I.7] <«

1. Workforce Management (WFM) &2
t}oksl x4 (telephone, mail, chatting, Fax )& Contact Centerel] ¢1¢] &= 17219
ol thal], 1 Sl wet A AMu)as gES {AEHHA oS o e 7HE

=
Moz $UT 4 UES 4 WAS AFstn welshs A,

2. Workforce Management Application®] QA

contact center =% B89 60% oIS At U= FHYES of@A FHstHola FF
gldoz #eld 4 =7k contact centerg +93tal A& FAbol Al 2 olgrolt). YTt
thi} 29 contact center: UYSE AES T u HE=S Multi Site® 859
A k1] Scheduling®t #E]7F 42 28 N Q= At o2l Ao e
A4

&4 g = contact center’} BH]E FA oA profit center®2 A3 & 4 JYSAE=

= 8% d7F Ha Ay #AHAES FAEH g wiA Al Overstaffing®

T

5l =)
Understaffings 338}7] 98] Be w88 34, o35S Overstaffingo] =& w83} o
= *3’1‘_“40 23k, Understaffinge] A4S "ol atar, vpghAgh Az s
ok A 87 wFEojttk weba] Asksl Z3F AHT(Average Handling Time) S-S o=
3l 101] U= AgY 5 =3t ulx ste 2 A, Overstaffing?} UnderstaffingS
At A FAEH 5284 29 doAA wg- Festvta & Utk AAY FF A5
o]& 1o wWE e AHY 9 dQ IAHAFE o9=3517] 98+ Erlang FormulaZ® o] &

o

g, o AL ope} B 67H4 'S o r da 7] witel, H33 9
ZAY 4o Hgaroe Tyt A doze] FAEE uAe] F7F W3} ko] o}
Yt oe] 7HA] AE R Eolem, FAHE o] Ale|Eo] ZA4bd HE FAHE 957
ujZol ] o]4 Erlang Formula ©Ho.2 & o]efst ZAE a4 & 7 A St 7]

o Workforce Management Application®] Z22Jo] tlFHt} Workforce Management

application® ol §ate] HET AT 7 WES 9% AF g WA, Ba Ay )
Aehs wEA AT WA, 22 Auls A e F 44 ool A4ad e

A 5 7bsstA & &

® Erlang Formula 9| 67}#] 7}4
O 2E QA9 F2 Y3 T (single call type)o] ™
@ det Q18] # F2 ¥ HA Fu, BE A5 AP AA47A 7t
® £33} 5 A5 (busy signa)7} 1z
@ UA =°] o] WA A 25 ™ (First-income, First-served basis)

! http://www.telemarketing.or.kr/ktma/k.base/0107/series_callcenter_3.html




o
AL A S e FA ads wiAlska Sl

3. Workforce Management Application®] 7]& 7]%?2
D Forecast calls
Historical ACD datag 7|Wre.= sfo], A7t o, & W2 25 52 5 3
Eig=
@ Determine staff workload

d5E 2 JMon Aed UA £2 ANT 5 ool @k Erlang

Formula & o] &34 Hx=Z 3t A2 dEs S5 A1 5 v HH9 4

g9 FE AN 5 glojok @k,

@ Schedule staff

4, W7k meeting, §7F 52 B A AZEE aEste] ddEd wiAE &

A o= o ghr}.

@ Track performance
=gt 25 AHT AA| HAgt 2% AHT 53 oJ9A zbel7t ve=x] vlud
Jojof s, o]& "o R 574 7|7F 59t (8F) Reforecasting®] 713l ok
=3

21 yroll “What if?” ¥4, Reporting 7] £°] & Q3}t}.

Workforce Management Application®] xp#3} 7]%3
Multi-site forecasting and scheduling

Real-time adherence

Agent self-service

Integration with time and attendance/HP applications

Enhanced reporting

-
.
©@ @ ® e e [y 3]

Enhanced what if? analysis

H FAH

lo
e
=
rlr
O
¥o o2
ot
=
il
tlo
do
o

routing < Q735 Jdow, oz L FAtEd] 23 Workforce Management

o,

universal queue?} business-rules—based

application’= A 2% "tolE wge 5343 FAE A delE & F A=F e
H

A At olHF LTS &

Genesys Workforce Management, Blue Pumpkin Software?| PrimeTime Enterprise,

? “The Corporate Call Center: Much More Than Call Handling”, 1996, Gartner Group
3 “The Future of Call Center Work Force Management”, 1999, Gartner Group



[EX9] TotalView Workforce Management S-o] lt}.*

I AN3sF

F < Contact Center? FAE= b3l AES 93 universal queued} business—rules—
based routing < Q781 om, o]# s QAL 2hE Workforce Management
application®™= M| 2% w|tjo]l& wrgsly, #e]st7] 533 Contact Center?d A #E &
g F RS wEo] Aa Ak olyd aAES # Rk AFSE= Aspect
eWorkforce Management, Genesys Workforce Management, Blue Pumpkin Software]
PrimeTime Enterprise, IEXS] TotalView Workforce Management 5] th.” Workforce
Management Group® 20004 "=+ A|&zAF 852 BW, Aspect?} AlAl A%< Market
ShareE A oL ARty AFE dgln 91, 1 HE IEXY Blue Pumpkine] Z 1
Atk 71 "o Genesys Workforce Management Solution® 739, Genesys product suite
o add Ho] w= A& A] GenesysE 7] T+=H 1 sited] £& ¥H2S Holu gt}
Frost & Sullivan 9] 2001 AA A&AZA A5 5 BH, 1= /\] A1} w7 A 2 Aspect
7b A5 (45%) 5 AASEL, 2L FE IEX(20%)9F Blue Pumpkin(9%)°] %31 Sl /el

Wurkfurcﬁqﬂlﬂanagement Market Share
3%

mAspect

mIEX

O Blue Pumpkin
5% OPipkins

B Misc.

Source : Workforce Management Group (20004, 9€¥)

-2 ygte] 4-¢- o2 Workforce Management A% 43} Fo] A ¢t} Aspect
eWFMe] HAl¢l TCS7F B d A =) g+ Afe]Ed FHEHAoY, dA 79 APdE o,
Genesys®] WFM solution®] =W F§71# 5 g Alo]Ed 54 A7 Mot} 514

S

“Workforce Management Is Vital for Universal Queuing”, 2001, Gartner Group
“Workforce Management Is Vital for Universal Queuing”, 2001, Gartner Group
“Market Share Analysis”, 2000, Workforce Management Group

[©2BNN)]



=

9k Multi Channel3}, Virtual Call Centerdt o] 7} 1= = Contact Centerd] 7 %
kx o] Hol Contact Center Te]xFe] WEMe| #3F needs?} 718 Aoz oAtd
=

I A& 7|5 "L

7] 5| L eWFM IEX Blue Pumpkin
Multi-channel/Multi-skill Support o O O
Superior Scheduling [ ) O

Schedule Optimization Tools o O O
Forecasting Accuracy o [ ) D)
Reporting Options [ © O
Budgeting Analysis forecasting tools [ O O
Flexible forecasting engine [ O O
Data Analysis Reporting [ O O
Agent Productivity [ L)) L D)
Real-Time Adherence [ O O
Interactive Agent [ L)) L D)
Management Administration o L)) L D)

Source : Gartner Strong Support @ Partial Support © No Support O



