
100% Browser-based Workforce
Management
Agent Role
Through the browser-based interface, agents can:

> Access their own schedules or group schedules on a daily, weekly and monthly basis
– past, present and future

> View current activity

> Publish requests to trade shifts

> Make vacation bids and view approval status

> Track personal productivity statistics – an effective tool for self-motivation

All information is up-to-date, refreshed in real-time and universally accessible through
a simple web browser.

Schedulers Role
Forecasting and scheduling can be done from any location:

> Forecast specific call patterns and agent/skill needs

> Schedule the right number of agents based on required skills, at the right time

> Schedule email, fax and outbound activities

> Track forecasts as the day evolves to see if there is a risk of understaffing or
overstaffing based on contact activity levels

> Review and respond to vacation requests

> Perform strategic planning and “what if ” scenarios to plan for the future
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Browser-based Solution
Overview

Calabrio Workforce Management
provides 100% browser-based access
to all product features, enabling the
contact center to be managed
from anywhere.

Contact center agents can view
schedules, request vacations, and
trade shifts - at work, at home or at
any contact center virtual location.
They can monitor their own produc-
tivity indicators on a daily basis to
keep their performance on track.

Schedulers can generate forecasts
and schedules. Supervisors and
Managers can view contact center
Key Performance Indicators (KPIs)
for intra-day management. They can
track actual customer service levels
and call volumes and make real-time
adjustments in order to optimize
staffing while improving
customer satisfaction.

IT managers will benefit from a
completely browser-based user
interface, because they don’t have to
deal with deployment and support
issues on each individual user’s
PC. All set up, administration and
maintenance is isolated to the
central servers.

Based on password-protected
permissions, agents, schedulers,
supervisors and managers have
access only to those features and
functions that are necessary and
appropriate for their role. Some
personnel may have multiple roles.
For example, a supervisor may also
create forecasts and schedules, or a
supervisor might also handle calls.
Permissions can be set up so
individuals can access multiple-roles
and functionalities.

Figure 1. Agent Schedule – Daily View.



> Create schedules for any location in a multi-site or virtual contact center

Schedulers are not restricted by geography, but can perform their job tasks from any
location for any location within your organization.

Supervisor or Manager Role
Supervisors and Managers can stay on top of their contact center’s health and
performance:

> Access dashboards at an agent, team and contact center level

> Monitor key performance indicators (KPIs) for intra-day management

> View occupancy ratios, average speed of answer and average talk time figures for
each assigned team

> Track schedule adherence and compliance based on real-time ACD information

> Compare today’s dates with the past to investigate trends or unusual events

As today’s contact centers become more virtual with multi-site centers, remote workers,
and virtual or work at home agents, Calabrio Workforce Management, with 100%
browser-based access to all features, is the right choice for scheduling and
management.

Figure 2. Scheduler View skill
group requirements.

Figure 3. Supervisor View within Cisco Supervisor Desktop.
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