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BAXHAA UHOOPMALIMA

Mo Bcem BoNpocam, CBA3aHHbIM ¢ paboTtoin Ob6s1a4H020 KOHMAKM yeHMpa, obpalaTecb B CAyXby
noaaepku 000 Knaya KOHTaKT No agpecy aNeKTPOHHOM noYTbl: support@cloudcontact.ru

MONHbIM KOMNAEKT AOKYMEHTALMM NO HAaCTPOMKe, KoHdUrypaumm, paboTte n 06CNyKMBaHUK cepBUCa
«0610a4HbIl KOHMakm-yeHmp» pacnonoxeH Ha CipagoyHom nopmarne .

Buaeo-mHcTpyKkumm «KoHmakm yeHmp 3a 1 4ac» No HaCTPOIKEe OCHOBHbIX KOMMOHEHT U NOPAAKY
paboTbl cepsuca 0b6s1a4HbIl KOHMakm yeHmMp pacnonoXKeHbl Ha CNpPasoYyHoOM nopmarsie UAN Ha
cneunannsnpoBaHHom KaHane YouTube .

JaHHaA MHCTPYKUuMA onucbiBaeT paboty MO O6aa4yHo2o0 KoHmakm LjeHmpa Bepcum 5.x

Bce KnneHTcKMe aaHHble, npuBeaeHHble B UHCTPYKL UK, ABAAIOTCA BbIMbILLAEHHbIMU
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YcnosHble 0603HaYeHUA
B AaHHOM AOKYMEHTe UCMONb3YIOTCA caeaytolme o6o3HaueHUs:

www.cloudcontact.ru —web aapec;

«06na4HbIll KOHMaKmM-yeHmMp» - Ha3BaHWe CepBUCa; Ha3BaHMA Pa3aenoB U MOHATUA, UCNONb3yeMble
B OOKYMEHTauuu;

HacTpoiku — Ha3BaHUA aneMeHTOB MeHI0 (KHOMKK, MYHKTbI, pa3aenbl)

| O6palaem BHMMaHNe | - BaXKHaA UHpopmaumn

[93bIK] — BBOAUMbBIE/BbIGMpPaeMble U3 CNUCKA AaHHble


http://www.cloudcontact.ru
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Joctyn K otyeTam
[na nocTyna K CNUCKy CTaHAapTHbIX OTYETOB BOWAMUTE B NPUAOXKeHne AOMUHUCMPAmopa KOHMakm
yeHmpa no appecy https://[ Hazsanue KL |.hostedccru/ admin/, sbibepute Bknagky OTHeThI (1) 1 pasgen

OtyeThl (2).

B AaHHOM cekumMn NpeacTaBneHbl Bece npedycmaHoesneHHsle (CTaHaapTHble) oTyeTbl 061a4H020 KOHMAKM
yeHmpa, pasgeneHHsie no epynnam (3).

5.hostedcc.ru | Hacrpoiiku | Bbixoa

KoHdurypauvs | Otuetsi | 3anucv obpavyenmii

paspaGorka: Bright Pattern
Bce

XpoHomeTpax pa6oTel onepatopa
'w Otuetsl Q BCero 3anuceii: 46

(2 Report Name Category Scheduled At Last Run Modified By Modified Date
Hepasnue
Agent/Team Reports

CuyeHapun

Onepatop: UTOroBbIe NOKas... Onepatops! / Mpynnbl 17.06.19, 23:50 ccadmin 21.08.18, 23:15
Oneparop: o6pa6oTka e-mail Onepatopsi / pynnbi

Onepatop: pa6ota (Agent A... Onepatops! / Fpynnbi 23.08.18, 13:21 ccadmin 23.08.18,13:21
Outbound Reports Onepatops!: pa6ota Onepatopsi / Fpynnsi 11.06.19, 12:12 ccadmin 11.06.19, 12:12
QM Pro Onepatopsi: pa6ota (CSV)  Onepatops / Fpynnbi

Scenario Reports CepBsuc: cTaTychbi o6paleHmii  Cepaucel 12.05.19, 0:11 ccadmin 05.04.19, 16:00
Service Reports CepByc: CTaTychl 06palLeH...  Cepsics! 21.08.18,23:23 ccadmin 21.08.18, 23:23
Usage Reports CepBucbl: nokasateny pa6o... Cepsucel

WFM Reports CepBuchi: nokasaTeny pa6o... Cepsuchi ccadmin 21.08.18, 23:22
ArenT | Komaraa OTuetsi Cepaucei: pabotano guam  Cepauchi 12.05.19, 0:10 ccadmin 12.05.19, 0:09
Vcnonb3osaHue cepauca

Wcxopawmii 06380H

Onepatops! / Fpynnbi

e Onepaops: pasora

OTueTbl CleHapves
Cepauch!
» Otuersi no TenepoHUM HacTpouTh nepuoanueckmii 3kcnopr oTyera
La6noHb! Run report ad-hoc:
WHTepsan BpemeHu: Monb3osaTensckuii or: 310719 [3 2218 v Jo: 01.0819 [% 22118 v | Europe/Moscow
Oneparop: Wpwuna Netposa N

Toneko Moa noarpynna:
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NMocTtpoeHue otyeTta
OTyeTbl CrpynnMpoBaHbl MO TMNam pPecypcos, MHGOPMAaLMIO NO KOTOPbIM OHM OTOBpaXKatoT. BHyTpU
Ka)Kp,Oﬁ 2pyrrbl OTYETbI PACNON0OXKEHbDbI B aﬂd)aBMTHOM nopAagke.

[ns noctpoeHua otyeTa BbibepuTe ero U3 cnucka (1).

B HM)KHEM YacTu OKHa pacnonaraeTcs OKHO ¢uabmpos. B nepeoi cTpoke GUNLTPOB BbibUpaeTca
spemMeHHol uHmMepsan ansa otyeta (2). MoXHO BbIbpaTb U3 CNUCKa PUKCUPOBAHHbLIX UHMepPB8aos (3) nnu
334aTb Pou380sbHbIl uHMepsan (4).

Bo BTOpOW cTpoKe ¢uAbTPoB (5) coaepskatca GUALTPbI, UHOUBUOYAsbHbIE ANA KaxKAoro otyeta. B HUX
MOHO 3a4aTb Homep TenedoHa, BbIbpaTb 04HOIO UAN HECKO/IbKMX onepaTopos/rpynn. [nsa 3anycka
NOCTPOEHMUSs OTYeTa HaxkmuTe KHonky [locTpouTb oTyeT / Run report (6).

i.hostedcc.ru | Hactpoiiku | Beixog
KoHdurypaums Otuetsl 3anucu obpalyeHnin

Paspa6orxa: Bright Pattern
XpoHoMeTpax pa6oThl onepatopa
w Otyers! BCero sanuceii: 46

Bee Report Name « Category Scheduled At Last Run Modified By Modified Date

KOMUECTBO OAHOBPEMEHH... cnonb3osanme cepauca 27.05.19, 17:08 ccadmin 27.05.19,17:08
06380H B pexume Mpeacka... UcxoaaLmii 06380H

HepasHve
Agent/Team Reports

Cyenapum O6paTHbie 380HKM Cepaucel

Outbound Reports o : BX0A/BbIXOA o / Tpynni 23.08.18, 11:45 ccadmin 23.08.18,11:45
QM Pro Oneparop: UToroBble Nokas... Onepatops! / Mpynnsi
Scenario Reports Onepatop: uTorossle Nokas... Onepatop! / Mpynnel 17.06.19, 23:50 ccadmin 21.08.18, 23:15
Service Reports Oneparop: o6pa6otka e-mail Onepatopsi / Fpynnbi
Usage Reports parop: p gentA... paropui / [p 23.08.18, 13:21 ccadmin 23.08.18, 13:21
WFM Reports Onepatopsi / Fpynnbi 11.06.19, 12:12 ccadmin 11.06.19, 12:12
AreHT | KomaHaa OTueTsi Onepatopbi: pa6ota (CSV)  Onepatopi / Fpynnbi

Vcnonb3osaHue cepaiuca
Wcxopswmii 06380H
Onepatops! / Fpynnbi
orees Onepatopsi: pacora [cusomie
OTyersl CeHapues ‘ ‘
CepBucbl
P Oryersl No TenedoHUn HacTpouTL NeproANyeckuii IKCNOPT oTueTa o

LWa6noHb! Run report ad-hoc:

| n 310719 3 2218 v fo: 010819 [3 2218 v | | Europe/Moscow

Oneparop: WpuHa Netposa

Tonbko MoA noarpynna:

L)

B 33aBMCMMOCTM OT TMNa oT4eTa M 06beMa AaHHbIX, MOCTPOEHME OTYETa MOMKET 3aHATb HEKOTOPOE BPEMA.
OTYeT OTKPOETCA B OTAE/bHOM OKHe Bpaysepa.
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B 3aBMCMMOCTM OT 06bemMa AaHHbIX OTHET MOXKET COAEepPXKaTb HECKONBKO cmpaHuy. [1na nepexoaa mexay
CTpaHWLaMW HaxkMUTe KHOMKKM criedyrowan / npeablgywan (1); nocnegHAA / nepsan (2).

OTy4eT moxeT 6bITb coxpaHeH B cnegytowmx popmatax: pdf, xlIs, csv, txt. 1na coxpaHeHums oTyeTa
Ha)KMUTe Ha Tpebyemblit popmam dhaiina (3).

of19 B W ® @ [100% * 2 © |3Kcnopmpoaaukax. pdf xis csv txt |

00 00

BRI -
ceHT
PAT .
TERN

Onepartopsbl: pabota e

Generated on 08/01/2019 at 10:50:00 PM - Page 1 of

Report for B npowunom mecsue OT: 01.07.19 flo: 01.08.19 (Europe/Moscow) 10

Agent: Vipuwa Merposa, Team: KoTaxT ueHtp

Bpews  Pabora [nurenb Mogpobw Bpews  Bpews  Bpewn Cepauc  Howep Cratye: Cramye: D

ocTh. ocTW  paosop ompaHwn  orera cepsuca cucrema onepatop 3anpoca
a
03.07.2019
Notready ~00:00:04 Heroros 00:00:00  00:00:00
17:57:20
(CXIED Ready  00:00:22 00:00:00  00:00:00
17:57:24
03.07.2019 Inbound 00:02:09 79055... 00:00:16  00:00:00 ... 00000... C_""e'
17:57:46 call BbI30BLI termin...
07
0072019 \ready 000000 A" 000000  0000:00
17:59:56 cepeuca
.07.201
G071 \ready 000001 A" 000000 0000:00
17:59:56 cepeuca
03.07.2019
Not :00:( :00:( ):00:
i otready ~00:00:09 Heroros  00:00:00  00:00:00
03.07.2019 [
Re 03: 00 :00:
185535 eady  00:03:38 00:00:00  00:00:00
03072019 Outbound 0,55 53 000214 00:00:00 00:0000  Email sent O™ 1029
18:59:13 call npeqo...
03.07.2019
Re :09:4 X ):00:
190136 eady  00:09:48 00:00:00  00:00:00
Tpeby...
03.07.2019  Inbound
o114 " o 000050 dsoly.. 000025 000000 000050  Email demov... REPLIED Aon. 1030
:11: wHbop. ..
03.07.2019
Ready ~ 00:03:14 00:00:00  00:00:00
19:12:14
07
03072019 Outbound 01 30,95 0000:28  00:00:00 Email SAVED 1030
19:15:28 call

nn7on1a PaspaGorka: Bright Pattem
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N3meHeHUe Ha3BaHMA OoTYeTa
[N nsmeHeHUA Ha3BaHMUA OTYETA U €T0 KPATKOI XapaKTepPUCTUKU BbibepuTe oTYET M3 crucka (1) n
HaxkMuTe KHonky [lepenmeHoBaTh (2).

. \hostedcc.ru | Hactpoviku | Beixoa
KoHpurypauws — OTuetsi  3anvcw oBpatuenuii

— G

XpoHOMeTpax pa6orei oneparopa
v Oruers! Bcero sanuceii: 46

Bee Report Name « Category Scheduled At Last Run Modified By Modified Date

Konnuecrso nonb30e.. Vo cepevca 10.10.19, 17:02 ccadmin 27.05.19,17:08
06380H B pexwve Mpeackassisaiouyi  Vicxoaswuwii 06380H

Cuetapuy O6paTHble 380HKI Cepyice!

Outbound Reports Oneparop: Bxoa/8k1x0A Onepatopst / Tpynns! 23.08.18, 11:45 ccadmin 23.08.18,11:45
QMPro Oneparop: uTorossie nokazarenu Oneparops / Mpynns!

HegasHune
Agent/Team Reports

Scenario Reports Oniepatop: uTorossie nokasarenv (Age...  Onepatopsi / Tpynnei 20.08.19, 18:01 ccadmin 21.08.18,23:15
Service Reports Oneparop: o6paorka e-mail Oneparopsi / Fpynne:

Usage Reports Onepatop: pa6ora (Agent Activity) [e] / Tpynnut 23.08.18, 13:21 ccadmin 23.08.18, 13:21
WEM Reports Onepatopei: pagota Oneparopsi / Fpynsi 18.03.20, 16:58 ccadmin 08.04.20, 20:08

Oneparopei: paGora (CSV) Oneparope! / Fpynne!

Cepayic: cTaTychi 06palieHuii Cepayice! 20.08.19, 17:57 ccadmin 05.04.19, 16:00
Cepautc: cratych 0Bpauenu (Dispositi.. Cepaucst 21.08.18, 23:23 ccadmin 21.08.18,23:23
Cepayicei: nokasaTeny pagoTsi Cepycel

ArenT | Komarga OTuers!
Vcnons30sakme cepavca
Mcxoaswwii 06380H
Onepatopei / Fpynnsi Cepauicei: nokasatenu paGorsi (Service ... Cepeucs! 16.01.20, 15:54 ccadmin 21.08.18,23:22
OT4eThI CNYX6 Cepauicsi: pa6oTa no AHsM Cepaucsl 13.01.20, 15:25 ccadmin 12.05.19,0:09
Otuersi cuenapues
Cepaucs!

» Oruersi no TenedoHm

WWaBoHs! Onepatopel: pa6oTa Customize

Based on Onepatopsi: paota report template

HacTpouTs nepuoauUeckuii sxcnopt otuera

Run report ad-hoc:

VTepsan spevetn Monk30satensckmii v/ Om 070420 [3 2008 v [o: 080420 [3 2008 v Europe/Moscow

Oneparop: TanuHa VisaHosa 1 Upuka MeTposa &

Tonsko Mos noarpynna:

B OTKpbIBLIEMCA OKHE OTPeRAKTUPYITe Ha3saHuUe oTyeTa (1) 1 ero KpaTKyt xapakmepucmuky (2).
Hasxkmute OK (3) gna coxpaHeHna n3MeHeH M.

MepenmeHoBaTb

Report name: Onepartopsl: paboTa

Description: Mogpo6Hble AaHHbIe Mo paboTe
ornepartopa B XpOHONIOrMYeckoM
nopsgke. [laHHble BK/H04aKT B

Ok OTMeHUTb
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PepaktuposaHue wabnoHa otyeTa
Mnatdopma ObnayHoro KL, no3BonseT Noab3oBaTeNAM CaMOCTOATE/IbHO HACTPaMBaTh WabAoHbI OTYETa, HEe
npuberas Ans 3TOro K nomoLu coTpyaHMKoB UT nam nepcoHany nposaligepa cepsuca.

[lns pepakTMpoOBaHUA oTyeTa Bbibepute ero 3 crucka (1) u Haxkmute kHonky PefakTuposaTh /
Customise (2).

) hostedceru | Hactpoiiku | Buixoa
KoHurypauus  OT4eTsl  3anucy obpaLuemmit

Vckate

XpoHoMeTpax pa6orei oneparopa
v Otversl Bcero sanuceii: 46

Bce

Bce

Report Name Category Scheduled At Last Run Modified By Modified Date
Onepartop: BXoA/BbIX0A Onepatopsl / Mpynns! 23.08.18, 11:45 ccadmin 23.08.18, 11:45
Agent/Team Reports Onepartop: WTOroBbIe NOKasaTenut Onepatops! / Mpynnt

Hepastve

Cuenapun Oneparop: uTorossie noxasatenu (Age... Onepatopsi / Tpynnsi 20,0819, 18:01 ccadmin 21.08.18,23:15
Outbound Reports Oneparop: o6paoTka e-mail Onepartops / Fpynnet

QMPro Oneparop: paGora (Agent Activity) Oneparopst / [ovans! 23,08,18.13:21 ccadmin 08.18,13:21
Scenario Reports Oneparopei: pagora Onepatops! / Mpynnel 18.03.20, 16:58 ccadmin 01.08.19, 22:49
Oneparopsi: pa6ora (CSV) Onepartopsi / Fpynnis!

Cepauc: cTaTychl 06paLeHmit Cepeucsl 20.08.19, 17:57 ccadmin 05.04.19, 16:00
Cepayic: cTaTychi o6paujenu (Dispositi..  Cepsucs! 21.08.18, 23:23 ccadmin 21.08.18,23:23
CepBicyI: MokazaTen pagoT! Cepeuce

Cepautcei: nokasateny paGorhi (Service ... Cepaucs! 16.01.20, 15:54 ccadmin 21.08.18,23:22
Cepeucsl: pa6oTa no AHAM Cepeucsl 13.01.20, ccadmin 12.05.19, 0:09
Cepayicer: paGoTa no AwsM - Fonoc i Yat  Cepsuce! 13.01.20,15:26 ccadmin 12.05.19,0:10
Onepatopsi / Fpynnsi CepBUCHI: COBCTBEHHIN NepcoHan n ay... Cepeucsl

Service Reports
Usage Reports

WFM Reports

ArenT | Komanga OTuers!
Vcnons308akme cepavica
Vcxoasuwii 06380H

OTuersl Cayx6 Cyewapuii: noTepsHHble B5I308b! Cepcel 19.11.19, 12:19 ccadmin 19.11.19,12:19
Otuersl cuyeHapues
Cepauce!

} OTueTsi o Tene¢oHMM

Oneparopsi: pasra

Based on Oneparopsi: pabora report template

HacrpowTs neproauseckiii akcnopt oTueta
Run report ad-hoc:
WnTepsan spever: Nonb3osatensckmii v/ Om 070420 [3 1933 v fo: 080420 [3 1933 v Europe/Moscow

Oneparop: Tanwa Vsarosa v Mpwwa Merposa &

Tonsko Mo noarpynna
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O6nayHbln KoHTakT-UeHTp B. 5.x | CTaHOapTHbIe OTYETHI

B HoBOW BK/IaaKe Bpaysepa oTKpoeTca popma pesakTMpoBaHMsA WabsoHa BbiIbpaHHOro otyeTta. Popma
CoAepKMUT 2 061acTM peaakTUPOBaHUA:

(1) - obnacTb B KOTOpOI OTOBpaXkaeTcsA TEKYLULMI BUA OTYETA; B HEN MOXKHO U3MEHATb Ha3BaHWUA Nosei U1
NX NOPALOK;

(2) - obnactb AonosnHUMENbHLIX CMAMUCMUK, AOCTYMNHbIX A8 AAHHOIO OTYeTa; U3 HEee MOXHO A06aBAATb
CTaTUCTMKM B OTYET U B HEE MOXKHO MOMELL,ATb HEHYKHbIE CTaTUCTUKM.

Hacrpoiika otueta: Onepartopel: pa6oTa
Hocrynkbie cron6us! o
Classifier
Media Type
Data
Date/Time Bpews: PaBora || [nurensoc || MoppoBHoct Bpews Bpeus Bpews Cepaiuc Homep Crarye: Crarye: 1D 3anpoca
Time ™ " pasrosopa || oxwsanna oreera cepavca cucteva onepatop
Held
Oct 31,2016 Not ready 00:01:33 After call 00:00:00
Max Hold 10:54:47 AM break
Time of event. || Activty type. || Time spent Forthe || Displayedfor || Displayedfor || The reply Senvice Foran For Foran Identifer of
Can be one in this Outbound || interaction- ||  interaction- time of a name Inbound interaction- || interaction- || the case that
of the activty. For activity, handiing handing || single email activity, handiing handiing this
following:R.. || interaction || displaysthe || activiies activities is counted displays the activity, activity, interaction is
NotReady || processing || extensionof || only.For onlyFor || between the originally provides || displays the || related to.
Inbound activies, the called calls, total calls, total || moment the dialed information ||~ disposition
Outbound || includes both ||~ party if the time the time the emailis numberor || abouthow || assigned to
Conference || infocusand || callwas agentspent || agenthad || delivered to original theactivity || the call by
out-of-focus made takking during || the call on the agent destination || ended. Can || this agent
time, as well || internally and || this activity. || hold during and the email be one of the
as ACW was Excludes the || the activiy. moment address.For || following:C...
time. answered.... || hold times. Foremails || when the first an Outbound || Terminated:
thelnbound || Foremails || andchats, || meaningful activity, inbound
activity, and chats, totaltime || response is displaysthe || callichat
displays total time that the sent. callerIDor || terminated
remote that the agent had R the content by the
partysthe || agent had the of the From || customer
Caller ID for the interaction field of the Callee
calls, IP || interactionin || out of focus email when t || Terminated:
address for || focus during || during this left the outbound
chats, and || this activity. activty. system. callichat
email terminated
address for by the
‘emails. For customer
the Not Agent
Ready Disconnec.
activity, callichat
displays the terminated
reason for by the agent
being Not Rejected:
Ready f one interaction
is specified rejected by
(otherwise, the agent No
generic Not Answer:
Ready) interaction
noxasary, ok OrmennTs
rpaguikn

[na nsmeHeHUsA Ha3BaHUA NONA HaBeAUTE HA HErO YKasaTeNb U HaXKMUTE KHOMKY Mbiwn (1).

OnuTtenbHoc
Tb

Bpewms

Oct 31, 2016 00:01:33

10:54:47 AM

BBeauTe HOBOE Ha3BaHMe (2), 4NA 3aBEPLIEHMA - HAXKMUTE MbILLbIO B t060M MecTe GpopMbl.

COCTOHHMEI
Bpewms OnuTtenbHoc

Tb
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O6nayHblin KoHTakT-LeHTp B. 5.x | CTaHOapTHbIE OTYETbI

Ona nsmeHeHus nopAagKa pacnosoxXeHua noneu HaBeguTe yKa3aTe/ib Ha NOJ1I0CKY B BerHeﬁ YacTtu nonA.

