ATTACHMENT O - Western New York Call Volume Data

Month Peak Weekday Non-Peak Weekday Weekends Holiday Total Calls A\_/G Handle
Time (sec.)
Jan-18 75,245 19,954 5,278 3,342 103,819 233
Feb-18 66,808 16,651 4,647 1,569 89,675 234
Mar-18 68,850 17,210 6,356 0 92,416 246
Apr-18 60,168 16,618 3,977 0 80,763 255
May-18 76,606 6,679 4,802 971 89,058 267
Jun-18 77,834 6,483 2,123 0 86,440 234
Jul-18 73,882 4,511 2,827 806 82,026 247
Aug-18 66,678 4,151 4,643 0 75,472 258
Sep-18 53,547 3,631 7,148 1,687 66,013 291
Oct-18 73,314 4,561 5,054 0 82,929 293
Nov-18 65,674 4,162 4,879 959 75,674 292
Dec-18 57,067 3,769 6,850 835 68,521 300
Jan-19 68,857 4,229 4,685 3,554 81,325 294
Feb-19 63,108 4,008 4,885 873 72,874 294
Mar-19 64,769 4,217 6,312 0 75,298 297
Apr-19 61,648 4,184 5,212 0 71,044 293
May-19 61,455 3,751 4,597 870 70,673 294
Jun-19 59,864 3,768 6,140 0 69,772 291




Western New York - January 2018

Peak Weekday - 7:00am - 6:00pm - 21 days ' Non-Peak Weakday - 6:01pm - 6:59am - 21 days
Interval Total Calls AVG Handle : Interval Total Calls AVG Handle
7:00am - 8:00am 3,298 196 12:00am - 1:00am 842 176
8:00am - 9:00am 3,984 188 1:00am - 2:00am 736 182
9:00am - 10:00am 7,542 240 : 2:00am -3:00am 542 199
10:00am - 11:00am 8,471 237 1 3:00am - 4:00am 488 211
11:00am - 12:00pm 8,533 254 , 4:.00am - 5:00am 328 155
12:00pm - 1:00pm 7,845 1 266 5:00am - 6:00am 733 188
1:00pm - 2:00pm 8,216 284 . 6:00am - 7:00am 1,421 210 e
2:00pm - 3:00pm 8,237 297 ' 6:00pm - 7:00pm 3,865 255
3:00pm- 4:00pm 8,921 315 4 _7:00pm - 8:00pm 3,367 208
4:00pm - 5:00pm 7,356 235 8:00pm - 9:00pm 2,412 212
5:00pm - 6:00pm 2,842 212 : 1 9:00pm - 10:00pm 2,168 204
Sl ' 1 10:00pm - 11:00pm 2,154 215
S } 11:00pm - 12:00am 898 220
75,245 248 S 19,954 203
Weekend - 8 days : Holiday - 2 days o
Interval Total Calls AVG Handle ‘ Interval Total Calls AVG Handle
12:00am - 1:00am 178 212 ' 12:00am - 1:00am 25 360
1:00am - 2:00am 142 215 1:00am - 2:00am 28 244
2:00am -3:00am 145 223 2:00am -3:00am 15 308
3:00am - 4:00am 116 189 3:00am - 4:00am 16 199
4:00am - 5:00am 89 174 4:00am - 5:00am 16 146
5:00am - 6:00am 95 179 5:00am - 6:00am 21 188
6:00am - 7:00am 108 192 ' , | 6:00am - 7:00am 24 198
7:00am - 8:00am 162 188 7:00am - 8:00am 42 302
8:00am - 9:00am 165 215 8:00am - 9:00am 68 221
9:00am - 10:00am 306 233 9:00am - 10:00am 335 241
10:00am - 11:00am 327 242 | 10:00am - 11:00am 346 283
11:00am - 12:00pm 403 251 11:00am - 12:00pm 318 340
12:00pm - 1:00pm 315 248 12:00pm - 1:00pm 352 270
1:00pm - 2:00pm 331 286 1:00pm - 2:00pm 344 325
2:00pm - 3:00pm 368 310 2:00pm - 3:00pm 388 319
3:00pm- 4:00pm 472 335 3:00pm- 4:00pm 379 336
4:00pm - 5:00pm 411 218 4:00pm - 5:00pm 296 363
5:00pm - 6:00pm 337 211 5:00pm - 6:00pm 159 289
6:00pm - 7:00pm 208 189 6:00pm - 7:00pm 54 254
7:00pm - 8:00pm 188 241 1 7:00pm - 8:00pm 28 197
8:00pm - 9:00pm 172 198 ‘ 8:00pm - 9:00pm 26 242
9:00pm - 10:00pm 109 178 -1 9:00pm - 10:00pm 24 184
10:00pm - 11:00pm 76 185 10:00pm - 11:00pm 22 241
11:00pm - 12:00am 55 199 1 11:00pm - 12:00am 16 221
5,278 221 Ly 3,342 261




Western New York - February 2018

Peak Weekday - 7:00am - 6:00pm - 19 days Non-Peak Weakday - 6:01pm - 6:59am - 19 days

Interval Total Calls AVG Handle interval Total Calls AVG Handle
7:00am - 8:00am 2,455 212 | 12:00am - 1:00am 760 208
8:00am - 9:00am 2,899 189 -1 1:00am - 2:00am 541 189
9:00am - 10:00am 6,855 222 ’ 2:00am -3:00am 380 212
10:00am - 11:00am 6,984 286 7 3:00am - 4:00am 502 226
11:00am - 12:00pm 7,427 254 4:00am - 5:00am 323 202
12:00pm - 1:00pm 7,152 256 . 5:00am - 6:00am 688 215
1:00pm - 2:00pm 7,946 282 6:00am - 7:00am 1,256 244
2:00pm - 3:00pm 7,886 265 : 6:00pm - 7:00pm 2,892 276
3:00pm- 4:00pm 8,108 325 7:00pm - 8:00pm 2,577 241
4:00pm - 5:00pm 5,844 238 8:00pm - 9:00pm 2,106 217
5:00pm - 6:00pm 3,252 214 9:00pm - 10:00pm 1,955 247
- ' ' o ‘ 10:00pm - 11:00pm 1,921 224
ey 11:00pm - 12:00am 750 215

66,808 249 oadlee51 ) 224
Weekend - 8 days ' Holiday - 1 day o

Interval Total Calls AVG Handle _ Interval Total Calis AVG Handle
12:00am - 1:00am 165 244 J 12:00am - 1:00am 11 236
1:00am - 2:00am 133 238 . 1:00am - 2:00am 10 228
2:00am -3:00am 120 212 ‘ 2:00am -3:00am 14 244
3:00am - 4:00am 109 219 -] 3:00am - 4:00am 8 189
4:00am - 5:00am 35 236 | 4:.00am - 5:00am 3 180
5:00am - 6:00am 28 244 -] 5:00am - 6:00am 19 210
6:00am - 7:00am 96 247 | 6:00am - 7:00am 12 208
7:00am - 8:00am 170 262 7:00am - 8:00am 13 221
8:00am - 9:00am 152 234 f 8:00am - 9:00am 21 217
9:00am - 10:00am 288 241 : 9:00am - 10:00am 145 240
10:00am - 11:00am 250 240 | 10:00am - 11:00am 215 242
11:00am - 12:00pm 314 282 4 11:00am - 12:00pm 230 246
12:00pm - 1:00pm 288 256 12:00pm - 1:00pm 151 208
1:00pm - 2:00pm 289 222 1:00pm - 2:00pm 148 222
2:00pm - 3:00pm 324 256 2:00pm - 3:00pm 134 236
3:00pm- 4:00pm 480 307 3:00pm- 4:00pm 152 249
4:00pm - 5:00pm 391 315 4:00pm - 5:00pm 120 217
5:00pm - 6:00pm 280 : 209 5:00pm - 6:00pm 86 208
6:00pm - 7:.00pm 194 227 6:00pm - 7:00pm 22 196
7:00pm - 8:00pm 177 215 ' 7:00pm - 8:00pm 12 201
8:00pm - 9:00pm 152 241 8:00pm - 9:00pm 11 188
9:00pm - 10:00pm 101 232 9:00pm - 10:00pm 13 220
10:00pm - 11:00pm 63 256 ‘ 10:00pm - 11:00pm 10 214
11:00pm - 12:00am 48 212 11:00pm - 12:00am 9 201
: 4,647 244 , ‘ 1,569 218




