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General Information

The CentreVvu™ Call Management System Release 3 Version 5
Forecast (585-215-825) document is written for CentreVu Call
Management System (CMS) administrators and split/skill supervisors
who are responsible for administering and reporting forecast data.

This document is organized as follows:

“Preface,” describes style conventions and lists CentreVu CMS
documents and other related documents.

[Chapter 1 ]“Introduction ,” describes the Forecast subsystem,
purpose of forecasting, types of forecasting, guidelines, start-up
tasks, and the best order for using the Forecasting subsystem and
this document.

Chapter 2 |“Forecast Administration ,” describes the start-up tasks
you must do before you can get forecast reports.

[Chapter 3 |“Call Volume/Agents Forecast Reports ,” describes
how a call volume/agent forecast predicts the number of calls a
split/skill will receive (Forecast calls carried ). Also, it
describes how many agents will be required to handle those calls
(Number of agents required ). Most forecast reports are call
volume or agent reports.

[Chapter 4,|“Requirement Forecast Reports ,” describes the Agent
Positions Required and Trunks Required reports. These two reports
can show you, given specific call handling objectives, how many
calls your call center can handle.

[Chapter 5]“Trunk Performance Report ,” describes how this report
estimates, at the busiest intervals in a specified range of historical
dates, what the usage rate and blocking percentages were for the
selected trunk group(s). This report also shows how many trunks the
trunk group(s) would have needed during the busiest intervals to
meet predetermined objectives you have set for your call center.

“How the Forecast System Generates Data ,” describes
the algorithms that CMS uses to predict agent staffing and trunk
capacity needs.
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Conventions Used in This Document

p-2 Forecast

The following conventions are used throughout this document:

Related document
callouts

Courier  font

Courier bold font

“Chapter Names”

italic

Subsystem References

Window Titles

Include the book title, in italics, and the
document number (if an Lucent Technologies
publication). For example, “See the
CentreVu™ Call Management System R3V5
Custom Reports (585-215-822) document for
more information.”

Designates a word or phrase quoted directly
from the CentreVu system. For example, see
the Report destination: field.

Also designates an INFORMIX " table name. For
example, see the csplit table.

Designates something you enter into the
system. For example, enter an X next to
Printer , Terminal , or File

Are always in quotes. For example, see
[Chapter 2, “Forecast Administration,”| for more
information.

Highlights references to file names and
directories. For example, see /cms.

Are always initial capitalized. For example,
set access permissions for CentreVu users from
the User Permissions subsystem.

Are always capitalized.

*, INFORMIX is a registered trademark of Informix Software, Inc.



Related Documents

There are many documents that can help you use the CentreVu CMS
software to its maximum capability. The most important ones are listed
below.

CentreVu CMS The following documents, relevant to CentreVu CMS, have also been

Publications published:
* CentreVvu™ Call Management System Release 3 Version 5

Administration (585-215-820)

* CentreVvu™ Call Management System Release 3 Version 5 Real-
Time and Historical Reports (585-215-821)

* CentreVvu™ Call Management System Release 3 Version 5
Custom Reports (585-215-822)

* CentreVvu™ Call Management System Release 3 Version 5
Change Description (585-215-823)

* CentreVvu™ Call Management System Release 3 Version 5
External Call History Interface (585-215-824)

* CentreVvu™ Call Management System Release 3 Version 5
Upgrades and Migration (585-215-826)

* CentreVvu™ Call Management System Release 3 Version 5
Sun® SPARCserver™ Computers Installation and Maintenance
(585-215-827)

* CentreVvu™ Call Management System Release 3 Version 5
Sun® SPARCserver™ Computers Connectivity Diagram
(585-215-828)

* CentreVvu™ Call Management System Release 3 Version 5
Documentation CD-ROM (585-215-891).
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Related Documents

Centre\VVu The following documents, relevant to CentreVu Supervisor, have also

Supervisor been published:

Publications * Lucent Technologies CentreVu™ Supervisor Version 5 User Guide
(585-215-829)

* Lucent Technologies CentreVu™ Supervisor Version 5 Installation
and Getting Started (585-215-830)

* Lucent Technologies CentreVu™ Supervisor Version 5 Report
Designer (585-215-831)

* Lucent Technologies CentreVu™ Supervisor and Report Designer
Version 5 Change Description (585-215-832).

Other Useful At times you may need to reference other documents. You need to know
Publications where the documentation that was sent with the following is kept:
* Switch

* Terminals
* Printers

* UNIX system of Solaris' system.

*UNIX is a registered trademark in the United States and other countries, licensed exclusively through X/Open
Corporation.
tSolaris is a registered trademark of Sun Microsystems.
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What Is Forecasting?

Forecasting is the method used to estimate, calculate, or predict the
staffing and capacity for specified time periods in the future. With
forecasting, you can predict the following:

* Number of calls that you could receive during a specified time period

* Number of agents that you will need to handle a specified volume of
calls (for example, you can vary the input parameters for agent
occupancy, average speed of answer, average agent service time,
and service level to predict different needs for your call center)

* Number of trunks that you will need

* Trunk performance.

For example, with forecasting you can look at your call volume for the last
four Mondays to predict your call volume for the next Monday. Then,
using your assigned objectives, you can show the number of agents and
trunks that are required during each intrahour interval next Monday.

Note | Before you begin using the Forecast subsystem or reading this

document, see the[‘Glossary”]at the end of this document for the
meaning of forecasting terms.
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Purpose of Forecast Subsystem
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Use the Forecast subsystem to do the following:

Provide you with the estimated number of agents and the number of
trunks required for each intrahour interval.

Set objectives for Automatic Call Distribution (ACD) activities
involving agents, split(s)/skill(s), and trunk/trunk groups for which
you want to get forecasting information about upcoming dates or
time periods. You do this using the Forecast Administration
windows.

Generate reports using historical data that predict call volume and
agent requirements for:

— Today (Current Day report)
— Any day up to 35 days in the future (Longterm report)

— A given profit margin plus how many calls you can expect for a
split/skill, and how many agents you will need to handle those
calls for any day up to 35 days in the future (Financial report)

— The remaining part of the current day (Intraday report)

— A special day, for example, a holiday or a special promotion
day (Special Days report).

Other reports also provide information about agent positions
required, trunks required, and trunk performance. You do this using
the Forecast Report windows.

Predict the staffing requirements of your call center in hypothetical
situations.

Increase profits by predicting when to reduce surplus labor.

Generate reports that justify increased staffing based on objectives
and predicted call volume.

Perform careful scheduling and planning to optimize productivity.

Estimate how many calls a given number of agents can handle per
intrahour interval.



Purpose of Forecast Subsystem

Estimate how many calls can be carried by a given number of trunks
per intrahour interval.

Estimate a margin for predicting the difference between call revenue
and call costs for each intrahour interval.

Gather forecast calls carried information for each intrahour interval
in Special Day reports.

Note

Forecasting is a separately purchased feature of CentreVu
CMS. If you have not purchased Forecasting, the Forecast
MainMenu option does not appear. If you wish to purchase
Forecasting, call your Lucent Technologies account
executive.
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Types of Forecasting
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The Forecast subsystem allows you to set up the desired report
prerequisites through Administration windows. After you complete the
setup procedures, you can run various forecast reports. You can either
generate reports based on historical data, or you can generate reports for
hypothetical situations.

Forecast reports fall into three basic categories:

* Call Volume/Agent (see|Chapter 3, “Call volume/Agents Forecast]|

* Requirement (see|Chapter 4, “Requirement Forecast Reports”)|

* Trunk Performance (see [Chapter 5, “Trunk Performance Report”).|




Getting Started with Forecasts

Before you start using the Forecast subsystem, you must do the
following:

1.

N o o b~ D

Read this chapter before you start.

Determine the type of forecasting you want to use.
Complete the start-up tasks for Administration.

Select the report from the menu options.

Determine which method (algorithm) you want to use.
Fill in the required report data entry fields.

Run the report.

Contro”ing You can control the types of prediction results you receive in forecasting

Forecast Results

depending on how you enter information in the windows or which method

of forecasting you select. You can usually expect to do some additional
adjustments to your initial forecasts to get the results you desire.

The following variables can control the prediction results:

Historical data that the system retrieves

Date(s) that you enter

Days (or Data Points) that you select

Trending patterns in the data the system retrieves
Trending method of forecasting that you use
Interval time that you select

Objectives that you can enter or that vary.

Using Forecast To assist you in using forecast reports, the following chapters provide you

Reports

with information for producing reports:

“Using Call Volume/Agents Forecast Reports” (see|Chapter 3
“Using Requirement Reports” (see [Chapter 4
“Using the Trunk Performance Report” (see |Chapter 5).
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Getting Started with Forecasts

Data Used for
Split/Skill
Forecasts

Data Points

1-6 Forecast

To forecast calls carried to a split/skill, CentreVu CMS uses historical
intrahour interval data. Specifically, CentreVu CMS uses the sum of ACD
and abandoned calls that the split/skill received in each interval. This sum
of ACD and abandoned calls is called the Number of calls

carried

The number of calls carried normally comes from the intrahour intervals
from 4 specific days in the past. These 4 days that supply input data are
called data points . The data points may be either 1 day apart or 1 week
apart:

* One-day-apart data points are always the 4 sequential days
immediately preceding the current day. Look at the example in
Figure 1-1. If the current day is Monday, May 5, the data points are
May 1, 2, 3, and 4.

MAY 1997 JUNE 1997
SMTWTFS|SMTWTTF S

12 3 45 6 7
(4(5)6 78 9 10| 8 9 10 1112 13 14
)17 13 1415 16 17 | 1516 17 1819 20 21
1819 20 2122 23 24 | 2223 24 2526 27 28
2526 27 2829 30 31 | 29 30

Q = today D = data points <> = forecast day

Figure 1-1:. Sample Data Points—One Day Apart

Note | One-day-apart data points should not be used if they include
days that had no activity. For example, in Figure 1-1, two of
the data points fall on Saturday and Sunday. If the call center
is normally closed on weekends, a forecast with 1-day-apart
data points would be skewed.




Getting Started with Forecasts

Split/Skill Forecast
Methods

* One-week-apart data points are days in each of the preceding 4
weeks and are the same day of the week as the forecasted day.
Look at the example in Figure 1-2. If the forecasted day is Thursday,
June 5, and today is Wednesday, May 28, the data points would be
the Thursdays on May 1, 18, 15, and 22.

MAY 1997 JUNE 1997
S MTWTF S
12 3 4<5>6 7
8 9 10 1112 13 14
1516 17 1819 20 21
22 23 24 2526 27 28
29 30

Q = today D = data points <> = forecast day

Figure 1-2: Sample Data Points—One Week Apart

For some types of split/skill forecasts, you specify at run time which type
of data points CentreVu CMS should use. For the Current Day and
Intraday forecasts, CentreVu CMS automatically uses 1-week-apart data
points.

Note | The Special Day Forecast uses data from only the last
occurrence of a special day, not from data points.

CentreVu CMS uses the data from the data points in different ways,
depending on which of the four forecast methods you select. The four
available forecast methods are as follows:

No Trending CentreVu CMS finds the average number of
calls, per interval, in the data points.
Current Trending CentreVu CMS finds the trend of the number of

calls in the data points. Thus, if the number of
calls in the most recent data points indicates
that the number of calls is going down, the
calls forecasted will be lower than they would
have been forecasted with the “no trending”
method.
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Getting Started with Forecasts
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Expected Calls

Seasonal Trending

You enter the number of calls you expect for
the forecasted day. CentreVu CMS checks the
data points to find the percentage of historical
calls that arrived in each intrahour interval.
CentreVu CMS then distributes your expected
calls among the forecast day's intervals using
those same percentages.

CentreVu CMS finds the average number of
calls per interval in the current data points.
Based on an earlier seasonal trend base date
(a seasonal trend base date is a date in the
past that you think is similar to the current day),
CentreVu CMS also finds the average number
of calls per day in a parallel set of data points
(these averages use the data weights).
CentreVu CMS then scales up or down the
average found in the current data points
according to the ratio of the seasonal trend
base date to the seasonal average. Thus, with
seasonal trending, CentreVu CMS uses data
for a seasonal set of data points to determine
the data in the current set of data points.

Look at the example in Since data
points for today, May 28, are 1 week apart,
when you select a seasonal trend base date of
1 year (52 weeks) ago, CentreVu CMS
automatically uses data points for last year
from the base date that are also 1 week apart.



Getting Started with Forecasts

MAY 1996 JUNE 1996

SMTWTF S|SMTWTF S
102 3 4 1

56 7 8/9/1011| 2 3 4<5°6 7 8

12 13 14 1516/ 17 18| 9 10 111213 14 15

1920 21 22[23| 24 25| 16 17 18 1920 21 22

26 27 @3 29 30 31 2324 252627 28 29

30

> = seasonal trend base date {__> = season day

[ ] = seasonal data points

MAY 1997 JUNE 1997
SMT W SMTWTF S
12 3 4 6 7
4 5 6 7 8 9 10 1112 13 14
1112 13 14 1516 17 1819 20 21
1819 20 21 2223 24 2526 27 28

29 30

25 26 27

Q = today D = data points Q = forecast day

Figure 1-3: Sample Data Points—Seasonal Trending

For most split/skill forecasts, you must select the forecast method(s) at
the time you run the report. However, for the Current Day and Intraday
forecasts, you assign the forecast method in the Current Day
Configuration window (see Chapter 2, “Forecast Administration—
|Current Day Configuration Administration”).| The Special Day Forecast
uses only Expected Calls and a variation of No Trending.

If you want a trend based on historical data, you must define adequate

storage. See Chapter 2, “Forecast Administration—Data Storage
|Allocation Administration.”|

Note | For a detailed explanation of these forecast methods, see[*How|
the Forecast System Generates Data’|in Chapter 6.
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Start-Up Tasks

You will need to complete the following forecast administration before
you can run a forecast report:

* Define the Data Storage Allocation

* Define Call Handling Profiles as needed for splits/skills.
* Define a Current Day Configuration for each split/skill.
* Define Costs Profiles as needed for splits/skills.

* Define Trunk Group Profiles for each trunk group.

* Run the Forecast Manager every night.

* Define Special Days as desired for each split/sKill.

See|Table 2-1,|“"Summary of Forecast Administration Start-Up Tasks,” on
[page 1]in Chapter 2, “Forecast Administration,” for a complete listing of
the tasks you must do before you can run forecast reports.
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How to Use the Forecast Subsystem

You should set up your forecast conditions in Administration windows
prior to accessing reports or creating hypothetical scenarios. This
document is organized in the sequence of how you would most typically
use the Forecast subsystem.

On the CentreVu CMS Forecast menu, the Reports and Hypothetical
menu options are listed before Administration so that you can bypass the
Administration windows after your initial setup—unless you decide to
change your original setup conditions. Refer to[Figure 1-4| for a diagram
that provides you with an overview of the Forecast document's
organization.

Note | Hypothetical is listed as a separate section because it does not
require historical data but does require some additional
information.

This document explains the Forecast user interface and provides you
with the necessary information for completing any action using this
interface.

For a detailed explanation of how CentreVu CMS generates forecast
data, see|Chapter 6, “How the Forecast System Generates Data.”|
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Forecast

Administration

—1 Data Storage Allocation

—1 Call Handling Profile

— Current Day Configuration

— Cost Profiles

— Trunk Group Profiles

— Forecast Manager

— Special Days

Reports

Current Day

Longterm

—1 Financial

— Intraday

— Special Day

—1 Agent Positions Required

—1 Trunks Required

— Trunk Performance

Hypothetical

—| Data

t Copy Historical Data
Edit Values

— Report

—1 Financial Report

Figure 1-4:. Forecast System and Document Organization



Forecast Menus

To run or administer forecasts, you must select the Forecast MainMenu
option, and then select the appropriate submenu options. Figure 1-5
through illustrate the menu options of the Forecast subsystem.

Eeports>
Dictionarys

Exceptions

Forecast> Reports> |
2CD Adwini| Hypotheticals |

Custom Rep | iRkt

Tser Permit®
Jystem Jetup>
Maintenance

Costs Profiles

Trunk Group Profiles
Logout Current Day Configuration
: Zpecial Days

Dats Storage Allocation
Forecast Manager

B R

Figure 1-5: Administration Forecast Submenu

Reports>
Dictionary>

Liogout

Figure 1-6: Report Forecast Submenu

Maintenance>

B R

Exceptions

Forecast>

ACD Admini [Longterm
Custom Rep Financial
User FPermi™ Current Day
System Setup> Intraday

Zpecial Dav
Agent Fositions Required
Trunks Regquired

Trunk Performance
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|'I'-'] ainten ]

Reports>
Dictionary>
Exceptions

Reportss> |
ACD Admini | |sigdel=ns
Custom Rep| Adminis||j >

User Permi-————| Report
Zystem Zetup> Financial Report
Maintenance>
Logout

Figure 1-7: Hypothetical Forecast Submenu

Reportsa>
Dictionary>
Exceptions

Forec > Reportss> |

ACD Admini | [igei=ets ]
Custom Rep| Adminis =
Tser FPermi-———| EReport ;
Jystem Setup> Financis| Edit Values

Maintenance>
Logout

Figure 1-8: Hypothetical Data Forecast Submenu



Relationships to Other Subsystems

User Permissions

Read Permission

Read and Write
Permissions

Permissions for the Forecasting subsystem are assigned using the User
Permissions: Feature Access window. See Chapter 9, “User
Permissions,” in the CentreVu CMS R3V5 Administration

(585-215-820) document for more information.

You must have read permission for the Forecasting subsystem to run
reports. If you have read permission for Forecasting, you can do the
following:

* View Administration, Report, and Hypothetical windows

* Request reports for split(s)/skill(s) and trunk groups.

If you have read and write permissions for Forecasting, you can do the
following:

* View Administration, Report, and Hypothetical windows
* Set up Administration tasks in Administration windows
* Modify Administration

* Request reports for split(s)/skill(s) and trunk groups

* Modify Hypothetical data.

Note | TO request permissions, see your System Administrator.

To perform administrative tasks for a forecast, you must have both read
and write permissions.

You must have read and write permissions for a particular split/skill or
trunk group to be modified, added, or deleted. Permissions for specific
split(s)/skill(s) or trunk groups are assigned in one of the following
windows:

* User Permissions—Split/Skill/Access
* User Permissions—Trunk Group Access.

If you have permissions for the Forecast system, but you do not have
permissions for a particular split/skill or trunk group, CentreVu CMS
notifies you with an error message if you attempt to access that particular
split/skill or trunk group.
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Relationships to Other Subsystems

Dictionary

Timetables/

Shortcuts

System Setup

1-16 Forecast

You can find all database items, split/skill, and trunk group names in the
Dictionary Subsystem. Also see Chapter 6, “Dictionary,” in the
CentreVu CMS R3V5 Administration (585-215-820) document for more
information and procedures.

You can place any forecasting window on a timetable. Use shortcuts for
any reports or windows you may view frequently. See Chapter 5,
“Timetables and Shortcuts,” in the CentreVu CMS R3V5 Administration
(585-215-820) document for more information and procedures.

After you modify your Forecast Data Storage Allocation window (see
[Chapter 2, "Forecast Administration"),|you may need to adjust the disk
usage with the System Setup: Free Space Allocation window.




General Information

Table 2-1 lists the start-up administration tasks you must do before you
can run forecast reports. In addition to the tasks listed, you must
complete the appropriate forecast input window when you actually run a

Forecast report.

Table 2-1: Summary of Forecast Administration Start-Up Tasks

Task Purpose When to Do It
Define the Data Storage  Tell CentreVu™ CMS how long to Immediately after your
Allocation . store historical input data it uses for CentreVu CMS is up and

forecasts.

running.

Define Call Handling
Profiles for splits/skills.

Define call handling objectives which
CentreVu CMS uses to forecast the
number of agents required.

Before you run a split/skill
forecast or define current day
configurations (since current
day configurations require you
to specify a call handling
profile).

Define a Current Day
Configuration for each
split/skill.

Define the forecast method and other
forecast parameters for the current day
forecast.

After you have defined call
handling profiles and before you
want the Forecast Manager to
begin generating current day
forecast data.

Define Costs Profiles
for splits/skills.

Define the costs per call/agent and the
revenue per call.

Before you run a Financial or
Hypothetical Financial Forecast.

Define Trunk Group
Profiles for each trunk

group.

Define a targeted percentage chance
that calls to a trunk group will be
blocked. CentreVu CMS uses this
percentage to find the number of trunks
required in a trunk group.

Before running a Trunk
Performance report.

Run the Forecast
Manager every night
via Timetable.

Collect, on a daily basis, historical
split/skill and trunk group data, and put
the data in forecast input tables. Also,
generate and store the current day
forecast data in the Current Day
Forecast table.

Soon after your CentreVu CMS
is up and running. You should
have at least 28 days of
split/skill data for split/skill
forecasts and 35 days of trunk
group data for the Trunk
Performance report.

Define Special Days
for each split/skill.

Define the days that have unique call
traffic or staffing needs (for example,
promotional days or holidays).

Before the Forecast Manager
runs to collect data for that day.
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Data Storage Allocation Administration

Purpose

Things to Know
Before You Start

2-2 Forecast

Use the Forecast Data Storage to specify how long CentreVu CMS

should store historical data in the forecast input tables. When you order a

forecast, CentreVu CMS uses, as input, the data from these tables to
calculate forecast calls carried.

CentreVu CMS stores forecast input data separately, because only
a few database items are used in forecast calculations. Thus,
forecast input data can be stored for very long periods yet require a
relatively small amount of disk space.

The intrahour interval data you save for split(s)/skill(s) is the primary
input data used for split/skill forecasts. Since current day forecasts
always use 1l-week-apart data points, the minimum length of time
you can store intrahour input data is 28 days (4 data points
multiplied by 7 days). You can run forecasts before you have 28
days of intrahour data, but the forecasts may not be accurate.

The daily data you save for split/skill forecasts are used only if you
use the seasonal trending forecast method. If you want to run
forecasts for December and use trending from the previous
December, you should save daily data for 392 days (52 weeks plus
4 extra weeks for the data points). The minimum length of time you
can store daily data is 56 days (4 weeks, plus 4 extra weeks for the
data points), since the earliest seasonal trend base date you could
logically choose is a month ago.

The length of time CentreVu CMS should store input data for trunk
groups depends on how far back you want to go to analyze trunk
performance. If you want to analyze performance in a month-long
period 1 year ago, store data for 397 days (366 days—in case of
leap year, plus 31 days for the month you want to analyze).

The length of time you specify for split/skill data storage applies to
all split(s)/skill(s) in the Automatic Call Distribution (ACD). Likewise,
the length of time for trunk group data storage applies to all trunk
groups in the ACD.

