03:53 0:00:00 0%
12/07/2013 176 171 3 168 5 97% 0:00:23 0:01:18 0:00:18 1%
12/08/2013   
12/09/2013 24 22 1 17 2 74% 0:00:51 0:04:19 0:01:47 4%
12/10/2013 13 13 0 8 0 62% 0:00:52 0:03:41 0:00:00 0%
12/11/2013 20 20 0 16 0 80% 0:00:31 0:03:27 0:00:00 0%
12/12/2013 19 17 0 12 2 63% 0:00:47 0:02:58 0:01:41 11%
12/13/2013 33 30 1 24 3 75% 0:00:31 0:02:56 0:00:40 6%
12/14/2013 26 24 0 17 2 65% 0:01:02 0:03:08 0:01:22 8%
12/15/2013 17 17 0 17 0 100% 0:00:04 0:04:00 0:00:00 0%
12/16/2013 17 17 0 17 0 100% 0:00:04 0:04:00 0:00:00 0%
12/17/2013 14 14 0 14 0 100% 0:00:07 0:02:40 0:00:00 0%
12/18/2013 17 14 0 7 3 41% 0:01:32 0:03:56 0:02:14 18%
12/19/2013 16 16 0 14 0 88% 0:00:19 0:03:03 0:00:00 0%
12/20/2013 17 16 0 11 1 65% 0:00:50 0:05:10 0:01:38 6%
12/21/2013 21 20 1 19 1 95% 0:00:14 0:03:17 0:00:02 0%
12/22/2013   
12/23/2013 21 19 0 15 2 71% 0:00:34 0:06:42 0:03:31 10%
12/24/2013 10 10 0 8 0 80% 0:00:32 0:04:09 0:00:00 0%
12/25/2013   
12/26/2013 27 25 0 20 2 74% 0:00:24 0:04:29 0:02:04 7%
12/27/2013 13 13 0 11 0 85% 0:00:23 0:04:22 0:00:00 0%
12/28/2013 27 27 0 24 0 89% 0:00:24 0:03:12 0:00:00 0%
12/29/2013   
12/30/2013 11 11 0 10 0 91% 0:00:17 0:05:42 0:00:00 0%
12/31/2013 18 17 0 15 1 83% 0:00:20 0:04:04 0:02:53 6%

651 627 6 548 24 85% 0:00:27 0:03:11 0:01:29 3%

DECMEBER 2013 (HD)



 2013 PHONE STATISTICS

70 of 128

Month Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

January 242 242 0 233 0 96% 0:00:09 0:03:31 0:00:00 0%
February 354 334 1 342 2 97% 0:00:04 0:03:54 0:00:51 0%
March 1347 1323 13 1201 23 90% 0:00:16 0:03:54 0:00:35 1%
April 1369 1325 21 1183 44 88% 0:00:20 0:04:02 0:00:53 2%
May 1120 1063 27 922 57 84% 0:00:27 0:04:13 0:00:54 3%
June 1094 1072 11 966 22 89% 0:00:20 0:04:34 0:00:48 1%
July  1132 1095 17 971 37 87% 0:00:22 0:04:41 0:01:03 2%
August 788 749 20 627 39 82% 0:00:31 0:05:10 0:01:05 2%
September 739 697 17 567 39 79% 0:00:40 0:04:08 0:01:03 3%
October 753 704 18 520 49 71% 0:00:46 0:04:18 0:01:29 4%
November 763 715 24 530 48 72% 0:00:46 0:03:52 0:01:17 3%
December 356 324 11 216 35 63% 0:00:55 0:03:57 0:01:17 7%

10057 9643 180 8278 395 84% 0:00:27 0:04:15 0:01:05 2%

2013 LICENSE SALES SUMMARY



 2013 PHONE STATISTICS
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

01/01/2013 1 1 0 1 0 100% 0:00:00 0:09:32 8:00:00 0%
01/02/2013 11 11 0 10 0 91% 0:00:10 0:02:55 0:00:00 0%
01/03/2013 13 13 0 13 0 100% 0:00:00 0:04:52 0:00:00 0%
01/04/2013 19 19 0 17 0 89% 0:00:21 0:03:44 0:00:00 0%
01/05/2013 9 9 0 9 0 100% 0:00:05 0:02:48 0:00:00 0%
01/06/2013   
01/07/2013 16 16 0 16 0 100% 0:00:07 0:03:58 0:00:00 0%
01/08/2013 7 7 0 7 0 100% 0:00:02 0:03:55 0:00:00 0%
01/09/2013 5 5 0 5 0 100% 0:00:04 0:02:18 0:00:00 0%
01/10/2013 7 7 0 6 0 86% 0:00:12 0:03:50 0:00:00 0%
01/11/2013 16 16 0 16 0 100% 0:00:05 0:04:17 0:00:00 0%
01/12/2013 14 14 0 14 0 100% 0:00:09 0:03:09 0:00:00 0%
01/13/2013   
01/14/2013 15 15 0 14 0 93% 0:00:11 0:02:31 0:00:00 0%
01/15/2013 2 2 0 2 0 100% 0:00:00 0:03:56 0:00:00 0%
01/16/2013 6 6 0 4 0 67% 0:00:30 0:02:56 0:00:00 0%
01/17/2013 7 7 0 7 0 100% 0:00:04 0:03:24 0:00:00 0%
01/18/2013 17 17 0 17 0 100% 0:00:04 0:02:36 0:00:00 0%
01/19/2013 8 8 0 7 0 88% 0:00:11 0:03:45 0:00:00 0%
01/20/2013   
01/21/2013 9 9 0 9 0 100% 0:00:16 0:03:51 0:00:00 0%
01/22/2013 8 8 0 8 0 100% 0:00:18 0:03:03 0:00:00 0%
01/23/2013 8 8 0 7 0 88% 0:00:22 0:07:44 0:00:00 0%
01/24/2013 10 10 0 10 0 100% 0:00:15 0:04:07 0:00:00 0%
01/25/2013 11 11 0 11 0 100% 0:00:03 0:03:03 0:00:00 0%
01/26/2013 6 6 0 6 0 100% 0:00:00 0:02:31 0:00:00 0%
01/27/2013   
01/28/2013 9 9 0 9 0 100% 0:00:02 0:02:36 0:00:00 0%
01/29/2013 4 4 0 4 0 100% 0:00:00 0:01:42 0:00:00 0%
01/30/2013 1 1 0 1 0 100% 0:00:00 0:03:29 0:00:00 0%
01/31/2013 3 3 0 3 0 100% 0:00:00 0:01:05 0:00:00 0%

242 242 0 233 0 96% 0:00:09 0:03:31 0:00:00 0%

JANUARY 2013 (LS)



 2013 PHONE STATISTICS

72 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

02/01/2013 10 10 0 9 0 90% 0:00:06 0:03:36 0:00:00 0%
02/02/2013 4 4 0 4 0 100% 0:00:00 0:04:08 0:00:00 0%
02/03/2013   
02/04/2013 7 7 0 6 0 86% 0:00:22 0:04:47 0:00:00 0%
02/05/2013 11 11 0 11 0 100% 0:00:00 0:03:06 0:00:00 0%
02/06/2013 12 12 0 12 0 100% 0:00:04 0:03:08 0:00:00 0%
02/07/2013 7 7 0 6 0 86% 0:00:18 0:03:39 0:00:00 0%
02/08/2013 15 15 0 15 0 100% 0:00:00 0:03:11 0:00:00 0%
02/09/2013 4 4 0 3 0 75% 0:00:25 0:02:09 0:00:00 0%
02/10/2013   
02/11/2013 16 16 0 16 0 100% 0:00:02 0:03:45 0:00:00 0%
02/12/2013 9 9 0 9 0 100% 0:00:01 0:03:43 0:00:00 0%
02/13/2013 13 13 0 12 0 92% 0:00:08 0:04:08 0:00:00 0%
02/14/2013 13 13 0 13 0 100% 0:00:04 0:02:24 0:00:00 0%
02/15/2013 20 2 0 20 0 100% 0:00:04 0:03:25 0:00:00 0%
02/16/2013 11 10 0 10 1 91% 0:00:11 0:04:10 0:01:12 9%
02/17/2013   
02/18/2013 15 15 0 15 0 100% 0:00:01 0:05:33 0:00:00 0%
02/19/2013 15 15 0 15 0 100% 0:00:01 0:03:06 0:00:00 0%
02/20/2013 21 21 0 19 0 90% 0:00:07 0:04:16 0:00:00 0%
02/21/2013 22 21 1 20 1 95% 0:00:08 0:04:58 0:00:30 0%
02/22/2013 18 18 0 18 0 100% 0:00:00 0:03:43 0:00:00 0%
02/23/2013 8 8 0 8 0 100% 0:00:00 0:03:24 0:00:00 0%
02/24/2013   
02/25/2013 19 19 0 18 0 95% 0:00:05 0:04:52 0:00:00 0%
02/26/2013 25 25 0 25 0 100% 0:00:00 0:03:30 0:00:00 0%
02/27/2013 27 27 0 26 0 96% 0:00:05 0:04:20 0:00:00 0%
02/28/2013 32 32 0 32 0 100% 0:00:03 0:03:51 0:00:00 0%

  
  
  

354 334 1 342 2 97% 0:00:04 0:03:54 0:00:51 0%

 FEBRUARY 201 (LS)3



 2013 PHONE STATISTICS

73 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

03/01/2013 51 51 0 51 0 100% 0:00:02 0:03:57 0:00:00 0%
03/02/2013 18 18 0 18 0 100% 0:00:06 0:04:23 0:00:00 0%
03/03/2013   
03/04/2013 46 46 0 42 0 91% 0:00:11 0:03:54 0:00:00 0%
03/05/2013 57 56 0 51 1 89% 0:00:13 0:04:07 0:01:01 2%
03/06/2013 37 37 0 35 0 95% 0:00:11 0:05:55 0:00:00 0%
03/07/2013 47 47 0 44 0 94% 0:00:13 0:03:25 0:00:00 0%
03/08/2013 93 87 3 76 5 84% 0:00:22 0:03:38 0:00:22 2%
03/09/2013 72 69 2 57 3 81% 0:00:26 0:04:03 0:00:33 1%
03/10/2013   
03/11/2013 53 53 0 51 0 96% 0:00:10 0:03:57 0:00:00 0%
03/12/2013 58 58 0 58 0 100% 0:00:05 0:03:52 0:00:00 0%
03/13/2013 65 63 2 58 2 92% 0:00:19 0:04:33 0:00:06 0%
03/14/2013 63 62 0 54 1 86% 0:00:22 0:04:33 0:01:31 2%
03/15/2013 80 79 1 67 1 85% 0:00:22 0:03:14 0:00:02 0%
03/16/2013 40 38 1 35 2 90% 0:00:14 0:04:32 0:01:32 3%
03/17/2013   
03/18/2013 46 46 0 41 0 89% 0:00:18 0:03:10 0:00:00 0%
03/19/2013 51 51 0 48 0 94% 0:00:13 0:03:45 0:00:00 0%
03/20/2013 42 42 0 38 0 90% 0:00:15 0:03:26 0:00:00 0%
03/21/2013 32 32 0 31 0 97% 0:00:07 0:03:33 0:00:00 0%
03/22/2013 49 48 0 43 1 88% 0:00:18 0:03:19 0:00:58 2%
03/23/2013 25 25 0 22 0 88% 0:00:19 0:03:09 0:00:00 0%
03/24/2013   
03/25/2013 60 60 0 58 0 97% 0:00:11 0:04:27 0:00:00 0%
03/26/2013 28 28 0 28 0 100% 0:00:06 0:04:42 0:00:00 0%
03/27/2013 45 44 1 40 1 91% 0:00:14 0:03:19 0:00:09 0%
03/28/2013 44 43 0 24 1 55% 0:01:02 0:04:03 0:00:53 2%
03/29/2013 87 86 0 81 1 93% 0:00:11 0:03:41 0:00:34 1%
03/30/2013 58 54 3 50 4 91% 0:00:13 0:03:46 0:00:25 2%
03/31/2013   

1347 1323 13 1201 23 90% 0:00:16 0:03:54 0:00:35 1%

MARCH 2013 (LS)



 2013 PHONE STATISTICS
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

04/01/2013 74 72 0 59 2 80% 0:00:37 0:04:35 0:00:57 3%
04/02/2013 58 57 1 54 1 95% 0:00:19 0:04:38 0:00:28 0%
04/03/2013 59 57 0 51 2 86% 0:00:21 0:04:39 0:00:40 3%
04/04/2013 56 53 2 42 3 78% 0:00:28 0:03:13 0:00:51 2%
04/05/2013 73 64 2 41 9 58% 0:00:57 0:04:06 0:01:13 10%
04/06/2013 72 70 1 58 2 82% 0:00:26 0:03:45 0:00:46 1%
04/07/2013   
04/08/2013 61 59 1 55 2 92% 0:00:17 0:03:53 0:00:25 2%
04/09/2013 56 55 0 54 1 96% 0:00:07 0:04:14 0:01:28 2%
04/10/2013 65 64 0 54 1 83% 0:00:26 0:03:19 0:00:47 2%
04/11/2013 49 49 0 47 0 96% 0:00:08 0:03:56 0:00:00 0%
04/12/2013 63 60 2 52 3 85% 0:00:24 0:04:18 0:00:51 2%
04/13/2013 37 34 2 31 3 89% 0:00:17 0:04:55 0:00:23 3%
04/14/2013  
04/15/2013 49 45 3 43 4 93% 0:00:18 0:04:28 0:01:35 2%
04/16/2013 37 37 0 37 0 100% 0:00:06 0:03:34 0:00:00 0%
04/17/2013 60 60 0 59 0 98% 0:00:06 0:03:17 0:00:00 0%
04/18/2013 61 60 0 56 1 92% 0:00:12 0:04:12 0:00:40 2%
04/19/2013 59 59 0 56 0 95% 0:00:12 0:03:50 0:00:00 0%
04/20/2013 49 49 0 48 0 98% 0:00:09 0:04:15 0:00:00 0%
04/21/2013   
04/22/2013 53 53 0 46 0 87% 0:00:23 0:03:39 0:00:00 0%
04/23/2013 49 48 1 44 1 92% 0:00:14 0:03:46 0:00:11 0%
04/24/2013 40 34 4 29 6 81% 0:00:23 0:04:14 0:00:45 6%
04/25/2013 39 38 0 33 1 85% 0:00:20 0:04:02 0:01:37 3%
04/26/2013 53 53 0 48 0 91% 0:00:21 0:04:22 0:00:00 0%
04/27/2013 18 18 0 17 0 94% 0:00:16 0:04:15 0:00:00 0%
04/28/2013   
04/29/2013 45 43 2 38 2 88% 0:00:18 0:03:43 0:00:07 0%
04/30/2013 34 34 0 31 0 91% 0:00:18 0:04:03 0:00:00 0%

  
1369 1325 21 1183 44 88% 0:00:20 0:04:02 0:00:53 2%

APRIL 2013 (LS)



 2013 PHONE STATISTICS
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

05/01/2013 33 32 0 32 1 97% 0:00:08 0:03:45 0:01:00 3%
05/02/2013 37 35 2 33 2 94% 0:00:13 0:03:33 0:00:12 0%
05/03/2013 37 36 1 34 1 94% 0:00:25 0:04:23 0:00:01 0%
05/04/2013 15 14 1 13 1 93% 0:00:24 0:06:01 0:00:18 0%
05/05/2013   
05/06/2013 34 34 0 24 0 71% 0:00:42 0:03:55 0:00:00 0%
05/07/2013 34 30 1 23 4 70% 0:00:33 0:04:21 0:00:49 9%
05/08/2013 34 33 0 29 1 85% 0:00:51 0:03:15 0:00:54 3%
05/09/2013 26 25 0 19 1 73% 0:00:46 0:03:46 0:00:48 4%
05/10/2013 45 41 2 36 4 84% 0:00:18 0:03:31 0:01:26 5%
05/11/2013 27 24 1 21 3 81% 0:00:31 0:03:37 0:01:07 8%
05/12/2013   
05/13/2013 52 52 0 45 0 87% 0:00:28 0:04:01 0:00:00 0%
05/14/2013 32 28 2 25 4 83% 0:00:26 0:03:53 0:01:20 7%
05/15/2013 33 33 0 29 0 88% 0:00:25 0:03:06 0:00:00 0%
05/16/2013 39 36 0 30 3 77% 0:00:27 0:05:18 0:01:27 8%
05/17/2013 38 36 0 29 2 76% 0:00:31 0:05:17 0:00:50 5%
05/18/2013 31 29 1 22 2 73% 0:00:40 0:04:00 0:01:17 3%
05/19/2013   
05/20/2013 47 45 0 41 2 87% 0:00:18 0:04:11 0:01:25 4%
05/21/2013 37 34 1 27 3 75% 0:00:48 0:03:47 0:00:57 6%
05/22/2013 29 28 0 25 1 86% 0:00:16 0:04:03 0:01:38 3%
05/23/2013 52 50 1 41 2 80% 0:00:30 0:04:18 0:00:26 2%
05/24/2013 62 58 4 53 4 91% 0:00:24 0:03:43 0:00:25 0%
05/25/2013 87 83 3 78 4 93% 0:00:13 0:04:55 0:01:27 1%
05/26/2013   
05/27/2013 46 44 1 42 2 93% 0:00:14 0:04:55 0:00:36 2%
05/28/2013 62 59 3 50 3 85% 0:00:31 0:04:08 0:00:23 0%
05/29/2013 49 47 0 39 2 80% 0:00:34 0:04:30 0:00:35 4%
05/30/2013 47 46 0 38 1 81% 0:00:25 0:04:19 0:00:39 2%
05/31/2013 55 51 3 44 4 85% 0:00:30 0:04:40 0:00:34 2%

1120 1063 27 922 57 84% 0:00:27 0:04:13 0:00:54 3%

MAY 2013 (LS)



 2013 PHONE STATISTICS

76 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

06/01/2013 36 35 0 29 1 81% 0:00:36 0:03:59 0:00:55 3%
06/02/2013  0:00:00 0:00:00 0:00:00  
06/03/2013 32 31 0 27 1 84% 0:00:21 0:05:20 0:00:47 3%
06/04/2013 34 33 1 30 1 91% 0:00:22 0:04:08 0:00:25 0%
06/05/2013 35 34 0 28 1 80% 0:00:32 0:03:12 0:03:58 3%
06/06/2013 33 32 0 28 1 85% 0:00:26 0:04:09 0:00:31 3%
06/07/2013 44 43 1 40 1 93% 0:00:16 0:04:01 0:00:03 0%
06/08/2013 29 29 0 29 0 100% 0:00:06 0:03:20 0:00:00 0%
06/09/2013   
06/10/2013 55 53 2 51 2 96% 0:00:14 0:05:32 0:00:07 0%
06/11/2013 55 51 1 39 4 72% 0:00:41 0:05:04 0:01:37 6%
06/12/2013 61 59 1 54 2 90% 0:00:15 0:04:31 0:00:20 2%
06/13/2013 47 46 1 45 1 98% 0:00:08 0:05:04 0:00:01 0%
06/14/2013 54 54 0 49 0 91% 0:00:18 0:04:46 0:00:00 0%
06/15/2013 65 63 1 56 2 88% 0:00:36 0:05:41 0:00:37 2%
06/16/2013   
06/17/2013 40 40 0 37 0 93% 0:00:18 0:04:25 0:00:00 0%
06/18/2013 43 41 2 35 2 85% 0:00:19 0:05:00 0:00:14 0%
06/19/2013 31 31 0 26 0 84% 0:00:32 0:03:49 0:00:00 0%
06/20/2013 58 58 0 52 0 90% 0:00:19 0:03:15 0:00:00 0%
06/21/2013 43 43 0 42 0 98% 0:00:09 0:03:57 0:00:00 0%
06/22/2013 41 41 0 40 0 98% 0:00:05 0:06:07 0:00:00 0%
06/23/2013   
06/24/2013 51 50 0 41 1 80% 0:00:25 0:03:41 0:00:33 2%
06/25/2013 41 41 0 36 0 88% 0:00:21 0:05:33 0:00:00 0%
06/26/2013 34 33 1 31 1 94% 0:00:18 0:05:11 0:00:01 0%
06/27/2013 36 36 0 34 0 94% 0:00:13 0:04:53 0:00:00 0%
06/28/2013 51 50 0 45 1 88% 0:00:20 0:04:47 0:01:22 2%
06/29/2013 45 45 0 42 0 93% 0:00:14 0:03:42 0:00:00 0%
06/30/2013   

  
1094 1072 11 966 22 89% 0:00:20 0:04:34 0:00:48 1%

 JUNE 2013 (LS)



