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Advanced Bundle Overview

Calabrio Workforce Management

packages more features standard
Workforce

Management product — providing a

than any  other

tremendous amount of value in the
Basic Bundle alone. Two additional
features are
Advanced Bundle to meet the

available in an

requirements of some contact
centers that are looking for more
extended features in the area of

vacation and long-term planning,.

Calabrio Workforce Management
provides automated tools to manage
Vacation Requests by the agents
and their approval by the manager,
helping managers control requests
without short-staffing the center,
and giving agents more control over

their work schedule.

Strategic Planning provides the
ability to make long-term workforce
decisions based on business goals

and the outlook of the organization.

- /

Workforce Management
Advanced Bundle

Vacation Self-Service

Calabrios Vacation Planning helps managers determine which agents’ vacation bid
should be approved based on the number of requests, allocated time, and forecasts. At any
given time, an agent can bid on up to three vacation times, including the type and dates
requested. Agents rank their vacation options in order of the agent’s preference.

The bid is sent to the supervisor to approve or deny the request. To approve a vacation
request, the supervisor chooses the agent’s vacation option that best meets schedule
requirements and agent preference.
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L on || Vacation Supervisor Approval - Oneal Katelyn
Emvironment Request Type Vacation Request -
Doy Agent Oneal Katelyn
= Skill Group Mappings Products
Poulintne Status Validated/Waiting for Approval
Schaduies Descnption Submitted on 2008-09-29 1210 by Katelyn Onesl
Intraday Comment
% S i G e
What-fs Days off 0.0 0.0 00 00
i Floating Holidays 15 0 00 00 160
i Personal days 40 0 00 00 400
= = Vacation 800 00 00 80.0
Viication Plaiming © Vacation - 11-30-2009: 12012009 12.02-2009. 12-03-2009. 12.04-2009: 12-11-2009: 12-10-2009: 12-09-2009: 12-08-2009. 12-07-2009
Vacation Haurs & t: |
Vacation Approval | o

Choice 1 Chaice 2 Choice 3
Mon Hov 30 00.00.00 CST 2009 7.9
Tue Dec 01 00:00.00 CST 2009 79
Wed Dec 02 00.00°00 CST 2009 7.9
Thy Dec 03100 00 00 CST 2009 79

Fri Dec 04 00:00:00 CST 2009 7.8
\ FriDec 11 00:0000 CST 2009 7.9
ThuDec 10000000 CST2000 79

Figure 1.Vacation-Supervisor Approval

An email containing the decision and the comment will automatically be sent to the
agent’s inbox, which can include a brief statement from the supervisor
regarding their decision. Agent hours are compiled within Calabrio Workforce
Management when the manager updates the schedule.

The Vacation Module helps ensure that you won’t be short-staffed due to vacation
grants. Keep the contact center running smoothly, while your agents have their requests
fulfilled fairly and rapidly.

Strategic Planning

The Strategic Planning Module uses historical data to produce a forecast of the required
resources for a given period - usually 6 to 24 months. Inputs can be adjusted based on
historical trends and configured adjustments applied by contact center management,
such as planned call volume increases or labor reductions, sales growth initiatives or
special programs, etc. What-if scenarios can be used to project forecasts and distributions
based on various conditions.
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This module enables contact center managers to estimate the gaps between future
agent needs and existing staff. Staffing numbers are normalized into full time
equivalents (FTEs) to eliminate variations in counts based upon length of work shift, such
as the mix of full and part time employees. Time is also normalized using ISO months and
weeks to adjust for variations in the days between different years. Parameters include:

> Contact volume adjustments to reflect business changes
> FTE requirements to meet the adjusted/forecasted contact volume
>  Otbher offline activities

> Allowances for vacation, which are fully integrated within the module

Preferences Help Abouwt Logout

Strategic Forecast Request

Emaronment Relaunch Existing Strategic Forecast [#]
5 Sales without overnight C
B ‘Skill Group Type 3
el !E‘.dls — ™|
R ‘Select a Skill Grou .
What-ifs 4——Combined Support '
‘Special Functions ‘
i
Strategic Planning | Forecast Dates
[_Swategic Forecast || sianpate  g1.1.2000
::;f;::: Month interval (12w
Strategic Plan List mm
S!'_‘e qnﬁ?‘m“ Start Date: |p2-24-2008
RNl End Date. |03-30-2008
Additional Parameters - —
Handling Times Based on: @ Skill Group's Historical
© Skill Group's Standard
Adjustment Factor 10
Execute Request Date |09-11-2008 00 00 /

Figure 2. Strategic Forecast Request.

This strategic forecast assists managers with their long-term workforce planning and
decision making and allows the contact center the foresight to make man power
adjustments strategically. Once the plan is produced, it can be distributed to a strategic
forecast by month and by week.
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