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1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:11 00:00:11 00:00:11

1 1 0 1 0 0 0.00% 1 0 0.00% 100.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:01:07 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

7 7 7 0 0 0 0.00% 7 3 42.86% 0.00% 0.00% 3 42.86% 57.14% 00:00:00 00:00:00 0 0.00 2 1 0 0 00:00:00 00:00:00 00:00:00 00:00:35 00:00:13 00:00:12

13 0 0 0 0 13 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

32 0 0 0 0 32 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 01:23:12 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

13 13 13 0 0 0 0.00% 13 6 46.15% 15.38% 0.00% 6 46.15% 53.85% 00:00:00 00:00:00 0 0.00 3 1 2 0 00:00:00 00:00:00 00:00:00 00:01:15 00:00:13 00:00:13

2 2 0 2 0 0 0.00% 2 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:04:44 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

37 0 0 0 0 37 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

25 0 0 0 0 25 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:59:34 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 2 1 50.00% 50.00% 0.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:12 00:00:12 00:00:12

4 0 0 0 0 4 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:09:28 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 0 0 0 0 4 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:09:28 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:04:30 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 0 0.00% 100.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:04:30 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:02:15 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 0 0 0 0 4 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:09:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 3 0 0 0 0.00% 1 0 0.00% 33.33% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

162 33 27 6 0 129 79.63% 31 11 33.33% 18.18% 0.00% 11 33.33% 66.67% 03:07:48 00:17:04 0 0.00 7 2 2 0 00:00:00 00:00:00 00:00:00 00:02:13 00:00:13 00:00:12

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

18 18 18 0 0 0 0.00% 17 11 61.11% 0.00% 27.78% 6 33.33% 66.67% 00:00:00 00:00:00 0 0.00 9 1 1 0 00:28:46 00:18:42 00:05:45 00:04:37 00:02:39 00:00:25

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 0 2 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

19 19 19 0 0 0 0.00% 17 4 21.05% 15.79% 0.00% 4 21.05% 78.95% 00:00:00 00:00:00 0 0.00 3 1 0 0 00:00:00 00:00:00 00:00:00 00:01:49 00:01:04 00:00:27

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 3 0 0 0 0.00% 3 1 33.33% 0.00% 33.33% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 1 0 0 00:00:20 00:00:20 00:00:20 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 100.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 1 0 0 00:00:11 00:00:11 00:00:11 00:00:00 00:00:00 00:00:00

17 0 0 0 0 17 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

24 0 0 0 0 24 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:40:48 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 2 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:12 00:00:12 00:00:12

6 6 6 0 0 0 0.00% 6 6 100.00% 0.00% 100.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 5 1 0 0 00:05:29 00:02:22 00:00:55 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 1 0 0 00:00:00 00:00:00 00:00:00 00:01:10 00:00:59 00:00:35

3 3 0 3 0 0 0.00% 3 2 66.67% 0.00% 0.00% 2 66.67% 33.33% 00:00:00 00:00:00 0 0.00 0 2 0 0 00:00:00 00:00:00 00:00:00 00:00:15 00:00:08 00:00:08

2 2 0 2 0 0 0.00% 2 1 50.00% 50.00% 0.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:07 00:00:07 00:00:07

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

10 10 10 0 0 0 0.00% 10 8 80.00% 0.00% 20.00% 6 60.00% 40.00% 00:00:00 00:00:00 0 0.00 5 3 0 0 00:01:14 00:00:45 00:00:37 00:00:59 00:00:14 00:00:07

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

23 23 23 0 0 0 0.00% 23 15 65.22% 4.35% 26.09% 9 39.13% 60.87% 00:00:00 00:00:00 0 0.00 14 1 0 0 00:07:43 00:02:02 00:01:17 00:03:09 00:01:55 00:00:13

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 3 0 0 0 0.00% 3 1 33.33% 0.00% 0.00% 1 33.33% 66.67% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:18 00:00:18 00:00:18

3 3 0 3 0 0 0.00% 3 2 66.67% 33.33% 0.00% 2 66.67% 33.33% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:17 00:00:10 00:00:09

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

7 7 7 0 0 0 0.00% 6 4 57.14% 0.00% 0.00% 4 57.14% 42.86% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:00:00 00:00:00 00:00:00 00:01:05 00:00:36 00:00:16

5 5 0 5 0 0 0.00% 5 4 80.00% 20.00% 40.00% 4 80.00% 20.00% 00:00:00 00:00:00 0 0.00 3 1 0 0 00:00:21 00:00:11 00:00:11 00:00:14 00:00:07 00:00:04

9 0 0 0 0 9 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

11 11 11 0 0 0 0.00% 11 6 54.55% 9.09% 27.27% 3 27.27% 72.73% 00:00:00 00:00:00 0 0.00 6 0 0 0 00:03:28 00:02:51 00:01:09 00:02:09 00:01:51 00:00:22

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 0 2 0 0 00:00:00 00:00:00 00:00:00 00:00:15 00:00:08 00:00:08

2 2 0 2 0 0 0.00% 2 0 0.00% 50.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

8 0 0 0 0 8 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:13:10 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

12 12 12 0 0 0 0.00% 12 4 33.33% 8.33% 0.00% 4 33.33% 66.67% 00:00:00 00:00:00 0 0.00 3 0 1 0 00:00:00 00:00:00 00:00:00 00:00:33 00:00:10 00:00:08

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

9 9 9 0 0 0 0.00% 9 9 100.00% 0.00% 0.00% 9 100.00% 0.00% 00:00:00 00:00:00 0 0.00 8 1 0 0 00:00:00 00:00:00 00:00:00 00:01:21 00:00:11 00:00:09

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:02:28 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

15 15 15 0 0 0 0.00% 15 5 33.33% 0.00% 0.00% 5 33.33% 66.67% 00:00:00 00:00:00 0 0.00 4 1 0 0 00:00:00 00:00:00 00:00:00 00:00:42 00:00:12 00:00:08

1 1 0 1 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 0 0 0 0 6 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

16 16 16 0 0 0 0.00% 15 10 62.50% 6.25% 0.00% 10 62.50% 37.50% 00:00:00 00:00:00 0 0.00 4 5 1 0 00:00:00 00:00:00 00:00:00 00:02:35 00:01:20 00:00:16

2 2 0 2 0 0 0.00% 2 1 50.00% 0.00% 0.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 0 1 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:06 00:00:06

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

17 17 17 0 0 0 0.00% 17 12 70.59% 5.88% 11.76% 10 58.82% 41.18% 00:00:00 00:00:00 0 0.00 12 0 0 0 00:00:14 00:00:07 00:00:07 00:02:55 00:00:55 00:00:15

2 2 0 2 0 0 0.00% 2 1 50.00% 0.00% 0.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 0 0 1 0 00:00:00 00:00:00 00:00:00 00:00:08 00:00:08 00:00:08

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

9 9 9 0 0 0 0.00% 9 8 88.89% 11.11% 0.00% 8 88.89% 11.11% 00:00:00 00:00:00 0 0.00 7 1 0 0 00:00:00 00:00:00 00:00:00 00:00:53 00:00:14 00:00:07

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 4 0 0 0 0.00% 3 1 25.00% 0.00% 25.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:01:39 00:01:39 00:01:39 00:00:00 00:00:00 00:00:00

7 7 0 7 0 0 0.00% 7 1 14.29% 0.00% 0.00% 1 14.29% 85.71% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:06 00:00:06

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:05 00:00:05 00:00:05

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 0 0 0 0 4 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:06:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

16 16 16 0 0 0 0.00% 16 8 50.00% 12.50% 0.00% 8 50.00% 50.00% 00:00:00 00:00:00 0 0.00 7 0 1 0 00:00:00 00:00:00 00:00:00 00:00:42 00:00:09 00:00:05

2 2 0 2 0 0 0.00% 2 1 50.00% 50.00% 0.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

1 1 0 1 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

27 27 27 0 0 0 0.00% 27 17 62.96% 0.00% 0.00% 17 62.96% 37.04% 00:00:00 00:00:00 0 0.00 13 4 0 0 00:00:00 00:00:00 00:00:00 00:01:53 00:00:13 00:00:07
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Tenant Queue Day Callback Type Callback Offer Type Channel Offered Accepted
Accepted
Wait for
Agent

Accepted
Scheduled

Accepted
Immediate Declined %

Declined Attempted Customer
Connected

%
Customer
Connected

%
Canceled

%
Abandoned Successful %

Successful
%

Unsuccessful

Saved
Time
(Fmt)

Avg
Saved
Time
(Fmt)

Money
Saved

Avg
Money
Saved

Attempt
1

Attempt
2

Attempt
3

Attempt
4

Time To Abandon
Waiting For Agent

(Fmt)

Max Time To
Abandon Waiting For

Agent (Fmt)

Avg Time To Abandon
Waiting For Agent

(Fmt)

Time To Wait
For Agent

(Fmt)

Max Time To
Wait For Agent

(Fmt)

Avg Time To
Wait For Agent

(Fmt)

Environment

Callback_VQ

GIM_CB_VQ

Example2_VQ

Example3_VQ2

2016-08-25

2016-08-26

2016-08-29

2016-08-30

2016-09-07

2016-09-20

2016-10-12

2016-10-13

2016-10-14

2016-10-18

2016-11-24

2016-11-25

2016-12-01

2016-12-06

2016-12-08

2016-12-12

2016-12-13

2016-12-23

2017-01-04

2017-01-05

2017-01-10

Total

2016-09-02

2016-09-06

2016-09-07

2016-09-08

2016-09-09

2016-09-12

2016-09-13

2016-09-14

2016-09-23

2016-09-26

2016-09-27

2016-09-28

2016-09-29

2016-10-06

2016-10-20

2016-10-21

2016-12-07

Total

2016-08-08

Total

2016-08-18

2016-08-19

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

WAIT_FOR_AGENT

UNKNOWN

UNKNOWN

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

WAIT_FOR_AGENT

WAIT_FOR_AGENT

WAIT_FOR_AGENT

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

WAIT_FOR_AGENT

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

SCHEDULED

SCHEDULED

SCHEDULED

UNKNOWN

UNKNOWN

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

WAIT_FOR_AGENT

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

UNKNOWN

UNKNOWN

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

SCHEDULED

SCHEDULED

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

WEB

WEB

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

WEB

IVR

WEB

IVR

IVR

WEB

IVR

IVR

IVR

WEB

IVR

IVR

WEB

IVR

IVR

IVR

3 3 0 3 0 0 0.00% 3 1 33.33% 0.00% 33.33% 1 33.33% 66.67% 00:00:00 00:00:00 0 0.00 0 0 1 0 00:00:15 00:00:15 00:00:15 00:00:00 00:00:00 00:00:00

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 50.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 1 1 0 0 00:01:14 00:01:14 00:01:14 00:00:14 00:00:14 00:00:07

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 3 0 0 0 0.00% 3 3 100.00% 0.00% 66.67% 1 33.33% 66.67% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:01:18 00:00:52 00:00:39 00:01:06 00:01:06 00:00:22

1 1 1 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:19 00:00:11 00:00:10

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 6 6 0 0 0 0.00% 6 3 50.00% 16.67% 0.00% 3 50.00% 50.00% 00:00:00 00:00:00 0 0.00 2 1 0 0 00:00:00 00:00:00 00:00:00 00:00:23 00:00:15 00:00:08

2 2 2 0 0 0 0.00% 2 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

4 4 4 0 0 0 0.00% 4 4 100.00% 0.00% 50.00% 3 75.00% 25.00% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:00:37 00:00:23 00:00:19 00:00:11 00:00:06 00:00:03

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:10 00:00:10 00:00:10

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:21 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 3 0 0 0 0.00% 3 3 100.00% 0.00% 66.67% 1 33.33% 66.67% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:05:29 00:02:57 00:02:45 00:00:56 00:00:56 00:00:19

6 0 0 0 0 6 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

15 15 15 0 0 0 0.00% 15 2 13.33% 0.00% 13.33% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:04 00:00:04 00:00:02 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:01:43 00:01:43 00:01:43

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:06:50 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 5 5 0 0 0 0.00% 5 3 60.00% 20.00% 20.00% 2 40.00% 60.00% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:08:15 00:08:15 00:08:15 00:00:52 00:00:37 00:00:17

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:08 00:00:08 00:00:08

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 0 1 0 0 00:00:00 00:00:00 00:00:00 00:00:09 00:00:09 00:00:09

12 0 0 0 0 12 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 0 0 0 0 6 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:11:51 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:05 00:00:05 00:00:05