After modifying your Forecast Data Storage Allocation window, you
may need to adjust disk usage with the System Setup: Free Space
Allocation window.
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Prerequisite * You must have write permission for the Forecast subsystem.
System * You must run the Forecast Manager to actually retrieve data from
Administration the historical data tables. You can run the Forecast Manager either

manually or in a timetable. The recommended method is to run the
Forecast Manager on a timetable that executes every night. Run the
Forecast Manager manually if the timetable fails or if you need to go
back and recollect data.

Data Storage Use the Forecast: Administration: Data Storage Allocation window
Allocation (Figure 2-1) to specify the length of time CentreVu CMS stores historical
) data in the forecast input tables.

Window

[Type number of days to save data below.)

Intrahour split/skill data: ﬁ!_

aily split/skill data: 392

Intrshour and dsily trunk group data: 50

Special day dats: 365

Figure 2-1. Data Storage Allocation Window

Field/Action List Modify
Usage To change the number of days archived, enter changes and select

Modify .
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Field Descriptions Intrahour split/skill data:

Enter the number of days of intrahour split/skill data that you want to
store for use in split/skill forecasts.

* The minimum number of days you can enter is 28. The maximum
number of days is unlimited. However, you should store more than
28 days of data only if you anticipate the need to run current day
forecasts for days that have already passed. Also, remember that
you will be using additional disk space on your computer for each
day of data you choose to store.

* The intrahour split/skill data you store is the number of ACD calls
and abandons.

Daily split/skill data:

Enter the number of days of daily split/skill data that you want to store for
use in split/skill forecasts.

* You will need daily split/skill data only if you want to use seasonal
trending in your forecasts.

* The minimum number of days you can enter is 56. The maximum
number of days is 999. However, remember that you will be using
additional disk space on your computer for each day of data you
choose to store.

* The daily split/skill data you store is the number of ACD calls and
abandoned calls.

Intrahour and daily trunk group data:

Enter the number of days of intrahour and daily data that you want to
store for use in trunk performance forecasts.

* The minimum number of days of both intrahour and daily data is 35.
The maximum number of days is unlimited. However, remember
that you will be using additional disk space on your computer for
each day of data you choose to store.

* The intrahour and daily data you store is as follows:
— The number of trunks in the trunk group
— The number of calls carried

— The number of seconds the trunks were in use.

2-4 Forecast
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Special day data:

Enter, as a number of days, the length of time that you want CMS to store
historical data for a special day. This is the data you will use to run a
Special Day forecast when the next occurrence of the special day
approaches.

* This number applies to all splits/skills in the ACD.

* Normally, you will want to store special day data for 1 year (365
days), since many special days, like holidays, come only once a
year.

For example, if the day after Thanksgiving is a special day for your
call center, you will want to save the historical data CMS collects on
that day so you can use it to forecast the expected volume of calls
for the day after Thanksgiving next year.
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Call Handling Profiles Administration

Purpose

Things to Know
Before You Start

2-6 Forecast

You define a call handling profile to specify the following call handling
objectives for a split/skill:

* Average speed of answer . The average time you are expecting or
targeting callers to wait in queue before connecting to an agent.

* Average agent service time . The average time you are expecting
or targeting each agent to spend on an ACD call, including talk time
and After Call Work (ACW) time.

* Percent within service level . The percentage of calls that you are
expecting or targeting to be answered by an agent within a specific
number of seconds.

* Agent occupancy . The average time that you are expecting or
targeting each split/skill agent to spend, while logged in, on ACD
calls and in ACW.

For any split/skill forecast, CMS uses a profile's call handling objectives,
along with forecast calls carried, to find the number of agents required to
handle the calls. Therefore, you must define a call handling profile which
reflects the objectives of the split/skill for use in the split/skill forecast.

* Since CMS forecasts the number of agents required for each
intrahour interval, you must define objectives for each intrahour
interval whose calls you are forecasting.

* Up to 100 call handling profiles may be created per ACD connected
to CMS. As a result, you can define a profile which describes one or
more splits/skills. You might do this if, for example, you want a
profile for forecasts of normal days and another profile for forecasts
when your agents begin handling a new type of call.

* You may define a unique call handling profile for each split/skill for
which you want forecasts. However, you will normally be able to use
the same call handling profile, if appropriate, for multiple splits/skills
in the ACD.

* In the Call Handling Profiles window itself, you assign only a profile
ID number. To actually define the objectives of a profile, you must
use the Get Contents window that displays when you select the Get

Contents action list option. See
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In defining the agent occupancy objective, remember that the
objective is the percentage of time that you want the agents active
on a call or in ACW. CMS uses the Erlang C algorithm, which
assumes that each agent is available and waiting for a call if they
are not on an ACD call or in ACW.

Therefore, do not include time agents are in Auxiliary (AUX) work in
your agent occupancy objective. Instead, if you want to determine
the total agents you need when some are in AUX work, you will
have to forecast the agents required, and then factor in AUX work.

For example, if CMS forecasts that you need 30 agents to handle
calls during a half-hour interval, and you want 8 agents to take a 15-
minute break during that interval, you will actually need to schedule
34 agents for the interval to cover the staff time lost to breaks.

If you have agents in multiple skills and are using bi-level call
distribution, you may want to use the concept of the agent’s top skill
to refine your agent occupancy numbers. The agent’s top skill is the
agent’s highest-level, first administered skill. If the agent has no
other skills at that same level, then the top skill represents that skill
for which it is most likely that the agent will take calls.

When you look at historical skill reports to assess the amount of time
agents spent in this skill, use all the time spent in ACD and ACW for
the skill (by any agents) and only the time agents with this skill as
top skill spent available. This method will avoid counting available
time for agents for both top and backup skills, giving a more
accurate representation of the agent occupancy for this skill.

CMS forecasts the number of agents that will be required to handle
the volume of calls during a specified time period. This forecast
makes the call handling performance equal to or better than your
objectives. Therefore, CMS will forecast the number of agents
required so that:

— The average speed of answer for calls will be equal to or faster
than your objective.

Note | If you are using multiple call handling or forced multiple
call handling, you need to account for the time that the
call is on hold at the agent position along with the time
that the call is in queue and the time that the call spends
ringing at the agent position.

— Agent occupancy is equal to or less than your objective.

— The percentage of calls answered within service level is equal
to or greater than your objective.
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For example, if your target average speed of answer is 30 seconds,
the forecasted number of agents might be able to handle calls with
an average speed of answer of 28 seconds.

To account for the differences between objectives and forecasted
performance, split/skill forecasts include “Profile results” which show
the average speed of answer, agent occupancy, and percent within
service level that the agents should actually achieve.

* You can also copy an existing profile's objectives to the new profile
you are defining. You do this via the Copy window which displays
when you select the Copy action list option. See

* To simplify building your call profiles, your system comes with a
sample call profile. It can be copied to a new profile you are defining.
This then allows you to modify your parameters. See the
section in this section for details. You can also modify your
parameters across multiple intervals.

Prerequisite
System
Administration

You must have write permission for the Forecast subsystem if you want
to create, change, or add a profile.

Call Handling
Profiles Window

2-8 Forecast

Use the Call Handling Profiles window to define the call handling

objectives of a split or skill. See

Forecast: Adwinistration: Call Handling Prof

Current profile: 1

Description: split 1 (sales)

Find one

et contents
List all
Hext
Previous

Figure 2-2: Call Handling Profiles Window
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Field/Action List
Usage

Field Descriptions

Add

To add a call handling profile, complete the Current profile: field
to assign the profile number, and select Add .

Copy

To copy the contents of another profile, select Copy .

Delete

To delete a profile, complete the Current profile: field, and select
Delete .

Find one/List all

To display the split/skill name(s) and a description(s) of the split/skill,
select Find one or List all

Get contents
To define the call handling profile from scratch, select Get contents

To modify a profile, complete the Current profile: field, and select
Get contents

Current profile:

Enter the number, from 1 to 100, of the call handling profile you want to
view, add, modify, or delete.

Description:

Enter a description of the profile.
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Copy Window When you select Copy on the Call Handling Profiles window, the
following Copy window displays. See Figure 2-3.

Forecast: Administration: Call Handling Profiles:

Copy from: 36!

current profile: 1
Description: split 1 (sales) Delete
Find one

et contents
List all
Next

Previous

Figure 2-3: Copy Window

Field Descriptions Copy from:

Enter the number, from 1 to 100, of the call handling profile whose
contents you want to copy to the new profile number.

2-10 Forecast
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Get Contents
Window

Field/Action List

Usage

When you select Get contents on the Call Handling Profiles window,
the following Get Contents window displays. See Figure 2-4.

i Administration: Call Handling Profiles: Get Cont Bullz3iVipe
Add
Interval ssart times:T:00sm—11:00am Delete
Average speed of answer: 10 sec Find one
Average agent service time: 180 sec List all

Service level: 90 % calls within 20 =zec Modify
Agent occusancy: 100 % Next
Frevious

Figure 2-4. Get Contents Window

Add

To add objectives for one intrahour interval, complete all fields, and
select Add . Intervals may only be added one at a time.

Delete

To delete objectives for one or more intrahour intervals, complete the
Interval start time: field, and select Delete

List all

To view the objectives defined for each intrahour interval, enter the
appropriate range of intervals (or leave the Interval start time:
field blank for all intervals), and select List all

Modify/Find one

To modify objectives, do a Find one for an interval, change data in the
appropriate fields, and select Modify

Forecast Administration 2-11



Call Handling Profiles Administration

Field Descriptions Interval start time:

Enter a time of day in hh:mm format, either as military time (for example,
13:30) or with am or pm appended (for example, 10:15am).

*  When viewing, modifying, or deleting objectives, you may specify
multiple intervals with:

— Arrange (for example, 7:00am-12:00pm)
— A series (for example, 7:00am;7:30am;4:30pm;5:00pm)

— A series of ranges (for example, 7:00am-11:30am; 12:30pm-
5:00pm).

* This is the start time of the interval whose call handling objectives
you want to view, add, modify, or delete.

Note | You can add objectives one interval at a time only. If you enter
multiple intervals and select Add , the action will fail.

Average speed of answer:

Enter a number of seconds to define the targeted or expected average
wait time for calls arriving in the specified intrahour interval(s).

* CMS will forecast just enough agents so that the average time calls
wait will be equal to or below this number of seconds.

* The number of seconds should not exceed the length of your
administered intrahour interval.

Note | If you are using multiple call handling or forced multiple
call handling, you need to account for the time the call is
on hold at the agent position along with the time the call
is in queue and the time the call spends ringing at the
agent position.

Average agent service time:

Enter a number of seconds to define the targeted or expected average
time for each agent to spend on an ACD call, including talk time and
ACW time.

The number of seconds should not exceed the length of your
administered intrahour interval.
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Service level:

Enter a number, 1 to 99, to specify the percentage of calls that you are
expecting or targeting to be answered by agents within the specified
number of seconds.

* Enter the number of seconds that you are targeting as an
acceptable speed of answer for most calls.

* CMS will forecast just enough agents so that, within the specified
number of seconds, they can answer a percentage of calls equal to
or greater than your target percentage.

* The number of seconds should not exceed the length of your
administered intrahour interval.

Agent occupancy:

Enter a number, 0 to 100, to specify the percentage of time agents should
spend on ACD calls and in ACW.

CMS will forecast just enough agents so that the percentage of time they
spend on ACD calls is equal to or less than your target percentage.
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Purpose

2-14 Forecast

You must define a current day configuration for a split/skill to define the
forecast method and additional forecast parameters CMS uses to
generate current day forecast data.

The kinds of parameters you specify in a current day configuration are
the same as those you specify at run time for other types of split/skill
forecasts. However, you must specify current day forecast parameters
before run time. This condition exists so that, when the Forecast
Manager runs, it can automatically generate current day forecast data
and store it in the Current Day Forecast Table in the CMS database. This

arrangement (see offers you two benefits:

* CMS can include current day forecast data alongside historical data
in the standard Forecast Summary report.

* You can include current day forecast data in a custom report.

Note

Current day forecast data are the only data stored in the
CMS database. Therefore, current day forecast data are also
the only forecast data you can access later in either standard
or custom reports.

As a result of this arrangement, you must first define a split(s)/skill(s)
current day configuration, and then the Forecast Manager must run
before you can actually run a current day forecast.
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Call Handling Current Day Forecast Input
Profile Configuration Data Table

Parameters  Historical Input

\ '/ Data

Forecast
Manager

|
Current Day

Forecast Data

CentreVu CMS
Database

|
Current Day

Forecast Data

Current Day
Input Window

v

Current Day
Forecast Report

Figure 2-5: Generating Current Day Forecast Data

Things to Know * You must administer a Current Day configuration for each split/skill
Before You Start for which you want current day forecasts.

* If you change a split(s)/skill(s) current day configuration, but the
Forecast Manager has already generated the forecast data for the
day you want, you can rerun the Forecast Manager for the day, and
CentreVu CMS will overwrite the old forecast.

* Even though the Forecast Manager automatically generates current
day forecast data for a split/skill (if you have defined a current day
configuration for the split/skill), CentreVu CMS does not
automatically generate a Current Day Forecast report. Instead, you
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Prerequisite
System
Administration

Current Day
Configuration
Window

2-16 Forecast

have to run the report via the Reports: Current Day Input window or
schedule it in a Timetable. See Figure 2-6.

* If any historical data point had unusual call traffic, and a current day
forecast will use data from that data point, you may want to de-
emphasize that data point in the forecast.

* You must have write permission for the Forecast subsystem and for
the particular split/skill that you identify in the forecast configuration.

* The call handling profile you specify for the current day configuration
must already be defined.

Use the Current Day Configuration window to set up the current day
forecast parameters. See Figure 2-6.

Forecast: Administration: Current Day Configuration
aplitis)/
Skillis): silvercardl Delete
Forecast time Find one
First interwval start time: 12:00 AM List all
Last interwval start time: 11:30 EM Modify
Call handling profile: 2 Next
Forecast method [(select one) Previous
<x> No trending
< » Seasonal trending, base date [(-n) -30 or (mw/dd/yy) _7/ 7796
<_ ¥ Current trending
Change factor: 100 %
Nurber of days of current day forecasts to save: 45
To de-emphasize data, weight each data point (0 - 10) where

10 = most representative, 0 = do not use this data
Date 1 (most recent)
Date 2
Date 3
10 Date 4 [least recent)
11 matches found

Figure 2-6: Current Day Configuration Window
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Field/Action List
Usage

Field Descriptions

Add

To add a Current Day Configuration, complete all fields, and select Add .

Delete

To delete a configuration, complete the Split(s)/Skill(s): field,
and select Delete

Find one/List all

To display the split(s)/skill(s) name(s), select Find one or List all

Modify

To modify a configuration, complete the Split(s)/Skill(s) field
and any fields you want to change, and select Modify

Split(s)/Skill(s):

Enter the number or name of the split/skill for which you want current day
forecast data.

First interval start time: [Forecast time]

Enter a time of day in hh:mm format, either as military time (for example,
13:30) or with am or pm appended (for example, 10:15am).

* This time tells CentreVu CMS when each current day forecast
should begin.

* The time must match the beginning of an intrahour interval, typically
the first interval in your call center's work day. In addition, the
selected call handling profile must include this interval and all
intervals through the interval you enter in the Last interval
start time field.

Last interval start time:

Enter a time of day in hh:mm format, either as military time (for example,
13:30) or with am or pm appended (for example, 10:15am).

* The time must match the beginning of an intrahour interval, typically
the last interval in your call center's work day. In addition, the
selected call handling profile must include this interval and all
previous intervals starting from the interval you entered in the
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First interval start time field. CentreVu CMS will
generate forecast data through the end of this intrahour interval.

* This time tells CentreVu CMS which intrahour interval is the last
interval it should include in each current day forecast.

Call handling profile:

Enter the number, 1 to 100, of the call handling profile that CentreVu
CMS will use to generate forecast data.

Forecast method: (select one)
Enter an x to select one of the three trending options:

* Notrending —CentreVu CMS will use data from data points in the
previous 4 weeks but will not generate a forecast based on the trend
of that data.

* Seasonal trending —CentreVu CMS will use data from a
specified base date and data points from the 4 weeks previous
to that date. CentreVu CMS will then generate a forecast that
projects growth or shrinkage based on the trend of that data.

base date —If you select seasonal trending , enter a date as
a negative number (-n) to represent how many days in the past the
base date should be, or enter a past date in an mm/dd/yy format.
Use -n if you plan to automatically run a current day forecast every
day via Timetable.

The base date should be a day when the call center activity was
similar to the activity expected for the current day.

* Current trending —CentreVu CMS will use data from data
points in the previous 4 weeks and will generate a forecast that
projects growth or shrinkage based on the trend of that data.

Change factor:

Enter a number from 1 to 1000. This number tells CentreVu CMS, as a
percentage, how much it should increase or decrease the number of calls
carried it finds in its initial forecast.

* 100% means that CentreVu CMS will make no additional changes to
the number of calls initially forecasted.

* If you are using trending, you should leave the change factor at 100
except for highly unusual circumstances.
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Num

ber of days of current day forecasts to save:

Enter a number, 1 to 999, to tell CentreVu CMS how many current day
forecasts to save for the split/skill.

If you enter 365 and run a forecast for the split/skill every day,
CentreVu CMS will save each current day forecast for a year. This
means that you will be able to redisplay or reprint a current day
forecast that is up to 1 year old. This also means that you can run
custom reports that include current day forecast data that are 1 year
old.

Current day forecasts use disk space. Therefore, you should save
only the number of forecasts you really need.

To de-emphasize data, weight each data point (0-10)
where 10=most representative, 0=do not use this data

Note

You should leave the relative weight of each date at 10 unless
you know the data stored for a particular date are highly unusual

or incorrect.

Dates 1 (most recent) to 4 (least recent)

Enter a number, 0 to 10, to change the relative weight of data on any or
all data points.
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Purpose You define costs profiles to specify the following objectives for a split/skill:

Cost per call
Cost per agent

Revenue per call.

Things to Know
Before You Start

2-20 Forecast

In the Financial and Hypothetical Financial Forecasts,

CentreVu CMS will use the costs profile, along with forecasted calls
carried, to forecast “financial information” (both costs and profit and
the resulting margin) of a split(s)/skill(s) operation per intrahour
interval.

You must specify cost-per-agent, cost-per-call, and revenue-per-call
for each intrahour interval that you want to forecast.

Up to 100 costs profiles may be created per ACD connected to
CentreVu CMS. As a result, you can define a profile which describes
one or more splits/skills. You might do this if, for example, you want
a profile for forecasts of weekdays (when calling rates are high), and
another profile for forecasts of weekends (when rates are
discounted).

You may define a unique costs profile for each split/skill for which
you want forecasts. However, you will normally be able to use the
same costs profile, if appropriate, for multiple splits/skills in the ACD.

In the Costs Profiles window itself, you assign only a profile ID
number. To actually define the costs/revenue objectives of a profile,
you must use the Get Contents window, which displays when you
select the Get Contents action list option. See[Figure 2-4.]

You can also copy an existing profile's objectives to the new profile
you are defining. You do this via the Copy window which displays
when you select the Copy action list option. See
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Costs Profile
Window

Field/Action List
Usage

Use the Costs Profile window (Figure 2-7) to define a costs profile.

: Admwinistration: Costs Profile Bullzavipe
Add

Current profile: E__ Copy
Description: Sample profile Delete

Find one

et contents
List all
Next
Prewvious

Figure 2-7: Costs Profile Window

Add

To add a costs profile, complete the Current profile: field to
assign the profile number, and select Add .

Copy

To copy the contents of another profile, complete the Current

profile: field, and select Copy .

Delete

To delete a profile, complete the Current profile: field, and select
Delete .

Get contents
To define the costs profile from scratch, select Get contents

To modify a profile, complete the Current profile field, and select
Get Contents

Find one/List all

To display the split/skill name(s) and a description(s) of the split/skill,
select Find one or List all
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Field Descriptions Current profile:

Enter the number, 1 to 100, of the costs profile you want to view, add,
modify, or delete.

Description:

Enter a description of the profile.

Copy Window When you select Copy on the Costs Profiles window, the following Copy
window displays.

Adwinistration: Costs Profiles:

1]

Forecast:

Copy from:

Administration: Costs Profile BullG3Vips

Forecast:

current profile: 1
Description: Sample profile Delete
Find one

et contents

List all
HNext
Previous

Figure 2-8: Copy Window

Field Descriptions Copy from:

Enter the number, 1 to 100, of the costs profile whose contents you want
to copy to the new profile number.
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Get Contents
Window

Field/Action List
Usage

When you select Get contents on the Costs Profiles window, the
following Get Contents window displays.

Forecast: Adwinistration: Costs Profile

Copy from:

Costs Profile

Administration:

Forecast: BullE3vVipe
Ccurrent profile: 1
Description: Ssmple profile Delete
Find one

et contents

List all
Hext
Previous

Figure 2-9: Get Contents Window

Add

To add costs/revenues for one interval, complete all fields, and select
Add. Intervals may only be added one at a time.

Delete

To delete costs/revenues for one or more intrahour intervals, complete
the Interval start time field, and select Delete

Find one/Modify

To modify costs/revenues, do a Find one for an interval, change data
in the appropriate fields, and select Modify

List all

To view the costs defined for each intrahour interval, enter the
appropriate range of intervals (or leave the Interval start time:
field blank for all intervals), and select List all
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Field Descriptions
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Interval start time:

Enter a time of day in hh:mm format, either as military time (for example,
13:30) or with am or pm appended (for example, 10:15am).

* This time is the start time of the interval whose costs/revenues you
want to view, add, modify, or delete.

* When viewing, modifying, or deleting costs, you may specify
multiple intervals with:

— Arange (for example, 7:00am -12:00pm)
— A series (for example, 7:00am;7:30am;4:30pm;5:00pm)

— A series of ranges (for example, 7:00am-11:30am; 12:30pm-
5:00pm).

Note | You can add costs/revenues one interval at a time only. If you
enter multiple intervals and select Add , the action will fail.

Cost of a call:

Enter an average cost per call. You may enter a dollar figure from 0 to
1000. You may enter a decimal to specify cents.

In determining an average cost, you may want to consider access line
charges, service charges, usage rates, and so on.

Cost of agent for interval:

Enter an average cost per agent for a single intrahour interval. You may
enter a dollar figure from 0 to 1000. You may enter a decimal to specify
cents.

* Remember that if your intrahour interval is 15 minutes, you must
figure your cost per agent for each of the specified 15-minute
period(s), not for an hour.

* In determining an average cost, you may want to include equipment
and facilities costs, management overhead, benefits, and so on.

Average revenue per call:

Enter an average revenue per call. You may enter a dollar figure from 0
to 10000. You may enter a decimal to specify cents.

Do not enter a comma to specify thousands.
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Purpose You define a trunk group profile to specify a targeted blocking percentage
for the trunks in a trunk group.

