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1. Overview 
The WFM v2 Forecaster Website, which will be referred to simply as the Website, is the user 
interface providing access to all of its functionality.  Its basic function is to allow users to 
submit forecasting requests to the WFM v2 Workforce Management (WFM) Portal, to 
manage those requests, and to view the output (forecasts and other data) from the WFM v2 
Portal.   

 
This User Manual is organized by Website feature.  The privileges of each user class are 
defined within the outline for each feature. 

1.1. Browser Requirements 
 
This web application is targeted for Microsoft Internet Explorer 6.0 or higher.  In addition, 
cookies must be enabled for the application’s authentication to function properly. 
 

2. Home Page Features 
The Home page, which is displayed by default upon first access to the Website, is shown in 
Figure 2.1.  When a user first accesses the Website, the Home page contains the Login 
module, and other public modules. 

 
Figure 2.1 – Home Page With Login Module 

2.1. Login 
A user can gain access to the secure portions of the Website by logging in using the Account 
Login module located on the left side of the Home page.  Checking the Remember Login 
check box will cause the user name to be populated automatically the next time the user 
accesses the Account Login module from the same workstation.  To access the secure 
content in the Website, a user must enter his or her user name into the Username box, and 
password into the Password box, and press the Login button.  A message will be displayed 
in the Account Login module if the user is unable to login.  Login may fail for the following 
reasons: 

• The user name or the password is incorrect.  Please verify both the user name and 
the password.  For security reasons, the system will not inform a user whether the 
user name or password is invalid, just that login has failed.  If a user has forgotten 
his or her password, an administrator can reset the password to a new value. 
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• An Administrator has temporarily closed the site.  In this case, the message will 
provide the cause of the failure to login. 

• A system error is preventing logging in.  If multiple attempts have been made to 
login, including having an administrator reset the user’s password, or several users 
are not able to login, there may be a system error.  This is an unlikely event, and 
would most likely be related to an incorrect installation or configuration, or a 
physical problem with one or more of the servers (for instance, a power failure).  
Contact an administrator or other support person if this happens. 

The features available to a user after logging in to the Website depend on the class or 
access level of the user.  These include the items that appear in the drop-down menu bar.  
Additional sections below describe the features available through these menu items. 

Once a user has successfully been authenticated and logged into the Website, the Home 
Page will reappear, with additional modules enabled, as in Figure 2.2. 

 

 
Figure 2.2 – Home Page For Authenticated Users 

2.2. Discussions 
The Discussions module permits users to submit messages to a discussion forum.  The 
current threads of discussion are displayed in the Discussions module as links.  Clicking on 
the plus sign to the left of the discussion subject opens that thread of discussion and 
displays any responses.  Clicking on the New Thread link will open a new discussion as 
shown in Figure 2.3. 
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Figure 2.3 – Add a New Topic 

Clicking on the subject of a message will display the content of that message, as shown in 
Figure 2.4. 

 
Figure 2.4 – Content of Discussion Message 
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Selecting the Cancel link returns the browser to the Home page.  Selecting the Reply link 
allows the user to create a response to the message, which will be in the same discussion 
thread as the original message. 
Selecting the Post New Discussion Item link allows the user to submit a message to a new 
discussion thread.  Other users will then be able to reply to that thread. 

2.3. Announcements 
The Announcements module allows the user to post general announcements that all users 
can read as shown in Figure 2.5.  These announcements are similar to discussion messages.  
However, they can be configured to expire automatically by a certain date.  To add a new 
announcement, click on the Add Announcement link and enter the appropriate information 
as shown in figure 2.6. 
 

 
Figure 2.5 – Announcements Section 

 

 
Figure 2.6 – Add a New Announcement 

2.4. Contacts 
The Contacts module allows the user to add contact information that is shared by all users 
of the site.  This is simply a convenient common place that users can collect names with 
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email addresses and telephone numbers.  To add a new contact, click on the Add Contact 
link and enter the appropriate information as shown in figure 2.6. 
 

 
Figure 2.7 – Add New Contact Information. 

2.5. Links 
The Links module allows users to add useful hyperlinks, for display on the Home page, that 
are shared by all users of the site.  To add a new link, click on Add Link and enter the 
appropriate information. 

 
Figure 2.8 – Add New Link 

2.6. Events 
The Events module displays the calendar for the current month, and allows users to post 
events to appear in that calendar.  The user can scroll to the next or previous months by 
clicking on the arrows on either side of the month name in the calendar heading.  To add an 
event, click on Add New Event and enter the appropriate information. 

2.7. Change Password 
The Change Password module enables the user to change his or her password.  To select a 
new password, first, enter the existing password in the Current Password field.  Next, enter 
the new password in the New Password field, and again in the Confirm New Password field.  
A message will appear in the Change Password module to either confirm that the password 
has been changed successfully, or to notify the user of the reason for the password not 
being changed.  The password change may be unsuccessful if the current password does not 
match the password in the database, the new password is blank, or the new password and 
the confirm password do not match. 
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Figure 2.9 – Change Password 

 
To change the password of another user, a user with Administrator access level must use 
the Manage Users page. 

2.8. Logout 
The Logout link appears not only on the Home page, but also on all pages, regardless of the 
access level of the user as shown in Figure 2.10.  A user’s authenticated session begins 
when he or she logs in to the site.  This authenticated session ends when the user selects 
the Logout link.  Closing the browser without logging off also ends the session, but is not 
the preferred method.  Session authentication control in the Website is supported by 
encrypted HTTP cookies.  These cookies are configured to expire when the browser is 
closed.   When a user selects the Logout link, however, these cookies are programmatically 
deleted, which is the most reliable way to ensure that they do not last beyond the user’s 
session. 
 

 
Figure 2.10 – Logout 
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3. Forecast Profiles 
A Profile is a set of configuration options for generating forecasts.  A user may create 
multiple profiles, each storing a different configuration, and use them to generate forecasts 
for any environment.  A profile is a convenient way for a user to set up a particular 
configuration once and then use that configuration to generate forecasts.  Using profiles, the 
user does not have to enter all configuration parameters for each forecast generation. 
 
Users that have an Administrator, Manager, or Forecaster access level can create, edit, and 
delete profiles.  Users with the Viewer access level can view the details of profiles associated 
with generated forecasts for the environments assigned to them, but cannot create their 
own profiles, or edit or delete profiles.  All users can view the details of a profile by clicking 
the link in the Manage forecasts profile page. 
 