8 8 8 0 0 0 0.00% 8 8 100.00% 0.00% 0.00% 8 100.00% 0.00% 00:00:00 00:00:00 0 0.00 6 2 0 0 00:00:00 00:00:00 00:00:00 00:05:16 00:02:58 00:00:40

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 2 1 50.00% 0.00% 0.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 0 1 0 0 00:00:00 00:00:00 00:00:00 00:00:14 00:00:14 00:00:14

5 5 5 0 0 0 0.00% 5 5 100.00% 0.00% 0.00% 5 100.00% 0.00% 00:00:00 00:00:00 0 0.00 5 0 0 0 00:00:00 00:00:00 00:00:00 00:00:30 00:00:10 00:00:06

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 6 6 0 0 0 0.00% 6 1 16.67% 0.00% 0.00% 1 16.67% 83.33% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:17 00:00:17 00:00:17

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 1 0 00:00:00 00:00:00 00:00:00 00:00:10 00:00:10 00:00:10

3 3 3 0 0 0 0.00% 3 2 66.67% 0.00% 0.00% 2 66.67% 33.33% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:02:16 00:01:58 00:01:08

6 6 6 0 0 0 0.00% 6 6 100.00% 0.00% 0.00% 6 100.00% 0.00% 00:00:00 00:00:00 0 0.00 5 1 0 0 00:00:00 00:00:00 00:00:00 00:04:09 00:02:28 00:00:42

5 5 5 0 0 0 0.00% 5 5 100.00% 0.00% 0.00% 5 100.00% 0.00% 00:00:00 00:00:00 0 0.00 5 0 0 0 00:00:00 00:00:00 00:00:00 00:02:18 00:01:51 00:00:28

4 4 4 0 0 0 0.00% 4 3 75.00% 0.00% 0.00% 3 75.00% 25.00% 00:00:00 00:00:00 0 0.00 2 0 1 0 00:00:00 00:00:00 00:00:00 00:00:35 00:00:13 00:00:12

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

515 360 313 47 0 155 30.10% 353 211 58.61% 5.00% 11.11% 175 48.61% 51.39% 01:21:28 00:00:28 0 0.00 168 35 8 0 01:06:37 00:18:42 00:01:40 00:50:42 00:02:58 00:00:14

2 2 2 0 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:08 00:00:04 00:00:04

6 6 6 0 0 0 0.00% 6 6 100.00% 0.00% 0.00% 6 100.00% 0.00% 00:00:00 00:00:00 0 0.00 6 0 0 0 00:00:00 00:00:00 00:00:00 00:00:25 00:00:06 00:00:04

4 4 4 0 0 0 0.00% 4 4 100.00% 0.00% 0.00% 4 100.00% 0.00% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:00:00 00:00:00 00:00:00 00:01:52 00:00:52 00:00:28

11 11 0 11 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

9 9 0 9 0 0 0.00% 6 5 55.56% 0.00% 22.22% 3 33.33% 66.67% 00:00:00 00:00:00 0 0.00 5 0 0 0 00:01:12 00:01:07 00:00:36 00:00:12 00:00:04 00:00:02

14 14 0 14 0 0 0.00% 14 4 28.57% 7.14% 14.29% 2 14.29% 85.71% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:01:00 00:00:55 00:00:30 00:00:08 00:00:04 00:00:02

21 21 0 21 0 0 0.00% 21 7 33.33% 0.00% 14.29% 4 19.05% 80.95% 00:00:00 00:00:00 0 0.00 7 0 0 0 00:01:56 00:01:46 00:00:39 00:00:16 00:00:04 00:00:02

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 0 2 0 0 0.00% 2 1 50.00% 50.00% 0.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:04 00:00:04 00:00:04

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:04 00:00:04 00:00:04

3 3 0 3 0 0 0.00% 3 1 33.33% 66.67% 0.00% 1 33.33% 66.67% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:04 00:00:04 00:00:04

3 3 0 3 0 0 0.00% 3 3 100.00% 0.00% 0.00% 3 100.00% 0.00% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:00:00 00:00:00 00:00:00 00:00:09 00:00:03 00:00:03

3 3 3 0 0 0 0.00% 3 3 100.00% 0.00% 0.00% 3 100.00% 0.00% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:00:00 00:00:00 00:00:00 00:00:09 00:00:03 00:00:03

62 62 0 62 0 0 0.00% 62 3 4.84% 1.61% 0.00% 3 4.84% 95.16% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:00:00 00:00:00 00:00:00 00:00:12 00:00:04 00:00:04

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:04 00:00:04 00:00:04

14 14 0 14 0 0 0.00% 14 6 42.86% 21.43% 0.00% 6 42.86% 57.14% 00:00:00 00:00:00 0 0.00 6 0 0 0 00:00:00 00:00:00 00:00:00 00:00:23 00:00:04 00:00:04

3 3 0 3 0 0 0.00% 3 2 66.67% 33.33% 0.00% 2 66.67% 33.33% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:08 00:00:04 00:00:04

2 2 2 0 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

6 6 0 6 0 0 0.00% 6 2 33.33% 16.67% 0.00% 2 33.33% 66.67% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:08 00:00:04 00:00:04

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:04 00:00:04 00:00:04

2 2 2 0 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

4 4 4 0 0 0 0.00% 4 4 100.00% 0.00% 25.00% 3 75.00% 25.00% 00:00:00 00:00:00 0 0.00 3 1 0 0 00:00:03 00:00:03 00:00:03 00:00:11 00:00:04 00:00:03

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:04 00:00:04 00:00:04

7 7 0 7 0 0 0.00% 7 3 42.86% 14.29% 14.29% 1 14.29% 85.71% 00:00:00 00:00:00 0 0.00 2 1 0 0 00:00:05 00:00:05 00:00:05 00:00:08 00:00:04 00:00:03

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:04 00:00:04 00:00:04

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

197 189 32 157 0 8 4.06% 175 71 37.57% 5.82% 4.76% 61 32.28% 67.72% 00:00:00 00:00:00 0 0.00 69 2 0 0 00:04:16 00:01:46 00:00:28 00:05:27 00:00:52 00:00:05

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:03:20 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

17 0 0 0 0 17 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
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Tenant Queue Day Callback Type Callback Offer Type Channel Offered Accepted
Accepted
Wait for
Agent

Accepted
Scheduled

Accepted
Immediate Declined %

Declined Attempted Customer
Connected

%
Customer
Connected

%
Canceled

%
Abandoned Successful %

Successful
%

Unsuccessful

Saved
Time
(Fmt)

Avg
Saved
Time
(Fmt)

Money
Saved

Avg
Money
Saved

Attempt
1

Attempt
2

Attempt
3

Attempt
4

Time To Abandon
Waiting For Agent

(Fmt)

Max Time To
Abandon Waiting For

Agent (Fmt)

Avg Time To Abandon
Waiting For Agent

(Fmt)

Time To Wait
For Agent

(Fmt)

Max Time To
Wait For Agent

(Fmt)

Avg Time To
Wait For Agent

(Fmt)

Environment

Example3_VQ2

Example4_VQ

NONE

2016-08-19

2016-08-22

2016-08-23

2016-08-25

2016-08-26

2016-08-29

2016-08-30

2016-08-31

2016-09-07

2016-10-18

Total

2016-08-10

2016-08-11

2016-08-12

2016-08-15

2016-08-16

2016-08-17

Total

2016-07-14

2016-07-15

2016-07-18

2016-07-19

2016-07-20

2016-07-27

2016-07-28

2016-07-29

2016-08-01

2016-08-02

2016-08-03

2016-08-04

2016-08-05

2016-08-08

2016-08-09

2016-08-10

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

UNKNOWN

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

UNKNOWN

UNKNOWN

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

UNKNOWN

UNKNOWN

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:05:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 0 0 0 0 4 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:07:20 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 0 0 0 0 6 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 4 0 0 0 0.00% 4 2 50.00% 0.00% 25.00% 1 25.00% 75.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:02:49 00:02:49 00:02:49 00:00:10 00:00:10 00:00:05

4 4 0 4 0 0 0.00% 4 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:02:48 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 4 0 0 0 0.00% 4 2 50.00% 0.00% 0.00% 2 50.00% 50.00% 00:00:00 00:00:00 0 0.00 1 0 1 0 00:00:00 00:00:00 00:00:00 00:00:15 00:00:08 00:00:08

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 0 3 0 0 0.00% 3 2 66.67% 0.00% 33.33% 1 33.33% 66.67% 00:00:00 00:00:00 0 0.00 1 1 0 0 00:00:41 00:00:41 00:00:41 00:00:04 00:00:04 00:00:02

9 0 0 0 0 9 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:57 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 1 0 00:00:00 00:00:00 00:00:00 00:00:08 00:00:08 00:00:08

1 1 0 1 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 0 0 0 0 6 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 0 0 0 0 6 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:05:54 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 0 0 0 0 6 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

7 0 0 0 0 7 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:05:12 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 0 3 0 0 0.00% 3 1 33.33% 0.00% 0.00% 1 33.33% 66.67% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:07 00:00:07 00:00:07

15 0 0 0 0 15 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 6 6 0 0 0 0.00% 6 1 16.67% 0.00% 0.00% 1 16.67% 83.33% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:04 00:00:04 00:00:04

128 29 18 11 0 99 77.34% 27 9 31.03% 0.00% 6.90% 7 24.14% 75.86% 00:30:31 00:04:22 0 0.00 6 1 2 0 00:03:30 00:02:49 00:01:45 00:00:48 00:00:10 00:00:05

3 3 0 3 0 0 0.00% 3 3 100.00% 0.00% 66.67% 1 33.33% 66.67% 00:00:00 00:00:00 0 0.00 2 1 0 0 00:05:27 00:03:57 00:02:44 00:00:14 00:00:14 00:00:05

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 2 2 100.00% 0.00% 100.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 1 1 0 00:02:03 00:02:00 00:01:02 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 100.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:02:16 00:02:16 00:02:16 00:00:00 00:00:00 00:00:00

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:21:36 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 5 5 0 0 0 0.00% 5 4 80.00% 0.00% 60.00% 1 20.00% 80.00% 00:00:00 00:00:00 0 0.00 3 1 0 0 00:11:30 00:05:20 00:03:50 00:01:53 00:01:53 00:00:28

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 100.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:03:39 00:03:39 00:03:39 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 100.00% 0 0.00% 100.00% 00:07:12 00:00:00 0 0.00 1 0 0 0 00:01:05 00:01:05 00:01:05 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

10 0 0 0 0 10 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:28:48 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 2 1 50.00% 0.00% 0.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:03:08 00:03:08 00:03:08

3 3 0 3 0 0 0.00% 3 1 33.33% 0.00% 33.33% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:02:00 00:02:00 00:02:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

22 0 0 0 0 22 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:44:26 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 5 5 0 0 0 0.00% 5 2 40.00% 0.00% 0.00% 2 40.00% 60.00% 00:00:00 00:00:00 0 0.00 0 2 0 0 00:00:00 00:00:00 00:00:00 00:00:28 00:00:14 00:00:14

8 0 0 0 0 8 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:05:40 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

80 23 14 9 0 57 71.25% 23 16 69.57% 0.00% 47.83% 5 21.74% 78.26% 01:47:42 00:21:32 0 0.00 10 5 1 0 00:28:00 00:05:20 00:02:33 00:05:43 00:03:08 00:00:21

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 100.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:04:30 00:04:30 00:04:30 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 3 0 0 0 0.00% 3 2 66.67% 0.00% 66.67% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:04:29 00:02:59 00:02:15 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

9 0 0 0 0 9 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 4 0 0 0 0.00% 4 4 100.00% 0.00% 25.00% 3 75.00% 25.00% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:00:39 00:00:39 00:00:39 00:00:36 00:00:14 00:00:09

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 0 2 0 0 0.00% 2 1 50.00% 0.00% 0.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:13 00:00:13 00:00:13

8 0 0 0 0 8 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

8 8 8 0 0 0 0.00% 8 3 37.50% 0.00% 0.00% 3 37.50% 62.50% 00:00:00 00:00:00 0 0.00 2 1 0 0 00:00:00 00:00:00 00:00:00 00:00:41 00:00:16 00:00:14

8 0 0 0 0 8 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 4 0 0 0 0.00% 4 2 50.00% 0.00% 0.00% 2 50.00% 50.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:07 00:00:04 00:00:04

