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B E N E F I T S

Increased agent productivity

Improved employee 
communication

Reduction of non-compliance 
exposure

Lower agent turnover
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EmPlex® goes beyond traditional workforce management applications by enhancing the productivity 
of a broader range of workforce-related functions, including … 

Staff Recruitment and Selection
EmPlex® starts the staffi ng process with an on-line application tool, fully integrated with your existing 
corporate web site. Once agents are hired, their application information is reassigned to the employee 
database within EmPlex®. Moreover, additional demographic data can then be added to create 
employee profi les. These profi les can be comparatively analyzed with agent scorecard data to draw 
conclusions about the demographic profi le commonly shared by your best performing agents.

Staff Levels and Scheduling
EmPlex® contains a scheduling system designed to take full advantage of telephony systems, without 
direct database integration. EmPlex® is designed to perform scheduling in a mixed-media/contact 
channel environment. In addition the ability to create non-volume based shifts makes the EmPlex® 
scheduling system a great alternative to a time consuming and complex workforce management 
system. 

Contact Center Monitoring
With proper integration between EmPlex® and your contact center telephony platform, the contact 
center monitoring function within EmPlex® will provide a robust set of real time data associated 
with your incoming queue, agent states, actual vs forecast contact volume, agent productivity, and 
others.

Staff Development (“eLearning”)
With the ability to create custom-training content and self-graded exams, the EmPlex® training section 
is a very powerful and useful tool for keeping your workforce current with the latest knowledgebase 
content and expertise. 

Employee Communications
EmPlex® improves the fl ow of communication by including the features of sending and receiving e-
mail, posting announcements, and a comprehensive company directory within the same interface. 
This communication feature uses standard POP and SMTP protocols for sending and receiving 
messages within the application. In addition, agents have full view of schedules, available shifts, and 
other company-wide communications.

Human Resources Administration
EmPlex® includes a number of important Human Resources (HR) elements to help ensure compliance 
with State and Federal laws. Included in these elements are payroll and title information, disciplinary 
actions, compliance documentation tracking, and emergency contact information.
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