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About  

ISC Consultants, Inc. is a full service software development and consulting firm specializing in 
the support of call centers and other points of customer contact.   

A privately held New York corporation, the company was founded in 1973 to offer consulting 
and product development in the field of training and performance improvement for contact 
centers.  In 1992, ISC established a computer-consulting group for software development 
projects.  Working with leading companies in the telecommunications, financial services, 
insurance, and high-tech industries, ISC has developed a strong track record for providing 
measurable improvements in performance through the effective use of people, work-process 
design, and technology. 

Early in the development of Internet/Web technology, we became excited by the opportunity 
to give the end users of key contact center technology more functionality and more direct 
control.  ISC saw an increasingly complex contact center environment being served by 
cumbersome and expensive products.  Web-based technology made it possible to produce a 
workforce management product that empowers users with an affordable, scalable, user-
managed workforce management solution.   In 2000, ISC introduced its innovative Irene® 

workforce management software to the contact center marketplace. 

Our technical team includes recognized leaders in the workforce management field and world-
class scientists with many years of experience, including Dr. Len Forys and Dr. Ashok Erramilli, 
among the foremost authorities in scheduling algorithms. 
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  The Basics      

Irene® is designed to deliver the following primary services: 

 Forecast the expected contact volume (how many calls or other demand-driven contacts 
will you receive and how much work time will it take to handle them). 

 Calculate the number of agents required during each scheduling interval to achieve your 
predetermined service level targets. 

 Generate schedules that (1) deliver the required workforce with the correct skill sets  
and (2) comply with company work policies, labor agreements, and government regulations. 

 Provide tracking and reporting tools that compare plans vs. actual results and deliver 
analytical detail to support the needs of management. 

All good workforce management systems can handle certain basic functions.  The difference is 
how they perform these critical tasks, and at what cost. 

What makes Irene® different 

A key to providing quality customer care in a dynamic and changing business environment is 
the ability to schedule the right number of people at the right time.  Scheduling must take into 
account both the changing needs of the business and the unique needs of employees.  

Several factors allow Irene to provide unique advantages to your organization: 
 

Ç Irene’s superior scheduling algorithms, originally designed to meet the stringent needs of 
our telecommunications clients, provide exceptionally efficient use of agent workforce. 

Irene forecasts contact-handling times by time-of-day interval for greater accuracy.  

Calculations of the required workforce are based on feedback from actual contact-handling 
data to provide projected workforce requirements more accurately than the standard 
formulas or "simulations" used in many products.   

Irene’s proprietary scheduling algorithms produce schedules that match the required line 
very closely.  Irene manages contact center resources across multiple sites and teams. 

It is possible to schedule multi-skilled agents (bilingual, etc.) to assure coverage of all skill 
requirements in the most efficient way and take advantage of large team efficiencies 
without running the risk of under-scheduling for a required skill. 
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What makes Irene® different, cont. 
 

Ç With a user-centered design, Irene puts you in control.  Changing team configuration, 
adding or closing sites, and many other tasks are totally and easily controlled by the user, 
avoiding the cost and delays of vendor dependence. 

Irene’s design philosophy is to give the user access to as much configuration and 
functionality as possible.  

Users can (and do) change not only scheduling parameters such as service level targets and 
site hours, but also the configuration of call flow. They add and close sites, configure new 
services and add new work rules. 

Irene’s reports may be configured and customized by your own personnel. 
 

Ç A totally web-based, open standards architecture makes Irene easy to install and maintain 
– and offers unparalleled advantages of scalability and convenience.  Irene Enterprise may 
be securely accessed and used from any networked PC with only a web browser.  

Irene’s web-based design means that there is no need to install and maintain software on 
the user’s computer.  With its Internet-based architecture, Irene can be used for multiple 
contact centers across multiple locations. 

A user can work from anywhere to perform the scheduling and management functions 
specified in his or her profile.  

With appropriate authorization, agents can view and print schedules, request days off, and 
perform other administrative tasks which previously required manual intervention.  