Western New York - March 2018

Peak Weekday - 7:00am - 6:00pm - 22 days

Non-Peak Weakday - 6:01pm - 6:59am - 22 days

Interval Total Calls AVG Handle Interval Total Calls AVG Handle
7:00am - 8:00am 2,655 235 12:00am - 1:00am 802 189
8:00am - 9:00am 3,102 222 1:00am - 2:00am 661 196
9:00am - 10:00am 6,991 245 2:00am -3:00am 412 212

10:00am - 11:00am 7,156 274 3:00am - 4:00am 559 201
11:00am - 12:00pm 7,488 280 4:00am - 5:00am 618 223
12:00pm - 1:00pm 7,352 262 5:00am - 6:00am 728 240
1:00pm - 2:00pm 8,106 255 6:00am - 7:00am 1,188 265
2:00pm - 3:00pm 8,199 276 6:00pm - 7:00pm 3,084 318
3:00pm- 4:00pm 8,352 289 7:00pm - 8:00pm 2,820 299
4:00pm - 5:00pm 6,115 264 8:00pm - 9:00pm 1,946 250
5:00pm - 6:00pm 3,334 248 9:00pm - 10:00pm 1,874 274
10:00pm - 11:00pm 1,762 218
S 11:00pm - 12:00am 756 211

68,850 | ‘ 359 L 17,210} 238

Weekend - 9 days Holiday - 0 days

Interval Total Calls AVG Handle Interval Total Calls AVG Handle
12:00am - 1:00am 215 211 12:00am - 1:00am 0 N/A
1:00am - 2:00am 188 265 1:00am - 2:00am 0 N/A

2:00am -3:00am 163 219 2:00am -3:00am 0 N/A
3:00am - 4:00am 129 252 3:00am - 4:00am 0 N/A
4:00am - 5:00am 72 231 4:00am - 5:00am 0 N/A
5:00am - 6:00am 61 230 5:00am - 6:00am 0 N/A
6:00am - 7:00am 152 240 6:00am - 7:00am 0 N/A
7:00am - 8:00am 201 218 7:00am - 8:00am 0 N/A
8:00am - 9:00am 228 245 8:00am - 9:00am 0 N/A
9:00am - 10:00am 345 218 9:00am - 10:00am 0 N/A

10:00am - 11:00am 298 286 10:00am - 11:00am 0 N/A
11:00am - 12:00pm 426 315 11:00am - 12:00pm 0 N/A
12:00pm - 1:00pm 492 299 12:00pm - 1:00pm 0 N/A
1:00pm - 2:00pm 376 281 1:00pm - 2:00pm 0 N/A
2:00pm - 3:00pm 384 241 2:00pm - 3:00pm 0 N/A

3:00pm- 4:00pm 599 296 3:00pm- 4:00pm 0 N/A
4:00pm - 5:00pm 525 258 4:00pm - 5:00pm 0 N/A
5:00pm - 6:00pm 418 261 5:00pm - 6:00pm 0 N/A
6:00pm - 7:00pm 320 235 6:00pm - 7:00pm 0 N/A
7:00pm - 8:00pm 301 218 7:00pm - 8:00pm 0 N/A
8:00pm - 9:00pm 218 211 8:00pm - 9:00pm 0 N/A

9:00pm - 10:00pm 96 186 9:00pm - 10:00pm 0 N/A

10:00pm - 11:00pm 87 192 10:00pm - 11:00pm 0 N/A

11:00pm - 12:00am 62 199 11:00pm - 12:00am 0 N/A
6,356 942 0 N/A




Western New York - April 2018

Peak Weekday - 7:00am - 6:00pm - 21 days - Non-Peak Weakday - 6:01pm - 6:59am - 21 days

Interval Total Calls AVG Handle Interval Total Calls AVG Handle
7:00am - 8:00am 1,886 201 | 12:00am - 1:00am 761 186
8:00am - 9:00am 2,712 226 1:00am - 2:00am 535 201
9:00am - 10:00am 5,802 266 2:00am -3:00am 338 215
10:00am - 11:00am 6,136 281 v 3:00am - 4:00am 558 181
11:00am - 12:00pm 6,715 298 4:00am - 5:00am 299 199
12:00pm - 1:00pm 6,789 308 5:00am - 6:00am 642 203
1:00pm - 2:00pm 7,027 315 6:00am - 7:00am 1,245 184

2:00pm - 3:00pm 7,204 287 6:00pm - 7:00pm 3,087 336

3:00pm- 4:00pm 7,568 302 7:00pm - 8:00pm 2,455 314
4:00pm - 5:00pm 5,413 313 8:00pm - 9:00pm 2,117 298
5:00pm - 6:00pm 2,916 307 9:00pm - 10:00pm 1,965 274
o i 10:00pm - 11:00pm 1,833 255
11:00pm - 12:00am 783 206

©.16,6183) - 235

Holiday - 0 days

Weekeﬁd -9 déysr

Interval Total Calls AVG Handle Interval Total Calis AVG Handle

12:00am - 1:00am 125 199 | 12:00am - 1:00am 0 N/A
1:00am - 2:00am 98 207 - | 1:00am - 2:00am 0 N/A
2:00am -3:00am 86 221 -1 2:00am -3:00am 0 N/A
3:00am - 4:00am 72 184 | 3:00am - 4:00am 0 N/A
4:00am - 5:00am 29 177 "1 4:00am - 5:00am 0 N/A
5:00am - 6:00am 22 186 5:00am - 6:00am 0 N/A
6:00am - 7:00am 74 215 : 6:00am - 7:00am 0 N/A
7:00am - 8:00am 156 223 : 7:00am - 8:00am 0 N/A
8:00am - 9:00am 112 241 _: 8:00am - 9:00am 0 N/A
9:00am - 10:00am 256 216 =1 9:00am - 10:00am 0 N/A
10:00am - 11:00am 218 274 10:00am - 11:00am 0 N/A
11:00am - 12:00pm 309 280 ' 11:00am - 12:00pm 0 N/A
12:00pm - 1:00pm 266 289 12:00pm - 1:00pm 0 N/A
1:00pm - 2:00pm 232 333 1:00pm - 2:00pm 0 N/A
2:00pm - 3:00pm 318 308 2:00pm - 3:00pm 0 N/A
3:00pm- 4:00pm 452 314 3:00pm- 4:00pm 0 N/A
4:00pm - 5:00pm 360 281 4:00pm - 5:00pm 0 N/A
5:00pm - 6:00pm 234 274 5:00pm - 6:00pm 0 N/A
6:00pm - 7:00pm 156 286 6:00pm - 7:00pm 0 N/A
7:00pm - 8:00pm 127 290 -4 7:00pm - 8:00pm 0 N/A
8:00pm - 9:00pm 109 254 . 8:00pm - 9:00pm 0 N/A
9:00pm - 10:00pm 93 263 9:00pm - 10:00pm 0 N/A
10:00pm - 11:00pm 46 215 10:00pm - 11:00pm 0 N/A
11:00pm - 12:00am 27 189 =1 11:00pm - 12:00am 0 N/A
23,977 247 0 N/A




