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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 cTaTUCTUKA. YTO 3HAUYMUT «MOKUHYJIU NO TaUMayTy», «He A0XXAAaNUCb OTBeTa»
n «cOpocunu»?
«HenpuHATbIE» = «MOKMHYN MO TanMayTy» + «COPOCMAN» + «He O0XKOANNCb OTBETa».
«[MOKMHYN N0 TauMayTy» - B HaCTponkax o4yepean Ha ATC eCcTb Takas CYLLHOCTb KakK TanMayT,
LpYruMu CNoBaMu - BpeMS, B Te4eHMe KOToporo naet 063BoH areHToB ovepeaun. Ecnm 3o
BPEMS NUCTEKJIO M HUKTO B 04epean He B3 TPYOKy, 3BOHOK CHATAETCSA NPOnyLWeHHbIM 415
[aHHOW o4yepeamn N eMy CTaBUTCA NOMETKa «MOKMHYAN N0 TanMayTy».
«He DoX[anucb 0TBETa» - Mo UCTEYEHUN BPEMEHU, YCTAHOBIEHHOr 0 4151 Bbl30Ba areHTa
o4yepeau, Bbi3blBAaEMbl areHT He OTBETW 1 3BOHOK 3aBEPLUMACS - CTAaBMM OaHHYKO OTMETKY
(cnpaBennunBo ons Tex odepeneit, rae Bbl30Bbl pacrnpenensoTca He cpasy BCEM areHTam
(ringall), a No MHbIM anropuT™am (Tuna rrmemory v T.1.))
«Cbpocunn» - NO3BOHUBLUNIA HE A0XAANCA OTBETA M Aan curHan oT6os Bbi30Ba, T.e. «bpocun
TPYyOKy».
MpoueHTbl CHUTAIOTCA TakK:
«HenpuHsaTole» 6epem 3a 100%, «NOKUHYAN NO TauMayTy», «He OOXAANINCb OTBETa» U
«copocnnm» - % oT «HenpuHATbIE».

3. B cTaTuCcTUKe NO onepaTopaM eCTb LUKaJbl, YTO OHU O3Ha4YaloT?
pathmyeckoe npencTaBseHne LGP cnesa OT ITUX LLKAJ.

4. CTaTUCTUKA No onepaTtopaM. YTo 3Ha4YuT «OnepaTop He B3An TPybKy»?
Konn4ecTBO 3BOHKOB B 04epeaun, KOTopble AOWn A0 onepaTopa, HO OH He NoAHAN TpybKy
(Npu cTpaTerny pacnpefeneHns BbI30BOB B 04epen «3BOHUTb BCEM» KaXK bl 3BOHOK,
NoCTYNMBLUNIA B o4epeab, byneT onepaTop He B3aa TPYOKy AN BCEX, KpOMe O4HOr0
onepaTtopa).

5. MpuyunHa pasbeauHeHus. OTKkyaa 6epytca ungpbi?
Bce undpbl bepytca ns bl Asterisk'a. KOHKpeTHO 3TV FOBOPAT CaMu 3a cebs - KTO NepBbIM
nonoXun TpybKy: onepaTop MM 3BOHALWLNIA KINEHT.

6. BpeMsa pa3rosopoB BHYTpM, pacnpepeseHue no onepatopam %
08 ncxoosawmx gmarpaMma nokasblBaeT CKOJIbKO BPEMEHW KaXKabI U3 ONepaTopoB 3BOHU MO
BHYTPEHHMM HOMepaM B NPOLEHTHOM COOTHOLWEHUW. N5 BXOAALMX - CKOJIbKO 3BOHWJIN
KaX[oMy M3 onepaTopoB BHYTPEHHME HOMepa B NPOLLEHTHOM COOTHOLLEHWUMN.

7. BpeMs pa3roBopoB BOBHe, pacnpepeseHue no onepatopam %
Avarpamma rnokasblBaeT CKOJIbKO KaXblil U3 OnepaTopoB 3BOHW B Mup (_He BHyTpu ATC ) B
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10.