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 0 4 0 0 0.00% 4 3 75.00% 0.00% 0.00% 3 75.00% 25.00% 00:00:00 00:00:00 0 0.00 0 2 1 0 00:00:00 00:00:00 00:00:00 00:00:40 00:00:15 00:00:13

14 0 0 0 0 14 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

14 14 14 0 0 0 0.00% 14 4 28.57% 0.00% 0.00% 4 28.57% 71.43% 00:00:00 00:00:00 0 0.00 2 1 1 0 00:00:00 00:00:00 00:00:00 00:00:44 00:00:16 00:00:11

7 7 0 7 0 0 0.00% 7 7 100.00% 0.00% 14.29% 6 85.71% 14.29% 00:00:00 00:00:00 0 0.00 4 3 0 0 00:00:11 00:00:11 00:00:11 00:01:14 00:00:45 00:00:11

13 0 0 0 0 13 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

16 16 16 0 0 0 0.00% 16 7 43.75% 6.25% 12.50% 5 31.25% 68.75% 00:00:00 00:00:00 0 0.00 3 3 1 0 00:00:33 00:00:29 00:00:17 00:00:52 00:00:16 00:00:07

2 2 0 2 0 0 0.00% 2 1 50.00% 0.00% 0.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:01:00 00:01:00 00:01:00

5 5 0 5 0 0 0.00% 5 3 60.00% 0.00% 0.00% 3 60.00% 40.00% 00:13:12 00:04:24 0 0.00 1 1 1 0 00:00:00 00:00:00 00:00:00 00:01:15 00:01:02 00:00:25

11 0 0 0 0 11 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

7 0 0 0 0 7 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

12 12 12 0 0 0 0.00% 12 3 25.00% 33.33% 8.33% 2 16.67% 83.33% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:00:28 00:00:28 00:00:28 00:00:22 00:00:18 00:00:07

9 9 0 9 0 0 0.00% 9 4 44.44% 22.22% 0.00% 4 44.44% 55.56% 00:00:00 00:00:00 0 0.00 2 2 0 0 00:00:00 00:00:00 00:00:00 00:17:06 00:15:50 00:04:17

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:05:04 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

7 7 7 0 0 0 0.00% 7 5 71.43% 14.29% 0.00% 5 71.43% 28.57% 00:00:00 00:00:00 0 0.00 3 2 0 0 00:00:00 00:00:00 00:00:00 00:10:25 00:07:38 00:02:05

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:17 00:00:09 00:00:09

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:17 00:00:17 00:00:17

8 0 0 0 0 8 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 4 0 0 0 0.00% 4 3 75.00% 0.00% 0.00% 3 75.00% 25.00% 00:00:00 00:00:00 0 0.00 2 1 0 0 00:00:00 00:00:00 00:00:00 00:03:50 00:03:32 00:01:17

5 5 0 5 0 0 0.00% 5 4 80.00% 0.00% 0.00% 4 80.00% 20.00% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:00:00 00:00:00 00:00:00 00:00:33 00:00:13 00:00:08

10 0 0 0 0 10 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
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Tenant Queue Day Callback Type Callback Offer Type Channel Offered Accepted
Accepted
Wait for
Agent

Accepted
Scheduled

Accepted
Immediate Declined %

Declined Attempted Customer
Connected

%
Customer
Connected

%
Canceled

%
Abandoned Successful %

Successful
%

Unsuccessful

Saved
Time
(Fmt)

Avg
Saved
Time
(Fmt)

Money
Saved

Avg
Money
Saved

Attempt
1

Attempt
2

Attempt
3

Attempt
4

Time To Abandon
Waiting For Agent

(Fmt)

Max Time To
Abandon Waiting For

Agent (Fmt)

Avg Time To Abandon
Waiting For Agent

(Fmt)

Time To Wait
For Agent

(Fmt)

Max Time To
Wait For Agent

(Fmt)

Avg Time To
Wait For Agent

(Fmt)

Environment NONE

2016-08-10

2016-08-11

2016-08-12

2016-08-13

2016-08-15

2016-08-16

2016-08-17

2016-08-18

2016-08-19

2016-08-22

2016-08-23

2016-08-24

2016-08-25

2016-08-26

2016-08-29

2016-08-30

2016-08-31

2016-09-01

2016-09-06

2016-09-07

2016-09-08

2016-09-09

2016-09-12

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

UNKNOWN

CANCELLED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

UNKNOWN

CANCELLED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT
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8 0 0 0 0 8 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

12 12 12 0 0 0 0.00% 9 6 50.00% 16.67% 8.33% 5 41.67% 58.33% 00:00:00 00:00:00 0 0.00 5 1 0 0 00:03:55 00:03:55 00:03:55 00:02:29 00:01:01 00:00:25

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:04:20 00:04:20 00:04:20

2 2 0 2 0 0 0.00% 2 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

27 0 0 0 0 27 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

15 0 0 0 0 15 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:31:45 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

16 16 16 0 0 0 0.00% 15 7 43.75% 12.50% 6.25% 6 37.50% 62.50% 00:00:00 00:00:00 0 0.00 7 0 0 0 00:00:38 00:00:38 00:00:38 00:00:52 00:00:14 00:00:07

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 5 0 5 0 0 0.00% 4 1 20.00% 20.00% 0.00% 1 20.00% 80.00% 00:02:21 00:02:21 0 0.00 0 1 0 0 00:00:00 00:00:00 00:00:00 00:00:17 00:00:17 00:00:17

22 0 0 0 0 22 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

19 0 0 0 0 19 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:25:29 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

7 0 0 0 0 7 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

7 0 0 0 0 7 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:06:16 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

37 37 37 0 0 0 0.00% 37 3 8.11% 5.41% 2.70% 2 5.41% 94.59% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:00:36 00:00:36 00:00:36 00:00:24 00:00:12 00:00:08

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

24 24 0 24 0 0 0.00% 24 4 16.67% 0.00% 4.17% 4 16.67% 83.33% 00:00:00 00:00:00 0 0.00 2 2 0 0 00:00:14 00:00:14 00:00:14 00:00:41 00:00:15 00:00:10

1 1 0 1 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

29 0 0 0 0 29 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

39 0 0 0 0 39 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:51:58 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

8 8 8 0 0 0 0.00% 8 4 50.00% 12.50% 0.00% 4 50.00% 50.00% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:00:00 00:00:00 00:00:00 00:00:46 00:00:13 00:00:12

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

34 0 0 0 0 34 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

24 0 0 0 0 24 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:42:13 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

10 10 10 0 0 0 0.00% 10 3 30.00% 0.00% 10.00% 2 20.00% 80.00% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:03:01 00:03:01 00:03:01 00:00:21 00:00:12 00:00:07

11 11 0 11 0 0 0.00% 11 2 18.18% 18.18% 9.09% 1 9.09% 90.91% 00:00:00 00:00:00 0 0.00 1 0 0 1 00:00:50 00:00:50 00:00:50 00:00:15 00:00:15 00:00:08

4 4 0 4 0 0 0.00% 4 2 50.00% 25.00% 0.00% 2 50.00% 50.00% 00:28:00 00:14:00 0 0.00 1 1 0 0 00:00:00 00:00:00 00:00:00 00:02:00 00:01:49 00:01:00

33 0 0 0 0 33 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

27 0 0 0 0 27 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 01:31:23 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

31 31 31 0 0 0 0.00% 31 6 19.35% 25.81% 6.45% 4 12.90% 87.10% 00:00:00 00:00:00 0 0.00 3 3 0 0 00:00:34 00:00:24 00:00:17 00:02:03 00:00:56 00:00:21

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 0 3 0 0 0.00% 3 3 100.00% 0.00% 0.00% 3 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 1 0 0 00:00:00 00:00:00 00:00:00 00:01:06 00:00:58 00:00:22

24 0 0 0 0 24 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

7 0 0 0 0 7 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:35:56 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

11 11 11 0 0 0 0.00% 10 0 0.00% 27.27% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 4 0 0 0 0.00% 2 2 50.00% 0.00% 25.00% 2 50.00% 50.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:07 00:00:07 00:00:07 00:00:03 00:00:03 00:00:02

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 0 3 0 0 0.00% 3 1 33.33% 66.67% 0.00% 1 33.33% 66.67% 00:00:00 00:00:00 0 0.00 0 1 0 0 00:00:00 00:00:00 00:00:00 00:00:10 00:00:10 00:00:10

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:01:11 00:01:01 00:00:36

13 0 0 0 0 13 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 0 0 0 0 6 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

8 8 8 0 0 0 0.00% 8 3 37.50% 25.00% 12.50% 3 37.50% 62.50% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:00:11 00:00:11 00:00:11 00:00:29 00:00:18 00:00:10

6 6 6 0 0 0 0.00% 6 4 66.67% 16.67% 0.00% 4 66.67% 33.33% 00:00:00 00:00:00 0 0.00 3 1 0 0 00:00:00 00:00:00 00:00:00 00:00:20 00:00:08 00:00:05

1 1 1 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

29 29 0 29 0 0 0.00% 29 6 20.69% 20.69% 6.90% 4 13.79% 86.21% 00:00:00 00:00:00 0 0.00 4 0 2 0 00:02:15 00:01:40 00:01:08 00:06:19 00:04:03 00:01:03

1 1 0 1 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

13 0 0 0 0 13 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

7 7 7 0 0 0 0.00% 7 0 0.00% 71.43% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:06 00:00:06

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:12 00:00:12 00:00:12

7 7 0 7 0 0 0.00% 7 1 14.29% 57.14% 0.00% 1 14.29% 85.71% 00:00:00 00:00:00 0 0.00 0 1 0 0 00:00:00 00:00:00 00:00:00 00:01:04 00:01:04 00:01:04

13 0 0 0 0 13 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

9 9 9 0 0 0 0.00% 9 4 44.44% 44.44% 11.11% 3 33.33% 66.67% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:00:51 00:00:51 00:00:51 00:00:24 00:00:11 00:00:06

16 16 16 0 0 0 0.00% 15 4 25.00% 50.00% 12.50% 2 12.50% 87.50% 00:00:00 00:00:00 0 0.00 3 1 0 0 00:00:39 00:00:28 00:00:20 00:00:13 00:00:07 00:00:03

2 2 2 0 0 0 0.00% 2 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 0 4 0 0 0.00% 4 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 0 0 0 0 6 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 3 0 0 0 0.00% 3 1 33.33% 33.33% 0.00% 1 33.33% 66.67% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:11 00:00:11 00:00:11

2 2 2 0 0 0 0.00% 2 1 50.00% 50.00% 0.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:05 00:00:05 00:00:05

13 0 0 0 0 13 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 2 2 100.00% 0.00% 50.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:20 00:00:20 00:00:20 00:01:05 00:01:05 00:00:33

2 2 0 2 0 0 0.00% 2 0 0.00% 100.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

12 0 0 0 0 12 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 0 0 0 0 4 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:06:37 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

12 12 12 0 0 0 0.00% 12 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:14 00:00:14 00:00:14

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:11 00:00:11 00:00:11

7 0 0 0 0 7 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00



Callback Summary Report

5/11

Tenant Queue Day Callback Type Callback Offer Type Channel Offered Accepted
Accepted
Wait for
Agent

Accepted
Scheduled

Accepted
Immediate Declined %

Declined Attempted Customer
Connected

%
Customer
Connected

%
Canceled

%
Abandoned Successful %

Successful
%

Unsuccessful

Saved
Time
(Fmt)

Avg
Saved
Time
(Fmt)

Money
Saved

Avg
Money
Saved

Attempt
1

Attempt
2

Attempt
3

Attempt
4

Time To Abandon
Waiting For Agent

(Fmt)

Max Time To
Abandon Waiting For

Agent (Fmt)

Avg Time To Abandon
Waiting For Agent

(Fmt)

Time To Wait
For Agent

(Fmt)

Max Time To
Wait For Agent

(Fmt)

Avg Time To
Wait For Agent

(Fmt)

Environment NONE

2016-09-14

2016-09-15

2016-09-16

2016-09-20

2016-09-28

2016-09-29

2016-10-04

2016-10-05

2016-10-06

2016-10-07

2016-10-12

2016-10-13

2016-10-14

2016-10-17

2016-10-18

2016-10-19

2016-10-20

2016-10-21

2016-10-24

2016-10-25

2016-10-26

2016-10-27

2016-10-28

2016-11-04

2016-11-07

2016-11-09

2016-11-10

2016-11-11

2016-11-14

2016-11-18

UNKNOWN

SCHEDULED

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

UNKNOWN

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

UNKNOWN

WAIT_FOR_AGENT

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

WAIT_FOR_AGENT

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

UNKNOWN

WAIT_FOR_AGENT

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

WEB

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 100.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 0 1 0 0 00:01:54 00:01:54 00:01:54 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 100.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 1 0 0 00:00:08 00:00:08 00:00:08 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:13 00:00:13 00:00:13

