
 Helpdesk In-depth

Filtered by:  Time Period: 4 Feb, 2016 - 10 Feb, 2016

CREATED TICKETS - 57 39%

Created tickets split by source
 

Created tickets split by priority

Created tickets split by status
 

Created tickets split by type

Created tickets split by category
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RESOLVED TICKETS - 44 55%

Resolved tickets split by source
 

Resolved tickets split by priority

Resolved tickets split by type
 

Resolved tickets split by category

No. of agent & customer responses in resolved tickets
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REOPENED TICKETS - 0 100%

Reopened tickets split by source

No data to display

 
Reopened tickets split by priority

No data to display

Reopened tickets split by status

No data to display

 
Reopened tickets split by type

No data to display

Reopened tickets split by category

No data to display

 
No. of agent & customer responses in reopened tickets

No data to display

 

Reopened tickets

No data to display



AVERAGE 1ST RESPONSE TIME - 21h 21m 20%

Avg 1st response time split by source
 

Avg 1st response time split by priority

Avg 1st response time split by type
 

Avg 1st response time split by category
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AVERAGE RESPONSE TIME - 19h 0m 14%

Avg response time split by source
 

Avg response time split by priority

Avg response time split by type
 

Avg response time split by category
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AVERAGE RESOLUTION TIME - 97h 35m 74%

Avg resolution time split by source
 

Avg resolution time split by priority

Avg resolution time split by type
 

Avg resolution time split by category
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AVERAGE 1ST ASSIGN TIME - 47m 26s 11%

Avg 1st assign time split by source
 

Avg 1st assign time split by priority

Avg 1st assign time split by type
 

Avg 1st assign time split by category
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FIRST CONTACT RESOLUTION - 73% 12%

FCR % by source
 

FCR % by priority

FCR % by type
 

FCR % by category
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FIRST RESPONSE SLA - 58% 12%

First response SLA % by source
 

First response SLA % by priority

First response SLA % by type
 

First response SLA % by category
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RESOLUTION SLA - 91% 0%

Resolution SLA % by source
 

Resolution SLA % by priority

Resolution SLA % by type
 

Resolution SLA % by category
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