For users with Administrator Manager, or Forecaster access level, the Forecast Profiles link 
appears in the Planning-Forecaster-Profiles drop-down menu.  To view the Manage Forecast 
Profile module, click on the Forecast Profiles menu choice.  By default, the Manage Forecast 
Profile module displays the list of profiles that the user has configured. This page should 
appear similar to as shown in Figure 3.1. 
 

 
Figure 3.1 – Profile Manager 

3.1. Add Forecast Profile 
 
The user can create a new profile by entering a name and a description for the new profile 
and then selecting the Add Profile button.  If there is an error in creating the profile, a 
message will be displayed above the entry fields.  If the profile is successfully created, then 
it will be opened immediately in the edit mode, as shown in Figure 3.2.  Upon returning to 
the Profile Manager, the new profile will appear in the profiles list. 
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Figure 3.2 – New Forecast Profile 

3.1.1. Profile Name  
The user must enter a profile name that identifies this profile.   

3.1.2. Description 
The user must enter a brief profile description.   

3.1.3. Forecast  
Quantitative forecasting models are used to forecast call volumes and handling times.  The 
user can choose to forecast call volume or handling times or both.  

3.1.3.1. Volume Only 
When this option is selected, only forecasts of contact volumes are generated. 

3.1.3.2. Average Service Time Only 
When this option is selected, only forecasts of average service times are generated. 

3.1.3.3. Both 
When this option is selected, forecasts of both contact volumes and average service times 
are generated. 
. 

3.1.4. Forecast Model 
The following forecasting models and expert system are available: 
 

• Best Pick 
• Exponential Smoothing (10 versions) 
• Box-Jenkins ARIMA 
• Multilinear Seasonal Regression 

 
The user can choose one of the following forecasting options. 
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3.1.4.1. Best Pick 
Best Pick is the expert selection system used by the Forecaster to evaluate the Exponential 
Smoothing and Box-Jenkins ARIMA models provided to determine i) the structure and 
parameters for these models, ii) compare their accuracies, and iii) select the one that has 
the highest accuracy to generate forecasts.  The Best Pick is the default option for the 
Forecasting Model.  

3.1.4.2. Exponential Smoothing 
Exponential Smoothing uses the average of historical data with exponentially decreasing 
multipliers.  In its seasonal version, the Exponential Smoothing model uses three related 
equations for level, trend and seasonality as the basis for a forecast.  The Forecaster 
provides simple, double and triple Exponential Smoothing with 10 different configurations:  
multiplicative, additive, and no seasonality together with linear, damped, exponential, and 
no trend. 

3.1.4.3. Box Jenkins (ARIMA) 

Time series components used in the Box-Jenkins methodology are autoregressive (AR) and 
moving averages (MA) of errors.  They are commonly called ARIMA (Auto Regressive 
Integrated Moving Average) models.  ARIMA models use either past values (the 
autoregressive model), past errors (the moving average model) or combinations of the past 
values and past errors (the ARIMA model).  The Box-Jenkins method is well suited to handle 
complex time series and other forecasting situations in which the basic pattern is not readily 
apparent. It uses an iterative approach to identify a useful model from a general class of 
models.  The chosen model is then checked against the actual data to see if it accurately 
describes the series.  If the model does not fit well, the process is repeated until the most 
accurate model is found. 

3.1.4.4. Multilinear Seasonal Regression 
Multilinear Seasonal Regression is generally used to model the trend and seasonality in a 
data set.   The model uses dummy variables in a multiple linear regression model for 
seasonal effects.  Thus, Multilinear Seasonal Regression treats seasonal effects as additive 
rather than multiplicative. 

3.1.5. Forecast Method 
The user can choose a forecast method from one of the following options:  By Day of Week, 
or By Whole Time Series. 

3.1.5.1. By Day of Week 
With this method, forecasts are based on the days of the week.  When this option is 
selected, contact volumes and service times for the past Mondays are used for forecasting 
contact volumes and service times for future Mondays, contact volumes and service times 
for the past Tuesdays are used for forecasting contact volumes and service times for future 
Tuesdays, and so on. The By Day of Week forecast method is the default choice for the 
forecast method. 

3.1.5.2. By Whole Time Series 
This method analyzes the entire time series together for forecasting over the forecast 
horizon. 
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3.1.6. Analyze Data in Buckets of   
The user may choose an aggregate bucket size from the drop-down list, with values that 
range from 1 day to 1 year.   The selected bucket size is used to aggregate the actual data 
for analysis. 

3.1.7. Generate Forecasts in Buckets of   
The user may choose an aggregate bucket size from the drop-down list, with values that 
range from 15 minutes to the bucket size used to aggregate the actual data.   Forecasts are 
generated and stored in the bucket size selected. 

3.1.8. Period Ratio Analysis Interval 
The user may choose the period of history to use when determining ratios for Interval 
Forecasting.  The default setting is the most recent 4 week period.  You can change this to 
anywhere from 1 – 4 weeks of recent history.  You may also select a period of time in the 
previous year (1-4 weeks), or use the entire history available. 
. 

3.1.9. Seasonality 
Seasonality represents a periodic pattern of behavior in a time series, like the repeating 
pattern over the days of a week.  The Forecaster must take seasonality explicitly into 
account during the model fitting process. When a particular seasonality pattern is selected, 
a bucket size that is smaller than the seasonality pattern value must be selected.  Following 
are the options available for the seasonality. 

3.1.9.1. No Seasonality 
When the no seasonality option is selected, forecasts are generated without taking into 
consideration any seasonal pattern that may exist in the data. 

3.1.9.2. Daily Over a Week  
When the Daily Over a Week seasonality is selected, the daily periodic pattern over a week 
is included in generating forecasts. 

3.1.9.3. Daily Over a Month 
When the Daily Over a Month seasonality is selected, the daily periodic pattern over a 
month is included in generating forecasts. 

3.1.9.4. Daily Over a Quarter  
When the Daily Over a Quarter seasonality is selected, the daily periodic pattern over a 
quarter is included in generating forecasts. 

3.1.9.5. Daily Over a Year 
When the Daily Over a Year seasonality is selected, the daily periodic pattern over a year is 
included in generating forecasts. 

3.1.9.6. Weekly Over a Month 
When the user chooses Weekly Over a Month seasonality, the weekly periodic pattern over 
a month is included in generating forecasts. 
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3.1.9.7. Weekly Over a Quarter 
When the user chooses Weekly Over a Quarter seasonality, the weekly periodic pattern over 
a quarter is included in generating forecasts. 

