Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/20/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:30
9/20/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 0 o 0o 0 o 0o o 0 o o o 0 0o 0o o 0 o o o 0 0o o o 0
E 1.00 1.00 1.00 1.00 1.00 1.00. 1.00! 1.00 1.00. 1.00. 1.00. 1.00 1.00. 1.00 1.00: 1.00 1.00. 1.00. 1.00 1.00 1.00. 1.00. 1.00. 1.00

D -1.000 -1.000 -1.000 -1.00 -1.00 -1.000 -1.00. -1.00 -1.000 -1.000 -1.000 -1.00f -1.000 -1.000 -1.00. -1.00 -1.000 -1.000 -1.000 -1.00 -1.000 -1.000 -1.000 -1.00

F 1.00 1.00: 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00: 1.00: 1.00: 1.00 1.00: 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.000 1.00 1.00)
D 1.00. 1.00! 1.00 1.00 1.00 1.00. 1.00 1.00 1.00. 1.00. 1.00. 1.00, -1.00: 1.00: 1.00! 1.00 -1.000 -1.000 -1.000 -1.00 1.00! 1.00: 1.00. 1.00

12 13 14 15 16 17

100 100 100 100, 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100  1.00
Dl 700 100 100 -1.00] 100 100 100 100 100 100 100  1.00 -1.00 100 100 _ 1.00 100 100 100 1.00] 1.00 _ 1.00 _ 1.00 _ 1.00

18 19 20 21 22 23

S 2 2 2 2 2 2 2 2 2 2 0o 2 2 0 2 2 2 2 2 2 0 2 1 1 1 1
F 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00. 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00. 1.00 1.00]
D 1.00 1.00} 1.00} 1.00 1.00} 1.00 1.00 1.00 1.00 1.00 -1.00} 1.00 1.00} 1.00} 1.00} 1.00 1.00 1.00 1.00 1.00 0.00 0.00: 0.00 0.00

Mean Absolute Deviation: 0.96 Standard Deviation: 0.95 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> o
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/20/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:30
9/21/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
s| 1+ 1 1 1 [ 1T 1112 22 2 1 2 2 2 2 2 2
F 1.00 1.00 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 1.00! 1.00 1.00 1.00 1.00 1.00 1.00

D 0.00: 0.00. 0.00. 0.00 0.00 0.00: 0.00: 0.00 0.00: 0.00: 0.00! 0.00 1.00 1.00 0.00: 1.00 1.00: 0.00: 1.00 1.00 1.00 1.00: 1.00: 1.00

F 1.00 1.00: 1.00 1.00 1.00 1.00: 1.00; 1.00 1.00: 1.00: 1.00: 1.00 1.00: 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.000 1.00 1.00)
D 1.00. 1.00: 1.00 1.00 0.00. 0.00. 0.00 0.00 1.00. 1.00. 1.00. 1.00 0.00 1.00: 0.00. 1.00 0.00. 0.00! 0.00. 0.00 1.00 1.00: 1.00. 1.00

12 13 14 15 16 17

1.00 1.00 1.003 1.00 1.0d 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00; 1.00
-1.000 -1.00 -1.00 -1.00 1.00 1.00 1.00 1.00 1.00; 1.00 1.00 1.00f -1.00 1.00: 1.00 1.00 1.00 1.00! 1.00 1.00 1.00! 1.00: 1.00, 1.00

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 2 o . 2 . 2 . 2 2 2 2 2 0 o 0o © 0
F 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 1.00 1.00. 1.00 1.00 1.00. 1.00. 1.00 1.00]
D 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00f -1.00 1.00: 1.00: 1.00 1.00 1.00. 1.00 1.00 -1.000 -1.00. -1.000 -1.00

Mean Absolute Deviation: 0.75 Standard Deviation: 0.68 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted
<All> o
3 GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/20/2015

Scheduling Unit:
Published on date/time:

Support
09/03/2015 11:09:30

9/22/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 4 5
S 2 2 2 2 2 2 2 2 1 1 1 1 1 1 1 1 1 1T 2 2 2 2 2 2
F 1.00 1.00 1.00 1.00 1.00 1.00. 1.00. 1.00 1.00: 1.00! 1.00 1.00 1.00 1.00 1.00: 1.00 1.00. 1.00! 1.00 1.00 1.00: 1.00: 1.00 1.00
D 1.00 1.00 1.00 1.00 1.00 1.00 1.00: 1.00 0.00: 0.00! 0.00! 0.00 0.00 0.00 0.00! 0.00 0.00! 0.00: 1.00 1.00 1.00 1.00. 1.00! 1.00
6 7 8 9 10 11
2 2 2 2 2 2 1 1 1 1 0 - 2 2 2 2 2 2 2 2 2 1 1 1 1
E 1.00 1.00: 1.00 1.00 1.00 1.00: 1.00 1.00 1.00: 1.00: 1.00: 1.00 1.00 1.00 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.000 1.00 1.00)
D 1.00 1.00 1.00 1.00 1.00 1.00 0.00. 0.00 0.00! 0.000  -1.00: 1.00 1.00! 1.00. 1.00! 1.00 1.00 1.00 1.00 1.00 0.00 0.00! 0.00! 0.00]
12 13 14 15 16 17
S 1 1 1 1 2 2 1 1 1 1 2 2 1 2 2 1 2 2 2 2 2 2 2 2
1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00: 1.00! 1.00; 1.00 1.00 1.00 1.00 1.00
0.00. 0.00 0.00. 0.00 1.00 1.00 0.00 0.00 0.00 0.00. 1.00 1.00 0.00 1.00. 1.00 0.00 1.00. 1.00! 1.00; 1.00 1.00! 1.00: 1.00, 1.00
18 19 20 21 22 23
S 2 2 2 2 2 2 2 2 2 2 2 2 2 2 0 2 2 2 0 0 0 0 0 0
E 1.00 1.00 1.00 1.00 1.00 1.00 0.00 0.00 1.00 1.00 1.00 1.00 1.00 1.00: 0.00 0.00 0.00: 0.00: 0.00 0.00 1.00. 1.00 1.00 1.00|
D 1.00 1.00 1.00 1.00 1.00 1.00 2.00 2.00 1.00 1.00 1.00 1.00 1.00 1.00: 0.00 2.00 2.00 2.00. 0.00. 0.00 -1.000 -1.00. -1.000 -1.00
Mean Absolute Deviation: 0.75 Standard Deviation: 0.68 Number of schedulable time periods: 93
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> o
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/20/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:30
9/23/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
s|l o o 2 2 2 2 2 2 2 2 2 2 2 2 2 2 o 2 @ 2 @ 2 2 2 2 2
F 1.00 1.00 1.00 1.00 0.00 0.00: 1.00: 1.00 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 1.00! 1.00 1.00 1.00 1.00 1.00 1.00

D -1.000  -1.00 1.00 1.00 2.00 2.00. 1.00 1.00 1.00. 1.00 1.00: 1.00 1.00 1.00 1.00! 1.00 -1.00! 1.00! 1.00 1.00 1.00! 1.00: 1.00! 1.00

F 1.00 1.00: 1.00 1.00 1.00 1.00: 1.00; 1.00 1.00: 1.00: 1.00: 1.00 1.00: 1.00. 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.000 1.00 1.00)
D 1.00. 1.00: 1.00 1.00 1.00 1.00. 1.00 1.00 1.00. 1.00. 1.00. 1.00, -1.00: 1.00. 1.00. 1.00 -1.000 -1.000 -1.000 -1.00 1.00: 1.00: 1.00. 1.00

12 13 14 15 16 17

1.00 1.00 1.003 1.00 1.0d 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00; 1.00
-1.000 -1.00 -1.00 -1.00 1.00 1.00 1.00 1.00 1.00; 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 -1.00, 1.00! 1.00 1.00 1.00! 1.00: 1.00; 1.00

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 2 2 .0 . 2 . 2 2 . 2 . 0 . O 0 o . 2 . 2
F 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 1.00 1.00. 1.00 1.00 1.00. 1.00. 1.00 1.00]
D 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00  -1.00 1.00: 1.00 1.00 1.000 -1.000 -1.00 -1.00  -1.00 1.00 1.00

Mean Absolute Deviation: 1.02 Standard Deviation: 0.80 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> o
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/20/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:30
9/24/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 0o o 0o 0 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2 2 2
F 1.00 1.00 1.00 1.00 2.00 2.00 2.00 2.00 2.00 2.00 2.00 2.00 2.00 2.00 2.00: 2.00 2.00 2.00 1.00 1.00 2.00: 2.00 2.00 2.00

D -1.000 -1.000 -1.000 -1.00 0.00 0.00: 0.00! 0.00 0.00: 0.00: 0.00! 0.00 0.00 0.000  -2.00: 0.00 0.00! 0.00: 1.00 1.00 0.00: 0.00! 0.00: 0.00

F 2.00: 2.00: 2.00 2.00 2.00 2.00: 2.00: 2.00 1.00: 1.00: 1.00: 1.00 2.00 2.00. 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.000 2.00 2.00
D 0.00. 0.00! 0.00. 0.00 0.00. 0.00. 0.00 0.00 1.00. 1.00. 1.00. 1.00 0.00 0.00. -1.00. 1.00 1.00 1.00 1.00 1.00 -1.000 -1.000 -2.000 -2.00

12 13 14 15 16 17

1.00 1.00 1.003 1.00 1.0d 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00 2.00 2.00: 2.00 2.00 1.00 1.00 1.00 1.00 2.00 2.00 2.00: 2.00
1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00; 1.00 1.00 1.00, -2.00 -2.000 -2.000 -2.00 -1.00, 1.00! 1.00 1.00 0.00: 0.00: 0.00: 0.00

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 0 2 .2 2 2 2 .2 1 0 O 0o o 0o © 0
F 2.00 2.00 2.00 2.00 2.00 2.00 2.00 2.00 1.00 1.00 1.00 1.00 2.00 2.00 1.50. 1.50 1.00 1.00. 2.00 2.00 1.00. 1.00. 1.00 1.00]
D 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 1.00 1.00 1.00  -1.00 0.00 0.00 0.50 0.50 1.00 1.000 -2.000 -2.00 -1.000 -1.00. -1.000 -1.00

Mean Absolute Deviation: 0.66 Standard Deviation: 0.92 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> o
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/20/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:30
9/25/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 0o o 2 2 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2 2 2
F 1.00 1.00 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00! 1.00 1.00 1.00: 1.00 1.00 1.00! 1.00 1.00 1.00

D -1.000  -1.00 1.00 1.00 1.00 1.00! 1.00 1.00 1.00. 1.00 1.00: 1.00 1.00 1.000 -1.00: 1.00 1.00: 1.00! 1.00 1.00 1.00 1.00: 1.00: 1.00

F 1.00 1.00: 1.00 1.00 1.00 1.00: 1.00; 1.00 1.00: 1.00: 1.00: 1.00 1.00: 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.000 1.00 1.00)
D 1.00. 1.00: 1.00 1.00 1.00 1.00. 1.00 1.00 1.00. 1.00.  -1.00. 1.00 1.00! 1.00. 1.00. 1.00 1.00 1.00 1.00 1.00 -1.000 -1.000 -1.000 -1.00

12 13 14 15 16 17

1.00 1.00 1.003 1.00 1.0d 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00; 1.00
1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00; 1.00 1.00 1.00f -1.00 -1.000 -1.000 -1.00 -1.00, 1.00! 1.00 1.00 1.00! 1.00: 1.00; 1.00

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 o . 2 2 .2 2 2 2 2 2 . 2 2 2 1 1
F 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 1.00 1.00. 1.00 1.00 1.00. 1.00. 1.00 1.00]
D 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.000  -1.00. 1.00 1.00 1.00: 1.00: 1.00 1.00 1.00. 1.00 1.00 1.00. 1.00: 0.00 0.00

Mean Absolute Deviation: 0.98 Standard Deviation: 0.71 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted
<All> o
3 GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/20/2015

Scheduling Unit:
Published on date/time:

9/26/2015

Support
09/03/2015 11:09:30

S : Scheduled ACD

F : Forecasted

D : Difference

0 2 4 5
S 0o 0o 1 1 2 2 1 1 1 1 1 1 1 1 2 2 1 1T 2 2 2 2 2 2
F 1.00 1.00 1.00 1.00 1.00 1.00! 1.00. 1.00 1.00: 1.00! 1.00 1.00 1.00 1.00 1.00: 1.00 1.00. 1.00! 1.00 1.00 1.00: 1.00: 1.00 1.00
D -1.000  -1.00: 0.00. 0.00 1.00 1.00 0.00: 0.00 0.00: 0.00! 0.00! 0.00 0.00 0.00 1.00! 1.00 0.00! 0.00: 1.00 1.00 1.00 1.00. 1.00! 1.00
6 7 8 9 10 11
2 2 2 2 2 2 2 2 2 2 1 2 2 2 1 2 2 2 2 2 1 1 1 1
E 1.00 1.00: 1.00 1.00 1.00 1.00: 1.00 1.00 1.00: 1.00: 1.00: 1.00 1.00 1.00 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.000 1.00 1.00)
D 1.00 1.00 1.00 1.00 1.00 1.00 1.00. 1.00 1.00 1.00 0.00: 1.00 1.00! 1.00: 0.00: 1.00 1.00 1.00 1.00 1.00 0.00 0.00! 0.00! 0.00
12 13 14 15 16 17
S 1 1 1 1 1 1 1 1 2 2 1 1 1 1T 2 1 1 2 2 2 2 2 2 2
1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00: 1.00! 1.00; 1.00 1.00 1.00 1.00 1.00
0.00. 0.00 0.00. 0.00 0.00 0.00 0.00 0.00 1.00 1.00! 0.00 0.00 0.00 0.00 1.00 0.00 0.00: 1.00! 1.00; 1.00 1.00! 1.00: 1.00, 1.00
18 19 20 21 22 23
S 2 2 2 2 1 1 1 1 2 2 1 2 2 2 1 2 1 1 1 1 2 2 2 2
E 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.00. 1.00 1.00 1.00|
D 1.00 1.00 1.00 1.00 0.00 0.00 0.00 0.00 1.00 1.00 0.00 1.00 1.00 1.00: 0.00 1.00 0.00: 0.00. 0.00. 0.00 1.00. 1.00. 1.00 1.00
Mean Absolute Deviation: 0.56 Standard Deviation: 0.54 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted
<All> o
3 GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/20/2015

Scheduling Unit:
Published on date/time:

9/27/2015

Support
09/03/2015 11:09:30

S : Scheduled ACD

F : Forecasted

D : Difference

0 7 2 3 7 5
sl 1 1 1 1 2 2 @ 2 2 2 2 2 2 T 1 T 1 T 1 2 . 2 2 . 2 2 2
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
D/ 100 100 100  1.00] 200 200 200 200 200 200 200 200 100 100 1.00 1.00 1.00 1.00 200 200 200 200 200  2.00
5 7 ) 9 70 1
0o o0 0 0 0 . 0 o0 0 0 o0 0 0 0 0 0 0 0 00 0 0 0 o0 0
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
D/ 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
12 13 14 15 16 17
s| o 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000] 000 000 000 000
18 19 20 21 22 23
s| o 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 0.00
D| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
Mean Absolute Deviation: 1.58 Standard Deviation: 2.79 Number of schedulable time periods: 24
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/16/2015

Scheduling Unit:
Published: No

Support
09/03/2015 11:09:30

11/16/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 0 0 0 0 o 0 0 0 1 ' 1 ' 1 ' 1 1 ' 1 ' 1 ' 1 1 ' 1 ' 1 ' 1 8 ' 8 7 7
F 17.00! 17.00 17.00 17.00 17.00 17.00. 17.000 17.00 712 712 712 712 713 713 7.13 713 712 712 714 7.14 11.10! 11.10; 10.13.  10.13
p| -17.000 -17.000 -17.000 -17.00f -17.00 -17.00. -17.00. -17.00 -6.12, -6.12, -6.12, -6.12 -6.13 -6.13 -6.13. -6.13 -6.12, -6.12 -6.14, -6.14 -3.10 -3.10! -3.13 -3.13]
6 7 8 9 10 1
13 13 14 14 2 22 & 23 @ 25 49 50 - 45 = 50 50 - 51 46 = 47 45 45 49 49 46 45 = 49 - 50
F 14.13 1413  14.22 14.22 24.00 24.000 22.06 22.06 41.000 41.000 39.000 39.000 46.000 46.00 46.00. 46.00 39.00 39.000 47.00 47.00 4550 45,50  48.000 48.00f
D -1.13 113 -022 -0.22 -2.000  -2.00: 0.94 2.94 8.00! 9.00 6.000 11.00 4.00 5.00: 0.00: 1.00 6.00 6.00 2.00 2.00 0.50. -0.50 1.00: 2.00
12 13 14 15 16 17
S 49 50 @ 51 . 50 5¢ . 53 . 51 . 53 63 . 62 @ 63 @ 64 64 64 . 65 64 56 58 52 55 30 30 27 26
E 46.00 46.00 4800 4800 51.50 51.50 50.00 50.00 59.00. 59.00 60.00 60.00( 60.00 60.00 60.003 60.00| 53.00: 53.003 51.000 51.00 30.003 30.003 25.000 25.00
D 3.00 4.00 3.00 2.00 -0.50 1.50 1.00 3.00 4.00 3.00 3.00 4.00 4.00 4.00 5.00! 4.00 3.00! 5.00 1.00; 4.00 0.00: 0.00: 2.00 1.00
18 19 20 21 22 23
S 24 24 23 24 23 23 25 24 21 21 . 18 20 19 20 20 22 22 2 22 @ 22 18 18 5 5
F 22.003 22.00} 21.00} 21.00 19.00} 19.003 18.003 18.00 19.003 19.003 17.00} 17.00 19.00} 19.00} 18.00} 18.00 16.003 16.003 16.003 16.00 16.003 16.003 10.223 10.22
D 2.00 2.00 2.00 3.00 4.00 4.00 7.00 6.00 2.00 2.00 1.00 3.00 0.00 1.00: 2.00 4.00 6.00 6.00: 6.00. 6.00 2.00. 2.000 -522 -522
Mean Absolute Deviation: 4.64 Standard Deviation: 6.33 Number of schedulable time periods: 96
Print Date: Monday, August 14, 2017 8:42:03AM Genesys Page 9 of 198



Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/16/2015

Scheduling Unit: Customer Service / Help Desk

Published: No
11/17/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 6 6 5 5 2 2 2 2 1 1 2 1 2 2 2 2 2 2 1 1 7 7 9 9
F 12222 1222 1022 10.22 7.23 7.23. 7.23 7.23 7.22. 7.22. 7.23 7.23 7.22 7.22 7.23 7.23 7.24. 7.24 7.24 724 1119 1119 1121 11.21
D -6.22. 622 -522 -522 -523 -523. 523 523 -6.22. 622 -523 -6.23] -522 -522 -523  -523 -5.24,  -524. -6.24 -6.24 -419. -419 221 -2.21
6 7 8 9 10 11
9 9 - 8 9 6 17 18 - 19 44 45 45 - 45 46 45 - 40 = M 42 38 + 43 - 46 48 47 4T 47
E 1329 13229 1334 13.34| 2500 2500 23.05 23.05| 42.000 42.00 40.000 40.00 45.50 45.50. 47.00. 47.00f 41.00 41.000 47.50 47.50| 47.50° 47.50° 47.00 47.00
-4.29° 429 -534 434 -9.000 -8.000 -5.05  -4.05 2.00: 3.00 5.00 5.00 0.50. -0.50. -7.00. -6.00 1.000 -3.000 -4.50 -1.50 0.50  -0.50: 0.00: 0.00)
12 13 14 15 16 17
S 46 46 46 46 47 47 48 48 56 57 58 59 58 57 . 58 | 58 54 55 | 51 . 58 30 ¢ 3 . 25 . 25
F 46.000 46.000 46.00 46.00f 47.00 47.00 48.00 48.00 56.50. 56.50 58.50 58.50| 57.50 57.50. 58.00. 58.00, 54.50. 54.50. 51.50 51.50| 30.00. 30.00. 25.00. 25.00
0.00: 0.00 0.00 0.00 0.00 0.00 0.00 0.00 -0.50, 0.500 -0.50 0.50 0.50  -0.50 0.00; 0.00 -0.50! 0.50. -0.50 6.50 0.00: 0.00:! 0.00: 0.00
18 19 20 21 22 23
S 24 24 22 23 21 . 21 . 25 25 20 22 20 22 19 20 21 . 23 22 22 22 22 19 19 5 5
E 22.00 22.00 19.00 19.00| 17.00 17.00.  20.00 20.00f 19.00  19.00 18.000 18.00| 18.00 18.00. 21.38 21.38 19.38 19.38 17.70 17.70| 18.07 18.07 11.31  11.31
D 2.00 2.00 3.00 4.00 4.00 4.00 5.00 5.00 1.00 3.00 2.00 4.00 1.00 200 -0.38 1.62 2.62 2.62. 4.30 4.30 0.93 093  -6.31 -6.31
Mean Absolute Deviation: 3.04 Standard Deviation: 3.68 Number of schedulable time periods: 96
Print Date: Monday, August 14, 2017 8:42:03AM Genesys Page 10 of 198



Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/16/2015

Scheduling Unit: Customer Service / Help Desk

Published: No
11/18/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 6 6 6 6 1 1 1 1 2 2 2 2 1 2 2 2 1 1 1 1 9 9 8 8
F 11400 1140 11.39 11.39 8.43 8.43 8.28 8.28 8.35. 8.35. 8.42. 8.42 8.51 8.51. 7.49 7.49 7.52. 7.52 7.53 7.53| 1236, 12.36. 1147 1147
D -540  -540 -539 -5.39 -7.43 743 -7.28  -7.28 -6.35. -6.35. -6.42 -642 -7.51 -6.51 -549  -549 -6.52. -6.52 -6.53 -6.53 -3.36. -3.360 -3.47  -3.47
6 7 8 9 10 11
8 8 9 9 17 17 19 - 20 43 45 44 - 45 46 46 - 43 - 42 42 42 43 - 45 47 45 43 - 43
E 1347 1347 1350 1350, 23.00 23.000 23.01 23.01| 43.000 43.00 40.000 40.00 46.000 46.000 45.000 45.00f 42.00 42.000 44.00 44.00, 46.000 46.000 43.00 43.00
-5.47. 547 -450  -4.50 -6.000 -6.00. -4.01. -3.01 0.00: 2.00: 4.00. 5.00 0.00: 0.00. -2.000 -3.00 0.00! 0.00.  -1.00 1.00 1.000  -1.00: 0.00: 0.00)
12 13 14 15 16 17
S 41 41 = 45 45 50 48 49 50 59 59 58 60 58 58 . 59 58 54 54 | 52 . 55 30 . 30 . 26 . 26
F 41.000 41.000 4500 45.00f 45.00 4500 49.00 49.00{ 59.00. 59.000 59.000 59.00f 58.00 58.00. 5850 5850, 52.000 52.00. 53.000 53.00/ 30.000 30.00. 26.00. 26.00
0.00: 0.00 0.00 0.00 5.00 3.00 0.00 1.00 0.00: 0.000  -1.00 1.00 0.00 0.00: 0.50.  -0.50 2.00! 2.000 -1.00 2.00 0.00:! 0.00:! 0.00: 0.00
18 19 20 21 22 23
S 25 24 21 22 22 22 . 25 24 21 19 18 21 19 19 20 22 22 22 22 22 19 19 5 5
F 21.00 21.00 18.00 18.00| 17.00 17.00. 19.00 19.00f 17.00  17.00 1850 18.50| 19.00 19.00. 19.00. 19.00 16.00 16.00. 16.00 16.00| 17.00. 17.00. 10.22  10.22
D 4.00 3.00 3.00 4.00 5.00 5.00 6.00 5.00 4.00 200 -0.50 2.50 0.00 0.00: 1.00: 3.00 6.00 6.00. 6.00. 6.00 2.00 2.000 -522 -522
Mean Absolute Deviation: 3.18 Standard Deviation: 3.94 Number of schedulable time periods: 96
Print Date: Monday, August 14, 2017 8:42:03AM Genesys Page 11 of 198



Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/16/2015

Scheduling Unit: Customer Service / Help Desk

Published: No
11/19/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 5 5 5 5 2 2 2 2 2 2 1 1 2 2 2 2 1 1 1 1 9 9 9 9
F 10.222  10.22 10.22 10.22 7.22 7.22, 7.22. 7.22 7.22. 7.22. 7.22. 7.22 7.22 7.22 7.22. 7.22 7.23 7.23 7.29 7.29 1211 1211 10.25  10.25
D -5.22. 522 -522 -522 -5.22 522, -522 522 -5.22. -522 -6.22 -6.22| -522 -522 -522 -522 -6.23.  -6.23. -6.29 -6.29 =311, =311 -1.250  -1.25
6 7 8 9 10 11
"1 12 0 12 2 + 19 - 22 - 23 44 45 43 - 44 43 45 38 40 39 39 41 - 47 47 49 49 - 49
E 12260 1226 1429 14.29) 2200 22.000 2214 2214/ 43.000 43.00 38.000 38.00 46.00 46.000 44.000 44.00, 37.00 37.000 46.00 46.00, 48.00° 48.000 49.00 49.00
-1.26. -1.26. -229 -2.29 -2.000 -3.000 -0.14. 0.86 1.00: 2.00: 5.00 6.000 -3.000 -1.00. -6.00. -4.00 2.00 2.000 -5.00 1.00 -1.00; 1.00: 0.00: 0.00
12 13 14 15 16 17
S 48 48 49 50 50 49 51 51 59 58 54 54 53 53 .+ 51 | 52 46 46 . 46 . 48 23 . 23 . 19 . 19
F 47.000 47.000 49.50 49.50| 49.50 49.50 50.00 50.00{ 58.00. 58.00 58.000 58.00f 60.00 60.00. 56.00 56.00, 51.000 51.00. 53.000 53.00f 30.000 30.00. 25.00. 25.00
1.00 1.00 -0.50 0.50 0.50 -0.50 1.00 1.00 1.00 0.000 -4.000 -4.00f -7.00 -7.000 -5.000 -4.00 -5.000 -5.000 -7.000 -5.00 -7.00. -7.000 -6.000 -6.00
18 19 20 21 22 23
S 16 14 12 13 13 13 18 18 13 13 10 10 9 8 8 10 5 5 5 5 5 5 5 5
F 22.00 22.00 14.00 14.00| 16.00 16.00 18.00 18.00/ 16.00  16.00 11.16  11.16| 1216 1216 11.16.  11.16 10.19. 1019 9.19 9.19/ 1019,  10.19. 9.19 9.19
D -6.000 -8.00 -2.000 -1.00 -3.00  -3.00. 0.00 0.00 -3.000 -300 -1.16 -1.16] -3.16 -416 -3.16 -1.16 -5.19.  -519°  -419  -4.19 519  -519° -419  -4.19
Mean Absolute Deviation: 3.53 Standard Deviation: 2.9 Number of schedulable time periods: 96
Print Date: Monday, August 14, 2017 8:42:03AM Genesys Page 12 of 198



Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/16/2015

Scheduling Unit: Customer Service / Help Desk

Published: No
11/20/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 5 5 4 4 1 1 1 1 1 1 1 0 1 1 1 1 1 1 1 1 8 8 8 8
F 10.19 10.19 10.19  10.19 7.19 7.19. 7.19 7.19 7.18 7.18 7.19 7.19 7.18 7.18 719 7.19 7.21. 7.21 7.34 7.34 14.000 14.000 14.00. 14.00
D -519  -519 -6.19 -6.19 -6.19 -6.19. -6.19. -6.19 -6.18 -6.18 -6.19 -7.19| -6.18 -6.18 -6.19. -6.19 -6.21.  -6.21. -6.34 -6.34 -6.000 -6.000 -6.000 -6.00
6 7 8 9 10 11
13 + 13 ~ 13 = 13 17 16 20 « 20 42 42 - 37 - 42 43 - 4 0 41 M 41 + 40 + 38 45 44 44 50 - 50
E 13.000 13.000 14.00 14.00, 14.00 14.000 18.000 18.00/ 38.000 38.000 40.000 40.00 45.00 45.000 44.000 44.00 40.00 40.000 46.00 46.00, 44.000 44.00 48.00 48.00
D 0.00 0.000 -1.00  -1.00 3.00 2.00. 2.00. 2.00 4.00. 4.000 -3.00: 2.000 -2.000 -1.00. -3.00. -3.00 1.00 0.00. -8.000 -1.00 0.00: 0.00:! 2.00 2.00
12 13 14 15 16 17
S 48 50 & 51 52 50 47 51 55 58 59 55 56 54 57 . 52 | 54 45 45 . 44 . 46 23 . 24 18 . 17
F 48.000 48.000 49.00 49.00f 47.50 47.50 52.00 52.00{ 56.00. 56.000 59.000 59.00f 60.00 60.00. 59.00. 59.00, 53.000 53.00. 50.000 50.00f 30.000 30.00. 25.00. 25.00
0.00: 2.00 2.00. 3.00 250 -0.50 -1.00 3.00 2.00 3.000 -4.00 -3.000 -6.00 -3.000 -7.000 -5.00 -8.000 -8.000 -6.000 -4.00 -7.00. -6.000 -7.000 -8.00
18 19 20 21 22 23
S 15 15 13 13 13 13 18 18 13 13 10 10 7 9 9 10 5 5 5 5 5 5 5 5
F 17.00 17.00 1400 14.00( 15.00 15.00. 17.00 17.00f 17.00  17.00 15.000 15.00| 15.00 15.00. 14.00. 14.00 10.34 1034 1034 10.34| 1134 11.34 9.34 9.34
D -2.000 -2.00 -1.000 -1.00 -2.00 -2.00 1.00 1.00f -4000 -4000 -500 -500 -800 -6.00 -500 -4.00 -5.34.  -534. -534 -534 -6.34. -6.34. 434  -434
Mean Absolute Deviation: 4.07 Standard Deviation: 3.46 Number of schedulable time periods: 96
Print Date: Monday, August 14, 2017 8:42:03AM Genesys Page 13 of 198



Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/16/2015

Scheduling Unit: Customer Service / Help Desk

Published: No
11/21/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 6 6 6 6 1 1 1 1 1 1 0o 1 1 1 1 1 1 1 1 1 1 1 o 0
F 10.34 10.34 12.34 12.34 7.35 7.35. 7.35. 7.35 7.35. 7.35. 7.37. 7.37 7.37. 7.37. 7.41. 7.41 7.41. 7.41 7.34 7.34 7.48 7.48  15.00. 15.00
D -4.34 434 634 -6.34 -6.35 -6.35 -6.35 -6.35 -6.35 -6.35 -7.37 -6.37| -6.37. -6.37. -6.41 = -6.41 -6.41. -6.41  -6.34 -6.34 -6.48.  -6.48 -15.000 -15.00
6 7 8 9 10 11
4 4 7T 7 8 8 + 8 ' 8 M0 10 8 - 1" 8 -~ 9 8 9 8 8 4 4 5 5 8 ' 8
E 5.67 5.67 8.67 8.67 8.67 8.67 9.69 969 13.700 13.700 12700 1270, 11.700 11700 11700 1170, 11700 11700 13.70 13.70| 11.70 11.700 10.70  10.70]
D -1.67.  -1.67. -1.67. -1.67 -0.67. -0.67. -1.69  -1.69 -3.70. -3.70. -470. -1.70, -3.70. -2.70. -3.70. -2.70 -3.700  -3.70. -9.700 -9.70 -6.70.  -6.70. -2.70.  -2.70
12 13 14 15 16 17
S 9 9 10 10 22 22 25 24 26 26 27 25 19 18 26 | 27 25 25 . 23 . 23 11 11 6 . 6
F 12,700 12,700 12700 12.70| 25.70 25.70 27.70 27.70| 30.70 30.70. 26.70 26.70, 23.70 23.70. 29.70. 29.70, 30.70. 30.70. 30.77. 30.77{ 20.61. 20.61. 15,51  15.51
-3.700 -3.70 -2700 -2.70 -3.70  -3.70 -2.70  -3.70 -470 -4.70 0.30 -1.70, -4.70 -5.700 -3.70. -2.70 -5.70.  -5.70. -7.77. -1.77 CII6 O I6 EG IS 51
18 19 20 21 22 23
S 7 7 11 1 16 16 16 14 14 13 12 17 16 17 17 17 17 17 17 17 16 14 0 0
E 9.89 9.89 10.89 10.89 17.00 17.00 1548 1548/ 1530 15.30 1436 14.36| 16.00 16.000 17.00. 17.00 15.00 15.00. 15.00 15.00{ 15.00 15.00. 17.00  17.00
D -2.89  -2.89 0.11: 0.11 -1.00  -1.00. 0.52 -1.48 -1.300 230 -2.36 2.64 0.00 1.00: 0.00: 0.00 2.00 2.00. 2.00. 2.00 1.000 -1.00. -17.00. -17.00
Mean Absolute Deviation: 4.52 Standard Deviation: 3.85 Number of schedulable time periods: 96
Print Date: Monday, August 14, 2017 8:42:03AM Genesys Page 14 of 198



Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/16/2015

Scheduling Unit: Customer Service / Help Desk

Published: No
11/22/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 1 1 1 1 1 1 0 1 1 1 1 1 1 1 1 1 o 0 0 0 1 1 1 1
F 7.28 7.28 7.30 7.30 7.30 7.30: 7.30: 7.30 7.30! 7.30: 7.30. 7.30 7.30. 7.30 7.30: 7.30 7.30. 7.30: 7.60. 7.60, 16.00 16.000 16.00. 16.00
D -6.28  -6.28 -6.30 -6.30 -6.30 -6.30. -7.30. -6.30 -6.30. -6.30. -6.30, -6.30, -6.300 -6.300 -6.30. -6.30 -7.30. -7.30. -7.60 -7.60| -15.00. -15.00. -15.00. -15.00
6 7 8 9 10 11
3 3 - 4 4 8 8 + 8 ' 8 M 171 9 - 1" 8 10 5 9 8 8 8 8 5 5 + 4 - 4
E 8.60 8.60: 8.60 8.60 8.64 864 11700 1170, 11.700 11700 127700 12.70, 13.70. 13.700 11.70. 11.70 9.70 9.700 11.70 11.70| 12.70 12.700 12.70  12.70
D -5.60. -5.60. -4.60 -4.60 -0.64  -0.64. -3.70. -3.70 -1.70. -0.70. -3.70. -1.700 -5.70. -3.70. -6.70. -2.70 -1.70.  -1.70. -3.700 -3.70 -7.70.  -7.70. -8.70.  -8.70
12 13 14 15 16 17
S 9 9 10 10 20 22 24 23 26 27 24 25 23 19 25 | 26 25 26 | 24 . 24 9 9 9 . 9
F 12,700 12,700 12700 12.70| 25.70 25.70 27.70 27.70| 29.700 29.70. 2570 2570, 26.70 26.70. 29.70. 29.70, 30.70. 30.70. 29.70. 29.70f 18.69. 18.69. 16.71 16.71
-3.700 -3.70 -2700 -2.70 -5.700  -3.70 -3.70  -4.70 -3.700 -2.70. -1.700 -0.70 -3.70 -7.70. -4.70. -3.70 -5.70.  -470. -570. -5.70 -9.69. -969 -7.71  -7.71
18 19 20 21 22 23
S 12 12 10 10 14 14 15 15 15 14 12 17 14 17 17 17 17 17 17 17 17 15 0 0
F 12.84 12.84 1428 14.28| 16.75 16.76 1593 1593 15.08 15.08 15.47. 1547/ 16.00 16.00. 16.00. 16.00 15.00 15.00. 16.00 16.00| 15.00 15.00. 17.00  17.00
D -0.84. -0.84 -428 -428 275 -275. -0.93° -0.93 -0.08° -1.08  -3.47 1.53]  -2.00 1.00: 1.00: 1.00 2.00 2.00. 1.00 1.00 2.00 0.000 -17.00. -17.00
Mean Absolute Deviation: 4.97 Standard Deviation: 4.01 Number of schedulable time periods: 96
Print Date: Monday, August 14, 2017 8:42:03AM Genesys Page 15 of 198



Headcount Summary: Scheduled vs Forecasted
<All> o
3 GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 8/31/2015

Scheduling Unit: Customer Service / Help Desk

Published on date/time:

8/31/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S o 0 0 0 0 0 o 0 0 0 0 0 0 0o 0o © 0 0 0 0 0 1 1 1 1
E 19.000 19.000 18.000 18.00f 19.00 19.00. 19.00. 19.00, 16.00. 16.00. 18.000 18.00 19.000 19.00 18.00. 18.00/ 19.000 19.00. 19.000 19.00, 19.000 19.00 21.00. 21.00
D| -19.000 -19.000 -18.000 -18.00, -19.00 -19.00. -19.00. -19.00, -16.00. -16.00. -18.00. -18.00| -19.00. -19.00. -18.00. -18.00f -19.00. -19.00. -19.000 -19.00, -18.00. -18.00. -20.00. -20.00
6 7 8 9 10 1
T 1 11 T 1 1 3 36 - 41 42 43 37 ~ 3 = 37 = 39 36 34 39 43 45 46 40 - 38
E 18.000 18.000 19.00 19.00f 18.00 18.000 18.000 18.00| 24.000 24.000 22.000 22.00f 21.000 21.000 24.000 24.00f 22.000 22.000 25.00 25.00f 25.00 25.000 22.000 22.00]
p| -17.000 -17.00. -18.00 -18.00f -17.00. -17.00. -17.00. -15.00, 12.00 17.000 20.00. 21.00f 16.00. 15.00. 13.00. 15.00f 14.00 12.00. 14.000 18.00 20.00. 21.00. 18.00. 16.00|
12 13 14 15 16 17
S 38 38 43 44 36 . 36 . 37 . 36 56 . 56 . 52 57 52 . 52 . 57 | 56 52 57 53 56 24 . 23 22 @ 22
E 22.000 22.00 2500 25.00, 25.00 25.00 23.00 23.00, 24.000 24.000 23.000 23.00, 22.00 22.000 24.000 24.00f 24.000 2400 2500 2500, 24.00. 24.00. 23.000 23.00
D 16.00 16.00 18.00 19.00f 11.00 11.00 14.00 13.00/ 32.000 32.00. 29.000 34.00f 30.00 30.000 33.000 32.00, 28.000 33.000 28.00 31.00 0.000 -1.000 -1.000 -1.00|
18 19 20 21 22 23
S 20 0 20 @ 20 20 2 . 22 25 | 25 25 25 23 24 19 18 | 16 . 20 20 20 0 20 . 20 20 20 . 20 20
F 22.003 22.00} 20.00} 20.00 23.00} 23.003 24.003 24.00 23.003 23.003 23.00} 23.00 19.00} 19.00} 21 .00} 21.00 19.003 19.003 19.003 19.00 19.003 19.003 19.003 19.00
D -2.00. -2.003 0.00} 0.00 -1.003 -1.00. 1.00 1.00 2.00 2.00 0.00} 1.00 0.00} -‘I.OO} -5.00} -1.00 1.00: 1.00. 1.00 1.00 1.00. 1.00. 1.00. 1.00
Mean Absolute Deviation: 14.20 Standard Deviation: 17.11 Number of schedulable time periods: 96
Print Date: Monday, August 14, 2017 8:42:03AM Genesys Page 16 of 198




Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

o
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 8/31/2015
Scheduling Unit: Customer Service / Help Desk
Published on date/time: 09/17/2015 09:40:31
9/1/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
s| 15 + 15 ~ 15 = 15 14 - 14 14 - 14 11 @ 12 12 13 3 ¢+ 13 13 13 11 @ 14 14 - 14 5 15 21 21
E 20.000 20.00 20.00 20.00, 19.00 19.00. 18.00 18.00, 18.00. 18.00. 19.00. 19.00, 19.00. 19.000 18.00. 18.00f 19.00. 19.00. 19.000 19.00, 19.00. 19.000 21.00. 21.00|
D -5.000 -5.000 -5.00 -5.000 -5.00 -5.000 -4.000 -4.00/ -7.000 -6.000 -7.000 -6.00, -6.000 -6.000 -5.00. -5.00, -8.000 -5.00. -5.00 -5.00f -4.000 -4.00 0.00! 0.00
6 7 8 9 10 11

10 . 10 . 8 11 10 10 9 10 36 43 37 37 42 . 42 & 33 = 34 39 . 39 32 42 41 41 . 40 = 41
F| 1900 19.00 19.00 19.00] 1800 1800 18.00 18.00] 23.00 23.00 21.00 21.00] 2500 2500 23.50 2350 23.00 23.00 19.00 19.00] 23.00 23.00 23.00 23.00)
-9.000 -9.00 -11.00 -800| -8000 -800 -9000 -800] 13.00 2000 1600 16.00f 17.00 17.00 950 1050 16.00 16.00 13.00 23.00] 18.00 18.00 17.00 18.00)

12 13 14 15 16 17

F 25.00 25.00 24.003 24.00 24.003 2400 23.00 23.00, 24.000 24.000 23.000 23.00f 24.00 24.00 23.00 23.00] 23.00 23.00 26.00  26.00 23.00  23.00 23.000 23.00
D 17.000 17.000 15.000 13.00 8.00 10.00 17.00 17.00, 35.000 35.00 35.00 39.00, 30.00 38.000 13.000 30.00f 28.000 26.000 29.00 31.00 0.00: 0.00: 1.00, 1.00

18 19 20 21 22 23

S 2 . 22 . 20 . 20 23 . 23 26 . 25 26 24 24 | 24 9 &~ 18 © 16 . 20 20 . 20 © 20 @ 20 20 20 © 20 . 20
P 22.00 22.000 22.00 22.00| 23.00 23.000 24.00 24.00, 23.00 23.00 24.000 24.000 20.00 20.000 21.00 21.00 19.00. 19.000 19.00  19.00/ 20.00. 20.00. 19.00 19.00
D 0.00: 0.00 -200 -2.00 0.00 0.00 2.00 1.00 3.00 1.00 0.00' 0.00f -1.000 -2.000 -5.00 -1.00 1.00 1.00. 1.00 1.00 0.00: 0.00: 1.00 1.00

Mean Absolute Deviation: 9.96 Standard Deviation: 12.92 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

o
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 8/31/2015
Scheduling Unit: Customer Service / Help Desk
Published on date/time: 09/17/2015 09:40:31
9/2/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
s| 15 + 15 ~ 15 = 15 3 13 13 13 3 ¢+ 13 12 12 2 12 13 = 13 13 ¢+ 14 14 - 14 6 16 @ 21 21
E 20.000 20.00 20.00 20.00, 19.00 19.00. 19.00 19.00, 20.00 20.00. 17.00. 17.00, 19.00. 19.000 19.00. 19.00f 19.00. 19.00. 20.000 20.00, 20.00. 20.000 21.00. 21.00
D -5.000 -5.000 -5.00 -5.000 -6.00 -6.000 -6.000 -6.00f -7.000 -7.000 -5.000 -5.00, -7.000 -7.000 -6.000 -6.00, -6.000 -5.00. -6.00 -6.00f -4.000 -4.00 0.00! 0.00
6 7 8 9 10 11

10 10 . 11 10 1 9 10 1 17 . 24 23 . 24 24 24 . 21 27 34 . 29 31 . 37 42 44 . 43 43
F| 1900 19.00 19.00 19.00] 1800 1800 17.00 17.00] 23.00 23.00 23.00 2300 23.00 2300 2650 26.50] 2400 24.00 24.00 24.00] 23.00 23.00 24.00 24.00)
9000 -9.000 -800 -900| -7.000 -900 -7.000 -6.00] -600 100 000 1.000 100 100 050 050 10.000 500 7.00 13.00] 19.00 21.00 19.00 19.00)

12 13 14 15 16 17

F 23.00 23.00 26.003 26.00 26.003 26.00 25.00 25.00, 26.000 26.000 23.000 23.00f 22.00 22.00 25.00 25.00] 25.00 25.00 23.00  23.00 2400 24.00 23.000 23.00
D 13.000 14.000 16.000 15.00 5.00 6.00 7.00 7.00, 33.000 33.000 32.00 35.000 24.00 30.000 26.000 27.00, 36.000 28.00. 32.000 35.00 -1.00: 0.000 -1.000 -1.00

18 19 20 21 22 23

S 20 0 20 . 20 . 20 2 | 2 25 | 25 2 26 . 21 @ 2 8 © 19 . 16 . 20 20 . 20 © 20 @ 20 20 20 © 20 . 20
P 23.00 23.000 22.00 22.00| 22.00 22.000 2200 22.00, 24.00 24.00 23.000 23.000 22.00 22.000 22.00 22.00 19.00. 19.000 19.00 19.00/ 19.00. 19.00. 19.00  19.00
D -3.000 -3.00 -2.000 -2.00 0.00 0.00 3.00 3.00 1.00 200 -2.000 -200, -400 -300 -6.00 -2.00 1.00 1.00. 1.00 1.00 1.00: 1.00: 1.00 1.00

Mean Absolute Deviation: 8.50 Standard Deviation: 12.32 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 8/31/2015
Scheduling Unit: Customer Service / Help Desk
Published on date/time: 09/17/2015 09:40:31
9/3/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 14 14 - 14 = 14 14 14 = 14 - 14 3 13 11 1" 3 ¢+ 13 14 = 1" 13 14 13 + 13 14 14 21 21
F 19.000 19.000 19.000 19.00 19.00 19.00. 20.00. 20.00f 19.00. 19.000 19.000 19.00, 19.000 19.000 17.00 17.00, 19.00. 19.00. 19.000 19.00: 19.000 19.000 21.00. 21.00|
D -5.00 -5.00 -5.00 -5.00 -5.00 -5.00! -6.000  -6.00 -6.00.  -6.00: -8.00: -8.00 -6.000  -6.00 -3.00! -6.00 -6.00  -5.00 -6.000  -6.00 -5.00 -5.00; 0.00: 0.00|

12 . 12 . 12 10 1 12 . 12 1 37 44 . 44 44 42 43 . 31 38 39 . 35 = 38 = 43 38 38 42 42
F| 1900 19.00 1800 18.00| 19.00 19.00 19.00 19.00] 24.00 2400 26.00 26.00] 24.00 2400 2500 2500 21.00 21.00 21.50 21.50] 22.00 22.00 22.00 22.00)
7000 -7.000 -600 -800| -8000 -7.00 -7.000 -8.00] 13.00 2000 1800 18.00f 1800 19.00 6.00 13.00/ 1800 1400 1650 21.50, 16.00 16.00 20.00  20.00)

12 13 14 15 16 17

F 23.00 23.00 24.003 24.00 24.003 2400 24.00 24.00/ 23.000 23.000 23.000 23.00f 23.00 23.00 23.00 23.00] 23.00 23.00 23.00  23.00 1500 15.00 18.000  18.00]
D 18.000 20.000 12.000 16.00 6.00 6.00 11.00 12.00, 19.000 19.00. 17.00 17.00, 19.00 18.00 9.000 16.00, 13.00 15.00. 15.000 16.00 -5.000 -7.000 -7.000 -7.00

18 19 20 21 22 23

s| 10 0 10 9 9 0 0 10 111 " 11 10 9 1 2 2 2 2 2 2 2 2 2 2 2
F| 1600 1600 1500 1500 1800 1800 1800 1800 1600 1600 1401 1401 701 701 1400 1400 801 801 801 801 801 801 800 800
D| 600 600 600 -600] -800 -800 -7.00 -7.00 -500 -500 -401 501 601 501 -1200 -1200] -6.01 601 601 -601 -601 601 600 -6.00

Mean Absolute Deviation: 9.64 Standard Deviation: 10.87 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 8/31/2015
Scheduling Unit: Customer Service / Help Desk
Published on date/time: 09/17/2015 09:40:31
9/4/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 14 14 13 = 12 3 + 13 13 13 12 122 @ 11 @ 1" M1 13 11 1" 12+ 13 13 = 13 12 12 12 12
F 17.000 17.000 18.00 18.00 19.00 19.00. 19.00. 19.00, 18.00. 18.000 18.000 18.00, 18.000 18.00. 18.00; 18.00, 19.00. 19.00. 19.000 19.00: 18.000 18.000 19.00. 19.00|
D -3.00 -3.00 -5.00 -6.00 -6.00 -6.00! -6.000  -6.00 -6.00.  -6.00: -7.00: -7.00 -7.000  -5.00 -7.00 -7.00 -7.000  -6.00 -6.000  -6.00 -6.00 -6.00; -7.00.  -7.00

F 7.00: 7.00: 7.00 7.00 7.00 7.000 12000 12.00, 22.000 22.000 22.000 22.00, 23.000 23.000 24.000 24.00, 22.000 22.000 22.00 22.00f 25.000 25.000 25.000 25.00|
-5.000 -5.000 -5.000 -5.00 -5.00 -5.00. -10.00 -10.00, 11.00. 11.000 13.000 14.000 11.000 12.00. 15.00. 11.00, 20.000 21.00 11.000 27.00] 14.00. 14.000 11.00. 11.00]

12 13 14 15 16 17

F 20.50 20.50 24.003 24.00 25.003 25.000 25.00 25.00, 23.000 23.000 26.000 26.00f 24.00 24.00 23.00 23.00] 21.00 21.00 23.00  23.00 1500 15.00 16.000  16.00]
D 16.500 17.500 14.000 14.00 8.00 7.00 7.00 7.00, 16.000 16.00: 6.00 8.00 7.00 7.00; 8.000 20.00, 16.00. 15.00. 19.00 18.00 -6.000 -6.000 -8.000 -6.00

18 19 20 21 22 23

S 10 . 10 . 10 . 10 0 10 © 11 1" 0 11 9 9 1T 2 2 2 2 2 2 2 2 2 2 @ 2
P 17.00 17.00 17.00 17.00( 17.00 17.00. 16.00 16.00/ 13.00  13.00 14000 14.00f 1200 12.00 7.01 7.01 8.01 8.01. 8.00 8.00 8.02 8.02. 8.03 8.03
D -7.000 -7.00 -7.000 -7.00 -7.00 -7.000 -5.00 -5.00 -3.000 -2000 -5.00 -5.00, -11.00 -10.000 -5.01° -5.01 -6.01.  -6.01. -6.000 -6.00 -6.02. -6.02. -6.03 -6.03

Mean Absolute Deviation: 8.75 Standard Deviation: 9.86 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> o
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22

Schedule 8/31/2015

Scheduling Unit: Customer Service / Help Desk

Published on date/time: 09/17/2015 09:40:31

9/5/2015

S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 14 14 - 14 = 14 3 + 13 13 13 "7 11 13 12 71 12 11 1" 12+ 13 13 = 13 12 12 12 12
F 17.000 17.00 19.000 19.00, 20.00 20.00. 18.00. 18.00/ 19.00. 19.00. 19.000 19.00, 19.000 19.00 18.00. 18.00/ 19.00. 19.00. 18.00 18.00 14.000 14.000 14.000 14.00|

D -3.000 -3.000 -5.000 -5.00 -7.00 -7.000 -5.00. -5.00 -8.000 -8.000 -6.000 -7.00, -8.000 -7.000 -7.00. -7.00 -7.000 -6.000 -5.000 -5.00 -2.000 -2.000 -2.00. -2.00

F 15.00.  15.00: 8.00 8.00 9.00 9.000 15.00 15.00, 16.00 16.000 15.000 15.00, 15.000 15.00. 15.00. 15.00/ 20.000 20.00 22.00 22.00| 15.000 15.000 15.00. 15.00]
p| -13.000 -13.00. -6.00 -6.00 -7.000 -7.00. -14.00 -13.00, -14.00. -15.00. -13.00. -13.00, -14.00. -14.00. -14.00. -14.00| -20.00. -20.00. -22.00. -22.00| -14.00. -14.00. -14.00. -14.00;

12 13 14 15 16 17

F 14.00 14.00 16.003 16.00 16.003 16.000  20.00 20.00{ 22.00. 22.00. 21.000 21.00, 19.00 19.00: 21.00 21.00] 21.00 21.00 22.00  22.00 16.00  16.00 12.000  12.00]
p| -13.000 -13.000 -15.00 -15.00 -1.00 -2.00 -4.00 -4.00 -3.000 -3.000 -5.000 -5.00{ -400 -3.000 -4.00. -2.00 -3.000 -3.000 -4.000 -3.00 -3.000 -3.000 -8.000 -8.00

18 19 20 21 22 23

S 9 9 | 14 . 14 14 . 14 © 16 . 15 16 . 14 . 15 = 18 16 . 17 . 17 . 18 1 . 18 . 18 18 7 . 17 16 . 16
P 15.00 15.00 14.00 14.00( 21.00 21.000 19.00 19.00; 20.00. 20.00 21.000 21.00, 18.00 18.00. 23.00. 23.00 18.00. 18.00. 19.00 19.00/ 18.00. 18.00. 19.00  19.00
D -6.00  -6.00 0.00 0.00 -7.00  -7.000 -3.000 -4.00 -4.000 -6.00 -6.000 -3.00 -200 -1.000 -6.000 -5.00 0.00 0.000 -1.000 -1.00 -1.000 -1.000 -3.000 -3.00

Mean Absolute Deviation: 6.94 Standard Deviation: 5.25 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> o
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22

Schedule 8/31/2015

Scheduling Unit: Customer Service / Help Desk

Published on date/time: 09/17/2015 09:40:31

9/6/2015

S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 3 13 13 = 13 3 + 13 13 13 71 11 - 13 13 "7 11 11 N 12+ 13 13 = 13 12 12 12 12
F 20.000 20.000 19.00  19.00 19.00 19.00. 19.00. 19.00, 18.00. 18.000 19.000 19.00, 18.000 18.000 19.00 19.00, 17.00. 17.00. 19.000 19.00: 15.000 15.000 15.00 15.00|

D -7.000 -7.000 -6.000 -6.00 -6.00 -6.000 -6.000 -6.00 -7.000 -7.000 -6.000 -6.00f -7.000 -7.000 -8.00. -8.00 -5.000 -4.000 -6.000 -6.00 -3.000 -3.000 -3.000 -3.00

F 17.000 17.000 15.000 15.00, 14.00 14.00 8.00: 8.00/ 17.000 17.000 16.000 16.00| 18.000 18.000 16.00. 16.00f 20.000 20.000 22.00 22.00, 16.000 16.000 16.00  16.00
p| -15.000 -15.00. -13.000 -13.00f -12.000 -12.00. -6.000 -6.00f -16.00. -15.00. -15.00. -14.00, -17.00. -17.00. -15.00: -15.00f -20.00. -20.00: -22.00. -22.00| -15.00. -15.00. -15.00. -15.00)

12 13 14 15 16 17

F 14.00 14.00 15.003 15.00 17.003 17.000 22.00 22.00f 21.000 21.00. 22.000 22.00, 20.00 20.00: 20.00 20.00| 21.00 21.00 22.00  22.00 20.00  20.00. 14.000  14.00]
p| -13.000 -13.000 -14.00 -14.00 -4.00  -3.00 -3.00 -3.00 -2.000 -2.000 -5.000 -6.00f -5.00 -4.000 -3.000 -4.00 -3.000 -2.000 -3.000 -3.00 -6.00. -6.00. -10.00, -10.00

18 19 20 21 22 23

S 8 8 | 14 = 14 14 . 14 15 17 14 © 15 . 16 = 18 3~ 18 . 18 . 18 1 . 18 . 18 18 8 . 18 © 16 . 16
P 14.00 1400 17.00 17.00( 17.00 17.00.  20.00 20.00f 20.00  20.00 21.000 21.00, 17.00 17.00. 21.00. 21.00 18.00. 18.00 18.00 18.00/ 19.00. 19.00. 18.00  18.00
D -6.000 -6.00 -3.00 -3.00 -3.000 -3.000 -5.00 -3.00 -6.000 -5.00 -5.00 -3.00 -4.00 1.000 -3.000 -3.00 0.00 0.00: 0.00 0.00 -1.000 -1.00. -2.000 -2.00

Mean Absolute Deviation: 7.38 Standard Deviation: 5.50 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/14/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
09/17/2015 09:40:31

9/14/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 1 ' 1 ' 1 ' 1 1 ' 1 ' 1 ' 1 2 2 2 2 2 2 2 2 2 2 2 2 11 1M1 11 1
E 19.000 19.000 18.000 18.00f 18.00 18.00. 18.00. 18.00 7.03. 7.03. 7.03. 7.03 7.07. 7.07 14.000 14.00 7.05. 7.05. 7.09 7.09| 21.000 21.000 21.000 21.00
p| -18.000 -18.000 -17.000 -17.00, -17.00 -17.00. -17.00. -17.00 -5.03. -5.03 -5.03 -5.03] -5.07 -5.07 -12.00. -12.00 -5.05. -5.05. -5.09 -5.09] -10.00. -10.00. -10.00. -10.00
6 7 8 9 10 1
5 15 15 15 24 26 25 = 28 45 46 48 51 45 45 37 39 39 40 36 42 43 43 42 - 42
E 23.000 23.00 23.00 23.00f, 26.00 26.000 28.00 28.00] 27.000 27.000 32.000 32.000 32.000 32.000 32.000 32.00, 31.00 31.000 3450 34.50( 36.000 36.000 37.000 37.00]
D -8.000 -8.00. -8.00 -8.00 -2.00. 0.00.  -3.00! 0.00, 18.000 19.00. 16.00. 19.00, 13.00. 13.00: 5.00 7.00 8.00 9.00 1.50 7.50 7.00. 7.00 5.00 5.00
12 13 14 15 16 17
S 47 47 47 49 48 46 45 = 48 62 . 64 @ 65 @ 65 53 . 52 . 49 46 41 . 48 55 58 29 29 26 @ 26
E 37.000 3700 37.00 37.00/ 36.00 36.00 38.00 3800/ 37.00. 37.000 34.00 34.00 36.00 36.00 34.003 34.00 32.00: 32.003 35.000 35.00 27.003 27.003 27.00.  27.00
D 10.000 10.000 10.000 12.00f 12.00 10.00 7.00 10.00f 25.00 27.000 31.00 31.000 17.00 16.000 15.00. 12.00 9.000 16.00. 20.00. 23.00 2.00. 2.000 -1.000 -1.00|
18 19 20 21 22 23
S 23 23 20 23 21 0 21 . 25 25 26 27 25 25 24 24 21 | 26 20 20 0 20 @ 20 20 20 . 20 20
F 23.003 23.00} 22.00} 22.00 24.00} 24.003 23.003 23.00 21.003 21.003 21.00} 21.00 20.00} 20.00} 20.00} 20.00 17.003 17.003 17.003 17.00 17.003 17.003 17.003 17.00
D| 000 000 -200 100/ -300 -300 200 200f 500 600 400 400 400 400 100 600/ 300 3000 300 300 300 3.00 300 3.00
Mean Absolute Deviation: 8.85 Standard Deviation: 10.98 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

o
Users: <All> O
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/14/2015
Scheduling Unit: Customer Service / Help Desk
Published on date/time: 09/15/2015 10:24:55
9/15/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
s| 4 4 = 4 @ 4 3 3 . 3 3 2 2 3 = 3 3 3 2 3 2 2 2 2 | 12 12 @ 12 @ 12

