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"#!$%&'()*+&$(%!,%)!-,+./'(*%)##############################################################################################################################0#
=K=#>6&12:%#2F#&%12&/KKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKK P#

=K;#$)21%#2F#:%&'()%:#)2'%&%?KKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKKK P#

1#&',%2,+&$(%!3(4*56&'$+!),&, ################################################################################################################################0#
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1. INTRODUCTION AND BACKGROUND 

 1.1 Purpose of report 

# "I%#&%12&/#M(77#@%#6:%?#+#'%I()7%#/2#(,F2&.#/I%#'+&(26:#?%1+&/.%,/:4#:%,(2&#.+,+-%.%,/#+,?#:/+D%I27?%&:#2F#/I%#

)6&&%,/#(::6%:4#&%:276/(2,:#+,?#1%&F2&.+,)%#.%+:6&%.%,/:#M(/I(,#!"K#"I%#&%12&/#F2)6:%:#2,#:%&'()%#.+,+-%.%,/4#

:%&'()%#?%:D#+,?#/%)I,()+7#:6112&/#&%:12,:%:#/2#(::6%:K#"I%#&%12&/#?2%:#,2/#-2#:1%)(F()+773#(,/2#(,F&+:/&6)/6&%#+,?#

+117()+/(2,#:6112&/#(::6%:K#"I%#&%12&/#%J)76?%:#%J+)/#$N9#/(.%7(,%:#+:#/I(:#I+:#,2/#@%%,#+-&%%?#612,#+,?#:(-,%?Y2FF#

+:#3%/K# #
#

1.2 Scope of services covered 

"I%#:)21%#2F#&%12&/#(:#F2&#:%&'()%:#+,?#:6112&/#&%,?%&%?#/2#:/+FF#+,?#?2%:#,2/#(,)76?%#:/6?%,/:K#W+77:#+&%#72--%?#(,/2#

/I%#C%+/#:%&'()%#.+,+-%.%,/#:3:/%.K#"I%#&%12&/#)2'%&:#/I%#.2,/I:#@%/M%%,#*+3#Z#96-6:/#;<==K# #
#

2.TRANSACTION VOLUMETRIC DATA 
 

2.1 Monthly volumes summary 

"I%#F2772M(,-#/+@7%#:%/:#26/#!,)(?%,/:4#:%&'()%#&%O6%:/:#+,?#%.1723%%#:%/61#'276.%:#@3#)+7%,?+&#.2,/IK#"I(:#?+/+#(:#

:26&)%?#F&2.#CA9"#!"#$%&'()%#*+,+-%.%,/#$3:/%.#M(/I#F(7/%&(,-#+117(%?#@3#/I%#/()D%/:#/I+/#M%&%#72--%?#(,/2#/I%#

:3:/%.K#
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 May June July August 

Incidents 54 86 50 33 

Service Requests 82 450 365 159 

HMC (email)  36   
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2.2 Incidents and Service Request volumes by week 

 

"I%#@%72M#F(-6&%#:I2M:#(,)(?%,/:#+,?#:%&'()%#&%O6%:/#/()D%/#'276.%:K#[+/%:#+&%#M%%D:#%,?(,-#$6,?+34#'276.%:#+&%#

)2,:(?%&+@73#I(-I%&#+:#.2&%#6:%&:#+&%#72--(,-#)+77:#'(+#/I%#!"#:%&'()%#?%:DK#"I%&%#M+:#+#:1(D%#2,#/I%#M%%D#Q#56,%#;<==#

56,%#+F/%&#+#-72@+7#%.+(7#,2/(F()+/(2,#2F#:/&()/#%,F2&)%.%,/#2F#)+77:#@%(,-#72--%?#'(+#/I%#C%71?%:DK#"I%#+)/6+7#)+77:#

&%7+/%#/24#@6/#,2/#7(.(/%?#/24#:2F/M+&%#(,:/+77+/(2,:#B%-#$>$$G#+,?#?+/+#12(,/#)2,F(-6&+/(2,K#

 

  
 
Fig1-Trending of Requests by Week 
 
 