11.

12.

13.

NPOUEHTHOM COOTHOLUEHWNI.

. BpeMs pa3roBopoB U3BHe, pacnpepesieHne no onepartopam %

JunarpaMma rnokasbiBaeT CKOJIbKO KaXXA0OMY M3 OrepaTopoB 3BOHWSIM U3 MUPa
(_He_BHyTpu_ATC_) B NPOLLEHTHOM COOTHOLLUEHMWMN.

. ObLuee BpeMs pa3roBopoB, pacnpepesieHne no onepartopam %

INa ncxoosawmx nokasbiBaeT CKOIbKO NO BPEMEHW B MPUHLNMNE pa3roBapuBasl KaXxablin 13
onepaTopoB MO NCXOAALLNM 3BOHKAM B NMPOLEHTHOM COOTHOLIEHMW. 1N BXOAALMNX - CKONTbKO
Mo BPeMeHW B NPUHLMMNE pa3roBapusBan Ka)kablh U3 ornepaTopoB No BXOAALWMM 3BOHKaM B
NPOLLEHTHOM COOTHOLLEHUHN.

Kak cuutaeTtca «CpenHee BpeMsa 06paboTku BbizoBa»?

[laHHaa MeTprKa BbICHNTHIBAETCA 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 n COMPLETECALLER, roe data2 - 3To BpeMs pa3rosopa. MHbIMW Cll0BaMu:
Mbl 6epeM cpefHee, OKpyrieHHOe 40 LesblX, 3Ha4YeHne BpeMeHN pa3roBopa NO3BOHUBLLErO C
onepaTtopoM o4yepenmn B CEKYHAAX.

Kak cumtaeTtca «CpenHee BpeMs OXXUAaHUA oTBeTa»?

JlaHHaa MeTprKa TakXXe BbICHUTbLIBAETCS Ha OCHOBE AaHHbIX U3 Tabnuubl queue_log no
opmyne round(sum(datal)/count(datal),2) npu cobeitnn CONNECT, roe datal - ato
BpeMsa oxungaHuns oteeTa (hold time). Takum obpaszom: Mbl bepem cpegHee, OKpyrieHHOe [0
COTbIX, 3HA4YeHNe BPeMEHMN, KOTOPOEe NO3BOHMBLLMI B 04epeb MPoBes B OXKNUAaHMM OTBeTa.
Y4nTbIBAOTCA TONIBKO OTBEYEHHbIE 3BOHKMN.

Kak cumtaeTtca «OOLiee BpeMs 0XKupaHUa oTBeTa»?

DTa MeTpuKa rnokasblBaeT CKOJIbKO BPEMEHU XAaNN KINEHTbI B CYMMe B 04epean/ovepensx 3a
BbIOpaHHbIV Nepuon BpemMeHun. CymMa BCEro BpEMEHUN OXXNAaHNS No BCEM 3BOHKAM B
ovyepenb/ovepenn.

Mouyemy B oTyeTe OoTOOpar>keHbl He BCce o4epenmn, Kotopbie ectb Ha ATC?

OT4eT gaeT BO3MOXHOCTb MOCMOTPETb CTAaTUCTUKY TOJIbKO B pa3pese Tex o4epenen, B
KOTOpble MOCTYMNajn BbI30BbI, T.€. €C/IN B 04epean He bbiao HX 0AHOr0 3BOHKA, TO ee He byneTt
B CMUCKE AOCTYMHbIX.

14. Yto 3a nepeknioyaTtenb «BHewHue/Bce»
B nonoxxeHun (no-ymonyaHuio) «BHewwHME» YYUTBIBAIOTCA TOJIbKO T€ 3BOHKU, KOTOPbLIN
NoCcTyNUAN B o4epenb C BHELWHNX HOMEPOB Tesie(poHOB. «Bce» - y4uTbiBaeT BCe (B TOM yucse
3BOHKWN BHYTpPW) 3BOHKUN B 04epesb.
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