YKasaTenb NpUMeT BUA, (1). NepeTawuTe None B Hy>KHOE MECTO.

N

®
Bpems OCTOsIHUE [nutensHoc Moapo6HocT Bpemsi Bpemsi
T n pasrosopa oxuaaHus
Oct 31, 2016 Not ready 00:01:33 After call 00:00:00
10:54:47 AM break

Ons pobaBneHns HOBOI CTaTUCTUKM B OTYET BbibepuTe ee U3 CNNCKA B 1EBOM YaCTK, yKasaTeb NPUMET BUS,

3

(1). NepeTawmTe CTAaTUCTUKY B HYXKHOE MecTo B oT4eTe (2).

HacTpoiika oTueTa:

JocTynHble cTon6upl:

OnepaTopbl: pa6oTa

/

—— e

Classifier
Media Type "I"j
Data
Date/Time c Bpems CocTosHure OnutensHoc || Mogpo6HocT Bpemst Bpemst Bpemst Cepauc
) Tb 7 pasroBopa oxupaHus oTBeTa
Time
Held
Oct 31, 2016 Not ready 00:01:33 After call 00:00:00
Max Hold 10:54:47 AM break
,ﬂ,/'lﬂ vYAaNneHnAa CTaTUCTUKn mn3 d)OprI OT4YETa HaBeaAUTE YKa3aTe/lb Ha NOJIOCKY B BE pXHEI\/II YaCTn nona.
YKasaTeslb NpUMeT BUA, (1). NepeTawmTe none B NeBYIO YacTb 3KpaHa (2).
Hactpoiika otyeta: OnepaTopbl: pa6oTa
JAocTynHele cTonbup:
Classifier / \c
Data e & |
Date/Time
Time Bpewms CocrosiHue [nuTenbHoc Moapo6HocT Bpems Bpems Tun Bpewms Cepsuc
Tb n pasrosopa oXugaHus oﬁpau.[eHml oTBeTa
Held
Max Hold
Oct 31, 2016 Not ready 00:01:33 After call 00:00:00
10:54:47 AM break
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O6nayHblin KoHTakT-LeHTp B. 5.x | CTaHOapTHbIE OTYETbI

[lna coxpaHeHunsa nsmeHeHuit B wabnoHe popmbl Haxkmute OK (1).

HacTpotika otuera: Onepatopel: pa6oTta

JloctynHsie cronbui:

Classifier
Data
Date/Time
Time Bpews Coctosmwe || fnutenswoc || MoppoGHoct Bpews Bpews Tun Bpews Cepauc Homep Craryc: Craryc: ID 3anpoca
Held ™ " pasrosopa || oamawss || obpauenws oreera cepavca cucreva onepartop
Max Hold
Oct 31,2016 Not ready 00:01:33 After call 00:00:00
10:54:47 AM break
Time of event. || Activity type. || Time spent For the Displayed for || Displayed for Foran The reply Service Foran For Foran Identifier of
Can be one in this Outbound interaction- || interaction- || interaction- time of a name Inbound interaction- || interaction- || the case that
of the. activity. For activity, handiing handiing handiing single email activity, handiing handiing this
followingR... || interaction || displays the activities activities activity, is counted displays the activity, activity, interaction is
NotReady || processing || extension of only.For only.For displays the || between the originally provides displaysthe || related to.
Inbound activities, the called calls, total calls, total interaction || moment the dialed information ||~ disposition
Outbound || includes both || party if the time the time the media type. email is numberor || abouthow || assignedto
Conference || in-focus and call was agentspent || agent had delivered to original the activity || the call by
out-of-focus made talking during || the call on the agent destination || ended. Can || this agent.
time, as well || internally and || this activity. hold during and the email be one of the
as ACW was Excludesthe || the activity. moment address.For || following:C...
time. answered. hold times. || For emails when the first an Outbound || Terminated:
the Inbound || Foremails || and chats, meaningful activity, inbound
activity, and chats, total time response is displays the callichat
displays total time that the sent. callerDor || terminated
remote that the agent had the content by the
party's the agent had the of the From customer
Caller ID for the interaction field of the Callee
calls, IP interaction in || out of focus email when it || Teminated:
address for || focus during || during this left the outbound
chats, and || this activity. activity. system. callichat
email terminated
address for by the
emails. For customer
the Not. Agent
Ready Disconnec...
activity, callichat
displays the terminated
reason for | by the agent
being Not Rejected:
Readyif one || interaction
is speciied | rejected by
(otherwise, the agent No
generic Not Answer:
Ready). interaction

nokasare
rpagukn
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MNepeyeHb CTaHAAPTHbLIX OTYETOB
B Tabnumue HMKe NpUBOAMTCSA NepeyeHb OTYETOB C UX KPaTKOM XapaKTePUCTUKOMN.

O6nayHbln KoHTakT-UeHTp B. 5.x | CTaHOapTHbIe OTYETHI

MonHoe onMcaHne OTYETOB Ha aHI/IMACKOM A3bIKE COAEPHKUTCA B AOKYMeHTe Reporting Reference
Guide, pacnonoxeHHOM Ha caliTe pa3paboTunKa cepsuca.

OT4eThbl B LI,aHHOVI Ta6m/|u,e PacnonoXKeHbl MO HAa3BaAHNAM Ha AHIINIACKOM A3bIKE.

HassaHue (aHrn.)

Agent/Team Reports

Agent Activity

Agent Email

Agent Login/Logout

Agent Performance

Agent Performance
By Team

Agent Time
Allocation

Call Detail

HasBaHue (pyc.)

OnepaTtopbl: paboTa

Onepartopbl:
06paboTKa 91.MOYThI

Onepartop: Bbixos, /
BbIXO/,

OnepaTopbl: UTOroBbIE

NnoKa3atenu

[pynnbl: UTOroBblE
nokKasarenm no

onepatopam

[pynnbi: 3arpy3ka no
onepatopam

BbI30B: NnoapobHOCTH

OnwucaHue (pyc.)

MoapobHble gaHHbIE No paboTe onepaTtopa B
XPOHO/IorMyeckom nopsake. [laHHble BKAKOYALOT B cebs
TMN paboTbl, BpeMA ee BbINOJIHEHUA U MHPOPMaL MO 06
obpaueHumn (gns ronoca, e-mail u yata). MoxHo
BbIBMPaTb OAHOIO UM HECKO/IbKMX ONepaTopos.

OcCHOBHbIe NOKa3aTenu no paboTe onepatopa c e-mail.
[aHHble BK/OYAlOT B Ce65 KONNYECTBEHHbIE U
BpemeHHble 3HaYeHuA. MOoXHO Bbl6UpaTb 04HOTO UK
HECKO/IbKMX OMnepaTopos.

MNMokasaTenu, cBasaHHbIe ¢ paboToi onepaTopa B
NPUIOMKEHMM onepaTopa: Bpems Bxoaa / BbIxoga u3
NPUIOKEHMUSA; PEXKMM BbIXOAA ONepaTopa; Bpems
HaXOXAEHMUA B MPUNOKEHMMU U T.4. MOXKHO BbIGpaTh
rpynny u 04HOro UM HECKONIbKMX OMepaTopos,

BXO4ALLMX B 3TY rpynny.

CBogHble gaHHble no paboTe onepaTtopa 3a AeHb, 3a
Heaenlo M CyMMapHble 3a nepuod. [JaHHble BKAOYaoT
B ceb6A KoMYecTBeHHble, BpeMEeHHbIE N NPOLLEHTHbIEe
3HayeHuA (ana ronoca m yata). MoxHoO BbIbMpaTb
OHOTO WM HECKOJIbKMX OMepaTopos.

CBogHble gaHHble no paboTe rpynmnbl ¢ pa3buBKoM No
onepaTopam 3a AeHb 1 CyMMapHble 3a Nepuoa,
MO3KHO BbI6BUPaTb OAHY WM HECKOILKO rpynn. JaHHble
BKJ/1IOYAIOT KOJIMYECTBEHHbIE, BPEMEHHbIE U
NPOLEHTHbIE 3HAYEHMUS.

CofepsKuUT cymmapHble AaHHble no paboTe rpynnbi C
pa3buBKol No onepatopam 3a nepuog,. JaHHble
BKJ/1IOYAIOT BPEMEHHbIE U MPOLEHTHbIE 3HAYEHUSA.
MOo3KHO BbIBUPaTb OAHY WM HECKONBLKO rpynn.

Cnu1CcoK BCeX BbI3OBOB B XPOHOJ/IOTMYECKOM MNopsagKe 3a
3aJaHHbIV Nepuog (ana ronoca 1 YaTa). BoibopKa no
BXOAALLMM U UCXOAALLMM HOMepaM. [aHHble
BKNIOYAIOT LNPPOBbIE, BpEMEHHbIE 3HAYEHUSA, CTaTyChbl
obpaLleHus.
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Email Detail

Internal Chats

Intra-Team by service

Intra-Team
Performance

Team Email

Team Operation
Quality

Team Performance

Email: noapobHocTH

OnepaTopbl:
BHYTPEHHWM YaT

[pynna:
obcaykmBaHue
Cepsucos ana
BblOPAHHbIX
onepaTopoBs

[pynnbl: UTOroBblE

noKasarenn ana

BblOPaHHbIX
oneparopos

[pynna: email

[pynnbl: KA4eCcTBO
paboTbl

[pynnbl: UTOroBblE
rnoKasaTtenu

O6nayHbln KoHTakT-UeHTp B. 5.x | CTaHOapTHbIe OTYETHI

Cnucok Bcex 06paboTaHHbIX e-mail B XpoHoorMyeckom
nopAgKe 3a 3agaHHblli Nnepuog,. BoibopKa No BXOAALLMM
n ncxoaalwmm e-mail. laHHble BKAOYAOT UNdPOBbIE,
BpeMeHHble 3HaYeHuA, cTaTycbl obpalleHus.

COO6LLI,EHWFI, OoTnpaB/ieHHbIE OnNepaTopamu BO
BHYTPEHHEM YaTe.

PaboTa rpynnbl no o6paboTke CepBuUcoB c pasbuskom
no BbIGpaHHbIM onepaTopam 3a nepuog,. BoamoxkeH
BbI6OP HECKO/IbKMX ONEPaTOpPOB.

WToroBsble NokasaTtenu no paboTe rpynnbl ¢ pa3buBKoi
no BbIGpaHHbIM onepaTopam 3a nepuog, (ana ronoca u
yaTa). BoamoxkeH BbI6Op HECKO/IbKMX OMEepaTopoB.

CymmapHblie nokasaTtenu no obpaboTke e-mail gns
3a4aHHOM rpynnbl. BKAoYaeT TOT ke Habop
noKasaTesiei, uyto 1 otyeT «Onepartop: o6paboTKa e-
mail». [laHHble CyMMMPOBaHbI NO BCEM ONepaTopam

rpynmn.

[aHHble pe3ynbTaToB ONPOCOB O KayecTse
06CNYKMBAHUA M NPOCAYLIMBAHMA 3aMN1Cei pa3roBopos
no rpynne B Lesom (4ns ronoca v yata).

Ob6uwme nokasatenn paboTbl No rpynne B uenom (and
rosioca v yata). BoamoxeH Bbl60Op HECKO/IbKUX Py,

Campaign In Time KamnaHus 063B0oHa: Habop oCHOBHbIX NOKa3aTesiel paboTbl KAMNAHUN,
nokasaTenu 3a pa3buTbI NO 3a4aHHbIM MHTEPBAIAM BPEMEHM.
WHTEPBa/ibl BpEMEHMU Bo3MoKeH BbIOOP HECKONbKUX Fpymn.

KamnaHus 063B0oHa:
paboTa B pexume
MNpeacKasbiBaOLWMUN

Telemarketing
Compliance

0606LeHHbIN OTYET 0 paboTe KamnaHUM B pexxume
MpepackasbiBatowwmin (Predictive). MoKasbiBaeT
KO/IMYECTBO OTBEYEHHbIX/HECOeANHEHHbIX BbI30BOB U
MX NPOLEHTHOE COOTHOLWeEHME. Bo3MorKeH BbIbOp
HEeCKONbKUX Fpynmn.

N

CueHapwuit: KonnuyecTBo NoTepaHHbIX BbI3OBOB B KaXKA0M 3/1eMeHTe

NOTEPAHHbIE BbI30BbI Bbl6paHHOro cueHapua. OTobpaxkatoTca ToNbKO 6/10KMK,
B KOTOPbIX BblIM NOTEPAHHbIE BbI30BbI. [laHHbIe
BKJ/1IOYAIOT KOJIMYECTBEHHbIE U MPOLEHTHbIE

Scenario Reports

Scenario Block
Disconnects

nokasaTenu.

Scenario Block CueHapwuii: lNoKa3blBaeT KOIMYECTBO UCMNONb30BaHUN 610KOB

Execution Frequency ucnonb3oBaHue BbIOPAHHOrO cLeHapus. JaHHble BKAOYAOT
6/10K0B KONIMYECTBEHHbIE U MPOLLEHTHbIE NMOKa3aTeu.

Service Reports
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Dispositions In Time  CepBuc: cTaTychbl CyMMapHOe KO/IMYeCTBO CTAaTycoB o0bpalleHuii no
obpauieHuni BbIOpaHHOMY cepBucy, pa3buToe No 3agaHHbIM

WHTepBanam BpeMeHu (ana ronoca, e-mail 1 yara).

Email Service Email cepeuc Kntouesble nokasatenum paboTbl cepsuca ob6paboTku e-
mail. laHHble BK/NOYalOT KO/IMYECTBEHHbIE, BpEMEHHbIe
M NPOLEHTHbIe 3HaYeHuA.

Requested Skills CepBuchI: MoKa3sbiBaeT BOCTPe6OBAHHOCTb HABLIKOB MO KaXK4oMy
NUCNO/Ib30BaHUE cepBucy. JJaHHble BK/IOYAIOT KOSIMYECTBEHHbIE,
HaBbIKOB BPEMEHHbIE U MPOLLEHTHbIE 3HAYEHUS.

Service In Time CepBsuchbl: paboTa no MNMokasaTtenu paboTbl onepatopos B CepBuce no
LOHAM 0b6paboTKke BXxoaALWMX 0bpaLleHWin, CrpynnUPoBaHHbIe

no AHsMm (41 ronoca n yata). MoXHo BblbpaTb 0AUH
WA HECKONIbKO CepBUCOB.

Service In Time - Cepsuc: pabota (ronoc OcHOBHble NoKasaTenn paboTbl Cepsuca no obpaboTke
Voice and Chat 1 yar) BXO4ALMX 06paLeHnit. BoamorkHa BbIbopKa

Pa3NNYHbIX MHTEPBANOB O0TObpaKkeHUA AaHHbIX ( 30
MWH., Y4acbl, AHU, MecAubl). ABAAETCA paclMpPeHHOM
Bepcueit otyeta «Cepsuchl: paboTa Mo AHAMY 3a cyeT
BK/IIOYEHMSA CTAaTUCTUK MO BXOAALLMM 06palLeHUAM.

Service Metrics CepBucbl: Nokasatenn CymmapHble KOIMYECTBEHHbIE U CPeAHNE BPEMEHHbIE
paboTbl nokasartenu pabotbl Cepeuca 06paboTkM BXoAALLMX

obpaleHuii (ronoc 1 yaT). MoxKHO BbIGpPaTb OAUH UK
HECKO/IbKO CEPBUCOB.

Service Staffingand  Cepsucbli: KonnyecTso BXOAALLMX BbI3OBOB, 06C/NYHKEHHbIX

Overflow COBCTBEHHbIM cobcTBeHHbIM NnepcoHanom KL, n HanpasaeHHbIX Ha
nepcoHan u ayTcopcuHr (gna ronoca v Yata). CTaTUCTUKM BbIBOAATCA
ayTCOPCUHT OTAENbHO A/1A KaXK40M rpynnbl onepaTopos,

paboTatoLmx B cepBuce U Mo KaxXaoMy HOMepy, Ha
KOTOPbI NepeBoaUANCH BbI30BbI (HOMepP
aytcopcuHrosoro KL). MoxKHo BbibpaTb 0guH UK
HECKONbKO CepBUCOB.

Virtual Queue CepBucbl: 06paTHbIE PaboTa BMpTya/ibHOM oyepeam (3anpocbl Ha 06paTHbLIN

(Callback) BbI30BblI (callback) 3BOHOK) A/1A BXOAALLMX Bbi30BOB. ObLLee KonMyecTBo
3anpoCcoB Ha 06PaTHbIN 3BOHOK U X 06paboTKa.
[aHHble BK/IOYAIOT KOJIMYECTBEHHbIE, BPEMEHHbIE U
MPOLLEHTHbIE 3HaYEHMUS.

Actual Evals CSV Omni QM: Bce OTyeT cogepKUT nepevyeHb KOMMEHTapUEB K BONpPOCam
KOMMEHTapun K B popmax oueHKN. MOXKHO BbIBpaTb HECKOBKO GopMm
BOMpocam OLLEHKMW.

All Question Omni QM: KonnvectBo [OKa3bIBAaeT BOMPOCHI, OTBETbI HA HUX U KOIMYECTBO

Comments OTBETOB OTBETOB MO KaXA0My BapuaHTy. MOXHO BblbpaTb

HECKOJIbKO CEPBUCOB, (I)OpM OLLeHKHN, BONpocoB n
BAapnaHTOB OTBETA.
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Actual Evals

Actual Evals CSV

Evaluator
Performance

Eval Areas

Question Averages

Calibrations

Score Report

Disputed Evaluations

O6nayHbln KoHTakT-UeHTp B. 5.x | CTaHOapTHbIe OTYETHI

Omni QM: oueHKHM
noapobHocTH

Omni QM: oLEeHKMU
noapobHocTm (CSV)

OMNI QM:
[TokasaTtenu oueHLWMKa

OMNI QM: CpeaHee
no 061acTaAM OLEHKMU

OMNI QM: CpeaHee
no Bonpocam

OMNI QM:
Kanunbposku

OMNI QM: OueHKkun
dopmbl

OMNI QM: CnopHble
OUEeHKN

B oTueTe npeacTaBieHbl HEArPErMpPOBaHHbIE AaHHbIE
Mo oLeHKaM, A/1A BCeX BONPOCOB M obnacTeli OLLeHOK.
Camblit NoApPO6HLIM OTYET NO NPOCTaBAEHHbIM
OLEHKaM.

[aHHbIN oTyeT cooTBeTcTBYET 0T4eTy « OMNI QM:
OUEHKWN NOAPOBHOCTWN», 33 UCKNHOYEHUEM TOFO, YTO
OTYeT BbIrpy»Kaetca B popmate CSV, yto nossonser
BbIFrPY3UTb OTYET , COAEPHHKALLNI 6ONbLIOK 06bEM
MHbopmaumm.

OTtyer Co4EePXKUT NOKasaTen, nomoraoume
onpeaennTb Ka4ecTteo pa6OTbI oueHLWWnKa.

B oTyeTe NoKa3bIBalOTCA cpegHMe pe3ynbTaThl No
KaaoM 0bnactu oueHKu.

OTUeT coaepKuT cpeaHunin 6ann no obnactn n cpegHui
6an1n 3a KaxKablli BONPOC OLLEHKW.

B oTueTe NpMBOAATCA BCE C/y4an KaiMBpPOBKH,
BKAtOYaA: GopMy OLLEHKM, AATY U BpemA 06paLLeHus,
onepaTopa, CepBuC, AUTENIbHOCTb, OLLEHLLMKA, CMINCOK
BOMPOCOB CO CPEAHUM 3HAYEHUEM U NPOBEPKOWN
pasnnymnn.

MokKa3sbiBaeT AaTy, MMA OLEHLLUMKA U OLLEHKY BCEW
dopmbl.

OtueT oTo6pakaeT NoKasaTe/iv No BCEM CMOPHbIM
OLIeHKaM.

[anee npusogutca noapobHoe onucaHue CTaHAAPTHbLIX OTYETOB.

OTueTbl NpuBeAeHbl B aipaBUTHOM NOPAAKE COINMACHO HAa3BaHUIO HA PYCCKOM fi3biKe. MopAaaok
PacnonoXeHUa CTaTUCTUK COOTBETCTBYET UX NOPAAKY B CTAHAAPTHOM WabAoOHe KOHKPETHOro oTYeTa.
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BbI30OB: MOAPOBHOCTU / Call detail

Cnu1CcoK Bcex BbI30BOB B XPOHO/IOrMUYECKOM NOPAAKE 3a 3a4aHHbI nepuog, (ana ronoca u yara).
Bbl60pKa NO BXOAALMM M UCXOAALLMM HOMepam. [laHHble BKAOUYAKOT UndpoBbie, BpeMeHHble
3HauyeHuA, CTaTycbl obpalleHus.

HasBaHue HaseaHue (pyc.) | OnucaHue (pyc.)

(aHrn.)

Date [aTa * [1na Bxodawux obpallieHnn — aata, Koraa obpatleHue
NoCTyNu/I0 Ha CEPBUC.

* lna BHympeHHuUx u Mcxodaujux obpalleHunii — AaTa Hayana
BbI30Ba.

Time Bpems * [1na Bxodawux obpallieHnin — Bpemsa, Koraa obpalieHne
NoCTyNu/io Ha CepBuC.

* lna BHympeHHuUx u Mcxodauux obpalleHunii — Bpems
Hayana BbI30Ba.

Bpems yKa3biBaeTca COMAacHO BPEMEHHOW 30He, 3a4aHHON B
HacTpoiKax KLL.

Type Tun Tun obpallLeHmna, MOXKET cneayroLmnx BUAOB:
Inbound - BxoaALmin
Inbound Chat — Bxogawimit uat
Outbound - UcxopAawwmin
Internal - BHyTpeHHWi

External — BHewHW (Koraa Bce y4aCTHMKM Bbi30Ba BHELLHMWE
Nno oTHoLLeHuo K KLL).

IVR IVR Bpems HaxoxaeHus Bbi3oBa B IVR (ABToMHpOpmMmaTope).

Queue time Bpems B ovepegm Bpems HaxoxKaeHuA Bbi3oBa B Ouepean cepsuca.

Dialing/Ringing Habop/3BoHOK Ons BxoOsuwux BbI3OBOB: BpeMsa C MOMEHTa pacnpegeneHus
BbI30Ba Ha onepaTopa A0 MOMEHTA OTBETA UM OTKAOHEHUSA
BbI30Ba.