Things to Know )
Before You Start

A blocking percentage is the percentage of time that incoming
calls to an ACD will fail to connect to the ACD because all trunks in a
trunk group are busy. When a call is blocked, it typically receives a
busy signal from the public network.

In a Trunk Performance report, CentreVu CMS finds the number of
trunks that, in a specified period in the past, would have been
required to handle calls carried at your objective blocking
percentage.

You must define a profile for a trunk group before you can run a
Trunk Performance report on that trunk group.

You can define a profile for each measured trunk group in the ACD.

For the Trunk Performance report, CentreVu CMS finds the five
busiest days in the report's time period, and then finds the busiest
intrahour interval in each of those days. CentreVu CMS finally
averages the traffic for those five intervals to determine the average
busy interval. The blocking objective you set for a trunk group will
apply to this average busy interval.

Prerequisite )
System
Administration

You must have write permission for the Forecast subsystem if you
want to create, change, or add a profile.

You must have write permission for the trunk group(s) whose
profile(s) you are defining.
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Trunk Group Use the Trunk Group Profile window (Figure 2-10) to specify a blocking
Profile Window percentage objective for a trunk group.

Forecast: Administration: Trunk Group Frofile

Trunk group(s): Trunk Group 27 Delete

Blocking objective: 1.0 H Find one
List all
Modify
Next
Previous

Figure 2-10: Trunk Group Profile Window

Field/Action List Add

Usage To add trunk group blocking objectives for one or more trunk groups,
complete all fields, and select Add .

Delete

To delete a blocking objective for one or more trunk groups, complete the
Trunk group: field, and select Delete

Find one/Modify

To modify a single trunk group's blocking objective, do a Find one  for
the trunk group, change data in the appropriate fields, and select
Modify .

List all

To view trunk group blocking objectives, enter the appropriate trunk
group numbers or names, range of numbers, or leave the Trunk
group(s): blank, and select List all
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Field Descriptions

Trunk group(s):

Enter the number(s) or name(s) of the trunk group(s) whose blocking
objective you want to view, add, modify, or delete.

You can view and modify trunk group profiles only one trunk group at a
time.

When adding or deleting profiles, you can enter the following:
* Arange (for example, 18-24)
* A series (for example, 18;24;32)
* A series of ranges (for example, 18-24;32-40).

Blocking objective:

Enter a number from 0 to 100. This number tells CentreVu CMS, as a
percentage of time, how often you expect to have calls blocked from
reaching the ACD because all trunks are busy. This number is typically
small.

You may enter a decimal to specify percentages (for example, 1.25,
which means 1% percent).
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Purpose

2-28 Forecast

You run the Forecast Manager to collect data from the CentreVu CMS
historical tables and to put the data in the forecast input tables. See
CentreVu CMS can then use the data to generate forecasts.
Figure 2-11 illustrates the process of collecting input data for forecasts.

CentreVu CMS Database

Historical Data

Forecast Manager

Forecast Input Data

Forecast Input Data Table

Figure 2-11. Collecting Forecast Input Data

Note

You must run the Forecast Manager to collect split/skill data for at
least 28 days before you can get reliable split/skill forecasts. The

Forecast Manager must collect trunk group data for at least 35
days before you can get reliable Trunk Performance reports.

You can also set the Forecast Manager to generate current day forecast

data

and store the data in the Current Day Forecast tables in the

CentreVu CMS database. This storage offers two benefits:

CentreVu CMS can include current day forecast data alongside
historical data in the standard Split/Skill Forecast Summary report.

You can include current day forecast data in a custom report. Use
the Forecast Manager to calculate the Current Day Forecasts.
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Things to Know
Before You Start

You should schedule the Forecast Manager in Timetable to run
every night after the Data Summarizing window has compiled and
saved daily historical data.

By running the Forecast Manager via Timetable, you ensure that the
Forecast Manager collects input data every day. You also ensure
that current day forecast data is put into the database every day.

Note | If you want current day forecasts, you must set the Forecast
Manager to generate and store current day forecast data.
However, the Forecast Manager does not actually display or
print the forecast. To see the forecast, you will have to order
the forecast via the Reports: Current Day Input window.

The Forecast Manager collects and stores intrahour data for an
ACD according to the interval length administered in the System
Setup: Storage Intervals window.

Using the Get status action in the Forecast Manager window,
you may view the last three attempts to collect data and decide
whether or not those attempts were successful.

You can, in addition to scheduling the Forecast Manager to run
automatically, run the Forecast Manager on demand to collect input
data for past days if you forgot to collect data, lost data, or just
purchased forecasting.

You may collect forecast input data with either of two options:

Daily data collection option—Use this option to collect data
for a single day. This is the option to use when you schedule the
Forecast Manager in Timetable.

Recollect data option—Use this option to collect data for a
range of dates. You should do this only if any of the following
conditions are true:

— You change your intrahour intervals and migrate your historical
data into the new intervals.

— You have not run the Forecast Manager for a period of time (for
example, after your CentreVu CMS is installed, several weeks
pass before you start running the Forecast Manager).

— You are migrating your historical data from an earlier version of
the Call Management System, and you want to use this data for
forecasting.
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Prerequisite
System
Administration

2-30 Forecast

If you use the Recollect option, CentreVu CMS will delete
all data previously stored in the forecast input tables.
Therefore, if you recollect data, you should specify a range

that includes all forecast input days you need, usually from
some date in the past up to yesterday.

Also, if you use the Recollect option, the next backup of
data for CentreVu CMS must be a full backup. A full
backup is required before any incremental backups
because, during an incremental backup, CentreVu CMS
will look for unchanged data in the forecast input tables
and will not find any.

You must create a current day configuration for each split/skill for
which you want current day forecast data. Without a current day
configuration for a split/skill, the Forecast Manager will not generate
current day forecast data on that split/skill.

You must have write permission for the Forecast subsystem.

The Data Summarizing window must run to summarize a day's
intrahour data into daily data before the Forecast Manager can
collect the data for that day. Therefore, via Timetable, you should
schedule the Data Summarizing window to finish running before the
Forecast Manager begins.
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Forecast Manager For CentreVu CMS to generate forecasts, you must run the Forecast
Window Manager to collect data from the CentreVu CMS historical tables and to
put the data in the forecast input tables. See Figure 2-12.

Forecast: Admwinistration: Forecast
SGelect one:

<x> Daily data collection
Date (mm/dd/vy or -nj: -1
Fun current day report (y/n): ¥

< > Re—collect data for a range of dates
Start date [(mw/dd/yy or -n): -1
Stop date (mw/dd/vy or -nj: -1

Time Manager Ran Status Data Collected For
7/24/96 Success 07/23/1996

7524706 Success  07/23/1996
/25796 Success 07/24/1996

Figure 2-12: Forecast Manager Window

Field/Action List Get status

Usage To check the time, date, and status of the data (success or failure) for the
last three times the Forecast Manager ran, select Get status . Data
collected for a single date are for Daily data collection . Data
collected for a range of dates are for Recollect data for a range
of dates
Run

To generate the Forecast Manager data, select Run .

If you want to schedule the Forecast Manager to run at a particular time
to make a change, you should run the Forecast Manager in a timetable.

Field Descriptions Daily data collection:
Enter an x to turn on daily data collection.

If you select this option, you must also complete the associated Date
(mm/dd/yy or -n): and Run current day report (y/n):
fields.
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2-32 Forecast

Date (mm/dd/yy or -n):

Enter a relative day as a negative number (for example, -1  for
yesterday) or a date in mm/dd/yy format to specify the day from which the
Forecast Manager should collect data.

If you are going to schedule the Forecast Manager in Timetable to run
daily, use -1 .

Run current day report (y/n):

Entery to generate current day forecast data and store it in the
CMS database. You must enter y if you want current day
forecasts.

Note | The Forecast Manager does not actually display or print the
forecast. You have to order the forecast via the Reports:
Current Day Input window to display or print it.

With this option, the Forecast Manager generates current day
forecast data for the day that follows the day from which it collects
data.

So, if you set the Forecast Manager to collect data from yesterday,
the current day forecast data will be for today. If you set the
Forecast Manager to collect input data from 06/11/95, the Forecast
Manager will in turn generate current day forecast data for 06/12/95.

Enter n if you do not want current day forecasts.

Recollect data for a range of dates:

Enter x to recollect data.

Note

Do not forget to change the option back to Daily data
collection when you finish recollecting data.
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If you use this option of the Forecast Manager to recollect data,
CMS will delete all data previously stored in the forecast input
tables. Therefore, if you recollect data, you should specify a

range that includes all forecast input days you need, from some
date in the past (usually 397 days ago if you use seasonal
trending) up to yesterday.

If the CMS database no longer contains historical data for the
dates you want to recollect, the Forecast Manager cannot
collect that data for the forecast input tables. For example, if the
Data Storage Allocation stores 31 days of intrahour split/skill
data and 365 days of daily split/skill data, the Forecast Manager
can only collect 31 days and 365 days of input data,
respectively.

Start date (mm/dd/yy or -n):

Enter a relative day as a negative number (for example, -397 for the
day one year and one month ago) or a date in mm/dd/yy format to specify
the day from which the Forecast Manager should begin to re-collect data.
This date must be farther in the past than the Stop date (mm/yy/dd

or -n): field indicates.

Stop date (mm/dd/yy or -n):

Enter a relative day as a negative number (for example, -1  for
yesterday) or a date in mm/dd/yy format to specify the day at which the
Forecast Manager should stop recollecting data. This date must be more

recent than the Start date (mm/yy/dd or -n): field indicates.
When you select Get status , the following fields are displayed in a
table:

Time Manager Ran

Provides the day(s) and the time manager ran.

Status

Describes if the status of the data for the run was a success or failure.

Data Collected For

Displays the date(s) for which the data was collected.
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Purpose

Things to Know
Before You Start

2-34 Forecast

You define special days for a split/skill so that CMS can store historical
data for those days in a special day forecast input table. CMS can then
generate special day forecasts on future occurrences of those days.

A special day is a day that has unusual call traffic, like the day after
Thanksgiving. Another example of a special day might be a special
television advertising campaign that occurs one day a quarter. If you
want to find out how many agents you will need for the next campaign,
you can define the date of the most recent campaign as a special day,
collect data for that day in the special day table, and then run a special
day forecast when the campaign approaches next quarter.

* You can define as many special days as necessary for your system.
However, remember that each special day uses additional disk
space on your computer.

* If a special day you have defined has not yet occurred, the Forecast
Manager will automatically collect and store special day input data
when the day arrives (assuming the Forecast Manager has been
placed on a timetable).

* If a special day you have defined has already occurred, you can
rerun the Forecast Manager to collect that data.

* You can set the length of time that CMS will store special day input
data. Do this using the Forecast Administration: Data Storage
window.

note | If you want to change the date for a special day like the day
after Thanksgiving, whose date is different each year, you
must add a new date. You may, in fact, have two dates with
the same definition (for example, 11/23/96 and 11/24/97
could both have “Day after Thanksgiving” for the
description).
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Prerequisite * You must run the Forecast Manager either on a timetable or
System manually to collect special day data. You cannot get a special day

.. ) forecast unless the Forecast Manager has already collected and
Administration stored data for that special day.

* You must define the Forecast Data Storage to save special day data
for the length of time that you will need it. Typically, you will want to
save special day input data for a year.

* You must have write permission for the Forecast subsystem and for
the split(s)/skill(s) for which you are defining special days.

Special Days Use the Special Days window (Figure 2-13) to define, for a split/skill,
Window those days that have unusual call traffic.

Forecast: Adwinstration: Special D

Split/gkill: Skill 402 Delete
Date (mw/dd/vyyi: 7/15/96 Find one
Description: parks day List all

Modify
Next
Prewvious=

1 matches found

Figure 2-13: Special Days Window

Field/Action List Add
Usage To add a special day, complete all three fields, and select Add .
Delete
To delete a special day, complete the Split/Skill: and Date fields,

and select Delete

Find one

To display the name of a split/skill, select Find one
List all

To view special days for a split/skill, complete the Split/SKill: field,
and select List all
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Field Descriptions
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Modify

To modify a special day, complete the Split/Skill: and Date
(mm/dd/yy): fields and any other fields you want to change, and
select Modify

Split/Skill:

Enter a split/skill name or number for which you want to add, change,
delete, or view a special day.

Date (mm/ddlyy):

Enter the date of a special day you want to add, change, or delete. Use a
mm/dd/yy format.

Description:

Enter a description of the special day. Your description should accurately
describe the special day you are defining.



General Information

This chapter describes the Call Volume/Agent Forecast reports available
in CentreVu ™ CMS. A call volume/agent forecast predicts the number
of calls a split/skill will receive (Forecast calls carried ) and how
many agents will be required to handle those calls (Number of agents
required ). This is the number of agents which should have this number
as their top skill (G3V5 and later with EAS). The types of call
volume/agent forecasts available are as follows:

Current Day A forecast for today — based on historical
Forecast data.
Longterm Forecast A forecast for today or a day up to 35 days in

the future — based on historical data.

Special Day A forecast for a day that has unique
Forecast characteristics — based on historical data.
Intraday Forecast A forecast for the remainder of today — based

on historical data and on data from the
beginning of today.

Financial Forecast A Longterm Forecast that has an additional
forecast of profit margins.

Hypothetical A forecast for a day up to 35 days in the future
Forecast — based on hypothetical data you define.
Hypothetical A Hypothetical Forecast that has an additional
Financial Forecast forecast of profit margins.

Note | The hypothetical forecasts do not require historical data.
Therefore, you can set up and begin using these reports
immediately.
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The following guidelines provide you with some general rules for
choosing input parameters on Call Volume/Agents forecast reports:

If the number of calls handled by a split/skill over the last month is
representative of what you expect in the future, use the regular
(Current Day, Longterm, or Financial) forecast reports with 100
percent in the Change factor field (indicating no difference).

If the pattern of calls handled by a split/skill through the day over the
last month is representative of what you expect in the future, but the
total number of calls is expected to be a higher or lower percentage,
use the regular (Current Day, Longterm, or Financial) forecast
reports with the Change factor field set to 100+ the amount
higher or 100- the amount lower.

If the pattern of calls handled by a split/skill through the day over the
last month is representative of what you expect in the future but the
number of expected calls for the day is known, use the regular
(Longterm, or Financial) forecast reports with Expected calls

field. Note that Change factor is not used when the forecast
method is Expected calls

If the pattern of calls handled by a split/skill through the day is not
representative of what you expect in the future, create or edit
Hypothetical Data matching the expected pattern, and use the
Hypothetical or Hypothetical Financial Forecast reports.

If the number of calls handled by a split/skill shows a strong weekly
pattern (for example, when the volume of calls is low every Monday
and increases to a peak on Saturday), then use 7-days-apart data
for your Call Volume/Agent Forecast reports.

If the number of calls handled by a split/skill does not show a weekly
pattern, then you can effectively use 1-day-apart data for your Call
Volume/Agent forecasts. This is useful for short term projections
and before you have accumulated at least 2 weeks of forecast data.

If the number of calls handled by a split/skill shows a strong pattern
across each month, Seasonal Trending may be an effective forecast
method for you to use. The Seasonal trending, base date

field should be a month ago (for example, -28).

If the number of calls handled by a split/skill shows a strong pattern
across the year, Seasonal Trending may be an effective forecast
method for you to use. The Seasonal trending, base date

field should be a year ago (for example, -364).
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If the number of calls handled by a split/skill shows a strong trend
that is unrelated to previous times, Current Trending may be an
effective forecast method for you to use. Choose whether the Days
between historical data points field is 1 or 7 based on the
length of the current trend. If the trend so far is short, use 1; but if the
trend is as long as a month, use 7.

If a split/skill handles calls 7 days a week, then you can effectively
use the Days between historical data points field (setto
1). If the split/skill only handles calls 5 days a week, then you must
use Days Between Historical Data Points (set to 7).

If you know a day of data to be used in a forecast is problematic or
unreliable, lower the data weight associated with it. The value of this
weight compared to the unchanged weight of 10 should reflect your
assessment of that data. (For example, if the data is only 80 percent
reliable, change the weight from 10 to 8.)

If the day for which you are forecasting has special characteristics
unlike your normal daily call handling, use the Special Day Forecast.
This forecast requires you to save special day data whenever you
have an unusual day, so that it can be used for Special Day
Forecasts. When you are having (or know you will have) a special
day, administer a Special Day for the split/skill before you run the
Forecast Manager for that day, so that the data will be stored.
Examples of special days are holidays and days affected by special
advertising or promotions.

The following guidelines allow you to interpret some of the results you
may get on some Call Volume/Agent reports:

If an interval of time between the First interval start time

field and the Last interval start time field is missing, it is
because that interval is missing in the Call Handling Profile

and/or the Costs Profile you specified.

If a row on a Call Volume/Agent report contains zeros for

Forecast calls carried, Num Agents Req'd , and under
the Profile Results columns, it is because no historical data
was found (as collected by Forecast Manager from the historical
tables into the Forecast tables or in the Hypothetical Data) for the
dates on which the forecast is based.

Profile results are given on the Call Volume/Agent reports so that
you can compare them directly with your objectives in the Call
handling profile . The calculation of Num Agents Req'd

field uses the objectives in the Call handling profile field for
each interval of time as boundary conditions for the answer. It is
normal for one or two of the Profile Results field(s) to be
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close to the corresponding objective. By comparing the Profile
Results  and objectives and selecting the item in which the
Profile Result is closest to the objective, you can determine
which objective to change in the Call handling profile field
to alter the Num Agents Req'd field.

Note | See “Data Used for Call Volume/Agents Forecast” in this

chapter and [Chapter 6, “How the Forecast System|
[Generates Data,”] for more details.




Current Day Report

Purpose The Current Day Forecast tells you, for today, how many calls you can
expect for a split/skill in each intrahour interval and how many agents you
will need to handle those calls.

Since current day forecast data is saved for the number of days you
specify on the Current Day Configuration window, you can retrieve
current day forecasts for days past. You may want a current day forecast
of a past day if you want to see how the forecasted calls and required
agents compare with the day's actual calls and agent staffing.

‘ Data Storage Allocation ‘

‘ Call Handling Profile ‘

‘ Current Days Configuration ‘

‘ Forecast Manager ‘

Figure 3-1. Current Day Report Administration Overview
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Prerequisite * You must have read permission for the Forecast subsystem and the
System split/skill for which you are running the report.

Administration * You must have defined a current day configuration for the split/skill
for which you are running a forecast.

* The Forecast Manager must have run and generated the current
day forecast data before you can actually display the forecast.

* For an accurate report, you should have at least 4 weeks of data
stored in the forecast input tables.

* If you want to use seasonal trending, you must have at least 8
weeks of data in the forecast input tables.

Note | To understand how CentreVu CMS generates forecast data,
see [Chapter 6, “How the Forecast System Generates Data.’]

Current Day Input ~ To run a Current Day Forecast, you must fill in the Current Day Input
Window window (Figure 3-2).

Forecast: Reports: Current Day Input

Split/5kill: 402

Forecast date (mwmw/dd/yy or -n): 0772406
First interwval start time: 07:30&am
Last interwval start time: 05:30pm

Feport destinastion [(Select one):
<x> Terminal
< _» Printer, Printer name:
< » File,

File name:

Figure 3-2: Current Day Input Window
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Field Descriptions

Split/Skill:

Enter the number or name of the split/skill for which you want a current
day forecast.

Forecast date (mm/dd/yy or -n):

Enter a date as a relative day (for example, -2 means 2 days ago and 0
means today) or in mm/dd/yy format. This is the date for which you want
a forecast of call traffic and required agents.

You can get a forecast for any date in the past, up to the number of
current day forecasts you told CentreVu CMS to save.

First interval start time:

Enter a time of day in hh:mm format, either as military time (for example,
13:30) or with am or pm appended (for example, 10:15am).

* This time tells CentreVu CMS what time the current day forecast
should begin.

* The time should match the beginning of an intrahour interval. In
addition, the call handling profile selected in the Current Day
Configuration window must include this interval.

Last interval start time:

Enter a time of day in hh:mm format, either as military time or with am or
pm appended (for example, 10:15am).

* This time tells CentreVu CMS which intrahour interval is the last
interval that it should include in each current day forecast.

* The time should match the beginning of an intrahour interval. In
addition, the call handling profile selected in the Current Day
Configuration window must include this interval. CentreVu CMS will
generate forecast data through the end of this intrahour interval.

Report destination (Select one):
Enter an x nextto Terminal , Printer , or File
* Terminal is the default destination.

* If you selected Printer and want to use a printer other than your
default printer, enter the printer name in addition to the x .

* If you selected File , enter a file name. If the file name already
exists, the existing file will be overwritten with the new report data.
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The file is in your home directory in the UNIX" system (Jusr/<your
login ID> ) or Solaris system (/export/home/<your login
ID>) unless you specify a full path name.

Current Day A description of each report item follows the report example in the
Forecast Report Current Day Forecast Report Description table.

Example

Forecast: Reports: Current Day
Current Day Forecast
ACD: Bull®3Vipe Printed: 7/25/96 11:20 AM
Split/Skill: sSkill 402 Forecast for 7/24/96
Historical data used [weight) 73 % Change Factor
6/26/96 (10} 7403796 (10} 7/10/96 (10} 7/17/96 (10}
Forecast method: no trending Base date: 6/24/96

-Call Handling Profile 2 - —--Profile Results-—-—-
Forecast Number Avg Zervice Agent Awvg Avy Zervice Agent
Ccalls Agents  Speed Lewel oo Serv  Speed Level oo
Carried PReq'd  Answer i Answer %

Figure 3-3: Current Day Forecast Report Example

Note | CentreVu CMS stores current day forecast data in the

CentreVu CMS database so that the data can be included in the
standard Split/Skill Forecast Summary report and in custom
reports. Data derived from the Current Day Configuration (the
data appearing at the top of the forecast) is stored in the f_cday
table. Current day forecast data is stored in the f_cdayrep
table.[Table 3-1]lists the database items that store the data, along
with the tables that contain the items. You will need to know this
information if you create custom reports that include forecast

data.

