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INTRODUCTION TO THE ASPECT
WORKFORCE MANAGEMENT USER
GUIDE

In modern contact centers and customer
service environments, managing a large
and diverse workforce efficiently is a
significant challenge. Scheduling agents,
tracking adherence, handling time-off
requests, and ensuring service levels are

met requires a robust software solution.
This is where Aspect Workforce
Management steps in as a powerful
tool designed to streamline these
complex operations. For new
administrators, supervisors, and even
veteran planners, having a reliable
Aspect Workforce Management User
Guide is essential for unlocking the
platform’s full potential. This article
serves as a comprehensive walkthrough,
helping you navigate the core functions,


https://app.ardentx.com/

optimize your scheduling processes, and
leverage data to make informed
decisions. Whether you are setting up
the system for the first time or looking to
refine your existing workflows,
understanding the nuances of this
platform will lead to improved agent
satisfaction and operational efficiency.

GETTING STARTED WITH ASPECT
WORKFORCE MANAGEMENT

Before diving into advanced features, it
is important to establish a firm
understanding of the foundational
elements. This section covers the initial
setup, user roles, and the basic
navigation that every operator should
know when consulting their Aspect
Workforce Management User Guide.

System Overview
and Dashboard
Navigation

The main dashboard is the command
center of the application. Upon logging
in, users are presented with a high-level
view of key performance indicators
(KPIs), including service level
percentages, average speed of answer,
and agent adherence rates. The
interface is divided into several panels
that can be customized based on your
role. For example, a workforce manager
might see schedule adherence graphs,
while a contact center director might
focus on forecast accuracy metrics.
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Familiarizing yourself with the navigation
pane is the first step in any Aspect
Workforce Management User Guide.
The left-hand menu typically houses
modules for Forecasting, Scheduling,
Agent Desktop, and Reporting. Clicking
through these modules reveals sub-
menus that allow for granular control
over every aspect of the workforce
lifecycle.

User Roles and
Permissions

Aspect Workforce Management supports
a variety of user roles, each with specific
permissions. Understanding these roles
is crucial for security and workflow
integrity. Common roles include:

e Administrator: Full access to
configuration, system settings, and
all modules.

* Planner/Forecaster: Access to
forecasting and long-term
scheduling tools.

e Supervisor: Access to real-time
adherence, intraday management,
and agent views.

e Agent: Limited access to view
personal schedules, request time
off, and trade shifts.

When following your Aspect Workforce
Management User Guide, it is vital to
ensure that permissions are set correctly
during the initial implementation phase.
This prevents unauthorized changes and
ensures that each user only sees the
data relevant to their job function.



FORECASTING: THE FOUNDATION
OF WORKFORCE PLANNING

Accurate forecasting is the bedrock of
effective workforce management.
Without a reliable prediction of call
volume and handle time, scheduling
becomes guesswork. This section
explains how to use the forecasting
module, a critical component of any
thorough Aspect Workforce
Management User Guide.

Creating a
Volume Forecast

The forecasting engine utilizes historical
data to predict future contact volumes.
To create a forecast, navigate to the

Forecasting module. You will typically
start by selecting a date range and a
specific queue or skill. The system
automatically pulls historical call volume
data from your Automatic Call Distributor
(ACD). You can apply different
forecasting models, such as moving
averages or exponential smoothing,
depending on your business patterns. A
key tip found in the Aspect Workforce
Management User Guide is to review
and adjust for outliers. For instance, if a
major marketing campaign occurred on
a specific day last year, you may want to
exclude that data to avoid skewing your
forecast.
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Adjusting for

Shrinkage and

Special Events

Shrinkage refers to time when agents
are logged in but not available to handle
calls. This includes breaks, training,
meetings, and off-phone tasks. In the
forecasting module, you can apply
shrinkage percentages to ensure that
your schedule has enough buffer to
cover these activities. Additionally, you
can add manual adjustments for known
events such as holidays or product
launches. The ability to layer these
adjustments is a feature frequently
highlighted in the Aspect Workforce

Management User Guide because it
directly impacts the accuracy of your
staffing requirements.

SCHEDULING: BUILDING AND
MANAGING AGENT SCHEDULES

Once your forecast is complete, the next
step is scheduling. This module takes the
staffing requirements generated by the
forecast and turns them into actual shifts
for agents. Mastering the scheduling
tools is a primary goal of the Aspect
Workforce Management User Guide.

Generating an



Auto-Schedule

The auto-schedule feature is a powerful
time-saver. It uses algorithms to match
available agents to the required staffing
levels based on their skills, seniority, and
availability preferences. To run an auto-
schedule, you define the scheduling
period, select the groups or teams to be
scheduled, and set optimization
parameters. The system will then
generate a draft schedule that you can
review and tweak. One common
frustration for new wusers is
understanding why the system chose
certain assignments. Reviewing the
optimization rules within the Aspect
Workforce Management User Guide
will help you configure these settings to

better align with your business rules,
such as respecting agent shift
preferences or minimizing overtime.

Manual Editing
and Shift Bidding

Even with excellent auto-scheduling,
manual adjustments are often
necessary. You can drag and drop shifts,
assign split shifts, or create custom
schedules for specific days. The Aspect
Workforce Management User Guide
provides detailed instructions on using
the Schedule Editor. This interface allows
you to view schedules in daily, weekly,
or monthly views. For organizations that
use shift bidding, the platform supports
this workflow as well. Agents can bid on
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available shifts based on seniority, and
the system automatically awards the
shifts once the bidding period closes.
This feature increases agent satisfaction
by giving them more control over their
work-life balance.

