












TOTAL DE LIGAÇÕES RECEBIDAS 156.768
TOTAL DE LIGAÇÕES ATENDIDAS 146.773
TOTAL DE ABANDONO 8.262
TOTAL DE DESISTÊNCIA 1.733
% NÍVEL DE SERVIÇO 90/10 89,09%
% NÍVEL DE SERVIÇO 80/20 73,66%
% ABANDONO 5,27%
% DESISTÊNCIA 1,11%
% ATENDIDAS 93,62%
TEMPO MÉDIO DE ESPERA 00:00:34
TEMPO MÉDIO DE ATENDIMENTO 00:03:32

RESUMO

RELÁTORIOS

DIARIO

HORA
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Total

atendidas %
Qtde. 

total
desistentes

abandonodas 

Real
% TME Máx espera

Qtd 

chamadas 

20-6

Total 

Atendidas 

90%/10

Qtd 

chamadas 7-

19

Total 

Atendidas 

80%/20

90%/10 80%/20

01/mar 1.221 1.208 98,94% 13 4 9 0,74% 00:03:01 00:00:04 00:04:33 103 83 1.105 1.060 80,58% 95,93%

02/mar 6.889 6.777 98,37% 112 51 61 0,89% 00:03:33 00:00:09 00:02:36 243 232 6.534 5.494 95,47% 84,08%

03/mar 6.976 6.898 98,88% 78 37 41 0,59% 00:03:33 00:00:06 00:03:49 235 228 6.663 5.841 97,02% 87,66%

04/mar 6.621 6.479 97,86% 142 55 87 1,31% 00:03:30 00:00:15 00:04:06 294 274 6.185 4.546 93,20% 73,50%

05/mar 6.880 6.721 97,69% 159 58 101 1,47% 00:03:30 00:00:15 00:03:50 260 252 6.461 5.109 96,92% 79,07%

06/mar 6.852 6.697 97,74% 155 64 91 1,33% 00:03:30 00:00:14 00:02:44 246 240 6.451 4.926 97,56% 76,36%

07/mar 2.704 2.662 98,45% 42 16 26 0,96% 00:03:21 00:00:09 00:03:36 109 96 2.553 2.260 88,07% 88,52%

08/mar 1.038 1.018 98,07% 20 5 15 1,45% 00:03:10 00:00:06 00:04:08 104 87 914 860 83,65% 94,09%

09/mar 7.096 6.899 97,22% 197 66 131 1,85% 00:03:20 00:00:18 00:02:49 253 224 6.646 4.838 88,54% 72,80%

10/mar 7.053 6.935 98,33% 118 53 65 0,92% 00:03:29 00:00:13 00:02:58 315 237 6.620 5.145 75,24% 77,72%

11/mar 6.517 6.372 97,78% 145 45 100 1,53% 00:03:30 00:00:13 00:06:43 327 213 6.045 5.198 65,14% 85,99%

12/mar 6.051 6.006 99,26% 45 25 20 0,33% 00:03:28 00:00:05 00:03:06 266 230 5.740 5.374 86,47% 93,62%

13/mar 4.791 4.777 99,71% 14 7 7 0,15% 00:03:27 00:00:00 00:00:48 176 176 4.601 4.508 100,00% 97,98%

14/mar 2.716 2.706 99,63% 10 7 3 0,11% 00:03:05 00:00:02 00:06:29 123 110 2.583 2.481 89,43% 96,05%

15/mar 1.326 1.286 96,98% 40 12 28 2,11% 00:02:58 00:00:13 00:04:24 109 101 1.177 999 92,66% 84,88%

16/mar 6.452 6.364 98,64% 88 49 39 0,60% 00:03:19 00:00:10 00:03:05 281 264 6.083 5.024 93,95% 82,59%

17/mar 7.492 7.163 95,61% 329 84 245 3,27% 00:03:19 00:00:29 00:03:59 350 308 6.813 4.380 88,00% 64,29%

18/mar 7.722 7.377 95,53% 345 114 231 2,99% 00:03:28 00:00:30 00:02:47 287 251 7.090 3.773 87,46% 53,22%

19/mar 3.751 3.445 91,84% 306 47 259 6,90% 00:03:08 00:00:48 00:08:23 172 92 3.273 2.182 53,49% 66,67%

20/mar 6.540 6.426 98,26% 114 48 66 1,01% 00:03:21 00:00:12 00:02:27 189 186 6.237 5.095 98,41% 81,69%

21/mar 3.275 2.938 89,71% 337 68 269 8,21% 00:03:25 00:00:57 00:06:58 89 83 2.849 1.552 93,26% 54,48%

22/mar 1.635 1.522 93,09% 113 28 85 5,20% 00:02:58 00:00:48 00:06:21 138 100 1.384 855 72,46% 61,78%

