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Call volume has stabilized over the past few months. It is expected to fall slightly 
during the holiday season, which will allow more opportunities for training. 
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By scheduling part time agents during busy periods, ITI has decreased the average hold 
time. 
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The rate of call abandonment has also been positively impacted by scheduling part-
time agents during busy periods.  In general, call abandonment is seen as a negative 
outcome, but in some cases it occurs because the hold message provides callers with 
all necessary information. With this in mind, 311 tailors its hold messages to seasonal 
issues that prompt high numbers of calls during certain parts of the year. 
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