Western New York - May 2018

Peak Weekday - 7:00am - 6:00pm - 23 days

Non-Peak Weakday - 6:01pm - 6:59am - 23 days

Weekend - 8 days

interval Total Calls AVG Handle Interval Total Calls AVG Handle
7:00am - 8:00am 4,119 284 12:00am - 1:00am 392 217
8:00am - 9:00am 5,218 332 1:00am - 2:00am 284 266
9:00am - 10:00am 7,108 340 2:00am -3:00am 162 230
10:00am - 11:00am 8,260 318 3:00am - 4:00am 158 221
11:00am - 12:00pm 9,252 322 4:00am - 5:00am 115 239
12:00pm - 1:00pm 7,011 306 5:00am - 6:00am 718 246
1:00pm - 2:00pm 7,421 309 6:00am - 7:00am 744 260
2:00pm - 3:00pm 7,555 314 6:00pm - 7:00pm 1,386 299
3:00pm- 4:00pm 8,307 331 7:00pm - 8:00pm 890 301
4:00pm - 5:00pm 6,982 289 8:00pm - 9:00pm 827 274
5:00pm - 6:00pm 5,373 274 9:00pm - 10:00pm 416 283
: o 10:00pm - 11:00pm 378 260
, 11:00pm - 12:00am 209 215

76,606

6679

Hol’iday -1day

255

Interval Total Calls AVG Handle interval Total Calls AVG Handle
12:00am - 1:00am 127 218 12:00am - 1:00am 21 264
1:00am - 2:00am 158 209 1:00am - 2:00am 14 212
2:00am -3:00am 101 222 2:00am -3:00am 18 209
3:00am - 4:00am 111 240 3:00am - 4:00am 25 231
4:00am - 5:00am 32 201 4:00am - 5:00am 17 224
5:00am - 6:00am 21 186 5:00am - 6:00am 11 217
6:00am - 7:00am 91 229 6:00am - 7:00am 36 196
7:00am - 8:00am 188 245 7:00am - 8:00am 42 211
8:00am - 9:00am 161 263 8:00am - 9:00am 58 209
9:00am - 10:00am 301 242 9:00am - 10:00am 48 236
10:00am - 11:00am 285 283 10:00am - 11:00am 71 249
11:00am - 12:00pm 299 301 11:00am - 12:00pm 76 267
12:00pm - 1:00pm 301 315 12:00pm - 1:00pm 59 288
1:00pm - 2:00pm 279 321 1:00pm - 2:00pm 86 301
2:00pm - 3:00pm 351 309 2:00pm - 3:00pm 68 315
3:00pm- 4:00pm 502 332 3:00pm- 4:00pm 84 307
4:00pm - 5:00pm 465 286 4:00pm - 5:00pm 71 288
5:00pm - 6:00pm 291 291 5:00pm - 6:00pm 68 276
6:00pm - 7:00pm 184 255 6:00pm - 7:00pm 21 233
7:00pm - 8:00pm 181 286 7:00pm - 8:00pm 15 265
8:00pm - 9:00pm 147 231 8:00pm - 9:00pm 19 240
9:00pm - 10:00pm 98 215 9:00pm - 10:00pm 21 247
10:00pm - 11:00pm 72 206 10:00pm - 11:00pm 13 233
11:00pm - 12:00am 56 209 11:00pm - 12:00am 9 212
4,802 _254 o971 247 |




Western New York - June 2018

Peak Weekday - 7:00am - 6:00pm - 21 days

Non-Peak Weakday - 6:01pm - 6:59am - 21 days

Interval Total Calls AVG Handle Interval Total Calls AVG Handle
7:00am - 8:00am 4,221 187 12:00am - 1:00am 318 212
8:00am - 9:00am 5,621 192 1:00am - 2:00am 226 188

9:00am - 10:00am 7,254 266 2:00am -3:00am 154 201
10:00am - 11:00am 8,875 241 3:00am - 4:00am 141 207
11:00am - 12:00pm 9,102 223 4:00am - 5:00am 107 216
12:00pm - 1:00pm 7,144 256 5:00am - 6:00am 691 288
1:00pm - 2:00pm 7,366 221 6:00am - 7:00am 755 241
2:00pm - 3:00pm 7,618 215 6:00pm - 7:00pm 1,252 301
3:00pm- 4:00pm 8,245 245 7:00pm - 8:00pm 965 262
4:00pm - 5:00pm 7,046 257 8:00pm - 9:00pm 928 246
5:00pm - 6:00pm 5,342 214 9:00pm - 10:00pm 389 223

' ' -1 10:00pm - 11:00pm 342 210

o L Lo 1 11:00pm - 12:00am 215 215

. 77,834 229 6483 232

’We‘ekend - 9 days

Holiday - O days

Interval Total Calls AVG Handle Interval Total Calls AVG Handle
12:00am - 1:00am 52 240 12:00am - 1:00am 0 N/A
1:00am - 2:00am 34 156 1:00am - 2:00am 0 N/A
2:00am -3:00am 28 154 2:00am -3:00am 0 N/A
3:00am - 4:00am 22 89 3:00am - 4:00am 0 N/A
4:00am - 5:00am 18 250 4:00am - 5:00am 0 N/A
5:00am - 6:00am 16 244 5:00am - 6:00am 0 N/A
6:00am - 7:00am 18 237 6:00am - 7:.00am 0 N/A
7:00am - 8:00am 26 240 7:00am - 8:00am 0] N/A
8:00am - 9:00am 84 237 8:00am - 9:00am 0 N/A
9:00am - 10:00am 96 235 9:00am - 10:00am 0 N/A
10:00am - 11:00am 105 255 10:00am - 11:00am 0 N/A
11:00am - 12:00pm 115 275 11:00am - 12:00pm 0 N/A
12:00pm - 1:00pm 122 226 12:00pm - 1:00pm 0 N/A
1:00pm - 2:00pm 156 267 1:00pm - 2:00pm 0 N/A
2:00pm - 3:00pm 164 288 2:00pm - 3:00pm 0 N/A
3:00pm- 4:00pm 207 315 3:00pm- 4:00pm 0 N/A
4:00pm - 5:00pm 225 342 4:00pm - 5:00pm 0 N/A
5:00pm - 6:00pm 184 305 5:00pm - 6:00pm 0 N/A
6:00pm - 7:00pm 162 242 6:00pm - 7:00pm 0 N/A
7:00pm - 8:00pm 88 241 7:00pm - 8:00pm 0 N/A
8:00pm - 9:00pm 64 196 8:00pm - 9:00pm 0 N/A
9:00pm - 10:00pm 54 235 9:00pm - 10:00pm 0 N/A
10:00pm - 11:00pm 52 288 10:00pm - 11:00pm 0 N/A
11:00pm - 12:00am 31 274 11:00pm - 12:00am 0 N/A
2,123 -243 0] N/A




Western New York - July 2018

Peak Weekday - 7:00am - 6:00pm - 21 days

Non-Peak Weakday - 6:01pm - 6:59am - 21 days

Interval Total Calls AVG Handle Interval Total Calls AVG Handle
7:00am - 8:00am 4,128 174 12:00am - 1:00am 252 210
8:00am - 9:00am 5,395 201 1:00am - 2:00am 228 213
9:00am - 10:00am 6,682 238 2:00am -3:00am 98 280

10:00am - 11:00am 8,289 210 3:00am - 4:00am 96 296
11:00am - 12:00pm 8,374 240 4:00am - 5:00am 89 182
12:00pm - 1:00pm 6,542 225 5:00am - 6:00am 540 165
1:00pm - 2:00pm 6,716 244 6:00am - 7:00am 627 173
2:00pm - 3:00pm 7,515 252 6:00pm - 7:00pm 715 306
3:00pm- 4:00pm 7,882 252 7:00pm - 8:00pm 680 195
4:00pm - 5:00pm 7,351 282 8:00pm - 9:00pm 655 235
5:00pm - 6:00pm 5,008 251 9:00pm - 10:00pm 178 286
- ’ ' 10:00pm - 11:00pm 167 236
- 11:00pm - 12:00am 186 280
73,882 234 ' 4511 235

Weekend - 9 days Holiday - 1 day

Interval Total Calls AVG Handle interval Total Calls AVG Handle
12:00am - 1:00am 88 242 12:00am - 1:00am 15 360
1:00am - 2:00am 80 242 1:00am - 2:00am 19 358