23/mar 10.499 5.054 48,14% 5.445 360 5.085 48,43% 00:03:44 00:03:56 00:14:12 263 254 4.791 565 96,58% 11,79%

24/mar 6.186 5.106 82,54% 1.080 154 926 14,97% 00:03:39 00:01:39 00:06:32 153 149 4.953 1.624 97,39% 32,79%

25/mar 3.947 3.899 98,78% 48 27 21 0,53% 00:03:36 00:00:07 00:05:23 168 161 3.731 3.228 95,83% 86,52%

26/mar 4.694 4.551 96,95% 143 59 84 1,85% 00:03:55 00:00:24 00:03:20 150 143 4.401 2.499 95,33% 56,78%

27/mar 4.723 4.706 99,64% 17 10 7 0,15% 00:04:02 00:00:01 00:02:13 169 167 4.537 4.421 98,82% 97,44%

28/mar 2.492 2.449 98,27% 43 16 27 1,10% 00:03:23 00:00:12 00:03:45 105 98 2.344 1.880 93,33% 80,20%

29/mar 1.016 1.001 98,5% 15 2 13 1,30% 00:03:05 00:00:04 00:06:31 78 63 923 903 80,77% 97,83%

30/mar 5.961 5.771 96,81% 190 100 90 1,56% 00:04:19 00:00:26 00:03:45 188 183 5.583 2.782 97,34% 49,83%

31/mar 5.652 5.560 98,4% 92 62 30 0,54% 00:04:25 00:00:10 00:03:12 224 209 5.336 4.162 93,30% 78,00%

TOTAL: 156.768 146.773 93,6% 9.995 1.733 8.262 5,27% 00:03:32 00:00:34 00:14:12 6.167 5.494 140.606 103.564 89,09% 73,66%

1,11%

Nível de Serviço

TMA

CHAMADAS

Março

 Atendidas Abandonadas Tempo Espera

Recebidas

VOLTAR



Total

atendidas % Qtde. total desistentes
abandonodas 

Real
% TME Máx espera

Qtd 

chamadas 

20-6

Total Atendidas 

90%/10

Qtd 

chamadas 7-

19

Total Atendidas 

80%/20
90%/10 80%/20

01/mar 1.221 1.208 98,94% 13 4 9 0,74% 00:03:01 00:00:04 00:04:33 103 83 1.105 1.060 80,58% 95,93%

02/mar 6.889 6.777 98,37% 112 51 61 0,89% 00:03:33 00:00:09 00:02:36 243 232 6.534 5.494 95,47% 84,08%

03/mar 6.976 6.898 98,88% 78 37 41 0,59% 00:03:33 00:00:06 00:03:49 235 228 6.663 5.841 97,02% 87,66%

04/mar 6.621 6.479 97,86% 142 55 87 1,31% 00:03:30 00:00:15 00:04:06 294 274 6.185 4.546 93,20% 73,50%

05/mar 6.880 6.721 97,69% 159 58 101 1,47% 00:03:30 00:00:15 00:03:50 260 252 6.461 5.109 96,92% 79,07%

06/mar 6.852 6.697 97,74% 155 64 91 1,33% 00:03:30 00:00:14 00:02:44 246 240 6.451 4.926 97,56% 76,36%

07/mar 2.704 2.662 98,45% 42 16 26 0,96% 00:03:21 00:00:09 00:03:36 109 96 2.553 2.260 88,07% 88,52%

08/mar 1.038 1.018 98,07% 20 5 15 1,45% 00:03:10 00:00:06 00:04:08 104 87 914 860 83,65% 94,09%

09/mar 7.096 6.899 97,22% 197 66 131 1,85% 00:03:20 00:00:18 00:02:49 253 224 6.646 4.838 88,54% 72,80%

10/mar 7.053 6.935 98,33% 118 53 65 0,92% 00:03:29 00:00:13 00:02:58 315 237 6.620 5.145 75,24% 77,72%

11/mar 6.517 6.372 97,78% 145 45 100 1,53% 00:03:30 00:00:13 00:06:43 327 213 6.045 5.198 65,14% 85,99%

12/mar 6.051 6.006 99,26% 45 25 20 0,33% 00:03:28 00:00:05 00:03:06 266 230 5.740 5.374 86,47% 93,62%

13/mar 4.791 4.777 99,71% 14 7 7 0,15% 00:03:27 00:00:00 00:00:48 176 176 4.601 4.508 100,00% 97,98%

14/mar 2.716 2.706 99,63% 10 7 3 0,11% 00:03:05 00:00:02 00:06:29 123 110 2.583 2.481 89,43% 96,05%

15/mar 1.326 1.286 96,98% 40 12 28 2,11% 00:02:58 00:00:13 00:04:24 109 101 1.177 999 92,66% 84,88%

