MITEL

Contact Center Scheduling

Intelligent Scheduling for Effective Workforce Management

Contact centers require an affordable solution for effective workforce management.
Contact Center Scheduling enables managers to always schedule the right number of
skilled employees to handle the anticipated call volume. When employees are efficiently
scheduled for shifts, they do not sit idle when the call volume is low and are not

overburdened during busy periods.

Intelligent Scheduling

Schedules are tailored to the availability and
capabilities of each employee. After employee
information, suchas availability, overtime eligibility,
and rate of pay isentered, Contact Center Scheduling
quickly generatesintelligent work schedules.
Supervisors can load historical data and modify
performance variables, such as the average talk time
and wrap up time, to forecast scheduling needs.
Contact Center Scheduling enables supervisors to
always schedule the optimal number of employees to
serve customers.

Contact Center Scheduling enables supervisors to
minimize the time spent working on schedules. They
are spared the labor intensive tasks of manually
building schedules and finding suitable replacements
when employees are absent. Contact Center
Scheduling does this for them. With Contact Center
Scheduling, supervisors have more time to coach
employees, customers receive superior service, and
the contact center profits as a result.

The Scheduling Adherence option within Contact
Center Scheduling enables supervisors to verify that
employees are performing their on- and off-phone
duties as scheduled. At a glance, they can see the
duration and percent of time individual employees
are out of adherence, and can generate adherence

reports and provide feedback.
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Figure 1: Contact Center Scheduling Interface

Return on Investment

Since staffing represents the largest single expense for a
business, optimizing the employee-to-call ratio is key to
efficient operations. To this end, workforce optimization
solutions have been adopted en masse. Studies suggest
they are used in upwards of 90 percent of contact
centers. The advantage of Mitel Contact Center
Scheduling is that it integrates with Mitel Contact Center
Management to free your supervisors from the time-
consuming task of creating schedules, enabling them to
perform mission critical functions such as monitoring,
coaching and mentoring agents.
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According to McKinsey et al. in the article " Getting more
from Contact Centers”*, supervisors should ideally be
spending 70% of their time coaching employees.

The success of this approach was researched by
McKinsey in a study of bank call centers. Their research
clearly reflected a positive relationship between agent
performance and supervisor coaching. Enable your
supervisors to concentrate on the things that matter

and ensure that your contact center has a state-of-the
art integrated workforce optimization solution.

* 0

McKinsey on Banking” , The McKinsey Quarterly, May 2006



Features
Mitel Contact Center Scheduling combines with Mitel
Contact Center Management reporting and real-time
capabilities to enable supervisors to:
¢ Generate schedules for employees to meet forecasted
activity levels on an hourly, daily, weekly and
monthly basis
e Use the Schedule Builder wizard to schedule
employees by assigning tasks to employees based
on their skills
e Schedule within budget by viewing the cost per
shift data
¢ Manage time off with sophisticated leave planning
that takes into account accrued leave time
e Store employee skills, hire dates, payroll rates,
addresses and emergency information using
employee profiles
e Re-use existing schedules and make large scale
changes to shifts with ease
e Verify in real time if employees are adhering to
their scheduled shifts and tasks

Benefits

Mitel Contact Center Scheduling can provide contact
centers with the tools to:

Reduce costs and payroll expenses by scheduling

the right number of employees

Make sure employees with the necessary skills

are available at the right times

Reduce the administrative time required for
scheduling employees

Increase employee morale and reduce turnover

by offering flexible and consistent schedules

Avoid scheduling conflicts with employee availability
and overtime eligibility filters

Reduce the time supervisors spend performing
administrative tasks

Enable supervisors to verify, in real time, if employees
are adhering to their scheduled shifts, and take
immediate action to ensure quality service
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