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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

Refer to online help for the inContact WFO suite (including inContact WFM v2) for current
browser support. 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.

1Contact
" Madpp Login
Login Announcements

mContact w T mContact Warklonoe Masagement Portal

Links

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:
e 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
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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.

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.

o adeer

Uatatare Aaviog Alsnseciiatee i

Sutmmary

Links

Announcements Events

" w0t Wamvas i 14 b WEPR Purts

:
e G Vgt g

= 0L/27/3936 ‘ ' ¥ nEn
Sde 01360 206

e ]

Change Password

Discussions

Contacts

n— [ [ B e e

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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Discussions

Thread [ Thread Starter Last Post

= Sample Discussion 05/23/2005 03:58:13
“% gean Lensborn by Sean Lensborn
=y TEsting Discussions 11/30/2005 02:20:06
“H gean Lensborn by Test User
1

Title:
Message:

m Cancel a Add Discussion

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.

Discussions

Title:

Message: ||

Y,
m Cancel ‘_ﬂ Add Discussion

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.

Announcements

Uptivity Welcomes you to the WFM Portal

Delete | Show all Add Announcement

Figure 2.5 -— Announcements Section

Announcements

Test -7/14/2005 5:24:33 PM

B Test

Title:

Announcement:

m Cancel J Add Announcement

Figure 2.6 — Add a New Anhnouncement

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

inContact Workforce Management v2 Forecaster Web Site User Manual

Page 10 of 52



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.

Contacts
Name Role Email Primary Phone Mobile Phone
Uptivity Support Support support@uptivity.com 888-922-5526, option 2 888-922-5526, option 2
First Name Last Name:
Role Email:
Primary Phone: Mobile Phone:
m Cancel \__" Add Contact
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.

Links

inContact

Link Title
Link URL

m Cancel &d  Add Link

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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Change Password

Current Passwaord:

Mew Password:

Confirm Mew Password

u Change Passwaord

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.

Welcome admin
Movernber 15, 2007

Legout

Planning Database Operations Administration Help

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.

Manage Forecast Profiles

Profile Description User Created Modified Action
1 Hour Buckets Profile with 1 Hour Buckets admin, admin 8/3/2005  2:24 PM 3/31/2006 322 PM ® =
1_cont_val contact volume admin, admin 5/8/2006 11:38 AM 5/8/2006 11:38 AM ® =
1_daily by interval 1_daily by interval User, Test 1/15/20068 214 PM 1/15/20068 214 PM _-/’ 2
i_Week over month 1_Weekly User, Test /122006 &:23 FM 1/17/2006  1:36 PM & @
15 Minute Profile Profile with Small Bucket User, Test 7/6§2005 &:38 PM 10/23/2005  2:35PM ® =
30 Minute Profile 30 Minute Buckets User, Test a/9/2005 216 PM 1/30/2006 113 PM ® =
weekly regression weekly buckets -regression User, Test 8/16/2005 11:31 AM 10132005 Z:03 PM _-/’ ]

\J Back

Add New Forecast Profile

Description:

| [ adderofile

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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Edit Forecast Profile

Save Orafte B cme
U Advan, Aduon Oote Crestes 10/13/201L OXSa MM
Profse BEDOWD 3 v A sizgzen2 08
Besorption: PBRATDOWD N
Forecast Model Paameters Daka Asalysis Paramebers
[Betiy = Frrwues Dutiers "~ Yes B
Motd Buat Pick 3]
P - [Atomate =) urr [oc
o lk Dy of ':] Estrrate Nawng Data {Daly): Yes ® Mo
e o
[0 Dw :] Terw 1 3 o
n Buckees o [30 Mrper =
wod Rato A nena [Mox Recent Penea =] {2 We = RS b

Seastay [Vévo, v aver 3 Yor -]

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.

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

The

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)

[ )
[ )
e Box-Jenkins ARIMA

e 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. Qutlier 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.

Edit Forecast Profile
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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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Microsoft Internet Explorer E|

*-?f" Are wou sure you wank to delete prafile "1 Hour Buckets' ?