Jna BHympeHHUx unu Mcxo0Aaujux BbI30OBOB: BpeMA C
MOMEHTA NOCTYMN/JIEHUA BbI30BA K BbI3bIBAEMOW CTOPOHE A0
MOMEHTa OTBETa UNM OTKNOHEHUA BbI30OBa.

Talk Pasroeop ObLee Bpema pa3roBopa, BKAKOYAA BPEMA yaeprKaHUA
BbI30BaA.

[ns YatoBs: obLiee Bpems, Korga 4at bbin B pokyce
BHMMaHMA onepaTtopa (AaHHbIM YaT bbin BbibpaH cpeau
aKTUBHbIX 0BpalLleHnN Ha p.M. onepaTopa).

Hold YnepaHue Obuiee BpemMa HAXOXKAEHMA BbI30Ba HA YAEPrKaHUMN.

[ns yatos: obLee Bpems Koraa gaHHbIW YaT bbin He B
¢$OoKyce BHMMaHMA onepaTtopa (4aT bbla OTKPLIT, 33
WCKNloYeHnemM BpemeHu Pasroeopa).
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Held

Max Hold
Wrap-up time

Duration

From

Original
Destination

Connected To

Connected To #

Scenario

Service/
Campaign

Transferred
From

Agent
disposition

Notes
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Kon-Bo yaep:kaHui

Makc. yaep*kaHue

3aBepLuieHue

Obuwan

ANNTENBHOCTb

(0]

Ha3sHayeHue

OTBeTun

CoeaunHeH

CueHapuit

Bx.cepsuc/
KamnaHua

Mepesopg,

Cratyc: onepaTtop

KommeHTapum

MoKasbIBaeT, CKOJIbKO pa3 obpalueHme 6bi10 NOCTaBAEHO HA
yaep:KaHue. [lnsa yaToB U email — cKoNbKo pa3 obpalleHne
6b1210 He POKyce BHMUMAHUA onepaTtopa.

Bpems MaKcMMaNbHOrOo yaepsKaHua obpalleHus.
Bpemsa nocTBbI3bIBHOM 06paboTKM 06paLleHUs.

[nsa TenedoHHbIX BbI3OBOB M 4aTOB: 06Las A/UTENbHOCTb
06paboTKKN 06paLLEeHNA C MOMEHTA NOCTYNNEHMA Ha CePBUC U
[0 MOMEHTA ero 3aBepLUeHus.

B cnyyae, ecnm obpaueHue 6oino lepesedeHo, emy byayTt
COOTBETCTBOBATb HECKOJIbKO CTPOK B OTYETE (MO Ko/MYecTsy
nepesogos). Mpu 3Tom B NepBoli CTpoKe JaumenbHocmsb
6yaet pasHa 0, nocnegHss cTpoKka 6yaeT NoKasbiBaTb NOJHYO

AnumensHocms 06paboTkM 06paLLeHus.

«OT» NOKa3biBaeT MHUNUMNATOPA O6an.I,EHMFI.

Ons Bxoosuwux Bbi3oBOB: 3T0 AOH KaveHTa (Bbi3blBatoLLel
CTOPOHbI).

Ansa Mcxodauwux nn BHympeHHUX BbI3OBOB: 3TO BHYTPEHHMIA
HOMEp COTPYAHMKA, KOTOPbIN MHULMNPOBA BbI30B.

HasHauyeHuWe obpalueHus.

[nsa Bxodsawux BbI3OBOB: HOMEP, NePBOHAYasIbHO
HabpaHHbI KNMEHTOM.

Ona Yamoe: Ha3BaHue CueHapus, B KOTOPbIN Nonasno
obpaleHue.

CoTpYAHMK/ KANEHT (ecamn N3BECTHO MMSA), OTBETUBLLNIA Ha
Bbl30B/yuar.

[na BbI30BOB: Te/eOHHbIN HOMEP CTOPOHbI, KOTOpas
OTBETM/IA Ha BbI3OB.

HaseaHue CueHapua, KOTOPbI NepBbIM Haya/l 06pabaTbiBaTb
obpalleHue.

HasBaHue cepBuca, KoTopbiit obpabaTbiBan AaHHOE
obpauleHue.

Ecnu 66110 U3MeHeHMe Tna obpaleHna nan oHo 6bi1o
nepeBeAeHO, KarKaoe Takoe cobbiTUe oTparkaeTcs B BUAE
OTAEeNbHOW CTPOKU B OTYETE.

Ecnn obpalueHune 6b110 nepeBeseHo, NOKa3bIBaET
BHYTPEHHMI HOMEP C KOTOPOTO ObI1 OCYLLECTBNEH NMEPEBOA,

CraTyc, BbICTaB/IEHHbIM ONepaTopom No utoram obpaboTkn
obpauleHus.

KommeHTapui1, BBEAEHHbI ONEepaTopom No UToram
06paboTkm obpalueHus.
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Disposition

Media Type

InSL

Monitoring
banned

Voice recording
banned

Co-browse

Global ID
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CraTtyc: cuctema

Buza obpalteHums

CootBetcTBue SL

OTmeHa KoHTponA

OTmeHa 3anucun

CoBMecCTHbIN
npocmoTp

NaoeHTndukatop
obpaleHun

MoKasblBaeT, YeM 3aKOHUYMIOCH 0BpaLLEeHME C TOYKU 3pEHUS
cuctembl. MonHbIM NnepeyeHb CTaTycoB NO faHHOMY OTYETY

npuseaeH B [IpuanoxkeHnn 1.

Bua obpaweHna. Moxet bbITb cneaytoLmMx BUAOB:
VOICE — lonoc

CHAT — Yar.

MokasblBaeT, 6b110 M gaHHOe obpalleHne 0bpaboTaHo B
CPOKM, 3aZaHHble ana AaHHoro Cepeuca.

Bo3moskHble 3HaueHus: YES — [la; NO — HeT; nyctoe 3HaueHwue.
I MNpumeyaHue: Ans BbI3OBOB, 3aBepPLUEHHbIX B ouepeau

(nokasatens Disposition / Ctatyc: cucteMa — Abandoned in
queue / lMomepsaH 8 Oyepedu) BO3MOXHbIE 3HaYeHUA:

¢ Yes ([1a) - ecnv BbI30B HbIN 3aBEPLUEH 33 BpEMA <

3agaHHoMy B SL (HeakmyanbHbie nomepsHHbie / short-
abandoned 8bi308b1);

* No (HeT) - ecnv BbI3oB 6bin 3aBepPLUEH 33 Bpems 2
3agaHHOMmy B SL.

MoKasbiBaeT, 6b1/1 I OTMEHEH KOHTPO/Ib 332 BbI3OBOM CO
CTOPOHbI CynepBM3opa.

MNokasbiBaerT, 6blf1a I OTMEHEHa 3anucb pa3rosopa.

MokasbiBaeT, Obl1 M BK/IOYEH KO-Opay3uHT (COBMECTHbIN
NpocmMoTp) Bo Bpems 06paboTku Beb-yaTa.

B HacToALlee BpeMa UCNOb3YeTca TONbKO C KO-6pay3nHrom
ot Surfly.

YHWKaNnbHbIA MAEHTUDMKATOP AaHHOro obpalleHus.
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rPYMNMA: UTOTOBbIE MOKA3ATE/IU ANA BbIBPAHHbIX OMEPATOPOB/ Intra Team

Perfomance
Utoroeble noKasaTtenu no pa6ote rpynnbl ¢ pa3busKoii No BbIGpaHHbIM onepaTopam 3a nepuog, (ana ronoca
1 yaTta). BoamorKeH BbI6GOP HECKONIbKUX OnepaTopos.

Ha3BaHue
(aHrn.)

Occupancy %

Average Handling
Time (Inbound)

Average Handling
Time (Outbound)

Total Logon Time

Number of
Surveys

First Call
Resolution %

Contact
Satisfaction

Net Promoter
Score

Call Rejects

Initiated Transfers

HassaHue (pyc.)

3arpy3ska %

CpenHee Bpems
06paboTKM BXOAALLMNX
BbI30OBOB

CpeaHee Bpems
06paboTKKN NCXOAALLUX
BbI30BOB

Obuiee Bpemsa B
cucteme

Konunyectso onpocos

FCR %

CSAT

NPS

OTK/NIOHEHHbIe BbI30BbI

MNepeagpecoBaHHble
BbI30BbI

OnucaHume (pyc.)

MpoLeHT BpeMEHM, 3aTPa4YEHHOM OMEepPaTopom Ha
06paboTKy BbI30BOB (BK/IOYaA NOCTO6PabOTKY) No
OTHOLLEHMUIO K 06LLemy BpeMeHU paboTbl (06paboTKa
BbI30BOB + COCTOAHWNE [0MO08).

CpegHee Bpemsa 06paboTKM ONepaTopom BXOAALLMX
BbI30BOB (BKOYasA NOCTOO6PabOTKY).

CpepHee Bpema 06paboTKM ONepaTopom UCXOAALLUX
BbI30BOB (BK/t04as NocTobpaboTky).

O6lee Bpemsa HaxoXAEHNA B CMCTEME 3a 3a[aHHbIN
WHTEpBa BPeMEHMU.

Konnuecrtso onpocos, CBA3aHHbIX C BbI30BaMMU,
06paboTaHHbIMK ONEepPaTOPOM 3a 3aAaHHbIA UHTepBan
BPEMEHM.

[ona 3anpocos, peLleHHbIX ¢ nepBoro obpatyeHna.
MpoLEeHT onpocoB, B KOTOPbIX Bbl1 NoATBEPKAEH
yCreLHbl pe3ynbTaT NepBoro obpalleHus no
OTHOLLEHMUIO K 06LEeMY YNC/TY ONPOCOB, CBA3AHHbIX C
Bbl30BaMW, 06paboTaHHbIMKW ONepaTopPoOM 3a 3a4aHHbIN
WHTEpPBan BpemeHu.

YOoBNeTBOPEHHOCTb KAneHTa. CpeaHWUI nokasaTtesb
YAOB/ETBOPEHHOCTUN KAMEHTA NO BCEM OMPOCaM,
CBA3aHHbIM C BbI30BaMW, 06pabOTaHHbIMKW ONepaTopom
33 3a4,aHHbI UHTEPBAN BPEMEHMW.

MoKasaTenb NOANBHOCTU KAMEHTOB. [ToKa3aTens,
paccYyMTaHHbIM NO BCEM ONPOCAM, CBA3AaHHbIM C
Bbl30BaMn, 06paboTaHHbIMM ONepaTopPOM 3a 3a4aHHbIM
WHTepBan BpemeHn. MeToanKa pacyeTa nokasatens
AO0CTYNHa Mo CCbIKe.

KonnuyecTBo BXOAALLMX BbI3OBOB, OTK/IOHEHHbIX
onepaTopom.

KonunyecTtso BbI30BOB, NepeagpecoBaHHbIX ONepaTopoMm.
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rPYNMA: OBCNYXUBAHUE CEPBUCOB A1 BbIEPAHHbIX OMEPATOPOB / Intra-Team

by service

Pabota rpynnbl no 06paboTke CepBMUCOB C pa3buBKoii No BbiIGpaHHbIM onepaTopam 3a nepuog. BoamoxkeH
Bbl6OP HECKONIbKMX OMNepaTopos.

Ha3BaHue
(aHrn.)

Number of Calls
Offered

Average
Handling Time
(inbound)

Number of Calls
Made

Average
Handling Time
(outbound)

Number of
Surveys

First Call
Resolution %

Contact
Satisfaction

Net Promoter
Score

Agent Abandons

Call Rejects / No
Answer

Initiated
Transfers

HaseaHue (pyc.)

Konnuectso
06paboTaHHbIX
BbI30BOB

CpegHee Bpema
06paboTKu
(Bxopsauwme
BbI30BbI)

Konunyectso
COEeNaHHbIX
BbI30BOB

CpegHee BpemA
06paboTKu
(ncxopAawme
BbI30BbI)

Konunyectso
onpocos

FCR %

CSAT

NPS

CbpouweHo
onepaTopom

OTK/IOHEHHble /
HeoTBeYeHHble
BbI30BblI

MNepeagpecoBak-
Hble BbI30BbI

Onwucanume (pyc.)

Konnuyectso BxogsaLMX BbI30BOB, 06paboTaHHbIX
onepaTopom.

CpeaHee 3HayeHWe oA cneayolLmnx rnokasaTteneit 0b6paboTku
BXOAALLMX BbI3OBOB: BPEMS pa3roBopa + NocTBbI3blBHAA
06paboTKa + Bpema yaeprKaHus.

Ko/iMuecTBo NCXodALLMX BbI3OBOB, CAeNaHHbIX ONepaTopom,
BKJ/I0YaA BbI30BbI, CAE/MaHHble B paMKax KamnaHnu o63BoHa.

CpeaHee 3HayeHWe oA cneayolnx rnokasarteneit 0b6paboTkm
NCXOAALMX BbI3OBOB: BPEMA Pa3roBopa + MNOCTBbI3bIBHASA
06paboTKa + Bpems yaepiKaHua. BKatoYaeT BbI30BbI,
caenaHHble B pamMKax KamnaHuu o63BoHa.

KonnyecTBo onpocoB., CBA3aHHbIX C BbI3OBaMMU,
06paboTaHHbIMM ONEepPaToOPOM 3a 3a4aHHbI UHTepBan
BPEMEHMU.

[ons 3anpocoB, pelleHHbIX ¢ NepBoro obpatieHus %:
NPOLEHT ONPOCOB, B KOTOPbIX Obl/1 MOATBEPKAEH YCMELIHbIN
pe3ynbTaT NepBoro 06paLleHUs No OTHOLIEHUIO K obLiemy
YyKcay OMNPOCOB, CBA3AHHbIX C BbI30BaMM, 06paboTaHHbIMM
onepaTopoOM 3a 3a4aHHbI UHTEPBA/ BPEMEHMU.

Y0BNETBOPEHHOCTb K/AMEHTA: CPeAHUI NOKasaTenb
Y4,0BNETBOPEHHOCTU K/IMEHTA MO BCEM OMPOCaM, CBA3AHHbIM
C Bbl30BamMM, 06paboTaHHbIMKU ONePaTOPOM 3a 3a4aHHbIN
WHTEPBa BPEMEHMU.

MoKasaTesb I0AIbHOCTU KIMEHTOB: NOKasaTtenb ,
paccyMTaHHbIM NO BCEM OMpPOCcam, CBA3aHHbIM C BbI30BaMM,
06paboTaHHbIMM OMEPaATOPOM 3a 334aHHbIN UHTEPBAN
BpemeHu. MeToamKa pacyeTta nokasaTtena 4OoCTymnHa no
CCblJIKE.

KonnuecTtso BxoaALLMX BbI3OBOB, NMPUHATbBIX ONepaTopom u
3aBepLEeHHbIX B TEHEHNN 10 cek.

KonnyecTtso BbI30BOB, OTK/IOHEHHbIX M/VI}'IVI HEeOoTBEYEHHbIX

onepaTopom.

KonnyecTBo BbI30BOB, NepeaspecoBaHHbIX ONepPaTopoM.
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rPYNMbl: KAYECTBO PABOTbI / Team Operation Quality
JaHHble pe3ynbTaToOB ONPOCOB K/IMEHTOB O KauecTBe 06C/NyXUBaHUA U OLLEHKU 3anuceit obpalleHuii no
oneparopam, BXoAslmnMm B Bbi6paHHble rpynnbl (4nA ronoca u yarta).

HasBaHue HasBaHue (pyc.) | Onucanue (pyc.)

(anrn.)

Calls Graded OugeHeHo Konnuectso obpalLeHmnit, 06paboTaHHbIX onepaTopamu
obpaleHui [OaHHOW rpynnbl, B NPOBOAM/ICA ONpoc.

Number of Konnuectso KonnuyectBo onpocoB., cBA3aHHbIX C 06paLLeHUAMM,

Surveys onpocos 06paboTaHHBIMM OMEepPaTOPOM 3a 334aHHbIV UHTEPBA

BPEMEHMU.
First Call FCR % Jlons 3anpocos, pewieHHbIX ¢ nepsoz2o obpaweHus %:
Resolution % NPOLEHT ONPOCOB, B KOTOPbIX Obl/1 NOATBEPKAEH YCNELWHbIN

pe3ynbTaT NepBoro o6palleHns No OTHOLEHMIO K 0bLiemy
yncay ONPOCOB, CBA3AHHbIX C 06paLLEHUAMM,
06paboTaHHbIMK OMEepPaTOPOM 3a 334aHHbIN UHTEPBAN

BpemeHu.
Contact CSAT Y0oenemeopeHHOCMb KaueHma: cpeaHuii nokasatenb
Satisfaction YAOBNETBOPEHHOCTU K/IMEHTA MO BCEM OMPOCAM, CBA3AHHbIM

C Bbl30BamM, 06paboTaHHbIMW ONEPATOPOM 3a 3a4aHHbIN
WHTEPBA BPEMEHM.

Net Promoter NPS lTokazamersb 10A/1HOCMU KAUEHMO8: NoKa3aTenb ,

Score paccYMTaHHbIN MO BCEM OMNPOCaM, CBA3AHHbIM C BbI30OBaMM,
06paboTaHHbIMK ONEepPaToOPOM 3a 3a[laHHbI UHTepBan
BpemeHun. MeToanKa pacyeTa NoKasatensa AOCTyMNHa no
CCblIKE.

23


https://vc.ru/ensi/126471-nps-indeks-potrebitelskoy-loyalnosti

O6nayHbln KoHTakT-UeHTp B. 5.x | CTaHOapTHbIe OTYETHI

rpynnbl: 3ArPy3KA nNo ONEPATOPAM / Agent Time Allocation
CoaepX1UT cymmapHble AaHHble no paboTe rpynnbi ¢ pa3busBKoii no onepatopam 3a nepuog. MoKHo
BbI6MpPaTb OAHY WU HECKO/IbKO rpynn. [laHHble BKAOYAOT BpemMeHHble U NPOLEHTHbIe 3HaYeHUs.

EELELTZS

(aHrn.)

Total Logon
Time

Total Working

Time

Occupancy %

Busy (Inbound)
%

Busy
(Outbound) %

Average Ringing
Time

After Call Work

%

Ready %

AlINR %

Lunch NR %

No answer NR %

HasBaHue (pyc.)

Obuee Bpemsa B
cucteme

Obuwee Bpems

paboTbl

3arpy3ka B %

3aHAT (BXxoAAwWwMe
obpaweHuna) %

3aHAT (McxoaaLume
obpaleHun) %

CpeaHee Bpema
3BOHKa

[MocTBbI3bIBHAA
obpaboTtka %

[oToB %

He rotoB %

Oben %

Het otBeTa %

OnwucaHume (pyc.)

Obuee Bpema HaXOKAEHWUS B CUCTEME 33 3aZaHHbIN
WHTEPBaN BPEMEHW.

Bpems paboTbl, BK/IOYAOLLEE HAXOXKAEHWNE B COCTOAHMUAX
«3aHAM» + «[locmesi3bieHas 0bpabomka» + Bpems
HaXOXA4EeHMUSA B COCTOAHUN «[omoe»

MpoueHT BpemeHU Ha 06paboTKy Bbi3oBOB. Onpeaensercs
KaK OTHOLLUEHWE BPEMEHU HaXOXKAEHUA B COCTOAHUAX
«3aHam» + «[locmebi3bigHaAa 06pabomKa» No OTHOLEHUD K
Obuwemy spemeHuU pabomeil.

MpoueHT BpemMeHn Ha 06paboTKy BXOAALMX 06paLLEeHWA.
Onpegensetca Kak OTHOLIEHWE BPEMEHWN HAaXOXAEHUA B
COCTOSAHUAX «3aHAM» + «YOepxcaHue 861308a» Mo
OTHOLWeHUIo K O6wemy spemeHu 8 cucmeme. He BrkaroYaeT
COCTOAHUA «380HOK» U «[locmebizbisHAA 06pabomka».

MpoueHT BpeMeHn Ha 06paboTKy ncxoaslumx obpalleHnn,
BK/tOYAsA KamnaHuy 063BoHa. OnpegenseTca Kak OTHOLWEeHWe
BPEMEHWN HAaXOXAEHWNA B COCTOAHUU «3aHAM» + BPeEMSA
Habopa HoMepa + Bpems yAep*KaHWA BbI30Ba MO OTHOLIEHUIO
K Obwemy spemeHu 8 cucmeme. He BKIOYAET COCTOSIHME
«locmebi3bigHas obpabomka».

CpeaHee 3HayeHMe ANA CneayoLmMX NoKkasaTenei: spems
3BOHKa [10 OTBETa onepaTopa, OTKAOHEHMA Bbl30Ba
onepaTopom, oT60s CO CTOPOHbI KMEHTA 1 0TBOA CUCTEMDI
no HeoTBeTy. BK/OYaeT Bpems 3BOHKa A1A PYYHbIX
NCXOAALMX BbI30BOB (He CBA3aHHbIX C KamnaHWel 063BoHa).

MPOLEHT BpeMEHWN HaXOXKAEHWUSA B COCTOAHUK
«[Mocmebi3bisHas 0bpabomka» No oTHOLEHUIO K Obwemy
s8pemMeHuU 8 cucmeme.

MpPOLLEHT BpEMEHN HaxOoXOeHNA B COCTOAHUN «[omoe» no
OTHOLLEHMIO K OBLemMy spemeHu 8 cucmeme.

MpOoLEHT BpEMEHM HETOTOBHOCTM OnepaTtopa no Abom
npuyMHe No OTHOLWEHMIO K Ob6Lemy epemeHu 8 cucmeme.

MpoueHT BpeMeHM HETOTOBHOCTM onepaTtopa no npuymnHe
«06€e0» No oTHoWeHWI K Obwemy spemeHuU 8 cucmeme.

MpoueHT BpemMeHM Koraa onepartop 6bia1 NPUHYAMTENbHO
nepeseAeH B COCTOAHMNE «He 20moe» Mo NpuYMHe HeoTBeTa
Nno oTHOLEeHUto K Obwemy spemeHu 8 cuicmeme.
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rPYNMNbl: UTOFOBbIE NOKA3ATE/IU / Team Perfomance

O6wue noKasatenu paboTbl NO rpynne B LLeJIOM (411 ronoca 1 4yarta). BoamorkeH BbI6GOp HECKONbKUX rpynin.

Ha3ssaHue

(aHrn.)