816 816 916 916 817 817 _ 817  817| 815 815 818 818 1013 1013  9.16 916 916 916 933  933] 19.00 19.00 2200 22.00
D| 416 -416 516 -516] -517 -517. 517 517] 615 615 518 -518] 713 -7.13 716, -616| -7.16 716 -7.33 -7.33| -7.00 -7.00. -10.00, -10.00

n

1 11 12 12 22 . 21 . 23 = 25 43 45 & 50 = 50 43 . 43 39 = 39 39 . 38 = 39 = 44 46 45 . 44 45
F| 2000 2000 2100 21.00] 2500 2500 29.00 29.00] 29.00 29.00 3200 3200 3500 3500 3500 3500 37.00 37.00 37.00 37.00] 40.00 40.00 39.00 39.00)
D| -900 -900 -9.00 -9.00/ -300 -400 -6.00 -400/ 14.000 1600 1800 1800, 800 800, 400 400 200 1.00 200 7.00| 6.00 500 500 6.0

12 13 14 15 16 17

F 40.00 40.00 39.003 39.00 38.003 38.000 40.00 40.00/ 40.000 40.000 37.000 37.00f 37.00 37.00 35.00 35.00] 34.00 34.00 35.00_ 3500 28.00  28.00 26.000 26.00
5.00 5.00 4.00 4.00 4.00 4.00 3.00 4.00f 17.000 17.00. 15.00 20.00, 12.00 9.000 10.00 5.00 6.000 12.000 16.000 19.00 0.00: 0.00: -2.000 -1.00

18 19 20 21 22 23

S 23 . 22 . 22 . 24 21 . 21 283 23 26 . 25 | 24 | 24 24 24 © 19 . 26 20 . 20 © 20 @ 20 20 20 © 20 . 20
P 27.00 27.00 26.00 26.00| 25.00 25.000 2500 25.00; 24.00. 24.00 24.000 24.000 20.00 20.000 21.00 21.00 2200 22.00. 20.00 20.00| 20.00. 20.00. 19.00. 19.00
D -4.00.  -5.00 -4.00 -2.00 -4.00  -4.00 -2.000 -2.00 2.00 1.00 0.00' 0.00; 4.00 400  -2.00 5.00 -2.000  -2.00: 0.00 0.00 0.00: 0.00: 1.00 1.00

Mean Absolute Deviation: 5.98 Standard Deviation: 7.53 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/14/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
09/15/2015 10:24:55

9/16/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 4 4 4 4 2 2 2 2 3 3 3 3 2 3 3 3 2 2 2 2 12 12 12 . 12
F 9.16. 9.16. 9.16 9.16 8.17 8.17. 8.17. 8.17 8.16 8.16 8.17. 8.17 8.14. 8.14. 9.15, 9.15 10.18 10.18 10.33 10.33/ 21.00. 21.00. 22.00. 22.00
D -5.16, -5.16. -5.16  -5.16 -6.17  -6.17.  -6.17.  -6.17 -5.16. -5.16. -5.17. -517| -6.14 -514  -6.15  -6.15 -8.18.  -8.18  -8.33  -8.33 -9.000 -9.00. -10.00. -10.00
6 7 8 9 10 11
2 - 12 12 @ 12 2 21 - 23 25 50 + 51 + 42 - 45 42 45 - 36 - 38 40 + 38 -+ 43 - 47 42 43 43 - 43
E 20.000 20.000 20.00 20.00f 23.00 23.000 30.000 30.00/ 29.000 29.000 31.000 31.00[ 3500 3500 34.000 34.00f 38.000 38.00 37.00 37.00] 39.000 39.000 38.00 38.00
D -8.000 -8.000 -8.00 -8.00 -1.000 -2.000 -7.000 -5.00, 21.00. 22.000 11.00. 14.00 7.000 10.00: 2.00. 4.00 2.00 0.00: 6.000 10.00 3.00! 4.00. 5.00. 5.00]
12 13 14 15 16 17
S 47 46 46 46 43 44 46 46 59 59 57 56 46 51 . 46 | 48 48 48 | 44 | 50 29 . 29 . 26 . 25
F 40.000 40.000 41.00 41.00f 38.00 38.00 40.00 40.00{ 35.00. 35.000 39.000 39.00f 37.00 37.000 36.000 36.00f 34.000 34.00. 34.000 34.00/ 29.000 29.00. 26.00. 26.00
7.00 6.00 5.00 5.00 5.00 6.00 6.00 6.00f 24.000 24.00 18.00 17.00 9.00 14.000 10.000 12.00, 14.000 14.00. 10.00. 16.00 0.00:! 0.00:! 0.000 -1.00
18 19 20 21 22 23
S 23 23 21 . 23 21 21 . 24 25 25 25 24 25 24 23 20 26 20 20 20 20 20 20 20 20
F 25.00 25.00 26.00 26.00| 26.00 26.000 2500 25.00] 24.00. 24.00 24.000 24.000 21.00 21.000 22.00 22.00/ 21 .00 21.000 20.00 20.00f 20.00 20.000 19.00 19.00
D -2.000 -2.00 -5.00 -3.00 -5.00 -5.000 -1.00 0.00 1.00 1.00 0.00' 1.00 3.00 200  -2.00 4.00 -1.000  -1.00: 0.00. 0.00 0.00: 0.00: 1.00 1.00
Mean Absolute Deviation: 6.29 Standard Deviation: 8.14 Number of schedulable time periods: 96
Print Date: Monday, August 14, 2017 8:42:03AM Genesys Page 25 of 198



Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

o
Users: <All> O
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/14/2015
Scheduling Unit: Customer Service / Help Desk
Published on date/time: 09/15/2015 10:24:55
9/17/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
s| 3 3 3 = 3 3 3 . 3 3 3 3 2 2 3 3 3 3 2 2 2 2 /M1 11 11 "

916 916 917 917 817 817 817  817| 817 817 818 818 915 915 817 _ 817 1017 1017 1035 1035 19.00 19.00 21.00 21.00
Dl 616 -6.16 617 617 517 517 517 517| 517 517 618 -618] 615 -6.15 517 -517| -817 817  -8.35 835 -8.00 -8.00 -10.00, -10.00

n

15 . 15 . 15 15 26 28 . 28 = 29 46 47 44 46 48 47 . 38 40 41 43 42 50 44 45 . 45 46
F| 2100 21.00 2100 21.00] 2400 2400 2600 26.00 3300 3300 30.00 30.00] 3400 3400 3500 3500 33.00 33.00 36.00 36.00] 36.00 36.00 38.00 38.00)
D| -600 -600 -6.00 -6.00] 200 400 200 300/ 1300 1400 1400 16.00, 14.00 13.00. 3.00 500 800 10.00  6.00 14.00| 800 900 7.00 8.0

12 13 14 15 16 17

F 37.00 37.00 38.003 38.00 38.003 38.00 38.00 38.00, 37.000 37.000 38.000 38.00f 35.00 35.00 37.00 37.00| 34.00 34.00 33.00 33.00 2500  25.00 23.000 23.00
D 10.00 8.00 10.00 12.00f 10.00 8.00 8.00 12.00f 16.000 19.00. 11.00 12.00, 13.00 11.00 9.000  10.00 8.00! 8.000 14.00 14.00 -7.00. -6.000 -7.000 -7.00

18 19 20 21 22 23

S 10 . 12 . 13 . 14 14 . 14 © 15 | 15 i . 11 . 10 © 10 9 9 8 9 2 2 2 2 2 2 2 @ 2
P 20.00 20.00 21.00 21.00| 22.00 22.000 2200 2200 19.00 19.00 19.000 19.00| 17.00 17.00. 19.00. 19.00 8.13 8.13. 714 7.14 9.14. 914 10.14 10.14
D| -10.000 -8.00 -8.00 -7.00 -8.00 -8.000 -7.000 -7.00 9.000 -8000 -9.000 -9.00, -800 -800 -11.000 -10.00 -6.13  -6.13.  -514  -514 -714. 714, -8.14  -8.14

Mean Absolute Deviation: 8.28 Standard Deviation: 8.85 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22
Schedule 9/14/2015

Customer Service / Help Desk
09/15/2015 10:24:55

Scheduling Unit:
Published on date/time:

9/18/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 4 5
S 1 1 1 1 1 1 1 1 1 1 1 1 1 1 0o 1 1 1 1 1 0 10 9 9
F 9.14. 9.14. 8.15 8.15 8.21 8.21. 14.00 14.00 8.16 8.16 8.30. 8.30 15.000 15.000 15.00. 15.00f 15.00. 15.00. 20.000 20.00, 16.00. 16.00. 16.00. 16.00|
D -8.14  -8.14  -715  -7.15 -7.21  -7.21. -13.00. -13.00 -7.16. -7.16. -7.300 -7.30| -14.000 -14.00. -15.00. -14.00| -14.00. -14.00. -19.00. -19.00 -6.000 -6.000 -7.000 -7.00
6 7 8 9 10 11
"1 - 11 15 = 15 24 24 - 27 - 28 41 41 51 45 39 44 - 34 39 45 46 - 41 - 46 44 44 45 47
E 17.000 17.000 19.00 19.00, 17.00 17.000 18.000 18.00 22.000 22.000 27.000 27.00 30.50 30.50. 31.000 31.00/ 34.00 34.000 29.00 29.00, 3500 3500 38.00 38.00
-6.000 -6.000 -4.00 -4.00 7.00. 7.00. 9.000 10.00, 19.000 19.00. 24.00. 18.00 8.50 13.50. 3.00: 8.00f 11.000 12.000 12.00 17.00 9.00 9.00! 7.00 9.00
12 13 14 15 16 17
S 49 51 . 47 47 46 46 48 51 53 54 48 49 48 47 45 | 45 42 42 . 45 | 46 17 18 16 . 15
F 39.000 39.000 37.000 37.00f 35.00 35.00 39.00 39.00, 34.000 34.000 34.00 34.00, 37.00 37.00. 33.000 33.00f 3500 35.000 32.000 32.00] 26.00. 26.00. 22.00 22.00
D 10.000 12.000 10.000 10.00{ 11.00 11.00 9.00 12.00, 19.000 20.00 14.00 15.00, 11.00 10.00. 12.00 12.00 7.00! 7.000 13.000 14.00 -9.00. -8.000 -6.000 -7.00
18 19 20 21 22 23
S "M 11 11 14 14 14 . 15 15 10 11 10 10 10 10 9 10 2 2 2 2 2 2 2 2
F 20.00 20.00 17.00 17.00| 19.00 19.00 17.00 17.00/ 15.00  15.00 15.000 15.00f 13.00 13.000 15.00. 15.00 8.16. 8.16. 8.16 8.16 8.16 8.16 8.16 8.16
D 9.000 -9.00 -6.000 -3.00 -5.00 -5.000 -2.000 -2.00 -5.000 -400 -500 -5.00, -3.00 -300 -6.000 -5.00 -6.16. -6.16. -6.16. -6.16 -6.16. -6.16. -6.16.  -6.16
Mean Absolute Deviation: 9.34 Standard Deviation: 10.37 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/14/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
09/15/2015 10:24:55

9/19/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 1 1 0 1 1 1 1 1 1 1 1 1 1 1 1 1 0o 0 0 0
F 8.16. 8.16. 8.17. 8.17 7.16 7.16. 7.30: 7.30 12.00. 12.00: 7.31. 7.31 7.21. 721 1414, 1414 7.30. 7.30. 18.000 18.00, 21.00. 21.00 7.29 7.29
D -6.16.  -6.16. -6.17.  -6.17, -6.16. -6.16. -7.30. -6.30 -11.00. -11.00. -6.31° -6.31 -6.21.  -6.21 -13.14. -13.14 -6.30. -6.30. -17.00 -17.00| -21.00 -21.00 -7.29  -7.29
6 7 8 9 10 11
2 2 7 7 8 8 + 8 ' 8 7 7 - 8 8 2 7T 6 7 6 6 - 4 - 4 2 2 3 3
E 8.21 8.21 9.17 9.17 9.15 9.15 1219 1219 7.13 713 10200 10.200 16.000 16.000 11.39° 11.39| 31.000 31.000 31.00 31.00 23.000 23.000 21.00 21.00]
D -6.21.  -6.21.  -217. -217 -1.15  -1.15.  -419 -4.19 -0.13. -0.13. -2.20. -2.20, -14.000 -9.00. -5.39. -4.39| -25.000 -25.00. -27.000 -27.00f -21.00. -21.00. -18.00. -18.00
12 13 14 15 16 17
S 6 6 7 7 22 20 24 24 22 23 23 24 13 20 23 | 24 24 24 . 20 . 20 17 17 1 1
F 1124 1124 23.00 23.00f 24.00 24.00 28.00 28.00f 30.000 30.000 30.000 30.00f 22.00 22.00. 26.000 26.00 25.000 25.00. 27.00 27.00f 21.000 21.00. 15.00. 15.00
-5.24  -524 -16.00 -16.00 -2.00 -4.00 -4.00 -4.00 -8.000 -7.000 -7.00 -6.00f -9.00 -2.000 -3.00. -2.00 -1.000 -1.00. -7.000 -7.00 -4.00. -4.00. -14.00 -14.00
18 19 20 21 22 23
S 1 1 16 16 17 17 17 16 12 12 12 16 17 17 17 17 17 17 17 17 16 16 13 13
F 17.00 17.00 21.00 21.00( 20.00 20.000 19.00 19.00; 19.00. 19.00 21.000 21.00, 18.00 18.00. 20.00. 20.00 18.00 18.00. 17.000 17.00| 17.00 17.00. 16.00  16.00
D| -16.000 -16.00 -5.00 -5.00 -3.00 -3.000 -2.000 -3.00 -7.000  -7.000 -9.000 -5.00 -1.00 -1.000 -3.000 -3.00 -1.000  -1.00: 0.00. 0.00 -1.00. -1.00. -3.000 -3.00
Mean Absolute Deviation: 7.56 Standard Deviation: 6.62 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/14/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
09/15/2015 10:24:55

9/20/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 1 1 1 1 1 1 1 1 0o 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1
F 7.11 711 711 7.1 7.15 715 13.08. 13.08/ 12.000 12.000 13.15 13.15| 13.15  13.15 7.15. 7.15 7.16. 7.16. 7.19 719 17.100 17.100 10.220 10.22
D -6.11 611  -6.11  -6.11 -6.15  -6.15 -12.08 -12.08 -12.00. -11.00. -12.15 -12.15| -12.15 -12.15 -6.15  -6.15 -6.16. -6.16. -6.19 -6.19] -16.10. -16.10. -9.22  -9.22
6 7 8 9 10 11
4 4 4 4 8 8 8 7 8 8 + 4 - 8 7 7 - 4 7 6 6 3 3 2 2 4 4
E 8.16. 8.16 9.16 9.16 9.11 9.1 8.24 8.24 1124 1124 21.03 21.03 17.00 17.00 9.40 940/ 25.00 25.000 26.00 26.00, 17.000 17.000 12.23 12.23
D -4.16. -4.16. -5.16  -5.16 111 111 -024  -1.24 -3.24.  -3.24. -17.03. -13.03] -10.00. -10.00. -5.40.  -2.40| -19.000 -19.00. -23.000 -23.00f -15.00. -15.00. -8.23. -8.23
12 13 14 15 16 17
S 6 6 6 6 22 23 22 23 24 22 23 23 15 19 23 . 24 22 2 21 0 22 17 17 1 1
F 21.000 21.000 12.07 12.07| 21.00 21.00 26.00 26.00, 31.000 31.00. 29.00 29.00, 23.00 23.00. 28.00 28.00| 26.000 26.000 27.000 27.00/ 22.00. 22.00. 17.00. 17.00
p| -15.000 -15.000 -6.07 -6.07 1.00 2.00 -4.00  -3.00 -7.000 -9.000 -6.00 -6.00f -8.00 -4.000 -5.00 -4.00 -4.000 -4.000 -6.000 -5.00 -5.000 -5.00. -16.00. -16.00
18 19 20 21 22 23
S 1 1 17 17 16 16 16 16 12 12 O I 4 17 17 16 17 17 17 17 17 15 15 12 12
F 11.00 11.00 2200 2200 22.00 22.000 2200 2200 21.00 21.00 21.000 21.00, 18.00 18.000 19.00. 19.00 18.00 18.00. 18.00 18.00| 17.00 17.00. 16.00  16.00
D| -10.000 -10.00 -5.00  -5.00 -6.00 -6.000 -6.000 -6.00 -9.000 -9.000 -10.000 -4.00 -1.00 -1.000 -3.000 -2.00 -1.000 -1.000 -1.000 -1.00 -2.000 -2.000 -4.000 -4.00
Mean Absolute Deviation: 7.38 Standard Deviation: 5.19 Number of schedulable time periods: 96
Print Date: Monday, August 14, 2017 8:42:03AM Genesys Page 29 of 198



Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

o "
3 GENESYS
Users: <All> o)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/26/2015

Scheduling Unit: Customer Service / Help Desk
Published on date/time: 09/15/2015 10:24:55
9/21/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
s/ 0 o0 t*+ *}0o0 06,0 0)0o 0 0 0]0 0 0 0 o o 0 o0 o o0 o o

053 053 053 053 053 053 053 053 153 153 153 153 153 1563 153 153 153 153 153 153 853 853 953 953
D| 053 -053 047 047] -053 -053 053 053] -153 153 153 153 -153 -1563 153 153 -153 153 -153 -153] -853 853 -953 -953

n

F 1053  10.53. 10.53 10.53| 17.03 17.03° 18.03 18.03| 3253 3253 33.53 33,53 33.53 33.53 3253 3253 2953 29.53 3353 33.53] 34.53 34.53 3353 33.53
p| -10.53 -10.53. -10.53 -10.53| -17.03 -17.03. -18.03. -18.03| -32.53. -32.53. -33.53. -33.53] -33.53] -33.53. -32.53 -32.63| -29.53' -29.53 -33.53 -33.53| -34.53] -34.53. -33.53] -33.53

12 13 14 15 16 17

F 32.533 32.53 33.533 33.53 33.53 33,53 33.53 33.53] 3451 3451 3451 3451 3551 35.51 34.513 34.51 32.533 32.533 33.533 33.53 27.033 27.033 23.53 2353
p| -3253 -32.53 -33.53 -33.53| -33.53 -33.53 -33.53 -33.53] -34.51. -34.51 -34.51 -34.51| -35.51 -35.51 -34.51 -34.51| -32.53  -32.53] -33.53, -33.53| -27.03] -27.03] -23.53 -23.53

18 19 20 21 22 23

S 0o 0o o 0 o 0 o . 0 o 0 0o 0 o 0 o 0 o . 0o : 0 ' O 0o o 0o © 0
P 19.53 19.53  19.53  19.53| 22.53 2253 2453 2453 2553 2553 20.53 20.53 1853 18.53. 20.03. 20.03 2153 21.53. 2153 2153 19.54 19.54  10.03  10.03
D| -19.53 -19.53 -19.53 -19.53| -22.53 -22.53° -24.53° -24.53| -2553 -2553. -20.53 -20.53] -18.53° -18.53° -20.03. -20.03| -21.53' -21.53] -21.53 -21.53| -19.54] -19.54. -10.03' -10.03

Mean Absolute Deviation: 20.44 Standard Deviation: 12.52 Number of schedulable time periods: 96

Print Date: Monday, August 14, 2017 8:42:03AM Genesys Page 30 of 198



Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/26/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
09/15/2015 10:24:55

10/26/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 2 2 2 2 3 3 3 3 3 3 3 3 3 3 3 3 11 10 10 + 10
E 16.000 16.000 16.000 16.00f 15.00 15.00. 16.00. 16.00 5.14. 5.14 5.15. 5.15 5.16. 5.16 5.16 5.16 5.15. 5.15 5.17 5.17 9.12 9.12. 9.13 9.13
D| -14.00 14.00. -14.000 -14.00, -13.00 13.00. -14.000 -14.00 -2.14. -2.14. -2.15. -2.15 -2.16 -2.16 -2.16. -2.16 -2.15. -2.15. -2.17 -2.17 1.88 0.88 0.87 0.87]
6 7 8 9 10 1
M 11 11 11 21 22 & 23 25 50 51 . 45 = 47 50 - 52 42 = 49 48 47 48 = 50 48 47 45 = 45
F 11.18 11.18  11.28 11.28 20.00 20.000 22.000 22.00 38.000 38.000 36.000 36.00| 43.00 43.000 42.000 42.00 42.00 42.000 43.00 43.00 44.000 44.000 43.000 43.00f
D -0.18  -0.18 -0.28 -0.28 1.00 2.00: 1.00: 3.00, 12.000 13.00 9.000 11.00 7.00! 9.00: 0.00: 7.00 6.00 5.00! 5.00 7.00 4.00 3.00 2.00 2.00
12 13 14 15 16 17
S 50 51 . 54 55 54 54 50 . 52 67 . 67 . 65 66 64 64 . 65 66 64 63 60 63 34 | 34 | 26 . 26
E 45.000 4500 4800 4800, 49.00 49.00 39.00 39.00] 54.000 54.00 59.00 59.00/ 5800 58.00 59.003 59.00 55.00: 55.003 51.000 51.00 30.003 30.003 24.00. 24.00
D 5.00. 6.00 6.00. 7.00 5.00 5.00 11.00 13.00, 13.000 13.00 6.00 7.00 6.00 6.00: 6.00 7.00 9.00! 8.00! 9.000 12.00 4.00 4.00 2.00 2.00
18 19 20 21 22 23
S 22 22 22 24 21 0 21 24 24 19 20 18 20 18 18 17 21 21 20 210 21 18 18 17 17
F 19.003 19.00} 19.00} 19.00 15.00} 15.003 19.003 19.00 16.003 16.003 16.00} 16.00 17.00} 17.00} 15.00} 15.00 16.003 16.003 15.003 15.00 16.003 16.003 16.003 16.00
D 3.00 3.00 3.00 5.00 6.00 6.00 5.00 5.00 3.00 4.00 2.00 4.00 1.00 1.00: 2.00 6.00 5.00 5.00. 6.00. 6.00 2.00 2.00. 1.00 1.00
Mean Absolute Deviation: 5.30 Standard Deviation: 6.24 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/26/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/27/2015 09:48:21

10/27/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 4 4 4 4 2 2 2 2 2 2 1 1 1 2 2 2 1 1 1 1 0 + 10 : 10 . 10
F 7.28 7.28 7.28 7.28 4.28 4.28 5.28 5.28 5.28 5.28 7.28 7.28 5.28 5.28 4.28 4.28 5.28 5.28 5.29 5.29 9.23 9.23 8.33 8.33
D -3.28  -3.28 -3.28 -3.28 -2.28 -2.28. -3.28  -3.28 -3.28¢ -3.28  -6.28 -6.28 -4.28 -3.28 -2.28 -2.28 -4.28  -428  -429 -4.29 0.77. 0.77. 1.67. 1.67
6 7 8 9 10 11
9 9 -~ 10 + 10 %5 17 20 + 20 46 - 47 4T 47 47 46 - 42 - 43 44 42 - 44 - 44 44 45 45 - 45
E 1129 11.29 1243 1243 2200 22000 2040 2040/ 39.000 39.00 44.000 44.00 43.000 43.000 42500 4250, 43.00 43.000 4400 4400, 41.00 4100 4500 45.00
D -2.29. 229  -243 -243 -7.000 -5.000 -0.40  -0.40 7.00 8.00! 3.00 3.00 4.00. 3.000 -0.50. 0.50 1.000 -1.00: 0.00! 0.00 3.00! 4.00. 0.00: 0.00
12 13 14 15 16 17
S 45 45 47 47 43 43 44 44 60 60 61 ' 60 57 59 57 | 59 55 57 . 51 . 55 34 | 34 . 25 . 25
F 44,000 44.000 4500 45.00f 44.00 4400 4500 45.00f 57.000 57.000 57.000 57.00f 5850 58.50. 58.00. 58.00, 54.000 54.00. 49.000 49.00/ 29.000 29.00. 24.00. 24.00
1.00 1.00 2.00. 2.00 -1.00  -1.00 -1.00  -1.00 3.00 3.00, 4.00 3.00, -1.50 0.50. -1.00; 1.00 1.00. 3.00. 2.00 6.00 5.00! 5.00! 1.00, 1.00
18 19 20 21 22 23
S 20 20 22 24 22 22 . 24 23 18 18 19 18 18 19 18 21 21 20 21 21 18 18 17 17
F 20.00 20.00 19.00 19.00| 17.00 17.00 16.00 16.00f 17.00  17.00 15.000 15.00| 16.00 16.00 15.00. 15.00 16.00 16.00. 15.00 15.00{ 15.00 15.00. 15.00  15.00
D 0.00 0.00 3.00 5.00 5.00 5.00 8.00 7.00 1.00 1.00 4.00 3.00 2.00 3.00: 3.00 6.00 5.00 5.00. 6.00. 6.00 3.00. 3.00: 2.00 2.00
Mean Absolute Deviation: 2.88 Standard Deviation: 3.41 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/26/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/27/2015 09:48:21

10/28/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 4 4 2 2 1 1 1 1 2 1 2 2 2 2 2 2 2 2 1 1 9 9 +~ 10 : 10
F 7.27 7.27. 7.27 7.27 5.27 5.27. 5.27. 5.27 5.27. 5.27. 5.28 5.28 6.27. 6.27. 4.28 4.28 5.28 5.28 5.29 5.29 9.21. 9.21. 9.29 9.29
D -3.27.  -3.27 -527. -5.27 -4.27  -4.27. 427 -4.27 -3.27. 427 -3.28  -3.28 -427. -427  -228 -2.28 -3.28°  -3.28 429 -4.29 -0.21,  -0.21; 0.71. 0.71
6 7 8 9 10 11
10 - 10 -~ 10 = 10 %5 15 19 - 19 45 + 46 45 = 46 45 47 - 37 = M 43 44 - 47 - 45 4 + 40 38 -« 38
E 11.31  11.31 1243  1243| 2200 2200 2216 2216/ 39.000 39.000 39.000 39.00 42.000 42.000 39.000 39.00f 4350 4350 43.00 43.00, 40.50 40.50° 38.00  38.00
-1.31. -1.31.  -243  -243 -7.000 -7.000 -3.16. -3.16 6.00 7.00 6.00 7.00 3.00! 5.000 -2.00: 2.00 -0.50! 0.50 4.00 2.00 0.50  -0.50: 0.00: 0.00)
12 13 14 15 16 17
S 41 . 43 47 47 47 47 48 48 60 60 58 57 60 60 + 59 | 59 55 55 | 53 . 57 33 | 34 . 25 . 25
F 41500 4150 46.00 46.00f 41.00 41.00 45.00 45.00f 56.00. 56.000 57.50 57.50| 60.00 60.00. 57.00. 57.00, 52.000 52.00. 51.000 51.00f 28.000 28.00. 24.00. 24.00
-0.50, 1.50 1.00 1.00 6.00 6.00 3.00 3.00 4.00 4.00 0.50 -0.50 0.00 0.00 2.00 2.00 3.00! 3.00. 2.00 6.00 5.00! 6.00. 1.00, 1.00
18 19 20 21 22 23
S 21 21 . 22 24 20 20 24 24 19 18 18 19 18 19 17 21 21 20 21 21 18 18 17 17
F 19.00 19.00 19.00 19.00( 16.00 16.00 16.00 16.00/ 15.00  15.00 17.000 17.00| 17.00 17.00. 17.00. 17.00 15.00 15.00. 15.00 15.00{ 15.00 15.00. 15.00 15.00
D 2.00 2.00 3.00 5.00 4.00 4.00 8.00 8.00 4.00 3.00 1.00 2.00 1.00 2.00 0.00: 4.00 6.00 6.00. 6.00. 6.00 3.00. 3.00: 2.00 2.00
Mean Absolute Deviation: 3.14 Standard Deviation: 3.65 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/26/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/27/2015 09:48:21

10/29/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 3 3 3 3 1 1 1 1 1 1 1 1 1 1 0o 1 1 1 1 1 9 9 9 9
F 6.27. 6.27. 6.27. 6.27 5.27 5.27. 6.27. 6.27 6.27. 6.27. 5.27. 5.27 5.27. 5.27. 5.28 5.28 5.29. 5.29. 5.29 5.29 9.21. 9.21. 9.26. 9.26
D -3.27. -3.27 -3.27. -3.27, -4.27  -427. 527 527 -5.27. -5.27. -427.  -427| -427. -427  -528  -4.28 -4.29 -429 429 -4.29 -0.21.  -0.21. -0.260 -0.26
6 7 8 9 10 11
" - 11 10 - 1" 2 + 18 = 21 = 22 44 45 43 - 44 46 46 - 37 = M 39 © 40 © 39 - 49 53 + 55 + 50 - 51
E 11.33  11.33° 1242 1242 20.00 20.000 22.09 22.09| 38.000 38.00 38.000 38.00 42.000 42.000 39.50. 39.50, 38.000 38.000 42.00 42.00, 40.000 40.000 4500 45.00
-0.33.  -0.33, -242 142 0.000 -2.000 -1.09 -0.09 6.00 7.00 5.00 6.00 4.00: 4.000 -2.50 1.50 1.00 2.000 -3.00 7.00f 13.000 15.00 5.00. 6.00]
12 13 14 15 16 17
S 45 45 49 49 48 48 50 47 57 58 52 54 52 53 . 50 | 51 45 46 | 50 . 49 2 | 22 . 18 . 18
F 43.000 43.000 4500 45.00f 46.00 46.00 46.00 46.00 53.00. 53.00 48.50 48.50| 47.50 47.50. 50.00. 50.00, 49.19. 49.19. 48.19 48.19| 2219 2219 1819 18.19
2.00 2.00 4.00 4.00 2.00 2.00 4.00 1.00 4.00 5.00 3.50 5.50 4.50 5.50. 0.00: 1.00 419  -3.19 1.81 0.81 -0.19;  -0.19°  -0.19  -0.19
18 19 20 21 22 23
S 14 13 12 13 13 13 16 16 " 11 9 9 8 8 7 8 3 3 3 3 3 3 3 3
F 13.19 13.19 1269 1269 13.19 1319 1619 16.19| 1025 10.25 9.25 9.25 1025 10.25 8.26 8.26 5.26. 5.26 5.26 5.26 5.26 5.26 6.26 6.26
D 081 -0.19  -0.69 0.31 -0.19  -019  -0.19  -0.19 0.75 075 -025 -025 -225 225 -126 -0.26 -2.26. 226, -2.26 -2.26 -2.26. -2.26. -3.26 -3.26
Mean Absolute Deviation: 2.86 Standard Deviation: 3.82 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/26/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/27/2015 09:48:21

10/30/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 3 3 3 3 1 1 1 1 1 1 1 1 0o 1 1 1 1 1 1 1 9 9 9 9
F 7.26 7.26. 8.26 8.26 6.26 6.26 7.27 7.27 7.23 7.23 7.31. 7.31 7.23 7.23 7.32 7.32 3.60. 3.60: 7.44 744/ 13.000 13.000 10.40. 10.40
D -4.26. -426  -526  -5.26 -526 -526. -6.27. -6.27 -6.23. -6.23. -6.31 -6.31 -7.23. -6.23  -6.32] -6.32 -2.60. -2.60 -6.44 -6.44 -4.000 -4.000 -1.40  -1.40
6 7 8 9 10 11
2 - 12 15 + 15 %5 13 ~ 18 - 18 41 41 - 39 - 42 40 - 43 39 - 37 40 + 40 -+ 35 44 48 49 52 - 51
E 9.00: 9.000 10.00 10.00f 11.00 11.000 17.000 17.00| 34.000 34.000 39.00 39.00| 40.000 40.000 3850 38.50| 33.00 33.000 42.00 42.00| 44.000 44.00. 44.000 44.00]
D 3.00! 3.00! 5.00 5.00 4.00 2.00. 1.00. 1.00 7.00: 7.00: 0.00: 3.00 0.00: 3.00. 0.50. -1.50 7.00. 7.00. -7.00 2.00 4.00 5.00! 8.00! 7.00
12 13 14 15 16 17
S 49 49 = 51 52 48 46 52 53 58 60 56 54 56 53 | 54 | 54 48 48 . 48 | 47 23 . 24 18 . 17
F 44.000 44.000 4500 45.00f 45.00 4500 43.00 43.00f 55.00. 55.000 50.00 50.00{ 51.50 51.50. 54.00. 54.00, 51.000 51.00. 47.50 47.50| 23.50 23.50. 20.00. 20.00
5.00 5.00 6.00. 7.00 3.00 1.00 9.00 10.00 3.00 5.00 6.00 4.00 4.50 1.50. 0.00: 0.00 -3.000  -3.00: 0.50. -0.50 -0.50; 0.50. -2.000 -3.00
18 19 20 21 22 23
S 13 14 12 13 13 13 16 16 12 12 10 10 9 9 8 9 3 3 3 3 3 3 3 3
E 14.00 1400 1200 1200 13.34 1334 1534 1534 1234 1234 10.34  10.34 9.34 9.34 10.34 10.34 7.34 7.34 7.34 7.34 7.34 7.34 7.34 7.34
D -1.00 0.00 0.00 1.00 -0.34  -0.34 0.66 066 -034 -034 -034 -034 -034 -034 -234 -134 434  -434  -434 434 -4.34; -434. 434 434
Mean Absolute Deviation: 3.57 Standard Deviation: 4.36 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/26/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/27/2015 09:48:21

10/31/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 4 4 4 4 1 1 1 1 1 1 0o 1 1 1 1 1 o 0 0 0 1 1 1 1
F 7.34 7.34 7.34 7.34 6.34 6.34. 5.35. 5.35 5.34. 5.34. 7.34. 7.34 6.34. 6.34. 5.64. 5.64/ 15.05. 15.05. 16.05 16.05 7.52 7.52. 7.40. 7.40
D -3.34 334 -334 -3.34 -5.34 534, -435 435 -434 434 -734 -6.34] -534 -534 -464  -464| -15.05 -15.05. -16.05 -16.05 -6.52. -6.52 -6.40  -6.40
6 7 8 9 10 11
3 3 7 7 8 8 + 8 ' 8 0 + 10 +~ 10 + M 6 9 8 9 8 8 4 4 4 4 8 8
E 8.40. 8.40: 8.40 8.40 8.40 8.40 8.40 8.40, 10.43 1043 9.43 9.43 8.42 8.42  23.75 2375 26.00 26.00 25.00 25.00, 10.87 10.87 6.87 6.87
D -5.40. -540. -1.40 -1.40 -0.40  -040. -040  -0.40 -0.43.  -0.43 0.57. 157 -2.42 0.58. -15.75. -14.75/ -18.000 -18.00. -21.00. -21.00 -6.87.  -6.87. 1.13 1.13
12 13 14 15 16 17
S 10 10 9 10 17 15 19 20 28 28 25 25 26 24 25 | 26 24 26 | 23 . 24 19 19 8 . 8
F 1187 1187 1187 1187 17.87 17.87. 2187 21.87| 30.87. 30.87 24.87 24.87| 2487 2487 2887 2887 2887 2887 2887 2887 2287 2287 1287 12.87
-1.87  -1.87 -2.87  -1.87 -0.87.  -2.87 -2.87 -1.87 -2.87.  -2.87 0.13 0.13 113 -0.87 -3.87 -2.87 -4.87. -2.87  -5.87  -4.87 -3.87. -3.87. 487  -4.87
18 19 20 21 22 23
S 6 6 13 13 12 12 . 15 15 14 14 16 17 16 16 15 18 18 18 18 18 14 14 14 = 13
E 8.87. 8.87 1387 1387 12.87 12.87.  15.87. 15.87| 1431 1431 1490 1490/ 16.31 1631 1531 1531 15.31. 1631 1631  15.31 14.31 1431 13.81  13.81
D -2.87. -2.87 -0.87 -0.87 -0.87 087 -0.87 -0.87 -0.31.  -0.31. 1.10 210, -031 -031 -0.31 2.69 2.69 2.69. 2.69 2.69 -0.31.  -0.31 0.19  -0.81
Mean Absolute Deviation: 4.24 Standard Deviation: 5.23 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range:

Users:

<All>

<All>

3 GENESYS

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/26/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/27/2015 09:48:21

11/1/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 1 1 1 1 1 1 1 1 0o 1 1 1 1 1 1 1 o . 0o : o0 0 1 1 1 1
F 6.31 6.31. 5.31 5.31 10.63 10.63. 10.62. 10.62 7.31. 7.31. 5.31. 5.31 5.63 563 16.000 16.00, 15.00. 15.00: 5.46 5.46 4.45 4.45 7.45. 7.45
D -5.31  -531  -431 -4.31 -9.63 -9.63 962 -9.62 -7.31.  -6.31. 431 -4.31 -4.63  -463 -15.00. -15.00f -15.00. -15.00. -5.46  -5.46 -3.45  -345 645  -6.45
6 7 8 9 10 11
4 4 - 6 6 8 8 + 8 ' 8 M 171 8 - 1" 7 9 7 - 10 9 9 6 6 5 5 7 7
E 6.45 6.45 5.45 5.45 7.45 7.45 8.45 8.45| 1045 1045 9.45 9.45 8.48 8.48 9.48 9.48 8.95 8.95 24.00 24.00f 27.00 27.00 9.83 9.83
D -2.45 245 0.55 0.55 0.55 055 -045  -0.45 -0.45 0.55.  -1.45 1.55 -1.48 0.52. -2.48 0.52 0.05. 0.05. -18.000 -18.00| -22.00; -22.00. -2.83  -2.83
12 13 14 15 16 17
S 9 9 9 10 17 18 17 20 27 27 25 24 25 26 . 26 | 27 24 24 . 23 . 25 19 19 7 7
F 11.83 11.83 11.83 11.83| 16.83 16.83 20.83 20.83] 30.83 30.83 24.83 24.83] 2483 2483 2883 2883 26.83 26.83 27.83 27.83| 22.83 22.83. 12.83 12.83
-2.83 -2.83 -2.83 -1.83 0.17. 117 -3.83  -0.83 -3.83. -3.83 0.17.  -0.83 0.17 117 -2.83  -1.83 -2.83 -2.83 -483 -2.83 -3.83. -3.83 -5.83 -5.83
18 19 20 21 22 23
S 5 5 13 13 13 13 16 16 14 14 15 16 17 16 16 18 18 18 18 18 18 18 18 18
F 11.89 11.89 1378 1378 13.83 1383 15.83 15.83| 14.89 14.89 1478 1478 16.13 1613 16.27. 16.27 16.00 16.00. 16.00 16.00| 18.00 18.00. 18.00  18.00
D -6.89 -6.89 -0.78 -0.78 -0.83  -0.83 0.17 0.17| -0.89  -0.89 0.22 1.22 087 -013  -0.27. 1.73 2.00 2.00. 2.00. 2.00 0.00: 0.00: 0.00: 0.00
Mean Absolute Deviation: 3.94 Standard Deviation: 5.14 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/27/2015
Scheduling Unit: Customer Service / Help Desk
Published on date/time: 10/27/2015 09:48:21
9/27/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 0 o 0o 0 o 0o o 0 o o o 0 0o 0o o 0 o o o 0 0o o o 0
E 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33

D -3.33 -333 -3.33 -3.33 -3.33 -3.33 -3.33 -3.33 -3.33. -333 -333 -333] -3.33 -333 -3.33 -3.33 -3.33. -3.33 -3.33 -3.33 -3.33; -3.33% -3.33.  -3.33

= 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33 133, -133 -1.33 -1.33 -133 -133 -1.33 -1.33. -133 -133 -133 -333 -133 -133 -1.33 -3.33 -3.33 -3.33 -3.33 -1.33°  -133 -1.33  -1.33

12 13 14 15 16 17

3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.333 3.33 3.333 3.333 3.333 3.33 3.333 3.333 3.33 3.33
D -3.33, -3.33 -3.33 -3.33 -1.33 -1.33 -1.33  -1.33 -1.33  -133 -1.33 -133 -333 -133 -133  -1.33 -1.33, -133 -133 -1.33 -1.33° 133 -133 -1.33

18 19 20 21 22 23

S 2 2 2 2 2 2 2 2 2 2 0o 2 2 0 2 2 2 2 2 2 2 1 1 1 1
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33. -1.333 —1.33} -1.33 -1.33} -1.33 -1.33  -1.33 -1.33  -1.33 -3.333 -1.33] —1.33} —1.333 —1.333 -1.33 -1.33 -1.33 -133 -1.33 -2.33°  -2.33°  -2.33°  -2.33

Mean Absolute Deviation: 2.10 Standard Deviation: 0.95 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/27/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:35
9/28/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 1 ' 1 1 1 1 1 ' 1 ' 1 1 ' 1 ' 1 ' 1 2 2 1 ' 2 2 1 ' 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.333 3.333 3.33

D -2.33 233 -233 -2.33 -2.33 -233 -233 233 -2.33. -233 -233 -233] -1.33 -1.33 -2.33 -1.33 -1.33, -2.33° -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -2.33 233 -233 -233 -1.33°  -133 -1.33 -1.33 -233 -1.33 -233 -1.33 -2.33.  -2.33. -2.33 -2.33 -1.33. -1.33) -1.33 -1.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-3.33 333 -333 -3.33 -1.33 -1.33 -1.33  -1.33 -1.33 -133 -1.33 -133 -333 -133 -133  -1.33 -1.33, -1.33 -1.33 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 2 o . 2 . 2 . 2 2 2 2 2 0 o 0o © 0
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33° -1.33° -1.33 -1.33°  -1.33 -1.33 -1.33 -333 -133 -1.33 -1.33 -1.33 -133 -133 -1.33 -3.33.  -3.33] -3.33°  -3.33

Mean Absolute Deviation: 1.79 Standard Deviation: 0.68 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/27/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:35
9/29/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 2 2 2 2 2 2 2 2 1 ' 1 ' 1 ' 1 1 1 1 ' 1 1 ' 1 ' 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33

D -1.33, -1.33 -133 -1.33 -1.33 -1.33 -133  -1.33 -2.33. -2.33 -233  -233] -2.33 -233 -2.33 -2.33 -2.33. 233 -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33  -1.33. -233 -2.33 -2.33. -233 -3.33 -133 -1.33 -1.33 -133  -1.33 -1.33. -1.33. -1.33 -1.33 -2.33.  -233 -233  -2.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-2.33 233 -233 -233 -1.33 -1.33 -2.33 -2.33 -233 -233 -133 -1.33] -233 -1.33 -1.33  -2.33 -1.33, -1.33 -1.33 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 2 2 0 2 o . 2 2 .2 1 0 O 0o o 0o © 0
F 3.33 3.33 3.33 3.33 3.33 3.33 0.00 0.00 3.33 3.33 3.33 3.33 3.33 3.33 0.00 0.00 0.00 0.00. 0.00 0.00 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33 2.00 2000 -133 -133 -1.33 -133 -1.33 -1.33 0.00 2.00 2.00 2.00 0.00. 0.00 -3.33.  -3.33] -3.33°  -3.33

Mean Absolute Deviation: 1.78 Standard Deviation: 1.07 Number of schedulable time periods: 93
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

)
Users: <All> &
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/27/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:35
9/30/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 0o o 2 2 2 2 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2

333 333 333 333 000 000 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333
D| 333 -333 133 -133 200 200 133 -133] 133 133 133 133 133 -133 133 133 -333 133 -133 -133] -133 133 -1.33 133

n

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33°  -133 -1.33 -133 -3.33 -1.33 -133  -1.33 -3.33.  -3.33. -3.33 -3.33 -1.33. -1.33) -1.33 -1.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 2.22 2.22, 222 2.22 222 222 222 2.22 222 222 222 2.22
-3.33 333 -333 -3.33 -1.33 -1.33 -1.33  -1.33 -1.33  -133 -133 -1.33] -022 -0.222 -0.22 -0.22 -222. -022) -022 -0.22 -0.22°  -022° -022 -0.22

18 19 20 21 22 23

S 2 2 2 2 2 2 2 2 2 2 2 2 2 0 2 2 2 2 o . 0 0o 0 2 2
F 222 222 2.22 2.22 222 222 222 2.22 222 222 222 2.22 222 2.22 222 2.22 2.22 2.22. 222 2.22 2.22. 2.22. 222 2.22
D -0.22 -0.223 -0.223 -0.22 -0.223 -0.22  -0222 -0.22 -0.220  -0.22 -0.223 -0.22] -0.223 -2.223 -0.223 -0.22 -0.220  -022. -222 -222 -222. 222 -022 -0.22

Mean Absolute Deviation: 1.31 Standard Deviation: 1.07 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

)
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/27/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:35
10/1/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 0o 0 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33

D -3.33 -3.33 -3.33 -3.33 -1.33 -1.33 -133  -1.33 -1.33. -133 -133 -1.33] -1.33 -1.33 -3.33. -1.33 -1.33, -1.33° -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33.  -133 -1.33 -133 -1.33 -1.33 -333 -1.33 -1.33. -1.33. -1.33 -1.33 -3.33. -3.33] -3.33 -3.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-1.33 133 -133 -1.33 -1.33 -1.33 -1.33  -1.33 -1.33 -133  -1.33 -133] -3.33 -3.33 -333 -3.33 -3.33 -1.33 -133 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 0 2 .2 2 2 2 .2 1 0 O 0o o 0o © 0
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33° -1.33° -1.33 -1.33°  -1.33 -1.33 -333 -1.33 -133 -1.33 -1.33 -1.33  -133 -333 -3.33 -3.33.  -3.33] -3.33°  -3.33

Mean Absolute Deviation: 1.79 Standard Deviation: 0.84 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

)
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/27/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:35
10/2/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 2 2 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33

D -3.33 333 -133 -1.33 -1.33 -1.33 -133  -1.33 -1.33. -133 -133 -1.33] -1.33 -1.33 -3.33. -1.33 -1.33, -1.33° -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33°  -133 -3.33 -133 -1.33 -1.33 -133  -1.33 -1.33. -1.33. -1.33 -1.33 -3.33. -3.33] -3.33 -3.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-1.33 133 -133 -1.33 -1.33 -1.33 -1.33  -1.33 -1.33 -133  -1.33 -133] -3.33 -3.33 -333 -3.33 -3.33 -1.33 -133 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 o . 2 2 .2 2 2 2 2 2 0 2 2 2 1 1
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33° -1.33° -1.33 -1.33°  -1.33 -333 -1.33 -133 -133 -1.33 -1.33 -1.33 -133 -133 -1.33 -1.33°  -1.33° -233 -233

Mean Absolute Deviation: 1.65 Standard Deviation: 0.71 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> o
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/27/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:35
10/3/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 1 1 2 2 1 ' 1 1 ' 1 ' 1 ' 1 1 1 2 2 1 ' 1 ' 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33

D -3.33 -3.33 -233 -2.33 -1.33 -1.33. -2.33 -233 -2.33. -233 -233 -233] -233 -233 -1.33 -1.33 -2.33. 233 -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33° -1.33 -233 -133 -1.33 -1.33 -233 -1.33 -1.33. -1.33. -1.33 -1.33 -2.33.  -233 -233  -2.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-2.33 233 -233 -233 -2.33 233 -2.33 -2.33 -1.33 -133 -233 -2.33] -233 -233 -1.33  -2.33 233 -133 -133 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 1 1 1 1 2 2 1 0 2 2 0 2 102 10 1 1 1 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -2.33 -233° -2.33° -2.33 -1.33°  -1.33 -233 -1.33 -1.33 -133 -233 -1.33 -2.33 -233. -233 -2.33 -1.33°  -133 -133 -1.33

Mean Absolute Deviation: 1.81 Standard Deviation: 0.54 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted
<All> o
3 GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/27/2015

Scheduling Unit:
Published on date/time:

10/4/2015

Support
09/03/2015 11:09:35

S : Scheduled ACD

F : Forecasted

D : Difference

0 7 2 3 7 5
sl 1 1 1 1 2 2 @ 2 2 2 2 2 2 T 1 T 1 T 1 2 . 2 2 . 2 2 2
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
D/ 100 100 100  1.00] 200 200 200 200 200 200 200 200 100 100 1.00 1.00 1.00 1.00 200 200 200 200 200  2.00
5 7 ) 9 70 1
0o o0 0 0 0 . 0 o0 0 0 o0 0 0 0 0 0 0 0 00 0 0 0 o0 0
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
D/ 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
12 13 14 15 16 17
s| o 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000] 000 000 000 000
18 19 20 21 22 23
s| o 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 0.00
D| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
Mean Absolute Deviation: 1.58 Standard Deviation: 2.79 Number of schedulable time periods: 24
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/19/2015

Scheduling Unit:
Published on date/time:

Support
09/03/2015 11:09:35

10/19/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 2 2 2 2 3 3 3 3 3 3 3 3 3 3 3 3 10 10 10 + 10
E 16.000 16.000 16.000 16.00f 16.00 16.00. 16.00. 16.00 5.16 5.16 5.16 5.16 5.16 5.16 5.16 5.16 5.15. 5.15 5.17 5.17 9.13 9.13 10.18  10.18|
D| -14.00 14.00. -14.000 -14.00, -14.00 14.00. -14.000 -14.00 -2.16. -2.16. -2.16 -2.16 -2.16 -2.16 -2.16. -2.16 -2.15. -2.15. =217 -2.17 0.87 0.87 -0.18, -0.18|
6 7 8 9 10 1
14 14 - 14 14 22 24 25 = 26 44 45 47 = 51 52 50 41 = 48 47 49 48 = 49 45 47 45 = 45
F 12.15 1215  14.23 14.23 23.00 23.000 21.23 21.23 40.000 40.000 40.000 40.000 44.00 44.00. 40.50. 40.50 43.00 43.000 44.00 44.00 4450 4450  43.000 43.00f
D 1.85 185 -0.23 -0.23 -1.00. 1.00 3.77 4.77 4.00. 5.00 7.000 11.00 8.00 6.00 0.50 7.50 4.00 6.00 4.00 5.00 0.50 2.50 2.00 2.00
12 13 14 15 16 17
S 49 47 53 54 54 53 . 51 . 53 58 « 59 . 66 = 65 64 = 65 . 58 58 61 . 61 . 57 60 33 34 . 26 @ 26
E 45000 4500 4800 4800 49.00 49.00 47.00 47.00] 55.000 55.00 59.00 59.00/ 57.00 57.00 56.003 56.00, 52.00: 52.003 50.000 50.00 32.003 32.003 23.000 23.00
D 4.00 2.00 5.00 6.00 5.00 4.00 4.00 6.00 3.00 4.00 7.00 6.00 7.00 8.00! 2.00! 2.00 9.00! 9.00! 7.000 10.00 1.00! 2.00: 3.00 3.00
18 19 20 21 22 23
S 23 23 22 24 22 21 . 23 23 18 19 18 18 18 17 16 20 20 20 0 20 @ 20 19 19 18 18
F 21.003 21.00} 21.00} 21.00 17.00} 17.003 16.003 16.00 15.003 15.003 16.00} 16.00 17.50} 17.50} 16.50} 16.50 15.003 15.003 15.003 15.00 16.003 16.003 16.003 16.00
D 2.00 2.00 1.00 3.00 5.00 4.00 7.00 7.00 3.00 4.00 2.00 2.00 050 -050 -0.50: 3.50 5.00: 5.00. 5.00. 5.00 3.00: 3.00: 2.00 2.00
Mean Absolute Deviation: 4.43 Standard Deviation: 5.59 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/19/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/23/2015 12:16:45

10/20/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 3 3 3 3 2 2 2 2 2 2 1 1 2 2 1 2 1 1 1 1 9 9 +~ 10 : 10
F 6.29 6.29 6.29 6.29 4.29 4.29 5.29 5.29 5.29 5.29 5.29 5.29 5.29 5.29 5.29. 5.29 5.29. 5.29. 5.29 5.29 9.25. 9.25. 10.33.  10.33]
D -3.29 329 -329 -3.29 -229 229 -329 -3.29 -3.29. -329 429 429 -329 -329 -429  -3.29 -4.29 -429 429 -4.29 -0.25. -0.25 -0.33  -0.33
6 7 8 9 10 11
10 - 10 -~ 10 = 10 6 17 19 - 20 46 - 47 41 4 46 - 47 - 42 - 42 43 42 45 47 47 46 47 - 46
E 1129 1129 1239 12.39] 2200 22.000 2048 2048 41.000 41.00 36.10 36.10 45.00 45.000 42.000 42.00f 43.00 43.000 4500 4500, 41.00 41.00 46.00 46.00
-1.29°  -1.29° -239 -2.39 -6.000 -5.000 -1.48 -0.48 5.00: 6.00: 4.90 4.90 1.00! 2.00. 0.00: 0.00 0.00.  -1.00: 0.00! 2.00 6.00 5.00! 1.00 0.00)
12 13 14 15 16 17
S 44 44 47 48 46 47 48 48 60 62 57 62 59 58 &+ 58 | 58 54 55 | 53 | 54 34 | 34 . 271 . 26
F 44.000 44.00 46.50 46.50| 46.50 46.50 49.00 49.00f 57.000 57.00 56.000 56.00f 5850 58.50. 58.00. 58.00, 52.000 52.00. 49.00 49.00/ 32.000 32.00. 26.00. 26.00
0.00: 0.00 0.50. 1.50 -0.50 0.50 -1.00  -1.00 3.00 5.00 1.00 6.00 0.50 -0.50 0.00: 0.00 2.00 3.00. 4.00 5.00 2.00. 2.00. 1.00, 0.00
18 19 20 21 22 23
S 22 22 20 22 24 24 | 25 24 19 19 18 19 15 18 16 20 20 20 20 20 19 19 17 17
F 21.000 21 .00 19.00 19.00( 20.00 20.000 1500 15.00; 16.00. 16.00 17.000 17.00| 16.00 16.00. 16.50. 16.50 17.00 17.00. 15.00 15.00| 16.00 16.00. 16.00  16.00
D 1.00 1.00 1.00 3.00 4.00 4.000 10.00 9.00 3.00 3.00 1.00 2,00 -1.00 200  -0.50 3.50 3.00 3.00: 5.00. 5.00 3.00. 3.00: 1.00 1.00
Mean Absolute Deviation: 2.54 Standard Deviation: 3.21 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/19/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/23/2015 12:16:45

10/21/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 3 3 3 3 1 1 1 1 2 2 1 2 2 2 2 2 1 1 1 1 0 + 10 : 10 . 10
F 6.29 6.29 6.29 6.29 5.29 5.29 5.29 5.29 5.29 5.29 5.29 5.29 6.29 6.29 5.29. 5.29 5.29. 5.29 4.29 4.29 9.27. 9.27. 10.32 10.32
D -3.29 329 -329 -3.29 -4.29 429 429  -4.29 -3.29. -329 -429  -329| -429 429 -329 -3.29 -429  -429 329 -3.29 0.73. 0.73. -0.32 -0.32
6 7 8 9 10 11
9 9 9 9 6 17 19 - 20 45 46 39 - 40 45 45 - 43 - 42 40 43 43 - 46 45 44 - 44 - 44
E 1229 1229 1339 13.39] 2200 2200 1949 1949 41.000 41.00 36.06 36.06 43.00 43.000 42500 4250, 4150 4150 4350 43.50| 44.50 4450 44.00 44.00
D -3.29 329 -439 -4.39 -6.000 -5.00. -0.49 0.51 4.00. 5.00: 2.94 3.94 2.00 2.00. 0.50. -0.50 -1.50 150, -0.50 2.50 0.50  -0.50: 0.00: 0.00
12 13 14 15 16 17
S 44 44 49 48 47 48 48 48 57 55 60 59 58 61 . 58 | 57 52 54 | 44 . 46 34 | 34 . 26 . 25
F 44.000 44.00 48.00 48.00f 47.50 47.50 48.00 48.00f 52.000 52.000 58.000 58.00f 57.00 57.000 56.00. 56.00, 48.00. 48.00. 44.000 44.00/ 32.000 32.00. 24.50. 24.50
0.00: 0.00 1.00 0.00 -0.50 0.50 0.00 0.00 5.00 3.00, 2.00 1.00 1.00 4.00 2.00 1.00 4.00 6.00. 0.00: 2.00 2.00. 2.00. 1.50, 0.50
18 19 20 21 22 23
S 21 20 22 25 22 22 25 25 20 18 19 17 18 17 17 20 20 20 20 20 18 18 18 18
F 20.00 20.00 20.00 20.00| 19.00 19.00 16.00 16.00/ 18.00  18.00 15.000 15.00| 17.50 17.50. 17.00. 17.00 15.00 15.00. 15.00 15.00| 16.00 16.00. 16.00  16.00
D 1.00 0.00 2.00 5.00 3.00 3.00 9.00 9.00 2.00 0.00 4.00 2.00 0.50  -0.50 0.00: 3.00 5.00 5.00. 5.00. 5.00 2.00 2.00. 2.00 2.00
Mean Absolute Deviation: 2.53 Standard Deviation: 3.18 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/19/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/23/2015 12:16:45

