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THE DASHBOARD ENGINE

The KPI ribbon: your command center

WFM QUEUE PERFORMANCE DASHBOARD

Week 40 - 28 Sep 2026 - 04 Oct 2026 - 19 LOBs

13,388.0 11,816.1 m 94.4% 32.4% 2,705.0 m -2,234.1

Phone 7,522 | Picklist 5,866 Phone 6,811 | Picklist 5,005 Phone 5,530 | Picklist 5,624 Actual / Scheduled 1,295 met of 4,000 active Phone + Picklist Agents moved between channels Actual — Required (FTE)

ZOOM - THE CORE KPI CARDS

REQUIRED FTE SCHEDULED FTE ACTUAL FTE

13,388.0 11,816.1 m 83.3% 04.4%

Phone 7,522 | Picklist 5,866 Phone 6,811 | Picklist 5,005 Phone 5,530 | Picklist 5,624 Actual / Required Actual / Scheduled

Instant visibility across all core metrics. No macros required.

(Required) (Scheduled) (Coveruge%) (Adherence%)

Marwan Shaaban 2/6



MULTI-CHANNEL & ABU TRACKING

One table. 19 LOBs. Two channels

WEEKLY DAY-BY-DAY SUMMARY (all 19 LOBs)
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Unified view of 19 LOBs. Tracking Phone, Picklist, and intra-day agent ABU movements.
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THE DAILY INTERVAL TRACKER

Every half hour, mapped

Tnterval Required Staffing Scheduled Production Agents Actual Production Agents
H Req. PL Req. All Req. PH Staff. PL Staff. All Staff. PH Sch. PL Sch. All Sch. PH Act. ABU To PH No.PL Act. ABU To PL No.All Act.
7:00 (100 | 200 | 047 | 153 | 2.00 | 100 | 1.00 | 2.00 [o047 [ @ [153[ " 0
7:30 100 [ 200 | 063 | 233 | 297 | 1.00 | 2,00 | 300 |o063 | O [233| 0 |
8:00 [2.00 | 400 | 190 | 310 | 500 | 200 | 3.00 | 500 |19 | o6 |3i0| o |
8:30 (200 | 400 | 1.83 | 330 [ 493 | 200 | 300 | 500 [18 | 0  [310[ 0 |
9:00 (6.00 | 13.00 | 447 | 137 | 583 | 633 | 000 | 633 | 447 | 0 |137| o0 |
9:30 700 | 1400 | 657 | 180 | 837 | 7.00 | 167 | 867 | 657 | o |18 | 0 |
10:00 [7.00 | 15.00 | 6.90 | 127 | 817 | 733 | 183 | 917 | 690 | _©  [127 | 0 |
10:30 (800 | 1600 | 593 | 143 [ 737 | 750 | o000 [ 750 |593]| o0  [143] 0 |
11:00 (800 | 1700 | 710 | 1.33 | 843 | 883 | 043 | 927 [710 | 0  |133| o0 |
11:30 (800 | 1700 | 7.83 | 093 | 877 | 800 | 017 | 817 |78 | 0 |o09s| o0 |
12:00 (800 | 1700 | 727 | o060 | 7.87 | 7.83 | o0.00 | 7.83 |727 | o0 |o60 | O |
12:30 (800 | 1700 | 850 | 110 | 9.60 | 9.00 | 1.00 | 1000 | 850 [ o J|110| O |
13:00 800 | 1700 | 557 | 173 | 730 | 7.00 | o000 | 7.00 |557 [ o |173| 0 |
13:30 [8.00 | 1700 | 613 | 047 | 660 | 7.00 | 000 | 700 [613 | o0 Joa7 | o
14:00 800 | 1700 | 7.20 | 057 | 7.77 | 7.67 | 1.00 | 867 |720| o0 |o57 | O |
14:30 800 | 1700 | 630 | 230 | 860 | 800 | 1.00 | 9.00 |630 | o0 [230| 0 |
15:00 (800 | 17.00 | 7.37 | 450 | 11.87 | 8.00 | 5.00 | 13.00 | 737 | 0  |a50 | o0 |
15:30 (800 | 1700 | 557 | 413 [ 970 | 767 | 3.00 [ 1067 |557 | o0 413 0 |
16:00 (200 | 400 | 230 | 523 [ 743 | 200 | 560 | 760 |230 | o0 |[513[ 0 |
16:30 300 | 600 | 2313 | 603 | 817 | 250 | 550 | 800 |213| o  |603| O |
17:00 [3.00 | 600 | 133 | 230 | 363 | 300 | 083 | 383 [133 | o6 [230| o
17:30 300 | 600 | 467 | 003 | 470 | 5.00 | o000 | 500 |467 [ 3  |o003| 0 |
18:00 300 | 600 | 443 | 077 | 520 | 500 | o080 | 580 |443 | 3 o077 | 0 |
18:30 (300 | 600 | 297 | 1.70 | 4.67 | 4. | 050 [ a. | 297 | 3 J170| ©0 |
19:00 (200 | 400 | 317 [ 057 [ 373 | 400 | o000 [ 400 [3317 | 3  Jo57 | 0 |
19:30 200 | 400 | 347 | 080 [ 427 | 400 | o000 [ 400 |[347 | 3  Jo80 | 0 |
20:00 200 | 400 | 090 | 337 | 427 | 2.00 | 3.00 | 50 Jo9 [ O  |337| 0 |
20:30 [2.00 | 400 | 133 | 3.43 | 477 | 200 | 3.00 | 500 |13 | o0 |3as| o |
21:00 100 | 200 | 043 | 287 | 330 | 133 | 3.00 | 433 |o043 | O |28 | 0 |
21:30 (100 | 200 | 1.07 | 093 | 200 | 100 | 1.00 | 200 [107 | o6 Joe3| o |
22:00 (100 | 200 | 080 | 1.00 | 180 | 100 | 3100 | 200 |08 | 6 |io00| o |
22:30 000 | 100 | 0.00 | 147 | 147 [ 1.00 | 100 | 200 o000 | 0 J|147 | 0 |1
\_Total 155.0 142.0 297.0 126.5 64.0 190.5 151.2 49.3 200.5 126.5 64.0 190.5
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K.