3.1.9.8. Weekly Over a Year 
When the user chooses Weekly Over a Year seasonality, the weekly periodic pattern over a 
year is included in generating forecasts. 

3.1.9.9. Monthly Over a Quarter 
When the user chooses Monthly Over a Quarter seasonality, the monthly periodic pattern 
over a quarter is included in generating forecasts. 

3.1.9.10. Monthly Over a Year 
When the user chooses Monthly Over a Year seasonality, the monthly periodic pattern over 
a year is included in generating forecasts. 

3.1.9.11. Quarterly Over a Year 
When the user chooses Quarterly Over a Year seasonality, the quarterly periodic pattern 
over a year is included in generating forecasts. 

3.1.10. Eliminate Outliers 
When the Eliminate Outliers box is checked, any extreme value in the actual data is 
”smoothed out” by replacing it with an expected value. 

3.1.11. Outlier Threshold 
The Outlier Threshold specifies the maximum deviation from the mean, in standard 
deviation units, that should be considered normal in the actual data.  Any actual value 
deviating from the mean by more than the threshold value is identified as an outlier. 

3.1.12. Adjustment Factor 
 
This value is used to inflate or deflate contact volume values for the entire history.  The 
default value is 0%, which will leave the history unchanged. 

3.1.13. Estimate Missing Data (Daily) 
The value defaults to Yes.  If the user chooses to set this to No, stream history will be used 
as is in the database.  When set to Yes an algorithm is applied to the stream history to 
determine gaps in actual values for non-event days.  The algorithm estimates missing data 
for days which have a value less than or equal to the user specified Volume Threshold and 
Service Time Threshold values.  The data is estimated based on the data of other non-even 
days that are of the same weekday and have valid data. 

3.1.14. Hold-out Periods 
 
The Hold-out Period setting in a forecast profile is specifying the test period that the Best 
Pick Forecast Model uses to compare the Exponential Smoothing and Box-Jenkins ARIMA 
models in choosing a model to use for forecasting.   When it is set to 4 weeks, Best Pick 
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sets aside historical data from the most recent 4 weeks to compare forecast accuracy of 
alternative models before choosing the best one. 
 

3.2. Edit Forecast Profile 
The user can edit a profile by clicking on the Forecast Profiles menu item under the 
Planning-Forecaster tab.  In the Manage Forecast Profiles page, the user has an option to 
edit any of the profiles by clicking the Edit icon button under the Action Menu.  By clicking 
the Edit icon button next to the profile to be edited, the user can reach the Edit Forecast 
Profile page to change parameter settings as shown in Figure 3.3. 
 
 

 
Figure 3.3 – Edit Forecast Profile 

To save changes made to a profile, click on the Update button.  There are a number of 
reasons that updating a profile may not succeed.  If invalid values or contradictory settings 
are specified by the user, one or more messages located near the incorrect values will 
appear, asking the user to correct these values and resubmit the update.  Also, editing a 
profile while it is being used to generate forecasts is not allowed.   

3.3. Delete Forecast Profile 
A profile can be deleted by clicking on the Delete icon button for that particular forecast 
profile, as shown in Figure 3.1.  A pop up page will display to confirm the delete option as 
shown in Figure 3.4.  A forecast profile used in a forecast run that is either being processed 
at the moment or in the queued state cannot be deleted. 
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Figure 3.4 – Delete Forecast Profile Confirmation 

 

4. Outbound Profiles 
 
An Outbound Profile is a set of configuration options for generating outbound or upstream 
forecasts.  These profiles can be used to approximate outbound call volumes or to generate 
new stream data.  Like Forecast Profiles, a user may create multiple profiles, each storing a 
different configuration, and use them to generate forecasts for any environment.  A profile 
is a convenient way for a user to set up a particular configuration once and then use that 
configuration to generate outbound forecasts.  Using profiles, the user does not have to 
enter all configuration parameters for each forecast generation. 
 
Users that have an Administrator, Manager, or Forecaster access level can create, edit, and 
delete outbound profiles.  Users with the Viewer access level can view the details of profiles 
associated with generated forecasts for the environments assigned to them, but cannot 
create their own profiles, or edit or delete profiles.  All users can view the details of a profile 
by clicking the link in the Manage Outbound Profiles page. 
 
For users with Administrator, Manager, or Forecaster access level, the Outbound Profiles link 
appears in the Planning-Forecaster-Profiles drop-down menu.  To view the Manage 
Outbound Profile module, click on the Outbound Profiles menu choice.  By default, the 
Manage Outbound Profile module displays the list of profiles that the user has configured. 
This page should appear similar to as shown in Figure 4.1. 
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Figure 4.1 

4.1. Add Outbound Profile 
The user can create a new profile by entering a name and a description for the new profile 
and then selecting the Add Profile button.  If there is an error in creating the profile, a 
message will be displayed above the entry fields.  If the profile is successfully created, then 
it will be opened immediately in the edit mode, as shown in Figure 4.2.  Upon returning to 
the Profile Manager, the new profile will appear in the profiles list. 
 

 
Figure 4.2 

4.1.1. Profile Name  
The user must enter a profile name that identifies this profile.   
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4.1.2. Description 
The user must enter a brief profile description.   

4.1.3. Records in List 
This value represents the number of customer records in the calling list.  A calling list is a 
file containing customer records.  If a record selection filter is used in a campaign, then this 
this value should be set to the number of customers to be called based on the selection 
filter.   

4.1.4. Average Service Time 
This value represents the daily average service time over the Horizon to be forecasted.  It is 
adjusted to reflect the variation seen in average service times during a day to generate 
interval level forecasts. 

4.1.5. Volume Adjustment % 
This value controls the change to the Records in List value.  It can be a negative or positive 
number between 0 and 100.  The value is stored as a percentage.  For example, if the 
Records in List value is 100,000 and the Volume Adjustment % is set to 25%, the total 
volume forecast over the horizon specified in a forecast run will be 125,000. 

4.1.6. AHT Adjustment % 
This value controls the change to the Average Service Time.  This can be a negative or 
positive number between 0 and 100.  The value is stored as a percentage.  For example, if 
the Average Service Time is 250 seconds and the AHT Adjustment % is set to 5%, the daily 
average service time will be 262.50 seconds. 

4.1.7. Wrong Party Connect Percentage to Include 
A certain percentage of calls are expected to be answered but not by the intended parties.  
These calls are called Wrong Party Connect calls.  This value controls the Wrong Party 
Connect Percentage to include in the forecasts since agents will need to handle these calls 
as well.  It is a positive percentage between 0 and 100%.  For example, if 30,000 Wrong 
party Connect calls and 100,000 Right Party Connect calls were made between 1/1/2013 
and 2/1/2013, the Wrong Party Connect rate is 30%.  If it is set to 75%, 75% of the Wrong 
Party Connect percentage observed between the Start Date and End Date, that is 30%, will 
be included in the forecasts.   