 2013 PHONE STATISTICS

77 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

07/01/2013 69 67 1 57 2 84% 0:00:32 0:05:33 0:00:30 1%
07/02/2013 48 48 0 37 0 77% 0:00:32 0:04:18 0:00:00 0%
07/03/2013 59 58 0 57 1 97% 0:00:10 0:04:32 0:01:07 2%
07/04/2013 32 32 0 30 0 94% 0:00:19 0:04:23 0:00:00 0%
07/05/2013 61 60 0 58 1 95% 0:00:09 0:05:33 0:03:45 2%
07/06/2013 18 17 1 17 1 100% 0:00:06 0:06:27 0:00:04 0%
07/07/2013   
07/08/2013 48 44 4 38 4 86% 0:00:26 0:04:38 0:00:09 0%
07/09/2013 37 36 1 34 1 94% 0:00:12 0:05:01 0:00:15 0%
07/10/2013 51 48 2 43 3 88% 0:00:27 0:04:03 0:00:27 2%
07/11/2013 31 31 0 28 0 90% 0:00:16 0:03:42 0:00:00 0%
07/12/2013 44 42 0 35 2 80% 0:00:27 0:04:29 0:02:33 5%
07/13/2013 30 29 0 26 1 87% 0:00:16 0:05:25 0:05:47 3%
07/14/2013   
07/15/2013 40 39 1 37 1 95% 0:00:15 0:05:56 0:00:01 0%
07/16/2013 54 53 0 45 1 83% 0:00:24 0:04:22 0:02:00 2%
07/17/2013 33 30 0 26 3 79% 0:00:28 0:04:37 0:01:30 9%
07/18/2013 42 41 0 36 1 86% 0:00:16 0:05:12 0:00:48 2%
07/19/2013 52 50 0 39 2 75% 0:00:35 0:04:55 0:01:51 4%
07/20/2013 27 26 1 22 1 85% 0:00:33 0:04:34 0:00:04 0%
07/21/2013   
07/22/2013 54 52 1 43 2 81% 0:00:24 0:04:08 0:00:44 2%
07/23/2013 40 39 0 37 1 93% 0:00:12 0:04:36 0:00:37 3%
07/24/2013 63 62 1 57 1 92% 0:00:15 0:03:33 0:00:02 0%
07/25/2013 24 23 1 20 1 87% 0:00:31 0:03:58 0:00:10 0%
07/26/2013 39 37 0 34 2 87% 0:00:18 0:05:21 0:02:15 5%
07/27/2013 38 35 1 30 3 81% 0:00:19 0:04:52 0:00:38 5%
07/28/2013   
07/29/2013 37 37 0 33 0 89% 0:00:25 0:04:33 0:00:00 0%
07/30/2013 33 33 0 28 0 85% 0:00:27 0:04:42 0:00:00 0%
07/31/2013 28 26 2 24 2 92% 0:00:27 0:03:05 0:00:06 0%

1132 1095 17 971 37 87% 0:00:22 0:04:41 0:01:03 2%

JULY 2013 (LS)



 2013 PHONE STATISTICS

78 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

08/01/2013 26 25 0 24 1 92% 0:00:13 0:05:54 0:02:54 4%
08/02/2013 50 46 1 34 4 69% 0:00:56 0:05:02 0:02:08 6%
08/03/2013 28 27 0 16 1 57% 0:01:12 0:06:22 0:02:14 4%
08/04/2013   
08/05/2013 21 21 0 16 0 76% 0:00:34 0:04:54 0:00:00 0%
08/06/2013 22 21 1 18 1 86% 0:00:28 0:06:29 0:00:10 0%
08/07/2013 20 18 1 17 2 89% 0:00:35 0:05:08 0:00:22 5%
08/08/2013 12 9 2 5 3 50% 0:00:45 0:04:41 0:01:07 10%
08/09/2013 40 39 1 31 1 79% 0:00:36 0:05:40 0:00:10 0%
08/10/2013 27 25 1 18 2 69% 0:00:42 0:06:13 0:01:06 4%
08/11/2013   
08/12/2013 31 29 1 25 2 83% 0:00:35 0:05:16 0:00:36 3%
08/13/2013 25 25 0 24 0 96% 0:00:13 0:05:17 0:00:00 0%
08/14/2013 25 25 0 24 0 96% 0:00:14 0:04:58 0:00:00 0%
08/15/2013 47 44 3 38 3 86% 0:00:27 0:05:43 0:00:26 0%
08/16/2013 35 34 0 31 1 89% 0:00:16 0:04:40 0:00:48 3%
08/17/2013 18 16 0 15 2 83% 0:00:10 0:03:46 0:01:38 11%
08/18/2013   
08/19/2013 30 28 2 21 2 75% 0:00:39 0:05:08 0:00:15 0%
08/20/2013 24 24 0 23 0 96% 0:00:10 0:04:01 0:00:00 0%
08/21/2013 13 13 0 11 0 85% 0:00:20 0:04:08 0:00:00 0%
08/22/2013 25 24 1 20 1 83% 0:00:28 0:04:21 0:00:00 0%
08/23/2013 23 23 0 23 0 100% 0:00:06 0:04:16 0:00:00 0%
08/24/2013 25 23 1 21 2 88% 0:00:16 0:05:07 0:00:41 4%
08/25/2013   
08/26/2013 29 29 0 19 0 66% 0:01:11 0:05:50 0:00:00 0%
08/27/2013 23 19 0 18 4 78% 0:00:18 0:05:24 0:02:31 17%
08/28/2013 25 25 0 21 0 84% 0:00:28 0:02:39 0:00:00 0%
08/29/2013 36 35 1 33 1 94% 0:00:14 0:04:08 0:00:06 0%
08/30/2013 57 56 0 41 1 72% 0:00:39 0:05:19 0:02:08 2%
08/31/2013 51 46 4 40 5 85% 0:00:26 0:06:21 0:00:17 2%

788 749 20 627 39 82% 0:00:31 0:05:10 0:01:05 2%

AUGUST 2013 (LS)



 2013 PHONE STATISTICS

79 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

09/01/2013   
09/02/2013 41 39 1 32 2 80% 0:00:34 0:06:20 0:01:34 3%
09/03/2013 25 24 1 17 1 71% 0:00:41 0:05:06 0:00:04 0%
09/04/2013 26 26 0 23 0 88% 0:00:32 0:04:56 0:00:00 0%
09/05/2013 17 17 0 17 0 100% 0:00:06 0:03:47 0:00:00 0%
09/06/2013 37 32 3 22 5 65% 0:00:52 0:05:03 0:01:05 6%
09/07/2013 17 17 0 16 0 94% 0:00:12 0:06:15 0:00:00 0%
09/08/2013   
09/09/2013 30 30 0 26 0 87% 0:00:27 0:03:48 0:00:00 0%
09/10/2013 25 24 0 19 1 76% 0:00:35 0:02:35 0:01:36 4%
09/11/2013 21 20 0 17 1 81% 0:00:26 0:04:12 0:00:35 5%
09/12/2013 19 18 0 16 1 84% 0:00:34 0:03:37 0:01:02 5%
09/13/2013 35 31 0 34 1 97% 0:00:10 0:03:46 0:00:59 3%
09/14/2013 20 20 0 16 0 80% 0:00:45 0:05:00 0:00:00 0%
09/15/2013   
09/16/2013 23 20 2 15 3 71% 0:00:39 0:04:19 0:01:08 5%
09/17/2013 26 23 2 15 3 63% 0:01:01 0:02:58 0:01:13 4%
09/18/2013 25 24 0 18 1 72% 0:00:48 0:03:49 0:01:42 4%
09/19/2013 17 14 2 13 3 87% 0:00:16 0:04:17 0:00:42 7%
09/20/2013 32 30 2 23 2 77% 0:00:35 0:04:11 0:00:13 0%
09/21/2013 18 18 0 18 0 100% 0:00:07 0:04:52 0:00:00 0%
09/22/2013   
09/23/2013 20 19 0 12 1 60% 0:00:57 0:04:00 0:01:57 5%
09/24/2013 37 36 0 26 1 70% 0:00:47 0:03:46 0:01:52 3%
09/25/2013 31 29 0 20 2 65% 0:00:55 0:04:07 0:00:44 6%
09/26/2013 25 21 1 16 4 67% 0:00:52 0:02:58 0:01:11 13%
09/27/2013 99 95 1 87 4 89% 0:00:52 0:03:08 0:01:17 3%
09/28/2013 48 47 1 35 1 74% 0:00:41 0:04:20 0:00:12 0%
09/29/2013   
09/30/2013 25 23 1 14 2 58% 0:01:00 0:04:22 0:00:43 4%

  
739 697 17 567 39 79% 0:00:40 0:04:08 0:01:03 3%

SEPTEMBER 2013 (LS)



 2013 PHONE STATISTICS

80 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

10/01/2013 33 31 0 23 2 70% 0:00:47 0:04:16 0:01:46 6%
10/02/2013 15 13 0 7 2 47% 0:00:45 0:04:15 0:00:39 13%
10/03/2013 17 16 0 12 1 71% 0:00:42 0:03:21 0:01:43 6%
10/04/2013 30 29 0 22 1 73% 0:00:57 0:04:53 0:00:31 3%
10/05/2013 27 24 1 16 3 62% 0:01:00 0:05:23 0:02:06 8%
10/06/2013   
10/07/2013 33 31 2 21 2 68% 0:01:04 0:03:32 0:00:07 0%
10/08/2013 42 40 2 31 2 78% 0:00:34 0:04:52 0:00:19 0%
10/09/2013 30 29 0 24 1 80% 0:00:29 0:04:34 0:02:19 3%
10/10/2013 36 34 1 19 2 54% 0:01:27 0:04:33 0:00:45 3%
10/11/2013 37 36 0 26 1 70% 0:00:42 0:04:17 0:04:41 3%
10/12/2013 15 15 0 11 0 73% 0:00:43 0:03:35 0:00:00 0%
10/13/2013   
10/14/2013 33 33 0 28 0 85% 0:00:25 0:04:12 0:00:00 0%
10/15/2013 29 28 1 24 1 86% 0:00:23 0:04:58 0:00:15 0%
10/16/2013 17 15 0 12 2 71% 0:00:30 0:04:10 0:01:52 12%
10/17/2013 27 27 0 20 0 74% 0:00:34 0:04:22 0:00:00 0%
10/18/2013 30 25 2 16 5 57% 0:00:52 0:03:59 0:01:18 11%
10/19/2013 18 18 0 12 0 67% 0:00:42 0:05:09 0:00:00 0%
10/20/2013   
10/21/2013 18 18 0 13 0 72% 0:00:47 0:02:31 0:00:00 0%
10/22/2013 27 25 2 19 2 76% 0:00:27 0:03:46 0:00:03 0%
10/23/2013 28 26 1 20 2 74% 0:00:38 0:02:53 0:00:58 4%
10/24/2013 30 28 1 21 2 72% 0:00:38 0:06:03 0:01:09 3%
10/25/2013 56 48 2 38 8 70% 0:01:24 0:04:18 0:02:36 11%
10/26/2013 70 64 2 46 6 68% 0:00:49 0:04:07 0:01:21 6%
10/27/2013   
10/28/2013 16 14 1 10 2 67% 0:00:33 0:04:06 0:01:06 7%
10/29/2013 13 13 0 10 0 77% 0:00:45 0:04:19 0:00:00 0%
10/30/2013 15 15 0 11 0 73% 0:00:51 0:04:31 0:00:00 0%
10/31/2013 11 9 0 8 2 73% 0:00:18 0:03:34 0:02:01 18%

753 704 18 520 49 71% 0:00:46 0:04:18 0:01:29 4%

OCTOBER 2013 (LS)



 2013 PHONE STATISTICS

81 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

11/01/2013 21 21 0 17 0 81% 0:00:26 0:05:10 0:00:00 0%
11/02/2013 11 11 0 9 0 82% 0:00:39 0:05:22 0:00:00 0%
11/03/2013   
11/04/2013 20 18 1 10 2 53% 0:01:02 0:06:25 0:00:24 5%
11/05/2013 16 16 0 14 0 88% 0:00:23 0:02:27 0:00:00 0%
11/06/2013 21 20 1 18 1 90% 0:00:17 0:03:44 0:00:01 0%
11/07/2013 24 24 0 20 0 83% 0:00:25 0:03:51 0:00:00 0%
11/08/2013 49 47 1 44 2 92% 0:00:17 0:04:31 0:00:46 2%
11/09/2013 38 38 0 34 0 89% 0:00:25 0:03:32 0:00:00 0%
11/10/2013   
11/11/2013 26 22 3 9 4 39% 0:01:12 0:04:13 0:01:31 4%
11/12/2013 24 23 1 20 1 87% 0:00:26 0:05:04 0:00:27 0%
11/13/2013 21 20 0 18 1 86% 0:00:29 0:04:03 0:01:25 5%
11/14/2013 23 22 1 17 1 77% 0:00:29 0:02:30 0:00:01 0%
11/15/2013 29 28 0 14 1 48% 0:01:05 0:04:22 0:00:40 3%
11/16/2013 16 16 0 15 0 94% 0:00:21 0:03:08 0:00:00 0%
11/17/2013   
11/18/2013 27 26 0 18 1 67% 0:00:46 0:03:37 0:00:52 4%
11/19/2013 33 32 1 27 1 84% 0:00:32 0:03:43 0:00:02 0%
11/20/2013 25 25 0 21 0 84% 0:00:23 0:03:18 0:00:00 0%
11/21/2013 33 28 3 15 5 50% 0:01:05 0:02:51 0:01:09 7%
11/22/2013 47 43 2 25 4 56% 0:01:19 0:03:44 0:00:53 4%
11/23/2013 44 40 1 26 4 60% 0:01:31 0:03:46 0:02:51 7%
11/24/2013   
11/25/2013 51 50 1 44 1 88% 0:00:22 0:02:41 0:00:03 0%
11/26/2013 15 15 0 10 0 67% 0:00:55 0:03:39 0:00:00 0%
11/27/2013 40 37 1 24 3 62% 0:01:07 0:03:45 0:02:22 5%
11/28/2013 31 29 1 27 2 90% 0:00:14 0:04:09 0:00:30 3%
11/29/2013 57 44 5 19 13 37% 0:02:02 0:04:53 0:01:34 15%
11/30/2013 21 20 1 15 1 75% 0:00:32 0:02:51 0:00:17 0%

  
763 715 24 530 48 72% 0:00:46 0:03:52 0:01:17 3%

NOVEMBER 2013 (LS)



 2013 PHONE STATISTICS

82 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

12/01/2013   
12/02/2013 18 17 0 15 1 83% 0:00:12 0:04:51 0:00:51 6%
12/03/2013 16 12 2 10 4 71% 0:00:41 0:03:05 0:00:38 14%
12/04/2013 15 14 0 13 1 87% 0:00:22 0:03:46 0:01:12 7%
12/05/2013 8 7 1 7 1 100% 0:00:12 0:02:20 0:00:14 0%
12/06/2013 10 9 1 8 1 89% 0:00:40 0:03:29 0:00:09 0%
12/07/2013 24 18 2 14 6 64% 0:01:22 0:02:16 0:01:39 18%
12/08/2013   
12/09/2013 20 18 0 10 2 50% 0:01:14 0:04:05 0:01:22 10%
12/10/2013 13 12 1 6 1 50% 0:01:14 0:06:08 0:00:01 0%
12/11/2013 12 11 0 8 1 67% 0:00:43 0:03:41 0:00:36 8%
12/12/2013 15 14 1 8 1 57% 0:00:48 0:03:15 0:00:02 0%
12/13/2013 19 18 0 11 1 58% 0:01:04 0:02:11 0:00:48 5%
12/14/2013 7 7 0 5 0 71% 0:00:58 0:04:09 0:00:00 0%
12/15/2013   
12/16/2013 14 14 0 11 0 79% 0:00:31 0:03:53 0:00:00 0%
12/17/2013 18 17 0 10 1 56% 0:01:31 0:04:20 0:01:23 6%
12/18/2013 10 10 0 9 0 90% 0:00:22 0:04:04 0:00:00 0%
12/19/2013 11 9 0 3 2 27% 0:01:13 0:06:23 0:00:49 18%
12/20/2013 20 18 0 10 2 50% 0:01:15 0:04:18 0:02:51 10%
12/21/2013 8 8 0 3 0 38% 0:01:16 0:03:41 0:00:00 0%
12/22/2013   
12/23/2013 9 8 0 3 1 33% 0:01:16 0:04:18 0:06:40 11%
12/24/2013 10 7 1 5 3 56% 0:00:30 0:04:09 0:00:44 22%
12/25/2013   
12/26/2013 20 19 0 14 1 70% 0:00:50 0:04:06 0:03:14 5%
12/27/2013 27 28 1 16 2 62% 0:00:54 0:03:58 0:00:24 4%
12/28/2013 10 10 0 6 0 60% 0:01:09 0:04:33 0:00:00 0%
12/29/2013   
12/30/2013 12 11 0 7 1 58% 0:00:58 0:05:27 0:00:35 8%
12/31/2013 10 8 1 4 2 44% 0:01:27 0:03:14 0:01:54 11%

356 324 11 216 35 63% 0:00:55 0:03:57 0:01:17 7%

DECEMBER 2013 (LS)



 2014 PHONE STATISTICS

83 of 128

Month Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss

Abn %

January 267 264 1 244 3 92% 0:00:15 0:03:50 0:02:34 1%
February 583 574 2 535 9 92% 0:00:12 0:03:46 0:01:28 1%
March 2741 2655 20 2222 86 82% 0:00:27 0:03:20 0:01:25 2%
April 3079 2909 25 2307 170 76% 0:00:37 0:03:29 0:02:58 5%
May 2828 2722 22 2162 106 77% 0:00:37 0:03:48 0:01:22 3%
June 2172 2085 24 1695 87 79% 0:00:33 0:04:15 0:01:21 3%
July  2131 2030 15 1526 101 72% 0:00:40 0:04:21 0:01:58 4%
August 1557 1504 10 1245 53 80% 0:00:26 0:04:42 0:01:20 3%
September 1981 1949 9 1771 32 90% 0:00:19 0:04:58 0:01:05 1%
October 1403 1362 12 1172 41 84% 0:00:26 0:04:47 0:01:21 2%
November 1590 1504 22 1193 86 76% 0:00:37 0:04:05 0:01:15 4%
December 497 446 7 296 51 60% 0:01:19 0:04:27 0:02:52 9%

20829 20004 169 16368 825 79% 0:00:32 0:04:05 0:01:51 3%

2014 HELP DESK SUMMARY



 2014 PHONE STATISTICS

84 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

01/01/2014 12 12 0 10 0 83% 0:00:22 0:03:18 0:00:00 0%
01/02/2014 17 17 0 16 0 94% 0:00:25 0:03:27 0:00:00 0%
01/03/2014 14 13 0 11 1 79% 0:00:24 0:03:14 0:02:09 7%
01/04/2014 14 14 0 14 0 100% 0:00:08 0:03:03 0:00:00 0%
01/05/2014   
01/06/2014 6 5 0 5 1 83% 0:00:04 0:08:59 0:05:17 17%
01/07/2014 11 11 0 9 0 82% 0:00:26 0:02:45 0:00:00 0%
01/08/2014 7 7 0 7 0 100% 0:00:04 0:02:52 0:00:00 0%
01/09/2014 14 14 0 14 0 100% 0:00:09 0:04:49 0:00:00 0%
01/10/2014 17 16 1 15 1 94% 0:00:20 0:03:30 0:00:17 0%
01/11/2014 22 22 0 21 0 95% 0:00:11 0:02:48 0:00:00 0%
01/12/2014   
01/13/2014 6 6 0 4 0 67% 0:01:04 0:03:32 0:00:00 0%
01/14/2014 11 11 0 8 0 73% 0:00:42 0:02:08 0:00:00 0%
01/15/2014 6 6 0 6 0 100% 0:00:06 0:08:59 0:00:00 0%
01/16/2014 7 7 0 6 0 86% 0:00:14 0:03:43 0:00:00 0%
01/17/2014 7 7 0 7 0 100% 0:00:05 0:02:45 0:00:00 0%
01/18/2014 12 12 0 12 0 100% 0:00:03 0:04:07 0:00:00 0%
01/19/2014   
01/20/2014 13 13 0 13 0 100% 0:00:03 0:04:30 0:00:00 0%
01/21/2014 9 9 0 8 0 89% 0:00:17 0:04:03 0:00:00 0%
01/22/2014 6 6 0 6 0 100% 0:00:12 0:04:52 0:00:00 0%
01/23/2014 12 12 0 11 0 92% 0:00:08 0:03:10 0:00:00 0%
01/24/2014 7 7 0 6 0 86% 0:00:16 0:02:36 0:00:00 0%
01/25/2014 7 7 0 7 0 100% 0:00:08 0:03:31 0:00:00 0%
01/26/2014   
01/27/2014 8 8 0 7 0 88% 0:00:23 0:06:01 0:00:00 0%
01/28/2014 2 2 0 2 0 100% 0:00:06 0:06:45 0:00:00 0%
01/29/2014 4 4 0 4 0 100% 0:00:03 0:04:53 0:00:00 0%
01/30/2014 4 4 0 4 0 100% 0:00:04 0:02:47 0:00:00 0%
01/31/2014 12 12 0 11 0 92% 0:00:09 0:04:58 0:00:00 0%