16/mar 6.452 6.364 98,64% 88 49 39 0,60% 00:03:19 00:00:10 00:03:05 281 264 6.083 5.024 93,95% 82,59%

17/mar 7.492 7.163 95,61% 329 84 245 3,27% 00:03:19 00:00:29 00:03:59 350 308 6.813 4.380 88,00% 64,29%

88.675 86.968 98,1% 1.707 638 1.069 1,21% 00:03:25 00:00:12 00:06:43 3.794 3.355 83.174 68.043 88,43% 81,81%

Total

atendidas % Qtde. total desistentes
abandonodas 

Real
% TME Máx espera

Qtd 

chamadas 

20-6

Total Atendidas 

90%/10

Qtd 

chamadas 7-

19

Total Atendidas 

80%/20
90%/10 80%/20

18/mar 7.722 7.377 95,53% 345 114 231 2,99% 00:03:28 00:00:30 00:02:47 287 251 7.090 3.773 87,46% 53,22%

19/mar 3.751 3.445 91,84% 306 47 259 6,90% 00:03:08 00:00:48 00:08:23 172 92 3.273 2.182 53,49% 66,67%

20/mar 6.540 6.426 98,26% 114 48 66 1,01% 00:03:21 00:00:12 00:02:27 189 186 6.237 5.095 98,41% 81,69%

21/mar 3.275 2.938 89,71% 337 68 269 8,21% 00:03:25 00:00:57 00:06:58 89 83 2.849 1.552 93,26% 54,48%

22/mar 1.635 1.522 93,09% 113 28 85 5,20% 00:02:58 00:00:48 00:06:21 138 100 1.384 855 72,46% 61,78%

23/mar 10.499 5.054 48,14% 5.445 360 5.085 48,43% 00:03:44 00:03:56 00:14:12 263 254 4.791 565 96,58% 11,79%

24/mar 6.186 5.106 82,54% 1.080 154 926 14,97% 00:03:39 00:01:39 00:06:32 153 149 4.953 1.624 97,39% 32,79%

25/mar 3.947 3.899 98,78% 48 27 21 0,53% 00:03:36 00:00:07 00:05:23 168 161 3.731 3.228 95,83% 86,52%

26/mar 4.694 4.551 96,95% 143 59 84 1,85% 00:03:55 00:00:24 00:03:20 150 143 4.401 2.499 95,33% 56,78%

27/mar 4.723 4.706 99,64% 17 10 7 0,15% 00:04:02 00:00:01 00:02:13 169 167 4.537 4.421 98,82% 97,44%

28/mar 2.492 2.449 98,27% 43 16 27 1,10% 00:03:23 00:00:12 00:03:45 105 98 2.344 1.880 93,33% 80,20%

29/mar 1.016 1.001 98,5% 15 2 13 1,30% 00:03:05 00:00:04 00:06:31 78 63 923 903 80,77% 97,83%

30/mar 5.961 5.771 96,81% 190 100 90 1,56% 00:04:19 00:00:26 00:03:45 188 183 5.583 2.782 97,34% 49,83%

31/mar 5.652 5.560 98,4% 92 62 30 0,54% 00:04:25 00:00:10 00:03:12 224 209 5.336 4.162 93,30% 78,00%