4.1.8. Environment 
This is a drop-down for selecting an Environment.  Select the Environment of the Stream 
you would like to use in the outbound modeling. 

4.1.9. Contact Group 
Select the Contact Group you would like to use for the outbound modeling.  The day of 
week, and interval volume and service time patterns will be used from this Contact Group 
and applied to the Records in List and Average Service Time.  Select a Contact Group which 
closely models the interval patterns you would like to achieve. 
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If Even Distribution is selected as the Contact Group, the Records in List will be evenly 
distributed at both the daily and interval levels. The Average Handling time will remain 
constant with the Even Distribution selection. 

4.1.10. Start Date 
The Start Date field sets the beginning of the History to use for daily and interval modeling.  

4.1.11. End Date 
The End Date field sets the end of the History to use for daily interval modeling.  

4.2. Edit Outbound Profile 
The user can edit a profile by clicking on the Outbound Profiles menu item under the 
Planning-Forecaster tab.  In the Manage Outbound Profiles page, the user has an option to 
edit any of the profiles by clicking the Edit icon button under the Action Menu.  By clicking 
the Edit icon button next to the profile to be edited, the user can reach the Edit Outbound 
Profile page to change parameter settings as shown in Figure 4.3.   
 

 
Figure 4.3 

 
To save changes made to a profile, click on the Update button.  There are a number of 
reasons that updating a profile may not succeed.  If invalid values or contradictory settings 
are specified by the user, one or more messages located near the incorrect values will 
appear, asking the user to correct these values and resubmit the update.  Also, editing a 
profile while it is being used to generate forecasts is not allowed.   
 

4.3. Delete Outbound Profile 
 
A profile can be deleted by clicking on the Delete icon button for that particular forecast 
profile, as shown in Figure 4.1.  A pop up page will display to confirm the delete option as 
shown in Figure 4.4.  An Outbound profile used in a forecast run that is either being 
processed at the moment or in the queued state cannot be deleted. 
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Figure 4.4 

 
 

5. New Forecast Run 

5.1. New Forecast 
When a user selects the New Forecast menu item, the New Forecast Run module will be 
displayed, as in Figure 5.1.  This feature is not available for users with Viewer access level. 
 

 
Figure 5.1 – New Forecast Run 

5.1.1. Environment Selection 
The Select Environments box allows the user to select an environment for which to generate 
forecasts.  If there are multiple environments assigned to the user, a drop-down box with all 
of the user’s assigned environments will be displayed.  If the user is assigned only one 
environment, that environment will be selected by default.  



inContact Workforce Management v2 Forecaster Web Site User Manual 

Page 24 of 52 

5.1.2. Profile Selection 
A forecast profile is required in order to submit a new forecast run.  All profiles that a user 
has created will appear in the Forecast Profile drop-down box.  The user may select any of 
the profiles from this list to use for the forecasting request.  See Section 3 for information 
about profiles.   Profiles are not dependent on a specific environment.  If the user has no 
profiles available, then a message will be displayed indicating that the user will not be able 
to submit Forecasting requests. 

5.1.3. Description 
The user may enter a short description for the forecasting request into the Description field.  
This field must not be left blank.  It is for the user’s informational use, and can be used to 
identify and distinguish individual forecasting requests. 

5.1.4. History Start Date 
Call volume data with a date on or after the history start date is considered for generating 
forecasts of the future call volumes.  The history start date must be a Monday.  If the user 
does not specify a history start date, the earliest Monday for which data is available in the 
database is the default date and used for forecast generation. 

5.1.5. History End Date 
Call volume data with a date on or before the history end date is considered for generating 
forecasts of the future call volumes.  The history end date must be a Sunday if the start day 
for a week is Monday.   If the user does not specify a history end date, the latest Sunday for 
which data is available in the database is the default date and used for forecast generation. 

5.1.6. Horizon Start Date 
Forecasts are generated between the horizon start date and horizon end date selected by 
the user. The horizon start date must be a Monday if the start day for a week is set to 
Monday.  If the user does not specify a horizon start date, the first Monday after the latest 
Sunday for which data is available in the database is the default date and used as the 
default horizon start date. 

5.1.7. Horizon End Date 
Forecasts are generated between the horizon start date and horizon end date selected by 
the user. The horizon end date must be a Sunday.  If the user does not specify a horizon 
end date, it is set to the default end date, which is four weeks after the horizon start date. 

5.1.8. Rolling Forecasts 
Rolling forecasts are used to run consecutive forecasts with the same profile over a 
designated period of time.  Clicking the Rolling Forecasts link will provide the user with 
additional input parameters, as shown in Figure 5.2. 
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Figure 5.2 – Rolling Forecasts 

The Rolling Period defines the number of weeks to run this Profile.  If “12 weeks” is 
selected, the profile will be run 12 times, shifting the history end and horizon start dates 
ahead by 1 week on each consecutive run. 
 
The Horizon Period is the number of weeks out to forecast.  If “4 weeks” is selected, the 
Horizon End Date will be 28 days after the Horizon Start Date. 
 
Caution:  The Rolling Period specifies the number of forecast runs.  If 12 weeks is selected, 
12 independent forecast runs will be completed and appear in the Manage Forecasts page. 

5.1.9. Advanced 
The Advanced Forecasting page provides the user with control over the Forecast Profile, 
Special Event Profile, History and Horizon Start and End Dates for each Stream in an 
Environment.  As shown in Figure 5.3, the user can select these profiles for each stream.  
This allows for precise configuration over a given Environment.  If the user wishes to 
exclude a stream from a forecast run, the Exclude link for the stream is used to remove it 
from the Advanced Forecasting page.  No forecasts will be generated for the excluded 
streams.  The advanced option also makes available the selection of Outbound Profiles for 
Outbound Streams. 
 
