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(57) ABSTRACT 

Improving the frequency With Which agents complete train 
ing in a call center or other constituent contact environment. 
Agents Working in call centers are typically given periodic 
training to improve their skills. Training breaks are sched 
uled at various times throughout the day that can depend on 
the Workload of the call center. HoWever, often times the 
agents are unable to receive or complete their training during 
the scheduled training break due to unexpected Work loads 
and other interruptions. The present invention enables moni 
toring and recording of Whether training is received and 
completed during a training break. If the training Was not 
completed, the training break is stored and rescheduled for 
a later time. The invention also facilitates completion of 
missed training breaks by providing spontaneous training 
breaks during periods of unexpectedly loWer Workload at the 
call center. 
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SYSTEM AND METHOD FOR INCREASING 
COMPLETION OF TRAINING 

RELATED APPLICATIONS 

[0001] The present application claims priority to US. 
provisional patent application entitled “System and Method 
for Improving Adherence to Training Schedules” ?led on 
Nov. 5, 2001 and assigned Ser. No. 60/338,522. The present 
application also incorporates by reference US. Pat. No. 
6,324,282 entitled “Method and System for Delivery of 
IndividualiZed Training to Call Center Agents”, ?led on Mar. 
2, 2000, and US. patent application entitled “Method and 
System for Scheduled Delivery of Training to Call Center 
Agents”, ?led Mar. 6, 2000 and assigned Ser. No. 09/442, 
207. 

FIELD OF THE INVENTION 

[0002] The present invention relates generally to call 
centers for managing customer communications and, more 
speci?cally, to improving adherence to training schedules so 
that agents receive adequate training breaks. 

BACKGROUND OF THE INVENTION 

[0003] A call center is a system that enables a staff of call 
center agents to service telephone calls to or from customers 
or other constituents of an organiZation. Typically, calls are 
distributed and connected to agents that are available at the 
time of the call or are otherWise most suited to handle the 
call. The call-distribution function, commonly referred to as 
automatic call distribution (“ACD”), is generally imple 
mented in softWare that executes in a sWitching system, such 
as a private branch exchange, that connects customer calls to 
agent telephones. A Workforce management (“WFM”) com 
ponent is often employed by a call center to schedule and 
manage agent staf?ng and call center capacity. 

[0004] More recently, computer-telephony integration 
(“CTI”) has been Widely employed in call centers. In a 
typical call center, a CTI component conveys telephony 
information, such as the telephone number of the calling 
party and the identity of the agent to Whom the call is 
connected, from the ACD sWitching system to other com 
ponents of the call center system. The other components of 
the call center system typically use this information to send 
relevant database information, such as the account ?le of the 
calling party, across a local area netWork (“LAN”) or other 
communications netWork to a data terminal of the agent to 
Whom the call is connected. The CTI component, other 
system components, and the LAN can also be used to deliver 
other information to the agents. 

[0005] More generally, the business function provided by 
a call center may be extended to other communications 
media and to contact With constituents of an organiZation 
other than customers. For example, an e-mail help desk may 
be employed by an organiZation to provide technical support 
to its employees. Web-based “chat”-type systems may be 
employed to provide information to sales prospects. When a 
broadband communications infrastructure is more Widely 
deployed, systems for the delivery of broadband informa 
tion, such as video information, to a broad range of con 
stituents through constituent contact centers Will likely be 
employed by many organizations. 

Jun. 7, 2007 

[0006] Agents in call centers and other constituent contact 
centers must be Well-trained in order to maximiZe their 
productivity and effectiveness. Agent training must be inten 
sive and frequent in centers that handle complex interactions 
With constituents or that change call scripts or other inter 
action programs often. In many situations, the quality and 
effectiveness of agent training may signi?cantly drive the 
performance of the call center. 

[0007] In conventional call centers, training is provided to 
call center agents through a variety of mechanisms. The 
supervisor of the call center may simply Walk over to 
individual agents, or place telephone calls to the individual 
agents, and pass on neW information to the agents person 
ally. NeW information may be distributed by email, by an 
instructor in a classroom setting, or over an intranet. Alter 
natively, the information may be broadcast over a public 
announcement system or may be displayed on a large Wall 
display at the front of the call center. NeW information may 
also be provided through a “chair drop” by Which Written 
information updates or training materials are handed to the 
agents for their consumption. 