*UNIX is a registered trademark in the United States and other countries, licensed exclusively through X/Open
Corporation.
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Table 3-1: Current Day Forecast Report Description

Report Heading What It Measures Database Item Table
ACD The ACD of the forecasted split/skill. ACD f_cday
f_cdayrep
Printed The date and time the report was run. No database Not applicable.
item.
Split/Skill The name of the split/skill for the forecast. |SPLIT f_cday
f _cdayrep
Forecast for The date for which you want the forecast. |ROW_DATE f_cday
f _cdayrep
Historical data The current data points used for the HDATE1 WT1 |f_cday
used (weight) forecast, and their respective weights (0 to |HDATE2 WT2
10), as specified on the Current Day HDATE3 WT3
Configuration window. HDATE4 WT4
% Change Factor | The adjustment, expressed as a CHANGE f_cday
percentage, that CentreVu CMS made to
its initial forecasted calls carried.
CentreVu CMS makes changes, if any,
based on the Change Factor you enter on
the Current Day Configuration Input
window.
Forecast method |The method, as specified on the Current FMETHOD f_cday
Day Configuration window, used to
determine forecast data as follows:
* Seasonal trending
* Current trending
* No trending.
Base date A past date, as specified on the Current TRENDBASE f_cday
Day Configuration window, that is similar to
the current date. This date is used only for
seasonal trending.
Time The start time of each intrahour interval STARTTIME f_cdayrep
included in the forecast.
Forecast Calls The number of calls forecasted to arrive at |FCALLS f_cdayrep
Carried the split/skill for the associated intrahour
interval.
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Table 3-1: Current Day Forecast Report Description (Continued)

Report Heading What It Measures Database Item Table
Number Agents | The number of agents that must be logged | NUMAGREQ f_cdayrep
Reqd into the split/skill for the intrahour interval in

order to handle the forecasted calls, given

the call handling objectives.
Avg Speed The targeted average time calls should AVGSPEEDANS| f _cdayrep
Answer wait before an agent answers. This
(Call Handling objective is specified in the Call Handling
Profile) Profile selected in the Current Day

Configuration window.
Service Level % | The targeted percentage of calls that the |SERVLEVELP f_cdayrep
(Call Handling agents will answer within the time specified
Profile) in the Service Level sec field.
Service Level The targeted number of seconds within SERVLEVELT f _cdayrep
sec which the Service Level % of calls should
(Call Handling be answered. This objective is specified in
Profile) the Call Handling Profile selected in the

Current Day Configuration window.
Agent Occ % The targeted average percentage of time |AGOCC f_cdayrep
(Call Handling agents should spend on Automatic Call
Profile) Distribution (ACD) calls while logged in.

This objective is specified in the Call

Handling Profile selected in the Current

Day Configuration window.
Avg Serv Time The targeted average number of seconds |AVGAGSERYV f_cdayrep
(Call Handling each agent should spend on an ACD call,
Profile) including talk time and (After Call Work)

ACW time. This objective is specified in the

Call Handling Profile selected in the

Current Day Configuration window.
Avg Speed The forecasted average time calls will wait |RAVGSPEEDANS f_cdayrep
Answer before an agent answers. CentreVu CMS

(Profile Results)

calculates this average after calculating the
number of agent positions required to meet
the call handling profile objectives.
Normally, the forecasted average will be
slightly lower than the Average Speed of
Answer objective.
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Table 3-1: Current Day Forecast Report Description (Continued)

Report Heading

What It Measures

I

Database Item

Table

Service Level %
(Profile Results)

The forecasted percentage of calls that the
agents will answer within the time specified
in the Service Level sec field.
CentreVu CMS calculates this percentage
after calculating the number of agent
positions required to meet the call handling
profile objectives. Normally, the forecasted
percentage will be slightly higher than the
Service Level % objective.

RSERVLEVELP

f_cdayrep

Agent Occ %
(Profile Results)

The forecasted average percentage of time
agents will spend on ACD calls while
logged in. CentreVu CMS calculates this
percentage after calculating the number of
agent positions required to meet the call
handling profile objectives. Normally, the
forecasted percentage will be slightly lower
than the Agent Occ % objective.

RAGOCC

f _cdayrep
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Purpose The Longterm Forecast tells you, for any day up to 35 days in the future,
how many calls you can expect for a split/skill in each intrahour interval
and how many agents you will need to handle those calls.

i Data Storage Allocation i

| Call Handling Profile |

i Forecast Manager i

Figure 3-4. Longterm Report Administration Overview

Things to Know If you select 1-day-apart data points and one or more of those data points

About Report had no activity (as-, for example, on a weekend), CentreVu CMS will still
use those data points. Therefore, your forecast could be severely

Data skewed.

Note | For a detailed explanation of how CentreVu CMS generates
forecast data, see [Chapter 6, “How the Forecast System|
|Generates Data.”]

Prerequisite * You must have read permission for the Forecast subsystem and the
System split/skill for which you are running the forecast.

Administration * You must have defined a call handling profile to use with the
split/skill for which you are running a forecast.

* For you to get accurate forecasts, the Forecast Manager must have
collected the forecast input data as follows:

— For 1-day-apart data points, 4 days of data
— For 1-week apart data points, 4 weeks of data

— For seasonal trending, at least 8 weeks of data.
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Longterm Report

Input Window

Field Descriptions

To run a Longterm Forecast, you must complete the Longterm Input
window (Figure 3-5).

Forecast: Reports: Longterm Input Eullc3v
Split/skill: Bl20
Forecast date (mm/dd/yy or +nj: 14
First interwal start time: 06:00sm
Last interval start time: 06:00pm
Call handling profile: 1
Iays ketween historical data points (1 or Th: 7
Forecast wethod [select one)
<x> No trending
< » Seasonal trending, base date [mw/dd/vyy or -n): -364
<_» Current trending
< Expected calls O
Change factor: 100 %
To de-emphasize data, weight each data point (0 - 10) where
10 = most representative, 0 = do not use this data
10 Date 1 [(most recent)
10 Date Z
10 Date 3
10 pate 4 [(least recent)

Feport destination [Select one):

<x> Terminal

Figure 3-5: Longterm Input Window

Split/Skill:

Enter the number or name of the split/skill for which you want a longterm
forecast.

Forecast date (mm/dd/yy or +n):

Enter a date as a relative day (for example, 12 means 12 days after
today) or in mm/dd/yy format. This is the date for which you want to
forecast call traffic and required agents.

First interval start time:

Enter a time of day in hh:mm format, either as military time (for example,
13:30) or with am or pm appended (for example, 10:15am).

This time tells CentreVu CMS what time the longterm forecast
should begin.

The time should match the beginning of an intrahour interval. In
addition, the split(s)/skill(s) call handling profile must include this
interval.
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3-14 Forecast

Last interval start time:

Enter a time of day in hh:mm format, either as military time or with am or
pm appended (for example, 10:15am).

* This time tells CentreVu CMS which intrahour interval is the last
interval it should include in each longterm forecast.

* The time should match the beginning of an intrahour interval.
CentreVu CMS will generate forecast data through the end of this
intrahour interval.

Call handling profile:

Enter the number, 1 to 100, of the call handling profile CentreVu CMS
should use to generate forecast data. The selected call handling profile
must include the intervals between the times you entered in the First
interval start time: and the Last interval start time:

fields.

Days between historical data points (1 or 7):
Enter 1 or 7 to specify the number of days between data points.

* If you enter 1 to specify that data points will be 1 day apart, you can
run the forecast for up to 7 days in the future.

* If you enter 7 to specify that data points will be 7 days apart, you can
run the forecast for up to 35 days in the future.

Forecast method (select one):

The forecast method you select always finds the average of the previous
4 weeks. This average is adjusted based on the trending option you
select. Enter an x to select one of the four trending options:

* Notrending —CMS will average the data from data points in the
previous 4 days or weeks. This option will not generate any trend of
that data.

* Seasonal trending —CentreVu CMS will use data from a
specified base date and data points from the 4 days (or 4 weeks)
previous to that date. CentreVu CMS will then generate a forecast
that projects growth or shrinkage based on the trend of that
seasonal data.

Base date —If you select seasonal trending , enter a date as
a negative number (-n) to represent how many days in the past the
base date should be, or enter a past date in a mm/dd/yy format.

If you use the mm/dd/yy format, then put O in the input blank for -n
so that CentreVu CMS knows how to use the mm/dd/yy entry. If the
-n entry is not 0, it will be used.
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The base date should be a day when the call center activity was
similar to that expected for the current day.

Current trending —CentreVu CMS will use data from data
points in the previous 4 days or weeks and will generate a forecast
that projects growth or shrinkage based on the trend of that data.

Expected calls —CentreVu CMS will not forecast the number of
calls to the split/skill. Instead, CentreVu CMS will take the number of
calls you enter and distribute them among the specified intervals in
amounts that match the pattern in the historical data in your data
points.

If you select Expected calls , You must enter the number of calls
you expect will connect to the split/skill for the whole forecasted day.

Change factor:

Enter a number from 1 to 1000. This number tells CentreVu CMS, as a
percentage, how much it should increase or decrease the number of calls
carried it finds in its initial forecast. 100 means no change. 1000 means
the forecast calls carried should be multiplied by 10.

To de-emphasize data, weight each data point (0-10)
where 10=most representative, 0=do not use this data

Note

You should leave the relative weight of each date at 10 unless you
know the data stored for a particular date is highly unusual or

incorrect.

Dates 1 (most recent) to 4 (least recent):

Enter a number, 0 to 10, to change the relative weight of data on any or
all data points.
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Report destination (Select one):
Enteran x nextto Terminal , Printer , or File
* Terminal is the default destination.

* If you selected Printer and want to use a printer other than your
default printer, enter the printer name in addition to the x.

* If you selected File , enter a file name. If the file name already
exists, the existing file is overwritten with the new report data. The
file is in your home directory in the UNIX system (/usr/<your
login ID> ) or Solaris system (/export/home/<your login
ID>) unless you specify a full path name.
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Longterm A description of each report item follows the report example in the
Forecast Report Longterm Forecast Report Description table.
Example

Forecast: Reports: Longterm
Longterm Forecast
ACD: Bulls3Vipe Printed: 7/25/96 11:32 amM
Split/3kill: 3kill 420 Forecast for 8/ 8/96
Historical dats used [weight) 100 % change Factor
6/27/96 (10} 7/ 4/96 (10) 7411796 (10} 7/18/96 (10}
Forecast method: no trending Base date: 7/27/93
{User expected 0 calls)

-Call Handling Profile 1 - ——Profile Results——-
Forecast Number Avg Jervice Agent Avg Avy Jervice Agent

Calls Agents Speed Lewvel oo Serv  Speed Lewvel oo
Carried Req'd Answer % % i Answer %

Figure 3-6: Longterm Forecast Report Example
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Table 3-2: Longterm Forecast Report Description

Report Heading

What It Means

ACD The ACD of the forecasted split/skill.
Printed The date and time the report was run.
Split/Skill The name of the split/skill for the forecast.

Forecast for

The date for which you want the forecast.

Historical data
used

The current data points used for the forecast, and their respective
weights (0 to 10), as specified on the Longterm Input window.

% Change Factor

The adjustment, expressed as a percentage, that CentreVu CMS made
to its initial forecasted calls carried. CentreVu CMS makes changes, if
any, based on the Change Factor you enter on the Longterm Input
window.

Forecast method

The method, as specified on the Longterm Input window, used to
determine forecast data:

* Seasonal trending
* Current trending
* No trending

* Expected calls.

Base date A past date, as specified on the Longterm Input window, that is similar to
the current date. This date is used only for seasonal trending.
Time The start time of each intrahour interval included in the forecast.

Forecast Calls
Carried

The number of calls forecasted to arrive at the split/skill for the
associated intrahour interval.

Number Agents
Req'd

The number of agents that must be logged into the split/skill for the
intrahour interval in order to handle the forecasted calls, given the call
handling objectives.

Avg Speed
Answer [Call
Handling Profile]

The targeted average time calls should wait before an agent answers.
This objective is specified in the Call Handling Profile selected in the
Longterm Input window.

Service Level %
[Call Handling
Profile]

The targeted percentage of calls that the split(s)/skill(s) agents will
answer within the time specified in the Service Level sec field.
This objective is specified in the Call Handling Profile selected in the
Longterm Input window.

Service Level sec
[Call Handling
Profile]

The targeted number of seconds within which the Service Level % of
calls should be answered. This objective is specified in the Call
Handling Profile selected in the Longterm Input window.
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Table 3-2: Longterm Forecast Report Description (Continued)

Report Heading

What It Means

Agent Occ %

The targeted average percentage of time agents should spend on ACD

[Call Handling calls while logged in. This objective is specified in the Call Handling

Profile] Profile selected in the Longterm Input window.

Avg Serv Time The targeted average number of seconds each agent should spend on

[Call Handling an ACD call, including talk time and ACW time. This objective is

Profile] specified in the Call Handling Profile selected in the Longterm Input
window.

Avg Speed The forecasted average time calls will wait before an agent answers.

Answer CentreVu CMS calculates this average after calculating the number of

[Profile Results]

agent positions required to meet the call handling profile objectives.
Normally, the forecasted average will be slightly lower than the Average
Speed of Answer objective.

Service Level %
[Profile Results]

The forecasted percentage of calls that the split(s)/skill(s) agents will
answer within the time specified in the Service Level sec field.
CentreVu CMS calculates this percentage after calculating the number
of agent positions required to meet the call handling profile objectives.
Normally, the forecasted percentage will be slightly higher than the
Service Level % objective.

Agent Occ %
[Profile Results]

The forecasted average percentage of time agents will spend on ACD
calls while logged in. CentreVu CMS calculates this percentage after
calculating the number of agent positions required to meet the call
handling profile objectives. Normally, the forecasted percentage will be
slightly lower than the Agent Occ % objective.
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Purpose The Financial Forecast tells you, for any day up to 35 days in the future,
the following for each intrahour interval in the day:

* How many calls you can expect for a split/skill
* How many agents you will need to handle those calls

* How much your profit margin will be.

Note | For a detailed explanation of how CentreVu CMS generates
forecast data, see|[Chapter 6, “How the Forecast System|
[Generates Data.’|

| Data Storage Allocation |

| Call Handling Profile |

‘ Costs Profiles ‘

| Forecast Manager |

Figure 3-7: Financial Report Administration Overview
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Prerequisite * You must have read permission for the Forecast subsystem and the
System split/skill for which you are running the forecast.

Administration * You must have defined a call handling profile to use with the
split/skill for which you are running a forecast.

* You must have defined a costs profile to use with the split/skill for
which you are running a forecast.

* For you to get accurate forecasts, the Forecast Manager must have
collected the forecast input data as follows:

— For 1-day-apart data points, 4 days of data
— For 1-week apart data points, 4 weeks of data

— For seasonal trending, at least 8 weeks of data.

Financial Input To run the Financial Forecast, you must complete the Financial Input
Window window (Figure 3-8).

Forecast: Reports: Financial Input
Split/skill: 402
Forecast date (mwm/dd/yy or +nj: 11
First interval start time: 06:00sm
Last inkterval start time: EE:Dme
Call handling profile: 1
Costs profile: 1
Days between historical data points (1 or 7): 7
Forecast method (select one)
<x> No trending
<_> Seasonal trending, bhase date [(mw/dd/yy or -n): -364
< ¥ Current trending
<_» Expected calls 0O
Change factor: 100 %
To de-emphasize data, weight each data point (0 - 10) where
10 = most representative, 0 = do not use this data
10 Date 1 [(most recent)
10 Date 2
10 Date 3
0 Date 4 [(least recent)

Report destination (Select one):
Working

Figure 3-8: Financial Input Window

Field Descriptions Split/Skill:

Enter the number or name of the split/skill for which you want a forecast.
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Forecast date (mm/dd/yy or +n):

Enter a date as a relative day (for example, 12 means 12 days after
today) or in mm/dd/yy format. This is the date for which you want to
forecast call traffic and required agents. A maximum of four digits are
allowed.

First interval start time:

Enter a time of day in hh:mm format, either as military time or with am or
pm appended (for example, 10:15am).

* This time tells CentreVu CMS what time the longterm forecast
should begin.

* The time must match the beginning of an intrahour interval. In
addition, the split(s)/skill(s) call handling profile must include this
interval.

Last interval start time:

Enter a time of day in hh:mm format, in military time or with am or pm
appended (for example, 10:15am).

* This time tells CentreVu CMS which intrahour interval is the last
interval it should include in each financial forecast.

* The time must match the beginning of an intrahour interval.
CentreVu CMS will generate forecast data through the end of this
intrahour interval.

Call handling profile:

Enter the number, 1 to 100, of the call handling profile CentreVu CMS
should use to generate forecast data. The selected call handling profile
must include the intervals between the times you entered in the First
interval start time: and Last interval start time:

fields.

Costs profile:

Enter the number, 1 to 100, of the costs profile you want to use for this
financial forecast. CentreVu CMS will use the costs profile to determine
total costs of calls and agent labor per intrahour interval, as well as
estimated revenue per intrahour interval.
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The selected costs profile must include the intervals between the times
you entered in the First interval start time: and Last
interval start time: fields.

Days between historical data points (1 or 7):

Enter 1 or 7 to specify the number of days between data points.

If you enter 1 to specify that data points will be 1 day apart, you can
run the forecast for up to 7 days in the future.

If you enter 7 to specify that data points will be 7 days apart, you can
run the forecast for up to 35 days in the future.

Forecast method (select one):

Enter an x to select one of the four trending options:

Notrending —CentreVu CMS will use data from data points in the
previous 4 days or weeks but will not generate a forecast based on
the trend of that data.

Seasonal trending —CentreVu CMS will use data from the data
points 4 days or 4 weeks preceding the specified base date
CentreVu CMS will then generate a forecast that projects growth or
shrinkage based on the trend of that seasonal data.

base date —If you select seasonal trending , enter a date as
a negative number (-n) to represent how many days in the past the
base date should be, or enter a past date in an mm/dd/yy format.
The base date should be a day when the call center activity was
similar to that expected for the current day.

Current trending —CentreVu CMS will use data from data
points in the previous 4 days or weeks and will generate a forecast
that projects growth or shrinkage based on the trend of that data.

Expected calls —CentreVu CMS will not forecast the number of
calls to the split/skill. Instead, CentreVu CMS will take the number of
calls you enter and distribute them among the specified intervals in
amounts that match the pattern in the historical data in your data
points.

If you select Expected calls , You must enter the number of calls
you expect will connect to the split/skill for the whole forecasted day.
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Change factor:

Enter a number from 1 to 1000. This number tells CentreVu CMS, as a
percentage, how much it should increase or decrease the number of calls
carried it finds in its initial forecast. 100 means no change. 1000 means
the forecast calls carried should be multiplied by 10.

Do you want to de-emphasize any data (y/n)?

Enteray if you want to de-emphasize data or an n if you do not want to
de-emphasize data.

Report destination (Select one):
Enter an x nextto Terminal , Printer , or File
* Terminal is the default destination.

* If you selected Printer and want to use a printer other than your
default printer, enter the printer name in addition to the x.

* If you selected File , enter a file name. If the file name already
exists, the existing file is overwritten with the new report data. The
file is in your home directory in the UNIX system (/usr/<your
login ID> ) or Solaris system (/export/home/<your login
ID>) unless you specify a full path name.
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Financial Forecast A description of each report item follows the report example in the table
Report Example “Financial Forecast Report Description.”

Forecast: Reports: Financial
Financial Forecast

ACD: Bullz3vipe

split/skill: skill 402

Historical data used [weight)

74014968 (10} 7408796 (10} 7/15/96 (10} T/22/968 (10}

Forecast method: no trending

{Uzer expected 0 call=s}

-Call Handling Profile 1 - —-Profile Results——-
Forecast Number Awvg Jervice Agent Avg Avg Jervice Agent

Calls Agents Speed Lewvel olda] Serv Speed Lewvel olda]
Carried PReg'd  Answer ] i Answer %

Successful 40x108

Figure 3-9: Financial Forecast Report Example

Table 3-3: Financial Forecast Report Description

Report Heading What It Means

ACD The ACD of the forecasted split/skill.

Printed The date and time the report was run.

Split/Skill The name of the split/skill for the forecast.

Forecast for The date for which you want the forecast.

Historical data The current data points used for the forecast, and their respective

used weights (0 to 10), as specified on the Financial Input window.

Change Factor The adjustment, expressed as a percentage, that CentreVu CMS made
to its initial forecasted calls carried. CentreVu CMS makes changes, if
any, based on the Change Factor you enter on the Financial Input
window.
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Table 3-3: Financial Forecast Report Description (Continued)

Report Heading

What It Means

Forecast method

The method, as specified on the Financial Input window, used to
determine forecast data:

* Seasonal trending
* Current trending
* No trending

* Expected calls.

Base date A past date, as specified on the Financial Input window, that is similar to
the current date. This date is used only for seasonal trending.
Time The start time of each intrahour interval included in the forecast.

Forecast Calls
Carried

The number of calls forecasted to arrive at the split/skill for the
associated intrahour interval.

Number Agents
Req'd

The number of agents that must be logged into the split/skill for the
intrahour interval in order to handle the forecasted calls, given the call
handling objectives.

Avg Speed
Answer [Call
Handling Profile]

The targeted average time calls should wait before an agent answers.
This objective is specified in the Call Handling Profile selected in the
Financial Input window.

Service Level %
[Call Handling
Profile]

The targeted percentage of calls that the split/skill agents will answer
within the time specified in the Service Level sec field. This
objective is specified in the Call Handling Profile selected in the
Financial Input window.

Service Level sec

The targeted number of seconds within which the Service Level % of

[Call Handling calls should be answered. This objective is specified in the Call

Profile] Handling Profile selected in the Financial Input window.

Agent Occ % The targeted average percentage of time agents should spend on ACD

[Call Handling calls while logged in. This objective is specified in the Call Handling

Profile] Profile selected in the Financial Input window.

Avg Serv Time The targeted average number of seconds each agent should spend on

[Call Handling an ACD call, including talk time and after-call-work time. This objective

Profile] is specified in the Call Handling Profile selected in the Financial Input
window.

Avg Speed The forecasted average time calls will wait before an agent answers.

Answer CentreVu CMS calculates this average after calculating the number of

[Profile Results]

agent positions required to meet the call handling profile objectives.
Normally, the forecasted average will be slightly lower than the Average
Speed of Answer objective.
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Table 3-3: Financial Forecast Report Description (Continued)

Report Heading

What It Means

Service Level %
[Profile Results]

The forecasted percentage of calls that the split/skill agents will answer
within the time specified in the Service Level sec field.

CentreVu CMS calculates this percentage after calculating the number
of agent positions required to meet the call handling profile objectives.
Normally, the forecasted percentage will be slightly higher than the
Service Level % objective.

Agent Occ %
[Profile Results]

The forecasted average percentage of time agents will spend on ACD
calls while logged in. CentreVu CMS calculates this percentage after
calculating the number of agent positions required to meet the call
handling profile objectives. Normally, the forecasted percentage will be
slightly lower than the Agent Occ % objective.

Costs Profile
[Costs Profile]

The number of the costs profile specified in the Financial Input window.
The three objectives directly below this heading are specified in the
Costs Profile.

Cost of Call The expected average cost of a call to this split/skill, as specified in the
[Costs Profile] Costs Profile window.
Cost of Agent The expected average cost per agent for the intrahour interval, as

[Costs Profile]

specified in the Costs Profile window.