[ Ok l [ Cancel

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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Manage Outbound Profiles
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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.

Edit Outbound Profile
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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%. Ifitis 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.

Edit Outbound Profile
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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.

inContact Workforce Management v2 Forecaster Web Site User Manual

Page 22 of 52



\? / Are you sure you want to delete this Upstream Profile?

[ oK ][ Cancel ]

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.

Mew Forecast Run

Select Environment: | Model 1 V|
Description: | |
Forecast Profile: | BP/D-30 SD2.50 NoMissing v |
Special Events Profile: | None V|

History Start Date: | 1/7/2008
History End Date: [10/11/2015

Horizon Start Date: | 1001 20201

[, ]

G e M M

Horizon End Date: |11/8/2015 5
Rolling Forecasts... | Advanced...

Submit New Forecast Run

m Cancel

A

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.
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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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Mew Forecast Run

Select Environment: | Model 1 V|
Description: | |
Forecast Profile: | BP/D-30 SD2.50 NoMissing v
Special Events Profile: | None V|

History Start Date: [1/7/2005

WL W W &

History End Date: [10/11/2015
Horizon Start: Date: (101127201

N

Horizon End Date: |[11/2/2015
Rolling Period | 4 Weeks

Horizon Period | 4 Weeks w

Hide Rolling Forecasts

m Cancel

Figure 5.2 - Rolling Forecasts

Submit New Forecast Run

A

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.

inContact Workforce Management v2 Forecaster Web Site User Manual

Page 25 of 52



New Forecast Run

Select Environment: |Mode| 1 Vl

Description: | |

Hide Advanced Sattings

Contact Group Configuration
Contact

Group Profiles History Horizon Minimum Forecast Action
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Apply same start and end dates to all contact groups
1 History [ Horizon

(Mone Available) v \J Include Contact Group

m Cancel \J Submit New Forecast Run

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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Manage Forecast Runs

m Delete Filter: | {All E|wir0nments]jl[!—\ll] ja Filter
Environment Description User Configuration
[~ US Operations  Generated Run 09/17-09/24 Admin, Demo  Profile: DOW/3
Events: Default Holidays
[T US Operations  Generated Run 09/17-09/24 Admin, Demo  Profile: Both Weekhy/BP/W-Y
Events: Default Holidays
[C US Operations  Generated Run 09/17-09/24 Admin, Demo  Profile: Both DOW/Monthly/BP/M-Y
Events: Default Holidays
US Operations  11/12 -11/25 Admin, Demo  Profile: Dow/30
Events: Default Holidays
US Operations  11/5-11/18 Admin, Demo  Profile: Dow/30
Events: Default Holidays
US Operations  10/29 - 11/11 Admin, Demo  Profile: Dow/30
Events: Default Holidays
US Operations  10/22 - 11/04 Admin, Demo  Profile: Dow/30
Events: Default Holidays
[T US Operations  Generated Run 10/29-11/05 Admin, Demo  Profile: Dow/30
Events: Default Holidays
[T US Operations  Generated Run 10/22-10/29 Admin, Demo  Profile: Dow/30
Events: Default Holidays
[T US Operations  Generated Run 10/15-10/22 Admin, Demo  Profile: Dow/30
Events: Default Holidays
[T US Operations  Generated Run 10/08-10/15 Admin, Demo  Profile: Dow/30
Events: Default Holidays
[T US Operations  Generated Run 10/01-10/08 Admin, Demo  Profile: Dow/30
Events: Default Holidays
[T US Operations  Generated Run 09/24-10/01 Admin, Demo  Profile: Dow/30
Events: Default Holidavs

H Refresh E New Forecast Run

Last Run Status Action
11/6/2007 Storing Results  Cancel
11:13 AM

11/8/2007 Completed
11:31 AM

11/e/2007 Error b
11:30 AM

11/2/2007 Official =)
02:11 PM

11/2/2007 Official =)
02:04 PM

11/2/2007 Official =)
01:536 PM

11/2/2007 Official =)
01:49 PM

10/26/2007  Completed E »
03:03 PM

10/26/2007  Completed E »
02:539 PM

10/26/2007  Completed E »
02:536 PM

10/26/2007  Completed E »
02:52 PM

10/26/2007  Completed E »
02:48 PM

10/26/2007  Completed E »
02:44 PM

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
When a request is in Running status, the only action

Workforce Optimization Portal.
available to the user is the Abort action.
discard all information generated for the run up to that point.

