Monthly Report - Call Center Metrics

Call Center Metrics by Month and Campaign

Monthly for:

Multiple selections

Campaign

Bluegrass

Disposition

All

Customer Experience Roles

Page Filters

Report Criteria:

Bluegrass: 2/1/2020 - 12/31/2020

Start: 2/1/2020 12:00:00 AM US Central Time
End: 12/31/2020 11:59:59 PM US Central
Time
Campaign: Bluegrass
Call Type: Inbound
Agent Handled Calls: 1,543
IVR Handled Calls: 575
Speed of Answer Min. Time (sec): 20
Speed of Answer Threshold (sec): 20
Campaign Calls |Distinct | Abandoned | Abandoned | Average Average Handle Time | Average Hold Service Rate (Percent of Calls Answered
Calls Count (%rec) Speed of Time in 20 Seconds or Less)
Answer
Bluegrass 2118 1105 167 7.88% | - 04:34 00:03 100.00%
Total 2118 1105 167 7.88% | - 04:34 00:03 100.00%
Campaign Survey Responses Survey Opportunities |Survey Response Rate |Perfect Survey Rate | Perfect Surveys | Q1 Q2 Q3
Bluegrass 0 1543 0.00% - - -
Total 0 1543 0.00% - - -
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R

Central States Water Resources

Bluegrass Water
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Monthly Report - Call Center Metrics
Call Center Metrics by Month and Campaign

Bluegrass: 1/1/2021 - 12/31/2021

Page Filters Report Criteria:
Monthly for:
Multiple selections e Start: 1/1/2021 12:00:00 AM US Central Time
End: 12/31/2021 11:59:59 PM US Central
Campaign Time
Bluegrass v Campaign: Bluegrass
Call Type: Inbound
Disposition Agent Handled Calls: 2,205
Al o IVR Handled Calls: 1,046
Speed of Answer Min. Time (sec): 20
Speed of Answer Threshold (sec): 20
. .
Campaign Calls |Distinct | Abandoned | Abandoned | Average Average Handle Time | Average Hold Service Rate (Percent of Calls Answered
Calls Count (%rec) Speed of Time in 20 Seconds or Less)
Answer
Bluegrass 3251 1437 413 12.70% | - 05:26 00:06 100.00%
Total 3251 1437 413 12.70% | - 05:26 00:06 100.00%
Campaign Survey Responses Survey Opportunities |Survey Response Rate |Perfect Survey Rate | Perfect Surveys | Q1 Q2 Q3
Bluegrass 0 2205 0.00% - - -
Total 0 2205 0.00% - - -
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R

Central States Water Resources

Bluegrass Water
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Monthly Report - Call Center Metrics
Call Center Metrics by Month and Campaign

Bluegrass: 1/1/2022 - 12/31/2022

R

Central States Water Resources

(< Csw

Page Filters Report Criteria:
Monthly for:
Multiple selections e Start: 1/1/2022 12:00:00 AM US Central Time
End: 12/31/2022 11:59:59 PM US Central
Campaign Time
Bluegrass v Campaign: Bluegrass
Call Type: Inbound
Disposition Agent Handled Calls: 2,407
Al o IVR Handled Calls: 1,459
Speed of Answer Min. Time (sec): 20
Speed of Answer Threshold (sec): 20
. .
Campaign Calls |Distinct | Abandoned | Abandoned | Average Average Handle Time | Average Hold Service Rate (Percent of Calls Answered
Calls Count (%rec) Speed of Time in 20 Seconds or Less)
Answer
Bluegrass 3866 1802 169 4.37% | - 04:39 00:04 100.00%
Total 3866 1802 169 4.37% | - 04:39 00:04 100.00%
Campaign Survey Responses Survey Opportunities |Survey Response Rate |Perfect Survey Rate | Perfect Surveys | Q1 Q2 Q3
Bluegrass 0 2407 0.00% - - -
Total 0 2407 0.00% - - -

Bluegrass Water

Case No. 2025-00354
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Monthly Report - Call Center Metrics

Call Cnte Metcs by Honth and arpatr Bluegrass: 1/1/2023 - 12/31/2023

R

Central States Water Resources

(< Csw

Page Filters Report Criteria:
Monthly for:
Multiple selections e Start: 1/1/2023 12:00:00 AM US Central Time
End: 12/31/2023 11:59:59 PM US Central
Campaign Time
Bluegrass N Campaign: Bluegrass
Call Type: Inbound

