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Advanced Service Technology Group Cisco Srsrems

IPC Standard Resource Calculator

Project Identification: | Project Title
Ctalls per interval (BHCA): | 60 min % ||2000 | calls

Service Level Goal (3L |20 % | within |30 sec Om 30
Avg call talk time: | 150 sec 2m 30s
Avg after call work time: |60 sec Im0Os
&vg handle time (A gent calls): 210 sec 3m 30s
Avg Call treatment Time (IVE): |30 sec Om 30s
Wait before abandon (Tolerance): | 130 sec 2m 30s
Blackage % (PATH Trunks): |1 % of calls lost (Busy)
Check to manally enter Agents [ Agents

Recommended Agents:124

Calls completed (BHCC): 1980 calls 20 Blocked calls
Calls answered within SLG: 90% within 30 sec
Callz answered beyond 3L 10% beyond 30 zee

Cueued calls; 3329 657 O Calls 4.7 Etlangs
Callz answered immediately: 68 2% 1322 calls

Avg Queue Time(AQT): 25 sec Om 255
Avz Speed to AnswenAZSA): 8 sec O 85
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Agents utilization: 93%
Callz exceeding Abandon Tolerance: 0% 0 Calls

PSTH Trunk Utilization: 85%
Voice trunks required : 122 Trunks | TUPRL % |54 TipRr
I¥R potts requited for quening: 12 IVR Ports
IVE potts required for call treatment: 26 IVE Ports
Sum of Required IVR Ports: 38
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FT, LEXITT Y TENR 1% ThHGAIE. FIFFRIZ PSTN OFT X TDFRMED 99 % 735 — K
Jx2A ECrI U7 A= EFEHTE, IVR T3z -V MIBETEDLZZLE2RLTVE
7

Check to Manually Enter Agents (T—2 ¥ FOAEIEE)

ORI AT =y s ~v—0 2T 786, 2—FiEz—V o FOREFH CANTEET,
T—V v FOEPHEREA L RIBICR R 2GET,. IVFa b —FIlLsTT— AvE—UR
RRINET, 2O T —IE, Fa—IZANDLNTND 23— /LD 0% F721% 100 % ICHIZET D
EVTHRAELET,

IPC Resource Calculator DA77 4 —IL K (EHENBHIEH)
IPC Resource Calculator T, AT —ZIZHESWTHROHHERFHE SN E T,

Recommended Agents (T—> x> DR AR

AR E L IIRARFOHIMFIZ 2 — B —ICRETAIUERH L= O ATT
(Erlang-C IZHEASWTHEINET),

Calls Completed (BHCC) (SA#EMFSEFESET)

Z D7 4 —/V FiE, Busy Hour Call Completions (BHCC; HAHIFFEMETE ) | 720 HEMRFIZ5E
THZERTHENTHWDa—LOKERLTHVET, ZhiE, BIFEE»S T ey 7 Shif-a—u
DEZEFINZHDTY,

Calls Answered Within Target SLG (B4E SLG BIRICEE Shiza—I)

[Service Level Goal (SLG)] 7 « —/V RIZ A L7z BEERFRNIZSE SN Tza—LoRETT, 20
EiL, ==Y = "BISEFRETH A LEEITIRFIOSE SN a— L OFEGOHBME 72D £5,
ZOfEIZIE, SLG A (72 & 203 30 BA) IGE TE A= —V o v PRV F 2 —ITA
nNohlza—Lo—HREENTHWET, SLG BFIEZ B b Fa—IC AN a—ABH D
72O, ZO[EIZIE, F2—I ANONTETRTOI—AREENTNDIDITTIEHY THA,

Calls Answered Beyond SLG (SLG Z#Z3i&a—)L)

[Service Level Goal (SLG)] 7 « —/V RIZAJ LR EHF A O BERE AR OB S Nza—1Lo
BHETE, & ZE 30 BLINIZa—/L D 90 % NEE SN D SLG OHA, 2O SLG ZibE TH
DISEENTZa— T 10 % 12720 79, ZOEIZE, Fa—lt Aoz XTOa—1Lo—i
DEENTHETN, SLG & (& 21X, 30 L L) BETHhLFa—IANONTEHSTETH
BENLTVET,

Queued Calls (¥a—IcAhdhf=a—I)

BBREE 7 X OB I IVR TH 2 —IC AN ONEZT_RTOa—1LOEETT, ZOMEI
X, SLG il b X a— AN GNZa— 72T TR, Fa—lZ A6 ThL—ERX L
SUVHBLDRNICRE SN2 — A b EFENTWET, & XX, 21D 90 % 73 30 P LINIZIRE
ENDSLG T, Fa—lZANDLNIZIT—/LN25% OB, 23— D 10% B30 BEEETH5
Fa—lZANDBI, I—ADOEDD15%1X30F (SLG) LNIDEESNE T,
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Cisco IPC Resource Calculator W

Calls Answered Immediately (BIEEICIEZEShi=0—))

(IVR NEEENTWAEEID) a2 —/L IVR T EN2%., HIFflco—2 20 M2 ko TURE
INFa—nLoEETT, ZNHDa—LE, Fa—ANTZ—Vxr FERFETIXNETIH Y 8
Joo FPEOFERIEEIZ, 23— D25% NFa—Il ANLNTWAES (BEED 0 WEHEZ TS
a—VEET) . FOI—LD 75 % TR RE SN E T,

Average Queue Time (AQT) (FEHFH ERE)

T— VR F 2 —NT, IFPIC =T = "B ERREIZ /2 D 2 & AR 5 s () <©F,
ZOEIZIE, =V = MIa— L EEETDEIO IVR TO 2 — VAHEIZTE TN TOER A,

Average Speed of Answer (ASA) (E¥IEERXE—K)

W OTRXRTOa— MZOWTOIRED AL — FTT, Fa—Ill ALz a—/LB IO/
Rl E SNz a— A RNEEh TV ET,

Average Call Duration (¥ 0—)L$k&tREERT)

A= NNV AT DI E > TOERFEOGRE (B) T, ZOEE, FH@EaERRH, ) IVR ik
(2= VLB | B L OEEISE A E— ROAENTT,

Agents Utilization (T— x> MZENE)

a—)V NT T 4 v T DB oo — U v NIRRT A RO R TS, 7 74 —a—
)V U — 7ML, ZOFEIEEEFNATWERA,

Calls Exceeding Abandon Tolerance (MEFX TOHBBEZE®BRZ=a—)

FHREOWIRNICIBN T, ANEB & UTHRE LA 2B 2 IC g SNz 2 — L 0EE
(BEUH) TF, ZOMAIBELROBRE, Fa—IC ARBRET S TOa—/WIEE L FFAR
FNICZ =Y = MR TUSE SN THET (OBELF2—ICANLLN TV a— /L THIFA
BRI L ERATLE),

PSTN Trunk Utilization (PSTN 5 > % REH)

ZOfEIE, PSTN 727 O EHETY, k&S T2 A% (Brlang) % k7 v 7 3 CHEl-> CHHE
SNET,

Voice Trunks Required (BHE F5 29 DLER)

BES— M oA IC Ko TRE SN a— 08, BIOEHERFOHIRIT O N7 7 OEE O
BRI SN TR O I P IC B R SN2 PSIN A — h U = A b T o7 0¥, ZOEIZIE, IVR
TO a3 — VPO SEHERE, GEEFRER T — = WA o72720)) IVR THFa—A VI &
AWTWESEREEE, BE O —V = hOEREFHIN S ENTCWET, HEINZ oL,
TORTYIB1IDORERITN—TIZELHLNT, FESNIEMERE (7238 oa—u
EUHT L E2BELTHET, b0, WSO/ EWNT 7 TA—T52EH L7254
W, BIND ST BNRBELERDTED I N—T NS RO EBRBIE T LET,

IVR Ports Required for Queuing (¥ 21— > JIZHEY IVR R— D)

T—Vxy MNGEFRRIZR D ETREENFHEL TCVODEM., 2— &2 X 2 —CTRET 72D
FL/A VR B— FOKTT, ZOfEF. Fa—ICANLNTWAI—LOH, BLRINLLD
I — VO o — W] &2 U7z Erlang-B 5HEICESWTHEB SN ET,
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M Cisco IPC Resource Calculator

