
REPORTING & ANALYTICS
THOMAS EAPEN

Contents
1 Shrinkage Report Improvements 31.1 Summary . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 31.2 Features . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 31.2.1 Previous Feature set . . . . . . . . . . . . . . . . . . . . . 31.2.2 New Feature Set . . . . . . . . . . . . . . . . . . . . . . . . 41.3 Evolution . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 41.3.1 Multi channel Productivity Calculator . . . . . . . . . . . . 51.4 Collaboration . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 61.5 Award . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 71.6 Screenshot . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 7
2 Intra-day Service Status Report Improvements 92.1 Summary . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 92.2 Features . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 10
3 Shrinkage Forecast Report 123.1 Summary . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 123.2 Features . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 12
4 Shrinkage Summary Reports 134.1 Summary . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 134.2 Features . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 134.3 Weekly Shrinkage Forecast Summary . . . . . . . . . . . . . . . . 14
5 Shrinkage Presentation 155.1 Summary . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 155.2 Features . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 155.3 Credits . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 15
6 Multi-channel Stats Calculator 166.1 Summary . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 166.2 Evolution . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 16

REPORTING & ANALYTICS — Page 1 of 20



7 Automated Absence-Late check 187.1 Summary . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 187.2 Features . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 187.3 Evolution . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 18

List of Tables
1 Multi channel Agent state . . . . . . . . . . . . . . . . . . . . . . . 5

List of Figures
1 Algorithm → Multi channel productivity calculator . . . . . . . . . 62 May 2017 Support Hall of Fame Winner . . . . . . . . . . . . . . . 73 Screenshot of Shrinkage data . . . . . . . . . . . . . . . . . . . . 84 ISSR → Summary . . . . . . . . . . . . . . . . . . . . . . . . . . . 105 ISSR → Shrinkage . . . . . . . . . . . . . . . . . . . . . . . . . . . 106 ISSR → Schedule Metrics . . . . . . . . . . . . . . . . . . . . . . . 117 ISSR → Screenshot . . . . . . . . . . . . . . . . . . . . . . . . . . 118 Shrinkage Forecast → Screenshot . . . . . . . . . . . . . . . . . . 129 Shrinkage Summary → Daily & Weekly view . . . . . . . . . . . . 1310 Shrinkage Summary → Monthly & Annual view . . . . . . . . . . . 1411 Shrinkage Presentation . . . . . . . . . . . . . . . . . . . . . . . . 1512 Multi-channel Stats Calculator . . . . . . . . . . . . . . . . . . . . 1713 Automated Absence-Late checker → Screenshot . . . . . . . . . 1914 Automated Absence-Late checker → Audit . . . . . . . . . . . . . 20

REPORTING & ANALYTICS — Page 2 of 20



1 Shrinkage Report Improvements

1.1 Summary
Building on the feature set of the Shrinkage Report described in [1] and feedbackfrom the stakeholders of the report resulted in an updated set of requirements:

• Shrinkage Categories to be in line with Capacity Planning & Budgeting
• Removing Lunch from Shrinkage calculations
• Incorporating Unproductive Hours to get a more accurate view of shrink-age data
• Incorporating Occupancy metrics into the Shrinkage report to get a betterview on scheduling efficiency

In addition to these requirements, I had to collaborate with a member of theReporting Team whose responsibility it was to apply these same metrics onan Agent level. It was critical that the algorithms and calculations used wereuniform at the group level that I was reporting on and the individual level thatmy colleague was reporting on.
1.2 Features
1.2.1 Previous Feature set

