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. . v o o a P >
(Linear Regression) fafinmanudnnusvaidudsdaszniiarifinadediudson wazgluuues

v

FUN LYWL LLFUATI 'ﬁ’iaa%ngﬂLLuuaumivlﬁéTaﬁ
J J
Min= 2 ) (IdleTime)+ (1= 4)) (Waiting Time) 1)
=1 =1

lag

A fasashninanaida

J ﬁai‘hmumaau’%ﬂﬁﬁy’o%mﬁﬁaglmzuuﬂam«%uma%

Idle Time i?lai:UmmﬁLé”mﬁwﬁleiﬁgmamial%u’%mi Fafenudunuius wawdnn
Andanlvusmslusmsin sudamniswindndouldusmnduiunann ssozafiiwinfes
liffanfadalduinmaunnaallde
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anatrnglumIsinsdutu 9 duie windswawdminfdsualuuinsdwin 9 wiea

Iwusnve Eilus:uu LI UINUINNIN 2 RING DA ;ﬁ%ﬂ%mﬂuﬁmﬁfﬂ“ﬁn alumsraiialdusmtasas

4. NIV BITEUL
v\ﬁﬂmsﬁwmumaaszuué’w‘%yﬂum?ﬁamwLmuﬂ‘%mmqﬂmmﬁmmzamiamsﬂﬁﬁ'amu
fmiurzuuguilivinistayanilnidwilasldyluunvesaunisnanas (IWA System) fa gldnu
szum:ﬁm’m:yﬁiauvlml,ﬁ amnuazavwalunIIeneR szum:ﬁﬂmﬁmezﬁﬁaga’tugmﬁagaﬁ
ﬁﬂL{hmmm:uwauﬂam%uma?%aagﬂugﬂuumﬁmmaﬁ"lﬂﬁ (MS  Excel) ilaszuurimyiinmess
Lﬁ%ﬁ]'guﬁa:ﬁmmwamﬁLmﬁ:ﬁ‘ﬁﬂugﬂLLuuﬁLﬂuﬁamm (Text) UazIUULLUNUAW (Graph)

)

Database

CTI/IVR

Fudayamsiusnisanssuy CTI
Tugrluuu Microsoft Office Excel file

- IWA .
) - | ol S = F -
% RaulauazvauannisBiasie ystem HANSIATIEN ‘

AnglENusEuY

AaNAaRasIR [ iNuszUY FIUNANITAIAAZIY

IWA : Database
{(Microsoft SQL 2000)
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sruudaaiozlunstienunudiinayaansliininaudan s §Udnw ulaayniring
aanilu 4 s laun Appropriate number of Agents, Decision Support Report, Import Service Data
d v 1 v v 1A é‘ v
ILaz System Data smpj’lmmszuuLmazﬂszmmzmmsn‘lmml,uhﬂ@muLmaﬂﬁﬂumﬂi:mﬂ@’lmm
UL
4.1 mMslEnuian Appropriate number of Agents
lwiy Appropriate number of Agents lFdmiumMsTieTzidmandmihnliinanzay

@ A , o QA ' v
nuyINsueasdszinn ssuenaaniduan 2 Luhbﬂaﬂvlﬂuﬂ
o

4.1.1 Analysis [93ameid1wamanii

Analysis Conditions

Period of data
Start date [ ] wminimum date 6/1/2007

End date [ ] maximum date 10/31,/2007
Day of week Al days E

Period Al period A

‘Weight of essential between agent's idle time and customer’s waiting time
(EX.3:7,6:4)

Service License Agreement (SLA)

Idle time/Agent |Waiting time/Agent

Service SLA (sec) Graph Graph
Prepa = =
Postpaid g r:g
Promotion g g

= | e

31.] 2: Ll,amﬁﬁ"mﬁl“ﬁd’mt&lhb Appropriate number of Agents

[ Awmhssconditons ]

Period of data : 8/1/2007 - 8/31/2007
Day of week : All day
Period : All period

Weight of essential : Weight of agent's idle time : 0.9
Weight of customer's waiting time : 0.1

Maximun customer's waiting time of each service (SLA) : Prepaid 60 sec
Postpaid 70 sec
Promotion 35 sec

L —
[ AmlssReswr ]