IVR Ports Required for Call Treatment (3 —)LiLE(ZHEL IVR R— D)

IVR TOa— /LB D= DIZMEEE 725 IVR R— O T, ZOfEIL, WwEEShi-a—Lo¥,
BROa—/ /VILBRRFR] (P IVR 4E) %A L7z Erlang-B FHRICESW TR S E T,

Total IVR Ports Requirement (IVR ;R— FD&SHHER)

ZOfEIE, Fa—A B IXONUEO DI OR— b ZA—TRHRESNTNDE VAT LR
W, LD IVR AR — FOREZRTHOTT, WHEBI N2 —A  7OWNTHIZHEHT
EHR—=bET—NTBEE, bT T4 07 %2ODEBD IVR R—F F—LE£721T70—FIT
DETHGE LT, L0V AR—MITRIC N 74 v 7 BERABTEES, 27250, VA
L, Fa—A VTR — NEEMSL LT 7 N —T 1R E L, [ TReR G 1d o 77—
TNA—R=Tn—TEDLLORETHZLZBEIOLET,

Submit

MBI AT 7 4=V RTRTUIT—Z AN L=, [Submit] R¥ %227V v 7 LCHIMEEFEA
sz‘j—o

Export

[Export] RZ v %27 V) w7 LT, INFalb—FDANBIOHZ2 D~ XY 0 E (CSV) 74—
<~y R CA—R RIA4 T LOEBOBATIAE LET, ZD CSV 7 7 A /L% Microsoft Excel 121
VIR—=RTHE By R IR AL~DFAREILZ 747 0 MRBER~DT LB T —
alrHELTT =<y bTEET, ANNT7 44—V FE 1 DU EERL, ANNOEEE KWL
NGO 2 A M EMT, T_XTOH % 120 Excel A7 Ly R— MIREAET 3 &, HED
CHIUFERRETCEET, ZOT7r—~vy NERERTL L EEOUT Y A A I T T &
E3
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=L &Y E—DI—Vz2 k. NRKR—Fk., rSvsongqsoos A

O—JIL A —DI—Cx b, VREF—R, FSUHODHADUY

ZOHED =) X —OfITIE, SEXERT T U AIZEIT B IPC Resource Calculator OFifi 5
BEIZOWT, FoRENTZY VY — R T DL EHICHALET, oL, ANz —
7r—T7, a— L B F—IlHEETLHTNTCOERFaI—MEL, PSINNOLEF S — MU = A 124
frExnEzd, a—E TV PRIRERRERTH O E, FOT—V = MNIE#EL—T 1
TENFET, WEFMRTRVWESG, =—V 2y MRS ETRRICRSE TCa—LiEFa—ItAnbh
S

aA—JL 2 —DEKRH

ZOBNI BRED ZDEDT R TCOFIDERE 2 T4, ZOERFIZEBIT D3 2DY Y —R (=—
Yz b, IVRA—bF, BELWPSIN K7 7) Z5EFH L7 HUFERITOWTHRBEIZE L2,
I B IRV 2 NOT vy T Ty TR EO S EIER T VA EZBMLT, ZOF
ERGEOTT UV AOREE L, £ VY —ARIEFIE R F VAL - TED L ) LS T
DINTHOWTHAL 97,

ZOFEARBTIE, WOANT—F EFEHLTWET,

o BEF— KU xA~DPSIN NS a—/L kL %—~DBHCA (60 43f) DOAE=2,000,

o WMERY—ER LYULOHEE (SLG) =30 BPUUNIZ =2 —/1D 90 % BISEEi D,

o I— LOFHEFERER (m—T = FOWMEFERFRL]) =150 8 2430 ),

o TI7HE—a— L U—JRL (=T DT v TT v TR =08),

o I—VE (e healby ) L, BEOIICEESNTWD, T XTOa—/E, ik
BARER T —V = NIV —T A V7 END M, T3V = FRINEAREICR D E T
Fa—lZANLNET,

o WEEINDHETORHELIEM FraEFREH) =150F 24 30%),

o HFEFESF—FUxzA EOPSIN T2 7 ORERY—EA T L—FK (Tav7R) =1%,

FROT—2EANT 4=V RICAN L, IAFaLb—FOFEICH D [Submit] R & > & fF &

K 4-3 ITRENTWDRERBRE D SNET,
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43  EXH

Project Identification: | Basic Example
Callz per interval (BHCAY: |60 min % | |2000 | palls

Service Level Goal (3LON: |20 % | within |30 sec Om 30s
Avwg call talk time: | 130 sec 2m30s
Avg after call worls time: |0 sec Om0s
Avwghandle time (A gent calls): 150 sec 2m30s
Avg Call treatment Time (IVE): |0 sec Om0Os
Wait before abandon (T olerance): | 130 sec Im30s
Blackage % (PETH Tranks): (1 % of calls lost (Busy)
Check to matmally enter & gents a A gents
Recommended A gents:90
Calls completed (BHCC): 1980 calls 20 Blocked calls
Calls answered within 3LG: 93% within 30 sec
Calls answered beyond 310G 7% bevond 30 zec

CQuened calls: 31 7% 627 O Calls 3.6 Etlatizs
Callz angwered immediately: 68.3% 1352 calls

Avg Queue Time(A0QT): 20 sec Om 20g
AvgSpeed to AnswerASA): 6 sec Dm fs
Avwrg call duration: 156 sec 2m 36z
& gents utilization: %2%
Calls exceeding Abandon Tolerance: 0% 0 Calls

PETH Trunk Utilization: 23%
Voice trunks required : 103 Trunks | TUPRL % |46 TipRI
IVE potts requited for queving: 10 IVR Ports
IVE potts required for call treatment: 0 IVR Ports
Zum of Regquited IVE Ports: 10

126900

H Iz, PSTN 22 ST & 7283512000 Da— Lo, BFF— M oA Lo T T Liza—
T 1952 THAZ EDRENTVWET, 2N, PSIN T A X =2 1% DTy 7 ROTa
Cam U ERER L, FOREE, AFT2000 Da—LON20Da—1 (1%) BT rvr I,
V— M=V EZELTED T,

I—vxzvhk
ERLTWNLEZ =z R 90 THDH &V FEHRIX. IPC Resource Calculator IZHNER LTV 5
Erlang-C B3 #EfH L TIRESNTZMETYT, ZDOV VY —RA (=—V = ) ~DOI—/LiEF 2—IT
AnosnEd,

T—Y 2 bR 90 DFE. FHEICLAT—ER LUV, 30 RURIC 2 —vd 93 % BInA S h
HZEIWZRVET, ZhiE, A7 g THERINELERETHD 90 % 2B TWVET,
=V b1 ADIRNESR (90 TIE722< 89), SLG 90 % (Hili7= &Nl Z &2 £,

ZORERIZ, a—LONT%IEISLGI0 BEBETHLISESINAZ ELRLTVWET, F7/2, a—
VD 317 % BF 22— AN, —EDF 22— 30 PR, TomMmiIFnly bELFa—ICA
B LIt ET, Fa2—IlT Ao TND a— LD ¥ o —REGI% 20 T4,

=D 31.7% NF a2—IZANGNZGE, K43 OHINTRENTWD L HIT, 683 % D a—L
NH¥ 2 —WNTEBEST S Z LR AIFITRESNET,
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O —)LALIE D15

=L &Y E—DI—Vz2 k. NRKR—Fk., rSvsongqsoos A

Fa—AVTITHER IVRR— b

ZOREAETIE, IPIVR 13, WEAfER T — 2 FARAWARWEASIZa— L2 F 22— AND
Fao—vXx—Vx L LTHHENTOWET, IbFalb—F L, Fa—ICA>TWVEa— /LD —
UM BXUOE B17%, 2FV 627 2—) BIOEHX 2 —Ff Q08) 2L TCHET,

