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OneContact WFO offers contact centers a complete, web -based, workforce
management suite with quality monitoring, e -learning and stunning user interfaces.
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@ €ContactWFO

OneForecast

With this module it is possible to graphically
analyze historical demand data for services in

the contact center.

A Analyze historic and forecast data for the

entire forecasting period
A Apply growth rates
A Add exclusio ns due to exceptional events

OnePlan

with OneForecast to perform operations a
generate schedules

A Objective -driven staffing for Inbound
outbound services

ARule-driven schedule g enerator

A Shows the forecasted demand data a
the planned KPIs for the entire p
period as well as the agent's schedu
(including schedules, vacations, ab
etc.)

A Allows for manual adjustments of s
with automatic agent notifica tio
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Allows the planner to use forecasts generated

OnePortal

TheOn e Cont ac tmawint€écson
application
A Al | agentsto view their schedules
and KPls, set schedule constraints,
A vacations and shift exchanges. Supervisors
can also perform operations such as:
approve/reject agent vacations, shift
exchange requests, send messages to its
agents, create absences, compare KPIs
schedule e -learning sessions and justify
agents alarms.

Users can actually follow the real  -time

execution of <a plan generated through

OnePlan

A Immediate and easy analysi
evolution

A Planned VS real real -
KPls

A Agent adherence
(based on logins, re

A What was planned ed in
reality vie w

A Configurable alar

adherence.

for lack of



@eContactWFO

OneBackOffice OneContact WFO Mobile
The control center for the  OneContact WFO App that allows real-time monitor your
system. contact center activity anywhere and
A Manage agents, teams, services and shifts anytime.
to define work rules A Follow your services and agents
A Define key performance KPIs and reports A Compare real and planned indicators
tha t can be used throughout the modules. AAnalyze g raphical charts and  stay on
focus with push notifications of emergent
situations

Workforce shifts
calculation process

ser
ver

OneForecast OneMonitor
Qo
2 OnePlan Reports g
; B OnePortal :
%) OneBackoffice nePortal
- WFM Data
and configuration
Legacy data
transformation jobs
Agents
manage their
Legacy CC1 Legacy CC1 operators availability
via browser
Operators
Legacy CC2 Legacy CC2
Operators
Operators
PSTN

About Col | abds OneCpG@artreer t WF O
says t hat has a stro
underlining strengths like unified suite, ease

of use and viable core functionality.
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