Q BLUEPUMPKIN®

» NOW YOU CAN:

» Comprehensively manage and reduce
shrinkage in your contact center

» Measure and analyze employee
activities to control operational costs
and increase employee productivity

» Stay focused on achieving day-to-day
operational goals

» Have a full understanding of how
employee time is spent

» Increase employee satisfaction by
eliminating discrepancies between pay
and performance

» Maximize the potential of your contact
center by managing your plan-to-actual
on a daily basis

“Blue Pumpkin helps us lower our people
costs and increase productivity by
giving us visibility into our workforce.
The Activity Manager application is easy
fo use yet powerful enough to give us
a real-time picture of the workday and
where hours are being spent.”

Melanie Sprague
Workforce Management
ADP Dealer Services

ist

Blue Pumpkin Activity Manager

PRODUCT BRIEF

TRACKING THE MODERN WORKFORCE

In today’s economic times, getting the most out of your workforce is critical to the
success of your operations. In the contact center, loss of agent productivity and lack
of visibility into where inefficiencies occur can lead to poor customer service and high
costs. And as contact centers evolve, with employee work becoming more diverse, it is
more difficult to fully understand what employees are doing with their time and where
improvements can be made.

Blue Pumpkin® Activity Manager is a workforce management application that
provides a real-time 100% view into all activities in your contact center. By ensur-
ing employees work on assigned activities as scheduled and accurately managing
employee time, Activity Manager increases employee productivity, accountability, and
management effectiveness.

Activity Manager tracks schedule adherence across all contact channels, including front
and back office activities. It's the only real-time adherence application that comprehen-
sively collects and displays data on how employees are spending their time throughout
the day, and where there are discrepancies between the schedule and reality. Improving
visibility into all agent activity helps to minimize labor costs. And, Activity Manager's
powerful exception management and centralized tracking capabilities streamline work
processes and improve employee morale by ensuring that employees are correctly
recognized for work performed.

THE ONLY 100% SOLUTION

In today's modern contact center, agents work a variety of activities, including phone,
email, administrative tasks, projects, and general back office work. Activity Manager
goes far beyond traditional adherence packages as the only all-inclusive view of
operations—a clear requirement for today's complex contact centers.

Through multiple, role-appropriate views of activity status, Activity Manager helps you
effectively manage day-to-day operational goals, make realtime changes to staffing
levels, and increase overall productivity.

For your agents, Activity Manager includes a unique feature called My Time
(see Figure 1), which provides a clear view of their schedule, with all activi-
ties. The browser-based My Time enables agents to know exactly what they
are expected to accomplish during the day, including activities that are not
phone related, and monitors schedule adherence for these activities.



@ BLUEPUMPKIN
My lime

&3 Quick View:: (33 Peaple)

Manday, March 29, 2004 1:12:33 FM  Refresh Rate: | 5 mrdes

Schedule Time Record Log History
o ]
&Time Record: ?n 10
0372204 745 M N 1308
03722104 7:15 &M Assigned VWark Activities . System —ieas
U3FZ2008 100 AM mn_ Evenis N [ereak ] s =$§:
032204 10015 Am A ed York Activilies T
0322404 11:30 AM Shift Eventz | LR
i 1
N3/22404 1700 PM Fnd Shift -xﬁ:
| [t
b Harms, Jozeph | I | | [F5)
B Wong, Chanctie 11 N |
w Edwands, Jake
= o
Exceptins - - -
X B Figure 2: Manager Quick View
ot ey
Figure 1: My Time provides agents a clear view Sereated q _ gives an up-to-the aminute
of their daily schedules, accommodating all e - — snapshot of agents’ performance.
P b Reaigums, Torry | | | I I |
types of activities. b Brorce bk | | |
b_Con, Stuert 1
b Worg, Anne. | |
b Een, Taml
P dackion, Vil
¥ Bricking, ek | |
[ b Toter Cooge il

Figure 3: Executive Summary offers a broad view
of agent activity and adherence.

Similar to the My Time feature for agents, Activity Manager also
provides management views. Quick View for managers (see Figure 2)
provides an up-to-the minute snapshot of your contact center's perfor-
mance with a full-day view of each employee's scheduled activity, time
out of adherence, actual activity being worked, and time in activity.
In the event exception rules are triggered, Activity Manager provides
proper notification that enables managers to take control of the situa-
tion quickly and maximize productivity.

Activity Manager's Executive Summary (see Figure 3) provides manag-
ers with an understanding of the total number of people working, the
number out of adherence or spending too long in an activity, and a
breakdown of adherence per activity.

Together, these views keep you abreast of agent activities so you can
manage towards maximizing adherence and productivity.

Manage exceptions fairly and accurately. Unexpected demands
often require employees to change from scheduled activities. By
providing the ability to approve adherence exceptions for any time
interval, managers can ensure employees are rewarded for consis-
tent performance despite unexpected exceptions, identify employees
that need improvement, and gain insight into how well the schedule
is performing against actual results. Activity Manager enables you to
separate unplanned-approved from unplanned-unapproved schedule
exceptions to minimize shrinkage throughout your organization.

Improve your payroll process and expenditure. Blue Pumpkin's
Activity Manager can prevent the loss of valuable work hours by ensur-
ing that employees are paid for time in approved tasks and activities.
Activity Manager data can be exported to your Time & Attendance
application to improve the accuracy of payroll processor and to enable
“paying of the ACD."

Comprehensive business reporting. Activity Manager's reports
are invaluable tools that will help you identify where employee
time is spent, if there is an appropriate balance of revenue generat-
ing to non-revenue generating activities, areas for improvement,
and how well agents are managing their time and adhering to
their schedules.

ABOUT BLUE PUMPKIN

Blue Pumpkin provides industry-leading workforce optimization solu-
tions that improve the performance of a customer contact center’s
most important and valuable asset—its people. Addressing critical
business challenges and creating competitive advantage with both
innovative technology and best-practices professional services, we help
our customers Balance and Optimize™ three critical and often compet-
ing priorities: business growth through customer loyalty, employee
satisfaction and retention, and operating costs. Blue Pumpkin solutions
deliver proven value to more than 1,000 organizations worldwide such
as ADP, AT&T, DirectTV, eBay, JetBlue Airways, Toyota, and Visa.

Q BLUEPUMPKIN

www.bluepumpkin.com
Phone (408) 830-5400

(877) 257-6756 (toll-free in U.S.)
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