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OUTGOING MESSAGES
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INCOMING CALLS

OUTGOING TICKETS Y-T-D
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OPERATOR CALL VOLUMES
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AVERAGE HOLD TIME
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Abandoned - 160 Abandoned - 143

Answered - 1,255 Answered - 1,171

Offered - 1,415 Offered - 1,314

ABANDONMENT
FEB 2018

ABANDONMENT
FEB 2019
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951 (33.33%)

142 (4.98%)

13 (0.46%)

1,747 (61.23%)

1,963 (33.15%)

309 (5.22%)

33 (0.56%)

3,617 (61.08%)

976 (40.65%)

176 (7.33%)

10 (0.42%)

1,239 (51.60%)
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OVERALL ITIC % - 80.16%

ITIC BREAKDOWN
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WEBUSER 5 (ON THEIR OWN)
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WEBUSER 4 (IN REVIEW)

WEBUSER 4 (IN REVIEW)

WEBUSER 9 (ITIC LITE)

WEBUSER 9 (ITIC LITE)

WEBUSER 6 (TEXT)

WEBUSER 6 (TEXT)

OVERALL ITIC Y-T-D % - 76.23%

OVERALL ITIC % - 76.94%

ITIC BREAKDOWN
FEB 2018

OVERALL ITIC % - 81.29%

(Y-T-D)
ITIC BREAKDOWN

FEB 2018

2,172 (35.75%)

333 (5.48%)

27 (0.44%)

3,544 (58.33%)

(Y-T-D)
ITIC ANALYSIS
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