2:00am -3:00am 62 196 2:00am -3:00am 20 420
3:00am - 4:00am 16 305 3:00am - 4:00am 22 380
4:00am - 5:00am 32 100 | 4:00am - 5:00am 12 255
5:00am - 6:00am 80 102 5:00am - 6:00am 15 259
6:00am - 7:00am 104 165 | 6:00am - 7:00am 30 245
7:00am - 8:00am 82 244 7:00am - 8:00am 26 256
8:00am - 9:00am 102 252 8:00am - 9:00am 36 289
9:00am - 10:00am 48 262 9:00am - 10:00am 32 255

10:00am - 11:00am 189 275 10:00am - 11:00am 60 245
11:00am - 12:00pm 192 260 11:00am - 12:00pm 66 272
12:00pm - 1:00pm 186 280 12:00pm - 1:00pm 61 300
1:00pm - 2:00pm 178 276 1:00pm - 2:00pm 59 307
2:00pm - 3:00pm 205 256 2:00pm - 3:00pm 56 345

3:00pm- 4:00pm 126 235 3:00pm- 4:00pm 42 289
4:00pm - 5:00pm 164 241 4:00pm - 5:00pm 66 247
5:00pm - 6:00pm 169 247 5:00pm - 6:00pm 72 276
6:00pm - 7:00pm 212 252 6:00pm - 7:00pm 24 305
7:00pm - 8:00pm 208 243 7:00pm - 8:00pm 12 315
8:00pm - 9:00pm 102 197 8:00pm - 9:00pm 14 245

9:00pm - 10:00pm 82 185 9:00pm - 10:00pm 17 240

10:00pm - 11:00pm 80 202 10:00pm - 11:00pm 18 256

11:00pm - 12:00am 40 215 1 11:00pm - 12:00am 12 263
2,827 228 806 Eee T




Western New York - August 2018

Peak Weekday - 7:00am - 6:00pm - 23 days Non-Peak Weakday - 6:01pm - 6:5%am - 23 days
Interval Total Calls AVG Handle Interval Total Calls AVG Handle
7:00am - 8:00am 2,442 201 12:00am - 1:00am 272 196
8:00am - 9:00am 2,899 222 = 1:00am - 2:00am 198 188
9:00am - 10:00am 6,878 246 2:00am -3:00am 86 174
10:00am - 11:00am 7,922 246 . 3:00am - 4:00am 89 179
11:00am - 12:00pm 7,188 288 =1 4:00am - 5:00am 81 192
12:00pm - 1:00pm 7,051 292 | 5:00am - 6:00am 519 215
1:00pm - 2:00pm 7,993 315 ~ 6:00am - 7:00am 580 232
2:00pm - 3:00pm 7,787 308 6:00pm - 7:00pm 712 318 ]
3:00pm- 4:00pm 8,022 332 7:00pm - 8:00pm 655 332
4:00pm - 5:00pm 5,521 289 ' 8:00pm - 9:00pm 565 289
5:00pm - 6:00pm 2,975 245 | 9:00pm - 10:00pm 154 276
: e : : - | 10:00pm - 11:00pm 122 254
" , ~ ['11:00pm - 12:00am 118 262
66,678 271 4,51 - 239

Weekend - 8 days ) v Holiday - O days

Interval Total Calls AVG Handle Interval Total Calls AVG Handle

12:00am - 1:00am 188 216 12:00am - 1:00am 0 N/A
1:00am - 2:00am 111 232 1:00am - 2:00am 0 N/A
2:00am -3:00am 136 244 2:00am -3:00am 0 N/A
3:00am - 4:00am 121 255 3:00am - 4:00am 0 N/A
4:00am - 5:00am 55 199 4:00am - 5:00am 0 N/A
5:00am - 6:00am 32 206 , 5:00am - 6:00am 0 N/A
6:00am - 7:00am 81 186 ‘ 6:00am - 7:00am 0 N/A
7:00am - 8:00am 161 245 . 7:00am - 8:00am 0 N/A
8:00am - 9:00am 159 266 8:00am - 9:00am 0 N/A
9:00am - 10:00am 249 291 9:00am - 10:00am 0 N/A
10:00am - 11:00am 271 315 : 10:00am - 11:00am 0 N/A
11:00am - 12:00pm 319 322 11:00am - 12:00pm 0 N/A
12:00pm - 1:00pm 341 331 -1 12:00pm - 1:00pm 0 N/A
1:00pm - 2:00pm 292 261 E 1 1:00pm - 2:00pm 0 N/A
2:00pm - 3:00pm 306 300 2] 2:00pm - 3:00pm 0 N/A
3:00pm- 4:00pm 445 319 ' 3:00pm- 4:00pm 0 N/A
4:00pm - 5:00pm 371 306 =1 4:00pm - 5:00pm 0 N/A
5:00pm - 6:00pm 292 312 ‘ 5:00pm - 6:00pm 0 N/A
6:00pm - 7:00pm 181 298 =21 6:00pm - 7:00pm 0 N/A
7:00pm - 8:00pm 194 287 1 7:00pm - 8:00pm 0 N/A
8:00pm - 9:00pm 144 276 8:00pm - 9:00pm 0 N/A
9:00pm - 10:00pm 98 215 9:00pm - 10:00pm 0 N/A
10:00pm - 11:00pm 59 233 - 110:00pm - 11:00pm 0 N/A
11:00pm - 12:00am 37 241 -1 11:00pm - 12:00am 0 N/A
4643} - 265 0 N/A




Western New York - September 2018

Peak Weekday - 7:00am - 6:00pm - 19 days

Non-Peak Weakday - 6:01pm - 6:59am - 19 days

Interval Total Calls AVG Handle Interval Total Calls AVG Handle
7:00am - 8:00am 1,452 265 12:00am - 1:00am 181 196
8:00am - 9:00am 2,282 312 1:00am - 2:00am 154 225
9:00am - 10:00am 5,396 382 2:00am -3:00am 84 215

10:00am - 11:00am 5,765 416 3:00am - 4:00am 76 205
11:00am - 12:00pm 5,989 402 4:00am - 5:00am 63 198
12:00pm - 1:00pm 5,822 411 5:00am - 6:00am 232 217
1:00pm - 2:00pm 6,181 399 6:00am - 7:00am 428 223
2:00pm - 3:00pm 6,797 374 6:00pm - 7:00pm 682 327
3:00pm- 4:00pm 6,982 421 7:00pm - 8:00pm 665 311
4:00pm - 5:00pm 4,901 406 8:00pm - 9:00pm 605 318
5:00pm - 6:00pm 1,980 319 9:00pm - 10:00pm 189 302
; 10:00pm - 11:00pm 163 264
11:00pm - 12:00am 109 230

53,547 3,631 249

Weekend - 10 days Holiday - 1 day T

Interval Total Calls AVG Handle Interval Total Calls AVG Handle
12:00am - 1:00am 227 217 12:00am - 1:00am 15 200
1:00am - 2:00am 191 209 1:00am - 2:00am 9 198

2:00am -3:00am 176 236 2:00am -3:00am 11 211
3:00am - 4:00am 145 225 3:00am - 4:00am 12 245
4:00am - 5:00am 91 189 4:00am - 5:00am 7 247
5:00am - 6:00am 72 198 5:00am - 6:00am 15 230
6:00am - 7:00am 186 245 6:00am - 7:00am 21 222
7:00am - 8:00am 232 257 7:00am - 8:00am 18 196
8:00am - 9:00am 264 292 8:00am - 9:00am 19 188
9:00am - 10:00am 351 336 9:00am - 10:00am 152 315

10:00am - 11:00am 321 342 10:00am - 11:00am 236 309
11:00am - 12:00pm 488 350 11:00am - 12:00pm 227 362
12:00pm - 1:00pm 525 361 12:00pm - 1:00pm 162 351

