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What is Workforce Management

Comstice Workforce Management solution helps contact centers to manage their
resources efficiently. It helps to estimate the customer demand and tries to meet the
demand with the availability of the resources.
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Once the forecast and the initial shift planning is completed, it also helps to optimize
resource management in the daily operations with autoskilling, shift swaps, overtime
requests, mobile notifications and real-time adherence management.



Why Comstice WFM Is Different?

Comstice WFM makes the difference in these areas;

Agent and Supervisor Gadgets: Both agents and supervisors can
access WFM features from their web console using Comstice WFM
gadgets.

Social-Media Style WFM Mobile App: Single app for agents and
the supervisors to get notified and access WFM features securely
from their smart phones.

Autoskilling: Managers can create a logical group of KP!
conditions to reskill agents automatically during busy times. When
the extra traffic is handled, autoskilling feature reskills the agents
back to their primary skills.

Al Agent Assist: Comstice WFM with Comstice Call Recording
creates real-time call transcript, analyzes the conversation and
offers an action plan to the agent with knowledge base flashcards.
This helps agents to handle calls from the skills that they are
not fully trained for.

Real-Time Transcripts and Sentiment Analysis: Real-time call
transcripts also helps supervisors to monitor customer sentiment
and intercept if needed.



Comstice WFM estimates the full-time employee count for each interval by using its

advanced formulas available. Forecast can handle the following channels;

e Voice

e Messaging: (mobile text chat, WhatsApp, Email, live chat)
e Other customer service tasks (posts, outbound campaigns)

Forecasting Results

Chart View

13:15
FTE Forecast : 7

FTE Scheduled : 7
FTE Actual : 7

08:15 08:45 09:15 09:45 10:15 10:45 11:15 11:45 12115 12:45 13:15 13:45 1415 1445 1515 1545 16:15 16:45 17:15 17:45 1815 18:45 19:15 19:45
- FTE Forecast - FTE Scheduled - FTE Actual



Comstice Autoskilling

Comstice Autoskilling helps contact center managers to create logical conditions using
real-time indicators with AND and OR operators. Once the condition is TRUE, agents
are reskilled automatically.

When the condition is no longer TRUE, target agents are reskilled back to their previous
skill set automatically.

This helps to handle any deviations from the forecast in the daily operations.

Visual Logic Flow

Interactive visualization of your rule logic with conditions and operators

. ASA 5mins and Answer Rate 70%
Condition

Position: 1

. Answer Rate Less Than 70%
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Quality Assurance

Comstice WFM with Call Recording helps to evaluate recorded customer calls for your
business goals such as;

e greeting and verification
e problem resolution

e product knowledge

e empathy and tone

e call wrap-up

Manual QA Evaluations

QA experts can listen to the recorded conversations and evaluate the call based on the
business goals you can set. The results will be accessible by the managers and the
agents.

Call Review
CALL-2024-0847

Pending 2 Sarah Mitchell (AG-1042) Q, +1(555) 234-8901 ® 4:05 B9 Jan 15, 2024, 03:32 PM © Billing Inquiry

Audio Levels Transcript
15 messages

Agent 0:00
2] g

Thank you for calling Apex Solutions, my name is Sarah. How may | assist you today?

Customer 005

o
-~
Hi Sarah, I'm calling about my recent bill. There's a charge | don't recognize.
[9) Agent o
I'd be happy to help you with that. May | have your account number or the phone number associated
with your account?
Customer 018 °
-~
Sure, it's 555-234-8901.
[9) Agent 0:22
Thank you. | can see your account here. Which charge are you inquiring about?
Customer 0:28 o
~

There's a $49.99 charge labeled 'Premium Service Fee' from January 10th. | never signed up for any
premium service.



Al Quality Assurance

Comstice WFM with Call Recording can also evaluate each call recording and the
transcript using Al. This helps to automate the process and evaluates each call, unlike
the manual evaluation which only checks a small fraction of the calls.

For on-premises Al Quality Assurance, Comstice WFM requires GPU resources. This
can be also on-premises or as a cloud resource such as Amazon Bedrock or RunPod.