Revenue per Call
[Costs Profile]

The expected average revenue per call, as specified in the Costs Profile
window.

Est Margin

The estimated profit per interval, based on the number of calls, their
associated revenue and costs, and the cost of agents.
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Purpose

Things to Know
About Report
Data

3-28 Forecast

The Intraday report gives you a forecast for the number of agents you will
need for the remaining part of the current day. The Intraday Forecast
adjusts the normal current day forecast to account for actual call volume
in the early part of the day.

At least one intrahour interval of data must be collected for the
current day before an Intraday Forecast can be run.

Your forecast start time can be for the current interval or intervals
that CentreVu CMS has already archived. You cannot specify a
forecast start time for a future interval.

CentreVu CMS automatically uses as input data all intervals of
today's historical data, from the specified historical start time to the
forecast start time. The interval you identify as the forecast start time
will be forecasted, not used to supply input data.

All intrahour intervals included in the Intraday Forecast must be
within the time frame of the associated current day forecast. See the
Firstinterval start time: and Last interval start

time: fields on the Current Day Input window in this chapter.

To figure Intraday Forecast data, CentreVu CMS finds the ratio of
forecasted current day call volume to actual current day call volume
and uses that ratio to adjust the forecasted call volume for the
remaining intrahour intervals in the day.

In turn, CentreVu CMS recalculates the number of agents required
to handle the newly calculated call volume, taking into account the
call handling profile used for the current day report.

Note

For a detailed explanation of how CentreVu CMS generates
forecast data, see [Chapter 6, “How the Forecast System|

[Generates Data.’]
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Prerequisite
System
Administration

‘ Data Storage Allocation

\ Call Handling Profile \

‘ Current Days Configuration ‘

‘ Forecast Manager ‘

* Historical Data must be collected prior to using the Intraday
Forecast.

Figure 3-10: Intraday Report Administration Overview

You must have read permission for the Forecast subsystem and the
split/skill for which you are running the report.

You must have defined a current day configuration for the split/skill
for which you are running a forecast and the call handling profile
referenced in the configuration.

The Forecast Manager must have run and generated the current
day forecast data.
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Intraday Input To run an Intraday Forecast, you must complete the Intraday Input
Window window (Figure 3-11).

Forecast: Beports: Inkraday Inpukt

Split/3kill: 402
Historical time

Firat interwval start time: 59:00zm
Forecast time

First interwval start time: 1:15pm

Last interwval start time: E:Sﬂpm

Beport destination (Select one):
<x> Terminal
<_» Printer, Printer name:
< > File,
File nsme:

Figure 3-11: Intraday Input Window

Field Descriptions Split/Skill:

Enter the number or name of the split/skill for which you want an intraday
forecast.

First interval start time: [Historical time]

Enter a time of day in hh:mm format, either as military time (for example,
13:30) or with am or pm appended (for example, 10:15am).

* This time tells CentreVu CMS what time to begin comparing today’s
forecast to today's actual data.

CentreVu CMS will compare forecast to actual current day data for
each intrahour interval from this start time up to the intraday forecast
start time.
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First interval start time: [Forecast time]

Enter a time of day in hh:mm format, either as military time or with am or
pm appended (for example, 10:15am).

* This time tells CentreVu CMS what interval should be the first
interval in the intraday forecast.

The time must match the beginning of the current intrahour interval
or an interval that has already passed.

* To generate the forecast, CentreVu CMS will gather intrahour
historical data starting at the equivalent time in each data point.

Last interval start time: [Forecast time]

Enter a time of day in hh:mm format, either as military time or with am or
pm appended (for example, 10:15am).

* This time tells CentreVu CMS which intrahour interval is the last
interval it should include in each intraday forecast.

* Thetime must match the beginning of an intrahour interval and must
be within the time frame of the associated current day forecast data.
The time frame cannot be after the Last interval start
time: defined on the Current Day Configuration window.
CentreVu CMS will generate forecast data through the end of this
intrahour interval.

Report destination (Select one):
Enter an x nextto Terminal , Printer , or File
* Terminal is the default destination.

* If you selected Printer and want to use a printer other than your
default printer, enter the printer name in addition to the x.

* If you selected File , enter a file name. If the file name already
exists, the existing file is overwritten with the new report data. The
file is in your home directory in the UNIX system (/usr/<your
login ID> ) or Solaris system (/export/home/<your login
ID>) unless you specify a full path name.
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Intraday Forecast A description of each report item follows the report example in the table
Report Example Intraday Forecast Report Description.

Reports: Intraday
Intraday Forecast

ACD: BullG3vSpe Printed: 7/25/96 Z:53 FM
Split/3kill: 3kill 402 Forecast for 7/25/96
Forecast method: no trending Base date: 6/23/96
75 % Additional Change Factor
Activity todsay from 9:00 &M to 1:15 EM

Muber of Calls Carried: 9

Forecast Calls Carried: 0

Fercentage of Actual to Forecast: 0.00 %

-Call Handling Profile 2 - —-Profile Results——-
Forecast Number Avg SJervice Agent Awvg Anrg Jervice Agent
Calls Agents  Speed Lewvel elald Serv Zpeed Lewel elald
Carried Regq'd  Answer # £ i Answer %

Figure 3-12: Intraday Forecast Report Example
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Table 3-4: Intraday Forecast Report Description

Report Heading

What It Means

ACD The ACD of the forecasted split/skill.
Printed The date and time the report was run.
Split/Skill The name of the split/skill for the forecast.

Forecast for

The date for which you want the forecast information.

Forecast method

The method, as specified on the Current Day Configuration window,
used to determine forecast data:

* Seasonal trending
* Current trending

* No trending.

Base date A past date, as specified on the Current Day Configuration window, that
is similar to the current date. This date is used only for seasonal
trending.

% Additional The adjustment, expressed as a percentage, that CentreVu CMS made

Change Factor

to its initial forecasted calls carried. CentreVu CMS makes changes, if
any, based on the Change Factor you enter on the Current Day
Configuration window.

Activity today
from

The start times of the first and last intervals whose current day forecast
data and actual data are compared. The ratio of actual to forecasted call
data is the basis for transforming the remainder of the current day
forecast data into intraday data.

Number of Calls
Carried

The total of actual calls carried for the time period specified by the
Activity today from field.

Forecast Calls
Carried

The total of forecast calls carried for the time period specified by the
Activity today from field.

Percentage of
Actual to Forecast

The percentage of forecast calls carried that actually were carried in the
time period. This percentage is found by dividing the actual calls carried
by the forecast calls carried.

Time

The start time of each intrahour interval included in the forecast.

Forecast Calls
Carried

The number of calls forecasted to arrive at the split/skill for the
associated intrahour interval.

Number Agents
Req'd

The number of agents that must be logged into the split/skill for the
intrahour interval in order to handle the forecasted calls, given the call
handling objectives.

Avg Speed
Answer [Call
Handling Profile]

The targeted average time calls should wait before an agent answers.
This objective is specified in the Call Handling Profile selected in the
Current Day Configuration window.
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Table 3-4: Intraday Forecast Report Description (Continued)

Report Heading

What It Means

Service Level %

The targeted percentage of calls that the split/skill's agents will answer

[Call Handling within the time specified in the Service Level sec field.

Profile]

Service Level sec The targeted number of seconds within which the Service Level % of

[Call Handling calls should be answered. This objective is specified in the Call

Profile] Handling Profile selected in the Current Day Configuration window.

Agent Occ % The targeted average percentage of time agents should spend on ACD

[Call Handling calls while logged in. This objective is specified in the Call Handling

Profile] Profile selected in the Current Day Configuration window.

Avg Serv Time The targeted average number of seconds each agent should spend on

[Call Handling an ACD call, including talk time and after-call-work time. This objective

Profile] is specified in the Call Handling Profile selected in the Current Day
Configuration window.

Avg Speed The forecasted average time calls will wait before an agent answers.

Answer CentreVu CMS calculates this average after calculating the number of

[Profile Results]

agent positions required to meet the call handling profile objectives.
Normally, the forecasted average will be slightly lower than the Average
Speed of Answer objective.

Service Level %
[Profile Results]

The forecasted percentage of calls that the split/skill agents will answer
within the time specified in the Service Level sec field.

CentreVu CMS calculates this percentage after calculating the number
of agent positions required to meet the call handling profile objectives.
Normally, the forecasted percentage will be slightly higher than the
Service Level % objective.

Agent Occ %
[Profile Results]

The forecasted average percentage of time agents will spend on ACD
calls while logged in. CentreVu CMS calculates this percentage after
calculating the number of agent positions required to meet the call
handling profile objectives. Normally, the forecasted percentage will be
slightly lower than the Agent Occ % objective.
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Purpose The Special Day Report tells you, for a special day, how many calls you
can expect for a split/skill in each intrahour interval and how many agents
you will need to handle those calls.

| Data Storage Allocation |

‘ Call Handling Profile ‘

| Special Days |

| Forecast Manager |

Figure 3-13: Special Day Report Administration Overview

Things to Know * A special day, like a holiday or a special promotion day, may have

About Report Data unique characteristics. As a result, you may want CentreVu CMS to
generate a forecast based only on the historical call volume on the
last occurrence of the special day. Therefore, CentreVu CMS does
not use data points in forecasting special day call volume.

* You can adjust the special day forecast with the change factor.

* You can also base the forecast on expected calls, rather than use
historical data.

Note | For a detailed explanation of how CentreVu CMS generates
forecast data, see|Chapter 6, “How the Forecast System|
|Generates Data.’|
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Prerequisite
System
Administration

Special Day Input
Window
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* You must have previously defined the special day on the
Administration: Special Days window.

* You must have defined a call handling profile to use with the
split/skill for which you are running a forecast.

* The Forecast Manager must have collected data for a previous
occurrence of that special day. If not, you may manually run the
Forecast Manager to collect data for that day, providing that the data
is still in the historical database.

To run a Special Day Forecast, you must complete the Special Day Input
window (Figure 3-14).

Forecast: Reports: Special Day Input

Split/3kill: 402

Forecast date (mm/dd/yy or +nj: 14
First interval start time: 06:00sm
Last inkterwval start time: 06&:00pm

Call handling profile: 2

gaved special day (mm/dd/yy or -n): 07/15/96

Change factor: EQQ ]

[optional] Expected calls: 0O

Report destination [Select one):
<xx Terminal
<_» Printer, Printer name:
< > File,
File nawe:

Figure 3-14: Special Day Input Window
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Field Descriptions

Split/Skill:

Enter the number or name of the split/skill for which you want a special
day forecast.

Forecast date (mm/dd/yy or +n):

Enter a date as a relative day (for example, 12 means 12 days after
today) or in mm/dd/yy format. This is the date for which you want to
forecast call traffic and required agents.

First interval start time:

Enter a time of day in hh:mm format, either as military time (for example,
13:30) or with am or pm appended (for example, 10:15am).

* This time tells CentreVu CMS what time the special day forecast
should begin.

* The time must match the beginning of an intrahour interval. In
addition, the split/skill's call handling profile must include this
interval.

Last interval start time:

Enter a time of day in hh:mm format, either as military time or with am or
pm appended (for example, 10:15am).

* This time tells CentreVu CMS which intrahour interval is the last
interval it should include in each special day forecast.

* The time must match the beginning of an intrahour interval.
CentreVu CMS will generate forecast data through the end of this
intrahour interval.

Call handling profile:

Enter the number, 1 to 100, of the call handling profile CentreVu CMS
should use to generate forecast data. The selected call handling profile
must include the intervals between the times you entered in the First
interval start time: and Last interval start time:

fields.

Saved special day (mm/dd/yy on -n):

Enter the date, in mm/dd/yy format, of the special day whose data you
want to use for the forecast.
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Change factor:

Enter a number from 1 to 1000. This number tells CentreVu CMS, as a
percentage, how much it should increase or decrease the number of calls
carried it finds in its initial forecast. 100 means no change. 1000 means
the forecast calls carried should be multiplied by 10.

(optional) Expected calls:

CentreVu CMS will not forecast number of calls to the split/skill. Instead,
CentreVu CMS will take the number of calls you enter and distribute them
among the specified intervals in amounts that match the pattern in the
historical data in your special day.

If you select Expected calls , You must enter the number of calls you
expect will connect to the split/skill for the whole forecasted day.

Report destination (Select one):
Enteran x nextto Terminal , Printer , or File
* Terminal is the default destination.

* If you selected Printer and want to use a printer other than your
default printer, enter the printer name in addition to the x.

* If you selected File , enter a file name. If the file name already
exists, the existing file is overwritten with the new report data. The
file is in your home directory in the UNIX system (/usr/<your
login ID> ) or Solaris system (/export/home/<your login
ID>) unless you specify a full path name.
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Specia| Day A description of each report item follows the report example in the
Forecast Report Special Day Forecast Report Description table.
Description

Forecast: Reports: Special Day
Special Day Forecast
ACD: Bullz3Vipe
Split/skill: skill 402
Forecast based on data from 7/15/96

{Uzer expected 0 calls}

Printed: 7/25/96 4:20 FM
Forecast for 8/ 8/96
100 % Change Factor

-Call Handling Profile 2 - —--Profile Results---
Forecast Humber Avg Service Agent Avg Aoy Jervice Agent

Calls Agents Speed Lewvel elat Ferv Zpeed Lewvel elal

Carried Req'd  Answer # ] Answer %

oo o oo oo

1 2
] 0
0 0
] 0
0 0
] 0
0 0
0 0

Successful

Figure 3-15: Special Day Forecast Report Example

Table 3-5. Special Day Forecast Report Description

oo oo oo oD

Report Heading

What It Means

ACD The ACD of the forecasted split/skill.
Printed The date and time the report was run.
Split/Skill The name of the split/skill for the forecast.

Forecast for

The date for which you want the forecast information.

Forecast based
on data from

The date of the past special day supplying input data for this forecast.

% Change Factor

The adjustment, expressed as a percentage, that CentreVu CMS made
to its initial forecasted calls carried. CentreVu CMS makes changes, if
any, based on the Change Factor you enter on the Special Day Input
window.

(User expected
calls)

The total number of expected calls for the entire day. Expected calls are
specified on the Special Day Input window. Expected calls are spread
over the specified intrahour intervals in the day, in amounts equal to the
relative amounts each interval had on the previous special day.

Time

The start time of each intrahour interval included in the forecast.
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Table 3-5: Special Day Forecast Report Description (Continued)

Report Heading

What It Means

Forecast Calls
Carried

The number of calls forecasted to arrive at the split/skill for the
associated intrahour interval.

Number Agents
Req'd

The number of agents that must be logged into the split/skill for the
intrahour interval in order to handle the forecasted calls, given the call
handling objectives.

Avg Speed
Answer [Call
Handling Profile]

The targeted average time calls should wait before an agent answers.
This objective is specified in the Call Handling Profile selected in the
Special Day Input window.

Service Level %

The targeted percentage of calls that the split/skill's agents will answer

[Call Handling within the time specified in the Service Level sec field.

Profile]

Service Level sec The targeted number of seconds within which the Service Level % of

[Call Handling calls should be answered. This objective is specified in the Call

Profile] Handling Profile selected in the Special Day Input window.

Agent Occ % The targeted average percentage of time agents should spend on ACD

[Call Handling calls while logged in. This objective is specified in the Call Handling

Profile] Profile selected in the Special Day Input window.

Avg Serv Time The targeted average number of seconds each agent should spend on

[Call Handling an ACD call, including talk time and after-call-work time. This objective

Profile] is specified in the Call Handling Profile selected in the Special Day Input
window.

Avg Speed The forecasted average time calls will wait before an agent answers.

Answer CentreVu CMS calculates this average after calculating the number of

[Profile Results]

agent positions required to meet the call handling profile objectives.
Normally, the forecasted average will be slightly lower than the Average
Speed of Answer objective.

Service Level %
[Profile Results]

The forecasted percentage of calls that the agents will answer within the
time specified in the Service Level sec field. CentreVu CMS
calculates this percentage after calculating the number of agent
positions required to meet the call handling profile objectives. Normally,
the forecasted percentage will be slightly higher than the Service Level
% objective.

Agent Occ %
[Profile Results]

The forecasted average percentage of time agents will spend on ACD
calls while logged in. CentreVu CMS calculates this percentage after
calculating the number of agent positions required to meet the call
handling profile objectives. Normally, the forecasted percentage will be
slightly lower than the Agent Occ % objective.
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Hypothetical Data

Purpose Prior to running a Hypothetical Report or a Financial Hypothetical Report,
you must decide how you want to gather data for your reports.

To define hypothetical data, you may:
* Enter new data in the hypothetical data table from scratch.

For example, if you anticipate a future day whose call volume will be
different from any days in the past, you might want to enter all data
in the hypothetical data table from scratch.

* Copy historical data into the hypothetical data table.

For example, if you anticipate a future day whose call volume will be
the same as days in the past.

* Edit data you copied.

For example, if you anticipate a future day whose call volume is
unique for only a part of the day, you might copy the historical data
into the hypothetical data table and then edit data for the intrahour
intervals you know will be different.

Note | Your choice of how you gather data for your Hypothetical
Report and your Hypothetical Financial Report depends on
the type of day you want to forecast.

CentreVu CMS supplies uniform default data in the hypothetical
data table so that you can run hypothetical forecasts immediately.
With this uniform default data, you can use a hypothetical forecast to
experiment with and clearly study the effects of call profiles, forecast
methods, and other forecast inputs.

To view or change this data, you must use the Edit Values window

Figure 3-17).

See “Forecast System and Document Organization,” for an
overview of Hypothetical Data.
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Copy Historical
Data

Things to Know
Before You Start

Prerequisite System
Administration
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Use the Copy Historical Data window|(Figure 3-16)|to copy historical
data for a split/skill from the forecast input table into the hypothetical
data table.

You can use this data, either immediately or after editing it, to run
hypothetical forecasts.

Note | To actually see the data in the hypothetical data table, you
must use the Edit Values window.

Although you can copy historical data from any split/skill in any ACD
(real or pseudo-ACD), data in the hypothetical data table is not
stored for any particular split/skill or ACD. Instead, the hypothetical
data table is simply a collection of ACD calls data for the intervals in
four data points.

You must separately copy data for each of the data points, 1 through
4. When you copy the data, any data that previously had been
stored for that data point is overwritten in the table.

You cannot copy abandons from the forecast input data. However,
you can manually include abandons with ACD calls by editing the
hypothetical points. See the “Data Points” and|“Edit and View|
[Hypothetical Data”|sections in this chapter.

You must have read and write permission for the Forecast
subsystem.

You must have read permission for the split/skill (and ACD, if
applicable) from which you are copying data.

Before you can copy data, you must have previously run the
Forecast Manager to copy data from the historical data tables to the
forecast input table. You can run the Forecast Manager either
manually or in a timetable.



Hypothetical Data

Copy Historical Data

Window

Field/Action List Usage

Field Descriptions

To copy historical data for a split/skill from the forecast input table into the
hypothetical data table, use the Hypothetical Data: Copy Historical Data
window.

Forecast: Hypotheticsal: Data: Copy Historical Data

Copy from
ACD: burbank
Splits/3kill: silverpurchase

Date: 12/24/96
Copy to
Data point(l-4): 1

Figure 3-16: Copy Historical Data Window

Run

Enter any changes, and select Run .

ACD: [Copy from]

Enter the number or name of the ACD that contains the split/skill data you
want to copy. The ACD can be either the ACD connected to
CentreVu CMS or a pseudo-ACD.

Split/Skill: [Copy from]
Enter the name or number of the split/skill whose data you want to copy.
Date: [Copy from]

Enter a date whose data you want to copy to the hypothetical data table.
Use mm/dd/yy format.

Data for all intrahour intervals will be copied from this date.
Data point (1-4): [Copy t0]

Enter a number from 1 to 4 to specify which data point the data should
be copied to.

* Entering 1 copies data to the most recent data point. Entera 4 to
copy data to the oldest data point.

* Whether the data points are 1 day apart or 7 days apart is
determined when you actually run a hypothetical forecast.
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Edit and View Use the Edit Values window[(Figure 3-17)|to view, add, change, or delete
Hypothetical Data the data in the hypothetical data table.

Things to Know * You can edit data for only one data point and one interval at a time.

Before You Start * The only data you can change is the number of ACD calls per
intrahour interval, since this is the only data used for hypothetical
forecasts.

* When you run a hypothetical forecast, the interval length of the data
must match the interval length of the ACD that supplies the
forecast's call handling profile. To check the interval length of the
data, do a List all for each data point. If the length does not
match, you must either:

— Copy, via the Copy Historical Data window, new data that has
the same interval length as the call handling profile's ACD.

— Change the intervals in the hypothetical data table (see
[“Change the Intervals Length of Hypothetical Data”).

— Select a call handling profile from an ACD with a matching
interval length.

If an ACD with a matching interval length does not exist, you
can create a pseudo-ACD with the right interval length. You

must also create an appropriate call handling profile for that
ACD.

Note | Changing the intrahour interval on this window does not
affect how real historical data is collected and stored.

Prerequisite System To use the hypothetical data, you must have read and write permission
Administration for the Forecast subsystem and the specified split/skill.
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Edit Values Window

Field/Action List Usage

Field Description

To view hypothetical data, you must use the Edit Values window
(Figure 3-17).

Bullz3ivipe
add

Data point (1-4, 1 is most recent): 1 Delete
Interval start time: 10:00am Find one
ACDCATLLI: 575 Lizt all

foptional) Interwval length (153, 30, e0): 30| Modify
Hext
Previous

Figure 3-17: Edit Values Window

Add

To add a hypothetical data entry, complete all the input fields and select
Add.

Delete

To delete a hypothetical data entry, complete all the input fields, and
select Delete

Find one/List all

To display an existing hypothetical data entry, select Find one or
List all

Modify

To modify an existing hypothetical data entry, do a Find one to bring
up the existing data, change data in the appropriate fields, and select
Modify .

Data point (1-4, 1 is most recent):

Enter a number from 1 to 4 to specify the data point whose data you
want to edit.
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Change the Interval
Length of
Hypothetical Data

3-46 Forecast

Interval start time:

Enter the start time of the intrahour interval for which you want to edit
hypothetical data.

ACDCALLS:

Enter the number of ACD calls you want considered for the specified data
point and intrahour interval(s) when CentreVu CMS calculates the
hypothetical forecast.

(optional) Interval length (15, 30, 60):

Enter, in minutes, the length of the intrahour interval you want to appear
in the hypothetical forecast.

Note | The interval length must be the same for all intervals and all data
points in the hypothetical data table in the CMS database.
Therefore, if you want to change the length of an interval of data,
you must change the length for all intervals in all data points.

If you want to change the intrahour interval length of data in the
hypothetical data table, you will either have to:

* Insert intervals of data (as when changing from 60-minute to 30-
minute intervals, from 60-minute to 15-minute intervals, or from 30-
minute to 15-minute intervals).

