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Advenced Service Technolegy Grocp Cigcno Swivems

IPCC Standard Resource Calculatar

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

Service Level Goal (3LC: |70 % within |30 sec Om 30s
Avwg call talk time: | 130 sec 2m 30s
Avwg after call work time: |60 sec Im0s
&g handle titne (A gent calls): 210 sec 3m 30s
&g Call treatment Time (IVE): |30 sec Om 30s
Wit before abandon (T olerance): | 130 sec 2m 30s
Blockage % (PSTH Trunks): (1 % of calls lost (Busy)
Check to manually enter & gents ] Agents

Recommended 4 gents:124

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

Cmened calls: 33 2% 657 Q) Calls 4.7 Etlanigs
Callz angwered immediately: 68.8% 1322 calls

AvgQueus Time(AQT): 25 sec Om 258
Avgdpeed to AnswerASA) & sec O Bs
Avg call duration: 138 sec 3m s
A gents wilization: 3%
Calls exceeding Abandon Tolerance: 0% 0 Calls

PATH Trunk Utilization: 25%
Voice trunks required : 122 Trunks | TVFRD % |54 T1pRI
IVE potts required for quewing: 12 [VE Ports
IVE ports required for call treatment: 26 [VE Ports
Sum of Required IVR Ports: 38

143802
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Cisco Unified CCE Resource Calculator

A& 25— K Unified CCE Resource Calculator DAAZ7 1 —JLF (3§
ETHALENHHIEB)

A 4 v % — K Unified CCE Resource Calculator Z 42 & &1X. WOANIT — X 248ET 5 LEN
HYET,

Project Identification (FBY ¥ +4)

TuYel MRBEEL, BLXOZOHEOTLOORED TSV A EHBINT B2 0OFHMTT, 2D
T4 RiE, 570Vl NERIEBREROBRICH L TIEITEND (27 AR — FBLOMRE &
NnN5) SEIERVT VA EHB T ELEITELLET,

Calls Per Interval (BHCA) (BB FEFES)

B HEMEL TV AR ORI, £721% Busy Hour Call Attempts (BHCA; fc#ERFRIFED, = 2 Tl
IRHEREI 2 60 43, 30 43, F/2I1X 15 oo E7, REERRZ 1R E VWO BMA I BB WE
STHETHILIZLY, BER—V o PAKELY EMICHAETEET, £/, 1 BOEEORE
MBI 2= FOXLBEABOHREICHHEATEET (BHEL CTWO RV O N B§HHE),

Service Level Goal (SLG) (¥—EX LA)L0) B ZfE)
HBE LB UNIZIEET 52— L 0EE (30 FPLLNIZ 90 % 72 &),

Average Call Talk Time (F#0—)LiEEERRE)

TV PRI LR E LT, BEENA L TA IR o T EoRE, ZoEicix, a—
AR TT2ECOBHERBBLOT =Y 20 FRMER LTV ARG ERTOET, I,
I— VIO 722 IVR TR L2 72 13F = — I AN O N TW R E SN TV ER A,

Average After-Call Work Time (7 2% —3—JL T—7 FE5KH)
FIEENEBF 2V T- RO —V 2 MR v 77y FICEST AEHER T, 2o U Tl
TV MR T T T v = RIZRWGEE, ==V MNEIa—VIRETE 5 2 ERBEESN
TWET, FHEL WA=V MR a—UIRETERWY (T 7T v 7 E— KL IZRR3) H
DE— RIZASTWABEAIE, TOHOEMEREZ (FXTOI—MZONWTEYLT) 774 —a—
N U — 7 BERNGENT 2 HERH Y £,

Average Call Treatment Time (IVR) (2 —/LDFEHNERRE)