Similar to Comstice Al Voice Assistant, Al Quality Assurance also uses license-free STT
models available. Check out this link below for the STT models on your language.

https://huggingface.co/models



Real-Time Adherence

Real-time adherence displays the real-time activity of each agent vs. the scheduled shift
timeline so the team leaders can monitor and identify any adherence issues.

Steve Paulin

1515 1 I 7 I 1
13:2-13:16
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Adherence

Gary Tedesco
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Supervisors can also manage adherence using Comstice WFM Mobile app.



Agent Scorecard Gadget

Agent scorecard is accessible from WFM Agent Gadget in agent web console as well as

from Comstice WFM mobile app. It presents the agent's performance statistics weekly,

daily and monthly. It can also be sent as an email to each agent.

& JessicaMorten Performance
Total Login Duration 420643 Kpj Target Actual
roceived 1% CsaT 45 I R
landle: . . .
Handle Rate 82.50% ﬁvg ‘.;7 IKKT;_me 8288 8{7523
Avg. Handle Time 06:27 vg Wort Im,e » -
3 Avg Handle Time 11:00 [ 038 |
Start Date 2024-04-12 00:00:00
End Date 2024-04-18 23:59:00
Not Ready Activity Code Total Duration Occurrences
_\ 9.8%  AVAL _Team Meeting 00:55:21 4
’ 23.6% ACD Admin Duties 00:50:43 9
47.4% AUX Break Formal 01:06:01 5
o Extended Wrap 04:30:43 98
]9'% A ACW Lunch 04:08:14 6
3.2% RNG Paperwork 00:48:25 8
CRM Updates 01:08:28 23
Sending Fax 00:38:42 1
First Available of the Day
Monday 04/09/2024 08:02:51
Tuesday 04/10/2024 08:03:27
Wednesday 04/11/2024 08:0413 QA Evaluations
Thursday 04/12/2024 08:06:41 Qi Q2 Q3 Q4 Qs
Friday 04/13/2024 08:13:48
Saturday 04/14/2024 08:07:03

(@Comstice



Agent Real-Time Dashboard

Agent real-time dashboard is a WFM gadget that available from agent web console. It
helps agent to monitor real-time and daily stats as well as today's shift schedule.

Agent States Agent Occupancy Agent Efficiency ©0ally Goats e
9% Reserve b
:?; \';V:ar:;;\ Avg Handle Time [EXN 09:00
%
24% Talking Avg Work Time molso
32% Not Re Mg Tk Time  [LRER 07:30

Max Handie Time RUSFEE 15:00

Team Meeting

Calls Answered Broak

Calls Missed
Used  Umit
Lunch §713 | 01:00:00

~ I
Shoet Break 14:48 45:00
— Screen Break

Team Meeting

Training
o

Outbound

B Team Messagos @3 Calls In Queue Oldest in Queve



WFM Agent Gadget

Social media-style WFM gadget for agent web console to monitor shift schedule, create
shift swaps, respond to swap requests, raise time-off requests, access quality assurance
reports and more.

(‘ Comstice WFM

Emma Clarke - Agent

@ Home & shift = Swap D Messages L Scorecard @ QA © Requests 3T Preferences

TODAY
Team Meoet... Bre.. Lunch Bre..
08:30 17:30
BLOCKS
@ Shift 88:30 - 10:30
©® Team Meeting 10:30 - 11:00
® Break 11:00 - 11:15
© Shift 11:15 - 13:00
@ Lunch 13:00 - 13:30
© Shift 13:30 - 15:00
® Break 15:0@ - 15:15
@ Shift 15:15 - 17:30
Notify late [ absent

(. Comstice WFM
Emma Clarke - Agent

@ Home £ Shift = Swap [ Messages |t Scorecard ® Requests 3= Preferences

Weekly QA Report 92%
10 - 16 August 2026 - Katie O'Redlly

Greeting & Verification 100%
Problem Resolution 99%
Product Knowledge 88%
Empathy & Tone 5%
Call Wrap-up 87%
Weekly QA Report 86%
3 ~ 9 August 2026 - Katie O'Reilly

Greeting & Verification 95%
Problem Resolution 8o%
Product Knowledge 84%

Empathy & Tone 9en
Call Wrap-up 81%



WFM Supervisor Gadget

Social media-style WFM gadget for supervisor web console to monitor agent
adherence, response to time-off and shift swap requests, access real-time queue
information and respond to the messages from team members.