Erlang-C OFEDOZ N5 2 2O INE, HAF 2 L—F IZH STV 5 Erlang-B B O A1 & L
THEAIN, Fa—A Y ZICHER VR A — B X OFICKHET 208722 PSTN N7 2 7 OFR
FREINET, 22T, a— T DIGEEIE N — B RICHEHATRER b7 v 7 £IE IVR
R IR RWGE, a— V3V —E52%ET 5 (kbhd) 72, Erlang-B BEEBMEHN ST
WET,

WD RTT 47 ODAFII.INF 2 L—FOH NP LELNDEF2—A 7DD IPIVR R—
N OB EE 5 2 FT,

o Fa—lZAoTWNDS (627 ¥ a—ICA>TWVWET) a—AN525 57 1 v 7 A, 33—
JVICHNBFIOIGE e e = — U = v D TEE L CW R WA O % o —HERIZ 20 BT, =
DAL, Fa—A 710D IVRAR— " RULETHDLHZLEZRLTWVET,

PSTN b5 29 (BES—boxA R—F)
WD T 74 v 7 ARHIE, BER N T VBRI ELY X FT,

o BHENT T4 v INEZLAN (GBS a—IE1952) , BT — IOV TOT—T =
~ O BERRE R 150 BT

o Fa—llASTWVWBE BlLT% NFa—ICA>TWET) a—ANREZHNFT ¢ v 7 A, 23—
P IR S AT 2 2 O 2 o B MEE L TRV DT F 2 — B 20 BT,

ZOMKNT T 4y 7 AU BRI D OISR N T U 28I 103 T v T,

ZORBITIE, TARTOa— A2 BB HEART—Y = MIEDAT, RIS IVR TOMEZ ZR
THa— N T IFTUBELRDARMOHD M T 7 FEENTVELA, ZOL DRV F VA
2OV T, KOBITHE L £

ZoFNX, FROBEOEARFICESNTWET, 22 ThH, a— VB F—IZEETLHITITDE
f§a—miZ, PSIN DO EFF— MU oA IRt h, a—ida— VAl (o7 ) —7 1
T T AT MEROWERE) OO IPIVR IZV—TF 4 v 7 &Nk, =—V =2 b
MDINEFRTHLIGRIIETOZ—Y v MZELGNE T, INERRERT—V v bW WS
I EFT =T FRRE AR E TR a— I ANLLNET,

TR_RTPHOa—/L% IPIVR ICESTEAIE., = — VB L ARERRI O/, PSTN T 27 R E 5
WCES RSN Z LRV ET, Fa—IC AL TS a— L INERR— RSN, 2045
BN EGIRT 272012, EHICE D IPIVR A— FREREINET,

T—Vxr MZHEZONA NT 7 v 7 OAM (—A 0, @EERE., BEX O —evx 1)
T2 LTV iWaed, a—)LE (o7 heab s b)) FIRELR—V v b E L
Bz E¥Ah,

X 4-4 12, 150 a— AV FEH L CTEOMDOANTTXTRCIZLESES. Xa—A 2707
DOEEFED 10 DAR— FLSMZ, PSTN F T 7 0% (112) BLOIPIVR R— 0% (16) MNSBEE
ThdHZEERLET,

| oL-7279-01-J

Cisco IP Contact Center Enterprise Edition v k7—% T4#4 > (SRND) Releases 5.0/6.0 i



b
IS
fot

A—LEVE—DUY—R YA |

WM oLt 8—DI—Cz k. NRER—F, FSUHOQHASUY

4-4 IVR TOI—/)LLE

Project Identification: | Call Treatment Example

Calls per interval (BHCA): | 60 min |+ | |2000 calls
Serwice Level Goal (SLG): |70 % within |30 sec Om 30s
Avg call talk time: | 150 sec 2m 30s

&g after call work time: |0 sec Om Os
&g handle titme (Agent calls): 150 sec 2m 30s
Awg Call treatment Time (IVE): |13 sec Om 155
Wait before abandon (Tolerance): | 150 sec 2m 30s
Blockage % (PSTH Trunks): |1 % of calls lost (Busy)
Check to manually enter Agents [ ] Agents

Becomumended & gents:00
Calls completed (BHOC): 1920 ealls 20 Blocked calls
Clalls answered within SLG: 93% within 30 gec
Calls answered beyond 3LG: 7% beyond 30 sec
Queued calls: 31 7% 627 ) Calls 3.6 Etlangs
Calls answered immediately: 68 3% 1352 calls

AvgQuene TimeAQT): 20 sec Om 20s
AvaSpeed to Answen AZAY 6 sec Ot Bs
Avg call duration: 171 sec Im5ls
& zents utilization: ¥2%
Calls exceeding Abandon Tolerance: 0% 0 Calls

PSTHN Trunk Utilization: 84%
Voice trunks required : 112 Trunks | TUPRL % |50 T1pRI
¥R ports required for queving: 10 IVE Forts
IVE potts recquired for call treatment: 16 IVE. Ports
Sum of Recquited IVR Potts: 26

126901

T2 —a—)L D—O8BE (Sy 77y TRE) DOl

FROBIZFERA LT, ==V FRK = VEOEERM (T v 77 v 7EEH) IS8T RER X
R4S THD EVWOIBEEZBIMLUET, ZDHAIL, IPC Resource Calculator ZfEH LT, [T
NZ77 4w 7 AMEUET AN E LRI —V oy MARETEET (K45 22H),

T7H—a— U= (T 7T v TR X, BEENEFREY LRI ED D, bT
VIRBEIWIPIVR U Y —R 3B ZFT, AILEETT, SLGBEIOMN I 74 v 7 AMBEL
FETHHEHEET D E, I NVAMIIUSEL, =V = MR T v 7T v 7 T— RIh DM %
B I BNDO=— 2 FARKNIE 72D F97,
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I EE—DI—Czo k. NRE—F, rSvongqoos A

45 TFI74—a—)I—YH

Project Identification: | After Call Work Time
Calls per interval (BHCAY: | 60 min % | |2000 | galls

Bervice Level Goal (3LG: |70 % | within |30 sec O 305
Avg call talk time: | 130 sec Im 30s
Avg after call work time: |45 sec Om 452
&g handle time (A gent calls): 195 sec 3Im15s
Avg Call treatment Time (IVE): |15 sec Om 152
W ait before abandon (T olerance): | 130 sec 2m 30s
Blackage % (PETH Tranks): |1 % of calls lost (Busy)
Check to manually enter Agents [ A gents

Recommended A gents:116

Calls completed (BHCC): 1980 calls 20 Blocked cafls
Calls answered within 31G: 2% within 30 sec
Callz angwered beyond 313 2% beyond 30 zee

Cmeged calls: 3005% 603 O Calls 3.5 Etlangs
Calls answered imme diately: 69.5% 1376 calls

Avg Queue Time(AQT): 22 sec Om 22s
AvgSpeed to AnswerASA) T sec Ot Fa
Avg call duration: 172 sec 2m 52s
Agents utilization: ¥2%
Calls exceeding Abandon Tolerance: 0% 0 Calls

PSTN Trunk Utilization: 24%
Voice trunks required - 113 Trunks | TLFRL % (50 TR
IVE potts requited for queuing: 10 [IVRE Ports
VR potts required for call treatment: 16 IVE Ports
Sum of Regquired IVE Ports: 26

126902

R 7 BIOIVR A — MIEEMIZIERICEE TR N E LTENDO N7 B8 1250 %
T (112 TE2R< 113), 2O T0REINE, 777 v 7REICE A2 b0 TIERL, v 77 >
TR DO T= OB R 116 D= — = MIXT HEEDOIDIZ > T, SLG BT EL L=
ZED (93% Tix7e< 92%) BIRSIRIZEIDZHDOTY,

Cisco IP Contact Center Enterprise Edition *v k 7—% T4 > (SRND) Releases 5.0/6.0
[ oL-7279-01-y