4 0 0 0 0 4 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 5 5 0 0 0 0.00% 5 3 60.00% 20.00% 20.00% 2 40.00% 60.00% 00:00:00 00:00:00 0 0.00 2 1 0 0 00:00:24 00:00:24 00:00:24 00:01:09 00:00:58 00:00:23

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 3 0 0 0 0.00% 3 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 2 0 0.00% 50.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 3 0 0 0 0.00% 3 2 66.67% 33.33% 0.00% 2 66.67% 33.33% 00:00:00 00:00:00 0 0.00 1 1 0 0 00:00:00 00:00:00 00:00:00 00:00:18 00:00:11 00:00:09

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:04 00:00:04 00:00:04

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 2 0 0.00% 50.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 0 0 0 0 6 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 4 0 0 0 0.00% 4 2 50.00% 0.00% 25.00% 1 25.00% 75.00% 00:00:00 00:00:00 0 0.00 0 2 0 0 00:00:25 00:00:25 00:00:25 00:00:10 00:00:10 00:00:05

1 1 0 1 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 3 0 0 0 0.00% 3 2 66.67% 0.00% 33.33% 1 33.33% 66.67% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:05:24 00:05:24 00:05:24 00:00:12 00:00:12 00:00:06

7 7 0 7 0 0 0.00% 7 5 71.43% 0.00% 14.29% 4 57.14% 42.86% 00:00:00 00:00:00 0 0.00 4 1 0 0 00:00:55 00:00:55 00:00:55 00:02:05 00:01:03 00:00:25

3 3 0 3 0 0 0.00% 3 1 33.33% 0.00% 0.00% 1 33.33% 66.67% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:06 00:00:06

8 0 0 0 0 8 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 0 0 0 0 6 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:56 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

22 22 22 0 0 0 0.00% 22 16 72.73% 4.55% 22.73% 11 50.00% 50.00% 00:00:00 00:00:00 0 0.00 9 4 1 2 00:02:54 00:02:28 00:00:35 00:01:08 00:00:09 00:00:04

3 3 3 0 0 0 0.00% 3 2 66.67% 0.00% 0.00% 2 66.67% 33.33% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:59 00:00:55 00:00:30

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:03:08 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 5 5 0 0 0 0.00% 5 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 2 1 50.00% 0.00% 0.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 0 0 1 0 00:00:00 00:00:00 00:00:00 00:00:04 00:00:04 00:00:04

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

12 12 0 12 0 0 0.00% 12 1 8.33% 8.33% 0.00% 1 8.33% 91.67% 00:00:00 00:00:00 0 0.00 0 1 0 0 00:00:00 00:00:00 00:00:00 00:00:14 00:00:14 00:00:14

8 8 0 8 0 0 0.00% 8 1 12.50% 0.00% 0.00% 1 12.50% 87.50% 00:01:40 00:01:40 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:06 00:00:06

2 2 0 2 0 0 0.00% 2 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

13 0 0 0 0 13 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

10 0 0 0 0 10 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 02:49:24 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

27 27 27 0 0 0 0.00% 24 6 22.22% 7.41% 7.41% 4 14.81% 85.19% 00:00:00 00:00:00 0 0.00 3 3 0 0 00:00:10 00:00:09 00:00:05 00:00:11 00:00:05 00:00:02

1 1 1 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 0 4 0 0 0.00% 4 0 0.00% 100.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

7 0 0 0 0 7 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:15:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 5 5 0 0 0 0.00% 4 0 0.00% 40.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 2 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 0 2 0 0 0.00% 2 1 50.00% 0.00% 0.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 0 0 0 1 00:00:00 00:00:00 00:00:00 00:00:07 00:00:07 00:00:07

2 2 0 2 0 0 0.00% 2 1 50.00% 0.00% 0.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:04 00:00:04 00:00:04

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

10 0 0 0 0 10 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:28:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

12 12 12 0 0 0 0.00% 11 3 25.00% 8.33% 8.33% 2 16.67% 83.33% 00:00:00 00:00:00 0 0.00 0 1 1 1 00:00:03 00:00:03 00:00:03 00:00:11 00:00:06 00:00:04

1 1 1 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:05:06 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 0 2 0 0 0.00% 2 1 50.00% 0.00% 0.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

1 1 0 1 0 0 0.00% 1 0 0.00% 100.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

11 0 0 0 0 11 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

13 0 0 0 0 13 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:15:08 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

11 11 11 0 0 0 0.00% 11 2 18.18% 18.18% 0.00% 2 18.18% 81.82% 00:00:00 00:00:00 0 0.00 1 1 0 0 00:00:00 00:00:00 00:00:00 00:00:13 00:00:07 00:00:07

1 1 1 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 2 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:03:47 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:19 00:00:15 00:00:10

4 0 0 0 0 4 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:03:47 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

12 12 12 0 0 0 0.00% 12 12 100.00% 0.00% 16.67% 12 100.00% 0.00% 00:00:00 00:00:00 0 0.00 9 2 1 0 00:01:07 00:01:02 00:00:34 00:01:46 00:00:53 00:00:09

2 2 2 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 0 0.00% 100.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

13 13 13 0 0 0 0.00% 13 1 7.69% 15.38% 0.00% 1 7.69% 92.31% 00:00:00 00:00:00 0 0.00 0 0 1 0 00:00:00 00:00:00 00:00:00 00:00:05 00:00:05 00:00:05

10 0 0 0 0 10 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 2 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 0 0 0 0 4 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 3 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
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Tenant Queue Day Callback Type Callback Offer Type Channel Offered Accepted
Accepted
Wait for
Agent

Accepted
Scheduled

Accepted
Immediate Declined %

Declined Attempted Customer
Connected

%
Customer
Connected

%
Canceled

%
Abandoned Successful %

Successful
%

Unsuccessful

Saved
Time
(Fmt)

Avg
Saved
Time
(Fmt)

Money
Saved

Avg
Money
Saved

Attempt
1

Attempt
2

Attempt
3

Attempt
4

Time To Abandon
Waiting For Agent

(Fmt)

Max Time To
Abandon Waiting For

Agent (Fmt)

Avg Time To Abandon
Waiting For Agent

(Fmt)

Time To Wait
For Agent

(Fmt)

Max Time To
Wait For Agent

(Fmt)

Avg Time To
Wait For Agent

(Fmt)

Environment NONE

2016-11-21

2016-11-22

2016-11-23

2016-11-24

2016-11-25

2016-11-28

2016-11-29

2016-12-02

2016-12-05

2016-12-06

2016-12-07

2016-12-08

2016-12-09

2016-12-12

2016-12-14

2016-12-19

2016-12-20

2016-12-21

2016-12-22

2016-12-23

2016-12-26

2016-12-27

2016-12-28

2016-12-29

2017-01-02

2017-01-03

2017-01-04

2017-01-05

2017-01-09

2017-01-10

2017-01-11

2017-01-12

2017-01-13

2017-01-16

2017-01-19

2017-01-20

2017-01-23

2017-01-24

2017-01-25

2017-01-27

2017-02-02

2017-02-06

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

WAIT_FOR_AGENT

UNKNOWN

UNKNOWN

UNKNOWN

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

WAIT_FOR_AGENT

UNKNOWN

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

UNKNOWN

WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

WEB

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

9 9 9 0 0 0 0.00% 9 9 100.00% 0.00% 0.00% 9 100.00% 0.00% 00:00:00 00:00:00 0 0.00 8 1 0 0 00:00:00 00:00:00 00:00:00 00:01:34 00:00:12 00:00:10

1 1 1 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:05:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 2 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 0 4 0 0 0.00% 4 1 25.00% 0.00% 0.00% 1 25.00% 75.00% 00:00:00 00:00:00 0 0.00 0 1 0 0 00:00:00 00:00:00 00:00:00 00:00:27 00:00:27 00:00:27

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

8 8 8 0 0 0 0.00% 8 1 12.50% 0.00% 12.50% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 1 0 00:00:04 00:00:04 00:00:04 00:00:00 00:00:00 00:00:00

10 0 0 0 0 10 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

8 0 0 0 0 8 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 02:46:40 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

14 14 14 0 0 0 0.00% 11 1 7.14% 35.71% 7.14% 1 7.14% 92.86% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:15 00:00:15 00:00:15 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:17 00:00:17 00:00:17

6 0 0 0 0 6 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 02:46:40 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 5 5 0 0 0 0.00% 3 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 5 5 0 0 0 0.00% 3 1 20.00% 0.00% 0.00% 1 20.00% 80.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 6 6 0 0 0 0.00% 3 1 16.67% 33.33% 0.00% 1 16.67% 83.33% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:12 00:00:12 00:00:12

2 2 2 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 0 0 0 0 4 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 6 6 0 0 0 0.00% 6 5 83.33% 0.00% 16.67% 4 66.67% 33.33% 00:00:00 00:00:00 0 0.00 5 0 0 0 00:01:03 00:01:03 00:01:03 00:00:12 00:00:03 00:00:02

7 7 7 0 0 0 0.00% 7 2 28.57% 0.00% 28.57% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:30 00:00:24 00:00:15 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 4 0 0 0 0.00% 2 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 0 0.00% 100.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 5 5 0 0 0 0.00% 4 4 80.00% 0.00% 0.00% 4 80.00% 20.00% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:00:00 00:00:00 00:00:00 00:00:12 00:00:03 00:00:03

5 5 5 0 0 0 0.00% 5 1 20.00% 20.00% 20.00% 1 20.00% 80.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:11 00:00:11 00:00:11 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 2 0 0.00% 100.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:06:14 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

8 8 8 0 0 0 0.00% 7 6 75.00% 0.00% 0.00% 6 75.00% 25.00% 00:00:00 00:00:00 0 0.00 6 0 0 0 00:00:00 00:00:00 00:00:00 00:00:18 00:00:03 00:00:03

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:04:52 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 6 6 0 0 0 0.00% 5 5 83.33% 0.00% 0.00% 5 83.33% 16.67% 00:00:00 00:00:00 0 0.00 5 0 0 0 00:00:00 00:00:00 00:00:00 00:00:22 00:00:10 00:00:04

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 4 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

8 0 0 0 0 8 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:02:40 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 4 0 0 0 0.00% 4 4 100.00% 0.00% 0.00% 4 100.00% 0.00% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:00:00 00:00:00 00:00:00 00:00:12 00:00:03 00:00:03

18 0 0 0 0 18 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 6 6 0 0 0 0.00% 5 5 83.33% 0.00% 0.00% 5 83.33% 16.67% 00:00:00 00:00:00 0 0.00 5 0 0 0 00:00:00 00:00:00 00:00:00 00:00:52 00:00:13 00:00:10

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

8 0 0 0 0 8 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:02:53 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 6 6 0 0 0 0.00% 6 5 83.33% 0.00% 0.00% 5 83.33% 16.67% 00:00:00 00:00:00 0 0.00 5 0 0 0 00:00:00 00:00:00 00:00:00 00:00:15 00:00:03 00:00:03

3 3 3 0 0 0 0.00% 2 1 33.33% 33.33% 0.00% 1 33.33% 66.67% 00:00:00 00:00:00 0 0.00 0 1 0 0 00:00:00 00:00:00 00:00:00 00:00:04 00:00:04 00:00:04

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:11 00:00:11 00:00:11

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 0 0 0 0 4 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:14 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

10 10 10 0 0 0 0.00% 9 4 40.00% 20.00% 10.00% 3 30.00% 70.00% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:00:04 00:00:04 00:00:04 00:00:22 00:00:10 00:00:06

9 9 9 0 0 0 0.00% 9 2 22.22% 0.00% 11.11% 2 22.22% 77.78% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:11 00:00:11 00:00:11 00:00:09 00:00:09 00:00:05

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:04:06 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 4 0 0 0 0.00% 4 2 50.00% 0.00% 0.00% 2 50.00% 50.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

2 2 2 0 0 0 0.00% 2 2 100.00% 0.00% 50.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:09 00:00:09 00:00:09 00:00:10 00:00:10 00:00:05

12 0 0 0 0 12 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:01:15 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

7 7 7 0 0 0 0.00% 7 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:07 00:00:04 00:00:04