267 264 1 244 3 92% 0:00:15 0:03:50 0:02:34 1%

JANUARY 2014 (HD)



 2014 PHONE STATISTICS
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

02/01/2014 8 8 0 7 0 88% 0:00:14 0:03:34 0:00:00 0%
02/02/2014   
02/03/2014 14 14 0 14 0 100% 0:00:03 0:04:29 0:00:00 0%
02/04/2014 5 5 0 5 0 100% 0:00:03 0:02:44 0:00:00 0%
02/05/2014 10 10 0 10 0 100% 0:00:03 0:05:20 0:00:00 0%
02/06/2014 13 12 0 12 1 92% 0:00:07 0:03:11 0:03:06 8%
02/07/2014 7 7 0 7 0 100% 0:00:03 0:04:24 0:00:00 0%
02/08/2014 10 10 0 10 0 100% 0:00:09 0:04:46 0:00:00 0%
02/09/2014   
02/10/2014 18 17 0 16 1 89% 0:00:06 0:05:19 0:00:59 6%
02/11/2014 14 14 0 14 0 100% 0:00:03 0:05:03 0:00:00 0%
02/12/2014 11 11 0 10 0 91% 0:00:15 0:04:06 0:00:00 0%
02/13/2014 6 6 0 6 0 100% 0:00:06 0:04:30 0:00:00 0%
02/14/2014 16 16 0 15 0 94% 0:00:08 0:03:19 0:00:00 0%
02/15/2014 15 15 0 15 0 100% 0:00:05 0:02:49 0:00:00 0%
02/16/2014   
02/17/2014 29 28 0 24 1 83% 0:00:20 0:03:47 0:00:39 3%
02/18/2014 63 63 0 60 0 95% 0:00:09 0:03:34 0:00:00 0%
02/19/2014 41 41 0 38 0 93% 0:00:09 0:04:00 0:00:00 0%
02/20/2014 22 21 0 19 1 86% 0:00:11 0:03:25 0:02:30 5%
02/21/2014 34 33 0 33 1 97% 0:00:07 0:03:26 0:00:36 3%
02/22/2014 63 62 1 61 1 98% 0:00:08 0:03:28 0:00:01 0%
02/23/2014   
02/24/2014 36 36 0 33 0 92% 0:00:12 0:03:47 0:00:00 0%
02/25/2014 31 31 0 30 0 97% 0:00:11 0:03:39 0:00:00 0%
02/26/2014 28 26 1 23 2 85% 0:00:27 0:04:03 0:01:23 4%
02/27/2014 26 26 0 25 0 96% 0:00:11 0:03:14 0:00:00 0%
02/28/2014 63 62 0 48 1 76% 0:00:29 0:03:34 0:02:34 2%

  
  
  

583 574 2 535 9 92% 0:00:12 0:03:46 0:01:28 1%

FEBRUARY 2014 (HD)
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

03/01/2014 165 162 2 137 3 84% 0:00:24 0:02:55 0:00:35 1%
03/02/2014 61 61 0 59 0 97% 0:00:07 0:02:47 0:00:00 0%
03/03/2014 40 39 0 33 1 83% 0:00:21 0:04:39 0:00:59 3%
03/04/2014 50 50 0 47 0 94% 0:00:12 0:05:16 0:00:00 0%
03/05/2014 58 57 0 55 1 95% 0:00:13 0:02:31 0:01:04 2%
03/06/2014 63 61 1 56 2 90% 0:00:19 0:03:13 0:01:15 2%
03/07/2014 103 103 0 91 0 88% 0:00:22 0:03:21 0:00:00 0%
03/08/2014 146 142 2 135 4 94% 0:00:10 0:03:18 0:00:43 1%
03/09/2014 97 94 2 89 3 94% 0:00:13 0:03:17 0:00:24 1%
03/10/2014 91 88 0 62 3 68% 0:00:47 0:03:40 0:02:20 3%
03/11/2014 84 82 0 73 2 87% 0:00:18 0:03:27 0:01:14 2%
03/12/2014 42 42 0 40 0 95% 0:00:14 0:03:00 0:00:00 0%
03/13/2014 61 60 1 51 1 85% 0:00:21 0:03:30 0:00:14 0%
03/14/2014 97 91 2 76 6 80% 0:00:34 0:03:31 0:02:02 4%
03/15/2014 138 133 0 110 5 80% 0:00:31 0:03:20 0:01:23 4%
03/16/2014 38 38 0 35 0 92% 0:00:14 0:03:28 0:00:00 0%
03/17/2014 70 63 0 39 7 56% 0:00:45 0:04:02 0:03:22 10%
03/18/2014 69 67 0 60 2 87% 0:00:20 0:03:42 0:01:51 3%
03/19/2014 56 56 0 50 0 89% 0:00:19 0:03:23 0:00:00 0%
03/20/2014 87 84 0 61 3 70% 0:00:42 0:03:31 0:01:44 3%
03/21/2014 167 161 1 112 6 67% 0:00:51 0:03:05 0:01:48 3%
03/22/2014 166 162 2 135 4 82% 0:00:27 0:03:14 0:00:39 1%
03/23/2014 56 56 0 53 0 95% 0:00:08 0:03:15 0:00:00 0%
03/24/2014 76 69 1 56 7 75% 0:00:29 0:03:20 0:01:30 8%
03/25/2014 42 41 0 38 1 90% 0:00:16 0:03:23 0:00:56 2%
03/26/2014 57 56 1 46 1 82% 0:00:36 0:03:11 0:00:08 0%
03/27/2014 69 69 0 61 0 88% 0:00:24 0:03:38 0:00:00 0%
03/28/2014 159 152 1 115 7 73% 0:00:39 0:02:43 0:00:54 4%
03/29/2014 139 135 1 107 4 78% 0:00:32 0:03:31 0:01:01 2%
03/30/2014 87 84 2 74 3 87% 0:00:29 0:03:19 0:00:57 1%
03/31/2014 107 97 1 66 10 62% 0:00:44 0:03:17 0:01:10 8%

2741 2655 20 2222 86 82% 0:00:27 0:03:20 0:01:25 2%

MARCH 2014 (HD)
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

04/01/2014 126 117 1 80 9 64% 0:00:48 0:03:16 0:01:27 6%
04/02/2014 137 101 2 79 36 59% 0:00:58 0:03:06 0:08:23 25%
04/03/2014 100 97 0 85 3 85% 0:00:22 0:03:03 0:02:01 3%
04/04/2014 136 127 1 94 9 70% 0:00:50 0:03:45 0:01:42 6%
04/05/2014 180 171 0 127 9 71% 0:00:44 0:03:22 0:01:56 5%
04/06/2014 113 110 2 96 3 86% 0:00:33 0:03:32 0:00:24 1%
04/07/2014 82 80 0 61 2 74% 0:00:39 0:04:11 0:02:04 2%
04/08/2014 75 72 0 58 3 77% 0:00:34 0:03:36 0:03:44 4%
04/09/2014 74 71 1 56 3 77% 0:00:32 0:03:17 0:01:11 3%
04/10/2014 90 88 1 71 2 80% 0:00:30 0:03:23 0:00:31 1%
04/11/2014 122 115 0 72 7 59% 0:00:54 0:03:25 0:01:21 6%
04/12/2014 187 184 2 164 3 89% 0:00:23 0:03:36 0:01:09 1%
04/13/2014 139 134 1 118 5 86% 0:00:21 0:03:27 0:01:16 3%
04/14/2014 61 55 1 44 6 73% 0:00:57 0:03:54 0:01:34 8%
04/15/2014 77 75 0 61 2 79% 0:00:28 0:03:20 0:01:21 3%
04/16/2014 72 68 0 57 4 79% 0:00:27 0:03:15 0:01:22 6%
04/17/2014 75 71 0 57 4 76% 0:00:32 0:03:21 0:01:19 5%
04/18/2014 150 139 0 100 11 67% 0:00:46 0:02:54 0:01:53 7%
04/19/2014 145 140 1 105 5 73% 0:00:46 0:03:41 0:01:23 3%
04/20/2014 94 88 3 74 6 81% 0:00:26 0:04:09 0:00:33 3%
04/21/2014 85 78 5 48 7 60% 0:01:04 0:03:45 0:00:48 3%
04/22/2014 71 70 0 57 1 80% 0:00:24 0:04:00 0:01:06 1%
04/23/2014 72 69 0 53 3 74% 0:00:42 0:03:48 0:01:58 4%
04/24/2014 87 80 1 70 7 81% 0:00:26 0:03:10 0:01:50 7%
04/25/2014 115 107 2 63 8 56% 0:00:58 0:03:30 0:01:53 5%
04/26/2014 201 192 1 166 9 83% 0:00:25 0:03:16 0:01:10 4%
04/27/2014 98 98 0 90 0 92% 0:00:17 0:03:19 0:00:00 0%
04/28/2014 39 37 0 30 2 77% 0:00:37 0:05:03 0:01:46 5%
04/29/2014 42 42 0 40 0 95% 0:00:17 0:03:50 0:00:00 0%
04/30/2014 34 33 0 31 1 91% 0:00:22 0:03:04 0:02:44 3%

  
3079 2909 25 2307 170 76% 0:00:37 0:03:29 0:02:58 5%

APRIL 2014 (HD)
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

05/01/2014 56 55 0 47 1 84% 0:00:27 0:03:29 0:00:59 2%
05/02/2014 110 103 0 57 7 52% 0:01:12 0:03:34 0:02:15 6%
05/03/2014 185 178 0 119 7 64% 0:00:51 0:03:10 0:01:47 4%
05/04/2014 104 101 1 82 3 80% 0:00:32 0:03:47 0:00:49 2%
05/05/2014 67 64 0 51 3 76% 0:00:29 0:04:01 0:00:55 4%
05/06/2014 75 72 0 64 3 85% 0:00:23 0:03:27 0:01:25 4%
05/07/2014 58 56 1 51 2 89% 0:00:32 0:03:38 0:01:21 2%
05/08/2014 57 57 0 55 0 96% 0:00:13 0:03:03 0:00:00 0%
05/09/2014 74 73 0 66 1 89% 0:00:20 0:03:53 0:00:41 1%
05/10/2014 91 90 0 72 1 79% 0:00:36 0:03:33 0:01:45 1%
05/11/2014 88 83 1 68 5 78% 0:00:31 0:03:53 0:01:10 5%
05/12/2014 64 61 0 46 3 72% 0:00:35 0:03:54 0:01:59 5%
05/13/2014 51 49 0 46 2 90% 0:00:11 0:03:39 0:01:24 4%
05/14/2014 58 54 2 47 4 84% 0:00:22 0:04:17 0:00:44 4%
05/15/2014 72 70 0 54 2 75% 0:00:39 0:03:31 0:02:44 3%
05/16/2014 66 65 0 57 1 86% 0:00:21 0:03:12 0:02:16 2%
05/17/2014 81 77 0 59 4 73% 0:00:54 0:03:46 0:02:54 5%
05/18/2014 85 78 2 64 7 77% 0:00:27 0:03:53 0:01:25 6%
05/19/2014 56 56 0 49 0 88% 0:00:21 0:03:49 0:00:00 0%
05/20/2014 61 60 0 52 1 85% 0:00:21 0:03:43 0:00:37 2%
05/21/2014 67 65 0 57 2 85% 0:00:21 0:03:31 0:01:36 3%
05/22/2014 96 91 0 76 5 79% 0:00:27 0:03:32 0:01:43 5%
05/23/2014 169 165 3 146 4 88% 0:00:28 0:04:03 0:00:16 1%
05/24/2014 213 206 3 173 7 82% 0:00:34 0:03:37 0:00:35 2%
05/25/2014 130 125 2 89 5 70% 0:00:59 0:04:12 0:01:04 2%
05/26/2014 134 124 2 90 10 68% 0:00:43 0:04:35 0:01:05 6%
05/27/2014 76 75 1 59 1 79% 0:00:37 0:04:57 0:00:08 0%
05/28/2014 69 67 0 52 2 75% 0:00:38 0:03:55 0:01:30 3%
05/29/2014 72 72 0 49 0 68% 0:01:04 0:04:06 0:00:00 0%
05/30/2014 96 93 0 64 3 67% 0:00:53 0:03:40 0:02:35 3%
05/31/2014 147 137 4 101 10 71% 0:00:43 0:04:14 0:00:56 4%

2828 2722 22 2162 106 77% 0:00:37 0:03:48 0:01:22 3%

MAY 2014 (HD)
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89 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

06/01/2014 87 81 1 61 6 71% 0:00:47 0:04:26 0:02:05 6%
06/02/2014 85 79 1 57 6 68% 0:00:39 0:04:37 0:01:34 6%
06/03/2014 67 64 0 49 3 73% 0:00:40 0:03:41 0:00:49 4%
06/04/2014 67 65 1 55 2 83% 0:00:27 0:04:00 0:01:09 2%
06/05/2014 56 54 0 45 2 80% 0:00:36 0:03:59 0:02:35 4%
06/06/2014 104 100 2 72 4 71% 0:00:44 0:04:26 0:01:11 2%
06/07/2014 94 90 1 60 4 65% 0:00:51 0:04:21 0:02:41 3%
06/08/2014 66 62 1 53 4 82% 0:00:23 0:04:20 0:01:18 5%
06/09/2014 59 58 0 54 1 92% 0:00:19 0:06:09 0:01:08 2%
06/10/2014 53 52 0 41 1 77% 0:00:37 0:04:47 0:07:38 2%
06/11/2014 47 47 0 45 0 96% 0:00:10 0:03:25 0:00:00 0%
06/12/2014 55 54 0 48 1 87% 0:00:17 0:05:28 0:01:47 2%
06/13/2014 107 103 2 86 4 82% 0:00:35 0:03:44 0:00:53 2%
06/14/2014 137 132 1 104 5 76% 0:00:38 0:03:34 0:01:03 3%
06/15/2014 87 85 1 74 2 86% 0:00:29 0:03:21 0:01:00 1%
06/16/2014 66 61 2 44 5 69% 0:00:45 0:04:21 0:00:44 5%
06/17/2014 61 54 3 42 7 72% 0:00:40 0:03:52 0:01:08 7%
06/18/2014 53 51 0 42 2 79% 0:00:40 0:05:01 0:02:00 4%
06/19/2014 56 54 1 45 2 82% 0:00:27 0:04:52 0:00:35 2%
06/20/2014 74 71 0 59 3 80% 0:00:32 0:04:04 0:01:11 4%
06/21/2014 100 94 4 71 6 74% 0:00:39 0:04:51 0:00:51 2%
06/22/2014 79 75 1 72 4 92% 0:00:14 0:04:07 0:01:20 4%
06/23/2014 46 44 0 40 2 87% 0:00:23 0:04:14 0:00:55 4%
06/24/2014 41 41 0 34 0 83% 0:00:26 0:04:22 0:00:00 0%
06/25/2014 59 54 2 48 5 84% 0:00:21 0:03:47 0:00:53 5%
06/26/2014 49 46 0 38 3 78% 0:00:31 0:04:14 0:01:28 6%
06/27/2014 83 81 0 65 2 78% 0:00:32 0:04:10 0:01:00 2%
06/28/2014 105 104 0 78 1 74% 0:00:44 0:04:19 0:00:34 1%
06/29/2014 55 55 0 50 0 91% 0:00:15 0:03:58 0:00:00 0%
06/30/2014 74 74 0 63 0 85% 0:00:29 0:04:08 0:00:00 0%

  
2172 2085 24 1695 87 79% 0:00:33 0:04:15 0:01:21 3%

JUNE 2014 (HD)
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

07/01/2014 75 75 0 72 0 96% 0:00:18 0:03:59 0:00:00 0%
07/02/2014 77 76 0 70 1 91% 0:00:17 0:04:03 0:00:43 1%
07/03/2014 124 121 2 60 3 49% 0:00:47 0:03:52 0:00:23 1%
07/04/2014 124 120 2 101 4 83% 0:00:30 0:04:38 0:00:57 2%
07/05/2014 118 112 1 87 6 74% 0:00:39 0:03:49 0:01:03 4%
07/06/2014 63 59 1 49 4 79% 0:00:27 0:04:18 0:00:43 5%
07/07/2014 76 74 1 59 2 79% 0:00:35 0:03:57 0:00:32 1%
07/08/2014 39 38 1 34 1 89% 0:00:27 0:04:29 0:01:22 0%
07/09/2014 59 59 0 50 0 85% 0:00:27 0:04:04 0:00:00 0%
07/10/2014 62 59 0 47 3 76% 0:00:35 0:04:48 0:01:14 5%
07/11/2014 104 99 1 59 5 57% 0:00:56 0:04:10 0:00:57 4%
07/12/2014 119 116 1 90 3 76% 0:00:37 0:04:24 0:00:51 2%
07/13/2014 68 63 0 45 5 66% 0:00:50 0:03:46 0:01:29 7%
07/14/2014 64 63 0 45 1 70% 0:00:44 0:05:24 0:01:11 2%
07/15/2014 55 54 0 40 1 73% 0:00:37 0:04:57 0:00:37 2%
07/16/2014 51 48 0 32 3 63% 0:00:45 0:04:08 0:01:15 6%
07/17/2014 49 47 1 34 2 71% 0:00:34 0:04:28 0:00:38 2%
07/18/2014 52 51 0 46 1 88% 0:00:17 0:04:58 0:00:45 2%
07/19/2014 77 73 0 49 4 64% 0:00:55 0:03:38 0:01:40 5%
07/20/2014 54 53 0 47 1 87% 0:00:21 0:04:22 0:01:21 2%
07/21/2014 67 64 0 58 3 87% 0:00:16 0:05:11 0:01:31 4%
07/22/2014 65 63 0 53 2 82% 0:00:30 0:04:15 0:01:44 3%
07/23/2014 60 59 0 47 1 78% 0:00:25 0:05:41 0:01:17 2%
07/24/2014 62 62 0 59 0 95% 0:00:11 0:03:51 0:00:00 0%
07/25/2014 60 59 0 55 1 92% 0:00:20 0:04:21 0:00:48 2%
07/26/2014 78 71 2 45 7 59% 0:00:58 0:03:51 0:01:13 7%
07/27/2014 43 38 0 16 5 37% 0:01:57 0:04:40 0:02:27 12%
07/28/2014 50 38 1 17 12 35% 0:02:04 0:05:47 0:02:57 22%
07/29/2014 57 39 1 18 18 32% 0:01:27 0:04:29 0:04:21 30%
07/30/2014 37 36 0 13 1 35% 0:01:50 0:04:35 0:01:13 3%
07/31/2014 42 41 0 29 1 69% 0:00:53 0:04:07 0:01:13 2%

2131 2030 15 1526 101 72% 0:00:40 0:04:21 0:01:58 4%

JULY 2014 (HD)
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

08/01/2014 109 106 0 85 3 78% 0:00:31 0:04:46 0:00:41 3%
08/02/2014 89 86 1 57 3 65% 0:00:50 0:04:16 0:01:20 2%
08/03/2014 24 21 1 17 3 74% 0:00:28 0:06:16 0:01:43 9%
08/04/2014 56 54 0 39 2 70% 0:00:39 0:04:05 0:01:48 4%
08/05/2014 42 36 1 26 6 63% 0:00:22 0:03:09 0:01:17 12%
08/06/2014 32 32 0 18 0 56% 0:01:13 0:04:25 0:00:00 0%
08/07/2014 36 32 0 23 4 64% 0:01:16 0:05:19 0:01:52 11%
08/08/2014 42 41 0 25 1 60% 0:00:54 0:04:03 0:03:00 2%
08/09/2014 49 46 1 37 3 77% 0:00:33 0:04:44 0:01:53 4%
08/10/2014 29 28 0 27 1 93% 0:00:17 0:04:38 0:00:58 3%
08/11/2014 34 29 1 18 5 55% 0:01:03 0:06:07 0:01:35 12%
08/12/2014 28 27 0 25 1 89% 0:00:14 0:04:34 0:01:17 4%
08/13/2014 31 31 0 28 0 90% 0:00:13 0:05:47 0:00:00 0%
08/14/2014 33 32 1 29 1 91% 0:00:19 0:03:56 0:00:08 0%
08/15/2014 58 58 0 50 0 86% 0:00:22 0:04:43 0:00:00 0%
08/16/2014 73 69 0 58 4 79% 0:00:16 0:04:23 0:01:11 5%
08/17/2014 22 22 0 22 0 100% 0:00:08 0:04:16 0:00:00 0%
08/18/2014 29 29 0 26 0 90% 0:00:18 0:05:55 0:00:00 0%
08/19/2014 27 27 0 27 0 100% 0:00:06 0:05:24 0:00:00 0%
08/20/2014 22 22 0 22 0 100% 0:00:03 0:04:58 0:00:00 0%
08/21/2014 19 18 0 14 1 74% 0:00:38 0:05:13 0:01:17 5%
08/22/2014 40 40 0 38 0 95% 0:00:13 0:04:42 0:00:00 0%
08/23/2014 53 53 0 49 0 92% 0:00:13 0:03:47 0:00:00 0%
08/24/2014 35 35 0 33 0 94% 0:00:10 0:04:23 0:00:00 0%
08/25/2014 39 39 0 38 0 97% 0:00:12 0:04:02 0:00:00 0%
08/26/2014 94 92 0 80 2 85% 0:00:24 0:05:45 0:03:02 2%
08/27/2014 42 41 0 39 1 93% 0:00:13 0:06:06 0:00:52 2%
08/28/2014 55 55 0 55 0 100% 0:00:05 0:04:27 0:00:00 0%
08/29/2014 79 78 1 76 1 97% 0:00:06 0:05:55 0:00:05 0%
08/30/2014 118 113 2 81 5 70% 0:00:28 0:04:01 0:00:32 3%
08/31/2014 118 112 1 83 6 71% 0:00:23 0:04:10 0:01:04 4%