• Calculation of Shrinkage Hours and therefore Actual Scheduled Hours ata 30 minute resolution
• Shrinkage calculations that take into effect the sub groupings of our callcentre staff and hencematched to our channel, site, language and skillingmodels.
• Ability to leverage static group information administered by Workforcerather than the Dynamic activity based capability information maintainedby Genesys. This allowed us to compensate for potential errors in theactivities generated by Genesys.
• Timeframes that ranged frommidnight tomidnight and accurate handlingof timeframes that cross day boundaries. (e.g. overnight staff)
• Granular shrinkage buckets and a grouping of shrinkage types allow us todrill down from higher level groupings when needed.
• A snapshot feature where we generate actual shrinkage and scheduledhours at the start of the day and are able to compare that snapshot toupdated shrinkage and scheduled hours throughout the day.
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• A “Settings” featurewherewe are able to add/remove/modify grouping in-formation and shrinkage bucket information through mapping tables andnot through code.
• Easy to usewith the ability to correct user errors with relatively little effort.
• Ability to consolidate Shrinkage into daily, weekly, monthly, annual reportsat an overall and sub grouping level with comparisons of forecast/actualshrinkage.
• High performance where large datasets can be processed in relativelyshort periods of time

1.2.2 New Feature Set

In addition to the features above, these are the new features below:
• Shrinkage categories updated to be in line with Capacity Planning & Bud-geting
• Lunch time frames removed from shrinkage calculations to keep in linewith Industry Standards
• Ability to calculate the actual productive time that an Agent gave the com-pany versus the productive time that the schedule indicates. This allowsus to be able to account for discrepancies where Agent schedules’ are notin sync with the actual events of the day
• The ability to calculate Sign-in percentageswith the newly available actualvs scheduled productive time
• Pulling in Agent state data from the Genesys database also allowed usto generate occupancy metrics that we could use to determine scheduleefficiency
• The new Unproductivity shrinkage category which allows us to calculateFTE gain/loss to the company
• Bugfixes, accuracy improvements resulting fromcollaborationwith amem-ber of the Reporting Team

1.3 Evolution
The evolution of the Shrinkage Report started with the usual algorithm that Ifollow for all my projects. Larger issues are broken down into smaller issuesand they are further broken down into even smaller issues. When I am tacklingsmall issues, it tends to be easy and the solutions form the blocks for the biggerproblems.
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Many of the core algorithms were developed and outlined in [1]. The fine-tuningof many of the algorithms was necessary because I was drawing in data frommultiple sources and some of these sources had large volumes of data to parsethrough. Many iterations and combinations of sorting/filtering through datahad to be tested to create an acceptably performing solution.
1.3.1 Multi channel Productivity Calculator

One algorithm that I want to highlight here is the solution for calculating produc-tive time with multi channel Agents, i.e. Agents that work on multiple channelsof client interaction at any one time.

Agent Channel Start Time End TimeAgent 1 Email 15:00 15:10Agent 1 Social Media 14:55 15:15Table 1: Multi channel Agent state

In this situation [Table 1], if we add the time frames on each of the rows above,we over estimate the productive time of the agent as they overlap. The algo-rithm [Figure 1] instead does the following:
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Sort Rows by Start Time
Start on Row 1

Maintain an "End-Time pointer"to Row 1’s End Time

Add duration to Sum
Move to next Row

If Current Row End Time
<= End-Time Pointer If Current Row End Time

> End-Time Pointer

Do not add durationto Sum

Add difference ofCurrent Row End Time &End-Time Pointerto Sum

Make Current Row End Timethe new End-Time Pointer
Figure 1: Algorithm → Multi channel productivity calculator

Themulti-channel productivity calculator is also used in theMulti-channel StatsCalculator Report [Section 6]
1.4 Collaboration
One of the more enjoyable aspects of this project was collaborating with mycolleague James Arseneault from the Reporting Team. We approached thesame problem sometimes in very different ways and this helped us fix bugsthat cropped up quite easily. We were able to start at the output that was some-times not in sync and reverse our course back to see where the divergence washappening. We were both commended on the cross functional nature of ourcollaboration.
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1.5 Award
I was recognized for the work I did on Shrinkage and it’s integration with ourIntra-day Service Status Report (ISSR) [Section 2] on May 2017 as a winner ofthe Support Hall of Fame. I have attached a snippet of the article in our monthlyTangerine Service & Sales publication [Figure 2].

