
October 2020 Adoption & Usage

User name Status Department Usage Count # of Calls % of Calls
Unmonitored Unmonitored Rare NEXT Operations 3 3 0.05%
Dispatch Virtual Extension Rare Dispatch 4 4 0.07%
Customer Service 1 Rare Customer Service 8 9 0.16%
Customer Service 1 Rare Customer Service 1 9 0.16%
SolTrans Curtola Park & Ride Hub Occasional NEXT 17 17 0.31%
Dispatch 1 Very frequent Dispatch 48 46 0.83%
Maintenance Manager Very frequent Operations 77 85 1.54%
Maintenance Manager Very frequent Operations 11 85 1.54%
Ticket Office Very frequent Customer Service 99 101 1.83%
Ticket Office Very frequent Customer Service 2 101 1.83%
Broadway Fax Line Very frequent Dispatch 101 106 1.92%
Broadway Fax Line Very frequent Dispatch 5 106 1.92%
Parts Clerk Very frequent Maintenance 120 122 2.21%
Parts Clerk Very frequent Maintenance 2 122 2.21%
General Manager Very frequent Operations 12 173 3.13%
General Manager Very frequent Operations 161 173 3.13%
Safety & Operations Manager Very frequent Safety and Training 236 237 4.29%
Safety & Operations Manager Very frequent Safety and Training 2 237 4.29%
Dispatch 5 Very frequent Dispatch 6 305 5.52%
Dispatch 5 Very frequent Dispatch 307 305 5.52%
Dispatch 3 Supervisor Very frequent Dispatch 5 345 6.24%
Dispatch 3 Supervisor Very frequent Dispatch 358 345 6.24%
Customer Service & Dispatch Manager Very frequent Operations 8 358 6.48%
Customer Service & Dispatch Manager Very frequent Operations 277 358 6.48%
Customer Service & Dispatch Manager Very frequent Operations 76 358 6.48%
Dispatch 7 Very frequent Dispatch 439 434 7.85%
Dispatch 7 Very frequent Dispatch 4 434 7.85%
Dispatch 4 Very frequent Dispatch 9 443 8.02%
Dispatch 4 Very frequent Dispatch 454 443 8.02%
Customer Service 3 Very frequent Customer Service 12 485 8.78%
Customer Service 3 Very frequent Customer Service 494 485 8.78%
Customer Service 4 Very frequent Customer Service 510 499 9.03%
Customer Service 4 Very frequent Customer Service 5 499 9.03%
Customer Service 2 Very frequent Customer Service 599 610 11.04%
Customer Service 2 Very frequent Customer Service 21 610 11.04%
Dispatch 2  Employees (non-public) Very frequent Dispatch 15 615 11.13%
Dispatch 2  Employees (non-public) Very frequent Dispatch 618 615 11.13%

KPIs Values Percent
Enabled users* 48 * C o m p any w id e , in c lud ing  A d m in is tra tio n  
Total calls 6780
Total duration 227:18:37
Inbound calls 4459 78.49%
Outbound calls 1222 21.51%
Inbound duration 160:45:23 77.89%
Outbound duration 45:38:40 22.11%
Internal calls 1099
External calls 5681
Internal duration 20:54:33 9.20%
External duration 206:24:04 90.80%
Avg. duration per user 06:29:40
Avg. calls per user 193.7142792
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Call Queues, October 2020 
 
 
Month 
 

 
 
  



Call Queues, October 2020 
 
Hourly, Lowest Day - Sunday, October 11th.  Customer Service is closed. 
 

 
 
  



Call Queues, October 2020 
 
Hourly, Highest Day – Monday, October 19th. 
 

 



Call Queues, June 2020 
 
 
Month 
 

 
 
 
 
  



Call Queues, June 2020 
 
Hourly, Lowest Day - Saturday, June 6th.  Customer Service is closed. 
 

 
 
  



Call Queues, June 2020 
 
Hourly, Highest Day – Tuesday, June 30th. 
 

 



Demand Response Queues, August 1 through October 31, 2020 
 
 
Three Months 
 

 
 
 
 
  



Demand Response Queues, August 1 through October 31, 2020 
 
Hourly, Lowest Day – Sunday, September 27th. Customer Service Closed. 
 

 
 
 
  



Demand Response Queues, August 1 through October 31, 2020 
 
Hourly, Highest Day – Saturday, August 1st. Customer Service Closed. 
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