Selecting this link will terminate the run and

Manage Forecast Runs

m Delete

Environment
[~ US Operations

[~ US Operations
LS Operations
LS Operations
LS Operations
LS Operations
LS Operations
LS Operations
LS Operations

LS Operations

[ e A

LS Operations

Filter: | {All Enviranments) j | (Al

Description
Generated Run 09/17-09/24

Generated Run 09/17-09/24
11/12 -11/25

11/5-11/18

10/28-11/11

10/22 -11/04

Generated Run 10/29-11/05
Generated Run 10/22-10/29
Generated Run 10/15-10/22
Generated Run 10/08-10/15

Generated Run 10/01-10/08

=B Filter

User Configuration
Admin, Demo Profile: Both Weekly/BP/W-Y
Events: Default Holidays
Admin, Demo Profile: Both Weekly/BP/W-Y
Events: Default Holidays
Admin, Demo Profile: DOwW/ 30
Events: Default Holidays
Admin, Demo Profile: DOwW/ 30
Events: Default Holidays
Admin, Demo Profile: DOwW/ 30
Events: Default Holidays
Admin, Demo Profile: DOwW/ 30
Events: Default Holidays
Admin, Demo Profile: DOwW/ 30
Events: Default Holidays
Admin, Demo Profile: DOwW/ 30
Events: Default Holidays
Admin, Demo Profile: DOwW/ 30
Events: Default Holidays
Admin, Demo Profile: DOwW/ 30
Events: Default Holidays
Admin, Demo Profile: DOwW/ 30
Events: Default Holidays

Figure 6.2 - Forecast Run

H Refresh E

Last Run Status
Today  Queued
05:535 PM
11/6/2007 Completed
11:31 AM
11/2/2007 Official
02:11 PM
11/2/2007 Official
02:04 PM
11/2/2007 Official
01:56 PM
11/2/2007 Official
01:49 PM
10/26/2007 Completed
03:03 PM
10/26/2007 Completed
02:539 PM
10/26/2007 Completed
02:56 PM
10/26/2007 Completed
02:52 PM
10/26/2007 Completed
02:48 PM
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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.

Forecasts By Contact Group
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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.

Forecast Results

dat (s Boibet S Madicames b dat (ot
§ ses M ARC (1Day vov Retrieve ]  Oeunlasd 1 Avaccad 1 uptae

Skart Date Actusl Calt Yolerne Furocast Call Volune Al AST (sex) f ootuast ASY [wex)

1"

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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E3 Microsoft Excel - ForecastRunYalues 7087 _S081_all[1].csv

E]ge Edt Yow Inset Fomat Todks Data Window Heb =181 %]
DR SRY i DAY »- QA4 BE Y ~ 0. BZU EEIEE -H-A-T
B2 | = Starnt Time
A B | c | D E | F G | H | | | J | K | =i

1 Volume Average Semce Time =
_ZJSImam Enc Tirne Forecast Value Actual Value Lower Lirmit Upper Limit Forecast Value Actual Value Lower Limil Upper Lirit

3 Stream 9N/A003000 Q22003000 5215272556 5223625 44618.469 59686984 1649263188 164.926819 164.92682 164.926819

4 Stream 922003000 9/3/2003 0:00 57320 57320 57320 57320 1736034088 173.603400 17360341 173600403

5 Stream Q2003 0:00 947003 0:00 46651 08594 54339 42067 012 5449516 1704949433 170 494949 17043495 170 494943

S Siream 90065000 952003000 48167 45703 80610 41745336 54589578 1725253754 172525375 17252538 172525375