I— N ET—T ey MIEDHENC, TOIT— LA IVR NTESC L EHRERE (D), Z ORI,
O NET—V s NIV—T 4 T OORFENELSIOAN (e heav s b £
ZIVR A=a2— ¢ ENET) T2700KRMET TR, 2V =T 4 7BIOT T ADK
MbEENTOET, ZOMICE, ==Yz PRREETERVEEDOT a2 —A V 7ERITEENT
WEHAL (ZOF2—A L 7RIX, IAFaL—XOHDEB L L GHREINET), EAr7¥—b
ADEDIZIVRIZERET2a2—0E, Z0a— i2xz—V=y MNIV—T 47 LW E, a—iu
BRRFRIC I E ORI I ICTHLERH Y 7, A T7H—ERXIVR 77U r— 3 Ui,
Erlang-B /v =2 L—Z M L TEBNCY A 0 7T 20BN H Y £,

Wait Before Abandon (Tolerance) (IMZEFX TOFHEM. FFERMH)

IDT7 44—V RIZE, BEEVPTETEILHRFOREMEADEMTHEELE T, I LRER W EFE
FFRELENTICERZY D, Lav I b — w32 —V YN ETHRHM T, ZOMEIE, K
Tk (BRSNS a—LOK) ZRE. WFROMAT 4 —L FICb BB 52 4 A,

| oL-16594-05-J
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Ml Cisco Unified CCE Resource Calculator

Blockage % (PSTN Trunks) (F7Rvy 2%, PSTN F5>%)

IOT A=A R BB R L= RE ST E T, BB R ORI IC, BV~ b
Y (F—= P THEARER T U BFELTRY) 2ZETLa—LOEEERLTVWET, =
L2772 RN 1% ThHEAIT. WM TIZ PSTN OFT_XTOFREED 99 % N7 — 7= A EThH
T A= EFEHATE, IVR F232—V 2 MZBETE L2 EERLTWET,

Check to Manually Enter Agents (T—> x> DO ABIERE)

ORI AT =yl ~— 055 E, 2—FIE—V = FOKEFEHTANTEET, AT)
SNlex—Vxr FOEMNFHE SN (HESE) ABERIBICRRDIGAT, IrFal—FIZkoTx
T— AvE—URRRINET, TOTT L, Fa—IZANLNTND I—/LOHMN 0% E721X
100 % \ZBET 5 & THAELET,

A& & — F Unified CCE Resource Calculator DEHh 7 1—JIL K (&
HEh3I1ER)

A 4 >4 — K Unified CCE Resource Calculator TlX, AT —HIZESWTROHNENFIFREINFE
7,

Recommended Agents (T—2 x> FO#RAH)
B E T I3 RAROBIMPICa— L B —ICRETOILEN S DL —V = FOAKTT
(Erlang-C IZESWTHE SN ET),

Calls Completed (BHCC) (RHBEHRFFHEMTEET)
Busy Hour Call Completions (BHCC; i#ERFFHFEET), DEVIRMRFICTETTHZ LATHISATY
La—NOFERLTWET, ZHUE, B LT vy 7 Shia—LokzE5 Wb o TT,

Calls Answered Within Target SLG (B#E SLG FEIAIZEESNiza—)L)

[Service Level Goal (SLG)] 7 « —/V RIC AN Uiz BEERFHINIZEE S a— L oEE& T, ZofE
F, ==V PBRERRECTH DG A IFARHIEE SN a— L OEEOHREME R T, ZOfE
WZi%, SLG A (72 & 21X 30 R WNETELb2—V o MRV RWEHF o —IC AN bk
IV O—HEREENTVWET, SLG BEZBI b F a2 — I ANOND 2—ARH DD, Z0
EIZIE, F2—ICANONETRTOI—AREENTHEDITTIEH Y 1A,

Calls Answered Beyond SLG (SLG ##EZ & a—IL)

[Service Level Goal (SLG)] 7 4 —/V RIC AT LIz EFHF O HEERH 2 & TRE Iz a— L oH
ATT, 22 30 BEUWNIZa—v D 90 % BNIEE D SLG 4. 20 SLG i E T bIRE
SINTma— T 10 % I8 £9, ZOEICE, F2—ICANONETRTOa—LO—HREENT
WETA, SLG % (F=& 2, 30 BUL) EThoFa—ll ANONEHOETNEENTNE
K

Queued Calls (Fa—IzAndNt=a—)L)