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 0 0 0 0 6 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:04 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

7 0 0 0 0 7 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:07:04 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 5 5 0 0 0 0.00% 5 5 100.00% 0.00% 0.00% 5 100.00% 0.00% 00:00:00 00:00:00 0 0.00 5 0 0 0 00:00:00 00:00:00 00:00:00 00:00:15 00:00:03 00:00:03

3 3 0 3 0 0 0.00% 3 3 100.00% 0.00% 0.00% 3 100.00% 0.00% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:00:00 00:00:00 00:00:00 00:00:15 00:00:09 00:00:05

3 3 3 0 0 0 0.00% 3 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 1 1 50.00% 0.00% 0.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:11 00:00:11 00:00:11

11 0 0 0 0 11 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

8 0 0 0 0 8 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 6 6 0 0 0 0.00% 6 2 33.33% 0.00% 0.00% 2 33.33% 66.67% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:19 00:00:10 00:00:10

1 1 1 0 0 0 0.00% 1 0 0.00% 100.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:10 00:00:10 00:00:10

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 3 0 0 0 0.00% 3 1 33.33% 0.00% 0.00% 1 33.33% 66.67% 00:00:00 00:00:00 0 0.00 0 1 0 0 00:00:00 00:00:00 00:00:00 00:00:11 00:00:11 00:00:11

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:10 00:00:10 00:00:10

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 5 5 0 0 0 0.00% 5 4 80.00% 20.00% 0.00% 4 80.00% 20.00% 00:00:00 00:00:00 0 0.00 3 1 0 0 00:00:00 00:00:00 00:00:00 00:00:43 00:00:14 00:00:11

5 5 5 0 0 0 0.00% 5 2 40.00% 60.00% 20.00% 2 40.00% 60.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:11 00:00:11 00:00:11 00:00:10 00:00:10 00:00:05

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 0 0 0 0 6 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 3 0 0 0 0.00% 3 2 66.67% 33.33% 33.33% 1 33.33% 66.67% 00:00:00 00:00:00 0 0.00 1 0 1 0 00:05:11 00:05:11 00:05:11 00:00:11 00:00:11 00:00:06



Callback Summary Report
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Tenant Queue Day Callback Type Callback Offer Type Channel Offered Accepted
Accepted
Wait for
Agent

Accepted
Scheduled

Accepted
Immediate Declined %

Declined Attempted Customer
Connected

%
Customer
Connected

%
Canceled

%
Abandoned Successful %

Successful
%

Unsuccessful

Saved
Time
(Fmt)

Avg
Saved
Time
(Fmt)

Money
Saved

Avg
Money
Saved

Attempt
1

Attempt
2

Attempt
3

Attempt
4

Time To Abandon
Waiting For Agent

(Fmt)

Max Time To
Abandon Waiting For

Agent (Fmt)

Avg Time To Abandon
Waiting For Agent

(Fmt)

Time To Wait
For Agent

(Fmt)

Max Time To
Wait For Agent

(Fmt)

Avg Time To
Wait For Agent

(Fmt)

Environment

NONE

Example5_VQ

QAEX6_CB_VQ

2017-02-07

2017-02-08

2017-02-09

2017-02-10

2017-02-13

2017-02-14

Total

2016-08-15

2016-08-16

2016-08-17

2016-08-18

2016-08-19

2016-08-22

2016-08-23

2016-08-24

2016-08-25

2016-08-26

2016-08-29

2016-08-30

2016-09-07

Total

2016-08-31

2016-09-01

2016-09-02

2016-09-06

2016-09-08

2016-09-09

2016-09-12

2016-09-13

2016-09-14

2016-09-16

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

UNKNOWN

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

UNKNOWN

WAIT_FOR_AGENT

WAIT_FOR_AGENT

CANCELLED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

IVR

IVR

WEB

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 4 0 0 0 0.00% 3 2 50.00% 0.00% 50.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:11:43 00:09:29 00:05:52 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 0 2 0 0 0.00% 2 1 50.00% 0.00% 0.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

7 7 7 0 0 0 0.00% 7 2 28.57% 14.29% 14.29% 1 14.29% 85.71% 00:00:00 00:00:00 0 0.00 1 1 0 0 00:00:00 00:00:00 00:00:00 00:00:11 00:00:11 00:00:06

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:09 00:00:09 00:00:09

6 0 0 0 0 6 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:01:08 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:24 00:00:13 00:00:12

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:50 00:00:50 00:00:50

8 0 0 0 0 8 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 3 0 0 0 0.00% 1 1 33.33% 0.00% 0.00% 1 33.33% 66.67% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:11 00:00:11 00:00:11

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 0 1 0 0 00:00:00 00:00:00 00:00:00 00:00:09 00:00:09 00:00:09

1,752 846 642 204 0 906 51.71% 798 310 36.64% 12.77% 6.38% 267 31.56% 68.44% 15:55:00 00:03:35 0 0.00 237 55 13 5 00:57:57 00:09:29 00:01:04 01:28:42 00:15:50 00:00:17

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 0 0 0 0 4 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 2 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 0 0 0 0 4 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:51 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

7 7 7 0 0 0 0.00% 2 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

12 0 0 0 0 12 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

17 17 17 0 0 0 0.00% 14 6 35.29% 17.65% 11.76% 4 23.53% 76.47% 00:00:00 00:00:00 0 0.00 3 2 1 0 00:01:04 00:00:39 00:00:32 00:00:43 00:00:15 00:00:07

6 0 0 0 0 6 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:09:33 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

9 9 9 0 0 0 0.00% 9 2 22.22% 22.22% 11.11% 1 11.11% 88.89% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:09 00:00:09 00:00:09 00:00:13 00:00:13 00:00:07

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 2 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 0 0 0 0 4 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

17 17 17 0 0 0 0.00% 17 15 88.24% 5.88% 76.47% 3 17.65% 82.35% 00:00:00 00:00:00 0 0.00 15 0 0 0 00:25:31 00:04:30 00:01:58 00:00:10 00:00:06 00:00:01

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

12 0 0 0 0 12 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:09:46 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

16 16 16 0 0 0 0.00% 11 4 25.00% 0.00% 0.00% 4 25.00% 75.00% 00:00:00 00:00:00 0 0.00 2 1 1 0 00:00:00 00:00:00 00:00:00 00:00:17 00:00:05 00:00:04

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 0 3 0 0 0.00% 3 1 33.33% 66.67% 0.00% 1 33.33% 66.67% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:07 00:00:07 00:00:07

14 0 0 0 0 14 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

11 11 11 0 0 0 0.00% 10 0 0.00% 27.27% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:03:06 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 3 0 0 0 0.00% 3 1 33.33% 0.00% 0.00% 1 33.33% 66.67% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

13 13 13 0 0 0 0.00% 10 2 15.38% 30.77% 0.00% 2 15.38% 84.62% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:11 00:00:07 00:00:06

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 0 0 0 0 6 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:20:01 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 6 6 0 0 0 0.00% 5 3 50.00% 16.67% 16.67% 3 50.00% 50.00% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:00:13 00:00:13 00:00:13 00:00:16 00:00:11 00:00:05

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

198 110 103 7 0 88 44.44% 91 35 31.82% 14.55% 15.45% 20 18.18% 81.82% 00:43:17 00:02:10 0 0.00 30 3 2 0 00:26:57 00:04:30 00:01:35 00:02:03 00:00:15 00:00:04

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:02:18 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

11 11 11 0 0 0 0.00% 11 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

10 10 10 0 0 0 0.00% 10 5 50.00% 0.00% 0.00% 5 50.00% 50.00% 00:00:00 00:00:00 0 0.00 5 0 0 0 00:00:00 00:00:00 00:00:00 00:00:15 00:00:03 00:00:03

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:01:38 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 4 0 0 0 0.00% 4 1 25.00% 0.00% 0.00% 1 25.00% 75.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 0 3 0 0 0.00% 3 2 66.67% 0.00% 0.00% 2 66.67% 33.33% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

29 29 29 0 0 0 0.00% 22 12 41.38% 6.90% 0.00% 12 41.38% 58.62% 00:00:00 00:00:00 0 0.00 5 7 0 0 00:00:00 00:00:00 00:00:00 00:00:36 00:00:03 00:00:03

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

27 27 27 0 0 0 0.00% 24 20 74.07% 0.00% 0.00% 20 74.07% 25.93% 00:00:00 00:00:00 0 0.00 18 1 1 0 00:00:00 00:00:00 00:00:00 00:01:00 00:00:03 00:00:03

27 27 27 0 0 0 0.00% 27 18 66.67% 0.00% 0.00% 18 66.67% 33.33% 00:00:00 00:00:00 0 0.00 16 2 0 0 00:00:00 00:00:00 00:00:00 00:00:54 00:00:03 00:00:03

6 0 0 0 0 6 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

37 37 37 0 0 0 0.00% 29 17 45.95% 5.41% 0.00% 17 45.95% 54.05% 00:00:00 00:00:00 0 0.00 10 6 1 0 00:00:00 00:00:00 00:00:00 00:00:51 00:00:03 00:00:03

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

11 11 0 11 0 0 0.00% 11 6 54.55% 0.00% 0.00% 6 54.55% 45.45% 00:00:00 00:00:00 0 0.00 6 0 0 0 00:00:00 00:00:00 00:00:00 00:00:18 00:00:03 00:00:03

7 7 0 7 0 0 0.00% 7 7 100.00% 0.00% 0.00% 7 100.00% 0.00% 00:00:00 00:00:00 0 0.00 7 0 0 0 00:00:00 00:00:00 00:00:00 00:00:21 00:00:03 00:00:03

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

11 11 11 0 0 0 0.00% 7 3 27.27% 0.00% 0.00% 3 27.27% 72.73% 00:00:00 00:00:00 0 0.00 2 1 0 0 00:00:00 00:00:00 00:00:00 00:00:08 00:00:03 00:00:03

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 0 3 0 0 0.00% 3 2 66.67% 0.00% 0.00% 2 66.67% 33.33% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03
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Tenant Queue Day Callback Type Callback Offer Type Channel Offered Accepted
Accepted
Wait for
Agent

Accepted
Scheduled

Accepted
Immediate Declined %

Declined Attempted Customer
Connected

%
Customer
Connected

%
Canceled

%
Abandoned Successful %

Successful
%

Unsuccessful

Saved
Time
(Fmt)

Avg
Saved
Time
(Fmt)

Money
Saved

Avg
Money
Saved

Attempt
1

Attempt
2

Attempt
3

Attempt
4

Time To Abandon
Waiting For Agent

(Fmt)

Max Time To
Abandon Waiting For

Agent (Fmt)

Avg Time To Abandon
Waiting For Agent

(Fmt)

Time To Wait
For Agent

(Fmt)

Max Time To
Wait For Agent

(Fmt)

Avg Time To
Wait For Agent

(Fmt)

Environment QAEX6_CB_VQ

2016-09-16

2016-09-20

2016-09-22

2016-09-23

2016-09-27

2016-10-03

2016-10-04

2016-10-05

2016-10-06

2016-10-07

2016-10-12

2016-10-13

2016-10-14

2016-10-21

2016-10-25

2016-10-26

2016-10-27

2016-10-31

2016-11-09

2016-11-10

2016-11-11

2016-11-14

2016-11-15

2016-11-16

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

WAIT_FOR_AGENT

UNKNOWN

UNKNOWN

UNKNOWN

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT
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1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

26 26 26 0 0 0 0.00% 23 17 65.38% 3.85% 15.38% 13 50.00% 50.00% 00:00:00 00:00:00 0 0.00 14 3 0 0 00:00:24 00:00:06 00:00:06 00:03:08 00:00:52 00:00:11

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

11 0 0 0 0 11 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

19 19 19 0 0 0 0.00% 16 10 52.63% 5.26% 5.26% 9 47.37% 52.63% 00:00:00 00:00:00 0 0.00 7 3 0 0 00:00:06 00:00:06 00:00:06 00:01:16 00:00:52 00:00:08

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 5 0 5 0 0 0.00% 4 3 60.00% 0.00% 0.00% 3 60.00% 40.00% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:00:00 00:00:00 00:00:00 00:00:09 00:00:03 00:00:03

3 3 0 3 0 0 0.00% 3 3 100.00% 0.00% 0.00% 3 100.00% 0.00% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:00:00 00:00:00 00:00:00 00:00:09 00:00:03 00:00:03