7 Steam 952003000 982003000 4515934765 48288 3852032 51789375 17011606839 170116089 170.91609 170.116089

8 Steam 982003000 87/20030:00 203918339 20485 1558703 25196632 150815084 150815094 15081509 150.815094

9 Stream  97/2003 0:00 98/2003 0:00 D o 0 0 0 0 0 0

10 Stream  9E20030.00 997003000 46694 78516 52371 41380027 S6426543 1854121704 1679459614 14920436 181 619385

11 Stream 9920053 000 10V003 000 55495 42962 57320 49623 566 B3367 293 1736111803 173931949 160.8989. 1686 323425

12 Stream  910/2003 0.00 911/20030.00 46478 81641 44701 41297 406 S1660.227 1706724792 171.116562 154.28162 186.863322

13 Stream 911/20030:00 SA220030:00 45971 42578 44797 A0059.023 51833828 1725253754 173537933 158 59448 165 456263

14 Stream 122003 0.00 9172003 0:00 42333 33584 42468 36229.164 48449503 170 1160889 169216354 15636975 183862427

15 Strsam 91372003 0.00 $14/2003 000 19684 13867 19603 15079335 24680243 1506861692 150135147 135 03493 166 297402

16 Stream 9147003 000 91572003 0.00 ) 0 0 0 0 1] 1} Q

17 Stream 152003 0.00 91672003 0:00 582337109 54083 47094113 B2I62E628 166.9767303. 16530162 15076952 163.163%45

18 Stream 9/16/2003 0:00 $17/2003 3:00 4813715625 A5B49 41265283 55009.02 1736314697 173.028198 161.1692 185593735

19 Stream 9/17/2003 0:00 918/20030:00 47862 29569 45442 A/ TTT SNI7 V16 170932251 171197815 154 64133 167.223114

20 Stream  SB00G 000 Y003 000 46444 49219 42376 4AD5E0 477 57338508 1735379333 172670197 159 60704 167 468626

21 Stream 91972003 0.00 S20/2003 0.00 43706 55078 44764 37330578 S0082523 1682189636 168278015 15547263 182 965302

22 Stream 92072003 0.00 9212003 0:00. 1922203711 19254 14417.233 24026842 1503762356 150.250824 134745 166.007477

23 Stream 921/2003 0:00 9/22/2003 0:00 0 1] 0 1) o 0 1] 0

24 Stream  22/2003 0.00 92372003 0:00 51627 30859 50142 44093051 59161 566 167 7905791 169 180862 151 58635 184 000793

25 Stream 92372003 0.00 92472003 0:00 45190 01563 43696 3B316.152 52061 679 173.2594293 172.906403 16054716 1B5 971895 -
M4 » M)\ csviForecastRunValues_7087_5081_all / <] | Dlm
Deswe [ O mpopes N W [OOR 4B dZ2-A-=EZ508 .

Ready

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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Forecast Graph
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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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View Detailed Statistics

Back

History Range:

Environment:

Stream:

Stream Type: Volume

Forecast Model Used: Box Jenkins (ARIMA)
Day of Week: Sunday -

Horizon Range:

Start Date: 9/1/2003 12:00:00 AM Start Date: 4/10,/2006 12:00:00 AM

End Date: 4/9/2006 12:00:00 AM End Date: 12/31/2006 12:00:00 AM
Mean of Actuals: 24,781.72 Standard Deviation: 15,393.58
Root Mean Square Error: 4,176.81 Standard Forecast Error: MiA
Total Sum of Squares: 225,351,300,000.00 Sum Squared Forecast Error: 16,608,370,000.00
R-Square of Fitted Modelk 0.33 Adjusted R-Sguare: MfA
Durbin-Watson Statistic 1.83 Liung -Box Statistic: 145.90
Model Parameters Fitted to Data: MfA Data Points Used in Modek 952.00
Bayesian Criterion: MfA Number of Lags in EACF: 43.00
Mean Absolute Deviation: 2,144.83 Degrees of Freedom in Ljung -Box: 18.00

Dow nload

View Forecast Error Autocorrelation Details
View Outlier Analysis Results
Wiew Actual Forecast Error

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.

e 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.

e 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.

e 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(™2M
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.

e 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.

e Data Points Used in Model

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

e 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.

