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7-2 Cisco Unified CC Resource Calculator

Advenced Service Technalegy Grovp Cigca Swirens

IPCC Standard Resource Calculatar

Project Identification: | Project Title
Calls per interwal (BHCA): | 60 min | |2000 | calls

Serwice Lewel Goal (3LG): |70 % within |30 sec Om 30s
Avg call talk time: | 150 sec 2m 30s

Avg after call work time: |60 sec Im0s
&g handle time (A gent calls): 210 sec 3 30s
Avwg Call treatment Time (IVE): |30 sec Om 30s
Wait before abandon (Tolerance): | 130 sec 2m 30s

Blockage % (PSTH Trunks): [1 % of calls lost (Busy)
Check to manually enter Agents [ Agents

Recommended 4 gents:124

Callz completed (BHCC): 1080 calls 20 Blocked calls
Calls answered within SLG: 20% within 30 sec
Calls answered beyond 3LG: 10% beyond 30 sec

Cueued calls: 33 2% 657 Q) Calls 4.7 Etlatigs
Callz answered immediately: 68 8% 1322 calls

Avg Queue Time(AQT): 23 sec Om25s
Avgdpeedto AnswenA3A) £ sec O Bs
Avg call duration: 138 sec ImEs
& gents wtilization: 3%
Calls exceeding Abandon Tolerance: 0% 0 Calls

PSTH Trunk Utilization: 23%
Voice trunks required : 122 Trunks | TVFRL % |54 T10R1
IVE ports tecquired for quening: 12 [VE Ports
IVR ports required fior call treatment: 26 [VE Ports
Sum of Required IVR Ports: 38

143802

R4 4 — K Unified CC Resource Calculator DAA 7 4 —JL K (BT IDHENH
5IEH)

A H A — K Unified CC Resource Calculator Z {42 & &iX, ROANT—HF 2B ET HHLEN
HYET,

Project Identification (F @< F4B)

TuYx s MNReREHL, BEOZOHEOEZOORKED ST U A ZMHT 57200 T, 2
D7 4=V RIE, L7Vl NERIZBEEORBREICK L TEITIND (27 AFR— LW
BREIND) SEIFERVT VA ZH/BINT HELAITESLLET,

Calls Per Interval (BHCA) (Gi8k:SEMESr)

B HIRME L TV D RO REER . F 721 Busy Hour Call Attempts (BHCA; S AEFRER D), = 2 Tl
IRMERFIR 2 60 53, 30 57, E7213 15 0O HIEE S, RMER M 2 1 R & D B2 KD SN
RETHETL2ZLICEY, Mo —y = FAMAE LD ERICEIRTEET, £72. 1 HOME:
BORHHFIIBT ST —Y = POREABOFREICHHEHTEET (BMEL TO2RWEERIO NG
A .
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Cisco Unified CC Resource Calculator W

Service Level Goal (SLG) (#—EX LA)L0 BiE{E)
EE LR EUNIORET 5 a— L 0EE (30 FLLNIZ 90 % 72 &),

Average Call Talk Time (Fi§3—)LiBEEHRI)

T—Txy MR VR E LT, REENA L T4 2> TOWDIEH OB, Z oMz,
a— LR T T AETCOEGHHBIOZ—V 2 FOVERE L CWARINEENTWET, 2D
fEIZIE, 2= VLB D72 D2 IVR TROE L7 E 72013 % 2 — I AN G TV RERIEE ST
FH .

Average After-Call Work Time (7 742 —1a—JL 77— E¥8R)

REENBTK LU ST-BOT—T 2 MR T v 77y ZICET LRI T, 2D hU T
E,. ==V BT v T v = R WGAE, ==Yz MEa— LB TE L Z LR
EENTOVET, EFL NI =V "R —MISETERWY (T 7T v 7 ®— FEITRE
725%) BDOE— RIZA> TWDLHEEIEL, £OH0BMIEHEZ (T XTOa—/IHONWTHEHLT)
T7H—a— U— 7 REMICEBMTA20NERS Y 7,