[0008] More recently, automated methods for agent train 
ing and information updating have been developed. Com 
puter-based training (“CBT”) involves the distribution of 
training programs to an agent’s computer desktop, to a 
dedicated terminal, or to a classroom. CBT may be distrib 
uted in a broadcast mode, With each agent receiving the 
same training at the same time. CBT can also alloW indi 
vidual agents to access training When convenient. Training 
materials can be tailored to each agent’s particular needs and 
skills shortcomings. 

[0009] One Way that call centers integrate training and 
Workload is to schedule periodic training breaks or infor 
mation breaks. It is during these breaks that information is 
delivered to the agents. Training breaks can be scheduled by 
the WFM component at varying times throughout the Work 
day. The WFM component can ensure that training breaks 
are scheduled during times that there are a suf?cient number 
of agents to manage the call center Workload. 

[0010] Despite the ability of the WFM component to 
schedule training breaks for agents, one common problem 
With CBT systems is that agents are often unable to complete 
the training or other material provided during a training 
break. For example, the Workload may be greater than 
anticipated requiring agents to prematurely end or com 
pletely forego a training break. Also, agents may be dis 
tracted by other activities and be unable to complete a 
scheduled training break. 

[0011] The ful?llment of training breaks is a critical factor 
in the successful operation of a call center. The characteristic 
describing Whether agents are completing training breaks as 
scheduled is generally referred to as adherence. A common 
problem in many conventional call centers is loW adherence 
to training break schedules. LoW adherence results in agents 
Who are ill-equipped to perform their jobs. Accordingly, a 
need exists to improve agent adherence to training break 
schedules. A further need exists to be able to monitor agent 
activities and track Whether training breaks are completed. 
Finally, a need exists to be able to reschedule missed training 
breaks to improve agent skills and increase call center 
adherence to training schedules. 
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SUMMARY OF THE INVENTION 

[0012] The present invention supports the provision of 
training to agents in a call center or other type of constituent 
contact environment. Training is transmitted during sched 
uled training breaks over a communications netWork to 
agents in a call center. The training component monitors the 
training break to determine if the agent actually completes 
the training. If training is completed, a record is maintained 
that the agent has completed the training break. If the 
training is not completed, the training break is stored for 
rescheduling With the agent during another time. The inven 
tion also enables scheduling of spontaneous training breaks 
during periods of loW Workload. Scheduling spontaneous 
training breaks alloWs agents to capture previously missed 
or un?nished training breaks and enhance their skills. 

[0013] According to one aspect of the invention, the 
training system can monitor a call center agent to determine 
Whether the agent completes a training break. If the training 
break is completed, it is removed from a list of pending 
training breaks. If the training break is not completed, it Will 
remain on the list of pending training breaks so that it can be 
rescheduled for another time. The training system can com 
pile the list of pending training breaks from neWly desig 
nated training breaks and from incomplete training breaks 
that need to be rescheduled. Before delivering a training 
break, the training system can monitor the Workload of the 
call center and monitor the current activities of the agent that 
is to receive the training break. Assuming that the call center 
Workload volume is acceptable and the agent is not occu 
pied, the training system can deliver a training break from 
the list of pending training breaks. After the training break 
is terminated, the training system determines Whether or not 
the training break Was completed. The training system can 
also share the completion data With a Workforce manage 
ment component responsible for scheduling Work and train 
ing for the entire call center. 

[0014] Another aspect of the invention provides a method 
for scheduling spontaneous training breaks during periods of 
loW Workload volume in the call center. Call center Work 
schedules are typically created based on a predicted call 
volume. The training system can receive data describing the 
current Workload volume of the call center and monitor for 
periods of loW call volume. The training system can take 
advantage of loW Workload periods by assigning training 
breaks to idle agents. By prioritizing the pending training 
breaks chronologically or based on the agent most in need of 
training, the training system can select Which agent should 
receive a spontaneous training break. The training system 
can also monitor a spontaneous training break to determine 
Whether it is completed and use this information for resched 
uling incomplete training breaks. 