Occupancy %

Number of Calls
Offered

Average Handling
Time (Inbound)

Number of Calls
Made

Average Handling
Time (Outbound)

Number of
Surveys

First Call
Resolution %

Contact
Satisfaction

Net Promoter
Score

Co-browse

HassaHue (pyc.)

3arpyska

Konunyectso
06paboTaHHbIX
BbI30BOB

CpenHee Bpems
06paboTKKN BXOAALLMX
BbI30OBOB

Konnyectso
cAeNaHHbIX BbI30BOB

CpenHee Bpema
06paboTKKN NcxoaALLUX
BbI30BOB

KonnyecTtso on pocos

FCR %

CSAT

NPS

CoBMeCTHbIN
NpPoCcMoTp

OnucaHue (pyc.)

MpoLueHT BpeMeHHU, 3aTpayeHHOM BCEMM OMNepaTopammu
rpynnbl Ha 06paboTKy BbIZOBOB (BK/IOYaA
noctobpaboTKy) NO OTHOLWIEHMIO K 0bLEMY BPEMEHU
paboTbl (06paboTKa BbI3OBOB + COCTOAHUE «[0MO8Y»).

0O6uee KoMYecTBO BXOAALLMX BbI30BOB, 06paboTaHHbIX
BCEMM OnepaTtopamm rpynroi.

CpeaHee Bpema 06paboTKM BXOAALLMX BbI3OBOB
(BKNtOYaA NOCTOOPaBOTKY) BCEMM OMepaTopamm rpynmbl.

ObL1ee KONMYECTBO UCXOAALLMX BbI30BOB,
06paboTaHHbIX BCEMM OnepaTopamu rpynnbl.

CpeaHee Bpems 06paboTKM MCXOAALLMX BbI3OBOB
(BKntoyaa nocTtobpaboTKy) BCeEMU onepaTopamm rpynnbl.

KonnyecTBo pesynsbTaToB ONPOCOB O KayecTse
06CNyKMBaHUA BbI30BOB, 06paboTaHHbIX onepaTopamm
rpynnsoi.

[ons 3anpocoB., peLleHHbIX C NepBoro obpalleHus.
MpoLEHT pe3yNbTaToB OMNPOCOB, B KOTOPbIX OTMEYEHbI
BbI30Bbl B KOTOPbIX MOMIHOCTbIO PELINIM BONPOC KAMEHTa
C nepBoro o6palueHns, K 0bLiemy KonndyecTsy

OMpPOCOB, CBA3aHHbIX C BbI30Bamu, 06paboTaHHbIMK
onepartopamu rpynmbi.

Y0BNETBOPEHHOCTb KAneHTa. CpegHAn oueHKa, AaHHan
KAMEHTaMM MO pe3y/ibTaTam BCEX ONPOCOB, CBA3AHHbIX C
Bbl30BaMM, 06paboTaHHbIMM OnepaTopamu rpynnbi.

Moka3aTenb N0ANbHOCTU KANEHTOB pPaccYnTaHHbIN Mo
BCEM OMpPOCam, CBA3aHHbIM C BbI30BaMU,
0bpaboTaHHbIMM onepaTopamm rpynnbl. MeToanka
pacyeTa nokasaTesia AOCTyMHa MO CCbUIKE.

Konnuectso obpalleHunii Beb-4ata B KOTOPbIX Hbin
BK/IIOUYEH KO-6pay3unHT (COBMECTHbIM NPOCMOTp).
B HacToALLee Bpema UCNOJIb3YeTca TO/IbKO C KO-
6pay3uHrom ot Surfly.
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rPynNnbl: UTOFOBbIE MOKA3ATE/IM NO ONEPATOPAM / Agent Performance By Team

O6nayHbln KoHTakT-UeHTp B. 5.x | CTaHOapTHbIe OTYETHI

CBogHble AaHHble No paboTe rpynnbi ¢ pa3buBKoi No onepaTtopam 3a AeHb U CYyMMapHble 33 Nepuoa,.
Mo3KHO BbI6MpPaTb OA4HY UAN HECKONbKO rpynn. [laHHble BKAKOYAIOT KOIMYeCTBEHHbIEe, BpeMeHHbIe U
NPOLEHTHbIE 3HAYEHUS.

HasBaHue

(aHrn.)

Occupancy %

Number of Calls
Offered

Average
Handling Time
(inbound)

Number of Calls
Made

Average
Handling Time
(outbound)

Total Logon
Time

Total Working
Time

Call Rejects / No
Answer

Initiated
Transfers

Number of
Surveys

First Call
Resolution %

HasBaHue (pyc.)

3arpyska %

Konunyectso
06paboTaHHbIX
BbI30BOB

CpegHee BpemA
06paboTKu
(BxomAwme
BbI30BblI)

Konunyectso
COENaHHbIX
BbI30BOB

CpegHee Bpema
06paboTKK
(ncxopgawme
BbI30BblI)

Obuiee Bpemsa B
cucteme

Obuee Bpems
paboTbl

OTKNOHEHHble /
HeoTBeYeHHble
BbI30BbI

NepeagpecosBaH-
Hble BbI30Bbl

Konnuyectso
onpocos

FCR %

OnucaHume (pyc.)

MpoLeHT BpemeHn Ha 06paboTKy BbI30BOB. Onpeaensercs
KaK OTHOLUEHME BPEMEHM HAXOXKAEHMA B COCTOAHUAX
«3aHam» + «llocmebi3bigHaA 06pabomKa» No OTHOLWEHUD K
Obwemy spemeHuU pabomel.

KonnuecTso BXxoAALLMX Bbl30BOB, 06paboTaHHbIX
onepaTopom.

Ona email: obwee yncno sxogawmx email, obpaboTaHHbIX
onepaTopom, BKAKOYan OTBEYEHHbIE, 3aKpbiTble 6e3 oTBeTa,
nepeseAeHHbIE.

CpeaHee 3HayeHWe oA cneaytolnx rnokasareneit 06paboTku
BXOAALLMX BbI30OBOB: BPEMS pa3roBopa + NocTBbI3blBHAA
06paboTKa + Bpema yaeprKaHus.

Ko/iMuecTBo NCXOAALLMX BbI3OBOB, CAENaHHbIX ONepaTopom,
BKJ/I0YaA BbI30BbI, CAENaHHbIe B paMKax KamnaHuu o63BoHa.

CpeaHee 3HayeHWe oA cneayolnx rnokasaresnein 0bpaboTku
NCXOAALMX BbI3OBOB: BPEMA Pa3roBopa + MNOCTBbI3bIBHAsA
06paboTKa + Bpems yaepKaHuA. BKAtoYaeT BbI30BbI,
caenaHHble B pamKax KamnaHuu o63BoHa.

O6Lee BpeMsa HaXOXAeHUA B CMCTEME 3a 3aJaHHbIN
WHTEPBa/ BPEMEHM.

Bpems paboTbl, BKAOYAKOLLEE HAXOXKAEHWUE B COCTOAHUAX
«3aHam» + «[locmebi3bleHaA 0b6pabomka» + Bpems
HaxXoXA4eHWA B COCTOAHUM «[0mo8»

KONM4eCcTBO BbI30BOB, OTKAOHEHHbIX U/MAN HEOTBEYEHHbIX
onepaTopom.

KonnyecTtso BbI30BOB, nepeagpecoBaHHbIX ONepPaTopoM.

KonnyecTBo onpocoB, CBA3aHHbIX C BbI30BaMM,
06paboTaHHbIMK OMEepPaTOPOM 3a 334aHHbIN UHTEPBAN
BPEMEHMU.

[ons 3anpocos., pelleHHbIX ¢ nepBoro obpatyeHus. MpoueHT
OMnpOCOoB, B KOTOPbIX BblN MOATBEPKAEH YCNELWHbI pe3ynbTaT
nepBoro obpalleHns No OTHOLLEHWUIO K 06LLemy Ymucay
ONpOCOB, CBA3aHHbIX C BbI30BaMK, 06paboTaHHbIMMK
onepaTopom 3a 3a4aHHbIN MHTEPBA/ BOEMEHM.
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Contact
Satisfaction

Net Promoter
Score

Ready %

Busy (Inbound)
%

Busy

(Outbound) %

Ringing %

After Call Work
%

O6nayHbln KoHTakT-UeHTp B. 5.x | CTaHOapTHbIe OTYETHI

CSAT

NPS

[oToB %

3aHAT (BXxoadAwMme
obpaleHun) %

3aHAT (Mcxopame

obpaueHuna) %

3BOHOK %

MocTBbI3bIBHAA
obpaboTka %

YA0BNeTBOPEHHOCTb KAneHTa. CpegHuUii nokasatenb
Y4,0BNETBOPEHHOCTU K/IMEHTA MO BCEM OMPOCaM, CBA3AHHbIM
C Bbl30BamMM, 06paboTaHHbIMKM ONEPaTOPOM 3a 3a4aHHbIN
WHTEPBAN BPEMEHMU.

lNoka3aTenb NOANBLHOCTU KAUEHTOB paCC‘-IVITaHHbIﬁ no BCem
onpocam, CBA3aHHbIM C BbI3OBaMMU, O6pa6OTaHHbIMM
onepaTopom 3a 3aAaHHbIV1 MHTepBan BpemeHun. MeTtoanka
pPacyeTa NoKasaTesia AOCTYMNHa Mo CCblJIKE.

MpoueHT BpemMeHU HaxXoXAeHUA B COCTOAHUM «[omoé» no
OTHOWEHUI K O6LL{€My 8pemMeHU 8 cucmeme.

MpoueHT BpemMeHn Ha 06paboTKy BXO4ALLMX 06paLLeHUA.
OnpepenseTcs Kak OTHOLEHWE BPEMEHWN HaXOXKAeHUsA B
COCTOAHUAX «3aHAM + «YOepxcaHue 861308a» Mo
OTHOLIEHUIo K O6wemy spemeHu 8 cuicmeme. He sxkntouaem
COCTOSIHUA «380HOK» U «[locmabi3bisHas obpabomka».

MpougeHT BpeMeHM Ha 06paboTKy ncxoaslmx obpalleHni,
BKtOYaA KamnaHuy 063BoHa. OnpeaenseTcsa Kak OTHOLWeHne
BPEMEHWN HaXOXAEHUA B COCTOAHUU «3aHAM» + BPEMSA
Habopa HoMepa + Bpemsa yaeprKaHMA BbI30Ba NO OTHOLIEHMUIO
K Obwemy spemeHuU 8 cucmeme. He BKAKYaEeT COCTosHUE
«[Tocmebi3bisHas obpabomka».

MpoLeHT BpemeHu 3B0HKa. Onpeaensaercs, Kak obliee Bpems
3BOHKa [10 OTBETA OnepaTtopa (Bxoasalune n ucxoasiime
BbI30BbI) N0 OTHOLWIEHUIO K Obwemy spemeHu 8 cucmeme.
BKAtoyaeT BpemsA 3BOHKA ANA PYHHbIX UCXOAALLUX BbI3OBOB
(He cBA3aHHbIX C KamnaHuel 063BoHa).

MPOLEHT BpeMeHN HaXxOXKAeHUs B COCTOAHUN
«[TocmebizbisHas 06pabomka» No oTHoWeHUo K O6wemy
8pemeHU 8 cucmeme.
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rPYNMNA: EMAIL/ Team Email
CymmapHble NoKasaTtenm no obpaboTtke e-mail ana 3agaHHoOI rpynnbl. BKAovaer ToT e Habop
nokasareneu, u4to u otueT «OnepaTtopbl: 06paboTKa e-mail». [laHHble CyMMUpPOBaHbI N0 BCEM OnepaTopam

rpynn.
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KAMMNAHWA OB3BOHA: O63BOH B PEXXMME NMPELCKA3bIBAIOLLIUN / Telemarketing

Compliance
0606LWeHHbIN oTYeT 0 paboTe KamnaHuu B pexkume MpepcKasbisarowmi (Predictive). MoKasbiBaeT
KONNUYECTBO OTBEUYEHHbIX/HecoeaMHEHHbIX BbI3OBOB U UX MPOL,EHTHOE COOTHOoWweHue. BosmoxeH Bbi6op

HEeCKO/NIbKMX rpynn.

HassaHue HasBaHue (pyc.) | Onucanue (pyc.)

(anrn.)

Calls Answered OTBeuyeHHble Konnuyectso BbI30BOB, OTBEUYEHHbIX Bbl3bIBAEMOWN CTOPOHOI.
BbI30BbI

Calls HecoeguHeHHble KonnuyectBo BbI30BOB, OTBEYEHHbIX Bbl3bIBAEMOI CTOPOHOM U

Unattended BbI30Bbl 3aTem: b0 3aBepueHHbIX B IVR , 1M60 OTKNHOYEHHbIX

cepBucom, NMBo coegMHEHHbIX C ONepaTopom 3a Bpems,
npesbllaoLLee NMMUT BPEMEHW OXNAaHNA OTBETa
oneparopa.

Unattended % HecoeguHeHHble %  lNpoueHT KonnyecTsa HeCOeaMHEHHbIX BbI3OBOB MO
OTHOLUEHWIO K OTBEYEHHbIM BbI30BaM.
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KAMMNAHUA OB3BOHA: MOKA3ATE/IN 3A UHTEPBA/1bl BPEMEHU / Campaign In

Time

Habop ocHOBHbIX NOKa3aTeneit paboTbl KamnaHuu 063BoHa , Pa3buTbI NO 3a4aHHLIM UHTEPBaNaM
BpemeHU. Bo3moxkeH BbI6OP HECKO/IBKUX rpynn.

Ha3BaHue
(aHrn.)

Records

Completed

Records
Excluded

Dialed

Avg Calling Rate

Live Answered

ASR %

Abandoned
Dropped
Handled

Avg Connection
Time

Avg Handle
Time

Avg Talk Time

Avg Hold Time

Avg ACW Time

HaseaHue (pyc.)

3aBepLUeHHble
3anucu

McKkntoYeHHble
3anucum

HabpaHo

CpefHasa CKopocCTb
Habopa

OTBeYeHo

ASR %

MNoTepAHHbIE

OTK/IIOYEHHDbIE

ObpaboTaHHble

CpeaHee Bpema
oTBeTa

CpeanHee Bpema
06paboTKu

CpeanHee Bpema
pa3rosopa

CpegHee BpemAa
yaepKaHus

CpenHee Bpemsa
HaxoXAeHUA B
COCTOAHUM
MNMocTtobpaboTka
BbI30BA

Onwucanume (pyc.)

KonnyecTBo 3aBeplueHHbIX 3anuceit B cnMcke 063BOHa 3a
3aZlaHHbIN MHTEPBA/ BPEMEHM, B KOTOPbIX, KAK MUHUMYM,
6b171 HabpaH oAMH Homep.

KonnyecTBo 3aBeplueHHbIX 3anuceit B CnMcKke 063BOHa Yy
KOTOpPbIX He Obl10 HM O4HOW NOMNbITKM Habopa No NpUYMHe
COBNAZEHUA C AaHHbIMU B CNUCKe «He 3860HUMb» nnu
WCK/IIoYeHMA nocae NpumeHeHusa guaempa.

Ob6Lee KoMYecTBo MOMbITOK Habopa 3anucen B Te4EHUMU
33aHHOrO MHTEPBaaa BPEMEHMW.

Konnuectso nonbiTok Habopa 3anuceit (ctatuctuka HabpaHo)
JeNleHHOe Ha KO/IMYeCcTBO MUHYT B 3ajaHHOM UHTEpBase.

Konnyectso ycnewwHbIX NOMbITOK A03BOHA: OTBEYEHHbIE
BbI3bIBAEMOI CTOPOHOM.

CpeaHsasa [oNA ycrnewHbIX NONbITOK: PAaCcCYUTLIBAETCA KakK
NPOLEHT YCMeLwWHbIX NOMNbITOK 403BOHA MO OTHOLIEHMIO K
obLemy Konmyectsy NonbITOK Habopa (cTaTUcTMKa
HabpaHo).

Konnyectso NOTEPAHHbIX BbI3OBOB: 3aBEPLUEHHDbIX
Bbl3bIBAaEMOIA CTOpOHOﬁ nocne npmnema BbisaoBa nain Bo
Bpema oXXnagaHnAa coeanHeHnAa C onepaTtopom.

Konnyectso oTBeYeHHbIX BbI3OBOB, 3aBepLeHHbIX CepBUCOM.

KonnyecTBo ncxoaaLmx BbI30BOB, OTBEYEHHbIX
onepaTtopamu.

Cpe,u,Hee BpemsA, B Te4HEHNN KOTOPOTO BbI3OBbI, OTBEYEHHbIE
BbI3bIBAEMOIA CTOpOHOﬁ, 6b1n coeHEHbI C onepaTopamu.

CpepHee BpeMsa 06paboTKM BbI3OBOB ONepaTopamM,
BK/HOYASA BPEMSA HAXOKAEHUA B COCTOAHUAX «YOepxaHue
8bi308a» U «[locmobpabomka».

CpepHsasa pAnTeNbHOCTb Pa3roBopa 4/17 Bbi30OBOB,
06paboTaHHbIX onepaTopamu.

CpefHee Bpems HaxoMAeHMWA BbI30BOB B COCTOAHUM
yOepsKaHua.

CpefHee BpemMsa HaxoXKAeHUSA ONepaTopoB B COCTOAHUM
«locmobpabomka».
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Occupancy %

Max Agents

Min Agents

FTE

Preview Records
Viewed

Avg Preview
Time
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3arpyska %

MakKc. onepaTtopos

MwuH. onepaTtopos

FTE

MpeanpocMmoTpeHo
3anucem

CpegHee BpemAa
npeanpocmoTpa

MpoLEeHT BpeMEHM, B TeYEHMM KOTOPOTO ONepaTop 3aHAT
06paboTKoW BbI3OBOB (BKAOYAs BPEMSA NPEANPOCMOTPa U
NocTobpaboTKM) No OTHOLIEHMIO K 06LEeMY BpeMeHU paboThbl
(obuiee Bpems 3aHATOCTM Npu 06paboTKe obpalleHnit no
BCEM CEPBMCAM + BPEMS B COCTOAHUN «[omoe»).

MaKcuMmanbHOe KOIMYeCTBO OAHOBPEMEHHO paboTatoLmx
OMnepaTopoB B TEYEHMM 334aHHOMO MHTEPBaaa BpeMeHu (ana
KaKAoW U3 rpynn, HasHauyeHHbIX Ha KaMNaHK1o).

MUWHMMaNbHOE KOIMYECTBO OAHOBPEMEHHO paboTatoLmx
onepaTopoB B TEYEHMM 334aHHOMO MHTEPBaNa BpeMeHu (ana
KaKAOoW 13 rpynn, HasHayeHHbIX Ha KaMNaHKio).

Full-Time Equivalent: obwiee Bpems HaxoXKAeHUA BCEX
OnepaTopoB B CUCTEME, AeIEHHOE Ha 3a4aHHbIM MHTEpBan
BPEMEHMU.

[na KamnaHuu B pexkume flpednpocmomp: KOANYecTBo
3anucei, NpeanNPOCMOTPEHHbIX onepaTopamu.

Ona KamnaHuu B pexkume lpednpocmomp: cpeaHee Bpems
npeanpocMoTpa 3anuce onepaTopamu.
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OMEPATOPbI: BHYTPEHHWUM YAT / Internal Chats

CoobuweHuns, oTnpasieHHble onepaTopamm BO BHYTPEHHEM YaTe.

HasBaHue HaseaHue (pyc.) | Onucanue (pyc.)

(aHrn.)

Date [aTta [aTa oTnpaBKM COOOLLEHMA.

Bpemsa yKa3biBaeTca no ctaHgapty UTC (Coordinated
Universal Time - BcemupHoe KOOpOUHUPOBAHHOE 8PEMS).
Hanpumep: Mockosckoe Bpemsa otinvaetca ot UTC Ha + 3

yaca.

Sender OTnpaBuTenb Nma / damumnma onepartopa, oTnpasuBLIEro cooblieHune.
Recipient Monyyatenb Nma / dammnma onepatopa, NoAy4MBLIErO COObLLEHUE.
Content CopeprkaHue CopepkaHue coobLieHumsa oTnpasuTens.
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ONMEPATOPbI: BXO4 n BbIXOA / Agent Login/Logout

Mokasartenu, ceaA3aHHble ¢ paboToii onepaTopa B NPUAOKEHMM onepaTopa: Bpems Bxoga / Bbixoaa us
NPUNOXKeHUA; BUA BbiXOAa onepaTtopa,; Bpema HaxXxoX4eHUA B NPUNOXKEHUN U T.4. MoXHO Bbl6paTb rpynny m
OAHOTO UM HECKOJIbKUX OMepaTopoB, BXOAALLMUX B 3Ty rpynny.

HasBaHue HasBaHue (pyc.) | OnucaHume (pyc.)

(aHrn.)

Agent Onepatop NUma n pamuans onepartopa.

Login Bxog, Bpema Bxoga B npunoxkeHue onepartopa.

Logout Bbixopg, Bpems BbIxoaa U3 NpUAOKEHUA onepaTopa.
Logout Type Tun BbIxoAa YKa3blBaeTcAa O4UH U3 CieayoWmx TUMNOB BbiXo4a:

* normal - HOpManbHbIN BbIXOA,

e timeout - NpeBbllWIeHNE TIMMUTA BPEMEHM (MO NpuUmHe
noTepun CoegmHeHUsA C UHTEPHETOM);

e supervisor - onepaTop BbiBeAeH U3 CepBuca CynepsmM3opom;

e system - BbiBE€ZIEH CEPBMCOM (Hanpumep, No nNpuumHe
YAANEHWA WU OTKAIOUYEHUA YYETHOM 3anmch).

Screen 3anucb 3KpaHa YKa3bIBaeT, Belacb /v 3anucb 3KpaHa onepaTopa.
Recording
Login Time Bpems B cucteme OnntenbHOCTb ceccun B popmaTe: Yacbl:MUHYTbI:CEKYHAbI

(Hanpumep: 03:16:20). Obwee Bpems B cucTeMe (Bblae/ieHo
YKMPHbIM) NMOKa3bIBaeT UTOTOBYIO AJIUTE/IbHOCTb BCEX CECCUIM
3a JaHHbIN AeHb.

Total Working Obuee Bpems Bpemsa HaxoxxaeHUs onepaTopa BO BCEX COCTOAHUAX 3a
Time paboTbl UCKNtoUYeHnem «He 2omoe» B paMKax AaHHOM ceccum B
dopmare: Yacbl:MUHYTbI:CEKYHAbI
(Hanpumep: 00:33:16). Obuiee Bpems paboThbl (BblaeneHO
}KMPHbIM) NOKa3blBaeT UTOrOBYIO ANUTEIbHOCTbL PaboTbl ANs
BCEX CEeCCUI 3a AaHHbIN AEHb.

