
A.  AVAILABILITY PERANGKAT 

1. PABX  ( Line Digital, Line E 1 dan  Login Agent ) 

 
 

2. Voice Recording ( Line Voice   Recording dan Rekaman ) 

 
 

 

 

3. PC Agent / Komputer 

 



4. Headset atau Telset Agent 

   

 

B.  Connectivity 

IT Support response time & IT Support troubleshoot time 

 

 

C.  KPI Call Center 

1. Service Call Ratio (SCR)  & Abodoned Rate 

 

 



2. Average Handling Time (AHT) 

 

3. Quality Assurance Score 

 



4. Reporting Delivery Timeline 
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