Appropriate number of| Average idle time Average waiting time | Idle time/Agent | Waiting time/Agent

agents (hh:mm:ss) (hh:mm:ss) h Graph

Prepaid 50 1:27:53 0:0:0 g g

Postpaid 46 1:57:28 0:0:0 Jud g
Promation 15 1512 0:0:34 g g

= | =

a [
E‘L] 3: LRANEITBNIIINATIENR
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&1 Decision support report - Microsoft Internet Explorer

w S 3

Average agent'sidle time (sec)

1/1 & # BusiiessObjects

Average agent's idle time and amount of agents

6880

6840 .'r'.,;"’"

6800 .".’.‘

6760 .‘,,."

6720 -"""

6680 ."‘.,.'

6640 .".“-

6600 .".,..

6360 t t t t

0 10 20 30 40 50

Amount of agents (person)

Service: Promotion

Period of data:  8/1/2007 - 8/31/2007

Day of week: All day

Period : All period

I8

E]

3u 4: LEAINTINIZHZLIAINIINUVBILINAUINNUINUIULIIRTNN

1 Decision support report - Microsoft Internet Explorer

Average customer's waiting time (sec)

@ S T8

1 = i BusifessObfects

Average customer's waiting time and amount of agents

50

o

30

—

20

- SLA
- Waiting time

e,

e,

Service:
Period of data :
Day of week:

Period :

1IU ZIU 3‘0 40 50
amount of agents (person)

Promotion

8/1/2007 - 8/31/2007

All day

All period

FIE

U 5: LLamm'lwnmsai‘ﬁu’%mwaagnﬁﬂﬁuﬁﬂmmﬁmfﬁﬁ

4.1.2 History of Analysis 2uaadl/seIRNANTIATIEHALALYINAITIATIZH UG
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(nmjdi) | (mmjddjen | Darelwesk | MO gt
11/1/2007 12:14:36 PM 8/1/2007 - 8/31/2007 All day g9:1 Manee &
9/12/2007 12:58:55 AM  8/1/2007 - 8/31/2007 All day o & 2k Manee o]
9/11/2007 11:55:39 PM  8/1/2007 - 8/31/2007 All day 2:8 Manee &8
9/11/2007 9:07:34 PM  8/1/2007 - 8/31/2007 All day 3:3 Manee =]
9/11/2007 9:05:59 PM  8/20/2007 - 8/31/2007 All day 4.3:57 Manee &8
9/11/2007 8:39:29 PM  8/1/2007 - 8/10/2007 All day 3:3 Manee =]
9/11/2007 8:37:05PM  8/1/2007 - 8/31/2007 Sunday 4:8 Manee &8
9/11/2007 6:46:21 PM 8/1/2007 - 8/31/2007 All day 13:88 Manee =]
9/10/2007 10:54:26 AM  8/1/2007 - 8/31/2007 All day 3:7 Manee &8
9/10/2007 10:50:27 AM  8/1/2007 - 8/31/2007 All day 3:7 Manee =]
9/10/2007 10:49:16 AM  8/1/2007 - 8/31/2007 All day 3:7 Manee &8
9/10/2007 10:21:03 AM  8/1/2007 - 8/31/2007 All day 3:7 Manee =]

E‘L] 6: LEAITIBALLBIANTIATIZR NN BULR?

4.2 31 FawLuL Decision Support Report

M I¥NWIUEINVBI Decision Support Report W UNTURAIULNBAN (Graph) L'ﬁla"ﬁ’m
lunisquualinrasdeyamislivinisresszuuneaiduaeinivlilugudoys Ssmunsaiden
gﬂLLuumwé'uﬁ'uﬁ‘maﬁagaﬁﬁaamﬂﬁuamLﬂul,mumwvl@i"ﬂmﬂ%mﬂ lasdnihaevadldsunsy 69
3

Condition of creating report

|Amnunt of agents B
Type O Line Chart
@ Bar Chart

Start date | | EE minimum date 8/1/2007
End date | | 2 maximum date 8,/31/2007
Day of week ’m
Period | All periad ||
Choose service to create report