Note: If the selected Environment contains any Outbound Contact Groups, the Advanced 
Forecasting Page will be displayed by default. The Forecast drop-down box associated with 
each Outbound Contact Group will contain Outbound Profiles that will be used to generate 
the forecast for the respective Outbound Contact Group. 
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Figure 5.3 – Advanced Forecasting 

 

5.2. Submit New Forecast 
A request for Forecast generation is submitted by selecting the Submit Run button.  A 
confirmation message will appear after selecting the button.  Clicking on the OK button will 
continue processing the request.  Clicking the Cancel button will close the confirmation 
message but not submit the request for processing.  When a request is submitted for 
processing, the browser will be directed to the Manage Forecast Runs page, which is 
described in Section 6.  The new Forecasting request will appear at the top of the Forecast 
list with a Queued or Running status. 
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6. Manage Forecasts 
 
The Manage forecasts module, which is available to all users, presents a list of forecasting 
requests.  For users with the Administrator access level, forecast requests from all users are 
displayed.  For a user with the Viewer access level, all forecast requests for the 
environments assigned to the user are displayed.  For a user with the Manager access level, 
forecast requests submitted by all users within the Manager’s assigned environments are 
displayed.  For a user with the Forecaster access level, only forecast requests submitted by 
the user are displayed. The user can manage currently running forecast requests, and view, 
edit and delete the results of finished forecast runs. 

6.1. Manage Forecast Runs 
The Planning-Forecaster menu item has two selections related to the running of forecast 
jobs.  The first is New Forecast, which is described in Section 5, and the second is Manage 
Forecast.  All users have access to the Manage Forecast Runs module, but only users with 
the Administrator, Manager, or Forecaster access level have access to the New Forecast 
module. 
 
The user may get to the Manage Forecast Runs page as shown in Figure 6.1 by clicking on 
the Manage Forecasts item in the Forecasting Menu.  
 
The Manage Forecast Runs module allows the user to monitor the progress of the Advanced 
Workforce Optimization Portal in processing the current Forecast request.  There are a 
number of informational items displayed in the Manage module.  First, forecast runs that 
are queued are displayed.  Next, the forecast runs that are running and those that have 
already been processed are displayed. 

6.1.1. Forecasts in Queued Status 
Forecast requests that are in Queued Status are waiting to be processed by the Advanced 
Workforce Optimization Portal.  A request may be in a queued state because there are no 
instances of the Forecaster available for processing or because the environment is currently 
being processed by some instance of the Forecaster.  When a request has queued status, 
the only action available to the user is the Cancel action.  Selecting this action link will 
cause the request to be cancelled and removed from the queue.  The status of the request 
will then be changed to Cancelled.   
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Figure 6.1 – Manage Forecast Runs 

6.1.2. Forecasts in Running Status 
Forecast requests that are in Running status are currently being processed by the Advanced 
Workforce Optimization Portal.  When a request is in Running status, the only action 
available to the user is the Abort action.  Selecting this link will terminate the run and 
discard all information generated for the run up to that point.   
 

 
Figure 6.2 – Forecast Run 
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6.1.3. Forecasts in Completed Status 
A Forecast request that has been completed successfully has three actions available.  First, 
a new Forecast request can be created with the same configuration options.  Selecting the 
Run icon button will open the New Forecast Run module with the same configuration 
options.  Second, the results of the Forecast run can be viewed by clicking the View icon 
button.  Finally, the Forecast request, along with its results, can be deleted.  

6.1.3.1. Run a Completed Forecast 
To configure a new forecast request using the same configuration settings as a completed 
forecast request, the user can select the Run icon button.  This will present the user with 
the New Forecast Run module, as described above, with default settings selected 
automatically to match the settings of the completed forecast. 

6.1.3.2. Delete a Completed Forecast 
The user can delete a completed forecast run, or a forecast run that is in the Error state or 
in the Aborted state, by checking the checkbox in the first column of the forecast request 
row in the Manage Forecast Runs Page, and then clicking on the Delete button at the top of 
the column.  Any data generated by the Forecaster for this forecast request is deleted, but 
the associated profiles are not deleted. 

6.1.3.3. View Forecasts  
The user can view the output data for a completed forecast request by selecting the View 
icon button.  Selecting this button displays the Forecast by Contact Group module as shown 
in Figure 6.3.   
 
The Forecast by Contact Group module presents the aggregate forecast results data by 
Contact Group.  Selecting the Publish button allows the stream forecasts to be published in 
this case, as described in Section 6.4. 
 

 

 

 
Figure 6.3 – Forecasts by Contact Group 

6.1.3.3.1. View Forecasts  
When the View icon button is clicked, the Forecast results are displayed with the Contact 
Group name, Result type, Start and End Times for the forecasts, Forecast values and Actual 
values, as shown in Figure 6.4.  For times periods that do not have actual values, zeros are 
displayed in the actual value column.  Clicking the Show Advanced button will display the 
accuracy percentage, the upper and lower limit forecasts.  
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The forecast values can be altered by  entering new values in the forecast AHT or Volume 
and then clicking Update.   The data can be edited on an interval level or by an entire day.  
If an entire day is edited, each interval value will be adjusted by the same percentage as 
the entire day, to preserve the interval level pattern. 
 
A Forecast Modification Factor may be applied to all of the forecasted values at once, by 
entering a value in the Forecast Modification Factor text box and clicking the Apply 
Modification Factor button. 
 
For Forecast runs with both Volume and Average Service Time results, both AHT and 
Volume values will be displayed in the results table. 
 
 

  

 
Figure 6.4 – View Forecast Results by Contact Group 

6.1.3.3.2. Download Forecast Results 
The results can be downloaded into an Excel spreadsheet by clicking the download link for 
any stream.  Upon downloading and opening the file, this spreadsheet (csv) should appear 
similar to as shown in Figure 6.5.  Both Volume results and Average Service Time results, 
with upper and lower limits, will appear, if available. 
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Figure 6.5 – Download Forecast Results by Stream 

 

6.1.3.3.3. Graph Forecast Results 
Forecasts, together with the actual values, can be graphed by clicking on the Graph link for 
a particular stream.  The graph will appear similar to as shown in Figure 6.6.  The graph 
shows the actual vs. the forecast results for the stream.  The line in red shows the actual 
values, the line in blue shows the forecasted values.  
 
 The charts can be downloaded by clicking on the Download icon at the top of the chart as 
an Excel, Word, PowerPoint, or PDF document by clicking the respective icon.  
 
Printing Charts and Reports is done by clicking the Print icon at the top of the chart or 
report. The browser will prompt you to print the chart or report when the print icon is 
clicked.  
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Figure 6.6 – Forecast Graph 

 
A number of controls, including the start and end dates, are provided to enable refining the 
chart.  The graph can be viewed with the following data types: Contact Volume Forecast, 
Contact Volume Upper Confidence Limit Forecast, Contact Volume Lower Confidence Limit 
Forecast, Handling Time Forecast, Handling Time Upper Confidence Limit Forecast, and 
Handling Time Lower Confidence Limit Forecast. 