Average Call Treatment Time (IVR) (3 —/L T4 NIHEERT)

a—ET -V MIEDRNT, ZO3—/L)3 IVR WTESC L2 FHRR (), Z ORI,
I ET =V MIAV—T 4 T THOORTFEREL LA (FerFhears b,
FRIEIVR A a—L IR ET) TH00MZ T TR, 2V =T 4 7BLOT v
AZADOWE b EENTHET, ZOFMICIE, ==Y =20 PARE TERWGEADF = —A » 7
HEEENTVWERAL (ZOFa—A VTERE, IrF 2 b —FOHNHEE LTHEINET),
BT —EADEDIZIVRIZERET2a—0ME, ZOa— 12—y MIV—T 47 LA
WA, I VBRI ED R NWE 2T A0 ERH Y £3, BT —ERAIVR T 7 U 7r—
v a vid, Brlang-B V¥ o L— X BER L THEBINCY A P 7T 2 0ERH Y £7,

Wait Before Abandon (Tolerance) (I3 F TORFHM. HERHM)

ZO7 44—V RIZiE, BEEFVPTECXHRLEMEBDBEMN CHEELE T, 2L HRER RN E
KEHI/HLENPICETR2YD, Lav ¥ 7 b ¥ — 32—y M EETLEM T, Z0M
X, HEEE (BEEINLa—L0H) ZRE, WIThom 7 4 — LV RIZbEEL X EH A,

Blockage % (PSTN Trunks) (7Bv %2, PSTN F5>%)

DT 4=V KIE, =R ZL— REBMINE T, KR E T IIEMEROMII P, EY—
b=y (= U =g THERAER NI VI BEFEELTRY) 22ET 52— L0EEEZRLTWH
FT, LTy 7 ERN 1% ThHGEEIE, HIFHIZ PSTN OFT X TOFRIED 99 % 535 — k
A ETrI T A= &EATE, IVR FET—V =2 MIBETES I LERLTHE
7T

Check to Manually Enter Agents (T—> 1 > FDAKEERE)

ORI ATF =7 ~— 7235 e, 2a—PEIo—V = FOBEFHTANTEET, A
NENTex2—=V =2 POBMNFHE S HELE) ABERBICRRL5GH1E, IrFa L —HI
FoTxzTI = Av—URERINET, 2OTT—F, Fa2a—IZARLNTWND T —/LDEN 0
% E7213 100 % (ZHET D ELTRAELET,

[ oL-8669-02-J
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M Cisco Unified CC Resource Calculator

R4 4 — K Unified CC Resource Calculator DHA7 4 —IL K (B &EhBIERH)

A K Z— K Unified CC Resource Calculator CiX, AJJT —HXIZHESWCROHIENFFE I N E
—a’-‘o

Recommended Agents (T—> x> DR AR

AR E L ITRARFOHIM Iz — B —ICRETAIUERNH L= — = PO A TT
(Erlang-C [ZHASWTHEAE I ET),

Calls Completed (BHCC) (S#EMFSEFESET)

Busy Hour Call Completions (BHCC; Sl FEMF5E 1) . DE W IRMRFIZTE T 5 Z L PillanT
WD =L OKERLTWET, 2L BN L T ry 7 Sz — L OEEFIWZE DT,

Calls Answered Within Target SLG (B4E SLG BRI E Shiza—I)

[Service Level Goal (SLG)] 7 « —/V RIZA) L7 BIEREINIZSE Sz a— v OEIETT, 20
X, ==Y = FRISERRE TH DA XIS IS E SN a— LV OEIGORBEM L 720 £7,
ZOfEIZIE, SLG BN (T2 & 203 30 BPA) IGE TEL=—V o PRV F 2 —ITA
nNonEa—no—EREENRTNET, SLG FIZEZ BT TrbFa—It AL a— 13 H D
20, ZOMEICIE, Fa—ICANONETRTOaI—LREENTHEIDITTIELY £H A,

Calls Answered Beyond SLG (SLG ##Z 5i&a—)L)

[Service Level Goal (SLG)] 7 « —/V RIZ A LR EHF O BERH AR E CRE S Nma—1Lro
FETT, 72 20E, 30 WLINIC =1 D 90 % MIGE &5 SLG DA, 2D SLG ZiBETHhb
IEEENTZa— VT 10% 12720 3, ZOEIZHE, F2—IC ARONTETXTOI— LD RE
FNTWETHR, SLG % (2L xiE, 30 MLE) BETOLFa— I ANLNIHMOZTNEE
NTWET,