Not Ready % Het rotoB % MpoueHT BpeMeHU HaxoXAeHNA B COCTOAHUN «He ecomoe» B
TeyeHUn faHHoM ceccun. O6LLMIA NPOLEHT HEFrOTOBHOCTHU
(BblaeNeH }UPHbIM) NOKa3biBaeT 06LNI NPOLEHT
HEroToBHOCTM A/1A BCEX CECCMI 3a AaHHbIN AeHb.

IP Address IP agpec IP agpec K onepatopa B MOMEHT aBTOPU3ALLUN.
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ONMEPATOPbI: UTOTOBbIE MOKA3ATE/IU / Agent Performance

CBogHble AaHHble No paboTe onepaTtopa 3a AeHb, 33 HeAe/0 U CYMMapHble 3a nepuog,. [aHHble BKAOYAlOT
B cebsa Konun4yecreeHHble, BpemeHHble U NPOoLUeHTHbIe 3Ha4YeHUuA (A.ﬂﬂ ronoca um qa'ra). MoXxHo BbI6MpaTb
OA4HOI0 NN HECKOJIbKUX ONnepaTopos.

OnucaHume (pyc.)

HasBaHue HasBaHue (pyc.)

(aHrn.)

Occupancy %

Number of Calls
Offered

Average
Handling Time
(inbound)

Number of Calls
Made

Average
Handling Time
(outbound)

Total Logon
Time

Total Working
Time

Call Rejects / No
Answer

Initiated
Transfers

Number of
Surveys

First Call
Resolution %

3arpyska, %

Konunyectso
06paboTaHHbIX
BbI30BOB

CpegHee BpemA
06paboTKu
(BxomAwme
BbI30BblI)

Konunyectso
COENaHHbIX
BbI30BOB

CpegHee Bpema
06paboTKK
(ncxopgawme
BbI30BblI)

Obuiee Bpemsa B
cucteme

Obuee Bpems
paboTbl

OTKNOHEHHble /
HeoTBeYeHHble
BbI30BbI

NepeagpecosBaH-
Hble BbI30Bbl

Konnuyectso
onpocos

FCR %

MpoueHT BpemeHM Ha 06paboTKy Bbi3oBOB. Onpeaenserca
KaK OTHOLIEHWE BPEMEHU HaXOKAEHUA B COCTOAHMUAX
«3aHam» + «[locmobpabomKa» No OTHoWeHUto K Obwemy
spemeHu pabomeol.

KonnuecTso BXxoAALLMX Bbl30BOB, 06paboTaHHbIX
onepaTopom.

Ona email: obwee yncno sxogawmx email, obpaboTaHHbIX
onepaTopom, BKAKOYan OTBEYEHHbIE, 3aKpbiTble 6e3 oTBeTa,
nepeseAeHHbIE.

CpeaHee 3HayeHWe oA cneaytolnx rnokasareneit 06paboTku
BXOAALLMX BbI30OBOB: BPEMS pa3roBopa + NocTBbI3blBHAA
06paboTKa + Bpema yaeprKaHus.

KonnyecTso ncxoaalmx BbI30BOB, CAe/NaHHbIX ONepaTopom,
BK/110Yas BbI30BbI, CAe/aHHbIe B pamMKax KamnaHMM 063BoHa.

CpeaHee 3HayeHWe oA cneayolnx rnokasaresnein 0bpaboTku
NCXOAALMX BbI3OBOB: BPEMA Pa3roBopa + MNOCTBbI3bIBHAsA
06paboTKa + Bpems yaepKaHuA. BKAtoYaeT BbI30BbI,
caenaHHble B pamKax KamnaHuu o63BoHa.

Oblee BpeMA HaxoXKAeHNA B CMCTEME 3a 3a4aHHbIN
WHTEPBaN BPEMEHU.

Bpems paboTbl, BKAOYAKOLLEE HAXOXKAEHWUE B COCTOAHUAX
«3aHam» + «[locmobpabomKa» + BPeMA HAXOXKAEHUA B
CcoCTOAHUU «[omo8»

KONM4eCcTBO BbI30BOB, OTKAOHEHHbIX U/MAN HEOTBEYEHHbIX
onepaTopom.

KonnyecTtso BbI30BOB, nepeagpecoBaHHbIX ONepPaTopoM.

KonnyecTBo onpocoB, CBA3aHHbIX C BbI30BaMM,
06paboTaHHbIMK OMEepPaTOPOM 3a 334aHHbIN UHTEPBAN
BPEMEHMU.

[ons 3anpocos., pelleHHbIX ¢ nepBoro obpatyeHus. MpoueHT
OMnpOCOoB, B KOTOPbIX BblN MOATBEPKAEH YCNELWHbI pe3ynbTaT
nepBoro obpalleHns No OTHOLLEHWUIO K 06LLemy Ymucay
ONpOCOB, CBA3aHHbIX C BbI30BaMK, 06paboTaHHbIMMK
onepaTopom 3a 3a4aHHbIN MHTEPBA/ BOEMEHM.
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Contact
Satisfaction

Net Promoter
Score

Ready %

Busy (Inbound)
%

Busy
(Outbound) %

Average Ringing
Time

After Call Work
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CSAT

NPS

[oToB %

3aHAT (BXxoadAwMme
obpaleHun) %

3aHAT (Mcxopame
obpaueHuna) %

CpegHee Bpema
3BOHKa

MocTobpaboTka

%

YA0BNeTBOPEHHOCTb KAneHTa. CpegHuUii nokasatenb
Y4,0BNETBOPEHHOCTU K/IMEHTA MO BCEM OMPOCaM, CBA3AHHbIM
C Bbl30BamMM, 06paboTaHHbIMKM ONEPaTOPOM 3a 3a4aHHbIN
WHTEPBAN BPEMEHMU.

lNoka3aTenb NOANBLHOCTU KAUEHTOB paCC‘-IVITaHHbIﬁ no BCem
onpocam, CBA3aHHbIM C BbI3OBaMMU, O6pa6OTaHHbIMM
onepaTopom 3a 3aAaHHbIV1 MHTepBan BpemeHun. MeTtoanka
pPacyeTa NoKasaTesia AOCTYMNHa Mo CCblJIKE.

MpoueHT BpemMeHU HaxXoXAeHUA B COCTOAHUM «[omoé» no
OTHOWEHUI K O6LL{€My 8pemMeHU 8 cucmeme.

MpoueHT BpemMeHn Ha 06paboTKy BXO4ALLMX 06paLLeHUA.
OnpepenseTcs Kak OTHOLEHWE BPEMEHWN HaXOXKAeHUsA B
COCTOAHUAX «3aHAM + «YOepxcaHue 861308a» Mo
OTHOLEHUIo K O6wemy spemeHu 8 cucmeme. He BkatoYaeT
COCTOsIHUA «380HOK» N «[Tocmobpabomka».

MpougeHT BpeMeHM Ha 06paboTKy ncxoaslmx obpalleHni,
BKtOYaA KamnaHuy 063BoHa. OnpeaenseTcsa Kak OTHOLWeHne
BPEMEHWN HaXOXAEHUA B COCTOAHUU «3aHAM» + BPEMSA
Habopa HoMepa + Bpemsa yaeprKaHMA BbI30Ba NO OTHOLIEHMUIO
K Obwemy spemeHuU 8 cucmeme. He BKAKYaEeT COCTosHUE
«Mocmobpabomeka».

CpeaHee 3HayeHue A/1a CaeaytolmX nokasaTenen: Bpems
3BOHKa [0 OTBETa OMNeparTopa, OTK/IOHEHMA Bbl30Ba
ornepaTopom, oT60s CO CTOPOHbI K/IMEHTA 1 0TBOA CUCTEMDI
no HeoTBeTy. BK/oYaeT Bpems 3BOHKa A9 PYUHbIX
NCX0AALLMUX BbI30BOB (He CBA3aHHbIX C KamnaHuel 063BoHa).

MPOLEHT BpeMeHN HaXxOXKAeHUs B COCTOAHUN
«Mocmobpabomka» No oTHoWeHUo K Obwemy spemMeHU 8
cucmeme.
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OMEPATOPbI: OBPABOTKA EMAIL / Agent Email
OcHoBHble noKasaTtenu no pabore onepartopa ¢ e-mail. [laHHble BKAIOUYAIOT B ce6A KONNUeCTBeHHbIe U
BpeMeHHble 3HauyeHuA. MOo>KHO BbIGMpaTb 0AHOr0 NN HECKOJIbKMX ONepaTopos.

Ha3saHue

(aHrn.)

Offered

Not Accepted

Pulled

Assigned

Carried Over

Processed -
Total

Processed -
Replied

Processed —
Closed

Processed —
Transferred

Processed —

HasBaHue (pyc.)

PacnpegeneHno

OTK/IOHEHHbIE

BbibpaHHble

Ha3HauyeHHble

MNepeHeceHHble

ObpaboTaHHble:

BCero

ObpaboTaHHble:

OTBEYEHHbIE

ObpaboTaHHble:

3aKpbITble

ObpaboTaHHbIeE:

nepeagpecauua

ObpaboTaHHble:
Service Changed nepeHasHauyeHHble

OnucaHume (pyc.)

Konnyectso exodsawux email, pacnpegeneHHbIX Ha
onepaTopa B Te4eHWUM 334aHHOTO MHTEPBANA BPEMEHM.

Konnyectso email, pacnpegeneHHbix Ha onepaTtopa u

OTKZIOHEHHbIX UM (T.e. BO3BpalleHHbIX B o4epeab nan

nepesegeHHbIX Ha APYroro oneparopa).

1. O6paTtute BHUMaHUe: omsioxceHHble email
pPaccMaTPUBAIOTCA KaK NMPUHATLIE.

Konnyectso exo0saujux email, BbiIbpaHHbIX onepaTtopom us
[pynnoesix o4epedeli, B Te4€HWUM 334aHHOTO MHTEPBANA
BPEMEHM.

Konnyectso email, HazHauyeHHbIX B [TepcoHanbHyo oyepeds
onepaTopa cynepsM3opomM UAN APYrMM ONepaTopom.

Konnyectso email, HasHayeHHbIX Ha onepaTopa B
npeaplaylimMe AHWU U ocTaBmxca HeobpaboTaHHbIMM A0
Hayana 3ajaHHOro MHTEPBAaNa BPEMEHM.

Ob6uee KonmyectBo 8xo0Aauwjux email, 06paboTaHHbIX
onepaTopom 3a 3a4aHHbIN MHTEPBaA BPEMEHMU.

BK/louaeT oTBeYEHHbIE, 3aKpPbITble, NepeBeaeHHble M email ¢
M3MeHEeHNeM cepBuca (NepeHasHauyeHHble).

Obuiee KonmyecTso 8xodauwux email, oTBeYEHHbIX
onepaTopom 3a 3aA4aHHbIN MHTEPBaa BpeMeHU (BK/IoYas
nepeagpecoBaHHble email).

! O6paTtute BHMMAHME: YYUTHLIBAET TO/IbKO MEPBbIE OTBETHI
Ha email. MocneayloLme oTBETbI pacCMaTPMBAOTCA KaK
ncxogdawme email n yuntoiBatotca napametrpom Mcxodaujue:
o0bpabomaHHsie.

Obuee KoNMYeCTBO BXOAALLMX email, 3aKpbITbiX ONepaTopom
6e3 oTBeTa B TeYEHUU 334aHHOIo MHTEpBaa.

Obwee Konnyectso email, nepeaapecoBaHHbIX ONePaTOPOM
Ha Apyrue cepBuChbl B TEYEHWUM 3a4aHHOTO MHTEPBAAA.

ObLwee KonnuyecTBo email, nepeHas3Ha4YeHHbIX ONepaToOpPOM:
Korga onepaTop, obpabaTbiBatowmii email, BpyuHyto
M3MeEHMUA cepBuC (NepeHasHauymn) u NPOLOMKMUA C HUM
pabory.
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Remaining

Avg Reply Time

Avg In-focus
Time

Avg Out-of-focus
Time

Avg ACW Time

Avg Time in
Personal Queue

Outbound Sent

Outbound
Discarded
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OcTtanocb

CpegHee BpemA
oTBeTa

CpegHee BpemA B
¢dokyce

CpegHee BpemsA BHE
¢dokyca

CpenHee Bpema
noctobpaboTku

CpegHee BpemA B
MepcoHanbHoOM
ouepeau

Ucxopawme:
oTnpaBaeHHble

Ucxogawme:
OTMEHEHHble

Obuee KonnMyecTso BXoaalLMx email, ocTaBLIMXCA
HeobpaboTaHHbIMM ONEPATOPOM K KOHLYY 3a4aHHOro

UHTEpBA/Jia BpEMEHMN.

CpeaHee Bpems OTBeTa Ha exo0Auwjue email: cumtaerca ot
MOMeHTa nonagaHuna email B p.Mm. onepaTtopa UK B ero
nepcoHanbHylo oYepeab 40 OTNPaBKM NepBOro oTeeTa.

CpeaHee Bpems B Te4eHMM KoToporo email 6b111 Bbi6paHbl B
Cnucke akmusgHbix obpaujeHull (Haxoannca B akTUBHOM
pabote y onepatopa). MoacunTbiBaeTca TobKO Ansa email, Ha
KoTopble 6bin onpaB/ieH OTBET.

CpeaHee Bpems, B TEYUEHUN KOTOPOro email HaxoAnAUCh B
Cnucke akmugHbIx obpauwjeHuli, UCKNtoYan Bpems «B
®okyce». MNoacunTbiBaeTca TONbKO AN email, Ha KoTopble
6bl1 ONpasBaeH OTBET.

CpepHee BpeMs HaxoXKaeHWs ornepaTopa B COCTOAHUM
Mocmobpabomka npu pabote ¢ email.

CpeaHee Bpems HaxoxaeHua email B [TepcoHanbHoOl
ouyepedu onepaTopa.

ObLee KonmyecTso ncxoaAalmx email, omnpasneHHbIx
ONepaTopom B TEYEHWM 3a4aHHOTO MHTEPBAIa BPEMEHMU.

BKAtoyaeT Kak HoBble ncxogawme email , TAK 1 OTBETbI B
nepenuncke no 3anpocam.

Konnuectso ncxoasauimx email, Haa KoTopbiMu onepaTtop
Havan paboTty, a 3aTem oTMeHUA (yaannn) B Te4eHUm
3a/laHHOrO UHTepBasia BpeMeHMU.

BKkntoyaeT Kak Kak HOBble ucxogawme email , TAK 1 OTBETLI B
nepenncke no 3anpocam.
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ONMEPATOPbI: PABOTA / Agent activity

Cnucok Bcex o6pauieHuit, 06paboTaHHbIX ONepaTopom B XPOHOOrMYEeCKOM NopsaaKe 3a 3aAaHHbIA nepuog,
(AanA ronoca u yarta). BbibopKa No BXOAALLMM M UCXOAALLMM HOMepaM. [laHHble BKAOUYAlOT uudposble,
BPeMeHHble 3Ha4yeHus, cTaTycbl o6paweHnsa. MoXKHO BbIGMPaTb OA4HOr0 MU HECKO/IbKMX ONepaTopos.

HasBaHue HasBaHue (pyc.) | OnucaHume (pyc.)

(aHrn.)

Date [Oarta Bpems Hayana AaHHOM AeATenbHOCTU. OTHOCUTCA TONBKO K
TEM BUAAM AEATENbHOCTU, KOTOPbIE NOoNaAatoT B UHTEPBaN
BPEMEHM, 3a4aHHbIN NPWU COCTaB/IEHUN OTYETa.

Activity Pa6oTa Bua aeatenbHOCTU, KOTOPOI 3aHMMascA onepaTop. MoseT
6bITb CeayoWMX TUMOB:

* Ready/lomos

* Not Ready / He comos

* Inbound / Bxodauwuii

*  Outbound / Ucxodawuli

*  Conference / KoHpepeHuus

Duration AnntenbHocTb Bpemsa, npoBegeHHOe onepaTtopom 3a AaHHOIo poaa
AeATeNbHOCTbIo. BKtouaeT B ceba Kak Bpems
HenocpeacTBeHHOM 06paboTKM 0bpalleHua, Tak U BpemMs
noctobpaboTku.

Details MoapobHocTU [0na ncxogAawmx BbI30BOB, MOKa3blBaeT 40MN. HOMep
BbI3bIBAEMOI CTOPOHbI, €cin Bbln caenaH BHYTPEHHUN
BbI30B. 15 BXoAALWMX 0bpalLeHuii noKasbiBaeT AOH
KnueHTa (ana tenepoHHoro Bbi3oBa), IP-agpec (ana yaTos m
e-mail).

[nsa cnyyaes «He 20mo8» NOKa3bIBAET NPUUUHY
HEroToBHOCTM, eC/iM OHa bblna 3aaHa (B ApYyrmx cayyasx
NPOCTO YKa3bIBAETCA «HE rOTOBY»).

Talk Time Bpems pasrosopa PaccumTbiBaeTcA ToNbKO 410 06paboTkM obpalueHnit
K/IMEHTOB.

[lns BbLI30OBOB - NOKa3blBaeT obliiee Bpems pa3roBopa, He
BKJ/IOYAET BPEMA OXUAAHMA.

Ons e-mail n yara - nokasbiBaeT obuiee Bpemsa paboTbl Hag,
obpalleHmem.

Hold Time Bpemsa yaepkaHua  PaccumTbiBaeTcA TONbKO g8 06paboTkmn obpalueHui
K/IVEHTOB.

[.NnA BbI30OBOB - NOKa3blBaeT o6u.|,ee Bpema oXXnaaHua npu
HaXoXAeHMU B TEKYLLEM CTaTyCe.

[na e-mail n yata - NoKasbiBaeT obLLee BpeMsA HAaXoXaeHMA
BHE OKHa paboTbl c 06paLLeHnAMM.

Held Kon-Bo yaep:kaHuii  [oKa3bIBaeT, CKOIbKO pa3 obpalleHme 6bl10 NOCTaBAEHO Ha
yaepaHue. [1na yatos u email — ckoibKo pas obpalieHune
661710 He pOKyce BHMMAHUA onepaTopa.
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Max Hold
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Disposition
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disposition
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Case ID

Co-browse
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Bpemsa oTBeTa

Makc. yaepkaHue

Cepsuc

Homep cepsuca

CraTtyc: cuctema

Cratyc: onepartop

Tun obpalleHus

ID 3anpoca

CoBmecTHbIN
NpPOCMOTP

Ansa email: obliee KonmMyecTBo BpemMeHM OT MOMEHTa
OTKPbLITUA email MK NoMeLLeHMA ero B NEPCOHa/bHYIO
oyepeab onepaTopa 4o 3aBepLlleHns paboTbl C HUM
(Bkntoyas NocTobpaboTKy) UK ero NnepecbiNKu.

Bpemsa MaKkcMManbHOro yaepKaHua obpalueHums.

HasBaHue cepBuca, B KOTOPOM paboTtan onepaTop.
Moka3sblBaeTcA TONIbKO AN1A 06paboTKu obpalueHni
K/IVEHTOB.

[Ona Bxogawmx obpalleHmin: NoKasbiBaeT Homep, HabpaHHbIN
KnneHtom (DNIS) nau email nonyyatena. Ana ucxoaawmx
0bpalleHnin: BHYTPEHHUI HOMEP onepaTtopa uan email
OTnpaBuUTeNA.

[Ons 06paboTkm 0b6paLLeHMiA KIMEHTOB NOKA3bIBAET, YEM
3aKOHYMNOCb obpallleHne ¢ TOUKM 3peHns cuctemsl. MonHbIA
nepeuyeHb CTaTycoB No AaHHOMY OTYETy NPUBEAEH B

MNpunoxexHnn 2.

[na 06paboTKkM 06paLLEHMI KNMEHTOB NOKAa3bIBAET CTaTyC,
NPOCTaBAEHHbIN ONepaTopoMm.

Ons 06paboTKM 0bpalleHMit KNMEHTOB NoKasbiBaeT mun
obpauweHus: BXoaaWwmin, ncxoaawmii, email,yat n T.n.

[na 06paboTkM 0bpaLLeHN KNMEHTOB NOKa3bliBaeT HOMepP
3anpoca, ¢ KOTOpbIM CBA3aHO gaHHOe obpalyeHue. B
HacToALLee BpeMAa UCMO/b3YeTcA TOIbKO A5 06paLLeHnii no
email.

Konnuectso obpalleHunii Beb-4ata B KOTOPbIX Bbl/1 BKAKOYEH
KO-6pay3uHr (COBMECTHbIN MPOCMOTP).

B HacToAWEee BpemA MCNONb3yeTcA TONbKO C KO-bpay3nHrom
ot Surfly.
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CEPBUC: PABOTA (FTONOC mn YAT) / Service in Time (voice and chat)
OcHoBHble NoKa3artenu paboTtbl CepBuca no o6pabotke pxoaaumx obpaiweHunii. BoamokHa Bbi6opKa
Pas/IMYHbIX MOAVHTEPBANOB OTOGpaXKeHUs AaHHbIX ( 30 MUH., Yacbl, AHU, mecALbl). iBnAeTcs

paclwmnpeHHoi Bepcuei otyeta «CepBUCbI: paboTa No AHAM» 3a CYET BK/IIOYEHUA CTAaTUCTUK MO BXOAALLUM

obpaleHuam.

EELELTS
(aHrn.)

Number of Calls
Received
Received as
Transfers

Self-Svc

Abn IVR

Abn IVR %

Queued

Queued %

Abn Queue

Abn Rate %

Answered

Answered %

HaseaHue (pyc.)

Konunyectso
MOCTYNUBLLMX
obpaleHui

MNoctynunun Kak
nepesoabl

CamoobcnyKunsa-
Hue

MotepaHo B IVR

MNotepaHo B IVR %

Ouepenb

Ouepesb %

MNoTtepAHo B
oyepeam

MotepAHo B
oyepeamn %

OTBeueHo

OTBeYyeHo, %

OnwucaHume (pyc.)

Obuee KonmMyecTBO 06PALLEHWNI, MOCTYNMUBLUMX B AaHHbIN
cepBwuc 3a BbIOpaHHbI NOANHTEPBAN BPEMEHM.