1:00pm - 2:00pm 401 318 1:00pm - 2:00pm 155 370
2:00pm - 3:00pm 422 324 2:00pm - 3:00pm 171 301
3:00pm- 4:00pm 618 362 3:00pm- 4:00pm 188 305
4:00pm - 5:00pm 632 354 4:00pm - 5:00pm 119 318
5:00pm - 6:00pm 499 341 5:00pm - 6:00pm 72 298
6:00pm - 7:00pm 372 318 6:00pm - 7:00pm 19 291
7:00pm - 8:00pm 355 302 7:00pm - 8:00pm 22 277
8:00pm - 9:00pm 266 267 8:00pm - 9:00pm 9 216

9:00pm - 10:00pm 119 286 9:00pm - 10:00pm 11 206

10:00pm - 11:00pm 108 245 10:00pm - 11:00pm 10 211

11:00pm - 12:00am 87 212 11:00pm - 12:00am 7 201
7,148 283 16871 261




Western New York - October 2018

Peak Weekday - 7:00am - 6:00pm - 23 days g Non-Peak Weakday - 6:01pm - 6:59am - 23 days

Interval Total Calls AVG Handle Interval Total Calls AVG Handle
7:00am - 8:00am 3,938 228 1 12:00am - 1:00am 267 222
8:00am - 9:00am 4,761 232 1:00am - 2:00am 213 289
9:00am - 10:00am 6,551 301 . 2:00am -3:00am 86 214
10:00am - 11:00am 7,920 320 3:00am - 4:00am 102 236
11:00am - 12:00pm 8,422 315 1 4:00am - 5:00am 98 228
12:00pm - 1:00pm 7,411 309 5:00am - 6:00am 532 265
1:00pm - 2:00pm 7,621 347 6:00am - 7:00am 618 291
2:00pm - 3:00pm 7,562 361 6:00pm - 7:00pm 732 352
3:00pm- 4:00pm 7,793 374 7:00pm - 8:00pm 698 309
4:00pm - 5:00pm 6,353 352 8:00pm - 9:00pm 672 298
5:00pm - 6:00pm 4,982 344 9:00pm - 10:00pm 206 282
' e o ‘ | ]10:00pm-11:00pm 172 294
; : , 11:00pm - 12:00am 165 252

73,314 317 4561 272

Weekend - 8 days Holid;/ - 0 days

Interval Total Calls AVG Handle o Interval Total Calls AVG Handle

12:00am - 1:00am 132 189 '; 12:00am - 1:00am 0 N/A
1:00am - 2:00am 161 206 - | 1:.00am - 2:00am 0 N/A
2:00am -3:00am 105 217 o 2:00am -3:00am 0 N/A
3:00am - 4:00am 76 224 | _3:00am - 4:00am 0 N/A
4:00am - 5:00am 52 205 | 4:00am - 5:00am 0 N/A
5:00am - 6:00am 64 226 1 5:00am - 6:00am 0 N/A
6:00am - 7:00am 89 298 | 6:00am - 7:00am 0 N/A
7:00am - 8:00am 176 315 ] 7:00am - 8:00am 0 N/A
8:00am - 9:00am 185 334 8:00am - 9:00am 0 N/A
9:00am - 10:00am 321 345 9:00am - 10:00am 0 N/A
10:00am - 11:00am 309 326 10:00am - 11:00am 0 N/A
11:00am - 12:00pm 317 364 11:00am - 12:00pm 0 N/A
12:00pm - 1:00pm 308 348 12:00pm - 1:00pm 0] N/A
1:00pm - 2:00pm 291 352 1:00pm - 2:00pm 0 N/A
2:00pm - 3:00pm 372 330 2:00pm - 3:00pm 0 N/A
3:00pm- 4:00pm 516 366 3:00pm- 4:00pm 0 N/A
4:00pm - 5:00pm 474 317 4:00pm - 5:00pm 0] N/A
5:00pm - 6:00pm 311 341 : 5:00pm - 6:00pm 0 N/A
6:00pm - 7:00pm 199 319 ' 6:00pm - 7:00pm 0 N/A
7:00pm - 8:00pm 180 306 7:00pm - 8:00pm 0 N/A
8:00pm - 9:00pm 176 272 8:00pm - 9:00pm 0 N/A
9:00pm - 10:00pm 87 289 9:00pm - 10:00pm 0 N/A
10:00pm - 11:00pm 89 276 10:00pm - 11:00pm 0 N/A
11:00pm - 12:00am 64 233 =1 11:00pm - 12:00am 6] N/A
5054 292 0 N/A




Western New York - November 2018

Peak Weekday - 7:00am - 6:00pm - 21 days

Non-Peak Weakday - 6:01pm - 6:59am - 21 days

Interval Total Calls AVG Handle Interval Total Calls AVG Handle
7:00am - 8:00am 2,989 256 12:00am - 1:00am 247 201
8:00am - 9:00am 3,822 309 1:00am - 2:00am 196 218

9:00am - 10:00am 5,642 318 2:00am -3:00am 89 222
10:00am - 11:00am 6,842 412 3:00am - 4:00am 87 201
11:00am - 12:00pm 7,456 440 4:00am - 5:00am 95 209
12:00pm - 1:00pm 6,778 386 5:00am - 6:00am 489 225
1:00pm - 2:00pm 6,926 401 6:00am - 7:00am 618 231
2:00pm - 3:00pm 7,212 399 6:00pm - 7:00pm 698 340
3:00pm-4:00pm 7,884 418 7:00pm - 8:00pm 631 315
4:00pm - 5:00pm 5,441 419 8:00pm - 9:00pm 618 326
5:00pm - 6:00pm 4,682 321 9:00pm - 10:00pm 133 299
o o 10:00pm - 11:00pm 141 281
11:00pm - 12:00am 120 242

65,674 - 4162| 255

Weekend - k8 days

Holiday - 1 day k

Interval Total Calls AVG Handle Interval Total Calls AVG Handle

12:00am - 1:00am 119 202 12:00am - 1:00am 19 200
1:00am - 2:00am 146 219 1:00am - 2:00am 11 198
2:00am -3:00am 121 242 2:00am -3:00am 17 211
3:00am - 4:00am 64 216 3:00am - 4:00am 12 245
4:00am - 5:00am 76 202 4:00am - 5:00am 14 247
5:00am - 6:00am 27 199 5:00am - 6:00am 10 230
6:00am - 7:00am 93 256 6:00am - 7:00am 32 222
7:00am - 8:00am 174 282 7:00am - 8:00am 45 196
8:00am - 9:00am 182 264 8:00am - 9:00am 61 188
9:00am - 10:00am 315 350 9:00am - 10:00am 66 315
10:00am - 11:00am 296 324 10:00am - 11:00am 79 309
11:00am - 12:00pm 309 318 11:00am - 12:00pm 71 362
12:00pm - 1:00pm 317 346 12:00pm - 1:00pm 55 351
1:00pm - 2:00pm 309 336 1:00pm - 2:00pm 92 370
2:00pm - 3:00pm 341 331 2:00pm - 3:00pm 89 301
3:00pm- 4:00pm 499 374 3:00pm- 4:00pm 73 305
4:00pm - 5:00pm 436 362 4:00pm - 5:00pm 64 318
5:00pm - 6:00pm 302 338 5:00pm - 6:00pm 59 298
6:00pm - 7:00pm 218 311 6:00pm - 7:00pm 17 291
7:00pm - 8:00pm 171 309 7:00pm - 8:00pm 16 277
8:00pm - 9:00pm 134 272 8:00pm - 9:00pm 21 216
9:00pm - 10:00pm 87 254 9:00pm - 10:00pm 17 206
10:00pm - 11:00pm 82 258 10:00pm - 11:00pm 12 211
11:00pm - 12:00am 61 198 11:00pm - 12:00am 7 201
4,879 282 2959 261