Queued Calls (¥a1—ICAhdhf=a—J)

BB 7 IR BERF OB IC IVR THF2—IZ AT TOa—LOEE T, ZOfHIC
L. SLG 2\ EThEF a2 — I ANONTZ-a— L7721 TR, Fa—Iit AL TrLY—ER L
~UVARELNIOGE SN a— L b E TR T E T, 72 2iE. T—/1dD 90 % 28 30 B LANITIGE
ENDSLG T, Fa—lZANBNZT—LR25% DBFAIE. 23— D 10% B30 BEBEETHrDH
Fa—lZANDBN, I—ADOEYD15%1X30F (SLG) LNIDEESNE T,

Calls Answered Immediately (BIEIC/G&EShfza—IL)

(IVR MFEEIN TV BHAIT) a—/LA IVR TUHE SN 72%, BRI —Y =22 ML > URE
SNa—nLOEETT, ZINHDOa—/UE, F2—NTZ—Vxr NEFHETHIXEIIH D £4
hoo FERORFIEREEIZ, I—LD25% NF 22—l ANOGNTWALEES (AED30EZB2 TS
a—LEET), TDOIT—)LD T5 % IZEIRFICSE S ET,

Average Queue Time (AQT) (FEH1FH BRI

I—NANF 2 —NT, P =T FRIRERREIZ/R D 2 & T 5 ERE () <7,
ZOEIZIE, ==V =y NMZa— A ERETDHIO IVR TO 2 — VBT EFN TV ER A,

Average Speed of Answer (ASA) (EHEERXAE—K)

PR OT R TOIT— MOV TDIRED AL — RTT, Fa—ANbN-a—LB LI O]
RS SN T-a— A NEENTHET,

Cisco Unified Contact Center Enterprise Y J1—3> YJ7LYR Ry FT—% FH4A > (SRND)
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Cisco Unified CC Resource Calculator W

Average Call Duration (10— )Lk§ERERT)

A= R AT DI E > TOERHOGEE () T4, Zofid, FEmaaRsH, ¥ IVR EiE
(=) | B R ONEEISE A E— ROARI T,

Agents Utilization (T—< x> MREHE)

a—)b NT T 4w OB oTlmo—T 2 MR T A RV OWER T, 77 4 —
a—L U— 7 BEIL. ZoFEIEEENTWEY AL

Calls Exceeding Abandon Tolerance (EE TOHBBHEEEX=a—)

EHRFOHIMRIZB N T, ANHEE & U THRE LEFAERHZBA eI sz a— L OflE
(BLOE) T, ZOHNBErDOGRE, X2 —IC ANLNIZT XTO 3 —/VITHEE L7 FRRH
NIZE—=V 2V MR TRESNTOET ROEF 2 —IZANBRA TV 2 —/L THIFRR
FICITELEHATLR),

PSTN Trunk Utilization (PSTN 5 > % @)
PSTN 7> 7 O EHFRTT, BEIN TV D AN (BErlang) % b7 > 78 CEl-THEINET,

Voice Trunks Required (BE FS5 29 DBHER)

B — M oA IC Ko TRE SN2 — 08, BIOEHFOYKFO N7 7 OO
BRI S W TRAERF O I R IC B R Sz PSIN ¥ — b = A b7 27 O, ZOfEiziE, IVR
TOa— VAR OSELRERE . (RERRER T — v R WA -T27290) IVR TFa—a L /&
ATV R, B RO —Y = FOMEEERERNAE EFNTWET, RSN ZofiE, 3
TORIFV IR ODORERITN—TIZELEHLNT, FHEINEBMERF (F7213HR) o=a—n
BT LI EEBELTOET, DbV, WSOND/NSWENT T TA—T52ER LTG6
. B N T U BUBELE BT N—TRN/NSL RV HERLIRTLET,

IVR Ports Required for Queuing (¥a1—4 > IZHEL IVR R— FD#)

Tz MPIREATREICR D ECHRIBFEAVDFEL CODR, a— X2 —CREFT272DIC0
BELARDLIVRA—FOETT, ZOfL. F=—Ic AR TWSa—LD¥, Brochbo
I — VO o — R &2 H U7z Erlang-B 5HELICESWTHEHB SN E T,