Comstice WFM
Katie O'Reilly - Supervisor

(@ Home 2, Team () Requests i Queues [D Messages

® Ready 2 All Ready Not Ready Ringing Talking Work Not Logged In
@ Not Ready 1 . "
o yn James Haskell pg PrivaRaman ms Marco Silva
10 ® Ringing 1 ® Talking - 04:12 © Ready - 01:38 ® Work - 00:47
AGENTS ® Talking 2
® Work 2 gc Emma Clarke 1 Tom Becker ag AishaBello
@ Not Logged In 2 @ Ringing - 00:06 @ Not Ready - 12:03 e Ready - 00:22
o Lucas Meyer - Sofia Rossi 5 Daniel Okoro
® Talking - 07:55 @ Not Logged In - — ® NotLoggedin:—
HW Hannah Wu

e Work - 02:10

(. Comstice WFM
Katie O'Reilly - Supervisor

2, Team () Requests i= Queues [0 Messages

POST TO TEAM TIMELINE 5 calls waiting on US-Sales 9:04 AM

Longest waiting 3:32 — SLA at 78%.
Share a message, image or training video...

“4 Swap request from James Haskell 8:41 AM
. Attachimage  Attach video Friday, 17 August 2026 - needs your approval.
LOGGED IN WAITING G Marco Silva will be late 812 AM
Train delay, arriving 10:45. Wholesale short by 1 agent.
8/10 7 3:32

Team meeting 12:45 PM 8:00 AM
Weekly huddle - Room 2 [ Teams.

8 of 10 scheduled agents logged in 7:58 AM
Sofia Rossi and Daniel Okoro are not logged in yet.



WFM Mobile App - Agents - 1

WFM Agent app helps to increase adherence and attrition in a contact center;

@ Today L © O @ shiftschedule =
NEXT SHIFT Fri Sat Sun Mon ’/';\\ Wed Thu

) _ 7 o8 09 10 M 12 13
08:30 - 17:30 lele)l=l

. Aug | Aug Aug

/

Tomorrow - US-Sales queue

- Request time off Scheduled 08:30 -17:30

08:30
o} Your shift starts in 2 hours 6:30 AM
Clock in at 8:30 AM. Queue coverage Is tight this
morning.
View shift
1020 Team Meeting
s e
Q@ § calls in queue 8:02 AM
US-Sales - longest waiting 3:00 mins
o> Time for a break 12:20 PM 13:00
12:30 PM = 12:45 PM. Enjoy it, you have earned it. e
2 Team meeting 12:45 PM 12:25 PM
3]
Weekly huddle with Katie O'Reilly in Room 2 /
15:00
Teams. 165
o Swap request from James Haskell Yestecday
Friday, 17 August 2026 - 8:30 AM ~ 5:30 PM
Review swap
A Natifu eninarvienrs: late ar aheant
® 8 = m @ - e =
Home Shift Swap Meossagos

Home Shift Swap Messages



WFM Mobile App - Agents - 2

Agents can list the open shift changes and create a new shift swap request.

(@ shift Swaps = (@ Messages =
Katie O'Reilly 09:12
JH J‘,m” P Pending > L1 Can you cover the 17:30 overtime slot? .
Friday, 17 August 2026
JH James Haskell 08:41 .
PR Priya Raman . 5 Did you see my swap request for the 17th?
Tuesday, 21 August 2026
Priya Raman Yesterday
PR )
y sit Thanks for covering yesterday Ji,
arco Silva
Accopted >
= Saturday, 25 August 2026
Marco Silva Mon
See you at the huddle.
~
@ B e B ) B < ()
Home Shift Swap Messages



WFM Mobile App - Agents - 3

Agents can view their scorecards and QA reports from mobile app.

