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«Oyepenu u MNpynnbi»

3pecb cobpaHa BCS MHopMaLMs 0 BXOOALWMUX N UCXOAALLUX 3BOHKAX B pa3pese rpynn u ovyepenen.
[na BXOAALWMX MOXXHO BblIbpaTb 04HOBPEMEHHO BCe o4epeamn (o4epeam Asterisk), nnm
04HY/HECKOJIbKO He0bX0AUMBIX.

B pa3pese ncxogawmx oT4eT CTPOUTCA MO BbI30BaM BCEX COTPYAHUKOB BOBHe, MHO B pa3pese
rpynmnbl, KOTOPYIO Bbl MOXeTe Co34aTb B «HacTponkn — Ipynnbi».

[ONoSHUTENbHO, OTYET NpefoCTaBAsfeT MHPOPMALMIO N0 KaXKAOMY COTPYAHUKY U BPEMEHU ero
BHYTPEHHMUX 1 BHELIHNX 3BOHKOB.

YepHbIM 0603Ha4eHO obLlee KOMYeCTBO 3BOHKOB, 3eJieHbIM - 3BOHKOB B paboyee Bpems, KpacHbIM -
3BOHKOB B Hepabouyee Bpems. O TOM Kak 3afiaTb AMana3oHbl paboyero 1 Hepabo4ero BpemMeHu
YymTanTe 34eck - main_general

FAQ:

1. Mpwu BbIOOpE O4epenmn B CkoOKax nokasbiBaeT Lugpbl, 4TO 3T0?
dTa undgpa yKasbiBaeT Ha TO CKOJbKO pa3 B Tabauue queue_log BCTpeyYaeTCa ynoMUHaHme
[aHHOW o4epeaun.
VHbIMK cnoBamu: 6onblue 3BOHKOB B o4epeab - bonblie ungpa B Ckobkax.

2. CBoAHaA cTaTUCTMKA. YTO 3HAYUT NOKUHYJIM NO TauMayTy u copocunu?
«HepuHaTble» = «[MoKMHYAN No TanmayTy» + «Cbpocmnm».
«[MOKUHYM N0 TaMayTy» - B HACTporKax ovyepeamn Ha ATC eCTb Takas CyLLHOCTb KaK TaumayrT,
LpYyruMun CNoBamu BpeMs, B Te4eHne KOToporo naet 063BoH areHToB ovepeaun. Ecam 31o Bpemsa
NCTEKNO 1 HUKTO B 04epein He B3/ TPYyDOKyY, 3BOHOK CHMTAETCs NPOMYLLEHHbIM A5 JaHHOM
oyepenu 1 emy CTaBUTCA nomeTka «[MOKUHYN NO TauMayTy».
«Cbpocunn» - NO3BOHUBLUNIA HE A0XKOa/CA OTBETA U Aan curHan otbos BbI3oBa, T.€. «bpocun
TPYyOKYy».
MpoueHTbl CHUTAIOTCA TakK:
«HepuHsaTole» 6epem 3a 100%, «MoknHyAM no TanmayTy» n «Copocmnu» - % oT «HepuHATbIE>.

3. B cTaTuCTUKe NO onepaTopaM eCTb LUKasbl, YTO OHU O3Ha4YaloT?
padhnyeckoe npencTaBieHne LKUgp cnesa OT ITUX LKA,

4. CTaTUCTUKA NO onepaTtopaM. YTo 3Ha4uT «OnepaTop He B3An TPybKy»?
Konn4ecTBO 3BOHKOB B 04epeaun, KOTopble AOWan A0 onepaTopa, HO OH He NoAHAN TpybKy
(Npu cTpaTernn pacnpefeneHns BbI30BOB B 04epen «3BOHUTb BCEM» KaXK bl 3BOHOK,
NOCTYNUBLUNIA B oMepefb, byaeT onepaTop He B3aa TPpyOKy A5 BCeX, KPOME 0JHOro
onepaTtopa).

5. MpuunHa pasbveauHenunsa. OTkyaa bepyrtca uucpoi?
Bce undpbl bepytca ns bl Asterisk'a. KOHKpeTHO 3TV rOBOPAT CaMm 3a cebs - KTO NepBbIM
nonoXun TpybKy: onepaTop MM 3BOHALWLNIA KINEHT.

