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THERE IS
NO WEFM
EASY BUTTON.

Your operation changes
constantly. Your people
have multiple skills.
Demand ebbs and flows.




NICE IEX WFM is the Best Solution

Configurability
Multi-skill
Multi-site
Multi-methodology

-—(-_-———-—' e
©- 00000

e T — A L
9000. 0

Engagement

WebStation portal
Schedule ownership

Collaboration
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Large, iconic brands. Complex environments. Demand for new solutions.

I NICE IEX WFM Attracts Fanatical WFM Pros

NICE IEX WFM v6 includes >100 features requested by customers

Entity sets for greater Personalized desktop
intraday visibility displays

Entity parameters
copying capabllity

Queue based Graphical, web-based
contact history reporting




NICE IEX WFM Customers
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Business Value of NICE IEX WFM
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ALIGNMENT
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ALIGNMENT
Configure the solution for your specific environment
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ACTION

Manage Change
as it Happens:

Schedule Summary 2EWE ~C
mu; 1 MU Omicron Daterange: 2/1/11 - 3/31/11
Total schedules: 1650
February March A
Paid 123456?891011121314EISI?IBIQZD2122232425262?28123456?8
D Name hours TWTFSSMTWTFSSMWTFSSMTWTFSSMTWTFS SMT
13 Rodriguez, Mustephanie | S04:00 i
45 4, Kiholik so400 | & 1
47 Carter, Bonnie 504:00 E% ;‘:% E% ;‘:%
53 Richardson, Louis 504:00
54 Rodriguez, Diana S04:00 . . . . . . .{t‘ .{t‘ .{t‘ S{t‘ S{t‘
37 Bailey, Jose S04:00 @R
11 Cox, George 504:00 ) o) o) o ey  Ieeew  Ieeew i | @
50 Ramirez, Kimberly 504:00 ,{ﬁ :i:
16 Perry, Timothy 504:00 !i!
41 Caak, Randy 504:00 o h
10 Gonzales, Justin 504:00
|
35 Bailey, Timothy 504:00
60 Alexander, Stephanie 504:00 .{LL .@.L .@.L E}.‘ E}.‘ !i!
74 Washington, James S04:00 g‘ix
76 Baker, Earl 504:00 @
80 Morgan, Diane 504:00.... ................
53 Moore, Brian 504:00 i) ) ) PRdgw  Ielew  Teeew i | @
86 Davis, Ralph 504:00
90 Jenkins, Sharan 504:00 3 i
107 Haves, Lilian 504:00 \
¢ ?
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ACTION
Engage Employees to Drive Accountability
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Viewing trades for all dates

Mon 11/9/09
00:30 Al - 06:00 PM (07:30)
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Details
Details
Details
Details
Details

Details

ent infarmation
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Key Differentiators

Customer Experience Employee Engagement

Multi-Skill simulation = \Webstation = Ownership

Multi-site, multi-method = Change Management
Precision forecasting = Points and Shift Bidding

Configurable reporting = Collaboration

Simplicity to Engage
WEFM Users

Configurability for
WFM Professionals

Save (up to) millions. WFEM IS ELEVATED.
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Services

CSAT with Services is a critical area of differentiation for NICE in the WFM market

Services & Support

NICE doesn’t send you
links to computer training
and leave you hanging.
We train you on-site, in-
person to ensure value




Delivery Models

On Premise Managed Service

CUSTOMER

r)
n:

Subscription License

Perpetual License Perpetual License _

Maintenance Included
Software Maintenance Software Maintenance

Management Included
IT Management Costs Monthly Hosting Fee

One-Time Set-up
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Workforce Management in the Back Office

Back Office
Systems

Claims
Email
Loans
Imaging
Billing
Chat

Real-Time
Desktop Activity
Monitoring
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Real-Time Adherence
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Forecasting &
Intraday Management