Ko/MuecTBOo BbI30BOB, MNOCTYNUBLUMX B J@HHbIN CEPBUIC, B
pesy/nbTaTe NepeBoAos.

Konnuectso obpaleHunii , obpaboTaHHbIX 6e3 yyactusa
onepaTopos (MOATBEPKAEHHbIX NPOoXoXKaeHUeM B10Ka
«Camoobcenyxcusarue / Self-Service Provided» B cueHapumn
06CNYKMBaAHUA).

Konnyectso BbI30BOB, 3aBEPLUEHHbIX B /II0O0OM TOYKE MEHIO
IVR 4O mOMeHTa NOCTaHOBKM BbI30Ba B o4epesb.

lMpoueHT BbI3OBOB, 3aBEPLUEHHbIX B IVR, no OTHOLWEHMUIO K
O6LI.I,EMy YnCny BbI3OBOB, MOCTYNUBLLUX B ,CI,aHHbIﬁ cepsuc.

Konunuyectso obpallleHnit, NOCTaBAEHHbIX B 04epesb:
npoweawmnx 610k «fouck onepamopa / Find Agent» un
BblOPaBLUMX AAHHBI CEPBUC, HE3aBUCMMO OT 3HaYeHus SL.

MpoLEHT Ko/iMyecTBa 0bpaLLLEeHNiM, NOCTaBIEHHbIX B 04epeab
MO OTHOLLUEHMIO K 06LLEMY KONNYECTBY NOCTYNMBLUMX
obpalleHuni.

Konnyectso obpalLeHmnit, noTepsHHbIX B o4epeam B Atoboe
BPEMA MO OKOHYaHMM 334aHHOro nHTepeana SL.

MpoLeHT KomyecTBa obpalleHnin, NOTEPAHHbIX B o4epeam B
ntob6oe Bpems No OKOHYAHUM 3a4aHHOro MHTepBana SL +
noTepaHHbIE NPU pacnpeseneHnn Ha onepaTopa no
OTHOLLEHUIO K 06LLEeMY KOIMYECTBY MOCTYNUBLLMX
obpalleHuni.

Konnuectso o6paLLeHmnii, OTBEYEHHbIX OnepaTopamu: no
npoxoxaeHun 6nokos «CoeduHeHue 8bi308a / Connect Call»
nnn «CoeduHeHue yama / Connect Chat» B cueHapum
obcnyxKumBaHus.

Konnyectso obpalleHnin, oTBEYEHHbIX ONepaTopammu no
OTHOLUEHMIO K 06LLEMY KOIMYECTBY MOCTYMUBLLNX
obpalleHuni.
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CEPBUC: CTATYCbl OBPALLLEHUM / Dispositions In Time
CymmapHoe Ko/IM4YecTBO CTaTycoB 0bpalyeHuii no BbiIbpaHHOMY cepBUcy, pa3buTtoe no 3agaHHbIM
MHTepBanam BpemeHu (ansa ronoca, e-mail u yara).

HasBaHue HasBaHue (pyc.) | Onucanue (pyc.)

(aHrn.)

Disposition Cratyc KonnuyectBo obpalleHunin, 3aBepLUEHHbIX C 4aHHbIM CTaTyCOM.
name

[JaHHble No KaxKgomy cTaTycy npeacTaBieHbl B BUAE
oTAeNbHOro cTonbua (ecau cratyc 6611 UCNONb30BaH B
TeYyeHnn 3a4aHHOTO MHTEpPBana).

Disposition Cratyc % MpoueHT KonnyecTBa 06 paLLEHN, 3aBEPLLIEHHbIX C AaHHbIM
name % CTATyCOM, MO OTHOLLEHMIO K 0OLLLEMY KOIMYECTBY 06paLLeHuUi
(nokasaTenb Bcezo).

[aHHble No Kaxaomy cTaTycy npeacTasieHbl B BUae
oTaensbHoro crtonbua (ecam cratyc 6611 UCNONb30BaH B
TeYyeHUn 3a4aHHOTO UHTEpBana).

Total processed Bcero ObLee KonmyecTBo obpalleHnii, obpaboTaHHbIX 33
33aHHbIN MHTEpBaa BpeMeHu. [1na KamnaHuin 063B0OHa U
CMeELLaHHbIX CEPBMCOB MOKa3bIBaET CTATyCbl MO BCEM
NonbITKam 403BOHa.
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CEPBUCDI: UCNOJZIb3OBAHUE HABbBIKOB / Requested Skills

MoKasbiBaeT BOCTPe60BaHHOCTb HaBbIKOB MO Ka)KA0My cepBUcy. [laHHbIe BKNIOYAIOT KONNUYECTBEHHbIE,
BpeMeHHbIe N NPOLEHTHbIE 3HaYeHus.

HasBaHue HasBaHue (pyc.) | Onucanue (pyc.)

(aHrn.)

Average Speed CpegHaa ckopocTb  CpepgHee BpemsA, B Te4EHUU KOTOPOTO BbI3OBbI, 3aMpocuBLUMe
of Answer oTBeTa [AaHHbIN HaBbIK, OXXWAANN OTBETA ornepaTtopa. Bkatoyaer
BPEMA HAaXOXAEeHWA B 04epean 1 BpemsaA 3BOHKa.

Number of Calls Konuuyectso KonnyectBo NOCTYNMBLLUMX BbI30OBOB, 3aMPOCUBLUMX SAHHbLIN
Received MOCTYNUBLLMX HaBbIK B TEYEHMM 334aHHOTO MHTEepPBasia BPEMEHW.
BbI30BOB
Number of Calls [MocTtasneHo B KonnuectBo BbI30BOB, MOCTAB/IEHHbIX B 04epesb,
Queued oyepesb 3aMNpoOCUBLUNX AAHHbINA HABbIK.
Number of Calls OtBeueHo Konunuyectso BbI30BOB, OTBEYEHHbIX ONEPATOPaAMM ,
Answered 3aMpPOCUBLLUMX AAHHbIM HaBbIK.
Overflow Calls Meperpyska KonunyecTso BbI30BOB, KOTOPbIE 6biNW NepeHanpasaeHbl Npu

3aHATOCTU BCEX OMNepaTopoB
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CEPBUCHI: OBPATHbIE BbI30BbI (CALLBACK) / Virtual Queue (Callback)
Pa6oTa BUpTyanbHoOi1 ouepeam (3anpocbl Ha 06paTHbIN 3BOHOK) ANA BXoAALWMUX Bbi30BOB. ObLliee
KO/IMYECTBO 3anpocoB Ha 06paTHbIi 3BOHOK U UX 06paboTKa. [laHHble BK/IHOYAIOT KOJIMYECTBEHHbIE,

BpemMmeHHble U NPOLUEHTHbIe 3HaYeHUA.

HasBaHue

(aHrn.)

Callbacks
Requested

%

Callbacks Busy

%

Callbacks No
Answer

%

Callbacks
Answered

%

Avg Wait Time
to Callback

Avg Callback
Dialing Time

Avg Agent
Answer Time

Callbacks
Abandoned

%

HasBaHue (pyc.)

3anpoLlleHHble

obpaTHble BbI30BbI

3anpoLleHHble

O6paTHbIe BbI30BbI

%

3aHATo

3aHATO %

Het oTBeTa

HeTt otBeTa %

OTBeveHo

OTBeYyeHo %

CpenHee Bpems
oXunaaHuA

CpegHee BpemAa
Habopa

CpeanHee Bpems
oTBeTa

MNoTepAHHbIE

MNoTepaHHbIE %

OnucaHume (pyc.)

KonnyecTso BbI30BOB, NOCTaB/AEHHbIX B 04Yepeb B AJaHHOM
cepswuce v 3anpocusLInx «ObpamHeil 3860HoK / CallBack».

MpPOUEHT KONMYECTBa BbI3OBOB, 3aMPOCUBLLUNX «Ob6pamHbiIli
3B0HOK», M0 OTHOLLEHWIO K 06LLLEMY KOIMYECTBY BXOAALLUX
BbI30OBOB, 32 UCKNtOYEeHMeEM 3asepuieHHbix 8 IVR n Bxodauwux
KOPOMKUX 86130808, TOMEPAHHbIX 8 o4Yepedu.

Konnyectso HabpaHHbIX BbI3OBOB, 3aMpOCKBLUNX
«ObpamHbIli 380HOK», KOTOPbIE He YAA/INCb U3-3a 3aHATOCTU
BbI3bIBAEMOW CTOPOHDbI.

MpoLEeHT KoMYecTBa BbI30BOB KOTOPbIE He YAaNuChb U3-3a
3aHATOCTU BbI3bIBAEMOW CTOPOHbI MO OTHOLLEHUIO K 06LLemMy
Ko/iM4ecTBy HabpaHHbIX BbI30BOB, 3aMPOCUBLLINX
«06pamHbIii 360HOK».

Konunyectso Ha6paHHbIX BbI30BOB, 3aMNpoCcuBLUNX
«O6p0meIU 3B80HOK», KOTOpble He yaa/InCb 1U3-3a Toro, 4Yto
Bbi3blBaeémMasa CTOPOHa HE OTBeYana.

MpoLEeHT KoMYecTBa BbI30BOB KOTOPbIE He YAaNmnchb U3-3a
HeOoTBETa BbI3bIBAEMOW CTOPOHbI MO OTHOLLIEHUIO K 0bLemy
Ko/iM4ecTBy HabpaHHbIX BbI30BOB, 3aMPOCUBLLINX
«06pamHbIli 360HOK».

KonnyecTBo oTBEYEHHbIX BbI30OBOB, 3aMpOCUBLLMX
«06pamHbIli 3860HOK».

MPOLEHT KO/IMYECTBa OTBEYEHHbIX BbI3OBOB MO OTHOLLEHMIO K
obLwemy Konmyectsy HabpaHHbIX BbI3OBOB, 3aMPOCUBLINX
«06pamHbIli 3860HOK».

CpeaHee Bpems OXUAAHUA: BPEMS MeEXKAY 3anpoCcoM
«06pamHo20 3860HKAG» 1N Hayanom Habopa Homepa.

CpeaHee Bpema Habopa HOMepa: BpeMa MeXay Hayaiom
Habopa HoMepa M OTBETOM KAMEHTa.

CpeaHee BpeMA OTBETa OMepaTopa: Bpems MeXKay OTBETOM
KAWEHTa U CoOeAMHEHMEM C OMEPaATOPOM.

Konnyectso oTBeYeHHbIX BbI3OBOB, 3aBepLIEHHbIX
KMeHTamMun BO BpemMmAa COegUHEHNA C ONePaToOpoM.

MPOLEHT KO/IMYECTBa NOTePAHHbIX BbI3OBOB MO OTHOLUEHUIO K
obLwemy Kosmyectsy HabpaHHbIX BbI3OBOB, 3aMPOCHBLLINX
«06pamHbIli 3860HOK».
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CEPBUCDHI: MOKAS3ATE/IN PABOTbI / Service Metrics
CymmapHble KonnyecTBeHHble U CpegHUe BpemMmeHHble NoKasaTtenu paboTbl cepBuca 06paboTku BxoaaLmx
obpaueHuit (ronoc u uat). MoxXHo BbI6pPaTb 0AMH MU HECKOJIbKO CEPBUCOB.

Ecnu cepsuc 6bin yAaneH uan He ncnoJsib3oBasica B Te4eHUU ANNUTENIbHOIO BpeMmeHHu - N0 Hemy MOXKHO
NoNYy4YuUTb CTaTUCTUKY 3a BCe BpemMA peasibHOro ucnoJib3osaHnAa cepsuca.

Ecnm cepBUC He UCNONb30BascA B TeueHnn 30 gHeld 3a BbIGPaHHbI BpeMeHHOW MHTePBaa ANA NOCTPOEHUA
OT4YeTa, TO ero HasBaHue byaer oTobpakeHo Kypcusom. Ecnm cepBuc He ncnonb3oBanca B TeueHnn 90 gHeil
3a BbI6paHHbI BpeMeHHOI UHTepBan ANA NOCTPOEHUA OTYETA, TO ero HassaHue 6yaeT UCKAIOUEHO U3
nepeyHs CepBUCOB, AOCTYMHbIX ANA NOCTPOEHUA OTYETA.

HassaHue | HassaHue (pyc.) OnucaHue (pyc.)

(aHrn.)

Number of KonuuectBo O6LLee KoNNYecTBO BbI30BOB, MOCTYMNMBLUMX B AaHHbIMA CEPBUC 3a
Calls MOCTYNUBLLMX 3afaHHbIN MHTEepPBan BpemeHuW. Ecan BbI3OB NepBOHaYaibHO
Received BbI30BOB MOCTYNWA B A@HHbIN cepBUC, a 3aTem Obl/1 NOBTOPHO NepeBeseH

B HEFO B PYYHOM pPeXXMme — B AaHHOM CTaTUCTUKE TAKOW BbI3OB
6yaeT yuTeH ABaXKAbl.

! BAXHO: u3-3a pasnnyHbix cnoco6oB 06paboTKku BbI3OBOB B
KOHKpPEeTHOM cepBuce B SAHHOM OTYeTe MOTyT 6biTb
PacXoXKAeHUa MeXXay KONNYecTBOM NOCTYNMBLUMX BbI3OBOB U
CYMMApHbIM 3Ha4YeHMeM TUNOBbIX CTaTUCTUK NO
06paboTaHHbIM BbI30BaM U BbI30BaM B ouepeau.

ObpaTuTech B Cnykby noaaepX KU NpoBaiaepa cepsumca 3a
[AOMOJ/THUTENIbHbIMU PA3bACHEHUSAMM MO HAbOPY AOCTYMHbIX
CTaTUCTMK A1 KOHKPETHOro cepBuca.

Received as [MocTynunm Kak KonnyectBo BbI30BOB, MOCTYMMBLUMX B A@HHbIN CEPBUC, B
Transfers nepesoapl pesynbrate nepesoaos.

Service SL MpoLeHT BbI30BOB, MOCTYNUBLUUX B AaHHbIN CEPBUC U
Level OTBEYEHHbIX B TEYEHWE LieIeEBOrO BPpEMEHU OTBETA MO

OTHOLLIEHUIO KO BCEM OTBEYEHHbIM BbI30BaM + NOTEPAHHbIE
BbI30Bbl (33 UCKNHOYEHMEM MOTEPAHHbIX BbI3OBOB B TEYEHUN
L,eneBoro BpeMeHu oTBeTa).

Self Service CamoobcnyxusaHne Konuuectso BbI30BOB, 06C/yKeHHbIX B IVR (Npu BbINOAHEHUM
610Ka «CamoobenyxcusaHue / Self-service provided » cugHapums
06paboTKM BbI3OBA).

% Ob6pabotaHo BIVR % lMpoueHT Bbi30BOB, 06paboTaHHbIX B IVR, N0 OTHOLEHMIO K
06LweMy YMcy BbI3OBOB, MOCTYMNUBLUMX B AAHHbIW CEPBUC.

Abandoned TMotepsHo B IVR KonunyecTBo BbI30BOB, 3aBepPLUEHHbIX B 110601 TouKke meHto VR
inIVR [0 MOMEHTa MNOCTaHOBKM BbI30Ba B o4yepeb.
% % lMpoueHT BbI30BOB, 3aBepLleHHbIx B IVR, Mo oTHOLWeEHUIO K

06LL1EeMY YMC/Y BbI3OBOB, MOCTYMUBLLNX B A@HHbIA CEPBUC.
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Queued

%
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Ouepesb

%

Abandoned ToTepsHHble

%

Abandonm
ent Time,
Average

Overflow

%

Answered

%

Average
Speed of
Answer

%

MNoTepAHHbIe,
cpefHee Bpems

MNeperpy3ka

%

OTBeYeHHble

%

CpeaHssA CKopoCTb
oTBeTa

KonunyecTBo BbI30BOB, MOCTaB/NEHHbIX B 04epeab. Bkatouaer
BbI30Bbl, KOTOPble BbIBpanu onuuio «BupmyanbHas oyepeds/
Ob6pamHbili 360HOK».

MpOoLEHT BbI30OBOB, MOCTAB/IEHHbIX B OYEPE/b, MO OTHOLWEHWIO K
06LL1EeMY YMC/Y BbI3OBOB, MOCTYMMUBLLWX B A@HHbIA CEPBUC.

KonunyecTso BbI30BOB, NOTEPAHHbIX NO UCTEYEHUU LLeNIEBOTO
BpeMeHu OTBeTa, T.e. 3aBepLUEHHbIX 3a BpemA 2 3agaHHomy B SL.

. BkntoyaeT: BbI30BbI, NOTEpPAHHbIE B ouepeam (3a
UCKIIOYEHNEM HEAKMYyasbHbIX nomepAHHbix / short-abandoned
8bI30808) + BbI30Bbl, NOTEPAHHbIE BO BpeMsA 3BOHKa.

TaK»Ke BKOYAET BbI30BbI, BbIOpaBLUMe ONLMIO «BupmyanbHas
oyepedb/06pamHsili 3860HOK»: 1) He oTBEUYEHHbIe NpK
NCXOAALWEM 3BOHKE 2) OTBEUYEHHbIE NMPU UCXOAALLEM 3BOHKE, HO
3aBepLIeHHble 40 MOMEHTA COeANHEHMUA C ONepPaTOPOM.

MpoueHT BbI30BOB, MOTEPAHHbIX MO UCTEYEHUWN LIESEBOTO
BPEMEHM OTBETa (T.e. 3aBEePLUEHHBIX 338 BPEMA > 334aHHOMY B
SL), No OTHOLEHMIO K 06LEMY YMC/Y BbISOBOB, MOCTYMMBLUMNX B
OaHHbIV cepBuC.

He BKAOYaET BbI3OBHbI, NnoTepAHHbIE B TEHEHUN LLeN1EBOTO
BpeEMEHUN OTBETA (T.e. 3aBepLLIéHHbIe 3a Bpemsa < 3a4aHHOMY B
SL).

CpegHee Bpems, B Te4EHUU KOTOPOro NOTEePAHHbIE BbI30BbI
Haxo4nnncb B oyepegn M/VlﬂM Ha 3Tane 3BOHKa A0 TOro, Kak
OTKNIOYUTLCA OT cepBUCa (3a MCK/TIl04EeHMEM BbI30OBOB,
NOTEPAHHbIX B TEYEHUN LUENEBOIO BPEMEHMU OTBeTa).

KonunuecTso BbI30BOB, KOTOPbIE BbiNN NepeHanpasieHb! Npu
3aHATOCTM BCEX OMEPATOPOB (HEBbLIMOAHEHUWN CTAHAAPTHbIX
YC0BWUI pacnpeneneHns Bbi30BOB).

MpoueHT BbI30BOB, KOTOPble BblIM NepeHanpasaeHbl Npu
3aHATOCTU BCEX OMepaTopOoB, N0 OTHOLIEHUIO K 0bLemy uncay
BbI30BOB, NOCTYNMBLUNX B AaHHbI cepBuC.

KonmyecTso BbI30BOB, OTBEUYEHHbIX OnepaTopamu. Bkatoyaet
BbI30Bbl, BbibpasLuMe onumio «BupmyansbHas oyepeos/
Ob6pamHbIli 380HOK», OTBETUBLLMNE Ha BbI30B U COEAMHEHHbIE C
onepaTopom.

MpoLUEHT BbI30OBOB, OTBEYEHHbIX ONEpPaTopamu, No OTHOLLEHMIO K

O6LI.I,€N\y 4Yncny Bbi3OBOB, MOCTYNUBLLUNX B AaHHblﬁ cepsuc.

Cpe,que BpemsA, B TEHEHNN KOTOPOTro BbI3OBbI OXKNAA/IN OTBETA
onepaTtopa. BkatoyaeT Bpema HaxoXaeHnA B ovepeau 1 Bpems
3BOHKa.
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CpenHee Bpema
06paboTku
(BxopALIMe BbI3OBbI)

CpegHee Bpema
pasrosopa
(Bxoasuime BbI30OBbI)

CpegHee Bpema
yaepxaHua
(xoasuime BbI30BbI)

CpenHee Bpems
NOCTBbI3bIBHOM
06paboTKkn
(BxoaALLMe BbI30BbI)

UcxopAawme BbI30BbI

CpenHee Bpema
06paboTku
(ncxopALLme BbI3OBbI)

CpenHee Bpema
pa3roBopa
(ncxopALLme BbI3OBbI)

CpegHee BpemA
NOCTBbI3OBHO
06paboTKu
(ncxopswme BbI30BbI)

KonunyecTtso onpocos

FCR %

CSAT

CpepHee Bpemsa 06paboTKM BXOAALLMX BbI3OBOB ONepaTopamu.
BK/lOYaeT Bpems yaeprKaHUA KAMeHTa U Bpems NoctobpaboTku
BbI30Ba.

CpeaHee Bpems pas3rosopa A1 OTBEYEHHbIX BbI3OBOB.

CpeaHee BpemMa yaep»KaHuUA KAMEHTa B TEYEHUM pa3rosopa
onepaTopa U KAneHTa.

CpeaHee BpemMA NOCTBbLI3bIBHOM 06paboTKM.

Konnyectso caenaHHbIX UCXOAALLMX BbISOBOB, CBA3AHHbIX C
AaHHbIM CEPBUCOM, BK/1HOHAA BbI3OBbl, HEOTBEYEHHDbIE
K/IMEeHTaMU.

CpegnHee Bpema 0bpaboTKM onepaTopamm UCXOAALLMX
OTBEYEHHbIX BbI30BOB. BK/tOYAET Bpems yaepKaHMA KNMEHTa U
Bpema noctobpaboTkm Bbi3oBa. He BKAtOYaeT Bpema Habopa
Homepa.

Cpep,Hee BpemaA pa3rosopa anAa ncxogAawmnx sbiI3oBos,
CBA3aHHbIX C AaHHbIM CEPBUCOM.

CpepHee Bpems NOCTBbI3bIBHON 06paboTKK, A5 UCXOAALLNX
BbI30BOB, CBA3AHHbIX C AaHHbIM CEPBVCOM.

KonmyecTBo onpocos, CBA3AHHbIX C BbI30BaMM (BXOAALLMMMU U
ncxoaswmnmm), obpabotaHHbIMM onepaTopamu rpynnbi.

[lons 3anpocoB, peleHHbIX ¢ NepBoro obpateHus. MpoueHT
pe3ynbTaTOB OMPOCOB B KOTOPbIX OTMEUYEHbI BbI30Bbl B KOTOPbIX
MOJIHOCTbIO PELLMN BOMPOC KAWEHTA C NepPBOro obpalleHus, no
OTHOLUEHMUIO K 06LLEMY KO/IMYECTBY ONPOCOB, CBA3AHHbIX C
BbI30BaMK, 06paboTaHHbIMM OMepaTopamm rpynnbl.