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 6 6 0 0 0 0.00% 5 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 0 4 0 0 0.00% 4 3 75.00% 0.00% 0.00% 3 75.00% 25.00% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:00:00 00:00:00 00:00:00 00:00:09 00:00:03 00:00:03

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

13 0 0 0 0 13 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

43 43 43 0 0 0 0.00% 38 12 27.91% 2.33% 0.00% 12 27.91% 72.09% 00:00:00 00:00:00 0 0.00 10 2 0 0 00:00:00 00:00:00 00:00:00 00:00:38 00:00:05 00:00:03

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 0 4 0 0 0.00% 3 2 50.00% 0.00% 0.00% 2 50.00% 50.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

8 0 0 0 0 8 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

16 16 16 0 0 0 0.00% 14 8 50.00% 6.25% 0.00% 8 50.00% 50.00% 00:00:00 00:00:00 0 0.00 5 3 0 0 00:00:00 00:00:00 00:00:00 00:00:24 00:00:03 00:00:03

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

4 4 0 4 0 0 0.00% 4 3 75.00% 0.00% 0.00% 3 75.00% 25.00% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:00:00 00:00:00 00:00:00 00:00:09 00:00:03 00:00:03

6 6 0 6 0 0 0.00% 6 5 83.33% 0.00% 0.00% 4 66.67% 33.33% 00:00:00 00:00:00 0 0.00 3 0 2 0 00:00:00 00:00:00 00:00:00 00:00:12 00:00:03 00:00:02

4 4 4 0 0 0 0.00% 3 3 75.00% 0.00% 0.00% 3 75.00% 25.00% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:00:00 00:00:00 00:00:00 00:00:58 00:00:52 00:00:19

7 7 7 0 0 0 0.00% 6 5 71.43% 0.00% 0.00% 5 71.43% 28.57% 00:00:00 00:00:00 0 0.00 5 0 0 0 00:00:00 00:00:00 00:00:00 00:00:15 00:00:03 00:00:03

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 0 4 0 0 0.00% 4 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

12 4 0 0 0 8 66.67% 0 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

46 46 46 0 0 0 0.00% 44 20 43.48% 2.17% 0.00% 20 43.48% 56.52% 00:00:00 00:00:00 0 0.00 8 8 4 0 00:00:00 00:00:00 00:00:00 00:01:49 00:00:52 00:00:05

6 6 6 0 0 0 0.00% 6 4 66.67% 0.00% 0.00% 4 66.67% 33.33% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:00:00 00:00:00 00:00:00 00:00:12 00:00:03 00:00:03

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 0 4 0 0 0.00% 4 3 75.00% 0.00% 0.00% 3 75.00% 25.00% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:00:00 00:00:00 00:00:00 00:00:09 00:00:03 00:00:03

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

8 0 0 0 0 8 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

38 38 38 0 0 0 0.00% 35 17 44.74% 2.63% 15.79% 10 26.32% 73.68% 00:00:00 00:00:00 0 0.00 14 3 0 0 00:00:32 00:00:16 00:00:05 00:01:19 00:00:52 00:00:05

2 2 2 0 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

2 2 0 2 0 0 0.00% 2 1 50.00% 0.00% 0.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

9 9 9 0 0 0 0.00% 8 8 88.89% 0.00% 0.00% 8 88.89% 11.11% 00:00:00 00:00:00 0 0.00 8 0 0 0 00:00:00 00:00:00 00:00:00 00:02:51 00:00:52 00:00:21

10 10 10 0 0 0 0.00% 10 10 100.00% 0.00% 40.00% 6 60.00% 40.00% 00:00:00 00:00:00 0 0.00 10 0 0 0 00:02:01 00:01:42 00:00:30 00:03:34 00:00:52 00:00:21

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

26 26 26 0 0 0 0.00% 26 18 69.23% 0.00% 11.54% 15 57.69% 42.31% 00:00:00 00:00:00 0 0.00 18 0 0 0 00:01:49 00:00:47 00:00:36 00:14:10 00:03:21 00:00:47

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

12 0 0 0 0 12 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

19 19 19 0 0 0 0.00% 19 17 89.47% 0.00% 10.53% 15 78.95% 21.05% 00:00:00 00:00:00 0 0.00 17 0 0 0 00:00:54 00:00:54 00:00:27 00:02:21 00:00:40 00:00:08

2 2 2 0 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 6 0 6 0 0 0.00% 5 4 66.67% 0.00% 0.00% 4 66.67% 33.33% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:00:00 00:00:00 00:00:00 00:00:12 00:00:03 00:00:03

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

32 32 32 0 0 0 0.00% 29 22 68.75% 3.13% 12.50% 18 56.25% 43.75% 00:00:00 00:00:00 0 0.00 19 3 0 0 00:00:54 00:00:16 00:00:14 00:11:55 00:03:21 00:00:33

2 2 2 0 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 6 0 6 0 0 0.00% 5 4 66.67% 0.00% 0.00% 4 66.67% 33.33% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:00:00 00:00:00 00:00:00 00:00:12 00:00:03 00:00:03

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

33 33 33 0 0 0 0.00% 30 23 69.70% 3.03% 12.12% 19 57.58% 42.42% 00:00:00 00:00:00 0 0.00 20 3 0 0 00:02:08 00:01:43 00:00:32 00:10:44 00:03:21 00:00:28

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

2 2 2 0 0 0 0.00% 1 1 50.00% 0.00% 0.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 0 1 0 0 00:00:00 00:00:00 00:00:00 00:00:16 00:00:16 00:00:16

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

10 0 0 0 0 10 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

10 0 0 0 0 10 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 0 2 0 0 0.00% 2 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 0 0 0 0 4 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

28 28 28 0 0 0 0.00% 21 8 28.57% 0.00% 0.00% 7 25.00% 75.00% 00:00:00 00:00:00 0 0.00 5 2 1 0 00:00:00 00:00:00 00:00:00 00:00:42 00:00:24 00:00:05

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 100.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 1 0 0 00:00:53 00:00:53 00:00:53 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 5 5 0 0 0 0.00% 5 5 100.00% 0.00% 0.00% 5 100.00% 0.00% 00:00:00 00:00:00 0 0.00 5 0 0 0 00:00:00 00:00:00 00:00:00 00:00:15 00:00:03 00:00:03

4 4 0 4 0 0 0.00% 4 1 25.00% 0.00% 25.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:54 00:00:54 00:00:54 00:00:00 00:00:00 00:00:00

11 0 0 0 0 11 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

17 17 17 0 0 0 0.00% 17 8 47.06% 0.00% 0.00% 8 47.06% 52.94% 00:00:00 00:00:00 0 0.00 5 2 1 0 00:00:00 00:00:00 00:00:00 00:00:24 00:00:03 00:00:03

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

7 0 0 0 0 7 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 3 0 0 0 0.00% 1 1 33.33% 0.00% 0.00% 1 33.33% 66.67% 00:00:00 00:00:00 0 0.00 0 1 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

8 8 0 8 0 0 0.00% 7 4 50.00% 0.00% 0.00% 4 50.00% 50.00% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:00:00 00:00:00 00:00:00 00:00:12 00:00:03 00:00:03

3 3 0 3 0 0 0.00% 3 1 33.33% 0.00% 0.00% 1 33.33% 66.67% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

4 0 0 0 0 4 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

13 13 13 0 0 0 0.00% 12 6 46.15% 0.00% 0.00% 6 46.15% 53.85% 00:00:00 00:00:00 0 0.00 6 0 0 0 00:00:00 00:00:00 00:00:00 00:00:18 00:00:03 00:00:03

5 5 0 5 0 0 0.00% 4 4 80.00% 0.00% 0.00% 4 80.00% 20.00% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:00:00 00:00:00 00:00:00 00:00:12 00:00:03 00:00:03

4 0 0 0 0 4 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

25 25 25 0 0 0 0.00% 22 13 52.00% 4.00% 12.00% 10 40.00% 60.00% 00:00:00 00:00:00 0 0.00 11 1 1 0 00:00:24 00:00:16 00:00:08 00:01:42 00:00:52 00:00:08



Callback Summary Report
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Tenant Queue Day Callback Type Callback Offer Type Channel Offered Accepted
Accepted
Wait for
Agent

Accepted
Scheduled

Accepted
Immediate Declined %

Declined Attempted Customer
Connected

%
Customer
Connected

%
Canceled

%
Abandoned Successful %

Successful
%

Unsuccessful

Saved
Time
(Fmt)

Avg
Saved
Time
(Fmt)

Money
Saved

Avg
Money
Saved

Attempt
1

Attempt
2

Attempt
3

Attempt
4

Time To Abandon
Waiting For Agent

(Fmt)

Max Time To
Abandon Waiting For

Agent (Fmt)

Avg Time To Abandon
Waiting For Agent

(Fmt)

Time To Wait
For Agent

(Fmt)

Max Time To
Wait For Agent

(Fmt)

Avg Time To
Wait For Agent

(Fmt)

Environment QAEX6_CB_VQ

2016-11-17

2016-11-18

2016-11-21

2016-11-22

2016-11-23

2016-11-24

2016-11-25

2016-11-28

2016-11-29

2016-11-30

2016-12-01

2016-12-02

2016-12-05

2016-12-06

2016-12-08

2016-12-12

2016-12-14

2016-12-19

2016-12-21

2016-12-22

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

UNKNOWN

WAIT_FOR_AGENT

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

11 11 0 11 0 0 0.00% 11 10 90.91% 0.00% 9.09% 9 81.82% 18.18% 00:00:00 00:00:00 0 0.00 10 0 0 0 00:00:35 00:00:35 00:00:35 00:00:27 00:00:03 00:00:03

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 0 1 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

8 8 8 0 0 0 0.00% 4 2 25.00% 0.00% 0.00% 2 25.00% 75.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

20 20 0 20 0 0 0.00% 20 13 65.00% 15.00% 0.00% 13 65.00% 35.00% 00:00:00 00:00:00 0 0.00 5 8 0 0 00:00:00 00:00:00 00:00:00 00:00:39 00:00:03 00:00:03

10 10 10 0 0 0 0.00% 10 6 60.00% 10.00% 0.00% 6 60.00% 40.00% 00:00:00 00:00:00 0 0.00 6 0 0 0 00:00:00 00:00:00 00:00:00 00:00:18 00:00:03 00:00:03

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 0 1 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 5 0 5 0 0 0.00% 4 3 60.00% 0.00% 0.00% 3 60.00% 40.00% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:00:00 00:00:00 00:00:00 00:00:09 00:00:03 00:00:03

4 4 0 4 0 0 0.00% 4 2 50.00% 0.00% 0.00% 2 50.00% 50.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

31 31 31 0 0 0 0.00% 25 15 48.39% 3.23% 16.13% 8 25.81% 74.19% 00:00:00 00:00:00 0 0.00 10 3 2 0 00:00:29 00:00:16 00:00:06 00:01:13 00:00:52 00:00:05

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 5 5 0 0 0 0.00% 1 1 20.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 1 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 0 4 0 0 0.00% 4 2 50.00% 0.00% 0.00% 2 50.00% 50.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

1 1 0 1 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

7 0 0 0 0 7 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

24 24 24 0 0 0 0.00% 21 9 37.50% 4.17% 8.33% 7 29.17% 70.83% 00:00:00 00:00:00 0 0.00 6 3 0 0 00:00:22 00:00:16 00:00:11 00:01:10 00:00:52 00:00:08

1 1 1 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 0 2 0 0 0.00% 2 1 50.00% 0.00% 0.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

7 7 7 0 0 0 0.00% 7 0 0.00% 28.57% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 0 0 0 0 4 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

15 15 0 15 0 0 0.00% 14 11 73.33% 0.00% 0.00% 11 73.33% 26.67% 00:00:00 00:00:00 0 0.00 10 1 0 0 00:00:00 00:00:00 00:00:00 00:00:33 00:00:03 00:00:03

5 5 0 5 0 0 0.00% 5 5 100.00% 0.00% 0.00% 5 100.00% 0.00% 00:00:00 00:00:00 0 0.00 5 0 0 0 00:00:00 00:00:00 00:00:00 00:00:15 00:00:03 00:00:03

1 1 0 1 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

12 0 0 0 0 12 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

77 77 77 0 0 0 0.00% 68 44 57.14% 3.90% 5.19% 39 50.65% 49.35% 00:00:00 00:00:00 0 0.00 34 8 2 0 00:00:44 00:00:16 00:00:11 00:14:20 00:03:50 00:00:20