1557 1504 10 1245 53 80% 0:00:26 0:04:42 0:01:20 3%

AUGUST 2014 (HD)
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

09/01/2014 161 158 0 151 3 94% 0:00:14 0:04:06 0:01:16 2%
09/02/2014 34 34 0 32 0 94% 0:00:12 0:03:28 0:00:00 0%
09/03/2014 37 36 0 34 1 92% 0:00:13 0:04:48 0:00:51 3%
09/04/2014 144 142 0 130 2 90% 0:00:18 0:05:48 0:01:09 1%
09/05/2014 94 93 0 76 1 81% 0:00:32 0:05:25 0:00:33 1%
09/06/2014 74 70 0 54 4 73% 0:00:45 0:04:47 0:01:08 5%
09/07/2014 42 41 0 38 1 90% 0:00:12 0:04:23 0:02:08 2%
09/08/2014 51 51 0 47 0 92% 0:00:22 0:05:14 0:00:00 0%
09/09/2014 52 50 0 43 2 83% 0:00:29 0:07:21 0:01:44 4%
09/10/2014 40 39 1 38 1 97% 0:00:09 0:05:15 0:00:04 0%
09/11/2014 29 29 0 27 0 93% 0:00:13 0:06:09 0:00:00 0%
09/12/2014 53 52 1 46 1 88% 0:00:18 0:04:32 0:00:17 0%
09/13/2014 48 48 0 44 0 92% 0:00:19 0:04:09 0:00:00 0%
09/14/2014 25 25 0 24 0 96% 0:00:09 0:04:22 0:00:00 0%
09/15/2014 41 40 1 36 1 90% 0:00:19 0:03:55 0:00:29 0%
09/16/2014 26 26 0 24 0 92% 0:00:15 0:04:57 0:00:00 0%
09/17/2014 32 32 0 29 0 91% 0:00:18 0:05:00 0:00:00 0%
09/18/2014 32 31 0 28 1 88% 0:00:22 0:05:02 0:01:09 3%
09/19/2014 54 54 0 45 0 83% 0:00:29 0:03:46 0:00:00 0%
09/20/2014 57 57 0 53 0 93% 0:00:14 0:04:06 0:00:00 0%
09/21/2014 33 33 0 33 0 100% 0:00:12 0:04:44 0:00:00 0%
09/22/2014 44 43 1 40 1 93% 0:00:17 0:07:24 0:00:20 0%
09/23/2014 92 91 0 87 1 95% 0:00:18 0:03:35 0:03:31 1%
09/24/2014 36 36 0 33 0 92% 0:00:16 0:04:29 0:00:00 0%
09/25/2014 62 59 2 53 3 88% 0:00:16 0:04:31 0:00:37 2%
09/26/2014 284 277 3 249 7 89% 0:00:22 0:05:30 0:00:42 1%
09/27/2014 139 138 0 126 1 91% 0:00:19 0:04:42 0:01:44 1%
09/28/2014 63 62 0 61 1 97% 0:00:08 0:04:59 0:02:44 2%
09/29/2014 60 60 0 53 0 88% 0:00:18 0:05:18 0:00:00 0%
09/30/2014 42 42 0 37 0 88% 0:00:24 0:06:36 0:00:00 0%

  
1981 1949 9 1771 32 90% 0:00:19 0:04:58 0:01:05 1%

SEPTEMBER 2014 (HD)
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

10/01/2014 61 60 0 54 1 89% 0:00:16 0:05:14 0:01:10 2%
10/02/2014 36 35 1 29 1 83% 0:00:22 0:04:49 0:00:27 0%
10/03/2014 79 77 1 71 2 91% 0:00:26 0:04:51 0:00:38 1%
10/04/2014 58 54 1 43 4 75% 0:00:39 0:05:34 0:01:38 5%
10/05/2014 43 39 2 30 4 73% 0:00:36 0:05:05 0:01:01 5%
10/06/2014 34 33 1 29 1 88% 0:00:28 0:07:32 0:00:17 0%
10/07/2014 38 37 0 35 1 92% 0:00:15 0:05:36 0:01:59 3%
10/08/2014 31 31 0 26 0 84% 0:00:21 0:06:06 0:00:00 0%
10/09/2014 30 30 0 28 0 93% 0:00:12 0:04:34 0:00:00 0%
10/10/2014 81 79 1 68 2 85% 0:00:28 0:04:52 0:00:36 1%
10/11/2014 45 45 0 39 0 87% 0:00:26 0:04:19 0:00:00 0%
10/12/2014 26 26 0 23 0 88% 0:00:19 0:04:07 0:00:00 0%
10/13/2014 36 36 0 33 0 92% 0:00:09 0:05:28 0:00:00 0%
10/14/2014 29 27 0 23 2 79% 0:00:34 0:05:48 0:01:48 7%
10/15/2014 37 37 0 26 0 70% 0:00:40 0:03:40 0:00:00 0%
10/16/2014 28 26 0 17 2 61% 0:00:48 0:05:29 0:01:47 7%
10/17/2014 55 52 0 41 3 75% 0:00:37 0:04:19 0:00:59 5%
10/18/2014 61 57 1 48 4 80% 0:00:35 0:04:25 0:01:24 5%
10/19/2014 32 32 0 27 0 84% 0:00:27 0:05:21 0:00:00 0%
10/20/2014 26 26 0 25 0 96% 0:00:11 0:06:07 0:00:00 0%
10/21/2014 41 37 0 30 4 73% 0:00:27 0:04:06 0:02:08 10%
10/22/2014 37 37 0 37 0 100% 0:00:07 0:04:29 0:00:00 0%
10/23/2014 62 62 0 59 0 95% 0:00:11 0:04:43 0:00:00 0%
10/24/2014 109 104 3 80 5 75% 0:00:38 0:03:58 0:00:33 2%
10/25/2014 119 117 1 102 2 86% 0:00:25 0:04:10 0:00:38 1%
10/26/2014 38 38 0 36 0 95% 0:00:13 0:04:04 0:00:00 0%
10/27/2014 29 28 0 18 1 62% 0:00:46 0:04:41 0:06:34 3%
10/28/2014 18 18 0 18 0 100% 0:00:04 0:04:11 0:00:00 0%
10/29/2014 27 27 0 27 0 100% 0:00:08 0:03:58 0:00:00 0%
10/30/2014 29 28 0 25 1 86% 0:00:30 0:04:59 0:01:54 3%
10/31/2014 28 27 0 25 1 89% 0:00:29 0:04:58 0:01:55 4%

1403 1362 12 1172 41 84% 0:00:26 0:04:47 0:01:21 2%

OCTOBER 2014 (HD)
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

11/01/2014 34 31 2 26 3 81% 0:00:36 0:05:07 0:00:39 3%
11/02/2014 23 23 0 16 0 70% 0:00:42 0:04:12 0:00:00 0%
11/03/2014 38 36 0 30 2 79% 0:00:38 0:04:12 0:01:58 5%
11/04/2014 23 23 0 23 0 100% 0:00:08 0:03:00 0:00:00 0%
11/05/2014 36 36 0 36 0 100% 0:00:07 0:05:23 0:00:00 0%
11/06/2014 43 42 0 35 1 81% 0:00:24 0:03:40 0:00:31 2%
11/07/2014 99 98 0 82 1 83% 0:00:30 0:03:57 0:00:58 1%
11/08/2014 68 67 0 56 1 82% 0:00:32 0:04:54 0:01:21 1%
11/09/2014 27 27 0 23 0 85% 0:00:22 0:04:07 0:00:00 0%
11/10/2014 52 50 1 44 2 86% 0:00:23 0:04:27 0:00:19 2%
11/11/2014 29 29 0 29 0 100% 0:00:08 0:03:11 0:00:00 0%
11/12/2014 32 30 0 27 2 84% 0:00:17 0:06:04 0:00:43 6%
11/13/2014 30 30 0 30 0 100% 0:00:14 0:03:14 0:00:00 0%
11/14/2014 51 50 0 41 1 80% 0:00:30 0:05:48 0:00:31 2%
11/15/2014 49 43 4 34 6 76% 0:00:37 0:04:27 0:00:41 4%
11/16/2014 17 16 1 14 1 88% 0:00:19 0:03:52 0:00:25 0%
11/17/2014 39 33 2 20 6 54% 0:01:18 0:06:39 0:01:10 11%
11/18/2014 39 39 0 34 0 87% 0:00:30 0:04:19 0:00:00 0%
11/19/2014 40 40 0 37 0 93% 0:00:15 0:03:19 0:00:00 0%
11/20/2014 55 55 0 49 0 89% 0:00:25 0:03:21 0:00:00 0%
11/21/2014 180 155 5 89 25 51% 0:01:11 0:04:07 0:01:27 11%
11/22/2014 129 122 0 85 7 66% 0:00:57 0:03:53 0:02:03 5%
11/23/2014 81 79 0 60 2 74% 0:00:35 0:02:54 0:01:12 2%
11/24/2014 67 62 1 45 5 68% 0:00:46 0:04:05 0:01:48 6%
11/25/2014 48 45 1 43 3 91% 0:00:16 0:04:23 0:01:30 4%
11/26/2014 92 86 1 66 6 73% 0:00:35 0:03:36 0:01:01 5%
11/27/2014 17 17 0 15 0 88% 0:00:17 0:02:01 0:00:00 0%
11/28/2014 78 71 2 47 7 62% 0:00:52 0:03:45 0:01:08 7%
11/29/2014 55 53 1 43 2 80% 0:00:40 0:03:28 0:01:15 2%
11/30/2014 19 16 1 14 3 78% 0:00:24 0:03:23 0:00:42 11%

  
1590 1504 22 1193 86 76% 0:00:37 0:04:05 0:01:15 4%

NOVEMBER 2014 (HD)



 2014 PHONE STATISTICS

95 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

12/01/2014 26 26 0 19 0 73% 0:00:51 0:03:59 0:00:00 0%
12/02/2014 20 20 0 18 0 90% 0:00:17 0:02:35 0:00:00 0%
12/03/2014 14 14 0 14 0 100% 0:00:08 0:03:13 0:00:00 0%
12/04/2014 22 22 0 20 0 91% 0:00:23 0:03:49 0:00:00 0%
12/05/2014 27 26 0 23 1 85% 0:00:24 0:04:15 0:01:01 4%
12/06/2014 37 35 0 29 2 78% 0:00:28 0:03:33 0:01:53 5%
12/07/2014   
12/08/2014 12 11 0 5 1 42% 0:01:10 0:02:48 0:02:38 8%
12/09/2014 13 13 0 13 0 100% 0:00:07 0:02:20 0:00:00 0%
12/10/2014 13 13 0 13 0 100% 0:00:09 0:05:08 0:00:00 0%
12/11/2014 17 17 0 17 0 100% 0:00:10 0:04:30 0:00:00 0%
12/12/2014 26 24 0 22 2 85% 0:00:23 0:02:48 0:01:55 8%
12/13/2014 24 21 1 12 3 52% 0:01:54 0:04:15 0:00:55 9%
12/14/2014   
12/15/2014 17 12 0 11 5 65% 0:00:26 0:04:14 0:02:10 29%
12/16/2014 17 17 0 17 0 100% 0:00:06 0:04:38 0:00:00 0%
12/17/2014 20 19 0 16 1 80% 0:00:31 0:02:06 0:06:29 5%
12/18/2014 20 16 1 8 4 42% 0:02:38 0:03:58 0:02:46 16%
12/19/2014 13 13 0 5 0 38% 0:01:31 0:04:38 0:00:00 0%
12/20/2014 12 12 0 6 0 50% 0:01:41 0:05:22 0:00:00 0%
12/21/2014   
12/22/2014 18 17 0 5 1 28% 0:03:19 0:07:15 0:02:04 6%
12/23/2014 10 7 1 1 3 11% 0:04:49 0:06:38 0:04:32 22%
12/24/2014 10 8 1 4 2 44% 0:01:35 0:05:33 0:02:25 11%
12/25/2014   
12/26/2014 25 20 1 7 5 29% 0:01:42 0:05:50 0:03:07 17%
12/27/2014 19 13 1 3 6 17% 0:03:02 0:06:56 0:02:09 28%
12/28/2014   
12/29/2014 16 14 0 2 2 13% 0:03:23 0:05:56 0:05:24 13%
12/30/2014 23 17 0 2 6 9% 0:04:09 0:07:44 0:03:45 26%
12/31/2014 26 19 1 4 7 16% 0:03:09 0:05:56 0:03:06 24%

497 446 7 296 51 60% 0:01:19 0:04:27 0:02:52 9%

DECEMBER 2014 (HD)



 2014 PHONE STATISTICS

96 of 128

Month Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss

Abn %

January 254 243 4 193 11 77% 0:00:35 0:04:29 0:00:58 3%
February 334 320 6 264 14 80% 0:00:24 0:03:46 0:00:49 2%
March 1070 1021 21 777 49 74% 0:00:40 0:04:01 0:01:10 3%
April 1537 1483 16 1256 54 83% 0:00:27 0:04:41 0:01:48 2%
May 1529 1464 32 1225 65 82% 0:00:31 0:04:31 0:00:45 2%
June 1058 1034 18 966 24 93% 0:00:18 0:04:12 0:00:38 1%
July  969 945 13 875 24 92% 0:00:18 0:04:20 0:00:36 1%
August 724 703 14 628 21 88% 0:00:21 0:04:32 0:00:42 1%
September 794 773 13 720 21 92% 0:00:15 0:04:08 0:01:08 1%
October 767 747 11 668 20 88% 0:00:21 0:04:10 0:00:36 1%
November 732 715 13 669 17 93% 0:00:17 0:04:17 0:00:20 1%
December 368 363 5 348 5 96% 0:00:14 0:04:29 0:00:07 0%

10136 9811 166 8589 325 86% 0:00:24 0:04:20 0:00:57 2%

2014 LICENSE SALES SUMMARY
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

01/01/2014 3 3 0 2 0 67% 0:00:31 0:07:50 0:00:00 0%
01/02/2014 10 9 0 6 1 60% 0:01:00 0:06:51 0:00:50 10%
01/03/2014 17 15 1 10 2 63% 0:00:58 0:03:57 0:01:41 6%
01/04/2014 6 5 1 5 1 100% 0:00:13 0:05:51 0:00:17 0%
01/05/2014   
01/06/2014 13 13 0 7 0 54% 0:00:58 0:02:54 0:00:00 0%
01/07/2014 8 8 0 7 0 88% 0:00:26 0:03:16 0:00:00 0%
01/08/2014 12 12 0 9 0 75% 0:00:31 0:04:58 0:00:00 0%
01/09/2014 6 6 0 4 0 67% 0:00:41 0:03:36 0:00:00 0%
01/10/2014 20 18 0 14 2 70% 0:00:47 0:04:37 0:01:11 10%
01/11/2014 11 11 0 9 0 82% 0:00:39 0:04:59 0:00:00 0%
01/12/2014   
01/13/2014 21 19 2 16 2 84% 0:00:52 0:03:45 0:00:19 0%
01/14/2014 11 11 0 11 0 100% 0:00:16 0:04:04 0:00:00 0%
01/15/2014 9 9 0 7 0 78% 0:00:23 0:04:59 0:00:00 0%
01/16/2014 13 13 0 9 0 69% 0:00:59 0:03:27 0:00:00 0%
01/17/2014 11 10 0 7 1 64% 0:00:29 0:04:32 0:00:51 9%
01/18/2014 4 4 0 4 0 100% 0:00:04 0:03:05 0:00:00 0%
01/19/2014   
01/20/2014 2 2 0 2 0 100% 0:00:03 0:05:45 0:00:00 0%
01/21/2014 6 6 0 6 0 100% 0:00:05 0:04:40 0:00:00 0%
01/22/2014 13 13 0 13 0 100% 0:00:08 0:03:52 0:00:00 0%
01/23/2014 7 7 0 7 0 100% 0:00:03 0:07:54 0:00:00 0%
01/24/2014 8 8 0 8 0 100% 0:00:22 0:04:21 0:00:00 0%
01/25/2014 7 7 0 6 0 86% 0:00:31 0:03:29 0:00:00 0%
01/26/2014   
01/27/2014 6 6 0 3 0 50% 0:00:51 0:04:41 0:00:00 0%
01/28/2014 1 0 0 0 1 0% 0:00:00 0:00:00 0:00:45 100%
01/29/2014 7 7 0 7 0 100% 0:00:05 0:07:16 0:00:00 0%
01/30/2014 10 9 0 5 1 50% 0:01:02 0:02:57 0:01:38 10%
01/31/2014 12 12 0 9 0 75% 0:00:22 0:04:53 0:00:00 0%

254 243 4 193 11 77% 0:00:35 0:04:29 0:00:58 3%

JANUARY 2014 (LS)
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

02/01/2014 5 5 0 4 0 80% 0:00:20 0:05:42 0:00:00 0%
02/02/2014   
02/03/2014 10 10 0 5 0 50% 0:00:47 0:03:56 0:00:00 0%
02/04/2014 5 5 0 5 0 100% 0:00:04 0:00:45 0:00:00 0%
02/05/2014 11 11 0 11 0 100% 0:00:05 0:03:27 0:00:00 0%
02/06/2014 8 7 0 7 1 88% 0:00:03 0:03:34 0:01:54 13%
02/07/2014 13 13 0 13 0 100% 0:00:05 0:02:56 0:00:00 0%
02/08/2014 4 2 0 1 2 25% 0:00:59 0:03:26 0:00:47 50%
02/09/2014   
02/10/2014 13 13 0 10 0 77% 0:00:31 0:03:29 0:00:00 0%
02/11/2014 14 14 0 13 0 93% 0:00:08 0:02:58 0:00:00 0%
02/12/2014 10 10 0 10 0 100% 0:00:11 0:03:34 0:00:00 0%
02/13/2014 5 5 0 5 0 100% 0:00:03 0:02:31 0:00:00 0%
02/14/2014 6 6 0 4 0 67% 0:00:35 0:02:46 0:00:00 0%
02/15/2014 6 6 0 6 0 100% 0:00:03 0:02:21 0:00:00 0%
02/16/2014   
02/17/2014 13 13 0 12 0 92% 0:00:20 0:03:33 0:00:00 0%
02/18/2014 27 26 0 23 1 85% 0:00:19 0:03:52 0:02:21 4%
02/19/2014 25 24 1 20 1 83% 0:00:21 0:04:46 0:00:30 0%
02/20/2014 20 19 1 18 1 95% 0:00:07 0:03:01 0:00:07 0%
02/21/2014 16 16 0 12 0 75% 0:00:35 0:05:26 0:00:00 0%
02/22/2014 15 14 0 10 1 67% 0:00:48 0:04:53 0:00:44 7%
02/23/2014   
02/24/2014 21 19 2 10 2 53% 0:00:57 0:03:50 0:00:16 0%
02/25/2014 18 16 1 12 2 71% 0:00:29 0:03:54 0:00:48 6%
02/26/2014 26 24 1 21 2 84% 0:00:14 0:03:00 0:00:17 4%
02/27/2014 14 13 0 8 1 57% 0:00:42 0:04:49 0:01:36 7%
02/28/2014 29 29 0 24 0 83% 0:00:30 0:03:56 0:00:00 0%

  
  
  