YA0BNeTBOPEHHOCTb KneHTa. CpeaHAA OLeHKa, aHHaAA
K/IMeHTaMK NOo pe3ysibTaTam BCexX ONPOCOB, CBA3AHHbIX C
Bbl30BaMM, 06paboTaHHbIMK OnepaTopamm rpynnol.
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Net NPS MNoKasaTenb NI0AIHOCTU KANMEHTOB PACCYMTAHHbBIN MO BCEM

Promoter 0npocam, CBA3aHHbIM C BbI30BamM, 06paboTaHHbIMU

Score onepaTtopamu rpynnbl. MeToamMKa pacyeTa nokasatens A0CTyNHa
Mo cChlKe.

Co-browse  CoBMecCTHbIM Konnuectso obpaleHuii Beb-4aTa B KOTOPbIX Obla BKAKOYEH KO-

NpPOCMoTp 6pay3nHr (COBMECTHbIM NPOCMOTP).

B HacTosALLEE BPEMA UCMONb3YETCA TONLKO C KO-6pay3nMHrom ot
Surfly.

CEPBUCbI: PABOTA MO AHAM / Service in Time
Mokasatenu pabotbl onepatopos B Cepeuce no 06paboTke Bxoaawmx obpaLyeHuii, crpynnMpoBaHHble No
AHAM (ana ronoca 1 yata). MoXKHO BbI6paTh OAUH UM HECKOBKO CEpPBUCOB.

HasBaHue HaseaHue (pyc.) | OnucaHue (pyc.)

(aHrn.)

Number of Calls MocTtynuno Konnuectso obpalleHnin, NOCTYNUBLUNX B AaHHbIMA CEPBUIC, 3a
BblOPaHHbIN MHTEPBAN BPEMEHMU.

In Service Level OtBeyeHo B MpoueHT KonnyecTa 06 paLLEHNI, OTBEYEHHbIX B TEYEHWUU

% TeyeHmn SL % 3apgaHHoro SL (Service Level — YposeHb CepBsuca) , no
OTHOLLEHUIO K 0BLLLEMY KOJIMYECTBY OTBEYEHHbIX U
NnoTepsiHHbIX BXOAALWMX 06paLLeHNI, 32 UCKNIOYEHNEM
0b6paLLeHunit , NOTEPAHHDLIX B TE4EHUU MHTepBana SL.

Max Agents MakKc. onepatopoB  MaKcMMaibHOE KOIMYECTBO O4HOBPEMEHHO PaboTatoLLLMX
onepaTopos, 061adatoWwmx HeobXxoaMMbIM AR AAHHOTO
CepBu1Cca HaBbIKOM, B TEYUEHUWN 334aHHOIO MHTEPBana
BPEMEHMU.

Min Agents MuH. onepaTopoB  MMHMMaNbHOE KOIMYECTBO O4HOBPEMEHHO PAabOTAIOLLMX
onepaTopos, 061adaoWmx HeobXxoaMMbIM ANA AAHHOTO
CepBu1ca HaBbIKOM, B TEYUEHUWN 334aHHOIO MHTEpPBana
BPEMEHMU.

Occupancy % 3arpyska % MpoueHT BpemeHH, 3aTpayeHHOM BCEMU OMNepaTopamm
rpynnsl Ha 06paboTky obpalueHnin (BKAOUYasa NocTobpaboTKy)
Mo OTHOLLEHUIO K 06LLeMy BpeMeHM paboTbl (06paboTka
obpalLeHunit, BKAOYas NocTobpaboTKy + HaxoKaeHWe B
COCTOAHUMU «fomos»).

Overflow Calls % MMeperpy3Kka % MPOLEHT KONNYECTBa BbI3OBOB KOTOPbIE Hbln
nepeHanpas/ieHbl Ha BHELHWE pecypcbl (ayTCOPCUHT) Npu
3aHATOCTU BCEX OMNepaTopoB (HEBbINOJHEHUU CTaHAAPTHbIX
YyCNoBUIA pacnpeaeneHuns BbI30BoB).
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CEPBUCHI: COBCTBEHHbIA MEPCOHA/T U AYTCOPCUHT / Service Staffing and

Overflow

Konunuecrso BXoAALllUX Bbl30BOB, OGCHV)KeHHbIX CcO6CTBEHHbIM nepcoHasiom KU, U HanpaB/1€HHbIX Ha
ayTCOpCUHT (anA ronoca u yarta). CTaTUCTUKMU BbIBOAATCA OTAENbHO ANA KaXKA0M rpynnbl onepaTopos,
paboTalowmx B cepsuce U Mo KaXkgomMy HOMmepy, Ha KOTOPbI NepeBoauAUCh Bbi30Bbl (HOMep
aytcopcuHrosoro KL). MoxHo Bbi6paTb O4UH UK HECKO/IbKO CepPBUCOB.

HasBaHue HaseaHue (pyc.) | OnucaHue (pyc.)

(aHrn.)

Number of Calls OtseueHo [na cepsuca: obuiee KOANYECTBO OTBEYEHHbIX BbI3OBOB.
Answered

[ns rpynnbl MM HOMepa: KOJIMYECTBO OTBEYEHHbIX BbI3OBOB,
06paboTaHHbIX FPYNMNOM UM HaNPaB/IEHHbIX HAa HOMeD.

Average CpeaHee Bpems CpeaHee Bpems 06paboTKM onepaTopamm BXOAALLUX

Handling Time 06paboTku OTBEYEHHbIX BbI3OBOB.

Inbound BXoaalme

( ) Lblag'B:i [ns rpynnobl MaM Homepa: cpegHee Bpemsa 06paboTku
BbI3OBOB A/1A FPYMNMbl ONEPATOPOB UM HAaNpPaB/IEHHbIX Ha
HoMmep.

% Abandoned MoTepsiHHbIE % MpPOLEHT NOTEPAHHbIX BbI3OBOB (3aBEPLUEHHbIX KAMEHTaMU

BO BPeMs OXKMAAHUA CoeauHeHNsA C onepaTopom) no
OTHOLLEHMIO K 06LLEMY KONNYECTBY BbI3OBOB , HanpaB/ieHHbIX
Ha AaHHbIN CEPBMC M Ha3HaYeHHbIX rpynny / nepeseaeHHbIX
Ha Homep. YUMUTbIBAIOTCA TONbKO BbI30BbI, NOTEPAHHbIE MO
NCTEYEHUIO LieIeBOro BPEMEHW OTBETa (T.e. 3aBepLUEHHbIX 33
Bpemsa = 3agaHHoMmy B SL).

[lna cepBuMca NOKa3biBaeT MPOLLEHT NOTEPAHHbIX BbI3OBOB
(3aBepLUEHHBIX KAMEHTaMM BO BPeMS OXUAAHUA COeAMHEHUA
C OMepaTopom) Mo OTHOLWEHUIO K 06 LLLEMY KONMYECTBY
BbI30BOB , HaMPaBAEHHbIX Ha AaHHbIA CepBUC. YUUTbIBAKOTCA
TO/IbKO BbI30BbI, MOTEPSHHbIE MO UCTEYEHUIO LLENEBOTO
BpPEMeHM OTBETa (T.e. 3aBEPLUEHHBIX 33 BpeMA > 3a4aHHOMY B
SL).
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CLLEEHAPUM: UCNO/Ib3OBAHUE B/IOKOB / Scenario Block Execution Frequency
MoKa3sbliBaeT KOAMYECTBO UCNONb30BaHMUA 610KOB BbIBpaHHOrO cueHapusa. [laHHble BKAOYaoT
Konun4yecrtBeHHble U NPOoUuEeHTHbIe NOKa3aTe/n.

HasBaHue HasBaHue (pyc.) | Onucanue (pyc.)

(aHrn.)

Block Type Tun 6aoKa Tun 610Ka, MCNONIb30BAHHOIO B CLLEHAPUU.

Block Title HasBaHue 610Ka HasBaHue 6,10Ka, UCNOAb3YEMOTO B CLLEEHAPUN.

Exit Bbixog, Bapu1aHTbI Bbixoga M3 6/10Ka (3aBeplieHma 610Ka).
Visits Ncnonb3oBaHune [na 6noka — obLiee KONNYECTBO EFO UCMNO/b30BAHMUSA.

[lna Bbixoga — obliee KONMYECTBO AaHHOMO BapuaHTa
BbIxoaa n3 6/10Ka.

% MpoueHT [lna 6noKa — KONIMYECTBO UCMO/Ib30BaHWNIA AaHHOro 610Ka no
OTHOLLIEHMIO K 06LLEMY KONMYECTBY UCMO/Ib30BaHNA BCEX
6/10KOB B JaHHOM CLlEHapuu, B NPOLLEHTaX.

[lnsa BbIXOAA — KOIMYECTBO AaHHOro BapmMaHTa BbixoAa no
OTHOLLEHMIO K OBLLEMY KOIMYECTBY MCMNONb30BaHUI AaHHOIO
610Ka, B NpoLEeHTax.
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CLEHAPUI: NOTEPAHHbIE BbI3OBbI / Scenario Block Disconnects
KonnuecrtBo notepsaHHbIX BbI3OBOB B KAXKA0M 3/1eMeHTe cueHapua. OTobparKatoTca To/bKo 6/10KK, B
KOTOPbIX 6blnn noTepAHHbIe BbI30BbI. p,aHHble BK/IIOYalOT KO/IMYECTBEHHbIE U NPOLEHTHbIE NOKa3aTe/n.

HasBaHue HasBaHue (pyc.) | Onucanue (pyc.)

(aHrn.)

Block Type Tun 6aoKa Tun 610Ka, MCNONIb30BAHHOIO B CLLEHAPUU.

Block Title HasBaHue 610Ka HasBaHwWe 6/10Ka, MCNOb3yeMOoro B CLLEEHapUM.

Number of MoTepAHHbIe Konunyectso BbI30BOB, MOTEPAHHbIX BO BPEMA UCNONHEHUSA
Disconnects AaHHoro 610Ka cueHapus.

% of All Calls MoTepsiHHbIE % MpoLeHT KoNnyecTea BbI3OBOB, MOTEPAHHbIX BO BpeMs

MUCNONHEHNA AaHHOTO 610Ka ClueHapuAa Nno OTHOLWEHUIO KO
BCeM NOTEPAHHbIM BbI30OBaM B dHHOM CLUEHapnn.
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EMAIL CEPBUC / Email Service
KnioueBble noKasatenu paboTbl cepeuca 06paboTku e-mail. [laHHbIe BKNIOYAIOT KO/IMUYECTBEHHbIE,
BpemMmeHHble U NPOLUEHTHbIe 3HaYeHUA.

HasBaHue HasBaHue (pyc.) | OnucaHume (pyc.)

(aHrn.)

Received MonyuyeHo Obuiee KonuuecTso 8xodawux email, nocTynuBLIMX B
[aHHbIN cCepBUC 3a 3aaHHbIA MHTEPBaAN BpemeHu (BKatoYas
HoBble email M NocTynuBLLME B pamMKax CyLLECTBYIOLNX
3aABOK).

He yunTbiBaeT email, nonyy4eHHble npu nepeadpecayuu vam
npu U3MeHeHWUU cepsuca (nepeHasHavyeHuu).

Received New MonyyeHo: HOBble Konnuectso HosbIx 8xodawux email, NOCTYNMBLUMX B AaHHbIN
CepBUC 3a 334aHHbIN MHTEPBa BPEMEHM.

He yunTbiBaeT email, noCTynuBLLME B paMKaXx CyLLLECTBYHOLLEN
nepenucKu, a Tak:Ke Noay4yeHHble NpU nepeadpecayuu nam
npu U3SMeHeHUU cepeuca (nepeHasHavyeHuu).

Received by MonyyeHo: KonnuectBo exodaujux email, nepeagpecoBaHHbIX B AaHHbIN
transfer nepeagpecaums CEPBMIC 3a 334aHHbIN MHTEPBAN BPEMEHW.

He YYUTbIBAET email, NoCTynmMBLINX NPN USMEHEHNN CEPBUCA

(mepeHasHauveHuu).
Received by MonyyeHo: Konnyectso Bxogawmx email c usmeHeHuem cepsuca: Koraa
service change  nepeHasHayeHo onepaTop, obpabaTtbiBaroumii email, BpyuHyo usmeHun

cepBuc (NepeHasHauma) U NPOAONKUA C HUM PaboTy.

Carried Over lNepeHeceHHble Ob6uee Konmyectso email, NOCTYNUBLUMX B flaHHbIN CEPBUC B
npeablaoylime AHU M OCTaBLUMXCA HEOOPaBOTaHHbIMM K
Hayany 3a,aHHOro MHTepBasia BpeMeHU. BKatoyaeT HoBble U
npuvweaLine no y»e co3gaHHbIM 3aABKaM.

Carried Over MNepeHeceHHble: Ob6uee Konmyectso email, NOCTYNUBLUMX B flaHHbIN CEPBUC B
New HOBble npeablayLwime AHU U OCTABLUMXCA He0bpaboMAaHHbIMU K
Hayany 3a4aHHOrO MHTepPBa/ia BPEMEHM.

BkatoyaeT TONbKO HOBble email.

Processed - ObpaboTaHHble: ObuLee KonmyecTBo BxoaALwmMx email, 06paboTaHHbIX
Total BCEro onepatopamu 3a 3agaHHblA UHTEPBAN BPEMEHU.

BkntoyaeT oTBeYEHHbIE, 3aKpbITble, MepeBeaeHHbIe U email ¢
Mn3ImMeHeHnem cepsmnca.

Processed - ObpaboTaHHble: Obuiee KonnMyecTso BXoaALMX email, oTBeYeHHbIX
Replied OTBEYEHHble onepaTopamu 3a 3aJlaHHbI MHTEPBaa BPpemMeHU (BKoYas
nepeaapecoBaHHble email).

I ObpaTtute BHUMAHME: YUNTbLIBAET TO/IbKO NEPBbLIE OTBETDI
Ha email. MocneaytoLimne oTBETHI PACCMATPUBAKOTCA KaK
ncxoaawme email M yunTbiBaloOTCA NapameTpom Mcxodauwue:
obpabomaHHsle.
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Processed —
Closed

Processed —
Transferred

Processed —
Service Changed

Remaining

Avg Reply Time

Average Handle
Time

Total Handle
Time

Replied in SL %

Outbound Sent
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ObpaboTaHHble:
3aKpbITble

ObpaboTaHHbIE:
nepeagpecauus

ObpaboTaHHble:

nepeHasHayeHHble

OcTanocb

CpeaHee Bpems
oTBeTa

CpeaHee Bpema
06paboTku

Obuwee Bpemsa
06paboTku

OTBeyeHO B
TeyeHun SL %

Ucxopawme:
obpaboTaHHble

O6Luee KonnyecTBo email, 3aKkpbimoix onepatopamu bes
OTBEeTa B TEYEHWUWN 334aHHOTO MHTEPBaaA.

Obuiee KonnuecTso email, nepeadpecosaHHbIX onepaTopamu
Ha gpyrue cepBmcbl B TEYEHUM 3a4aHHOTO MHTEPBana.

Obuiee KonmyectBo email, nepeHa3Ha4YyeHHbIX ONePaTopPoOM:
Koraa onepatop, obpabaTtbiBatowmini email, BpyyYHyto
N3MEHWUN cepBUC (MepeHasHaum) U NPOAOIKUA C HUM
pabory.

Obulee Konmn4yecTso BXoadALWMX email, ocTasmnxca
HeobpabomaHHbLIMU K KOHLLY 3a1aHHOIO MHTepBana
BPEMEHMW.

CpeaHee Bpems oTBeTa A8 BXoAAlMX email: cuntaerca ot
MOMeHTa nonagaHuna email B ouepeab [0 OTNPaBKN NEPBOro
oTBerTa.

CpenHee KONMYECTBO BPEMEHM, 3aTPaYeHHoe Ha paboTy ¢
email, B Te4eHWe BbIGPAHHOIO MHTEPBA/Ia BPEMEHMN.
PaccuntbiBaeTca Kak Obwee epemeHu 06pabomKu AeneHHoe
Ha KO/IMYECTBO OTMEYEHHbIX email.

ObLee Bpemsn, 3aTpayeHHoe Ha paboty ¢ email, BKaoyan
Bpemsa lMocmobpabomku (ACW), B TedeHWe BbIBpaHHOTO
WHTEpBana BpemeHu. CYMMUPYETCA Bpems A/A BCEX
cnyyaes, Korga email Haxoguavck B hoKyce BHUMAHUSA
onepaTopa (email 6bin BbIbpaH B CriucKe aKMUBHbIX
obpauwjeHuli) B NPUNOKEHMM onepaTopa.

MpoueHT email, nepBbIn OTBET NO KOTOPbIM OblA OTNPaB/EH B
TeyeHumn 3agaHHoro SL (Service Level — YposeHb Cepsuca) no
OTHOLLEHUIO KO BCEM OTBEYEHHbIM email.

! O6patute BHUMAHME: NPU NOACUYETE BPEMEHWN OTBETA HE
YUYUTbIBatOTCA HEpaboume Yachkl AN AaHHOro cepeuca. 3To
0O3HauaeT, YTo Hepaboyee BpemMsa UCKIOYaeTCa U3 MHTepBasa
BpeEMEHU ans onpeaeneHus SL, T.e. B 4aHHOM CTaTUCTUKe
Y4YUTbIBAIOTCA TO/IbKO paboune yacbl cepBuca.

O6uiee Konnyectso ucxoaawmx email, omnpasneHHsbix B
TeYeHUU 3a4aHHOTO MHTEePBasia BPEMEHMU.

Bk/itoyaeT Kak HoBble Ucxoasalme email , Tak 1 OTBETbI B
nepenucke rno 3anpocam.
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EMAIL: TOOPOBHOCTU / Email Detail
Cnucok Bcex 06paboTaHHbIX e-mail B XpoHonormyeckom nopagke 3a 3afaHHbl nepuog,. Boibopka no
BXOAALMM M ucxoaawmm e-mail. bnarogapa ¢unbTpaumnmn no nonam «Om», «Komy» n «CoeduHeH»

BO3MOKHO OTO6pakeHne CTaTUCTUK MO BbIGpaHHbIM email U KOHKpPeTHbIM onepaTopam. [laHHble BKAOYaloT

undposble, BpemMeHHble 3HaUeHUsA, CTaTyCbl 06paLeHua.

EELELTS

(aHrn.)

Date

Time

Type

From
To

Connected to

Service/

Campaign

Transferred
from

Agent
disposition

HasBaHue (pyc.)

[arta

Bpems

Tun

oT
Komy

MonyyeH

Cepsuc/ KamnaHus

MNepeagpecosaH oT

CraTtyc

Onucanue (pyc.)

Ons exooawux email: gata noctynaexnuns email B cepsuc.

Ons ucxodauwux email: gata oTtnpaBaeHns email.

Ons exodaujux email: Bpema nocrynieHua email B cepsuc.
Ona ucxodawux email: Bpema otnpasaeHuns email.

Bpems npusoautca B dopmate UTC (Universal Coordinated
Time - BcemupHoe KOOpOUHUPOBAHHOe 8peMs). Hanpumep:
Mockosckoe Bpemsa otandaetca ot UTC Ha + 3 vaca.

YKasbiBaeT mun email:
Inbound - BxogaAuwmi

Outbound — Ucxoaawuii.
OtobpaskaeT coaepxaHue nona "From/ Om" B email.
OTobparkaeT adpec, Ha KOTopbI 6bin oTNpaBaeH email.

Ona exodsawux email: ykasbiBaeT COTpyAHMKA, NOAYYUBLIETO
email.

HasBaHue cepBuca, Ha KOTopbIn bbl1 Ha3Ha4YeH email.

MepeHa3Ha4YeHWe cepBuca ONePaToOPoOM Uau NEPEBOZ, Ha
Opyroit cepBuc oTobparkaeTca B oT4eTe B BUAE OTAE/IbHOM
CTPOKM C YKa3zaHMeM Ha3BaHWA HOBOro CEPBMICA.

YKa3bIBaeT onepaTopa, OT KOTOPOro NOCTYNu
nepeagpecoBaHHbIn email.

Cmamyc email, npocTaBneHHbI ONepaTopom.
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Action

Queue time

Reply time

Handle time

In Focus

Out of Focus

Held
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CoctosaHue

Bpemsa B ouepeamn

Bpemsa oTBeTa

Bpems 0bpaboTku

B ¢poKyce

BHe ¢oKyca

Kon-Bo yaepxaHui

YKasblBaeT, Yem 3aBepLunaacb o0b6paboTka email.
MoryT 6bITb CneaytoLme COCTOAHMUSA:

Replied/ OtBeueH: Ha Bxoaawmit email 6b11 oTNpaB/ieH OTBET;

Closed/ 3akpbIT: Bxoaawmit email 6bin 3aKpbIT 6€3 0TNPaBKK
oTBeTa;

Service Changed/ MepeHasHaueH: Email 6b1n nepeHasHayeH
(onepaTtop M3MeHUN cepBurC, Ha KOTOPbIN bbin
nepBoHa4anbHO Ha3HadyeH email u NpoaoKUA ero
06paboTKy; nocneaytolan obpaboTka oTobparkaeTca B Buae
OTAENbHOM CTPOKK B OTUETE);

Sent/ OtnpagneH: Ucxoaawmii email oTnpaeneH onepaTopom;

Discarded/ OtMeHeH: OTnpaBKa ucxoadawero email 6biia
OTMEHeHa onepaTopom.

Bpems, B TeueHMM KOTOpOro email Haxoamnca B oyepeou
[AaHHOro cepBuca.

Ona exodawux email: Bpems mexay noctynieHnem email B
NepcoHaNbHYI0 oYepeab onepaTopa AN BPEeMEHEM ero
OTKPbITUA OMepaTopom (Npu aBTOMaTUYECKOM
pacnpeaeneHum) u BpemeHem OTNPaBKM NEPBOro OTBETA
(nnn 3aKkpbITMA email MaKn nepeagpecaLMm Ha BHELWHWIA

agpec).

Ona ucxodauwux email: Bpema mexkay Hauanom co3gaHus
MMcbMa 1 ero oTrnpPaBKoM.