* Delete intervals of data (as when changing from 15-minute to 30-
minute intervals, from 15-minute to 60-minute intervals, or from 30-
minute to 60-minute intervals).

Note | When you run a hypothetical forecast, the interval length of the
data must also match the interval length of the ACD that supplies
the forecast's call handling profile.

Two sample procedures for changing interval length follow.



Hypothetical Data

Change Data from
30-Minute Intervals to
15-Minute Intervals

In the Data point field, enter
the data point whose intervals
you want to change.

Select Find one to display the
first interval of data in the data
point.

If desired, change the number of
ACD calls in the ACDCALLS
field. You may want to enter half
the number displayed, since you
are changing 30-minute data to
15-minute data.

In the Interval length field,
enter 15 , and select Modify

In the Interval start

time field, enter a start time
exactly 15 minutes after the start
time of the previous interval.

If desired, change the number of
ACD calls in the ACDCALLS
field. If you previously entered
half of the ACD calls stored for a
30-minute interval, you may want
to leave this number in the field,
since this also represents the
other half of the calls for the 30-
minute interval.

Leave 15 in the Interval

length  field, and select Add .

Press z.

The ACDCALLS field
displays the number of
ACD calls for the first
interval. The Interval
length: field displays the
length of the interval.

Successful  appears on
the status line to indicate
that the interval of data has
been changed.

Successful  appears on
the status line to indicate
that the interval of data has
been added.

Data in all of the input fields
disappears.
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9.

10.

Repeat Steps 1 through 8 for
each 30-minute interval in the
data point.

Repeat Steps 1 through 9 for the
other three data points you want
for your forecast. When you are
done, you can run the
Hypothetical Forecast with the
new interval length.

Note

To change data from 60- to 30-minute intervals or 60- to 15-
minute intervals, you use the same procedure as the preceding

sample. However, to change from 60- to 15-minute intervals, you
will need to add three intervals of data per 60-minute interval,
normally with each interval containing only a fourth of the ACD
calls contained in the associated 60-minute interval.



Hypothetical Data

Changing Data from
15-Minute Intervals to
30-Minute Intervals

In the Data point field, enter
the data point whose data you
want to change.

Select List all to display all

of the 15-minute intervals of data.

Note the sum of data for the first
two 15-minute intervals, and
make the Edit Values window
current again (with the
SLK).

In the Interval start

time field, enter the start time of
the first 15-minute intrahour
interval, and select Find one

In the ACDCALLS field, enter the
sum of ACD calls in the first two
15-minute intervals.

In the Interval length field,
enter 30 , and select Modify

In the Interval start

time field, enter the start time of
the second 15-minute interval
listed in the List All window.
Select Delete

Repeat Steps 1 through 8 for
each pair of 15-minute intervals
in the data point.

—

The List All window
displays. The window
contains all 15-minute
intervals in the data point.
The Edit Values window
becomes current.

The ACDCALLSfield
displays the number of
ACD calls for the next
interval. The Interval
length field displays the
length of the interval.

Successful appears on
the status line to indicate

that the interval of data has
been changed.

Successful  appears on
the status line to indicate

that the interval of data has
been changed.
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10.

Repeat Steps 1 through 9 for the
other three data points you want
for your forecast. When you are
done, you can run the
Hypothetical Forecast with the
new interval length.

Note

To change data from 30- to 60-minute intervals or 15- to 60-
minute intervals, you use the same procedure as the preceding

sample. However, to change from 15- to 60-minute intervals, you
will need to delete three intervals of data per 60-minute interval,
normally with each 60-minute interval containing the sum of the
ACD calls contained in the four associated 15-minute intervals.



Hypothetical Report

The Hypothetical Data Forecast lets you play with “what if . . .” scenarios.
For example, you might ask yourself, “If, during the first week of selling a
new product, Split 1 gets 1,000 calls per intrahour interval, how many
agents will I need to handle them efficiently?” The hypothetical forecast
can give you an answer to this scenario because the forecast uses data
that you define in the hypothetical data table.

Note | See the [‘Copy Historical Data’| and ['Edit and View Hypothetical
sections under “Hypothetical Data” for a description of how
to define hypothetical data.

For a detailed explanation of how CentreVu CMS generates
forecast data, see|Chapter 6, “How the Forecast System|
[Generates Data.’]

To run a hypothetical forecast, you must fill in the Report Input window
[(Figure 3-19.)|

‘ Data Storage Allocation * ‘

| Call Handling Profile |

‘ Forecast Manager * ‘

‘ Hypothetical Data: Edit or Copy ‘

*Optional. If you enter data manually, these Administrative
tasks are not necessary.

Figure 3-18: Hypothetical Report Administration Overview
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Prerequisite
System
Administration

Hypothetical
Report Input
Window
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* Data must exist in the hypothetical data table for each intrahour
interval you specify for the forecast. For a forecast to make sense,
all four data points in the table should have data for the intrahour
interval(s).

* The call handling profile you specify for the report must be defined.

* The ACD from which you select a call handling profile must have the
same intrahour interval length as that of the data in the hypothetical
data table.

To run a Hypothetical Forecast, you must complete the Hypothetical

Report Input window|(Figure 3-14).

Forecast: Hypothetical: Report Input
Iays hetween historical data points (1 or Th: 7
Forecast day (+n): 8
First interval start time: §:00am
Last interwval start time: 4:40pm
Call handling profile: 1 ACD: burbank
Forecast method (select one)
<x> No trending
< Current trending
< > Expected calls O
Change factor: 100 %
To de-emphasize data, weight each data point (0 - 10) where
10 = most representative, 0 = do not use this data
10 Date 1 (most recent)
10 Date 2
0 Date 3

Date 4 [least recent)

Feport destination [Select one):
<x> Terminal
<_» Printer, Printer name:
< > File,

Figure 3-19: Report Input Window



Hypothetical Report

Field Descriptions

Days between data points (1 or 7):
Enter1 or 7 to specify the number of days between data points.

* If you enter 1 to specify that data points will be 1 day apart, you can
run the forecast for up to 7 days in the future.

* If you enter 7 to specify that data points will be 7 days apart, you can
run the forecast for up to 35 days in the future.

Forecast day (+n):

Enter a date as a relative day (for example, 12 means 12 days after
today). This is the date for which you want to forecast call traffic and
required agents.

First interval start time:

Enter a time of day in hh:mm format, either as military time (for example,
13:30) or with am or pm appended (for example, 10:15am).

* This time tells CentreVu CMS what time the hypothetical forecast
should begin.

* The time should match the beginning of an intrahour interval. In
addition, the selected call handling profile must include this interval.

Last interval start time:

Enter a time of day in hh:mm format, either as military time or with am or
pm appended (for example, 10:15am).

* This time tells CentreVu CMS which intrahour interval is the last
interval it should include in each hypothetical forecast.

* The time should match the beginning of an intrahour interval.
CentreVu CMS will generate forecast data through the end of this
intrahour interval.

Call handling profile:

Enter the number, 1 to 100, of the call handling profile CentreVu CMS
should use to generate forecast data. The selected call handling profile
must include the intervals between the times you entered in the First
interval start time and Last interval start time fields.
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ACD:

Enter the number or name of the ACD from which CentreVu CMS should
retrieve the call handling profile you specified.

Forecast method (Select one)
Enter an x to select one of the three trending options:

* Notrending —CentreVu CMS will use data from the data points,
but will not generate a forecast based on the trend of that data.

* Current trending —CentreVu CMS will use data from the data
points, and will generate a forecast that projects growth or shrinkage
based on the trend of that data.

* Expected calls —CentreVu CMS will not forecast number of
calls. Instead, CentreVu CMS will take the number of calls you enter
and distribute them among the specified intervals in amounts that
match the pattern in the hypothetical data in your data points.

If you select Expected calls field, you must enter the number of
calls you expect will connect for the whole forecasted day.

Change factor:

Enter a number from 1 to 1000. This number tells CentreVu CMS, as a
percentage, how much it should increase or decrease the number of calls
carried it finds in its initial forecast. 100 means no change. 1000 means
the forecast calls carried should be multiplied by 10.

Do you want to de-emphasize any data (y/n)?

Enter a y if you want to de-emphasize data or an n if you do not want to
de-emphasize data.

Report destination (Select one):
Enteran x nextto Terminal , Printer , or File
* Terminal is the default destination.

* If you selected Printer and want to use a printer other than your
default printer, enter the printer name in addition to the x.

* If you selected File , enter a file name. If the file name already
exists, the existing file is overwritten with the new report data. The
file is in your home directory in the UNIX system (/usr/<your
login ID> ) or Solaris system (/export/home/<your login ID>)
unless you specify a full path name.
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Hypothetica| A description of each report item follows the report example in the
Forecast Report Hypothetical Forecast Report Description table.

Example

st Hypothetical: Report
Hypothetical Forecast
2D for Call Handling Profile: Nonamed3Vs Printed: 7/2Z6/96 10:2Z9
Forecast data 7 days apart Forecast for day
Data point (weight] Point 1 {10} Point 2 (10} Point 3 {10} Foint 4 (10}
Forecast method: no trending 100 % Change Fact
{User expected 0 calls}

—Call Handling Profile 1 - --Profile Besults—-
Forecast Number Avyg Jervice Agent Avg Ao Service Agent
Calls Agents Speed Level oo Zerv  Zpeed Level oo
Carried Reg'd  Answer % % i Answer %

Figure 3-20: Hypothetical Forecast Report Example
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Table 3-6: Hypothetical Forecast Report Description

Report Heading

What It Means

ACD for Call
Handling Profile

The ACD of the call handling profile used in the forecast.

Printed

The date and time the report was run.

Forecast data _
days apart

The number of days between data points, as specified in the Hypothetical
report input window.

Forecast for day

The relative date in the future for which you want the forecast information.

Data point (weight)

The current data points used for the forecast, and their respective
weights (0 to 10), as specified on the Hypothetical report input window.

Forecast method

The method, as specified on the Hypothetical report input window, used
to determine forecast data:

* No trending
* Current trending

* Expected calls.

% Change Factor

The adjustment, expressed as a percentage, that CentreVu CMS made
to its initial forecasted calls carried. CentreVu CMS makes changes, if
any, based on the Change Factor you enter on the Hypothetical Input
window.

User expected calls

The number of calls entered on the Hypothetical Input window, if the
expected calls forecast method is used.

Time The start time of each intrahour interval included in the forecast.
Forecast Calls The number of calls forecasted to arrive at the split/skill for the
Carried associated intrahour interval.

Number Agents
Req'd

The number of agents that must be logged into the split/skill for the
intrahour interval in order to handle the forecasted calls, given the call
handling objectives.

Avg Speed Answer

The targeted average time calls should wait before an agent answer. This

[Call Handling objective is specified in the Call Handling Profile selected in the

Profile 1] Hypothetical report input window.

Service Level % The targeted percentage of calls that the split/skill's agents will answer
[Call Handling within the time specified in the Service Level sec field.

Profile 1]

Service Level sec The targeted number of seconds within which the Service Level % of
[Call Handling calls should be answered. This objective is specified in the Call Handling
Profile 1] Profile selected in the Hypothetical report input window.
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Table 3-6: Hypothetical Forecast Report Description (Continued)

Report Heading

What It Means

Agent Occ %

The targeted average percentage of time agents should spend on ACD

[Call Handling calls while logged in. This objective is specified in the Call Handling
Profile 1] Profile selected in the Hypothetical report input window.

Avg Serv Time The targeted average number of seconds each agent should spend on
[Call Handling an ACD call, including talk time and after-call-work time. This objective is
Profile 1] specified in the Call Handling Profile selected in the Hypothetical report

input window.

Avg Speed Answer
[Profile Results]

The forecasted average time calls will wait before an agent answers.
CentreVu CMS calculates this average after calculating the number of
agent positions required to meet the call handling profile objectives.
Normally, the forecasted average will be slightly lower than the Average
Speed of Answer objective.

Service Level %
[Profile Results]

The forecasted percentage of calls that the split/skill's agents will answer
within the time specified in the Service Level sec field.

CentreVu CMS calculates this percentage after calculating the number of
agent positions required to meet the call handling profile objectives.
Normally, the forecasted percentage will be slightly higher than the
Service Level % objective.

Agent Occ %
[Profile Results]

The forecasted average percentage of time agents will spend on ACD
calls while logged in. CentreVu CMS calculates this percentage after
calculating the number of agent positions required to meet the call
handling profile objectives. Normally, the forecasted percentage will be
slightly lower than the Agent Occ % objective.
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Purpose Like the Hypothetical Forecast, the Hypothetical Financial Forecast lets
you play with “what if . . .” scenarios, with the additional ability to forecast
call revenues, call handling costs, and the resulting profit margin. So, in
addition to running test forecasts based on data that you enter in the
hypothetical data table (via the Copy Historical Data and the Edit Values
windows), you can run those tests using various costs profiles.

Note | See the ['Copy Historical Data’| and Edit and View Hypotheticall
sections under “Hypothetical Data Forecast” for a
description of how to define hypothetical data.

| Data Storage Allocation * |

| Call Handling Profile |

‘ Costs Profiles ‘

| Forecast Manager *

| Hypothetical Data: Edit or Copy |

* Optional. If you enter data manually, these Administrative
tasks are not necessary.

Figure 3-21: Hypothetical Financial Report Administration Overview

In addition, you can use the Hypothetical Financial Forecast to
experiment with and study the financial effects of call profiles and other
forecast inputs.

Note | For a detailed explanation of how CentreVu CMS generates
forecast data, see|Chapter 6, “How the Forecast System|
|Generates Data.’|
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Prerequisite
System
Administration

Financial Report

Input Window

Field Descriptions

* Data must exist in the hypothetical data table for each intrahour

interval in the forecast. And for a forecast to make sense, all four
data points in the table should have data for the intrahour interval(s).

* The call handling profile you specify for the report must be defined.

* The ACD from which you select a call handling profile must have the

same intrahour interval length as that of the data in the hypothetical
data table.

* The costs profile you specify for the report must be defined.

* The ACD from which you select a costs profile must have the same

intrahour interval length as the data in the hypothetical data table.

You must fill out the Financial Report Input window to run your financial
report. Field descriptions follow the example.

Forecast: Hypothetical: Financisl Report Input

Days hetween historical data points (1 or 7): 7
Forecast day (+n): 17

First interwval start time: 8:00sm

Last interval start time: 4:ame

Call handling profile: 1 ACD: 2
Costs profile: 1 = AcD: 2
Forecast method (zelect one)

<x> No trending

< Current trending

< Expected calls O

Change factor: 100 %

To de-emphasize data, weight esach data point (0 - 10) where

10 = most representative, 0 = do not use this data

10 Date 1 (most recent)

10 Date Z

10 Date 3

Date 4 [least recent)

Feport destination [Select one):
<u> Terminal
<_» Printer, Printer name:

Figure 3-22: Financial Report Input Window

Days between historical data points (1 or 7):

Enter 1 or 7 to specify the number of days between data points.

* If you enter 1 to specify that data points will be 1 day apart, you can
run the forecast for up to 7 days in the future.
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3-60 Forecast

* If you enter 7 to specify that data points will be 7 days apart, you can
run the forecast for up to 35 days in the future.

Forecast day (+n):

Enter a date as a relative day (for example, 12 means 12 days after
today). This is the date for which you want to forecast call traffic and
required agents.

First interval start time:

Enter a time of day in hh:mm format, either as military time (for example,
13:30) or with am or pm appended (for example, 10:15am).

* This time tells CentreVu CMS what time the forecast should begin.

* The time should match the beginning of an intrahour interval. In
addition, the selected call handling profile must include this interval.

Last interval start time:

Enter a time of day in hh:mm format, either as military time or with am or
pm appended (for example, 10:15am).

* This time tells CentreVu CMS which intrahour interval is the last
interval it should include in each forecast.

* The time should match the beginning of an intrahour interval. In
addition, the selected call handling profile must include this interval.
CentreVu CMS will generate forecast data through the end of this
intrahour interval.

Call handling profile:

Enter the number, 1 to 100, of the call handling profile CentreVu CMS
should use to generate forecast data. The selected call handling profile
must include the intervals between the times you entered in the First
interval start time: and Last interval start time:

fields.

ACD:

Enter the number or name of the ACD from which CentreVu CMS should
retrieve the call handling profile you specified.

Costs profile:

Enter the number, 1 to 100, of the costs profile you want to use for this
financial forecast. CentreVu CMS will use the costs profile to determine
total costs of calls and agent labor per intrahour interval, as well as
estimated revenue per intrahour interval.

The selected costs profile must include the intervals between the times
you entered in the First interval start time: and Last
interval start time: fields.
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ACD:

Enter the number or name of the ACD from which CentreVu CMS should
retrieve the costs profile you specified.

Forecast method (Select one)
Enter an x to select one of the three trending options:

* Notrending —CentreVu CMS will use data from the data points
but will not generate a forecast based on the trend of that data.

* Current trending —CentreVu CMS will use data from the data
points and will generate a forecast that projects growth or shrinkage
based on the trend of that data.

* Expected calls —CentreVu CMS will not forecast number of
calls. Instead, CentreVu CMS will take the number of calls you enter
and distribute them among the specified intervals in amounts that
match the pattern in the hypothetical data in your data points.

If you select Expected calls field, you must enter the number of
calls you expect will connect for the whole forecasted day.

Change factor:

Enter a number from 1 to 1000. This number tells CentreVu CMS, as a
percentage, how much it should increase or decrease the number of calls
carried it finds in its initial forecast. 100 means no change. 1000 means
the forecast calls carried should be multiplied by 10.

To de-emphasize data, weight each data point (0-10)
where 10=most representative, 0=do not use this data.

Note | You should leave the relative weight of each date at 10 unless you
know the data stored for a particular date is highly unusual or
incorrect.

Dates 1 (most recent) to 4 (least recent)

Enter a number, 0 to 10, to change the relative weight of data on any or
all data points.

Report destination (Select one):
Enter an x nextto Terminal , Printer , or File

* Terminal is the default destination.

Call Volume/Agents Forecast Reports 3-61



Hypothetical Financial Report

* If you selected Printer and want to use a printer other than your
default printer, enter the printer name in addition to the x.

* If you selected File , enter a file name. If the file name already
exists, the existing file is overwritten with the new report data. The
file is in your home directory in the UNIX system (/usr/<your
login ID> ) or Solaris system (/export/home/<your login
ID>) unless you specify a full path name.

Hypothetica| A description of each report item follows the report example in the
Financial Forecast Hypothetical Financial Forecast Report Description table.

Report Example

Forecasst: Hypothetical: Financial Report
Hypothetical Financial Forecast

ACD for Call Handling Profile: Noname@3Va

ACD for Costs Profile: NonameG3Vi

Forecast data 7 days apart

Data point (weight) Point 1 {10} Point 2 (10} Point 3 (10} Point 4 (10}
Forecast method: no trending

{Uzer expected 0 ealls}

-zall Handling Profile 1 - --Profile Results-—-
Forecast Number Avg Service Agent Avg Aoy Jervice Agent

Calls Agents Speed Lewvel elal Ferv  Zpeed Lewvel elald
Carried BReg'd  Answer # i Answer %

Figure 3-23: Hypothetical Financial Forecast Report Example
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Table 3-7: Hypothetical Financial Forecast Report Description

Report Heading

What It Means

ACD for Call
Handling Profile

The ACD of the call handling profile used in the forecast.

Printed

The date and time the report was run.

ACD for Costs
Profile

The ACD of the costs profile used in the forecast.

Forecast for day

The relative date in the future for which you want the forecast information.

Forecast data x
days apart

The number of days between data points, as specified in the Hypothetical
Financial report input window.

Data point (weight)

The current data points used for the forecast, and their respective
weights (0 to 10), as specified on the Hypothetical Financial report input
window.

Forecast method

The method, as specified on the Hypothetical Financial report input
window, used to determine forecast data:

* No trending
* Current trending

* Expected calls.

% Change Factor

The adjustment, expressed as a percentage, that CentreVu CMS made
to its initial forecasted calls carried. CentreVu CMS makes changes, if
any, based on the Change Factor you enter on the Hypothetical Financial
Input window.

User expected calls

The number of calls entered on the Hypothetical Financial Input window,
if the expected calls forecast method is used.

Time The start time of each intrahour interval included in the forecast.
Forecast Calls The number of calls forecasted to arrive at the split/skill for the
Carried associated intrahour interval.

Number Agents
Req'd

The number of agents that must be logged into the split/skill for the
intrahour interval in order to handle the forecasted calls, given the call
handling objectives.

Avg Speed Answer

The targeted average time calls should wait before an agent answers.

[Call Handling This objective is specified in the Call Handling Profile selected in the
Profile 1] Hypothetical Financial report input window.

Service Level % The targeted percentage of calls that the split/skill's agents will answer
[Call Handling within the time specified in the Service Level sec field.

Profile 1]

Service Level sec The targeted number of seconds within which the Service Level % of
[Call Handling calls should be answered. This objective is specified in the Call Handling
Profile 1] Profile selected in the Hypothetical Financial report input window.
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Table 3-7: Hypothetical Financial Forecast Report Description (Continued)

Report Heading

What It Means

Agent Occ % The targeted average percentage of time agents should spend on ACD
[Call Handling calls while logged in. This objective is specified in the Call Handling
Profile 1] Profile selected in the Hypothetical Financial report input window.

Avg Serv Time The targeted average number of seconds each agent should spend on
[Call Handling an ACD call, including talk time and after-call-work time. This objective is
Profile 1] specified in the Call Handling Profile selected in the Hypothetical

Financial report input window.

Avg Speed Answer
[Profile Results]

The forecasted average time calls will wait before an agent answers.
CentreVu CMS calculates this average after calculating the number of
agent positions required to meet the call handling profile objectives.
Normally, the forecasted average will be slightly lower than the Average
Speed of Answer objective.

Service Level %
[Profile Results]

The forecasted percentage of calls that the split/skill's agents will answer
within the time specified in the Service Level sec field.

CentreVu CMS calculates this percentage after calculating the number of
agent positions required to meet the call handling profile objectives.
Normally, the forecasted percentage will be slightly higher than the
Service Level % objective.

Agent Occ %
[Profile Results]

The forecasted average percentage of time agents will spend on ACD
calls while logged in. CentreVu CMS calculates this percentage after
calculating the number of agent positions required to meet the call
handling profile objectives. Normally, the forecasted percentage will be
slightly lower than the Agent Occ % objective.

Costs Profile [Costs
Profile 1]

The number of the costs profile specified in the Financial Input window.
The three objectives directly below this heading are specified in the Costs
Profile.

Cost of Call [Costs
Profile 1]

The expected average cost of a call to this split/skill, as specified in the
Costs Profile window.