$£4EF - EVE—DUI—RHBA4TUY |

WM o9 —FERVRT7IUr—LavEFERALEI—L L 8—DFA S5

TILTH—EXIWVRT7IYr—arwxFERLE-a—ILE 2 —0Y

A9
LT =R TS A — g Tk, 22—/ IVR (IP IVR = 7213 Customer Voice Portal (CVP) .
PIRHIZISN EFEENCWE L) Iv—T 4 7 ENET, /2. 2077V r—ra T, &
FXFERT—HARXR—ZADBERIZT 7 B AT H-OOBNIEL CHEEA I N TWAA =2 —Ra—)L
iRt ENE9, 2— /T IVR TH—ERA2Z T FETR, =—V=2 MIEDREEEH D ¥ A,
Ko7 a  DRBIZRIEENEFHZYL-D, =—V 2 M EEFTINETDHY A,
Bl LT, SITOMERSPRTI VI v ar~DT VA, ZEBOBIEBLCHBER, Fo47
DEZENZREDA =2 — P—E2AR1H Y £,
ZOEIREBATH—ERX TFY S — g O a— LA LV IVR EEAERIL, =— V=
Y MIELRD VAR EIFRAED ET, ZOHAIE, PSIN h 707 (EFT— by =A F—
K BEOIVRA—=FEZGRMBETHY, BIN=—Y ) MIARETY,
OB TRENTWVWB LI, ZOL5 72 BALT7H—ERXR TFU r—3 3 D4, LEREMND
PSTN F 7 7B L OVIVR A— b OFHRIZIZ, A% > 7 72O Erlang-B FHREMLE L 700 77,
L72R-o T, ERROBITHBHAL, ROBNIRENTNDELHIZ, =—V o MIEBILD T—/LIZ
FHLTa—n B2 —TCHUEERDIZOMOELIL, 2D NT 7 BEIOIVR A— K &iE
TE T,

WVREILITH—ER 7T 5—30TOa—)L w232 —0H
ZOBITIE, A B I ERMRHT 18,000 DA — L EZE L, b= DO—H (20 %)
i, ==Yy MIEREESNDE Z AL IVR TR = 2B ENE T, ZhbDa—iT,
TR 60 BPRkGE L TD . ZTNEND T oY v a vk T LCEMEYY £,
B 20 % 1%, GEEFOEEE G, &1 YL SNFES, £72132 0o A BEHITFRIC ISV T)
(EEEIENT ) EH & LTS, IVR Ta— VLB s s Z L < fIRf A= —Y = v
N TN—=TNN—T 4 T EN95% E VI ENaT— LD —E AR LULERET 10 BLANIZIEE
SNET,
D D60 % [FEHET—LT, ==V x  MIBRESNDANC IVR TA =2 — (2—/VAE, 71
v hEav s b)) BNEfEERET, 6D —1® SLG X 90 % T, 30 BLRNIZISE SN E
Fo FHOa— VBT 3 5 9% (171 8) T, P oL S 5 300 F) T,
T HE, ZOa— L B U X —IZERTDHIODNT T4 v AR (22— A7) X, RO
I NHRERESNTWVET,
e IVREBEATZH—EZX a—LiZ, RDELEBH T,
18,000 * 20 % = 3600 =1 — /L,
SEHD TVR 22— /VALEE = 60 D,
o EESEIAN = —/L (IVR TORBIENR 2L | BT —V =¥ MIREIND) 1T RO EBY T,
18,000 * 20 % = 3600 =1 — /L,
T—Vxr FRSERRETH H5EE1T. BIFRCER S, IVR o — VILE T BT S e,
@ EG R = 6 4> (360 B0),
SGL = =1—/L3 95 % A 10 PUNIZIEE S b,
o E¥ea— UL, RO LBV TT,
18,000 * 60 % = 10,800 =1 — /L,
IVR T2 —/LALBR S 41 2% 4R = 171 B,
Fp@EEG e =5 4> (300 ),
SGL = =—/L® 90 % 7% 30 LLNITINE S D,
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ELITHY—ERINRF7Z FUr—>aveEERLEa—L tva—ngqors B

EEIENENL DR — L TiE, I — VICHIRFIZISE TEZ 2 =— V= RRWRWEAE, Z0a—)L
IZIVR TH 2 —Z AN LN THEN LI L R ALARH D £,

B 3ODEATDa—LFRFNICONT, RO LI ICHERY V—2A&RHETEET,

IVR Z2JL7H—FEX a—)L

o 18,000 * 20 % = 3600 =1—/L,

o EHPD IVR = — )LALEE = 60 F,

TV NRAREEFIZIEBR LAV EAL T — R T A — g OBAITTE T, Cisco
IP IVR Stand-Alone Calculator (X 4-6 IZ/RSNTWET) ZEHLET, ZDY—/TiX, Erlang-B
EEALTHER NS 7BIRIPIVR R— FOBBFFEINET,

* Busy Hour Traffic (BHT; &8 ~7 7 ¢ v 7) = (3600 = —/L * 60 ¥ /3600) = 60 Erlang,

e PSIN Vv rH=1%%E,

HVF 2 L—H D [Self Service] £ H ¥ A MVORPIOINZZ D DEEFEAT S & K 4-6 IT7R
INTVBD LI, WOBEENELNET,

o A TY—ERHFIZT5 DIVR HR— b

e I5ODNTLT

INHDOPSTN b7 7 BEXONIVR A— hE, BEEMZ—L 20%), BEIRZ—Y = MNIER
EENDHIDF 2—A 7L —)LAHIZ PSIN F T 07 & IVR R— h BRI 2 HEHE o — L (60
%) CHELERDIAREMLEOSHDHDITEBMINET, Y DOIIE, CVPOHZAED LT, FEHT
TV ENBENSTEEDO N T VB LRIVR I —7Be 5 (B OENL 77— R 7Y r—
Tay) p FEEBRAESH TS IVR Ry Y (m—H LD PSIN FEF— b= A L8k LT
WARVE—KNTI70F) ZHDHIT—NEXa—I ANDIILERTEILAIERHTEET,

4-6 IVREILIHY—ERX a—)

Advanced Serviee Technology Group Gisco SvsTems

IPIVR Stand-Alone Calculator

Trunk/Port Group: |Self Service Project Title2 | |Project Title3 Project Titled | |Project Titles
60 min v 6l i W 6l tuity W 6l tin W 6 ity
Calls Per Interval (BHCA):
3600 |calls |0 calts |0 calts |0 calls |0 calls

AvgCall Duration: |60 sec |1m0s Osec | 0m0s |0sec | OmOs [Osec | 0m0s |0sec | Om0s

Blockage % (PSTH Trunks): |1 % 1% 1% 1% 1%
Voice Trunks/ IVR Ports Required: 72 Ports 0 Ports 0 Ports 0 Ports 0 Ports
=
2]
:

Web _EiTi%, FEEICAFTE 5 Erlang-B H/bF 2 L—F 1% < H Y £9° (Erlang-B THHE L T<
ZEWN),

| oL-7279-01-J

Cisco IP Contact Center Enterprise Edition v k7—% T4#4 > (SRND) Releases 5.0/6.0 i



$£4EF - EVE—DUI—RHBA4TUY |

L ITH—ERINR 7T r—LavEERLEa—L 22— (DY

EEEIEMAI—I (BEI—ST Y MIEESA, IVR O—)ILLEBINELTA)

* 18,000 * 20 % = 3600 == —/1,

o T—TxY EPIRNETFEETHDIEHAIT, AIRFICHEE 4, IVR 22— VLB S T I N0,

o V@R =6 2 (360 7).

e SGL=2—/L® 95% 75 10 PLINITIRNE SN D,
B DR T A—% % IPC Resource Calculator (ZFR AT 5 & ROFEERNELNE T (K47 25H),

o 384 DT —Vx FAWLEE,
e 386D KT U NME,

o Fa—AUTITIL 6 DD IVR R— RSB,

o ZZTIE, a— VDD DR — MIRE,

47 BEEERELZI—L

Project [dentification: |High Priority Calls

Calls per interval (BHCAY: | 80 min | 3600 calls
Service Level Goal (3L 95 % | within |10 sec O 10z
Avg call talk time: (360 sec 6 Os
Avg after call work time: |0 sec Om Os
Ao handle titme (& gent calls): 360 sec G 05
&g Call treatment Time (IVE): |0 sec Om Os
W ait before abandon (Tolerance): (150 sec 2m 30s
Blockage % (FETH Trunks): |1 % of calls lost (Busy)
Check to matually enter A gents [ Agents
Recommended A gents: 324
Calls completed (BHCC): 3364 calls 36 Blocked calls
Calls answered within 3LG: 93% within 10 sec
Calls answered beyond 3LG: 3% beyond 10 sec
Cueued calls: 9.8% 349 Q) Calls 1.4 Etlangs
Calls answered itnmediately: 90.2% 3214 calls
Awrg Queue Time(AQT): 13 sec Om 13s
AvgSpeed to AnswerASAY: | sec Omls
Avg call duration: 361 sec fmls
Agents utilization: 93%
Calls exceeding Abandon Tolerance: 0% 0 Calls
PETH Trunk Utilization: 93%
Vaice trunks requited : 386 Trunks  TUFRD % 169 TIPRI