I O6patute BHUMAHME: NMCbMaM, KOTOpble bbln
nepeagpecoBaHbl UM NepeHa3HauyeHbl, COOTBETCTBYIOT
HECKO/IbKO CTPOK B oT4eTe. a5 Takux email B nepBoit cTpoke
Bpems 06paboTKM OTCYTCTBYET, a B NOCAeAHEel CTPOKe -
COOTBETCTBYET 06LWemy BpemeHn o6paboTku email.

| BpemsA nopcumTbiBaeTcs, KaK KaleH[AAapHOeE, C YYeTOM
Hepabounx yacos cepBuca. T.e. B laHHOM CTaTUCTUKE BpemA
BK/IlOYAET KaK pabouue, Tak M Hepaboune Yachl cepBuca.
Hanpumep: nucbmo 6b1s10 nonyyeHo B 16 Yacos, a OTBET bbin
otnpasaeH B 10 yTpa caegytowero gHA; HOUYbKO CEPBUC HE
paboTan. Bpemsa otseta byaeT noacymTaHo Kak 18 yacos.

Ona exodawux email: Bpems mexxay pacnpegeneHnem email
Ha onepaTopa W BpeMeHeM OTNpPaBKW NepPBOro OTBeTa.

Bpems, B Te4UeHUM KOTOPOro AaHHbIM email 6b11 BbibpaH B
Cnucke akmusHbix obpaujeHuli (HaxoaAnnca B akTUBHOM
pabote y onepaTtopa).

Bpems, B Te4eHUM KOTOPOro AaHHbIM email Haxoauaca B
Cnucke akmueHbix obpaujeHuli, Ho He 6bln BbIGpaH B
KauyecTBe aKTUBHOrO (cm. «B @oKyce»), T.e. He bbin B
aKTUBHOM paboTe y onepartopa.

MoKasblBaeT, CKO/IbKO pa3 email 6bin He poKyce BHUMAHUSA
onepaTopa.
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Max Hold Makc. yaep*kaHue Bpema makcMmanbHOro yaeprkaHusa email .
Wrap-up time Bpems Bpemsa HaxoXaeHuA ornepaTtopa B COCTOAHUMU
noctobpaboTku «Mocmobpabomka» npu paboTe ¢ AaHHbIM email.
Case ID Homep 3anpoca Homep 3anpoca, cBazaHHOro ¢ AaHHbIM email.
Thread ID Homep uenouku Homep uenoykn nucem, K KOTOPOWM OTHOCUTCA AaHHbIM email.
Subject Tema CopeprkaHue nonsa «Tema» gaHHoro email.
In SL SL MokasbiBaeT, 6b11 M email 06paboTaH cornacHo

TpebosaHuam SL (Service Level/ YposeHb 0bcayxcusaHus),
3aZaHHbIM 414 AaHHOTO cepBuca.

Bo3moxkHble 3HaveHus: Yes/ [la; No/ Het; nyctoe 3HaueHme.

MycToe 3HaYeHMe CTaBUTCA B TOM C/ly4ae, ec/iv pesybTaTom
06paboTkmn email ABNAETCA He OTNPABAEHHbIN OTBET, @ UHbIE
COCTOSIHUA.

! 06paTMTe BHUMaHUe: ,D,aHHbIVI NoKa3aTe/lb He Y4YUTbIBaET

BpPEMSA, BHe 3aZaHHbIX YacoB paboTbl cepBuca (B OTINYMM OT
nokasarena Bpems obpabomku).

Global ID Global ID Homep mobanbHo2o udeHmugpukamopa obpaweHus (Global
interaction identifier).
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OMNI QM

B maHHOM pa3gene npeacTaBieHO ONUcaHMe O0TYeToB No paboTe AononHUTENbHOTO dyHKUMoHana OMNI
Quality Management (OMNI QM) , npeaHa3Ha4yeHHOro Ans NpodeccnoHaibHOM oLeHKU paboTbl NepcoHana
O6nayHoro KU,

[aHHbIN GYHKLMOHAN ABNSETCA AONONHUTENbHO NAaTHOU onumei. [1na ee BKAOYeHUs npocbba obpaTtuTbea
K KOMMepYecKomMy npeacrtasmTento KomnaHum CloudContact.

[anee npnsBogATca otyeTbl B aﬂ(l)aBMTHOM nopAAKe COrMacHO HAa3BaHMIO HA PYCCKOM A3biKe. [opAaaok
PacnoNnoXeHUA CTaTUCTUK COOTBETCTBYET UX NOPALAKY B CTaHOAPTHOM WwabnoHe KOHKPEeTHOro ot4yeTa.

OMNI QM: BCE KOMMEHTAPUU K BOMPOCAM / All Question Comments
OTy4eT copepKUT NnepeyeHb KOMMEHTapueB K Bonpocam B popmax oueHKU. MoXKHO BbiGpaTb HECKO/IbKO
dopm OLEHKM.

HasBaHue HasBaHue (pyc.) | Onucanue (pyc.)

(aHrn.)

Date [aTa [Jarta, Koraa 6bl1a NpocTaB/ieHa OLEeHKa Uan gobasneH
KOMMEHTapUM.

Time Bpems Bpems, Koraa 6bl1a NpocTaB/ieHa OLUeHKa Uan aobasneH
KOMMEHTapUN.

Evaluator OueHLWmK damuana n Mms coTpyaHMKa, NPOU3BOAUBLLETO OLLEHKY.

Comment KommeHTapum KommeHTapuit, ob6aBaeHHbIN OLEeHLMKOM B npolecce

oUEeHKM paboTbl onepaTopa.

OMNI QM: KO/TMYECTBO OTBETOB / Answer Frequency
MoKasbiBaeT BONPOCbI, OTBETbl HA HUX U KO/IMYECTBO OTBETOB MO KaXKA0My BapuaHTy. MoKHo Bbl6paTb
HEeCKOJIbKO cepBucoB, GOpM OLLeHKW, BONPOCOB U BAPMAHTOB OTBETA.

HasBaHue HasBaHue (pyc.) | Onucanue (pyc.)

(aHrn.)

Question Bonpoc Bonpoc ns @opmei ouyeHKu.

Answer BapuaHT oTBeTa OTBeT (OLeHKa), NPOCTaBNEHHAA OLEHLLMKOM.

Answer Count Konnuectso Konuuectso BbI6paHHOro BapnaHTa OTBETA 33 YKa3aHHbIM

BPEMEHHOW Nepuoa,
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OMNI QM: OUEHKWM NOAPOBHOCTW / Actual Evals

B oTueTe NpeacTaBaAeHbl HearpermpoBaHHble AaHHbIE N0 OLLeHKaM, AN1A BCeX BONpocoB U 061acTeil OLeHOoK.
Mo»KHO BbI6paTb cepBuc / KamnaHUIO, rPYNNy ONepaTopoB, OLEHLMNKa, cynepsusopa, Gopmy OLEHKU U
KOHTpoAupyemoro onepatopa. Camblit Nogpo6HbI OTYET NO NPOCTAB/EHHbIM OL,EHKaM.

HasBaHue HasBaHue (pyc.) | Onucanume (pyc.)

(aHrn.)

Form Score 0O6uan oueHKa MToroeas oueHKa no Bceit Popme oueHKU.
Area Ob6nactb HasBaHwe obsaacmu ouyeHKuU.

Question Bonpoc HaseaHue Bonpoca n3 061acmu oyeHKuU.
Score OueHKa 3HayeHme OLEeHKM NO AaHHOMY 80MPOCY.
Answer OTser 3HaueHue oteeta ([a / HeT).

Comment KommeHTapum KommeHTapuit No 4aHHOM OLEHKe.

OMNI QM: OLLEEHKWM NOAPOBHOCTU (CSV) / Actual Evals CSV
DaHHbIii oTyeT cooTBeTcTBYET OTUeTY « OMNI QM: EHKN NOAPOBHOCTHU», 3a UCKNOYEHUEM TOTO, YTO
oTueT BbirpyrKaerca B popmate CSV, UTo NO3BO/IAET BbIrPY3UTb OTUET , coAep:KaLmii 60abuioil 06bem

MHQOQMBQMM.

HasBaHue HasBaHue (pyc.) | Onucanue (pyc.)

(aHrn.)

Form Score 0O6uLan oLeHKa UTorosas oLeHKa no Bcen dopme oyeHKU.
Area O6nacTb HasBaHue 0bs1acmu oyeHKU.

Question Bonpoc HaseaHue Bonpoca n3 061acmu oyeHKu.
Score OueHKa 3HauYeHMe OLEHKM MO AaHHOMY 80M1POCY.
Answer OTBeTr 3HavyeHwue oTeeTa ([la / Her).

Comment KommeHTapui KommeHTapuii No aHHOM OUEHKe.
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OMNI QM: NOKA3ATE/IM OLUEHLLMKA / Evaluator Performance

OTyeT coaepKUT NoKasaTenu, NOMoralowme onpeaennTb KauecTso paboTbl OLEeHLLUKa.

Ha3ssaHue

(aHrn.)

Total
Evaluations

Accepted
evaluations

Rejected
evaluations

Assigned
evaluations, not
completed

Assigned
evaluations,
completed

Evaluations
pending
confirmation

Calibrations, not
completed

Completed
calibrations

HassaHue (pyc.)

Bcero oueHeHo
dopm

MpuHATbIE

OcnopeHHble

Ha3HayeHHble
He3aBepLUeHHble

Ha3HayeHHbie
3aBepLUEHHbIEe

Oxungatot
noaTBepXaeHuns

HesaBepLieHHble
KanmbpoBKu

3aBepLUeHHble
KanmbpoBKu

Onucanue (pyc.)

ObLee KoNMYeCTBO OLEHEHHbIX GOPM.

KonnuectBo NpuHATLIX (MOATBEPKAEHHbIX) GOPM OLLEHKMU.

KonmyecTBo ocnopeHHbIX (OTKIOHEHHbIX) GOPM OLEHKM.

KonmyecTBo HazHauyeHHbIX GOPM OLLEHKM, B KOTOPbIX OLEHKa
He bblna 3aBepLUeHa.

KonmyecTBo HazHaYeHHbIX GOPM OLLeHKM, B KOTOPbIX OLEHKa
6bln1a 3aBepLleHa.

Konunuecrso 3aBepLieHHbIX GOPM OLEHKM, OXKUAAIOLNX
NOATBEP}KAEHMA.

Konnyectso He3aBepLIeHHbIX C1y4YaeB KaJ'IM6pOBKM OLIEHOK.

Konnyectso 3aBepLeHHbIX cny4aeB KanM6pOBKVI OLLEHOK.

OMNI QM: CPEAHEE MO OBNACTAM OUEHKW / Eval Areas
B oTueTe NOKa3biBalOTCA CPeAHUE Pe3ynbTaTbl N0 KaXKAoM obnacti oueHKkn. MoxKHo Bbi6GpaTb cepsuc /
KamnaHuIo, rpynny onepaTopos, OLEHLINKa, CynepBn3opa, 061actb OLLEHKU U KOHTPOIUPYEMOro

oneparopa.

HasBaHue

(aHrn.)

Area

Avg Area Score

HaseaHue (pyc.)

O6nactb

Cpep,Hee 3Ha4yeHue

Onucanue (pyc.)

O6nacTb OLEHKMU.

CpeaHee 3Ha4YeHMe OLLeHOK No AaHHOW obaacTu.
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OMNI QM: CPEAHEE MO BOMNPOCAM / Question Averages
OTueT copepuUT cpeaHuii 6ann no obnactu u cpeaHuin 6ann 3a Kaxkgbii Bonpoc oueHKU. Mo»KHo Bbl6paTb
cepsuc / KamnaHuio, GopMmy OLLEHKU M KOHTPOIMPYEMOrO oneparopa.

HasBaHue HassaHue (pyc.) | Onucanue (pyc.)

(aHrn.)

Area O6bnactb Ha3BaHue 061acTu OLLEHKM.
Question Bonpoc Bonpoc 13 06nactu oueHKMU.

Avg Area Score  CpepHuii 6ann no CpegHuit 6ann no 061acTv OLEHKN.

obnactu
Avg Question CpeaHuit 6ann no CpeaHuit 6ann no Bonpocy.
Score Bonpocy

OMNI QM: KAIMBPOBKMW / Calibrations

B oTyeTe NpUBOAATCA BCe C/ly4an KaAMB6POBKHM, BKAOYAA: GopMy OLeHKMU, AaTy U Bpema obpalueHus,
onepartopa, CepBuUC, AJUTENbHOCTb, OLEHLMKA, CMUCOK BONPOCOB CO CPeaHUM 3HaYEeHMEeM U NPOBEPKOM
pasnanumii.

HasBaHue HasBaHue (pyc.) | Onucanue (pyc.)

(aHrn.)

Question Bonpoc Bonpoc 13 06nactu oueHKM.

Agent Name OnepaTtop Nma n dammnuns oueHMBaemMoro onepartopa.
Average CpepnHee 3HayeHne CpegHee 3HaYeHMeE OLLEHKM MO BOMPOCY.
Standard CraHpapTHOe CTaHAapTHOE OTKJOHEHWE OLLEHKW.
deviation OTK/IOHEHUe

OMNI QM: OUEHKWN ®OPMbI / Score Report
MokasbiBaeT AaTy, MMA OLUEHLUMKA U OLeHKY Bcel dpopmMbl. MoXHO BbibGpaTb cepBuc / KamnaHuio, rpynny
OonepaTopoB, OUEHLLUKA, POPMY OLLeHKM U KOHTPOJIMPYEeMOro onepartopa.

HasBaHue HassaHue (pyc.) | Onucanue (pyc.)

(aHrn.)

Date [Oata [aTa, Koraa 6bin1a BbINOMHEHA OLLEHKa GOPMBI.
Evaluator name OueHuWuK NUmsa 1 pamumama oueHLWmKa.

Form score OugeHKa dopmbl O6uas oueHKa dopmbl.
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OMNI QM: CMOPHbIE OLUEHKMW / Disputed Evaluations
Otyer 0106pa)Kae1' noKasaTe/im N0 BCeM CNOPHbIM OUEeHKaM. MoxxHo Bbl5paTb OuUeHLWunKa n
KOHTpO/IMpyemoro oneparopa.

HasBaHue HassaHue (pyc.) | OnucaHue (pyc.)

(aHrn.)

Total OLeHKu, BCero ObLiee KoNNMYeCcTBO BbIMOAHEHHbIX OLLeHOK (OLEHEeHHbIX
evaluations dopm).

Disputed OcnopeHHsble O6bLLee KoNNYecTBo OCNOPEHHbIX GOPM.

evaluations

Evaluations OcnopeHHble Konnuectso ¢opm OLEHKM, OCMOPEHHbIX CYyNnepBM30pOM.
disputed by CynepBmU3Opom

supervisor

Evaluations OcnopeHHble Konnyectso ¢popm OLEHKM, OCMOPEHHbIX ONEepPaTopPoM.
disputed by onepatopom

agent

Currently Ceityac Ha KonnyectBo ocnopeHHbIX GOpM, HaXogALWMXCS celyac Ha
disputed pPaccCMOTPEHUU pPacCMOTPEHUMN.

evaluations

Number of Oxungatot KonnuyectBo ocnopeHHbIx GOpm, OXKUAAIOLLUX
evaluations NOATBEPIKAEHUA NOATBEPKAEHUSA.

pending

acceptance
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MpunoxxeHue Nel CUCTEMHDbIE CTATYCbI / Disposition
Ucnonb3yetca B otyetax: BbiI30OB: NOAPOBHOCTU

EELELTZS

(aHrn.)

Caller
Terminated

Callee
Terminated

Rejected / Busy

Network Busy

System
Disconnected

Abandoned in
IVR

Abandoned in
queue

Abandoned
ringing

No Answer

Transferred by
XXXX

Continued

HasBaHue (pyc.)

3aBepLueH
BbI3bIBaOLWMM

3aBepLueH
BbI3bIBa€MbIM

OTKNOHeH / 3aHATo

CeTb 3aHATA

3aBepLUeH cuctemol

MNotepsaH B IVR

lMoTepAH B ouepegm

MoTepsaH Bo Bpema
3BOHKa

bes oTBeTa

MepeseaeH XXXX

MpogonkeHo

OnwucaHume (pyc.)

BxoAsauinii BbI30B/4aT 3aBepLUEH KAMEHTOM (Noc/ie TOoro, Kak
6b121 OTBEYEH OMEPATOPOM).

BbI30B/YaT 3aBeplUEH Bbi3bIBAEMOI CTOPOHOW (ans
BXOAALLMX BbI30BOB - 3aBEPLUEH ONEepaTopom).

Ucxodawuli BbI30B He 6bl 3aBEpPLLEH, T.K. Bbi3blBaeMasn
CTOpOHa 6blna 3aHATa UM He OTBETWUNA B YCTAaHOBAEHHbIN
MPOMENKYTOK BPEMEHMU.

Ucxodauuli BbI30B He 6bl 3aBeplUeH, T.K. CeTb
neperpyeHa.

BbI30B/uyaT 6bIN 3aBEPLUEH CUCTEMON.

Bbi3oB 6bln1 3aBepLleH KaneHTom B IVR.

Bxodauwuli BbI30B/4YaT 3aBepLUeH KANEHTOM, HaXxoaACh B
oyepeau.

I AnAa Toro, 4tobbl OTIMUYNTL 0ObLIYHBIE TOMEPAHHbIE
8b/308b! (T.€. 3aBepLUEHHbIE 33 BpeMA = 3agaHHOMY B SL) ot
HeakmyanbHbIx momepAHHbIX / short-abandoned (t.e.
3aBepPLIEHHbIX 32 Bpems < 3agaHHoMYy B SL), cmoTpute
3HauyeHwue nona In SLA / Omeeyaem SL B ot4eTe Bbi30B:
NoApo6HOCTH.

BxodAuwuli BbI30B/YaT 3aBeplUeH KANEHTOM B TeYEeHUN
MHTEpPBana C MOMEHTa pacnpeaesieHns Bbi30Ba Ha
onepaTopa A0 ero oTeeTa (Mn A0 TOro, Kak 3aBepLUnIoCh
Bpema No Answer/ Hem omeema).

Bxo0dAujuli BbI30B/4aT 3aBepLUeH BO BPEMA 3BOHKA MO
ncteyeHmMn BpemeHn Hem omeema ( 1.e. 6e3
pacnpeaeneHns Ha 4pyroro onepaTopa).

ObpalieHne nepesedeHo C BHYTpeHHero Homepa XXXX.

YUYaCTHUK ros10coBoi/4aT KoHdepeHLMM, YKa3aHHbIN B none
From/Om, Bbiwen n3 KoHdepeHunn. Cama KoHPepeHLMS C

OCTaBLUMMMUCA YYaCTHUKaMM Bblia npodoaxceHa (3annck 06
3TOM COAEPKUTCA B CNEAYIOLLEN CTPOKe oTYeTa).
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Self Service CamoobenykmnBaHne 0O6paboTka Bbi3oBa Oblna 3asepuwieHa B IVR.
3anpawwnBaemsblli cepBuC Bbin NpPeaocTaBAeH (CornacHo
AaHHbIM U3 610Ka «CamoobcenyxcusaHue / Self-Service
Provided» CueHapus 06paboTku obpalleHusa).
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MpunoxkeHne Ne2 CUCTEMHDbIE CTATYCbI / Disposition
Ucnonb3ytoTtca B otyetax: OMEPATOPbI: PABOTA

HasBaHue HasBaHue (pyc.) | OnucaHume (pyc.)

(aHrn.)

Caller 3aBepLueH BxogAlmii BbI30B/4aT, 3aBepLUEH KANEHTOM.
Terminated BbI3bIBAOLLMM

Callee 3aBepLieH Mcxoaawmin Bbi3oB/4aT, 3aBepLUEH KIMEHTOM.
Terminated BbI3blBa€MbIM

Agent 3aBeplueH Bbl30B/uYaT 3aBepLUEH OMNEpPaToOPOM.
Disconnected onepaTtopom

Rejected OTKNOHEH ObpalueHne OTKIOHEHO ONEPATOPOM.

No Answer be3 otBeTa OnepaTop He OTBETMU Ha obpalleHue.

Busy 3aHATo Ncxoasawmin Bbi3oB He Bbia 3aBepLUEH, T.K. Bbl3blBaemas

CTOPOHA b6blNa 3aHATa AU He OTBETMNA B YCTAHOBAEHHbIN
NPOMEKYTOK BPEMEHMU.

Network Failure [Mpobnema Ha cetTn  Ncxoaawmin BbI3oB He 6bia 3aBepLUeH 13-3a Npobaem Ha cetu
onepaTopa CBA3MW.

System 3aBepLueH Bbi3oB/uaT 6bl/1 3aBepLUEH CUCTEMONA.

Disconnected cMcTemol

Abandoned MponyuwieH Mcxoaawmii BbI30B 3aBepLUEH KIMEHTOM [0 OTBETA onepaTopa.
Transferred MNepeseneH Bbln coBepléH nepeBoA BbI30Ba, B pe3ynbraTte vero

M3MeHMWACA nosyyaTtenb obpalweHms (nocneaytoulan
0bpaboTKka obpalleHna 6yaeT NnokasaHa OTAENbHOWN CTPOKOM

HUXKe).

Terminated by 3aBepLueH nocne lMepeBoA BbI30Ba COBEpPLUEH ONEepaTopoOM.

Transfer nepesoaa

Conferenced KoHdepeHuus Bbi3os/uaT npeobpasosaH B KoHdepeHuuio (mocieaytoLas
06paboTKa obpalleHma 6yaeT NnoKkasaHa OTAEeNbHOM CTPOKOM
HUXKe).

Replied OTBeueH BxogAwmii email oTBe4eH onepaTopom.

Closed 3aKpbIT Bxoaswmit email 3akpbIT 63 oTBETa ONEPATOPOM.

Service Changed [lepeHa3HayeH OnepaTtop nsmeHmn Cepsuc, Ha KOTOPbIM Bbl1 NepBOHaYaIbHO
Ha3HayeH email n npogonxun ero 06paboTKy (Nocneaytowas
06paboTka email 6yaeT NnokasaHa oTAe/NbHON CTPOKOM HUMXKeE).

Sent OTtnpasneH Ncxopawmin email otnpasneH onepatopom.

Discarded OTMeHeH OTnpaBKa ncxoaauero email 6b11a oTMEHEHa onepaTopoM.

Saved CoxpaHeH Email 6611 coxpaHeH Kak YepHOBUK B NePCOHaIbHON oyepean

onepaTopa.
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