& My Scorecard 3= € QAReports &
Daily Weekly Monthly w“kw QA Report 92%
10 = 16 August 2026
Daily view - 11 August 2026
Greeting & Verification 100%
L —————————————————————————————
My state percentages Problem Resolution 0%
——
@® Ready 38% Product Knowledge 88%
_
@ Not Ready 14%
Empathy & Tone 95%
@® Working 32% e ——————————
@ Talking 16% Call Wrap-up 87%
=i ————————————————————————}
“Strong empathy on the escalation call. Tighten your
OCCUPANCY EEFICIENCY wrap-up summaries.” — Katie O'Reilly
0 6 0,
48% 7%
Weekly QA Report 86%
. . 3 - 9 August 2026
Total Login Duration 06:47:23
Greeting & Verification 95%
[
Total Talk Time 05:04:18
Problem Resolution 80%
_——
Max. Talk Time 15:38
Product Knowledge 84%
=
Avg. Talk Time 07:18 Empathy & Tone 90%
——
Calls Answered 97 Call Wrap-up 81%
=)
Calls Abandoned 12
“Good recovery on the billing dispute. Review the
refund policy deck.* — Katie O'Reilly
Break duration Max 60 min
——
@ B [ @ B (7 B
Home Shift Swap Mossages Home Shift Swap Messages




WFM Mobile App - Supervisor

Supervisors can create posts in the team's timeline, share images and videos.

(@ Team Today

LOGGED IN

8/10

WAITING LONGEST

7 3:32

G oo

©

u

Home

§ calls waiting on US-Sales
Longest waiting 3:32 — SLA at 78%.

9:04 AM

Open queues

Swap request from James Haskell
Friday, 17 August 2026 - needs your approval,

8:41 AM

Review requests

Marco Silva will be late
Train delay, arriving 10:45. Wholesale short by 1
agent.

812 AM

Review requests

Team meeting 12:45 PM 8:00 AM
Weekly huddle - Room 2 / Teams.
8 of 10 scheduled agents logged in 7:58 AM

Sofia Rossi and Daniel Okoro are not lcgged in yet.

View team
2 & (]
Team Requests Mossagos

(Q Team

. @ Ready 2
‘ @ Not Ready 1
10 ® Ringng 1
AGENTS ® Taking 2

® Work 2

@ Not Logged In 2
All \ Ready Not Ready Ringing Talking Work
g James Haskell ® Talking
US-Sales - 08:30 - 17:30 04:12

pr  PriyaRaman ® Ready
Support - 07:00 - 16:00 01:38

ms Marco Silva ® Work
Wholesale - 10:00 - 19:00 00:47

gc Emma Clarke ® Ringing
US-Sales - 08:30 - 17:30 00:06

1 Tom Becker ® Not Ready
Support - 09:00 - 18:00 12:03

as  AishaBello ® Ready
US-Sales - 08:00 - 17:00 00:22

ua  Lucas Meyer ® Talking
Whelesale - 09:30 - 18:30 07:55

At ammnd

@ 2\ &) [

Home Team Requests Messages




WFM Mobile App - Supervisor -2

Supervisors can also handle time-off requests and shift swap requests with app.

(@ Requests
PENDING - 4

James Haskell
Shift Swap - submitted 2 hours ago

Dates Friday, 17 August 2026
Coverage Coverage stays at 96% for US-Sales

Swapping 08:30 - 17:30 US-Sales with Emma Clarke's
12:00 - 21:00 Wholesale.

Add a comment for the agent (optional)

Priya Raman
PTO - submitted Yesterday

Dates 3 -7 September 2026
Coverage Coverage drops 10 81% on 4 September

Annual leave, flights already booked.

Add a comment for the agent (optional)

tg  Yom Becker
Doctor Appointment - submitted Yesterday
@ 2\ @ (]

Home Toam Requests Mossagos

< New post
< (=]
Message Image Video
Title

Great work yesterday, team

Note

Add context for the team

o~

@ 2, ® O

Home Team Requests Messages



Real-Time Sentiment Analysis Gadget

Comstice Real-Time Sentiment Analysis Gadget helps supervisors to monitor the calls
with negative sentiment, drill down and if needed barge-in to the conversation.