2 2 2 0 0 0 0.00% 2 0 0.00% 50.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 0 3 0 0 0.00% 3 2 66.67% 33.33% 0.00% 2 66.67% 33.33% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

7 7 0 7 0 0 0.00% 7 7 100.00% 0.00% 0.00% 7 100.00% 0.00% 00:00:00 00:00:00 0 0.00 7 0 0 0 00:00:00 00:00:00 00:00:00 00:00:21 00:00:03 00:00:03

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

35 35 35 0 0 0 0.00% 34 12 34.29% 0.00% 0.00% 12 34.29% 65.71% 00:00:00 00:00:00 0 0.00 9 2 1 0 00:00:00 00:00:00 00:00:00 00:13:16 00:03:16 00:01:06

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 6 0 6 0 0 0.00% 5 4 66.67% 0.00% 0.00% 4 66.67% 33.33% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:00:00 00:00:00 00:00:00 00:00:12 00:00:03 00:00:03

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

32 32 32 0 0 0 0.00% 29 22 68.75% 3.13% 6.25% 20 62.50% 37.50% 00:00:00 00:00:00 0 0.00 19 3 0 0 00:00:22 00:00:16 00:00:11 00:12:30 00:03:17 00:00:34

1 1 1 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

8 0 0 0 0 8 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

21 21 21 0 0 0 0.00% 16 15 71.43% 0.00% 4.76% 14 66.67% 33.33% 00:00:00 00:00:00 0 0.00 15 0 0 0 00:01:43 00:01:43 00:01:43 00:13:28 00:01:46 00:00:54

1 1 1 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

12 12 0 12 0 0 0.00% 11 9 75.00% 0.00% 0.00% 9 75.00% 25.00% 00:00:00 00:00:00 0 0.00 8 1 0 0 00:00:00 00:00:00 00:00:00 00:00:27 00:00:03 00:00:03

3 3 0 3 0 0 0.00% 3 3 100.00% 0.00% 0.00% 3 100.00% 0.00% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:00:00 00:00:00 00:00:00 00:00:09 00:00:03 00:00:03

1 1 0 1 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

12 0 0 0 0 12 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

34 34 34 0 0 0 0.00% 31 20 58.82% 2.94% 5.88% 18 52.94% 47.06% 00:00:00 00:00:00 0 0.00 16 4 0 0 00:00:22 00:00:16 00:00:11 00:01:43 00:00:52 00:00:05

1 1 1 0 0 0 0.00% 1 0 0.00% 100.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 0 2 0 0 0.00% 2 1 50.00% 50.00% 0.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 6 0 6 0 0 0.00% 5 4 66.67% 0.00% 0.00% 4 66.67% 33.33% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:00:00 00:00:00 00:00:00 00:00:12 00:00:03 00:00:03

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

10 0 0 0 0 10 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

34 34 34 0 0 0 0.00% 31 23 67.65% 2.94% 5.88% 21 61.76% 38.24% 00:00:00 00:00:00 0 0.00 20 3 0 0 00:00:22 00:00:16 00:00:11 00:12:43 00:03:18 00:00:33

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

15 15 0 15 0 0 0.00% 13 9 60.00% 6.67% 0.00% 9 60.00% 40.00% 00:00:00 00:00:00 0 0.00 8 1 0 0 00:00:00 00:00:00 00:00:00 00:00:27 00:00:03 00:00:03

3 3 0 3 0 0 0.00% 3 3 100.00% 0.00% 0.00% 3 100.00% 0.00% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:00:00 00:00:00 00:00:00 00:00:09 00:00:03 00:00:03

10 0 0 0 0 10 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

38 38 38 0 0 0 0.00% 34 23 60.53% 2.63% 5.26% 21 55.26% 44.74% 00:00:00 00:00:00 0 0.00 19 4 0 0 00:00:22 00:00:16 00:00:11 00:01:52 00:00:52 00:00:05

2 2 2 0 0 0 0.00% 2 0 0.00% 100.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 5 0 5 0 0 0.00% 4 3 60.00% 0.00% 0.00% 3 60.00% 40.00% 00:00:00 00:00:00 0 0.00 0 3 0 0 00:00:00 00:00:00 00:00:00 00:00:09 00:00:03 00:00:03

4 4 4 0 0 0 0.00% 4 1 25.00% 0.00% 0.00% 1 25.00% 75.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

1 1 1 0 0 0 0.00% 1 0 0.00% 100.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 0 3 0 0 0.00% 3 3 100.00% 0.00% 0.00% 3 100.00% 0.00% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:00:00 00:00:00 00:00:00 00:00:09 00:00:03 00:00:03

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

10 10 10 0 0 0 0.00% 10 5 50.00% 0.00% 0.00% 5 50.00% 50.00% 00:00:00 00:00:00 0 0.00 2 3 0 0 00:00:00 00:00:00 00:00:00 00:00:15 00:00:03 00:00:03

4 0 0 0 0 4 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 0 2 0 0 0.00% 1 1 50.00% 0.00% 0.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

8 0 0 0 0 8 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

34 34 34 0 0 0 0.00% 30 17 50.00% 2.94% 5.88% 15 44.12% 55.88% 00:00:00 00:00:00 0 0.00 12 5 0 0 00:00:22 00:00:16 00:00:11 00:01:34 00:00:52 00:00:06

13 13 0 13 0 0 0.00% 12 10 76.92% 7.69% 0.00% 10 76.92% 23.08% 00:00:00 00:00:00 0 0.00 8 2 0 0 00:00:00 00:00:00 00:00:00 00:00:30 00:00:03 00:00:03

3 3 0 3 0 0 0.00% 3 3 100.00% 0.00% 0.00% 3 100.00% 0.00% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:00:00 00:00:00 00:00:00 00:00:09 00:00:03 00:00:03

16 0 0 0 0 16 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
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Tenant Queue Day Callback Type Callback Offer Type Channel Offered Accepted
Accepted
Wait for
Agent

Accepted
Scheduled

Accepted
Immediate Declined %

Declined Attempted Customer
Connected

%
Customer
Connected

%
Canceled

%
Abandoned Successful %

Successful
%

Unsuccessful

Saved
Time
(Fmt)

Avg
Saved
Time
(Fmt)

Money
Saved

Avg
Money
Saved

Attempt
1

Attempt
2

Attempt
3

Attempt
4

Time To Abandon
Waiting For Agent

(Fmt)

Max Time To
Abandon Waiting For

Agent (Fmt)

Avg Time To Abandon
Waiting For Agent

(Fmt)

Time To Wait
For Agent

(Fmt)

Max Time To
Wait For Agent

(Fmt)

Avg Time To
Wait For Agent

(Fmt)

Environment

QAEX6_CB_VQ

QAEX6_CB_VQ2

2016-12-22

2016-12-23

2016-12-26

2016-12-27

2016-12-28

2016-12-29

2017-01-03

2017-01-04

2017-01-05

2017-01-09

2017-01-10

2017-01-11

2017-01-13

2017-01-24

2017-01-25

2017-01-27

2017-02-06

2017-02-07

2017-02-08

2017-02-09

2017-02-10

2017-02-13

2017-02-14

Total

2016-10-13

2016-10-14

2016-10-21

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

UNKNOWN

UNKNOWN

UNKNOWN

UNKNOWN

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

CANCELLED

UNKNOWN

WAIT_FOR_AGENT

WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

21 21 21 0 0 0 0.00% 13 6 28.57% 4.76% 0.00% 6 28.57% 71.43% 00:00:00 00:00:00 0 0.00 6 0 0 0 00:00:00 00:00:00 00:00:00 00:00:18 00:00:03 00:00:03

1 1 1 0 0 0 0.00% 1 0 0.00% 100.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

10 0 0 0 0 10 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 4 0 0 0 0.00% 2 1 25.00% 0.00% 0.00% 1 25.00% 75.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

11 11 0 11 0 0 0.00% 11 9 81.82% 9.09% 0.00% 9 81.82% 18.18% 00:00:00 00:00:00 0 0.00 8 1 0 0 00:00:00 00:00:00 00:00:00 00:00:27 00:00:03 00:00:03

6 6 0 6 0 0 0.00% 6 4 66.67% 0.00% 0.00% 4 66.67% 33.33% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:00:00 00:00:00 00:00:00 00:00:12 00:00:03 00:00:03

16 0 0 0 0 16 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

42 42 42 0 0 0 0.00% 39 23 54.76% 4.76% 4.76% 21 50.00% 50.00% 00:00:00 00:00:00 0 0.00 18 5 0 0 00:00:22 00:00:16 00:00:11 00:01:52 00:00:52 00:00:05

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

4 4 0 4 0 0 0.00% 4 1 25.00% 0.00% 0.00% 1 25.00% 75.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:06 00:00:06

22 0 0 0 0 22 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

15 15 15 0 0 0 0.00% 14 4 26.67% 6.67% 0.00% 4 26.67% 73.33% 00:00:00 00:00:00 0 0.00 2 2 0 0 00:00:00 00:00:00 00:00:00 00:00:12 00:00:03 00:00:03

2 2 2 0 0 0 0.00% 2 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

13 13 0 13 0 0 0.00% 12 10 76.92% 7.69% 0.00% 10 76.92% 23.08% 00:00:00 00:00:00 0 0.00 9 1 0 0 00:00:00 00:00:00 00:00:00 00:00:30 00:00:03 00:00:03

7 7 0 7 0 0 0.00% 7 7 100.00% 0.00% 0.00% 7 100.00% 0.00% 00:00:00 00:00:00 0 0.00 7 0 0 0 00:00:00 00:00:00 00:00:00 00:00:25 00:00:07 00:00:04

13 0 0 0 0 13 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

52 52 52 0 0 0 0.00% 49 24 46.15% 3.85% 3.85% 22 42.31% 57.69% 00:00:00 00:00:00 0 0.00 19 5 0 0 00:00:22 00:00:16 00:00:11 00:02:43 00:00:52 00:00:07

3 3 3 0 0 0 0.00% 3 3 100.00% 0.00% 0.00% 3 100.00% 0.00% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:00:00 00:00:00 00:00:00 00:00:09 00:00:03 00:00:03

2 2 2 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 6 0 6 0 0 0.00% 5 4 66.67% 0.00% 0.00% 4 66.67% 33.33% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:00:00 00:00:00 00:00:00 00:00:12 00:00:03 00:00:03

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

11 0 0 0 0 11 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

34 34 34 0 0 0 0.00% 32 23 67.65% 2.94% 5.88% 21 61.76% 38.24% 00:00:00 00:00:00 0 0.00 20 3 0 0 00:00:22 00:00:16 00:00:11 00:12:57 00:03:16 00:00:34

4 0 0 0 0 4 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 0 3 0 0 0.00% 2 2 66.67% 0.00% 33.33% 1 33.33% 66.67% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:03 00:00:03 00:00:03 00:00:03 00:00:03 00:00:02

4 4 0 4 0 0 0.00% 4 4 100.00% 0.00% 25.00% 3 75.00% 25.00% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:00:04 00:00:04 00:00:04 00:00:09 00:00:03 00:00:02

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

35 35 35 0 0 0 0.00% 31 18 51.43% 2.86% 14.29% 13 37.14% 62.86% 00:00:00 00:00:00 0 0.00 13 4 1 0 00:00:32 00:00:16 00:00:06 00:02:16 00:00:52 00:00:08

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

3 3 0 3 0 0 0.00% 3 3 100.00% 0.00% 0.00% 3 100.00% 0.00% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:00:00 00:00:00 00:00:00 00:00:09 00:00:03 00:00:03

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

32 32 32 0 0 0 0.00% 29 17 53.13% 3.13% 6.25% 15 46.88% 53.13% 00:00:00 00:00:00 0 0.00 11 6 0 0 00:00:22 00:00:16 00:00:11 00:01:34 00:00:52 00:00:06

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

3 3 0 3 0 0 0.00% 3 3 100.00% 0.00% 0.00% 3 100.00% 0.00% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:00:00 00:00:00 00:00:00 00:00:09 00:00:03 00:00:03

4 4 0 4 0 0 0.00% 4 4 100.00% 0.00% 0.00% 4 100.00% 0.00% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:00:00 00:00:00 00:00:00 00:00:12 00:00:03 00:00:03

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

12 12 12 0 0 0 0.00% 12 5 41.67% 0.00% 8.33% 4 33.33% 66.67% 00:00:00 00:00:00 0 0.00 4 1 0 0 00:00:06 00:00:06 00:00:06 00:01:01 00:00:52 00:00:12