10/22/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 1 1 1 1 1 1 1 1 1 0 1 1 1 1 1 1 9 9 9 9
F 5.29 5.29 5.29 5.29 5.29 5.29 5.29 5.29 6.29 6.29 5.29 5.29 6.29 6.29 5.29. 5.29 5.29. 5.29. 5.29 5.29 9.25. 9.25. 10.32 10.32
D -3.29 329 -329 -3.29 -4.29 429 429  -4.29 -5.29. -529 -429 429 -529 -6.29 -429  -429 -4.29 -429 429 -4.29 -0.25  -0.25 -1.32 -1.32
6 7 8 9 10 11
1 I b I | 8 20 ~ 23 « 23 45 + 46 38 - 39 49 49 - 37 - 40 40 + 43 + 43 = 53 49 51 47 - 48
E 13.29 1329 1434 1434/ 2200 2200 19.52 19.52| 40.000 40.000 35.000 35.00 43.000 43.000 41.000 41.00/ 40.00 40.000 4250 4250, 41.000 41.000 46.00 46.00
-2.29. 229 -334 -3.34 -4.000 -2.00: 3.48 3.48 5.00: 6.00. 3.00 4.00 6.00 6.00. -4.000 -1.00 0.00! 3.00 0.50  10.50 8.00  10.00: 1.00 2.00]
12 13 14 15 16 17
S 49 49 49 48 55 53 53 55 56 57 55 55 53 54 + 55 | 55 47 49 . 50 . 51 2 2 . 19 . 19
F 44.000 44.000 46.00 46.00f 48.00 48.00 48.00 48.00| 54.00. 54.000 49.000 49.00f 55.00 55.00. 53.00. 53.00, 49.000 49.00. 49.000 49.00/ 29.000 29.00. 22.00. 22.00
5.00 5.00 3.00 2.00 7.00 5.00 5.00 7.00 2.00 3.00: 6.00 6.00f -2.00 -1.00 2.00 2.00 -2.00. 0.00: 1.00; 2.00 -7.00. -7.000 -3.000 -3.00
18 19 20 21 22 23
S 13 12 12 14 12 12 14 14 8 8 7 7 7 6 5 6 2 2 2 2 2 2 2 2
F 13.00 13.00 14.00 14.00( 12.00 12.00 14.000 14.00/ 10.00  10.00 13.000 13.00f 1200 12.00. 12.00. 12.00 5.27. 5.27 5.27 5.27 5.27. 5.27 5.27 5.27
D 0.000 -1.00 -2.00 0.00 0.00 0.00: 0.00 0.00 -2.000 -2000 -6.000 -6.000 -500 -6.00 -7.000 -6.00 -3.27. 327 327 -3.27 -3.27. 327 327 327
Mean Absolute Deviation: 3.55 Standard Deviation: 412 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/19/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/23/2015 12:16:45

10/23/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 2 2 2 2 1 1 1 1 1 1 1 1 1 1 0o 1 1 1 1 1 9 9 9 9
F 7.27 7.27. 8.28 8.28 7.27 7.27. 7.28 7.28 7.27. 7.27 7.28 7.28 7.24. 7.24. 7.28 7.28 7.29. 7.29. 7.44 744, 12.04. 12.04 10.29 10.29
D -5.27. 527  -6.28 -6.28 -6.27 -6.27. -6.28  -6.28 -6.27. -6.27. -6.28 -6.28 -6.24 -6.24 -7.28  -6.28 -6.29. -6.29 -6.44 -6.44 -3.04 -3.04 -129 -1.29
6 7 8 9 10 11
2 - 12 15 + 15 7 15 20 « 20 3 31 + 40 - 43 42 45 - 40 - 39 40 37 - 41 - 44 51 « 52 + 50 - 50
E 8.09 8.09 10.16 10.16| 10.00 10.000 15.000 15.00f 29.000 29.000 35.00. 35.00| 40.000 40.000 39.000 39.00| 34.00 34.000 43.50 43.50| 47.000 47.00. 45.000 45.00]
D 3.91 3.91 4.84 4.84 7.00. 5.00. 5.00. 5.00 2.00: 2.00: 5.00 8.00 2.00 5.00. 1.00! 0.00 6.00 3.000 -2.50 0.50 4.00 5.00! 5.00. 5.00]
12 13 14 15 16 17
S 50 46 = 51 48 47 51 52 51 58 59 55 56 54 53 | 54 | 54 45 44 . 48 | 50 25 . 26 17 17
F 45.000 45.000 45.00 45.00f 47.00 47.00 50.00 50.00{ 53.000 53.000 53.000 53.00f 54.00 54.000 56.00. 56.00f 52.000 52.00. 48.000 48.00/ 29.000 29.00. 19.08  19.08
5.00 1.00 6.00. 3.00 0.00 4.00 2.00 1.00 5.00 6.00: 2.00 3.00 0.00 -1.000 -2.000 -2.00 -7.000  -8.00: 0.00: 2.00 -4.000 -3.000 -2.08 -2.08
18 19 20 21 22 23
S 14 14 10 14 13 13 15 16 "7 11 10 10 9 9 9 9 2 2 2 2 2 2 2 2
F 13.08 13.08 14.00 14.00( 13.16 13.16. 1516 15.16| 16.16  16.16 10.51  10.51 9.51 9.51  10.56  10.56 8.57. 8.57. 8.57 8.57 8.57. 8.57 8.57. 8.57|
D 0.92 0.92  -4.00 0.00 -0.16  -0.16.  -0.16 084 -516 516, -0.51  -0.51 051 -051 -156 -1.56 -6.57. -6.57. -6.57. -6.57 -6.57. -6.57. -6.57. -6.57
Mean Absolute Deviation: 3.91 Standard Deviation: 4.46 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/19/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/23/2015 12:16:45

10/24/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 1 1 0 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1
F 6.57. 6.57. 6.57. 6.57 6.57 6.57. 5.57. 5.57 5.57. 5.57. 7.57 7.57 5.57. 5.57. 5.57 5.57 5.57. 5.57 5.57. 5.57 7.57, 7.57. 7.57 7.57
D -4.57.  -457  -457.  -4.57 -5.57  -557. -557. -457 -4.57. -457. -6.57. -6.57| -457. -457  -457  -457 -4.57.  -457.  -457  -457 -6.57. -6.57. -6.57. -6.57
6 7 8 9 10 11
2 2 8 8 9 - 9 -~ 9 - 9 " 11 11 12 5 9 1 10 9 9 3 3 4 4 9 9
E 7.57 7.57 6.57 6.57 7.57 7.57 8.57 8.57 1161 1161 1161 1161 10.53 10.53' 10.93  10.93| 33.00 33.000 18.82 18.82 9.81 9.81 16.81  16.81
D -5.57.  -5.57, 1.43 1.43 1.43 1.43 0.43. 043 -0.61  -0.61. -0.61 0.39) -553  -1.53 0.07. -0.93| -24.000 -24.00. -15.82° -15.82 -5.81. -5.81  -7.81 -7.81
12 13 14 15 16 17
S 10 0 @ M 11 17 14 19 22 29 29 25 27 27 25 27 | 28 26 26 | 24 . 24 19 19 10 . 10
F 28.81 28.81 12.81 12.81 19.81  19.81 22.81 2281 31.80 31.80. 26.82 26.82| 27.77 27.77. 2882 28.82 28.89 28.89 2797 27.97| 2445 2445 1285 12.85
p| -18.81 -18.81 -1.81 -1.81 -2.81 -5.81 -3.81 -0.81 -2.80 -2.800 -1.82 0.18 -0.77 -277. -1.82  -0.82 -2.89° -289  -397 -3.97 -5.45 ~ -545  -285 -2.85
18 19 20 21 22 23
S 4 4 11 N 14 14 . 15 15 15 16 15 16 16 15 15 18 18 18 18 18 18 18 14 14
F 11.98 11.98 1500 15.00( 16.06 16.06 17.02 17.02| 1578 15.78 1568 1568 15.06 1506 16.50. 16.50 16.00 16.00. 16.00 16.00| 15.00 15.00. 14.00  14.00
D 798  -7.98 -400 -4.00 206 -2.06 -2.02 -2.02 -0.78 022 -0.68 0.32 094 -006 -1.50 1.50 2.00 2.00. 2.00. 2.00 3.00. 3.00: 0.00: 0.00
Mean Absolute Deviation: 4.27 Standard Deviation: 4.99 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/19/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/23/2015 12:16:45

10/25/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 1 1 1 1 1 1 1 1 1 0 1 1 1 1 1 1 1 1 1 1 1 1 1 1
F 6.50. 6.50 6.50 6.50 5.50 5.50 5.50: 5.50 7.50: 7.50: 5.50. 5.50 5.50. 5.50. 5.50: 5.50 5.50. 5.50 5.50 5.50 4.50 4.50 5.50. 5.50
D -5.50  -5.50 -550  -5.50 -4.50 -450. -450. -4.50 -6.50. -7.50. -4.50. -4.50, -450 -450 -450 = -4.50 -4.50. -450 -450 -4.50 -3.50. -3.50. -4.500 -4.50
6 7 8 9 10 11
3 3 3 3 9 - 9 -~ 9 - 9 " 12 9 - 12 " 9 5 - 1 9 9 8 8 4 4 4 - 4
E 5.50. 5.50: 6.50 6.50 8.50 8.50 8.50 8.50 12,500 1250 10.500 10.50, 10.50° 10.50: 14.80. 14.80| 24.200 24.200 39.20 39.20| 11.80 11.80° 10.80 10.80]
D -2.50. -2.,50. -3.50 -3.50 0.50. 0.50: 0.50. 0.50, -1.50. -0.50. -1.50: 1.50 0.50. -1.50. -9.80. -3.80| -15.200 -15.20. -31.20. -31.20 -7.80. -7.80. -6.80. -6.80
12 13 14 15 16 17
S 10 0 @ M 11 19 22 21 22 29 29 22 26 25 28 21 | 27 27 27 . 26 . 28 19 19 7 7
F 10.80. 10.80 12.80 12.80| 21.80 21.80 23.80 23.80| 31.80. 31.80. 23.80 23.80] 27.80 27.80. 28.80. 28.80| 29.80. 29.80. 27.80 27.80| 24.76. 24.76. 11.85 11.85
-0.80. -0.80 -1.80 -1.80 -2.80 0.20 -2.80 -1.80 -2.80 -2.80. -1.80 220, -2.80 0.200 -1.800 -1.80 -2.80. -2.80. -1.80 0.20 -5.76. -5.76. -4.85 -4.85
18 19 20 21 22 23
S 5 5 16 16 13 13 14 14 13 13 16 17 18 17 14 | 18 18 18 18 18 15 15 14 . 13
E 7.95 795 1666 16.66| 16.67 16.67. 1494 1494 16.66 16.66 16.50 16.50| 17.00 17.00 15.50. 15.50 17.00 17.00. 16.00 16.00| 14.00 14.00. 13.50 13.50
D 295 -295 -066 -0.66 -3.67 -3.67. -0.94 -0.94 -3.66. -366  -0.50 0.50 1.00 0.00 -1.50. 2.50 1.00 1.00. 2.00. 2.00 1.00. 1.00. 0.50.  -0.50
Mean Absolute Deviation: 3.84 Standard Deviation: 5.11 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> o
Users: <All> O
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/18/2015

Scheduling Unit: Customer Service / Help Desk
Published on date/time: 10/23/2015 12:16:45
10/26/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
s/ 8 % & 8|8 8 % 8)]8 38 % 8]8 8% 3 3 s 3 3 3 s 3 3 3

000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
DI 300 300 300 300 300 300 300 300 300 300 300 300 300 300 300 300 300 300 300 300 300 300 300 300

n

F 0.00: 0.00: 0.00 0.00 0.00 0.00: 0.00: 0.00 0.00: 0.00: 0.00: 0.00 0.00 0.00: 0.00: 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00]
D 3.00. 3.00! 3.00 3.00 3.00. 3.00. 3.00 3.00 3.00 3.00 3.00: 3.00 3.00 3.00 3.00. 3.00 0.00. 0.00! 0.00. 0.00 0.00! 0.00: 0.00. 0.00]

12 13 14 15 16 17

0.00 0.00. 0.00E 0.00 0.0G 0.00 0.00 0.00 0.00: 0.00: 0.00. 0.00 0.00 0.00: 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00: 0.00
0.00. 0.00 0.00. 0.00 0.00 0.00 0.00 0.00 0.00. 0.00: 0.00. 0.00 0.00 0.00 0.00! 0.00 0.00! 0.00: 0.00. 0.00 0.00: 0.00: 0.00: 0.00

18 19 20 21 22 23

S 0o 0o o 0 o 0 o . 0 o 0 0o 0 o 0 o 0 o . 0o : 0 ' O 0o o 0o © 0
F 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00. 0.00 0.00 0.00. 0.00. 0.00 0.00
D 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00. 0.00 0.00 0.00: 0.00 0.00

Mean Absolute Deviation: 3.00 Standard Deviation: 3.55 Number of schedulable time periods: 40
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> O
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/18/2015

Scheduling Unit: Customer Service / Help Desk
Published on date/time: 10/23/2015 12:16:45
10/18/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 0 o 0o 0 o 0o o 0 o o o 0 0o 0o o 0 o o o 0 0o o o 0
E 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33

D -3.33 -333 -3.33 -3.33 -3.33 -3.33 -3.33 -3.33 -3.33. -333 -333 -333] -3.33 -333 -3.33 -3.33 -3.33. -3.33 -3.33 -3.33 -3.33; -3.33% -3.33.  -3.33

= 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33 133, -133 -1.33 -1.33 -133 -133 -1.33 -1.33. -133 -133 -133 -333 -133 -133 -1.33 -3.33 -3.33 -3.33 -3.33 -1.33°  -133 -1.33  -1.33

12 13 14 15 16 17

3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.333 3.33 3.333 3.333 3.333 3.33 3.333 3.333 3.33 3.33
D -3.33, -3.33 -3.33 -3.33 -1.33 -1.33 -1.33  -1.33 -1.33  -133 -1.33 -133 -333 -133 -133  -1.33 -1.33, -133 -133 -1.33 -1.33° 133 -133 -1.33

18 19 20 21 22 23

S 2 2 2 2 2 2 2 2 2 2 0o 2 2 0 2 2 2 2 2 2 2 1 1 1 1
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33. -1.333 —1.33} -1.33 -1.33} -1.33 -1.33  -1.33 -1.33  -1.33 -3.333 -1.33] —1.33} —1.333 —1.333 -1.33 -1.33 -1.33 -133 -1.33 -2.33°  -2.33°  -2.33°  -2.33

Mean Absolute Deviation: 2.10 Standard Deviation: 0.95 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> O
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/18/2015

Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:49
10/19/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 1 ' 1 1 1 1 1 ' 1 ' 1 1 ' 1 ' 1 ' 1 2 2 1 ' 2 2 1 ' 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.333 3.333 3.33]

D -2.33 233 -233 -2.33 -2.33 -233 -233 233 -2.33. -233 -233 -233] -1.33 -1.33 -2.33 -1.33 -1.33, -2.33° -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -2.33 233 -233 -233 -1.33°  -133 -1.33 -1.33 -233 -1.33 -233 -1.33 -2.33.  -2.33. -2.33 -2.33 -1.33. -1.33) -1.33 -1.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-3.33 333 -333 -3.33 -1.33 -1.33 -1.33  -1.33 -1.33 -133 -1.33 -133 -333 -133 -133  -1.33 -1.33, -1.33 -1.33 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 2 o . 2 . 2 . 2 2 2 2 2 0 o 0o © 0
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33° -1.33° -1.33 -1.33°  -1.33 -1.33 -1.33 -333 -133 -1.33 -1.33 -1.33 -133 -133 -1.33 -3.33.  -3.33] -3.33°  -3.33

Mean Absolute Deviation: 1.79 Standard Deviation: 0.68 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> O
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/18/2015

Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:49
10/20/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 2 2 2 2 2 2 2 2 1 ' 1 ' 1 ' 1 1 1 1 ' 1 1 ' 1 ' 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]

D -1.33, -1.33 -133 -1.33 -1.33 -1.33 -133  -1.33 -2.33. -2.33 -233  -233] -2.33 -233 -2.33 -2.33 -2.33. 233 -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33  -1.33. -233 -2.33 -2.33. -233 -3.33 -133 -1.33 -1.33 -133  -1.33 -1.33. -1.33. -1.33 -1.33 -2.33.  -233 -233  -2.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-2.33 233 -233 -233 -1.33 -1.33 -2.33 -2.33 -233 -233 -133 -1.33] -233 -1.33 -1.33  -2.33 -1.33, -1.33 -1.33 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 2 2 0 2 o . 2 2 .2 1 0 O 0o o 0o © 0
F 3.33 3.33 3.33 3.33 3.33 3.33 0.00 0.00 3.33 3.33 3.33 3.33 3.33 3.33 0.00 0.00 0.00 0.00. 0.00 0.00 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33 2.00 2000 -133 -133 -1.33 -133 -1.33 -1.33 0.00 2.00 2.00 2.00 0.00. 0.00 -3.33.  -3.33] -3.33°  -3.33

Mean Absolute Deviation: 1.78 Standard Deviation: 1.07 Number of schedulable time periods: 93
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

o "
3 GENESYS
Users: <All> o
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/18/2015

Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:49
10/21/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 0o o 2 2 2 2 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2

333 333 333 333 000 000 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333
D| 333 -333 133 -133 200 200 133 -133] 133 133 133 133 133 -133 133 133 -333 133 -133 -133] -133 133 -1.33 133

n

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33°  -133 -1.33 -133 -3.33 -1.33 -133  -1.33 -3.33.  -3.33. -3.33 -3.33 -1.33. -1.33) -1.33 -1.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 2.22 2.22, 222 2.22 222 222 222 2.22 222 222 222 2.22
-3.33 333 -333 -3.33 -1.33 -1.33 -1.33  -1.33 -1.33  -133 -133 -1.33] -022 -0.222 -0.22 -0.22 -222. -022) -022 -0.22 -0.22°  -022° -022 -0.22

18 19 20 21 22 23

S 2 2 2 2 2 2 2 2 2 2 2 2 2 0 2 2 2 2 o . 0 0o 0 2 2
F 222 222 2.22 2.22 222 222 222 2.22 222 222 222 2.22 222 2.22 222 2.22 2.22 2.223 2.223 2.22 2.223 2.223 222 2.22
D -0.22 -0.223 -0.223 -0.22 -0.223 -0.22  -0222 -0.22 -0.220  -0.22 -0.223 -0.22] -0.223 -2.223 -0.223 -0.22 -0.220  -022. -222 -222 -222. 222 -022 -0.22

Mean Absolute Deviation: 1.31 Standard Deviation: 1.07 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

o "
o '
Users: <All> o
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/18/2015

Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:49
10/22/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 0o 0 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]

D -3.33 -3.33 -3.33 -3.33 -1.33 -1.33 -133  -1.33 -1.33. -133 -133 -1.33] -1.33 -1.33 -3.33. -1.33 -1.33, -1.33° -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33.  -133 -1.33 -133 -1.33 -1.33 -333 -1.33 -1.33. -1.33. -1.33 -1.33 -3.33. -3.33] -3.33 -3.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-1.33 133 -133 -1.33 -1.33 -1.33 -1.33  -1.33 -1.33 -133  -1.33 -133] -3.33 -3.33 -333 -3.33 -3.33 -1.33 -133 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 0 2 .2 2 2 2 .2 1 0 O 0o o 0o © 0
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33° -1.33° -1.33 -1.33°  -1.33 -1.33 -333 -1.33 -133 -1.33 -1.33 -1.33  -133 -333 -3.33 -3.33.  -3.33] -3.33°  -3.33

Mean Absolute Deviation: 1.79 Standard Deviation: 0.84 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

o "
o '
Users: <All> o
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/18/2015

Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:49
10/23/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 2 2 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]

D -3.33 333 -133 -1.33 -1.33 -1.33 -133  -1.33 -1.33. -133 -133 -1.33] -1.33 -1.33 -3.33. -1.33 -1.33, -1.33° -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33°  -133 -3.33 -133 -1.33 -1.33 -133  -1.33 -1.33. -1.33. -1.33 -1.33 -3.33. -3.33] -3.33 -3.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-1.33 133 -133 -1.33 -1.33 -1.33 -1.33  -1.33 -1.33 -133  -1.33 -133] -3.33 -3.33 -333 -3.33 -3.33 -1.33 -133 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 o . 2 2 .2 2 2 2 2 2 0 2 2 2 1 1
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33° -1.33° -1.33 -1.33°  -1.33 -333 -1.33 -133 -133 -1.33 -1.33 -1.33 -133 -133 -1.33 -1.33°  -1.33° -233 -233

Mean Absolute Deviation: 1.65 Standard Deviation: 0.71 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> O
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/18/2015

Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:49
10/24/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 1 1 2 2 1 ' 1 1 ' 1 ' 1 ' 1 1 1 2 2 1 ' 1 ' 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]

D -3.33 -3.33 -233 -2.33 -1.33 -1.33. -2.33 -233 -2.33. -233 -233 -233] -233 -233 -1.33 -1.33 -2.33. 233 -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33° -1.33 -233 -133 -1.33 -1.33 -233 -1.33 -1.33. -1.33. -1.33 -1.33 -2.33.  -233 -233  -2.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-2.33 233 -233 -233 -2.33 233 -2.33 -2.33 -1.33 -133 -233 -2.33] -233 -233 -1.33  -2.33 233 -133 -133 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 1 1 1 1 2 2 1 0 2 2 0 2 102 10 1 1 1 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -2.33 -233° -2.33° -2.33 -1.33°  -1.33 -233 -1.33 -1.33 -133 -233 -1.33 -2.33 -233. -233 -2.33 -1.33°  -133 -133 -1.33

Mean Absolute Deviation: 1.81 Standard Deviation: 0.54 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted
<All> o
3 GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/18/2015

Scheduling Unit:
Published on date/time:

10/25/2015

Support
09/03/2015 11:09:49

S : Scheduled ACD

F : Forecasted

D : Difference

0 7 2 3 7 5
sl 1 1 1 1 2 2 @ 2 2 2 2 2 2 T 1 T 1 T 1 2 . 2 2 . 2 2 2
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
D/ 100 100 100  1.00] 200 200 200 200 200 200 200 200 100 100 1.00 1.00 1.00 1.00 200 200 200 200 200  2.00
5 7 ) 9 70 1
0o o0 0 0 0 . 0 o0 0 0 o0 0 0 0 0 0 0 0 00 0 0 0 o0 0
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
D/ 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
12 13 14 15 16 17
s| o 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000] 000 000 000 000
18 19 20 21 22 23
s| o 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 0.00
D| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
Mean Absolute Deviation: 1.58 Standard Deviation: 2.79 Number of schedulable time periods: 24
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/6/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:49
9/6/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 0 o 0o 0 o 0o o 0 o o o 0 0o 0o o 0 o o o 0 0o o o 0
E 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33

D -3.33 -333 -3.33 -3.33 -3.33 -3.33 -3.33 -3.33 -3.33. -333 -333 -333] -3.33 -333 -3.33 -3.33 -3.33. -3.33 -3.33 -3.33 -3.33; -3.33% -3.33.  -3.33

= 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33 133, -133 -1.33 -1.33 -133 -133 -1.33 -1.33. -133 -133 -133 -333 -133 -133 -1.33 -3.33 -3.33 -3.33 -3.33 -1.33°  -133 -1.33  -1.33

12 13 14 15 16 17

3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.333 3.33 3.333 3.333 3.333 3.33 3.333 3.333 3.33 3.33
D -3.33, -3.33 -3.33 -3.33 -1.33 -1.33 -1.33  -1.33 -1.33  -133 -1.33 -133 -333 -133 -133  -1.33 -1.33, -133 -133 -1.33 -1.33° 133 -133 -1.33

18 19 20 21 22 23

S 2 2 2 2 2 2 2 2 2 2 0o 2 2 0 2 2 2 2 2 2 2 1 1 1 1
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33. -1.333 —1.33} -1.33 -1.33} -1.33 -1.33  -1.33 -1.33  -1.33 -3.333 -1.33] —1.33} —1.333 —1.333 -1.33 -1.33 -1.33 -133 -1.33 -2.33°  -2.33°  -2.33°  -2.33

Mean Absolute Deviation: 2.10 Standard Deviation: 0.95 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/6/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:19
9/7/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 1 ' 1 1 1 1 1 ' 1 ' 1 1 ' 1 ' 1 ' 1 2 2 1 ' 2 2 1 ' 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.333 3.333 3.33

D -2.33 233 -233 -2.33 -2.33 -233 -233 233 -2.33. -233 -233 -233] -1.33 -1.33 -2.33 -1.33 -1.33, -2.33° -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -2.33 233 -233 -233 -1.33°  -133 -1.33 -1.33 -233 -1.33 -233 -1.33 -2.33.  -2.33. -2.33 -2.33 -1.33. -1.33) -1.33 -1.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-3.33 333 -333 -3.33 -1.33 -1.33 -1.33  -1.33 -1.33 -133 -1.33 -133 -333 -133 -133  -1.33 -1.33, -1.33 -1.33 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 2 o . 2 . 2 . 2 2 2 2 2 0 o 0o © 0
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33° -1.33° -1.33 -1.33°  -1.33 -1.33 -1.33 -333 -133 -1.33 -1.33 -1.33 -133 -133 -1.33 -3.33.  -3.33] -3.33°  -3.33

Mean Absolute Deviation: 1.79 Standard Deviation: 0.68 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/6/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:19
9/8/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 2 2 2 2 2 2 2 2 1 ' 1 ' 1 ' 1 1 1 1 ' 1 1 ' 1 ' 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33

D -1.33, -1.33 -133 -1.33 -1.33 -1.33 -133  -1.33 -2.33. -2.33 -233  -233] -2.33 -233 -2.33 -2.33 -2.33. 233 -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33  -1.33. -233 -2.33 -2.33. -233 -3.33 -133 -1.33 -1.33 -133  -1.33 -1.33. -1.33. -1.33 -1.33 -2.33.  -233 -233  -2.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-2.33 233 -233 -233 -1.33 -1.33 -2.33 -2.33 -233 -233 -133 -1.33] -233 -1.33 -1.33  -2.33 -1.33, -1.33 -1.33 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 2 2 0 2 o . 2 2 .2 1 0 O 0o o 0o © 0
F 3.33 3.33 3.33 3.33 3.33 3.33 0.00 0.00 3.33 3.33 3.33 3.33 3.33 3.33 0.00 0.00 0.00 0.00. 0.00 0.00 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33 2.00 2000 -133 -133 -1.33 -133 -1.33 -1.33 0.00 2.00 2.00 2.00 0.00. 0.00 -3.33.  -3.33] -3.33°  -3.33

Mean Absolute Deviation: 1.78 Standard Deviation: 1.07 Number of schedulable time periods: 93
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

)
Users: <All> &
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/6/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:19
9/9/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 0o o 2 2 2 2 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2

333 333 333 333 000 000 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333
D| 333 -333 133 -133 200 200 133 -133] 133 133 133 133 133 -133 133 133 -333 133 -133 -133] -133 133 -1.33 133

n

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33°  -133 -1.33 -133 -3.33 -1.33 -133  -1.33 -3.33.  -3.33. -3.33 -3.33 -1.33. -1.33) -1.33 -1.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 2.22 2.22, 222 2.22 222 222 222 2.22 222 222 222 2.22
-3.33 333 -333 -3.33 -1.33 -1.33 -1.33  -1.33 -1.33  -133 -133 -1.33] -022 -0.222 -0.22 -0.22 -222. -022) -022 -0.22 -0.22°  -022° -022 -0.22

18 19 20 21 22 23

S 2 2 2 2 2 2 2 2 2 2 2 2 2 0 2 2 2 2 o . 0 0o 0 2 2
F 222 222 2.22 2.22 222 222 222 2.22 222 222 222 2.22 222 2.22 222 2.22 2.22 2.22. 222 2.22 2.22. 2.22. 222 2.22
D -0.22 -0.223 -0.223 -0.22 -0.223 -0.22  -0222 -0.22 -0.220  -0.22 -0.223 -0.22] -0.223 -2.223 -0.223 -0.22 -0.220  -022. -222 -222 -222. 222 -022 -0.22

Mean Absolute Deviation: 1.31 Standard Deviation: 1.07 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

)
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/6/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:19
9/10/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 0o 0 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33

D -3.33 -3.33 -3.33 -3.33 -1.33 -1.33 -133  -1.33 -1.33. -133 -133 -1.33] -1.33 -1.33 -3.33. -1.33 -1.33, -1.33° -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33.  -133 -1.33 -133 -1.33 -1.33 -333 -1.33 -1.33. -1.33. -1.33 -1.33 -3.33. -3.33] -3.33 -3.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-1.33 133 -133 -1.33 -1.33 -1.33 -1.33  -1.33 -1.33 -133  -1.33 -133] -3.33 -3.33 -333 -3.33 -3.33 -1.33 -133 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 0 2 .2 2 2 2 .2 1 0 O 0o o 0o © 0
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33° -1.33° -1.33 -1.33°  -1.33 -1.33 -333 -1.33 -133 -1.33 -1.33 -1.33  -133 -333 -3.33 -3.33.  -3.33] -3.33°  -3.33

Mean Absolute Deviation: 1.79 Standard Deviation: 0.84 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

)
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/6/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:19
9/11/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 2 2 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33

D -3.33 333 -133 -1.33 -1.33 -1.33 -133  -1.33 -1.33. -133 -133 -1.33] -1.33 -1.33 -3.33. -1.33 -1.33, -1.33° -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33°  -133 -3.33 -133 -1.33 -1.33 -133  -1.33 -1.33. -1.33. -1.33 -1.33 -3.33. -3.33] -3.33 -3.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-1.33 133 -133 -1.33 -1.33 -1.33 -1.33  -1.33 -1.33 -133  -1.33 -133] -3.33 -3.33 -333 -3.33 -3.33 -1.33 -133 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 o . 2 2 .2 2 2 2 2 2 0 2 2 2 1 1
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33° -1.33° -1.33 -1.33°  -1.33 -333 -1.33 -133 -133 -1.33 -1.33 -1.33 -133 -133 -1.33 -1.33°  -1.33° -233 -233

Mean Absolute Deviation: 1.65 Standard Deviation: 0.71 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> o
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/6/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:19
9/12/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 1 1 2 2 1 ' 1 1 ' 1 ' 1 ' 1 1 1 2 2 1 ' 1 ' 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33

D -3.33 -3.33 -233 -2.33 -1.33 -1.33. -2.33 -233 -2.33. -233 -233 -233] -233 -233 -1.33 -1.33 -2.33. 233 -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33° -1.33 -233 -133 -1.33 -1.33 -233 -1.33 -1.33. -1.33. -1.33 -1.33 -2.33.  -233 -233  -2.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-2.33 233 -233 -233 -2.33 233 -2.33 -2.33 -1.33 -133 -233 -2.33] -233 -233 -1.33  -2.33 233 -133 -133 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 1 1 1 1 2 2 1 0 2 2 0 2 102 10 1 1 1 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -2.33 -233° -2.33° -2.33 -1.33°  -1.33 -233 -1.33 -1.33 -133 -233 -1.33 -2.33 -233. -233 -2.33 -1.33°  -133 -133 -1.33

Mean Absolute Deviation: 1.81 Standard Deviation: 0.54 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted
<All> o
3 GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/6/2015

Scheduling Unit:
Published on date/time:

9/13/2015

Support
09/03/2015 11:09:19

S : Scheduled ACD

F : Forecasted

D : Difference

0 7 2 3 7 5
sl 1 1 1 1 2 2 @ 2 2 2 2 2 2 T 1 T 1 T 1 2 . 2 2 . 2 2 2
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
D/ 100 100 100  1.00] 200 200 200 200 200 200 200 200 100 100 1.00 1.00 1.00 1.00 200 200 200 200 200  2.00
5 7 ) 9 70 1
0o o0 0 0 0 . 0 o0 0 0 o0 0 0 0 0 0 0 0 00 0 0 0 o0 0
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
D/ 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
12 13 14 15 16 17
s| o 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000] 000 000 000 000
18 19 20 21 22 23
s| o 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 0.00
D| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
Mean Absolute Deviation: 1.58 Standard Deviation: 2.79 Number of schedulable time periods: 24
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Headcount Summary: Scheduled vs Forecasted
<All> o
3 GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

New Hire Schedule Bid

Scheduling Unit:
Published: No

Forecast Schedule Date range:
Schedule Date/Time Range:

Support
09/03/2015 11:09:19

8/31/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 0o 0 0 0 0o 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0o 0 0 0
E 10.000 10.000 10.000 10.00 9.00 9.000 10.000 10.00, 12.000 12.000 10.000 10.00, 12.000 12.000 11.000 11.00 11.000 11.000 11.000 11.00, 13.000 13.000 14.000 14.00
D| -10.000 -10.000 -10.000 -10.00 -9.00 -9.00. -10.00. -10.00, -12.00. -12.00. -10.00. -10.00| -12.00. -12.00, -11.00. -11.00| -11.00. -11.00. -11.00 -11.00| -13.00. -13.00. -14.00. -14.00
6 7 8 9 10 1
o 0 0 0 2 3 3 - 3 9 9 - 9 10 10 10 7 9 8 8 ' 3 = 5 6 « 6 '« 6 6
E 16.00 16.000 17.00 17.00 17.50 17.50. 16.000 16.00/ 18.000 18.000 18.000 18.00, 18.000 18.00. 18.00. 18.00/ 18.000 18.000 19.00 19.00 19.000 19.00: 18.00: 18.00]
p| -16.000 -16.00. -17.00 -17.00| -15.50. -14.50. -13.00. -13.00 -9.000 -9.000 -9.000 -8.000 -8.000 -8.00 -11.00. -9.00| -10.00. -10.00. -16.00. -14.00| -13.00. -13.00. -12.00. -12.00
12 13 14 15 16 17
S 4 4 6 7 9 6 9 9 9 . 9 . 6 7 9 9 8 8 5 5 5 5 0 0 0 0
E 17.000 17.000 19.50 19.50f 19.00 19.00 18.00 18.00 28.00. 28.000 27.000 27.00| 26.00 26.000 28.00. 28.00f 28.000 28.00. 26.000 26.00f 28.000 28.00. 28.00. 28.00
D -13.000 -13.00 -13.50 -12.50f{ -10.00 -13.00 -9.00 -9.00| -19.00 -19.000 -21.000 -20.00; -17.00 -17.00° -20.00. -20.00| -23.000 -23.00. -21.000 -21.00| -28.00. -28.00. -28.00. -28.00
18 19 20 21 22 23
S 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
F 26.003 26.00} 27.00} 27.00 25.00} 25.003 26.003 26.00 23.003 23.003 26.00} 26.00 23.00} 23.00} 24.00} 24.00 21 .003 21 .00} 21 .OOE 21.00 20.003 20.003 21 .OOE 21.00
D -26.00: -26.00} -27.00} -27.00 -25.00} -25.000 -26.00. -26.00f -23.00. -23.00: -26.003 -26.00 -23.00} -23.003 -24.003 -24.00| -21.000 -21.00. -21.000 -21.00/ -20.00. -20.00. -21.00. -21.00
Mean Absolute Deviation: 16.36 Standard Deviation: 6.19 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted
<All> o
3 GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

New Hire Schedule Bid

Scheduling Unit:
Published: No

Forecast Schedule Date range:
Schedule Date/Time Range:

Customer Service / Help Desk

9/1/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 1 1 1 1 2 2 2 2 2 2 2 2 1 1 2 2 2 2 2 2 3 3 5 5
F 20.000 20.00 20.00 20.000 21.00 21.00. 21.000 21.00, 21.000 21.000 22.000 22.00, 21.000 21.000 21.000 21.00f 21.000 21.000 21.000 21.00, 21.000 21.000 23.00. 23.00
D| -19.000 -19.000 -19.00 -19.00, -19.00 -19.00. -19.00. -19.00, -19.00. -19.00. -20.00. -20.00| -20.00. -20.00. -19.00. -19.00f -19.00. -19.00. -19.000 -19.00, -18.00. -18.00. -18.00. -18.00
6 7 8 9 10 11
5 5 5 5 4 3 4 4 5 8 + 8 8 7 7 6 4 3 2 - 4 4 7 7 6 6
E 28.000 28.000 26.00 26.00f 28.00 28.000 27.000 27.00/ 26.000 26.000 29.000 29.00, 28.00 28.00 28.000 28.00/ 26.000 26.00 28.00 28.00| 27.000 27.000 27.00 27.00
D| -23.000 -23.00. -21.00 -21.00| -24.000 -25.00. -23.00. -23.00, -21.00. -18.00. -21.00. -21.00] -21.00. -21.00. -22.00. -24.00| -23.00. -24.00. -24.000 -24.00f -20.00. -20.00: -21.00. -21.00
12 13 14 15 16 17
S 5 5 5 3 6 6 6 6 7 7 6 6 5 6 3 3 3 3 . 3 . 3 0o 0 0 0
F 28.000 28.000 26.50 26.50f 28.000 28.00 27.00 27.00, 28.000 28.00. 28.00 28.00, 28.00 28.00. 29.00 29.00f 28.00. 28.00 28.000 28.00/ 28.00. 28.00. 30.00. 30.00
D| -23.000 -23.000 -21.50 -23.50| -22.000 -22.000 -21.00 -21.00f -21.00, -21.00. -22.000 -22.00| -23.00 -22.00 -26.00; -26.00| -25.00. -25.00. -25.00. -25.00| -28.00: -28.00: -30.00. -30.00
18 19 20 21 22 23
S 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
F 24.00 24.00 24.00 24.00| 26.00 26.000 27.00 27.00] 24.00 24.00 24.000 24.000 23.00 23.000 27.00 27.00/ 21 .00 21.000 22,00 2200 23.00 23.00 21.00 21.00
D| -24.00 -24.000 -24.000 -24.00| -26.00 -26.000 -27.000 -27.00| -24.00 -24.000 -24.00 -24.00| -23.000 -23.000 -27.00. -27.00| -21.00. -21.000 -22.000 -22.00| -23.000 -23.00. -21.00 -21.00
Mean Absolute Deviation: 22.22 Standard Deviation: 2,77 Number of schedulable time periods: 96
Print Date: Monday, August 14, 2017 8:42:03AM Genesys Page 71 of 198




Headcount Summary: Scheduled vs Forecasted
<All> o
3 GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

New Hire Schedule Bid

Scheduling Unit:
Published: No

Forecast Schedule Date range:
Schedule Date/Time Range:

Customer Service / Help Desk

9/2/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 1 1 1 1 1 1 1 1 2 2 1 2 2 2 2 2 2 2 2 2 1 1 1 1
F 21.000 21.00 22.00 22.000 21.00 21.000 21.000 21.00, 21.000 21.000 20.000 20.00, 21.000 21.000 21.000 21.00f 21.000 21.000 22.000 22.00, 22.000 22.000 22.00 22.00
D| -20.000 -20.000 -21.00 -21.00, -20.00 -20.00. -20.00; -20.00, -19.00. -19.00. -19.00. -18.00| -19.00. -19.00. -19.00. -19.00f -19.00. -19.00. -20.00. -20.00, -21.00. -21.00. -21.00. -21.00
6 7 8 9 10 11
5 5 5 5 5 5 + 5 5 8 4 - 7T - 8 8 8 6 8 7 7 1 3 3 3 7 7
E 28.000 28.000 28.00 28.00f 27.00 27.000 28.000 28.00| 2550 25,50 28.000 28.00, 28.00 28.00 27.000 27.00/ 28.000 28.00 27.00 27.00| 27.000 27.000 29.00 29.00
D| -23.000 -23.00; -23.00 -23.00f -22.000 -22.00. -23.00. -23.00, -17.50. -21.50. -21.00. -20.00] -20.00. -20.00. -21.00. -19.00f -21.00. -21.00. -26.000 -24.00f -24.00. -24.00. -22.00. -22.00
12 13 14 15 16 17
S 4 4 4 4 7 7 3 7 7 7 5 7 6 7 7 7 3 3 . 3 . 3 0o o . 0 . O
F 28.000 28.000 29.000 29.00f 29.000 29.00 29.00 29.00, 29.000 29.00 27.00 27.00, 27.00 27.00. 31.00 31.00| 26.00. 26.00. 28.000 28.00| 28.00. 28.00. 29.00. 29.00
D| -24.00 -24.00 -25.000 -25.00f -22.000 -22.000 -26.00 -22.00f -22.00, -22.00. -22.000 -20.00| -21.00 -20.00: -24.00; -24.00| -23.00. -23.00. -25.00. -25.00| -28.00: -28.00: -29.00. -29.00
18 19 20 21 22 23
S 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
F 26.00 26.00 23.00 23.00| 26.00 26.000 27.00 27.00] 23.00 23.00 24.000 24.000 22.00 22.000 25.00 25.00 20.000 20.000 21.00 21.00, 21.000 21.00 21.00 21.00
D| -26.000 -26.000 -23.000 -23.00| -26.00 -26.000 -27.000 -27.00| -23.00 -23.000 -24.00 -24.00| -22.000 -22.000 -25.00. -25.00| -20.00: -20.00: -21.000 -21.00| -21.000 -21.00. -21.00 -21.00
Mean Absolute Deviation: 22.23 Standard Deviation: 2.53 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range:

Users:

<All>

<All>

3 GENESYS

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

New Hire Schedule Bid
Scheduling Unit:

Forecast Schedule Date range:
Schedule Date/Time Range:

Customer Service / Help Desk

Published: No
9/3/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 1 1 ' 1 2 2 2 2 2 2 2 2 2 1 1 2 2 2 2 4
F 22.000 22.000 21.00 21.000 20.00 20.00. 21.00. 21.00, 21.00. 21.00: 22.00 22.000 22.000 21.00. 21.00{ 21.00. 21.000 21.000 21.00, 21.00
D| -21.000 -21.000 -20.000 -20.00f -18.00 -18.00: -19.00. -19.00| -19.00. -19.00: -20.00{ -20.00; -20.00. -20.00: -20.00| -19.00. -19.00; -19.00. -19.00| -17.00:
6 7 8 9 10 11
7 7 7T 4 r 7 7 6 10 + 10 10 0 10 . 7 6 6 6 + 4 6 6
E 26.000 26.000 25.00 25.00f 26.000 26.000 27.50 27.50, 28.000 28.00 27.00, 27.000 27.000 27.000 27.00, 24.000 24.00 27.00 27.00f 27.00
p| -19.000 -19.00. -18.00 -21.00| -19.00. -19.00. -20.50. -21.50| -18.00. -18.00: -17.00, -17.00. -17.00. -20.00: -21.00f -18.00. -18.00; -23.00 -21.00| -21.00
12 13 14 15 16 17
S 6 6 3 4 9 9 8 9 9 9 9 5 6 5 6 3 3 3 3 0o
F 27.000 27.00 26.00 26.00f, 29.00 29.000 26.00 26.00, 26.00. 26.00 27.00f 26.00 26.000 27.00. 27.00, 28.000 28.00. 28.000 28.00f 27.00
p| -21.000 -21.000 -23.00 -22.00f -20.00 -20.00 -18.00 -17.00| -17.00. -17.00 -18.00, -21.00 -20.00: -22.00. -21.00| -25.000 -25.00. -25.00 -25.00f -27.00:
18 19 20 21 22 23
S 0 0 0 0 0 0 o . 0 0 0 0 0 0o . o . 0 0 0 0 0 0
F 25.00 25.00 26.00 26.00| 24.00 24.000 2400 24.00, 21.00 21.00 20.00[ 21.00 21.00. 21.000 21.00 18.00 18.003 19.00} 19.00 20.003
D| -25.00 -25.00} -26.00} -26.00 -24.00} -24.00. -24.000 -24.00f -21.00. -21.00 -20.00, -21 .00} -21 .00} -21 .00} -21.00/ -18.00. -18.00. -19.00. -19.00| -20.00:
Mean Absolute Deviation: 20.41 Standard Deviation: 2.66 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> )
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

New Hire Schedule Bid

Scheduling Unit: Customer Service / Help Desk
Published: No
9/4/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 1 ' 1 1 1 2 2 2 2 2 2 2 2 2 0o 2 2 2 2 2 2 5 5 5 5
F 20.000 20.000 20.00 20.000 20.00 20.000 19.000 19.00, 20.00. 20.00. 19.000 19.00; 19.00. 19.000 19.00. 19.00, 20.00 20.00. 20.000 20.00, 20.00. 20.00. 21.000 21.00

D| -19.000 -19.000 -19.00 -19.00, -18.00 -18.00: -17.00. -17.00| -18.00. -18.00. -17.00. -17.00| -17.00. -19.00 -17.00: -17.00| -18.00. -18.00: -18.00. -18.00| -15.00; -15.00. -16.00. -16.00

6 6 +~ 6 6 7 7 3 7 9 9 8 8 9 -~ 9 - 4 5 4 4 5 7 7 7 7 7
F 13.000 13.000 20.00 20.00 20.00 20.000 20.50 20.50| 24.000 24.000 27.000 27.00| 2500 25.00 26.000 26.00, 2500 25.000 28.00 28.00] 27.000 27.00. 25.00. 25.00f
D -7.00.  -7.00. -14.00. -14.00, -13.00. -13.00. -17.50. -13.50| -15.00. -15.00. -19.00. -19.00, -16.00. -16.00. -22.00. -21.00| -21.000 -21.00: -23.00. -21.00f -20.00: -20.00: -18.00. -18.00

12 13 14 15 16 17

S 5 1 5 6 8 8 8 8 8 . 8 . 6 7 4 4 4 | 4 3 . 3 . 3 . 3 1 1 10
F 26.000 26.00 28.00 28.00/ 27.00 27.00 26.00 26.00, 27.000 27.000 26.00 26.00, 27.00 27.00. 2800  28.00f 28.000 28.00 27.000 27.00f 28.00 28.000 27.000 27.00
pD| -21.000 -25.000 -23.000 -22.00f -19.000 -19.00 -18.00 -18.00| -19.00. -19.00. -20.00 -19.00| -23.00 -23.00: -24.00; -24.00| -25.00. -25.00. -24.00. -24.00| -27.00. -27.00. -26.00. -27.00

18 19 20 21 22 23

S 0o 0o o 0 o 0 o . 0 o 0 0o 0 o 0 o 0 o . 0o : 0 ' O 0o o 0o © 0
P 22.00 22.000 23.00 23.00 23.00 23.000 24.00 24.00, 16.00. 16.00 16.000 16.00| 16.00 16.00. 16.00. 16.00 16.00. 16.00. 17.00 17.00/ 16.00. 16.00. 16.00  16.00
D| -22.000 -22.000 -23.000 -23.00| -23.00 -23.000 -24.000 -24.00, -16.00 -16.00. -16.00 -16.00| -16.000 -16.000 -16.00. -16.00| -16.00. -16.00: -17.00 -17.00| -16.000 -16.00. -16.00. -16.00

Mean Absolute Deviation: 18.82 Standard Deviation: 3.82 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> )
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

New Hire Schedule Bid

Scheduling Unit: Customer Service / Help Desk
Published: No
9/5/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 1 ' 1 1 1 1 1 ' 1 ' 1 1 ' 1 ' 1 ' 1 1 0o 1 ' 1 1 ' 1 ' 1 1 1 ' 1 ' 1 ' 1
F 20.000 20.000 21.00 21.000 21.00 21.000 20.00. 20.00f, 20.00. 20.00 20.000 20.00f 20.000 20.000 20.000 20.00, 21.000 21.00. 19.000 19.00 16.000 16.000 14.00. 14.00|

D| -19.000 -19.000 -20.000 -20.00f -20.00 -20.00: -19.00: -19.00| -19.00. -19.00; -19.00. -19.00| -19.00: -20.00 -19.00: -19.00| -20.00. -20.00: -18.00. -18.00| -15.00; -15.00. -13.00. -13.00

(VR 0o 1 1 2 2 2 2 2 2 2 2 12 1 2 2 2 2 2 1 1 o 0
F 21.000 21.000 20.00 20.00 21.00 21.000 21.000 21.00, 22.000 22.000 19.000 19.000 21.00 21.00; 19.00. 19.00f 20.00 20.000 22.00 22.00{ 20.00 20.000 21.00 21.00
D| -21.000 -21.000 -19.000 -19.00f -19.000 -19.00. -19.00. -19.00f -20.00: -20.00. -17.00. -17.00, -20.00: -19.00. -18.00: -17.00f -18.00. -18.00: -20.00. -20.00{ -19.00. -19.00. -21.00. -21.00j

12 13 14 15 16 17

S 1 1T 2 2 2 2 2 2 o . 2 . 2 2 2 2 2 2 2 2 101 0 o 0o . o0
F 19.000 19.000 18.000 18.00f/ 26.00 26.00 26.50 26.50| 26.000 26.000 25.000 25.00f 23.00 23.000 26.000 26.00f 25.00 25.000 25.000 25.00f 2500 2500 2500 25.00
p| -18.000 -18.000 -16.00 -16.00f -24.000 -24.00 -24.50 -24.50| -26.00, -24.00. -23.000 -23.00, -21.00 -21.00: -24.00; -24.00| -23.00. -23.00. -24.00. -24.00| -25.00. -25.00. -25.00. -25.00

18 19 20 21 22 23

S 0o 0o o 0 o 0 o . 0 o 0 0o 0 o 0 o 0 o . 0o : 0 ' O 0o o 0o © 0
P 18.00 18.00 1800 18.00( 22.00 22.000 2400 24.00, 23.00 23.00 23.000 23.00, 19.00 19.00. 23.00. 23.00 19.00. 19.00. 20.00 20.00, 18.00. 18.00. 20.00  20.00
D| -18.000 -18.000 -18.000 -18.00| -22.00 -22.00. -24.000 -24.00, -23.00 -23.000 -23.00 -23.00| -19.000 -19.000 -23.00. -23.00| -19.00. -19.000 -20.00 -20.00| -18.000 -18.00: -20.00. -20.00

Mean Absolute Deviation: 20.21 Standard Deviation: 2.71 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted
<All> o
3 GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

New Hire Schedule Bid

Scheduling Unit:
Published: No

9/6/2015

Forecast Schedule Date range:
Schedule Date/Time Range:

Customer Service / Help Desk

S : Scheduled ACD F : Forecasted D : Difference

0 7 2 3 7 5
sl 1 1 1 1 ' T 1 T 1 1 1 o . 1 1 1 T 1 1 1 T 1 1 1
F| 909 909 910 910 910 910 910 910 1110, 11.10 1109 11.09] 911 911 _ 908 908 910 910 925 925 10.00. 10.00 11.00, 11.00
DI 809 809 810 810 810 810 810 -810| -10.10. -10.10 -10.09 -1009] -911 -811 -8.08 808 -810 -8.10 -8.25 -8.25| -9.00, -9.00 -10.00 -10.00
5 7 ) 9 70 1
2 2 2 2 2 . 2 2 2 2 2 0 2 2 2 2 2 T 10 0 T 1 2 2
F| 2000 2000 19.00 19.00] 20.00 20.00 21.00 21.00] 21.00 21.00 21.00 21.00, 21.00 21.00 2000 20.00] 18.00 18.00 2000 20.00] 20.00 20.00 20.00 _ 20.00
D| 1800 -18.00. -17.00 -17.00] -18.00 -18.00. -19.00. -19.00] -19.00 -19.00 -21.00 -19.00 -19.00 -19.00 -18.00 -18.00] -17.00 -17.00, -20.00 -20.00] -19.00_ -19.00, -18.00, -18.00
12 13 14 15 16 17
s| 2 2 2 2 2 0 2 2 2 2 2 2 2 2 2 2 0 o 0 o0 0o 0 0 0
F| 1800 1800 19.00 19.00] 24.00 24.00 2450 2450 2500 2500 2500 2500 22.00 22.00 2400 24.00] 2500 2500 2400 2400 2500 2500 24.00 24.00
D| -16.00 -16.00 -17.00 -17.00] -22.00 -24.00 -22.50 -22.50] -23.00 -23.00 -23.00 -23.00 -20.00 -20.00 -22.00, -22.00| -25.00 -25.00 -24.00 -24.00| -25.00, -25.00, -24.00 -24.00
18 19 20 21 22 23
s| o 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
F| 1700 1700 1700 17.00] 2300 2300 2200 2200 21.00 21.00 2200 2200 2000 2000 2100 2100 1800 1800 1700 17.00[ 19.00 19.00 1800 18.00
D| -17.00 -17.00 -17.00 -17.00] -23.00 -23.00 -22.00 -22.00] -21.00 -21.00 -22.00 -22.00] -20.00 -20.00 -21.00 -21.00] -18.00 -18.00. -17.00 -17.00] -19.00 -19.00 -18.00 -18.00
Mean Absolute Deviation: 17.21 Standard Deviation: 5.40 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/21/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk

9/21/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 0 0 0 0 o 0 0 0 1 ' 1 ' 1 ' 1 1 ' 1 ' 1 ' 1 1 ' 1 ' 1 ' 0 10 10 10 10
E 19.000 19.000 19.000 19.00f 19.00 19.00. 18.00. 18.00 7.04. 7.04. 7.04 7.04 7.04 7.04 7.04. 7.04 7.04. 7.04. 7.12 7.12| 16.000 16.000 17.00. 17.00
D| -19.000 -19.000 -19.000 -19.00, -19.00 -19.00. -18.00. -18.00 -6.04. -6.04 -6.04 -6.04 -6.04 -6.04& -6.04 -6.04 -6.04 -6.04 612 -7.12 -6.000 -6.000 -7.000 -7.00
6 7 8 9 10 1
14 14 - 13 13 21 23 22 25 42 42 38 - 42 42 41 36 - 40 42 + 42 - 40 - 45 43 43 43 45
E 23.000 23.00 24.00 24.00, 25.00 25.000 27.000 27.00, 31.50° 31.50 33.000 33.000 37.000 37.000 37.000 37.00, 36.00 36.000 35.00 35.00f 40.000 40.000 41.000 41.00]
D -9.000  -9.00. -11.00 -11.00 -4.00 -2.000 -5.000 -2.00f 10.50. 10.50: 5.00 9.00 5.00 4.000 -1.00 3.00 6.00 6.00 5.00 10.00 3.00. 3.00 2.00 4.00)
12 13 14 15 16 17
S 50 50 @ 49 50 50 52 . 58 . 58 60 . 60 & 64 = 63 64 63 . 56 61 58 57 57 58 32 . 32 . 29 . 29
E 41.00 4100 41.00 41.00f 46.00 46.00 5200 52.00] 53.000 53.00 58.00 58.00/ 59.00 59.00 55.003 55.00/ 53.00: 53.003 52.000 52.00 42.003 42.003 37.00. 37.00]
D 9.00. 9.00 8.00 9.00 4.00 6.00 6.00 6.00 7.00 7.00 6.00 5.00 5.00 4.00 1.00! 6.00 5.00! 4.00. 5.00 6.00/ -10.00. -10.00. -8.000 -8.00
18 19 20 21 22 23
S 22 22 19 24 22 22 24 24 26 25 21 . 20 19 20 14 . 22 19 19 19 19 19 19 19 19
F 27.00} 27.00} 22.00} 22.00 25.00} 25.00} 25.00} 25.00 20.00} 20.00} 21.00} 21.00 20.00} 20.00} 20.00} 20.00 17.003 17.003 16.003 16.00 17.003 17.003 17.003 17.00
D -5.00. -5.003 -3.003 2.00 -3.003 -3.00 -1.00 -1.00 6.00 5.00 0.003 -1.00 -1 .003 0.00} -6.003 2.00 2.00 2.00. 3.00 3.00 2.00 2.00. 2.00 2.00
Mean Absolute Deviation: 6.31 Standard Deviation: 7.67 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/21/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/09/2015 16:39:05

9/22/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 3 3 3 3 2 2 2 2 1 1 2 2 1 2 2 2 1 1 1 1 O i I
F 8.16. 8.16. 9.17. 9.17 8.17 8.17. 8.17. 8.17 8.16 8.16 8.18 8.18 8.14. 8.14. 8.16, 8.16 8.18 8.18. 8.34 8.34| 19.000 19.000 18.00. 18.00
D -5.16,  -5.16. -6.17.  -6.17, -6.17  -6.17.  -6.17.  -6.17 -7.16. -7.16. -6.18 -6.18 -7.14 -6.14  -6.16. -6.16 -7.18 718  -7.34  -7.34 -8.000 -8.000 -7.000 -7.00
6 7 8 9 10 11
0 - 10 11 - 1" 6 16 ~ 19 - 20 35 + 36 - 40 - 40 41 4 38 36 41 40 -+ 41 - 44 44 44 - 42 - 43
E 22.000 22.000 23.00 23.00f 24.00 24.000 29.000 29.00, 33.000 33.000 39.000 39.00, 38.00 38.00 40.000 40.00/ 42.000 42.00 41.00 41.00] 42.000 42.000 44.00 44.00
D| -12.000 -12.00. -12.000 -12.00 -8.000 -8.00. -10.00. -9.00 2.00: 3.00 1.00 1.00 3.00! 3.000 -2.000 -4.00 -1.000  -2.00: 0.00! 3.00 2.00 2.000 -2.000 -1.00]
12 13 14 15 16 17
S 44 44 44 45 46 47 53 53 56 57 57 58 58 58 &+ 58 | 58 54 55 | 54 . 56 33 ¢ 3 . 29 . 29
F 44.000 44.000 44.00 44.00f 47.00 47.00 54.00 54.00{ 56.00. 56.000 56.000 56.00f 58.00 58.00. 56.00. 56.00, 55.000 55.00. 54.000 54.00f 43.000 43.00. 39.000 39.00
0.00: 0.00 0.00 1.00 -1.00 0.00 -1.00  -1.00 0.00: 1.00! 1.00 2.00 0.00 0.00: 2.00; 2.00 -1.00! 0.00: 0.00; 2.00f -10.00: -10.00. -10.00. -10.00
18 19 20 21 22 23
S 23 24 18 24 21 . 21 . 25 24 25 25 21 . 20 20 19 15 22 19 19 19 19 19 19 19 19
F 31.000 31 .00 2500 2500 24.00 24.000 2500 25.00, 24.00. 24.00 23.000 23.000 20.00 20.000 21.00 21.00 20.00 20.000 20.00 20.00, 20.000 20.00 19.00 19.00
D -8.000 -7.00 -7.000 -1.00 -3.00  -3.00. 0.00.  -1.00 1.00 1.000 -2.00 -3.00 0.000 -1.000 -6.00 1.00 -1.000 -1.000 -1.000 -1.00 -1.00.  -1.00: 0.00: 0.00
Mean Absolute Deviation: 3.95 Standard Deviation: 418 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/21/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/09/2015 16:39:05