AR E 72 3RO I IVR THR 2 — I ANONET R TOa—LOEETT, IOz,
SLG #@ETCorbFa—I ANbNZa—AEIT TR, Fa—IANLNTHhL—ERX L~ULH
BURNIGESNZa— b EENTWET, 2E2I1E. 2—1? 90 % 23 30 BLRIDISESh 5
SLG T, Fa—ICANLNIZ =0 25% OHREIE. =—1D 10 % 2 30 BE2iEE Trb ¥ 2 —I2
Anbh, a—A0E0 O 15 %1230 % (SLG) DRNIKIEE S E T,

Cisco Unified Contact Center Enterprise 7.5 SRND
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Cisco Unified CCE Resource Calculator

Calls Answered Immediately (BIEEICEEShTi=a—)L)

(IVR BEEINTWAEHAIL) 2 — AN IVR TRE EN-%, AIFICe—Ycr MZE s TUSE S
Tma—LDEETT, ZnbDa—E, $a—NTZ—Vxr 2T IVNETILY FHA, L
OB ERBEIZ, T—D25% BF2—IZ AL TWALA (BEEO30BEBIATWEa—LEs
o), O a—d 75 % I ZHIRFZSE SN ET,

Average Queue Time (AQT) (F#%5E5M)
I—ABF 2 —NT, HIFFIC=—T = FRISEFREIZAR D Z & 2R 6T 2 R () <3, Z
DEICIE, ==Y = MZa— LV &FET HR1O IVR TOa— VBRI EENTHEE A,

Average Speed of Answer (ASA) (FHEEXE—F)
HHF DT XRTOa—/MIOWTOIREDFHAE— RTY, Fa—IZ ALbhiza—/3k X ORI
WE N a—ARNEEFN TWET,

Average Call Duration (10— L###FEER)
A= VIRV AT DT FE o TWERRIOEE (B) TF, Tk, FH@EEERH, T IVR #iT
(2 —/VLE) | B L OEHIRE A Y — ROAFHTT,

Agents Utilization (T— = > MZEEE)
=) 8T T 4 w7 DB ol —V = MR T A RV Ok R T, 77X —a—L
U — 7RI, ZOFHBICEEERTHER A,

Calls Exceeding Abandon Tolerance (3R #* TOHEREEZEZI-0—I)
BHERFOHIFICBWT, ANHEAE LTHEELEHERMZB A2 DIlBEINza—L0EE (B
KO T, ZOHNINErDESE, Fa—Il AL T XTOa—/VTHE LRI
TV MZESTREINTVNET (BBELSFa2a—IZ AN TV a2 — )L THFFARHICILE
LEHATLE),

PSTN Trunk Utilization (PSTN k5 >4 iREj=R)
PSTN FZ > 7o EHFEFETT, iah s an (Erlang) % 7 78 THl-> THAEINE T,

Voice Trunks Required (BFE F5 29 OLEH)

EEF— b Uz ICLoTUREINTZa— 1O, BIXOEHEOHRI T O ~ 7 > 7 OFH OLRE R
RSN CHRARFOHIMPICEREINZPSIN VY — v =A b TF7 708, ZOfEIZIE, IVR TO

I — VAR DR, SEFRER = — T = v W olzfz®)) IVR THRa—A v 7 IR TV
R, BL O —Y v FOBEFEREAGENTVET, HESHEZZOHI. TXTD T2
N1 OOKRERIN—FITELOLNT, BEINT&HAR (F-FHE) oa—n 20l ds- L&
BELTWET, bz, W< O0D/hEWET 7 TA—T%FHLESAE. BINo 77
DUBEL DO NV—TPN/NSL R0 HFRBIET LET,

IVR Ports Required for Queuing (¥a21—4 > JICE7% IVR R— D)

TV NRINERRRIZR D ETREEDHFE L TCVDM, 23— V2 X a2 —CRFTIHIDICHEL
725 IVR A— MO TT, ZOfEIL, Fa—llANLLNA TN a—LDH, BLOIALDa—10
PR o —A v J R & H U7z Erlang-B #H5EICESWTREB I ET,