I¥E ports requited for queving: 6 IVR Ports
IVE potts required for call treatment: 0 IVE Ports
Sum of Required IVRE Ports: 6

E#a—)L
e 18,000 * 60 % = 10,800 = — /L,

o IVR Ta— VALE &N 2 B =171 ),

o PSR =5 53 (300 ),

126904

e SGL=z—/L® 90 % 7 30 HLUURNIZIE N5,
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F4E -t E—DUIY—R YLD
ELIY—EXNRTF TUr—vavEEALia—Lers—ogsoy B
T B DN T X — & % IPC Resource Calculator [ZFAT 2 & IROFER PG LN ET (N4-8 25,
* 907 DT—Y = BN,
o 1469 D kT v BULE,
o Fa—A L 7ITIE40 D IVR AR— b ALE,
o I /LAFRIZIE 540 O IVR AN — R 3L,
4-8 BEI—L
Project Identification: |Mormal Calls
Calls per interval (BHCA): | 60 min | 10200 | calls
Service Level Goal (3LG): [P0 % | within (30 sec Om 30s
Avg call talk time: 300 sec 5m0s
Avg after call work time: |0 sec Om Os
&g handle time (A gent calls): 300 sec Sm0s
&g Call treatment Time (IVE): 171 sec 2m 5ls
Wait before abandon (Tolerance): | 150 sec 2m 30s
Blockage % (FETH Trunks): |1 % of calls 1ost (Busy)
Check to matnially enter A gents | Agents
Recommended A gents:007
Calls completed (BHCC): 10692 calls 102 Blocked calls
Ctallz answered within 3LG: 90% within 30 sec
Calls answered beyond 3LG: 10% beyond 30 sec
CQueued calls: 4229 5153 Q Calls 273 Erlangs
Calls answered itnediately: 51 2% 3538 calls
Avg Queue Time(AOQT): 19 sec Om 195
AvgSpeedto AnswenASAY: Y sec Om 95
Avrg call duration: 480 sec E2m s
& gents utilization: P8%
Calls exceeding Abandon Tolerance: 0% 0 Calls
PATH Trunk Mtilization: 27%
Voice trunks required : 1460 Trunks | TUFRL 640 TuPRD
IVE potts required for quening: 40 IVR Ports
IVE ports required for call treatment: 540 IVE Ports
Sum of Requited IVR Porta: 520 ]
ZOA=N B Z—=DHIT I ODIA T DA—IRERY V=R a$ X THA ARIE L2720,
CORMREMAELT, BEERDLIZEFIAT (=== b, PSIN P77 BIUIVR A—})
DYV —=ZADEFIERETE LT,
o AERE 2 — (VR ZBEEFICT—Y = MZEoTUSE SR a—1) OlcdbDx—
Yz k=384
o fEHEI—L (IVR AHEOE, =—Vx» MIEESND 3T —/b) OldDx—Tx b =907
s T—Yxr FOREGF=384+907=1291
s EATH—EZAMHDIVRA—h =75
o Fa—ALTHDOIVRA— =6+40=46
o I LD D IVR H— b =540
¢ IVRR— FDOEFE=75+46+ 540 =661
* PSTN 77 DEGE="75+386+ 1469 = 1930
Cisco IP Contact Center Enterprise Edition *v k 7—% T4 > (SRND) Releases 5.0/6.0
I oL-7279-01-y .m



$£4EF - EVE—DUI—RHBA4TUY |

W SN R—> rDYATUY

IPIVR BER S NZHEE, —N U Y —XZ@UNCH A 22 7§ 572912, Configuration and
Ordering Tool |22 — VLB L X a2 —A 7DD DHR— FOEEANTILERZH D £,
Configuration and Ordering Tool {Zi%, RO URL 2267 7B ATEE T,

http://www.cisco.com/en/US/partner/products/sw/custcosw/ps1844/prod_how_to_order.html

ERH &N TWD IVR Z A 77258 CVP (ISN) D& 1%, Customer Voice Portal (CVP) OH¥A 22 7D
FEAZOWT, [ISN 2V R—% 2 hOYA P 7] (P4-22) DIHESRL T EE,

ISNaAVR—Rr2 bDHA 2T
Internet Service Node (ISN) DA 2o 72id, RO R—% o MR L TWET,

o ISNHY— DV A 7 (P4-22)

e ISNOH AT TDT A A (P4-25)

* CiscolOS 7 —h U =A DY A7 (P.4-26)

e ICMNXY 7 xF N =k y=xA (PG) OV A7 (P.4-26)
o THRYTNAT 4T H—ROY AT (P.4-27)

ISN H—/ DY 4

[ Cisco Internet Service Node Technical Referencell (http://'www.cisco.com CAFTTEZEF) I kD &,
B D A75#9 1SN BliE € 7 /L CHLE S 4172 ISN Combo Box (ISN Application Server, 338 & UVE U4 —
/NTHEHE &4 B ISN Voice Browser) 1&, 300 D A &) —NaYHR— N T&ET, ARRa—nt
(X, (ISN ® VXML flf#l F®D) CiscolOS 7' — F 7 =A ED IVR Ta— A E/i3F 2 —1 7
ENda—b, FRIFISNICLo T —V = MRS, FZISN I X o TE= 23 KO
INTWDLa—LOZ LTT, BEOaT—/LTHE, &2 ISNBIPEEEFNEZFEHAL TCa—
P —Txy MIV—T7T 4 T LTWAEE, ISNIZZOa— L E2ELE=F L TNEEH, D
I—WIE IR a— e R ENET, —., Outpulse £ 721% IN Transfer ZfEH L Ca— 1% xT—
Ve MINV=T 4 7 LTS E, ISNIZTTIZZEDa—LE2fIill L TWh RNz, £Da—
IE R a—N e d AL IAEFEA, £, ISN (Voice Browser) (T X D #lHl £ /=135 &%= 7
FIEET—V = MBEEENDLIT—Lh, ZRHDa— AR —V = MERDITHZENT
&, TORISNIZ L » TRELENARWIRY | AR — L L3HhRSNEE A,

GE) ZOHETIE, EFo VR v 7% —v R 77U r—v g Tha—)b o ¥—0f]] (P.4-18)
DA ERICHZHEH L TCWETR, AICT 272012, TR LR C/NT A —H 20 ik LA
LTWET,

ISN —/3DH A 25D

a—)L ¥ —"T 18,000 =—/L D BHCA % FT 2HIZOWVWTEELET, ZTNHDaT—/LD 20
Y% N, =z MIEEEESNTICIVR TEA 7Y —ERE2Z T 5 EHELET, 2nbDa—L
1. EB TR 60 kG L TnD, FNFND NS P s v a v T LTEFAY £,

Flo, BlEa—DIBRID 20 % 1%, BIEFEDEEE T, ¥A4 v LVEINHET, TixEoto
H @k BE I HE SN T) BERIEMREE CTH D Ll En, ISN 2S5 27 (a—n
ILBR XN TIT) FIZE D 95 % 23 10 FPLINIZISE Z 315 Service Level Goal (SLG; —E A L~
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ISNavR—=> rogsory A

HiE) <, BIFfCERAOT—Y 2 b J =T —T 4 VT END EBELET, HEL. Zh
5DA—LDOTNONN—t T =, BIRFIC=—V 2 MIBETE 20D, ISNIZLD
Fa—A LV ITOXMBLETIHVLENRD Y £,

DD 60 % IIMFHET—LTHY, =—T = MIREEINDHNT, 30 FLINIZ 90 % MIHE I
HSLG TISNICE»TIVRAFR SN E T, FHOa— VAT 3459 (171 8) T, FHo@m
FERERIIE 5 43 (300 Rb) T,

ZDaA—= B H—ICERTAENT T4 v VAR (2= A7) X, ROLEEBYTT,

o IVREATZH—EZX a—F, ROLEEBY T,
18,000 * 20 % = 3600 =1 — /L,
SEEID TVR 22— )LALEE = 60 ),

o EELIEMI=— (=Y = MIEHEEXEINET) 1L, kO LBY TT,
18,000 * 20 % = 3600 = — /L,

T—V =y MRIGEFRETH D EAIT, Iflco—Y = 0 MalEk S, IVR 22— /L
ST SN0,

RS = 6 73 (360 #5) .