334 320 6 264 14 80% 0:00:24 0:03:46 0:00:49 2%

FEBRUARY 2014 (LS)
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

03/01/2014 52 49 1 41 3 80% 0:00:25 0:04:26 0:01:16 4%
03/02/2014   
03/03/2014 38 36 1 20 2 54% 0:01:03 0:04:50 0:00:48 3%
03/04/2014 20 18 2 17 2 94% 0:00:13 0:03:43 0:00:16 0%
03/05/2014 22 21 0 18 1 82% 0:00:27 0:03:18 0:03:38 5%
03/06/2014 34 33 1 27 1 82% 0:00:36 0:03:37 0:00:11 0%
03/07/2014 37 36 0 28 1 76% 0:00:34 0:04:20 0:02:30 3%
03/08/2014 26 25 1 23 1 92% 0:00:24 0:03:42 0:00:12 0%
03/09/2014   
03/10/2014 67 62 1 37 5 56% 0:01:03 0:04:24 0:00:54 6%
03/11/2014 53 51 1 37 2 71% 0:00:44 0:03:13 0:00:26 2%
03/12/2014 26 26 0 21 0 81% 0:00:28 0:03:48 0:00:00 0%
03/13/2014 52 52 0 40 0 77% 0:00:40 0:03:10 0:00:00 0%
03/14/2014 37 33 2 24 4 69% 0:00:55 0:03:47 0:01:49 6%
03/15/2014 41 38 2 22 3 56% 0:01:07 0:03:55 0:00:21 3%
03/16/2014   
03/17/2014 35 33 1 29 2 85% 0:00:32 0:03:58 0:00:47 3%
03/18/2014 29 28 0 24 1 83% 0:00:24 0:03:23 0:02:58 3%
03/19/2014 36 33 2 26 3 76% 0:00:30 0:02:23 0:00:23 3%
03/20/2014 47 46 0 39 1 83% 0:00:27 0:03:39 0:00:45 2%
03/21/2014 70 66 1 39 4 57% 0:00:57 0:04:25 0:02:50 4%
03/22/2014 37 35 0 24 2 65% 0:00:44 0:04:24 0:00:59 5%
03/23/2014   
03/24/2014 48 41 2 22 7 48% 0:01:29 0:04:22 0:01:22 11%
03/25/2014 50 48 2 39 2 81% 0:00:30 0:03:32 0:00:18 0%
03/26/2014 35 35 0 29 0 83% 0:00:26 0:03:57 0:00:00 0%
03/27/2014 24 24 0 22 0 92% 0:00:24 0:04:55 0:00:00 0%
03/28/2014 71 70 1 63 1 90% 0:00:17 0:04:43 0:00:10 0%
03/29/2014 37 37 0 33 0 89% 0:00:17 0:04:30 0:00:00 0%
03/30/2014   
03/31/2014 46 45 0 33 1 72% 0:00:46 0:04:54 0:00:34 2%

1070 1021 21 777 49 74% 0:00:40 0:04:01 0:01:10 3%

MARCH 2014 (LS)
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

04/01/2014 56 53 1 43 3 78% 0:00:34 0:05:37 0:00:54 4%
04/02/2014 39 30 0 25 9 64% 0:00:49 0:04:10 0:05:05 23%
04/03/2014 53 53 0 51 0 96% 0:00:07 0:04:25 0:00:00 0%
04/04/2014 64 61 1 58 3 92% 0:00:11 0:05:00 0:01:12 3%
04/05/2014 50 49 0 40 1 80% 0:00:27 0:04:44 0:02:29 2%
04/06/2014   
04/07/2014 42 40 0 33 2 79% 0:00:44 0:06:01 0:01:21 5%
04/08/2014 36 35 1 35 1 100% 0:00:10 0:05:36 0:00:02 0%
04/09/2014 45 44 0 41 1 91% 0:00:17 0:05:53 0:01:01 2%
04/10/2014 66 65 0 61 1 92% 0:00:11 0:04:59 0:01:40 2%
04/11/2014 88 87 1 83 1 95% 0:00:06 0:04:51 0:00:01 0%
04/12/2014 78 76 0 63 2 81% 0:00:28 0:04:49 0:02:13 3%
04/13/2014   
04/14/2014 77 74 2 66 3 88% 0:00:20 0:04:15 0:00:19 1%
04/15/2014 51 50 0 47 1 92% 0:00:15 0:04:12 0:02:03 2%
04/16/2014 65 62 2 53 3 84% 0:00:23 0:04:09 0:00:43 2%
04/17/2014 65 64 0 49 1 75% 0:00:42 0:04:13 0:01:38 2%
04/18/2014 87 83 1 61 4 71% 0:00:43 0:04:52 0:00:46 3%
04/19/2014 49 48 1 38 1 79% 0:00:35 0:04:53 0:00:12 0%
04/20/2014   
04/21/2014 66 64 1 44 2 68% 0:00:48 0:05:03 0:01:15 2%
04/22/2014 56 56 0 50 0 89% 0:00:24 0:04:40 0:00:00 0%
04/23/2014 55 54 0 43 1 78% 0:00:36 0:03:45 0:00:32 2%
04/24/2014 65 60 2 44 5 70% 0:00:36 0:04:12 0:00:57 5%
04/25/2014 93 92 1 84 1 91% 0:00:21 0:04:06 0:00:28 0%
04/26/2014 52 52 0 46 0 88% 0:00:30 0:05:15 0:00:00 0%
04/27/2014   
04/28/2014 49 45 1 34 4 71% 0:00:39 0:04:41 0:01:48 6%
04/29/2014 46 44 1 35 2 78% 0:00:31 0:04:02 0:01:55 2%
04/30/2014 44 42 0 29 2 66% 0:00:46 0:03:57 0:01:54 5%

  
1537 1483 16 1256 54 83% 0:00:27 0:04:41 0:01:48 2%

APRIL 2014 (LS)
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

05/01/2014 53 51 1 40 2 77% 0:00:28 0:04:52 0:00:20 2%
05/02/2014 85 79 4 54 6 67% 0:01:00 0:04:39 0:01:22 2%
05/03/2014 33 29 0 23 4 70% 0:00:37 0:04:20 0:00:59 12%
05/04/2014   
05/05/2014 59 56 1 35 3 60% 0:01:03 0:05:42 0:00:40 3%
05/06/2014 52 50 1 42 2 82% 0:00:29 0:03:49 0:00:18 2%
05/07/2014 66 66 0 54 0 82% 0:00:29 0:04:42 0:00:00 0%
05/08/2014 63 61 1 56 2 90% 0:00:19 0:04:34 0:01:25 2%
05/09/2014 81 80 0 69 1 85% 0:00:21 0:04:11 0:00:43 1%
05/10/2014 48 45 0 35 3 73% 0:00:28 0:05:03 0:00:55 6%
05/11/2014   
05/12/2014 64 63 1 60 1 95% 0:00:18 0:05:15 0:00:08 0%
05/13/2014 53 49 3 39 4 78% 0:00:28 0:04:11 0:00:37 2%
05/14/2014 54 54 0 48 0 89% 0:00:20 0:04:40 0:00:00 0%
05/15/2014 59 57 2 54 2 95% 0:00:20 0:04:22 0:00:09 0%
05/16/2014 66 61 2 50 5 78% 0:00:37 0:04:03 0:00:44 5%
05/17/2014 23 22 0 21 1 91% 0:00:14 0:04:15 0:03:03 4%
05/18/2014   
05/19/2014 61 58 2 46 3 78% 0:00:36 0:03:47 0:00:32 2%
05/20/2014 73 72 1 69 1 96% 0:00:14 0:03:58 0:00:14 0%
05/21/2014 77 73 2 70 4 93% 0:00:16 0:03:50 0:00:42 3%
05/22/2014 54 51 1 42 3 79% 0:00:33 0:03:57 0:01:09 4%
05/23/2014 66 66 0 59 0 89% 0:00:26 0:05:07 0:00:00 0%
05/24/2014 79 73 3 53 6 70% 0:00:47 0:04:53 0:00:49 4%
05/25/2014   
05/26/2014 30 29 1 24 1 83% 0:00:31 0:04:46 0:00:05 0%
05/27/2014 39 39 0 37 0 95% 0:00:19 0:05:03 0:00:00 0%
05/28/2014 54 51 3 43 3 84% 0:00:31 0:04:25 0:00:02 0%
05/29/2014 45 41 1 32 4 73% 0:00:41 0:04:44 0:00:36 7%
05/30/2014 57 54 2 43 3 78% 0:00:38 0:04:27 0:00:13 2%
05/31/2014 35 34 0 27 1 77% 0:00:36 0:04:55 0:00:50 3%

1529 1464 32 1225 65 82% 0:00:31 0:04:31 0:00:45 2%

MAY 2014 (LS)



 2014 PHONE STATISTICS

102 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

06/01/2014   
06/02/2014 49 49 0 44 0 90% 0:00:29 0:03:46 0:00:00 0%
06/03/2014 37 37 0 34 0 92% 0:00:28 0:03:53 0:00:00 0%
06/04/2014 30 29 1 27 1 93% 0:00:23 0:04:25 0:00:07 0%
06/05/2014 29 29 0 24 0 83% 0:00:37 0:05:09 0:00:00 0%
06/06/2014 46 43 2 42 3 95% 0:00:18 0:03:52 0:00:21 2%
06/07/2014 36 33 2 27 3 79% 0:00:30 0:04:31 0:01:14 3%
06/08/2014   
06/09/2014 64 64 0 62 0 97% 0:00:13 0:04:07 0:00:00 0%
06/10/2014 45 45 0 44 0 98% 0:00:12 0:03:31 0:00:00 0%
06/11/2014 45 45 0 42 0 93% 0:00:19 0:03:24 0:00:00 0%
06/12/2014 47 47 0 46 0 98% 0:00:08 0:04:26 0:00:00 0%
06/13/2014 49 45 4 42 4 93% 0:00:18 0:03:22 0:00:11 0%
06/14/2014 45 43 1 37 2 84% 0:00:22 0:04:37 0:01:49 2%
06/15/2014   
06/16/2014 52 50 0 48 2 92% 0:00:14 0:03:58 0:01:46 4%
06/17/2014 42 42 0 40 0 95% 0:00:15 0:03:32 0:00:00 0%
06/18/2014 39 39 0 37 0 95% 0:00:15 0:04:19 0:00:00 0%
06/19/2014 46 44 2 41 2 93% 0:00:13 0:03:30 0:00:04 0%
06/20/2014 42 42 0 39 0 93% 0:00:19 0:04:29 0:00:00 0%
06/21/2014 41 37 3 35 4 92% 0:00:13 0:05:35 0:00:22 3%
06/22/2014   
06/23/2014 53 52 1 47 1 90% 0:00:19 0:03:55 0:00:13 0%
06/24/2014 25 25 0 25 0 100% 0:00:06 0:05:43 0:00:00 0%
06/25/2014 35 35 0 32 0 91% 0:00:15 0:05:23 0:00:00 0%
06/26/2014 42 42 0 40 0 95% 0:00:09 0:04:01 0:00:00 0%
06/27/2014 39 38 1 36 1 95% 0:00:27 0:03:57 0:00:28 0%
06/28/2014 34 33 1 31 1 94% 0:00:18 0:04:30 0:00:04 0%
06/29/2014   
06/30/2014 46 46 0 44 0 96% 0:00:13 0:04:49 0:00:00 0%

  
1058 1034 18 966 24 93% 0:00:18 0:04:12 0:00:38 1%

JUNE 2014 (LS)



 2014 PHONE STATISTICS
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

07/01/2014 37 36 1 31 1 86% 0:00:34 0:05:12 0:00:02 0%
07/02/2014 49 47 2 41 2 87% 0:00:20 0:04:30 0:00:03 0%
07/03/2014 65 63 1 58 2 91% 0:00:20 0:04:15 0:00:53 2%
07/04/2014 44 42 1 37 2 86% 0:00:19 0:04:25 0:00:34 2%
07/05/2014 40 40 0 38 0 95% 0:00:20 0:05:20 0:00:00 0%
07/06/2014   
07/07/2014 36 34 1 32 2 91% 0:00:14 0:04:41 0:00:32 3%
07/08/2014 41 39 0 36 2 88% 0:00:22 0:04:38 0:01:23 5%
07/09/2014 36 35 1 35 1 100% 0:00:06 0:04:10 0:00:16 0%
07/10/2014 23 23 0 22 0 96% 0:00:16 0:04:12 0:00:00 0%
07/11/2014 29 29 0 28 0 97% 0:00:07 0:03:57 0:00:00 0%
07/12/2014 38 38 0 34 0 89% 0:00:18 0:04:56 0:00:00 0%
07/13/2014   
07/14/2014 38 36 0 32 2 84% 0:00:27 0:04:02 0:01:07 5%
07/15/2014 47 47 0 41 0 87% 0:00:40 0:04:06 0:00:00 0%
07/16/2014 39 39 0 38 0 97% 0:00:11 0:03:11 0:00:00 0%
07/17/2014 24 24 0 24 0 100% 0:00:04 0:04:55 0:00:00 0%
07/18/2014 42 42 0 42 0 100% 0:00:06 0:04:05 0:00:00 0%
07/19/2014 28 28 0 28 0 100% 0:00:06 0:03:57 0:00:00 0%
07/20/2014   
07/21/2014 44 41 1 39 3 91% 0:00:15 0:04:17 0:00:58 5%
07/22/2014 40 39 0 37 1 93% 0:00:11 0:04:10 0:00:35 3%
07/23/2014 33 33 0 33 0 100% 0:00:04 0:03:16 0:00:00 0%
07/24/2014 29 28 1 25 1 89% 0:00:25 0:04:39 0:00:02 0%
07/25/2014 38 38 0 35 0 92% 0:00:13 0:03:49 0:00:00 0%
07/26/2014 26 26 0 23 0 88% 0:00:22 0:04:16 0:00:00 0%
07/27/2014   
07/28/2014 28 27 1 23 1 85% 0:00:34 0:05:20 0:00:17 0%
07/29/2014 31 28 2 24 3 83% 0:00:19 0:04:07 0:00:13 3%
07/30/2014 19 19 0 17 0 89% 0:00:21 0:04:05 0:00:00 0%
07/31/2014 25 24 1 22 1 92% 0:00:27 0:04:43 0:00:27 0%

969 945 13 875 24 92% 0:00:18 0:04:20 0:00:36 1%

JULY 2014 (LS)



 2014 PHONE STATISTICS

104 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

08/01/2014 43 42 1 41 1 98% 0:00:10 0:04:33 0:00:02 0%
08/02/2014 33 32 1 25 1 78% 0:00:44 0:06:25 0:00:00 0%
08/03/2014   
08/04/2014 34 32 2 27 2 84% 0:00:19 0:03:58 0:00:05 0%
08/05/2014 27 27 0 22 0 81% 0:00:42 0:04:45 0:00:00 0%
08/06/2014 16 16 0 12 0 75% 0:00:34 0:05:13 0:00:00 0%
08/07/2014 21 18 3 17 3 94% 0:00:22 0:04:12 0:00:10 0%
08/08/2014 23 23 0 20 0 87% 0:00:27 0:03:57 0:00:00 0%
08/09/2014 26 25 1 23 1 92% 0:00:16 0:04:15 0:00:00 0%
08/10/2014   
08/11/2014 24 23 1 20 1 87% 0:00:27 0:06:25 0:00:03 0%
08/12/2014 21 21 0 19 0 90% 0:00:17 0:04:11 0:00:00 0%
08/13/2014 28 28 0 28 0 100% 0:00:08 0:03:41 0:00:00 0%
08/14/2014 41 39 0 34 2 83% 0:00:25 0:05:31 0:00:55 5%
08/15/2014 58 55 2 44 3 79% 0:00:38 0:04:08 0:00:48 2%
08/16/2014 18 18 0 16 0 89% 0:00:29 0:04:00 0:00:00 0%
08/17/2014   
08/18/2014 20 20 0 16 0 80% 0:00:24 0:04:02 0:00:00 0%
08/19/2014 20 20 0 19 0 95% 0:00:08 0:02:57 0:00:00 0%
08/20/2014 26 26 0 25 0 96% 0:00:10 0:04:56 0:00:00 0%
08/21/2014 18 17 0 16 1 89% 0:00:18 0:04:35 0:01:20 6%
08/22/2014 25 25 0 25 0 100% 0:00:08 0:04:00 0:00:00 0%
08/23/2014 20 17 0 12 3 60% 0:00:49 0:07:52 0:02:43 15%
08/24/2014   
08/25/2014 25 23 2 23 2 100% 0:00:10 0:03:47 0:00:11 0%
08/26/2014 29 29 0 26 0 90% 0:00:17 0:03:24 0:00:00 0%
08/27/2014 18 18 0 17 0 94% 0:00:13 0:04:26 0:00:00 0%
08/28/2014 37 37 0 37 0 100% 0:00:07 0:04:12 0:00:00 0%
08/29/2014 40 39 1 38 1 97% 0:00:16 0:04:26 0:00:02 0%
08/30/2014 33 33 0 26 0 79% 0:00:19 0:04:47 0:00:00 0%
08/31/2014   

724 703 14 628 21 88% 0:00:21 0:04:32 0:00:42 1%

AUGUST 2014 (LS)



 2014 PHONE STATISTICS
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

09/01/2014 108 105 0 97 3 90% 0:00:17 0:05:30 0:05:00 3%
09/02/2014 25 24 1 23 1 96% 0:00:10 0:04:01 0:00:02 0%
09/03/2014 40 39 0 38 1 95% 0:00:09 0:04:18 0:01:14 3%
09/04/2014 27 25 2 24 2 96% 0:00:11 0:04:03 0:00:17 0%
09/05/2014 33 32 0 30 1 91% 0:00:16 0:04:33 0:01:01 3%
09/06/2014 30 30 0 27 0 90% 0:00:21 0:04:04 0:00:00 0%
09/07/2014   
09/08/2014 31 31 0 30 0 97% 0:00:16 0:04:01 0:00:00 0%
09/09/2014 27 27 0 27 0 100% 0:00:08 0:03:36 0:00:00 0%
09/10/2014 27 27 0 25 0 93% 0:00:16 0:03:47 0:00:00 0%
09/11/2014 19 18 0 17 1 89% 0:00:10 0:05:18 0:00:51 5%
09/12/2014 16 16 0 15 0 94% 0:00:08 0:03:37 0:00:00 0%
09/13/2014 30 28 2 26 2 93% 0:00:14 0:03:35 0:00:18 0%
09/14/2014   
09/15/2014 24 24 0 20 0 83% 0:00:25 0:02:07 0:00:00 0%
09/16/2014 32 32 0 31 0 97% 0:00:13 0:03:38 0:00:00 0%
09/17/2014 23 23 0 18 0 78% 0:00:24 0:03:38 0:00:00 0%
09/18/2014 25 25 0 22 0 88% 0:00:20 0:05:05 0:00:00 0%
09/19/2014 23 22 1 21 1 95% 0:00:16 0:03:18 0:00:05 0%
09/20/2014 13 13 0 12 0 92% 0:00:11 0:04:39 0:00:00 0%
09/21/2014   
09/22/2014 26 23 3 20 3 87% 0:00:18 0:03:40 0:00:06 0%
09/23/2014 35 34 1 34 1 100% 0:00:07 0:03:01 0:00:01 0%
09/24/2014 18 17 1 16 1 94% 0:00:12 0:02:45 0:00:18 0%
09/25/2014 27 27 0 26 0 96% 0:00:11 0:05:56 0:00:00 0%
09/26/2014 52 50 0 45 2 87% 0:00:20 0:04:28 0:01:37 4%
09/27/2014 24 23 1 23 1 100% 0:00:11 0:04:16 0:00:26 0%
09/28/2014   
09/29/2014 35 35 0 32 0 91% 0:00:20 0:02:58 0:00:00 0%
09/30/2014 24 23 1 21 1 91% 0:00:26 0:03:28 0:00:17 0%

  
794 773 13 720 21 92% 0:00:15 0:04:08 0:01:08 1%

SEPTEMBER 2014 (LS)



 2014 PHONE STATISTICS
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

10/01/2014 20 20 0 19 0 95% 0:00:19 0:05:39 0:00:00 0%
10/02/2014 23 23 0 22 0 96% 0:00:14 0:04:01 0:00:00 0%
10/03/2014 29 29 0 23 0 79% 0:00:38 0:05:18 0:00:00 0%
10/04/2014 20 20 0 17 0 85% 0:00:23 0:04:50 0:00:00 0%
10/05/2014   
10/06/2014 27 27 0 24 0 89% 0:00:20 0:03:31 0:00:00 0%
10/07/2014 25 24 1 22 1 92% 0:00:16 0:03:22 0:00:11 0%
10/08/2014 29 29 0 25 0 86% 0:00:29 0:04:47 0:00:00 0%
10/09/2014 27 27 0 25 0 93% 0:00:21 0:03:24 0:00:00 0%
10/10/2014 24 24 0 22 0 92% 0:00:26 0:04:50 0:00:00 0%
10/11/2014 17 16 1 16 1 100% 0:00:07 0:04:01 0:00:28 0%
10/12/2014   
10/13/2014 34 33 1 30 1 91% 0:00:11 0:04:09 0:00:01 0%
10/14/2014 30 30 0 28 0 93% 0:00:18 0:04:38 0:00:00 0%
10/15/2014 40 36 2 26 4 68% 0:00:35 0:04:53 0:00:38 5%
10/16/2014 24 22 0 17 2 71% 0:00:32 0:05:07 0:01:22 8%
10/17/2014 24 22 1 19 2 83% 0:00:26 0:04:05 0:00:33 4%
10/18/2014 14 14 0 12 0 86% 0:00:19 0:05:17 0:00:00 0%
10/19/2014   
10/20/2014 37 37 0 32 0 86% 0:00:25 0:03:53 0:00:00 0%
10/21/2014 22 21 1 18 1 86% 0:00:28 0:03:01 0:00:02 0%
10/22/2014 26 26 0 26 0 100% 0:00:07 0:02:42 0:00:00 0%
10/23/2014 45 44 1 42 1 95% 0:00:13 0:04:33 0:00:30 0%
10/24/2014 70 69 0 60 1 86% 0:00:25 0:04:23 0:01:27 1%
10/25/2014 56 53 1 51 3 93% 0:00:16 0:03:31 0:00:39 4%
10/26/2014   
10/27/2014 28 26 2 24 2 92% 0:00:21 0:04:37 0:00:15 0%
10/28/2014 24 24 0 24 0 100% 0:00:12 0:02:53 0:00:00 0%
10/29/2014 8 8 0 7 0 88% 0:00:15 0:03:38 0:00:00 0%
10/30/2014 23 22 0 19 1 83% 0:00:21 0:04:12 0:00:33 4%
10/31/2014 21 21 0 18 0 86% 0:00:17 0:03:10 0:00:00 0%