half-hour intervals
07:00 to 22:30, per LOB

® Required, Staffing, Scheduled, Actual
side by side, per interval

® ABUToPH/ABUToPL
agent moves tracked live

® Dynamic lookups
no manual refresh of the layout

Granular control. 32 half-hour intervals mapped
dynamically against published schedules.



AUTOMATED RCA & ATTAINMENT

Every interval tagged: Met or Missed, and why

Root Cause Analsys (RCA)

Interval State Performance Driver Comment Action TakeniInterval State Performance Driver Comment Action Taken

Missed
Missed
Missed
Missed
Missed
Missed
Missed
Missed
Missed
Missed
Missed
Missed
Missed
Missed
Missed
Missed
Missed
Missed
Met
Missed
Missed
Met
Met
Missed
Met
Met
Missed
Missed
Missed
Met
Missed
Missed

AgentsO0OA | [ | Met |  intervalMet [ | |
Rgents0OA | [ | Met |  intervalMet [ | |
Rgents0OA | [ | Met |  intervalMet [ | |
Rgents0OA | | | Met | ntervalMet [ | |

Understaffing on Phone] | | Missed |Understaffing on Picklist | |
Agents00A | | | Missed |Understaffingon Picklist | |

Understaffing on Phone| | | Missed |Understaffing on Picklist___ | |

Understaffing on Phone] | | Missed |Understaffing on Picklist__— | |

Understaffing on Phone] | | Missed |Understaffing on Picklist___ | |

Understaffing on Phone] | | Missed |Understaffing on Picklist____ | |

Understaffing on Phone] | | Missed |Understaffing on Picklist___ | |
Agents00A | | | Missed |Understaffing on Picklist | |

Understaffing on Phonel | | Missed |Understaffing on Picklist__ | |

Understaffing on Phone] | | Missed |Understaffing on Picklist___ | |

Understaffing on Phone] | | Missed |Understaffing on Picklist___ | |

Understaffing on Phone] | | Missed |Understaffing on Picklist___ | |

Understaffing on Phone] | | Missed |Understaffing on Picklist___ | |

Understaffing on Phone] | | Missed _|Understaffing on Picklist___ | |

~ intervalMet | | | Met | intervalMet | [

Understaffingon Phonel | | Met | IntervalMet | | |
Agents0OA | | | Missed |Understaffingon Picklist | |
intervalMet | | | Missed |/ABURequest€oPhoney | |
ntervalMet | | | Missed | ABURequesttoPhone | |
Rgents 00A | | | Missed | ABURequesttoPhone | |

" intervalMet | | | Missed | ABURequesttoPhone |
intervalMet | | | Missed | ABURequesttoPhone | |
Agents0OA | | | Met |  IntervalMet [ | |
RgentsOOA | [ | Met |  intervalMet [ | |
RgentsOOA | | | Met |  intervalMet | | |

[ intervaiMet | | | Missed |  AgentsO0OA | [
Agents0OA | [ | Met |  ntervalMet [ | |
Agentso0A | | | WoReq | WNoReq | |

Missed Missed
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From reactive to proactive. Automated Root Cause
Analysis (RCA) pinpoints understaffing instantly.
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THE ARCHITECTURE

12 tabs. One flow. Native formulas only

DATA & CONFIG CALCULATION ENGINE OUTPUT
4 ) 4 )
Req.
Required FTE by interval ' Mon - Sun - ~
\_ J 7 daily interval engines \
4 )
. J Dashboard
CBI
KPIs, LOB table, RCA, charts
Conformance by interval
( )
\ J
\ J
] Plan
Setup ] Weekly plan view
Week, LOB list, controls |
. J

BUILT WITH

C p (Kelol (V] ) C SUMIFS ) ( COUNTIFS ) ( IFERROR ) ( Conditional formatting ) ( Native charts )
Plan Mon Tue Wed Thu Fri Sat Sun CBI Req. Setup

A robust 12-tab architecture built entirely with native Excel formulas (XLOOKUP, SUMIFS, COUNTIFS). Ready to scale.
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