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Email Center Management KPls ? Service Level Trend 2 Links Personalize
Name QTD Change Service Level Goal Inbound Telephony Management
Email Response Pefarmance = Replied within Service Level Goal Expense Management
Eeplied within Service Level Goal 75.0% A0 100 % HR Management
Transfer Rate 5.9% g.0 95%
Delete Rate 0.7% 1.0 90%
One and Done Resolution 56.0% 15% 259
Customer Wait Time (Hours) 3BO 130% a0%
Email Activity 759
Received 273,000 29% 703
Replied 266,000 045% 5o
Backlog 18500 -4.0%
Cornpozed 70000 -18% | Toeas oz oz .
Service Hequests Created 44250 9.0% Q1-02 Q3-02 Q1-03 Q3-03
Leads 12560 50%
Eeplied per Agent Hour 5.2 -12.0%
Email Activity ? Links Personalize
Service Requests Email Activity by Agent
Account  Received Replied Deleted Transferred Backlog Composed Created Leads Ernail Activity by Custorner
Banking 85660 B7,166 700 260 5,250 87 866 8560 2,345| | Email Backlog Aging
Insurance 7123 70,736 200 380 4,500 70936 8,400 2546
Investment 50907 50,397 400 175 3750 a0 797 6568 1,320
Retirernent 46,195 41,703 403 170 2275 45 803 7402 3467
Legal 6598 4701 2m 290 1,400 5901 6,820 1,450
Others 9004 13297 95 195 1326 g 697 6,100 1,432
Total 273,000 268,000 2,000 1,470 18,500 270,000 44,250 12,560
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ORACLE' Inbound Telephony Management Mavigstor  Home  Logout

23 FY03 Day --19Dec 12, 2002 E Period TypelQuar‘ter E‘ Compare To|Prior Period E Call CenterIAII E‘ CIassiﬁcationIAII E‘
Dialed Murmber |4l =

Inbound Telephony Management KPls 2 Inbound Service Level Trend ? Links Personalize
Name QTD Change Inbound Service Level Email Center Management
Inbound Service Level 70.0% 3.0/ |— Inbound Service Level Goal Expense Managernent
Awerage Speed to Answer (Seconds 3.2 -42%| | 100% HR tanagerment
Abandon Rate 12.5% 0.2 5% o
Transfar Rate 11.5% 515 90%
Inbound Calls Handled B6B9297 57% 25% o
Agent Dialed Calls 46910 0.5% 209 of
Weh Callhacks Handled 3B4 000 20% — o ° o
Avwailability Rate 82.5% L7 0%
UUtilization Rate 1% -4.6 _—
Average Talk Time per Call (Seconds) 1750 -B3%
Average Wrap Time per Call (Seconds)  116.0,  5.0% SD;}‘;_m Q202 cd-02 03
Calls Handled per Agent Hour 215 -40% @1-02 @a-02 Q1-03 Ga-03
Service Requests Created 88 521 5.0%
Leads Created 48337 H0%
Opportunities Created 25563 46%
Call Activity by Classification ? Links Personalize
Inbound Average Average Inbound Telephony Activity
Inbound  Service Speed to Inhound Talk Time Service Inbound Telephony Activity by Customer
Service Level Answer Abandon Calls er Call Reguests Leads

Classification Level Goal (S is) Rate H i . i C?eated Created
Banking - Gold 82.0% 90.0% 25 10.3% 90572 175.0 25898 14203
Banking - Regular  77.0% 90.0% ek 15.4% 108,252 155.0 21365 12015
Visa - Platinum 70.0% 90.0% 22 7% 96554 183.0 17 869 9655
‘isa - Gold 65.0% 90.0% 39 12.6% 114 665 196.0 14569 7546
Visa - Regular 59.0% 90.0% 4.1 16.6% 279 254 166.0 9420 4918

Total 70.0% 90.0% 3.2 12.5% 689,297 175.0 88,621 48,337
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