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

27 27 0 27 0 0 0.00% 25 20 74.07% 11.11% 0.00% 20 74.07% 25.93% 00:00:00 00:00:00 0 0.00 17 3 0 0 00:00:00 00:00:00 00:00:00 00:01:24 00:00:13 00:00:04

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:07 00:00:04 00:00:04

31 0 0 0 0 31 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

16 16 16 0 0 0 0.00% 15 11 68.75% 0.00% 0.00% 11 68.75% 31.25% 00:00:00 00:00:00 0 0.00 11 0 0 0 00:00:00 00:00:00 00:00:00 00:00:48 00:00:12 00:00:04

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

10 10 0 10 0 0 0.00% 10 8 80.00% 10.00% 0.00% 8 80.00% 20.00% 00:00:00 00:00:00 0 0.00 7 1 0 0 00:00:00 00:00:00 00:00:00 00:00:24 00:00:03 00:00:03

4 4 0 4 0 0 0.00% 4 4 100.00% 0.00% 0.00% 4 100.00% 0.00% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:00:00 00:00:00 00:00:00 00:00:12 00:00:03 00:00:03

9 0 0 0 0 9 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

37 37 37 0 0 0 0.00% 34 22 59.46% 2.70% 5.41% 20 54.05% 45.95% 00:00:00 00:00:00 0 0.00 17 5 0 0 00:00:22 00:00:16 00:00:11 00:01:49 00:00:52 00:00:05

3 3 3 0 0 0 0.00% 2 2 66.67% 0.00% 0.00% 2 66.67% 33.33% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

13 13 13 0 0 0 0.00% 13 8 61.54% 0.00% 0.00% 8 61.54% 38.46% 00:00:00 00:00:00 0 0.00 7 1 0 0 00:00:00 00:00:00 00:00:00 00:00:24 00:00:03 00:00:03

1 1 0 1 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

7 0 0 0 0 7 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 3 0 0 0 0.00% 3 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

9 9 0 9 0 0 0.00% 8 5 55.56% 11.11% 0.00% 5 55.56% 44.44% 00:00:00 00:00:00 0 0.00 4 1 0 0 00:00:00 00:00:00 00:00:00 00:00:15 00:00:03 00:00:03

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

7 7 7 0 0 0 0.00% 2 2 28.57% 0.00% 0.00% 2 28.57% 71.43% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

4 4 4 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

15 15 15 0 0 0 0.00% 11 6 40.00% 0.00% 6.67% 2 13.33% 86.67% 00:00:00 00:00:00 0 0.00 3 3 0 0 00:19:35 00:19:35 00:19:35 00:00:06 00:00:03 00:00:01

19 19 19 0 0 0 0.00% 19 4 21.05% 0.00% 0.00% 4 21.05% 78.95% 00:00:00 00:00:00 0 0.00 4 0 0 0 00:00:00 00:00:00 00:00:00 00:00:12 00:00:03 00:00:03

2,257 1,798 1,390 404 0 459 20.34% 1,615 1,017 56.56% 3.11% 4.17% 932 51.84% 48.16% 00:03:56 00:00:00 0 0.00 848 151 18 0 00:38:52 00:19:35 00:00:31 02:59:55 00:03:50 00:00:11

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 100.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:02:33 00:01:26 00:01:17 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 2 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 6 0 6 0 0 0.00% 5 5 83.33% 0.00% 33.33% 3 50.00% 50.00% 00:00:00 00:00:00 0 0.00 5 0 0 0 00:02:10 00:01:07 00:01:05 00:00:09 00:00:03 00:00:02

7 7 7 0 0 0 0.00% 6 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

4 4 4 0 0 0 0.00% 4 0 0.00% 25.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00



Callback Summary Report

11/11

Tenant Queue Day Callback Type Callback Offer Type Channel Offered Accepted
Accepted
Wait for
Agent

Accepted
Scheduled

Accepted
Immediate Declined %

Declined Attempted Customer
Connected

%
Customer
Connected

%
Canceled

%
Abandoned Successful %

Successful
%

Unsuccessful

Saved
Time
(Fmt)

Avg
Saved
Time
(Fmt)

Money
Saved

Avg
Money
Saved

Attempt
1

Attempt
2

Attempt
3

Attempt
4

Time To Abandon
Waiting For Agent

(Fmt)

Max Time To
Abandon Waiting For

Agent (Fmt)

Avg Time To Abandon
Waiting For Agent

(Fmt)

Time To Wait
For Agent

(Fmt)

Max Time To
Wait For Agent

(Fmt)

Avg Time To
Wait For Agent

(Fmt)

Environment

Total

QAEX6_CB_VQ2

QAEX6_CB_VQ3

QAEX6_INBOUND_VQ

Example7_Test_VQ

Example8_CB_VQ

Test-VQ

UNKNOWN

Example9_CB_VQ

Total

2016-10-27

2016-10-31

2016-11-28

2016-11-29

2016-11-30

2016-12-01

2016-12-08

2017-01-03

Total

2016-10-17

Total

2016-10-14

2016-10-21

Total

2016-08-03

2016-08-09

2016-08-15

2016-08-24

Total

2016-07-20

2016-07-21

2016-07-28

2016-08-09

2016-08-18

Total

2016-05-25

2016-05-27

2016-05-31

2016-06-01

2016-06-06

2016-08-03

2016-09-07

Total

2016-05-20

2016-08-03

2016-08-12

2016-08-23

2016-08-25

2016-09-08

2016-11-10

Total

2016-08-09

2016-08-10

2016-08-11

2016-08-12

2016-08-18

Total

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

WAIT_FOR_AGENT

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

UNKNOWN

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

UNKNOWN

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

CANCELLED

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

WAIT_FOR_AGENT

WAIT_FOR_AGENT

WAIT_FOR_AGENT

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

UNKNOWN

SCHEDULED

UNKNOWN

UNKNOWN

UNKNOWN

UNKNOWN

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

SCHEDULED

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

WAIT_FOR_AGENT

UNKNOWN

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

SCHEDULED

WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_ASAP

UNKNOWN

UNKNOWN

SCHEDULED

UNKNOWN

UNKNOWN

UNKNOWN

UNKNOWN

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

SCHEDULED

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

COMBINED_SCHEDULED_AND_WAIT_FOR_AGENT

IVR

IVR

WEB

IVR

IVR

IVR

IVR

IVR

WEB

IVR

WEB

IVR

WEB

IVR

WEB

WEB

WEB

IVR

WEB

IVR

WEB

IVR

WEB

IVR

WEB

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

IVR

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

1 1 1 0 0 0 0.00% 1 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

4 4 4 0 0 0 0.00% 4 0 0.00% 25.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

4 4 4 0 0 0 0.00% 4 0 0.00% 25.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

4 4 4 0 0 0 0.00% 4 0 0.00% 25.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 3 0 0 0 0.00% 3 3 100.00% 0.00% 0.00% 3 100.00% 0.00% 00:00:00 00:00:00 0 0.00 3 0 0 0 00:00:00 00:00:00 00:00:00 00:00:09 00:00:03 00:00:03

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

2 2 2 0 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

4 4 4 0 0 0 0.00% 4 0 0.00% 25.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

4 4 4 0 0 0 0.00% 4 0 0.00% 25.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

66 66 44 22 0 0 0.00% 64 30 45.45% 9.09% 6.06% 26 39.39% 60.61% 00:00:00 00:00:00 0 0.00 30 0 0 0 00:04:43 00:01:26 00:01:11 00:01:18 00:00:03 00:00:03

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

11 11 11 0 0 0 0.00% 11 0 0.00% 18.18% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

13 13 11 2 0 0 0.00% 13 2 15.38% 15.38% 0.00% 2 15.38% 84.62% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

2 2 2 0 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:03 00:00:03

2 2 0 2 0 0 0.00% 2 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 0 0 0 0 4 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:07:04 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

7 7 7 0 0 0 0.00% 7 7 100.00% 0.00% 85.71% 2 28.57% 71.43% 00:00:00 00:00:00 0 0.00 6 0 1 0 00:01:22 00:00:30 00:00:14 00:00:15 00:00:15 00:00:02

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

24 9 7 2 0 15 62.50% 9 7 77.78% 0.00% 66.67% 2 22.22% 77.78% 00:07:04 00:03:32 0 0.00 6 0 1 0 00:01:22 00:00:30 00:00:14 00:00:15 00:00:15 00:00:02

6 0 0 0 0 6 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 0 0 0 0 4 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:02 00:00:01 00:00:01

2 2 0 2 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:02 00:00:01 00:00:01

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:02:52 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 0 0 0 0 3 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:03:24 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 2 2 0 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:04 00:00:02 00:00:02

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

25 6 4 2 0 19 76.00% 6 6 100.00% 0.00% 0.00% 6 100.00% 0.00% 00:06:16 00:01:03 0 0.00 6 0 0 0 00:00:00 00:00:00 00:00:00 00:00:08 00:00:02 00:00:01

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 5 5 0 0 0 0.00% 1 1 20.00% 0.00% 0.00% 1 20.00% 80.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:02 00:00:02 00:00:02

2 2 2 0 0 0 0.00% 2 2 100.00% 0.00% 0.00% 2 100.00% 0.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:08 00:00:04 00:00:04

2 2 2 0 0 0 0.00% 1 1 50.00% 0.00% 0.00% 1 50.00% 50.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:06 00:00:06 00:00:06

1 1 1 0 0 0 0.00% 1 0 0.00% 100.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 1 1 0 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:04 00:00:04 00:00:04

16 13 12 1 0 3 18.75% 8 7 53.85% 7.69% 0.00% 7 53.85% 46.15% 00:00:00 00:00:00 0 0.00 7 0 0 0 00:00:00 00:00:00 00:00:00 00:00:26 00:00:06 00:00:04

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 100.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:02:21 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

6 0 0 0 0 6 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 0 0 0 0 5 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

1 0 0 0 0 1 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

13 1 0 1 0 12 92.31% 1 1 100.00% 0.00% 100.00% 0 0.00% 100.00% 00:02:21 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

2 0 0 0 0 2 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

5 5 5 0 0 0 0.00% 5 2 40.00% 20.00% 0.00% 2 40.00% 60.00% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:08 00:00:05 00:00:04

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 0 1 0 0 00:00:00 00:00:00 00:00:00 00:00:03 00:00:03 00:00:03

1 1 0 1 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

4 4 4 0 0 0 0.00% 4 1 25.00% 25.00% 0.00% 1 25.00% 75.00% 00:00:00 00:00:00 0 0.00 1 0 0 0 00:00:00 00:00:00 00:00:00 00:00:02 00:00:02 00:00:02

1 1 0 1 0 0 0.00% 1 1 100.00% 0.00% 0.00% 1 100.00% 0.00% 00:00:00 00:00:00 0 0.00 0 1 0 0 00:00:00 00:00:00 00:00:00 00:00:05 00:00:05 00:00:05

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 3 0 0 0 0.00% 2 2 66.67% 0.00% 0.00% 2 66.67% 33.33% 00:00:00 00:00:00 0 0.00 2 0 0 0 00:00:00 00:00:00 00:00:00 00:00:08 00:00:05 00:00:04

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

0 0 0 0 0 0 0.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:11:51 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

3 3 3 0 0 0 0.00% 1 1 33.33% 0.00% 33.33% 0 0.00% 100.00% 00:00:00 00:00:00 0 0.00 0 1 0 0 00:06:30 00:06:30 00:06:30 00:00:00 00:00:00 00:00:00

4 0 0 0 0 4 100.00% 0 0 0.00% 0.00% 0.00% 0 0.00% 0.00% 00:00:00 00:00:00 0 0.00 0 0 0 0 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

24 18 15 3 0 6 25.00% 14 8 44.44% 11.11% 5.56% 7 38.89% 61.11% 00:11:51 00:01:42 0 0.00 5 3 0 0 00:06:30 00:06:30 00:06:30 00:00:26 00:00:05 00:00:03

5,472 3,516 2,634 878 0 1,956 35.75% 3,230 1,743 49.57% 6.43% 6.26% 1,530 43.52% 56.48% 23:57:14 00:00:56 0 0.00 1,434 257 47 5 03:58:44 00:19:35 00:01:05 05:38:18 00:15:50 00:00:12

5,472 3,516 2,634 878 0 1,956 35.75% 3,230 1,743 49.57% 6.43% 6.26% 1,530 43.52% 56.48% 23:57:14 00:00:56 0 0.00 1,434 257 47 5 03:58:44 00:19:35 00:01:05 05:38:18 00:15:50 00:00:12


