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Overview

Contact centers that are challenged with finding the right skills to manage their labor pool incur unnecessary costs, inefficiencies and
customer experience degradation.

Star Telecom’s Workforce Management as a Service solves these problems. It provides an expert who will fulfill the role of a
workforce manager using the Genesys Cloud CX WFM application. In this role, they can deliver significant savings, improve
operational efficiencies, and boost customer experiences!

Highly experienced and with a deep industry knowledge in managing and optimizing contact center labor resources, the expert will
provide forecasting, scheduling, daily scheduling adjustments and reporting functions. Optional services include real time adherence/
management, intraday reporting, advanced reporting and manual forecasting.

Cost Savings

Outsourcing WFM to Star Telecom can reduce overall labor costs and expenses associated with hiring, training,
and maintaining an in-house team. Save on average 46% or up to 85% depending on the plan you choose and the
requirements that your business has.

Access to Expertise

Star Telecom has experts with deep industry knowledge and experience in managing and optimizing labor
resources.

Scalability

WEFM services can be easily scaled up or down as your business needs change, allowing you to adjust your
workforce team according to demand.

Technology

We are using Genesys Cloud CX as our main tool but we also use a wide range of other technologies such as:
e R/Python - custom reporting / simulations / data mining / visualization
e Power Bl - deep dive analysis / reporting / visualization
e Snowflake - data storage
e SQL - data mining

Focus on Core Business

By outsourcing WFM, companies can focus on their core business functions and delegate the management of
their workforce to a dedicated service provider.
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Forecasting

Scheduling
Basic
Daily Schedule Adjustments

Plans Daily Reporting

Our Workforce Management as a Service
comes in 3 tiers, allowing for flexible options

based on your business needs. WFMAAS Tiers LGAEL (-Te Il—— RTA / RTM

— Everything from Basic +

Our experts can also help guide you to the = Intraday Reporting
best tier after meeting with your team.

— Everything from Advanced +

Premium t— Advanced Reporting

“— Manval Forecasting

Pricing Steps

r— Working days —— Working hours —— Needed shifts

8hrs / Day — 1 shift
— Mon-Fri 12-16hrs / Day — 2 shifts
Tier Size

24hrs — 3 shifts
Tier1 20-200 Agents

8hrs / Day —— 2 shifts
Tier2 200-500 Agents N
[— Mon-Fri + Weekend 12-16hrs / Day — 3 shifts

Tier3 500-1000 Agents 24hrs — 4 shifts
Pricing steps What's your business size? 4[ Which plan best suits your needs? ]—[ What are your open hours? ]
— Plan —— What's included?
Forecasting
Scheduling
I— Basic

Daily Schedule Adjustments

Daily Reporting

Everything from Basic +
— Advanced *E RTA/RTM
Intraday Monitoring

Everything from Advanced +
L— premium {Advanced Reporting

Manual Forecasting
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A Well-Organized & Thought Out Project Timeline

After identifying your business needs, our team of experts build a well-organized project timeline which maintains a seamless experience
for your organization. Below is an example of what a project timeline would look like for a client with 100 - 300 users.

General
Business Discussion

Detaled Metric

Meeting S
eeling Session 1™ piscussion

Historical Data
Discussion

Business Unit
Development Block Management Unit

Service Goal
Templates

{ Week 2 |

Week 1

Meeting Session —

Development Block

WFM Config

Meeting Session ~|
Development Block {

Choose Your Demo!

Week 3
Development
Review

Shift Pattern
Discussion

Activity Codes

Planning Groups

— Meeting Session —

Development

Review |— Development Block
Development
Correction
Work Plans

Week 4 Weeks |

Meeting Session

Development Block

—J

Development
Review

Development
Correction
(Work Plans)

Development
Review

Development
Correction
(Work Plans)

Work Plan
Rotations

Historical Data
Formatting

Historical Data

Upload

Week 6

Meeting Session —

Meeting Session

Development Block

Week 7

Development
Review

Test Forecast

Development Block -I:
Test Schedule

Development
Review

WFM Run-through

Development
Correction

Agent

Tralning Session — [0 ing

Supervisor

Training Session =——
9 Level training

Admin

Training Session —— | ¢ training

WFM Config Sign-off

Take a look at the different demo scenarios below! We outline the approximate time it will take based on the areas you would like to
explore. Every business and situation is different. We aim to tailor our demos in order to be mindful of your time and only focus on the

topics that are relevant to you.

© Manual Modifications

Add Short-Term Forecast Forecast

Schedule Meeting Schedule Absences

Swap Shifts

Generate Schedule Schedule |

Monitor Shift Trades

Request Shift Trade shift Trades

Review Requests

Request Time Off Time Off

O Review Updated Schedule

Scheule Il

Manual Modifications Add Long-Term Forecast

Overview Real Time Adherence

O WorkPlans

© Planning Croups

Add Shart-Term Forecast Forecast

Schedule Meoting Schedule Absences

Swap Shifts

Cenerate Schedule Schedlule |

Monitor Shift Trades

Request Shift Trade Shift Trades

Review Requests

Request Time Off Time Off

Automatic Rescheduling

Review Updated Schedule Schedulell

Overview Real Time Adherence

Overview Historical Adherence
Intraday Monitoting

Historical Shrinkage

@ Scenario | -10-30min

@ scenario Il - 0.5-2hrs

WFM Demo

Business Units

[ Management Units
Service Goal Templates
Planning Groups
Agents

\_ Activity Codes
Wark Plans
Work Plan Rotations

Forecast

Schedule |

Shift Trades

Time Off

Schedule Il

Real Time Adherence
Historlcal Adherence
Intraciay Monitaring

Historical Shrinkage

Our experts who are extremely passionate about WFM look forward to meeting with you.
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