
Workforce Management
Multi-Site; Multi-Time Zone;
Multi-Skill; Multi-Media
Multi-Site and Multi-Time Zone
Calabrio Workforce Management is highly scalable for thousands of agents and hundreds
of locations, enabled through a web-based interface for all features by all users.

Sometimes agents and skill groups or services are located in different time zones.
Calabrio Workforce Management allows you to generate schedules for agents and skill
groups or services residing in each of the different time zones.

If you are managing multiple sites over different time zones, you can specify the correct
time zone for each agent and skill group or service, as well as the appropriate early and
late arrival times and work shift details for the time zone. A skill group or service and
agent can be assigned to different time zones or the same time zones, allowing you to
leverage resources with similar skills across wide geographies.

Multi-Skill and Multi-Media
Calabrio Workforce Management supports multi-media scheduling for calls, fax,
outbound, email, and other activities.
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Contact centers today are not single
threaded. They often provide a wide
range of services for a wide range of
customers over a wide geography.
Calabrio Workforce Management
provides the flexibility to support
varying services and schedules.
The software provides complex
capabilities without complex
administration, so your contact
center can use it with confidence
and success.

Figure 1. Agents detail includes assignment of the appropriate time zone.



This is accomplished through skill group mapping. Agents handling various media
channels are assigned to a skill mapping for a particular type of services (i.e. phone or
email). The software allows you to create distinctions for types of service within a media
category (i.e. sales versus IT help desk emails). Schedulers create a distribution by
specifying a start and end date from your historical reference period for the media type,
creating work shifts required to manage the level of activity, and assigning that work shift
to an agent – thus creating a schedule for agents to handle that activity. The software can
even forecast and schedule agents working on different types of media contacts ( for
example, calls, email, or chat services) simultaneously.

Agents can also be assigned to special projects by calling out exceptions within the
schedule. Calabrio Workforce Management examines the coverage for every interval and
schedules a project for a time where it would have least impact on coverage during the
week. If an agent is assigned multiple projects, Calabrio Workforce Management also
looks at the priority assigned to each project and assigns the project with the highest
priority first.

Calabrio handles your diverse contact center scheduling needs with ease. What’s more,
Calabrio Workforce Management was the first product of its kind to support multi-site
and multi-media management for today’s evolving contact centers.

Figure 2. Example of skill mapping for agents. Here, agents are scheduled for both Sales
(Blue) and Support (Aqua green) via MSAQ.
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