Western New York - December 2018

Peak Weekday - 7:00am - 6:00pm - 20 days Non-Peak Weakday - 6:01pm - 6:59am - 20 days
Interval Total Calls AVG Handle Interval Total Calls AVG Handle
7:00am - 8:00am 1,992 282 =1 12:00am - 1:00am 191 201
8:00am - 9:00am 2,658 395 ' 1:00am - 2:00am 147 216
9:00am - 10:00am 5,723 301 - 2:00am -3:00am 101 221
10:00am - 11:00am 5,918 395 3:00am - 4:00am 89 232
11:00am - 12:00pm 6,299 421 ' 4:00am - 5:00am 67 201
12:00pm - 1:00pm 6,622 392 ' 5:00am - 6:00am 215 227
1:00pm - 2:00pm 6,425 417 6:00am - 7:00am 501 241
2:00pm - 3:00pm 6,736 402 1 6:00pm -7:00pm 701 350
3:00pm- 4:00pm 6,988 420 7:00pm - 8:00pm 641 322
4:00pm - 5:00pm 4,923 415 , 8:00pm - 9:00pm 632 309
5:00pm - 6:00pm 2,783 381 ] 9:00pm - 10:00pm 195 301
e * } 10:00pm - 11:00pm 176 276
E - ] 11:00pm - 12:00am 113 254
57,067} - . 384 1 3,769 258
Weekend - 10 days o Holiday - 1 day
Interval Total Calls AVG Handle Interval Total Calls AVG Handle
12:00am - 1:00am 188 205 , 12:00am - 1:00am 18 198
1:00am - 2:00am 172 222 1:00am - 2:00am 14 207
2:00am -3:00am 164 256 -] 2:00am -3:00am 21 218
3:00am - 4:00am 154 208 3:00am - 4:00am 24 251
4:00am - 5:00am 101 211 4:00am - 5:00am 13 254
5:00am - 6:00am 63 201 -1 5:00am - 6:00am 16 238
6:00am - 7:00am 151 262 6:00am - 7:00am 28 218
7:00am - 8:00am 209 267 : 7:00am - 8:00am 32 209
8:00am - 9:00am 221 259 -1 8:00am - 9:00am 34 199
9:00am - 10:00am 314 344 9:00am - 10:00am 29 305
10:00am - 11:00am 336 352 10:00am - 11:00am 64 318
11:00am - 12:00pm 450 318 11:00am - 12:00pm 72 346
12:00pm - 1:00pm 581 362 -1 12:00pm - 1:00pm 59 352
1:00pm - 2:00pm 419 346 -] 1:00pm - 2:00pm 63 381
2:00pm - 3:00pm 382 328 =1 2:00pm - 3:00pm 62 311
3:00pm- 4:00pm 476 361 3:00pm- 4:00pm 48 299
4:00pm - 5:00pm 618 340 o] 4:00pm -5:00pm 59 302
5:00pm - 6:00pm 489 347 -] 5:00pm -6:00pm 78 296
6:00pm - 7:00pm 426 319 -] 6:00pm-7:00pm 26 288
7:00pm - 8:00pm 276 298 , 7:00pm - 8:00pm 21 267
8:00pm - 9:00pm 254 382 o 8:00pm - 9:00pm 11 248
9:00pm - 10:00pm 189 266 ] 9:00pm - 10:00pm 16 273
10:00pm - 11:00pm 119 272 .1 10:00pm - 11:00pm 15 240
11:00pm - 12:00am 98 205 ++] 11:00pm - 12:00am 12 219
6,850 289 | - 835 268




Western New York - January 2019

Peak Weekday - 7:00am - 6:00pm - 21 days

Non-Peak Weakday - 6:01pm - 6:59am - 21 days

Interval Total Calls AVG Handle Interval Total Calls AVG Handle
7:00am - 8:00am 3,215 223 12:00am - 1:00am 226 215
8:00am - 9:00am 4,382 235 1:00am - 2:00am 218 292
9:00am - 10:00am 5,984 305 2:00am -3:00am 102 201

10:00am - 11:00am 7,128 321 3:00am - 4:00am 109 234
11:00am - 12:00pm 7,318 314 4:00am - 5:00am 76 232
12:00pm - 1:00pm 6,815 311 5:00am - 6:00am 445 263
1:00pm - 2:00pm 6,903 344 6:00am - 7:00am 587 292
2:00pm - 3:00pm 7,299 360 6:00pm - 7:00pm 722 345
3:00pm- 4:00pm 7,886 369 7:00pm - 8:00pm 684 311
4:00pm - 5:00pm 7,046 361 8:00pm - 9:00pm 552 307
5:00pm - 6:00pm 4,881 354 9:00pm - 10:00pm 200 284
‘ : ’ 10:00pm - 11:00pm 163 301
G _ .+ $11:00pm - 12:00am 145 276

68,857 318 | 2229

Weekend -'8 days

Holiday —‘2 daYs

273

Interval Total Calls AVG Handle Interval Total Calls AVG Handle
12:00am - 1:00am 28 191 12:00am - 1:00am 32 201
1:00am - 2:00am 124 201 1:00am - 2:00am 22 184
2:00am -3:00am 119 209 2:00am -3:00am 21 199
3:00am - 4:00am 115 223 3:00am - 4:00am 14 226
4:00am - 5:00am 89 212 4:00am - 5:00am 12 207
5:00am - 6:00am 136 228 5:00am - 6:00am 15 215
6:00am - 7:00am 62 301 6:00am - 7:00am 26 281
7:00am - 8:00am 178 306 7:00am - 8:00am 48 321
8:00am - 9:00am 164 341 8:00am - 9:00am 72 353
9:00am - 10:00am 263 339 9:00am - 10:00am 410 341
10:00am - 11:00am 267 330 10:00am - 11:00am 346 330
11:00am - 12:00pm 324 360 11:00am - 12:00pm 309 371
12:00pm - 1:00pm 336 352 12:00pm - 1:00pm 332 352
1:00pm - 2:00pm 309 363 1:00pm - 2:00pm 356 358
2:00pm - 3:00pm 315 345 2:00pm - 3:00pm 374 331
3:00pm- 4:00pm 424 354 3:00pm- 4:00pm 381 364
4:00pm - 5:00pm 382 320 4:00pm - 5:00pm 306 328
5:00pm - 6:00pm 286 343 5:00pm - 6:00pm 254 336
6:00pm - 7:00pm 201 317 6:00pm - 7:00pm 74 315
7:00pm - 8:00pm 186 309 7:00pm - 8:00pm 51 311
8:00pm - 9:00pm 154 275 8:00pm - 9:00pm 39 289
9:00pm - 10:00pm 101 291 9:00pm - 10:00pm 27 291
10:00pm - 11:00pm 63 274 10:00pm - 11:00pm 19 254
11:00pm - 12:00am 59 241 11:00pm - 12:00am 14 206
4,685 BrE 3554 290




Western New York - February 2019

Peak Weekday - 7:00am - 6:00pm - 19 days Non-Peak Weakday - 6:01pm - 6:59am - 19 days

Interval Total Calls AVG Handle Interval Total Calls AVG Handle
7:00am - 8:00am 2,945 225 12:00am - 1:00am 209 221
8:00am - 9:00am 3,762 246 1:00am - 2:00am 186 201
9:00am - 10:00am 5,109 315 2:00am -3:00am 94 329
10:00am - 11:00am 5,817 328 3:00am - 4:00am 89 256
11:00am - 12:00pm 6,215 321 4:00am - 5:00am 54 245
12:00pm - 1:00pm 6,565 318 5:00am - 6:00am 320 288
1:00pm - 2:00pm 6,809 364 6:00am - 7:00am 602 308
2:00pm - 3:00pm 6,912 354 6:00pm - 7:00pm 717 366
3:00pm- 4:00pm 7,422 372 7:00pm - 8:00pm 576 315
4:00pm - 5:00pm 6,844 365 8:00pm - 9:00pm 489 312
5:00pm - 6:00pm 4,708 341 9:00pm - 10:00pm 342 299
. o 10:00pm - 11:00pm 178 308
o I [l11:00pm - 12:00am 152 384

