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ServicelLevelCalls + ServiceLevelAband/(ServicelLevelCallsOffered- RouterCallsDequeued -
RouterCallsAbandDequeued).
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ServicelLevel = (3 DoNotUseSLTop)/ (2. DoNotUseSLBottom)
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DoNotUseSLTop = CASE min(isnull(CTl.ServiceLevelType,0))
WHEN 1 THEN sum(isnull(CTI.ServiceLevelCalls,0)) * 1.0
WHEN 2 THEN sum(isnull(CTI.ServiceLevelCalls,0)) * 1.0

WHEN 3 THEN(sum(isnull(CTl.ServiceLevelCalls,0)) + sum(isnull(CTl.ServiceLevelAband,0))) *

DoNotUseSLBottom = CASE min(isnull(CTl.ServicelLevelType,0))

WHEN 1 THEN(sum(isnull(CTI.ServiceLevelCallsOffered,0)) -
sum(isnull(CTl.ServiceLevelAband,0))

WHEN 2 THEN sum(isnull(CTI.ServiceLevelCallsOffered,0))

WHEN 3 THEN sum(isnull(CTl.ServiceLevelCallsOffered,0))
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Edit Aamal_Ar CT
Department

* Name Aamal Ar_C

Description Aamal Services Arabic Call Type

Service Level Threshold

Service Level Type Abandoned Calls have Negative Impact Y
Bucket Interval Q
ID
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MHIA B! = sum(isnull(CTSG.ServiceLevelCalls,0)) * 1.0 /
sum(isnull(CTSG.ServicelLevelCallsOffered,0)) - sum(isnull(CTSG.RouterCallsDequeued,0)) -
sum(isnull(CTSG.RouterCallsAbandDequeued,0))
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