Scheduling Unit: <All> %*3' GEN ESYS

Scheduling Unit: Customer Service / Help Desk
Waorkgroup: Customer Service
Default Service Level:
Service level selected: Yes
Percent answered: B0
Within time period (seconds): 20
Average speed of answer? Yes 30 seconds
Utilization: Interaction Type Percant LHilization Maximum Assignable
Generic Object 100 1
Call Back 100 V]
Call 100 1
Chat 50 2
Email 25 3
Miscellaneous:
Uses Skills? Yes
Workgroup: Help Desk
Default Service Level:
Service level selected: Yes
Percent answered: a0
Within time period (seconds): 15
Average speed of answer? Mo
Utilization: Interaction Type Percent LHilization Maximum Assignable
Call Back 100 V]
Email 100 1
Generic Object 100 1
Chat 100 V]
Call 100 1

Miscellaneous:
Uses Skills? Yes



Scheduling Unit: <All= %':‘ GEN ESYS

Scheduling Unit: Customer Service / Help Desk
Email 100 o
Call Back 100 o

Miscellaneous:
Uses Skills? Yes
Workgroup: Litilities Agents

Default Service Level:
Service level selacted:
Percent answered:
Within time period (seconds):
Average spead of answer?

Utilization: Interaction Type Pearcent Hilization Maximum Assignable

Miscellaneous:
Uses Skills? Mo

Miscellaneous Configuration:

Weeks of ACD data o import for forecasting: &
Start day of weak: Manday
Shrinkage factor: 1.10

Schaduling Unit: <All= %‘3 GEN ESYS

Scheduling Unit: Customer Sarvice / Help Desk
Weekly Shift Definition: 1st SHIFT - WEEKDAY 5:00am - 7:00am
Required days: Monday, Tuesday, Wednesday, Thursday, Friday
Optional days: Mone
Earliest shift start time: 5:00:00AM
Latest shift start time: G-00:00AM
Start time increment: 0-30
Latest shift stop time? Mo
Minimum paid time: 8:00
Maximum paid time: 10:00
Minimum contiquous work time? Yes 1:30
Maximum contiguows work time? Yes 5:00
Activities:
| Type Rel. Time  Eariest Start Latest Start Length Start tima inc. Paid? Contiguows?
Break Yes +1:30 +2:30 0:15 0:15 Yes Mo
Break Yes +5:30 +7.30 0:15 0:15 Yes Mo
Meal Yes +3:00 +5:00 1:00 0:30 Mo Mo

Agent(s):