SLG =FIEH D 95 % 2 10 BLINITIGE SN D,

T—Txy RGBT TRWEGEES, ISNIZa— 12X 2 —ICANDILERNDL D,
o ¥ — UL, RDEBY TT,

18,000 * 60 % = 10800 ==— /L,

I — VIR D 72 8 D) IVR K§f#] = 171 7,

PR EEERE =5 23 (300 D),

SLG = RIEH D 90 % 7% 30 BLINIZINE SN D,
BED2HOOA—N Z AT (BELIEN 2 — LB L OEEa—L) TlE, a—WIRETEH=—
T MRWRWEAE, DO a—/LE IVR (ISN) THXa—IC AL THRET HINERSHDHZ &
NHY £,
[2—n X —DY V=R H A4 7] (P4-1) OETHAINTWD Y — /LI LU EREE
ALT,. 26D a—L A4 FTLICHERIVR A= BL Rz —Y 2 FOKEFHETD LK

DFERDPIFHINET,

e IVREATZH—ER 23—/l (CiscolPIVR A ¥ > K7 & Erlang-B H /L% = L—& B ) 1%,
WD LEY TY,
— IVRHAD TS FA—hK (FrrFheab s k)
— 15O 770

o ISNIZXDBMEFELITa— VLB EZITTIC, =—Yxr MIEHEEREE SN D ELIR = —
JL (Cisco IPC Resource Calculator 24 /H) 1L, D EEBH TT,

— 34 DT—T = FNBLE
— 386D 727 (VXML IZARE)
— I ARV MIBEETE R WSEEOFXF 2 — A1 7 HIZ6 A — K
— IVRA— MIARE (2—/LOEH)
o JEUE— L (Cisco IPC Resource Calculator Z{# /) 1%, kD LBV TY,
— 907 D=— = MG
— 1469 D +TF
— Fa—AUTHIZA K-
— IVRHIZ540 R— K (FmoFhéavrs )
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b
IS
fot

W SN R—> rDYATUY

HROE
3O0ODFATDA—JVNINERY Y —RETXTHELZD, ZOEEE2AEF LT, ISN Zi#Ey)
A R ET AR NEL L R BN a— L OB ERETCEXET, A&/ a—L i, ISN
Lo TIVR a— VB E /21T o2 —A VB EZ T 52— F2IT ISN Re—V = o MR
BELENISN AR E LT =X T AMLEDOHDa— LD LT, 22 TORTIE, =—Y =2 MIT
NRTCIPCCZ—V 2 b T, LEBRST, ISNNa— Vi — 2 MIV—T 4 U7 LEESRE,
ISN I IPHEEN—T 4 VT HREMEHALET, DFV, ISNEFME L TENLDI—LEE=F L
iﬁ—o

72 2ix, BRIk XL Hc72n 97,

o IVRIZHERAR— M= (75+540) =615
o Fa—A U TICHIERR— ML= (6+40) =46
e PSIN F7 7% (VXML & V) =75+ 1469 = 1544
e PSTN 7 7% (VXML 72 L) =386
e PSTN 72 7% (/7)) =75+1469 + 386 =1930
L7=R5T, ISN THASNTWS IVR BEOF o —1 » 7 OATRIL, 661 ORI —/L TR0 F
T, ZOHA. IVR Fo—A 7B, WPFRAYIZIL Cisco I0S 77— b 7 = A THEITENET (SN
D LT E T T VA,
ISNIZXE>TIPCC =—V = MalpEENma—/L (ISN IZ X BE=% 2 4E) oFuzix, (ISN
DT RCOFEHRET— L AT =V MIEDRNZIN LD — VAL L2772 ®) FEEa— T
TR DT—V =z ML T IR FRFa—L, BLO (BWIco—Y = MIBIETE
o Tatz®) ISNICE s THRa—I AL RIZT—Y = > MRS D DT 2R @ EiE
Ma—NVOFRFHPEENTHET, TNEOEELIEN 2 — VI KB ORI EME R Iz
DETN. AFTLEALTDOES . BICEELIEN 2 — KB ISN $ 2— R— %% 2 21275
ZEICEoTTEBTEET, ZOHAIE. ROL ORIV ET,

(7%2) =14 DBM=—L
L7zRNoT, ZOHITIE, =— V=2 MURESINTISNIZE - TE=F EIND a— /LI, &K
DI/ F9,

907 + 14=921 O[EIF=—L

Lo T ISNOYA w72 A E LICEE ., RIRIC 8070 = —/OEIE, RO X D127 Y
ij‘o

661 OVRBLOFa2—A 7)) +921 (#5i%) =1582 ARz —/v

£ ISN Combo Box 1% 300 D& 22— L&Y R—F L TNWE72D, ZOHOEAEIL. ROBINNE
L0 ET,

1582/300 = 6 ISN Combo Box

TEEZHEET A 72D, & 512 ISN Combo Box #H0d 2 L 2 BEI0 L4, &E&MIC, 581
WD X DT F9,

7 2@ ISN Combo Box

B 4912, EREDISN YA P 7 Dflzr LET (gL 2729012, Cisco I0S 7 — hF—r3—%
& O* Cisco CallManager (3R RSN TWERA),
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ISNavR—=> rogsory A

& 4-9 ISN H—/3DH A S5 DB

0 921 AKM I — )LMISNERT
I—2x Yy bR
o ZOMDI—LIFISNEBHE T

I—2x Yy bR

ISN

y
___________ .l VXML/H.323 'f"‘l GED125

661D I —ILA ISNMZI(T 55
ISNDODTT =BT B8R
0S5 — b+ zA4D 661 + 921 =
IVR/Fa—a 2% 15823 —JL
FIA

o
p——
CII-
—
-E-L
=

|

132075

ISNDHA TN A4 R
ISN OELEICIE, IROZA TDTA T ANNETT,

e ISNYZ7 =T T4k A (P4-25)
e ISNkyvvay 714k A (P4-25)

ISNVYI b7 S4€VR

ISN Application Server Y 7 F 7 =7 T A & ZAF LTVISN Voice Browser ¥ 7 by =7 T4 &L A
I%. ISN Combo Box Z & ITHELTT, L7z > T, X 4-9 O Z DHIDOEEIZIE, 7 -2 ISN Application
Server Y 7 b0 =7 T A RABLOT DD ISN Voice Browser ¥ 7 hU =7 T4 B ANNEL
L0 ET,

SNty 3y 4R
ISNYZ b7 FA4BVRAUIMNZ, OBV 3y T4V ABHNETT,

* ISN Application Server
ISN Application Server & > 3 74 &L R1E, ISNIZ LD IVR BLUF o — oA 7B A W
L ARIF a2 — VO RS SE L 720 4, ZDOFITIL, 661 @ ISN Application Server &
vay AU ANNLETT,

¢ ISN Voice Browser
ISN Voice Browser v > a v 54 B AL IVR & Fa—A VTP EN DRI o — /L OR K
B, BIOISNICE - TCE=X SN —V 2 MIREEND 2 —LOBDOEFHHSLEL 7
Vx4, DF V. ISN Voice Browser ¥ v a3 > A o A, LIEIER LA a—L0¥K
UM EELRYES, 2O TIE, 1582 @ ISN Voice Browser v a3 v T4 B ANRNNET
ﬁ—o
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ISN Fv N\ T DB AP0 TD-ODREBEIEILAE