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

IVR TO a2 — VAR D 7= HIZM%EE L 725 IVR R— F O T, ZOEIT. Wi Shi-a—L o,
BROa—/ VLRI CFE) IVR B4E) %M L 72 Erlang-B #HRICESW TR S E T,

Total IVR Ports Requirement (IVR /R— F D& LEH)

Fao—A VT BLOREDOTZDIZEBDO R — 7V —TREESINTND VAT AZRBNT, HE
ERDIVRA— hOREEZRTHEOTT, WHEBLOF a2 —A V7 OWNTHICHFEHTE S8R —F
ES—NTEEE. N T T 407 % 2ODEBIO IVR R— bk P— A E I I N—T 0BT 55
BEERT, LR WAR— TR NI 74 v 7 BB TEES, 272 L, VA3, Fa—
AV TNTRBEIR AR — MRS LTe 7 N —7TRRGE L, R ATREZR 583 D 7 01—\ A — 8 —
TR—TEDLLORETHILE2BEOLET,

Submit

MBI AT 7 4= RTRTCWIZT—Z 2 AN L=, [Submit] R¥ %27V v 7 LTCHIMEZFE
L/ijﬂo
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Export

[Export] R¥ %27 Vw7 LT, INVFaLb—FDANBIOHN%E D ~XEIY i (CSV) 74—
<~y hTHh—F RIA4 7 EOEBEOBTICEELET, 2D CSV 7 7 A /L% Microsoft Excel (ZA
VR—=1TDHE, By R TR —YFA~OFARELILTI TAT LV FPRBEFE~DT LB T —
varfeELTT7 A=~y hTEET, ANIT7 44—V RE 1 ODUEER L, ATJTOETEKBLL T2
NG 72 A MV EAT., T_TOH % 1 20 Excel A7 Ly Ri— MZfEST A & HED
VFUAERECTEET, 20T —~y MEERAT L L EEO U ) A AR SR T &
7,
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=LtV E—DI—Sz Vb, VRE—F, BLUS—rIZA LR FSVIDFASVT Aoy R a—Lers—) R

O—J)L I A—DI—Cz bk, VRAFA—F, BLUVSY—FHzAF
FIEES2ODHADOT (AINDFa—ILE24—)

Ok varoa—L v —0FTiE, ZFEIFERTF U AITEIT D Unified CC Resource
Calculator OfEHFIEIZHOWT, BRENTA N T Y R a— L v Z—0U Y —R Tk A%
LLEBIZHHALET, 2o® 7 v a ORI, AN a—L 7Ja—T4, a—L kX —

WCEET 2T X TOERFEa—MI, PSIN O ER S — My oA ICREShET, a—iE, =—
/I/bﬁﬁéT ECHLGE. TOT—Vxy MIBEELV—T 4 V7 SNET, IEFTRE TR
Be. ==Yy FRIRERREICR D ETCa—EF a—ICANGILET,

a—J)L 2 —DERKXH
ZOBNE B D Z DEOT RTOBDOIEARL 20 T, ZOREAFICEBITEL3>DY VYV —R (=—
Yz b, IVRAFE—bF, BLWRPSIN T 7)) Ziid L7z IR RICOWTRIEIZHE L7214,
I— VBB IOV =2 b OT v Ty TR OIS ESE R FT VA EBMLT, 206
EH DT )AL L, FHEY) Y- ANIFEISERI T IV AL oTED L S B A2 5)
DI OWTERIA L E T,
ZOEAPITIE, WOANT—FEFHLTOET,

o HTEZ—FU A ~DPSIN /NS I —/L & Z—~DBHCA (60 5[) DEFF=2,000,
o WMELY—EX LULOHKE (SLG) =30 FPLINIZ 2 — /1D 90 % BISE S D,

o I LR (m—Y 2 F @) =150 (24730 %),

o TIUH—a— L IU—JIHRL (==Y DTy T T v TR =08),

o I—VAEL (Fur T REabJ b)) 2l BERAICEEINLTWDS, T XTOa—ViE, i
BARER T — 2 MOV —T 4 T END0, £REc—V = FRINEAREIZR D E T
—lZ AN HNET,

o RIEENVEIFEZUIL ETOMRLEH GFrAREM) =150 245308,

o FFEF—FUxzALEDOPSIN T DRBERY—ER T L—K (TayrR) =1%,
EROF =22 AT 4=V RITATI L, AT L= O TEICH D [Submit] A2 > 2 fiid &
B 73 1R ENTWARERNHAESNET,
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73 EKH