Forecast Error Autocorrelation Function

d Back
Environment: uA
Stream: 03 C5G UA
Stream Type: Volume v
Forecast Model Used: Box Jenkins (ARIMA)

0,08

0.06
0.04 M

0.0z

-0.06

-0.08

Time

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.

Outlier Analysis Summary

J Back

Environment:

Strean: 64 C5G

Stream Type: Volume

Forecast Model Used: Box Jenkins (ARIMA)

Outlier Threshold: 1.96
Start Date End Date Original Value Replaced Value Replace Code
6/2/2004 6/3/2004 2,933.00 1,605.74 Data Updated (Code: 1)
6/5/2004 6/6/2004 2,724.50 1,735.47 Data Updated (Code: 1)
5/6/2004 5/7/2004 2,724.50 1,734.83 Data Updated (Code: 1)
8/30/2004 8/31/2004 4,953,00 3,230.30 Data Updated (Code: 1)
9/28/2004 9/25/2004 4,450.00 3,056.71 Data Updated (Code: 1)
10/2/2004 10/3/2004 3,777.40 2,833.71 Data Updated (Code: 1)
10/4/2004 10/5/2004 5,305.00 3,912.82 Data Updated (Code: 1)
10/23/2004 10/24/2004 4,234.80 3,277.46 Data Updated (Code: 1)
10/29/2004 10/30/2004 3,974.00 2,902.76 Data Updated {Code: 1)
10/30/2004 10/31/2004 4,605,40 3,463.93 Data Updated (Code: 1)

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.

|r‘f~.|:tL|E|I Forecast Ermror j
Sizrt Cate: End Dste:
[1022:2007 = [10/28/2007 =] oraweraph | ]  pownload

Mean Absolute Percentage Error: 3.47 %

Show Ramp Up/Down Periods
Weighted Absolute Percentage Error: 3.54 %% P UP

Begin-of-day Ramp-Up: End-cf-day Ramp-Down:

1:00 hr =] |2:00 hrs il

100

80

&0

%% Error

40

20

il |1 d 1 '

I )’ﬂ'hﬂ M r"ip"' M i SRR M Py ,—-r'i'l'*'"'"n'wd\

10721 10/22 10423 10/24 10/25 10/26 10427 10/28
Date

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.

£ Mieroseft Leoel - ForecastRunStatistias 747 _5043{1]

B0 DN pow ot Tored Teck Qs ke b ~im %
Nl S8AV BT - AN DS -0
pre s MU EEAM SKN, BB EE _S.A.,

1) (3 F z H i i b L M N a P ) R -
5 Hislury Es
10 tsonzon St
= 448 »';EEC-Y
3 1401 33665
n =
40, cwFonastRUNGtatistics_247_ 5043 / |« | Ol

e % O e N NTOIOHAR - L-A-=2msay.

Neatdy

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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Forecast Summary

Ervronment

Aveeags Nurha of Forac:
Totd Number of Contacts
Sver e Foracasted Harding = P
Moan Ahsolute Percentage Error (MAFE)
Forecast Hstory Perod:

Farecast Horoon Period

kat Sia
ecat Profie Name:

Specul Evenits Table Name

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.

Publish Forecast Results

Package Name;

n Cancal J Fublnk

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.

Manage Forecast Runs

% T Cosware tor: | Wbt ¥ Mussgde C v (A Taga) vl (& viM

] Descrpoen et

il |

011 Nbkshod
oMol »

oMol »

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.

) v Forecaster Results: 1st CG

"

Figure 6.16 - What-If Refine View/Forecast Graph

inContact Workforce Management v2 Forecaster Web Site User Manual

Page 40 of 52



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.

sort Tyoe ant A y Cov Gy

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.
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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)

inContact Workforce Management v2 Forecaster Web Site User Manual
Page 42 of 52



1
2
3
4
&
]