. 63108)] 323 4,008 295
Weekend - 8 days Holiday - 1 day )

interval Total Calls AVG Handle Interval Total Calls AVG Handle
12:00am - 1:00am 45 188 12:00am - 1:00am 12 186
1:00am - 2:00am 156 207 1:00am - 2:00am 13 194
2:00am -3:00am 88 211 2:00am -3:00am 11 209
3:00am - 4:00am 82 232 3:00am - 4:00am 9 181
4:00am - 5:00am 43 215 4:00am - 5:00am 8 262
5:00am - 6:00am 56 246 5:00am - 6:00am 27 247
6:00am - 7:00am 91 301 6:00am - 7:00am 32 232
7:00am - 8:00am 182 328 7:00am - 8:00am 45 211
8:00am - 9:00am 174 336 8:00am - 9:00am 31 206
9:00am - 10:00am 318 351 9:00am - 10:00am 35 299
10:00am - 11:00am 322 367 10:00am - 11:00am 59 317
11:00am - 12:00pm 333 389 11:00am - 12:00pm 67 361
12:00pm - 1:00pm 297 330 12:00pm - 1:00pm 68 344
1:00pm - 2:00pm 301 315 1:00pm - 2:00pm 72 394
2:00pm - 3:00pm 366 318 2:00pm - 3:00pm 77 322
3:00pm- 4:00pm 418 356 3:00pm- 4:00pm 63 306
4:00pm - 5:00pm 465 309 4:00pm - 5:00pm 81 315
5:00pm - 6:00pm 299 331 5:00pm - 6:00pm 72 301
6:00pm - 7:00pm 215 309 6:00pm - 7:00pm 21 237
7:00pm - 8:00pm 194 311 7:00pm - 8:00pm 25 277
8:00pm - 9:00pm 162 288 8:00pm - 9:00pm 18 256
9:00pm - 10:00pm 128 245 21 9:00pm - 10:00pm 9 288
10:00pm - 11:00pm 79 272 10:00pm - 11:00pm 7 244
11:00pm - 12:00am 71 219 21 11:00pm - 12:00am 11 215
4,885 291 873 267




Western New York - March 2019

Peak Weekday - 7:00am - 6:00pm - 21 days

Non-Peak Weakday - 6:01pm - 6:59am - 21 days

Interval Total Calls AVG Handle Interval Total Calls AVG Handle
7:00am - 8:00am 2,144 232 12:00am - 1:00am 109 199
8:00am - 9:00am 2,681 254 1:00am - 2:00am 115 201
9:00am - 10:00am 6,429 255 2:00am -3:00am 121 215

10:00am - 11:00am 7,134 322 3:00am - 4:00am 145 217
11:00am - 12:00pm 6,981 318 4:00am - 5:00am 189 188
12:00pm - 1:00pm 7,123 345 5:00am - 6:00am 403 223
1:00pm - 2:00pm 7,668 381 6:00am - 7:00am 558 246
2:00pm - 3:00pm 7,892 392 6:00pm - 7:00pm 984 361
3:00pm- 4:00pm 8,167 417 7:00pm - 8:00pm 651 345
4:00pm - 5:00pm 5,429 426 8:00pm - 9:00pm 559 301
5:00pm - 6:00pm 3,121 318 9:00pm - 10:00pm 146 299
‘ 10:00pm - 11:00pm 132 257
G 11:00pm - 12:00am 105 218

3330 a7 252

164,769

Wyeekend -k1'0 déys

Holiday - 0 days

Interval Total Calls AVG Handle Interval Total Calls AVG Handle
12:00am - 1:00am 92 199 12:00am - 1:00am 0 N/A
1:00am - 2:00am 111 256 1:00am - 2:00am 0 N/A
2:00am -3:00am 101 217 2:00am -3:00am 0 N/A
3:00am - 4:00am 97 199 3:00am - 4:00am 0 N/A
4:00am - 5:00am 89 229 4:00am - 5:00am 0 N/A
5:00am - 6:00am 113 246 5:00am - 6:00am 0 N/A
6:00am - 7:00am 167 280 6:00am - 7:00am 0 N/A
7:00am - 8:00am 252 276 7:00am - 8:00am 0 N/A
8:00am - 9:00am 286 301 8:00am - 9:00am 0 N/A
9:00am - 10:00am 299 325 9:00am - 10:00am 0 N/A
10:00am - 11:00am 354 364 10:00am - 11:00am 0 N/A
11:00am - 12:00pm 428 348 11:00am - 12:00pm 0 N/A
12:00pm - 1:00pm 515 370 12:00pm - 1:00pm 0 N/A
1:00pm - 2:00pm 406 388 1:00pm - 2:00pm 0 N/A
2:00pm - 3:00pm 354 401 2:00pm - 3:00pm 0 N/A
3:00pm- 4:00pm 482 426 3:00pm- 4:00pm 0] N/A
4:00pm - 5:00pm 609 355 4:00pm - 5:00pm 0 N/A
5:00pm - 6:00pm 454 364 5:00pm - 6:00pm 0 N/A
6:00pm - 7:00pm 213 339 6:00pm - 7:00pm 0 N/A
7:00pm - 8:00pm 261 306 7:00pm - 8:00pm 0 N/A
8:00pm - 9:00pm 244 392 8:00pm - 9:00pm 0 N/A
9:00pm - 10:00pm 201 285 9:00pm - 10:00pm 0 N/A
10:00pm - 11:00pm 101 286 10:00pm - 11:00pm 0 N/A
11:00pm - 12:00am 83 245 11:00pm - 12:00am 0 N/A
6,312 308 0 - #Div/ol




Western New York - April 2019

Peak Weekday - 7:00am - 6:00pm - 22 days Non-Peak Weakday - 6:01pm - 6:59am - 22 days

interval Total Calls AVG Handle Interval Total Calls AVG Handle
7:00am - 8:00am 2,765 254 ~ ] 12:00am - 1:00am 176 215
8:00am - 9:00am 3,541 278 1:00am - 2:00am 188 189
9:00am - 10:00am 4,988 303 2:00am -3:00am 106 246
10:00am - 11:00am 5,625 341 3:00am - 4:00am 84 262
11:00am - 12:00pm 6,118 318 4:00am - 5:00am 99 251
12:00pm - 1:00pm 6,566 326 5:00am - 6:00am 288 302
1:00pm - 2:00pm 6,458 317 6:00am - 7:00am 545 319
2:00pm - 3:00pm 6,702 366 6:00pm - 7:00pm 912 354
3:00pm- 4:00pm 7,118 342 7:00pm - 8:00pm 782 326
4:00pm - 5:00pm 6,744 323 8:00pm - 9:00pm 355 301
5:00pm - 6:00pm 5,023 198 9:00pm - 10:00pm 316 315
' ' . 10:00pm - 11:00pm 185 289
11:00pm - 12:00am 148 266
61,648 306 . 4,184 2280

B D Weekend - 8 days T B Holiday - 0 days

Interval Total Calls AVG Handle Interval Total Calls AVG Handle
12:00am - 1:00am 56 199 12:00am - 1:00am 0 N/A
1:00am - 2:00am 82 208 ' 1:00am - 2:00am 0 N/A
2:00am -3:00am 54 201 . 2:00am -3:00am 0 N/A
3:00am - 4:00am 67 245 | 3:00am -4:00am 0 N/A
4:00am - 5:00am 78 216 1 4:00am-5:00am 0 N/A
5:00am - 6:00am 89 264 o 5:00am - 6:00am 0 N/A
6:00am - 7:00am 106 218 | 6:00am - 7:00am 0 N/A
7:00am - 8:00am 174 345 . 7:00am - 8:00am 0 N/A
8:00am - 9:00am 206 362 ] 8:00am -9:00am 0 N/A
9:00am - 10:00am 321 388 ] 9:00am - 10:00am 0 N/A
10:00am - 11:00am 355 322 10:00am - 11:00am 0 N/A
11:00am - 12:00pm 316 401 1 11:00am - 12:00pm 0 N/A
12:00pm - 1:00pm 356 386 12:00pm - 1:00pm 0 N/A
1:00pm - 2:00pm 362 322 | 1:00pm - 2:00pm 0 N/A
2:00pm - 3:00pm 394 364 -1 2:00pm - 3:00pm 0 N/A
3:00pm- 4:00pm 502 345 1 3:00pm-4:00pm 0 N/A
4:00pm - 5:00pm 418 317 1 4:00pm - 5:00pm 0 N/A
5:00pm - 6:00pm 301 326 5:00pm - 6:00pm 0 N/A
6:00pm - 7:00pm 232 330 6:00pm - 7:00pm 0 N/A
7:00pm - 8:00pm 187 298 7:00pm - 8:00pm 0 N/A
8:00pm - 9:00pm 156 274 8:00pm - 9:00pm 0 N/A
9:00pm - 10:00pm 167 241 9:00pm - 10:00pm 0 N/A
10:00pm - 11:00pm 101 264 ~ ] 10:00pm - 11:00pm 0 N/A
11:00pm - 12:00am 132 201 - ] 11:00pm - 12:00am 0 N/A

5,212 293 0 ~#DIV/0!