Irene’s ease of use and speed of response make it easy to adjust to changing business 
conditions. 
 

Ç ISC is dedicated to constant development and refinement so that Irene remains the leader 
in technology and usability. 

The software is based on industry standards such as SQL, XML, HTML, ODBC, and Windows, 
ensuring its long-term viability and capacity to adapt to changing technology and market 
conditions.  

We make use of these open standards to deliver new and custom capabilities and to 
integrate with other systems.  

Users are supported with the full depth of ISC’s world-class technical expertise during the 
installation, training, and follow-up stages of implementation – and whenever your 
personnel needs assistance. 
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What makes Irene® different, cont. 
 

Ç No hidden charges.  Unlike many software providers, ISC does not charge for the following 
types of activities: 

No extra charge for changing system configuration (hours of operation, number of teams, 
length of tours, etc.). 

No extra charge for adding site or work locations (charges are based exclusively on 
scheduled agents). 

No extra charge for exporting standard available data to produce customized reports. 

No extra charge for In Charge or supervisory stations. 
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Irene® Enterprise Features 
 

Forecasting Features 

 Forecasts Average Handle Time by time interval for more accurate scheduling  
 Tracks and projects growth trends, seasonal, weekly, and daily contact patterns  
 Accurately adjusts forecasts to account for recycling of abandoned contacts  
 Mark special days and atypical data  
 Compensate for missing data  
 Manually override or adjust forecasts  
 Import and compile data simultaneously from multiple sources with varied data intervals  

 
Workforce Requirements Features 

 Calculate workforce requirements based on projected contact volume and performance 
targets  

 Forcing based on simultaneously satisfying multiple quality- of-service criteria — including 
ASA, % abandons, service level, and maximum occupancy  

 Adaptive algorithm dynamically adjusts workforce requirements based on past performance  
 No upward bias in requirements generation  
 No limit on number of skills supported  
 Rapid analytical determination of skill based force requirements with automatic 

quantification of benefits of multi-skilled agents  

 
Scheduling Features 

 Automated schedule development for one site or multi-site, multi-skill complex  
 Applies user-defined business rules to create shifts that meet business needs 
 Teams and sites can be in multiple time zones  
 User-defined maximum percentage of split shifts  
 Agents can enter preferences on all aspects of shifts  
 User-defined shifts and multi-day assignments are possible  
 Shifts matched to agent preferences based on user defined ranking — seniority, 

performance, awards  
 User controls day-of-week allocation of surplus agents  
 User may specify daily or weekly repetitive schedules  
 Pre-assigned meetings and training automatically integrated into an efficient work schedule  
 Balanced allocation of workload between sites 
 Preference based or rotation based day-off rules 
 Skills Based Scheduling  
 Payroll interface 
 Vacation Planning and Tracking module 
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Real-Time Management Features 

 Tracks and reports difference between actual performance and forecast  
 Intraday adjustment of forecast adjusts workforce requirements to meet targets under 

change 
 Graphical interface to adjust break and lunch schedules, account for agent absences, enter 

other exceptions to schedule  
 Real-time display of agents scheduled vs. agents required to meet service targets  
 Real-time switch data on speed of answer, service level, and occupancy compared to targets 
 Real-time display of schedule adherence – who is handling contacts, who is available, who is 

scheduled but unavailable  

 
Access Features 

 Versatile and easily configured security system provides individual access profiles by 
function and work group  

 Agent access for individual schedules available  
 Agent access for vacation schedule and preferences available 
 Agent access for work and days off preferences available  

 
Planning Features  

 “What-if” database to test forecast and scheduling scenarios  
 Long-term planning module for annual and multi-year force planning projections 
 Input contact assumptions by percentage or number 
 Input AWT assumptions by team and service 
 Input new hire projections including churn rate and impact on AWT 
 Custom reports and dynamic “what ifs” 
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Irene® Long Term Force Planner 

The Irene Long Term Force Planner provides contact centers the ability to project future 
workforce needs for their total organization.  The Force Plan is based on past contact history 
and user-entered assumptions about the impact of such factors as turnover, training for new 
hires or re-training, the addition of new services, or changes in service performance targets. 