[0015] In yet another aspect, the invention provides a 
system for improving the completion rate of agent training. 
The system comprises a training component that can be 
coupled to a communication system of a call center. The 
training component can receive Workload data from an 
automatic call distribution component and examine the data 
for periods of loW Workload volume. The training compo 
nent can advantageously use the periods of loW Workload 
volume for scheduling spontaneous training breaks. The 
spontaneous training breaks can be monitored by the train 
ing component, just as a regularly scheduled training break, 
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to determine Whether it has been completed. Incomplete 
training breaks can be maintained on a list of pending 
training breaks for rescheduling at a later time. 

[0016] These and other aspects of the invention Will be 
described beloW in connection With the draWing set and the 
appended speci?cation and claim set. 

BRIEF DESCRIPTION OF THE DRAWINGS 

[0017] FIG. 1A is a block diagram illustrating a system for 
managing a computer-based customer call center system in 
accordance With an exemplary embodiment of the present 
invention. 

[0018] FIG. 1B is a block diagram illustrating a system for 
the assignment of training breaks in accordance With an 
exemplary embodiment of the present invention. 

[0019] FIG. 2A is a How chart indicating the steps in a 
method for monitoring and rescheduling training breaks for 
a contact agent in accordance With an exemplary embodi 
ment of the present invention. 

[0020] FIG. 2B is a How chart illustrating the steps in a 
method for determining Whether to reschedule a training 
break in accordance With an exemplary embodiment of the 
present invention. 

[0021] FIG. 3 is a How chart diagram shoWing the steps in 
a method for determining When spontaneous training breaks 
can be provided to a contact agent in accordance With an 
exemplary embodiment of the present invention. 

DETAILED DESCRIPTION OF THE 
EXEMPLARY EMBODIMENTS 

[0022] The present invention is directed to ensuring that 
agents maximiZe their access to training breaks to ensure 
that they are Well-prepared to perform their jobs. Training 
breaks are time periods throughout the Workday that agents 
can temporarily stop responding to constituents and instead, 
can receive information via the communications netWork. 
During the training breaks, training materials or other infor 
mation, can be provided to a constituent contact agent, such 
as a call center agent. The information provided during 
training breaks can encompass training materials, schedules, 
Work policies, notices, and any other information that can be 
transmitted over a communications netWork. Although the 
preferred embodiment of the invention Will be described 
With respect to the scheduling of training breaks for an agent 
in a call center, those skilled in the art Will recogniZe that the 
invention may be utiliZed in connection With the assignment 
of a variety of information and tasks in other operating 
environments. One example other than the typical call center 
environment is a technical support center Within an organi 
Zation that serves employees or members. Turning noW to 
the draWings, in Which like numerals indicate like elements 
throughout the several ?gures, an exemplary embodiment of 
the invention Will be described in detail. 

[0023] FIG. 1A illustrates a computer system for manag 
ing a call center in Which one advantageous embodiment of 
the present invention is implemented. A call center 100 
includes a training system 120 operative to assign and 
deliver training breaks to call center agents operating ter 
minals 155. In a typical application of the call center 100, a 
customer or other constituent 105, calls via the public 
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switched telephone network (“PSTN”) or other network 110 
to the call center 100. The customer call may be initiated in 
order to sign up for long distance service, inquire about a 
credit card bill, or purchase a catalog item, for example. 
Through the PSTN 110, the call from the customer 105 
reaches an Automatic Call Distribution (“ACD”) component 
130 of the call center. Alternatively, the call can be received 
by an intelligent voice response system 115 that allows the 
caller to select from a menu of options. In alternative 
embodiments of the invention, the function of the ACD can 
be replaced by other communications routers. For example, 
in a contact system using email, an email server and router 
can be used to distribute electronic messages. 

[0024] The ACD component 130 functions to distribute 
calls from customers to each of a number of terminals 155 
being operated by call center agents who have been assigned 
to answer customer calls, take orders from customers, or 
perform other interaction duties. Terminals 155 typically 
comprise a telephone and a call center computer terminal for 
accessing product information, customer information, or 
other information through a database. For example, in a call 
center implemented to support a catalog-based clothing 
merchant, the computer terminal for an agent could display 
information regarding a speci?c item of clothing when a 
customer 105 expresses an interest in purchasing that item. 