6.1.3.3.4. View Detailed Statistics 
The user can view the detailed statistics generated by clicking on the View link for any 
stream.  The page that appears is similar to as shown in Figure 6.7.  Statistics provided in 
this page are explained in the sections below. 
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Figure 6.7 – View Detailed Statistics Page 

6.1.3.3.4.1. Model Statistics 
Model statistics are reported for all streams each time a forecast run is completed. 

• Mean of Actuals 

This statistic is the mean of actual contact volumes, or handling times, over the history 
period specified. 

• Root Mean Square Error 

The root mean square error (RMSE) is the square root of the mean squared forecast error 
over the history period specified.   

• Total Sum of Squares 

The total sum of squares is the sum of the squared forecast errors over the history period 
specified.    

• R-Square of Fitted Model 

R-Square is the fraction of variance in the actual data explained by the model over the 
history period. 

• Durbin-Watson Statistic 

The Durbin-Watson statistic is used to test the significance of first-lag autocorrelation of 
forecast errors (that is, forecast errors in successive periods, such as periods t and t+1) 
over the history period specified.    

• Model Parameters Fitted to Data 

This statistic provides the number of model parameters used to fit the model to data.  This 
value will not be available for Day of Week runs. 
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• Bayesian Criterion  

The Bayesian Criterion is the mean square of the fitted forecast error over the history 
period, adjusted for model complexity (i.e. model parameters).  Let N be the sample size, S 
be the mean squared error, and m be the number of parameters required by the model 
fitted.  Then the Bayesian Criterion (BC) is calculated as follows. 
 
   BC = S N(m/2N) 
 
It can be loosely interpreted as an estimate of out-of-sample forecast error.  This value will 
not be available for Day of Week runs. 

• Mean Absolute Deviation 

The mean absolute deviation (MAD) is calculated as the mean of the absolute deviations for 
all forecast errors over the history period specified.  Like the RMSE, it is used to measure 
the goodness-of-fit with respect to the actuals over the history period. 

• Standard Deviation 

This statistic is the standard deviation of actual values over the history period specified. 

• Standard Forecast Error 

The standard forecast error is the square root of the average forecast error adjusted for the 
number of parameters of the model over the history period specified.  This value will not be 
available for Day of Week runs. 

• Sum of Squared Forecast Error 

The Sum of Squared Forecast Error is the sum of squared deviations of forecasts from 
actuals over the history period specified. 

• Adjusted R-Square 

Adjusted R-Square is the fraction of variance in the actual data explained by the model, 
adjusted for the number of parameters of the model.   

• Ljung-Box Statistic 

The Ljung-Box statistic is used to test the significance of the overall autocorrelation of the 
forecast errors over the historical period specified. 

• Data Points Used in Model 

This statistic provides the number of actual values used in fitting the model over the history 
period specified. 

• Number of Lags Used in EACF 

This statistic provides the number of lags used to calculate the autocorrelation of forecast 
errors.   In a Day of Week run, this value will change based on the day selected. 

• Degrees of Freedom in Ljung-Box 

This statistic is obtained as the difference between the number of autocorrelation 
coefficients included in the Ljung-Box statistic and the number of parameters used in the 
model. 

6.1.3.3.4.2. Forecast Error Autocorrelation Function  
The forecast error autocorrelation function (FEAF) displays autocorrelations of forecast 
errors with each error’s immediate past.  For instance, the first data point displayed shows 
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the correlation value between the most recent forecast error with its immediate past.  The 
second data point represents the correlation of the most recent forecast error with the 
forecast error from two periods earlier, and so on.  If the stream data is highly correlated 
with its past, the Box-Jenkins model uses this information to construct forecasts.     
 
The user can view the FEAF graph by clicking on the View Forecast Error Autocorrelation 
Details link from the View Detailed Statistics for any stream.   The FEAF graph should 
appear similar to as shown in Figure 6.8.   
 

 
Figure 6.8 – View Forecast Error Autocorrelation Details 

6.1.3.3.4.3. View Outlier Analysis Results 
Results of the outlier analysis can be accessed by clicking the View Outlier Analysis Results 
link from the View Detailed Statistics page.  The Outlier Analysis Summary page should 
appear similar to as shown in Figure 6.9.  The Outlier Analysis Summary page shows the 
actual values in the database versus the calculated values, and a message for the result of 
the outlier analysis.  If an actual value is beyond the outlier threshold specified in the 
forecast profile used, an attempt is made to replace the actual value by an expected value 
before generating forecasts. 
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Caution:  This page will only show the days with outlier data values. 
 

  

 
Figure 6.9 – View Outlier Analysis Summary 

 
The Replace Code column provides information on whether or not the actual data point was 
updated with the “smoothed” value, and a message code.  Explanations for possible 
message codes are provided in Figure 6.10. 
 
 

Message Code Status 

0 Outlier detecting is successful. Data is not updated. 

1 Outlier detecting is successful. Data is updated. 

2 Not enough data points in the stream to detect outliers. 

3 Not enough valid data points in the stream to detect outliers. 

4 No historical data with the same event is available. Normal forecast is used. 

5 No historical data with the same event is available. Normal forecast is not available. 
Data is not updated. 

Figure 6.10. – Outlier Analysis Message Codes 
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6.1.3.3.4.4. View Actual Forecast Error 
If a run’s forecast horizon covers a period for which there is historical stream data, this type 
of run is considered to be Back Testing.  In this case the user can access Forecast Error over 
the horizon of the run.  These can be viewed and downloaded through the View Actual 
Forecast Error link.  The user is also provided with a graph of forecast error over the 
horizon, as shown in Figure 6.11.  The MAPE (Mean Absolute Percentage Error) and WAPE 
(Weighted Absolute Percentage Error) values for the period analyzed are reported in this 
page.  The user can also display Actual Stream Data and Forecast Data along with the error 
to diagnose accuracy issues in the forecasts. 
 

 
Figure 6.11 – View Actual Forecast Error 
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6.1.3.3.5. Download Detailed Statistics 
The user can download the detailed statistics by clicking on the Download link for the 
detailed statistics for contact volume or average handling times.  The results are 
downloaded in comma-separated values (csv) format, which can be saved as a text file or 
loaded directly into Microsoft Excel. When opened using Microsoft Excel, the results should 
look similar to those in Figure 6.12. 