IVR Ports Required for Call Treatment (2—/LAEICHEL IVR RF— FO%)
IVR TOa—VILBRD e DI BE L 705 IVR R — O T, ZOfEix, & shiza—rol, B
LV — L AERRER] (F%) IVR #24%E) %5 L7 Erlang-B fHHEICESWTHEH S E T,

| oL-16594-05-J
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B oLt 8—DI—Szo bk, IVRHB—F, BEUF—FITAEEE NS UIDOHASUT (AR Fa—L o8 —)

Total IVR Ports Requirement (IVR R— F DAL EHR)

Xa—A VT BIOUEOT-DIZAMNDOR— NIV —TREREINTND AT AZBWT, RE LA

5IVR R— FOBREEZTRTHOTT, LWHEBIOX2—A L 7ONTHICHHERATEFR— &7 —

NT DG VT 7 4w 7% 20030 IVR iR— b T— L E 7237 NV —T 18T 2856 £ T,

J: D’Piﬁb\‘f— FAUTHU N 7 4y 7 @& WBLTEET, 7L, Y AaE, Fa—A U TITHER
MIAEMSL LT 7V —FICRE L, ARG A IO 7V —F 1A — =T e —T& 5 L 5K

E'@”é EEBEIOLET,

Submit

MBI T 4 — N RTRTUZT— X H AT LT=tk, [Submit] R¥ > %7 U v 7 LCTHAEZHREL
E3rpe

Export

[Export] RZ v %27 Vw27 LT, IAFal—FDOANBLOHE2 D ~RKEYE (CSV) 74—
<~y hT/A—=F FIA4 7 LOEBOHBINICHRE LE T, 2D CSV 7 7 A /L% Microsoft Excel (21 >
—hTD¢E, By R TaR—PNL~DHAHELILT T4 T v bOBEE~OT LB T— 3 v
HELTT74—~y b T&FET, A7 4=V FE 1 DULEEFL, ANWOEEEZKMLI-H T HITH#E
Bl 2 A "R, TRTOH A% 1 DD Excel A7 Ly Ry — MIfEAT R & B O 4%

RECTEET, ZO7r—~<v b eFEHTDIE, HHOVFT U A EHHEIZHBET T £,

OA—)L 2 —DI—V b IVRAR—F, BEUYT—
DxAFLIE NS0 DYA 9/7 (AN F a—)L
V3 —)
OO a—)b X —0FTIE, SFIFERTF U AIZEIF D Unified CCE Resource Calculator @
FRFECONT, BRENIA AT R a— L v Z—DY V=R TkT 5828 L §IZHBHA L
9, ZOHEOKERHOFNL, KA La—L 7o —TF, a—L B X —|IEETLITRTOERE
a—/E, PSIN o EFF S — b oA Bt shEd, a— i, =—2 = MRISEREETH DY

A, FTOZ—Vxy MIEHEL—T 4 7 ENET, WEARETRVWGES, =—Y =2 FRILNEAIREIC
HETa—LEFa—IC ANLLGNET,

O—J)L 22 —DEXN

ZOBNE, BROZOEDOTXTOFOEARELRY 4, ZOEKFICEITS 3500 V—R (=—
Yx b IVRA—=F, BLUPSIN F7 7)) Zofiagh L7z HIERIC OV TRTEICEHI L7
I— BB IORE—V2 NDOT T T vy TR EOXEFIERFT VA EBMLT, ZOFE%
DTV AOREBEE L, S V= ANSEIERI T IV AL -oTEDL D REELELZ T 5D
WTREIBH L £,

