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Intra-day Monitoring and
Real-time Adherence
Real-time Adherence
Real-time adherence provides real-time monitoring of agent status, as well as schedule
adherence and compliance, based on real-time ACD information. Each team leader or
supervisor is presented with a listing of their agents, the agent status (waiting, busy,
on-call, etc.) and a simple green or red dot which represents if the scheduled activity is
being adhered to or not.

Based on the status returned by the ACD, Calabrio Workforce Management determines
adherence to the established schedule. Two productivity indicators are derived:

> Schedule adherence (start-stop gaps) – the percentage between minutes scheduled
and gap between scheduled beginning and ending of each activity.

> Schedule conformity (minutes worked) – the percentage of total minutes worked
versus total minutes scheduled.

Armed with this information, supervisors can manage the behavior of their teams
appropriately. Of course, 100% adherence is unreasonable to expect, but 90-98%
adherence is certainly reachable with the right tools, with great benefits on productivity
and service levels.

Intra-day Management
Real-time intra-day monitoring instantly provides information on your Key Performance
Indicators (KPIs). Detailed KPI reports, dashboards and graphs within Calabrio
Workforce Management make intra-day adjustments much easier.
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Intra-day Monitoring and
Real-time Adherence

You forecast, you schedule, you
adjust for the unplanned…and then
reality happens. Nothing is 100%
predicable, especially in the contact
center business, so an effective
workforce management solution
must allow clear visibility into
real-time adherence and
performance. Calabrio Workforce
Management provides graphical and
tabular reports and dashboards that
make adherence, and performance
monitoring and intra-day
adjustments that much easier.

Non-adherence to their schedules by
the agents can have a dramatic and
cumulative impact on service levels
throughout the day. Calabrio’s
real-time adherence report provides
a clear view of agent adherence and
conformance, and intra-day
management reports display other
gaps in key performance areas so
supervisors can manage to higher
service and productivity levels.

Generic Generic Agent Cisco Cisco Agent
Abbreviations States Abbreviations States

BU Busy NR Not Ready

WT Waiting RE Ready

IC In Call TK Talking

OH On Hold OH On Hold

NR Not Ready WK Working (After Call)

LO Logged Out LO Logged Out

The Real-time Adherence report within Calabrio Workforce Management presents the states
shown above. Examples shown are in a Cisco environment. Actual states vary for different
ACD manufacturers.



These are just some of the measurements and indicators available to track:

> 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 After Call
Work, Total Call Handling Time, Total Hours in Service, Total Time Busy, Total Time
on Hold, Total Time of Absences

Each of these indicators is viewable per agent, per team of
agents, per service or per skill, and either per day, per week,
per month or per year, from any date to any date as long as
you have data accumulated.

Calabrio constantly recalculates forecasts and schedules and,
with two clicks, tells supervisors how many agent gaps are
occurring for each time interval and each queue across all
selected KPIs. Supervisors can instantly view gaps in desired
objectives and manage them as they occur.

Advanced custom reports allow managers and
administrators to pick and choose data to create custom
reports. All reports can be printed, exported, or output to PDF
or HTML for flexible viewing and distribution.

With Calabrio Workforce Management visibility to
performance for intra-day adjustments has never been easier.

Figure 2. Real-time adherence shows supervisors how closely agents are
sticking to their planned work schedule.
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Figure 1. Supervisors review progress against Key Performance Indicators
(KPIs) in 15 minute intervals.


