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RichmondWorks

General Services – 311 Call Center

Appendix

October 2, 2008
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Department Response to CRS

Data reflects activity through 11:59pm Wednesday, September 17, 2008
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Call Center Metrics
August 2008
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Call Center Metrics
November 07 – September 08

Department Name

Total Calls 

Offered

Total Calls 

Answered

% Total Calls 

Answered

% Calls 

Abandoned

% Calls Ans. 

within 30 secs

Calls 

Queued

Agent 

Productivity

Average 

Speed of 

Answer 

(hh:mm:ss)

AVG Wait in 

Queue 

(hh:mm:ss)

AVG Delay to 

Abandon 

(hh:mm:ss)

# Calls 

Transferred

>96% <4% >96% >70% <30

90 - 95.9% 4.1 - 9% 80 - 95.9% 60 - 69.9% 31 - 50

<89.9% >9.1% <79.9% <59.9% >51

311(Assessor, DPW, 

DCD, General 

Information) 224739 216752 96.4% 3.6% 88.0% 52090 84.3% 00:00:16 00:00:57 00:01:47 62061

Finance 113212 104939 92.7% 7.3% 87.8% 20902 71.5% 00:00:16 00:01:09 00:01:56 17983

Social Services 96202 89785 93.3% 6.7% 83.9% 30682 81.0% 00:00:19 00:00:54 00:01:30 18289

TOTALS & AVGS 434153 411476 94.8% 5.2% 87.1% 103674 77.4% 00:00:16 00:00:58 00:01:45 98333

Department Name

Total Calls 

Offered

Total Calls 

Answered

% Total Calls 

Answered

% Calls 

Abandoned

% Calls Ans. 

within 30 secs

Calls 

Queued

*Agent 

Productivity

Average 

Speed of 

Answer 

(hh:mm:ss)

AVG Wait in 

Queue 

(hh:mm:ss)

AVG Delay to 

Abandon 

(hh:mm:ss)

# Calls 

Transferred

>96% <4% >96% >70% <30

90 - 95.9% 4.1 - 9% 80 - 95.9% 60 - 69.9% 31 - 50

<89.9% >9.1% <79.9% <59.9% >51

Public Utilities 297128 271493 91.4% 8.6% 71.4% 120738 72.1% 00:01:22 00:04:04 00:05:06 28670

TOTALS & AVGS 297128 271493 91.4% 8.6% 71.4% 120738 72.1% 00:01:22 00:04:04 00:05:06 28670

TOTALS & AVGS All 

Departments 731281 682969 93.4% 6.6% 80.8% 224412 73.6% 00:00:43 00:02:42 00:03:44 127003
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Call Center Metrics
FY 08 (July 07 – June 08)
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Call Center Metrics
FY 07 (July 06 – June 07)
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Call Center Metrics
September 2007

Department Name

Total Calls 

Offered

Total Calls 

Answered

% Total Calls 

Answered

% Calls 

Abandoned

% Calls Ans. 

within 30 secs

Calls 

Queued

Agent 

Productivity

Average 

Speed of 

Answer 

(hh:mm:ss)

AVG Wait in 

Queue 

(hh:mm:ss)

AVG Delay to 

Abandon 

(hh:mm:ss)

# Calls 

Transferred

>96% <4% >96% >70% <30

90 - 95.9% 4.1 - 9% 80 - 95.9% 60 - 69.9% 31 - 50

<89.9% >9.1% <79.9% <59.9% >51

311(Assessor, DPW, 

DCD, General 

Information) 15,858 14,001 88.3% 11.7% 74.0% 83,582 48.1% 0:00:47 N/A N/A 3,523

Finance 11,252 11,196 99.5% 0.5% 91.6% 111,213 57.5% 0:00:06 N/A N/A 3,158

Social Services 11,299 7,447 65.9% 34.1% 32.8% 89,447 61.0% 0:02:48 N/A N/A 858

TOTALS & AVGS 38,409 32,644 85.0% 15.0% 66.1% 284,242 55.5% 0:01:14 N/A N/A 7,539

Department Name

Total Calls 

Offered

Total Calls 

Answered

% Total Calls 

Answered

% Calls 

Abandoned

% Calls Ans. 

within 30 secs

Calls 

Queued

Agent 

Productivity

Average 

Speed of 

Answer 

(hh:mm:ss)

AVG Wait in 

Queue 

(hh:mm:ss)

AVG Delay to 

Abandon 

(hh:mm:ss)

# Calls 

Transferred

>96% <4% >96% >70% <30

90 - 95.9% 4.1 - 9% 80 - 95.9% 60 - 69.9% 31 - 50

<89.9% >9.1% <79.9% <59.9% >51

Public Utilities 23,817 22,645 95.1% 4.9% 75.2% 329,287 70.2% 0:00:40 N/A N/A 1,385

TOTALS & AVGS 23,817 22,645 95.1% 4.9% 75.2% 329,287 70.2% 0:00:40 N/A N/A 1,385

TOTALS & AVGS All 

Departments 62,226 55,289 88.9% 11.1% 70.7% 613,529 62.9% 0:00:57 N/A N/A 8,924