[ Prepaid

[[] Postpaid

[ Promotion

3 7: LLam%ﬁwmﬂﬁmum% Decision Support Report
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o v v ) { v A 3 v 1 J
iz‘iJ‘]J’i]Z%’]‘llﬂHﬂl%g']%‘ﬂ E]%lﬂ&l’] UEAINALD LN BN TNLA ﬂl‘ﬁ Q’memumwvl,wm LYIWLLRSITE VT

&1 Decision support report - Microsoft Internet Explorer E_]‘[EM
@3 % 44 » W a1 | |8 [wemmepory] t [ |2 [100% %] susicmonees B
Amount of Agents
135
i . Y ﬁ »
g =
I SN
LY AT L
‘E 120 -w - r\ » -@- Postpaid
SIS S
: 115 - - Promation
)
N
g 110 |
: IRV VY
= 106
[
100 t t t t - t
01/08/2550 08/08/2550 15/08/2550 22/08/2550 29/08/2550
date (mm/dd /yyyy)
Period of data : 8M1/2007-8/31/2007
Day of week All days
Period : All period
[v]

v e LRAINTIWLEUN FINNNNTFIITNEINU

3 Decision support report - Microsoft Internet Explorer

WS TR M W /e | £ [Main Report =]+ | M [100% [0 Businesstaects
Hyaal Amount of Agents
140
= 12 1
= E
4
< 100
&
w
= &0 M Postpaid
qa‘n W Prepzid
Bl i M Promation
S
5 40
g L
= 20
1}
D Y D Y
o5 <57 <5 &
\qj\'lr i & ,\\q’
& ‘b\.\ ‘b\'], ‘h\’l’
date (mm/dd/yyvy)
Period of data Bi1/2007-8/31/2007
Day of week: Monday
Period All period
[=]

gﬂ 9: LRAINIINUYIIN LA INAITEIIITI 8%

208



¥ a

msﬂszﬂquL%ﬁmmsﬂsza‘hﬂmunﬁsa@ﬂwsisﬁqﬂﬂwuLLaziaﬁaﬁnﬁ AN 8

4.3 NI FIILU Import Service Data

' . o [ o W v A A
LWYEIN Import Service Data 1°ﬁa'mimamimma¥aL’ﬂ’]gi:‘uu TReNUITLANLINNT
"L@TdﬂﬁmmiﬁwLiﬂ“ﬁa;&ammﬂiunﬂﬁmﬂ@ u,a:mmsnLﬁaﬂvlﬁdﬂﬁmmiﬁﬂLiﬂﬁagaﬁaglugﬂuuu

a3 dnLTas NS (MS Excel) %%aﬂiﬂﬂ“fl/a;ﬂlmﬂ\'l

Import Service Data
Service : Prepaid__|v]

® Import by Data file(.xis) | | Erowse.. |[ Upload
O Import by typing

31 10: LLamMﬁ'}mﬂ‘fmuka Import Service Data

warhmaihdhdayaggudoyaud wwdiingwihvsusasnamteyaniud oz

Import Service Data of Prepaid |

Number of data : 16 [#] Add new data

Hone of repeated data

R pemd Sumaral T | Sum oA e e | U0 of AT Lo T gt b
6/1/2007 Friday 00.00-05.59 A.M. 700 11:40:0 3500 50 73l No '\-& M
6/1/2007 Friday 08.00-11.56 A.M. 600 11:40:0 3:50:0 40 7.30:22 o '\-& M
6/1/2007 Friday 12.00-17.59 P.M. 650 9:55:50 336:40 45 &46:22 Mo '\;Q M
6/1/2007 Friday 18.00-23.59 p.M. 634 11:37:24 7:13:14 50 745:2 o '\ﬁi M
6/2/2007 Saturday 00.00-05.59 A.M. 670 9:7:10 5:35:0 53 6:6:1 Mo '\5.(« M
6/2/2007 Saturday ~ 08.00-11.56 AM. 501 7:47:36 4:52:15 50 6:1:39 No & R
6/2/2007 Saturday  12.00-17.59 P.M. 423 5:52:30 4:42:0 47 6:30:2 No '\-;Q M
6/2/2007 Saturday  18.00-23.59 P.M. 456 9:30:0 5:19:12 40 7:0:0 No '\-& j,'['l
6/3/2007 Sunday 00.00-05.39 A.M. 700 11:40:0 35000 50 FHIHI] Mo \-ﬁ M
6/3/2007 Sunday 08.00-11.56 A.M. 600 11:40:0 3:50:0 40 7:30:0 o '\-& M
6/3/2007 Sunday 12.00-17.59 .M, 650 9:55:50 136:40 45 70 o '\-;Q M
6/3/2007 Sunday 18.00-23.59 p.M. 634 11:37:24 7:13:14 50 7:45:0 o '\5.(« M