!,)(?%,/:#+,?#$%&'()%#0%O6%:/:#+&%#72--%?#+/#/I%#!"#$%&'()%#[%:D#/%7%1I2,()+773K#C2M%'%&4#/I%&%#+&%#F%M#M+7DY(,:K#

"I%#F2772M(,-#-&+1I#:I2M:#)+77:#/I+/#+&%#72--%?#/%7%1I2,()+773#+:#/I(:#(:#/I%#.2:/#6:%?#.%/I2?K# #

"I%#M+7D#(,#)+77:#+&%#'%&3#F%M#/I+/#/I%3\&%#.2:/73#?2,%#+/#+,#(,:/+,)%#+,?#&%:27'%?#M(/I26/#@%(,-#&%)2&?%?K#

977#/I%#)+77:#(,#/I%#@%72M#-&+1I#M%&%#&%12&/%?#/%7%1I2,()+773K#
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2.3 Routing Of Incidents 

 

"I%#F2772M(,-#-&+1I:#:I2M#:%1+&+/%73#/I%#&26/(,-#2F#(,)(?%,/:#+,?#:%&'()%#&%O6%:/:#/I+/#M%&%#&+(:%?#@3#6:%&:#@3#

.2,/IK#
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 2.4 Routing Of Service Requests 

 

"I%#.%/I2?#2F#(,)(?%,/:#&%12&/(,-#2'%&#/I%#1+:/#/I&%%#.2,/I:#I+:#:I2M,#/I+/#/%7%1I2,%#&%12&/(,-#(:#/I%#.2:/#

12167+&#F2&.#2F#(::6%#&%12&/(,-K#C2M%'%&#

"I%#-&+1I#+7:2#:I2M:#+#F%M#)+77:#72--%?#@3#%.+(7K#"I%:%#F+77#6,?%&#C*WK# #

"I%:%#+&%#-&261%?#@3#$26&)%#+,?#/I%,#:2&/%?#@3#.2,/IK# #

"I%#/%7%1I2,%#.%/I2?#(:#/I%#.2:/#12167+&K#

# #
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2.5 Volume of Incidents by week 

 

E,#/I%#M%%D#2F#56,%#Q#/I%&%#M+:#+#:I+&1#(,)&%+:%#(,#72M#+,?#:/+,?+&?#(,)(?%,/:K#"I(:#(:#?6%#/2#,%M#,%/M2&D#12(,/#

)2,F(-6&+/(2,:4#>9H]#+,?#/%7%1I2,%#+:#M%77#+:#:2F/M+&%#(,:/+77+/(2,:K# #

"I(:#+,+73:(:#(,)76?%:#.%?(6.#+,?#72M#1&(2&(/3#(,)(?%,/:#/I+/#M%&%#)72:%?#M(/I(,#/I%#&%12&/(,-#1%&(2?:K#

 

  
 
 
 
 
 
 
 

 
 
 
 

 



 
August 2011                                                                                          Page    - 10 - 
 

 

 

2.6 Requests by Business Service  

 
9117()+/(2,#:2F/M+&%#I+?#+#.+^2&#(,)&%+:%#(,#56,%#M(/I#.2:/#:2F/M+&%#(,:/+77+/(2,:#+,?#)2,F(-6&+/(2,K#

"I(:#(,F2&.+/(2,#(:#-+/I%&%?#@3#F(7/%&(,-#/I%#.2,/I73#&%O6%:/:#72--%?#(,/2#CA9"#:%&'()%#*+,+-%.%,/#:3:/%.#+,?#

:2&/(,-#/I%.#(,/2#/I%#@6:(,%::#:%&'()%#)+/%-2&(%:K#

!"#$%&'()*+,'-).//)
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2.7 Requests by Customer group 

