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OHIO PUA CALL CENTER SUPPORT METRICS

Weekly Operational Report: Call Summary
Total Calls Handled to Date: 

1,645,013
(starting 4/24)

September 17th thru September 23rd

Metrics PUA Call Center

Total Contacts 140,895

Contacts Diverted to Self Service 51,919

Total Calls Offered (#) 88,976

Total Calls Handled (#) 72,687

Total Handle Rate 51.59%

Average Handle Time (mins) 9.93 mins

Average Speed to Answer (ASA) 6.08 mins

Agent Answer Rate 95.58%

Average Hold Time per Call (mins) 3.50 mins

Calls Abandoned 16,289

Average Abandon Rate 18.31%

Average Queue Abandon Time (mins) 2.90 mins
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OHIO PUA CALL CENTER SUPPORT METRICS

Monthly Operational Report: Call Summary

August 27th through September 23rd Call Summary 

Metrics PUA Call Center

Total Contacts 459,261

Total Calls Offered (#) 286,349

Total Calls Handled (#) 239,747

Total Handle Rate 52.20%

Average Handle Time (mins) 10.06 mins

Average Speed to Answer (ASA) 5.06 mins

Agent Answer Rate 94.88%

Average Hold Time per Call (mins) 3.94 mins

Calls Abandoned 46,602

Average Abandon Rate 16.27%

Average Queue Abandon Time 2.36 mins
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OHIO PUA CALL CENTER METRICS

Metric Definitions

METRIC DEFINITION CALCULATION

Agent Answer Rate Percentage of contacts routed to an agent that were 
answered

AWS Calculation:  Percentage of contacts routed to an agent that were answered.  
Type: String; Min value: 0.00% and Max value: 100.00%

Average Abandon Rate Average number of calls that were disconnected before 
being answered by an agent

Formula:  Total number of abandoned calls divided by the total number of 
number of calls offered (NCO).

Average Handle Time (AHT)

The average time, from start to finish, that a contact was 
connected with an agent (average handled time). It 
includes talk time, hold time, and After Contact Work 
(ACW) time

AWS Calculation:  AHT is calculated by averaging the amount of time between the 
contact being answered by an agent and the completion of work on that contact 
by an agent.

Average Hold Time per Call Average time that a queued contact was on hold AWS Calculation: Average time, in seconds, that a contact in the queue was on 
hold

Average Speed to Answer 
(ASA)

Average time, in seconds, that a contact was in the queue 
before being answered by an agent

AWS Calculation:  This is calculated using the amount of time that the contact was 
in the queue, not any time that the contact spent in prior steps of the contact flow, 
such as listening or responding to prompts

Average Queue Abandon Time Average time, in seconds, that abandoned contacts were in 
the queue before being abandoned.

AWS Calculation: Average time, in seconds, that abandoned contacts were in the 
queue before being abandoned.

Calls Abandoned Contacts that were disconnected by the customer while in 
the queue during the specified time range

AWS Calculation: Total number of contacts disconnected by the customer while in 
the queue during the specified time range. 

Occupancy Percentage of time that an agent was active on contacts

AWS Calculation: (Agent Handle Time / (Agent Handle Time + Agent Idle Time)) * 
100

Note: Occupancy doesn't account for concurrency. That is, an agent is considered 
100% occupied for a given interval if they are handling at least one contact for that 
entire duration.
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OHIO PUA CALL CENTER METRICS

Metric Definitions

METRIC DEFINITION CALCULATION

Schedule Adherence Adherence measures how well the contact 
center agent was aligned to their schedule

Formula: Adherence is measured by subtracting the total planned minutes (according to the 
schedule) by the total actual minutes out of adherence, and dividing by the total planned 
minutes (according to the schedule), only when the agent is present for work

Schedule Conformance Conformance measures the total time the agent 
worked compared to their schedule Formula: (working minutes) / (scheduled minutes) x 100 = conformance

Staffed Count of agents who are online in the CCP, and 
not in NPT (a custom status). AWS Calculation:  Total number of agents who are online and listed as available.  

Total Calls Handled Count of contacts in the queue that were 
answered by an agent. AWS Calculation:  Total number of contacts in the queue that were answered by an agent

Total Calls Offered The total number of calls presented to a queue

AWS Calculation:  Total number of contacts added to the queue during the specified time 
range.  

Formula:  Number of Calls Abandoned + Number of Calls Handled