REAL-TIME ADHERENCE AND
INTRADAY MANAGEMENT

Creating a perfect schedule is only half
the battle. The real challenge is ensuring
that agents follow it. This is where the
Real-Time Adherence (RTA) module
comes into play. This section is often
considered the most actionable part of
the Aspect Workforce Management
User Guide.

Monitoring Agent
Adherence

The RTA dashboard shows you a live
view of agent states compared to their
scheduled activities. You can see if an
agent is late from break, logged in but
idle, or handling a long call. The system
calculates a percentage score for
adherence, which is a key performance
metric. The Aspect Workforce
Management User Guide recommends
setting up threshold-based alerts. For
example, you can configure the system
to send a notification to a supervisor
when an agent’s adherence drops below
85%. This allows for immediate coaching
and intervention, preventing small issues



from becoming major service level
problems.

Intraday Re-
Forecasting

No forecast is perfect, and unexpected
events like a sudden spike in call volume
or a high number of sick calls can throw
off your plan. The intraday re-forecasting
tool allows you to adjust your staffing
needs on the fly. Based on the current
day’s data, the system can re-calculate
the required number of agents for the
remaining hours. The Aspect
Workforce Management User Guide
explains how to use this feature to make
data-driven decisions, such as adjusting
break schedules or authorizing overtime

to meet the new demand.

REPORTING AND ANALYTICS

Data is worthless if you cannot extract
actionable insights from it. Aspect
Workforce Management comes with a
comprehensive reporting suite. Learning
how to build and interpret these reports
is a significant focus of the Aspect
Workforce Management User Guide.

Standard Reports
vs. Custom
Reports

The platform includes a library of
standard reports covering topics like
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schedule adherence, forecast accuracy,
and agent productivity. These are
excellent for quick, recurring reviews.
However, the true power of the system
lies in its custom report builder. You can
create reports that combine data from
multiple sources, filter by specific teams
or skills, and visualize the data with
charts and graphs. When exploring this
feature, the Aspect Workforce
Management User Guide advises
starting with a clear question you want
to answer, such as "Which team has the
highest overtime cost this month?" Then,
build the report to answer that specific
question.

Scheduling
Historical
Reports

Historical reports are vital for
compliance, payroll audits, and long-
term planning. You can run reports that
show who worked which shift, who called
in sick, and how many hours of overtime
were used. These reports can be
exported to Excel or PDF for distribution.
The Aspect Workforce Management
User Guide stresses the importance of
scheduling these reports to run
automatically at the end of each pay
period or month. This ensures that you
always have a trail of data for auditing



purposes without having to remember to
manually generate them.

AGENT SELF-SERVICE AND
MOBILITY

Modern workforce management is not
just about administrator control; it is also
about empowering agents. The self-
service portal allows agents to manage
their own schedules within defined
boundaries. This section of the Aspect
Workforce Management User Guide
focuses on the agent experience.

Managing Time-
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Off Requests

Agents can submit time-off requests
directly through the portal. The request
goes into a queue where it can be
approved or denied by a supervisor
based on coverage needs. The system
automatically checks for conflicts, such
as multiple agents requesting the same
day off. This reduces the administrative
burden on management and provides a
transparent process for agents. The
Aspect Workforce Management User
Guide details how to set up approval
chains and configure which types of time
off are available (e.g., vacation, personal
day, sick leave).
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Shift Trading and
Availability

One of the most popular self-service
features is the ability to trade shifts with
other agents. An agent can post a shift
they want to give away, and another
agent can claim it, pending approval.
The system checks skills and
certifications to ensure the replacement
agent is qualified. The Aspect
Workforce Management User Guide
explains how to set rules for shift
trading, such as limiting trades to within
the same department or requiring
manager approval for all swaps. This
feature significantly reduces the number
of manual schedule change requests
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that supervisors have to handle.

BEST PRACTICES FOR SYSTEM
CONFIGURATION

To get the most out of the platform, it is
important to follow best practices during
the initial setup and ongoing
maintenance. This advice is typically
consolidated in the advanced sections of
the Aspect Workforce Management
User Guide.

Data Integrity
and Integration

The system is only as good as the data it
receives. Ensure that your integration
with the ACD is clean and that data is



flowing without errors. Regularly audit
your data to check for missing or
duplicate records. The Aspect
Workforce Management User Guide
recommends setting up a weekly data
validation check. This involves
comparing the raw data coming from the
ACD against what is displayed in the
workforce management system.
Catching errors early prevents forecast
inaccuracies and scheduling mistakes
downstream.

Training and

12

Management

Introducing a new workforce
management system or upgrading to a
new version requires proper training.
The user guide is a training resource, but
it should be supplemented with hands-
on workshops. Create a group of super-
users who become experts in the
Aspect Workforce Management User
Guide and can help others in their
teams. Change management is critical;
agents and supervisors need to
understand the benefits of the new

Ch system, such as more accurate

a nge schedules and greater flexibility, to
ensure buy-in and adoption.
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ISSUES

Even with the best training, users will
encounter issues. This section covers
common problems and how to resolve
them using the Aspect Workforce
Management User Guide as a
reference.

Schedule
Generation
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TROUBLEEI?FBI\P‘SCOMMON

If the auto-schedule fails to generate, it
is often due to missing data or
conflicting rules. Common causes
include agents with no scheduled skills,
shifts that are longer than the maximum
allowed, or overlapping schedule
constraints. The error message usually
provides a clue. The Aspect Workforce
Management User Guide contains a
comprehensive error code reference.
Look up the



