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Learning Obijectives

inT gy

What: By the end of this module you will be able to complete the
following:
¢ Define Real-Time Queue Management and other key
terminology.

¢ Identify the different variables than can affect meeting call
service level expectations.

¢ Identify tools that support Real-Time Queue Management
¢ Define the roles and responsibilities of the key people in
the service center involved with Real-Time Queue

Management

¢ Define different scenarios and the potential solutions.
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Real-Time Queue Management

Effective management of a call center often means knowing what is
happening all of the time. How many callers are waiting? How long is the
wait time! How many employees are actively answering calls for each
queue! These questions and more can be answered in real-time through

your ACD.

Definition of Real-Time Queue Management-

A proactive management technique to dynamically monitor and manage the
call volumes in your ACD queues and the variables & tools (people,
process, technology), that produce the current service level in an inbound
service center environment.

Altering the variables can positively or negatively impact the current service
levels.
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Let’s Break That Down- Key Definitions:

Automated Call Distributor (ACD):

Queue

Skill Set

Real Time

Service Level

Management

Monitor
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The Variables & Tools

There is no exact science to Queue management. There are only variables
and tools to work with, change and adjust in real-time. These variables fall
into 3 main categories:

People
Process
Technology

Management

People Variables

The following are the “people” variables that can be monitored and changed
through real-time queue management and that can impact service level:

Process Variables
The following variables related to “Process” changes available through real-
time queue management and that can affect service level:
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Technology Variables & Tools
The following are variables that can be monitored through real-time queue
management and that can affect service level, related to “Technology &

Tools”:

Tool Examples
All Queue List

4t SplitfSkill Comparison
Report  Edit  Format Tools  Options  Help
Report Data Stant Time: 12:00 AM 8/82007

Calls Oldest  ACD

A Ahan  Avg Aban Avg

Split'Skill Skill State Agents
Staffed  Waiting Call Calls ACD  Calls Time Speed
Waiting Time Ans

Medi Cal Eng Ski1 MORMAL 21 0 00 131 820 5 133 14
FStamp English Sk2 MNORMAL 12 0 00 T2 534 1 342 28
MedPrdfO Lang SK3 MNORMAL 21 0 00 37 434 1 02 14
Spanish MC SK4& MNORMAL T 0 00 43 424 2 1:53 29
F Stamps Span SKG MORMAL 3 0 00 5 420 0 02
Eng MC BU k11 MORMAL 0 0 .0n 0 0
E FS Backup SK12 MNORMAL 0 0 00 0 0
Spnsh MC to Eng SK13 MNORMAL 14 0 00 22 754 0 14
Spnsh FSto Eng Sk14 NORMAL 8 1 1:35 15 &20 0 49

Threshalds: On

MARTINEZ_ACD1
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Queue List Detail- Drill Down into one skill set

| Bl Queue/Top Agent Status - FStamp English 5K2 DEWEJ
Report Edit Format Tools Options  Help

SpliSkill: FStamp Enalish SK2 Top Agents Staffed:

Skill State: NORMAL TopAG Bl

Top Agents Ringing:

Calls Waiting: 0 Top Agents on ACD Calls:

Qldest Call Waiting: :00 Top Agents in ACWY
Direct Agent Calls Waiting: 0 Top Agents in AL
% WWithin Service Level: 50 Top Agents in Other:
Service Level: 35 Flex Agents Staffed:

ACD Calls: 2 Reservel Agents Staffed:

Aban Calls: 0 Reserve? Agents Staffed:

o e e T SO e P Y o e Y =

Agent Hame Login IO AL State  Split'Skill Lewvel Time WO Mame
Reason

G021 AW 2 1 1:48 EFood Stamp i
B0317 RRIL 03
20133 AT 1 48:34 E Food Stamp W
Ga4ad AR o0
20860 AW 1 211 EFood Stamp ¥
G2474 ACDIN 1 834 E Medical Worke

Double Click To Run Format T able | Thresholds: On MARTINEZ ACD1
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www.nec.com/globalnavigator
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Queue List with Graphs and Graphics

HIINC. Current Statistics - Red Team

Service Level

“ Congratulations Red Team

o maintained the best cverall serdce el
Hold Time Abandonment L) et manth, Keap g the good sark.

www.inovasolutions.com

Desktop or Phone Set Queue Highlights
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www.specorp.com
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Wallboards/LCD Reader boards
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Best Practices in Queue Management
Roles & Responsibilities

Who Plays a Role in Real Time Queue Management?

Service Center Manager

ACD Administrators/Monitors

Service Center Supervisors

Service Center Eligibility Workers or Phone Workers
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Problem & Solution Scenarios

Supervisor Example- Schedule Adherence
Watching the queue on your desktop, you see that several instances are
occurring at the same time:

- Two of your phone workers are not logged back in after a

scheduled break.

- One more is planning to take their scheduled break.

- Calls are coming in at a higher rate than anticipated.
The result is that calls are waiting in queue and service level is not being
met.
The supervisor should do the following things:

Supervisor Example- Call Volume Spike

The day’s call volume has been steady and as expected until at | [:00am, the
Food Stamp call queues started receiving an increased number of calls. Call
wait time are high and your abandon rate is increasing.

The supervisor should do the following things:
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Phone Worker Example- No Calls in Queue

After completing a detailed call, you have several case comments to add to
CalWIN and will need to process some detailed case updates. After
reviewing the call queue on your desktop you see that there are no calls

waiting in queue.

The phone worker should do the following things:

Phone Worker Example- High Call Volume, Long Wait Times
It is a Monday and the first week of the month, call volumes are
exceptionally high.

The phone worker should do the following things:
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ACD Admin Example- High Call Volume, Long Wait Times
Watching the queue you see that the service center is entering a dangerous
period- where a high number of workers are scheduled off of the phones
and call volumes are increasing unexpectedly.

The ACD Admin should do the following things:

ACD Admin Example- High absentee rate
By 8:00 in the morning you realize that there are a high number of phone
workers who have called in sick that day.

The ACD Admin should do the following things:
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ACD Admin Example- No Calls in Queue- Low Call Volume
The first week of last month had record setting call volumes, forecasts
were updated and schedules were adjusted. This month the center is not
experiencing the same call volumes as expected. There are consistently no
calls in queue, service level is exceeding expectations and workers are
under utilized.

The ACD Admin should do the following things:
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InTelegy Corporation is licensing these materials and the information contained herein for use by one
individual only and only in connection with the InTelegy Corporation training course in which these
materials are provided to that individual. No rights to reproduce, distribute, disclose, transfer, assign, or
create derivative works based on these materials are granted without the written permission of InTelegy
Corporation.

The personal names, company names, exercises, role play outlines and any other scenarios used
throughout this material are fictitious and have been created solely for the enhancement of learning. Any
connection to an actual personal or company name and/or actual business situation is purely coincidental.
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