[0025] Customer phone calls and relevant database infor 
mation are integrally managed by modern call centers 100 
through what is known as computer/telephone integration 
(“CTI”). A CTI system 140 coupled to the ACD component 
130, enables the call center 100 to extract information from 
the phone call itself and to integrate that information with 
database information. For example, the calling telephone 
number of a customer 105 may be used in order to extract 
information regarding that customer stored in the call center 
database and to deliver that customer information to a 
terminal 155 for the agent’s use in interacting with the 
customer. The CTI system 140 may also interact with the 
intelligent voice response system 115 to provide a touch 
tone menu of options to a caller for directing the call to an 
appropriate agent. 

[0026] A typical call center 100 includes a Workforce 
Management (“WFM”) component 125. The WFM compo 
nent 125 is used to manage the staffing level of agents in the 
call center 100 so that call center productivity can be 
optimiZed. For example, the volume of calls into or out of a 
call center 100 may vary signi?cantly during the day, during 
the week, or during the month. The WFM component 125 
preferably receives historical call volume data from the 
ACD component 130 and uses this information to create 
work schedules for agents. The historical call volume data 
can be used to predict periods of high call volume and work 
schedules can be adjusted to respond accordingly. 

[0027] Through the use of the WFM component 125, the 
call center management can determine an appropriate level 
of staf?ng of agents so that call hold times are minimized, on 
the one hand, and so that agent oversta?ing is avoided, on 
the other hand. Call center management can also use infor 
mation from the WFM component 125 to stalf the call center 
with agents having particular skills at a particular time. For 
example, if the mix of callers providing customer com 
plaints and callers placing new orders varies signi?cantly 
during the day, call center management can stalf di?ferent 
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shifts of call center agents with a different mix of skills to 
re?ect that variation in call content. 

[0028] In a typical call center, customer calls and interac 
tions between customers 105 and agents are selectively 
sampled as part of a quality control program within the call 
center 100. This function is typically performed through a 
quality monitoring component 145. The training system 120 
preferably accepts scores from the quality monitoring com 
ponent 145, which enables call center management to 
review recorded agent/customer interactions and to evaluate 
agent performance during those interactions. For example, 
call center management can assess the level of skill of an 
agent in each of several skill areas. The relevant skill areas 
for a call center serving a catalog clothing merchant could 
include product con?guration knowledge (e.g. color 
options), knowledge of shipping and payment options, 
knowledge of competitor di?ferentiation, and handling an 
irate customer. The quality monitoring component 145 pro 
vides data to the training system 120 and gives call center 
management the ability to evaluate an agent’s level of skill 
in each of several areas. Those areas in which an agent’s 
skill are determined to be below predetermined performance 
thresholds are identi?ed along with course assignments so 
that the training system 120 can provide training materials, 
during training breaks, that correspond to the agent’s skill 
shortcomings. 
[0029] The call center 100 includes a communications 
network 165 to interconnect and link the aforementioned 
components. For a call center in which all elements are 
located at the same site, a local area network may provide 
the backbone for the call center communications network 
165. In call centers for which the elements are geographi 
cally dispersed, the communications network may comprise 
a wide area network, a virtual private network, a satellite 
communications network, or other communications network 
elements as are known in the art. 

[0030] The training system 120, according to one advan 
tageous embodiment of the present invention, is imple 
mented in software and is installed in or associated with the 
communications network 165. Under the control of call 
center management, the training system 120 can assign 
training material to agents and deliver those training mate 
rials via communications network 165 to terminals 155 
operated by the agents. Integration with the WFM compo 
nent 125 and the ACD component 130 enables the training 
system 120 to deliver the training materials to agents at 
times when those agents are available and when training will 
not adversely impact call center performance. 

[0031] The training system 120 is also in communication 
with the quality monitoring component 145 through the 
communications network 165 so that appropriate training 
materials may be delivered to agents who are most in need 
of training. Pro?cient agents are thus spared the distraction 
of unneeded training, and training can be concentrated on 
those agents most in need and on areas of greatest need for 
those agents. Advantageously, call center management may 
establish pass/fail or remediation thresholds to enable the 
assignment of appropriate training to appropriate agents. 
This functionality may be provided within the quality moni 
toring component 145. Preferably, agent skills that are found 
to be de?cient relative to the thresholds are ?agged and 
stored in a storage device within the quality monitoring 
component 145. 
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[0032] In another advantageous embodiment of the 
present invention, the training system 120 may be deployed 
on a stand-alone server located remotely from call center 
100. For example, training system 120 could be deployed to 
serve a number of independent call centers 100, such as in 
a “Web services” or application service provider business 
model. In such a remote deployment, the problems of 
integration With individual call center computer systems can 
be avoided and the training system 120 can be maintained at 
a single central location. 