ZOHETIE, TNETOHTHEHIN TV D2 ISN A DU VHREOREE L 725, @l Tl
{LENTFHBEFECOWTHALET, ZoffifbsnizFikix, =—Y =y ho¥, BLOWE
ERDIVRROFa—A T v a OBENPBEMTHILAICERATEET, Zofiwlbsik
FETIE. o=V 2 MZELNDEZTRTODI— AN ISNIC L > TE=H ENDIT—RA MNr—RA &
FTUFEEELTWET,

4.9 OHITIE, IVRBLOF 2—A 712661l DB v a UBNNET, 1291 D=—Y =2 b3
HILEREELTCNET, U—AMr—2 VT UATHEH HMIZIVRBLEOF2a—o 7 By
VOBET—V 2 NOBITIMA D E, B a—VEOREY S 1952 1X720 £F, ZOHFR
I — )L OEUZIE, 7 2D ISN Combo Box & TLEMED 72 OBy A & 70 5 7= 8, ISN Combo Box
L8227 E9, LA ->T, 820D ISN Application Server ¥ 7 bV =7 T AL ABLOED
@ ISN Voice Browser Y 7 b7 =7 TA B ANRNIEL 720 97,

ZOFETIE, (661 DIVR BLUFa2—A 7 &y g i) 661 @ ISN Application Server 2 v
vary T4 UVARMETHD ERBOILET A, ISN Voice Browser T v a > T4 &L 2D
I (661 +1291) =1952 L7 E¥, ZORMEV X, LVEERYA VU ITHENLBELNDHEE
DHEREL R TOETR, ARV ELTIERYTHY, HEAELRRMEY T,

L, ==Yz PBXRIVR A— N0 O RAEY BNEEICHER S GHRIC X 2518 &g
LT 0 REWEEIE, 74 B 2B L OV — 00 K220 | B ik nm< 20 £9, =—
Tz FOBEPBERICAEONDAREENRHDEHE LTIE, Z0H ¥ » MIIIRHERFIZER LT
WOHMERHLE=—Tx FOKTIERL, BHEN TV TR TOZ—V = PREFENTND
ZERFEFONET WMERT Y= MO R OFEMIC OV TIE, [=—Y = hO AEG
BRI AEEEE] (P4-28) ZBBLTLLZEW),

Cisco IOS ¥— bz A DY AT

Cisco I0S #7— F 7 = A TWHE/2 PSIN AR — F DL, ¥ _XTHOIVRBLOF a2 —A 7 K—
FOBICE—T 2 FOBEMZDZLICE>TRED Z ENTEET, K49 DFITIE, 1952 D
etz A AJJR— FPBMETT,

ISN @ EMIELE €7 V2 254, Cisco I0S 7' — b 7 = A TiX, HIZ PSTN R— F3M& T35
FHTHEPVETAL, TOF—=FT A VXML 77 7% E LTHEIEL, ISN OF FTF a2
Theav s b BEOFa—A 7B EETLET, VXML B L O PSTN #aEiL, F—oD
CiscoI0S 7" — h U = A F7ITWHI DS — MU = A ICEEECTE £ 9, VXML N7 +—< 2 X%%55
729 ® CiscoI0S 7 — h 7 = A DT A X2 A2V T, Cisco Systems Engineer (SE) ([ZBREWA
HLEEND,

ICMRYZJzSIIL T —broxzA4 (PG) DAY

£- ISN Application Server (£, ICM VRUPIM DA > A X L A% FR L ET, L= ->T, 720D ISN
Combo Box &9 RV IZESWT, ZOB TORE TIZ, ICM VRUPIM DA  AZ L AR T O
WEHNZ72 ) £, PIM 7 A & & ZIZIEBURI B3 72 < 2D T A & > AT ISN Application Server
VIR 2T FA B AZEENTOVET,

VRU PG B X TPIM F ¥ 37 4 OFEMNC OV, [IPCC O a v iR—x% 2 b V=D A Vv
7] (P5-1) ODEEZSRLTILEIN,
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ISNavR—=> rogsory A

TAVTh AT4T7 H—nN\OHYA20T

T T D wav T ANERFT DO ZRT— N oA AEYDRHDLGAEIE. SN D
VXML #llf#l FT) CiscolOS ¥ — bV = A Ik o THAIND  EETHADOD T T e — o x
A 7Ty ATVIRETEET, 2L, BEEALEDEA, a7k 774 L%, Tar
TR AT 4T B NEREEN DAL L7 Web — NZRTEESNE T,

WHERTa T AT 4T F—="ORE LT, ROFIEZERLET,

BETLOTa T O wav 7 7 A WL, G711 HHENE (8 80 kbps) % L T Cisco I0S 7' — b
T2 AT aTHHLERNHDET, LN -T, CiscolOS F'— bV =AML HAEINDE T2
VI NEZETHHEIITE, TR T N AT 4T =D 80kbps D AT 4 T NMEL D F
j—o

ZOMIZHIERERIZIE, T TR AT 4T =N E LTEMET D Web —3D X5 ¢ T4
Xy RXUT BBV ET, Y= NTHR—FA[ERT B T NORRKEERET DHITIE, AT 47T
P—ROAT 4 THIEF ¥ ST 42T 17 N T &2 80kbps THID 77,

Tl ZE, T T s AT 4T =D RAT 4 THEEF v ST 2832 Mbps TH D LIEL E
To 2OV =TI, WONENYR—FINET,

32 Mbps / 80 kbps =400 B 712 > 7 b (AF 47 $—1TL)

X 4-9 OFITIL, 661 DELTH—ER BIOIVR &Fa—A U THRBE I TWND a2 —/Ix L
Ty h (AF47) ZHATIVENDY £, ZOEOIZIE., 661/400=2 717 X
TAT =N (BLOT == A== HWTHEST DL 3BHOT R T b AT 47 H—2)
B2 F97,

OV ATV HRIIEE TIEIH Y AN, WEICEM CEELRFIETT, ey ho—H%E
F—=btTxAd AEVIZF Y v aTELLEEIE, KEBRTa T N AT 47 =02 LT
ZEMTEBLZELDY ET,

| oL-7279-01-J

Cisco IP Contact Center Enterprise Edition v k7—% T4#4 > (SRND) Releases 5.0/6.0 i



$£4EF - EVE—DUI—RHBA4TUY |

B I _C: hOARHECATSEEFE

I—Vxr bOAEREICEITHEESIE

TV =y MEAEERT 513 ROFEEZIT> T, ==Y = M HEERNE 7SR
REIZT 2T RN TOFEHORAEBET 2LERHY £,

I—Yz vk ) Y—ROHRN

T—V =V b U Y= ZOMNI BRI O — o R 3 — VAP T E RNV AT
£9, BEMICE KB =7 4 7 i BREEMEH LAaWER, TEICRVARE, A7
Va—/UZiEb iR, —IRE R IEAERERRRR ERN I ZICEENET

I—Cz Yk JI—RADHENE

CORBUITEFESFIIENT A, a— L B F—T L ICEHETALERNL D E T T EAED
a—)L v =TI, ZONR—% T =120 ~ 35% O 97,

WHERI—-STY MK
ZOEE, FFED a— VAR (BHCA) BI UV —E A L~ULIZHT % Erlang-C DFERIZESNT
b\jzﬁ—o

I—CzY bOERAAS

OB EFHET BT, Erlang-C THREL R~V hOEKE, AENLT—V 2 hOFE
& (T oM R 25w eb o) THIY £9, 72& 213, Erlang-C T100 DT=— = b3
MIETH VRIS 25% DAL, 100075 L7820, EEEHIZ 34—V b 720 7,

