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TO:
Missouri Operating Committee

FROM:
Nicole Bradley


DATE:
June 21, 2007

RE:
Call Center Activity from 5/1/06 through 5/31/07

	MONTH
	IN
	EMER
	FAX
	ITIC
	OUT
	RATIO
	% OVERFLOW
	ASA
	AVG TKT TIME
	% ONE TIME

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	May-06
	65108
	2791
	590
	20133
	346963
	5.33
	1.8
	38
	3:32
	12.9

	Jun-06
	63754
	3105
	382
	20427
	343551
	5.39
	7.9
	52
	3:32
	12.9

	Jul-06
	54950
	3627
	290
	17721
	295224
	5.37
	7.3
	25
	3:37
	12.6

	Aug-06
	62464
	4487
	369
	21005
	334155
	5.35
	6.5
	29
	3:28
	12.1

	Sep-06
	56463
	3339
	312
	18314
	303305
	5.37
	6.5
	27
	3:27
	12.2

	Oct-06
	57891
	3649
	319
	19653
	312219
	5.39
	6.1
	7
	3:25
	12.1

	Nov-06
	46279
	2899
	276
	16154
	246805
	5.33
	4.7
	7
	3:04
	11.8

	Dec-06
	37743
	3480
	209
	13664
	205218
	5.44
	4.8
	15
	2:55
	11.5

	Jan-07
	41816
	4846
	263
	14894
	228356
	5.46
	2.9
	15
	2:46
	4.8

	Feb-07
	39036
	4333
	183
	15017
	213986
	5.48
	1.3
	5
	2:45
	5.1

	Mar-07
	64274
	3218
	343
	22856
	343406
	5.37
	5.3
	25
	3:33
	8.8

	Apr-07
	63150
	2811
	228
	22486
	340907
	5.40
	2.1
	27
	3:30
	11.0

	May-07
	65993
	3057
	247
	23474
	356354
	5.40
	0.7
	20
	3:23
	11.9

	
	
	
	
	
	
	
	
	
	
	


OCC will be providing ITIC users with a new functionality in the near future.  Each time a user receives an email with their completed ticket, it will also have a link to view the call center map and a Google map of the area covered.  The maps are interactive and will allow the user to zoom in and out to verify that the correct area has been selected.  This new functionality will be available to both text only users and users that map their own tickets.

At this time we have 19 active IMAP users and another 28 users that have recently signed up.  We are also working on a new capability that we will be beta testing for IMAP.  Currently if a user submits a paper map with their database we will send a paper map back for approval showing the area we covered on our maps.  In the future users will still be able to submit paper maps if they choose, but they will have access to view and approve their database online.   This will also give the member more flexibility in deciding when the transactions will go live since online transactions can be run daily. 










