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There's no end to better.

BELRON achieves 95%+ agent
schedule adherence.
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Background

BELRON CANADA’ Inc. is a division of
BELRON’, the world’s largest vehicle glass
repair and replacement company. BELRON
CANADA is a leading provider of glass for
auto, residential and commercial glass and
is Canada’s foremost distributor of auto
glass, developer and manufacturer of
electronic automotive products.

Through its unique nationwide network of
suppliers, distributors and manufacturers,
BELRON has built a solid foundation across
the country by providing its customers a
very wide selection of auto residential and
commercial glass, products and related
services that meet the most stringent
industry criteria for reliability, efficiency
and productivity.

The BELRON team has pledged not just to
meet, but even to anticipate customer
needs by keeping a constant watch on
market trends. They have built strategic
alliances with suppliers for quality, top
grade products and services, and a
reputation for their ability to remain
abreast of the latest technology. BELRON
CANADA strives to offer its customers
unrivalled service at a very competitive
price. BELRON's leadership in technology,
communications and repairs sets it apart in
the industry.

The Challenge

BELRON has had difficulty controlling
agent schedule adherence. A process has
always been in place, but without the
appropriate tools to support it, it was
extremely difficult to enforce.
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Every minute of agent non-adherence
would bring the contact center further
away from an optimal scenario. Increased
call volumes would have cascading
effects—calls would accumulate in the
queues and customers would grow angered
and impatient while waiting on hold.

Julio Bustamante, BELRON CANADA’s
Contact Center Forecaster and Planner
Director, spent 30-35 hours every week
manually collecting information from their
Symposium ACD in order to produce an
agent schedule adherence report.

It was a very time consuming task--so time
consuming in fact, that it was impossible to
include every agent in the weekly report.
At best, the report only provided a snapshot
of selected agent schedules and was unable
to provide information for all agents in
the contact center.

Bring into account any agents who were
late for their shift or an unexpected surge of
call volumes during a shift, and it was
nearly impossible to obtain accurate agent
schedule adherence information, which
further deepened the issue of monitoring
and enforcing schedule adherence for
all agents.




The Calabrio Solution

In order to more efficiently manage their
contact center, BELRON decided they
needed something to better manage agent
schedules, supporting their existing
schedule adherence policies and call
volume fluctuations. Calabrio Workforce
Management (WFM) is an industry-leading
software solution for multi-site staff
forecasting and scheduling. One of the
unique and most distinctive elements of
Calabrio is its underlying philosophy
to produce schedules in a single step.
Calabrio can:

> Be connected to an unlimited number
of phone systems, Automatic Call
Distributors (ACDs) and Computer
Telephony Integration systems (CTIs)
simultaneously

> Manage an unlimited number of sites
from one or many locations

> Manage offices spread out in different
time zones

> Operate in English, French, Spanish
and Portuguese

The Results

BELRON installed the Calabrio Web
Real-time Adherence module which allows
for a supervisor or manager to retrieve each
agent’s status from the existing Symposium
ACD on a continuous basis. Additionally,
supervisors can now view agent status by
each individual agent, by team or view all

agents in the contact center. Since
installing Calabrio Workforce Management
software in early 2001, BELRON quickly
achieved call volume forecasting results of

99.5% (or +/-5 calls over 1,000).

BELRON Canada’s
Contact Center Forecaster and Planner
Director, and his
supervisors can now verify if every agent is
following his or her schedule down to the
second. BELRON can also review past

Julio Bustamante,

contact center

adherence for any agent or team daily or by
week, month or year. Today at BELRON,
more than 75% of the agents have 95% or
better schedule adherence.

Calabrio also contributed to large time
savings for BELRON in terms of schedule
production, schedule distribution and daily
schedule management. Julio Bustamante
has saved 30-35 hours per week in
management time and stress that has now
been redirected towards medium and
long-term planning. His contact center
supervisors have instant and complete
access to their team’s adherence, which
allows them to take corrective measures as
needed. BELRON has also started offering
bonuses to agents surpassing the
adherence objective which is a strong
positive motivator.

For Julio Bustamante and BELRON, it’s now
obvious that the optimal schedules offered
by Calabrio can now be strictly followed by
their contact center agents and allows for a
near perfect match between customer
needs and contact center staffing levels.
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About BELRON Canada® Inc.

> Headquarters: Montreal,
Quebec, Canada
> Employees: 1,800+
> Locations:
- 390 stores in all ten
Canadian provinces
- 42 distribution center
warehouses
- 145 agents
> ACD: Symposium

he Gains

More than 75% of agents have a
schedule adherence of 95% or better.

Over 35 hours of manual schedule
creation has been saved each week—
the equivalent of one full-time staff
person.
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