MIT Support Dashboard - version 7 - Last Week view
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Calls Offered

89

ACD Abandon Rate

12%

goal is 10%
Max Abandon Rate

13%

goal is 15%

Average Wait Time

34

goalis 30 s
Max Wait Time

ol

goal is 60 s

Avg Hours Logged

37

Goal is 52 hours
Max Hours Logged

45

Last Week

ACD standard statistics, for all teams that use ACD (CHD and BusinessHelp)
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MIT Support Dashboard - version 7

Client Satisfaction

Average Overall Sat.
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NOTE: All data is for all of FCC except Athena. That is, Computing Help Desk, Business Help, and the MIT Computer Connection.
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Miscellaneous Statistics

Consultant ACD Logged Hours, average per day 37
Calls Offered, avg per day 92

Wait time, avg per day 31 sec
Length of call, avg per day 6:51 m:s
Average Cases created per work day 71
Cases created outside working hours 7 %
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MIT Support Dashboard - version 6
Alternative Views of "First Page" Data
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Client Satisfaction
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MIT Support Dashboard - version 6
Alternative Views of "First Page" Data
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Client Satisfaction
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4.43

N = 331; 5 point scale

Problem Solving
6 or more days

16%

1to 5days

13%

<24 hours

/1%

Avg Cases Open

408

Phones
ACD Abandon Rate

9%

goal is 10%

Dashboard 26w

100%

80% A

60% T T T T T T T T
10/17 10/31 11/14 11/28 12/12 12/26 1/9

Age in Days of Cases Closing per Day

250

166

83

0
10/24 11/7 1121

12/5 12119

12 116

Results for Surveys from Cases created week beginning..

123 2/6 2/20 3/6 3/20 4/3

1/30 2/13 2/27 3/13 3/27 4/10

417

B 6 or more
B1<=6

Residual Open Cases (Open minus Closed plus previous balance) [Helpdesk only]

700

600

500

200 -
100

400 —W‘ "mwwvt
300

0 T T T T T

10/24 11/7 1121 12/5 12119 1/2  1/16 1/30 2/13 2

ACD standard statistics, for teams that use ACD

/27 3/

13 3127 4/10

300 4
250 Calls
200 Wait
150 - = Hours
100 4 —Abdn
10/24 11/7 11/21 12/5 12119 1/2 116 1/30 213 2/27 3/13 3/27 4/10
4/26/2006

5

4

NOTE: All data is for all of FCC except Athena/RCC. That is, Computing Help Desk, Business Help, and the MIT Computer Connection.
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Alternative Views of "First Page" Data
Age in Days of Cases Closing per Day (% of total)
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