Disposition Agent Handled Calls: 1,801

IVR Handled Calls: 2,113
All v

Speed of Answer Min. Time (sec): 20
Speed of Answer Threshold (sec): 20

Campaign Calls |Distinct | Abandoned | Abandoned | Average Average Handle Time | Average Hold Service Rate (Percent of Calls Answered

Calls Count (%rec) Speed of Time in 20 Seconds or Less)
Answer
Bluegrass 3914 1719 17 0.43% | 00:13 04:46 00:05 87.84%
Total 3914 1719 17 0.43%|00:13 04:46 00:05 87.84%
Campaign Survey Responses Survey Opportunities |Survey Response Rate |Perfect Survey Rate | Perfect Surveys | Q1 Q2 Q3
Bluegrass 29 1801 1.61% 79.31% 231 93.10% | 79.31%| 89.66%
Total 29 1801 1.61% 79.31% 23| 93.10%| 79.31%| 89.66%

Bluegrass Water

Case No. 2025-00354
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Monthly Report - Call Center Metrics

CallCenter Metrcs by Month and Campaign Bluegrass: 1/1/2024 - 12/31/2024

R

Central States Water Resources

(< Csw

Page Filters Report Criteria:
Monthly for:
Multiple selections M Start: 1/1/2024 12:00:00 AM US Central Time
End: 12/31/2024 11:59:59 PM US Central
Campaign Time
Bluegrass N Campaign: Bluegrass
Call Type: Inbound

Disposition Agent Handled Calls: 1,978

IVR Handled Calls: 2,230
All v

Speed of Answer Min. Time (sec): 20
Speed of Answer Threshold (sec): 20

Campaign Calls |Distinct | Abandoned | Abandoned | Average Average Handle Time | Average Hold Service Rate (Percent of Calls Answered

Calls Count (%rec) Speed of Time in 20 Seconds or Less)
Answer
Bluegrass 4208 1704 19 0.45% | 00:07 05:38 00:11 91.61%
Total 4208 1704 19 0.45% | 00:07 05:38 00:11 91.61%
Campaign Survey Responses Survey Opportunities |Survey Response Rate |Perfect Survey Rate | Perfect Surveys | Q1 Q2 Q3
Bluegrass 235 1978 11.88% 85.11% 200 9191%| 88.84%| 91.23%
Total 235 1978 11.88% 85.11% 2000 91.91% | 88.84%| 91.23%

Bluegrass Water

Case No. 2025-00354
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Monthly Report - Call Center Metrics

Cll Cnte Metcs by Month and Campein Bluegrass: 1/1/2025 - 6/30/2025

R

Central States Water Resources

(< Csw

Page Filters Report Criteria:
Monthly for:
Multiple selections e Start: 1/1/2025 12:00:00 AM US Central Time
End: 6/30/2025 11:59:59 PM US Central Time
Campaign Campaign: Bluegrass
Bluegrass v Call Type: Inbound
Agent Handled Calls: 683
Disposition IVR Handled Calls: 835

Speed of Answer Min. Time (sec): 20
Speed of Answer Threshold (sec): 20

Campaign Calls |Distinct | Abandoned | Abandoned | Average Average Handle Time | Average Hold Service Rate (Percent of Calls Answered

All NV

Calls Count (%rec) Speed of Time in 20 Seconds or Less)
Answer
Bluegrass 1518 712 4 0.26% | 00:10 06:09 00:19 89.90%
Total 1518 712 4 0.26% | 00:10 06:09 00:19 89.90%
Campaign Survey Responses Survey Opportunities |Survey Response Rate |Perfect Survey Rate | Perfect Surveys | Q1 Q2 Q3
Bluegrass 123 683 18.01% 89.43% 110 95.93%| 91.06%| 96.72%
Total 123 683 18.01% 89.43% 110| 95.93% | 91.06%| 96.72%

Bluegrass Water

Case No. 2025-00354
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Q CSWR

ntral States Water Hes

Bluegrass Water N\

Call Center Summary

Total Call Volume

1,916

Calls Ans <20 Sec
95.22%

Agent Answered Calls

962

Abandon Rate

3.90%

IVR Managed Calls
954

Avg Wait Time (sec)

00:11

Year Date

2025 \V All

Month Start Week Start
All £\ All

Service Level

95.30%

Avg Handle Time
07:38

Bluegrass Water
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