 
Figure 6.12 – Download Detailed Statistics 

6.2. Forecast Summary 
In the Forecasts by Streams page, the Forecast Summary area shows the summary 
information for the forecast run, including the Environment name, average number of 
forecasted contacts per week, total number of contacts forecasted, average forecasted 
handling time per contact, mean absolute percentage error (MAPE), forecast history period 
with the start and end dates, forecast horizon period with the horizon start and horizon end 
dates, forecasting model used, bucket size, name of the forecast profile and the name of the 
special events table used.  This area should look similar to that in Figure 6.13.  
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Figure 6.13 – Forecast Summary 

 

6.3. Delete a Completed Forecast Run 
The user can delete a Completed Forecast run, or a Forecast run that is in the Error state or 
the Aborted state, by checking the checkbox in the first column of the Forecast row, and 
then selecting the Delete button at the top of the column.  All data generated by the 
Advanced Workforce Optimization Portal for this Forecast run is deleted.  However, 
associated Profiles and special events tables are not deleted. 
 

6.4. Publish a Forecast Run 
The user can publish a Forecast Run by selecting the Publish button in the Forecast Results 
by Stream module, which displays the Publish Forecast Results module, as shown in Figure 
6.14.  A Forecaster may publish any forecast results he or she has generated, and a 
Manager may publish any forecast results that are in an environment assigned to him or 
her.  Once a forecast run is published, the results of that run can be transferred to other 
databases, as described in the Administration manual. 
 
To publish a forecast run, the user must either select an existing package to replace, or 
enter a new package name.  Then, an effective start date (which defaults to the current 
date) and an optional expiration date may be selected.  Selecting the Publish button will 
publish the forecast run, and selecting the Cancel button will return to the Forecast Results. 
 

 
Figure 6.14 – Publish Forecast Results 
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6.5. What-If Comparison 
 
This feature is accessible by selecting at least one run by checking the box to the left of the 
environment and clicking on the Compare button from the Manage Forecast Runs page, as 
shown in Figure 6.15.   Up to five runs may be compared. 
 

 
Figure 6.15 – Manage Forecast Runs 

 
To use the functionality, after the page loads with the run information for the run(s) 
selected, the user can add additional runs to compare in the Select Run area by highlighting 
the run and then clicking on the green “+” icon on the right.  This will add the run to the list 
of runs to compare.  After selecting each run, the page will reload with data from the run 
added.   If desired, select other measure in the Select Measures area and click the Redraw 
button.  Runs may be removed by clicking on the red “x” icon to the right of the run in the 
Description section. 
 
Forecast, Accuracy (%) and Actuals may be compared for the Forecast runs. 
 
 

 
Figure 6.16 – What-If Refine View/Forecast Graph 
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7. Forecast Accuracy Report 
The user can generate Forecast Accuracy Reports over a period of time for different forecast types (e.g. 
IDP, budget forecasts) or scenarios.  The Forecast Accuracy Report is accessible from the Planning-
Forecaster menu as shown in Figure 7.1. 

 
Figure 7.1 – Forecast Accuracy Report 

7.1. Accuracy Parameters 
In the Accuracy Parameters section, the user can select the Report Type, Environment, 
Contact Group, Start and End Dates, Tag, the period of time in weeks out and back, the 
report level, the data type and view.  The Report Type offers either By Contact Group or By 
Entire Company.  When By Entire Company is selected, parameters that are not applicable 
are disabled. 
 
When By Contact Group is selected, the user has the option in the Legend section to add 
additional data items to the chart.  Once the selections are made, the user can click on the 
Retrieve Data button shown in Figure 7.2. 
 
Different forecast scenario runs must be tagged to generate the Accuracy Report.  Tags are 
created under Administration – Operations – Manage Tags. 
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Figure 7.2 – Forecast Accuracy By Contact Group 

7.2. Download Data 
Data from the Accuracy Report page can be downloaded by clicking on the Download Data 
button.  The results of the download for By Contact Group are shown in Figure 7.3. 
 

 
Figure 7.3 – Download Data Results 

 
The results of the downloaded data for By Entire Company are shown in Figure 7.4. 
For each contact group, Forecast Accuracy is provided in terms of % Value Variation at daily and interval 
levels for both contact volume and AHT.  %Value Variation and % Absolute Value Variation are computed 
as shown below. 

 

% Value Variation = 100 + 100 * (Actual – Forecast) / Actual 

 

% Absolute VV = 100 – 100 * ABS((Actual – Forecast) / Actual) 
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Figure 7.4 – Downloaded Data results By Entire Company 
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8. Special Event Profiles 
If the actual value observed in a period is unusually higher or lower than the expected 
value, that period could be configured as a special event if it is a recurring one.  For 
example, Monday, July 4th, 2008, should be configured as a special event for a contact 
center environment that had an unusually higher or lower call volume on every past July 4th 
than expected.  The actual call volume on that day would be substantially higher or lower 
than the call volume on any other non-event Monday.  The Forecaster will make appropriate 
adjustments while using the data for this date in generating forecasts for Monday, July 4th, 
2008.   

8.1. Manage Special Event Profiles 
A new special event profile can be added by going to the Planner-Forecaster-Profiles-Special 
Events page.  This page should look similar to one shown in Figure 8.1.  The user can edit 
or delete any of the existing profiles for special events from this page. 
 

 
Figure 8.1 – Manage Special Events Page 

8.2. Add Special Event Profile 
A new special events profile can be added using the Add New Special Event Profile area in 
the Manage Special Events Page as shown in Figure 8.2.  To add a new special event profile, 
a name and a description must be provided.  

 

 
Figure 8.2 – Add a Special Event 
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Clicking on the Add Profile button causes the new profile to be created, unless a profile with 
the same name already exists.  The new profile will immediately appear in the list of 
profiles. 
 

8.3. Edit Special Event Profile 
A Special Events Profile can be edited by clicking the Edit icon button from the Manage 
Special Events page.  The Edit Special Events Profile page will appear, as shown in Figure 
8.3. 
 
A special event can be enabled or disabled by checking or un-checking the Enable box for 
that event.  The Forecaster includes the special events that are enabled in generating 
forecasts.  All disabled special events are ignored.   
 