1A
20
21
22
23
24
25
26
27
28
23
20

#H
2
3%
34
35
2E
I
38
33
40
41

B E = (] E F G H | i)
|Forecast Accuracy Report I Diefinitions = Value Variation = 1000+ 100 * [Actual - Forecast )¢ Actual
2 Abzolute ¥ = 100 - 100 * AES([ Actual - Forecast ) Actual |
Call T B CS
Center: [Model |
Daily 1 Week Prior 2 Weeks Prior 3 Weeks Prior 3 Months Prior
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Wednesday Ozf1grz003 96.07 89.03% 0.00: 000 0.0022 0.00: 000 0.0022
Thursday 0241302003 10063 90.75% 0.00: 000 0.002 0.00: 000 0.002
Friday 02f20¢2009 92413 87.35% 0,002 000 0.002 0.00: 000 0.002
Saturday o2fzt2003 9.6 2380 0.003 0.00: 0.0052 0.00: 0.00: 0.0052
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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 4%, 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 4"
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 4",
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.

Manage Special Events

Profile Description User Created Mod ified Action
Boxing Only Boxing SE Profile admin, admin 6/29/2005 313 AM  1/20/2008 2:49 PM @ @
WWE Only WWE Events Only admin, admin 6/25/2005 817 AM  6/29/2005  2:43 PM & =
test test Uger, Test £/29/2005 12:03 PM  §/29/2005 12:03 PM & =
USPS Events USPS Special Events Profile User, Test 9/7/2005  12:54 PM 9/7/20058 132 PM @ =
test test demo, demo 5/9/2006 1:39 PM 5/9/2006 1:33 PM ‘) &l
Events-Sprint Events-Sprint User, Test 9/11/2008 5:58 PM  9/11/2006 5:58 PM hf )

d Back

Add New Special Event Profile

Mame: Description:

| | 1 addprofie

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.

Add New Special Event Profile

Mame: Description:

Ll Add profile

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.

Edit Special Events Profile
\J Save Prafila m Cancel

User: admin, admin Date Created: 6/29/2005 08:13 AM

Profie: |Boxing Only Date Modified: 1/20/2006 ©02:49 PM

Description: |Boxing SE Profile

\J Search

Event Ham e Event Level Event Type Enabled
Friday after Mem orial Day Day Calendar

Friday before Memarial Day Day Calendar r
Monday before Memarial Day Day Calendar r
Saturday after Memorial Day Day Calendar r
Saturday before Memorial Day Day Calendar r
z_Boxing Day Planned 2

z TNA Day Planned r

zZ WWE Day Planned r

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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Microsoft Internet Explorer E|

:{"} Are you sure you wank to delete this Special Event Profile?

Ik ] [ Cancel

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.

Manage Stream Data

Select Environment:

|Raw Data |

Environment Stream History Start Date & Time History End Date & Time Action
Raw Data AAD1D1 1119349 01:00:00 AM 112000 12:00:00 AM E @
Raw Data AAD102 111939 12:00:00 AM 1/1/2000 12:00:00 AM E IH]
Raw Data AAD1O4 111999 12:00:00 AM 112000 12:00:00 AM _-| @
Raw Data AAD10S 1/1/1999 12:00:00 AM 1/1/2000 12:00:00 AM _.| ﬂ
Raw Data AAD1DB 1119349 01:00:00 AM 112000 12:00:00 AM E @
Raw Data AAD107 111939 12:00:00 AM 1/1/2000 12:00:00 AM E @
Raw Data AAD108 1/1/1999 12:00:00 AM 1/1/2000 12:00:00 AM _-| |ﬂ
Raw Data AAD109 111999 12:00:00 AM 112000 12:00:00 AM _-| @
Raw Data AADL10 1/1/1999 12:00:00 AM 1/1/2000 12:00:00 AM _.| ﬂ

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.

