
Workforce Management
Support for In-Country Labor
Requirements
Work Shifts and Work Rotations
Labor and union restrictions on time worked – either per day or per week – is addressed
through Work Shifts. A Work Shift defines the parameters of a work day or a work week
in the following terms:

> the required number of hours per day

> the required number of days per week

> arrival and departure times allowed

> whether schedules are set in 15 or 30 minute increments

> days off allowed

Work Rotations allow contact centres to assign an agent to work different shifts over
several weeks. In this instance, contact centres would first define the Work Shifts and
then the rotation sequence, if requirements vary.

Work Shifts can be fixed to a set number of hours or variable, allowing a minimum
and maximum number of hours to be worked. There is also an option that allows the
administrator to choose how to schedule agents relative to their shifts, including the
option to optimize work shift assignments to best meet the forecast requirements
throughout the day (Figure 1).

EXAMPLES: The European Working Time Directive mandates that each member state take
all necessary actions to maintain a healthy working environment. This healthy working

environment refers to the average working time for each
seven day period. Calabrio Workforce Management allows
businesses to adhere to the European employment
legislation by not allowing overtime to exceed 48 hours.

A European-based contact centre can also ensure that
Article 3 is adhered to by specifying a minimum rest period
for consecutive workers, which provides the employee with
their regulated 11 consecutive hours of rest for a given 24
hour period.

As shown in the Work Shift Assignment screen (Figure 2),
administrators can create rotations to ensure everybody
gets their fair share of night and weekends, for example.
This might be used in cases where agents cannot exceed
a certain number of hours for a month or a year ( for part
time employees for example), allowing administrators
to schedule them up to that maximum, but without
exceeding it.
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In-Country Labor
Requirements Overview

Labor regulations can vary greatly
from country to country. Some
countries require strict adherence to
a set number of hours during a day or
over the course of a work week,
others will require equitable shifts
from agent to agent, some may be
driven by specific union regulations,
and still others may be impacted by
religious practices that require
scheduled prayer breaks or other
rituals.

Calabrio Workforce Management
provides specific configurable
options for work shifts, work rota-
tions, work conditions and project
scheduling that enable contact
centres to adapt their scheduling
practices to accommodate these
in-country requirements.

Figure 1. Work Shift Definition



Work Conditions
Work Conditions provide a template of hours worked, breaks and work activities that can
be assigned to a given Work Shift. This enables the contact centre to control the duration
of work activities and breaks for the shift. A contact centre can also use Work Conditions
to further define the number of required breaks for the agent, and whether or not they are
paid. For each Work Condition Type, the contact centre identifies the following:

> The number of paid hours (block of hours) for the Work Condition

> Whether or not this is a General Condition, meaning the work condition applies to
every work shift that has the same block of hours

> As of…, which is the earliest shift arrival time for which the contact centre wants
this work condition to apply. For example, if they want the work condition to apply
only to work shifts that begin after 06:30, they would then enter 06:30 in this field

> Applicable days of the week for this condition (i.e. a work condition with an
additional break might be applicable on the Sabbath)

> Parameters for breaks, the options for which are lunch and break. Contact centres
can schedule multiple breaks for the Work Condition. For each break, they can
define the amount of time that must elapse between the shift arrival time and the
start of the break, the valid time of day range for the break activity, and whether or
not the break is fully paid or paid in part. Contact centres can also assign a color to
the work condition which will represent that activity in the graphical schedule

> The break activities provide the flexibility to assign breaks to agents to comply with
union or in-country labor regulations, or religions practices, such as prayer times

EXAMPLE: Contact centres within the United Kingdom, which exist within the European
Working Time regulatory environment, require different work conditions for employees under
the age of 18. Calabrio Workforce Management seamlessly configures work conditions, which
allow a 20-minute rest period every six hours and differing rules to permit 30 minute breaks
for persons under the age of 18. This change allows for protection of employment rights of all
employee groups.
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Figure 2. Administrators can create rotations to ensure everybody gets their fair share
of night and weekends, scheduling them up to the maximum, but without exceeding it.



Project and Exception Scheduling
Calabrio Workforce Management also provides the capability
to schedule specific Projects as well as define Exceptions to
schedules. These tools can also be used to tailor agent
schedules for compliance to labor and union regulations and
other special needs.

Exceptions allow contact centres to schedule a start date and
end date of a special work circumstance or time off, whether or
not the exception covers the entire day or a portion of the day,
and whether or not the agent is paid for the period of the
exception. The user has complete flexibility to define and
name the number of exceptions and to customize or localize
them to company or unique laws, work rules and/or union
regulations, etc.

Examples of exceptions relative to in-country labor
regulations might be:

> An agent is entitled to special training for a month

> An agent is entitled to paid leave for a religious holiday
for a week

> An agent is not able to work on Saturdays during a
particular season

Projects allow contact centres to define special work activities that the agent will
cover during their scheduled work time. The contact centre defines the start and
end date for the project, the priority relative to other work activities, whether or
not the agent is paid for the project, etc.

Examples of projects relative to in-country labor regulations might be:

> Extended prayer time

> Preferred work activities for high performing agents

> Special projects for employees with work-related injuries

EXAMPLE: Contact centres exist in a variety of environments with a range of religious
beliefs. Calabrio Workforce Management allows the incorporation of religious
practices into a scheduled working environment, therefore allowing the business to
meet its service level goals and still accommodate the religious practices of
each employee.

Figure 3. Work Condition Detail

Figure 4. Defining Exceptions
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Figure 5. Defining Projects
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By providing the flexibility to adjust work schedules for specific employee requirements
within established and optimized work schedules, Calabrio Workforce Management
enables contact centres in virtually any country to easily adapt their scheduling practices
to accommodate employee needs relative to labor, union and religious requirements.