ZOERBITIE, KOANT—2EHEHLTWET,

o HFEAS—RUxA~DPSIN /NS —)L & —~0 BHCA (60 43[) O4&F =2,000,
o MERY—ER LLOHE (SLG) =30 BLRIZZ—/1D 90 % DNISE I b,

o I— LOVHEFERE (m— = FOmEEERRE) = 150 % (24 30 ),

e TIUHX—a— L T—JEHEL (2= DTy T T vy TR =0/),

Cisco Unified Contact Center Enterprise 7.5 SRND
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I—L EE—DI—Cxv b, NRK—F, BLUF—FITAFERFSVIOHAST (Ao Fa—n 24— N

o o— L (FurFRalb s ) L, BEAICEEINLTHWD, TXTOa—iF, WA
R =V MOV —T 47 &N50, £V FRNSERICARD2ETHFa2—ITA
noHnET,

o REBMNEBHEZUSLETOELER GraEEM) =150 Q2430 8),
o FFEF—bFUxA LEDOPSTIN FT7 7 DOMBERY—ER TL—FK (Fuv7R) =1%,

FROT—HEANTT 4=V RICAHL, IVFab—FD FEkiZdH D [Submit] R > &4 L
K 9-3 I RENTWDRERBHIIENET,

9-3 EAH

Project Identification: | Basic Example
Callz per interval (BHCA): | 60 min | | | 2000 calls

Service Level Goal (3L: [F0% | within |30 sec Om 30s
Avg call talk time: | 130 sec 2m 30s
Avg after call wotk time: |0 sec Om Os
Avg handle time (A gent calls): 150 sec 2m 30s
Avg Call treatment Time (IVE): |0 sec Om Os
Wait before abandon (T olerance): | 130 sec 2m 30s
Blackage % (PATH Trunks): [1 % of calls 1ost (Busy)
Check to manually enter Agents [ | Agents
Recommended & gents 90
Calls completed (BHCC): 1980 calls 20 Blocked calls
Calls answered within SLG: 93% within 30 sec
Calls answered beyond 3L 7% beyond 30 zec

Crueued calls: 31.7% 627 Q Calls 3.6 Etlangs
Calls answered immediately: 68.3% 1352 calls

Avg Ouene Time(AQT): 20 sec Om 20z
Avgdpeed to Answer AZA) 6 sec Om s
Avwg call duration: 156 sec 2m 36s
A gents utilization: 2%
Clalls exceeding Abandon Tolerance: 1% 0 Calls

PSTH Trunk Utilization: 83%
Voice trunks required : 103 Trunks | TUFRL - ¥ 46 T1mRI
IVER potts tecquited for gquening: 10 IVE Potts
IVE potts requited for call treatment: 0 IVE Ports
Sum of Required IVR Forts: 10

126900

H21E, PSTN 26T ENT-E3F 2000 D2 — L DN, BEAFA— N7 = A108 > TEEI LS
Nz GET L) a—mT 1980 THDHZ LRENTWET, ZHix, PSIN 7S X —21% D
Tuay RO a =y T EERL, ZORE, 53 T2000 Da—1 DN 20 Da—1 (1 %) 2
PSINIZk-oTo7mvy s &Nk (EV— b—=r0Z2Z{E L) 2HTY,

I—ozzrk

EFRLTNDHIZ—V = F290 THD E WD RERIZ. Unified CCE Resource Calculator (2P ST
W% Erlang-C % AMA L CQRESNTZETYT, 2OV Y—R (==Y =z b)) ~Oa—)LiF¥a—
AN BIVET,

T—T xR 90 DL, FHEICE DT —E R LoULiE, 30 BLUNIZa—1D 93 % BInEINnD 2
ElZRDFET, T, ANEBEIZ a U TERINEVERMETHS 90 % B2 TVWET, =—V=x
VR 1L ADRWES (90 TIEZR< 89), SLG 90 % ILim- SN o2 LIk £,

| oL-16594-05-J
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B oLt 8—DI—Szo bk, IVRHB—F, BEUF—FITAEEE NS UIDOHASUT (AR Fa—L o8 —)

ZOMRERT, a—LDONT%IXSLGI30 A2 BT THrLINEINDZEERLTWVET, F2, 22—
D317 % BNFa2—IZ ANBIL, —EHOF=2—1F 30 PR, ToMIZIZENLIY LELXF2—ICADZ L
WCARDET, Fa—Z A>TV I— LDERF 2 —A 2 ZEERITE 20 B¢,

