2009 Monthly Statistics for ACCT Customer Service

Call Volume and Grade of Service
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Grade of Service is determined as the service rendered to a customer for every call coming into
the queue. Once a caller presses zero to be transferred to an operator the call forwards into a
waiting queue which alerts the next available operator of a customer call waiting to be
answered. There is an allotted threshold time of thirty seconds for the incoming call to be
answered at a superior rate of service. Any call either dropped due to customer hang up or
answered after the allotted thirty second time frame is considered to be unsatisfactory for the
service rendered to the answered call.
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Answered Calls & Wait Times
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Abandonded Calls
mmm Abandoned in 30 Sec. I Abandoned in 1 Min. 223 Abandoned in 2 Min.
CJAbandoned in 3 Min. Calls Abandoned
100% ; 7 9500
° 7] [ SEEA®
90% S - 800
_ |
80% ;0 ﬂ - 700
70% - -1
1 - 600
00% - 500
50% -
40% - 27— Bl [0
30% - 300
20% - - 200
10% - - 100
0% I T T T T T T ~ 0
January  February March April May June July August

August 2009




