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LA County requesting the following data elements to be available for CCB real-time reporting: Caller
Number, Time Entered Queue, CCB EWT, # of pending CCB, Callback Attempts, and Last Attempt

Result separated by queue.
Issue

Currently, the data available for eGain CCB real-time reports are vague and limited. LA County
needs more detailed data elements such as Caller Number, Time Entered Queue, CCB EWT, # of
pending CCB, Callback Attempts, and Last Attempt Result separated by queue.

LA County requesting the following data elements to be available for CCB real-time reporting: Caller
Number, Time Entered Queue, CCB EWT, # of pending CCB, Callback Attempts, and Last Attempt

Result separated by queue.

Enhancement is necessary to meet business needs.
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