Western New York - May 2019

Peak Weekday - 7:00am - 6:00pm - 22 days

Non-Peak Weakday - 6:01pm - 6:59am - 22 days

Interval Total Calls AVG Handle Interval Total Calls AVG Handle
7:00am - 8:00am 2,966 267 12:00am - 1:00am 198 215
8:00am - 9:00am 3,312 254 1:00am - 2:00am 162 206
9:00am - 10:00am 5,206 329 2:00am -3:00am 67 217

10:00am - 11:00am 6,057 336 3:00am - 4:00am 76 202
11:00am - 12:00pm 6,270 341 4:00am - 5:00am 91 245
12:00pm - 1:00pm 6,206 321 5:00am - 6:00am 288 316
1:00pm - 2:00pm 6,201 381 6:00am - 7:00am 480 336
2:00pm - 3:00pm 6,685 366 6:00pm - 7:00pm 783 389
3:00pm- 4:00pm 7,482 380 7:00pm - 8:00pm 631 366
4:00pm - 5:00pm 6,675 332 8:00pm - 9:00pm 382 328
5:00pm - 6:00pm 4,395 354 9:00pm - 10:00pm 315 301
G i ’ 10:00pm - 11:00pm 156 299
e s 11:00pm - 12:00am 122 289
. e14s51 ¢ 833 | 37511 285

Weekend - 8 days Holiday - 1 day

Interval Total Calls AVG Handle Interval Total Calils AVG Handle
12:00am - 1:00am 67 188 12:00am - 1:00am 15 199
1:00am - 2:00am 101 207 1:00am - 2:00am 8 184

2:00am -3:00am 117 211 2:00am -3:00am 4 180
3:00am - 4:00am 32 232 3:00am - 4;00am 15 212
4:00am - 5:00am 62 215 4:00am - 5:00am 6 214
5:00am - 6:00am 51 246 5:00am - 6:00am 32 256
6:00am - 7:00am 119 301 6:00am - 7:00am 46 234
7:00am - 8:00am 176 328 7:00am - 8:00am 56 262
8:00am - 9:00am 181 336 8:00am - 9:00am 48 288
9:00am - 10:00am 301 351 9:00am - 10:00am 52 251
10:00am - 11:00am 314 367 10:00am - 11:00am 57 321
11:00am - 12:00pm 326 389 11:00am - 12:00pm 62 377
12:00pm - 1:00pm 307 330 12:00pm - 1:00pm 51 356
1:00pm - 2:00pm 319 315 1:00pm - 2:00pm 67 388
2:00pm - 3:00pm 332 318 2:00pm - 3:00pm 72 392
3:00pm- 4:00pm 426 356 3:00pm- 4:00pm 59 307
4:00pm - 5:00pm 409 309 4:00pm - 5:00pm 76 318
5:00pm - 6:00pm 182 331 5:00pm - 6:00pm 61 291
6:00pm - 7:00pm 177 309 6:00pm - 7:00pm 21 245
7:00pm - 8:00pm 167 311 7:00pm - 8:00pm 19 216
8:00pm - 9:00pm 143 288 8:00pm - 9:00pm 11 261
9:00pm - 10:00pm 81 245 9:00pm - 10:00pm 13 214
10:00pm - 11:00pm 98 272 10:00pm - 11:00pm 10 232
11:00pm - 12:00am 109 219 11:00pm - 12:00am 9 201
45971 . 291 - 870 267




Western New York - June 2019

Peak Weekday - 7:00am - 6:00pm - 20 days

Non-Peak Weakday - 6:01pm - 6:59am - 20 days

Interval Total Calls AVG Handle Interval Total Calls AVG Handle
7:00am - 8:00am 2,762 215 12:00am - 1:00am 174 185
8:00am - 9:00am 3,418 252 1:00am - 2;:00am 145 199
9:00am - 10:00am 4,899 308 2:00am -3:00am 101 214

10:00am - 11:00am 5,501 341 3:00am - 4:00am 66 202
11:00am - 12:00pm 6,182 366 4:00am - 5:00am 78 188
12:00pm - 1:00pm 6,064 324 5:00am - 6:00am 298 262
1:00pm - 2:00pm 6,402 371 6:00am - 7:00am 401 299
2:00pm - 3:00pm 6,539 382 6:00pm - 7:00pm 780 401
3:00pm- 4:00pm 7,145 389 7:00pm - 8:00pm 699 331
4:00pm - 5:00pm 6,531 361 8:00pm - 9:00pm 340 305
5:00pm - 6:00pm 4,421 354 9:00pm - 10:00pm 287 301
] 10:00pm - 11:00pm 201 287
, 11:00pm - 12:00am 198 245
B oo 3,768 263
Weekend - 10 days . Holiday - 0 days D

Interval Total Calls AVG Handle Interval Total Calls AVG Handle
12:00am - 1:00am 176 216 12:00am - 1:00am 0 N/A
1:00am - 2:00am 116 206 1:00am - 2:00am 0 N/A

2:00am -3:00am 91 245 2:00am -3:00am 0 N/A
3:00am - 4:00am 102 219 3:00am - 4:00am 0 N/A
4:00am - 5:00am 115 209 4:00am - 5:00am 0 N/A
5:00am - 6:00am 86 188 5:00am - 6:00am 0 N/A
6:00am - 7:00am 132 301 6:00am - 7:00am 0 N/A
7:00am - 8:00am 184 313 7:00am - 8:00am 0 N/A
8:00am - 9:00am 199 306 8:00am - 9:00am 0 N/A
9:00am - 10:00am 321 331 9:00am - 10:00am 0 N/A
10:00am - 11:00am 346 312 10:00am - 11:00am 0 N/A
11:00am - 12:00pm 421 308 11:00am - 12:00pm 0 N/A
12:00pm - 1:00pm 483 314 12:00pm - 1:00pm 0 N/A
1:00pm - 2:00pm 376 346 1:00pm - 2:00pm 0 N/A
2:00pm - 3:00pm 354 308 2:00pm - 3:00pm 0 N/A
3:00pm- 4:00pm 428 334 3:00pm- 4:00pm 0 N/A
4:00pm - 5:00pm 511 312 4:00pm - 5:00pm 0 N/A
5:00pm - 6:00pm 401 325 5:00pm - 6:00pm 0 N/A
6:00pm - 7:00pm 389 301 6:00pm - 7:00pm 0 N/A
7:00pm - 8:00pm 215 277 7:00pm - 8:00pm 0 N/A
8:00pm - 9:00pm 202 264 8:00pm - 9:00pm 0 N/A
9:00pm - 10:00pm 144 240 9:00pm - 10:00pm 0 N/A
10:00pm - 11:00pm 156 252 10:00pm - 11:00pm 0 N/A
11:00pm - 12:00am 192 218 11:00pm - 12:00am 0 N/A
6,140 277 0 #DIV/0!
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