9/23/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 0o 0 0 0 o 0 0 0 o 0 o 0 o 0 0 0 9 9 9 9
F 9.00: 9.00 8.00 8.000 21.00 21.000 22.000 22.00 8.03 8.03 8.03. 8.03 8.06. 8.066 15.000 15.00 8.04. 8.04. 8.08 8.08 19.000 19.00 19.00. 19.00
D -7.000 -7.000 -6.00 -6.00, -21.00 -21.00: -22.00. -22.00 -8.03. -8.03 -8.03 -8.03 -8.066 -8.06. -15.00. -15.00 -8.04. -8.04. -8.08 -8.08/ -10.00. -10.00. -10.00. -10.00
6 7 8 9 10 11
9 9 9 9 15 16 17 19 37 + 37 + 43 - 43 39 - 40 - 35 = 34 40 + 39 - 42 - 45 41 - 42 41 A
E 21.000 21.000 21.00 21.00{ 24.000 24.000 29.000 29.00, 33.000 33.000 39.000 39.00f 39.000 39.000 39.000 39.00f 41.000 41.00 43.00 43.00{ 40.000 40.000 43.00 43.00
D| -12.000 -12.00. -12.000 -12.00 -9.000 -8.00. -12.00. -10.00 4.00. 4.00. 4.00. 4.00 0.00: 1.000 -4.000 -5.00 -1.000 -2.000 -1.00 2.00 1.00:! 2.000 -2.000 -2.00]
12 13 14 15 16 17
S 43 43 47 46 46 47 53 53 58 60 58 60 57 58 '+ 55 | 58 53 54 | 53 . 54 33 . 3 . 27 . 27
F 44.000 44.000 47.00 47.00f 44.00 4400 53.00 53.00f 59.000 59.000 59.000 59.00f 57.00 57.000 56.00. 56.00, 55.000 55.00. 53.000 53.00/ 43.000 43.00. 39.000 39.00
-1.000  -1.00 0.000 -1.00 2.00 3.00 0.00 0.00 -1.00, 1.000 -1.00 1.00 0.00 1.000 -1.00: 2.00 -2.000  -1.00: 0.00: 1.00{ -10.00 -10.00: -12.00. -12.00
18 19 20 21 22 23
S 20 20 20 23 22 22 . 25 25 24 23 20 21 20 19 16 22 19 19 19 19 19 19 19 19
F 27.00 27.00 26.00 26.00| 24.00 24.000 26.00 26.00f 24.00 24.00 23.000 23.00 19.00 19.00. 22.00. 22.00 20.000 20.000 20.00 20.00, 20.000 20.00 19.00 19.00
D -7.000 -7.00 -6.00 -3.00 -2.000 -2.000 -1.000 -1.00 0.000 -1.00 -3.000 -2.00 1.00 0.00  -6.00: 0.00 -1.000 -1.000 -1.000 -1.00 -1.00.  -1.00: 0.00: 0.00
Mean Absolute Deviation: 5.21 Standard Deviation: 5.95 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/21/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/09/2015 16:39:05

9/24/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 2 2 2 2 2 2 2 2 1 1 2 2 1 1 1 1 0 + 10 : 10 . 10
F 8.16. 8.16. 9.17. 9.17 8.17 8.17. 8.17. 8.17 8.16 8.16 8.18 8.18 8.14. 8.14. 8.16, 8.16 8.18 8.18. 8.35 8.35| 18.00. 18.00. 20.00. 20.00
D -6.16.  -6.16.  -7.17.  -7.17, -6.17  -6.17.  -6.17.  -6.17 -6.16. -6.16. -6.18 -6.18 -7.14 -7.14  -6.16. -6.16 -718  -7.18  -7.35 -7.35 -8.000 -8.00. -10.00. -10.00
6 7 8 9 10 11
14 - 14 - 16 = 17 8 18 21« 22 40 - 41 - 44 47 41 44 34 - 38 40 © 39 - 44 - 49 4 + 50 + 50 - 51
E 23.000 23.000 23.00 23.00f 23.00 23.000 27.000 27.00, 31.000 31.000 36.000 36.00[ 38.000 38.00 40.000 40.00/ 38.000 38.00 38.00 38.00] 40.000 40.000 43.00 43.00
D -9.000 -9.000 -7.00 -6.00 -5.000 -5.000 -6.000 -5.00 9.000 10.00: 8.000 11.00 3.00 6.00. -6.000 -2.00 2.00 1.00! 6.000 11.00 4.000  10.00: 7.00 8.00
12 13 14 15 16 17
S 49 47 53 52 51 50 58 60 60 62 60 60 59 58 . 60 60 50 50 . 54 . 55 27 . 271 . 24 . 25
F 42.000 42.000 44.00 44.00f 4500 4500 52.00 52.00f{ 53.000 53.000 56.000 56.00f 57.00 57.000 57.000 57.00, 54.000 54.00. 52.00 52.00f 37.000 37.00. 37.00. 37.00
7.00 5.00 9.00. 8.00 6.00 5.00 6.00 8.00 7.00 9.00: 4.00 4.00 2.00 1.00. 3.00! 3.00 -4.000  -4.00: 2.00 3.00f -10.00: -10.00. -13.00. -12.00
18 19 20 21 22 23
S O 7} 11 13 13 13 15 15 71 . 11 . 10 10 9 10 9 10 2 2 2 2 2 2 2 2
F 22.00 22.00 19.00 19.00| 21.00 21.000 24.00 24.00, 19.00 19.00 19.000 19.00| 18.00 18.00. 15.00. 15.00 9.24. 9.24, 8.24 8.24 9.23 9.23 1024 10.24
D| -11.000 -10.00 -8.00 -6.00 -8.00 -8.000 -9.000 -9.00 -8.000 -8000 -9.000 -9.00, -9.00 -800 -6.000 -5.00 -7.24. 724 624  -6.24 -7.23.  -7.23. -824 824
Mean Absolute Deviation: 6.85 Standard Deviation: 6.64 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/21/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/09/2015 16:39:05

9/25/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 1 1 1 1 1 1 1 1 1 1 0o 1 1 1 1 1 6 6 10 10
F 8.23 8.23 8.24 8.24 8.24 8.24. 8.24 8.24 8.21. 8.21. 8.19. 8.19 8.26. 8.26. 8.42, 8.42 4.07. 4.07. 15.000 15.00, 13.13 13.13 16.00. 16.00
D -6.23  -6.23 -6.24 -6.24 -7.24 724 724 724 721 721, 719 -719| -7.26 -7.26. -8.42 « -7.42 -3.07. -3.07. -14.00 -14.00 -713. -7.13.  -6.000 -6.00
6 7 8 9 10 11
10 - 10 - 15 + 15 9 18 21 21 34 + 38 - 38 - 38 3y + 42 3% 37 43 43 + 36 = 46 45 47 49 - 49
E 16.000 16.000 18.00 18.00, 14.00 14.000 19.000 19.00, 22.000 22.000 28.000 28.00 36.000 36.000 36.000 36.00/ 39.00 39.000 35.00 3500, 40.00 40.000 4200 42.00
-6.000 -6.000 -3.00 -3.00 5.00. 4.00 2.00. 2,00, 12.00. 16.000 10.00. 10.00 1.00! 6.00. -1.00: 1.00 4.00 4.00 1.00 11.00 5.00! 7.00: 7.00 7.00]
12 13 14 15 16 17
S 50 52 51 51 51 54 60 58 55 59 55 56 58 58 & 58 | 59 54 54 | 51 | 52 27 . 271 . 25 . 25
F 41.000 41.000 4500 45.00f 47.00 47.00 56.00 56.00 54.000 54.000 54.00 54.00f 57.00 57.000 56.00. 56.00, 55.000 55.00. 51.000 51.00f 39.000 39.00. 36.00. 36.00
9.00 11.00 6.00. 6.00 4.00 7.00 4.00 2.00 1.00 5.00 1.00 2.00 1.00 1.00. 2.00 3.00 -1.000  -1.00: 0.00 1.00{ -12.00. -12.00. -11.00. -11.00
18 19 20 21 22 23
S 12 13 10 14 14 14 . 15 15 10 11 10 10 8 9 9 9 2 2 2 2 2 2 2 2
F 21.00 21.00 20.00 20.00| 19.00 19.00 17.00 17.00/ 16.00  16.00 13.000 13.00f 13.00 13.000 16.00. 16.00 7.32 7.32 8.32 8.32 7.32 7.32 8.32 8.32
D -9.000 -8.00 -10.000 -6.00 -5.00 -5.000 -2.000 -2.00 -6.000 -5000 -3.000 -3.00 -500 -400 -7.000 -7.00 -5.32.  -532. -6.32 -6.32 -5.32.  -532 -6.32 -6.32
Mean Absolute Deviation: 5.78 Standard Deviation: 6.35 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/21/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/09/2015 16:39:05

9/26/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 1 1 0 1 1 1 1 1 1 1 1 1 o . o0 : 0 ' O 1 1 1 1
F 8.32 8.32 8.32 8.32 7.32 7.32; 7.32. 7.32 7.32. 7.32. 7.33 7.33 7.33 7.33 7.61 761 17.05 17.05. 18.00 18.00 7.61 7.61. 7.61. 7.61
D -6.32 -6.32 -6.32 -6.32 -6.32 -6.32. -7.320 -6.32 -6.32. -6.322 -6.33 -6.33 -6.33 -6.33 -6.61 = -6.61| -17.05 -17.05 -18.00 -18.00 -6.61 -6.61 -6.61  -6.61
6 7 8 9 10 11
3 3 8 8 0 +~ 10 - 10 - 10 9 - 9 + 9 - 10 4 9 7T 9 8 8 2 2 3 3 7 7
E 12.61 1261 1361 13.61 1461 1461 1161 11.61 9.61: 961 1161 1161 13.61 1361 13.61 13.61| 27.61 2761 2761 27.61 1161  11.61 9.61 9.61
D -9.61. -961 -561 -5.61 -4.61  -461 -161 -1.61 -0.61. -0.61. -2.61  -1.61 961 -461  -6.61  -461| -19.61 -19.61 -25.61 -25.61 -8.61. -8.61 -2.61 -2.61
12 13 14 15 16 17
S 7 7 9 9 20 22 25 25 24 26 22 26 24 16 26 | 26 24 25 20 @ 21 20 . 20 4 4
F 1261 1261 1261 1261 2461 2461 28.61 2861 3261 3261 29.61 29.61 3361 3361 3461 3461 3262 3262 3261 3261 3135 31.35 18.87. 18.87
-5.61  -561 -3.61 -3.61 -4.61  -2.61 -3.61  -3.61 -8.61 -6.61 -7.61 -3.61 -9.61 -17.61  -8.61 -8.61 -8.62 -7.62. -12.61 -11.61| -11.35 -11.35 -14.87 -14.87
18 19 20 21 22 23
S 1 1 . 16 16 16 16 16 16 12 13 O I 4 16 17 16 17 17 17 17 17 14 14 14 . 14
E 9.05 9.05 2200 2200 19.00 19.00 18.00 18.00f 19.00  19.00 21.000 21.00, 18.00 18.000 21.00. 21.00 17.00 17.00. 17.00. 17.00| 17.00 17.00. 16.00  16.00
D -8.05. -8.05 -6.00 -6.00 -3.00 -3.000 -2.000 -2.00 -7.00.  -6.00 -10.000 -4.00, -200 -1.000 -5.00. -4.00 0.00: 0.00: 0.00. 0.00 -3.000 -3.00. -2.000 -2.00
Mean Absolute Deviation: 6.98 Standard Deviation: 5.23 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/21/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/09/2015 16:39:05

9/27/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 1 1 1 1 1 1 0 1 1 1 1 1 1 1 1 1 1 1 1 1 0o 0 0 0
F 7.12 712 1312 13.12 7.12 7.12 7.13 7.13 7.13 713 1412 1412 7.16. 7.16. 7.27. 7.27| 17.000 17.00. 17.000 17.00 7.23 7.23. 1523 15.23
D -6.12  -6.12 -12.12 -12.12 -6.12 -6.12. -7.13. -6.13 -6.13. -6.13. -13.12 -13.12| -6.16. -6.16. -6.27. -6.27| -16.00. -16.00. -16.00 -16.00 -7.23.  -7.23. -156.23 -15.23
6 7 8 9 10 11
3 3 5 5 0 +~ 10 - 10 - 10 9 - 10 - 8 - 10 7 9 - 4 9 7 7 6 6 3 3 3 + 3
E 8.41 841 1341 13.41 13.41 1341 1141 1141 1441 1441 1142 11.42 9.45 945 1345 1345 1252 1252 2637 26.37| 23.000 23.00 9.75 9.75
D -541. -541  -841 -8.41 -3.41 -341 141 -1.41 541 441 -342 1420 -245 -045  -945 445 -5.52.  -552. -20.37. -20.37| -20.000 -20.00. -6.75  -6.75
12 13 14 15 16 17
S 8 8 9 8 23 24 22 24 25 26 24 14 26 25 22 | 26 26 26 . 26 . 26 19 19 2 2
F 10.54 10.54 1254 1254 2454 2454 3055 30.55 31.55 3155 29.57 29.57| 28.53 28.53. 29.62 29.62| 3543 3543 3255 32.55| 29.59. 2959 16.96 16.96
-254 254 354 454 -1.54  -0.54 -8.55  -6.55| -6.55 -555  -557 -1557| -253 -3.53  -7.62 -3.62 -9.43  -943  -6.55  -6.55| -10.59. -10.59 -14.96 -14.96
18 19 20 21 22 23
S 1 1 . 16 16 16 16 16 16 13 12 O I 4 16 17 16 17 17 17 17 17 16 16 13 13
F 19.00 19.00 2045 2045 22.00 22.000 2200 2200 22.00 22.00 20.000 20.00, 20.00 20.000 19.00. 19.00 17.00 17.00. 18.00. 18.00| 17.00 17.00. 16.00  16.00
D| -18.00 -18.00 -445 -4.45 -6.00 -6.000 -6.000 -6.00 -9.000 -10.000 -9.000 -3.00, -400 -3.00 -3.000 -2.00 0.00: 0.000 -1.000 -1.00 -1.00. -1.00. -3.000 -3.00
Mean Absolute Deviation: 7.23 Standard Deviation: 5.17 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> O
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/4/2015

Scheduling Unit: Customer Service / Help Desk
Published on date/time: 10/09/2015 16:39:05
10/4/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 0 o 0o 0 o 0o o 0 o o o 0 0o 0o o 0 o o o 0 0o o o 0
E 1.00 1.00 1.00 1.00 1.00 1.00. 1.00! 1.00 1.00. 1.00. 1.00. 1.00 1.00. 1.00 1.00: 1.00 1.00. 1.00. 1.00 1.00 1.00! 1.00. 1.00. 1.00

D -1.000 -1.000 -1.000 -1.00 -1.00 -1.000 -1.00. -1.00 -1.000 -1.000 -1.000 -1.00f -1.000 -1.000 -1.00. -1.00 -1.000 -1.000 -1.000 -1.00 -1.000 -1.000 -1.000 -1.00

F 1.00 1.00: 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00: 1.00: 1.00: 1.00 1.00: 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.000 1.00 1.00)
D 1.00. 1.00! 1.00 1.00 1.00 1.00. 1.00 1.00 1.00. 1.00. 1.00. 1.00, -1.00: 1.00: 1.00! 1.00 -1.000 -1.000 -1.000 -1.00 1.00! 1.00: 1.00. 1.00

12 13 14 15 16 17

100 100 100 100, 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100  1.00
Dl 700 100 100 -1.00] 100 100 100 100 100 100 100  1.00 -1.00 100 100 _ 1.00 100 100 100 1.00] 1.00 _ 1.00 _ 1.00 _ 1.00

18 19 20 21 22 23

S 2 2 2 2 2 2 2 2 2 2 0o 2 2 0 2 2 2 2 2 2 0 2 1 1 1 1
F 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00. 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00. 1.00 1.00]
D 1.00 1.00} 1.00} 1.00 1.00} 1.00 1.00 1.00 1.00 1.00 -1.00} 1.00 1.00} 1.00} 1.00} 1.00 1.00 1.00 1.00 1.00 0.00 0.00: 0.00 0.00

Mean Absolute Deviation: 0.96 Standard Deviation: 0.95 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> o
Users: <All> O
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/4/2015

Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:40
10/5/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
s 1 1 1 1 T 111 T 11 1 2 2 1 @ 2 2 1 2 2 2 2 2 @ 2
F 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00! 1.00 1.00: 1.00 1.00 1.00 1.00! 1.00: 1.00 1.00

D 0.00: 0.00. 0.00. 0.00 0.00 0.00: 0.00: 0.00 0.00: 0.00: 0.00! 0.00 1.00 1.00 0.00: 1.00 1.00: 0.00: 1.00 1.00 1.00 1.00: 1.00: 1.00

F 1.00 1.00: 1.00 1.00 1.00 1.00: 1.00; 1.00 1.00: 1.00: 1.00: 1.00 1.00: 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.000 1.00 1.00)
D 1.00. 1.00: 1.00 1.00 0.00. 0.00. 0.00 0.00 1.00. 1.00. 1.00. 1.00 0.00 1.00: 0.00. 1.00 0.00. 0.00! 0.00. 0.00 1.00 1.00: 1.00. 1.00

12 13 14 15 16 17

1.00 1.00 1.003 1.00 1.0d 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00; 1.00
-1.000 -1.00 -1.00 -1.00 1.00 1.00 1.00 1.00 1.00; 1.00 1.00 1.00f -1.00 1.00: 1.00 1.00 1.00 1.00! 1.00 1.00 1.00! 1.00: 1.00, 1.00

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 2 o . 2 . 2 . 2 2 2 2 2 0 o 0o © 0
F 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 1.00 1.00. 1.00 1.00 1.00. 1.00. 1.00 1.00]
D 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00f -1.00 1.00: 1.00: 1.00 1.00 1.00. 1.00 1.00 -1.000 -1.00. -1.000 -1.00

Mean Absolute Deviation: 0.75 Standard Deviation: 0.68 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted
<All> o
3 GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/4/2015

Scheduling Unit:
Published on date/time:

Support
09/03/2015 11:09:40

10/6/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 4 5
S 2 2 2 2 2 2 2 2 1 1 1 1 1 1 1 1 1 1T 2 2 2 2 2 2
F 1.00 1.00 1.00 1.00 1.00 1.00. 1.00. 1.00 1.00: 1.00! 1.00 1.00 1.00 1.00 1.00: 1.00 1.00. 1.00! 1.00 1.00 1.00: 1.00: 1.00 1.00
D 1.00 1.00 1.00 1.00 1.00 1.00 1.00: 1.00 0.00: 0.00! 0.00! 0.00 0.00 0.00 0.00! 0.00 0.00! 0.00: 1.00 1.00 1.00 1.00. 1.00! 1.00
6 7 8 9 10 11
2 2 2 2 2 2 1 1 1 1 0 - 2 2 2 2 2 2 2 2 2 1 1 1 1
E 1.00 1.00: 1.00 1.00 1.00 1.00: 1.00 1.00 1.00: 1.00: 1.00: 1.00 1.00 1.00 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.000 1.00 1.00)
D 1.00 1.00 1.00 1.00 1.00 1.00 0.00. 0.00 0.00! 0.000  -1.00: 1.00 1.00! 1.00. 1.00! 1.00 1.00 1.00 1.00 1.00 0.00 0.00! 0.00! 0.00]
12 13 14 15 16 17
S 1 1 1 1 2 2 1 1 1 1 2 2 1 2 2 1 2 2 2 2 2 2 2 2
1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00: 1.00! 1.00; 1.00 1.00 1.00 1.00 1.00
0.00. 0.00 0.00. 0.00 1.00 1.00 0.00 0.00 0.00 0.00. 1.00 1.00 0.00 1.00. 1.00 0.00 1.00. 1.00! 1.00; 1.00 1.00! 1.00: 1.00, 1.00
18 19 20 21 22 23
S 2 2 2 2 2 2 2 2 2 2 2 2 2 2 0 2 2 2 0 0 0 0 0 0
E 1.00 1.00 1.00 1.00 1.00 1.00 0.00 0.00 1.00 1.00 1.00 1.00 1.00 1.00: 0.00 0.00 0.00: 0.00: 0.00 0.00 1.00. 1.00 1.00 1.00|
D 1.00 1.00 1.00 1.00 1.00 1.00 2.00 2.00 1.00 1.00 1.00 1.00 1.00 1.00: 0.00 2.00 2.00 2.00. 0.00. 0.00 -1.000 -1.00. -1.000 -1.00
Mean Absolute Deviation: 0.75 Standard Deviation: 0.68 Number of schedulable time periods: 93
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> o
Users: <All> O
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/4/2015

Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:40
10/7/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
s| o o = 2 = 2 2 2 2 2 2 2 2 2 2 2 2 @ 2 o 2 = 2 = 2 2 2 2 @ 2
F 1.00 1.00 1.00 1.00 0.00 0.00 1.00 1.00 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00! 1.00 1.00: 1.00 1.00 1.00 1.00! 1.00: 1.00 1.00

D -1.000  -1.00 1.00 1.00 2.00 2.00. 1.00 1.00 1.00. 1.00 1.00: 1.00 1.00 1.00 1.00! 1.00 -1.00! 1.00! 1.00 1.00 1.00! 1.00: 1.00! 1.00

F 1.00 1.00: 1.00 1.00 1.00 1.00: 1.00; 1.00 1.00: 1.00: 1.00: 1.00 1.00: 1.00. 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.000 1.00 1.00)
D 1.00. 1.00: 1.00 1.00 1.00 1.00. 1.00 1.00 1.00. 1.00. 1.00. 1.00, -1.00: 1.00. 1.00. 1.00 -1.000 -1.000 -1.000 -1.00 1.00: 1.00: 1.00. 1.00

12 13 14 15 16 17

1.00 1.00 1.003 1.00 1.0d 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00; 1.00
-1.000 -1.00 -1.00 -1.00 1.00 1.00 1.00 1.00 1.00; 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 -1.00, 1.00! 1.00 1.00 1.00! 1.00: 1.00; 1.00

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 2 2 .0 . 2 . 2 2 . 2 . 0 . O 0 o . 2 . 2
F 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 1.00 1.00. 1.00 1.00 1.00. 1.00. 1.00 1.00]
D 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00  -1.00 1.00: 1.00 1.00 1.000 -1.000 -1.00 -1.00  -1.00 1.00 1.00

Mean Absolute Deviation: 1.02 Standard Deviation: 0.80 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> o
Users: <All> O
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/4/2015

Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:40
10/8/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 0o o 0o 0 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2 2 2
F 1.00 1.00 1.00 1.00 2.00 2.00 2.00! 2.00 2.00: 2.00 2.00 2.00 2.00: 2.00 2.00: 2.00 2.00: 2.00 1.00 1.00 2.00: 2.00: 2.00 2.00]

D -1.000 -1.000 -1.000 -1.00 0.00 0.00: 0.00! 0.00 0.00: 0.00: 0.00! 0.00 0.00 0.000  -2.00: 0.00 0.00! 0.00: 1.00 1.00 0.00: 0.00! 0.00: 0.00

F 2.00: 2.00: 2.00 2.00 2.00 2.00: 2.00: 2.00 1.00: 1.00: 1.00: 1.00 2.00 2.00. 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.000 2.00 2.00
D 0.00. 0.00! 0.00. 0.00 0.00. 0.00. 0.00 0.00 1.00. 1.00. 1.00. 1.00 0.00 0.00. -1.00. 1.00 1.00 1.00 1.00 1.00 -1.000 -1.000 -2.000 -2.00

12 13 14 15 16 17

1.00 1.00 1.003 1.00 1.0d 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00 2.00 2.00: 2.00 2.00 1.00 1.00 1.00 1.00 2.00 2.00 2.00: 2.00
1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00; 1.00 1.00 1.00, -2.00 -2.000 -2.000 -2.00 -1.00, 1.00! 1.00 1.00 0.00: 0.00: 0.00: 0.00

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 0 2 .2 2 2 2 .2 1 0 O 0o o 0o © 0
F 2.00 2.00 2.00 2.00 2.00 2.00 2.00 2.00 1.00 1.00 1.00 1.00 2.00 2.00 1.50. 1.50 1.00 1.00. 2.00 2.00 1.00. 1.00. 1.00 1.00]
D 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 1.00 1.00 1.00  -1.00 0.00 0.00 0.50 0.50 1.00 1.000 -2.000 -2.00 -1.000 -1.00. -1.000 -1.00

Mean Absolute Deviation: 0.66 Standard Deviation: 0.92 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> o
Users: <All> O
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/4/2015

Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:40
10/9/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 0o o 2 2 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2 2 2
F 1.00 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00! 1.00 1.00: 1.00: 1.00 1.00 1.00! 1.00: 1.00 1.00

D -1.000  -1.00 1.00 1.00 1.00 1.00! 1.00 1.00 1.00. 1.00 1.00: 1.00 1.00 1.000 -1.00: 1.00 1.00: 1.00! 1.00 1.00 1.00 1.00: 1.00: 1.00

F 1.00 1.00: 1.00 1.00 1.00 1.00: 1.00; 1.00 1.00: 1.00: 1.00: 1.00 1.00: 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.000 1.00 1.00)
D 1.00. 1.00: 1.00 1.00 1.00 1.00. 1.00 1.00 1.00. 1.00.  -1.00. 1.00 1.00! 1.00. 1.00. 1.00 1.00 1.00 1.00 1.00 -1.000 -1.000 -1.000 -1.00

12 13 14 15 16 17

1.00 1.00 1.003 1.00 1.0d 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00; 1.00
1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00; 1.00 1.00 1.00f -1.00 -1.000 -1.000 -1.00 -1.00, 1.00! 1.00 1.00 1.00! 1.00: 1.00; 1.00

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 o . 2 2 .2 2 2 2 2 2 . 2 2 2 1 1
F 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 1.00 1.00. 1.00 1.00 1.00. 1.00. 1.00 1.00]
D 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.000  -1.00. 1.00 1.00 1.00: 1.00: 1.00 1.00 1.00. 1.00 1.00 1.00. 1.00: 0.00 0.00

Mean Absolute Deviation: 0.98 Standard Deviation: 0.71 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted
<All> o
3 GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/4/2015

Scheduling Unit:
Published on date/time:

10/10/2015

Support
09/03/2015 11:09:40

S : Scheduled ACD

F : Forecasted

D : Difference

0 2 4 5
S 0o 0o 1 1 2 2 1 1 1 1 1 1 1 1 2 2 1 1T 2 2 2 2 2 2
F 1.00 1.00 1.00 1.00 1.00 1.00! 1.00. 1.00 1.00: 1.00! 1.00 1.00 1.00 1.00 1.00: 1.00 1.00. 1.00! 1.00 1.00 1.00: 1.00: 1.00 1.00
D -1.000  -1.00: 0.00. 0.00 1.00 1.00 0.00: 0.00 0.00: 0.00! 0.00! 0.00 0.00 0.00 1.00! 1.00 0.00! 0.00: 1.00 1.00 1.00 1.00. 1.00! 1.00
6 7 8 9 10 11
2 2 2 2 2 2 2 2 2 2 1 2 2 2 1 2 2 2 2 2 1 1 1 1
E 1.00 1.00: 1.00 1.00 1.00 1.00: 1.00 1.00 1.00: 1.00: 1.00: 1.00 1.00 1.00 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.000 1.00 1.00)
D 1.00 1.00 1.00 1.00 1.00 1.00 1.00. 1.00 1.00 1.00 0.00: 1.00 1.00! 1.00: 0.00: 1.00 1.00 1.00 1.00 1.00 0.00 0.00! 0.00! 0.00
12 13 14 15 16 17
S 1 1 1 1 1 1 1 1 2 2 1 1 1 1T 2 1 1 2 2 2 2 2 2 2
1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00: 1.00! 1.00; 1.00 1.00 1.00 1.00 1.00
0.00. 0.00 0.00. 0.00 0.00 0.00 0.00 0.00 1.00 1.00! 0.00 0.00 0.00 0.00 1.00 0.00 0.00: 1.00! 1.00; 1.00 1.00! 1.00: 1.00, 1.00
18 19 20 21 22 23
S 2 2 2 2 1 1 1 1 2 2 1 2 2 2 1 2 1 1 1 1 2 2 2 2
E 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.00. 1.00 1.00 1.00|
D 1.00 1.00 1.00 1.00 0.00 0.00 0.00 0.00 1.00 1.00 0.00 1.00 1.00 1.00: 0.00 1.00 0.00: 0.00. 0.00. 0.00 1.00. 1.00. 1.00 1.00
Mean Absolute Deviation: 0.56 Standard Deviation: 0.54 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted
<All> o
3 GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/4/2015

Scheduling Unit:
Published on date/time:

10/11/2015

Support
09/03/2015 11:09:40

S : Scheduled ACD

F : Forecasted

D : Difference

0 7 2 3 7 5
sl 1 1 1 1 2 2 @ 2 2 2 2 2 2 T 1 T 1 T 1 2 . 2 2 . 2 2 2
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
D/ 100 100 100  1.00] 200 200 200 200 200 200 200 200 100 100 1.00 1.00 1.00 1.00 200 200 200 200 200  2.00
5 7 ) 9 70 1
0o o0 0 0 0 . 0 o0 0 0 o0 0 0 0 0 0 0 0 00 0 0 0 o0 0
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
D/ 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
12 13 14 15 16 17
s| o 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000] 000 000 000 000
18 19 20 21 22 23
s| o 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 0.00
D| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
Mean Absolute Deviation: 1.58 Standard Deviation: 2.79 Number of schedulable time periods: 24
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> O
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/25/2015

Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:40
10/25/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 0 o 0o 0 o 0o o 0 o o o 0 0o 0o o 0 o o o 0 0o o o 0
E 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33

D -3.33 -333 -3.33 -3.33 -3.33 -3.33 -3.33 -3.33 -3.33. -333 -333 -333] -3.33 -333 -3.33 -3.33 -3.33. -3.33 -3.33 -3.33 -3.33; -3.33% -3.33.  -3.33

= 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33 133, -133 -1.33 -1.33 -133 -133 -1.33 -1.33. -133 -133 -133 -333 -133 -133 -1.33 -3.33 -3.33 -3.33 -3.33 -1.33°  -133 -1.33  -1.33

12 13 14 15 16 17

3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.333 3.33 3.333 3.333 3.333 3.33 3.333 3.333 3.33 3.33
D -3.33, -3.33 -3.33 -3.33 -1.33 -1.33 -1.33  -1.33 -1.33  -133 -1.33 -133 -333 -133 -133  -1.33 -1.33, -133 -133 -1.33 -1.33° 133 -133 -1.33

18 19 20 21 22 23

S 2 2 2 2 2 2 2 2 2 2 0o 2 2 0 2 2 2 2 2 2 2 1 1 1 1
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33. -1.333 —1.33} -1.33 -1.33} -1.33 -1.33  -1.33 -1.33  -1.33 -3.333 -1.33] —1.33} —1.333 —1.333 -1.33 -1.33 -1.33 -133 -1.33 -2.33°  -2.33°  -2.33°  -2.33

Mean Absolute Deviation: 2.10 Standard Deviation: 0.95 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> O
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/25/2015

Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:54
10/26/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 1 ' 1 1 1 1 1 ' 1 ' 1 1 ' 1 ' 1 ' 1 2 2 1 ' 2 2 1 ' 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.333 3.333 3.33]

D -2.33 233 -233 -2.33 -2.33 -233 -233 233 -2.33. -233 -233 -233] -1.33 -1.33 -2.33 -1.33 -1.33, -2.33° -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -2.33 233 -233 -233 -1.33°  -133 -1.33 -1.33 -233 -1.33 -233 -1.33 -2.33.  -2.33. -2.33 -2.33 -1.33. -1.33) -1.33 -1.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-3.33 333 -333 -3.33 -1.33 -1.33 -1.33  -1.33 -1.33 -133 -1.33 -133 -333 -133 -133  -1.33 -1.33, -1.33 -1.33 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 2 o . 2 . 2 . 2 2 2 2 2 0 o 0o © 0
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33° -1.33° -1.33 -1.33°  -1.33 -1.33 -1.33 -333 -133 -1.33 -1.33 -1.33 -133 -133 -1.33 -3.33.  -3.33] -3.33°  -3.33

Mean Absolute Deviation: 1.79 Standard Deviation: 0.68 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> O
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/25/2015

Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:54
10/27/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 2 2 2 2 2 2 2 2 1 ' 1 ' 1 ' 1 1 1 1 ' 1 1 ' 1 ' 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]

D -1.33, -1.33 -133 -1.33 -1.33 -1.33 -133  -1.33 -2.33. -2.33 -233  -233] -2.33 -233 -2.33 -2.33 -2.33. 233 -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33  -1.33. -233 -2.33 -2.33. -233 -3.33 -133 -1.33 -1.33 -133  -1.33 -1.33. -1.33. -1.33 -1.33 -2.33.  -233 -233  -2.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-2.33 233 -233 -233 -1.33 -1.33 -2.33 -2.33 -233 -233 -133 -1.33] -233 -1.33 -1.33  -2.33 -1.33, -1.33 -1.33 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 2 2 0 2 o . 2 2 .2 1 0 O 0o o 0o © 0
F 3.33 3.33 3.33 3.33 3.33 3.33 0.00 0.00 3.33 3.33 3.33 3.33 3.33 3.33 0.00 0.00 0.00 0.00. 0.00 0.00 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33 2.00 2000 -133 -133 -1.33 -133 -1.33 -1.33 0.00 2.00 2.00 2.00 0.00. 0.00 -3.33.  -3.33] -3.33°  -3.33

Mean Absolute Deviation: 1.78 Standard Deviation: 1.07 Number of schedulable time periods: 93

Print Date: Monday, August 14, 2017 8:42:03AM Genesys Page 94 of 198



Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

o "
3 GENESYS
Users: <All> o
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/25/2015

Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:54
10/28/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 0o o 2 2 2 2 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2

333 333 333 333 000 000 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333
D| 333 -333 133 -133 200 200 133 -133] 133 133 133 133 133 -133 133 133 -333 133 -133 -133] -133 133 -1.33 133

n

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33°  -133 -1.33 -133 -3.33 -1.33 -133  -1.33 -3.33.  -3.33. -3.33 -3.33 -1.33. -1.33) -1.33 -1.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 2.22 2.22, 222 2.22 222 222 222 2.22 222 222 222 2.22
-3.33 333 -333 -3.33 -1.33 -1.33 -1.33  -1.33 -1.33  -133 -133 -1.33] -022 -0.222 -0.22 -0.22 -222. -022) -022 -0.22 -0.22°  -022° -022 -0.22

18 19 20 21 22 23

S 2 2 2 2 2 2 2 2 2 2 2 2 2 0 2 2 2 2 o . 0 0o 0 2 2
F 222 222 2.22 2.22 222 222 222 2.22 222 222 222 2.22 222 2.22 222 2.22 2.22 2.223 2.223 2.22 2.223 2.223 222 2.22
D -0.22 -0.223 -0.223 -0.22 -0.223 -0.22  -0222 -0.22 -0.220  -0.22 -0.223 -0.22] -0.223 -2.223 -0.223 -0.22 -0.220  -022. -222 -222 -222. 222 -022 -0.22

Mean Absolute Deviation: 1.31 Standard Deviation: 1.07 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

o "
o '
Users: <All> o
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/25/2015

Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:54
10/29/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 0o 0 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]

D -3.33 -3.33 -3.33 -3.33 -1.33 -1.33 -133  -1.33 -1.33. -133 -133 -1.33] -1.33 -1.33 -3.33. -1.33 -1.33, -1.33° -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33.  -133 -1.33 -133 -1.33 -1.33 -333 -1.33 -1.33. -1.33. -1.33 -1.33 -3.33. -3.33] -3.33 -3.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-1.33 133 -133 -1.33 -1.33 -1.33 -1.33  -1.33 -1.33 -133  -1.33 -133] -3.33 -3.33 -333 -3.33 -3.33 -1.33 -133 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 0 2 .2 2 2 2 .2 1 0 O 0o o 0o © 0
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33° -1.33° -1.33 -1.33°  -1.33 -1.33 -333 -1.33 -133 -1.33 -1.33 -1.33  -133 -333 -3.33 -3.33.  -3.33] -3.33°  -3.33

Mean Absolute Deviation: 1.79 Standard Deviation: 0.84 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

o "
o '
Users: <All> o
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/25/2015

Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:54
10/30/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 2 2 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]

D -3.33 333 -133 -1.33 -1.33 -1.33 -133  -1.33 -1.33. -133 -133 -1.33] -1.33 -1.33 -3.33. -1.33 -1.33, -1.33° -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33°  -133 -3.33 -133 -1.33 -1.33 -133  -1.33 -1.33. -1.33. -1.33 -1.33 -3.33. -3.33] -3.33 -3.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-1.33 133 -133 -1.33 -1.33 -1.33 -1.33  -1.33 -1.33 -133  -1.33 -133] -3.33 -3.33 -333 -3.33 -3.33 -1.33 -133 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 o . 2 2 .2 2 2 2 2 2 0 2 2 2 1 1
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33° -1.33° -1.33 -1.33°  -1.33 -333 -1.33 -133 -133 -1.33 -1.33 -1.33 -133 -133 -1.33 -1.33°  -1.33° -233 -233

Mean Absolute Deviation: 1.65 Standard Deviation: 0.71 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> O
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/25/2015

Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:54
10/31/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 1 1 2 2 1 ' 1 1 ' 1 ' 1 ' 1 1 1 2 2 1 ' 1 ' 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]

D -3.33 -3.33 -233 -2.33 -1.33 -1.33. -2.33 -233 -2.33. -233 -233 -233] -233 -233 -1.33 -1.33 -2.33. 233 -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33° -1.33 -233 -133 -1.33 -1.33 -233 -1.33 -1.33. -1.33. -1.33 -1.33 -2.33.  -233 -233  -2.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-2.33 233 -233 -233 -2.33 233 -2.33 -2.33 -1.33 -133 -233 -2.33] -233 -233 -1.33  -2.33 233 -133 -133 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 1 1 1 1 2 2 1 0 2 2 0 2 102 10 1 1 1 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -2.33 -233° -2.33° -2.33 -1.33°  -1.33 -233 -1.33 -1.33 -133 -233 -1.33 -2.33 -233. -233 -2.33 -1.33°  -133 -133 -1.33

Mean Absolute Deviation: 1.81 Standard Deviation: 0.54 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted
<All> o
3 GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/25/2015

Scheduling Unit:
Published on date/time:

11/1/2015

Support
09/03/2015 11:09:54

S : Scheduled ACD

F : Forecasted

D : Difference

0 7 2 3 7 5
sl 1 1 1 1 2 2 @ 2 2 2 2 2 2 T 1 T 1 T 1 2 . 2 2 . 2 2 2
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
D/ 100 100 100  1.00] 200 200 200 200 200 200 200 200 100 100 1.00 1.00 1.00 1.00 200 200 200 200 200  2.00
5 7 ) 9 70 1
0o o0 0 0 0 . 0 o0 0 0 o0 0 0 0 0 0 0 0 00 0 0 0 o0 0
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
D/ 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
12 13 14 15 16 17
s| o 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000] 000 000 000 000
18 19 20 21 22 23
s| o 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 0.00
D| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
Mean Absolute Deviation: 1.58 Standard Deviation: 2.79 Number of schedulable time periods: 24
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/13/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:54
9/13/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 0 o 0o 0 o 0o o 0 o o o 0 0o 0o o 0 o o o 0 0o o o 0
E 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33

D -3.33 -333 -3.33 -3.33 -3.33 -3.33 -3.33 -3.33 -3.33. -333 -333 -333] -3.33 -333 -3.33 -3.33 -3.33. -3.33 -3.33 -3.33 -3.33; -3.33% -3.33.  -3.33

= 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33 133, -133 -1.33 -1.33 -133 -133 -1.33 -1.33. -133 -133 -133 -333 -133 -133 -1.33 -3.33 -3.33 -3.33 -3.33 -1.33°  -133 -1.33  -1.33

12 13 14 15 16 17

3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.333 3.33 3.333 3.333 3.333 3.33 3.333 3.333 3.33 3.33
D -3.33, -3.33 -3.33 -3.33 -1.33 -1.33 -1.33  -1.33 -1.33  -133 -1.33 -133 -333 -133 -133  -1.33 -1.33, -133 -133 -1.33 -1.33° 133 -133 -1.33

18 19 20 21 22 23

S 2 2 2 2 2 2 2 2 2 2 0o 2 2 0 2 2 2 2 2 2 2 1 1 1 1
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33. -1.333 —1.33} -1.33 -1.33} -1.33 -1.33  -1.33 -1.33  -1.33 -3.333 -1.33] —1.33} —1.333 —1.333 -1.33 -1.33 -1.33 -133 -1.33 -2.33°  -2.33°  -2.33°  -2.33

Mean Absolute Deviation: 2.10 Standard Deviation: 0.95 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/13/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:24
9/14/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 1 ' 1 1 1 1 1 ' 1 ' 1 1 ' 1 ' 1 ' 1 2 2 1 ' 2 2 1 ' 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.333 3.333 3.33

D -2.33 233 -233 -2.33 -2.33 -233 -233 233 -2.33. -233 -233 -233] -1.33 -1.33 -2.33 -1.33 -1.33, -2.33° -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -2.33 233 -233 -233 -1.33°  -133 -1.33 -1.33 -233 -1.33 -233 -1.33 -2.33.  -2.33. -2.33 -2.33 -1.33. -1.33) -1.33 -1.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-3.33 333 -333 -3.33 -1.33 -1.33 -1.33  -1.33 -1.33 -133 -1.33 -133 -333 -133 -133  -1.33 -1.33, -1.33 -1.33 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 2 o . 2 . 2 . 2 2 2 2 2 0 o 0o © 0
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33° -1.33° -1.33 -1.33°  -1.33 -1.33 -1.33 -333 -133 -1.33 -1.33 -1.33 -133 -133 -1.33 -3.33.  -3.33] -3.33°  -3.33

Mean Absolute Deviation: 1.79 Standard Deviation: 0.68 Number of schedulable time periods: 96

Print Date: Monday, August 14, 2017 8:42:03AM Genesys Page 101 of 198



Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/13/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:24
9/15/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 2 2 2 2 2 2 2 2 1 ' 1 ' 1 ' 1 1 1 1 ' 1 1 ' 1 ' 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33

D -1.33, -1.33 -133 -1.33 -1.33 -1.33 -133  -1.33 -2.33. -2.33 -233  -233] -2.33 -233 -2.33 -2.33 -2.33. 233 -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33  -1.33. -233 -2.33 -2.33. -233 -3.33 -133 -1.33 -1.33 -133  -1.33 -1.33. -1.33. -1.33 -1.33 -2.33.  -233 -233  -2.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-2.33 233 -233 -233 -1.33 -1.33 -2.33 -2.33 -233 -233 -133 -1.33] -233 -1.33 -1.33  -2.33 -1.33, -1.33 -1.33 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 2 2 0 2 o . 2 2 .2 1 0 O 0o o 0o © 0
F 3.33 3.33 3.33 3.33 3.33 3.33 0.00 0.00 3.33 3.33 3.33 3.33 3.33 3.33 0.00 0.00 0.00 0.00. 0.00 0.00 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33 2.00 2000 -133 -133 -1.33 -133 -1.33 -1.33 0.00 2.00 2.00 2.00 0.00. 0.00 -3.33.  -3.33] -3.33°  -3.33

Mean Absolute Deviation: 1.78 Standard Deviation: 1.07 Number of schedulable time periods: 93
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

)
Users: <All> &
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/13/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:24
9/16/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 0o o 2 2 2 2 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2

333 333 333 333 000 000 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333
D| 333 -333 133 -133 200 200 133 -133] 133 133 133 133 133 -133 133 133 -333 133 -133 -133] -133 133 -1.33 133

n

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33°  -133 -1.33 -133 -3.33 -1.33 -133  -1.33 -3.33.  -3.33. -3.33 -3.33 -1.33. -1.33) -1.33 -1.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 2.22 2.22, 222 2.22 222 222 222 2.22 222 222 222 2.22
-3.33 333 -333 -3.33 -1.33 -1.33 -1.33  -1.33 -1.33  -133 -133 -1.33] -022 -0.222 -0.22 -0.22 -222. -022) -022 -0.22 -0.22°  -022° -022 -0.22

18 19 20 21 22 23

S 2 2 2 2 2 2 2 2 2 2 2 2 2 0 2 2 2 2 o . 0 0o 0 2 2
F 222 222 2.22 2.22 222 222 222 2.22 222 222 222 2.22 222 2.22 222 2.22 2.22 2.22. 222 2.22 2.22. 2.22. 222 2.22
D -0.22 -0.223 -0.223 -0.22 -0.223 -0.22  -0222 -0.22 -0.220  -0.22 -0.223 -0.22] -0.223 -2.223 -0.223 -0.22 -0.220  -022. -222 -222 -222. 222 -022 -0.22

Mean Absolute Deviation: 1.31 Standard Deviation: 1.07 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

)
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/13/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:24
9/17/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 0o 0 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33

D -3.33 -3.33 -3.33 -3.33 -1.33 -1.33 -133  -1.33 -1.33. -133 -133 -1.33] -1.33 -1.33 -3.33. -1.33 -1.33, -1.33° -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33.  -133 -1.33 -133 -1.33 -1.33 -333 -1.33 -1.33. -1.33. -1.33 -1.33 -3.33. -3.33] -3.33 -3.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-1.33 133 -133 -1.33 -1.33 -1.33 -1.33  -1.33 -1.33 -133  -1.33 -133] -3.33 -3.33 -333 -3.33 -3.33 -1.33 -133 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 0 2 .2 2 2 2 .2 1 0 O 0o o 0o © 0
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33° -1.33° -1.33 -1.33°  -1.33 -1.33 -333 -1.33 -133 -1.33 -1.33 -1.33  -133 -333 -3.33 -3.33.  -3.33] -3.33°  -3.33

Mean Absolute Deviation: 1.79 Standard Deviation: 0.84 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

)
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/13/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:24
9/18/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 2 2 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33

D -3.33 333 -133 -1.33 -1.33 -1.33 -133  -1.33 -1.33. -133 -133 -1.33] -1.33 -1.33 -3.33. -1.33 -1.33, -1.33° -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33°  -133 -3.33 -133 -1.33 -1.33 -133  -1.33 -1.33. -1.33. -1.33 -1.33 -3.33. -3.33] -3.33 -3.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-1.33 133 -133 -1.33 -1.33 -1.33 -1.33  -1.33 -1.33 -133  -1.33 -133] -3.33 -3.33 -333 -3.33 -3.33 -1.33 -133 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 o . 2 2 .2 2 2 2 2 2 0 2 2 2 1 1
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33° -1.33° -1.33 -1.33°  -1.33 -333 -1.33 -133 -133 -1.33 -1.33 -1.33 -133 -133 -1.33 -1.33°  -1.33° -233 -233

Mean Absolute Deviation: 1.65 Standard Deviation: 0.71 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> o
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/13/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:24
9/19/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 1 1 2 2 1 ' 1 1 ' 1 ' 1 ' 1 1 1 2 2 1 ' 1 ' 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33

D -3.33 -3.33 -233 -2.33 -1.33 -1.33. -2.33 -233 -2.33. -233 -233 -233] -233 -233 -1.33 -1.33 -2.33. 233 -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33° -1.33 -233 -133 -1.33 -1.33 -233 -1.33 -1.33. -1.33. -1.33 -1.33 -2.33.  -233 -233  -2.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-2.33 233 -233 -233 -2.33 233 -2.33 -2.33 -1.33 -133 -233 -2.33] -233 -233 -1.33  -2.33 233 -133 -133 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 1 1 1 1 2 2 1 0 2 2 0 2 102 10 1 1 1 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -2.33 -233° -2.33° -2.33 -1.33°  -1.33 -233 -1.33 -1.33 -133 -233 -1.33 -2.33 -233. -233 -2.33 -1.33°  -133 -133 -1.33

Mean Absolute Deviation: 1.81 Standard Deviation: 0.54 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted
<All> o
3 GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/13/2015

Scheduling Unit:
Published on date/time:

9/20/2015

Support
09/03/2015 11:09:24

S : Scheduled ACD

F : Forecasted

D : Difference

0 7 2 3 7 5
sl 1 1 1 1 2 2 @ 2 2 2 2 2 2 T 1 T 1 T 1 2 . 2 2 . 2 2 2
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
D/ 100 100 100  1.00] 200 200 200 200 200 200 200 200 100 100 1.00 1.00 1.00 1.00 200 200 200 200 200  2.00
5 7 ) 9 70 1
0o o0 0 0 0 . 0 o0 0 0 o0 0 0 0 0 0 0 0 00 0 0 0 o0 0
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
D/ 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
12 13 14 15 16 17
s| o 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000] 000 000 000 000
18 19 20 21 22 23
s| o 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 0.00
D| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
Mean Absolute Deviation: 1.58 Standard Deviation: 2.79 Number of schedulable time periods: 24
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/28/2015

Scheduling Unit:
Published on date/time:

Support
09/03/2015 11:09:24

9/28/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 2 2 2 3 9 9 8 9 9 9 9 9 8 7 9 7 15 17 18 18
E 19.000 19.000 18.000 18.00f 18.00 18.00. 19.00. 19.00 7.04. 7.04. 7.04 7.04 7.04 7.04 7.04. 7.04 7.04. 7.04. 711 7.1 16.000 16.000 15.00. 15.00)
pD| -17.000 -17.000 -16.00 -16.00, -16.00 -16.00. -17.00. -16.00 1.96! 1.96! 0.96 1.96 1.96. 1.96 1.96. 1.96 0.96. -0.04 1.89  -0.11 -1.00! 1.00: 3.00 3.00
6 7 8 9 10 1
19 19 19 19 23 26 30 = 29 35 37 36 40 40 38 40 - 40 42 42 M1 . 42 39 41 50 - 50
E 20.000 20.000 23.00 23.00f 25.00 25.000 27.000 27.00, 35.000 35.00 42.000 42.00f 41.000 41.000 43.000 43.00f 40.00 40.000 39.00 39.00f 45.000 45.00 45.00 45.00
D -1.000  -1.00. -4.000 -4.00 -2.00. 1.00 3.00 2.00 0.00! 2.000 -6.000 -2.000 -1.00. -3.00. -3.00. -3.00 2.00 2.00! 2.00 3.00 -6.000  -4.00: 5.00 5.00)
12 13 14 15 16 17
S 47 47 50 49 53 53 . 52 . 53 60 . 60 & 59 = 59 57 . 57 . 54 | 61 56 54 54 55 38 3y . 30 . 37
E 46.00 46.00 50.00 50.00f 57.00 57.00 53.00 53.00] 57.000 57.00 59.00 59.00( 57.00 57.00 55.003 55.00 55.00: 55.003 53.000 53.00 34.003 34.003 32.000 32.00]
D 1.00 1.00 0.000 -1.00 -4.00 -4.00 -1.00 0.00 3.00 3.00 0.00. 0.00 0.00 0.000  -1.00: 6.00 1.000  -1.00: 1.00; 2.00 4.00 3.000 -2.00 5.00
18 19 20 21 22 23
S 31 31 27 28 27 27 29 29 27 27 20 20 17 18 16 20 19 19 19 19 19 19 19 19
F 28.00} 28.00} 24.00} 24.00 28.00} 28.00} 29.00} 29.00 28.00} 28.00} 26.00} 26.00 25.00} 25.00} 23.00} 23.00 23.003 23.003 23.003 23.00 23.003 23.003 23.003 23.00
D 3.00 3.003 3.003 4.00 -1 .OOE -1.00. 0.00: 0.00 -1.00. -1.00. -6.003 -6.00; -8.003 -7.003 -7.003 -3.00 -4.00. -4.00: -4.00 -4.00; -4.00 -4.00: -4.00. -4.00|
Mean Absolute Deviation: 3.68 Standard Deviation: 5.34 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/28/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/07/2015 03:24:29

9/29/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 3 3 3 3 2 2 2 2 1 1 2 2 1 2 2 2 1 1 1 1 O i I
F 8.15 8.15 9.16 9.16 8.16 8.16. 8.16. 8.16 8.16 8.16 8.17. 8.17 8.14. 8.14. 8.14, 8.14 8.17. 8.17. 8.33 8.33 18.000 18.00. 20.00. 20.00
D -5.15  -5.15 -6.16  -6.16 -6.16 -6.16. -6.16. -6.16 -7.16.  -7.16. -6.17. -6.17| -7.14  -6.14  -6.14  -6.14 -rA7. 717, -7.33  -7.33 -7.00. -7.000 -9.000 -9.00
6 7 8 9 10 11
0 - 10 11 - 1" 6 20 - 19 - 21 39 40 - 40 - 40 4 - 4 - 39 - 37 39 © 40 - 41 - 45 48 + 50 49 - 49
E 21.000 21.000 22.00 22.00{ 25.00 25.000 29.000 29.00, 41.000 41.000 44.000 44.00, 44.000 44.00 44.000 44.00/ 47.000 47.00 4500 45.00{ 47.000 47.000 45.00  45.00
p| -11.000 -11.00. -11.000 -11.00 -9.000 -5.00. -10.00. -8.00 -2.000 -1.000 -4.00. -4.00 0.00: 0.00. -5.00. -7.00 -8.000 -7.000 -4.00 0.00 1.00:! 3.00! 4.00 4.00)
12 13 14 15 16 17
S 48 48 47 49 55 54 57 57 62 62 58 58 57 60 & 58 | 58 53 54 | 54 . 55 31 32 21 21
F 46.000 46.000 48.00 48.00/ 58.00 58.00 60.00 60.00 60.00 60.000 58.000 58.00{ 59.00 59.000 57.00. 57.00, 57.000 57.00. 54.000 54.00/ 34.000 34.00. 31.00. 31.00
2.00 2,00 -1.00 1.00 -3.00  -4.00 -3.00 -3.00 2.00 2.00 0.00. 0.00, -2.00 1.00 1.00: 1.00 -4.000  -3.00: 0.00; 1.00 -3.000 -2.00. -10.00. -10.00
18 19 20 21 22 23
S 20 20 22 27 25 25 28 27 23 22 21 22 22 20 17 22 19 19 19 19 19 19 19 19
F 28.00 28.00 29.00 29.00| 30.00 30.000 30.00 30.00] 30.00. 30.00 29.000 29.000 27.00 27.000 27.00. 27.00 25000 25.00 25.00 25.00 24.000 2400 25.00 25.00
D -8.000 -8.00 -7.000 -2.00 -5.00 -5.00 -2.000 -3.00 -7.000 -800 -8.000 -7.000 -5.00 -7.000 -10.000 -5.00 -6.000 -6.000 -6.000 -6.00 -5.00. -5.00. -6.000 -6.00
Mean Absolute Deviation: 5.15 Standard Deviation: 3.70 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/28/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/07/2015 03:24:29

9/30/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 0o o 0 0 1 1 1 1 1 1 1 1 1 1 1 1 8 8 10 10
F 9.09 9.09 8.09 8.09 8.16 8.16. 14.01. 14.01 8.15. 8.15. 8.08 8.08 8.08 8.08 8.09 8.09 8.09. 8.09. 8.24 8.24| 19.000 19.00 20.00. 20.00
D -7.09 -7.09 -6.09 -6.09 -8.16  -8.16. -14.01. -14.01 -7.15. -7.15  -7.08 -7.08 -7.08 -7.08 -7.09. -7.09 -7.09 -7.09. -7.24 -7.24 -11.000 -11.00 -10.00. -10.00
6 7 8 9 10 11
10 + 10 10 10 6 19 ~ 18 = 20 43 45 44 - 45 43 42 38 36 39 ©+ 38 40 - 44 43 45 44 - 44
E 21.000 21.000 23.00 23.00f 25.00 25.000 30.000 30.00, 40.000 40.000 46.000 46.00, 4500 4500 46.000 46.00, 46.000 46.00 47.00 47.00| 47.000 47.000 47.00 47.00
p| -11.000 -11.00. -13.00 -13.00 -9.000 -6.00. -12.00. -10.00 3.00 5.000 -2.000 -1.000 -2.000 -3.00. -8.00. -10.00 -7.000 -8.000 -7.000 -3.00 -4.000 -2.000 -3.000 -3.00
12 13 14 15 16 17
S 45 47 50 49 52 53 55 56 64 63 58 57 56 57 . 56 | 55 52 52 . 49 . 52 31 . 32 . 23 . 28
F 49.000 49.000 52.00 52.00f 58.00 58.00 62.00 62.00{ 62.000 62.000 60.00 60.00] 60.00 60.00. 59.00. 59.00, 58.000 58.00. 50.000 50.00/ 38.000 38.00. 33.000 33.00
-4.000 -2.00 -2.00 -3.00 -6.00 -5.00 -7.000  -6.00 2.00 1.000 -2.00 -3.00f -4.00 -3.000 -3.000 -4.00 -6.000 -6.00. -1.00; 2.00 -7.00. -6.00. -10.00. -10.00
18 19 20 21 22 23
S 20 20 21 27 24 24 27 27 23 23 23 23 21 0 22 17 23 19 19 19 19 19 19 19 19
F 28.00 28.00 30.00 30.00| 30.00 30.000 31.00 31.00] 29.00. 29.00 29.000 29.000 27.00 27.000 27.00. 27.00 25.000 25.00 24.00 24.00 24.00 2400 24.00 24.00
D -8.000 -8.00 -9.00 -3.00 -6.00 -6.000 -4.000 -4.00 -6.000 -6.000 -6.00 -6.000 -6.00 -5.00 -10.000 -4.00 -6.000 -6.000 -5.000 -5.00 -5.00. -5.00. -5.000 -5.00
Mean Absolute Deviation: 6.23 Standard Deviation: 3.51 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/28/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/07/2015 03:24:29