767 747 11 668 20 88% 0:00:21 0:04:10 0:00:36 1%

OCTOBER 2014 (LS)



 2014 PHONE STATISTICS
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

11/01/2014 15 15 0 15 0 100% 0:00:07 0:04:25 0:00:00 0%
11/02/2014   
11/03/2014 26 26 0 24 0 92% 0:00:15 0:03:54 0:00:00 0%
11/04/2014 16 14 0 14 2 88% 0:00:07 0:05:58 0:01:04 13%
11/05/2014 28 26 2 25 2 96% 0:00:11 0:02:55 0:00:05 0%
11/06/2014 34 32 2 30 2 94% 0:00:22 0:03:18 0:00:13 0%
11/07/2014 35 35 0 33 0 94% 0:00:12 0:05:20 0:00:00 0%
11/08/2014 41 40 1 36 1 90% 0:00:20 0:03:22 0:00:22 0%
11/09/2014   
11/10/2014 25 25 0 24 0 96% 0:00:24 0:04:55 0:00:00 0%
11/11/2014 20 20 0 20 0 100% 0:00:06 0:03:39 0:00:00 0%
11/12/2014 22 22 0 22 0 100% 0:00:08 0:04:03 0:00:00 0%
11/13/2014 28 28 0 27 0 96% 0:00:14 0:05:25 0:00:00 0%
11/14/2014 24 24 0 23 0 96% 0:00:15 0:03:38 0:00:00 0%
11/15/2014 18 18 0 18 0 100% 0:00:12 0:02:12 0:00:00 0%
11/16/2014   
11/17/2014 15 15 0 15 0 100% 0:00:23 0:04:37 0:00:00 0%
11/18/2014 18 18 0 18 0 100% 0:00:03 0:03:40 0:00:00 0%
11/19/2014 17 16 1 16 1 100% 0:00:14 0:03:24 0:00:08 0%
11/20/2014 20 20 0 17 0 85% 0:00:28 0:04:55 0:00:00 0%
11/21/2014 60 57 2 47 3 81% 0:00:34 0:05:18 0:00:18 2%
11/22/2014 75 71 3 63 4 88% 0:00:29 0:04:37 0:00:21 1%
11/23/2014   
11/24/2014 35 35 0 34 0 97% 0:00:13 0:03:31 0:00:00 0%
11/25/2014 26 26 0 26 0 100% 0:00:07 0:04:34 0:00:00 0%
11/26/2014 41 41 0 37 0 90% 0:00:14 0:03:20 0:00:00 0%
11/27/2014 26 26 0 22 0 85% 0:00:22 0:05:36 0:00:00 0%
11/28/2014 48 47 1 45 1 96% 0:00:14 0:05:06 0:00:09 0%
11/29/2014 19 18 1 18 1 100% 0:00:08 0:03:49 0:00:02 0%
11/30/2014   

  
732 715 13 669 17 93% 0:00:17 0:04:17 0:00:20 1%

NOVEMBER 2014 (LS)



 2014 PHONE STATISTICS
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

12/01/2014 21 21 0 21 0 100% 0:00:13 0:03:46 0:00:00 0%
12/02/2014 11 11 0 10 0 91% 0:00:14 0:03:06 0:00:00 0%
12/03/2014 23 23 0 23 0 100% 0:00:12 0:03:37 0:00:00 0%
12/04/2014 10 10 0 10 0 100% 0:00:07 0:04:44 0:00:00 0%
12/05/2014 10 10 0 10 0 100% 0:00:04 0:05:04 0:00:00 0%
12/06/2014 9 9 0 9 0 100% 0:00:04 0:04:20 0:00:00 0%
12/07/2014   
12/08/2014 17 15 2 13 2 87% 0:00:26 0:04:16 0:00:15 0%
12/09/2014 6 6 0 6 0 100% 0:00:04 0:04:51 0:00:00 0%
12/10/2014 14 13 1 12 1 92% 0:00:18 0:01:35 0:00:01 0%
12/11/2014 18 18 0 18 0 100% 0:00:12 0:03:19 0:00:00 0%
12/12/2014 17 17 0 16 0 94% 0:00:19 0:02:39 0:00:00 0%
12/13/2014 12 12 0 12 0 100% 0:00:19 0:05:07 0:00:00 0%
12/14/2014   
12/15/2014 16 16 0 15 0 94% 0:00:16 0:05:19 0:00:00 0%
12/16/2014 20 20 0 19 0 95% 0:00:10 0:05:00 0:00:00 0%
12/17/2014 15 14 1 14 1 100% 0:00:06 0:04:39 0:00:01 0%
12/18/2014 14 14 0 13 0 93% 0:00:10 0:04:11 0:00:00 0%
12/19/2014 10 10 0 10 0 100% 0:00:13 0:07:15 0:00:00 0%
12/20/2014 7 7 0 6 0 86% 0:00:33 0:03:54 0:00:00 0%
12/21/2014   
12/22/2014 16 16 0 14 0 88% 0:00:19 0:03:04 0:00:00 0%
12/23/2014 19 19 0 17 0 89% 0:00:15 0:03:46 0:00:00 0%
12/24/2014 11 10 1 10 1 100% 0:00:08 0:05:34 0:00:02 0%
12/25/2014   
12/26/2014 11 11 0 11 0 100% 0:00:18 0:05:36 0:00:00 0%
12/27/2014 11 11 0 11 0 100% 0:00:08 0:08:58 0:00:00 0%
12/28/2014   
12/29/2014 16 16 0 14 0 88% 0:00:37 0:05:38 0:00:00 0%
12/30/2014 13 13 0 13 0 100% 0:00:13 0:06:51 0:00:00 0%
12/31/2014 21 21 0 21 0 100% 0:00:03 0:04:15 0:00:00 0%

368 363 5 348 5 96% 0:00:14 0:04:29 0:00:07 0%

DECEMBER 2014 (LS)
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Month Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss

Abn %

January 381 333 4 213 48 56% 0:01:25 0:05:42 0:02:37 12%
February 563 551 8 447 12 81% 0:00:39 0:06:42 0:00:57 1%
March 2757 2663 23 2025 94 74% 0:00:43 0:04:39 0:01:26 3%
April 3065 2896 30 1943 169 64% 0:01:05 0:04:55 0:02:21 5%
May 2917 2848 21 2320 69 80% 0:00:32 0:04:24 0:01:21 2%
June 2917 2848 21 2320 69 80% 0:00:32 0:04:24 0:01:21 2%
July  2693 2624 18 2042 69 76% 0:00:37 0:06:00 0:01:46 2%
August 1382 1356 5 1212 26 88% 0:00:23 0:04:20 0:02:08 2%
September 1628 1545 16 1165 83 72% 0:00:45 0:05:18 0:01:40 4%
October 0 0 0 0 0  0:00:00 0:00:00 0:00:00  
November 0 0 0 0 0  0:00:00 0:00:00 0:00:00  
December 0 0 0 0 0  0:00:00 0:00:00 0:00:00  

18303 17664 146 13687 639 75% 0:00:42 0:04:56 0:01:50 3%

2015 HELP DESK SUMMARY



 2015 PHONE STATISTICS
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

01/01/2015 10 5 0 2 5 20% 0:02:16 0:05:15 0:03:04 50%
01/02/2015 17 14 0 5 3 29% 0:02:08 0:04:04 0:03:25 18%
01/03/2015 18 16 0 7 2 39% 0:02:18 0:04:50 0:01:58 11%
01/04/2015   
01/05/2015 12 12 0 2 0 17% 0:03:33 0:05:01 0:00:00 0%
01/06/2015 8 8 0 6 0 75% 0:00:56 0:11:02 0:00:00 0%
01/07/2015 9 8 0 1 1 11% 0:03:34 0:04:41 0:02:18 11%
01/08/2015 25 16 2 4 9 17% 0:04:13 0:09:22 0:02:29 30%
01/09/2015 11 7 0 1 4 9% 0:02:00 0:05:25 0:02:51 36%
01/10/2015 15 14 0 5 1 33% 0:02:29 0:05:10 0:02:14 7%
01/11/2015   
01/12/2015 16 16 0 12 0 75% 0:01:08 0:05:19 0:00:00 0%
01/13/2015 6 5 0 3 1 50% 0:01:39 0:03:21 0:02:58 17%
01/14/2015 13 11 0 6 2 46% 0:01:25 0:08:13 0:02:33 15%
01/15/2015 18 17 0 11 1 61% 0:01:01 0:06:04 0:04:43 6%
01/16/2015 17 13 0 8 4 47% 0:01:11 0:07:31 0:05:20 24%
01/17/2015 23 18 0 9 5 39% 0:02:09 0:05:26 0:02:25 22%
01/18/2015   
01/19/2015 19 15 1 7 4 39% 0:01:55 0:04:21 0:01:21 17%
01/20/2015 25 23 1 20 2 83% 0:00:34 0:04:57 0:00:50 4%
01/21/2015 9 8 0 4 1 44% 0:02:29 0:08:20 0:01:03 11%
01/22/2015 15 15 0 15 0 100% 0:00:07 0:03:35 0:00:00 0%
01/23/2015 14 14 0 14 0 100% 0:00:11 0:07:19 0:00:00 0%
01/24/2015 16 13 0 9 3 56% 0:00:34 0:02:52 0:01:03 19%
01/25/2015   
01/26/2015 9 9 0 9 0 100% 0:00:04 0:03:52 0:00:00 0%
01/27/2015 10 10 0 10 0 100% 0:00:04 0:05:04 0:00:00 0%
01/28/2015 7 7 0 6 0 86% 0:00:28 0:07:45 0:00:00 0%
01/29/2015 13 13 0 13 0 100% 0:00:06 0:05:23 0:00:00 0%
01/30/2015 9 9 0 9 0 100% 0:00:05 0:04:42 0:00:00 0%
01/31/2015 17 17 0 15 0 88% 0:00:26 0:06:27 0:00:00 0%

381 333 4 213 48 56% 0:01:25 0:05:42 0:02:37 12%

JANUARY 2015 (HD)
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

02/01/2015   
02/02/2015 18 18 0 16 0 89% 0:00:18 0:05:49 0:00:00 0%
02/03/2015 6 6 0 5 0 83% 0:00:24 0:04:36 0:00:00 0%
02/04/2015 8 8 0 8 0 100% 0:00:04 0:05:28 0:00:00 0%
02/05/2015 6 6 0 5 0 83% 0:00:16 0:08:27 0:00:00 0%
02/06/2015 8 8 0 7 0 88% 0:00:13 0:03:53 0:00:00 0%
02/07/2015 22 21 0 12 1 55% 0:01:20 0:07:18 0:05:09 5%
02/08/2015   
02/09/2015 17 16 1 15 1 94% 0:00:20 0:06:58 0:00:10 0%
02/10/2015 7 7 0 7 0 100% 0:00:04 0:04:25 0:00:00 0%
02/11/2015 8 7 1 5 1 71% 0:00:44 0:07:27 0:00:57 0%
02/12/2015 56 56 0 41 0 73% 0:00:55 0:08:42 0:00:00 0%
02/13/2015 56 54 1 44 2 80% 0:00:49 0:07:43 0:00:40 2%
02/14/2015 24 23 0 14 1 58% 0:01:10 0:07:02 0:01:41 4%
02/15/2015   
02/16/2015 16 15 1 13 1 87% 0:00:33 0:10:20 0:00:09 0%
02/17/2015 10 10 0 9 0 90% 0:00:11 0:08:31 0:00:00 0%
02/18/2015 29 29 0 27 0 93% 0:00:11 0:05:14 0:00:00 0%
02/19/2015 43 43 0 35 0 81% 0:00:29 0:06:14 0:00:00 0%
02/20/2015 29 27 2 19 2 70% 0:01:12 0:07:22 0:00:16 0%
02/21/2015 15 15 0 14 0 93% 0:00:27 0:03:59 0:00:00 0%
02/22/2015   
02/23/2015 29 28 0 23 1 79% 0:00:35 0:07:27 0:00:50 3%
02/24/2015 20 20 0 16 0 80% 0:00:58 0:09:12 0:00:00 0%
02/25/2015 33 33 0 32 0 97% 0:00:12 0:04:42 0:00:00 0%
02/26/2015 19 19 0 19 0 100% 0:00:07 0:06:47 0:00:00 0%
02/27/2015 33 33 0 24 0 73% 0:00:57 0:05:21 0:00:00 0%
02/28/2015 51 49 2 37 2 76% 0:00:38 0:05:08 0:00:16 0%

  
  
  

563 551 8 447 12 81% 0:00:39 0:06:42 0:00:57 1%

FEBRUARY 2015 (HD)
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112 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

03/01/2015 81 80 0 77 1 95% 0:00:11 0:03:50 0:01:44 1%
03/02/2015 81 78 0 57 3 70% 0:00:31 0:04:27 0:01:33 4%
03/03/2015 57 55 0 44 2 77% 0:00:48 0:05:42 0:01:06 4%
03/04/2015 50 50 0 38 0 76% 0:00:54 0:05:40 0:00:00 0%
03/05/2015 30 30 0 28 0 93% 0:00:19 0:05:36 0:00:00 0%
03/06/2015 62 56 0 38 6 61% 0:01:21 0:05:12 0:01:36 10%
03/07/2015 91 85 4 59 6 68% 0:00:48 0:05:08 0:00:45 2%
03/08/2015 83 82 0 62 1 75% 0:00:40 0:03:39 0:02:24 1%
03/09/2015 78 73 0 49 5 63% 0:00:55 0:05:39 0:01:07 6%
03/10/2015 44 42 0 26 2 59% 0:01:11 0:06:04 0:02:27 5%
03/11/2015 60 59 0 46 1 77% 0:00:50 0:04:37 0:00:31 2%
03/12/2015 79 78 0 59 1 75% 0:00:37 0:03:36 0:02:02 1%
03/13/2015 99 93 0 57 6 58% 0:01:11 0:04:18 0:02:11 6%
03/14/2015 133 130 1 101 3 77% 0:00:40 0:04:50 0:01:03 2%
03/15/2015 145 143 2 129 2 90% 0:00:19 0:03:52 0:00:15 0%
03/16/2015 127 126 1 104 1 83% 0:00:31 0:04:29 0:00:11 0%
03/17/2015 88 86 0 66 2 75% 0:00:39 0:05:00 0:01:43 2%
03/18/2015 66 63 2 53 3 83% 0:00:30 0:04:03 0:01:29 2%
03/19/2015 62 61 0 50 1 81% 0:00:27 0:04:52 0:00:35 2%
03/20/2015 111 108 1 79 3 72% 0:00:42 0:04:54 0:01:14 2%
03/21/2015 168 159 2 112 9 67% 0:00:59 0:04:43 0:01:43 4%
03/22/2015 87 83 0 70 4 80% 0:00:34 0:04:21 0:04:03 5%
03/23/2015 90 87 1 60 3 67% 0:00:49 0:05:39 0:00:51 2%
03/24/2015 91 86 2 52 5 58% 0:01:06 0:03:58 0:00:58 3%
03/25/2015 94 92 1 79 2 85% 0:00:25 0:04:11 0:00:47 1%
03/26/2015 53 50 1 35 3 67% 0:00:55 0:04:29 0:01:51 4%
03/27/2015 116 112 1 92 4 80% 0:00:34 0:05:18 0:01:46 3%
03/28/2015 141 136 2 101 5 73% 0:00:52 0:04:43 0:00:51 2%
03/29/2015 108 104 0 61 4 56% 0:01:01 0:04:13 0:01:20 4%
03/30/2015 89 85 1 68 4 77% 0:00:32 0:04:42 0:01:05 3%
03/31/2015 93 91 1 73 2 79% 0:00:38 0:04:41 0:00:23 1%

2757 2663 23 2025 94 74% 0:00:43 0:04:39 0:01:26 3%

MARCH 2015 (HD)
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

04/01/2015 128 119 1 91 9 72% 0:00:53 0:04:14 0:03:12 6%
04/02/2015 111 101 1 51 10 46% 0:01:39 0:04:19 0:03:10 8%
04/03/2015 229 212 3 136 17 60% 0:01:17 0:04:35 0:04:39 6%
04/04/2015 223 210 2 110 13 50% 0:02:08 0:04:59 0:02:51 5%
04/05/2015 101 99 0 89 2 88% 0:00:17 0:04:25 0:01:34 2%
04/06/2015 60 60 0 54 0 90% 0:00:28 0:04:27 0:00:00 0%
04/07/2015 79 72 1 50 7 64% 0:00:53 0:05:07 0:01:19 8%
04/08/2015 101 96 1 61 5 61% 0:01:09 0:05:06 0:02:20 4%
04/09/2015 82 78 1 54 4 67% 0:00:54 0:04:36 0:01:18 4%
04/10/2015 313 292 5 148 21 48% 0:01:48 0:06:56 0:02:21 5%
04/11/2015 228 214 1 144 14 63% 0:01:05 0:04:38 0:03:02 6%
04/12/2015 138 137 0 104 1 75% 0:00:39 0:04:18 0:02:38 1%
04/13/2015 83 79 0 58 4 70% 0:00:50 0:05:25 0:00:49 5%
04/14/2015 79 75 0 57 4 72% 0:00:50 0:05:11 0:03:16 5%
04/15/2015 60 58 2 41 2 71% 0:00:50 0:04:56 0:00:22 0%
04/16/2015 81 79 0 57 2 70% 0:00:40 0:04:55 0:01:47 2%
04/17/2015 100 95 1 59 5 60% 0:01:05 0:04:30 0:01:35 4%
04/18/2015 108 101 1 61 7 57% 0:01:05 0:04:40 0:01:21 6%
04/19/2015 49 48 0 31 1 63% 0:00:50 0:04:45 0:00:34 2%
04/20/2015 43 42 1 36 1 86% 0:00:24 0:06:14 0:00:22 0%
04/21/2015 64 62 0 54 2 84% 0:00:37 0:05:31 0:01:08 3%
04/22/2015 43 38 1 28 5 67% 0:00:43 0:04:23 0:00:52 10%
04/23/2015 66 63 0 49 3 74% 0:00:36 0:04:25 0:00:51 5%
04/24/2015 77 73 1 56 4 74% 0:00:42 0:04:28 0:00:59 4%
04/25/2015 95 91 1 60 4 64% 0:00:52 0:04:53 0:00:43 3%
04/26/2015 86 80 1 57 6 67% 0:00:43 0:04:34 0:02:02 6%
04/27/2015 58 57 1 41 1 72% 0:00:59 0:03:54 0:00:12 0%
04/28/2015 68 58 1 38 10 57% 0:00:57 0:04:15 0:02:50 13%
04/29/2015 52 49 2 32 3 64% 0:00:52 0:04:38 0:00:28 2%
04/30/2015 60 58 1 36 2 61% 0:00:53 0:04:25 0:00:31 2%