A—)L U3 —REARDEREEFE
S E DY YR A DU TR BA, KORFEREEELET,

o XFEXEEHRFOMM (BAER) THEERBY YV—REFHELET, L FEHITL
DA B O RHN R & T, #HE< ORETIIRBNFO NBFEEZ, 1 FONDE
HIRME L TV B O AL 10 O FEBHMEIZE SO THAE L TWET (EEMN e RHARNITRE £
T) . NREOIT— B X —TIE, KBS — X7 EOFRIN R ERIZE SN T—RIYIZA
2y 7EMBELET, BHOMMELZIAT LT, BHORZ v 7EHZHRLET, WTh
DEFETH, 1 HEZIT I EABOMICESESE R a—LARAEEL WL D, (SF&FEh
ZRERPHE L XL EHEHALT) ThIOSL T =Y 2 FA2RETALERD Y £1°,
Customer Relationship Management (CRM; #AX~v— U L —vay Uy <wxTVA R R0
NETERLELVA—FF =, 7ebVa =0 FHEAMHAE L, 3—E 2 LUL R
FEEET LHEICELLET,

o IVRA—FBEOPSIN FFo 27 a9 AP0 75881, 7ubePa=r 72T HICRED
E0H EHICAMY £, K7ex v v T 1 2H15 (PSTN B & #26efiRBR9 %) =2 A M,
WIS DWAD, B/ — A £ 3EREO) 27 X0 HRIBICLL 20 £4, — OB
BB TIE, EROY — R LA+ 2 L RERSN TS D, Btasni-a—L &
VH—IE, FFEOY—E A LV AR TRNERS D HGENRS Y £,

o =L BUH—DNEEDONT LI IN—TTEIEIERF R NAWMEZETIHA. 1O
DRERINTV I TN—T%FHH L TR CAREBIRT 121, BND T v 7 NG E 72D
£9, ErlangB WX o L—FZFHT L L, Ta— L ABEOK]] (P4-15) OHE &R L HE
WICIES T, MER N T U OEEZRETEET, MER N T IOV A T TIX, T Y
TN—=TDEAT T ENATHIVERH Y £,

o ST CHEMENIAZILEEERT I A - XNV EETTEI~Y—TT 4T Fr o X—UIC
DNWTEBRELET, ZOHEIE. I — VAP ER T 5 ATREMENH Y £3°, Erlang ©
T4 w7 BTAE, TOLYREHBOY—7 (EPFa—n) 1CRHGET S Lo ITikERE S h
TWEHA, 72721, 60 53 Tide<, 155D L5 REWREFFOMIMAZHER L, kbEML

Cisco IP Contact Center Enterprise Edition * v kJ7—% T4#4 > (SRND) Releases 5.0/6.0
oL-7279-01-J |



FA4E QAL EUE—DVI—RHATUT

a—Ltra—BHEosEzE A

TW5S 15 M TFREND a—LVAMEAN L, BBERT -V PRI VY —RAZEH
THE, IR ESNET, = B —03AKFl) (P4-13) #HiHT2 L. 60 4B D
o — /LA 2000 (RBERFOHIR]) DG, 90 D=—T x> e 103 D NTF 7 BLEEE 7
DET, BIME 155 L Ta—% 500 (ERRoa— Ao 1/4) 1275 &, R—OFRERN
BohET, 72720, 600 D= —/L3 15 5 OHICER L, %Y ORISR Y D 1400 O = —
NBREETHHEE. F—OH%—E R L-ULVEELNIZ 600 D 2 — VIZIEET 5121, 106 D
TVl e I DRIV I BMELRYET, E—L A a—)L B ¥ —TlL. BIOE
EBIONEGENRIAEN D AREERH HHE. =— Y= FOBII» % 3 X MIE4SLE
NET, ~— 774007 FxoX—roav—y i TR, 1B, BLOSE L0
HE2EUTRESETWIEAE. FICESbEInET,

TV MAREDEEICOVWTEELET, 20X RGAITT—E A LUK RT3
2%, BMORNT U 7BEXRIPIVR Fa—A 7 R— BB RV ES, i, 2—b
DEMNMT D EXF2—THFEL TWDREMNELS Y, a— ™32 LIRS TE 572
&)"C‘\j—o

T—xy FOFIMERICEASNT, =V FNORBEEFHELET ([=—V 2 FOA
BB 2B EHE] (P4-28) THHAINTND L IHIC, AFrva—nB L OEEREIC
PEWET),

B, THITE WS, BIXOEWMOEEZ TR L £, Erang E7 /L OAEE & EE L T,
MU 7 HBEIRIVR X v Ry T 4 Z2HROL, TDDA N2 b (FE4ENE) OB L £
BEIFHIZE =B L T RWEERH Y £79), RERANEHEDL ZENTERVWERIL. R
HELTCWDHDADNZEHRIL, 3 20704 (K, #, &) 2FTLT, VXA (B— A,
PAR— b, RN~V T TR ER EORARERY) ICKT DY AT HRER LOREIC
EONWTEROBENTCHIBREZERLET, —HOMERTIL, K41 IS TVDHa—L
B — A MY o7 BIOHEFHEFRN BTSN TWET, ZOREHERIL.
http://www.benchmarkportal.com 72 & D Web %14 FPD AFTEET, a— L B X —IZHT 5
BrEDT—4% (BEFO CDR La— R, BELR— &) BNRa0nEEiE. 2hbnERDOH
FHEmAEEH T £,

% 41 FTRTHOERD eBusiness RX b 759 F 414X (2001 £)?

ANy R a—)L o2 —DifEHER Ty RANTS9T74R
80 % D T —/LNGE SN D £ TORERE (7)) 36.7 183
EHSE A E— R (W) 34.6 21.2
R @SR (53) 6.1 3.3
T 7R —a— L U— 7 SRR (%) 6.6 2.8
WES Nt 2 — 8K 5.5% 3.7%
X o — PR (D) 453 28.1
KOOBNAE T/ e —X Lz B0 a—L  |70.5% 86.8%
TSR D44 5 A 35 75.1% 84.3%
BFESND E TOFERER () 66.2 31.2
SEB)D A Y 2 — ) VIIESFER 86.3% 87.9%
a—LZEDax b $9.90 $7.12
SHEMS 7 hT DA RN R a— ¥k 69.0 73.9
7T R 86.8% 94.7%

. FERIEER - BSFEA R Dr. Jon Anton; /X—7 2 K, BRHEERE R X —

IPC Resource Calculator O /JiE, EHREOHFTEH, FRZIVR A— M, =—Y = MMk, FFo 7
B, BLOHEEMTONTWD T 7 4 v 7 A (BHCA) & A& L TERT 5o Cisco
Configuration and Ordering Tool D AJj & L CHEA L £,

| oL-7279-01-J

Cisco IP Contact Center Enterprise Edition v k7—% T4#4 > (SRND) Releases 5.0/6.0 i


http://www.benchmarkportal.com

$£4EF - EVE—DUI—RHBA4TUY |

B oLt s —BHBOEESE

Cisco IP Contact Center Enterprise Edition *v k7 —% TH#4 > (SRND) Releases 5.0/6.0
oL-7279-01-J |



	コール センターのリソース サイジング
	コール センターの基本トラフィック用語
	コール センターのリソースとコールのタイムライン
	設計ツールとしての Erlang カルキュレータ
	Erlang-C
	Erlang-B

	Cisco IPC Resource Calculator
	IPC Resource Calculator の入力フィールド（指定する必要がある項目）
	IPC Resource Calculator の出力フィールド（算出される項目）

	コール センターのエージェント、IVR ポート、トランクのサイジング
	コール センターの基本例
	コール処理の例
	アフターコール ワーク時間（ラップアップ時間）の例

	セルフサービス IVR アプリケーションを使用したコール センターのサ イジング
	IVR セルフサービス アプリケーションでのコール センターの例

	ISN コンポーネントのサイジング
	ISN サーバのサイジング
	ISN のサイジングのライセンス
	ISN ソフトウェア ライセンス
	ISN セッション ライセンス

	ISN キャパシティのサイジングのための代替簡略化方法
	Cisco IOS ゲートウェイのサイジング
	ICM ペリフェラル ゲートウェイ（PG）のサイジング
	プロンプト メディア サーバのサイジング

	エージェントの人員計画における考慮事項
	コール センター設計時の考慮事項