Cost of Agent
[Costs Profile 1]

The expected average cost per agent for the intrahour interval, as
specified in the Costs Profile window.

Revenue per Call
[Costs Profile 1]

The expected average revenue per call, as specified in the Costs Profile
window.

Est Margin

The estimated profit per interval, based the number of calls, their
associated revenue and costs, and the cost of agents.
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General Information

The following two requirement forecast reports can tell you, given specific
call handling objectives, how many calls you can handle.

Agent Positions
Required Report

Trunks Required
Report

The Agent Positions Required Report provides
a table showing how many calls a specified
number of agents can handle given specified
call handling objectives. This report forecasts
the number of agents a split/skill will need as
the number of calls increases.

The Trunks Required Report provides a table
showing how many calls can be carried by a
specified number of trunks given a specified
trunk blocking objective. This report forecasts
the number of trunks a trunk group will need as
the number of calls increases.

Requirement forecast reports do not require set up and do not use
historical data. Therefore, you can begin using these reports

immediately.

Note | These reports do not actually predict the number of calls.
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Guidelines for Requirement Reports

4-2 Forecast

Use the Agent Positions Required report to determine the number of
calls that can be handled by a certain number of agents during an
interval given your objectives.

Use the Agent Positions Required report to explore the effects of
changing your call handling objectives. The calculation of Calls
Carried/Interval field uses the input objectives as boundary
conditions for the answer. It is normal for one or two of the results
(printed in the report columns) to be close to the corresponding
objective. You can determine which input objective to change to
alter the Calls Carried/Interval field by comparing the
results and your input objectives (at the top of the report) and
selecting the item in which the result is closest to the objective.

Use the Trunks Required report to determine the number of calls
that can be handled by a certain number of trunks during an interval
given your objectives.

Varying the Trunk holding time and/or Trunk blocking
probability input fields on the Trunks Required report will vary
the Number of Calls Carried/Interval field.

Usage Rate , given in Erlangs, may be thought of as the average
number of trunks that are busy on a call at any instant of time.
Therefore, this number is always lower than the total number of
trunks. Usage Rate  can approach the number of trunks only with
a very high Trunk Blocking Probability resulting in more
blocking calls.



Agent Positions Required Report

Purpose

Things to Know
About Report Data

The Agent Positions Required Forecast generates a table that tells you,
given specific call handling objectives, how many calls per intrahour
interval can be handled by variable numbers of agents.

The Agent Positions Required Forecast is a quick calculator that lets you
see how adjustments to call handling objectives can affect your agents'
call handling efficiency.

The Agent Positions Required Forecast, in addition to calculating
the number of calls handled for each number of agents, converts
your call handling objectives into performance data for each level of
staffing. Comparison of this data to your objectives will show which
objective(s) have the most impact on performance.

You can run a forecast for a single agent or a specific number of
agents. You can also specify a range of agents.

If you specify a range of agents (for example, 100-200 ), you will
get a table with 101 rows, one row for each increment of one agent.
However, you can choose to have only gradations of agents listed.
For example, instead of having 101 rows (100 to 200) in your report,
selecting gradations will cause your performance data to be listed in
increments of 10 agents (that is, at 100, 110, 120, and so on).

The number of agents you specify may be thought of as the number
who have a given skill as their top skill. These are the agents that
will be handling the calls in this skill when call volume is heavy (for
Generic 3 with the Expert Agent Selection [EAS] feature activated).

Note

For a detailed explanation of how CentreVu™ CMS generates

forecast data, see [Chapter 6, “How the Forecast System|

[Generates Data.’]
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Agent Positions

Required Input
Window

Field Descriptions

4-4 Forecast

To run an Agent Positions Required Forecast, use the Agent Positions
Required Input window (Figure 4-1).

Forecast: Reports: Agent Positions Required I Vipe
Average speed of answer: Run

Averadge agent service time: Sec
Service lewvel: 90 % calls within 20 sec
Agent Occupancy: 100 %

Number of agents: 150

Gradations(y/n): ¥

Report destination [Select one):
<x> Terminal
<_» Printer, Printer nsme:
< > File,
File nsame:

Figure 4-1: Agent Positions Required Input Window

Average speed of answer:

Enter a number of seconds to define the targeted or expected average
wait time for calls to the split/skill.

Average agent service time:

Enter a number of seconds to define the targeted or expected average
time for each agent to spend on an Automatic Call Distribution (ACD) call,
including talk time and after-call-work (ACW) time.

Service level:

Enter a number, 1 to 99, to specify the percentage of calls that you are
expecting or targeting to be answered by split/skill agents within the
specified number of seconds. Also, enter the number of seconds you are
targeting as an acceptable speed of answer for most calls.
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Agent occupancy:

Enter a number, 0 to 100, to specify the percentage of time agents should
spend, while logged in, on ACD calls. This percentage should include
after-call-work.

Number of agents:

Enter a number of agents or a range of agents for which you want to see
the number of calls that can be handled.

Gradations (y/n):

Enter y if you specified a range of agents, but you want CentreVu CMS
to list agent numbers in reasonable increments rather than listing every
number in the range.

Report destination (Select one):
Enteran x nextto Terminal , Printer , or File
* Terminal is the default destination.

* If you selected Printer and want to use a printer other than your
default printer, enter the printer name in addition to the x.

* If you selected File , enter a file name. If the file name already
exists, the existing file is overwritten with the new report data. The
file is in your home directory in the UNIX" system (/usr/<your
login ID> ) or Solaris system (/export/home/<your login
ID>) unless you specify a full path name.

*UNIX is a registered trademark in the United States and other countries, licensed exclusively through X/Open
Corporation.
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Agent Positions
Required Report
Example

4-6 Forecast

A description of each report item follows the report example in the Agent
Positions Required Report Description table.

Forecast: Peports: Agent Positions Require
Agent Positions Required
Parameters Zpecified
Average Speed of Answer: 10 zec
Average Agent ZService Time: 180 sec
Zervice Lewvel: 90 % calls within 20 sec
Agent Occupancy: 100 %

Ay Agent Calls
Agents Zpeed Service Qoo Carried/
Answer Interval

7
7
7
7
3
[
3
[
&
&

G0 o o o0 o o o o o o

Successful

Figure 4-2: Agent Positions Required Report Example
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Table 4-1: Agent Positions Required Report Description

Report Heading

What It Means

Average Speed of
Answer

The targeted average time calls should wait before an agent answers.
You define this parameter on the Agent Positions Required Input
window.

Average Agent
Service Time

The targeted average time each agent should spend on an ACD call,
including talk time and after-call-work time. You define this parameter on
the Agent Positions Required Input window.

Service Level %

The targeted percentage of calls that the agents will answer within the
specified number of seconds. You define this parameter on the Agent
Positions Required Input window.

Service Level

The targeted number of seconds within which the specified percentage

calls within of calls should be answered. You define this parameter on the Agent
sec Positions Required Input window.
Agent Occupancy The targeted average percentage of time agents should spend on ACD

calls while logged in. You define this parameter on the Agent Positions
Required Input window.

Agents Req'd

The number of agents specified on the Agent Positions Required Input
Window, or an increment of agents within the range specified on the
Agent Positions Required Input window.

Avg Speed
Answer

The forecasted average time calls will wait before an agent answers.
CentreVu CMS calculates this average after calculating the number of
agent positions required to meet the call handling profile objectives.
Normally, the forecasted average will be slightly lower than the Average
Speed of Answer objective.

Service Level

The forecasted percentage of calls that the split/skill's agents will
answer within the time specified in the Service Level within ____

sec field. CentreVu CMS calculates this percentage after calculating
the number of agent positions required to meet the call handling profile
objectives. Normally, the forecasted percentage will be slightly higher
than the Service Level % objective.

Agent Occ (%)

The forecasted average percentage of time agents will spend on ACD
calls while logged in. CentreVu CMS calculates this percentage after
calculating the number of agent positions required to meet the call
handling profile objectives. Normally, the forecasted percentage will be
slightly lower that the Agent Occupancy objective.

Calls Carried/
Interval

The number of calls that the associated number of agents can handle
during your intrahour interval.
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Purpose

Things to Know
About Report Data

4-8 Forecast

The Trunk Required Forecast generates a table that tells you how many

calls

per intrahour interval can be handled by variable numbers of trunks.

The trunk blocking probability and holding time per call that you specify
also affect the number of calls that the trunks can handle.

The Trunks Required Forecast is a quick calculator that lets you see how
adjusting the number of trunks can affect your center's call handling
efficiency.

The Trunks Required Forecast, in addition to calculating the number
of calls handled for each number of trunks, tells you what the usage
rate of your trunks will be.

The forecast presents the usage rate in Erlangs . An Erlang is 100%
occupancy of one trunk in a given time frame — for this forecast, the
length of your intrahour interval. If the forecast shows a usage rate
of 7 Erlangs and your intrahour interval is 30 minutes, this means
the trunk occupancy of all trunks added together would equal 210
minutes (7 times 30 minutes). If your intrahour interval were 15
minutes, 7 Erlangs would equal a total trunk occupancy of 95
minutes.

Therefore, you could think of 7 Erlangs as equivalent to 7 trunks
occupied for the whole intrahour interval. Or, from a different
perspective, you could think of 7 Erlangs as meaning that an
average of 7 trunks will be in use at any given time in the interval.

You can run a forecast for a specific number of trunks or a range of
trunks.

If you specify a range of trunks (for example, 100-200 ), you will get
a table with 101 rows, one row for each increment of one trunk.
However, you can choose to have only gradations of trunks listed.
For example, instead of having 101 rows (100 to 200) in your report,
selecting gradations will cause the forecast to list increments of
trunks according to a fixed algorithm (perhaps, at 100, 110, 120, and
S0 on).

Note

For more explanation of how CentreVu CMS generates forecast
data, see|Chapter 6, “How the Forecast System Generates Data.”|




Trunks Required Report

Prerequisite
System
Administration

Trunks Required
Input Window

Field Descriptions

You must have write permission for the Forecast subsystem.

To run the Trunks Required Forecast, you must complete the Trunks
Required Input window (Figure 4-3).

Trunk hlocking probability: 1.0 %

Aversge trunk holding time per call: 180 sec
Nurber of trunks: Z0

Gradations(y/n): ¥

Beport destination [Jelect one):
<x> Terminal
< > Printer, Printer namwe:
< ¥ File,
File name:

Figure 4-3. Trunks Required Input Window

Trunk blocking probability:

Enter a number from 1 to 100. This number tells CentreVu CMS, as a
percentage of time, how often calls will be blocked from reaching the
ACD because all trunks are busy.

You may enter a decimal to specify percentages of less than one (for
example, 1.25, which means 1Y, percent).

Average trunk holding time per call:

Enter the targeted or expected number of seconds each call, on average,
should be connected to a trunk. This time would include time a call on a
trunk waited in queue, as well as time connected to an agent.

Number of trunks:

Enter the maximum number of trunks for which you want CentreVu CMS
to calculate call volume.

You may also enter a range of trunks (for example, 20-45).
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4-10 Forecast

Gradations (y/n):

Enter a y if you want only gradations of trunk quantities listed in the
report. Enter an n if you want to list every possible quantity of trunks, as
specified in the Number of trunks: field.

Report destination (Select one):
Enteran x nextto Terminal , Printer , or File
* Terminal is the default destination.

* If you selected Printer and want to use a printer other than your
default printer, enter the printer name in addition to the x.

* If you selected File , enter a file name. If the file name already
exists, the existing file is overwritten with the new report data. The
file is in your home directory in the UNIX system (/usr/<your
login ID> ) or Solaris system (/export/home/<your login
ID>) unless you specify a full path name.
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Trunks Required A description of each report item follows the report example in the Trunks
Report Example Required Forecast Report Description table.

Trunks Reguired
1.0 % Trunk Blocking Probability
180 s=zec Trunk Holding Time / Call

Trunks Calls Carried/ Tzage Rate
Interwval [Erlangs)

Figure 4-4: Trunks Required Report Example

Table 4-2: Trunks Required Report Description

Report Heading What It Means
% Trunk Bl ocking The percentage of time, specified on the Trunks Required Input window,
Probability that calls will be blocked because all trunks are busy.
sec Trunk Holding The average number of seconds, specified on the Trunks Required Input
Time/Call window, that each call will be connected to a trunk.
Trunks Req'd The number of trunks specified on the Trunks Required Input window, or

an increment of trunks within the range of trunks specified on the Trunks
Required Input Window.

Calls Carried/ Interval | The number of calls the associated number of trunks can handle during

your intrahour interval.

Usage Rate (Erlangs) | Total trunk occupancy of the associated number of trunks, expressed in

Erlangs (see [‘Things to Know About Report Data”).|
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General Information

Guidelines for
the Trunk
Performance
Report

The Trunk Performance report estimates, at the busiest intervals in a
specified range of historical dates, what the usage rate and blocking
percentages were for the selected trunk group(s).

Note | This report does not actually predict the number of trunks needed.

The report also tells you, given the objective blocking percentage(s)
specified in the Trunk Group Profile window, how many trunks the trunk
group(s) would have needed during the busiest intervals to meet the
objectives.

‘ Data Storage Allocation ‘

| Trunk Group Profile |

‘ Forecast Manager ‘

Figure 5-1: Trunk Performance Report Administration Overview

The Trunk Performance Report tells you, based on the number of calls in
a period of time in the past (usually a month), how many trunks in a trunk
group will maximize call handling efficiency.

Note | This report does not actually predict the number of trunks.

To make its calculations, the Trunk Performance Report requires trunk
group data in which the number of trunks in the trunk group is the same
for each day. The number of trunks uses data that is found in the Stop
date (mm/dd/yy or -n: field. Therefore, you must have data
(collected by the Forecast Manager from historical trunk group tables in
the forecast tables) for the Stop date (mm/dd/yy or -n: you
specify. Only data for dates between your Start date (mm/dd/yy or

-n:  and your Stop date (mm/dd/yy or -n: which has the same
number of trunks are used in the calculation.
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Things to Know
About Report
Data

5-2 Forecast

If a row in the report contains all zeros except for Objective Blocking, then
there was no data found in the forecast trunk group tables between the
Start date (mm/dd/yy or -n: and the Stop date (mm/dd/yy

or-n

: field to make a calculation on.

CentreVu™ CMS finds the number of trunks each trunk group had
on the stop date of the report time period. CentreVu CMS then
searches for the 5 busiest days in the report time period where the
trunk group had that same number of trunks.

From the 5 busiest days, the 5 busiest intervals are selected. This
trunk group interval data may be marked incomplete if the link was
down or if there were trunk failures or trunks were made
maintenance busy while on a call. You may direct CentreVu CMS to
consider incomplete data in the busy interval calculation or choose
not to.

The Trunks Performance Report, in addition to calculating the
number of calls carried for each trunk group, tells you what the
usage rate of the trunks in each trunk group will be.

The report presents the usage rate in Erlangs . An Erlang is 100
percent occupancy of one trunk in a given time frame — for this
forecast, the length of your intrahour interval. If the report shows a
usage rate of 7 Erlangs and your intrahour interval is 30 minutes,
this means the trunk occupancy of all trunks added together would
equal 210 minutes (7 times 30 minutes). If your intrahour interval
were 15 minutes, 7 Erlangs would equal a total trunk occupancy of
95 minutes.

Therefore, you could think of 7 Erlangs as equivalent to 7 trunks
occupied for the whole intrahour interval. Or, from a different
perspective, you could think of 7 Erlangs as meaning that, on
average, 7 trunks will be in use at any given time in the interval.

Note

For a detailed explanation of how CentreVu CMS generates
forecast data, see the section,|["How the Forecast System|

|Generates Data,”] at the end of this chapter.




General Information

Prerequisite
System
Administration

You must have previously defined a Trunk Group Profile for each
trunk group in the report.

The Forecast Manager must have collected data for the days in the
reporting period. If not, you may manually run the Forecast Manager
to collect data for those days, providing that the data is still in the
historical database.
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Field Descriptions

5-4 Forecast

To run a Trunk Performance Report, you must complete the Trunk

Performance Input window (Figure 5-2).

Forecast: Reports: Trunk Performance Inpu
Start date (mm/dd/yy or -n):

Stop date ([t /dd/yy or -nj:

Trunk group(s): Z2-42

Consider incomplete data (v/n): n

Report destinaticon (Select one):
<xx Terminal
<_» Printer, Printer name:
< r File,
File name:

Figure 5-2: Trunk Performance Input Window

Start date (mm/dd/yy or -n:

Enter a past date as a relative day (for example, -2 means 2 days ago) or
in mm/dd/yy format. This is the first date in the time period for which
CentreVu CMS will check call volume and trunk usage.

Stop date (mm/dd/yy or -n:

Enter a past date as a relative day or in mm/dd/yy format. This is the last
date in the time period for which CentreVu CMS will check call volume
and trunk usage.

The stop date must be more recent than the start date.

Trunk group(s):

Enter the number(s) or name(s) of the trunk groups for which you want
trunk performance data.

Consider incomplete data (y/n:

Entery or n. Entery if you think your trunk group data may be incomplete
due to link outages (link between CentreVu CMS and the switch) or



Trunk Performance Input Window

frequent trunk failures. This allows consideration of data that would not
normally be found in a busy interval since some trunks were not working
or data was not being collected for some portion of the interval.

Report destination (Select one:
Enter an x nextto Terminal , Printer , or File
* Terminal is the default destination.

* If you selected Printer and want to use a printer other than your
default printer, enter the printer name in addition to the x.

* If you selected File , enter a file name. If the file name already
exists, the existing file is overwritten with the new report data. The
file is in your home directory in the UNIX' system (/usr/<your
login ID> ) or Solaris system (/export/home/<your login
ID>) unless you specify a full path name.

*UNIX is a registered trademark in the United States and other countries, licensed exclusively through X/Open
Corporation.
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A description of each report item follows the report example in the Trunk
Performance Report Description table.

Forecast: Beports: Trunk Performance
Trunk Performance
ACD: Bulle3dvipe
6/30/96 to 7/29/9%

Ay Busv Tsage Estimated Ohjective Actual Estims
Trunk Group Use/ Interval Rate Blocking Blocking Nuwmber Trunks|
[Erlangs) (%) Trunks Reguir

+'abed 521
Group 1500

Froup 661
Group ]
Froup 127
Group 4

0

Successfual

Figure 5-3: Trunk Performance Report Example
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Trunk Performance Report Example

Table 5-1. Trunk Performance Report Description

Report Heading

What It Means

ACD The ACD of the trunk group(s) in the report.
Printed The date and time the report was run.
to The start and stop dates of the historical data CentreVu CMS used in the

report.

Trunk Group No.
Name

The number and name of the trunk group(s) included in the report.

Avg/Use Trunk

The average number of seconds each trunk in the trunk group was in use
during the average busy intrahour interval.

Busy Interval CCS

The Centum Call Seconds (CCS) for the trunk group during the average
busy intrahour interval. CCS is the number of 100-second increments in
which the trunk was busy during the intrahour interval.

Usage Rate The average number of trunks that were seized at any point in time
(Erlangs) during the busy interval.

Estimated Blocking | The estimated percentage of incoming ACD calls, during the busy
(%) interval, that were blocked because all trunks in the trunk group were

busy.

Objective Blocking
(%)

The objective blocking percentage specified in the trunk group's profile.

Actual Number
Trunks

The actual number of trunks in the trunk group on the last day in the
specified time period.

Estimated Trunks
Required

The number of trunks the trunk group should have had to make the
Estimated Blocking % equal the Objective Blocking%.

Days Used

For each trunk group, the number of days in the specified time period
where the number of trunks equaled the number of trunks on the last day
of the time period.

Days Examined

The total number of days in the time period.

Incomplete Busy
Intervals

If incomplete data has been considered in the calculation, this is the
number of busy intervals used in the calculation which are marked
incomplete. If incomplete data was not considered, this number will be 0.
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General Information

This chapter describes how the Forecast subsystem generates the data
for a forecast. Algorithms are included for the following:

* |‘Call Volume/Agents Forecast Reports’]

* |‘Requirement Reports’]

* [“Trunk Performance Report.’|

This information is provided to help you understand forecasting.
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Call Volume/Agents Forecast Reports

Algorithm for
Current and
Seasonal Data
Points

Current Data Points

6-2 Forecast

This section includes all of the algorithms used for Call Volume/Agents
Forecast Reports. For the CentreVu™ CMS to use the algorithms for
forecasting, you must first define the following types of information:

* Which dates of data to use

*  Which forecast method to use.

Forecasting uses algorithms to find data points. A data point is a day of
historical data and can be current or seasonal. These data points are
used in calculations. The Call Management System calculates the
algorithms for you, so you will see only the results. You can vary the
results you get by changing the information in the report input windows.
Refer to the timeline below as you go through the steps of the algorithm
and encounter the different variables (for example, C1, SO, etc.).

Figure 6-1 describes which dates of data to use for the current data
points.

current forecast
data today day
C4 C3 C2 cC1 (e0]
X X X y z

Time (days or weeks)

x =1 or 7 days (Number of days between historical data points)
y = days from today to C1
z = days from today to forecast day

Figure 6-1: Current Data Points Graphic Example
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You use Current Data Points for all of the Call Volume/Agents Forecast
Reports based on historical data. The system does the following:

1. Gets today's date

2. Determines the day-of-week of the forecast day

3. Calculates the number of days from today to the forecast day (z)
4

. Assigns X for the value of the number of days between historical
data. Acceptable values are 1 or 7

5. Finds the most recent historical day (C1) and the number of days
from today to that day (y) as follows:

a. If the number of days between each data pointis 1 (x = 1), then
Clis yesterday and y = 1.

b. If the number of days between each data pointis 7 (x = 7), then
C1 is the most recent historical day which is the same day-of-
week as the forecast day. “y” is the number of days from today
to C1.

6. Finds the remaining historical days C2, C3, and C4.
a. C2=C1-x
b. C3=C2-x
c. C4=C3-x.
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Call Volume/Agents Forecast Reports

Example 1: Current
Data Points

6-4 Forecast

Assume that today is 5/24/97 and you have entered the following
parameters for a report:
* 6/1/97 as the forecast date

1 as the number of days between historical data points

* Current trending.

The current data points are determined as shown below.

22 23 24 2526 27 28
29 30

MAY 1997 JUNE 1997
SMTWTFS|SMTWTF S
1 2 3 2 3 45 6 7
45 6 78 9 10| 8 9 10 1112 13 14
1112 13 1415 16 17| 1516 17 1819 20 21
18 19 po[2122 294
31

2526 27 2829 30

Q = today <> = forecast day

D = current data points (C1 = 5/23, C2 = 5/22, etc.)