=D 31.7% BFa—ICANGNTEEHE. K 9-3 DHATRENTND L HIZ, 68.3 % D — /LA
Fa—NTRIETSZ &R IS SNET,

Fa—AVJITWER IVR R— L O¥

Z OFRARTIE, Unified IP IVR 1%, IGEFARERTZ—Y 2V PRV RWEAICa— 12 F 2 —ICAND
Foa—wRx—Vy L THFEHENRTVWET, ILFal—FF, Fa—IlA>TNDIa—LDONR—%

VERBXOH B1.7%. oFED 627 a—)V) BIXOYYEFa—A v EE Q0F) 2L TWET,

Erlang-C ®FHEO NS 2 2O L, IAF = L—F TN STV 5 Erlang-B Bt A1 & LT
FHAEH, F2—d U ZICHERIVR A— bk (ZofITiE 10 K— 1) BitEsnEd,

PSTN +5 29 (BES—bFoxzq4 R—F)

FARIZ, ¥ 2 L—Z L Erlang-B i LT, a— A (SEINTa—L) BIORz—Y =
PAISETE RN E S ICF a—A Y /T BUENRD D A= M E | RERER S — F U= A K
N (PSTN hZ 7)) O¥EHRELET,

TORBNT T 4 v VAU LR EIRT D OICHERR N T 7 8IE 103 R T o T,
ORI, TRTOa—AVEIGEARRT—Y = MIE SN, IS IVR TOMB A ZR
Ha—)L F VA TUNELRLAEEOHD T 713G FN TCnERA, 20X 7T F U FITo
WTIE, OB THRETLET,

a— )LD A

ZoBNE, EROBEOEAFICIKESHNTVET, 22 TH, 3= B F—IlERETEHIIRTOERE
a—/iE, PSTIN 2o EF 7 — b oA IRt S, a—nida— Vil Yo7 ) —7 07, 7
a7 heavy MZEBT7H Yy MEROIUER L) O DIZAIFEIZ Unified IP IVR IZV—F 1 >
FENEE, =V FNSETRETHAIEAITTOT =V MCELNET, JSETTRER T —
Vx RBWRWEE, a— iU s RINEFRICRDE T 2 —ICANLILET,

FNTO=a—/L% Unified IP IVR (25 725813, 2 — VRIS X 2 REFEFE O], PSTN k7 > 7 73
SHIRSMRENDS Z LIZRV ET, Fa—IlANLN TV D a—/VIBERR— I, ZORK
SRR AR T D 72012, S 512% < O Unified IP IVR A— M RZRE W E T,

T—Yx MIEZONA N T T 4y 7 OB (a—L0¥, WmEERER. BXOY—bv 2 LUL) 1%
ZALLTWRWERBESH DD, Zofloa— 0l (FaeryFheav sz ) GIhERro—Y
OB EE 52D X5 ICITRAER A, EBEIC, BEZFEZHNTHDDOERATI 7 +— LOIUE
REOa— AR E, CTIRy 7HEEZFEHATIZ—Y 2 MCBMT S L, REENT—V =2 T
BT AEHE L CEERD Y—AEHHL, @R —Tr O XY EHERRIROL—T ¢
VI ERMEL T, B —t2omtbe b5 LET,

B 9-4 12, 1ISHOa—VABZHER L TEDMDOAINTITRATRCICLERES, Fa—A 7DD
DOEEFD 10 AR — FESMZ, PSTN 7 7 0% (112) 8 L Unified IP IVR A— ~F % (16) 23
VETHDHZ EERLET,

Cisco Unified Contact Center Enterprise 7.5 SRND
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I—L EE—DI—Cxv b, NRK—F, BLUF—FITAFERFSVIOHAST (Ao Fa—n 24— N

H 9-4 IVR THOa—/LRE

Project Identification: | Call Treatment Example
Clalls per interval (BHCA): | 60 min |+ | |2000 calls

Setwice Lewel Goal (SLG): |70 % within |30 sec Om30s
Avg call talk time: | 150 s 2m30s
Avg after call work time: |0 sec Om Os
&g handle time (A gent calls): 150 sec 2m 30z
Avwg Call treatment Time (IVE): |15 sec Om15s
Wait before abandon (Tolerance): | 130 sec 2m30s
Blockage % (PSTH Trunks): |1 % of calls lost (Busy)
Check to manually enter Agents [ ] Agents
Recommended & gentaD0
Calls completed (BHCOC): 1980 calls 20 Blocked calls
Calls answered within SLG: 93% within 30 sec
Calls answered beyond SLG: 7% beyond 30 sec