Figure 2: May 2017 Support Hall of Fame Winner
1.6 Screenshot
The screenshot below [Figure 3] shows the generated shrinkage at the overall,site and department level include the various sub-categories. In addition, wesee productive time and sign-in% calculations done at the same levels.
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Figure 3: Screenshot of Shrinkage data
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2 Intra-day Service Status Report Improvements

2.1 Summary
The purpose of the Intra-day Service Status Report (ISSR) is to give a high leveloverview to the executive team about the health of the call centre.The health ofthe call centre is defined in the Summary & Features section of [2]. The purposeof the re-design is to:

1. Incorporate the new Schedule Metrics being reported on in the updatedShrinkage Report [Section 1]
2. Incorporate shrinkage forecast metrics from the newly created ShrinkageForecast Report [Section 3]
3. Increase clarity in sections of the report based on feedback from the Ex-ecutive Team y
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2.2 Features
In addition to the Features set outlined in the Features section of [2], these arethe new features below:

Figure 4: ISSR → Summary

Coverage Hours are nowa more accurate reflec-tion of the number ofhours expected to bein the call centre tak-ing into account the ex-pected shrinkage for theday.
In addition in [Figure 4],we compare Forecastedvs Actual values on mul-tiple metrics includingCall Volume, AverageHan-dle Time, RequiredHours& Absenteeism.

KPI targets and Actual values should reflect the story that the othermetrics por-tray.

Figure 5: ISSR → Shrinkage

In [Figure 5] we havethe new shrinkage cate-gories in line with our ca-pacity plan representedin the ISSR.
Shrinkage Plan is takenfrom the Shrinkage Fore-cast Report and the To-tal% plan is used to cal-culate Coverage Hours.
The Delta between Planand Actual Shrinkage isrepresented in FTE to in-dicate a net gain/loss inFTE due to actual eventsof the day.
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Figure 6: ISSR → Schedule Metrics

The new schedule Met-rics integrated from theupdated Shrinkage Re-port are displayed in-dicating Target to Ac-tual Sign in percentagesand the translation ofthe delta into Produc-tivity Gain/Loss FTE formeaningful comparisons.
The primary purpose of the ISSR is to tell a story, to view a flow of events thathappened as the day progressed. [Figure 7] is a screenshot of an example ISSR

Figure 7: ISSR → Screenshot
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3 Shrinkage Forecast Report

3.1 Summary
The purpose of the shrinkage Forecast Report is to look at historical shrinkageand calculate a forecast. This replaced the practice of using a shrinkage snap-shot where we compared shrinkage calculated at the start of the day versus theshrinkage calculated at the end of the day.
3.2 Features

• Forecasted shrinkage is an average of actual shrinkags on days similar tothe interested day. For example: the shrinkage forecast on Wednesday,Aug 9 will be a combination of up to the last 7 Wednesdays.
• We can ignore days from being used for the Forecast in some cases suchas stat holidays
• There is the capability to adjust the forecast in such cases where the his-torical averages are not in sync with the values expected in the budget orcapacity plan

[Figure 8] shows an example of how the Shrinkage Forecast for Wednesday,Aug 9 is using historical data from prior 4 Wednesdays and the red coloredfont indicates the manual adjustments made to the forecast to be in sync withbudget or capacity planning rules.

Figure 8: Shrinkage Forecast → Screenshot
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4 Shrinkage Summary Reports

4.1 Summary
The Shrinkage Report described in [Section 1] allows us to view Shrinkage in-formation down to a 30 minute resolution for the entire centre and 30 sub-groups based on Department, Language, Site and Level. The Shrinkage Sum-mary sheets provide a higher level view where we can view the data for allgroups at a daily, weekly, monthly and annual level. This report is primarily usedby the Capacity Planning and Budgeting Teams for long term planning.
4.2 Features

• Provides a high level overviewof Shrinkage data at the daily, weekly, monthlyand annual level
• Easy procedures to update data weekly with the summaries of the weekbefore
• Provides schedulemetric data such as sign-in and occupancy summariesin addition to shrinkage summaries
• Can be easily auditedwith source data for percentages shown at the daily,weekly, monthly and annual level

Please find screen shots below showing the daily & weekly view [Figure 9] andmonthly and annual view [Figure 10]

Figure 9: Shrinkage Summary → Daily & Weekly view
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Figure 10: Shrinkage Summary → Monthly & Annual view
4.3 Weekly Shrinkage Forecast Summary
Shrinkage Forecasts are also aggregated at a weekly level to use for compari-son in the Shrinkage Presentation [Section 5].
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5 Shrinkage Presentation

