Overview

Portage Communications, LLC., founded in 1994, creates
and markets call center workforce management software for
maximum productivity.

Call Center Designer™ is used to calculate optimum agent
levels based on desired service levels. SIMACD ™ provides
the industry’s best software simulation of ACD dynamics that
simulates call handling, queuing, abandonment, caller re-try,
overflow and blockage. The AgentTime™ Scheduler fills out
this product line to create a complete and affordable call
center workforce management solution for small and medium
sized call centers.

AgentTime allows organizations to manage their agents, not
their workforce management system.
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Call Center Software for Maximum Productivity

An affordable agent
Product Overview scheduling solution
designed specifically for
small and medium sized
call centers.

AgentTime creates
optimal agent employee
schedules from a
database of shift
definitions, agent
avallabilities, agent
preferences and agent
priorities.

Uses the agent level
requirements for each
time period in a call
center’s workweek
determined by Portage’s
Call Center Designer Day
Planner and SImACD
staffing software.
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Create a Week’s Schedule With These Simple Steps:

Pick a week to schedule with start and stop times.

Copy in call data from your ACD or prepared call
volume forecast, and modify as needed.

Calculate staffing levels with Day Planner.
Refine staffing levels with Portage’s unique SImMACD.
Define work shifts and lists of available agents.

Run an AgentTime schedule, and modify as needed.
Publish schedules as reports in Excel or HTML
format for your agents to view.

1-208-263-6776
WWW.portagecommunications.com



- ~~.8 PortageCommunications

3 Call Center Software for Moximum Productivity

Create a Week's Schedule One Day at a Time

« Enter agent group description
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Copy:

* Pick week, work start and « Pick which day of the
end times, and time period
length (15, 30 or 60 minutes).
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Call volume data.

»| Agent requirements

Day Planner uses extended
Erlang-C methods to create
required agent staffing levels.

SIMACD refines those levels
using a unique activity-

Agents requirements by
time of day — Erlang-C

Refine agent levels
NO  with simulation?

scanning simulation algorithm

developed by Portage. — (s
AgentTime’s scheduler then _ |

creates optimal, yet practical [T A
real-world, agent schedules B /\oentTime Scheduler

based on the required agent

levels and agent availabilities

and preferences. R
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Day Planrnay

Enter service ‘% Day Planner for MONDAY, 10/6/2003 e
level goal for the
day

Day Flanner Calculations

Ferformance Copy ta

Copy from ACD,

or manually enter ot
call volumes ZETE] R 5 TR
with avg. talk e —— e o

times and after
call work times
for each time
period in the
workday.

e Calculate Erlang-C
agent levels and other
predicted values.
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SimAcD "

 Enter in caller abandonment and Copy call volumes and agent
retry behavior along with ACD ring levels from Day Planner.
delay and any overflow timer.

')'\‘:QSimAED MONDAY 10/6/2003

|:||E|; |E||E| 00.07
00:m 0010
0000

 Run a simulation and view results. Readjust agent levels and
run more simulations to create final perfected agent levels.
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A shiftis a - -

combination of start Dafine Worlk Spijis

time, end time and e smonr, 5o 3
color- coded work [
and non-work
activities by time
period.

Windows of
possible break and
lunch times are
also defined.

The more shift
definitions, the
more ways agents
can be scheduled.

Shifts may be
defined as “Flex”
which will blend in
outbound duty
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Craata Nejant Lisi

“ Agent List for MONDAY, 10/6,/2003 x|

For each
agent, enter
name, hire
date or rank.
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Enter in all the
shifts that the
agent is
available to
work in order of
preference.
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Take required agent
levels from Day Planner RU f th € SC h ed Ul | <
or SIMACD.

Schedule for shift @
preferences by seniority ' oy Ly ‘=
or a ranking system.

Allow some agents, or a
percentage, to always get
their first preferred shift.

The scheduler tries each
shift each agent is
available for and picks the
best one to meet the
required agent levels.

It attempts to give the ,_
agents’ their more | T

T
-Eﬂﬂﬂ
-ﬂ-ﬂ-ﬂm-ﬂﬂ

5 -_| -
mmm mmmm 7 18 18
mm@mmmmm 123
--- -

!

preferred shifts. R D 5 s s s o

Optimal break/lunch
placement and blending
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Run the Schedule cont’d
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“+/-” row shows
difference between #
on phone and #
required for each time
period. The
scheduler tries to
make each equalto
Z€ero.

Breaks, lunches and
other activities may
be moved around
manually if needed.

“Freeze” agent
schedules that are
changed and re-run
schedule for further
optimization.
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Cormolata ina Waalk

wWeek and Days of Wee

Aﬂer Cl’ea'[ing a Week Starting Sunday: “whork Start Tirne: whaork End Time: Time Fenod Length:

day,S SCthUle, 10-05-03 - 020046 - O7:00PM - m

the shift

definitions, agent Copyc Week Copy o Wesk | Copyto Week| Doy o Wesk| Copyto Week

lists and other

rCr:)OdUIeS el be H,l,r:lj Calculated Calculated Entered Entered Calculated
pled to the rest Tuesday None None Entered None None

Of the Week Wedneaday Mone Mone Entered None Mone

Modrfy the Shlf'[S Thursday None Mone Entered None None

and agent I|StS, Friday None None Entered None None

and run a S aturday Entered Mone Entered Mone Mone

schedule for

each day to

complete the

week. 1-208-263-6776
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Daily schedules
for the entire
agent group, or
weekly schedules
for each agent
may be published.

Reports for
printing or an
Excel and HTML
formats may be
created for
publishing the
schedules on a
web site or server
drive.

Reports can be
color-coded or
character-coded.

BPuolisn Senaclulas

Z} Portage Communications, Inc.

Agent Time Schedule Assistant - Microsoft Internet Explorer
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Welcome to the Agent Time Schedule Assistant Home page.
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Hurber of Agents and Tranks by Time of Day

G r a.p | l S “ Day Planner Graphs
] et of Calls by Time of Day

Calculated data
IS also presented
graphically.

“~ Staffing Graphs

All data and
graphs may be
printed, or copied
and pasted to
spreadsheets | M.
and other
applications for
custom
calculations and
presentations.

o
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Finanejal Projactiorn

Financial data is * Call Center Costs and Agent Utilizati
calculated in ay

Planner and SImACD
based on expense Other Costs per Hour

and revenue factors in Revenus per Cal

Revenue per Minute:

the call center.

Projected revenues
and profits or losses
are calculated for
each time period.

Percentages for agent Financials

availability and ki L
attendance take o
shrinkage into
account.
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Conclusion

Affordable. $2,800.00 to $6,400.00 depending on
the number of agents to be scheduled.

Easy to use, with a short learning curve.

Optimal scheduling solution designed specifically
for small to medium sized call centers.

Advanced, and unrivaled simulation functionality.

Self contained desktop solution, no integration
Costs.

Please contact us for an online demo:
208-263-67/76 info@portagecommunications.com
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Terms and Support

Free telephone customer support and training
help 9am to 5pm PT

Free upgrades to new versions as they
become available.

No ongoing fees or subscription costs. The
one time purchase is the only expense.

The software can be installed on multiple
managers’ workstations as long as they are
physically located at one call center.
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