The Planner bases an estimate of contact volume for a future month on the contact volume for 
the same month of the previous year. 

Because there are inconsistencies from month to month and year to year in the number of 
holiday and weekend days contained in a month, all Long Term Planner data is summarized 
separately for Saturdays, Sundays, Holidays, and Average Business Days.  By tracking each type 
of day separately, the Planner avoids inappropriate day-to-day comparisons. 

Users can modify the basic monthly estimates of contact volume by entering data into simple 
formula templates that Irene uses to calculate the impact of turnover, new hires, overtime, or 
changes in work rules and performance goals. 

The module provides the following functionality: 

Ç Ability to forecast workload monthly, annually, and for multiple years 
Ç Ability to create trended predictions of occupancy, absenteeism, employee turnover, 

training, and supervisory, clerical and other cost-of-service related factors based on data in 
the Irene® database 

Ç Ability to apply manual adjustments to all factors 
Ç Ability to save multiple alternative planning views based on differing assumptions 
Ç Ability to track actual vs. planned results based on data in the Irene® database 
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Irene® Enterprise Analysis Reports 

Irene Analysis Reports provide rolled-up summaries of monthly contact and performance data 
to allow evaluation and analysis of historical results by team and site. 

The Analysis Reports track data about contacts and employee activities. 

A large number of data types are provided as standard data.  In addition, the user may define 
new data types by applying formulas to the standard data types. 

The user may view and create Quick Reports that summarize results for whole systems or for 
individual sites and services. 

Analysis Report summary data is recomputed each night for the current month.  Because final 
data for a given month may not be completely entered for some period of time after the end of 
the month, data continues to be recomputed nightly for five business days after the end of the 
month. 

Other Reports 

Irene’s reporting module offers over a hundred options that provide a wide range of data views 
and sorts to aid every type of evaluative, managerial, and reference need. 

Reports are organized within the following categories on the Irene menus: 
 

Employee Info Reports on individual employees’ status, work rule settings, and Preferences. Example: 
seniority rank, skills, Team membership, Work Hours Available, Tour Types. 

Employee Schedule Reports on employees’ scheduled assignments, time off, schedule changes. Examples: 
Absences, Exceptions, Inactive Dates, Holiday History, Preassignments, Trades, Transfers. 

Employee History Data related to individual employee attendance/absence records as they related to payroll 
processing. 

Line  
Management 

Reports on scheduled employee activities by type in a selected date/time range. For 
example: On Board, On Lunch, Off Board Working, Check In/Check Out. 

Used primarily by InCharge personnel to evaluate schedule and agent adherence and to 
determine the need for Intraday schedule adjustments. 

Reference Reports on the configuration of components in your center that impact schedule 
development. For example: Queues assigned to Services, Services assigned to Teams, Skills 
assigned to employees and Services. Access reports on user-defined codes that identify and 
define elements in a schedule: Activities, Holidays, Skills, Tour Types, Defined Shifts, 
Weekly Assignments. 

Results Reports of actual contact data related to Team and agent performance: summary totals of 
work volume and Customer Serve Times, comparisons of individual performance vs. Team 
and Site averages, comparisons of Forecast vs. actual data. 

Schedules Summary reports on scheduled assignments: tallies of holiday and other days off, 
comparisons of scheduled hours vs. agent availability hours. View a Team’s finalized 
assignments, updated to include the most recent Exceptions and Trades. 
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If you’d like additional information about Irene®, including system 
integration specs or a complete list of available reports  –  

OR if you’d like to see a demonstration online  –  

Please contact us at 212-477-8800 or irenewfm@isc.com. 

We’d love to show you how Irene’s innovative technology can bring 
unparalleled benefits to your organization. 

THANK YOU for considering Irene®, the Workforce Management 
Enterprise Solution. 
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