Figure 6-2: Current Data Points Example
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Seasonal Data Points Figure 6-3 shows which dates of data to use for the seasonal data points.

seasonal seasonal trend season current forecast
data base date day data today day
S4 S3 S2 S1 SO C4 C3 C2 C1 CO
Number : :
of Calls ! !
(NCC) X X X y z ' X X X y z '

I I I I I
| | | I
| | | I
| | | [
| | | [
Carried | | ' | | |
| | | I
| | | I
| | | I
| | | I
| | | [
| | | | |

Time (days or weeks)

x =1 or 7 days (Number of days between historical data points)
y = days from today to C1
z = days from today to forecast day

Figure 6-3: Seasonal Data Points Graphic Example

If seasonal trending is used, the algorithm continues:
7. Gets the seasonal trend base date.
8. Finds season day S0. SO = seasonal trend base date + z.

9. Finds the closest seasonal day S1. S1 = seasonal trend base

date -y
10. Finds the remaining seasonal days S2, S3, and S4.
a. S2=S1-x
b. S3=S2-x
C. S4=S53-x.
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Example 2: Seasonal Assume that today is 5/28/96, and you have entered the following
Data Points parameters for a report:

* 6/5/97 as the forecast date
* 7 as the number of days between historical data points
* Seasonal trending with the base date = -364.

The current and seasonal data points are determined as shown below:

MAY 1996 JUNE 1996

SMT W SMTWTF S
1 1

56 7 8 2 3 4(626 7 8

1213 14 1 9 10 11 1213 14 15

1920 21 2 16 17 18 1920 21 22

26 27 2B 2 23 24 252627 28 29

30

> = seasonal trend base date {_~> = season day
[ ] =seasonal data points (S1=5/23, S2=5/16, etc.)

MAY 1997 JUNE 1997
SMTWTF S|SMTWTF S

2 3| 12 3 4 6 7
45 6 7|8/ 9 10| 8 9 10 1112 13 14
1112 13 14[15) 16 17 | 1516 17 1819 20 21
1819 20 21[22] 23 24 | 22 23 24 2526 27 28
2526 27 (2829 30 31 | 29 30

Q = today <> = forecast day

D = current data points (C1=5/22, C2=5/15, etc.)

Figure 6-4. Seasonal Data Points Example
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Algorithm for
Forecast Calls
Carried

Forecast Methods

This

section includes all of the algorithms used to calculate Call

Volume/Agent Forecast Reports:

This

“Forecast Methods”

“Algorithm for FCC Intraday”

“Algorithm for FCC Special Days”
“Algorithm for Number of Agents Required”
“Algorithm for Estimated Margin.”

algorithm computes the Forecast Calls Carried (FCC) for each

intrahour interval in the following reports:

Longterm
Financial
Current Day
Hypothetical

Hypothetical Financial.

The algorithm computes the FCC using one of four forecast methods:

No trending (weighted average of data)
Seasonal trending
Current trending

Expected calls.

Note

The expected calls method is not applicable for Current Day
reports, and seasonal trending is not applicable for Hypothetical

reports.

The algorithm for each forecast method is presented on the following
pages.
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No Trending (Weighted Average of Data):
1. Find the Weighted Average of Calls Carried (WACC) for the current
data.

a. Multiply the Number of Calls Carried (NCC) in each intrahour
interval for historical days C1 through C4 by the assigned data
weights.

b. Add the weighted data together, and divide that sum by the
sum of the individual weights.

The equation for WACC is as follows:

(WiXNCCq) + (WoxNCCpp) + (W3XNCCr3) + (WyxNCCy)
WACC = W, Wy W, + W,

where W; through W, are the corresponding data weights.

2. Divide the Change Factor (CF) by 100. For example, if the CF were
100, this step would produce a value of 1.

3. Multiply the factors found in the previous two steps to get the FCC
for each intrahour interval.

CF
FCC = (WACC)[ 155l
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Seasonal Trending:
1. Find the Seasonal Trending Ratio (STR).

a. Multiply the Number of Calls Carried (NCC) for seasonal days
S1 through S4 by the assigned data weights.

The NCC for a seasonal day includes the NCC for the whole
day, not just one intrahour interval.

b. Add the weighted data together and divide that sum by the sum
of the individual weights.

c. Divide the NCC for season day SO by the quotient found in
Step b.

The equation for STR is as follows:

NCCq,
(W, X NCCq,) + (W, X NCCg,) + (W5 X NCCgq3) + (W, X NCCg,)
[ Wi+ W, + W+ W, J

STR =

where W; through W, are the corresponding data weights.

2. Find the Weighted Average of Calls Carried (WACC) of the current
data.

(WlxNCCm) + (W2XNCCcz) + (W3XNCCC3) + (W4XNCCC4)
Wl + W2 + W3 + W4

WACC =

3. Divide the Change Factor (CF) by 100.

4. Multiply the factors found in the previous three steps to get the FCC
for each intrahour interval.

CF
100}

FCC = STR X WACC X [-——
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6-10 Forecast

Current Trending:

1. Find the projected number of calls in each intrahour interval of the
forecast date using a weighted quadratic least squares curve fit.

The weighted quadratic least squares curve fit is an algorithm that
fits a curve to the current data. The algorithm uses the fitted curve
as a trend, and projects the number of calls based on this trend. The
algorithm works in the following manner:

If four data points are given (all four points have weights
greater than 0), the algorithm derives a parabolic curve that fits
the four points with the least error. The algorithm then uses this
curve to project the number of calls for the forecast date.

If three data points are given (one point has a weight of 0), the
algorithm derives a straight line that runs through the three
points with the least error. The algorithm uses the slope of this
line to project the number of calls for the forecast date.

If two data points are given, the algorithm returns the weighted
average of the two points as the projected number of calls.

If one data point is given, that value is returned as the projected
number of calls.

2. Divide the Change Factor (CF) by 100.

3. Multiply the factors found in the previous two steps to get the FCC
for each intrahour interval.

FCC = projectedcalls X [—}

CF
100
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Expected Calls:

1. Find the Weighted Average of Calls Carried (WACC) of the current
data.

WACC = (W1XNcc01) + (WoxNCCpyp) + (W3xNCCg) + (WyxNCCy)
- W1 + W2 + W3 + W4

2. Divide the WACC for each interval by the sum of WACC for all
intervals.

3. Multiply the quotient found in Step 2 by the Expected Calls (EC) to
get the FCC for each intrahour interval.

WACC each interva
WACC all intervals

FCC:[ 'JXEC
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Algorithm for FCC
Intraday

6-12 Forecast

This algorithm computes the FCC for each intrahour interval in Intraday
reports. The algorithm uses the NCC from intervals that have already
passed and the FCC in the Current Day report to obtain a ratio of actual
calls to forecast calls. Then, using this ratio, the algorithm scales the FCC
for the remaining intervals in the day. The number of agents required to
handle the new call volume is recalculated.

1.

Sum together the NCC for all specified passed intervals.

2. Sum together the FCC for all specified passed intervals.
3.
4

Divide the sum found in Step 1 by the sum found in Step 2.

. Multiply the FCC for the remaining intervals in the Current Day

report by the quotient found in Step 3.

The equation for FCC is as follows:

FCC = FCC remaining interval X [NCC passed lnterva/sl

FCC passed intervals
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Algorithm for FCC This algorithm computes the FCC for each intrahour interval in Special

Special Days Day reports. The algorithm computes the FCC using historical data
collected from the previous special day. There is no trending; however,
you may or may not specify Expected Calls which results in the following
two algorithms:

No Expected Calls:
1. Find the NCC in each intrahour interval of the previous special day.

2. Divide the Change Factor (CF) by 100.

3. Multiply the factors found in the previous two steps to get the FCC
for each intrahour interval.

FCC = NCC each interval Prev Spec Day X [1%;}

Expected Calls:

This algorithm distributes the Expected Calls into intrahour intervals in a
pattern similar to the NCC of the previous special day.

1. Divide the NCC in each interval of the previous special day by the
sum of NCC in all intervals of that day.

2. Multiply the quotient found in Step 2 by the Expected Calls (EC) to
get the FCC for each intrahour interval.

NCC each interval Prev Spec Da

NCC all intervals Prev Spec Day X EC

FCC:[
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Algorithm for This algorithm computes the Number of Agents Required for each
Number of intrahour interval in the following reports:
Agents Required * Longterm

* Financial
* Current Day
* Intraday
* Special Day
* Hypothetical
* Hypothetical Financial.
Use the following procedure:
1. Convert FCC to traffic load in Erlangs.
2. Set the number of agents to the load + 1.

3. Compute the initial probability that all agents are busy.

n

_a
p = n_(1n—1)!(n—a)
k n
a a
1+ ) I
k=1

4. Compute subsequent values for the probability with the following
formula:

1
n 1+ n—l—aPn_l Xn_a
(n-1-a)P,_," a

where P = probability all agents are busy, n = hnumber of agents,
a = load in Erlangs.

5. Using the above probability, the number of agents, and the given
load, compute a new set of objectives which correspond to the
objectives in the Call Handling Profile.

6. If any of the new objectives exceeds or falls below the objectives in
the Call Handling Profile, end the search. Return the number of
agents as the answer. Otherwise, add 1 to the number of agents,
and repeat Steps 4 through 6.
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A|gorithm for This algorithm computes the Estimated Margin for each intrahour interval
Estimated Margin in Financial reports. The Estimated Margin is the difference between call
revenue and call costs.

1. Multiply the Number of Agents Required (NAR) by the cost of each
agent.

Multiply the Forecast Calls Carried (FCC) by the cost of each call.
Add together the products found in Steps 1 and 2.
Multiply the FCC by the revenue from each call.

a > w N

Subtract the agent and call costs from the revenue to get the
Estimated Margin (EM).

EM = (FCC X call revenue) —[(NAR X agent cost) + (FCC X call cost)]
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This section includes all of the algorithms used in Requirement Reports:
* “Algorithm for Agent Positions Required”
* “Algorithm for Trunks Required” .

A|gorithm for This algorithm computes how many calls a given number of agents can

i handle per intrahour interval. The number of agents can be a number or a
AgenF Positions range of numbers. The results of the algorithm are within the call
Reqwred handling objectives you specify in the report.

1. Determine the number of agents for which the calls carried is to be
computed.

2. For each number of agents, compute the load.

The following search calculates the load using an upper and lower
bound:

a. Set the lower bound for the load to O.
b. Set the upper bound for the load to the number of agents.

c. Compute the midpoint.

Midpoint = [Iower bound + U,D,Derbound}

2

d. Compute the probability that all agents are busy using the
midpoint as the load.

n

a
p = n_(1n—l)!(n—a)
k n
a a
I+ ) T DE)
k=1

where P = probability all agents are busy, n = number of
agents, and a = load in Erlangs (midpoint).

e. Compute a new set of call handling objectives using the above
probability.
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Algorithm for
Trunks Required

f. If any of the new objectives exceeds or falls below the
objectives in the Call Handling Profile, set upper bound =
midpoint. Otherwise, set lower bound = midpoint.

g. Compute the new midpoint.

h. If the new midpoint changed less than 0.001 from the previous
midpoint, end the search. Return the midpoint as the load.
Otherwise, repeat Steps d through h using the new midpoint.

3. Convert the load into calls carried.

When you enter a range of numbers, you can set graduations to yes
or no. With no graduations, the algorithm does its computations for
every number in the range. With graduations, the algorithm starts its
computations with the closest number in the following set and
proceeds as follows: 1, 2, 3,4,5, 6, 7, 8,9, 10, 12, 14, 16, 18, 20,
25, 30, 35, 40, 45, 50, 60, 70, 80, 90, 100...(continuing by tens).

This algorithm computes how many calls a given number of trunks can
handle per intrahour interval. The number of trunks can be a number or a
range of numbers. The results of the algorithm are within the trunk
blocking probability and the average trunk holding time you specify in the
report.

1. Determine the number of trunks for which the calls carried is to be
computed.

2. For each number of trunks, compute the load.

The following search computes the load using an upper and lower
bound:

a. Set the lower bound for the load to 0.

b. Set the upper bound for the load to the number of trunks, and,
while the blocking probability produced by the number of trunks
and the high load is = blocking objective, double the upper
bound.

c. Compute the midpoint.

Midpoint = [

lower bound + upperbound}
2

d. Calculate the blocking probability using the midpoint as the
load.

How the Forecast System Generates Data 6-17



Requirement Reports

n

ak

1+ z q
k=1

where P = blocking probability, n = number of trunks,
a = load in Erlangs (midpoint).

e. If P < blocking objective, set the lower bound = midpoint.
Otherwise, set the upper bound = midpoint.

f. If the midpoint is close enough, return the midpoint as the
desired load. Otherwise, repeat Steps c¢ through £

This algorithm handles graduations the same way as the Agent Positions
Required algorithm.
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This section includes all the algorithms used in the Trunk Performance

report.
A|gorithm for This algorithm estimates, at the busiest intervals in the specified time
Trunk period, the number of trunks required to meet your objective blocking
percentage.

Performance _ _
To determine the actual blocking percentage for a trunk group,

CentreVu CMS uses the following algorithm:

1. Find the trunk occupancy for the trunk group in the average busy
interval for the period of the report.

2. Convert the trunk occupancy into Erlangs (that is, the number of
trunks that are likely to busy at any given point in time). For
example, if at any point in time 8 trunks are likely to be busy, trunk
occupancy is 8 Erlangs. This is the actual carried load for the busy
hour and represents the trunk occupancy due to calls that actually
connected to the switch.

3. Set lower and upper boundaries for offered load. The offered load is
the actual carried load, plus the additional load that would have
occurred if blocked calls had connected to the switch. The initial
upper boundary for the offered load is set at twice the actual carried
load. The initial lower boundary is set at 0.

4. Find the midpoint of the lower and upper boundaries, and use this
midpoint as the offered load in Equation 1.

5. Complete the following equation to find the estimated blocking
percentage P (which will be represented as a decimal between 0

and 1).
n
a
T
p=—=1 1)
ak
1+ z q
k=1

where a = load in Erlangs (midpoint), n = the number of trunks.

6. Complete Equation 2 to find an estimated carried load. Use the
estimated blocking percentage P found in Step 5 and the offered
load (midpoint) found in Step 4.

carried = offered (1-P) 2)
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Compare the estimated carried load found in Step 6 with the actual
carried load found in Step 2.

If the estimated carried load is greater than the actual carried load:

a. Return to Step 3, and replace the upper boundary with the
midpoint previously found in Step 4.

b. Repeat Step 4 to find the new midpoint of the lower and upper
boundaries.

c. Repeat Steps 5 through 7.
If the estimated carried load is less than the actual carried load:

7. Return to Step 3, and replace the lower boundary with the midpoint
value previously found in Step 4.

8. Repeat Step 4 to find the new midpoint of lower and upper
boundaries.

9. Repeat Steps 5 through 7.

If the estimated carried load approximately equals the actual carried load,
the estimated blocking percentage found in Step 5 is the actual blocking
percentage.

“Approximately equals” means that the following expression is true:
difference between actual and estimated load = .0001 x estimated load

Once the offered load has been found, it is used to find the number of
trunks which should have been in the trunk group to meet your blocking
objective. A recursive formula is used to calculate the actual probability of
blocking P,

P, = 1.0

aP,_4
P =
n n+aPn-1

where a = offered load in Erlangs, n = the number of trunks, and
Pn = probability of blocking where there are n trunks.

The number of trunks n starts at 0 and counts up until the actual blocking
probability P becomes less than or equal to the objective blocking
probability.
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Abandoned Call

Access Permissions

ACD

ACD Call

ACW

After Call Work (ACW)

Agent

Agent Occupancy

Agent State

A call in which a caller hangs up before receiving an answer from an
agent. The call could be queued to a split or in the vector/VDN before
abandoning.

Permissions assigned to a CMS user so that user can access different
subsystems in CMS or administer specific elements (splits/skills, trunks,
vectors, etc.) of the ACD. Access permissions are specified as read or
write permission. Read permission means the CMS user can access and
view data (for example, run reports or view the Dictionary subsystem).
Write permission means the CMS user can add, modify, or delete data
and execute processes.

See|Automatic Call Distribution)

A call that queued to a split/skill and was answered by an agent in that
split/skill, or a call that queued as a direct agent call and was answered
by the agent to whom it was queued.

See After Call Work.

An agent state generally representing work related to the preceding ACD
call. Going on-hook after an ACD call during MANUAL-IN operation
places the call in ACW. With Generic 1 and Generic 3, ACW is accessible
by a key on the agent's set and may not be related to an ACD call.

A person who answers calls to an extension in an ACD split/skill. The
agent is known to CMS by a login identification keyed into a voice
terminal.

The average percentage of time that you are expecting or targeting for
each split/skill agent to spend, while logged in, on ACD calls and in after
call work (ACW).

A feature of agent call handling. Agent states are the different call work
modes an agent can be in (ACD, ACW, AVAIL, AUX, UNSTAFF, DACD,
DACW, OTHER, UNKNOWN, RING). Data about these states is
displayed in real-time and historical reports.

See the definition of each state for additional information.
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Algorithm

Automatic Call
Distribution (ACD)

Average Agent Service

Time

Average Speed of
Answer

Blocking

Call Handling Profile

Call Volume/Agents
Forecast

Calls Carried

Centrevu™ Call
Management System
(CMS)

CMS

GL-2 Forecast

A prescribed set of well-defined rules or instructions for the solution of a
problem; for example, the performance of a calculation, in a finite number
of steps. Expressing an algorithm in a formal notation is one of the main
parts of a software program.

A switch feature. Automatic Call Distribution (ACD) is software that
channels high-volume incoming call traffic to agent groups (splits or
skills).

Also an agent state where the extension is engaged in an ACD call (with
the agent either talking to the caller or the call waiting on hold).

The average time you are expecting or targeting for each agent to spend
on an ACD call, including talk time and ACW time.

The average time you are expecting or targeting for callers to wait in
qgueue before connecting to an agent.

Used by the Forecast subsystem just as traffic engineers use it: to model
system performance based on specified levels of accessibility to the
system. This blocking objective is administered on a trunk-group-by-
trunk-group basis in the Forecast subsystem.

A set of objectives describing how you want a split/skill to handle calls.

A type of forecast report which calculates the expected number of calls
(forecast calls carried) and the number of agents required to handle
those calls within the objectives you specified in the call handling profile.

The number of inbound/outbound calls carried.

Forecast uses historical data to determine the sum of the ACD and
abandoned calls.

See also|Number of Calls Carriedland|Forecast Calls Carried.|

A software product used by business customers that have Lucent
Technologies telecommunications switches and receive a large volume of
telephone calls that are processed through the Automatic Call
Distribution (ACD) feature of the switch. The CentreVu CMS collects call-
traffic data, formats management reports, and provides an administrative
interface to the ACD feature in the switch.

See Call Management System.
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Cost Profile
Current Day
Configuration

Current Day Forecast

Current Trending

Data Points

Data Weights

Expected Calls

Financial Forecast

Forecast

Forecast Calls Carried

A set of objectives describing costs and revenues used in calculating
financial forecasts.

A set of input parameters that describe how Forecast Manager is to
calculate a Current Day Forecast for a specified split/skill.

A forecast for today calculated by the Forecast Manager (usually in the
early morning on a timetable after Daily Summarizing).

A forecast method in which the trend of recent historical data is used to
predict the forecast calls carried.

See the 585-215-822, Call Management System R3V5 Custom Reports,
document for more information.

Dates of historical data. A data point should include data for each interval
of the working day.

Data weights are used to reduce (de-emphasize) the relative importance
of data in a data point used in a forecast. For example, you should leave
the relative weight of each date at 10 unless you know that the data
stored for a particular date is highly unusual or incorrect.

A forecast method in which you specify the number of calls to be carried
for a day, and the system distributes them into intervals based on the
pattern in the historical data.

A Longterm Forecast which also includes financial information based on
the Costs Profile you specify.

Forecasting is the method used to estimate, calculate, or predict, in
advance, the staffing and capacity for specified time periods. With
forecasting, you can predict the following:

* Number of calls you could receive during a specified time period

* Number of agents you will need to handle a specified volume of calls
(for example, you can vary the input parameters for agent
occupancy, average speed of answer, average agent service time,
and service level to predict different needs for your call center)

* Number of required trunks you will need

* Trunk performance.

The sum of future ACD and abandoned calls.

See also|Calls Carriedland|{Number of Calls Carried.|
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Forecast Input Data

Forecast Manager

Forecast Reports

Historical Database

Hypothetical Forecast

Intraday Forecast

Longterm Forecast

Number of Calls Carried

Percent Within Service
Level

Profile

Real-Time Database

Seasonal Trending

GL-4 Forecast

The split/skill and trunk group data collected from the historical data
tables and stored in special forecast tables. (Also known as Forecast
Data.)

The process which collects forecast input data from historical data,
manages the forecast data, and calculates configured Current Day
Forecasts.

These reports display expected call traffic and agent/trunk group
requirements for your call center for a particular day or period in the
future.

Contains intrahour records for up to 62 days in the past, daily records for
up to 5 years in the past, and weekly/monthly records for up to 10 years
for each CMS-measured agent, split/skill, trunk, trunk group, vector, and
VDN.

A Longterm-type Forecast which is calculated based on the Hypothetical
Data which you have defined (and edited).

A forecast for the remainder of today which adjusts the Current Day
Forecast based on data collected so far today.

A forecast for a day between today and 35 days in the future calculated
on demand based on your inputs and saved forecast data.

Forecast uses historical data to determine the sum of the ACD and
abandoned calls.

See also|Calls Carriedfand|Forecast Calls Carried)

The percentage of calls that you are expecting or targeting to be
answered by an agent within a specific number of seconds.

An abstraction of the behavioral objectives of some part of the system.
Forecast includes profiles for call handling objectives, trunk group
blocking objectives, and cost/profit objectives.

Consists of the current and previous intrahour data on each CMS-
measured agent, split, trunk, trunk group, vector, and Vector Directory
Number (VDN).

A forecast method which scales the average number of calls in recent
historical data with the trend present in the seasonal data to predict
Forecast Calls Carried.
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Special Day Forecast

Top Skill

Trending

Trunk Blocking
Probability

Trunk Group Profile

Trunk Performance

A forecast for an unusual day (for example, a holiday) based on specially
saved historical data.

An agent’s top skill is the agent’s highest-level, first administered skill. If
the agent has no other skills at that same level, then the top skill
represents that skill for which it is most likely that the agent will take calls.

Used in forecasting. The overall direction of change in call volume over
time. Trending may be figured from seasonal data or current data.

Used in forecasting. The percent chance that a call coming in on a trunk
group will be blocked at the central office because no trunks in the trunk
group are available. This caller receives a busy signal.

An objective for a specified trunk group describing a percentage of trunk
blocking that is acceptable.

A forecast calculating actual trunk blocking based on historical data. This
is determined by projecting the number of trunks that should have been in
the trunk group to handle that call volume given your objective for
blocking in the trunk group profile.
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