NICE



Same Core Benefits as Contact Center

Increase
1 Forecast
Accuracy

Automate

) Staff

Planning

Manage

3 Intraday
Change
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Multi-skill simulation for precision
Workload forecasting calculates resources
for ‘delayed response’ environments

Schedule rules accommodate any method
Skill block scheduling optimizes task-switching
Empower employees to manage schedules

Gauge impact of add’l volume on backlogs
Real-time and historical adherence
Drag and drop resources to address issues

NICE



I Back Office-Specific WFM Benefits

Manage

1 Work

Project future work inventory and backlogs
Ensure compliance with SLAs to avoid
penalties and interest payments

Inventory
Share Support easy-to-handle call types

2 Work With Route back office work to call center in lowest
Call Center volume hours
Com P lete Utilization = Earned time / Total schedule time

3 Produ Cthlty Productivity = Earned time / Scheduled productive time
Picture Proficiency = Earned time / Actual productive time (RTAM)
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The Challenges of Performance Reporting

WFM Professionals regularly face three major obstacles to engaging employees

and clarifying accountability for performance

Manual Reporting Frontline Visibility Enabling Coaches

22 NiCE



Enter NICE Performance Manager Module

NICE PMM is built to work with IEX WFM out of the box—amplifying your investment

Automatic Reporting Role-Based KPlIs Coaching Workflows

ALIGNMENT ACTION

23 NiCE
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How NICE PMM Works

DATA IN

Standard
Connectors

NICE IEX WFEM

NIM & QM

SSDI:

Sales

CRM

CSAT

Up to 20 Metrics

OLTP

Raw
Transaction
Data

DATA STORAGE
AND CALCULATION

WFM HIERARCHY

TEMPORALITY

INFO OUT

Out-of-Box
Reporting

Dashboards

Alerts, Tasks
and Messages

Goal Management

Coaching Efficacy
Monitoring




Roles-based KPls, Goals, Reports, Dashboards

Performance Details - Employee Coaching~ Weekly Plan~ Employee Recognition~ st Took ~

Automated alerts put
—— critical performance data

v My Alerts, Messages, and Tasks Update Notice

Praw Misinia Open Tasks PO April 10, 2012 10:28 AM  We will be infroducing a new Perfect Attendance prg fro nt and Ce nter for your

Details to follow

April 13, 2012 945 AM i's Friday! 2 Come celabrate with an ice cream sg S u pe rVI So rS

cafeteria from Noon 1o 1PM

! 1

v Recent Team Performance - Yesterday Details_ v Recent Team Performance - Last 7 Days

Adherence Conformance  Quality Revenue Per Call AHT Adherence  Conformance
Dennis Kran s 08% v 103% v

—— S A — ¥ s S e Choose from over 200
sock reoos 1 X 00%Y 95004 v oo v .4 out-of-box metrics and

e 89% v 101% v 9400% v , ;
Koiby Vandeberg ”a7y 90% 00% 3 "} 30 aT% X S 4 p H "ot

asiivais et A A mx some w: reportatindividual level
Sarah Duard 98% v 100% v 100% v
Sheery Granderson % v 101% v 7400% X 1000« 8625% X

Sydney Lite 80% X 95% X

Quick link to WFM, ACD
My Agents’ KPi Trends Contact Productivity Details Qualkity Details Actual vs. Schedule Time by Sc Afiribute and Quallty reports and
My Team's KPP Trends Contact Procuchvity Detags By Queue | Adherence Detatts | WFM Performance & Staffing daShboardS

25 NICE



Coaching Form and Effectiveness Monitoring

W Inbox [ Coaching

Performance Details- Employes Coaching- Weakly Plan - Employee Recognition - User Tocks -

Coaching closes the
loop on improving
agent performance

—

Coaching without

action is merely
advice. Assign specific
actions to be taken to

change behavior

Employes Follow-up Tasks

Click "&dd I azsign Tazk
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THANK YOU