10/1/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 2 2 2 2 2 2 1 1 2 2 2 2 2 2 1 1 4 4 - 10 . 10
F 8.16. 8.16. 9.17. 9.17 8.17 8.17. 8.17. 8.17 8.17. 8.17. 8.17. 8.17 8.15. 8.15. 8.16, 8.16 8.19. 8.19: 8.34 8.34| 16.000 16.00 20.00. 20.00
D -6.16.  -6.16.  -7.17. -7.17, -617 -6.17. -6.17. -6.17| -6.17  -6.17. -717. -7.17/ -6.15 -6.15 -6.16. -6.16| -6.19  -6.19. -7.34  -7.34] -12.00. -12.00 -10.00. -10.00
6 7 8 9 10 11
5 + 15~ 16 = 16 21 22 24 24 43 43 36 - 44 4 46 - 37 - 40 42 44 45 - 49 53 + 56 55 55
E 23.000 23.000 23.00 23.00f 25.00 25.000 27.000 27.00/ 39.000 39.000 39.000 39.00[ 4500 4500 4500 4500/ 42.000 42.00 46.00 46.00| 47.000 47.000 47.00 47.00
D -8.000 -8.000 -7.00 -7.00f -4.000 -3.000 -3.000 -3.00 4.00. 4.000 -3.00: 5.00 -1.00: 1.000 -8.000 -5.00 0.00! 2.000 -1.00 3.00 6.00 9.00! 8.00! 8.00)
12 13 14 15 16 17
S 56 56 = 55 55 59 58 59 62 58 60 56 58 58 58 . 56 | 57 54 54 | 56 . 55 23 . 23 . 20 = 21
F 46.000 46.000 50.00 50.00f 53.00 53.00 58.00 58.00 56.000 56.000 58.000 58.00{ 58.00 58.00 60.00 60.00, 57.000 57.00. 53.000 53.00/ 35.000 35.00. 32.000 32.00
D 10.000  10.00 5.00 5.00 6.00 5.00 1.00 4.00 2.00 4.000 -2.00 0.00 0.00 0.000 -4.000 -3.00, -3.000 -3.00: 3.00 2.00| -12.00. -12.00. -12.00. -11.00
18 19 20 21 22 23
S 10 10 13 14 14 14 15 15 10 1 10 10 9 10 10 10 2 2 2 2 2 2 2 2
F 23.00 23.000 22.00 22.00| 22.00 22.000 2500 25.00, 21.00 21.00 20.000 20.00, 19.00 19.00. 19.00. 19.00 10.31. 10.31. 8.31 831 1031 1031 1031  10.31
D| -13.000 -13.000 -9.000 -800/ -8.00 -8.000 -10.000 -10.00/ -11.000 -10.00. -10.00 -10.00] -10.00 -9.000 -9.000 -9.00/ -8.31 -831 -6.31 -6.31 -8.31.  -8.31.  -8.31  -8.31
Mean Absolute Deviation: 6.49 Standard Deviation: 5.87 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range:

Users:

<All>

<All>

3 GENESYS

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/28/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/07/2015 03:24:29

10/2/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 1 1 1 1 1 1 1T 1 1T 1 1 1 1 01 0o 1 1 1 1T 1 0 + 10 : 10 . 10
F 8.30. 8.30 8.32 8.32 8.30 8.30! 8.40: 8.40| 14.19. 14.19 8.40. 8.40 8.23 8.23 8.32, 8.32 8.31. 8.31. 8.47. 847/ 16.000 16.000 16.00. 16.00
D -7.30  -7.30 -7.32 -7.32 -7.300 -7.30: -7.40. -7.40| -13.19. -13.19. -7.40  -7.40| -7.23 -7.23 -832 -7.32| -7.31. -7.31. -7.47 -747| -6.000 -6.000 -6.00 -6.00
6 7 8 9 10 11
16 + 16 17 - 17 8 19 20 « 22 3y 37 + 33 - 39 39 - 40 + 35 = 35 4 47 39 - 45 49 + 49 51 - 53
E 17.000 17.000 14.00 14.00, 15.00 15.000 15.000 15.00, 22.000 22.000 30.000 30.00 41.000 41.000 39.000 39.00f 42.00 42.000 37.00 37.00, 4500 4500 4500 45.00
-1.000  -1.00 3.00 3.00 3.00 4.00 5.00. 7.00, 15.00. 15.00 3.00 9.000 -2.000 -1.00. -4.00. -4.00 2.00 5.00 2.00 8.00 4.00 4.00. 6.00. 8.00)
12 13 14 15 16 17
S 47 48 52 55 57 58 60 60 60 61 . 59 57 58 60 & 58 | 58 46 46 | 53 | 54 24 25 19 = 21
F 45.000 45.00 51.00 51.00f 57.00 57.00 61.00 61.00f 57.000 57.000 58.000 58.00f 58.00 58.00 57.00. 57.00, 58.000 58.00. 51.000 51.00f 34.000 34.00. 28.00. 28.00
2.00 3.00 1.00 4.00 0.00 1.00 -1.00 -1.00 3.00 4.00 1.00 -1.00 0.00 2.00 1.00 1.00{ -12.00. -12.00: 2.00 3.00f -10.00; -9.00. -9.000 -7.00
18 19 20 21 22 23
S 12 12 1 . 13 13 13 15 15 "7 11 10 10 10 10 8 10 2 2 2 2 2 2 2 2
F 19.00 19.00 19.00 19.00( 18.00 18.000 17.00 17.00/ 18.00  18.00 17.000 17.00| 16.00 16.00. 17.00. 17.00 8.31. 8.31 8.31 8.31 8.31 8.31 831 8.31
D -7.000 -7.00 -8.00 -6.00/ -500 -500 -2.000 -200, -7.000 -7.000 -7.000 -7.00f -6.000 -6.000 -9.00 -7.00 -6.31 -6.31 -6.31 -6.31 -6.31.  -6.31.  -6.31  -6.31
Mean Absolute Deviation: 5.64 Standard Deviation: 5.84 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range:

Users:

<All>

<All>

3 GENESYS

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/28/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/07/2015 03:24:29

10/3/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 3 3 3 3 1 1 1 1 0o 1 1 1 1 1 1 1 o 0 0 0 1 1 1 1
F 8.31 8.31. 8.31 8.31 1431 14.31 7.31. 7.31 1331 13.31 7.31. 7.31 7.31. 7.31. 7.31 7.31 7.31. 7.31 7.62 7.62| 17.000 17.000 16.00. 16.00
D -531 -631 -531 -531 -13.31 -13.31. -6.31, -6.31| -13.31. -12.31. -6.31. -6.31 -6.31.  -6.31 -6.31. -6.31 -7.31.  -7.31. -762 -7.62| -16.000 -16.00 -15.00. -15.00
6 7 8 9 10 11
4 4 - 8 8 0 +~ 10 - 10 - 10 9 - 9 - 8 10 5 9 7 9 6 6 2 2 5 5 7 7
E 9.62 9.62 1362 13.62| 13.62 13.62 11.62 11.62| 15.62 1562 14.62 14.62] 12.62 12.62 14.62 14.62| 3162 31.62 30.62 30.62| 1462 1462 31.62 31.62
D -5.62. -5.62. -562 -5.62 -3.62 -3.62 -162 -1.62 -6.62. -6.62 -6.62 -462 -7.62 -3.62. -7.62. -5.62| -25.62 -25.62. -28.62 -28.62 -9.620  -9.62. -24.62 -24.62
12 13 14 15 16 17
S 7 7 8 9 22 21 22 22 24 25 16 26 26 23 . 25 | 26 23 2 . 22 @ 22 20 . 20 4 4
F 13.62 13.62 30.62 30.62| 2365 2365 26.65 26.65| 3262 32.62 27.68 27.68/ 3364 3364 3168 31.68 31.67 31.67. 33.71 33.71| 2644 2644 17.68 17.68
-6.62  -6.62 -22.62 -21.62 -1.65  -2.65 -465 -465/ -862 -7.62 -11.68 -1.68 -7.64 -10.64 -6.68  -5.68 -8.67. -9.67. -11.71 -11.71 -6.44.  -6.44. -13.68 -13.68
18 19 20 21 22 23
S 1 1 . 15 15 16 16 16 16 9 14 14 17 16 16 16 17 17 17 17 17 16 16 16 16
F 13.88 13.88 2073 20.73| 22.00 22.000 2500 25.00, 22.00 22.00 24.00 24.000 21.00 21.000 24.00. 24.00 21.000 21.000 19.00 19.00, 22.000 2200 19.00 19.00
D| -12.88 -12.88 -573 -573 -6.00 -6.000 -9.000 -9.00/ -13.00 -8.000 -10.00 -7.00] -5.00 -5.000 -8.000 -7.00 -4.000 -4.000 -2.000 -2.00 -6.00. -6.00. -3.000 -3.00
Mean Absolute Deviation: 8.84 Standard Deviation: 6.01 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 9/28/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/07/2015 03:24:29

10/4/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 1 1 1 1 1 1 1T 1 1 0 1 1 1 01 1 1 1 1 1T 1 1 1 1T 1
F 7.28 7.28 7.28 7.28] 1427 14.27 7.29 7.29 7.29 7.29 7.29 7.29 7.29 7.29 7.29. 7.29 7.29. 7.29. 7.29 7.29 7.29. 7.29. 7.49 7.49
D -6.28  -6.28 -6.28 -6.28 -13.27 -13.27. -6.29° -6.29| -6.29 -7.29 -6.29 -6.29, -6.29 -6.29 -6.29° -6.29] -6.29 -6.290 -6.29 -6.29] -6.29 -6.29 -649 -6.49
6 7 8 9 10 11
3 3 6 6 0 - 10 9 - 10 0 10 -~ 7 10 6 9 6 9 7 7 5 5 3 3 - 4 4
E 15.000 15.000 10.41 1041, 1324 1324 1040 1040 17.17 1717 1323 1323 1528 1528 1146 1146/ 28.00 28.000 28.00 28.00f 22000 22.000 20.00 20.00
D| -12.000 -12.00. -4.41  -4.41 -3.24  -3.24. -1.40 -040, -717. -747 623 -3.23 928 -6.28 -546. -246| -21.000 -21.00 -23.000 -23.00f -19.00. -19.00. -16.00. -16.00;
12 13 14 15 16 17
S 8 8 9 9 22 22 22 24 24 25 21 26 22 20 26 | 26 23 25 24 24 19 19 2 2
F 31.000 31.000 1251 1251 2452 2452 2851 2851 30.51 30.51 2952 29.52| 2852 2852 2949 29.49| 2660 26.60. 3544 3544 2830. 2830 17.66 17.66
p| -23.00 -23.00 -3.51 -3.51 -252 252 651 -4.51 -6.51 -551 -852 -352| -6.52 -852 -349  -349| -3.60 -1.60 -11.44 -11.44 -9.30. -9.30. -15.66. -15.66
18 19 20 21 22 23
S 1 . 1 .16 16 16 16 16 16 8 15 13 17 16 17 16 17 17 17 17 17 15 15 15 15
F 14.94 1494 2200 2200 22.01 22.01 2400 2400 22.03 22.03 24.000 24.00, 24.00 2400 23.00 23.00/ 21 .00 21000 2200 22.00] 2200 2200 19.00 19.00
D| -1394 -1394 600 -600 601 601 -8.00 -800/ -1403 -7.03 -11.00 -7.00f -8.00 -7.000 -7.000 -6.00f -4.00 -400. -500 -500/ -7.000 -7.000 -4.000 -4.00
Mean Absolute Deviation: 8.13 Standard Deviation: 5.22 Number of schedulable time periods: 96
Print Date: Monday, August 14, 2017 8:42:03AM Genesys Page 114 of 198



Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

o
Users: <All> o
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/28/2015
Scheduling Unit: Customer Service / Help Desk
Published on date/time: 10/07/2015 03:24:29
10/5/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 0o o 0o 0 o 0o o 0 o o o 1 0o 0o o 0 o o 1 1 0o 0o o 0
F 0.53 0.53 0.53 0.53 0.53 0.53! 0.53 0.53 0.53. 0.53 0.53 0.53 0.53 0.53 0.53; 0.53 0.53 0.53 0.53 0.53 0.53. 0.53. 0.53 0.53

D -0.53, -0.53 -0.53 -0.53 -0.53 -0.53. -0.53  -0.53 -0.53. -0.53. -0.53 047 -053 -0.53 -0.53. -0.53 -0.53.  -0.53! 0.47. 0.47 -0.53; -0.53° -0.53. -0.53]

= 0.53 0.53 0.53 0.53 0.53 0.53: 0.53. 0.53 0.53 0.53 0.53 0.53 0.53 0.53; 0.53: 0.53 0.53 0.53 0.53 0.53 0.53 0.53 0.53 0.53]
D -0.53.  -0.53. -0.53 -0.53 -0.53 -0.53. -0.53  -0.53 -0.53°  -0.53. -0.53. -0.53 -0.53. -0.53. -0.53] -0.53 -0.53. -0.53. -0.53 -0.53 -0.53°  -0.53. -0.53  -0.53

12 13 14 15 16 17

053 053 053 053 053 053 053 053 051 051 051 051 051 051 051 051 053 053 053 053] 053 053 053 053
053 053 053 053] -053 053 053 053 051 051 051 051 051 051 051 051 053 -053 053 053 053 053 -053 053

18 19 20 21 22 23

S 0o 0o o 0 o 0 o . 0 o 0 0o 0 o 0 o 0 o . 0o : 0 ' O 0o o 0o © 0
F 0.53 0.53 0.53 0.53 0.53 0.53 0.53 0.53 0.53 0.53 0.53 0.53 0.53 0.53 0.53 0.53 0.53 0.53. 0.53 0.53 0.54. 0.54. 0.53 0.53
D -0.53° -0.53 -0.53° -0.53 -0.53 053 -0.53° -0.53 -0.53° -053 -053 -053] -053 -053 -053 -0.53 -0.53  -0.53. -0.53 -0.53 -0.54.  -0.54. -0.53  -0.53]

Mean Absolute Deviation: 0.53 Standard Deviation: 0.17 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> O
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/11/2015

Scheduling Unit: Customer Service / Help Desk
Published on date/time: 10/07/2015 03:24:29
10/11/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 0 o 0o 0 o 0o o 0 o o o 0 0o 0o o 0 o o o 0 0o o o 0
E 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33

D -3.33 -333 -3.33 -3.33 -3.33 -3.33 -3.33 -3.33 -3.33. -333 -333 -333] -3.33 -333 -3.33 -3.33 -3.33. -3.33 -3.33 -3.33 -3.33; -3.33% -3.33.  -3.33

= 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33 133, -133 -1.33 -1.33 -133 -133 -1.33 -1.33. -133 -133 -133 -333 -133 -133 -1.33 -3.33 -3.33 -3.33 -3.33 -1.33°  -133 -1.33  -1.33

12 13 14 15 16 17

3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.333 3.33 3.333 3.333 3.333 3.33 3.333 3.333 3.33 3.33
D -3.33, -3.33 -3.33 -3.33 -1.33 -1.33 -1.33  -1.33 -1.33  -133 -1.33 -133 -333 -133 -133  -1.33 -1.33, -133 -133 -1.33 -1.33° 133 -133 -1.33

18 19 20 21 22 23

S 2 2 2 2 2 2 2 2 2 2 0o 2 2 0 2 2 2 2 2 2 2 1 1 1 1
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33. -1.333 —1.33} -1.33 -1.33} -1.33 -1.33  -1.33 -1.33  -1.33 -3.333 -1.33] —1.33} —1.333 —1.333 -1.33 -1.33 -1.33 -133 -1.33 -2.33°  -2.33°  -2.33°  -2.33

Mean Absolute Deviation: 2.10 Standard Deviation: 0.95 Number of schedulable time periods: 96

Print Date: Monday, August 14, 2017 8:42:03AM Genesys Page 116 of 198



Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> O
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/11/2015

Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:43
10/12/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 1 ' 1 1 1 1 1 ' 1 ' 1 1 ' 1 ' 1 ' 1 2 2 1 ' 2 2 1 ' 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.333 3.333 3.33]

D -2.33 233 -233 -2.33 -2.33 -233 -233 233 -2.33. -233 -233 -233] -1.33 -1.33 -2.33 -1.33 -1.33, -2.33° -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -2.33 233 -233 -233 -1.33°  -133 -1.33 -1.33 -233 -1.33 -233 -1.33 -2.33.  -2.33. -2.33 -2.33 -1.33. -1.33) -1.33 -1.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-3.33 333 -333 -3.33 -1.33 -1.33 -1.33  -1.33 -1.33 -133 -1.33 -133 -333 -133 -133  -1.33 -1.33, -1.33 -1.33 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 2 o . 2 . 2 . 2 2 2 2 2 0 o 0o © 0
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33° -1.33° -1.33 -1.33°  -1.33 -1.33 -1.33 -333 -133 -1.33 -1.33 -1.33 -133 -133 -1.33 -3.33.  -3.33] -3.33°  -3.33

Mean Absolute Deviation: 1.79 Standard Deviation: 0.68 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> O
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/11/2015

Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:43
10/13/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 2 2 2 2 2 2 2 2 1 ' 1 ' 1 ' 1 1 1 1 ' 1 1 ' 1 ' 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]

D -1.33, -1.33 -133 -1.33 -1.33 -1.33 -133  -1.33 -2.33. -2.33 -233  -233] -2.33 -233 -2.33 -2.33 -2.33. 233 -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33  -1.33. -233 -2.33 -2.33. -233 -3.33 -133 -1.33 -1.33 -133  -1.33 -1.33. -1.33. -1.33 -1.33 -2.33.  -233 -233  -2.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-2.33 233 -233 -233 -1.33 -1.33 -2.33 -2.33 -233 -233 -133 -1.33] -233 -1.33 -1.33  -2.33 -1.33, -1.33 -1.33 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 2 2 0 2 o . 2 2 .2 1 0 O 0o o 0o © 0
F 3.33 3.33 3.33 3.33 3.33 3.33 0.00 0.00 3.33 3.33 3.33 3.33 3.33 3.33 0.00 0.00 0.00 0.00. 0.00 0.00 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33 2.00 2000 -133 -133 -1.33 -133 -1.33 -1.33 0.00 2.00 2.00 2.00 0.00. 0.00 -3.33.  -3.33] -3.33°  -3.33

Mean Absolute Deviation: 1.78 Standard Deviation: 1.07 Number of schedulable time periods: 93
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

o "
3 GENESYS
Users: <All> o
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/11/2015

Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:43
10/14/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 0o o 2 2 2 2 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2

333 333 333 333 000 000 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333 333
D| 333 -333 133 -133 200 200 133 -133] 133 133 133 133 133 -133 133 133 -333 133 -133 -133] -133 133 -1.33 133

n

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33°  -133 -1.33 -133 -3.33 -1.33 -133  -1.33 -3.33.  -3.33. -3.33 -3.33 -1.33. -1.33) -1.33 -1.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 2.22 2.22, 222 2.22 222 222 222 2.22 222 222 222 2.22
-3.33 333 -333 -3.33 -1.33 -1.33 -1.33  -1.33 -1.33  -133 -133 -1.33] -022 -0.222 -0.22 -0.22 -222. -022) -022 -0.22 -0.22°  -022° -022 -0.22

18 19 20 21 22 23

S 2 2 2 2 2 2 2 2 2 2 2 2 2 0 2 2 2 2 o . 0 0o 0 2 2
F 222 222 2.22 2.22 222 222 222 2.22 222 222 222 2.22 222 2.22 222 2.22 2.22 2.223 2.223 2.22 2.223 2.223 222 2.22
D -0.22 -0.223 -0.223 -0.22 -0.223 -0.22  -0222 -0.22 -0.220  -0.22 -0.223 -0.22] -0.223 -2.223 -0.223 -0.22 -0.220  -022. -222 -222 -222. 222 -022 -0.22

Mean Absolute Deviation: 1.31 Standard Deviation: 1.07 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

o "
o '
Users: <All> o
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/11/2015

Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:43
10/15/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 0o 0 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]

D -3.33 -3.33 -3.33 -3.33 -1.33 -1.33 -133  -1.33 -1.33. -133 -133 -1.33] -1.33 -1.33 -3.33. -1.33 -1.33, -1.33° -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33.  -133 -1.33 -133 -1.33 -1.33 -333 -1.33 -1.33. -1.33. -1.33 -1.33 -3.33. -3.33] -3.33 -3.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-1.33 133 -133 -1.33 -1.33 -1.33 -1.33  -1.33 -1.33 -133  -1.33 -133] -3.33 -3.33 -333 -3.33 -3.33 -1.33 -133 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 0 2 .2 2 2 2 .2 1 0 O 0o o 0o © 0
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33° -1.33° -1.33 -1.33°  -1.33 -1.33 -333 -1.33 -133 -1.33 -1.33 -1.33  -133 -333 -3.33 -3.33.  -3.33] -3.33°  -3.33

Mean Absolute Deviation: 1.79 Standard Deviation: 0.84 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

o "
o '
Users: <All> o
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/11/2015

Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:43
10/16/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 2 2 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]

D -3.33 333 -133 -1.33 -1.33 -1.33 -133  -1.33 -1.33. -133 -133 -1.33] -1.33 -1.33 -3.33. -1.33 -1.33, -1.33° -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33°  -133 -3.33 -133 -1.33 -1.33 -133  -1.33 -1.33. -1.33. -1.33 -1.33 -3.33. -3.33] -3.33 -3.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-1.33 133 -133 -1.33 -1.33 -1.33 -1.33  -1.33 -1.33 -133  -1.33 -133] -3.33 -3.33 -333 -3.33 -3.33 -1.33 -133 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 o . 2 2 .2 2 2 2 2 2 0 2 2 2 1 1
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -1.33  -1.33° -1.33° -1.33 -1.33°  -1.33 -333 -1.33 -133 -133 -1.33 -1.33 -1.33 -133 -133 -1.33 -1.33°  -1.33° -233 -233

Mean Absolute Deviation: 1.65 Standard Deviation: 0.71 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> O
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Schedule 10/11/2015

Scheduling Unit: Support
Published on date/time: 09/03/2015 11:09:43
10/17/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 1 1 2 2 1 ' 1 1 ' 1 ' 1 ' 1 1 1 2 2 1 ' 1 ' 2 2 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]

D -3.33 -3.33 -233 -2.33 -1.33 -1.33. -2.33 -233 -2.33. -233 -233 -233] -233 -233 -1.33 -1.33 -2.33. 233 -1.33 -1.33 -1.33; -1.33° -1.33  -1.33

F 3.33 3.33 3.33 3.33 3.33 3.33; 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33; 3.33. 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33]
D -1.33.  -1.33. -133 -1.33 -1.33 133 -133 -1.33 -1.33° -1.33 -233 -133 -1.33 -1.33 -233 -1.33 -1.33. -1.33. -1.33 -1.33 -2.33.  -233 -233  -2.33

12 13 14 15 16 17

333 3.33 3.333 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 333 3.33 333 333 333 3.33 333 333 3.33 3.33
-2.33 233 -233 -233 -2.33 233 -2.33 -2.33 -1.33 -133 -233 -2.33] -233 -233 -1.33  -2.33 233 -133 -133 -1.33 -1.33° -1.33 -1.33 -1.33

18 19 20 21 22 23

S 2 2 2 . 2 1 1 1 1 2 2 1 0 2 2 0 2 102 10 1 1 1 2 2 2 2
F 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33 3.33. 3.33 3.33 3.33 3.33. 3.33 3.33
D -1.33°  -1.33 -1.33 -1.33 -2.33 -233° -2.33° -2.33 -1.33°  -1.33 -233 -1.33 -1.33 -133 -233 -1.33 -2.33 -233. -233 -2.33 -1.33°  -133 -133 -1.33

Mean Absolute Deviation: 1.81 Standard Deviation: 0.54 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted
<All> o
3 GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/11/2015

Scheduling Unit:
Published on date/time:

10/18/2015

Support
09/03/2015 11:09:43

S : Scheduled ACD

F : Forecasted

D : Difference

0 7 2 3 7 5
sl 1 1 1 1 2 2 @ 2 2 2 2 2 2 T 1 T 1 T 1 2 . 2 2 . 2 2 2
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
D/ 100 100 100  1.00] 200 200 200 200 200 200 200 200 100 100 1.00 1.00 1.00 1.00 200 200 200 200 200  2.00
5 7 ) 9 70 1
0o o0 0 0 0 . 0 o0 0 0 o0 0 0 0 0 0 0 0 00 0 0 0 o0 0
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
D/ 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
12 13 14 15 16 17
s| o 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000] 000 000 000 000
18 19 20 21 22 23
s| o 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 0.00
D| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
Mean Absolute Deviation: 1.58 Standard Deviation: 2.79 Number of schedulable time periods: 24
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/5/2015

Scheduling Unit:
Published on date/time:

Support
09/03/2015 11:09:43

10/5/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 0o 0 0 0 0o 0 0 0 1 1 1 1 1 1 1 1 1 1 1 2 9 9 9 9
E 18.000 18.000 18.000 18.00f 18.00 18.00. 19.00. 19.00 7.04. 7.04. 7.04 7.04 7.04 7.04 7.04. 7.04 7.04. 7.04. 711 7.1 15.000 15.000 15.00. 15.00)
D| -18.000 -18.000 -18.00 -18.00, -18.00 -18.00. -19.00. -19.00 -6.04. -6.04 -6.04 -6.04 -6.04 -6.04& -6.04 -6.04 -6.04 -6.04 -6.11 -5.11 -6.000 -6.000 -6.000 -6.00
6 7 8 9 10 1
13 13 13 - 13 21 24 25 26 49 47 43 47 49 48 43 49 45 46 43 = 45 49 49 46 49
E 18.000 18.000 21.00 21.00f 26.00 26.000 29.000 29.00| 42.000 42.000 41.000 41.000 48.00 48.00. 49.000 49.00, 45.000 45.00 44.00 44.00 49.000 49.000 50.00. 50.00]
D -5.000 -5.00. -8.000 -8.00 -5.00 -2.000 -4.000 -3.00 7.00. 5.00. 2.00: 6.00 1.00! 0.00.  -6.00 0.00 0.00! 1.000 -1.00 1.00 0.00! 0.00. -4.000 -1.00f
12 13 14 15 16 17
S 48 48 51 | 51 50 52 « 54 . 55 68 . 68 @ 63 @ 64 66 . 65 61 | 64 58 57 57 58 30 3 . 25 25
E 50.00 50.00 5200 5200, 5200 52.00 54.00 54.00/ 6200 62.000 66.00 66.00 66.00 66.00 63.003 63.00f 61.000 61 .003 56.00 56.00 36.003 36.003 26.000 26.00
D -2.00 -2.00 -1.00 -1.00 -2.00 0.00 0.00 1.00 6.00: 6.00! -3.00 -2.00! 0.00 -1.00! -2.00! 1.00 -3.00; -4.00: 1.00 2.00 -6.00: -5.00: -1.00: -1.00
18 19 20 21 22 23
S 22 22 21 . 24 25 25 28 28 21 22 20 19 17 17 17 20 19 19 19 19 19 19 19 19
F 21.00} 21.003 19.003 19.00 21.003 21.00} 21.00} 21.00 20.00} 20.00} 20.003 20.00 20.003 20.003 19.003 19.00 17.003 17.003 16.003 16.00 16.003 16.003 16.003 16.00
D/ 100 100 200 500 400 400 700 7.00f 100 200 000 -1.00f -300 -300 -2.00 100/ 200 200 300 300 300 300 300 3.00
Mean Absolute Deviation: 4.54 Standard Deviation: 6.02 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/5/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
11/04/2015 13:17:54

10/6/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 3 3 2 2 2 2 2 2 1 2 3 2 1 2 2 2 1 1 1 2 9 9 +~ 10 : 10
F 8.16. 8.16. 8.16 8.16 717 717 717 7.17 7.16. 7.16. 7.18 7.18 7.14. 7.14 7.15. 7.15 7.18 7.18. 7.33 7.33 15.000 15.000 15.00. 15.00
D -5.16. -5.16. -6.16  -6.16 -5.17  -517. -517. -517 -6.16. -5.16. -4.18 -5.18 -6.14 -514  -515  -5.15 -6.18  -6.18  -6.33  -5.33 -6.000 -6.000 -5.000 -5.00
6 7 8 9 10 11
10 + 10 10 10 9 - 18 21 22 46 47 46 46 44 44 - 43 - 44 46 46 43 47 50 + 50 52 - 48
E 17.000 17.000 22.00 22.00/ 26.00 26.000 30.000 30.00 43.000 43.00 48.000 48.00 51.000 51.00. 49.000 49.00/ 50.00 50.000 47.00 47.00, 50.00 50.000 47.00 47.00
-7.000  -7.00. -12.00 -12.00 -7.000 -8.000 -9.000 -8.00 3.00 4.000 -2.000 -2.000 -7.000 -7.00. -6.00. -5.00 -4.000 -4.000 -4.00 0.00 0.00: 0.00:! 5.00. 1.00)
12 13 14 15 16 17
S 47 47 47 48 47 48 52 52 60 58 55 56 59 59 57 | 59 55 57 . 53 . 53 31 . 32 . 26 . 26
F 53.000 53.000 51.000 51.00f 51.00 51.00 57.00 57.00, 61500 61.50. 63.00 63.00f 66.00 66.000 64.000 64.00f 63.000 63.000 56.000 56.00f 33.00. 33.000 26.000 26.00
-6.000 -6.00 -4.00 -3.00 -4.00  -3.00 -5.00  -5.00 -1.50 -3.50. -8.00 -7.00f -7.00 -7.000 -7.00. -5.00 -8.000 -6.000 -3.000 -3.00 -2.00.  -1.00: 0.00: 0.00
18 19 20 21 22 23
S 22 22 20 24 26 26 28 27 20 21 17 17 17 18 14 19 19 19 19 19 19 19 19 19
F 20.00 20.00 20.00 20.00| 20.00 20.000 21.00 21.00; 20.00. 20.00 20.000 20.00, 19.00 19.00. 19.00. 19.00 17.00 17.00. 16.00 16.00| 16.00 16.00. 17.00  17.00
D 2.00 2.00 0.00 4.00 6.00 6.00 7.00 6.00 0.00: 1.000 -300 -3.00f -2.000 -1.000 -5.00 0.00 2.00 2.00. 3.00. 3.00 3.00. 3.00: 2.00 2.00
Mean Absolute Deviation: 4.46 Standard Deviation: 4.10 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/5/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
11/04/2015 13:17:54

10/7/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 3 3 2 2 1 1 1 1 2 2 2 2 1 2 2 2 1 1 1 1 0 + 10 : 10 . 10
F 9.16. 9.16. 8.16 8.16 8.17 8.17. 8.17. 8.17 8.16 8.16 8.17. 8.17 8.15. 8.15. 8.15, 8.15 8.18 8.18. 8.33 8.33 18.000 18.000 19.00. 19.00
D -6.16. -6.16. -6.16  -6.16 7A7T -7AT 7AT -7A7 -6.16. -6.16. -6.17. -6.17 -7.15 -6.15 -6.15  -6.15 -718  -718  -7.33  -7.33 -8.000 -8.000 -9.000 -9.00
6 7 8 9 10 11
10 + 10 10 10 7~ 16 19 = 20 45 46 44 - 45 45 45 - 40 - 43 46 46 46 48 46 46 - 47 47
E 20.000 20.000 21.00 21.00{ 23.00 23.000 31.000 31.00/ 44.000 44.000 48.000 48.00, 50.000 50.00 52.000 52.00/ 51.000 51.00 54.00 54.00] 52.000 52.000 53.00 53.00
p| -10.000 -10.00. -11.000 -11.00 -6.000 -7.00. -12.00. -11.00 1.00: 2,000 -4.000 -3.000 -5.000 -5.00. -12.00. -9.00 -5.000 -5.000 -8.000 -6.00 -6.000 -6.000 -6.000 -6.00
12 13 14 15 16 17
S 46 46 = 50 50 50 50 53 53 62 62 60 60 59 60 @ 59 | 60 56 58 | 56 . 57 31 . 32 . 271 . 27
F 53.000 53.000 56.000 56.00f 52.00 52.00 59.00 59.00, 69.000 69.000 67.00 67.00, 62.00 62.000 65.000 65.00f 66.000 66.000 61.000 61.00] 34.00. 34.00. 28.00. 28.00
-7.000 -7.00 -6.00 -6.00 -2.00 -2.00 -6.00  -6.00 -7.000 -7.000 -7.00 -7.00f -3.00 -2.000 -6.000 -5.00f -10.00. -8.00. -5.00 -4.00 -3.000 -2.000 -1.000 -1.00
18 19 20 21 22 23
S 25 25 21 . 26 24 24 27 27 21 22 19 21 18 18 14 20 19 19 19 19 19 19 18 18
F 23.00 23.000 25.00 2500/ 22.00 22.000 2400 24.00, 22.00 22.00 23.000 23.00, 19.00 19.00. 21.00. 21.00 19.00 19.00. 19.00. 19.00| 19.00 19.00. 19.00  19.00
D 2.00 200 -4.00 1.00 2.00 2.00 3.00 3.00, -1.00 0.000 -4.00 -200, -1.00 -1.000 -7.000 -1.00 0.00: 0.00: 0.00. 0.00 0.00: 0.00. -1.000 -1.00
Mean Absolute Deviation: 5.12 Standard Deviation: 3.64 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/5/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
11/04/2015 13:17:54

10/8/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 2 2 2 2 2 2 2 2 1 01 2 2 1 1 1T 1 4 4 9 9
F 8.17. 8.17. 8.17. 8.17 8.18 8.18 8.18 8.18 8.17. 8.17. 8.18 8.18 8.15. 8.15. 8.16, 8.16 8.19. 8.19. 8.35 8.35| 18.00. 18.00. 18.00. 18.00
D -6.17.  -6.17. -6.17. -6.17, -6.18 -6.18  -6.18  -6.18/ -6.17. -6.17. -6.18 -6.18 -7.15 -7.15 -6.16. -6.16| -7.19  -7.19. -7.35 -7.35| -14.00. -14.00. -9.00 -9.00
6 7 8 9 10 11
2 - 12 13 = 13 2 - 2 - 23 24 44 49 47 47 46 47 - 40 - 42 43 42 47 51 52+ 56 50 50
E 20.000 20.000 22.00 22.00f 23.00 23.000 26.000 26.00] 43.000 43.000 49.000 49.00, 49.000 49.000 51.000 51.00/ 41.000 41.00 51.00 51.00] 51.000 51.000 51.00 51.00]
D -8.000 -8.000 -9.00 -9.00f -1.000 -1.00. -3.000 -2.00 1.00: 6.000 -2.000 -2.00 -3.000 -2.00. -11.00. -9.00 2.00 1.000 -4.00 0.00 1.00:! 5.000 -1.000 -1.00f
12 13 14 15 16 17
S 47 49 54 54 55 55 58 58 61 = 63 57 58 53 54 56 | 57 54 54 | 51 . 51 2 . 22 . 18 . 19
F 49.000 49.000 53.00 53.00f 53.00 53.00 56.00 56.00{ 61.000 61.000 66.000 66.00f 65.00 6500 6500 6500 61.000 61.00. 58.000 58.00f 33.000 33.00. 27.00. 27.00
-2.00, 0.00 1.00 1.00 2.00 2.00 2.00 2.00 0.00: 2,000 -9.00 -8.00f -12.00 -11.000 -9.000 -8.00f -7.000 -7.000 -7.000 -7.00/ -11.00. -11.00. -9.00. -8.00
18 19 20 21 22 23
S 13 11 13 13 13 13 15 15 "7 11 9 9 9 9 5 7 2 2 2 2 2 2 2 2
F 21.00 21.00 21.00 21.00 20.00 20.000 21.00 21.00, 18.00. 18.00 14000 1400 16.00 16.000 13.220 13.22 8.28 8.28 8.28 8.28 8.28 8.28 8.28 8.28
p| -800 -1000 -800 -800] -700 -7.000 -6.000 -6.00] -7.000 -7.000 -500 -500 -7.00 -7.000 -8.22 -622| -628 -6.28 -6.28 -628] -6.28 -628 -628 -6.28
Mean Absolute Deviation: 5.92 Standard Deviation: 4.05 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/5/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
11/04/2015 13:17:54

10/9/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 1 1 1 1 1 1 1 1 1 0 1 1 1 1 1 1 6 6 9 9
F 8.28 8.28 8.28 8.28 8.28 8.28 8.28 8.28 8.28 8.28 8.29 8.29 8.28 8.28 8.37. 8.37 4.00 4.00: 8.48 848 13.27. 13.27. 15.000 15.00
D -6.28  -6.28 -6.28 -6.28 -7.28  -7.28.  -7.28  -7.28 -7.28. -7.28 -729  -7.29| -7.28 -8.28  -7.37. -7.37 -3.000 -3.000 -7.48 -7.48 -7.27.  -7.27. -6.000 -6.00
6 7 8 9 10 11
2 - 12 13 = 13 6 ~ 15 ~ 18 - 18 39 - 42 - 37 A 39 - 40 - 38 = 38 41 + 38 + 39 - 46 52+ 53 + 51 = 52
E 17.000 17.000 14.00 14.00, 14.00 14.000 18.000 18.00 25.000 25.00 37.000 37.00 46.00 46.000 46.000 46.00/ 48.00 48.000 41.00 41.00, 51.000 51.000 54.00 54.00
-5.000 -5.000 -1.00 -1.00 2.00. 1.00 0.00: 0.00, 14.00. 17.00: 0.00: 4.00 -7.000 -6.00. -8.00. -8.00 -7.000 -10.00. -2.00 5.00 1.00:! 2.000 -3.000 -2.00]
12 13 14 15 16 17
S 54 54 . 55 54 47 50 54 54 61 = 62 57 57 59 61 © 59 | 60 59 . 51 | 53 . 54 25 . 26 . 19 . 19
F 54.000 54.000 54.000 54.00f 53.00 53.00 58.00 58.00 62.000 62.000 64.00 64.00, 66.00 66.000 65.000 65.00f 63.000 63.000 58.000 58.00/ 33.00. 33.000 24.000 24.00
0.00: 0.00 1.00 0.00 -6.00  -3.00 -4.00 -4.00 -1.00, 0.000 -7.000 -7.00, -7.00 -5.00  -6.000 -5.00f{ -12.00. -12.00. -5.000 -4.00 -8.000 -7.000 -5.000 -5.00
18 19 20 21 22 23
S M 0 12 10 13 14 14 . 15 15 "7 11 9 10 9 10 9 9 2 2 2 2 2 2 2 2
F 19.00 19.00 1500 15.00( 15.00 15.000 15.00 15.00f 12.00  12.00 14000 14.00f 1200 12.00. 14.00. 14.00 7.29 7.29 7.30 7.30 7.30 7.30 7.30 7.30
D -8.000 -7.00 -5.00 -2.00 -1.00  -1.00. 0.00 0.00 -1.000  -1.000 -5.000 -400, -300 -200 -5.00 -5.00 -5.29. -529. -530 -5.30 -5.30. -5.30. -5.300 -5.30
Mean Absolute Deviation: 4.98 Standard Deviation: 4.36 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/5/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
11/04/2015 13:17:54

10/10/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 3 3 2 2 1 1 1 1 1 1 0o 1 1 1 1 1 o 0 0 0 1 1 1 1
F 8.30. 8.30 8.30 8.30 7.30 7.30: 7.30: 7.30 7.30! 7.30: 7.30. 7.30 7.30. 7.30 7.29. 7.29 7.30. 7.30 7.59 7.59| 17.000 17.000 18.00. 18.00
D -5.300 -5.30 -6.30 -6.30 -6.30 -6.30. -6.30. -6.30 -6.30. -6.30. -7.30, -6.30, -6.300 -6.300 -6.29. -6.29 -7.30. -7.30. -7.59  -7.59| -16.00. -16.00. -17.00. -17.00
6 7 8 9 10 11
3 3 - 4 4 8 8 + 8 ' 8 7 7 7 - 8 6 7 o 3 7 6 6 - 4 - 4 3 3 3 + 3
E 9.58 9.58 9.33 933 10.28 10.28 1228 12.28/ 1228 1228 1329 1329 3227 3227 1229 1229 3128 3128 3228 3228 30.56 30.56 27.00  27.00
D -6.58  -6.58. -533 -5.33 -2.28 228  -428 -4.28 -5.28. -528  -6.29. -529 -26.27. -25.27. -9.29. -529| -2528 -25.28 -28.28 -28.28| -27.56. -27.56. -24.00. -24.00
12 13 14 15 16 17
S 5 5 6 7 22 22 23 23 22 23 22 19 21 20 21 24 23 2 . 22 @ 22 18 18 2 2
F 46.00 46.00 29.53 29.53| 2458 2458 2655 26.55| 28.53 2853 26.54 26.54| 2854 2854 2552 2552| 2867 2867 31700 31.70| 29.00 29.00 9.66 9.66
pD| -41.00 -41.00 -23.53 -22.53 -2.58 -2.58 -3.565  -3.55| -6.53 -553 -454 -754 -754 -854  -452  -152 -5.67. -6.67. -9.700 -9.70| -11.00. -11.00. -7.66 -7.66
18 19 20 21 22 23
S 1 1 . 16 16 16 16 17 17 12 12 O I 4 17 16 17 17 17 17 17 17 15 15 15 14
F 12.98 1298 17.00 17.00( 19.00 19.000  20.00 20.00f 19.00  19.00 20.000 20.00, 18.00 18.00. 20.00. 20.00 17.00 17.00. 16.00 16.00| 17.00 17.00. 16.00  16.00
D| -11.98 -11.98 -1.00 -1.00 -3.000 -3.000 -3.000 -3.00 -7.000 -7.000 -9.000 -3.00, -1.00 -200 -3.000 -3.00 0.00: 0.00: 1.00 1.00 -2.000 -2.000 -1.000 -2.00
Mean Absolute Deviation: 9.05 Standard Deviation: 8.78 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted
<All> o
3 GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/5/2015

Scheduling Unit:
Published on date/time:

10/11/2015

Customer Service / Help Desk
11/04/2015 13:17:54

S : Scheduled ACD F : Forecasted D : Difference

0 1 2 3 4 5
S 0o o 0o 0 o 0o o 0 o o o 0 0o 0o o 0 o o o 0 0o 0o o 0
F 19.000 19.000 18.000 18.00, 18.00 18.00. 18.00. 18.00f 18.00. 18.00. 18.000 18.00, 17.000 17.000 17.00. 17.00 18.00. 18.00. 18.000 18.00, 16.000 16.00. 18.00. 18.00
pD| -19.000 -19.00. -18.000 -18.00/ -18.00 -18.00. -18.00. -18.00| -18.00. -18.00. -18.00; -18.00, -17.00. -17.000 -17.00. -17.00| -18.00. -18.00. -18.00, -18.00| -16.00. -16.00. -18.00. -18.00
6 7 8 9 10 11
2 2 6 6 7 7 7 7 T 7T 5 7 3 7 6 7 6 6 5 + 5 2 2 2 2
E 15.000 15.000 10.12 10.12 9.12 9.12. 1510 15.10 9.15 915 29.08 29.08 14.17 1417 1417 1417, 29.33 29.33 39.00 39.00] 39.000 39.000 40.00 40.00]
p| -13.000 -13.000 -4.12 -4.12 212 -212.  -8100 -8.10 -2.15. -2.15 -24.08 -22.08 -11.17. -717.  -817.  -7.17| -23.33 -23.33 -34.00 -34.00| -37.000 -37.00. -38.00. -38.00
12 13 14 15 16 17
S 6 6 6 7 19 | 18 21 21 23 24 21 21 24 18 22 . 24 21 23 19 20 18 18 4 4
F 1258 1258 13.58 13.58| 23.58 2358 26.58 26.58| 30.58 30.58 2258 2258/ 26.58 26.58. 29.57. 29.57| 26.66. 26.66. 28.83 28.83| 30.11. 30.11. 9.70 9.70
-6.58 -6.58 -7.58  -6.58 -458  -5.58 -5.58 -5.58 -7.58 658 -1.58  -1.58 -2.58 -858  -7.57. -557 -5.66. -3.66. -9.83 -8.83| -12.11. -12.11. -570  -5.70
18 19 20 21 22 23
S 1 1 13 13 16 . 16 17 17 13 12 13 16 16 15 17 17 17 17 17 17 17 16 15 15
F 8.98 898 1527 1527 17.11 1711, 18.000 18.00f 17.11  17.11 20.000 20.00, 20.00 20.000 19.00. 19.00 17.00 17.003 17.003 17.00 16.003 16.003 16.00  16.00]
D -7.98 -7.98} -2.27} -2.27 -1.11} -1.11. -1.000  -1.00 411 -5.11 -7.00} -4.00] -4.00} -5.00} -2.00} -2.00 0.00: 0.00: 0.00 0.00 1.00: 0.00. -1.00.  -1.00|

Mean Absolute Deviation:

10.88

Print Date: Monday, August 14, 2017 8:42:03AM

Standard Deviation:

9.48

Genesys

Number of schedulable time periods:

96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/2/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
11/04/2015 13:17:54

11/2/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 0 0 0 0 o 0 0 0 1 ' 1 ' 1 ' 1 1 ' 1 ' 1 ' 1 0 1 1 ' 1 12 12 11 1
E 16.000 16.000 16.000 16.00f 16.00 16.00. 16.00. 16.00 5.12. 5.12. 5.12 5.12 5.13 5.13 5.13 5.13 412, 412, 5.16. 5.16| 11.08° 11.08  11.13  11.13
D| -16.000 -16.000 -16.00 -16.00, -16.00 -16.00. -16.00. -16.00 412  -412 -412  -412| -413  -413  -413  -4.13 -412  -312 -4.16  -4.16 0.92 0.92 -0.13  -0.13|
6 7 8 9 10 1
18 18 19 19 23 23 23 26 45 45 40 = 45 52 - 53 46 = 46 45 45 45 48 47 48 48 - 48
F 14.12 1412 14.25 14.25 23.00 23.000 23.000 23.00 37.000 37.000 36.000 36.00| 43.00 43.000 42.000 42.00 42.00 42.000 44.00 44.00 44.000 44.000 44.000 44.00f
D 3.88 3.88 4.75 4.75 0.00! 0.00: 0.00: 3.00 8.00. 8.00. 4.00: 9.00 9.00 10.00. 4.00 4.00 3.00 3.00! 1.00 4.00 3.00. 4.00! 4.00: 4.00)
12 13 14 15 16 17
S 50 49 = 54 53 57 59 51 . 57 57 . 57 . 62 = 60 65 . 65 @ 62 | 69 55 56 53 55 32 | 32 . 27 . 26
E 44.000 4400 47.00 47.00f 48.00 48.00 46.00 46.00] 53.00 53.00 58.00 58.00( 57.00 57.00 58.00 58.00| 49.000 49.000 49.000 49.00/ 30.00. 30.000 24.000 24.00
D 6.00 5.00 7.00 6.00 9.00 11.00 5.00 11.00 4.00 4.00 4.00 2.00 8.00 8.00! 4.00 11.00 6.00 7.00! 4.00 6.00 2.00. 2.00: 3.00 2.00
18 19 20 21 22 23
S 21 21 24 25 23 23 23 23 19 16 18 16 16 17 16 19 19 19 19 19 16 16 15 15
F 19.003 19.00} 18.00} 18.00 15.00} 15.003 17.003 17.00 15.503 15.503 15.00} 15.00 16.50} 16.50} 15.00} 15.00 15.003 15.000 15.000 15.00 15.00. 15.00: 15.003 15.00
D 2.00 2.00 6.00 7.00 8.00 8.00 6.00 6.00 3.50 0.50 3.00 1.00f -0.50 0.50 1.00: 4.00 4.00 4.00. 4.00 4.00 1.00: 1.00. 0.00. 0.00
Mean Absolute Deviation: 5.16 Standard Deviation: 6.47 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/2/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
11/02/2015 08:11:28

11/3/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 3 3 3 3 1 1 1 1 o 0 1 1 1 1 1 1 1 1 1 1 O i I
F 6.26. 6.26. 6.26 6.26 4.26 4.26. 5.26. 5.26 5.26. 5.26. 6.27. 6.27 5.26. 5.26. 4.26. 4.26 5.28 5.28 5.30 5.30, 11.18 11.18 11.26. 11.26
D -3.26. -3.26 -3.26  -3.26 -3.26 -3.26. 4260 -4.26 -5.26. -5.26. -5.27. -527| -426 -426  -3.26. -3.26 -4.28  -428  -430 -4.30 -0.18  -0.18  -0.26. -0.26
6 7 8 9 10 11
2 - 12 12 @ 12 20 19 - 19 - 23 41 42 41 4 48 48 40 - 42 43 44 44 51 45 45 46 - 47
E 12,33 12.33° 1438 14.38/ 1950 19.50. 22.000 22.00/ 39.000 39.00 39.000 39.00 44.000 44.000 41.000 41.00/, 38.00 38.000 44.00 44.00, 41.000 41.00 46.00 46.00
-0.33  -0.33, -2.38 -2.38 0.50 -0.50. -3.00 1.00 2.00: 3.00 2.00: 2.00 4.00: 4.00. -1.00: 1.00 5.00. 6.00 0.00! 7.00 4.00 4.00. 0.00: 1.00
12 13 14 15 16 17
S 45 44 43 45 50 48 52 52 60 60 59 60 57 61 © 59 | 60 50 53 | 52 | 52 32 . 32 . 28 . 28
F 4450 4450 44.00 44.00f 4500 4500 46.00 46.00{ 56.00. 56.000 57.000 57.00f 57.50 57.50. 58.00. 58.00, 46.00. 46.00. 48.000 48.00/ 30.000 30.00. 23.00. 23.00
0.50 -0.50  -1.00 1.00 5.00 3.00 6.00 6.00 4.00 4.00 2.00 3.00, -0.50 3.50; 1.00 2.00 4.00 7.00! 4.00 4.00 2.00. 2.00. 5.00 5.00
18 19 20 21 22 23
S 26 26 22 24 23 23 24 23 19 18 16 17 16 16 16 19 19 19 19 19 17 17 17 17
F 22.00 22.00 19.00 19.00| 14.00 14.00 15.000 15.00f 17.00  17.00 15.000 15.00| 15.00 15.00. 14.00. 14.00 16.00 16.00. 15.00 15.00{ 15.00 15.00. 15.00  15.00
D 4.00 4.00 3.00 5.00 9.00 9.00 9.00 8.00 2.00 1.00 1.00 2.00 1.00 1.00: 2.00 5.00 3.00 3.00: 4.00. 4.00 2.00 2.00. 2.00 2.00
Mean Absolute Deviation: 3.15 Standard Deviation: 3.58 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/2/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
11/02/2015 08:11:28

11/4/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 3 3 3 3 1 1 1 1 2 2 1 2 2 2 2 2 2 2 2 2 12 12 12 . 12
F 5.25 5.25 6.26 6.26 5.26 5.26. 5.26. 5.26 5.26. 5.26. 4.26 4.26 5.25. 5.25 4.25 4.25 5.27. 5.27 4.29 429 1121 1121 1219 1219
D -2.25 225 -3.26  -3.26 -4.26 4260 4260 -4.26 -3.26; -3.26. -3.260 -2.26| -3.25 -3.25  -2.25 « -2.25 -3.27.  -3.27. 229 -2.29 0.79. 0.79. -0.19  -0.19
6 7 8 9 10 11
13 - 13 ~ 13 + 13 16 22 20 - 23 41 + 42 42 - 43 49 49 - 41 M 41 43 44 - 48 49 49 47 47
E 13.34°  13.34 1441 1441 2200 2200 20.500 20.50, 38.000 38.000 39.000 39.00 42.000 42.000 41.000 41.00 42.00 42.000 4400 44.00, 4500 4500 4500 45.00
-0.34 -0.34  -1.41 141 -6.00. 0.00.  -0.50! 2.50 3.00 4.00. 3.00 4.00 7.00! 7.00. 0.00: 0.00 -1.00! 1.00:! 0.00! 4.00 4.00 4.00. 2.00 2.00
12 13 14 15 16 17
S 46 46 = 50 48 52 51 55 55 52 52 59 58 59 57 . 60 . 60 52 52 . 54 . 55 32 . 32 . 21 27
F 44.000 44.000 46.00 46.00f 43.00 43.00 46.00 46.00{ 50.00. 50.000 57.50 57.50| 57.50 57.50. 56.00. 56.00, 48.000 48.00. 50.000 50.00f 29.000 29.00. 23.00. 23.00
2.00 2.00 4.00 2.00 9.00 8.00 9.00 9.00 2.00 2.00 1.50 0.50 150 -0.50 4.00 4.00 4.00 4.00 4.00 5.00 3.00! 3.00! 4.00 4.00
18 19 20 21 22 23
S 23 23 23 24 23 23 26 26 17 21 17 18 18 17 17 20 19 19 19 19 16 16 15 15
F 19.00 19.00 17.00 17.00( 13.00 13.000 17.000 17.00f 17.50  17.50 17.000 17.00| 17.00 17.00. 16.00. 16.00 14.00 14.00. 14.00 14.00| 1500 15.00 15.00 15.00
D 4.00 4.00 6.00 7.00/ 10.00  10.00. 9.00 9.00, -0.50 3.50 0.00' 1.00 1.00 0.00: 1.00: 4.00 5.00 5.00. 5.00. 5.00 1.00. 1.00. 0.00: 0.00
Mean Absolute Deviation: 3.19 Standard Deviation: 3.70 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/2/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
11/02/2015 08:11:28

11/5/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 1 1 1 1 1 1 0o 1 1 1 2 2 2 2 1 1 O i I
F 5.26. 5.26. 5.26 5.26 5.26 5.26. 5.26. 5.26 5.26. 5.26. 5.26. 5.26 5.26. 5.26. 5.26 5.26 4.27. 4.27. 5.29 529 11.18 11.18 11.28  11.28
D -3.26. -3.26 -3.26  -3.26 -4.26 4260 4260 -4.26 -4.26. -426. -526 -4.26| -426 -426  -3.26. -3.26 -2.27. 227 -429 -4.29 -0.18  -0.18  -0.28  -0.28
6 7 8 9 10 11
16 - 16 15 = 15 19 - 20 23 - 24 45 + 46 36 - 39 45 45 32 - 36 40 © 40 + 43 54 52 + 55 + 53 - 53
E 1429 1429 1440 1440, 21.00 21.00 19.200 19.20 39.000 39.00 37.000 37.00 44.000 44.000 40.000 40.00/ 38.00 38.000 4250 4250, 40.000 40.000 46.00 46.00
D 1.71 1.71. 0.60. 0.60 -2.000  -1.00: 3.80. 4.80 6.00. 7.000 -1.00: 2.00 1.00! 1.000 -8.00. -4.00 2.00 2.00 0.50 11.50| 12.00. 15.00 7.00 7.00]
12 13 14 15 16 17
S 49 50 & 49 52 53 54 57 56 56 56 50 53 52 51 . 52 | 53 44 44 47 47 2 | 2 . 19 . 17
F 43.000 43.000 47.00 47.00/ 48.00 48.00 46.00 46.00| 52.23 5223 51.73 51.73| 51.73 51.73. 5273 52.73| 44.23 4423 4723 47.23| 2245 2245  20.00 20.00
6.00 7.00 2.00. 5.00 5.00 6.00 11.00 10.00 3.77. 3.77 173 1.27 0.27 -0.73. -0.73 0.27 -0.23.  -0.23. -0.23 -0.23 -0.45  -045 ~ -1.000 -3.00
18 19 20 21 22 23
S 13 13 13 13 13 13 15 15 "7 11 8 8 7 7 6 6 2 2 2 2 2 2 2 2
F 13.45 1345 1329 1329 13.29 1329 1529 1529 1129 1129 9.29 9.29 7.29 729 1129 1129 429 4.29, 429 4.29 4.29 4.29 429 4.29
D -045  -045 029 -0.29 029 029 -029 -0.29 029 -029 -1.29 129 -029 -029 529 -529 229 229 229 -2.29 229 229 229 -2.29
Mean Absolute Deviation: 2.98 Standard Deviation: 417 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/2/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
11/02/2015 08:11:28

11/6/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 1 1 1 1 1 1 1 1 0o 1 1 1 1 1 1 1 2 12 11 N
F 7.29 7.29 7.29 7.29 6.29 6.29. 6.29 6.29 6.29 6.29 7.29 7.29 7.29 7.29 6.35, 6.35 3.54. 3.54 7.50 7.50 12.000 12.000 11.15  11.15
D -5.29 529 -529 -529 -529 -529. 529 529 -5.29. -529  -6.29 -6.29| -7.29 -6.29 -535 -535 -2.54,  -254. -6.50 -6.50 0.00 0.000 -0.15  -0.15
6 7 8 9 10 11
13 - 13 16 -« 17 6 +~ 18 20 - 20 3% + 3 + 40 - M 36 + 41 - 36 = 36 40 © 40 - 36 - 49 53 + 54 + 53 - 53
E 10.000 10.000 12.00 12.00, 11.00 11.000 16.000 16.00, 31.000 31.000 33.000 33.00 39.000 39.000 37.000 37.00f 36.00 36.000 39.50 39.50| 4500 4500 4500 45.00
D 3.00! 3.00! 4.00 5.00 5.00. 7.00. 4.00 4.00 4.00. 4.00. 7.00 8.00, -3.00: 2.000 -1.00. -1.00 4.00 4.000 -3.50 9.50 8.00 9.00! 8.00! 8.00)
12 13 14 15 16 17
S 59 . 51 ' 51 . 55 51 46 54 50 60 60 . 54 58 55 57 . 54 | 54 48 48 | 49 | 50 26 . 27 17 18
F 44.000 44.000 47.00 47.00f 46.00 46.00 43.00 43.00{ 55.00. 55.000 55.50 5550, 5550 55.50. 54.00. 54.00, 48.000 48.00. 49.000 49.00f 26.000 26.00. 19.50. 19.50
7.00 7.00 4.00 8.00 5.00 0.00 11.00 7.00 5.00 5.00 -1.50 250, -0.50 1.50 0.00: 0.00 0.00: 0.00: 0.00: 1.00 0.00:! 1.000 -2.50 -1.50
18 19 20 21 22 23
S 12 14 11 13 13 13 15 15 "7 11 9 9 8 8 8 8 2 2 2 2 2 2 2 2
F 13.00 13.00 1200 12.00( 11.00 11.00  14.000 14.00f 15.02  15.02 10.38  10.38 9.38 9.38 9.38 9.38 7.38 7.38 7.38 7.38 6.38 6.38 6.38 6.38
D -1.00 1.00 -1.00 1.00 2.00 2.00 1.00 1.00f -402 -402 -138 -138 -1.38 -138 -138 -1.38 -5.38  -538  -538 -5.38 -4.38. -4.38 438 -4.38
Mean Absolute Deviation: 3.79 Standard Deviation: 4.60 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/2/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
11/02/2015 08:11:28