 
[6%#/2#/I%#(,+@(7(/3#2,#CA9"#/2#1677#)+77:#72--%?#@3#[%1+&/.%,/4#/I(:#I+?#/2#@%#?2,%#.+,6+773K#

$2#F+&#/I%#>UW#2FF()%#&%)%('%?#7%::%&#)+77:#+:#)2.1+&%?#/2#2/I%&#?%1+&/.%,/:K#"I%#.2:/#)+77:#)+.%#F&2.#/I%#9))26,/:#

?%1+&/.%,/K# #

_(/I#1&(,/%&#)+77:#)2,/&(@6/(,-#+772/K#"I%#`2/I%&:a#-&+1I#M(77#?%)&%+:%#+:#/I%#'+&(26:#?%1+&/.%,/:#+&%#%J/&+)/%?#26/#

.+,6+773K# #

 

 

.//)!"#$%&'()!0//#)

1%()!0//#)2'3'45'6)7'$8''9):;<<=;>=;<)096):;<<=;?=<@)
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2.8 Calls by Status  

 

*2&%#)+77:#M%&%#)72:%?#(,#56,%#/I+,#+,3#2/I%&#.2,/IK#"I%&%#M%&%#:/(77#26/:/+,?(,-#21%,#)+77:#F&2.#*+34#56,%#+,?#

5673#+:#M%77#+:#/I%#)6&&%,/#*2,/I#B96-6:/GK#

!,#/I%#.2,/I#2F#56,%#M%#I+?#/I%#.2:/#:6:1%,?%?#)+77:#/I+/#:/(77#,%%?%?#/2#@%#%J%)6/%?K#

!,#/I(:#F(-6&%#M%#:%%#.2&%#)+77:#&%:27'%?#(,#5673K#

_%#%J1%&(%,)%?#+772/#2F#)+77:#&%Y21%,(,-#(,#56,%4#MI()I#I+:#&%?6)%?#+,?#-2,%#?2M,#(,#96-6:/K#

"I%#+.26,/#2F#:6:1%,?%?#)+77:#:7(-I/73#1%+D%?#+:#)2.1+&%?#/2#2/I%&#.2,/I:#+:#+#&%:67/#2F#F+J#&%7+/%?#(::6%:#B:)+,Y#

/2Y%.+(7#)+77#72--%?#M(/I#/I%#:6117(%&G#+:#M%77#+:#,%M#)2,F(-6&+/(2,#2F#7+1/21:K#

 

1%()!0//#)7'$8''9):;<<=;>=;<)096):;<<=;?=<:)

Customer Type: All)
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2.9 Calls by Type  

 

$2F/M+&%#)+77:#I+?#+#.+^2&#(,)&%+:%#(,#56,%#M(/I#:2F/M+&%#(,:/+77+/(2,:#+))26,/(,-#F2&#+#I(-I#1%&)%,/+-%#2F#/I%:%#

&%O6%:/:K#

>&(,/%&#)+77:#B(,)(?%,/:#M%&%#+#@(/#.2&%#+&26,?#56,%#+:#/I%#:/6?%,/:#M%&%#1&%1+&(,-#F2&#%J+.:K#

_%#I+?#+#1%+D#+7:2#(,#C*W#)+77:4#MI()I#.(-I/#.%+,#/I+/#.2:/#2F#/%7%1I2,%#)+77:#M%&%#.(::%?K#

 

Customer Type: All  

2011-05-01 - 2011-08-12 
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3.0 Incidents vs Requests  

!

"I%&%#M%&%#.2&%#&%O6%:/:#/I+,#(,)(?%,/:#(,#/I%#1+:/#R#.2,/I:K#"I(:#&%F7%)/:#/I%#,2&.+7#&+/(2#@%/M%%,#(,)(?%,/:#+,?#

&%O6%:/:K#56,%#:+M#+#1%+D#(,#&%O6%:/:#MI()I#M+:#/M2F27?#?6%#/2#/I%#:/+&/#2F#72--(,-#)+77:#'(+#/I%#C%71?%:D#+,?#/I%#

:/+&/#2F#:%.%:/%&K#"I%#&%:/#2F#/I%#)+77:#F+77#M(/I(,#C*W#BC%+/#.%::+-(,-#)%,/&%#Y#%.+(7G#+,?#+#F%M#%.1723%%#:%/61:K#

!

 Customer Type: All 

2011-05-01 - 2011-08-12 

 

  
 
 
 


