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ROSTER FOR EFFECTIVE FLOOR MANAGEMENT

OBJECTIVES:

· Saving AHT 

· Even distribution of work amongst Team Leaders.

· Effective Time Management for Team Leaders

Saving AHT:
Saving AHT is an outcome of the floor-walking roster - if there is accessibility of a Team Leader to be able to reach an agent who needs help to escalate a call. Instead of the agent hunting for a Supervisor to take over a call and walking across bays, the roster has ensured that TL’s reach the agent without letting them increase their AHT.

Even distribution of work: This has helped us ensure that there is no Team Lead over-loaded with calls and equal no’s of calls are taken by each of them. It leaves no ambiguity for any TL to feel over-burdened.

Effective Time Management: The floor-walking roster has been able to give the Tl’s ample time to be able to carry on with their other responsibilities like:

· Email follow-up’s

· Quality feedback

· Team briefs

· One-on –One’s

· Live barge-in’s to help identify training needs

· Appraisals (Counseling)

OUTCOME:
· Increased control on the floor

· Controlling AHT to a large extent.

· Comfort level to agents to know exactly who is on the floor.

· Great coordination between TL’s (no more pointing fingers !!!)

Annexure: Floor Walking roster for May 2003 attached (Excel file)

The day is divided typically into:

· Email follow-up time (PC time) – 1 hr

· Review time for report generation / Team analysis – 2 hrs

· Floor walking time – 4 hrs
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