


ONE CALL CENTER REPORT Sep 18, 2014 



Inbound Statistics 

ONE CALL CENTER REPORT 

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec 

3 Yr Avg 40452 39266 56793 64060 65917 63373 61024 64453 61488 63356 48758 40036 

2014 46596 44471 74416 84026 80268 74501 74696 68197 0 0 0 0 

Diff 15.19% 13.26% 31.03% 31.17% 21.77% 17.56% 22.40% 5.81% 0.00% 0.00% 0.00% 0.00% 
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Inbound Requests by Month 



Inbound Statistics 

ONE CALL CENTER REPORT 

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec YTD 

Member 20.1% 17.8% 14.0% 12.0% 12.5% 13.5% 15.3% 15.2% 0.0% 0.0% 0.0% 0.0% 14.5% 

Contractor 75.0% 76.9% 74.5% 71.7% 71.9% 74.1% 73.6% 74.5% 0.0% 0.0% 0.0% 0.0% 73.8% 

Homeowner 4.9% 5.3% 11.5% 16.3% 15.6% 12.4% 11.2% 10.3% 0.0% 0.0% 0.0% 0.0% 11.7% 
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Inbound Statistics 

ONE CALL CENTER REPORT 

JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC 

CALL TKTS 17756 16082 28863 35508 34651 30711 30448 27641 0 0 0 0 

ITICS 28496 27513 45555 48716 45500 43630 43910 40421 0 0 0 0 

FAX 1 0 18 1 18 7 8 11 0 0 0 0 

XML 0 0 0 0 0 0 0 0 0 0 0 0 

IVR 1078 1520 1131 1074 1281 1315 1424 1162 0 0 0 0 
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ITIC Statistics 

ONE CALL CENTER REPORT 
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Outbound Statistics 

ONE CALL CENTER REPORT 

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec 

3 Yr Avg 208171 202797 288052 325394 334620 321691 311787 328859 313764 325878 250490 206889 

2014 247858 240471 389472 435117 424450 396253 395703 358637 0 0 0 0 
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Ratio Statistics 

ONE CALL CENTER REPORT 

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec 

3 Yr Avg 5.15 5.16 5.07 5.08 5.08 5.08 5.11 5.10 5.10 5.14 5.14 5.17 

2014 5.32 5.41 5.23 5.18 5.29 5.32 5.30 5.26 0.00 0.00 0.00 0.00 
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Key Performance Indicators 

ONE CALL CENTER REPORT 

JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC YTD 

ASA 22 19 18 20 21 22 22 21 0 0 0 0 21 
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Average Speed of Answer (ASA) by Month 

JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC YTD 

ABAN % 3.26% 3.09% 3.20% 3.13% 3.06% 2.98% 2.92% 2.93% 0.00% 0.00% 0.00% 0.00% 3.06% 
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PBX Statistics 

ONE CALL CENTER REPORT 

JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC 

Local Calls 11649 10664 20310 26282 26527 24492 23803 20982 0 0 0 0 
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Local Calls by Month 

JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC 

OVERFLOW 0 0 0 646 987 512 496 305 0 0 0 0 

AFTER HRS 2850 2395 3825 3384 3168 2981 3346 3270 0 0 0 0 
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YTD Summary 

ONE CALL CENTER REPORT 

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec YTD 

Ins 15.19% 13.26% 31.03% 31.17% 21.77% 17.56% 22.40% 5.81% 0.00% 0.00% 0.00% 0.00% 20.17% 

Out 19.06% 18.58% 35.21% 33.72% 26.85% 23.18% 26.91% 9.06% 0.00% 0.00% 0.00% 0.00% 26.95% 

Ratio 3.37% 4.70% 3.19% 1.95% 4.17% 4.78% 3.68% 3.07% 0.00% 0.00% 0.00% 0.00% 5.64% 
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YTD Summary 

ONE CALL CENTER REPORT 

Month Ins Outs Ratio ITIC % ASA Aban % Avg Call Tm 

Jan 46596 247858 5.32 60.21% 22 3.26% 303 

Feb 44471 240471 5.41 60.98% 19 3.09% 306 

Mar 74416 389472 5.23 60.28% 18 3.20% 349 

Apr 84026 435117 5.18 57.11% 20 3.13% 347 

May 80268 424450 5.29 55.86% 21 3.06% 321 

Jun 74501 396253 5.32 57.66% 22 2.98% 319 

Jul 74696 395703 5.30 57.93% 22 2.92% 321 

Aug 68197 358637 5.26 58.37% 21 2.93% 327 

Sep 0 0 0.00 0.00% 0 0.00% 0 

Oct 0 0 0.00 0.00% 0 0.00% 0 

Nov 0 0 0.00 0.00% 0 0.00% 0 

Dec 0 0 0.00 0.00% 0 0.00% 0 

YTD 547171 2887961 5.28 58.28% 21 3.06% 327 



Enhancements 

ONE CALL CENTER REPORT 

Audit Change 
 Reduce to two columns 
Map_LINK 
 Attachment deployment 
 Added open/close option for excavators 
Mobile App 
 General release August 1st  
Conditional Outbound 
 Enhanced from text to HTML 
 
Next Generation ITIC 
 In development 
 



Q U E S T I O N S  or  C O M M E N T S ? 
 

Tyler Nesheim 

573-636-1554 office 

tyler@occinc.com 

ONE CALL CENTER REPORT 


