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TO:
Missouri Operating Committee
FROM:
Nicole Bradley


DATE:
September 25, 2008
RE:
Call Center Activity from 8/1/07 through 8/31/08
	MONTH
	IN
	EMER
	FAX
	ITIC
	OUT
	RATIO
	% OVERFLOW
	ASA
	AVG TKT TIME
	% ONE TIME

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	Aug-07
	64916
	4254
	192
	25060
	352950
	5.44
	1.8
	21
	3:30
	11.5

	Sep-07
	56851
	3484
	257
	21035
	308975
	5.43
	1.2
	21
	3:17
	11.6

	Oct-07
	65053
	3731
	244
	24503
	352355
	5.42
	3.0
	20
	3:23
	11.5

	Nov-07
	50889
	3320
	133
	19387
	276367
	5.43
	3.6
	25
	3:22
	11.3

	Dec-07
	35534
	4139
	95
	14505
	197030
	5.54
	1.6
	5
	2:46
	10.9

	Jan-08
	45269
	4234
	66
	19297
	248680
	5.49
	3.3
	11
	3:04
	4.4

	Feb-08
	39225
	3220
	33
	18192
	216261
	5.51
	2.9
	11
	2:42
	4.4

	Mar-08
	54438
	3199
	52
	23187
	290560
	5.34
	4.4
	18
	3:00
	7.1

	Apr-08
	68233
	3073
	44
	28792
	362704
	5.32
	4.9
	24
	3:35
	10.2

	May-08
	63648
	2996
	58
	26985
	338929
	5.33
	1.9
	60
	3:44
	11.7

	Jun-08
	61995
	3154
	41
	27181
	333600
	5.38
	3.2
	34
	3:38
	12.2

	Jul-08
	61778
	3374
	75
	27050
	329710
	5.34
	4.0
	30
	3:29
	12.1

	Aug-08
	57301
	3251
	48
	24455
	304766
	5.32
	1.7
	12
	3:15
	12.1


There have been several updates to ITIC and ITIC Lite:

· First of all we have added a Google map overlay to supplement the current base maps.  For ITIC Lite and text only ITIC the Google map overlay is used as the primary map.  Feedback has been extremely positive.  
· The ITIC Lite ticket has been reduced to one page.   
· ITIC Lite and text ITIC users now have the ability to map their locations if an exact match is found for the address entered.  If an exact match isn’t found, the ticket will still come to the call center to be mapped.

Over the past two weeks we have been working on updating all the Customer Service Rep’s workstations with new Dell towers and 19” LCD monitors.  The combination of the new computers and the software upgrade has made the call taking process more efficient.