* Supervisor Team Control Gadget 1AGENTS 10N CALL © MONITORING
Default ~ 4 Se ) Include Logged Out Agents
AGENT NAME STATE TIME N STATE EXTINSION SENTIMENT ACTIONS
— g : %0 o —— ] ]
jacxgnotme o * T 01:33 1 o1 siie 4O &
Live Call Anatysa Reai-time Transcript
eracton Score EII)  Aovnt for cating Comatin. My name is Jack. f'm hare. Help you do it
ol o1 Customer: N fry name’s Drandon ' Callng 10 feport & Cusiomer service issue
S1/100  Agent: okay is what would De the problem that you are reporting today
s py Cuntomer: | phone it net working todey
Ageet Alerts m Agent. Oy is Vs 2 Dusiness phone Or 8 personal phone
Customer: It my business phone
—— A2 s et woukd Do e prosiem et you M0 MESTTY  Crmtomar: 1 50t 00ina 10 make 8 chome cal
«
mm § F ©, Lunch ” ; - " "
cisco Claco Finsese \ 00:11:38 - HH 4

Team Performance

Live Call Analysis
Interaction Score
Customer Sentiment
Agent Tone

Trend

Agent Alerts

tocday

oy 3 WA ] e B protiem TN you 878 repOring.
today”

Comstice Web Phone (Agent + Supervisor) - v2.13.1+691edb3c

®
Registered (@Comstice

* Supervisor Team Control Gadget 1ACENTS  1ONCALL © MONIT ORI
Default v Include Logged Out Agents
AGENT NAME STATE TIME INSTATE EXTENSION SENTIMENT ACTIONS
—— * Towng o %01 0 ® — ]
Reas-tirma Transcrpt
Agent: for caling Comstis. My name is Jack. I heve. Heip you 00 it

o11  Custemen 1N my name’s brandon fm Caling 10 1eport 3 CUsiomer service issee
S1/308 At okiny s What would be Ihe probiem that you e reporting lodey

Aimproving | SWSemer: | phone s not werking todey

Agent Ohry 5 TS 8 Dusiness phone o § Sarsonal phone
Custamer: 1 my business phone
Cuntormer: (™ not 0o 10 make & ohone cal

[ 54/100 )
a
S5e/100

A Improving

“okay is what would be the problem that you are reporting



Al Agent Assist Gadget

Comstice WFM with Comstice Call Recording creates real-time call transcripts. Call
Recording also drafts knowledge base flashcards by analyzing past recorded
conversations. Team leaders can modify and finalize those flashcards for constructing
action plans to the agents real-time.

Al Agent Assist gadget is available for agent web console and populates the action

plan during an active call.

Call Transcript:

Agent:
That'’s the problem that you're experiencing.

Agent:
Okay, so yes, I'm sorry to hear that. NEG

Agent:

to help you. Let me check in the system. Okay,

| can see what the problem is. | think it got...

|
[

Request Assistance

Caller:
Yes, my card is getting rejected and it's not
working when I'm trying to use it.

Caller:
and this is not a good customer experience.

NEG

NEG

Recommended Actions:

How to resolve declined business credit card?



Comstice Quartz Reporting and Analytics

Comstice Quartz Reporting and Analytics helps to access Avaya CMS, Avaya

ACCS, Cisco UCCX, Cisco UCCE, Amazon Connect stock reports, Comstice stock
reports, report designer, scorecards, report scheduling and historical dashboards, daily
actionable insights and six different analytics packages

= O =e R e v

AGENT VEW

Home
Amazon Connect Reports @ Team Messages @ Traffic on the motorway @

Comstice Reports

®

‘t_ | Oldest ¢ | Current Calls % | Estimated Avg Talk
| ‘!. ) In Queue \_‘fl Answered !k‘ Calls Today Time Today

Heatmaps

Monthly Dashboard

00:10 55 625 45:62:23

Year on Year

My Saved Reports

E & D ENRFPFD

Team States Agent Efficiency Percentage Team Chat
Schedule Report
Marion Mercer
_ Marion Mercer
Report Designer 42.6 %
Harper Prince
b Team Messages 55m age
Makk Mackett
:  wsmie Group Chat...
(l-} Forecasting - 2d sgo
/ g >} \ Trevor Ramirez
(& I Agent Agent -
{ao Resource Management Break Duration Occupancy Percentage e :(‘e'hvl)‘wue
Beverly Stokes
;
of Action Center 23:18 60 min 58.2 %
(=== _——
Shift Scheduler

Configration

Recently Abandoned Calls
Sign Out

v

Caller ID  Application Wait Time  Abandon Date Time Owner Callback State Action

2019-01-02 A
3002 6100 2 06:20:20 Daphne Meza Unknown ccept
CEARERES —_—




Cradle to Grave Reports

One of the great features of Comstice Quartz is that it can report the individual call legs
of each customer call and visualise it as a customer journey map. You can see the every
step of each call in detail and visually follow the steps which caller has taken.

