Transactional Problem: Resource Requirements

Calculate the resource requirements for both Hotline and
Level 2 Staff for holiday peak demand of 125/day and with 5%
higher items being sent for escalated support.
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Transactional Solution: Resource Requirements

Calculate the resource requirements for both Hotline and
Level 2 Staff for holiday peak demand of 125/day and with 5%
higher items being sent for escalated support.
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Transactional Problem: Lead Time

What is the current Lead Time for items going through
Escalated Support?
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Transactional Solution: Lead Time

What is the current Lead Time for items going through
Escalated Support?
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Transactional Problem: Incorrect Routing

Some of the support requests are rejected at Review because of
incorrect routing, typically at 10%. Show the impact on the map.
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Transactional Solution: Incorrect Routing

Some of the support requests are rejected at Review because of
incorrect routing, typically at 10%. Show the impact on the map.

Day

8

Hr

7001

AOOSOLE”*

\&)

Hotline Staff

Resource
Quantity 1 RQ

Hr
Resource 8

Time

Day

Efficiency | 100 | %

Resource 132.3| %

Utilization

Delay Time 1 Day

all
ustomer Incoming
Demand
Unit
Demand Input| 50 Day
Resource PT| 10 %
Query 0 Min|
Resource PT Unit
Route
Output % 100] =
Route
Route Output % 100] =
Output % 100] = -
3
A0020 21
Review and Support _ [A0030
= 3 Requests o
/A0010| IE\‘Z 1 q
Queue
Queue | 100 |unit Process Time 10 Min

Decision

Resource PT[ 30 %

IA0060 all

\&)

Level 2 Staff

Resource 1 RQ

Quantity

Min
Resource PT| 60 Onit

Resource 8 i
Day]

Time

Efficiency [ 100 | %

Resource 84.4| %

Utilization

Resource Utilization

Route
Output % 100] =

Q Mi K
Resource pr | O [Tt resource 7 | 120 [Tt
Route
Output % 9 |
/A0040 ’T
3]
[2]1
Escalated Support

Output %

Route 10 |

Process Time 60 Min

Delay Time 1 Day

Query Percent| 25 %

Query Process| .
Time 120 Min
Query Delay 2 Hr

Time

Route .
Output % 81|«

is impacted.
20020 1 20040 ’T
Summary

Lead Time | 34.17 | Hr

Output to Customer
Total Value .
Added 70.00 | Min

Demand Unit
Output 4.5 Day VA % 341 %

First Pass

C&A 100.00| %

20030 2

Add an Output to
Customer center to
handle the rejections.

20050 3
Rejected Calls

Demand Unit

Output 5.0 Day

Output to Customer

Demand
Output

40.5

Unit
Day

www.evsm.com



	qtranex_new.vsd
	1
	11

	qtranex_new.vsd
	2
	22

	qtranex_new.vsd
	3
	33


