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LabnoH aHKeTbl

aETOpasMelleHe oTobpaxeHWe CBAseid CoXpaHnTb
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Initial page Wrong number Consultation provided Transfer to specialist
Mo yMOAYaHMED Mo yMOAY4aHMD Mo yMOA4aHWUHD
Reaction: = {Wrong number}

Reaction: = {Consultation provided}

Reaction: = {Transfer the call to a specialist}

Reaction: = {Send ATM addresses}

Reaction: = {Go on web site}

Go on web site
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Il ooz Sales Group | 2/2 aerio2
Oneparop215

Sales Group | 2/2 perb2

Oneparop216 Sales Group | 5/2mp
Oneparop217 Sales Group | 5/2mp

Il orerarop21 Sales Group | 2/2yTpo1
Oneparop219 Sales Group | 2/2ympol
Oneparop22 Frtlne  |52mpym
Oneparop220 Seles Group | 5/2mp yp

Il 0reparop221 Sales Group | 5/2np y1p
Onepatop222 Sales Group | 2/2y1pot

Onepatop223 Sales Group | 5/2np yp

[l Oneparop22 Sales Group | 5/2np y1p

&
” ’0 Q“adrn EEEEE § SESEEEEES SEESEEEEE EEEE WWW.C]UCIdrO




°&4(,% 6 A (, (8 % , 4!
#@ (% % -/ # @ AX

¥ -*# /& A (/*push

1 (%# & X

wv* [ & A (, (/! &4(,% 6
( (#=& 8&<5 ,1 5

& *# & ,( &&<5 '/ &(-1A5 (/
(*, /(X

'( %( &(-/= <-I,( & , I=
-(/,1 & I( (*(#& | #=&<
-% &< X

&
+* % Quadro

AOHO/\HMTG/\beIe CMEHDbI

www.quadro

by



Contact Center
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HassaHue 3HaueHue
& *, ( 8 -1(C (-&( X
ANUTENbHOCTb 3BOHKA [60.0, 180.0] 4
" .

( - -/ %Quallty Management 06LLiee KONMUECTBO OXMAAHNIA [2.0, 4.0] 4
) 9 & NCC JNANTeNbHOCTb NOCTBbI3bIBHOW 06paboTku [5.0,17.0] 4
& ( , % / < * ’ C | / Asngerca FCR Aa Vs
Oneparop nepebIM MOA0XWA TPYEKY Hert 4

. (KPI;
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t 18/ -( 41&!'6 (/1#(& &
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Jlo6asuTs wabnon BSC

i < (,| *#(5 5U 5(,(9 5 —#18 = WatnoHsl BSC

=-KomnnexcHan oueHKa paboTsl oneparopa KoHTekcT 3anonHenmns Bec MMHMMyM MEKEVIMyM ?‘ 2

& | = OueHK1 N0 NPOCAYWMBAHNIKD 20 #x

. BexnusocTs 3B0HOK 1.0 00 100.0 %

OTcyTcTBMe AaBNEHWA Ha KIMeHTa 3aganue Ha npocnywmeadve 1.0 0.0 100.0 &R

:I: KPI & / # =l | * * / 0/ U & = TokasaTenw no coTpyAHMKY KoHTeKcT 3anonHenna Bec Munumym Makcumym & %
=1 , , Y e A

2 TpyAosas AMcUMnnHa 10.0 &R

* | 0 OTCyTCTBME ONO3AaHMA 380HOK 1.0 0.0 100.0 &R

y ( . / ,/0 CobniofieH1e nepepsIE0s 3agarwve Ha npocywusadve 2.0 0.0 100.0 &R

= PassuTie 1.0 ]

* YdacTue B TpeHMHrax 1.0 L]

:I: WorkfIOW & & ) # 1 9 . & 3HaHWe pernameHToB 3aganue Ha npocnywmeadve 1.0 0.0 100.0 F R
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Contact Center » baHk "Bonbwon" » BxogAwwi npoekT »

Ot 01.02.11 06:00 [o 04.02.14 00:00

Tema Mopgtema Kon-so [ona Total Handling Time AHT Transfer Rate Hold Time FCR
Bknagbl  Bcero 756 40% 24:41:57 01:58 12% 00:13 85%
OTKpbITUE BKNAAoB 54 7% 00:58:53 01:05 5% 00:04 97%
YcnosmA 4OCPOYHOr0 CHATUA 53 7% 01:15:41 01:26 31% 00:24 81%
PasHunua mexxay Buaamn Bknajos 98 13% 04:46:33 02:85 25% 00:21 72%
MwHumanbHaA cymma B3Hoca 256 34% 02:34:54 00:36 12% 00:14 86%
Anpeca otucos 295 39% 15:05:56 03:04 5% 00:09 86%
Wnoteka Bcero 1120 60% 43:54:20 02:21 14% 00:14 77%
Mepuop ceynbl 144 13% 02:59:45 01:15 7% 00:08 92%
Hocpo4Hoe noraiiexune 55 5% 02:45:43 03:01 19% 00:19 74%
MNakeT AOKYMEHTOB 425 37% 23:63:12 03:22 21% 00:21 64%

Naumen Contact Center v. 6.1.15-151
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OT4yeT No onepartopam

YnpaBneHve npoekTom v

YpoBeHb cepBuca

CpenHee BpeMs pasroBopa (¢ 19:10
YpoBeHk cepBuca 100
HanpasneHHble B ouepesb 3884
CpegHee Bpems 06paboTku Bbi3oBa (cek.) 86
CpejHee Bpems oxXuaaHua (cek.) 12
CpejHee Bpems pa3srosopa (cek.) 76
19:00 20:00 21:00
Bpems
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