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There’s no end to better.

Agent View Overview

Agents tend to be better motivated
and productive when they have
access to information about their job
and their performance. Calabrio
Workforce Management empowers
agents to view their schedule and
monitor their performance
through their own personal
interface. In addition, it provides
automated tools to manage
vacation and shift swap 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. Information is
up to date, refreshed in real-time,
and accessible through a simple
web-based interface.
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Key Performance Indicators

(KPIs) include:

>  Calls handled, transferred,
inbound, outbound, average
calls handled per hour

>  Average talk time, average time
waiting, average after call work,
average call handling, average
time on hold, average length of
absences

> % of time in session, % time
busy, occupancy ratio

> Total time in session, total talk
time, total time waiting, total
time in after call work, total call
handling time, total hours in
service, total time busy, total
time on hold, total time of
absences
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Workforce Management
Agent View

View Schedules

Calabrio Workforce Management provides agents with their own personal interface
through which to view their schedules. The schedule view begins with an at-a-glace view
of their schedule for an entire month, including the start time, stop time and the number
of hours they will work on a given day. The agent focus is on activities they will be
involved in throughout the day. Clicking on the time provides a drill down to show a
breakdown of each of the activities the agent is scheduled to perform that day.

Agents can also drill down into specific days to see a detailed view of that day including
all breaks, lunches and other non-contact activities they are scheduled for.
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Figure 1. Agent Schedule View.

Monitor KPls

Productivity and Statistics views allow agents to track their performance statistics, such
as average handle time, in graphical or tabular formats. Agents can monitor their
performance against contact center goals through an individual productivity page, which
shows their progress against each objective. For example, they can see how their handle
time has been over a period of time and compare to other objectives, such as average talk
time, to see if they are handling calls efficiently.

Shift Trades

Calabrio Workforce Management allows agents to trade work shifts or request time off
with other agents on their team who have similar skill sets. The supervisor can approve
or deny each schedule trade request and can also perform ad hoc schedule trades based
on the needs of the contact center. Agents can check their intra-day inbox messages for
employee absences, work shift trades, and offers, and can schedule a trade between
compatible agents for the same date or two different days. Compatibility factors include
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Figure 2.View My Statistics.
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Figure 4.Vacation Request.

When considering a request, managers have the ability
to compare the schedules of both agents to make sure
there are no exceptions planned for these agents.
If exceptions or conflicts exist, they can either reschedule the
conflicting issue or deny the request. Once approved, the schedule
adjustments are automatic and a reply is sent to the agents.

Vacation Self-Service

Self-service Vacation Planning is available with the Calabrio
Workforce Management advanced bundle. 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.

An email containing the decision and the comment is automatically
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.
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