I B — I N
11 11 |
I B — I D .
I B I — I N
I B N — I N .
I BB — I N
I E=e 1]
1B 1] |

AGENT TYPE <> ACTIVITY MAPPING <> SKILLING

I N — B

L Jl _&a 1 1|

I N — I B
I N — I
I N — I

I N —

I N —

I N — .

I — I

I — I

Page 1 of 16

WORKFORCE OPTIMIZATION



AGENT TYPE <> ACTIVITY MAPPING <+ SKILLING -  WORKFORCE OPTIMIZATION

Camun>

Figure 1

Activity Mapping
Figure Reference

1_I
(1
1L

Table 1

Cam-- - —— C_TI> C_TI>

LT I TT |

Figure 3
Figure 2 Figure 4

All call types are assigned except CT_Escalations

Activity Mapping
Figure Reference

H

Table 2

Page 2 of 16



[——

Camun>

Figure 5

Figure 10

| ———

AGENT TYPE <> ACTIVITY MAPPING <> SKILLING

Comn>

[mEmm] (=]

Figure 6

Activity Mapping
Figure Reference

B
(1
(1|

Table 3

{ .|

WORKFORCE OPTIMIZATION

(- -« .|

L_LI IR T |

Figure 8

]

(EmEmm] — [E=E]

Figure 11

Page 3 of 16

- o
[ C I 1

Figure 9

I I
[ LI

Figure 12



AGENT TYPE <> ACTIVITY MAPPING <+ SKILLING -  WORKFORCE OPTIMIZATION

oD <« —— -
Figure 13
Cammun> [———]

Figure 16

I I I O N A
]
Activity Mapping
Figure Reference
'
(1
[ |
1N
(- -------- >~ - - ST IR T ]

[ |

Figure 14

(-]
Figure 17
I I I O N A
]
Activity Mapping
Figure Reference
'

[ |
(1|
(1

Table 5

Page 4 of 16

Figure 15



AGENT TYPE <> ACTIVITY MAPPING <+ SKILLING -  WORKFORCE OPTIMIZATION

C) C
- (——-] ] [———
[ [———
Figure 18 Figure 19 Figure 20
(- [ | [ [ | [ [————]
[ — Commun> (- (- - [———] LI [———]
—— (] -] % -] CI
Figure 21 Figure 22 Figure 23

1R TT

EIE'IE'
C T I T

Figure 24 Figure 25 Figure 26

Page 5 of 16



AGENT TYPE <> ACTIVITY MAPPING <+ SKILLING -  WORKFORCE OPTIMIZATION

Figure 27 Figure 29
L] [ —]
(-] C_ I (-] C_IL]
Figure 30 Figure 31 Figure 32
4 4] J I J 1 B
I
ActiviyMapping | Il THH THH HH T B I I I I B B N B |
FigueReference |l [l I H H BH EH BH B B BH BH =B =B =
| | | | | | | | | | | | | | I
(1 HE B B B B B BE B B BE | | | | |
[ | i N 1 N i B H B | | | | | |
[ | i B N | | i N | | | | | | |
1n HE B B B B B BE B B BE [ | || || || ||
Table 6

Page 6 of 16



Figure 39

AGENT TYPE <> ACTIVITY MAPPING <> SKILLING

WORKFORCE OPTIMIZATION

Figure 34

Figure 37

Figure 40

Page 7 of 16

Figure 35

] —

N
N

Comm>
ﬁ' (-
Figure 38

[(emm—] [

< b

——] (=]

Figure 41



AGENT TYPE <> ACTIVITY MAPPING <+ SKILLING -  WORKFORCE OPTIMIZATION

]
ot Chie m
(-] (-] ] (-] ]

Figure 42 Figure 43 Figure 44
[———] [ [———]
Figure 45 Figure 47

AtivityMapping | Il THI THE HE T B B B B B B B
FgueReference |l | I I H H H BH B BH BH B BEH B B
B | | | | | | | | | | | | | | I
(1 | H B B B B B B B B B [ | [ | [ | [ | [ |
I [ | | 1 N | 1 N | 1 N | [ | | [ | |
[ H B B | | | | | 1 B [ | | | | |
1l HE B B B B B B B B B [ | [ | [ | [ | [ |
Table 7

Page 8 of 16



AGENT TYPE <> ACTIVITY MAPPING <+ SKILLING -  WORKFORCE OPTIMIZATION

Figure 48 Figure 49 Figure 50

i
i

(-] (=]

LI ]