TOTAL: 68.093 59.805 87,8% 8.288 1.095 7.193 10,56% 00:03:42 00:01:02 00:14:12 2.373 2.139 57.432 35.521 90,14% 61,85%

TMA

Tempo Espera Nível de Serviço

CHAMADAS

Março Recebidas

 Atendidas Abandonadas

Nível de Serviço

TMA

CHAMADAS

Março

 Atendidas Abandonadas Tempo Espera

Recebidas

Volumetria separada de 01 a 17/03, 



ENTRANTE ATENDIDAS % QTD DESISTENTE QTD REAL % QTD %

0 155 152 98,06% 3 1 2 1,29% 00:03:24 00:00:07 147 96,71%

1 72 71 98,61% 1 1 0 0,00% 00:03:21 00:00:09 64 90,14%

2 50 50 100,00% 0 0 0 0,00% 00:03:19 00:00:06 45 90,00%

3 44 43 97,73% 1 1 0 0,00% 00:02:40 00:00:08 39 90,70%

4 80 75 93,75% 5 1 4 5,00% 00:02:40 00:00:14 63 84,00%

5 172 171 99,42% 1 1 0 0,00% 00:02:42 00:00:02 164 95,91%

6 1138 1134 99,65% 4 1 3 0,26% 00:02:43 00:00:04 1066 94,00%

7 4760 4633 97,33% 127 39 88 1,85% 00:03:07 00:00:13 4067 87,78%

8 14006 13239 94,52% 767 93 674 4,81% 00:03:24 00:00:24 11657 88,05%

9 17945 16599 92,50% 1346 193 1153 6,43% 00:02:43 00:00:37 12748 76,80%

10 18639 16674 89,46% 1965 298 1667 8,94% 00:03:38 00:00:55 10670 63,99%

11 17278 15444 89,39% 1834 277 1557 9,01% 00:03:37 00:00:58 9614 62,25%

12 13702 12488 91,14% 1214 188 1026 7,49% 00:03:33 00:00:48 8257 66,12%

13 12361 11901 96,28% 460 100 360 2,91% 00:03:34 00:00:21 9609 80,74%

14 12294 11713 95,27% 581 129 452 3,68% 00:03:38 00:00:26 8904 76,02%

15 12038 11452 95,13% 586 142 444 3,69% 00:03:39 00:00:34 7376 64,41%

16 11420 10608 92,89% 812 189 623 5,46% 00:03:40 00:00:44 5892 55,54%

17 7624 7583 99,46% 41 14 27 0,35% 00:03:31 00:00:04 7179 94,67%

18 4798 4753 99,06% 45 13 32 0,67% 00:03:30 00:00:06 4433 93,27%

19 3578 3519 98,35% 59 31 28 0,78% 00:03:36 00:00:07 3158 89,74%

20 2269 2203 97,09% 66 11 55 2,42% 00:03:34 00:00:15 1925 87,38%

21 1321 1282 97,05% 39 9 30 2,27% 00:03:29 00:00:14 1135 88,53%

22 694 661 95,24% 33 0 33 4,76% 00:03:37 00:00:24 545 82,45%

23 330 325 98,48% 5 1 4 1,21% 00:03:21 00:00:07 301 92,62%

156768 146773 9995 1733 8262 5,27%

NIVEL DE SERVIÇO
HORÁRIO

CHAMADAS ABANDONO
TMA TME

data2
01/03/... 02/03/...
03/03/... 04/03/...
05/03/... 06/03/...
07/03/... 08/03/...
09/03/... 10/03/...
11/03/... 12/03/...
13/03/... 14/03/...
15/03/... 16/03/...
17/03/... 18/03/...
19/03/... 20/03/...
21/03/... 22/03/...
23/03/... 24/03/...
25/03/... 26/03/...
27/03/... 28/03/...
29/03/... 30/03/...
31/03/...

Filtro Dia

VOLTAR

























































Volumetria Unificada – Ano de referência: 2020
CHAMADAS Total

DATA

Entrantes  Atendidas Abandonadas Atendimento Tempo Espera Nível de Serviço

Qtde. Qtde. % Qtde. desistentes Qtde real % TMA Médio 90%/10 80%/20

jan/20 152.678 149.253 97,8% 3.425 940 2.485 1,6% 00:04:03 00:00:14 00:17:04 4.450 121.677 75% 85%
fev/20 132.979 131.525 98,9% 1.454 538 916 0,7% 00:03:27 00:00:07 00:10:55 4.958 113.532 84% 90%
mar/20 156.768 146.773 93,6% 9.995 1.733 8.262 5,3% 00:03:32 00:00:34 00:14:12 5.494 103.564 89% 74%
abr/20 193.904 175.046 90,3% 18.858 2.797 16.061 8,3% 00:04:07 00:01:20 00:19:14 3.673 81.533 59% 48%
mai/20 222.022 185.628 83,6% 36.394 4.645 31.749 14,3% 00:04:04 00:02:13 00:25:14 3.889 83.149 60% 46%
jun/20 252.981 215.923 85,4% 37.058 5.796 31.262 12,4% 00:04:13 00:01:56 00:21:44 3.651 80.182 51% 38%
jul/20 278.582 244.582 87,8% 34.000 7.330 26.670 9,6% 00:04:34 00:01:47 00:19:48 5.864 73.795 63% 31%
ago/20 278.085 251.535 90,5% 26.550 8.679 17.871 6,4% 00:04:04 00:01:07 05:09:37 7.746 116.471 74% 48%
set/20 250.411 245.643 98,1% 4.768 2.192 2.576 1,0% 00:03:36 00:00:12 00:26:29 8.651 203.299 92% 86%
out/20 304.724 274.094 89,9% 30.214 6.899 23.315 7,7% 00:03:34 00:00:24 00:17:16 12.548 257.954 61% 40%
nov/20 327.644 304.311 92,9% 22.112 5.851 16.261 5,0% 00:05:07 00:00:46 00:16:36 13.457 290.854 75% 65%
dez/20 331.784 328.979 99,2% 2.805 1.703 1.102 0,3% 00:03:08 00:00:04 00:25:48 14.099 314.879 87% 94%

Máx 
espera

Total 
Chamadas 
atendidas9

0%

Total 
Chamadas 
atendidas8

0%