View Stream Data

B9 Do _  SeeiUva Tvpex _ Bwect Bechou Saer
P 16/2006 “; Volume A'_”:' Day :d Retrieve Data 3_] Dewnload Data J Back d

3

Yol e

Stream Hame tnd Date & Time Replace
Stream 01 2 No
Stream 01 o
Stream 01 No
Stream 01 o
Stream 01 V1 No
Stream 01 / No
Stream 01 4 No
Stream 01 4/ Mo
Stream 01 4 Ko
Stream 01 4 o
Stream 01 A/ No
Stresm 01 4 o
Streas 01 4 No
Stream 01 4 No
Stream 01 4 NO
Stream 01 Mo
Stream 01 No
Stream Q01 Mo
Stream 01 No
Stream 31 NO
Stream 01 90 No
Stream 0131 540 No
Stream 01 3751 No
Stream 01 o
Stream 01 o
Stream 01 502 o
Stream Q1 18834 No
Stream 01 0 Mo
Stream 01 G658 Mo
Stream 01 15653 0
Page |1 |

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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Edit Stream Data

Sowt Do B4 Do et Dem Ty Select Buchm Son
V162006 A418/2008 P Vome =l[oMinnes «[]  setievevats £  Dowskad Data ok B cecet ] wiawe
A 234507030 » 2> )
Walume
Strwsm Mame Start Date & Tine i Dt & Tane Value e Repinca
Stream 01 % 12:00:00 AM |0 [ F‘(-'—E]
Siraom 01 P r [flo” =]
Stream 01 o r [Fo =]
ream 1 3130;00 PM fo r [;lix ]
Siream 01 0100100 PM fo r ]'l:} «|
Strean 01 09:30100 PM o r [Mo +]
Strean 01 09:05:00 PM [0 1 f [Mo ]
Srwam 01 08:30:00 PM R r Mo =]
rmam ©1 08:00:00 PM o r [Mo =]
Strean 01 07130100 PM b~ [fo <]

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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Refine View

Select Envircnment: ) Select Data Type: ] Select Start Date: )
_UA ~| |Volume v| |3/5/2006 |~ @ eack
Select Stream: _ Select Bucket Size: Select End Date:
JCEGUA _V_ 1 Day _"_ 4/15/2006 _V_ d Redraw Graph

Stream Data Graph

25000

20000

15000

‘folume

10000

s000

03/30
Data

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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Create New Import Format

There ae no Regons to vew

L] Add Region

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.

Edit Import Format

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.
Upload Stream Data

Select Fie 1 Upoad

| T T Browee .__! Wpload File

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

Upload Stream Data

Ercme - ,._j Upload Fie yolume - ’;J Save Data

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.

Add New Special Event

Event Mame: |

Event Level: |Day  =| Event Type: CalendarEuentﬂ\J Add New Special Event

Figure 9.9 — Add New Special Events
Event Type can be selected from the drop-down menu. The event types available include
the following:

e Calendar Event: An event that occurs at certain dates (e.g. first day of a month).
e 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.

Update Special Events Data

< December 2006 Jenuary 2007 >
Sun Moo Tew Wad The i Sot Sen Men Tus Wed Thae i Sot
1 ? 1 2 3 - k] &
3 4 5 3 ? ] ] r ) S W un 12 1n
10 11 12 13 M 15 5 M 13 16 7 18 B N
17 s % ® N1 nm = I 12 D M ™ N
N B B ¥ M B » ¥ 3N N
n
Jump To: ;' | 2000 M £l ¢
El oeiete Bl senrch < Previous Pxt >
Saw Man Tue Wed The P Sat Sum Hon Tue Wed T™hu Fr Sat
Bent Event Level Event Type 12/03 12/04 12/03 12/06 12707 12/08 12709 L2J10 12710 12712 R2JA3 13/14 12735 12/16
[T Fday after Memona Day Day Ceencr S T ® & i r r 15 = 3 == r T I =
[T Frday before Memoral Day Day sends J 8 I [ | |
[T Monday before Memonal Day Day Cencar J W T [ r I I [
[T X0 Pnday before Ovistmas Day encer J W T ] I r y v r [ r r
[T 0 Monday hefare Chestm as Day iencar J B T v T I I~ r - Ir % & r
Sunday after Memoriad Day Cay Chencda J B | r [ [
[” Sunday before Memons Day Day Caends J B T f { | | [ |
[ 2TNA Day Panned JI T ¥ o r ¥ r b w - r r r r r
Day Parnes J B | [ [ [ [ [

Figure 9.10 — Update Special Events Data
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