
 

 

1. Queued Interactions: Number of interactions currently waiting in the workgroup, including callbacks and voicemails. 

2. ASA Calls [Avg. Speed of Answer]: average time from when a call enters the workgroup until the time it is answered by an agent 

(Total Answer Time) / (Total Answered)  

3. Max Wait Call: total wait for the call waiting the longest in the workgroup, does not include voicemails. 

4. Available agents: Total agents, assigned to the workgroup, who are in “available” status. 

5. Logged in Agents: Total agents currently logged into CCA assigned to the workgroup.  This includes agents who may not be 

taking calls [“On break” or “Application Processing”].  It also includes supervisors and administrators. 

6. Total Interactions:  Total interactions offered to the workgroup today.  This includes conference calls, transfers, etc. 

7. Answered Current:  Total calls being answered from this workgroup at this time. 

8. Answered Total: Total calls answered from this workgroup today. 

9. Abandoned: Total calls abandoned by the customer before being answered by an agent today 

10. Out Transferred: Total calls transferred from this workgroup to another workgroup/agent today. 

11. In transferred:  Total calls transferred into this workgroup from another workgroup. 

12. ATT Calls:  Average talk time. Average amount of time from an agent answering a call to disconnecting the same call. 

13. Average Handle Time:  (Total Talk Time + Total Wrap Time) / (Total Answered ) 
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1. Department: Consortium the Agent is assigned to 

2. Status in workgroup: CCA’s view of whether or not an agent is available for a call, typically “On Break”, “Busy”, or “Available” 

3. Status Duration: The amount of time an agent has been in their current “status in workgroup” 

4. Status Selected: The status selected by the agent. 

5. Status Selected Duration: The amount of time an agent has been in their current “Status Selected” 

6. No Answer Total: The number of times CCA has offered a call to an agent and the agent has not picked up the call. 

7. Interactions Total: Total interactions offered to the agent. 
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