5.1 Summary
The Shrinkage Presentation is the central weekly view presented to the execu-tive team on how events of the week affect Shrinkage data.
5.2 Features

• Comparison of Weekly Shrinkage Forecast vs Weekly Snapshot vs ActualWeekly Shrinkage
• Visual color cues on whether we met or did not meet Shrinkage Targets
• Visual view of Sign-in data for the week

The screenshot below shows an example weekly Shrinkage Presentation [Fig-ure 11]

Figure 11: Shrinkage Presentation
5.3 Credits
Credits to my colleagues below on help with the visual design of the report:

• Kim Taylor
• Sheri Momenghalibaf
• Dheeraj Malik
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6 Multi-channel Stats Calculator

6.1 Summary
This report was completed for use by the Reporting Team to calculate schedulemetrics such as Sign-in and Occupied Time for multi-skilled Agents such as thee-Services & IF Teams. Having open channels of communication, the Report-ing Team were aware that I had built the multi-channel productivity calculator[Subsection 1.3.1].
Since we like to follow the DRY principle (Do not repeat yourself), the ReportingTeam asked if I could build the Stats Calculator for them and I was more thanhappy to oblige.
6.2 Evolution
The first iteration of the report allowed source data for 1 day to be input withthe Report calculating the required output.
Based on feedback from the first iteration, it was decided that source data hadto be run for multiple days at a time with the input calculator compiling the datafrom all days input.
Building on the first iteration, a second version of the report was developed tohandle source data from multiple days which was accepted by the ReportingTeam for daily use.
This lifecycle model of:

• Release early
• Release often
• Repeat based on customer feedback

is my usual sequence when developing projects for internal or external clients.[Figure 12] shows sample output of the Multi-channel stats calculator
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Figure 12: Multi-channel Stats Calculator
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7 Automated Absence-Late check

7.1 Summary
In December 2015, The Tangerine call centre began the “My Evolution” (MEVO)phase and moved from the Aspect WFM platform to the Genesys WFM plat-form. At this point in time, a lot of the reporting frameworks that were used bythe IDA andWorkforce teams became invalid due to the incompatibilities in theraw data structures and workflow processes of the two systems.
With the changeover, the Intra-day Teambegan tomanually check Absenteeism& Lates 3 – 4 times a day by ticking off names on a printed out report matchedagainst a Login/Logout report generated by Genesys.
Since this solution does not scale and it was unnecessarily creating a lot ofmanual work for the Team, I began work on the Automated Absence-Late Re-port.
7.2 Features

• The report pulls in data from multiple sources and maps them throughintermediate datasets
• It is designed to be used by multiple members where Agents that havebeen checked will be marked as such so there is no overlap of work bymembers of the IDA Team
• The report has the ability to check against potential Lates & Absences
• Reduces the time taken from 1.5 – 2 hours down to 10 – 15 minutes
• The ability to audit the absence & late checks by the IDA Team to locatediscrepancies if any.

7.3 Evolution
One of the challenges in automating the report was that schedule data wasmaintained in a separate system (GWFM) while Login/Logout data reportingwas maintained in the Interactive Insight reporting Tool. In addition, there wasno key that we could relate the two data sets on so we had to pull in a third dataset maintained by a separate team that we could use tomap the data in the twoprimary data sets
The first iteration of the tool was given to the IDA Team to test and they wereable to see an immediate savings in time and effort over the then current man-ual method.
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The feedback did not stop there though. A few of the team members were ableto deep dive into the report and were even able to uncover a couple of bugs.I made sure that their bug hunting skills were recognized and in this way, theybecame as invested in the success of this report as I was. I find it important tokeep an open mind and not make too many assumptions of the capabilities ofanyone. I find in this way, people can approach me with a lot of flexibility andthere is mutual benefit. [Figure 13] shows an example of the automated checkoutput and [Figure 14] shows a sample audit screen.

Figure 13: Automated Absence-Late checker → Screenshot
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Figure 14: Automated Absence-Late checker → Audit
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