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About NICE //,é/

b
With NICE (Nasdag: NICE), it's never been easier for organizations of all ’///
sizes around the globe to create extraordinary customer experiences while //' /
meeting key business metrics. Featuring the world’s #1 cloud native customer - _'?//
experience platform, CXone, NICE is a worldwide leader in Al-powered _—.'.’?/
self-service and agent-assisted CX software for the contact center—and ——

beyond. Over 25,000 organizations in more than 150 countries, including

over 85 of the Fortune 100 companies, partner with NICE to transform—and

elevate—every customer interaction.

WWwWWw.nice.com Il}




T RA N S FO R M The tangible benefits of TTI:

More accurate forecasting of workloads for better scheduling
W F M F R I H E and staffing levels. Traditional phone—based algorithms too

often overstaff for today’s digital interactions or don't staff
D I G I T a I ﬁ G E specific skilled agents at the right levels.

Enables a blending of front and back office work streams for

W I T I I T R l ' E TO even more efficient use of human resources.
Improved contact center KPIs, including AHT and CSAT, since
interactions are handled faster, more efficiently, and human
agents are available when needed.

Your customers don't always pick up the phone

when they want to talk to you. They email, text, W —

chat, or use any number of digital channels Inaccurate 7 BEEE Inefficient
available today. These are the preferences long-range /N schedules
of customers now, and they are not changing planning

any time soon. RESULT: ‘

Digital channels have broken traditional WFEM DECREASED CSAT

forecasting and scheduling methods in the INCREASED COSTS, ~

contact center. To keep up with your customer’s OR BOTH

expectations for fast, human service, drastic Inaccurate staffing Hard to cover
changes to workforce management are needed, requirementsin both skills and
and NICE WFM True to Interval (TTI) is designed forecasting 4} channels needed

for your new reality.




/1 3 Continuous, synchronous Discrete interactions
/ interactions. handled by one employee.

A
@ Employees only work on \‘ '—/ Interactions reside
one interaction at a time. /‘l I‘\ in a single channel.

With these assumptions, traditional WFM solutions calculate
workloads according to when the interaction ended. And
this provided accurate forecasts based on contacts coming
in via phone calls.

Calling (or Texting, or Emailing...) TTI

True to Interval (TTI) accurately accounts for digital
interactions to drive more efficient contact center operations.

The new interaction categories of “answered” and “active”
T h e N ew Re q | |t|eS Of O ur D | g |t0 | Ag e make a huge diﬁerence. in tallyihg up th? actual amount of time
an agent spends on an interaction. The “answered” category
isused once in a15-or 30-minute planning interval to show
when an agent starts an interaction with a customer (not just
ﬁ assigned). If the interaction is still being worked on by an agent
Discontinuous, ~ Interactions handled at the end of an interval, it will carry over into the next one and
asynchronous interactions. &/ by multiple employees. be recorded as “active.” This carryover ensures that the agent’s
engagement is recorded as work performed in the previous
and new interval.

On the other hand, in traditional WFM planning when the

/—O ok on multiole r\’|\/—| Interaotion o . interaction spans two or more intervals, the work is only
CTO inteec?gtionsvijoncurreﬁtl P <—/O\—> s cholnnel 16 another recorded when the interaction ends—in the last interval. TTI
O Y CRA ‘ makes sure that agent’s hard work doesn't disappear in the
intervals when an interaction is handled. Plus, TTI counts an
agent’s engagement with an interaction down to the minute.
With these new realities of omnichannel customer experiences, This level of granularity in categorizing interactions and
new algorithms in workforce management are in order. time increments really counts when agents are handling
What's needed is a system to break down interactions into multiple interactions concurrently. Recording at this level of
smaller pieces, distributing them among all the WFM planning detail ensures that their workloads are accurately captured
intervals, in which activity related to the interaction occurs, according to the minute and to the specific interaction. The

not just when the interaction ends. end result—much more accurate workforce planning.




Traditional WFM paradigms are based on phone calls

“When Contact Ended” (WCE)

A contactis counted once in the interval in which it ends...even if the contact spanned intervals
Handle Time is reported only in the interval in which contact ends

Contact Arrives at 9:10 & Completes at 9:40 9:45 interval 9:00 interval

Handle
Time

Staff

Rec

Interval Received Handled
9:00 1 0 0 0]

9:15 0 0 0 (0}

9:30 0 1 30 2 people*

*Workload = (1 contact x 30mins) / 15mins in interval = 2 people 9:30 interval 9:15 interval

Use when... / \% Creates staffing problems when...

* most contacts arrive and complete in the same interval + handle times are long or intermittent and contacts span intervals
 intervals are longer than the handle times * intervals are shorter than the handle times

NICE TTI captures the details of digital interactions

lew “Answered & Active True to Interval” (TTI)

A contact is counted once in the interval in which it is initially answered
If the contact spans intervals, it is counted again in each subsequent interval where activity occurred
Handle Time is reported in each interval in which work activity occurs

Contact Arrives at 9:10 & Completes at 9:40 9:45 interval 9:00 interval

Handle \ " /

Interval Received  Answered Active Staff R

Time
9:00 1 1

: —_
9:15 0 0 /

9:30 0 0 . ' "

9:30 interval 9:15 interval

Use when... <—/ \» Solves staffing problems when...

* most contacts arrive and complete in the same interval * handle times are long or intermittent and contacts span intervals
 intervals are longer than the handle times * intervals are shorter than the handle times

TTlls the Revolution You Need

Forecasting algorithms that take into account the discontinuous,
asynchronous nature of digital interactions makes all the difference in
using your precious human resources wisely—and it can boost your CX.

The TTI difference:

TTlreports interval statistics when the interaction activity
actually occurs (true to the interval) rather than only when
the interaction ends, which could be hours or even days after
initially answered.

) drives optimal staffing—getting the right agents in at the right

‘g) Accurate interval-specific forecasting of staffing requirements
1 times—for less overhead and better CX.

Back office deferrable work can also be deconstructed
—@ and distributed in the same way, allowing for a blending of

the two work streams. This drives more efficient use of
contact center resources.

Contact Us to Learn More

Find out more about TTl or set up a time to talk to us.


https://www.nice.com/contact-us?utm_source=campaign&utm_medium=clp&utm_campaign=NL_Q323_EN_WEM_GLOB_232481_CLP_Digital-WFM-TTI&_gl=1*16ylkyn*_ga*MTYyOTk5NzQyMy4xNzEwNzcyNzEy*_ga_MXZ2F9QG0Y*MTcxMTEyMDk0Ni4xMS4xLjE3MTExMjEwMDUuMS4wLjA.