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

HZ1%, PSTN BT E N85 2000 D — LN, TEF— b7 = A2 X » TZE st
Ehi- GET L) =3 1980 THDHZ ERENTWET, Zhid, PSIN Fugf ZF—(T |
%DT Oy ITEROTOEVa = T EERL, FOKER, AFT 2000 D=2 — L DR 20 D= —/L (1
%) MPSINIZL-To7mry s &hic (BV— b—r%%F L) 72T,

I—vzVhk

EFLTWNWAZ—Tx PR 90 THDH LV FERIL, Unified CC Resource Calculator (2B & 41T
W% Erlang-C B AL TRESNIZETT, 20 VY —A(=—V =¥ b)) ~Da—/LidF = —
WANGNET,

T—Y 2 bR 90 DA, FHEICLAZT—E R LUV, 30 PURIC 2 —1d 93 % BInA S h
HZEIWZRVET, ZhiE, A7 g THERINAELERETHD 90 % 2B TWET,
T—Vx b1 ADIRONES (90 TIE722< 89), SLG90 % (Hili7= &Nt Z &2 £,

ZORERIT, 2=V DONT % IZSLG30 HEBEChEIREINAZ EbRLTWVWET, £/2, a—
VD317 % BF 22— AN, —EDOF 2—1L30 PR, ToMiIFnly bELFa—ICA
B LTV ET, Fa—IZ Ao TWAI— LD F o —EfHI% 20 T4,

T—)LD 31T % DF 22— ANGNTZHE. K73 DOHENTRENTND LT, 683 % Da—/L
MNF 2 —NTIEIET S Z &R AN SN ET,
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I—LEVF—DI—Vzv b, NRF—F, BLUF— b9 FLZ IO (AonHoFa—Leos—) B

a—)LEDHI

Fa1—AVTITRER IVR K— FOE

Z OFEARFITIX, Unified IP IVR 1%, WA AT —V oy FRAWVWARWESIZa— &2 F 2 —IZA
NHEF¥Fz2—~<vF—T¥ L THERAENTWET, IrFab—FiL, Fa—IlZA>TWNEHa—/LD
W=t FRBIUO¥ B1.7%., 2FV 627 =2—/V) BLOEEF o —Ffi Q0F) 2/RLTWET,

Erlang-C OFEO D 2 DOMNIE, IAF 2 L—H TN E LTS Erlang-B B9 O AT L L
THEASN, Fa—A 2 ZIZ0ERIVR R— b0 (ZOfITIE 10 K— k) NFHHE I ET,

PSTN 529 (BES—bkoxA R—F)

FRRIZ, V¥ 2 L —F (X Erdang-B #fEH LT, 2 — VAN (G&EEShlc=a—L) BLz—V =
VEBIGETERNVWEEILX 2a—A VI THERERD D A — WV IHESE VEREFRS— NV =A
A—b (PSIN F 7> 7) OFEHELET,

ORI T 4w T AMU LR G D DICKERR T 78I 103 T2 T,

ZORHEILE. TRTOa— AR RE T — U = L MIEARIT, A IVR TONLHE % sk
THa— L vF VA THUELZDIAREEOLD N T Z7IdEGFEFnNTWnERA, 20K 57TV
FNZOWTIE, ROFITHREFLE T,

ZofNE, FRROt® s v g L oOREAFICESHNTWET, 22 ThH, a— LB EZ—IEET LT
RTOFEFaA— ML, PSIN ML FF T — by = A IS, a—rida— sl GRelo s ) —
T TarFheabvy MTELZT AT MEBROIER L) D72 DIZHIFEZ Unified IP IVR
V=T 4 7 ENTh, ==V FRREARTHIGAITEDT—T 2 MIELNET,
IEE AR — 2 RBRWARWEGEE, a— W=V s MBISEARRIZA D ETH 2 —IC AR
LBIVET,

9T O 3 — L% Unified IP IVR (2165 7255518, 22— VALPRIZ X A R O, PSTN R Z > 7
DELIZESREFENDZ L2 FT, F2—IZANLNTWVD I —/VITHERKR— FEFMZ,
ZORDIRAM LR T D7D, & 5124 < @ Unified IP IVR A" — FRER S ET,