  
3065 2896 30 1943 169 64% 0:01:05 0:04:55 0:02:21 5%

APRIL 2015 (HD)
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

05/01/2015 123 120 0 79 3 64% 0:00:55 0:04:01 0:00:55 2%
05/02/2015 164 161 0 104 3 63% 0:00:55 0:04:18 0:00:51 2%
05/03/2015 146 141 2 101 5 70% 0:00:57 0:04:26 0:02:01 2%
05/04/2015 79 77 1 61 2 78% 0:00:34 0:04:03 0:00:27 1%
05/05/2015 71 67 0 59 4 83% 0:00:18 0:05:34 0:01:58 6%
05/06/2015 76 68 2 38 8 51% 0:01:41 0:05:12 0:02:17 8%
05/07/2015 72 67 3 36 5 52% 0:01:09 0:04:11 0:00:38 3%
05/08/2015 103 100 1 77 3 75% 0:00:36 0:04:31 0:01:01 2%
05/09/2015 148 144 1 112 4 76% 0:00:41 0:04:07 0:01:42 2%
05/10/2015 81 79 1 78 2 98% 0:00:04 0:03:37 0:02:45 1%
05/11/2015 65 65 0 59 0 91% 0:00:15 0:04:42 0:00:00 0%
05/12/2015 49 49 0 47 0 96% 0:00:10 0:04:38 0:00:00 0%
05/13/2015 65 64 0 43 1 66% 0:00:48 0:05:02 0:00:37 2%
05/14/2015 58 57 0 54 1 93% 0:00:16 0:04:23 0:00:41 2%
05/15/2015 74 73 0 66 1 89% 0:00:20 0:04:13 0:00:48 1%
05/16/2015 91 90 0 66 1 73% 0:00:28 0:04:19 0:01:23 1%
05/17/2015 105 105 0 99 0 94% 0:00:14 0:04:11 0:00:00 0%
05/18/2015 68 67 0 50 1 74% 0:00:35 0:05:16 0:05:41 1%
05/19/2015 63 63 0 53 0 84% 0:00:19 0:04:30 0:00:00 0%
05/20/2015 65 63 0 58 2 89% 0:00:16 0:05:03 0:02:33 3%
05/21/2015 68 67 1 58 1 87% 0:00:28 0:04:55 0:00:09 0%
05/22/2015 156 147 3 100 9 65% 0:00:49 0:04:08 0:00:50 4%
05/23/2015 213 208 2 156 5 74% 0:00:48 0:04:07 0:00:49 1%
05/24/2015 167 166 0 159 1 95% 0:00:11 0:04:00 0:01:48 1%
05/25/2015 90 90 0 82 0 91% 0:00:18 0:04:12 0:00:00 0%
05/26/2015 61 59 2 50 2 85% 0:00:27 0:05:13 0:00:09 0%
05/27/2015 47 45 0 38 2 81% 0:00:27 0:06:07 0:00:52 4%
05/28/2015 72 71 0 68 1 94% 0:00:11 0:04:40 0:01:52 1%
05/29/2015 80 79 1 74 1 94% 0:00:17 0:03:55 0:00:19 0%
05/30/2015 113 113 0 112 0 99% 0:00:06 0:04:44 0:00:00 0%
05/31/2015 84 83 1 83 1 100% 0:00:03 0:03:41 0:00:01 0%

2917 2848 21 2320 69 80% 0:00:32 0:04:24 0:01:21 2%

MAY 2015 (HD)
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

06/01/2015 123 120 0 79 3 64% 0:00:55 0:04:01 0:00:55 2%
06/02/2015 164 161 0 104 3 63% 0:00:55 0:04:18 0:00:51 2%
06/03/2015 146 141 2 101 5 70% 0:00:57 0:04:26 0:02:01 2%
06/04/2015 79 77 1 61 2 78% 0:00:34 0:04:03 0:00:27 1%
06/05/2015 71 67 0 59 4 83% 0:00:18 0:05:34 0:01:58 6%
06/06/2015 76 68 2 38 8 51% 0:01:41 0:05:12 0:02:17 8%
06/07/2015 72 67 3 36 5 52% 0:01:09 0:04:11 0:00:38 3%
06/08/2015 103 100 1 77 3 75% 0:00:36 0:04:31 0:01:01 2%
06/09/2015 148 144 1 112 4 76% 0:00:41 0:04:07 0:01:42 2%
06/10/2015 81 79 1 78 2 98% 0:00:04 0:03:37 0:02:45 1%
06/11/2015 65 65 0 59 0 91% 0:00:15 0:04:42 0:00:00 0%
06/12/2015 49 49 0 47 0 96% 0:00:10 0:04:38 0:00:00 0%
06/13/2015 65 64 0 43 1 66% 0:00:48 0:05:02 0:00:37 2%
06/14/2015 58 57 0 54 1 93% 0:00:16 0:04:23 0:00:41 2%
06/15/2015 74 73 0 66 1 89% 0:00:20 0:04:13 0:00:48 1%
06/16/2015 91 90 0 66 1 73% 0:00:28 0:04:19 0:01:23 1%
06/17/2015 105 105 0 99 0 94% 0:00:14 0:04:11 0:00:00 0%
06/18/2015 68 67 0 50 1 74% 0:00:35 0:05:16 0:05:41 1%
06/19/2015 63 63 0 53 0 84% 0:00:19 0:04:30 0:00:00 0%
06/20/2015 65 63 0 58 2 89% 0:00:16 0:05:03 0:02:33 3%
06/21/2015 68 67 1 58 1 87% 0:00:28 0:04:55 0:00:09 0%
06/22/2015 156 147 3 100 9 65% 0:00:49 0:04:08 0:00:50 4%
06/23/2015 213 208 2 156 5 74% 0:00:48 0:04:07 0:00:49 1%
06/24/2015 167 166 0 159 1 95% 0:00:11 0:04:00 0:01:48 1%
06/25/2015 90 90 0 82 0 91% 0:00:18 0:04:12 0:00:00 0%
06/26/2015 61 59 2 50 2 85% 0:00:27 0:05:13 0:00:09 0%
06/27/2015 47 45 0 38 2 81% 0:00:27 0:06:07 0:00:52 4%
06/28/2015 72 71 0 68 1 94% 0:00:11 0:04:40 0:01:52 1%
06/29/2015 80 79 1 74 1 94% 0:00:17 0:03:55 0:00:19 0%
06/30/2015 113 113 0 112 0 99% 0:00:06 0:04:44 0:00:00 0%

84 83 1 83 1 100% 0:00:03 0:03:41 0:00:01 0%
2917 2848 21 2320 69 80% 0:00:32 0:04:24 0:01:21 2%

JUNE 2015 (HD)
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

07/01/2015 183 180 2 129 3 71% 0:00:45 0:08:27 0:00:33 1%
07/02/2015 248 242 3 163 6 67% 0:00:56 0:07:51 0:00:42 1%
07/03/2015 207 202 2 130 5 63% 0:00:58 0:06:35 0:01:08 1%
07/04/2015 113 111 0 103 2 91% 0:00:15 0:04:19 0:02:23 2%
07/05/2015 71 71 0 64 0 90% 0:00:17 0:06:38 0:00:00 0%
07/06/2015 113 109 0 76 4 67% 0:00:48 0:07:53 0:01:35 4%
07/07/2015 109 104 3 91 5 86% 0:00:36 0:07:42 0:05:29 2%
07/08/2015 83 76 1 59 7 72% 0:00:42 0:08:47 0:01:17 7%
07/09/2015 88 84 0 48 4 55% 0:01:10 0:06:47 0:02:50 5%
07/10/2015 97 93 1 57 4 59% 0:01:02 0:06:51 0:02:13 3%
07/11/2015 108 101 2 44 7 42% 0:01:24 0:04:17 0:01:20 5%
07/12/2015 55 54 0 42 1 76% 0:00:12 0:04:57 0:02:21 2%
07/13/2015 63 61 2 48 2 79% 0:00:49 0:06:09 0:00:07 0%
07/14/2015 51 49 0 37 2 73% 0:00:43 0:05:17 0:02:23 4%
07/15/2015 71 71 0 63 0 89% 0:00:18 0:04:37 0:00:00 0%
07/16/2015 68 67 1 53 1 79% 0:00:33 0:04:22 0:00:21 0%
07/17/2015 63 62 0 44 1 70% 0:00:38 0:04:35 0:01:58 2%
07/18/2015 103 102 0 93 1 90% 0:00:14 0:03:23 0:01:11 1%
07/19/2015 63 63 0 54 0 86% 0:00:32 0:04:47 0:00:00 0%
07/20/2015 70 65 0 48 5 69% 0:00:43 0:05:56 0:01:45 7%
07/21/2015 44 44 0 39 0 89% 0:00:19 0:06:06 0:00:00 0%
07/22/2015 59 58 0 53 1 90% 0:00:15 0:05:10 0:00:56 2%
07/23/2015 62 62 0 60 0 97% 0:00:12 0:05:38 0:00:00 0%
07/24/2015 75 72 1 65 3 88% 0:00:21 0:04:37 0:01:08 3%
07/25/2015 91 90 0 83 1 91% 0:00:16 0:04:44 0:01:46 1%
07/26/2015 51 51 0 48 0 94% 0:00:12 0:04:16 0:00:00 0%
07/27/2015 54 53 0 43 1 80% 0:00:25 0:04:13 0:04:50 2%
07/28/2015 40 40 0 39 0 98% 0:00:08 0:05:12 0:00:00 0%
07/29/2015 49 49 0 45 0 92% 0:00:12 0:05:19 0:00:00 0%
07/30/2015 47 46 0 43 1 91% 0:00:13 0:05:14 0:00:34 2%
07/31/2015 94 92 0 78 2 83% 0:00:29 0:04:39 0:01:21 2%

2693 2624 18 2042 69 76% 0:00:37 0:06:00 0:01:46 2%

JULY 2015 (HD)



 2015 PHONE STATISTICS
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

08/01/2015 98 98 0 88 0 90% 0:00:22 0:03:52 0:00:00 0%
08/02/2015 68 67 0 62 1 91% 0:00:18 0:03:48 0:01:28 1%
08/03/2015 59 59 0 56 0 95% 0:00:14 0:05:30 0:00:00 0%
08/04/2015 28 28 0 26 0 93% 0:00:15 0:06:26 0:00:00 0%
08/05/2015 30 30 0 26 0 87% 0:00:26 0:04:57 0:00:00 0%
08/06/2015 40 40 0 32 0 80% 0:00:38 0:06:16 0:00:00 0%
08/07/2015 59 58 0 49 1 83% 0:00:31 0:03:35 0:02:12 2%
08/08/2015 62 59 0 55 3 89% 0:00:18 0:03:40 0:01:08 5%
08/09/2015 32 32 0 28 0 88% 0:00:16 0:04:45 0:00:00 0%
08/10/2015 29 28 0 26 1 90% 0:00:16 0:03:40 0:00:31 3%
08/11/2015 36 36 0 32 0 89% 0:00:29 0:04:01 0:00:00 0%
08/12/2015 25 25 0 34 0 136% 0:00:09 0:04:21 0:00:00 0%
08/13/2015 25 25 0 23 0 92% 0:00:42 0:04:46 0:00:00 0%
08/14/2015 57 57 0 55 0 96% 0:00:11 0:04:11 0:00:00 0%
08/15/2015 56 56 0 53 0 95% 0:00:14 0:03:22 0:00:00 0%
08/16/2015 33 33 0 29 0 88% 0:00:16 0:03:54 0:00:00 0%
08/17/2015 28 28 0 26 0 93% 0:00:15 0:04:54 0:00:00 0%
08/18/2015 27 26 0 23 1 85% 0:00:15 0:06:37 0:01:30 4%
08/19/2015 14 13 0 8 1 57% 0:01:11 0:05:59 0:07:47 7%
08/20/2015 44 44 0 37 0 84% 0:00:21 0:03:34 0:00:00 0%
08/21/2015 57 50 2 41 7 75% 0:00:28 0:04:01 0:01:19 9%
08/22/2015 58 57 0 44 1 76% 0:00:37 0:03:54 0:04:51 2%
08/23/2015 37 37 0 35 0 95% 0:00:15 0:04:09 0:00:00 0%
08/24/2015 33 33 0 33 0 100% 0:00:05 0:05:20 0:00:00 0%
08/25/2015 47 47 0 47 0 100% 0:00:04 0:04:16 0:00:00 0%
08/26/2015 33 32 0 32 1 97% 0:00:06 0:05:10 0:01:04 3%
08/27/2015 40 35 0 24 5 60% 0:01:03 0:05:17 0:04:20 13%
08/28/2015 47 45 2 36 2 80% 0:00:33 0:04:06 0:00:08 0%
08/29/2015 67 67 0 57 0 85% 0:00:28 0:04:29 0:00:00 0%
08/30/2015 37 36 1 36 1 100% 0:00:04 0:03:31 0:00:03 0%
08/31/2015 76 75 0 59 1 78% 0:00:43 0:03:43 0:01:42 1%

1382 1356 5 1212 26 88% 0:00:23 0:04:20 0:02:08 2%

AUGUST 2015 (HD)



 2015 PHONE STATISTICS
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

09/01/2015 76 68 0 43 8 57% 0:01:05 0:04:45 0:01:37 11%
09/02/2015 35 35 0 33 0 94% 0:00:14 0:04:50 0:00:00 0%
09/03/2015 132 128 1 102 4 78% 0:00:44 0:02:40 0:00:50 2%
09/04/2015 89 86 1 56 3 64% 0:01:01 0:04:24 0:01:05 2%
09/05/2015 67 59 0 28 8 42% 0:01:31 0:04:24 0:01:05 12%
09/06/2015 55 52 2 37 3 70% 0:00:54 0:04:10 0:00:48 2%
09/07/2015 44 44 0 40 0 91% 0:00:17 0:04:55 0:00:00 0%
09/08/2015 43 42 1 30 1 71% 0:00:47 0:04:01 0:03:16 0%
09/09/2015 27 26 1 26 1 100% 0:00:08 0:06:07 0:00:14 0%
09/10/2015 44 42 0 32 2 73% 0:00:52 0:07:17 0:03:21 5%
09/11/2015 53 52 0 44 1 83% 0:00:33 0:04:29 0:01:07 2%
09/12/2015 48 48 0 34 0 71% 0:00:44 0:04:13 0:00:00 0%
09/13/2015 36 36 0 27 0 75% 0:00:41 0:05:25 0:00:00 0%
09/14/2015 25 24 0 17 1 68% 0:00:41 0:05:21 0:01:24 4%
09/15/2015 35 33 1 30 2 88% 0:00:12 0:04:43 0:00:18 3%
09/16/2015 39 37 0 23 2 59% 0:00:50 0:06:31 0:02:29 5%
09/17/2015 36 34 2 29 2 85% 0:00:24 0:06:28 0:00:20 0%
09/18/2015 59 55 1 51 4 88% 0:00:20 0:04:46 0:00:56 5%
09/19/2015 45 43 0 32 2 71% 0:00:41 0:03:12 0:01:36 4%
09/20/2015 28 26 0 25 2 89% 0:00:16 0:04:45 0:04:45 7%
09/21/2015 55 46 2 30 9 57% 0:00:54 0:05:58 0:01:02 13%
09/22/2015 36 34 0 28 2 78% 0:00:51 0:05:57 0:07:04 6%
09/23/2015 49 44 1 34 5 71% 0:00:57 0:06:04 0:02:03 8%
09/24/2015 75 74 0 64 1 85% 0:00:21 0:06:23 0:02:59 1%
09/25/2015 104 96 1 59 8 57% 0:01:09 0:05:48 0:01:52 7%
09/26/2015 90 85 1 65 5 73% 0:00:45 0:05:30 0:02:15 4%
09/27/2015 44 43 0 39 1 89% 0:00:14 0:08:09 0:01:07 2%
09/28/2015 63 61 1 40 2 65% 0:01:19 0:08:35 0:00:51 2%
09/29/2015 41 40 0 27 1 66% 0:00:41 0:07:32 0:02:46 2%
09/30/2015 55 52 0 40 3 73% 0:00:32 0:06:17 0:01:19 5%

  
1628 1545 16 1165 83 72% 0:00:45 0:05:18 0:01:40 4%

SEPTEMBER 2015 (HD)
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Month Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss

Abn %

January 242 241 1 225 1 93% 0:00:18 0:04:12 0:00:11 0%
February 319 314 4 300 5 95% 0:00:11 0:03:49 0:00:14 0%
March 1031 1024 6 976 7 95% 0:00:13 0:04:23 0:00:18 0%
April 1186 1151 15 1065 35 91% 0:00:19 0:04:10 0:01:34 2%
May 1216 1191 15 1043 25 87% 0:00:27 0:04:33 0:00:32 1%
June 1097 1044 20 797 53 74% 0:00:41 0:04:15 0:01:12 3%
July  1000 951 15 770 49 78% 0:00:47 0:04:25 0:02:15 3%
August 639 624 10 573 15 91% 0:00:18 0:04:26 0:00:21 1%
September 734 721 8 674 13 93% 0:00:14 0:03:34 0:00:39 1%
October 0 0 0 0 0  0:00:00 0:00:00 0:00:00  
November 0 0 0 0 0  0:00:00 0:00:00 0:00:00  
December 0 0 0 0 0  0:00:00 0:00:00 0:00:00  

7464 7261 94 6423 203 87% 0:00:25 0:04:15 0:01:17 1%

2015 LICENSE SALES SUMMARY
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

01/01/2015 4 4 0 4 0 100% 0:00:06 0:04:59 0:00:00 0%
01/02/2015 12 12 0 11 0 92% 0:00:23 0:03:49 0:00:00 0%
01/03/2015 5 5 0 5 0 100% 0:00:16 0:06:19 0:00:00 0%
01/04/2015   
01/05/2015 17 17 0 15 0 88% 0:00:25 0:03:55 0:00:00 0%
01/06/2015 12 12 0 12 0 100% 0:00:23 0:04:42 0:00:00 0%
01/07/2015 4 4 0 4 0 100% 0:00:14 0:05:14 0:00:00 0%
01/08/2015 12 12 0 8 0 67% 0:00:59 0:05:13 0:00:00 0%
01/09/2015 13 13 0 11 0 85% 0:00:37 0:03:46 0:00:00 0%
01/10/2015 7 7 0 7 0 100% 0:00:16 0:04:43 0:00:00 0%
01/11/2015   
01/12/2015 13 13 0 13 0 100% 0:00:06 0:04:19 0:00:00 0%
01/13/2015 5 5 0 5 0 100% 0:00:14 0:04:05 0:00:00 0%
01/14/2015 9 9 0 9 0 100% 0:00:03 0:04:43 0:00:00 0%
01/15/2015 7 7 0 7 0 100% 0:00:06 0:02:46 0:00:00 0%
01/16/2015 7 7 0 7 0 100% 0:00:08 0:05:16 0:00:00 0%
01/17/2015 9 9 0 8 0 89% 0:00:19 0:06:03 0:00:00 0%
01/18/2015   
01/19/2015 10 10 0 10 0 100% 0:00:12 0:04:14 0:00:00 0%
01/20/2015 4 4 0 4 0 100% 0:00:11 0:04:14 0:00:00 0%
01/21/2015 11 11 0 10 0 91% 0:00:27 0:04:04 0:00:00 0%
01/22/2015 12 12 0 7 0 58% 0:00:28 0:04:41 0:00:00 0%
01/23/2015 11 11 0 11 0 100% 0:00:06 0:03:59 0:00:00 0%
01/24/2015 5 5 0 5 0 100% 0:00:09 0:04:18 0:00:00 0%
01/25/2015   
01/26/2015 12 12 0 12 0 100% 0:00:09 0:02:03 0:00:00 0%
01/27/2015 7 7 0 7 0 100% 0:00:13 0:02:17 0:00:00 0%
01/28/2015 11 11 0 11 0 100% 0:00:12 0:03:01 0:00:00 0%
01/29/2015 8 8 0 8 0 100% 0:00:11 0:03:45 0:00:00 0%
01/30/2015 8 8 0 8 0 100% 0:00:08 0:03:35 0:00:00 0%
01/31/2015 7 6 1 6 1 100% 0:00:10 0:06:20 0:00:11 0%

242 241 1 225 1 93% 0:00:18 0:04:12 0:00:11 0%

JANUARY 2015 (LS)



 2015 PHONE STATISTICS

121 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

02/01/2015   
02/02/2015 12 12 0 12 0 100% 0:00:03 0:03:31 0:00:00 0%
02/03/2015 23 23 0 20 0 87% 0:00:18 0:03:55 0:00:00 0%
02/04/2015 10 9 1 9 1 100% 0:00:09 0:03:14 0:00:09 0%
02/05/2015 23 23 0 23 0 100% 0:00:07 0:03:42 0:00:00 0%
02/06/2015 18 18 0 18 0 100% 0:00:09 0:03:51 0:00:00 0%
02/07/2015 15 14 1 13 1 93% 0:00:22 0:03:47 0:00:15 0%
02/08/2015   
02/09/2015 17 16 1 15 1 94% 0:00:11 0:04:31 0:00:06 0%
02/10/2015 12 12 0 12 0 100% 0:00:03 0:03:35 0:00:00 0%
02/11/2015 13 13 0 13 0 100% 0:00:03 0:02:31 0:00:00 0%
02/12/2015 4 4 0 4 0 100% 0:00:06 0:01:56 0:00:00 0%
02/13/2015 15 15 0 14 0 93% 0:00:11 0:04:41 0:00:00 0%
02/14/2015 3 3 0 3 0 100% 0:00:03 0:08:12 0:00:00 0%
02/15/2015   
02/16/2015 5 5 0 5 0 100% 0:00:04 0:07:37 0:00:00 0%
02/17/2015 7 7 0 7 0 100% 0:00:07 0:02:34 0:00:00 0%
02/18/2015 17 17 0 17 0 100% 0:00:05 0:04:10 0:00:00 0%
02/19/2015 21 20 0 20 1 95% 0:00:04 0:04:01 0:00:39 5%
02/20/2015 6 6 0 6 0 100% 0:00:04 0:03:03 0:00:00 0%
02/21/2015 9 9 0 9 0 100% 0:00:03 0:04:32 0:00:00 0%
02/22/2015   
02/23/2015 18 18 0 16 0 89% 0:00:19 0:04:12 0:00:00 0%
02/24/2015 15 15 0 15 0 100% 0:00:09 0:02:20 0:00:00 0%
02/25/2015 13 12 1 10 1 83% 0:00:28 0:02:23 0:00:01 0%
02/26/2015 13 13 0 11 0 85% 0:00:16 0:03:44 0:00:00 0%
02/27/2015 22 22 0 20 0 91% 0:00:25 0:04:31 0:00:00 0%
02/28/2015 8 8 0 8 0 100% 0:00:06 0:03:20 0:00:00 0%