12

31 11: meﬂﬂmi‘*ﬁagaﬁﬁwﬁﬂgi:uu

4.4 MWL Import Service Data

lusuiuy System Data # (fudunlslunmsihidmisudlateyandudayaiuguves

& v 1 L3 a 1 v v o Q’ v {
seuy Bleud dayalsmnnuinidngg uasdayadlinuszuy sansndinmuiadeyalasnad [
L2 v dl v v 1 < 1 L4 '
LLazﬂummagamaams‘l@ Taouuadu 2 gawlawn

Service LHUFIBNIANITIALINUINHALLDLAUITZLANLINNT D17 INTWINLINRUI NV

UAazlIslANUINT s2azm Mﬁﬂqﬂﬁﬁﬂﬁﬂ ﬁﬂx‘]‘iﬂl‘ﬁﬂ%ﬂ’]i‘ﬂ aIUEazUIN1T
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- sekce ]

Service name| || Search || Show all | [#] Add new service

Number of services : 3

Service name Number of Agents
Prepaid 50 60 &%
Postpaid 40 70 &
Promotion 45 35 &

3y 12: meiagaﬂizmm%ms

& A o A Y a @ o a a A
User L‘ﬂ%ﬁ’)%‘ﬂ"ﬂ(ﬂﬂﬁimU'JﬂUi']EIﬂZLﬂEJ@]Eﬂ“N’]%iZUU PICURAIINUISLDYUA DINLDU DD
= ' s 6 a ¢ A o ¥ < v
‘Y]ﬂ%l ‘V\&IWULR‘UI‘Y]??IW‘Y] SLUAR maﬂ’l"iﬂm:uu INFHNIW ﬂszmmaa;ﬂ‘m’mﬁ:uu aowy Luan

Hame Search Show al [l Add user

Number of users : 5

Tel - number Username

Manee 12/4 auugyuiv ngamw 023456789 manee@hotmai.com manee 1234 Importer Access Granted

Mana 11/1 aywanms 0812345678 mana@hotrrai.com mana 1234 Importer Access Granted

Violethear 25/13 wugs 0899999999 violetbear@hotmai.com violetbear 1234 Administrator Access Granted x;ﬁ
sumaonbow 2202 0845556666 sumonbow@hotmail.com sumonbow 1234 Analyser Access Granted x;ﬁ

Admin = * * Admin pass Administrator Access Granted &

U 13: meiaga;&’l"ﬁmm:uu

5. unayl

i:umhmwLme‘hmuqﬂmnﬂﬁmm:auﬁuﬂ’%mmmuﬁﬁ‘lmzuu (Workforce Management)
A Tuansiu odaaNNiINnasuw hihandunwadiamans nemyidedu jians uas
nnanfiaiaat saldnnufaunisnanasdafldndndidu lanidulsfismadadszansawly
msthauwsesszuuguiliuinsdayanislnsdwi mmmmé’uﬁuﬂﬁaﬁnLﬂugﬂuuuaums
éww%‘uiﬁms’]:ﬁa‘i’]muqﬂmmﬁmmzauﬁuﬂ%mmmmaqi:uuguﬂﬁu‘%mﬁagaﬂwaiwsé’wﬁ B9
RNTNTILEIWIBANNUFLAIN LA BIANT L‘v‘w"m’mmeﬁmmﬁmﬁwﬂﬁu‘%mﬁagama‘[mﬁ'wﬁ"lﬁ
aghanunzay lunisaNNsudnansinanIEnuaanIneanIVeIIAnT WIe bt AnlUaurin i
UranTnwmsliuSnesrzuuaatasad %aﬁaLﬂumﬂ“ﬁﬂ%'wmnimaoaaﬁnivlﬁasjﬁaéjummnﬁq@
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