11/7/12015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 3 3 3 3 1 1 1 1 1 1 0o 1 1 1 1 1 1 1 0 0 0o 0 1 1
F 5.38 5.38 6.38 6.38] 11.38 11.38 5.38 5.38 5.38 5.38 6.38 6.38 5.38 5.38 5.38 538 15.38 1538  16.38 16.38 7.38 7.38 7.38 7.38
D -2.38  -238 -338 -3.33/ -10.38 -10.38 -4.38. -4.38 -438 438  -6.38 -538 -438 -438 -438  -4.38| -14.38 -14.38 -16.38 -16.38 -7.38  -7.38 -6.38 -6.38
6 7 8 9 10 11
5 5 7 7 8 8 + 8 ' 8 M0 10 8 - 1" 8 -~ 9 8 9 9 9 5 5 5 5 8 ' 8
E 8.38 8.38 8.38 8.38 8.38 8.38 8.38 8.38 7.38 7.38 11.38  11.38 7.40 7.40: 8.40: 8.40 6.79 6.79  24.00 24.00] 24.00 24.000 27.00 27.00
D -3.38  -3.38 -1.38 -1.38 -0.38  -0.38° -0.38 -0.38 2.62 262  -3.38 -0.38 0.60: 1.60. -0.40 0.60 2.21 221, -19.000 -19.00f -19.00. -19.00: -19.00. -19.00j
12 13 14 15 16 17
S 9 9 8 8 15 15 19 20 26 26 24 23 24 23 .+ 25 | 27 22 2 . 23 . 23 18 18 8 . 8
F 1179 1179 1079 10.79| 17.79 17.79 19.79 19.79| 28.79 2879 2479 2479 2279 2279 2679 26.79| 27.79 27.79. 27.79 27.79| 21.79. 21.79. 10.79 10.79
279 279 279 -279 =279 -2.79 -0.79 0.21 -2.79 -279 -079 -1.79 1.21 021 -1.79 0.21 -5.79.  -579 479  -4.79 -3.79. 379 -279 -2.79
18 19 20 21 22 23
S 5 5 12 12 12 12 14 14 13 13 14 16 16 16 14 17 17 17 17 17 15 15 15 12
F 10.79 1079 1279 1279 12.87 12.87. 1471 1471 1366 13.66 1489 1489 16.36 16.36. 14.36. 14.36 15.36. 1536 1536 15.36| 14.36 14.36. 13.36 13.36
D 579 579 079 -0.79 -0.87 087 -0.71  -0.71 -0.66. -0.66  -0.89 1.1 036 -0.36 -0.36 2.64 1.64. 1.64. 1.64 1.64 0.64 0.64. 1.64  -1.36
Mean Absolute Deviation: 4.25 Standard Deviation: 5.47 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/2/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
11/02/2015 08:11:28

11/8/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 1 1 1 1 1 1 0 1 1 1 1 1 1 1 1 1 o . 0o : o0 0 1 1 1 1
F 5.36. 5.36. 5.36 5.36 5.36 5.36. 5.36. 5.36 6.36 6.36 5.36. 5.36 4.36. 4.36. 5.72 5.72| 16.000 16.00. 16.00  16.00 4.72 4.72 7.72 7.72
D -4.36. -4.36 -436 -4.36 -436 -4.36. -536] -4.36 -5.36. -5.36. 436 -4.36 -3.36. -3.360 -4.72. -4.72|] -16.00. -16.00. -16.00 -16.00 -3.72.  -3.72. -6.72 -6.72
6 7 8 9 10 11
7 7 8 8 8 8 7 8 "1 171 5 - 1" 9 -~ 9 9 9 9 9 « 4 - 4 4 4 9 9
E 6.72 6.72: 5.72 5.72 4.75 4.75 8.80 8.80 10.80. 10.80. 10.80. 10.80 9.82 9.82; 7.82 7.82| 2379 2379 2785 27.85 10.85 10.85 8.85 8.85
D 0.28 0.28 2.28 2.28 3.25 325  -1.800 -0.80 0.20: 0.200 -5.80: 0.20, -0.822 -0.82. 1.18 1.18| -14.79° -14.79 -23.85 -23.85 -6.85.  -6.85! 0.15. 0.15)
12 13 14 15 16 17
S 10 10 9 9 16 17 17 17 27 27 25 23 24 24 25 | 24 22 20 21 @ 22 18 18 6 . 6
F 1185 1185 11.85 11.85| 16.85 16.85 19.85 19.85| 29.85° 29.85 23.85 23.85| 23.85 23.85 26.85. 26.85 26.85 26.85. 2585 25.85| 21.84 21.84. 10.87. 10.87
-1.85 -1.85 -2.85 -2.85 -0.85 0.15 -2.85  -2.85| -2.85 -2.85 1.15  -0.85 0.15 0.15  -1.85. -2.85 -485  -6.85. -4.85 -3.85 -3.84, -3.84. 487  -4.87
18 19 20 21 22 23
S 5 5 13 13 12 12 . 15 15 14 14 12 17 15 16 14 17 17 17 17 17 16 15 15 14
F 10.83 10.83 1376 1376 12.94 1294 1489 14.89| 1344 1344 1429 1429 1579 1579 1529 1529 1529 1529 1629 16.29| 1529 1529 1429 14.29
D -5.83 -583 -0.76 -0.76 -0.94  -0.94 0.11 0.11 0.56. 056  -2.29 2.71 -0.79 021 -1.29 1.71 1.71 1.71. 0.71. 0.71 0.71.  -0.29. 0.71.  -0.29
Mean Absolute Deviation: 3.87 Standard Deviation: 5.14 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> )
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

New Hire Schedule Bid 2016 - NEW

Scheduling Unit: Customer Service / Help Desk
Published: No 11/02/2015 08:11:28
1/4/2016
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 0 o 0o 0 o o o 0 o o o 0 0o 0o o 0 o o o 0 2 2 2 2
E 13.000 13.000 14.000 14.00f 12.00 12.00. 12.000 12.00, 14.000 14.00. 13.000 13.00 13.000 13.00 12.00. 12.00f 13.000 13.000 12.000 12.00, 12.00 12.000 12.00. 12.00

D| -13.000 -13.000 -14.000 -14.00f -12.00 -12.00. -12.00. -12.00{ -14.00. -14.00. -13.00. -13.00 -13.00. -13.00. -12.00: -12.00| -13.00. -13.00: -12.00. -12.00| -10.00; -10.00. -10.00: -10.00

2 2 2 2 4 4 2 4 7 7 7 7 7 7 3 3 5 5 6 7 5 5 5 5
= 16.000 16.000 16.00 16.00f 17.00 17.000 16.000 16.00 18.000 18.00 17.000 17.00| 18.000 18.00. 16.00. 16.00, 17.00 17.000 18.00 18.00, 18.000 18.00. 17.00. 17.00f
D| -14.00. -14.00. -14.000 -14.00f -13.000 -13.00. -14.00. -12.00{ -11.00: -11.00. -10.00. -10.00, -11.00. -11.00. -13.00: -13.00f -12.000 -12.00; -12.00. -11.00| -13.00: -13.00. -12.00. -12.00)

12 13 14 15 16 17

S 4 6 6 . 6 5 5 4 4 8 8 7 8 4 6 6 5 6 | 6 6 | 6 1 1 o 0
F 17.000 17.00 18.00 18.00| 19.00 19.00 17.00 17.00{ 30.00. 30.00 26.000 26.00f 26.00 26.000 26.000 26.00, 29.00. 29.000 28.000 28.00f 28.000 28.00. 27.00. 27.00
p| -13.00 -11.00 -12.000 -12.00| -14.00 -14.000 -13.00 -13.00| -22.00; -22.00. -19.00. -18.00| -22.00 -20.00. -20.00: -21.00| -23.00. -23.00. -22.00 -22.00f -27.00. -27.00. -27.00. -27.00

18 19 20 21 22 23

S 0o 0o 1 1 1 1 1 1 1 1 1 0 1 1 1 1 1 1 1 1 1 1 1 1
F 26.003 26.00} 26.00} 26.00 24.00} 24.003 27.003 27.00 24.003 24.003 26.003 26.00 20.003 20.003 24.503 24.50 19.003 19.00. 19.000 19.00| 19.00.  19.00. 19.003 19.00|
D| -26.00 -26.003 -25.003 -25.00 —23.003 -23.000 -26.000 -26.00| -23.00. -23.00 —25.003 -26.00 -19.003 -19.003 -23.503 -23.50f -18.000 -18.00: -18.000 -18.00| -18.00. -18.00. -18.00. -18.00

Mean Absolute Deviation: 16.47 Standard Deviation: 5.33 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> )
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

New Hire Schedule Bid 2016 - NEW

Scheduling Unit: Customer Service / Help Desk
Published: No
1/5/2016
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 0o 0 o 0o o 0 o o o 0 0o 0o o 0 o o o 0 2 2 2 2
F 19.000 19.000 19.000 19.00, 25.00 25.00. 21.000 21.00f 21.00. 21.000 22.000 22.00, 21.000 21.000 19.00. 19.00 21.00. 21.00. 21.00 21.00, 20.000 20.000 21.000 21.00

D| -19.000 -19.000 -19.000 -19.00] -25.00 -25.00. -21.00. -21.00f -21.00. -21.00; -22.00. -22.00| -21.00. -21.00. -19.00: -19.00| -21.00. -21.00: -21.00. -21.00| -18.00; -18.00. -19.00. -19.00

F 23.000 23.000 24.00 24.00 26.00 26.000 26.50 26.50, 27.000 27.000 29.000 29.00 28.00 28.00; 27.00 27.00f 24.00 24.000 26.00 26.00] 26.00 26.000 25.00 25.00
D| -21.000 -21.000 -22.000 -22.00f -24.000 -24.00. -26.50. -24.50| -22.00. -22.00. -24.00. -24.00, -23.00. -23.00. -24.00: -24.00f -24.000 -21.00. -21.00. -21.00{ -21.00. -21.00. -20.00: -20.00j

12 13 14 15 16 17

F 28.00 28.00 28.003 28.00 28.003 28.000 28.00 28.00, 28.000 28.000 28.000 28.00f 28.00 28.00 28.00 28.00| 28.00 28.00 28.00  28.00 29.00  29.00 28.000 28.00
D| -25.000 -23.000 -23.000 -23.00f -26.000 -26.00 -26.00 -26.00f -22.00, -22.00. -22.000 -22.00| -27.00 -24.00. -24.00; -25.00| -24.00. -24.00. -24.00. -24.00| -28.00: -28.00: -28.00. -28.00

18 19 20 21 22 23

S 0 0o 1 1 1 10 10 1 10 10 1 0 1 1 1 1 10 1 1 1 1 1 1 1
P 25.00 25.00 23.00 23.00| 25.00 25.000 28.00 28.00] 25.00 25.00 2450 2450 21.00 21.000 26.50 26.50 19.00. 19.000 19.00 19.00| 19.00. 19.00. 19.00  19.00
D| -25.00 -25.00 -22.000 -22.00| -24.00 -24.000 -27.000 -27.00| -24.00 -24.000 -23.50 -24.50| -20.000 -20.000 -25.50. -25.50| -18.00. -18.00: -18.00 -18.00| -18.000 -18.00. -18.00. -18.00

Mean Absolute Deviation: 22.43 Standard Deviation: 2.73 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> )
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

New Hire Schedule Bid 2016 - NEW

Scheduling Unit: Customer Service / Help Desk
Published: No
1/6/2016
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 0o 0 o 0o o 0 o o o 0 0o 0o o 0 o o o 0 2 2 2 2
F 19.000 19.000 19.000 19.00, 21.00 21.00; 22.00. 22.00f 20.00. 20.000 21.000 21.00, 21.000 21.000 21.00. 21.00f 20.00. 20.00. 21.00 21.00, 20.000 20.000 20.000 20.00

D| -19.000 -19.000 -19.000 -19.00] -21.00 -21.00. -22.00. -22.00f -20.00. -20.00; -21.00. -21.00 -21.00. -21.00. -21.00: -21.00| -20.00. -20.00: -21.00. -21.00| -18.00; -18.00. -18.00. -18.00

F 23.000 23.000 23.00 23.00 26.00 26.000 2650 26,50, 26.000 26.000 27.000 27.00 28.000 28.00 28.00 28.00f 28.00 28.00 28.00 28.00] 28.00 28.000 28.00 28.00
D| -21.000 -21.000 -21.000 -21.00f -25.000 -24.00. -25.50. -24.50| -21.00. -21.00. -22.00. -22.00, -23.00. -23.00. -26.00: -25.00| -25.000 -26.00! -24.00. -23.00{ -23.00. -23.00. -23.00. -23.00)

12 13 14 15 16 17

F 29.00 29.00 30.003 30.00 29.003 29.000 30.00 30.00f 30.000 30.000 28.000 28.00] 26.00 26.00 25.00 25.00] 27.00 27.00 26.00  26.00 27.00  27.00 28.000 28.00
D| -27.000 -25.000 -26.000 -26.00f -26.000 -26.000 -27.00 -27.00f -24.00, -24.00. -22.000 -22.00, -22.00 -22.00. -24.00; -22.00| -23.00. -23.00. -22.00. -22.00| -26.00. -26.00. -28.00. -28.00

18 19 20 21 22 23

S 0 0o 1 1 1 10 10 1 10 10 1 0 1 1 1 1 10 1 1 1 1 1 1 1
P 26.00 26.00 24.00 24.00| 25.00 25.000 2800 28.00, 21.00 21.00 25.000 25.00 21.00 21.000 25.00 25.00 19.00. 19.000 19.00 19.00| 19.00. 19.00. 19.00  19.00
D| -26.000 -26.000 -23.00 -23.00| -24.00 -24.000 -27.00. -27.00] -20.00 -20.000 -24.00 -25.00| -20.000 -20.000 -24.00. -24.00| -18.00. -18.00: -18.00 -18.00| -18.000 -18.00. -18.00. -18.00

Mean Absolute Deviation: 22.39 Standard Deviation: 2.76 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> )
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

New Hire Schedule Bid 2016 - NEW

Scheduling Unit: Customer Service / Help Desk
Published: No
1/7/2016
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 0o 0 o 0o o 0 o o o 0 0o 0o o 0 o o o 0 2 2 2 2
F 19.000 19.000 19.000 19.00, 22.00 22.00. 22.000 22.00f 21.00. 21.000 21.000 21.00, 22.000 22.000 22.00. 22.00 21.000 21.00. 22.00 22.00, 20.000 20.000 20.000 20.00

D| -19.000 -19.000 -19.000 -19.00] -22.00 -22.00. -22.00; -22.00f -21.00. -21.00; -21.00. -21.00| -22.00. -22.000 -22.00: -22.00| -21.00. -21.00: -22.00 -22.00| -18.00; -18.00. -18.00. -18.00

2 2 2 2 2 - 4 4 - 4 T 7T 7 7 r 7T 2 5 4 4 7 7 5 5 5 5
F 27.000 27.000 27.00 27.00 26.00 26.000 28.000 28.00, 28.000 28.00 26.000 26.00 28.00 28.00 27.000 27.00f 25.00 25.000 26.00 26.00] 26.00 26.000 25.00 25.00
D| -25.000 -25.000 -25.000 -25.00f -24.000 -22.00. -24.000 -24.00{ -21.00. -21.00. -19.00. -19.00, -21.00. -21.00. -25.00: -22.00f -21.000 -21.00! -19.00. -19.00{ -21.00. -21.00. -20.00: -20.00j

12 13 14 15 16 17

S 7 7 5 7 4 4 3 3 T .7 7T 7 2 5 5 5 5 &6 1 565 | 5 0 o 0o . o0
F 29.000 29.00 27.00 27.00f 29.00 29.000 26.00 26.00, 26.000 26.000 28.00 28.00, 28.00 2800 2800 28.00f 28.000 2800 29.000 29.00/ 27.00 27.000 28.000 28.00
D| -22.000 -22.000 -22.000 -20.00f -25.000 -25.000 -23.00 -23.00f -19.00, -19.00. -21.00. -21.00| -26.00 -23.00 -23.00; -23.00| -23.00. -23.00. -24.00. -24.00| -27.00. -27.00. -28.00. -28.00

18 19 20 21 22 23

S 0o 0o o 0 o 0 o . 0 o 0 0o 0 o 0 o 0 o . 0o : 0 ' O 0o o 0o © 0
P 27.00 27.00 26.00 26.00| 24.00 24.000 2400 24.00, 18.00 18.00 18.000 18.00| 21.00 21.00 20.00. 20.00 12.00. 1200 14.00 14.00, 18.00. 18.00. 17.00 17.00
D| -27.000 -27.000 -26.000 -26.00| -24.00 -24.00. -24.00. -24.00, -18.00 -18.00. -18.00 -18.00| -21.000 -21.000 -20.00. -20.00| -12.00. -12.00: -14.000 -14.00| -18.000 -18.00. -17.00. -17.00

Mean Absolute Deviation: 21.44 Standard Deviation: 3.16 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> )
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

New Hire Schedule Bid 2016 - NEW

Scheduling Unit: Customer Service / Help Desk
Published: No
1/8/2016
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 0o 0 o 0o o 0 o o o 0 0o 0o o 0 o o o 0 2 2 2 2
F 19.000 19.000 14.00 14.00 19.00 19.000 18.00. 18.00 18.000 18.000 17.000 17.00; 18.00. 18.000 18.00. 18.00 9.00: 9.000 18.000 18.00f 20.00. 20.00. 20.000 20.00

D| -19.000 -19.00. -14.000 -14.00f -19.00 -19.00. -18.00: -18.00| -18.00: -18.00. -17.00. -17.00| -18.00: -18.00 -18.00: -18.00 -9.000 -9.000 -18.00. -18.00, -18.00: -18.00. -18.00: -18.00

3 3 3 3 4 4 2 4 T 7T 6 7 7 7T 1 5 5 5 6 + 6 5 5 6 + 6
F 13.000 13.000 20.00 20.00 20.00 20.000 18.000 18.00| 25.000 25.000 27.000 27.00| 26.00 26.000 26.000 26.00, 23.000 23.000 28.00 28.00] 26.000 26.000 28.00. 28.00f
p| -10.00. -10.00: -17.000 -17.00f -16.000 -16.00. -16.00. -14.00| -18.00: -18.00. -21.00. -20.00, -19.00. -19.00. -25.00: -21.00f -18.00. -18.00: -22.00. -22.00| -21.00. -21.00. -22.00. -22.00)

12 13 14 15 16 17

S 4 6 5 6 5 5 5 5 6 . 7 . 7 7 3 5 4 5 4 4 4 . 4 0 o . 0 : 0
F 24.000 24.00 31.00 31.00f 25.00 25.00 28.00 28.00, 27.000 27.000 26.00 26.00, 27.00 27.00. 2800  28.00f 28.000 28.00 26.000 26.00f 28.000 28.00 27.000 27.00
D | -20.000 -18.000 -26.000 -25.00f -20.000 -20.00 -23.00 -23.00f -21.00, -20.00. -19.00 -19.00| -24.00 -22.00: -24.00; -23.00| -24.00. -24.00. -22.00. -22.00| -28.00: -28.00: -27.00. -27.00

18 19 20 21 22 23

S 0o 0o o 0 o 0 o . 0 o 0 0o 0 o 0 o 0 o . 0o : 0 ' O 0o o 0o © 0
P 24.00 24.00 21.00 21.00| 23.00 23.000 24.00 24.00, 16.00. 16.00 17.000 17.00| 17.00 17.00. 15.00. 15.00 16.00. 16.00. 13.00 13.00/ 15.00. 15.00. 15.00  15.00
D| -24.00 -24.00 -21.000 -21.00| -23.00 -23.000 -24.000 -24.00, -16.00 -16.00. -17.00 -17.00| -17.000 -17.000 -15.00. -15.00| -16.00 -16.000 -13.000 -13.00| -15.00. -15.00. -15.00. -15.00

Mean Absolute Deviation: 19.08 Standard Deviation: 3.96 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> )
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

New Hire Schedule Bid 2016 - NEW

Scheduling Unit: Customer Service / Help Desk
Published: No
1/9/2016
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 0o 0 o 0o o 0 o o o 0 0o 0o o 0 o o o 0 0o 0o o 0
F 18.000 18.000 19.000 19.00, 20.00 20.00. 21.00. 21.00{ 21.00. 21.000 19.000 19.00, 20.000 20.000 19.00. 19.00| 20.00. 20.00. 18.00 18.00 13.000 13.000 13.00 13.00|

D| -18.000 -18.000 -19.000 -19.00] -20.00 -20.00: -21.00. -21.00| -21.00. -21.00; -19.00. -19.00| -20.00: -20.00 -19.00: -19.00| -20.00. -20.00: -18.00. -18.00| -13.00; -13.00. -13.00. -13.00

F 11.000 11.000 12.00 12.00{ 19.00 19.000 16.000 16.00, 16.000 16.000 13.000 13.00| 19.000 19.00. 15.000 15.00| 12.000 12.00 9.00 9.00f 13.000 13.000 15.000 15.00]
p| -11.000 -11.00. -10.000 -10.00f -17.00 -17.00. -14.00. -14.00f -14.00. -14.00. -11.00. -11.00, -19.00. -17.00. -13.00: -13.00f -10.00. -10.00: -8.00. -8.00| -13.00. -13.00. -14.00. -14.00)

12 13 14 15 16 17

F 14.00 14.00 17.003 17.00 25.003 25.000 25.00 25.00, 26.000 26.000 2500 25.00f 19.00 19.00 26.00 26.00| 20.00 20.00 26.00  26.00 20.00  20.00. 16.000  16.00]
p| -12.000 -12.000 -15.000 -15.00f -22.000 -23.000 -22.00 -23.00f -23.00, -23.00. -22.000 -22.00, -17.00 -16.00: -23.00; -23.00| -17.00. -17.00. -25.00. -25.00| -20.00: -20.00: -16.00. -16.00

18 19 20 21 22 23

S 1 1 1 1 1 10 10 1 10 1 1 1 1 1 1 10 1 1 1 1 1 1 1
P 13.00 13.00 14.00 14.00( 20.00 20.000 20.00 20.00; 19.00. 19.00 19.000 19.00| 14.00 14.00. 21.00. 21.00 14.00. 14.00 14.00 14.00/ 18.00. 18.00. 20.00  20.00
D| -12.000 -12.000 -13.000 -13.00| -19.00 -19.00. -19.00. -19.00, -18.00 -19.00. -18.00 -18.00| -13.000 -13.000 -20.00. -20.00| -13.00. -13.000 -13.000 -13.00| -17.000 -17.00. -19.00. -19.00

Mean Absolute Deviation: 16.73 Standard Deviation: 4.05 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> )
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

New Hire Schedule Bid 2016 - NEW

Scheduling Unit: Customer Service / Help Desk
Published: No
1/10/2016
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 0o 0 o 0o o 0 o o o 0 0o 0o o 0 o o o 0 0o 0o o 0
F 20.000 20.000 21.00 21.000 20.00 20.00. 22.00. 22.00 17.000 17.000 18.000 18.00; 20.00. 20.00. 20.00 20.00, 21.000 21.00. 19.000 19.00 14.000 14.000 16.00. 16.00|

D| -20.000 -20.000 -21.000 -21.00] -20.00 -20.00: -22.00. -22.00| -17.00. -17.00. -18.00. -18.00| -20.00: -20.00 -20.00: -20.00| -21.00. -21.00: -19.00. -19.00| -14.00; -14.00. -16.00. -16.00

(VR o - 2 2 2 2 2 2 2 2 2 2 o 2 - 2 2 2 2 o 0 0o 0o 2 2
F 13.00  13.00 9.00 9.00, 15.00 15.000 14.00 14.00, 17.000 17.000 19.000 19.00, 12.000 12.00. 15.00. 15.00/ 12.000 12.000 10.00 10.00f 13.000 13.00 10.00  10.00
p| -13.000 -13.000 -7.000 -7.00f -13.000 -13.00. -12.00. -12.00{ -15.00. -15.00. -17.00. -17.00, -12.00. -10.00. -13.00: -13.00f -10.00. -10.00: -10.00. -10.00| -13.00. -13.00. -8.00. -8.00]

12 13 14 15 16 17

S 2 2 2 2 1 2 3 3 2 . 3 . 3 3 3 3 2 3 3 . 3 101 1 1t 0 . 0
F 11.000  11.000 14.000 14.00/ 24.00 24.00 2400 24.00f 25.000 25.000 20.000 20.00f 19.00 19.00. 20.00. 20.00, 20.00. 20.00. 21.000 21.00f 16.00. 16.00. 13.000 13.00
-9.000 -9.000 -12.000 -12.00| -23.00 -22.00 -21.00 -21.00 -23.000 -22.00. -17.000 -17.00, -16.00 -16.00. -18.00. -17.00f -17.00. -17.00. -20.00 -20.00f -15.00. -15.00. -13.00. -13.00

18 19 20 21 22 23

S 0o 0o 1 1 1 1 1 1 1 1 0 1 1 1 1 1 10 1 1 1 1 1 1 1
P 14.00 1400 1500 15.00( 15.00 15.00 14.00 14.00/ 14.00  14.00 16.000 16.00| 18.00 18.00 14.00. 14.00 14.00. 14.00 13.00 13.00/ 14.00. 14.00. 15.00  15.00
D| -14.000 -14.000 -14.000 -14.00| -14.00 -14.00. -13.000 -13.00/ -13.00 -13.000 -16.00 -15.00| -17.000 -17.000 -13.00. -13.00| -13.00. -13.000 -12.000 -12.00| -13.000 -13.00. -14.00. -14.00

Mean Absolute Deviation: 15.38 Standard Deviation: 3.90 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/12/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk

10/12/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 0o 0 0 0 0o 0 0 0 1 1 1 1 1 0o 1 1 1 1 1 1 9 9 9 9
E 16.000 16.000 15.000 15.00f 15.00 15.00. 15.00. 15.00 4.15 4.15 4.16 4.16 417 417 417 4.17 4.16. 4.16. 4.18 4.18 9.13 9.13 9.14. 9.14
D| -16.000 -16.000 -15.00 -15.00, -15.00 -15.00. -15.00. -15.00 -3.15.  -3.15 -3.16. -3.16| -3.17. 417  -3.17  -3.17 -3.16.  -3.16. -3.18  -3.18 -0.13;  -0.13  -0.14  -0.14
6 7 8 9 10 1
11 "M - 14 14 23 20 - 23 25 51 51 - 48 51 43 51 3 . 37 38 43 50 + 50 41 43 + 39 @ M
E 1219 1219 1232 1232 16.00 16.000 20.000 20.00/ 20.000 20.000 20.000 20.00, 20.000 20.000 20.000 20.00f 19.50 19.50° 18.00 18.00| 16.000 16.00 16.00. 16.00]
D -1.19° 119 1.68 1.68 7.00 4.00 3.00 5.00, 31.000 31.000 28.000 31.000 23.000 31.00. 13.000 17.00, 1850 23.50. 32.00 32.00/ 25.000 27.000 23.000 25.00]
12 13 14 15 16 17
S 45 49 48 51 39 41 36 = 40 60 . 61 . 49 = 56 48 '+ 63 57 | 58 55 60 60 62 32 . 31 . 29 . 28
E 19.000 19.000 19.000 19.00f 18.000 18.00 19.00 19.00, 21.000 21.000 18.000 18.00f 21.00 21.000 21.00. 21.00; 18.000 18.00. 19.00 19.00/ 19.00. 19.00. 18.00. 18.00
D 26.000 30.00 29.00 32.000 21.00 23.00 17.00 21.00, 39.000 40.000 31.00 38.00, 27.00 42.000 36.000 37.00f, 37.000 42.000 41.000 43.00, 13.000 12.000 11.00. 10.00
18 19 20 21 22 23
S 20 20 17 17 24 24 30 30 23 24 20 20 16 19 19 21 20 20 0 20 @ 20 19 19 19 19
F 16.003 16.00} 15.00} 15.00 18.00} 18.003 17.003 17.00 16.003 16.003 17.00} 17.00 16.50} 16.50} 16.00} 16.00 14.003 14.003 13.003 13.00 14.003 14.003 14.003 14.00
D 4.00 4.00 2.00 2.00 6.00 6.000 13.000 13.00 7.00 8.00 3.00 3.00f -0.50 2.50 3.00: 5.00 6.00 6.00: 7.00. 7.00 5.00. 5.00: 5.00 5.00
Mean Absolute Deviation: 14.83 Standard Deviation: 16.01 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/12/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/09/2015 11:12:01

10/13/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 1 1 1 1 1 1 0o 1 1 1 1 1 1 1 1 1 9 9 9 9
F 4.29 4.29 4.29 4.29 4.30 4.30 4.30. 4.30 4.29 4.29 4.30 4.30 4.29 4.29 4.30 4.30 4.30 4.30: 4.30 4.30 8.25. 8.25. 9.30. 9.30
D -229 229 229 -2.29 -3.30 -3.30. -3.30. -3.30 -3.29. -329 -4300 -3.30, -3.29 -329 -3.300 -3.30 -3.300 -3.30. -3.30 -3.30 0.75. 0.75. -0.30. -0.30
6 7 8 9 10 11
8 8 9 9 16 16 - 17 19 46 46 = 46 46 38 44 - 32 = 32 3 + 36 - 48 - 47 39 + 39 - 38 - 38
E 9.34. 9.34: 9.47 9.47| 15.00 15.000 17.000 17.00, 19.00 19.00. 18.000 18.00, 19.000 19.00. 18.00: 18.00/ 19.000 19.00 21.00 21.00{ 20.00: 20.000 20.00. 20.00]
D -1.34. -1.34  -047. -047 1.00 1.00 0.00: 2.00 27.000 27.000 28.000 28.000 19.000 25.00. 14.000 14.00, 12.000 17.000 27.00 26.00 19.00. 19.00. 18.00. 18.00]
12 13 14 15 16 17
S 36 36 @ 4 40 32 31 34 34 52 54 46 54 46 58 | 47 . 39 45 52 . 58 . 59 32 | 33 . 26 . 26
F 18.000 18.000 18.000 18.00f 17.00 17.00 19.00  19.00/ 19.00. 19.00 19.000 19.00f 19.00 19.00. 16.00. 16.00, 19.00. 19.00. 19.000 19.00f 17.00. 17.00. 17.00. 17.00
D 18.000 18.00 23.00 22.00f 15.00 14.00 15.00 15.00, 33.000 35.000 27.00 35.00f 27.00 39.000 31.000 23.00, 26.000 33.000 39.00 40.00/ 15.00. 16.00 9.00 9.00
18 19 20 21 22 23
S 20 18 20 20 24 24 . 30 29 26 26 22 21 21 . 20 21 . 23 20 20 20 20 20 20 20 20
F 15.00 15.00 17.00 17.00( 18.00 18.000 17.00 17.00f 17.00  17.00 15.000 15.00f 18.00 18.00. 17.00. 17.00 15.00 15.00. 14.00 14.00| 13.00 13.00. 14.00  14.00
D 5.00 3.00 3.00 3.00 6.00 6.000 13.00 12.00 9.00 9.00 7.00 6.00 3.00 2.00 4.00 6.00 5.00 5.00. 6.00. 6.00 7.00. 7.00: 6.00 6.00
Mean Absolute Deviation: 11.80 Standard Deviation: 12.31 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/12/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/09/2015 11:12:01

10/14/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 o 0 0 0 1T 1 1 1 2 1 1 1 1 1 1T 1 9 -+ 9 9 9
F 7.00 7.00 7.00 7.000 18.00 18.00. 18.00. 18.00 7.07. 7.07. 7.09 7.09 7.09 7.09 7.09. 7.09 7.11. 711 7.16 7.16| 14.03. 14.03  14.00. 14.00
D -5.000 -5.000 -5.00 -5.00, -18.00 -18.00. -18.00. -18.00f -6.07. -6.07. -6.09 -6.09] -5.09 -6.09 -6.090 -6.09/ -6.11. -6.11. -6.16 -6.16] -5.03  -5.03  -5.000 -5.00
6 7 8 9 10 11
8 9 9 - 9 9 16 14 - 19 44 44 - 43 - 44 43 45 - 32 - 32 3 ¢+ 31 41 - 46 3% + 34 - 32 34
E 1416 1416 1419 1419/ 1750 17500 19.500 19.50/ 22.000 22.000 23.000 23.00 21.000 21.000 21.000 21.00f, 18.00 18.000 22.00 22.00, 19.000 19.000 20.00  20.00
D -6.16.  -5.16. -5.19  -5.19 150 -1.50. -5500 -0.50 22.000 22.000 20.000 21.000 22.000 24.000 11.00. 11.00, 13.000 13.000 19.00 24.00 16.00. 15.00. 12.00. 14.00]
12 13 14 15 16 17
S 38 38 . 37 36 34 34 32 39 53 53 39 47 50 56 | 47 | 47 40 41 . 5 | 57 32 . 3 . 29 . 29
F 19.000 19.000 19.00 19.00 18.00 18.00 18.00  18.00/ 20.00. 20.00 21.000 21.00f 21.00 21.000 19.00. 19.00, 18.00. 18.00. 22.000 22.00| 20.00. 20.00. 21.00. 21.00
D 19.000 19.000 18.000 17.00f 16.00 16.00 14.00 21.00, 33.000 33.000 18.000 26.00f 29.00 35.000 28.000 28.00f 22.000 23.000 34.00 35.00, 12.00 13.00 8.00 8.00
18 19 20 21 22 23
S 20 20 16 18 24 24 | 28 28 25 26 23 22 21 . 20 22 25 20 20 20 20 19 19 19 19
F 19.00 19.00 1500 15.00( 20.00 20.000 20.000 20.00; 20.00. 20.00 21.000 21.00, 16.00 16.00. 20.00. 20.00 15.00 15.00. 16.00 16.00| 16.00 16.00. 16.00  16.00
D 1.00 1.00 1.00 3.00 4.00 4.00 8.00 8.00 5.00 6.00 2.00 1.00 5.00 4.00 2.00 5.00 5.00 5.00. 4.00. 4.00 3.00. 3.00: 3.00 3.00
Mean Absolute Deviation: 11.55 Standard Deviation: 12.91 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/12/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/09/2015 11:12:01

10/15/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 2 2 2 2 2 2 2 2 1 1 2 2 1 1 1 1 9 9 9 9
F 7.21 7.21. 7.21 7.21 7.21 7.21. 7.22. 7.22 7.20: 7.20: 7.22. 7.22 7.22 7.22 7.21. 7.21 7.18 7.18. 7.22 7.22| 1225 1225, 1321  13.21
D -5.21. 521 -521 -5.21 -5.21 -521  -522 522 -5.200 -5.200 -522 -522| -6.22 -6.22 -521  -521 -6.18.  -6.18  -6.22  -6.22 -3.25  -3.25 421 -421
6 7 8 9 10 11
14 - 14 - 14 = 14 24 20 + 22 25 46 47 - 43 47 43 + 46 - 30 - 35 32 + 32 + 36 - 41 43 + 43 + 3 - 36
E 19.000 19.000 18.00 18.00, 21.50 21.50. 16.000 16.00, 19.000 19.00 18.000 18.000 22.000 22.000 21.50. 2150/ 21.00 21.000 19.00 19.00, 19.000 19.000 19.00  19.00
-5.000 -5.000 -4.000 -4.00 250  -1.50: 6.00. 9.00, 27.000 28.000 25.000 29.00 21.00. 24.00. 8.50. 13.50/ 11.00 11.000 17.000 22.00 24.00. 24.000 16.00. 17.00|
12 13 14 15 16 17
S 38 39 . 47 47 39 41 41 42 41 . 42 33 39 39 39 . 36 . 38 35 35 1 41 0 42 16 16 14 . 15
F 19.000 19.000 20.00 20.00f 18.00 18.00 21.00 21.00/ 18.00. 18.00. 20.000 20.00f 19.00 19.00. 20.00. 20.00, 20.00. 20.00. 19.000 19.00| 16.00. 16.00. 14.50. 14.50
D 19.00 20.00 27.00 27.00f 21.00 23.00 20.00 21.00/ 23.000 24.000 13.000 19.00f 20.00 20.000 16.000 18.00, 15.000 15.00. 22.00. 23.00 0.00:! 0.00.  -0.50: 0.50
18 19 20 21 22 23
S 10 12 12 13 13 13 15 15 71 . 11 . 10 10 9 10 8 9 2 2 2 2 2 2 2 2
E 12.00 1200 1256 1256 17.06 17.06. 15.06 15.06| 11.07 11.07 10.07.  10.07} 10.05 10.05. 10.08. 10.08 7.31 7.31 4.32 4.32 7.32 7.32 7.32 7.32
D -2.00 0.00 -0.56 0.44 -4.06 -4.06 -0.060 -0.06 -0.07  -007. -0.07 -0.07/ -1.05 -0.05 -2.08 -1.08 -5.31. -531 -232 -2.32 -5.32. -532 -532 -532
Mean Absolute Deviation: 9.79 Standard Deviation: 11.85 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/12/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/09/2015 11:12:01

10/16/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 1 1 1 1 1 1 1 1 1 1 0o 1 1 1 1 1 9 9 9 9
F 7.32 7.32 7.32 7.32 7.32 7.32; 7.32. 7.32 7.32. 7.32. 7.32. 7.32 7.32 7.32 7.30 7.30 7.33 7.33 7.44 744 1419 1419 14.08  14.08
D -5.32.  -532 -532 -532 -6.32 -6.32. -6.32 -6.32 -6.32. 632 -6.32 -6.32] -6.32 -6.32 -7.30. -6.30 -6.33.  -6.33. -6.44 -6.44 -519. -519. -5.08 -5.08
6 7 8 9 10 11
"1 12 0 12 17~ 18 16 - 19 41 - 41 - 37T 41 37 41 271 30 3 ¢+ 31 24 - 36 38 + 38 39 - 40
E 1047 1047 9.00 9.00 9.07 9.07  10.000 10.00, 13.000 13.000 16.000 16.00, 16.000 16.00. 18.000 18.00/ 22.000 22.000 15.00 15.00f 19.000 19.000 18.000 18.00|
D 0.53! 0.53 3.00 3.00 7.93 8.93 6.00. 9.00, 28.000 28.000 21.000 25.00 21.00. 25.00. 9.000 12.00 9.00. 9.00 9.000 21.00f 19.000 19.000 21.000 22.00]
12 13 14 15 16 17
S 43 47 42 40 34 35 39 41 40 41 . 30 39 40 40 + 35 | 35 35 35 | 40 @ 41 14 . 15 14 13
F 18.000 18.00 17.00 17.00{ 18.00 18.00 17.00 17.00/ 18.00. 18.00 19.000 19.00f 18.00 18.00. 20.00. 20.00, 21.00. 21.00. 19.000 19.00| 14.50. 14.50. 13.50. 13.50
D 25.000 29.000 25.00 23.00f 16.00 17.00 22.00 24.00, 22.000 23.000 11.00 20.00, 22.00 22.000 15.000 15.00/ 14.000 14.00. 21.00 22.00 -0.50; 0.50! 0.50  -0.50
18 19 20 21 22 23
S "7 11 12 13 13 13 15 15 71 . 11 . 10 10 9 9 10 10 2 2 2 2 2 2 2 2
F 11.000 1 1.00 1250 12.50| 13.00 13.000 11.000 11.00f 10.00  10.00 9.00 9.00 9.02 9.02. 10.39  10.39 5.49 5.49 4.49 4.49 4.49 4.49 5.49 5.49
D 0.00 0.00 -0.50 0.50 0.00 0.00: 4.00 4.00 1.00 1.00 1.00 1.000 -0.02 -0.02 -0.39 -0.39 -3.49  -349 -249 -249 249 249 -349  -3.49
Mean Absolute Deviation: 9.61 Standard Deviation: 11.40 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/12/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/09/2015 11:12:01

10/17/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 1 1 1 1 1 1 0o 1 1 1 1 1 1 1 1 1 1 1 1 1
F 5.49 5.49 5.49 5.49 4.49 4.49 4.49 4.49 4.49 4.49 4.49 4.49 4.49 4.49 4.49 4.49 4.49 4.49 4.49 4.49 6.49. 6.49 6.49 6.49
D -349 349 -349 -349 -3.49  -3.49  -349  -3.49 -3.49°  -349 449  -349| -349 -349 -349  -349 -3.49  -349 349 -349 -549  -549 549  -549
6 7 8 9 10 11
5 5 8 8 9 - 9 -~ 9 - 9 " 11 8 - 12 8 9 1 11 9 9 «~ 4 5 5 5 9 9
E 8.49 8.49 8.49 8.49 8.49 8.49 9.49 949 1149 1149 8.49 849 1049 1049 9.49 9.49 9.49 9.49 8.49 8.49 9.49 9.49 1048 10.48
D -349  -349° -049 -049 0.51 051 -049  -0.49 -049. -049  -0.49 3.51 -2.49. -1.49 1.51. 1.51 -049  -049  -449 -349 -449 449  -148 -1.48
12 13 14 15 16 17
S 11 11 10 10 16 14 17 18 28 29 27 26 25 26 27 | 26 25 25 22 . 22 18 18 9 9
F 10.47. 1047 8.50. 8.50| 12,50 1250 13.47 1347/ 17.09 17.09. 17.06 17.06| 16.13 16.13. 18.03' 18.03] 17.09 17.09. 17.06. 17.06| 16.05. 16.05 9.09 9.09
0.53 0.53 1.50 1.50 3.50 1.50 3.53 453 1091 11.91 9.94 8.94 8.87 9.87, 8.97 7.97 7.91 7.91 4.94 4.94 1.95. 1.95  -0.09 -0.09
18 19 20 21 22 23
S 8 8 12 12 10 10 15 15 16 13 16 17 16 15 15 18 18 18 18 18 15 15 14 14
E 9.09 9.09 1205 1205 15.00 15.000 1511 1511 16.50  16.50 16.000 16.00| 14.00 14.00. 16.00. 16.00 14.00 14.00 13.00 13.00| 14.00 14.00 13.00 13.00
D -1.09°  -1.09 -0.05 -0.05 -5.00 -5.000 -0.11  -0.11 -0.50.  -3.50. 0.00' 1.00 2.00 1.00  -1.00 2.00 4.00 4.00. 5.00. 5.00 1.00. 1.00. 1.00 1.00
Mean Absolute Deviation: 3.18 Standard Deviation: 4.15 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range:

Users:

<All>

<All>

3 GENESYS

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 10/12/2015

Scheduling Unit:
Published on date/time:

Customer Service / Help Desk
10/09/2015 11:12:01

10/18/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 1 1 1 1 1 1 1 1 1 0 1 1 1 1 1 1 1 1 1 1 1 1 1 1
F 441 4.41 4.41 4.41 4.41 441 4.41 4.41 4.41 4.41 441 4.41 441 441 441 4.41 441 4.41 4.41 4.41 441 441 6.41. 6.41
D -341 341 -341 -341 -3.41 -3.41.  -341 3.4 -3.41. 441 341 3.4 -3.41.  -3.41 -341 -3.41 -3.41.  -3.41.  -341 -3.41 -3.41 -341  -541  -541
6 7 8 9 10 11
4 4 7T 7 9 - 9 -~ 9 - 9 " 12 8 - 12 7 10 10 11 7 8 5 5 5 5 7 7
E 7.41 741 5.41 5.41 6.41 641 1041 1041 1441 1441 1341 1341 1041 1041 1341 13.41 6.41 6.41 7.41 7.41 10.51°  10.51 13.32 13.32
D -3.41.  -3.41 1.59 1.59 2.59 259 141 141 -341. 241 541 141 -3.41.  -041.  -341 241 0.59 159  -241 -2.41 -5.51.  -551 -6.32 -6.32
12 13 14 15 16 17
S 10 10 9 11 15 15 19 20 27 28 27 28 26 26 27 | 25 27 28 . 22 . 23 18 18 11 11
8.41 8.41 9.42 942 1139 1139 1249 1249 1711 1711 18.11 1811 16.12 16.12. 16.12 16.12| 18.10. 1810 16.100 16.10) 17.10. 17.10. 10.16. 10.16
1.59 159 -0.42 1.58 3.61 3.61 6.51 7.51 9.89 10.89 8.89 9.89 9.88 9.88  10.88 8.88 8.90! 9.90 5.90 6.90 0.90. 0.90! 0.84. 0.84
18 19 20 21 22 23
S 8 8 10 10 10 10 15 15 15 15 15 17 15 16 15 18 18 18 18 18 15 15 14 . 13
F 13.08 13.08 10.11  10.11 12.14 1214 15.08 15.08/ 15.08 15.08 16.08 16.08/ 15.08 1508 1558 1558 13.08 13.08 14.08 14.08/ 13.08 13.08 13.08 13.08
D -5.08  -5.08 -0.11  -0.11 214 214 -0.08° -0.08 -0.08°  -0.08 -1.08 0.92 -0.08 092 -0.58 242 4.92 4.92. 3.92 3.92 1.92. 1.92. 0.92  -0.08
Mean Absolute Deviation: 3.56 Standard Deviation: 4.49 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range:

Users:

<All>

<All>

3 GENESYS

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

New Schedule Bid

Scheduling Unit:
Published: No

Customer Service / Help Desk
10/09/2015 11:12:01

2/22/2016

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 0o 0 0 0 0o 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0o 0 0 0
E 17.000 17.000 18.000 18.00f 18.00 18.00. 18.00. 18.00 19.00. 19.00. 18.000 18.00 18.000 18.000 18.00. 18.00/ 18.00. 18.00. 18.000 18.00| 19.000 19.00. 19.00. 19.00
p| -17.000 -17.000 -18.00 -18.00, -18.00 -18.00. -18.00. -18.00, -19.00. -19.00. -18.00. -18.00| -18.00. -18.00. -18.00. -18.00f -18.00. -18.00. -18.000 -18.00, -19.00. -19.00. -19.00. -19.00
6 7 8 9 10 1
2 2 2 2 2 2 2 2 T 1 2 2 2 2 0 0 o o0 - 2 @ 2 2 2 . 2 @ 2
E 16.00 16.000 16.00 16.00f 27.00 27.000 27.000 27.00| 45.000 45.000 43.000 43.000 46.00 46.000 50.000 50.00f 44.000 44.000 50.00 50.00 52.00 52.000 52.00 52.00]
D| -14.000 -14.00. -14.00 -14.00| -25.000 -25.00. -25.00. -25.00, -44.00. -44.00. -41.00. -41.00] -44.00. -44.00. -50.00. -50.00f -44.00 -44.00. -48.000 -48.00| -50.00; -50.00: -50.00: -50.00
12 13 14 15 16 17
S 2 2 2 0 2 2 2 2 2 2 . 2 2 2 2 2 2 0 0 0 0 0 0 0 0
E 50.00 50.00 5200 52.00] 54.00 54.00 54.00 54.00/ 6300 63.000 66.00 66.00 62.00 62.00 63.003 63.00 54.00: 54.003 54.000 54.00 34.003 34.003 29.000 29.00
D -48.000 -48.00 -50.000 -52.00f -52.00 -52.00 -52.00 -52.00f -61.00 -61.00 -64.00 -64.00 -60.00 -60.000 -61.00. -61.00| -54.00 -54.00. -54.00 -54.00| -34.00. -34.00. -29.000 -29.00
18 19 20 21 22 23
S 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
F 22.003 22.003 23.003 23.00 20.003 20.003 17.003 17.00 17.003 17.003 16.003 16.00 15.003 15.003 17.003 17.00 14.003 14.003 15.003 15.00 15.003 15.003 18.003 18.00
D -22.00: -22.003 -23.003 -23.00 -20.003 -20.000 -17.00. -17.00| -17.00. -17.00: -16.003 -16.00 -15.003 -15.003 -17.003 -17.00| -14.00. -14.00. -15.000 -15.00, -15.00. -15.00. -18.00. -18.00
Mean Absolute Deviation: 31.17 Standard Deviation: 16.64 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> )
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

New Schedule Bid

Scheduling Unit: Customer Service / Help Desk
Published: No
2/25/2016
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 0o 0 o 0o o 0 o o o 0 0o 0o o 0 o o o 0 0o 0o o 0
F 18.000 18.000 18.000 18.00 18.00 18.000 18.00. 18.00 16.000 16.000 17.000 17.00; 18.00. 18.000 18.00. 18.00 19.000 19.00. 19.000 19.00 19.000 19.000 18.00. 18.00|

D| -18.000 -18.000 -18.000 -18.00] -18.00 -18.00: -18.00. -18.00| -16.00. -16.00. -17.00. -17.00| -18.00. -18.00. -18.00: -18.00| -19.00. -19.00: -19.00. -19.00| -19.00; -19.00. -18.00. -18.00

F 12.000 12,000 16.00 16.00 27.00 27.000 26.000 26.00 38.000 38.000 42.00 42.00| 49.00 49.000 49.000 49.00, 47.000 47.000 52.00 52.00f 53.000 53.00. 55.00. 55.00f
p| -10.00. -10.00: -14.000 -14.00f -25.000 -25.00. -24.00. -24.00f -38.00. -36.00. -40.00. -40.00 -47.00. -47.00. -49.00: -49.00| -47.00. -47.00. -50.00. -50.00{ -51.00. -51.00. -53.00. -53.00)

12 13 14 15 16 17

S 2 2 2 2 1 2 1 2 2 2 2 2 2 2 2 2 o . o0 © 0 : O 0 o 0o . o0
F 51.000 51.00 52.00 52.00/ 53.00 53.000 53.00 53.00, 63.000 63.000 60.00 60.00, 64.00 64.00 63.000 63.00f 61.000 61.00. 54.000 54.00/ 36.00 36.000 29.000 29.00
D| -49.000 -49.00 -50.000 -50.00f -52.000 -51.00 -52.00 -51.00f -61.00, -61.00. -58.00 -58.00| -62.00 -62.00. -61.00; -61.00| -61.00. -61.00. -54.00. -54.00| -36.00: -36.00. -29.00. -29.00

18 19 20 21 22 23

S 0o 0o o 0 o 0 o . 0 o 0 0o 0 o 0 o 0 o . 0o : 0 ' O 0o o 0o © 0
P 23.00 23.000 22.00 22.00| 18.00 18.000 14.000 14.00/ 18.00  18.00 17.000 17.00| 17.00 17.00. 16.00. 16.00 18.00. 18.00 1500 1500/ 16.00. 16.00. 15.00  15.00
D| -23.00 -23.000 -22.000 -22.00| -18.00 -18.00. -14.00. -14.00, -18.00 -18.00. -17.00 -17.00| -17.000 -17.000 -16.00. -16.00| -18.00. -18.00: -15.00 -15.00| -16.000 -16.00. -15.00. -15.00

Mean Absolute Deviation: 31.17 Standard Deviation: 16.97 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> )
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

New Schedule Bid

Scheduling Unit: Customer Service / Help Desk
Published: No
2/26/2016
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 0o 0 o 0o o 0 o o o 0 0o 0o o 0 o o o 0 0o 0o o 0
F 19.000 19.000 18.000 18.00 19.00 19.000 16.00. 16.00 18.000 18.000 19.000 19.00] 19.00. 19.000 19.00. 19.00 9.50 9.50. 20.000 20.00 19.000 19.000 16.00.  16.00|

D| -19.00; -19.00. -18.00 -18.00] -19.00 -19.00. -16.00: -16.00| -18.00: -18.00. -19.00. -19.00| -19.00: -19.00 -19.00: -19.00 -9.500  -9.50: -20.000 -20.00, -19.00: -19.00. -16.00: -16.00

2 2 2 2 2 2 2 2 1 1 2 2 2 2 2 2 2 2 o 0 0o 0o 2 2
F 11.000 11.000 12.00 12.00{ 19.00 19.000 22.000 22.00/ 35.000 35.000 42.00 42.00| 46.00 46.000 49.000 49.00, 49.000 49.000 52.00 52.00, 51.000 51.00. 54.00. 54.00f
D -9.000  -9.000 -10.00. -10.00 -17.00. -17.00. -20.00. -20.00f -34.00. -34.00. -40.00. -40.00, -44.00. -44.00. -47.00. -47.00| -47.000 -47.00. -52.00. -52.00f -51.00. -51.00. -52.00. -52.00

12 13 14 15 16 17

S 2 2 2 2 2 2 0 2 2 2 2 2 2 2 2 2 0o 0 o 0 0 0 o . 0
F 54.000 54.00 54.00 54.00f 53.00 53.000 57.00 57.00, 62.000 62.000 66.00 66.00f 64.00 64.000 64.000 64.00f 62.000 6200 ~53.000 53.00/ 36.000 36.000 31.000 31.00
p| -52.000 -52.000 -52.000 -52.00f -51.000 -51.00 -57.00 -55.00| -60.00, -60.00. -64.00 -64.00| -62.00 -62.000 -62.00; -62.00| -62.00. -62.00. -53.00. -53.00/ -36.00: -36.00. -31.00. -31.00

18 19 20 21 22 23

S 0o 0o o 0 o 0 o . 0 o 0 0o 0 o 0 o 0 o . 0o : 0 ' O 0o o 0o © 0
P 23.00 23.00 22.00 22.00| 19.00 19.00 13.000 13.00f 19.00  19.00 18.000 18.00| 17.00 17.00. 20.00. 20.00 19.00. 19.000 19.00 19.00| 19.00. 19.00. 19.00  19.00
D| -23.00 -23.000 -22.000 -22.00| -19.00 -19.00. -13.00. -13.00/ -19.00 -19.00. -18.00 -18.00| -17.000 -17.000 -20.00. -20.00| -19.00: -19.000 -19.00 -19.00| -19.000 -19.00. -19.00. -19.00

Mean Absolute Deviation: 31.30 Standard Deviation: 17.43 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range:

Users:

Forecast Schedule Date range:
Schedule Date/Time Range:

New Schedule Bid

Scheduling Unit:
Published: No

2/27/2016

S : Scheduled ACD

<All>

<All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Customer Service / Help Desk

F : Forecasted

D : Difference

3 GENESYS

0 1 2 3 4 5
S 0o 0o 0o 0 0o o 0o 0 o 0 0 0o o 0 o 0 o 0 0o 0
F 18.000 18.000 19.000 19.00, 18.00 18.00. 16.00. 16.00f 18.00. 18.00 18.000 18.000 18.00. 18.00; 18.000 18.00. 19.000 19.00, 19.00. 19.00
D| -18.000 -18.000 -19.000 -19.00f -18.00 -18.00: -16.00. -16.00| -18.00. -18.00: -18.00. -18.00, -18.00. -18.00| -18.00: -18.00. -19.00. -19.00, -19.00. -19.00:
6 7 8 9 10 11
1 1 1 1 2 2 2 2 1T 2 2 2 1 2 1 1 1 1 1 1
E 11.000 11.000 14.00 14.00, 17.00 17.00. 21.000 21.00/ 33.00. 33.00: 35.16. 35.16. 35.24 3524| 3524 3524 2730 27.30[ 3430 34.30
p| -10.000 -10.00; -13.00 -13.00| -15.00. -15.00. -19.00. -19.00| -32.00. -31.00: -33.16. -33.16. -34.24. -33.24| -34.24 -34.24 -26.30 -26.30] -33.30. -33.30
12 13 14 15 16 17
S 2 2 2 2 2 2 0o 2 2 2 2 2 2 2 1 1 1T 01 0o 0
F 33.300 33.30 30.30 30.30, 3530 3530 4230 4230, 47.30 47.30 40.35 40.35 5229 52.29| 5221 5221 4534 4534| 2235 2235
p| -31.30 -31.30 -28.30 -28.30| -33.30 -33.30 -42.30 -40.30] -45.30. -45.30 -38.35 -38.35 -50.29 -50.29| -51.21. -51.21 -44.34 -44.34| -22.35 -22.35
18 19 20 21 22 23
S 0o 0o . 0 0 0 0 o . 0 0 0 0 0o . o . 0 0 0 o 0 0 0
F 14.35 1435 1421 1421 19.00 19.00 13.48 1348/ 1531 15.31 1421 1421 17.00. 17.00 15.00 15.003 15.00} 15.00 15.003 15.003
D| -14.35 -14.35} -14.21} -14.21 -19.00} -19.00. -13.48 -13.48| -15.31 -15.31 -14.21} -14.21} -17.00} -17.00| -15.000 -15.00. -15.000 -15.00| -15.00. -15.00:
Mean Absolute Deviation: 24.44 Standard Deviation: 11.00 Number of schedulable time periods: 96

Print Date: Monday, August 14, 2017 8:42:03AM
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> )
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

New Schedule Bid

Scheduling Unit: Customer Service / Help Desk
Published: No
2/28/2016
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 0o 0 o 0o o 0 o o o 0 0o 0o o 0 o o o 0 0o 0o o 0
F 19.000 19.000 19.000 19.00 18.00 18.000 19.00. 19.00 18.000 18.000 18.000 18.00; 18.00. 18.000 18.00. 18.00 18.000 18.00. 18.000 18.00 16.000 16.000 18.00.  18.00|

D| -19.000 -19.000 -19.000 -19.00] -18.00 -18.00: -19.00. -19.00| -18.00. -18.00. -18.00. -18.00| -18.00. -18.00 -18.00: -18.00| -18.00. -18.00. -18.00. -18.00| -16.00; -16.00. -18.00. -18.00

(VR o - 0 - 0 2 2 2 2 2 2 2 2 2 1 1 2 2 2 2 2 1 1 1 1
F 14.000 14.000 18.00 18.00 16.00 16.000 22.000 22.00/ 30.000 30.000 35.00 3500 34.34 3434 3337 33.37| 3237 3237 2437 2437 2137 2137 2437 2437
D| -14.00. -14.00. -18.000 -18.00f -14.000 -14.00. -20.00. -20.00f -28.00: -28.00. -33.00. -33.00, -32.34. -33.34. -32.37. -31.37| -30.37. -30.37. -22.37. -22.37| -20.37. -20.37. -23.37. -23.37|

12 13 14 15 16 17

S 1 1 1 1 2 2 1 2 2 2 1 2 2 2 2 2 2 2 2 2 0 0 o 0
F 33.37. 33.37 3237 3237 3737 3737 4137 41.37| 4737 47.37. 47.37. 4737 5037 5037 5237 5237| 5237 5237 4537 4537 2237 2237 2237 2237
p| -32.37 -32.37 -31.37 -31.37| -35.37 -35.37 -40.37 -39.37| -4537 -45.37. -46.37 -45.37| -48.37 -48.37 -50.37. -50.37| -50.37. -50.37. -43.37. -43.37| -22.37. -22.37. -22.37. -22.37

18 19 20 21 22 23

S 0o 0o 0o 0 0 0 0o 0 0 0 0o 0 o . 0 0o 0 0 0o o . 0 0o (U o ' 0
P 14.37. 14.37 1049 1049 17.25 17.26° 1437, 1437 1537 1537 16.25 16.25| 1354 1354 17.08. 17.08 15.15 15.153 17.003 17.00 15.003 15.003 18.00.  18.00
D| -14.37 -14.37} -10.49} -10.49 -17.25} -17.25. -14.37. -14.37| -15.37. -15.37 -16.253 -16.25 -13.54} -13.543 -17.083 -17.08| -15.15. -15.15. -17.00. -17.00| -15.00. -15.00. -18.00. -18.00

Mean Absolute Deviation: 24.10 Standard Deviation: 10.93 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