2021-07-02 08:32:29 '
Start © 08:32:29 AM (DateTime)

= 1 (Step)

® Start (Status)

£ PreRoute ACD In (Type Of Call)
% 00:11 (Duration)

# 9547492750 (ANI)

# 77777777779715 (DNIS)

. 2021-07-02 08:32:44
© 08:32:44 AM (DateTime) IVR Menu / Transfer

= 2 (Step)

® IVR Menu / Transfer (Status)
£ Transferln (Type Of Call)

% 00:01 (Duration)

# 9547492750 (AN))

# 11104 (DNIS)

2021-07-02 08:32:59 O
Talking to Agent © 08:32:59 AM (DateTime)

= 3 (Step)
© Talking to Agent (Status)

({0

PreRoute ACD In (Type Of Call)
00:39 (Duration)

9547492750 (ANI)

11104 (DNIS)

08:32:44 AM (Transfer Time)

Dawn Waters (Agent)

*¥ O O # # K

CE_Firstlmp.PQ (Precision Queue)



Omnichannel Customer Journey Maps

Comstice Quartz can store data from multiple platforms for different channels. You can
visualize the customer's historical contact points for your customer service starting from
monthly and drill down to each contact instance in a particular day.

Randy Gutierrez, 40, SpaniSh Start Time End Time
First Reach - 27-01-2020/ 16:00 27-01-2020/ 13:00 27-01-2020/ 19:00
01PM - 02PM 03PM 04PM 05PM 06PM

01:00 0115 0130 0145 0200 0215 0230 0245 03:00 03:1S 0330 0345 04:00 04:15 0430 0445 0500 0515 0530 0545 0600 06:15 0630 06

Web
Voice | G e

Chat (/{jj)

5 SMS - Text Message

Email e gs
~ Your appt with Dr Wilson is
tomorrow 05/30/19 at 3:30pm.
SMS Please replly back to this msg
: if you want to reschedule

Facebook Click here for customer journey map
Whatsapp
Twitter

OBOQO U &




Quartz Agent Reskilling

Quartz Reporting also includes agent reskilling feature where supervisors can update
agents of a particular skill group and add / remove skill groups from an agent.

Home / Agent Reskilling

UPDATE SKILLS RESKILL AGENTS

< BACK TO TEAMWATER

TeamWater - Marianna Hoover Last Edited 14sec Ago R
Resource Name Marianna Hoover

Resource ID agent4505

Automatic Available © Enabled Disabled

Skills Groups Default Skill Group Attribute Password
Available Assigned

Search Search

EUPG_CUCM_1.Cisco_Voice.EUSupport

EUPG_CUCM_1.Cisco_Voice.ITHelpde

EUPG_CUCM_1.Cisco_Voice.USSales

Move All =) ]‘E[ Empty List

Competence Level 1 >

Copyright © 2019 COMSTICE Ltd, All rights reserved



Real-Time Dashboards

Comstice WFM includes real-time dashboards. Users can create custom real-time
dashboards using Comstice real-time widgets, share with the team members and also
launch as a Finesse gadget.

CALL RECEIVED SERVICE LEVEL TIME & DATE CALLS IN QUEUE

324 «86 03:12 12
VV\/\/” f 10 g::enizc;%th 2017

INCOMING CALL DISTRIBUTION AGENT STATES TOP 5 AGENTS CALL ABANDON RATE

6 5 Tara Ovadia

\ } 43 Steve Harris

S

Abandoned
Routed-Dequeued 5 5 Talking - 38 Jay McElroy

. 2 1 Nina Sanschez

Answered

1 7 Alex Cunningham

A




Comstice Quartz Reporting Benefits

Comstice Quartz Reporting and Analytics helps to access vendor stock reports,
Comstice stock reports, report designer, scorecards, report scheduling, historical
dashboards and drilldown features;

Visual Scorecards by Email: By using the Quartz report designer, users can design
visual reports and schedule them to run daily, weekly and monthly, team level or
individual agent level. Recipients will receive an email weblink with the report link once
the visual report is generated.