TV MIEZBND VT T 4 v 7 OB (2— O, BEEFRERE, BL Y —Ev R L)
L L TOWRWEEESND D, Zofloa— V0 (ForFréar s b)) InERz—
Vel FOBICHBEEZDLOITIIRAEE A, EBRIZ, BREHFEZHRINT D00 FBMAT
T —LDIUEREDa— VA CTI ARy VHEEZHEHATH = —Y 2  MTBINT 2 &, E
FINT— = P TELT M2 M L CHERY Y — A2 L, @k —Y = ho X
D IERERBINONL—T 4 U 7RI LT, RV —EX0m EE b b LET,

X 7-4 1, 150 a— VAR ZHER L TCEOMDANTT TR CIC LGS, $a—A 7 D7
DOBEED 10 DAR— FLSMZ, PSTN 5 > 7 0% (112) X O Unified IP IVR R — D% (16)
NUNETHAZ LERLET,
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7-4 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
Calls answered within 2LG: 93% within 30 sec
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
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=LtV E—DI—Sz Vb, VRE—F, BLUS—rIZA LR FSVIDFASVT Aoy R a—Lers—) R

FI72—a—)L J—Y8BME (5v 77y THE) OFl

FREROFIEFEHL T, 53— VIR 45 B OMEERR (Z > 77 » 7)) 28N LEST, 20
Y& 14, Unified CC Resource Calculator ZfH LT, RIC T 7 4 v 7 AWM &S 5810 L
RbhT—yxr MEERETEET (X 7-5 28M0),

TI7H—a— ) T—7 kW (T v 7T v TR 13, BEENEEEY ST RICHBEDL D, NT
U7 B IO Unified IP IVR U Y — R IEELZZIFTRUEE T, MOTXTOANBRLEETH
LHEBMELET.SLCBEIN N7 74 v 7AMBREILEETHD LBETH L, a2 — LVAMITISE
L=V MRT T Ty 7 = NZH IR ZE D OB —Y = MG E L
720 ET,

B 7-5 7745 —a—)L D—H B/

Project Identification: | After Call Work Time
Clallz per interval (BHCA): | 60 min | | |2000 calls

Service Level Goal (3LGY: |20 % | within |30 sec Om 30s
Avwg call talk time: | 130 sec 2m 30s
Avg after call worl time: |43 sec Om 453
&g handle time (A gent callz): 195 sec 3mlss
&g Call treatment Time (IVE): |15 sec Om 155
Wi ait before abandon (T olerance): | 130 sec 2m 30s
Blackage % (PSTH Trunks): |1 % of calls lost (Busy)
Check to manually enter & gents D Agents

Recommended A gents 116

Callz completed (BHCC): 1980 calls 20 Blocked calls
Calls answered within SLG: %2% within 30 sec
Calls answered beyond 3LG: 8% beyond 30 sec

Cuened ealls: 30.5% 603 O Calls 3.8 Etlangs
Calls answrered imtmediately: 68 5% 1376 calls

Avg Queus Time(A0QT): 22 sec Om 32s
Avgdpeed to AnswerABAY T sec Om ¥z
Avwg call duration: 172 sec Im 52s
Agents utilization: 22%
Calls exceeding Abandon Tolerance: 0% 0 Calls

PETHN Trunk Utilization: 84%
Voice trunks requited : 113 Trunks | TUFREL v |50 T10RI
IVE potts required for quening: 10 IVE Ports
IVE potts required for call treatment: 16 IVE Ports
Sum of Regquired IVR Ports: 26