6. BpeMs pa3rosopoB BHYTpM, pacnpepeseHue no onepatopam %
Ana ncxopsawmx anarpaMMa nokasblBaeT CKOJIbKO BPEMEHU KaXXAbl U3 0NepaTopoB 3BOHMA MO
BHYTPEHHMUM HOMepaM B MPOLEHTHOM COOTHOLIEHUWN. [N BXOOALNX - CKONIbKO 3BOHUM
KaX[OoMy 13 onepaTopoB BHYTPEHHME HOMepa B NMPOLLEHTHOM COOTHOLLEHWUMN.

7. BpeMs pa3roBopoB BOBHe, pacnpepesieHue no onepatopam %
Avarpamma rnokasbliBaeT CKOJIbKO KaX bl U3 ONepaTopoB 3BOHM B Mup (_He BHyTpu ATC ) B
NMPOLLEHTHOM COOTHOLLEHUMN.

8. Bpems pa3roBopoB U3BHe, pacnpepesieHue no onepatopam %
[varpamMmma nokasblBaeT CKOJIbKO KaXKAOMy M3 onepaTopoB 3BOHWIN U3 MUPaA
(_He _BHyTpu _ATC ) B NpOLEHTHOM COOTHOLLEHWMN.

9. O6Lwiee BpeMsa pa3roBopoB, pacnpeaeneHue no onepatopam %
Ana ncxonsawmnx nokasblBaeT CKOIbKO MO BPEMEHW B MPUHLMME pa3roBapuBa Kaxxablin 13
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onepaTopoB MO NCXOAALUM 3BOHKAM B MPOLEHTHOM COOTHOLWeEHUW. [N BXOAALWMNX - CKONIbKO
Mo BPEMEHW B NPUHLMMNE pa3roBapusBan Ka)kablh U3 0nepaTopoB No BXOAALWMM 3BOHKaM B
NPOLEHTHOM COOTHOLLEHWUN.

10. Kak cuyutaerca «CpepHee BpeMsa o6paboTku Bbi3oBa»?
[laHHas MeTprKa BbICHNTHLIBAETCA Ha OCHOBE AaHHbIX U3 Tabnauubl queue_log (B KoTopon
cocpenoToyeHa BCA MHGOPMaLMA 0 MPOMCXOAALLNX CO 3BOHKOM COObITUAX, MOKYAa OH
obpabaTbiBaeTcsa B o4epeamn) no opmyne round(avg(data2)) npu cobbiTmax
COMPLETEAGENT 1 COMPLETECALLER, raoe data2 - 370 Bpems pa3rosopa. iHbiMK c/ioBamu:
Mbl 6epeM cpegHee, OKpyrJieHHOe 40 LesblX, 3Ha4YeHne BPeEMEHN pa3roBopa NO3BOHUBLLErO C
onepaTtopoM o4yepenmn B CEKYHAAX.

11. Kak cuutaeTtca «CpeaHee BpeMs OXXUAaHUA oTBeTa»?
JlaHHaa MeTprKa TakXXe BbICHUTLIBAETCS HAa OCHOBE AaHHbIX U3 Tabnuubl queue log no
opmyne round(sum(datal)/count(datal),2) npu cobeitnn CONNECT, roe datal - ato
Bpems oxxungaHusa oteeTa (hold time). Takum obpa3om: Mbl bepeM cpeHee, OKPYrieHHoe 10
COTbIX, 3HA4YEeHNe BPEMEHMN, KOTOPOE NO3BOHMBLLMI B 04epeb MPoBes B OXKMAaHMM OTBeTa.
Y4nTbIBAOTCA TONIBKO OTBEYEHHbIE 3BOHKMN.

12. NMoyemy B oT4yeTe OoTOOparkeHbl He BCce oyepenm, KoTopble ecTb Ha ATC?
OT4eT gaeT BO3MOXHOCTb MOCMOTPETb CTAaTUCTUKY TOJILKO B pa3pese Tex o4epenen, B
KOTOpble MOCTYyMNajan BbI30BbIl, T.€. €C/IM B 04epean He Bbiao HX 0HOro 3BOHKA, TO ee He byneTt
B CMUCKEe OOCTYMHbIX.

13. YT10 3a nepeknwoyatens «<BHewHune/Bce»
B nonoxxeHun (no-ymonyaHuio) «BHelHE» YYUTBIBAIOTCA TOJIbKO T€ 3BOHKU, KOTOPLIN
NoCTYNUAN B 04epeab C BHELLHNUX HOMEPOB TeslethoHOB. «Bce» - y4uThiBaeT BCe (B TOM 4nucne
3BOHKWN BHYTPW) 3BOHKU B 04epesb.
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