2016 New Hire Schedule Bid

Customer Service / Help Desk

Forecast Schedule Date range:
Schedule Date/Time Range:

Scheduling Unit:
Published: No

1/4/2016

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 0 0 0 0 o 0 0 0 1 ' 1 ' 1 ' 1 1 ' 1 ' 1 ' 1 1 ' 1 ' 1 ' 1 2 ' 2 2 2
E 13.000 13.00 14.000 14.00, 12.00 12.00. 12.000 12.00, 11.00. 11.00 6.00 6.00 6.00 6.00 6.00 6.00 6.00 6.00 6.00. 6.00, 11.000 11.000 11.00. 11.00
D| -13.000 -13.000 -14.000 -14.00, -12.00 -12.00. -12.00. -12.00, -10.00. -10.00. -5.000 -5.00, -5.00 -5.000 -5.00. -5.00 -5.000 -5.000 -5.000 -5.00 -9.000 -9.000 -9.000 -9.00
6 7 8 9 10 1
3 3 . 3 - 3 3 2 3 3 8 8 8 9 8 - 8 6 7 7 7 @ 4 7 6 « 6 '« 6 6
E 14.00  14.000 15.00 15.00 15.00 15.00 14.000 14.00{ 14.000 14.000 15.000 15.00, 16.000 16.00. 16.000 16.00, 17.000 17.000 16.00 16.00 17.000 17.00: 16.00.  16.00]
p| -11.000 -11.00. -12.00 -12.00{ -12.000 -13.00. -11.00. -11.00 -6.000 -6.000 -7.000 -6.000 -8.000 -8.00 -10.00 -9.00| -10.00. -10.00. -12.00. -9.00| -11.00. -11.00. -10.00: -10.00
12 13 14 15 16 17
S 7 6 6 6 4 4 5 6 9 9 . 9 5 9 8 8 8 7 8 8 8 1 1 1 1
E 16.000 16.000 17.000 17.00f 18.000 18.00 17.00 17.00 27.000 27.000 25.000 25.00f 24.00 24.000 25.00. 25.00f 27.000 27.00. 27.000 27.00/ 26.000 26.00. 25.000 25.00
D -9.000 -10.00 -11.00 -11.00| -14.00 -14.00 -12.00 -11.00f -18.000 -18.000 -16.00 -20.00| -15.00 -16.000 -17.00. -17.00f -20.000 -19.00. -19.00 -19.00| -25.00. -25.00. -24.00 -24.00
18 19 20 21 22 23
S 0 0 0 0 1 1 1 1 1 1 0 1 1 1 1 1 1 1 1 1 1 1 1 1
F 21 .003 21 .00} 23.00} 23.00 20.00} 20.003 24.003 24.00 23.003 23.003 24.00} 24.00 15.00} 15.00} 22.00} 22.00 19.003 19.003 17.003 17.00 17.003 17.003 19.003 19.00
D -21.00: -21.00} -23.00} -23.00 -19.00} -19.000 -23.00. -23.00| -22.00. -22.00: -24.003 -23.00 -14.00} -14.003 -21.003 -21.00| -18.00. -18.00. -16.000 -16.00/ -16.00. -16.00. -18.00. -18.00
Mean Absolute Deviation: 13.72 Standard Deviation: 5.72 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

2016 New Hire Schedule Bid

Customer Service / Help Desk

Forecast Schedule Date range:
Schedule Date/Time Range:

Scheduling Unit:
Published: No

1/5/2016

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 0o 0 0o 0 1 1 1 1 1 1 1 0 1 1 1 1 1 1 1 1 1 1 3 3
F 20.000 20.00 20.000 20.00, 20.00 20.000 20.000 20.00, 20.000 20.000 21.000 21.00, 20.000 20.000 20.00. 20.00f 20.000 20.000 19.000 19.00, 21.00. 21.000 22.00. 22.00
D| -20.000 -20.000 -20.000 -20.00, -19.00 -19.00. -19.00; -19.00, -19.00. -19.00. -20.00. -21.00| -19.00. -19.00. -19.00. -19.00f -19.00. -19.00. -18.00. -18.00, -20.00; -20.00: -19.00: -19.00
6 7 8 9 10 11
3 3 3 3 2 1 2 2 8 -9 9 9 8 8 7 5 6 6 3 7 7 7 7 7
E 26.000 26.000 27.00 27.00{ 27.00 27.000 27.000 27.00, 27.000 27.000 28.000 28.00, 27.000 27.000 27.000 27.00/ 23.000 23.00 2500 25.00] 25.000 25.000 23.00 23.00
D| -23.000 -23.00. -24.00 -24.00f -25.000 -26.00. -25.00. -25.00, -19.000 -18.00. -19.00. -19.00] -19.00. -19.00. -20.00. -22.00| -17.00. -17.00. -22.00. -18.00f -18.00: -18.00: -16.00. -16.00
12 13 14 15 16 17
S 8 7 5 4 3 3 6 6 9 9 9 6 8 6 8 8 8 6 7 7 1 1 1 1
F 27.000 27.000 26.000 26.00f 27.50 27.50 28.00 28.00 27.000 27.00. 28.00 28.00, 27.00 27.00. 27.000 27.00f 27.000 27.00. 27.000 27.00| 26.00. 26.00. 26.00. 26.00
p| -19.000 -20.000 -21.000 -22.00f -24.50 -24.50 -22.00 -22.00f -18.00, -18.00. -19.00. -22.00| -19.00 -21.00: -19.00; -19.00f -19.00. -21.00. -20.00. -20.00| -25.00: -25.00. -25.00. -25.00
18 19 20 21 22 23
S 0 0 0 0 1 1 1 1 1 1 1 1 1 1 0 1 1 1 1 1 1 1 1 1
F 21.00 21.00 20.00 20.00| 23.00 23.000 24.00 24.00, 24.00 24.00 23.000 23.00 18.00 18.00. 23.00. 23.00 19.00 19.00. 15.000 15.00{ 16.00 16.00. 20.00  20.00
D| -21.000 -21.000 -20.000 -20.00| -22.000 -22.00. -23.000 -23.00/ -23.00 -23.000 -22.00 -22.00| -17.000 -17.000 -23.00. -22.00| -18.00. -18.00: -14.000 -14.00| -15.00. -15.00. -19.00. -19.00
Mean Absolute Deviation: 20.19 Standard Deviation: 2.60 Number of schedulable time periods: 96
Print Date: Monday, August 14, 2017 8:42:03AM Genesys Page 158 of 198




Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> )
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

2016 New Hire Schedule Bid

Scheduling Unit: Customer Service / Help Desk
Published: No
1/6/2016
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 0o 0 o 0o o 0 1 ' 1 ' 1 ' 1 1 1 1 ' 1 1 ' 1 ' 1 1 3 3 3 3
F 20.000 20.000 20.00 20.000 20.00 20.000 20.000 20.00f 20.000 20.000 20.000 20.00f 21.00. 21.000 20.00. 20.00, 20.000 20.00. 19.00 19.00, 21.00. 21.000 22.000 22.00

D| -20.000 -20.000 -20.00 -20.00f -20.00 -20.00: -20.00: -20.00f -19.00. -19.00: -19.00. -19.00| -20.00: -20.00 -19.00: -19.00| -19.00. -19.00: -18.00. -18.00| -18.00; -18.00. -19.00. -19.00

3 3 3 3 o 2 2 2 9 9 8 9 8 9 6 6 5 6 5 + 8 6 6 6 + 6
F 27.000 27.000 28.00 28.00 27.00 27.000 27.000 27.00, 27.000 27.000 26.000 26.00 27.000 27.00 27.00 27.00f 26.00 26.000 27.00 27.00] 28.00 28.000 27.00 27.00
D| -24.000 -24.000 -25.00 -25.00f -27.000 -25.00. -25.00. -25.00f -18.00: -18.00. -18.00. -17.00, -19.00. -18.00. -21.00: -21.00f -21.00. -20.00: -22.00. -19.00| -22.00. -22.00. -21.00. -21.00j

12 13 14 15 16 17

S 8 6 7 7 4 4 6 6 9 . 9 . 8 9 6 6 8 7 T 7 7T 7 1 1 1 1
F 27.000 27.00 29.00 29.00/ 28.00 28.000 29.00 29.00, 28.000 28.000 27.00 27.00, 2500 2500 2500 ~ 25.00f 24.000 24.00. 24.000 24.00f 25.00 25.000 26.000 26.00
p| -19.000 -21.000 -22.000 -22.00f -24.000 -24.00 -23.00 -23.00f -19.00, -19.00. -19.00, -18.00| -19.00 -19.00: -17.00; -18.00f -17.00. -17.00. -17.00. -17.00| -24.00. -24.00. -25.00. -25.00

18 19 20 21 22 23

S 0o 0o o .~ 0 1 10 10 1 10 10 0o 1 1 1 1 1 10 1 1 1 1 1 1 1
P 21.00 21.00 23.00 23.00| 21.00 21.000 24.00 24.00, 18.00 18.00 23.000 23.00 18.00 18.000 24.00. 24.00 19.00. 19.00. 16.00 16.00/ 17.00. 17.00. 20.00  20.00
D| -21.000 -21.000 -23.000 -23.00| -20.00 -20.000 -23.000 -23.00/ -17.00 -17.000 -23.00 -22.00| -17.000 -17.000 -23.00. -23.00| -18.00. -18.000 -1500 -15.00| -16.000 -16.00. -19.00. -19.00

Mean Absolute Deviation: 20.22 Standard Deviation: 2.64 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> )
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

2016 New Hire Schedule Bid

Scheduling Unit: Customer Service / Help Desk
Published: No
1/7/2016
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 0o 0 1 1 ' 1 ' 1 1 ' 1 ' 1 ' 1 0o 1 1 ' 1 1 ' 1 ' 1 1 2 2 2 2
F 20.000 20.000 20.00 20.000 20.00 20.000 21.000 21.00, 21.00. 21.000 21.000 21.00f 21.000 21.000 21.00. 21.00, 20.000 20.00. 19.00 19.00, 20.00. 20.00. 21.000 21.00

D| -20.000 -20.000 -20.00 -20.00] -19.00 -19.00: -20.00; -20.00f -20.00. -20.00: -20.00. -20.00| -21.00. -20.00 -20.00: -20.00| -19.00. -19.00: -18.00. -18.00| -18.00; -18.00. -19.00. -19.00

3 3 3 3 1 3 3 3 9 9 9 9 8 9 5 + 4 5 6 8 + 8 8 8 8 = 8
F 26.000 26.000 26.00 26.00 26.00 26.000 26.000 26.00, 28.000 28.00 27.000 27.00 27.000 27.00 26.000 26.00f 22.00 22.000 24.00 24.00{ 2500 25.000 23.00 23.00
D| -23.000 -23.000 -23.000 -23.00f -25.000 -23.00. -23.000 -23.00f -19.00. -19.00. -18.00. -18.00, -19.00: -18.00. -21.00: -22.00f -17.00. -16.00. -16.00. -16.00{ -17.00. -17.00. -15.00. -15.00)

12 13 14 15 16 17

S 6 5 1 2 4 4 8 8 8 . 8 . 6 5 7 8 8 6 6 . 6 . 6 | 6 0 o 0o . o0
F 27.000 27.00 26.00 26.00, 28.00 28.000 26.00 26.00, 23.000 23.000 27.00 27.00, 27.00 27.000 27.000 27.00f 27.00. 27.00. 28.00 28.00f 26.000 26.000 25.000 25.00
D| -21.000 -22.000 -25.000 -24.00f -24.000 -24.00 -18.00 -18.00| -15.00, -15.00. -21.00, -22.00| -20.00 -19.00: -19.00; -21.00f -21.00. -21.00. -22.00. -22.00| -26.00: -26.00. -25.00. -25.00

18 19 20 21 22 23

S 0o 0o o 0 o 0 o . 0 o 0 0o 0 o 0 o 0 o . 0o : 0 ' O 0o o 0o © 0
P 20.00 20.00 23.00 23.00 23.00 23.000 2300 23.00, 19.00. 19.00 19.000 19.00| 20.00 20.00 19.00. 19.00 12.00. 1200 1200 12.00/ 17.00. 17.00. 17.00  17.00
D| -20.000 -20.000 -23.000 -23.00| -23.00 -23.000 -23.000 -23.00/ -19.00 -19.000 -19.00 -19.00| -20.000 -20.000 -19.00. -19.00| -12.00. -12.000 -12.000 -12.00| -17.000 -17.00. -17.00. -17.00

Mean Absolute Deviation: 19.79 Standard Deviation: 3.03 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> )
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

2016 New Hire Schedule Bid

Scheduling Unit: Customer Service / Help Desk
Published: No
1/8/2016
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 0o 0 1 1 ' 1 ' 1 1 ' 1 ' 1 ' 1 0o 1 1 ' 1 1 ' 1 ' 1 1 1 ' 1 ' 1 ' 1
F 19.000 19.000 15.00 15.00 16.00 16.000 16.00. 16.00 15.000 15.000 16.000 16.00; 16.00. 16.000 16.00. 16.00 15.000 15.00. 14.000 14.00 19.000 19.000 19.00.  19.00|

D| -19.000 -19.000 -15.00 -15.00f -15.00 -15.00. -15.00. -15.00f -14.00. -14.00. -15.00. -15.00| -16.00. -15.00. -15.00: -15.00| -14.00. -14.00. -13.00. -13.00| -18.00; -18.00. -18.00: -18.00

F 12.000 12,000 19.00 19.00| 20.00 20.000 19.000 19.00| 24.000 24.000 27.000 27.00| 2500 25.000 26.000 26.00f 22.000 22.000 27.00 27.00f 24.000 24.00. 25.00. 25.00f
D| -12.00. -12.000 -19.000 -19.00f -19.000 -19.00. -18.00. -18.00f -17.00: -17.00. -20.00. -21.00, -16.00. -16.00. -19.00: -18.00f -15.00. -15.00: -20.00. -19.00| -17.00. -17.00. -20.00:. -20.00j

12 13 14 15 16 17

S 6 6 8 8 5 5 5 5 6 . 6 . 6 4 5 . 4 5 6 6 . 6 . 6 | 6 0 o 0o . o0
F 22.000 2200 29.00 29.00f 24.00 24.00 27.00 27.00, 27.000 27.000 27.00 27.00, 27.00 27.00. 27.000 27.00f 27.00. 27.00. 27.00 27.00/ 26.00 26.000 25.000 25.00
p| -16.000 -16.000 -21.000 -21.00f -19.000 -19.00 -22.00 -22.00f -21.00, -21.00. -21.00. -23.00, -22.00 -23.00. -22.00; -21.00| -21.00. -21.00. -21.00. -21.00| -26.00. -26.00. -25.00. -25.00

18 19 20 21 22 23

S 0o 0o o 0 o 0 o . 0 o 0 0o 0 o 0 o 0 o . 0o : 0 ' O 0o o 0o © 0
P 20.00 20.00 20.00 20.00| 21.00 21.000 21.00 21.00, 14.00. 14.00 17.000 17.00| 17.00 17.00. 13.00. 13.00 15.00.  15.00. 9.00 9.00f 11.00. 11.00. 15.00  15.00
D| -20.000 -20.000 -20.000 -20.00| -21.000 -21.000 -21.000 -21.00/ -14.00 -14.000 -17.00 -17.00| -17.000 -17.000 -13.00. -13.00| -15.00. -15.000 -9.000 -9.00| -11.000 -11.00. -15.00. -15.00

Mean Absolute Deviation: 17.69 Standard Deviation: 3.56 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

2016 New Hire Schedule Bid

Customer Service / Help Desk

Forecast Schedule Date range:
Schedule Date/Time Range:

Scheduling Unit:
Published: No

1/9/2016

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 0o 0 0o 0 0o 0 0 0 o 0 0 0 o 0 0 0 o 0 0 0 0o 0 0 0
F 19.000 19.000 19.000 19.00f 18.00 18.00. 19.00. 19.00 19.00. 19.00. 19.00. 19.00 19.000 19.000 19.00. 19.00; 19.00. 19.00. 17.000 17.00, 13.00 13.00 13.00. 13.00
D| -19.000 -19.000 -19.00 -19.00, -18.00 -18.00. -19.00; -19.00, -19.00. -19.00. -19.00. -19.00| -19.00. -19.00. -19.00. -19.00f -19.00. -19.00. -17.00. -17.00, -13.00. -13.00. -13.00. -13.00
6 7 8 9 10 11
0o o - 0 0 o 0o - 0 0 o o0 - 0o o0 o o - o0 0 0 0o o 0 0o o 0 0
E 21.000 21.000 18.00 18.00f 21.000 21.000 18.000 18.00/ 20.000 20.000 19.000 19.00, 20.00 20.000 20.000 20.00/ 16.000 16.00 19.000 19.00| 19.000 19.000 21.00. 21.00]
D| -21.000 -21.00. -18.00 -18.00| -21.00. -21.00. -18.00. -18.00| -20.00: -20.00. -19.00. -19.00] -20.00. -20.00. -20.00. -20.00{ -16.00. -16.00. -19.000 -19.00f -19.00: -19.00: -21.00. -21.00
12 13 14 15 16 17
S 0 0 0 0 0 0 0 0 1 1 1 1 1 1 1 1 1 0 1 1 1 1 1 1
F 18,50 18,50 17.000 17.00 25.00 25.00 24.00 24.00f 25.50. 25,50 25.000 25.00f 20.00 20.000 25.00. 2500/ 21.000 21.00. 25.00 25.00| 24.00. 24.00. 24.00. 24.00
p| -18500 -18.500 -17.000 -17.00f -25.000 -25.00 -24.00 -24.00f -24.50, -24.50. -24.000 -24.00, -19.00 -19.00: -24.00; -24.00f -20.00. -21.00. -24.00. -24.00| -23.00. -23.00. -23.00. -23.00
18 19 20 21 22 23
S 0 0 0 0 1 1 1 1 1 1 1 1 0 1 1 1 1 1 1 1 1 1 1 1
F 15.00 15.00 14.00 14.00( 22.00 22.000 2300 23.00 22.00 22.00 22.000 22.00, 14.00 14.00. 22.00. 22.00 14.00 14.00 12.00 12.00{ 18.00 18.00. 19.00  19.00
D| -15.000 -15.00 -14.000 -14.00| -21.00 -21.000 -22.000 -22.00| -21.00 -21.000 -21.00 -21.00| -14.000 -13.000 -21.00. -21.00| -13.00. -13.000 -11.000 -11.00| -17.000 -17.00. -18.00. -18.00
Mean Absolute Deviation: 19.15 Standard Deviation: 3.25 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> )
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

2016 New Hire Schedule Bid

Scheduling Unit: Customer Service / Help Desk
Published: No
1/10/2016
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 0o 0 o 0o o 0 o o o 0 0o 0o o 0 o o o 0 0o 0o o 0
F 19.000 19.000 19.000 19.00 19.00 19.000 20.00. 20.00 15.000 15.000 15.000 15.00f 19.00. 19.000 19.00. 19.00 19.000 19.00. 17.000 17.00 12.000 12.000 15.00 15.00|

D| -19.000 -19.000 -19.000 -19.00] -19.00 -19.00: -20.00. -20.00f -15.00. -15.00. -15.00. -15.00| -19.00. -19.00 -19.00: -19.00| -19.00. -19.00: -17.00. -17.00| -12.00; -12.00. -15.00. -15.00

F 20.000 20.000 18.00 18.00/ 18.00 18.000 18.000 18.00, 21.000 21.000 20.000 20.00 17.000 17.00; 21.00. 21.00f 17.00 17.000 18.000 18.00| 18.000 18.000 17.00  17.00
D| -20.00. -20.00. -18.00 -18.00f -18.00 -18.00. -18.00. -18.00f -21.00: -21.00. -20.00. -20.00, -17.00. -17.00. -21.00: -21.00f -17.00. -17.00. -18.00. -18.00| -18.00. -18.00. -17.00. -17.00)

12 13 14 15 16 17

F 16.00 16.00 16.003 16.00 24.003 24000 2450 2450, 24.000 24.00 2200 22.00f 21.00 21.00 21.00 21.00] 20.00 20.00 20.00  20.00 19.00  19.00 19.000  19.00]
p| -16.000 -16.000 -16.00 -16.00| -24.000 -24.00 -24.50 -24.50| -23.00, -23.00. -21.000 -21.00| -20.00 -20.00: -20.00; -20.00f -20.00: -19.00. -19.00. -19.00| -18.00: -18.00: -18.00. -18.00

18 19 20 21 22 23

S 0o 0o o 0 1 1 1 1 1 1 1 1 1 1 0o 1 10 1 1 1 1 1 1 1
P 15.00 15.00 16.00 16.00( 17.00 17.00 15.000 15.00f 15.00  15.00 18.000 18.00| 19.00 19.00. 13.00. 13.00 12.00. 1200  10.00 10.00| 14.00. 14.00. 15.00  15.00
D| -15.00 -15.00 -16.000 -16.00| -16.00 -16.00. -14.00. -14.00, -14.00 -14.000 -17.00 -17.00| -18.000 -18.000 -13.00. -12.00| -11.00 -11.000 -9.00° -9.00| -13.000 -13.00. -14.00. -14.00

Mean Absolute Deviation: 17.49 Standard Deviation: 3.14 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/9/2015

Scheduling Unit: Customer Service / Help Desk

Published: No

11/9/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 0o 0 0 0 0o 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 8 8 8 8
F 18.00! 18.00 16.00 16.00 17.00 17.00. 17.000 17.00 7.10 7.10 711 7.1 712 712 7.12 712 7.10 710 713 713 11.07: 11.07 10.10.  10.10
pD| -18.000 -18.000 -16.000 -16.00f -17.00 -17.00. -17.00. -17.00 -7.10: -7.10 -7.11 -7.11 -7.12 712 -7.12. -7.12 -7.10; -7.10. -7.13 -7.13 -3.07 -3.07. -2.10, -2.10
6 7 8 9 10 1
1 - 9 9 10 25 24 - 23 = 23 42 41 46 48 51 . 52 45 = 48 48 48 51 54 54 . 53 . 48 = 48
F 13.14 13.14 1419 14.19 24.00 24.000 22.000 22.00 41.000 41.000 40.000 40.000 45.00 45.000 45.50. 45.50 41.00 41.000 47.00 47.00 47.000 47.000 47.000 47.00f
D 214, 414 519 419 1.00 0.00: 1.00: 1.00 1.00! 0.00! 6.00. 8.00 6.00 7.00. -0.50: 2.50 7.00. 7.00! 4.00 7.00 7.00. 6.00! 1.00: 1.00}
12 13 14 15 16 17
S 48 48 55 54 57 56 . 52 . 55 63 . 63 ' 64 = 63 62 . 63 . 63 64 58 55 53 56 32 . 32 . 271 . 28
E 46.00 46.00 49.00 49.00f 52.00 52.00 49.00 49.00] 5800 5800 59.00 59.00[ 59.00 59.00 59.003 59.00 50.00: 50.003 51.000 51.00f 31 .003 31 .003 26.000 26.00
D 2.00 2.00 6.00. 5.00 5.00 4.00 3.00 6.00 5.00 5.00 5.00 4.00 3.00 4.00 4.00 5.00 8.00! 5.00 2.00 5.00 1.00! 1.00: 1.00 2.00
18 19 20 21 22 23
S 24 23 24 26 23 23 24 26 20 20 19 19 17 19 19 20 19 19 19 19 18 18 2 2
F 22.00} 22.00} 21.00} 21.00 17.00} 17.003 20.00} 20.00 18.003 18.003 17.00} 17.00 17.50} 17.50} 18.00} 18.00 16.003 16.003 16.003 16.00 16.003 16.003 8.243 8.24
D 2.00 1.00 3.00 5.00 6.00 6.00 4.00 6.00 2.00 2.00 2.00 200 -0.50 1.50. 1.00: 2.00 3.00 3.00. 3.00. 3.00 2.00. 2.000 -6.24  -6.24
Mean Absolute Deviation: 5.09 Standard Deviation: 6.61 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/9/2015

Scheduling Unit: Customer Service / Help Desk

Published: No
11/10/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 3 3 3 3 2 2 2 2 1 1 2 2 2 2 1 2 1 1 1 1 9 9 9 9
F 8.24. 8.24. 8.24 8.24 7.24 7.24. 7.24. 7.24 7.23 7.23 7.24. 7.24 7.24. 7.24. 7.24, 7.24 7.24. 7.24 7.25 7.25] 11.200 11.200 10.25. 10.25
D -5.24 524  -524  -524 -524 -524 524 524 -6.23. -6.23. -524  -524| -524 -524  -6.24  -524 -6.24. -6.24. -6.25 -6.25 -2.200 -2.200 -1.25. -1.25
6 7 8 9 10 11
8 8 9 9 6 17 20 - 20 45 + 46 46 = 46 46 45 - 41 - 43 43 43 45 - 48 47 49 49 - 49
E 12.27. 1227 1338 13.38| 24.00 24.000 23.000 23.00f 41.000 41.00 39.000 39.00 45.50 45.50 45.000 45.00f 43.00 43.000 46.50 46.50, 48.000 48.000 49.00 49.00
D -4.27. 427  -438 -4.38 -8.000 -7.000 -3.000 -3.00 4.00. 5.00: 7.00 7.00 0.50. -0.50. -4.000 -2.00 0.00! 0.00.  -1.50 1.50 -1.00; 1.00: 0.00: 0.00)
12 13 14 15 16 17
S 46 45 48 48 47 48 52 52 55 56 58 59 58 58 . 56 | 57 52 55 | 50 . 57 31 . 31 . 26 . 26
F 4550 4550 48.00 48.00f 47.50 47.50 50.00 50.00f 55.50. 5550 58.50 5850/ 58.00 58.00. 56.50. 56.50, 53.50. 53.50. 51.000 51.00f 31.000 31.00. 26.00. 26.00
0.50  -0.50 0.00 0.00 -0.50 0.50 2.00 2.00, -0.50 0.500 -0.50 0.50 0.00 0.00; -0.50 0.50 -1.50 1.50. -1.00 6.00 0.00: 0.00:! 0.00: 0.00
18 19 20 21 22 23
S 24 25 23 25 24 24 . 24 25 20 20 20 20 17 20 2 . 22 19 19 19 19 19 19 2 2
F 24.00 24.00 19.00 19.00| 22.00 22.000 1800 18.00, 18.00. 18.00 18.000 18.00| 17.50 17.50. 20.59. 20.59 17.59 17.59. 1667 1667 17.52 17.52 9.59 9.59
D 0.00 1.00 4.00 6.00 2.00 2.00 6.00 7.00 2.00 2.00 2.00 2,00 -0.50 2.50 1.41. 1.41 1.41 1.41. 2.33 2.33 1.48 148  -759  -7.59
Mean Absolute Deviation: 2.90 Standard Deviation: 3.65 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/9/2015

Scheduling Unit: Customer Service / Help Desk

Published: No
11/11/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 3 3 3 3 1 1 1 1 2 2 1 2 2 2 2 2 2 2 2 2 9 9 9 9
F 9.59 9.59 9.58 9.58 8.60 8.60 8.49 8.49 8.56 8.56 8.62. 8.62 8.72 8.72 7.49 7.49 7.52. 7.52 7.53 753 1142 1142 1049 10.49
D -6.59  -6.59 -6.58 -6.58 -7.60 -7.60. -7.49  -7.49 -6.56. -6.56. -7.62 -6.62 -6.72 -6.72 -549 = -549 -5.52, -552. -553 -5.53 -2.42, -242  -149  -1.49
6 7 8 9 10 11
8 8 8 8 5 14 19 - 19 44 45 44 - 45 46 46 - 42 - 43 43 45 46 48 47 47 45 45
E 13.500 13.500 14.46 14.46| 23.00 23.000 22.18 2218/ 41.000 41.00 40.000 40.00 45.00 45.000 42.50. 4250, 44.00 44.000 4500 4500, 47.00 47.000 4500 45.00
D -5.50. -5.50. -6.46 -6.46 -8.000 -9.000 -3.18 -3.18 3.00 4.00. 4.00. 5.00 1.00! 1.00. -0.50: 0.50 -1.00! 1.00 1.00 3.00 0.00: 0.00:! 0.00: 0.00
12 13 14 15 16 17
S 44 44 47 49 49 49 53 54 57 57 56 56 59 58 | 57 | 56 53 54 | 51 . 54 32 . 32 . 21 . 26
F 44.000 44.000 47.00 47.00f 46.00 46.00 51.00 51.00{ 57.000 57.000 56.000 56.00f 5850 5850 56.50. 56.50, 52.000 52.00. 52.000 52.00f 31.000 31.00. 26.00. 26.00
0.00: 0.00 0.00 2.00 3.00 3.00 2.00 3.00 0.00: 0.00 0.00. 0.00 0.50 -0.50 0.50.  -0.50 1.00! 2.000 -1.00 2.00 1.00! 1.00: 1.00, 0.00
18 19 20 21 22 23
S 23 23 23 24 23 23 26 25 19 20 18 19 17 19 19 19 19 19 19 19 18 18 2 2
F 22.00 22.000 20.00 20.00| 18.00 18.00 20.00 20.00/ 18.00  18.00 18.000 18.00| 18.00 18.00. 19.00. 19.00 16.00 16.00. 15.00 15.00f 15.000 15.00. 823 8.23
D 1.00 1.00 3.00 4.00 5.00 5.00 6.00 5.00 1.00 2.00 0.00' 1.00f -1.00 1.00: 0.00: 0.00 3.00 3.00: 4.00. 4.00 3.00. 3.000 -6.23 -6.23
Mean Absolute Deviation: 3.16 Standard Deviation: 3.95 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/9/2015

Scheduling Unit: Customer Service / Help Desk

Published: No
11/12/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 2 2 2 2 2 2 1 1 2 2 2 2 1 1 1 1 8 8 8 8
F 8.23 8.23 8.23 8.23 7.24 7.24. 7.24. 7.24 7.23 7.23 7.24. 7.24 7.23 7.23 7.24, 7.24 7.25. 7.25 7.25 7.25] 11.18  11.18  10.24  10.24
D -6.23  -6.23 -6.23  -6.23 -524 -524 524 524 -5.23. -523 -6.24  -6.24 -523 -523 -524  -524 -6.25. -6.25. -6.25 -6.25 -3.18  -3.18 -2.24  -2.24
6 7 8 9 10 11
2 - 12 15 + 15 21 - 20 + 23 24 45 46 44 - 46 43 48 39 - 40 41 41 40 - 47 46 + 50 + 49 - 50
E 12.28 12.28 1434 1434 2200 2200 2119 21.19| 44.000 44.00 38.000 38.00 44.50 44.50 43.000 43.00 41.00 41.000 47.50 47.50| 47.50 47.50 49.50 49.50
-0.28°  -0.28 0.66. 0.66 -1.000  -2.00: 1.81. 2.81 1.00: 2.00: 6.00 8.00, -1.50: 3.50. -4.00 -3.00 0.00! 0.000 -7.500 -0.50 -1.50; 2,50 -0.50 0.50]
12 13 14 15 16 17
S 50 50 & 53 54 51 51 53 53 55 56 51 ' 53 53 54 51 | 51 43 43 . 42 | 45 2 . 2 . 19 . 20
F 46.000 46.000 49.00 49.00/ 50.00 50.00 50.00 50.00{ 56.00. 56.000 58.000 58.00f 58.00 58.00 56.000 56.00, 51.000 51.00. 52.000 52.00f 30.000 30.00. 25.00. 25.00
4.00 4.00 4.00 5.00 1.00 1.00 3.00 3.00, -1.00 0.000 -7.00 -5.00f -5.00 -4.000 -5.000 -5.00 -8.000 -8.00. -10.00 -7.00 -8.000 -8.000 -6.000 -5.00
18 19 20 21 22 23
S 15 15 14 16 16 16 18 18 "7 11 9 9 7 9 9 9 2 2 2 2 2 2 2 2
F 16.00 16.00 1500 15.00( 16.00 16.00 18.00 18.00/ 15.00  15.00 11.000 11.00f 11.00 11.00. 11.00. 11.00 7.22 7.22 7.23 7.23 7.23 7.23 7.23 7.23
D -1.000  -1.00 -1.00 1.00 0.00 0.00: 0.00 0.00 -4.00. 4000 -2.000 -200 -400 -200 -2.000 -2.00 -5.22. -522. -523 -523 -5.23. -523. -523 -5.23
Mean Absolute Deviation: 3.77 Standard Deviation: 3.65 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/9/2015

Scheduling Unit: Customer Service / Help Desk

Published: No
11/13/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 1 1 1 1 1 1 1 1 1 1 0o 1 1 1 1 1 8 8 8 8
F 7.22 7.22 7.23 7.23 7.23 7.23. 7.23 7.23 7.23 7.23 7.23 7.23 7.20. 7.20. 7.23 7.23 7.26. 7.26. 7.38 7.38 14.000 14.000 1122 11.22
D -5.22. 522 -523 -523 -6.23 -6.23. -6.23. -6.23 -6.23. -6.23. -6.23  -6.23] -6.200 -6.200 -7.23.  -6.23 -6.26. -6.26. -6.38 -6.38 -6.000 -6.000 -3.22 -3.22
6 7 8 9 10 11
0 - 10 11 - 1" 14 15 18 - 18 40 + 40 © 39 - 41 40 - 42 - 35 - 39 39 ©+ 38 - 40 - 48 49 + 49 50 - 51
E 11.000 11.000 11.06 11.06/ 15.00 15.000 17.000 17.00/ 33.000 33.000 39.000 39.00 43.000 43.000 39.000 39.00f, 41.00 41.000 47.00 47.00, 46.000 46.000 48.00 48.00
-1.000  -1.00. -0.06 -0.06 -1.00. 0.00: 1.00. 1.00 7.00: 7.00: 0.00: 2.000 -3.000 -1.00. -4.00. 0.00 -2.000 -3.000 -7.00 1.00 3.00! 3.00! 2.00 3.00]
12 13 14 15 16 17
S 51 . 51 = 54 53 49 48 54 54 58 56 55 56 54 54 + 53 | 53 47 47 . 50 . 51 24 25 © 18 . 20
F 48.000 48.000 49.00 49.00/ 46.00 46.00 53.00 53.00{ 56.000 56.000 59.000 59.00f 58.00 58.00. 57.000 57.00, 52.000 52.00. 50.000 50.00/ 30.000 30.00. 25.00. 25.00
3.00 3.00 5.00 4.00 3.00 2.00 1.00 1.00 2.00 0.000 -4.00 -3.00f -4.00 -4.000 -4.000 -4.00 -5.000  -5.00: 0.00: 1.00 -6.000 -5.000 -7.000 -5.00
18 19 20 21 22 23
S 15 14 14 16 16 16 18 18 14 14 11 N 10 11 9 10 2 2 2 2 2 2 2 2
F 16.00 16.00 1500 15.00( 17.00 17.00 18.00 18.00f 13.00  13.00 14000 14.00| 14.00 14.000 15.00. 15.00 8.32 8.32 8.32 8.32 8.32 8.32 8.32 8.32
D -1.000  -2.00 -1.00 1.00 -1.00  -1.00. 0.00 0.00 1.00 1.000 -300 -3.00f -4.00 -300 -6.00 -5.00 -6.32 632 -6.32 -6.32 -6.32  -6.32. -6.32 -6.32
Mean Absolute Deviation: 3.73 Standard Deviation: 3.60 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/9/2015

Scheduling Unit: Customer Service / Help Desk

Published: No
11/14/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 3 3 3 3 1 1 1 1 1 1 0o 1 1 1 1 1 o 0 0 0 1 1 1 1
F 8.32 8.32 8.32 8.32 7.32 7.32; 7.32. 7.32 7.32. 7.32. 7.32. 7.32 7.32 7.32 7.32 7.32 7.32. 7.32 7.64 7.64 18.000 18.000 18.00. 18.00
D -5.32.  -532 -532 -532 -6.32 -6.32. -6.32 -6.32 -6.32. 632 -732 -6.32] -6.32 -6.32 -6.32 -6.32 -7.32. -732. -764 -7.64] -17.000 -17.00. -17.00. -17.00
6 7 8 9 10 11
4 4 - 5 5 8 8 + 8 ' 8 M 10 9 - N 8 10 7 8 7 7 7T 7 5 5 5 + 5
E 8.64 8.64 8.64 8.64 9.64 9.64 9.69 969 11.74 1174 1374 13.74 1274 1274 1174 1174 1274 1274 10.74 10.74] 1274 1274 1274 12.74
D -4.64. -464  -364 -3.64 -1.64  -164  -169  -1.69 -1.740 174 474 274 474 274 474 374 -5.74.  -574  -3.74 -3.74 -7.74 7740 174 -1.74
12 13 14 15 16 17
S 10 10 10 10 22 21 20 25 26 27 24 25 22 2 25 26 24 26 | 25 . 25 13 13 5 . 5
F 1274 1274 1274 12.74| 2374 2374 26.74 26.74| 29.74 29.74 26.74 26.74| 2274 2274 2774 2774 29.74 29.74. 30.74 30.74| 19.70. 19.70. 14.72 14.72
274 274 274 274 174 274 -6.74  -1.74 -3.74 274 274 174 -074 -0.74 -2.74 174 -5.74.  -3.74 574 574 -6.70; 6700 972 -9.72
18 19 20 21 22 23
S 7 7 12 12 14 14 . 14 17 13 14 13 17 14 17 17 17 17 17 17 17 15 14 0 0
E 9.82 9.82 1078 10.78| 17.56 17.56 1553  15.53| 1532 15.32 1580 15.80| 16.00 16.00. 17.00. 17.00 15.00 15.00. 15.00 15.00{ 15.00 15.00. 17.00  17.00
D -2.82  -2.82 1.22 1.22 -3.56 -3.56. -1.53 147| 232 -1.32 -2.80 1.20  -2.00 1.00: 0.00: 0.00 2.00 2.00. 2.00. 2.00 0.00. -1.00. -17.00. -17.00
Mean Absolute Deviation: 4.82 Standard Deviation: 4.24 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/9/2015

Scheduling Unit: Customer Service / Help Desk

Published: No
11/15/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 1 1 1 1 1 1 1 1 0o 1 1 1 1 1 1 1 1 1 1 1 1 1 o 0
F 7.32 7.32 7.38 7.38 7.38 7.38 7.38 7.38 7.38 7.38 7.38 7.38 7.38 7.38 7.41. 7.41 7.41. 7.41 7.34 7.34 7.48 7.48  17.00. 17.00,
D -6.32 -6.32 -6.38 -6.38 -6.38 -6.38. -6.38 -6.38 -7.38 -6.38. -6.38 -6.38] -6.38 -6.38 -641  -6.41 -6.41. -6.41  -6.34 -6.34 -6.48.  -6.48 -17.00. -17.00
6 7 8 9 10 11
3 3 6 6 8 8 + 8 ' 8 M 171 8 - 1" 7 10 6 10 8 8 5 5 4 4 6 ' 6
E 8.68 8.68 9.68 9.68 9.68 9.68 9.71 9.71 1177 1177 1277 1277 1277 1277 1277 1277, 1277 1277 1077 10.77| 10.77  10.77 1177 11.77]
D -5.68  -5.68 -3.68 -3.68 -1.68 -1.68  -1.71. -1.71 -1.77. 077, 477 77 577 2707 -6.77. -277 -4.77.  -477. -577. -5.77 -6.77.  -6.77. -5.77.  -5.77
12 13 14 15 16 17
S 9 9 10 9 23 25 23 26 27 27 23 24 24 18 25 27 26 26 . 20 . 20 6 6 9 9
F 1277 1277 1277 1277 2477 2477  26.77  26.77| 29.77 29.77. 2577 2577 2577 2577 2777 2777 30.77. 30.77. 2877 2877 1877 18.77. 16.67. 16.67
-3.77. -3.77 =277 -3.77 -1.77, 0.23 -3.77 -0.77 =277 -2.77 -2.77 -1.77 -1.77 -7.77: -2.77, -0.77 -4.77 -4.77. -8.77. -8.77| -12.77. -12.77 -7.67 -7.67|
18 19 20 21 22 23
S 12 12 12 12 16 16 14 14 15 15 O I 4 16 17 17 17 17 17 17 17 13 12 0 0
E 1.77. 11.77. 9.88 9.88| 15.77 15.77. 1629 16.29| 1547 1547 15675 1575 16.00 16.000 16.26. 16.26 15.00 15.00. 16.00 16.00| 14.00 14.00. 17.00  17.00
D 0.23 0.23 212 212 0.23 0.23  -2.29 -2.29 047 047  -475 1.25 0.00 1.00: 0.74 0.74 2.00 2.00. 1.00 1.00 -1.000 -2.00. -17.000 -17.00
Mean Absolute Deviation: 4.67 Standard Deviation: 4.10 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Q4 New Hire Schedule Bid

Customer Service / Help Desk

Forecast Schedule Date range:
Schedule Date/Time Range:

Scheduling Unit:
Published: No

10/5/2015

S : Scheduled ACD

F : Forecasted D : Difference

0 1 2 3 4 5
S o 0 0 0 0o 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 2 2 2 2
E 7.00 7.00 8.00 8.00 5.00 5.00 9.00: 9.00 9.00! 9.00! 9.00! 9.00 7.00. 7.00 8.00: 8.00 5.00: 5.00 9.00 9.00 4.00: 4.00 4.00 4.00
D -7.000 -7.000 -8.00 -8.00 -5.00 -5.000 -9.00. -9.00 -9.000 -9.000 -9.000 -9.00, -7.000 -7.000 -8.00. -8.00 -5.000 -5.000 -9.000 -9.00 -2.000 -2.000 -2.000 -2.00
6 7 8 9 10 1
2 2 11 2 2 2 2 7 7 71 @ 71 6 6 5 5 6 3 6 = 6 7 7 71 7
E 6.00 6.00 6.00 6.00 7.00 7.00: 5.00 5.00, 25.000 25.00 26.000 26.00| 24.00 24.000 22.000 22.00f 24.00 24.00 2100 21.00, 25.00 2500 21.00 21.00
D -4.000 -4.000 -5.00 -5.00 -5.000 -5.00. -3.000 -3.00, -18.00. -18.00. -19.00. -19.00, -18.00. -18.00. -17.00. -17.00f -18.00. -21.00. -15.000 -15.00f -18.00. -18.00. -14.00. -14.00|
12 13 14 15 16 17
S 6 5 4 5 3 3 4 4 8 . 8 . 7T 7 6 6 @ 4 5 6 5 6 6 1 1 1 1
E 26.000 26.00 21.00 21.00/ 23.00 23.00 24.00 24.00, 27.000 27.000 26.000 26.00, 26.00 26.000 26.000 26.00f 21.000 21.000 26.000 26.00/ 25.00. 25.00. 23.000 23.00
D -20.000 -21.00 -17.000 -16.00f -20.000 -20.00 -20.00 -20.00| -19.00. -19.00 -19.00 -19.00| -20.00 -20.00° -22.00. -21.00| -15.00. -16.00. -20.00 -20.00f -24.00. -24.00. -22.000 -22.00
18 19 20 21 22 23
S 0 0 0 0 1 1 1 1 1 1 1 1 0 1 1 1 1 1 1 1 1 1 1 1
F 18.003 18.00} 17.00} 17.00 23.003 23.003 19.003 19.00 22.003 22.003 16.003 16.00 16.00} 16.003 19.003 19.00 8.003 8.003 7.00} 7.00 7.003 7.003 7.003 7.00
D -18.00: -18.003 -17.003 -17.00 -22.003 -22.000 -18.00. -18.00| -21.00. -21.00: -15.003 -15.00 -16.003 -15.003 -18.003 -18.00 -7.00. -7.00: -6.00. -6.00! -6.00 -6.00. -6.00. -6.00|
Mean Absolute Deviation: 13.40 Standard Deviation: 6.59 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Q4 New Hire Schedule Bid
Scheduling Unit: Customer Service / Help Desk
Published: No

Forecast Schedule Date range:
Schedule Date/Time Range:

10/6/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 0o 0 o 0 o 0 0 0 o 0 0 0 o . 0 o 0 o . o0 : 0 ' O 2 2 2 2
F 16.000 16.000 17.000 17.00f 15.00 15.00. 20.00. 20.00 20.00. 20.000 21.000 21.00| 14.000 14.000 12.00. 12.00, 19.00. 19.00. 20.00 20.00 7.00: 7.00: 7.00. 7.00
p| -16.000 -16.000 -17.00 -17.00, -15.00 -15.00. -20.00. -20.00| -20.00. -20.00; -21.00. -21.00, -14.00. -14.00. -12.00. -12.00f -19.00. -19.00. -20.00. -20.00 -5.000 -5.000 -5.000 -5.00
6 7 8 9 10 11
2 2 2 0 2 2 2 2 r 7 17 7 7 7 5 6 5 5 3 + 5 7 7 7 7
E 23.000 23.000 2150 21.50| 23.00 23.000 22.00 22.00, 23.000 23.000 21.000 21.00, 21.000 21.00 24.000 24.00/ 23.000 23.00 24.00 24.00] 25.000 25.000 26.00 26.00
pD| -21.000 -21.00. -19.50 -21.50| -21.00. -21.00. -20.00. -20.00| -16.00. -16.00. -14.00. -14.00] -14.00. -14.00. -19.00. -18.00| -18.00. -18.00: -21.000 -19.00f -18.00: -18.00: -19.00. -19.00
12 13 14 15 16 17
S 7 7 5 7 2 2 2 2 8 8 8 8 1 6 5 | 6 6 6 . 6 | 6 1 1 o . 0
F 23.000 23.000 22.000 22.00f 22.00 22.00 22.00 22.00, 23.000 23.000 24.00 24.00, 25.00 25.00. 23.000 23.00f 21.000 21.00. 25.000 25.00/ 23.00. 23.00. 21.00. 21.00
p| -16.000 -16.000 -17.00 -15.00f -20.000 -20.00 -20.00 -20.00f -15.00, -15.00. -16.00, -16.00| -24.00 -19.00: -18.00; -17.00| -15.00. -15.00. -19.00. -19.00| -22.00: -22.00. -21.00. -21.00
18 19 20 21 22 23
S 0 0 1 . 1 1 . 1 . 1 . 1 1 . 1 . 1 . 1 0 1 . 1 . 1 1 . 1 1 1 1 1 1 1
F 17.00 17.00 18.00 18.00( 20.00 20.000 19.00 19.00; 21.00. 21.00 19.000  19.00 7.03 7.03 7.03 7.03 7.03 7.03 9.05 9.05/ 18.00. 18.00. 8.10 8.10
D| -17.000 -17.000 -17.000 -17.00| -19.00 -19.00. -18.00. -18.00/ -20.00 -20.00. -18.00 -18.00f -7.03 -6.03 -6.03 -6.03] -6.03 -6.03° -805 -8.05 -17.000 -17.000 -7.100 -7.10
Mean Absolute Deviation: 16.31 Standard Deviation: 4.76 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Q4 New Hire Schedule Bid
Scheduling Unit: Customer Service / Help Desk
Published: No

Forecast Schedule Date range:
Schedule Date/Time Range:

10/7/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 0o 0 0o 0 0o 0 0 0 o 0 0o 0 o . 0 o 0 o . o0 : 0 ' O 2 2 2 2
F 15.000 15.000 17.000 17.00f 20.00 20.00. 19.00. 19.00 21.00. 21.000 18.000 18.00/ 13.000 13.000 14.00. 14.00, 19.00. 19.00. 19.00. 19.00 7.00: 7.00: 7.00. 7.00
p| -15.000 -15.000 -17.00 -17.00, -20.00 -20.00. -19.00. -19.00, -21.00. -21.00. -18.00. -18.00, -13.00. -13.00. -14.00. -14.00| -19.00. -19.00: -19.00. -19.00 -5.000 -5.000 -5.000 -5.00
6 7 8 9 10 11
2 2 2 2 1 1 2 2 r 7 17 7 7 7T - 6 @ 4 4 5 5 5 7 7 7 7
E 24.000 24.000 22.00 22.00{ 23.00 23.000 23.000 23.00/ 22.000 22.000 23.000 23.00, 2200 2200 23.000 23.00/ 22.000 22.00 24.00 24.00] 23.000 23.000 22.00 22.00
D| -22.000 -22.00; -20.00 -20.00f -22.00. -22.00. -21.00. -21.00| -15.00. -15.00. -16.00. -16.00] -15.00. -15.00. -17.00. -19.00| -18.00. -17.00. -19.000 -19.00f -16.00. -16.00: -15.00. -15.00
12 13 14 15 16 17
S 7 7 5 7 2 2 2 2 8 8 8 8 1 6 . 6 6 6 5 . 6 | 6 1 1 1 1
F 22,000 22.000 22.000 22.00f 27.00 27.00 22.00 22.00, 24.000 24.000 22.00 22.00, 26.00 26.00. 22.00 22.00| 24.00. 24.000 22.000 22.00/ 21.00. 21.00. 23.000 23.00
p| -15.000 -15.000 -17.000 -15.00f -25.000 -25.000 -20.00 -20.00, -16.00, -16.00. -14.00. -14.00, -25.00 -20.00: -16.00; -16.00| -18.00. -19.00. -16.00. -16.00| -20.00: -20.00: -22.00. -22.00
18 19 20 21 22 23
S 0 0 0 0 1 1 1 1 1 1 1 1 1 0 1 1 1 1 1 1 1 1 1 1
E 19.00 19.00 19.00 19.00( 18.00 18.000 21.000 21.00f 20.00  20.00 7.00 7.00, 21.00 21.00. 7.02 7.02 7.02 7.02 7.02 7.02 8.01 8.01 7.07. 7.07
D| -19.000 -19.000 -19.00 -19.00| -17.000 -17.00. -20.00. -20.00| -19.000 -19.00 -6.00 -6.00] -20.000 -21.000 -6.02° -6.02 -6.02 -6.02 -6.02 -6.02 -7.01.  -7.01. -6.07 -6.07
Mean Absolute Deviation: 16.13 Standard Deviation: 5.23 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> )
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Q4 New Hire Schedule Bid

Scheduling Unit: Customer Service / Help Desk
Published: No
10/8/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 0o 0 o 0o o 0 o o o 0 0o 0o o 0 o o o 0 2 2 2 2
F 21.000 21.000 15.00 15.000 21.00 21.000 22.000 22.00, 20.00. 20.00. 20.000 20.00f 16.00. 16.000 13.00. 13.00 19.000 19.00. 21.000 21.00 8.00 8.003 8.003 8.00

D| -21.000 -21.000 -15.00 -15.00, -21.00 -21.00. -22.00; -22.00| -20.00: -20.00. -20.00. -20.00, -16.00. -16.00. -13.00: -13.00f -19.00. -19.00: -21.00. -21.00 -6.000 -6.000 -6.000 -6.00

2 2 2 2 1 2 1 2 T 7T 7 7 7 7T 6 6 2 5 5 + 5 7 7 5 5
F 23.000 23.000 23.00 23.00 20.00 20.000 21.000 21.00, 22.000 22.000 20.000 20.00 23.000 23.00 24.000 24.00f 23.00 23.000 24.00 24.00{ 26.00 26.000 21.00 21.00
p| -21.000 -21.000 -21.000 -21.00f -19.000 -18.00. -20.00. -19.00f -15.00. -15.00. -13.00. -13.00, -16.00. -16.00. -18.00: -18.00f -21.00. -18.00: -19.00. -19.00| -19.00. -19.00. -16.00. -16.00)

12 13 14 15 16 17

S 5 5 5 7 4 4 4 4 T .7 7T 5 2 5 5 5 5 &6 1 565 | 5 0 o . 0 : 0
F 21.000 21.00 21.00 21.00/ 22.00 22.000 22.00 22.00, 22.000 22.000 22.00 22.00, 23.00 23.000 2200 22.00f 26.000 26.00. 24.000 24.00f 21.00 21.00 22.000 22.00
p| -16.000 -16.000 -16.000 -14.00f -18.000 -18.00 -18.00 -18.00| -15.00, -15.00. -15.00, -17.00, -21.00 -18.00: -17.00; -17.00| -21.00. -21.00. -19.00. -19.00| -21.00: -21.00. -22.00. -22.00

18 19 20 21 22 23

S 0o 0o o 0 o 0 o . 0 o 0 0o 0 o 0 o 0 o . 0o : 0 ' O 0o o 0o © 0
P 18.00 18.00 16.00 16.00( 16.00 16.000 17.00 17.00/ 15.00  15.00 18.000 18.00| 17.00 17.00. 17.00. 17.00 15.00. 15.00. 17.00 17.00; 16.00. 16.00. 15.00. 15.00
D| -18.00 -18.000 -16.00 -16.00| -16.00 -16.00. -17.00. -17.00| -15.00 -15.00. -18.00 -18.00| -17.000 -17.000 -17.00. -17.00| -15.00. -15.000 -17.000 -17.00| -16.000 -16.00. -15.00. -15.00

Mean Absolute Deviation: 17.29 Standard Deviation: 3.34 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> )
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Q4 New Hire Schedule Bid

Scheduling Unit: Customer Service / Help Desk
Published: No
10/9/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 0o 0 o 0o o 0 o o o 0 0o 0o o 0 o o o 0 2 2 2 2
F 21.000 21.000 20.00 20.000 20.00 20.000 20.000 20.00, 20.000 20.000 19.000 19.00; 15.00. 15.000 14.00. 14.00 9.50 9.50. 19.000 19.00 8.00 8.00! 7.00 7.00

D| -21.00; -21.00. -20.000 -20.00] -20.00 -20.00: -20.00: -20.00f -20.00: -20.00. -19.00. -19.00| -15.00 -15.00. -14.00: -14.00 -9.50. -9.500 -19.00. -19.00 -6.000 -6.000 -5.000 -5.00

2 2 1 1 2 2 2 2 T 7T 7 7 7 7T 5 6 3 5 5 + 5 6 6 5 5
F 17.000 17.000 19.00 19.00| 20.00 20.000 19.000 19.00/ 21.000 21.000 26.000 26.00| 22.00 22.000 22.000 22.00] 22.000 22.000 24.00 24.00f 25.000 25.00. 22.000 22.00f
p| -15.000 -15.00. -18.00 -18.00f -18.00. -18.00. -17.00. -17.00| -14.00. -14.00. -19.00. -19.00, -15.00. -15.00. -17.00: -16.00f -19.00. -17.00! -19.00. -19.00| -19.00. -19.00. -17.00. -17.00)

12 13 14 15 16 17

S 5 5 . 4 6 5 5 5 5 T 7T . 4 7 4 5 4 5 5 &6 1 565 | 5 0 o . 0 : 0
F 26.000 26.00 22.00 22.00/ 23.00 23.000 24.00 24.00, 26.000 26.000 26.00 26.00, 26.00 26.000 26.000 26.00 25.000 25.00. 24.000 24.00f 26.000 26.000 21.000 21.00
p| -21.000 -21.000 -18.000 -16.00f -18.000 -18.00 -19.00 -19.00f -19.00, -19.00. -22.00. -19.00| -22.00 -21.00 -22.00; -21.00| -20.00. -20.00: -19.00. -19.00| -26.00: -26.00. -21.00. -21.00

18 19 20 21 22 23

S 0o 0o o 0 o 0 o . 0 o 0 0o 0 o 0 o 0 o . 0o : 0 ' O 0o o 0o © 0
P 22.00 22.00 19.00 19.00| 18.00 18.000 18.00 18.00/ 18.00  18.00 19.000 19.00| 18.00 18.00. 17.00. 17.00 16.00. 16.00. 14.00 14.00/ 15.00. 15.00. 15.00  15.00
D| -22.000 -22.000 -19.000 -19.00| -18.00 -18.00. -18.00. -18.00/ -18.00 -18.00. -19.00 -19.00| -18.000 -18.000 -17.00. -17.00| -16.00. -16.000 -14.000 -14.00| -15.00. -15.00. -15.00. -15.00

Mean Absolute Deviation: 17.64 Standard Deviation: 3.69 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Q4 New Hire Schedule Bid
Scheduling Unit: Customer Service / Help Desk
Published: No

Forecast Schedule Date range:
Schedule Date/Time Range:

10/10/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 0o 0o 0o 0 0o 0 0 0 o 0 0 0 o 0 0 0 o . o0 : 0 ' O 0o 0 0 0
F 15.000  15.00 9.00 9.000 14.00 14.000 16.000 16.00, 14.00. 14.00. 15.000 15.00, 12.000 12.000 14.00. 14.00f 14.00. 14.00. 16.000 16.00, 14.00. 14.000 14.00. 14.00
pD| -15.000 -15.000 -9.00 -9.00, -14.00 -14.00. -16.00. -16.00, -14.00. -14.00. -15.00. -15.00, -12.00. -12.00. -14.00. -14.00f -14.00. -14.00. -16.000 -16.00, -14.00. -14.00. -14.00. -14.00
6 7 8 9 10 11
0o o - 0 0 o 0o - 0 0 o o0 - 0o o0 o o - o0 0 0o 0o o 0 0o o 0 o0
E 21.000 21.000 20.00 20.00f 21.00 21.000 19.000 19.00, 18.00 18.000 19.500 19.50, 22.00 22.000 21.000 21.00/ 22.000 22.00 20.00 20.00| 21.000 21.000 21.00 21.00]
D| -21.000 -21.00. -20.00 -20.00{ -21.00. -21.00. -19.00. -19.00, -18.00. -18.00. -19.50. -19.50| -22.00. -22.00. -21.00. -21.00| -22.00. -22.00. -20.000 -20.00f -21.00: -21.00: -21.00. -21.00
12 13 14 15 16 17
S 0 0o 0 0 1 1 1 1 1 1 1 0 1 1 1 1 1 1 1T 01 1 1 o . 0
F 21.000 21.000 21.000 21.00f 23.00 23.00 21.00 21.00 22.000 22.00 22.00 22.00, 21.00 21.00. 22.00 22.00f 21.00. 21.00. 21.000 21.00| 20.00. 20.00. 22.00. 22.00
p| -21.000 -21.000 -21.000 -21.00f -22.000 -22.000 -20.00 -20.00f -21.00, -21.00. -21.000 -22.00, -20.00 -20.00 -21.00; -21.00| -20.00. -20.00: -20.00. -20.00| -19.00: -19.00: -22.00. -22.00
18 19 20 21 22 23
S 0 0 1 1 1 1 1 1 0 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1
F 19.00 19.00 20.00 20.00( 21.00 21.000 21.00 21.00; 20.00. 20.00 18.000 18.00| 19.00 19.00. 17.00. 17.00 7.00. 7.00 7.00 7.00/ 14.00. 14.00. 7.00 7.00
D| -19.000 -19.000 -19.00 -19.00| -20.000 -20.00. -20.00. -20.00| -20.00 -19.00. -17.00 -17.00| -18.000 -18.00° -16.00. -16.00 -6.000 -6.00. -6.000 -6.00, -13.00. -13.00. -6.00 -6.00
Mean Absolute Deviation: 17.51 Standard Deviation: 4.30 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> )
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM

Schedule Date/Time Range: 08/31/2015 08:30:22

08/14/2017 08:30:22

Q4 New Hire Schedule Bid

Scheduling Unit: Customer Service / Help Desk
Published: No
10/11/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 0o o 0o 0 o 0o o 0 o o o 0 0o 0o o 0 o o o 0 0o 0o o 0
F 12.00 12.000 14.00 14.00 15.00 15.000 16.00. 16.00 0.00: 0.00: 0.00 0.00, 27.000 27.000 30.00. 30.00 12.000 12.00. 15.000 15.00 15.000 15.000 16.00  16.00|

D| -12.000 -12.000 -14.00 -14.00, -15.00 -15.00. -16.00. -16.00 0.00: 0.00: 0.00! 0.00, -27.000 -27.00. -30.00: -30.00, -12.00. -12.00: -15.00. -15.00| -15.00. -15.00. -16.00. -16.00

F 21.000 21.000 21.00 21.00, 18.00 18.000 18.50. 18.50, 19.000 19.000 18.50. 18.50, 20.000 20.00; 17.00. 17.00f 19.00 19.000 21.00 21.00{ 20.000 20.000 20.00  20.00
p| -21.000 -21.00 -21.000 -21.00f -18.00 -18.00. -18.50. -18.50| -19.00. -19.00. -18.50. -18.50, -20.00. -20.00. -17.00: -17.00f -19.000 -19.00! -21.00. -21.00{ -20.00. -20.00. -20.00. -20.00j

12 13 14 15 16 17

F 19.00 19.00 19.003 19.00 17.003 17.000 21.00 21.00f 20.00. 20.00. 22.000 22.00, 21.00 21.00: 19.00 19.00,  17.00 17.00 19.00  19.00 18.00  18.00 17.00:  17.00]
p| -19.000 -19.000 -19.00 -19.00f -17.000 -17.000 -21.00 -21.00f -19.00, -19.00. -21.00. -21.00, -20.00 -20.00: -19.00; -18.00| -16.00. -16.00. -18.00. -18.00| -17.00: -17.00. -16.00. -16.00

18 19 20 21 22 23

S 0o 0o o .~ 0 1 10 10 1 10 10 0o 1 1 1 1 1 10 1 1 1 1 1 1 1
P 18.00 18.00 1800 18.00( 21.00 21.000 1500 15.00; 20.00. 20.00 19.000 19.00| 20.00  20.00 7.00 7.00[ 16.00  16.00. 9.00 9.00f 16.00. 16.00. 18.00  18.00
D| -18.000 -18.000 -18.000 -18.00/ -20.00 -20.00. -14.00. -14.00, -19.00 -19.00. -19.00 -18.00| -19.000 -19.000 -6.00. -6.00| -15.00. -15.00. -8.000 -8.00| -15.00. -15.00. -17.00. -17.00

Mean Absolute Deviation: 17.70 Standard Deviation: 5.38 Number of schedulable time periods: 92
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/23/2015

Scheduling Unit: Customer Service / Help Desk

Published: No

11/23/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 0 0 0 0 o 0 0 0 1 ' 1 ' 1 ' 1 1 ' 1 ' 1 ' 1 1 ' 1 ' 1 ' 1 10 10 11 1
F 17.00! 17.00 17.00 17.00 17.00 17.00. 17.000 17.00 7.07. 7.07. 7.07. 7.07 7.07 7.07 7.08 7.08 7.06 7.06 7.08 7.08 12.05; 12.05, 1211 121
p| -17.000 -17.000 -17.000 -17.00, -17.00 -17.00. -17.00. -17.00 -6.07. -6.07 -6.07 -6.07| -6.07 -6.07 -6.08 -6.08 -6.06. -6.06. -6.08 -6.08 -2.05 -2.05 111 -1.11
6 7 8 9 10 1
17 17 18 18 22 22 24 26 49 51 45 = 51 52 53 47 = 48 44 45 44 48 48 48 54 54
F 16.01 16.01°  16.13 16.13 25.000 25.000 22.05 22.05| 42.000 42.000 46.000 46.00| 47.00 47.000 48.000 48.00 46.00 46.000 49.00 49.00 48.000 48.000 51.000 51.00f
D 0.99 0.99! 1.87. 1.87 -3.000  -3.00: 1.95 3.95 7.00. 9.000 -1.00: 5.00 5.00 6.00. -1.00: 0.00 -2.000 -1.000 -5.000 -1.00 0.00! 0.00:! 3.00 3.00)
12 13 14 15 16 17
S 53 53 « 54 53 58 58 . 52 . 58 68 « 67 . 67 . 68 65 . 67 . 68 66 57 57 52 53 29 29 23 23
E 51.000 51.00 50.00 50.00f 53.00 53.00 52.00 5200/ 6300 63.000 64.00 64.00 64.00 64.00 65.003 65.00 57.00: 57.003 52.50 52.50 29.003 29.003 23.000 23.00
D 2.00 2.00 4.00 3.00 5.00 5.00 0.00 6.00 5.00 4.00 3.00 4.00 1.00 3.00! 3.00! 1.00 0.00: 0.00.  -0.50 0.50 0.00: 0.00: 0.00 0.00
18 19 20 21 22 23
S 22 21 0 21 22 21 21 . 25 24 19 19 17 18 14 18 18 19 19 19 19 19 16 16 2 2
F 21.00} 21.00} 21.00} 21.00 16.00} 16.003 20.00} 20.00 18.003 18.003 16.00} 16.00 17.00} 17.00} 17.00} 17.00 16.003 16.003 16.003 16.00 15.003 15.003 8.213 8.21
D 1.00 0.00 0.00 1.00 5.00 5.00 5.00 4.00 1.00 1.00 1.00 2.00 -3.00 1.00: 1.00: 2.00 3.00 3.00. 3.00. 3.00 1.00: 1.000 -6.21 -6.21
Mean Absolute Deviation: 4.10 Standard Deviation: 5.95 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/23/2015

Scheduling Unit: Customer Service / Help Desk

Published: No
11/24/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 3 3 3 3 2 2 2 2 1 1 2 1 2 2 2 2 2 2 2 2 0 10 : 11 N
F 8.21 8.21. 8.21 8.21 7.21 7.21. 7.21. 7.21 7.21. 7.21. 7.21. 7.21 7.21. 7.21. 7.20. 7.20 7.23 7.23 7.31 7.31 14.07.  14.07. 1221 1221
D -5.21. 521 -521 -5.21 -5.21 -521. -521  -521 -6.21.  -6.21. -521 -6.21 -5.21.  -521  -5200 -5.20 -5.23.  -523  -531 -531 -4.07.  -4.07. 121 -1.21
6 7 8 9 10 11
"1 12 0 12 9 - 18 20 = 22 46 48 48 - 48 47 47 - 40 - 42 42 42 43 - 46 49 48 48 - 48
E 1528 15.28 16.26 16.26/ 25.00 25.000 23.01 23.01| 43.000 43.000 48.000 48.00 47.000 47.00 48.00. 48.00f 49.00 49.000 47.50 47.50| 4850 48.50° 48.00 48.00
-4.28 428  -426 -4.26 -6.000 -7.00. -3.01. -1.01 3.00 5.00: 0.00: 0.00 0.00: 0.00. -8.00. -6.00 -7.000 -7.000 -450  -1.50 0.50  -0.50: 0.00: 0.00
12 13 14 15 16 17
S 46 46 48 48 49 48 50 50 59 60 61 = 61 60 58 © 61 | 60 55 55 | 52 . 56 29 . 29 . 25 . 25
F 46.000 46.000 48.00 48.00| 4850 4850 50.00 50.00f 59.50. 59.50. 61.000 61.00f 59.00 59.00. 60.50. 60.50, 55.000 55.00. 54.000 54.00f 29.000 29.00. 25.00. 25.00
0.00: 0.00 0.00 0.00 0.50 -0.50 0.00 0.00 -0.50, 0.50: 0.00. 0.00 1.00 -1.00 0.50.  -0.50 0.00; 0.00:  -2.00 2.00 0.00:! 0.00:! 0.00: 0.00
18 19 20 21 22 23
S 21 21 . 19 20 22 22 . 24 25 19 19 17 18 15 18 20 20 19 19 19 19 17 17 2 2
F 21.00 21.00 19.00 19.00| 21.00 21.000 1800 18.00; 18.00. 18.00 17.000 17.00| 17.00 17.00. 19.64 19.64 18.64 1864 17.66 17.66| 17.62 17.62 9.64 9.64
D 0.00 0.00 0.00 1.00 1.00 1.00 6.00 7.00 1.00 1.00 0.00' 1.00| -2.00 1.00: 0.36 0.36 0.36 0.36. 1.34 1.34 -0.62. -0.62. -7.64 -7.64
Mean Absolute Deviation: 2.57 Standard Deviation: 3.16 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/23/2015

Scheduling Unit: Customer Service / Help Desk

Published: No
11/25/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 3 3 3 3 1 1 1 1 2 2 2 1 2 2 2 2 2 2 2 2 0 10 : 11 N
F 9.65. 9.65. 9.64 9.64 8.65 8.65. 8.54 8.54 8.61. 8.61 8.67. 8.67 8.77. 8.77. 7.49 7.49 7.52. 7.52, 7.53 753 13.19. 1319 1241 12.41
D -6.65 -6.65 -6.64 -6.64 -7.65  -7.65  -7.54  -7.54 -6.61. -6.61. -6.67. -7.67| -6.77. -6.77. -549  -549 -5.52, -552. -553 -5.53 -3.19 319 141 -1.41
6 7 8 9 10 11
2 - 12 12 @ 12 17 17 - 20 & 21 45 47 - 46 - 47 45 46 = 42 - 42 42 42 43 - 46 48 47 45 - 45
E 16.25 16.25 16.35 16.35| 25.00 25.000 22.27 22.27| 41.000 41.00 46.50 46.50 45,50 45.50° 48.00. 48.00| 49.000 49.000 4450 4450, 47.50 47.50° 45.00 45.00
-4.25. 425  -435 -4.35 -8.000 -8.000 -2.27  -1.27 4.00. 6.000 -0.50: 0.50  -0.50 0.50. -6.00. -6.00 -7.000 -7.000 -1.50 1.50 0.50  -0.50: 0.00: 0.00)
12 13 14 15 16 17
S 43 45 47 46 50 51 53 53 61 = 60 58 58 60 61 . 58 | 60 56 56 | 52 . 53 29 . 29 . 23 . 283
F 44.000 44.00 46.50 46.50| 47.00 47.00 49.00 49.00f{ 60.50. 60.50 58.000 58.00f 60.50 60.50. 62.00. 62.00, 56.000 56.00. 5250 52.50| 29.000 29.00. 26.00. 26.00
-1.00, 1.00 0.50  -0.50 3.00 4.00 4.00 4.00 0.50 -0.50 0.00. 0.00, -0.50 0.50. -4.000 -2.00 0.00: 0.00:  -0.50: 0.50 0.00:! 0.00. -3.000 -3.00
18 19 20 21 22 23
S 21 22 19 22 21 . 21 . 25 24 19 19 16 18 15 17 19 19 19 19 19 19 16 16 2 2
F 21.000 21 .00 19.00 19.00( 18.00 18.00 20.00 20.00/ 18.00  18.00 18.000 18.00| 18.00 18.00. 19.00. 19.00 16.00 16.00. 16.00 16.00/ 15.000  15.00. 8.20 8.20
D 0.00 1.00 0.00 3.00 3.00 3.00 5.00 4.00 1.00 1.000  -2.00. 0.00f -3.00 -1.00: 0.00: 0.00 3.00 3.00: 3.00. 3.00 1.00. 1.000 -6.200 -6.20
Mean Absolute Deviation: 3.18 Standard Deviation: 3.71 Number of schedulable time periods: 96
Print Date: Monday, August 14, 2017 8:42:03AM Genesys Page 180 of 198



Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/23/2015

Scheduling Unit: Customer Service / Help Desk

Published: No
11/26/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 2 2 2 2 2 2 1 1 2 2 2 2 2 2 2 2 0 + 10 : 10 . 10
F 8.20. 8.20. 8.20 8.20 7.20 7.20: 7.20: 7.20 7.20: 7.20: 7.21. 7.21 7.19 7.19 7.22. 7.22 7.19. 719 7.23 7.23] 13.14 1314 1131 11.31
D -6.200 -6.20 -6.20 -6.20 -5.20 -5.200 -520. -5.20 -5.20. -5.20. -6.21. -6.21 -5.19.  -5.19  -522' -522 -519.  -519. -523 -5.23 -3.14.  -3.14. 131 -1.31
6 7 8 9 10 11
14 - 14 - 19 - 18 9 19 22 - 23 43 45 43 - 44 41 + 45 - 38 - 37 37 + 37 + 37 - 46 50 + 52 + 52 - 53
E 16.100 16.100 16.24 16.24| 23.00 23.000 20.34 20.34| 43.000 43.000 46.000 46.00 46.00 46.000 44.000 44.00| 44.00 44.000 47.50 47.50| 50.000 50.000 51.00 51.00
-2.100  -2.10; 2.76 1.76 -4.000  -4.00: 1.66. 2.66 0.00: 2,000 -3.000 -2.00 -5.000 -1.00. -6.00. -7.00 -7.000 -7.000 -10.50 -1.50 0.00: 2.00: 1.00 2.00
12 13 14 15 16 17
S 51 . 51 = 51 51 49 54 54 54 60 60 54 54 56 56 | 53 | 54 46 46 | 45 | 46 23 . 23 . 17 18
F 49.000 49.000 46.00 46.00f 50.00 50.00 53.00 53.00f 62.000 62.000 60.00 60.00] 6200 6200 61.00. 61.00, 55.000 55.00. 55.00 55.00/ 32.000 32.00. 25.00. 25.00
2.00 2.00 5.00 5.00 -1.00 4.00 1.00 1.00f -2.000 -2.000 -6.00 -6.000 -6.00 -6.000 -8.00. -7.00 -9.000 -9.00. -10.00 -9.00 -9.000 -9.000 -8.000 -7.00
18 19 20 21 22 23
S 12 13 12 13 13 13 15 15 10 10 9 9 8 8 8 8 2 2 2 2 2 2 2 2
E 20.00 20.00 15.02 15.02| 15.03 15.03  15.03  15.03| 16.00  16.00 11.24  11.24] 1124 1124 1024 10.24 7.24 7.24 7.24 7.24 7.24 7.24 7.24 7.24
D -8.000 -7.00 -3.02 -2.02 -2.03 -2.03 -0.03 -0.03 -6.000 -6.000 -2.24 -224/ -324 324 224 224 -5.24. -524. 524 524 -5.24. 524, 524 524
Mean Absolute Deviation: 4.42 Standard Deviation: 3.49 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/23/2015

Scheduling Unit: Customer Service / Help Desk

Published: No
11/27/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 2 2 2 2 1 1 1 1 1 1 1 0 1 1 1 1 1 1 1 1 0 + 10 : 10 . 10
F 8.24. 8.24. 8.25 8.25 7.24 7.24. 7.24. 7.24 7.25. 7.25. 7.25. 7.25 7.24. 7.24. 7.22. 7.22 7.22. 7.22 7.35 7.35| 16.00 16.000 16.00. 16.00
D -6.24  -6.24 -6.25 -6.25 -6.24 -6.24. 624 -6.24 -6.25. -6.25. -6.25  -7.25| -6.24  -6.24  -6.22. -6.22 -6.22. -6.22 -6.35 -6.35 -6.000 -6.000 -6.000 -6.00
6 7 8 9 10 11
"1 12 0 12 7 16 19 - 19 39 - 40 - 41 A 41 43 + 31 - 36 38 '+ 39 - 40 - 48 47 48 47 - 46
E 14.000 14.000 15.00 15.00, 15.00 15.000 19.000 19.00, 38.000 38.000 37.000 37.00 46.000 46.000 43.000 43.00/ 39.00 39.000 48.00 48.00, 47.500 47.50° 48.00 48.00
-3.000 -3.000 -3.00 -3.00 2.00. 1.00 0.00: 0.00 1.00: 2.00: 4.00. 4.000 -5.000 -3.000 -12.00. -7.00 -1.00! 0.00.  -8.00 0.00 -0.50 0.50. -1.000 -2.00f
12 13 14 15 16 17
S 51 . 51 = 53 53 52 53 50 54 59 59 57 56 55 55 56 | 55 48 48 | 50 . 49 24 . 24 © 18 . 18
F 44.000 44.000 44.00 44.00f 51.00 51.00 54.00 54.00{ 60.00 60.000 62.000 62.00f 61.00 61.000 6200 62.00, 57.000 57.00. 54.000 54.00/ 32.000 32.00. 25.00. 25.00
7.00 7.00 9.00. 9.00 1.00 2.00 -4.00 0.00 -1.000 -1.000 -5.00 -6.00f -6.00 -6.000 -6.00 -7.00 -9.000 -9.00. -4.000 -5.00 -8.000 -8.000 -7.000 -7.00
18 19 20 21 22 23
S 13 13 10 13 13 13 15 15 "7 11 9 9 8 9 8 9 2 2 2 2 2 2 2 2
F 19.00 19.00 1500 15.00( 16.00 16.00 15.000 15.00f 16.00  16.00 14000 14.00| 14.00 14.000 13.00. 13.00 7.40 7.40 8.40 8.40 8.40 8.40 7.40 7.40
D -6.000 -6.00 -5.00 -2.00 -3.00  -3.00. 0.00 0.00 -5.000 -5000 -5.00 -5.00, -6.00 -5.00  -5.00. -4.00 -5.40. -540 -6.40 -6.40 -6.40. -6.40. -540  -5.40
Mean Absolute Deviation: 4.81 Standard Deviation: 3.92 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/23/2015

Scheduling Unit: Customer Service / Help Desk

Published: No
11/28/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 3 3 3 3 1 1 1 1 1 1 0o 1 1 1 1 1 1 1 1 1 1 1 o 0
F 8.40 8.40 8.40 8.40 7.40 7.40. 7.40: 7.40 7.40: 7.40: 7.40. 7.40 7.40. 7.40 7.42 7.42 7.42. 7.42 7.38 7.38 7.53 7.53. 16.00. 16.00,
D -540  -540 -540  -5.40 -6.40 -6.40. -6.40. -6.40 -6.40. -6.40. -7.40. -6.40, -6.40  -6.40 -642 -6.42 -6.42. -6.42  -6.38 -6.38 -6.53.  -6.53. -16.00. -16.00
6 7 8 9 10 11
6 6 7 7 8 8 + 8 ' 8 M0 10 6 - 1" M 9 - 8 9 9 9 « 4 - 4 4 4 9 9
E 5.69 5.69 8.69 8.69 8.69 8.69 9.71 9.71| 1275 1275 1475 1475 1275 1275 1275 1275/ 10.75 10.756 13.76 13.75| 11.75 1175 13.75  13.79
D 0.31. 0.31. -1.69 -1.69 -0.69 -069. -1.71. -1.71 -2.75. -2.75 -875  -3.75 -2.75 -3.75. -475 = -3.75 -1.75.  -1.75 975 -9.75 -7.75.  -7.75  -475  -4.75
12 13 14 15 16 17
S 10 10 10 10 21 20 18 24 27 27 25 26 21 21 . 25 | 25 22 23 . 23 . 23 13 13 8 . 8
F 1275 1275 1175 11.75| 2275 2275 26.75 26.75| 30.75 30.75 29.75 29.75| 23.75 23.75 28.75 2875 29.75. 29.75 30.86 30.86| 21.64. 21.64. 15.75 15.75
-2.75, -2.75 -1.75 -1.75 -1.75 -2.75 -8.75 -2.75 -3.75 -3.75, -4.75 -3.75 -2.75 -2.75 -3.75, -3.75 -7.75. -6.75. -7.86, -7.86 -8.64. -8.64. -7.75 -7.75
18 19 20 21 22 23
S 7 7 9 9 14 14 . 15 15 14 15 12 17 14 17 17 17 17 17 17 17 17 17 0 0
F 11.75 1175 1186 11.86| 16.64 16.64 1553 1553 1534 15.34 15.09 15.09| 16.02 16.02 16.02. 16.02 15.09 15.09. 15.000 15.00{ 15.00 15.00 17.00  17.00
D 475 -475 286 -2.86 -2.64 -264 -053  -0.53 -1.34° 034 -3.09 1.91 -2.02 0.98 0.98 0.98 1.91 1.91. 2.00. 2.00 2.00 2.00. -17.00. -17.00
Mean Absolute Deviation: 4.75 Standard Deviation: 3.95 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

S GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 11/23/2015

Scheduling Unit: Customer Service / Help Desk

Published: No
11/29/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 3 4 5
S 1 1 1 1 1 1 1 1 1 1 0o 1 1 1 1 1 1 1 1 1 0o 0 0 0
F 7.28 7.28 7.30 7.30 7.30 7.30: 7.30: 7.30 7.30! 7.30: 7.30. 7.30 7.30. 7.30 7.30 7.30 7.30. 7.30 7.61 7.61 16.00. 16.000 16.00. 16.00)
D -6.28  -6.28 -6.30 -6.30 -6.30 -6.30. -6.30. -6.30 -6.30. -6.30. -7.30, -6.30, -6.300 -6.300 -6.30. -6.30 -6.30. -6.30. -6.61 -6.61| -16.00. -16.00 -16.00. -16.00
6 7 8 9 10 11
7 7 8 8 8 8 + 8 ' 8 M 171 5 - 1" 8 -~ 9 9 - 10 8 8 4 4 4 4 8 8
E 8.61 8.61 8.61 8.61 9.64 964 10.67 10.67, 11.67 11.67 1267 1267 10.67 10.67 1267 1267 11.67 1167 1267 1267 1267 1267 1267 12.67|
D -1.61. -161 -0.61 -0.61 -1.64  -1.64  -267. -2.67 -1.67. -0.67. -767. -167, -267 -167. -3.67.  -2.67 -3.67. -3.67. -8.67  -8.67 -8.67. -8.67. -4.67.  -4.67
12 13 14 15 16 17
S 10 10 10 10 21 21 20 25 27 27 24 24 23 2 25 | 24 23 23 . 22 . 22 13 13 9 9
F 1167 1167 11.67. 11.67| 2467 2467 27.67 27.67| 30.67 30.67. 28.67 2867 2467 2467 2966, 2966/ 31.69 31.69 30.70 30.70| 2244 2244 16.60. 16.60
-1.67 -1.67 -1.67 -1.67 -3.67.  -3.67 -7.67  -2.67 -3.67. -3.67 -467 -467| -167 -267 -466  -566 -8.69 -869  -870 -8.70 -9.44. 944 -760  -7.60
18 19 20 21 22 23
S 7 7 8 8 14 14 . 15 16 15 14 O I 4 14 17 17 17 17 17 17 17 17 17 0 0
F 12.96 1296 1500 15.00( 16.72 16.72 1541 1541 16.62 16.62 16.02 16.02] 16.50 16.50. 16.04. 16.04 15.00 15.00. 16.00 16.00| 15.00 15.00. 17.00  17.00
D 596 -596 -7.00 -7.00 272 272 -041 059 -162 -2.62 -5.02 0.98  -2.50 0.50 0.96 0.96 2.00 2.00. 1.00 1.00 2.00 2.00. -17.00. -17.00
Mean Absolute Deviation: 5.15 Standard Deviation: 4.24 Number of schedulable time periods: 96
Print Date: Monday, August 14, 2017 8:42:03AM Genesys Page 184 of 198



Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> O
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 8/30/2015
Scheduling Unit: Customer Service / Help Desk

Published on date/time:

8/31/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 0 o 0o 0 o 0o o 0 o o o 0 0o 0o o 0 o o o 0 0o o o 0
E 1.00 1.00 1.00 1.00 1.00 1.00! 1.00! 1.00 1.00! 1.00. 1.00. 1.00 1.00: 1.00 1.00: 1.00 1.00. 1.00: 1.00 1.00 1.00! 1.00. 1.00: 1.00

D -1.000 -1.000 -1.000 -1.00 -1.00 -1.000 -1.00. -1.00 -1.000 -1.000 -1.000 -1.00f -1.000 -1.000 -1.00. -1.00 -1.000 -1.000 -1.000 -1.00 -1.000 -1.000 -1.000 -1.00

F 1.00 1.00: 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00: 1.00: 1.00: 1.00 1.00: 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.000 1.00 1.00)
D 0.00. 0.00: 0.00. 0.00 0.00. 0.00. 0.00 0.00 1.00. 1.00. 1.00. 1.00 0.00: 1.00. 0.00: 1.00 0.00. 0.00: 0.00. 0.00 1.00: 1.00: 1.00. 1.00

12 13 14 15 16 17

100 100 100 100, 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100  1.00
Dl 700 100 100 -1.00] 100 100 100 100 100 100 100  1.00 -1.00 100 100 _ 1.00 100 100 100 1.00] 1.00 _ 1.00 _ 1.00 _ 1.00

18 19 20 21 22 23

S 2 2 2 2 2 2 2 2 2 2 2 2 o . 2 2 2 2 2 2 0 2 0o 0 o ' 0
F 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00. 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00. 1.00 1.00]
D 1.00 1.003 1.003 1.00 1.00} 1.00 1.00 1.00 1.00 1.00 1.003 1.00f -1 .003 1.003 1.003 1.00 1.00 1.00 1.00 1.00 -1.000 -1.00. -1.000 -1.00

Mean Absolute Deviation: 0.85 Standard Deviation: 0.91 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted
<All> o
3 GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 8/30/2015

Scheduling Unit:
Published on date/time:

Support
09/03/2015 11:07:00

9/1/2015

S : Scheduled ACD

F : Forecasted

D : Difference

0 1 2 4 5
S 2 2 2 2 2 2 2 2 1 1 1 1 1 1 1 1 1 1T 2 2 2 2 2 2
F 1.00 1.00 1.00 1.00 1.00 1.00. 1.00. 1.00 1.00: 1.00! 1.00 1.00 1.00 1.00 1.00: 1.00 1.00. 1.00! 1.00 1.00 1.00: 1.00: 1.00 1.00
D 1.00 1.00 1.00 1.00 1.00 1.00 1.00: 1.00 0.00: 0.00! 0.00! 0.00 0.00 0.00 0.00! 0.00 0.00! 0.00: 1.00 1.00 1.00 1.00. 1.00! 1.00
6 7 8 9 10 11
2 2 2 2 2 2 1 1 1 1 0 - 2 2 2 2 2 2 2 2 2 1 1 1 1
E 1.00 1.00: 1.00 1.00 1.00 1.00: 1.00 1.00 1.00: 1.00: 1.00: 1.00 1.00 1.00 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.000 1.00 1.00)
D 1.00 1.00 1.00 1.00 1.00 1.00 0.00. 0.00 0.00! 0.000  -1.00: 1.00 1.00! 1.00. 1.00! 1.00 1.00 1.00 1.00 1.00 0.00 0.00! 0.00! 0.00]
12 13 14 15 16 17
S 1 1 1 1 2 2 1 1 1 1 2 2 1 2 2 1 2 2 2 2 2 2 2 2
1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00: 1.00! 1.00; 1.00 1.00 1.00 1.00 1.00
0.00. 0.00 0.00. 0.00 1.00 1.00 0.00 0.00 0.00 0.00. 1.00 1.00 0.00 1.00. 1.00 0.00 1.00. 1.00! 1.00; 1.00 1.00! 1.00: 1.00, 1.00
18 19 20 21 22 23
S 2 2 2 2 2 2 2 2 2 2 2 2 2 2 0 2 2 2 0 0 0 0 0 0
E 1.00 1.00 1.00 1.00 1.00 1.00 0.00 0.00 1.00 1.00 1.00 1.00 1.00 1.00: 0.00 0.00 0.00: 0.00: 0.00 0.00 1.00. 1.00 1.00 1.00|
D 1.00 1.00 1.00 1.00 1.00 1.00 2.00 2.00 1.00 1.00 1.00 1.00 1.00 1.00: 0.00 2.00 2.00 2.00. 0.00. 0.00 -1.000 -1.00. -1.000 -1.00
Mean Absolute Deviation: 0.75 Standard Deviation: 0.68 Number of schedulable time periods: 93
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> o
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 8/30/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:07:00
9/2/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
s|l o o 2 2 2 2 2 2 2 2 2 2 2 2 2 2 o 2 @ 2 @ 2 2 2 2 2
F 1.00 1.00 1.00 1.00 0.00 0.00: 1.00: 1.00 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 1.00! 1.00 1.00 1.00 1.00 1.00 1.00

D -1.000  -1.00 1.00 1.00 2.00 2.00. 1.00 1.00 1.00. 1.00 1.00: 1.00 1.00 1.00 1.00! 1.00 -1.00! 1.00! 1.00 1.00 1.00! 1.00: 1.00! 1.00

F 1.00 1.00: 1.00 1.00 1.00 1.00: 1.00; 1.00 1.00: 1.00: 1.00: 1.00 1.00: 1.00. 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.000 1.00 1.00)
D 1.00. 1.00: 1.00 1.00 1.00 1.00. 1.00 1.00 1.00. 1.00. 1.00. 1.00, -1.00: 1.00. 1.00. 1.00 -1.000 -1.000 -1.000 -1.00 1.00: 1.00: 1.00. 1.00

12 13 14 15 16 17

1.00 1.00 1.003 1.00 1.0d 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00; 1.00
-1.000 -1.00 -1.00 -1.00 1.00 1.00 1.00 1.00 1.00; 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 -1.00, 1.00! 1.00 1.00 1.00! 1.00: 1.00; 1.00

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 2 2 .0 . 2 . 2 2 . 2 . 0 . O 0 o . 2 . 2
F 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 1.00 1.00. 1.00 1.00 1.00. 1.00. 1.00 1.00]
D 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00  -1.00 1.00: 1.00 1.00 1.000 -1.000 -1.00 -1.00  -1.00 1.00 1.00

Mean Absolute Deviation: 1.02 Standard Deviation: 0.80 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> o
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 8/30/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:07:00
9/3/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 0o o 0o 0 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2 2 2
F 1.00 1.00 1.00 1.00 2.00 2.00 2.00 2.00 2.00 2.00 2.00 2.00 2.00 2.00 2.00: 2.00 2.00 2.00 1.00 1.00 2.00: 2.00 2.00 2.00

D -1.000 -1.000 -1.000 -1.00 0.00 0.00: 0.00! 0.00 0.00: 0.00: 0.00! 0.00 0.00 0.000  -2.00: 0.00 0.00! 0.00: 1.00 1.00 0.00: 0.00! 0.00: 0.00

F 2.00: 2.00: 2.00 2.00 2.00 2.00: 2.00: 2.00 1.00: 1.00: 1.00: 1.00 2.00 2.00. 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.000 2.00 2.00
D 0.00. 0.00! 0.00. 0.00 0.00. 0.00. 0.00 0.00 1.00. 1.00. 1.00. 1.00 0.00 0.00. -1.00. 1.00 1.00 1.00 1.00 1.00 -1.000 -1.000 -2.000 -2.00

12 13 14 15 16 17

1.00 1.00 1.003 1.00 1.0d 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00 2.00 2.00: 2.00 2.00 1.00 1.00 1.00 1.00 2.00 2.00 2.00: 2.00
1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00; 1.00 1.00 1.00, -2.00 -2.000 -2.000 -2.00 -1.00, 1.00! 1.00 1.00 0.00: 0.00: 0.00: 0.00

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 2 0 2 .2 2 2 2 .2 1 0 O 0o o 0o © 0
F 2.00 2.00 2.00 2.00 2.00 2.00 2.00 2.00 1.00 1.00 1.00 1.00 2.00 2.00 1.50. 1.50 1.00 1.00. 2.00 2.00 1.00. 1.00. 1.00 1.00]
D 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 1.00 1.00 1.00  -1.00 0.00 0.00 0.50 0.50 1.00 1.000 -2.000 -2.00 -1.000 -1.00. -1.000 -1.00

Mean Absolute Deviation: 0.66 Standard Deviation: 0.92 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> o
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 8/30/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:07:00
9/4/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 0o o 2 2 2 2 2 2 2 2 2 2 2 2 o 2 2 2 2 2 2 2 2 2
F 1.00 1.00 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00! 1.00 1.00 1.00: 1.00 1.00 1.00! 1.00 1.00 1.00

D -1.000  -1.00 1.00 1.00 1.00 1.00! 1.00 1.00 1.00. 1.00 1.00: 1.00 1.00 1.000 -1.00: 1.00 1.00: 1.00! 1.00 1.00 1.00 1.00: 1.00: 1.00

F 1.00 1.00: 1.00 1.00 1.00 1.00: 1.00; 1.00 1.00: 1.00: 1.00: 1.00 1.00: 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.000 1.00 1.00)
D 1.00. 1.00: 1.00 1.00 1.00 1.00. 1.00 1.00 1.00. 1.00.  -1.00. 1.00 1.00! 1.00. 1.00. 1.00 1.00 1.00 1.00 1.00 -1.000 -1.000 -1.000 -1.00

12 13 14 15 16 17

1.00 1.00 1.003 1.00 1.0d 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00; 1.00
1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00; 1.00 1.00 1.00f -1.00 -1.000 -1.000 -1.00 -1.00, 1.00! 1.00 1.00 1.00! 1.00: 1.00; 1.00

18 19 20 21 22 23

S 2 2 2 . 2 2 2 2 2 2 2 o . 2 2 .2 2 2 2 2 2 . 2 2 2 1 1
F 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 1.00 1.00. 1.00 1.00 1.00. 1.00. 1.00 1.00]
D 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.000  -1.00. 1.00 1.00 1.00: 1.00: 1.00 1.00 1.00. 1.00 1.00 1.00. 1.00: 0.00 0.00

Mean Absolute Deviation: 0.98 Standard Deviation: 0.71 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted
<All> o
3 GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 8/30/2015

Scheduling Unit:
Published on date/time:

9/5/2015

Support
09/03/2015 11:07:00

S : Scheduled ACD

F : Forecasted

D : Difference

0 2 4 5
S 0o 0o 1 1 2 2 1 1 1 1 1 1 1 1 2 2 1 1T 2 2 2 2 2 2
F 1.00 1.00 1.00 1.00 1.00 1.00! 1.00. 1.00 1.00: 1.00! 1.00 1.00 1.00 1.00 1.00: 1.00 1.00. 1.00! 1.00 1.00 1.00: 1.00: 1.00 1.00
D -1.000  -1.00: 0.00. 0.00 1.00 1.00 0.00: 0.00 0.00: 0.00! 0.00! 0.00 0.00 0.00 1.00! 1.00 0.00! 0.00: 1.00 1.00 1.00 1.00. 1.00! 1.00
6 7 8 9 10 11
2 2 2 2 2 2 2 2 2 2 1 2 2 2 1 2 2 2 2 2 1 1 1 1
E 1.00 1.00: 1.00 1.00 1.00 1.00: 1.00 1.00 1.00: 1.00: 1.00: 1.00 1.00 1.00 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.000 1.00 1.00)
D 1.00 1.00 1.00 1.00 1.00 1.00 1.00. 1.00 1.00 1.00 0.00: 1.00 1.00! 1.00: 0.00: 1.00 1.00 1.00 1.00 1.00 0.00 0.00! 0.00! 0.00
12 13 14 15 16 17
S 1 1 1 1 1 1 1 1 2 2 1 1 1 1T 2 1 1 2 2 2 2 2 2 2
1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 1.00 1.00: 1.00: 1.00 1.00: 1.00! 1.00; 1.00 1.00 1.00 1.00 1.00
0.00. 0.00 0.00. 0.00 0.00 0.00 0.00 0.00 1.00 1.00! 0.00 0.00 0.00 0.00 1.00 0.00 0.00: 1.00! 1.00; 1.00 1.00! 1.00: 1.00, 1.00
18 19 20 21 22 23
S 2 2 2 2 1 1 1 1 2 2 1 2 2 2 1 2 1 1 1 1 2 2 2 2
E 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00 1.00: 1.00 1.00 1.00 1.00 1.00 1.00 1.00. 1.00 1.00 1.00|
D 1.00 1.00 1.00 1.00 0.00 0.00 0.00 0.00 1.00 1.00 0.00 1.00 1.00 1.00: 0.00 1.00 0.00: 0.00. 0.00. 0.00 1.00. 1.00. 1.00 1.00
Mean Absolute Deviation: 0.56 Standard Deviation: 0.54 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted
<All> o
3 GENESYS

Schedule range:

Users: <All>

11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
08/31/2015 08:30:22
08/14/2017 08:30:22

Forecast Schedule Date range:
Schedule Date/Time Range:

Schedule 8/30/2015

Scheduling Unit:
Published on date/time:

9/6/2015

Support
09/03/2015 11:07:00

S : Scheduled ACD

F : Forecasted

D : Difference

0 7 2 3 7 5
sl 1 1 1 1 2 2 @ 2 2 2 2 2 2 T 1 T 1 T 1 2 . 2 2 . 2 2 2
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
D/ 100 100 100  1.00] 200 200 200 200 200 200 200 200 100 100 1.00 1.00 1.00 1.00 200 200 200 200 200  2.00
5 7 ) 9 70 1
0o o0 0 0 0 . 0 o0 0 0 o0 0 0 0 0 0 0 0 00 0 0 0 o0 0
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
D/ 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
12 13 14 15 16 17
s| o 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000] 000 000 000 000
18 19 20 21 22 23
s| o 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
F| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 0.00
D| 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000 000
Mean Absolute Deviation: 1.58 Standard Deviation: 2.79 Number of schedulable time periods: 24
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

)
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/7/2015
Scheduling Unit: Support
Published on date/time: 09/03/2015 11:07:00
9/7/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 4 5
S 12 12 12 12 12 12 12 12 11 11 11 1" 12 12 12 1 13 13 13 13 16 15 21 22
F 19.000 19.000 19.000 19.00 19.00 19.00. 18.00. 18.00 17.000 17.00. 19.00. 19.00 19.000  19.00 19.000 19.00 19.000 19.00. 19.000 19.00 19.000 19.000 22.000 22.00|

D -7.000 -7.000 -7.00 -7.00 -7.00 -7.00. -6.000 -6.00 -6.000 -6.000 -8.000 -8.00f -7.000 -7.000 -7.00. -8.00 -6.000 -6.000 -6.000 -6.00 -3.000  -4.000 -1.00: 0.00

" 11 9 N "7 171 10 - M 2 32 - 32 - 32 40 - 40 - 34 = 36 32 + 3% - 3y M 42 43 39 39
= 20.000 20.000 20.00 20.00f 20.00 20.000 20.000 20.00, 25.000 25.000 22.000 22.00, 23.000 23.00 23.000 23.00/ 22.000 22.00 23.00 23.00] 23.000 23.000 24.00 24.00
D -9.000  -9.00: -11.000 -9.00 -9.000 -9.00. -10.000 -9.00 0.00: 7.000 10.000 10.00f 17.000 17.00. 11.00. 13.00f 10.00. 13.00. 14.00 18.00, 19.00. 20.000 15.00. 15.00

12 13 14 15 16 17

F| 2300 2300 2300 2300 2500 2500 2400 2400 2400 2400 2600 2600 2200 2200 2300 2300 2400 2400 2600 2600 24.00 2400 2300 23.00
D| 800 800 1100 12.00 16.00 17.00 18,00 19.00] 31.00 31.00 32.00 34.00] 21.00 29.00 2500 23.00, 24.00 3200 2500 28.00] -2.00 -1.00 200 -2.00

18 19 20 21 22 23

S 2 2 - 21 . 21 22 | 2 @ 24 @ 24 24 23 . 22 . 22 9 © 19 . 15 © 20 20 . 20 © 20 @ 20 20 0 20 © 20 @ 20
F 22.00 22.000 21.00 21.00| 23.00 23.000 23.00 23.00] 23.00 23.00 23.000 23.000 19.00 19.00. 22.00. 22.00 19.000 19.00. 19.00 19.00; 19.00. 19.00. 20.00.  20.00
D -2.00. -2.003 0.00} 0.00 -1.003 -1.00. 1.00 1.00 1.00 0.00: -1.003 -1.00] 0.00} 0.00} —7.00} -2.00 1.00 1.00 1.00 1.00 1.00: 1.00. 0.00 0.00

Mean Absolute Deviation: 9.42 Standard Deviation: 12.16 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

[=]
Users: <All> O
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/7/2015
Scheduling Unit: Customer Service / Help Desk
Published on date/time: 09/02/2015 13:05:54
9/8/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
s| 15 +~ 15 = 15 = 15 14 14 = 14 - 14 3 ¢+ 13 + 12 12 13 ¢+ 13 12+ 12 1M1 - 14 - 14 - 14 5 15 21 21

2000 20.00 2000 2000 20.00 20.00. 18.00 18.00] 2000 2000 2000 20.00| 19.00 19.00 18.00 18.00 19.00 19.00 1800 18.00] 19.00 19.00 21.00 21.00
D| 500 -500 -500 -500 -6.00 -6.00 400 -400] -7.00 -7.00 -800 -800] -600 -6.00 -600 -6.00] -800 -500 -400 -400] -400 400 000 000

n

1 11 1 1 9 . 9 . 10 . 10 34 42 36 36 40 40 . 33 = 35 37 . 40 36 = 41 41 41 . 39 . 37
F| 2100 21.00 1900 19.00] 1800 1800 19.00 19.00] 2500 2500 23.00 2300 2500 2500 23.00 23.00 22.00 22.00 20.00 20.00] 22.00 22.00 2550 2550
D| -10.00 -10.000 -8.00 -8.00/ -9.00 -900 -900 -9.00| 9.000 17.00 13.00 13.00, 1500 1500 10.00 12.00] 1500 18.00 16.00 21.00| 19.00 19.00 1350 11.50

12 13 14 15 16 17

F 25.00 25.00 23.003 23.00 24.003 2400 24.00 24.00/ 23.000 23.000 23.000 23.00f 23.00 23.00 24.00 24.00] 24.00 24.00 2500  25.00 23.00  23.00 24.000 24.00
D 13.00 13.00 16.000 18.00f 12.00 14.00 16.00 16.00, 34.000 34.000 30.000 32.00f 28.00 39.000 14.000 26.00f 27.000 30.000 34.00 32.00 -2.00: 0.00: -3.000 -3.00

18 19 20 21 22 23

S 21 0 21 210 .21 2 . 22 @ 24 @ 24 25 25 24 | 24 8 19 © 16 = 20 20 . 20 © 20 @ 20 20 20 © 20 . 20
P 23.00 23.000 22.00 22.00| 22.00 22.000 2400 24.00, 24.00 24.00 24.000 24.000 21.00 21.000 21.00  21.00 19.00. 19.000 20.00 20.00/ 19.00. 19.00. 19.00  19.00
D -2.000 -2.00 -1.000 -1.00 0.00 0.00 0.00: 0.00 1.00 1.00 0.00' 0.00f -3.00 -2.000 -500 -1.00 1.00 1.00. 0.00! 0.00 1.00: 1.00: 1.00 1.00

Mean Absolute Deviation: 9.82 Standard Deviation: 12.71 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All>

[=]
Users: <All> O
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/7/2015
Scheduling Unit: Customer Service / Help Desk
Published on date/time: 09/02/2015 13:05:54
9/9/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
s| 15 +~ 15 = 15 = 15 3 + 13 13 13 12+ 12 + 13 = 13 13 ¢+ 13 12+ 12 13 14 14 14 5 15 21 21

2000 20.00 2000 2000 19.00 19.00. 2000 20.00| 19.00. 19.00 19.00 19.00] 19.00 19.00 19.00 19.00] 20.00 2000 20.00 2000| 19.00 19.00 20.00 20.00
D| 500 -500 -500 -500 -600 -6.00 -7.00 -7.00] -7.00 -7.00 -6.00 -6.00] -600 -6.00 -7.00 -7.00] -7.00 -6.00 -6.00 -6.00] -400 400  1.00 _ 1.00

n

11 . 11 . 10 10 10 10 11 1 36 43 35 36 44 44 = 35 = 35 36 . 35 = 35 = 44 44 43 . 38 = 39
F| 2100 21.00 2100 21.00] 2000 2000 21.00 21.00] 2500 2500 2200 22.00 26.00 2600 27.00 27.00] 2400 24.00 24.00 24.00] 24.00 2400 23.00 23.00
D| -10.00 -10.000 -11.00 -11.00/ -10.00 -10.00 -10.00 -10.00| 11.00. 18.00 13.000 14.00, 18.00 18.00. 800 800 1200 11.00 11.00 20.00| 20.00 19.00 15.00 16.00)

12 13 14 15 16 17

S 3 . 3% 3B @ M 38 . 40 . 42 | 42 60 . 60 & 58 . 62 50 . 57 . 35 | 46 60 . 55 . 55 | 58 21 0 2 21 21
F 23.000 23.00 26.00 26.00f 25.00 25.00 25.00 25.00, 26.000 26.000 23.00 23.00, 23.00 23.000 2200 22.00f 25.000 2500 ~23.000 23.00f 24.000 24.000 24.000 24.00
D 12.000 12.00 9.00 15.00f 13.00 15.00 17.00 17.00| 34.00. 34.000 35.000 39.00f 27.00 34.000 13.000 24.00, 35.00 30.000 32.000 35.00 -3.000 -2.000 -3.000 -3.00

18 19 20 21 22 23

S 21 0 21 210 .21 2 . 22 24 | 25 25 26 . 25 . 24 9 &~ 18 © 16 . 20 20 . 20 © 20 @ 20 20 20 © 20 . 20
P 23.00 23.000 21.00 21.00| 22.00 22.000 2400 24.00, 24.00 24.00 24.000 24.00 18.00 18.000 21.00. 21.00 19.00. 19.000 19.00 19.00| 19.00. 19.00. 19.00  19.00
D -2.000  -2.00 0.00 0.00 0.00 0.00 0.00: 1.00 1.00 2.00 1.00 0.00; 1.00 0.00 -5.000 -1.00 1.00 1.00. 1.00 1.00 1.00. 1.00: 1.00 1.00

Mean Absolute Deviation: 10.04 Standard Deviation: 13.07 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/7/2015
Scheduling Unit: Customer Service / Help Desk
Published on date/time: 09/02/2015 13:05:54
9/10/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 14 14 - 14 = 14 14 14 = 14 - 14 2 12 11 13 12+ 12 + 13 13 13 13 13 = 13 3 13 219 21
F 20.000 20.000 19.00 19.00, 20.00 20.000 20.00. 20.00, 19.00. 19.00. 20.00. 20.00f 20.00. 20.000 18.00 18.00, 20.00. 20.00. 19.000 19.00 19.000 19.000 21.00. 21.00|
D -6.00 -6.00 -5.00 -5.00 -6.00 -6.00! -6.000  -6.00 -7.00.  -7.00: -9.00: -7.00 -8.000 -8.00 -5.00! -5.00 -7.000  -7.00 -6.000  -6.00 -6.00 -6.00; 0.00: 0.00|

12 . 12 . 12 12 12 12 . 11 1 34 43 . 37 37 42 . 43 . 37 36 34 . 38 31 = 33 37 . 37 34 = 35
F| 2100 21.00 1900 19.00] 19.00 19.00 20.00 20.00] 26.00° 26.00 2200 22.00] 25.00 2500 2450 2450 21.00 21.00 23.00 23.00] 23.00 23.00 22.00 22.00)
9000 -9.000 -7.00 -7.00| -7.000 -700 -9000 -9.00, 800 17.000 1500 1500 17.00 1800 1250 1150/ 13.00. 17.00 800 10.00] 14.00 1400 12.00 13.00)

12 13 14 15 16 17

F 23.00 23.00 25.003 25.00 23.003 23.000 24.00 24.00, 23.000 23.000 24.000 24.00f 24.00 24.00 23.00 23.00] 24.00 24.00 23.00  23.00 17.00 17.00 16.000  16.00]
D 15.00 14.00 15.000 14.00, 13.00 16.00 15.00 16.00, 18.000 18.000 15.000 14.00f 17.00 16.000 16.000 21.00f 17.000 14.000 14.00 16.00 -8.000 -8.000 -5.000 -5.00

18 19 20 21 22 23

S "m 1M 9 9 9 9 . 1M . 1" "m0 1M 9 9 1 02 102 2 2 2 2 2 2 2 @ 2
P 16.00 16.00 16.00 16.00( 18.00 18.000 18.00 18.00f 15.00  15.00 15.00 15.00 7.01: 7.01 7.01 7.01| 10.01  10.01 9.01 9.01 10.01. 10.01.  10.04  10.04
D -5.000 -5.00 -7.000 -7.00 9.00 -9.000 -7.000 -7.00 -4.00. -4000 -6.00 -6.000 -6.01 -501 -6.01 -5.01 -8.01.  -8.01. -7.01 -7.01 -8.01. -8.01. -8.04 -8.04

Mean Absolute Deviation: 9.57 Standard Deviation: 10.49 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> (®)
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/7/2015
Scheduling Unit: Customer Service / Help Desk
Published on date/time: 09/02/2015 13:05:54
9/11/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 14 14 - 14 = 14 3 + 13 13 13 "7 11 11 12 12 12 11 0 1" 13 13 12+ 12 12+ 12 + 13 13
F 17.000 17.00 19.000 19.00, 20.00 20.00. 19.00. 19.00f 18.00. 18.00. 19.000 19.00, 20.000 20.000 19.00. 19.00 19.00. 19.00. 19.00 19.00 19.000 19.000 19.00. 19.00|
D -3.00 -3.00 -5.00 -5.00 -7.00 -7.00: -6.000  -6.00 -7.00.  -7.00: -8.00: -7.00 -8.000 -8.00 -8.00! -8.00 -6.000  -6.00 -7.000  -7.00 -7.00 -7.00; -6.000  -6.00

F 11.00.  11.00: 7.00 7.00 8.00 8.00: 8.00: 8.00/ 21.000 21.000 21.000 21.00| 23.000 23.000 23.000 23.00f 22.00 22000 23.00 23.00 2500 2500 24.00 24.00
-9.000  -9.000 -5.000 -5.00 -6.000 -6.00. -6.000 -6.00, 12.00. 12.000 13.00. 14.00 17.00. 18.00: 8.00. 13.00f 20.000 24.00. 13.000 13.00, 14.00. 14.00 9.00.  10.00]

12 13 14 15 16 17

F 19.00 19.00 24.003 24.00 25.003 25.000 25.00 25.00, 24.000 24.000 26.000 26.00f 23.00 23.00 25.00 2500/ 21.00 21.00 22.00  22.00 16.00  16.00 17.00:  17.00]
D 12.000 11.000 11.000 12.00f 13.00 12.000 14.00 14.00, 14.000 14.00 6.00 7.00 9.00 8.00 7.000 17.00f 15.000 16.00. 15.00 13.00 -7.00. -7.000 -7.000 -6.00

18 19 20 21 22 23

s| 11 11 9 9 9 9 11 1 "o 9 9 1 2 1 2 2 2 2 2 2 2 2 2
F| 1600 1600 1800 1800 17.00 17.00 1800 1800 1600 1600 1500 1500 802 802 902 902 802 802 802 802 802 802 807 807
D| 500 500 900 -9.00] -800 -800 -7.00 -7.00] -500 -500 -6.00 -6.00 -7.02 602 -802 -7.02] -6.02 602 -602 -602] 602 -602 607 -6.07

Mean Absolute Deviation: 8.90 Standard Deviation: 9.70 Number of schedulable time periods: 96
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Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> o
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22
Schedule 9/7/2015
Scheduling Unit: Customer Service / Help Desk
Published on date/time: 09/02/2015 13:05:54
9/12/2015
S : Scheduled ACD F : Forecasted D : Difference
0 1 2 3 7 5
S 5 15 15 = 15 3 13 12 13 "7 12 11 1" 12 12 11 0 12 13 13 13 = 13 12 12 12 12
F 18.000 18.000 19.000 19.00, 20.00 20.00. 17.00. 17.00 19.00. 19.00. 18.000 18.00, 18.000 18.000 19.00. 19.00/ 19.00. 19.00. 19.00 19.00 15.000 15.000 15.00 15.00|
D -3.00 -3.00 -4.00 -4.00 -7.00 -7.00: -5.000  -4.00 -8.00.  -7.00: -7.00! -7.00 -6.000  -6.00 -8.00! -7.00 -6.000  -6.00 -6.000  -6.00 -3.00! -3.00 -3.000  -3.00

F 10.00.  10.00: 9.00 9.00, 17.00 17.00 16.00 16.00| 10.00 10.00 10.000 10.00, 16.000 16.00. 16.00. 16.00| 19.00 19.000 25.00 25.00/ 16.00 16.00 16.00  16.00
-8.000 -8.000 -7.000 -7.00f -15.000 -15.00. -14.00. -14.00 -9.000 -9.000 -8.00. -8.00, -15.00. -15.00. -15.00. -15.00| -19.00. -19.00: -25.00. -25.00f -15.00. -15.00. -15.00. -15.00

12 13 14 15 16 17

F 13.00 13.00 15.003 15.00 18.003 18.000 23.00 23.00f 22.00. 22.00. 20.000 20.00, 20.00 20.00: 21.00 21.00] 22.00 22.00 23.00  23.00 2100 21.00 14.000  14.00]
p| -12.000 -12.000 -14.00 -14.00 -3.00 -4.00 -4.00 -4.00 -3.000 -3.000 -4.00 -4.00f -3.00 -5.000 -5.00 -3.00 -5.000 -3.000 -4.000 -4.00 -6.000 -6.000 -11.00, -11.00

18 19 20 21 22 23

S 6 6 . 15 . 15 %5 . 15 17 © 16 %5 15 . 13 17 5 ~ 18 . 18 . 18 1 . 18 . 18 18 8 . 18 © 16 . 16
P 13.00 13.00 14.00 14.00( 20.00 20.000 20.00 20.00; 21.00. 21.00 20.000 20.00, 19.00 19.00. 22.00. 22.00 18.00. 18.00 19.00 19.00/ 18.00. 18.00. 19.00  19.00
D -7.000  -7.00 1.00 1.00 -5.00 -5.000 -3.000 -4.00 -6.000 -6.000 -7.000 -3.00 -400 -1.000 -4.00. -4.00 0.00 0.000 -1.000 -1.00 0.00: 0.000 -3.000 -3.00

Mean Absolute Deviation: 7.10 Standard Deviation: 5.32 Number of schedulable time periods: 96

Print Date: Monday, August 14, 2017 8:42:03AM Genesys Page 197 of 198



Headcount Summary: Scheduled vs Forecasted

Schedule range: <All> °
Users: <All> o
Forecast Schedule Date range: 11/22/2013 12:00:00 AM - 8/14/2017 11:59:59 PM
Schedule Date/Time Range: 08/31/2015 08:30:22
08/14/2017 08:30:22

Schedule 9/7/2015

Scheduling Unit: Customer Service / Help Desk

Published on date/time: 09/02/2015 13:05:54

9/13/2015

S : Scheduled ACD F : Forecasted D : Difference

0 1 2 3 7 5
S 3 13 13 = 13 3 13 12 13 12 12 12+ 12 "1 11 11 12 12+ 13 13 = 13 12 12 12 12
F 20.000 20.000 19.00 19.000 20.00 20.000 19.00. 19.00, 19.00. 19.000 19.000 19.00; 18.00. 18.00. 19.00 19.00, 18.00. 18.00. 19.000 19.00 16.000 16.000 12.00 12.00|

D -7.000 -7.000 -6.000 -6.00 -7.00 -7.000 -7.00. -6.00 -7.000 -7.000 -7.000 -7.00, -7.000 -7.000 -8.00. -7.00 -6.000 -5.000 -6.000 -6.00 -4.00.  -4.00: 0.00: 0.00

2 2 2 2 2 2 2 2 1T 2 1 2 1 1 1 1 0 0o o 0 1 1 1 1
F 13.00  13.00 8.00 8.00f 13.000 13.000 13.000 13.00, 14.00 14.00 8.00: 8.000 14.000 14.000 13.000 13.00f/ 19.000 19.000 22.00 22.00{ 15.000 15.000 13.00. 13.00]
p| -11.000 -11.000 -6.00 -6.00f -11.000 -11.00. -11.00. -11.00{ -13.00. -12.00. -7.00. -6.00, -13.00. -13.00. -12.00: -12.00f -19.000 -19.00! -22.00. -22.00| -14.00. -14.00. -12.00. -12.00j

12 13 14 15 16 17

S 1 1 1 1 5 16 19 19 19 © 19 . 16 © 19 6 . 14 = 15 | 16 9 © 19 © 19 = 19 3 . 13 3 . 3
F 12.000 12.000 14.000 14.00/ 18.00 18.00 22,00 22.00/ 21.000 21.000 22.000 22.00f 18.00 18.00. 21.00. 21.00, 18.00. 18.00. 22.000 22.00f 19.00. 19.00. 16.00. 16.00
p| -11.000 -11.00 -13.000 -13.00 -3.00 -2.00 -3.00 -3.00 -2.000 -2.000 -6.000 -3.00f -2.00 -4.000 -6.000 -5.00 1.00 1.000 -3.000 -3.00 -6.000 -6.000 -13.00, -13.00

18 19 20 21 22 23

S 8 8 . 156 . 15 %5 . 15 © 15 | 16 14 © 15 © 15 . 18 5 ~ 18 . 18 . 18 1 . 18 . 18 18 18 . 18 © 15 . 15
P 14.00 1400 16.00 16.00( 17.00 17.00.  20.00 20.00f 20.00  20.00 21.000 21.00, 17.00 17.00. 21.00. 21.00 18.00. 18.00  18.00 18.00/ 19.00. 19.00. 19.00  19.00
D -6.000 -6.00 -1.000 -1.00 -2.00 -2.000 -5.00 -4.00 -6.000 -5.00 -6.000 -3.00 -2.00 1.000 -3.000 -3.00 0.00 0.00: 0.00! 0.00 -1.000 -1.00. -4.000 -4.00

Mean Absolute Deviation: 6.69 Standard Deviation: 4.96 Number of schedulable time periods: 96
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