Figure 51 Figure 52 Figure 53

Page 9 of 16



AGENT TYPE <> ACTIVITY MAPPING <> SKILLING

Figure 54

Figure 55

Figure 57

[ ]

[

Figure 58

Page 10 of 16

WORKFORCE OPTIMIZATION

(-] (=]

[

Figure 56

Figure 59



AGENT TYPE <> ACTIVITY MAPPING <+ SKILLING -  WORKFORCE OPTIMIZATION

Iﬁl [ [
— — —
IEI—> -------- LI I—-I—>:mT|EI IEI—* --------
[ (-] [ (-] 1 (-
LI LI LI
Figure 60 Figure 61 Figure 62

FyESTES BB B BB B BB B B B BE B B B ®m 8§
FigureReference |l | 1 I 1 H H B B BH B BEH B B B
N I & 1, & 0 0 & 0 0 & 1§ § 7T
1 [ | [ | [ ] [ ] [ ] [ | [ | [ ] [ ] [ | [ | [ ] [ ] [ ] [ ]
[ ] [ | | | [ ] | | [ | | | [ | | [ ] | [ ] |
[ ] [ | [ | [ ] | | | | | | [ | [ | | | | |
1 [ | [ | [ ] [ ] [ ] [ | [ | [ ] [ ] [ | [ | [ ] [ ] [ ] [ ]
1l [ | [ | [ ] [ ] [ ] [ | [ | [ ] [ ] [ | [ | [ ] [ ] [ ] [ ]
Table 8
I I I
\\ /, \\ 4 /, \\ 4
D] [ D - (-G
’/ “ \\ ’/ 0 \\ ,/
’ ~ ’ 1 \\ //
1
(-] | [ C T N T (-] (]
:
1
1T (-] (-]
Figure 63 Figure 64 Figure 65

Page 11 of 16



AGENT TYPE <> ACTIVITY MAPPING <> SKILLING

i

’
N

Figure 66

Figure 67

Figure 69

Figure 70

WORKFORCE OPTIMIZATION

Page 12 of 16

Figure 68

Figure 71



AGENT TYPE <> ACTIVITY MAPPING <+ SKILLING -  WORKFORCE OPTIMIZATION

T (] (]
R (] ([ ——— D — <
CI] CI] CI]

Figure 72 Figure 73 Figure 74
C (] (]
— > D - ] I—-I—>®<—|EI -
(——] CI ] I (] I
CI] CI] CI]
Figure 75 Figure 76 Figure 77

ActivityMapping [N HIH THE T B B B B B B b b e
FigureReference | [l I | I H EH EH EH BEH BH BH BE B =H B
' | | | | | | | | | | | | | | I
(1 | [ | [ | [ | [ | [ | [ | [ | [ | [ | [ | [ | [ | [ | [ | [ |
I [ | | | [ | | | [ | | | [ | | [ | | [ | |
[ ] [ | [ | [ | | | | | | | [ | [ | | | | |
1l | | | | | | | | | | | | | | |
1N [ | [ | [ | [ | [ | [ | [ | [ | [ | [ | [ | [ | [ | [ | [ |
Table 9

Page 13 of 16



AGENT TYPE <> ACTIVITY MAPPING <> SKILLING

Figure 78

[ ]

[emm—] [

] D +———{——

(-] | [E———]

Figure 81

Figure 82

Page 14 of 16

WORKFORCE OPTIMIZATION

Figure 80: 2

Figure 83



AGENT TYPE <> ACTIVITY MAPPING <+ SKILLING -  WORKFORCE OPTIMIZATION

[ ] [ [
[ [ [ L] [
[ <[ I—-I—>@< -------- [ (- - (]
(-] | [E———-—] [ (-] [———] (-]

Figure 84 Figure 85 Figure 86
(——] ] C ]

[——— -] [ 7 [e——] (-] ¢ [E=-]
- D[ oD — - (D]
[ [ LI [ LI
LI ] LI ] LI ]

Figure 87 Figure 88 Figure 89

Page 15 of 16



AGENT TYPE <> ACTIVITY MAPPING <+ SKILLING -  WORKFORCE OPTIMIZATION

" " "
— | (— T I ) I
- D - (- (D (-] (- D
) I ] I (] I
i i i
Figure 90 Figure 91 Figure 92
I o —
I

i
i
i
i
i

Activity Mapping
Figure Reference

E=mnn.l
(...
(...
-
[ J—
[ J—
-
[ J—
[ J—
E=nnn.l
EulaEal
(-
[ —
(-
o

sll"

Fy
=X
1)
N
o

Page 16 of 16