Access to Cisco CUCM CDR Data: Comstice Quartz Reporting combines Cisco CUCM
CDR data with Cisco UCCE data and offers the unified reporting for each call.

Limitless Data Retention: Comstice Quartz stores UCCE historical data and CUCM
CDR data even though they are deleted from UCCE and CUCM databases.

Daily Actionable Insights by Email: Team leaders can set thresholds for agent and
queue related indicators and receive daily emails about the agents and the queues
exceeded each threshold. They can then drill down and analyse the data further.

Repetitive Call Analysis: Analyse repeat callers and increase first contact resolution

Customer Patience Index Analysis: Monitor customer patience using abandon
buckets report and estimate customer patience for each queue in different timeframes

Visual Cradle to Grave Reports per Call: Visualise caller's journey and identify the
bottlenecks.

Visual Historical Charts: Comstice Quartz offers historical charts and heatmaps. User

can drill down from monthly charts to weekly, daily and hourly. Quartz also shows the
YoY data.

Automating Scorecards: Visual scorecards can be scheduled to minimise the manual
processing of the historical data to make it meaningful.

Multi-tenancy, drilldowns, speed and performance: Quartz reporting offers multi-
tenancy and full isolation of data among different teams and departments. Using
drilldown feature, users can go from a summary report to a detailed report. Quartz
replicates the call center database into its local database and runs the reports locally for
a better performance.



Daily Actionable Insights by Email

You can set agent and queue-level daily thresholds for your teams and receive an end-
of-day email to see which agents ad queues exceeded these thresholds.

Agent Insights:
4 agents have missed more calls than the threshold (2 calls): List agents
3 agents exceeded lunch break threshold (30 minutes): List agents
1 agent exceeded the total short break threshold (30 minutes): List agents
2 agents exceeded maximum handle time per call threshold (10 minutes): List agents
1 agent was below minimum agent efficiency % (30%): List agents
2 agents were below minimum agent occupancy % (40%): List agents
5 agents exceeded Maximum after call work (ACW) time (5 minutes): List agents

Queue Insights:
3 queues exceeded maximum abandon rate (20%): List queues
2 queues exceeded maximum ASA (120 seconds): List queues
4 queues exceeded maximum handle time per call: (10 minutes): List queues
1 queue was below the mimimum answer rate per queue (70%): List queues
15 Repeat Callers calling more than threshold (3 calls): List callers
8 calls exceeded maximum wait time before answer (300 seconds): List calls
4 queues were below mimimum daily service level (60%) : List queues
3 queues exceeded the maximum number of not ready agents (11 agents): List queues




Comstice Language Support

Both Comstice WFM web apps and WFM Mobile app are designed with localization
support. This means for any language, customers can update the disctionary for the
language they need to be supported and web and mobile interfaces are updated

respectively.

Comstice WFM web user interfaces such as admin pages, agent and supervisor
gadgets as well WFM mobile app support English, Spanish, French and German out of
the box. For other languages, localization files can be created for the current dictionary.



On-Premises or in the Cloud

Comstice WFM solution can be hosted on-premises or in the Comstice Cloud which is
SOC2, ISO 27001 and HIPAA certified.

Specifications for on-Premises deployments vary depending on the scope. In use cases
such as Al Agent Assist, GPU resources may be required.



Support

What does it cover?

Comstice provides a software maintenance support for the Comstice Quartz software. It
is a break-fix support.

Standard Support is provided on a 24-hr email response and up to 5 business days fix
basis due to all the dependencies around the solution. It is available in weekdays,
between 4AM-11PM US Eastern.

Priority Support is provided on up to 1-hr response and up to 24 hours fix basis due to
all the dependencies around the solution. This is not guaranteed, however we aim to
resolve 90% of all support queries within this time frame. Priority support is available
24/7 and requires High Availability server.

Support service provided by qualified engineers via email or WebEx. Troubleshooting
steps are performed via Webex.

How to raise a support ticket?

End customer IT personnel or partners can raise a support tickets online from
www.comstice.com/support or by calling Comstice Support Desks from +1-713-929-
3714 or +44 203 051 7796. Alternatively, you can send an email to
support@comstice.com or use webchat feature at comstice.com


http://www.comstice.com/support