  
  
  

319 314 4 300 5 95% 0:00:11 0:03:49 0:00:14 0%

FEBRUARY 2015 (LS)
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

03/01/2015   
03/02/2015 38 38 0 36 0 95% 0:00:08 0:03:37 0:00:00 0%
03/03/2015 27 27 0 25 0 93% 0:00:17 0:03:59 0:00:00 0%
03/04/2015 19 19 0 17 0 89% 0:00:10 0:03:42 0:00:00 0%
03/05/2015 25 25 0 25 0 100% 0:00:03 0:03:19 0:00:00 0%
03/06/2015 29 29 0 29 0 100% 0:00:06 0:04:27 0:00:00 0%
03/07/2015 26 26 0 26 0 100% 0:00:07 0:05:08 0:00:00 0%
03/08/2015   
03/09/2015 48 48 0 46 0 96% 0:00:12 0:04:26 0:00:00 0%
03/10/2015 31 31 0 30 0 97% 0:00:08 0:04:50 0:00:00 0%
03/11/2015 45 45 0 43 0 96% 0:00:08 0:03:54 0:00:00 0%
03/12/2015 27 27 0 25 0 93% 0:00:15 0:04:30 0:00:00 0%
03/13/2015 39 38 1 32 1 84% 0:00:23 0:04:30 0:00:10 0%
03/14/2015 25 25 0 23 0 92% 0:00:13 0:04:40 0:00:00 0%
03/15/2015   
03/16/2015 72 69 2 66 3 94% 0:00:15 0:04:26 0:00:24 1%
03/17/2015 39 39 0 37 0 95% 0:00:23 0:04:00 0:00:00 0%
03/18/2015 46 45 1 44 1 98% 0:00:11 0:04:34 0:00:19 0%
03/19/2015 32 32 0 31 0 97% 0:00:10 0:05:23 0:00:00 0%
03/20/2015 57 57 0 54 0 95% 0:00:16 0:04:48 0:00:00 0%
03/21/2015 31 31 0 27 0 87% 0:00:28 0:06:05 0:00:00 0%
03/22/2015   
03/23/2015 59 59 0 57 0 97% 0:00:12 0:04:22 0:00:00 0%
03/24/2015 41 41 0 41 0 100% 0:00:07 0:04:05 0:00:00 0%
03/25/2015 55 55 0 53 0 96% 0:00:09 0:05:02 0:00:00 0%
03/26/2015 30 30 0 30 0 100% 0:00:08 0:04:46 0:00:00 0%
03/27/2015 41 41 0 41 0 100% 0:00:10 0:04:09 0:00:00 0%
03/28/2015 41 41 0 40 0 98% 0:00:10 0:03:36 0:00:00 0%
03/29/2015   
03/30/2015 47 45 2 40 2 89% 0:00:27 0:04:39 0:00:12 0%
03/31/2015 61 61 0 58 0 95% 0:00:14 0:03:29 0:00:00 0%

1031 1024 6 976 7 95% 0:00:13 0:04:23 0:00:18 0%

MARCH 2015 (LS)
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

04/01/2015 50 50 0 48 0 96% 0:00:12 0:04:14 0:00:00 0%
04/02/2015 56 56 0 55 0 98% 0:00:12 0:05:10 0:00:00 0%
04/03/2015 88 83 3 72 5 85% 0:00:18 0:04:07 0:00:39 2%
04/04/2015 51 45 4 44 6 94% 0:00:17 0:03:39 0:00:35 4%
04/05/2015   
04/06/2015 59 55 1 34 4 59% 0:01:18 0:04:29 0:01:45 5%
04/07/2015 44 38 1 30 6 70% 0:00:47 0:03:29 0:02:58 12%
04/08/2015 44 41 1 41 3 95% 0:00:04 0:03:54 0:05:22 5%
04/09/2015 52 52 0 52 0 100% 0:00:05 0:04:46 0:00:00 0%
04/10/2015 83 82 0 78 1 94% 0:00:14 0:04:24 0:00:44 1%
04/11/2015 44 44 0 42 0 95% 0:00:14 0:04:00 0:00:00 0%
04/12/2015   
04/13/2015 47 45 1 41 2 89% 0:00:24 0:03:21 0:00:49 2%
04/14/2015 37 36 1 36 1 100% 0:00:09 0:03:20 0:00:01 0%
04/15/2015 29 28 0 25 1 86% 0:00:15 0:03:46 0:00:36 3%
04/16/2015 52 52 0 44 0 85% 0:00:25 0:04:18 0:00:00 0%
04/17/2015 43 43 0 43 0 100% 0:00:07 0:04:42 0:00:00 0%
04/18/2015 52 52 0 51 0 98% 0:00:09 0:02:51 0:00:00 0%
04/19/2015   
04/20/2015 34 32 1 31 2 94% 0:00:19 0:04:00 0:00:35 3%
04/21/2015 42 42 0 39 0 93% 0:00:24 0:05:41 0:00:00 0%
04/22/2015 42 42 0 37 0 88% 0:00:23 0:04:24 0:00:00 0%
04/23/2015 32 30 1 27 2 87% 0:00:25 0:04:25 0:00:22 3%
04/24/2015 33 32 0 31 1 94% 0:00:19 0:04:13 0:02:21 3%
04/25/2015 29 29 0 28 0 97% 0:00:11 0:04:56 0:00:00 0%
04/26/2015   
04/27/2015 39 39 0 37 0 95% 0:00:20 0:04:25 0:00:00 0%
04/28/2015 44 44 0 44 0 100% 0:00:13 0:03:55 0:00:00 0%
04/29/2015 29 29 0 29 0 100% 0:00:08 0:03:26 0:00:00 0%
04/30/2015 31 30 1 26 1 87% 0:00:18 0:03:26 0:00:03 0%

  
1186 1151 15 1065 35 91% 0:00:19 0:04:10 0:01:34 2%

APRIL 2015 (LS)
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

05/01/2015 69 66 1 58 3 85% 0:00:26 0:04:31 0:00:27 3%
05/02/2015 36 35 1 28 1 80% 0:00:47 0:03:33 0:00:23 0%
05/03/2015   
05/04/2015 55 52 3 47 3 90% 0:00:27 0:03:46 0:00:02 0%
05/05/2015 43 43 0 39 0 91% 0:00:19 0:03:18 0:00:00 0%
05/06/2015 46 44 2 30 2 68% 0:00:33 0:04:12 0:00:07 0%
05/07/2015 35 35 0 31 0 89% 0:00:21 0:05:45 0:00:00 0%
05/08/2015 71 70 1 61 1 87% 0:00:27 0:05:21 0:00:02 0%
05/09/2015 41 40 0 39 1 95% 0:00:11 0:03:54 0:00:43 2%
05/10/2015   
05/11/2015 55 53 1 44 2 81% 0:00:32 0:04:26 0:00:24 2%
05/12/2015 56 55 0 44 1 79% 0:00:40 0:04:42 0:00:55 2%
05/13/2015 42 42 0 32 0 76% 0:00:35 0:04:27 0:00:00 0%
05/14/2015 26 25 0 23 1 88% 0:00:24 0:03:49 0:00:55 4%
05/15/2015 65 62 1 53 3 83% 0:00:30 0:03:52 0:00:55 3%
05/16/2015 24 24 0 22 0 92% 0:00:15 0:05:09 0:00:00 0%
05/17/2015   
05/18/2015 61 61 0 51 0 84% 0:00:34 0:04:19 0:00:00 0%
05/19/2015 41 41 0 37 0 90% 0:00:29 0:03:40 0:00:00 0%
05/20/2015 45 45 0 42 0 93% 0:00:18 0:04:47 0:00:00 0%
05/21/2015 43 43 0 39 0 91% 0:00:26 0:03:36 0:00:00 0%
05/22/2015 72 69 3 64 3 93% 0:00:20 0:05:49 0:00:11 0%
05/23/2015 62 62 0 55 0 89% 0:00:29 0:06:13 0:00:00 0%
05/24/2015   
05/25/2015 19 18 1 18 1 100% 0:00:11 0:04:14 0:00:01 0%
05/26/2015 42 42 0 40 0 95% 0:00:21 0:04:06 0:00:00 0%
05/27/2015 37 37 0 33 0 89% 0:00:23 0:05:44 0:00:00 0%
05/28/2015 41 38 1 34 3 85% 0:00:24 0:04:55 0:01:32 5%
05/29/2015 53 53 0 49 0 92% 0:00:27 0:04:18 0:00:00 0%
05/30/2015 36 36 0 30 0 83% 0:00:38 0:04:25 0:00:00 0%
05/31/2015   

1216 1191 15 1043 25 87% 0:00:27 0:04:33 0:00:32 1%

MAY 2015 (LS)
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

06/01/2015 46 37 2 12 9 27% 0:02:12 0:04:21 0:02:03 16%
06/02/2015 31 28 1 10 3 33% 0:01:47 0:04:36 0:00:59 7%
06/03/2015 29 24 2 15 5 56% 0:01:20 0:04:00 0:02:47 11%
06/04/2015 38 36 0 30 2 79% 0:00:39 0:04:20 0:01:42 5%
06/05/2015 53 52 0 31 1 58% 0:01:02 0:03:58 0:00:35 2%
06/06/2015 34 33 1 27 1 82% 0:00:27 0:03:16 0:00:00 0%
06/07/2015   
06/08/2015 51 48 1 41 3 82% 0:00:32 0:03:37 0:00:55 4%
06/09/2015 32 32 0 25 0 78% 0:01:00 0:03:21 0:00:00 0%
06/10/2015 53 53 0 45 0 85% 0:00:27 0:04:09 0:00:00 0%
06/11/2015 56 55 1 36 1 65% 0:00:56 0:03:11 0:00:01 0%
06/12/2015 44 43 0 32 1 73% 0:00:42 0:05:09 0:00:44 2%
06/13/2015 35 33 1 29 2 85% 0:00:23 0:05:06 0:00:43 3%
06/14/2015   
06/15/2015 68 65 3 54 3 83% 0:00:27 0:04:23 0:00:01 0%
06/16/2015 46 45 0 40 1 87% 0:00:20 0:04:12 0:01:18 2%
06/17/2015 40 39 1 35 1 90% 0:00:20 0:05:14 0:00:02 0%
06/18/2015 28 28 0 23 0 82% 0:00:31 0:03:50 0:00:00 0%
06/19/2015 44 44 0 29 0 66% 0:00:56 0:03:30 0:00:00 0%
06/20/2015 25 25 0 23 0 92% 0:00:14 0:04:23 0:00:00 0%
06/21/2015   
06/22/2015 62 50 6 39 12 70% 0:00:44 0:04:48 0:00:42 11%
06/23/2015 30 27 0 16 3 53% 0:00:17 0:04:27 0:01:20 10%
06/24/2015 40 40 0 34 0 85% 0:00:26 0:03:40 0:00:00 0%
06/25/2015 32 32 0 23 0 72% 0:00:42 0:03:58 0:00:00 0%
06/26/2015 42 42 0 36 0 86% 0:00:23 0:04:00 0:00:00 0%
06/27/2015 28 26 1 20 2 74% 0:00:40 0:05:34 0:01:24 4%
06/28/2015   
06/29/2015 62 62 0 56 0 90% 0:00:20 0:04:59 0:00:00 0%
06/30/2015 48 45 0 36 3 75% 0:00:38 0:04:49 0:00:47 6%

  
1097 1044 20 797 53 74% 0:00:41 0:04:15 0:01:12 3%

JUNE 2015 (LS)
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

07/01/2015 48 46 0 38 2 79% 0:00:46 0:03:34 0:01:51 4%
07/02/2015 52 43 0 16 9 31% 0:02:51 0:04:15 0:04:07 17%
07/03/2015 42 31 1 6 11 15% 0:05:01 0:04:00 0:02:58 24%
07/04/2015 23 22 0 20 1 87% 0:00:43 0:05:35 0:01:43 4%
07/05/2015   
07/06/2015 52 51 0 43 1 83% 0:00:29 0:04:46 0:01:27 2%
07/07/2015 44 43 1 42 1 98% 0:00:08 0:03:36 0:00:01 0%
07/08/2015 49 48 1 46 1 96% 0:00:15 0:04:46 0:00:01 0%
07/09/2015 29 28 0 26 1 90% 0:00:13 0:05:16 0:01:31 3%
07/10/2015 56 50 2 38 6 70% 0:01:39 0:05:04 0:03:47 7%
07/11/2015 24 24 0 18 0 75% 0:01:10 0:04:53 0:00:00 0%
07/12/2015   
07/13/2015 39 39 0 35 0 90% 0:00:21 0:04:12 0:00:00 0%
07/14/2015 30 30 0 23 0 77% 0:00:28 0:04:02 0:00:00 0%
07/15/2015 37 37 0 32 0 86% 0:00:40 0:03:31 0:00:00 0%
07/16/2015 35 35 0 32 0 91% 0:00:23 0:03:52 0:00:00 0%
07/17/2015 33 29 2 27 4 87% 0:00:22 0:03:40 0:00:42 6%
07/18/2015 31 30 1 21 1 70% 0:00:48 0:07:25 0:00:01 0%
07/19/2015   
07/20/2015 55 55 0 51 0 93% 0:00:21 0:05:12 0:00:00 0%
07/21/2015 34 32 2 26 2 81% 0:00:28 0:03:21 0:00:02 0%
07/22/2015 43 40 1 32 3 76% 0:00:38 0:03:15 0:01:09 5%
07/23/2015 53 53 0 44 0 83% 0:00:27 0:03:51 0:00:00 0%
07/24/2015 33 31 1 27 2 84% 0:00:27 0:04:47 0:01:06 3%
07/25/2015 20 18 1 15 2 79% 0:00:37 0:05:36 0:00:27 5%
07/26/2015   
07/27/2015 27 26 1 20 1 77% 0:00:25 0:05:03 0:00:01 0%
07/28/2015 21 21 0 18 0 86% 0:00:20 0:03:41 0:00:00 0%
07/29/2015 19 19 0 19 0 100% 0:00:06 0:03:32 0:00:00 0%
07/30/2015 28 27 1 22 1 81% 0:00:24 0:05:52 0:00:02 0%
07/31/2015 43 43 0 33 0 77% 0:00:23 0:03:59 0:00:00 0%

1000 951 15 770 49 78% 0:00:47 0:04:25 0:02:15 3%

JULY 2015 (LS)



 2015 PHONE STATISTICS
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Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

08/01/2015 27 27 0 25 0 93% 0:00:14 0:04:49 0:00:00 0%
08/02/2015   
08/03/2015 35 35 0 31 0 89% 0:00:19 0:04:04 0:00:00 0%
08/04/2015 16 15 1 15 1 100% 0:00:20 0:04:44 0:00:26 0%
08/05/2015 17 17 0 14 0 82% 0:00:26 0:04:15 0:00:00 0%
08/06/2015 25 24 0 21 1 84% 0:00:30 0:04:44 0:00:34 4%
08/07/2015 25 24 0 19 1 76% 0:00:31 0:04:53 0:00:33 4%
08/08/2015 19 19 0 17 0 89% 0:00:18 0:04:46 0:00:00 0%
08/09/2015   
08/10/2015 23 23 0 17 0 74% 0:00:45 0:05:28 0:00:00 0%
08/11/2015 17 16 0 14 1 82% 0:00:25 0:03:44 0:00:52 6%
08/12/2015 26 26 0 26 0 100% 0:00:09 0:04:10 0:00:00 0%
08/13/2015 23 22 0 22 1 96% 0:00:07 0:03:56 0:01:30 4%
08/14/2015 40 40 0 36 0 90% 0:00:21 0:04:48 0:00:00 0%
08/15/2015 15 14 1 13 1 93% 0:00:21 0:03:47 0:00:10 0%
08/16/2015   
08/17/2015 25 25 0 23 0 92% 0:00:12 0:04:39 0:00:00 0%
08/18/2015 22 22 0 22 0 100% 0:00:06 0:04:36 0:00:00 0%
08/19/2015 27 27 0 26 0 96% 0:00:11 0:03:49 0:00:00 0%
08/20/2015 21 21 0 20 0 95% 0:00:17 0:05:02 0:00:00 0%
08/21/2015 27 26 1 23 1 88% 0:00:19 0:05:21 0:00:02 0%
08/22/2015 32 30 2 29 2 97% 0:00:15 0:05:11 0:00:04 0%
08/23/2015   
08/24/2015 22 21 1 21 1 100% 0:00:09 0:04:15 0:00:02 0%
08/25/2015 24 23 0 22 1 92% 0:00:07 0:03:08 0:00:45 4%
08/26/2015 20 19 1 19 1 100% 0:00:08 0:04:40 0:00:02 0%
08/27/2015 27 26 1 25 1 96% 0:00:08 0:05:06 0:00:03 0%
08/28/2015 35 34 1 33 1 97% 0:00:16 0:04:17 0:00:06 0%
08/29/2015 13 12 1 10 1 83% 0:00:25 0:02:54 0:00:02 0%
08/30/2015   
08/31/2015 36 36 0 30 0 83% 0:00:22 0:03:22 0:00:00 0%

639 624 10 573 15 91% 0:00:18 0:04:26 0:00:21 1%

AUGUST 2015 (LS)



 2015 PHONE STATISTICS

128 of 128

Date Presented Handled Abd <= 30 Ans <= 60 Abandoned Srv Lvl
Avg Ans
mm:ss

Avg Talk
mm:ss

Avg Abn
mm:ss Abn %

09/01/2015 72 71 1 68 1 96% 0:00:10 0:04:11 0:00:00 0%
09/02/2015 29 29 0 28 0 97% 0:00:10 0:02:56 0:00:00 0%
09/03/2015 32 32 0 32 0 100% 0:00:07 0:04:00 0:00:00 0%
09/04/2015 42 41 1 36 1 88% 0:00:22 0:04:12 0:00:13 0%
09/05/2015 44 42 1 32 2 74% 0:00:32 0:03:52 0:00:59 2%
09/06/2015   
09/07/2015 26 26 0 26 0 100% 0:00:07 0:03:15 0:00:00 0%
09/08/2015 29 29 0 24 0 83% 0:00:16 0:04:00 0:00:00 0%
09/09/2015 31 31 0 29 0 94% 0:00:18 0:02:48 0:00:00 0%
09/10/2015 26 26 0 25 0 96% 0:00:13 0:03:42 0:00:00 0%
09/11/2015 28 28 0 28 0 100% 0:00:08 0:02:57 0:00:00 0%
09/12/2015 19 19 0 17 0 89% 0:00:16 0:02:40 0:00:00 0%
09/13/2015   
09/14/2015 26 26 0 25 0 96% 0:00:07 0:03:01 0:00:00 0%
09/15/2015 19 19 0 19 0 100% 0:00:10 0:03:17 0:00:00 0%
09/16/2015 27 26 0 25 1 93% 0:00:06 0:02:19 0:01:00 4%
09/17/2015 21 21 0 18 0 86% 0:00:29 0:03:03 0:00:00 0%
09/18/2015 38 36 2 32 2 89% 0:00:23 0:05:03 0:00:17 0%
09/19/2015 14 14 0 14 0 100% 0:00:03 0:04:37 0:00:00 0%
09/20/2015   
09/21/2015 14 14 0 14 0 100% 0:00:05 0:02:58 0:00:00 0%
09/22/2015 24 22 2 22 2 100% 0:00:06 0:02:42 0:00:07 0%
09/23/2015 25 25 0 24 0 96% 0:00:14 0:03:43 0:00:00 0%
09/24/2015 28 28 0 27 0 96% 0:00:11 0:03:11 0:00:00 0%
09/25/2015 34 33 1 32 1 97% 0:00:16 0:03:32 0:00:03 0%
09/26/2015 19 18 0 17 1 89% 0:00:22 0:05:27 0:02:49 5%
09/27/2015   
09/28/2015 12 12 0 12 0 100% 0:00:07 0:03:24 0:00:00 0%
09/29/2015 24 24 0 21 0 88% 0:00:12 0:02:44 0:00:00 0%
09/30/2015 31 29 0 27 2 87% 0:00:20 0:03:13 0:00:51 6%

  
734 721 8 674 13 93% 0:00:14 0:03:34 0:00:39 1%

SEPTEMBER 2015 (LS)
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