Cueued calls: 31 7% 627 () Calls 3.6 Etlangs
Callz answered immediately: 68 3% 1352 calls

Avg Quene Time(AQT): 20 sec Om 20s
Avgdpeedto AnswenA3A) 6 sec O bz
Avg call duration: 171 sec Im 5ls
&gents utilization: §2%
Calls exceeding Abandon Tolerance: 0% 0 Calls

PETH Trunk Utilization: 84%
Voice trunks required : 112 Trunks | TLFRL % |50 T1pR
IVE ports required for quening: 10 [IVE Ports
IVE ports required fior call treatment: 16 IVE Ports
Sum of Required IVR Ports: 26

12690

FI72—a—)I 9= (v 77y TkE OH

FROFIZFEH LT, &3 — AR 45 BoEERM (777 v 7R ZE8NMLET, Z0%
A%, Unified CCE Resource Calculator ZfFH LT, WU T 7 4 v 7 AMENLHET HESICHLEL
RHT—Vxr MEERETEET (X 9-5 25H),

TR —a—) U—J Wl (T 277 v 7R X, BEENBFH 2 BIHBEDL D, T
7 8L Unified IPIVR UV Y —RTEEZZ T TR LCEET, MOTXTOANBFRLEETH D &
MELET, SLCBIV N7 74 v 7AMBRILEETHD EHET DL, a— LARIZINE L,
TV MRT T Ty = RICH LM EE S DTGB — e  RRME LY F
7

Cisco Unified Contact Center Enterprise 7.5 SRND
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WM TS rOAEBHEILSTIEREER

9-5 7 748—a—)L 0—4 B

Project Identification: | After Call Work Time
Calls perinterval (BHCA): [ 60 min % | |2000 | calls

Service Level Goal (3LC: |90 % | within |30 sec Dt 308
Avg call talk time: | 130 sec 2m 30s
Avg after call work time: |45 sec D 452
Avrg handle titme (A gent calls): 195 sec 3ml5s
Avg Call treatment Time (IVE): |15 sec O 152
Wait before abandon (T olerance): | 130 sec 2m 30z
Blackage % (PETH Trunks): [l % of calls last (Busy)
Check to manually enter & gents [ & gents

Recommended A gents:116

Calls completed (BHCC): 1980 calls 20 Blocked calls
Calls answered within 3LG: 92% within 30 sec
Calls answered beyond 3L 2% bevond 30 zec

Caened calls: 3005% 603 O Calls 5.2 Erlangs
Calls answered immediately: 69.5% 1376 calls

g Queue Time(AQT): 22 sec Om 325
Avgipeed to Anawe ASA) T sec O 7z
Avg call duration: 172 sec 2m 52s
A gents utilization: 92%
Callz exceeding Abandon Tolerance; 0% 0 Calls

PSTH Trunk Utilization: 84%
Voice trunks required : 113 Trunks  TUPRD % (50 T1pRI
IVE ports required for gquewing: 10 IVR Ports
IVE potts requited for call treatment: 16 IVE Forts
Sum of Required IVR Ports: 26

126902

FT U7 BEOIVR R— MIEEHIZF CEETTR, #IsE LTEIO NI 270812550 £9
(112 TiF/e< 113), ZObThRiNE, 7y 77 vy 7RI 2 b0 TIERL, 777 v 7 H
DI=DIZRER 116 D=—V = > MIHTHHEORDIZE > T, SLG BT b L2t
(93 % TiE72< 92 %) BIRHIFIZEL D HDTT,

I—oxzr bOABRBEICEITHERESE

TV NEEEFRTIHAE. ROFELIT- T, ==V = b EIFAEENET2IIEE R ALIRE
T DTN TOFHORN e BEETDLENH Y £,

I—Yzxzr bk YY—RDOHEN
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