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    Resource Planning Analyst
     Responsibilities:

· Manages call volume forecasting and staffing requirements to ensure that established service levels are met; effectively schedules to staffing requirements and reports to key management staff.

· Recommends staffing levels consistent with call volume projections, staff schedule adherence, and average handle times; provides projected staffing scenarios to include new hire recruitment and training requirements. 

· Creates and maintains effective schedules to ensure optimal service level achievement.

· Maintains accurate and detailed historical call and employee information in Workforce Management system.   

· Monitors Service Levels and directs call overflow for unanticipated call volumes.
· Analyzes attrition rates, absenteeism, average handle time, schedule adherence, and other trends likely to affect staffing levels. 

· Keeps abreast of other department’s business factors that may affect short and long term staffing levels such as new accounts or other issues which are may cause temporarily increase in call volume.

· Directs the routing and navigation of incoming call groups, according to agent proficiency, customer requirements, and service levels.

· Recommends and establishes the required ACD reporting, frequency and distribution, in collaboration with the Management Team.

· Investigates irregular individual and/or Center-wide quality and/or productivity statistics from the ACD, Scheduler/Forecaster, VRU/DRS, and/or monitoring equipment.
· Maintains technical competence on current and new hardware/software pertaining to scheduling, forecasting, and monitoring. Participates in the review and testing of new software/hardware relating to scheduling, forecasting, and monitoring
Required Skills:
· Bachelor’s Degree or equivalent work experience.
· Must possess excellent verbal & written communication skills.
· Minimum 2 years experience in Call Center forecasting, scheduling and reporting.
· Proficient with a scheduling system, preferably eWFM.
· Strong knowledge of Aspect or equivalent ACD system.
· Strong knowledge of Microsoft Office in particular Excel.
· Strong Analytical skills.
· Strong interpersonal skills and proven ability to work with all levels of employees.
· Willingness to be on call as required.
· Ability to work independently and as part of a team

· Ability to prioritize and execute multiple tasks

· Ability to adapt quickly to change
· Must be able to work between the hours of 8:00AM to midnight Monday through Friday and rotating Saturdays between 9:00AM and 6:00PM.
To apply go to the following link and create a profile: 

https://performancemanager4.successfactors.com/career?company=intersections
Intersections Inc. is an Equal Opportunity Employer. EOE/M/F/D/V.

Visit us www.intersections.com
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