 
Figure 8.3 – Edit Special Events Profile 

8.4. Delete Special Event Profile 
A Special Event Profile can be deleted by clicking on the Delete icon button for that 
particular special event profile as shown in Figure 8.1.  A message will appear, as in Figure 
8.4, requesting the user to confirm the deletion.  A Special Event Profile used in a forecast 
run that is either being processed at the moment or in the queued state cannot be deleted. 
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Figure 8.4 –Delete Special Events Profile Conformation 

 

9.  Data Management 
The Forecaster database is updated either with an automated process or using the upload 
data functionality provided under the Database-Manage tab.  If an automated data upload 
process is used in the user’s set up, it is discussed in the Data Interface manual.  This 
section discusses manual upload and data editing functionalities only.  Stream data 
including contact volumes and handling times data may be uploaded from csv files.  Special 
events data is updated through the web site. 

9.1. Streams 
Stream data may be viewed, edited, or graphed using the Stream Data module, and may be 
uploaded using the Upload Stream Data module. Both of these modules are described in the 
following sections. 

9.1.1. Stream Data 
Regardless of how data is being updated, stream data may be viewed, edited, or graphed 
by using the Stream Data module.  It is reached by clicking the Stream Data link under the 
Database-Manage tab.  The Stream Data page should appear similar to as shown in Figure 
9.1. 

 
Figure 9.1 – Stream Data Page 
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9.1.1.1. View Stream Data 
When the View icon button in the same row with a stream is clicked, stream data is 
displayed with the Stream name, Start and End Times for the actual values, and whether 
the value was replaced by the user, as shown in Figure 9.2.  For time periods that do not 
have any data in the database, zeros are displayed.  
 
Selecting an option in the Select Data Type drop-down will cause either the Volume, or the 
Average Service Time, or both values, to be displayed. 

 
Figure 9.2 – View Stream Data Page 

9.1.1.2. Edit Stream Data 
Stream data can be edited by clicking on the Edit button in the View Stream Data page, as 
shown in Figure 9.3.  To edit a data value, type in the new value in the edit box and click on 
the Update button.  Data can be edited on any aggregate level.  If you wish to edit data on 
a daily basis, change the Bucket Size to 1 Day, and then edit a day’s value.  The ratio by 
which you change the daily total will be applied equally to the raw interval level data. 
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Figure 9.3 - Edit Stream Data 

9.1.1.3. Graph Stream Data 
Stream data can be graphed by clicking on the Graph icon button for a particular stream.  
The graph should appear similar to as shown in Figure 9.4.  The graph shows all actual 
values in the database for the stream in red. 
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Figure 9.4– Stream Data Graph 

 
Controls that allow selecting the environment, stream name, data type, and display bucket 
size are provided to refine the chart.  Aggregated values can be displayed by selecting a 
larger bucket size than the bucket size the values are stored in the database. 

9.1.2. Upload Stream Data 
The Upload Stream Data module can be reached by clicking on the Upload Stream Data link 
under the Database Update tab.  This module uploads stream data into the database.  In 
order to upload a data file, a format describing the content of the file must be selected.  If 
no such format is available, a new format must be created.  
 
Caution:  Only daily contact volume data may be uploaded.  Uploading contact volume data 
in larger bucket sizes such as weekly or monthly may result in inaccurate results. 

9.1.2.1. Create Stream Data Import Format 
A new file format can be created by clicking on the Create link in the Upload Stream Data 
page.  The Create New Import Format page should appear similar to as shown in Figure 9.5.  
A name is required to identify the new import format.  New regions can be added by clicking 
on the Add Region button.  The new import format is saved by clicking on the Save Changes 
button. 
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Figure 9.5 – Create a New Import Format Page 

9.1.2.2. Edit Stream Data Import Format 
An existing file format can be updated by clicking on the Edit link in the Upload Stream Data 
page.  The Edit Import Format page should appear similar to as shown in Figure 9.6.  
Existing regions can be edited or deleted by clicking on the Edit or Delete icon buttons in the 
Action column.  New regions can be added by clicking on the Add Region button.  The file 
format is updated by clicking on the Save Changes button. 
 

 
Figure 9.6 – Edit Import Format Page 

9.1.2.3. Upload Stream Data 
The Upload Stream Data Module imports the data into the stream data tables in the 
database.  The Upload Stream Data page should appear similar to as shown in Figure 9.7. 

 
Figure 9.7 - Upload Stream Data 

The data file must first be selected from the local file system using the File Open dialog that 
appears after pressing the Browse button.  Next, the file can be uploaded by selecting the 
Upload File button.  The data will be loaded into the page similar to as shown in Figure 9.8.  



inContact Workforce Management v2 Forecaster Web Site User Manual 

Page 51 of 52 

After the data is verified, the Save Data button must be clicked in order to update the data 
in the database. 
 

 
Figure 9.8 – Upload Stream Data 

9.2. Special Events  
New special events can be added and special events data may be updated using the Manage 
Special Events Data page.  The Update Special Events Data page can be reached by 
selecting the Special Events Data item in the Database-Manage menu.   

9.2.1. Manage Special Events 

9.2.1.1. Add New Special Event 
A New Special Event can be added using the Add New Special Event area in the Update 
Special Events Data page. An event name must be entered, and an event type must be 
selected.  The event can then be added by selecting the Add Event button.  The new event 
will immediately appear in the list of events. 
 

 
Figure 9.9 – Add New Special Events 

Event Type can be selected from the drop-down menu.  The event types available include 
the following:  
 

• Calendar Event:  An event that occurs at certain dates (e.g. first day of a month). 
• Planned Event: An event that is created and scheduled by the user’s organization. 

 
Event Level can be selected as well.  This will let you configure daily, weekly and monthly 
Special Events.  A Daily Event is applied to daily forecasts.  Monthly events are applied to 
monthly forecasts, and so on. 
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Clicking on the Add New Special Event button adds the new event. 

9.2.1.2. Edit Special Event 
To edit a Special Event, click on the Pencil icon next to the event type.  Then change the 
Event Name, Event Level or Event Type, and click the Check Mark icon to save.  Clicking the 
Red X icon will cancel the edit. 

9.2.1.3. Delete Special Event 
To delete a Special Event, check the box to the left of the event name and click on the 
Delete button.  Or click on the Trash Can icon for any event. 

9.2.2. Update Special Events Data 
Special events and dates of occurrence are entered using the Manage Special Events Data 
page as shown in Figure 9.10.   Days on which a special event occurs can be entered by 
checking the boxes in the row corresponding to that event and the dates shown.  If the date 
is not shown on the page, you can navigate to the next or previous pages using the Next 
and Previous links, or by selecting a date in the calendar at the top of the page.  The dates 
entered are automatically saved into the database.  If a day is marked for an event 
incorrectly, it should be unchecked.  New event status on that day will again be saved 
automatically. 
 
 
 

 
 Figure 9.10 – Update Special Events Data 
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