126902

FZ o7 BIOIVR A— MIFEEMIZIIRCEETT N HIGE LTEMND T 7N 125H 0 F
T (112 TER< 113), Z0bTREIiNE, 7y 77 v 7RI E 2 b0 TIER, Zv 77T v
TREM DT DIZHEE/2 116 DT—T = ¥ MIXT HFEDOMDIZE - T, SLG BT b L
ZLED (93% TiEAe< 92%) BIRBFEIZLDLDOTY,
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FSHR—F, BV —FDAFREXNSODHADUYT
o Zvaroa—nL X —ofTiE, SEIERVT VAT HT U F3T 2 R Unified
CC Resource Calculator Df#F A HIEIZDWT, 7 "NV R a—)L B Z—ZERINZU V—A
WCRHT DL L HICHALET, 20® 7T a VORIOFIL, KAMART 7 T R a—L
Xy o= T, TRTOI—NVEIVAT AL ST P EA YT R— b BLXOTFIF 17T ¢
THEAYY TRBT) BRI A YL SN EAES— MU oA ICRESE S, a—iE, 32—
W B AT EINT T VB E ST S NE T, BB IR holoa— (B U —, B&E5
B L OEISE R 13, A7 A THBEIICH S/ E 7T, Answering Machine = —/ L%, IVR £7-
IFBED D DT —2 = FOWTIICEFEINET, ADIRE LT —iE, WEOEHO
IVR ¥l =Yz POWTIANCEEINET (ZhbDa—E=—Y = MIEEFEIND
AR A v =V EDTD IVRICEEESNDIZELH Y F9),

7 7 k23t > K Unified CC Resource Calculator Tld, 7V XU K H—EZRD L)L 2 LA
1299 % D a—/VIEE 7R ) #METEET, KETIE, BEPIGE LI a— LV ERLEDOE FIC
T5 (WHEETH, ERETAT AL DIGENRR) LEENRIZR D720, =—Y o bbb
DIZa— VBT IVR F/2E3A v =Y TFHFO UV ARA Y MINFETDIVLENSY 4, 20
EORBMODIVRA =TS, ZOT T AR T U R IAF a2 L—F B ERLCEHEINET, IVR £
A=Y TFH U2 Ay MR RESHAVETIE, ZoEEERTcxEd (1 7-6 D IVR
message S L T 7230,
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Advanced Service Technanlagy Branp

IPCC Outbound Resource Calculator

Event| AHT BHCA

Call Status (%) | (sec) (Calls)
100 %5 3000
Lrvwalid Number |5 % 150
Unanswered Calls Busy |3 % 120
Ring Mo &Answer (10% |30 300
Summary | 20% &00
Average Ring Time 24
Answering Transferred to Agent (0%  ||15 800
Machine Transfetred to [VR |0 % ] i
Summary | 30% 900
Average Ring Time 18
Transferred to [VR Only |0 % 0 0
IVE Announcement 0
Calls Answered By | Talk Time Wrong Person (TT-WE) [15% (30 430
A Person Talk Titme Right Person (TT-RF [33%  |[130 1050
Wrap Up Time (W) a
Wirap Up Titme (FF) 15
Summary 0% 1500
2400
Agent Calls Service Level (% Ans inJec) (99 % |2 2376
[¥R. message | 1% |20 24

Cath ound 53 Ports/Tranks 104

Dialer Ports (customer calls & agent reservatiom 56
IVE Ports required 3

Cutbound Agents o4
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(IVR Z2—/b F ¥ o _X—) [ZHo T INAHZEEZ R LET, ZOHNVF o b—F DO H L
BLOAHN 7 4 — v ROEZEDOFEMIZ OV TIL, kRO URL @ Unified CC Resource Calculator D~
=a TN EZRLTIIEIN,

http://tools.cisco.com/partner/ipccal/index.htm

7-7 MfEIVR (T—2xV MEL) PO MDYV E a—LOFx v o R—24

Event AHT BHCA

Call Status (%) |(sec) (Calls)
100 %5 3000
Invalid Humber |3 % 150
Unanswered Calls Busy |2 % 130
Ring Mo Answer (10% |[30 300
Summary | 20 % 0
Avrerage Ring Time 24
Answering Transferred to Agent 0% 0 0
Machine Transferred to IVR |30 % |45 200
Summery | 30 % 900
Arerage Ring Time 12
Transferred ta IVR Only (50% |45 1500
IVE Announcement 0
Calls Answered By | Talk Time Wrong Person (TT-WE) 0% 0 0
A Person Talk Time Right Person (TT-RFy (0% [0 0
Wrap Up Time (WE a0
Wap Up Time (FF) 0
Summary | 50% 1500
]
Agent Calls Service Level (% Ans inJec) |100% ||1 0
VR message | 0% |20 0

Outhound GW Ports/Trnks 69

Dialer Potts (customer calls & agent reservation) 56
IVE Potts required 47

Cuthound Agents o
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