[0033] A Wide range of agent training scenarios can be 
supported by the training system 120. The training materials 
that are appropriate for a particular call center application 
can vary Widely according to the call center function. The 
subject matter of training materials may also vary Widely; 
for example, training materials may be focused on product 
information, phone etiquette, problem resolution, or other 
subjects. 

[0034] Referring to FIG. 1B, the components of an exem 
plary training system 120 for assigning and delivering 
training to call center agents are illustrated. The training 
system 120 comprises a number of interoperable softWare 
modules including a scheduling engine 121, a content 
engine 122, and a learning management system 123. The 
learning management system 123 provides a graphical user 
interface for the agent and alloWs the manager of a contact 
system 100 to control the types of training sent to agents and 
When that training is sent. 

[0035] The content engine 122, can select training or other 
information to send to an agent during a training break. An 
advantageous method and system for providing individual 
iZed content to an agent is disclosed in Us. patent applica 
tion Ser. No. 09/517,500, ?led Mar. 2, 2000, Which appli 
cation is assigned to the assignee of the present application 
and is hereby incorporated by reference herein. As FIG. 1B 
illustrates, the content engine 122 can communicate With the 
other components of the contact system 100 to determine the 
type of content to send an agent. 

[0036] The scheduling engine 121 schedules the training 
breaks that are delivered to an agent by the learning man 
agement system 123. A method and system for scheduled 
delivery of training is disclosed in Us. patent application 
Ser. No. 09/442,207, ?led Mar. 6, 2000, Which application is 
assigned to the assignee of the present application and is 
hereby incorporated by reference herein. The scheduling 
engine 121 of the present invention may schedule training 
breaks during time periods provided by the Workforce 
management component 125 or, alternatively, during peri 
ods of loW Workload for the call center 100. The scheduling 
engine 121 can verify the Workload of the call center 100 by 
communicating in real time With the ACD component 130. 
Finally, the scheduling engine 121 can also communicate 
With the terminal 155 to determine Whether an agent is free 
to receive a training break. Once a training break is deliv 
ered, the terminal 155 can be monitored by the scheduling 
engine 121 to determine Whether the agent completes the 
training break. This information is then used by the sched 
uling engine 121 to reschedule un?nished training breaks. 
By tracking the completion of training breaks and resched 
uling incomplete training breaks, the scheduling engine 121 
is able to increase overall completion of training for the call 
center 100. 
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[0037] FIG. 2A is a ?owchart shoWing the steps in an 
exemplary method 200 for delivering and monitoring the 
completion of training breaks. Beginning With step 205, the 
scheduling engine 121 identi?es the agents operating termi 
nals 155 to determine Who may potentially receive a training 
break. As agents begin or end a shift, they Will be added to 
or removed from the group that may potentially receive a 
training break. In step 210, the scheduling engine 121 
compiles a list of training breaks that need to be scheduled. 
The scheduling engine’s list of pending training breaks can 
comprise regularly scheduled training breaks for that day 
and incomplete training breaks that need to be rescheduled 
from previous days. The pending training breaks can also 
comprise speci?c training that a particular agent needs to 
receive. 

[0038] The scheduling engine 121 then requests time 
periods for scheduling training breaks from the WFM com 
ponent 125 in step 215. The WFM component 125 creates 
schedules for the agents of the call center 100 and can 
determine the appropriate times for scheduling training 
breaks. In an alternative embodiment of the invention, the 
scheduling engine 121 can create its oWn schedules of 
training breaks. In step 220, the scheduling engine 121 
schedules as many of the pending training breaks as possible 
during the time periods provided by the WFM component 
125. It may be that the WFM component 125 is unable to 
provide enough time periods for scheduling all of the 
pending training breaks. Accordingly, the scheduling engine 
121 can prioritize training breaks and ?ag the ones on the 
pending list that have actually been scheduled. Training 
breaks can be prioritized based on the length of time they 
have been pending or the number that are pending for a 
particular agent, for example. In step 222, the scheduling 
engine 121 noti?es the WFM component 125 Which training 
breaks are selected and Which agents Will be receiving those 
training breaks. Finally, in step 223, the WFM component 
125 con?rms With the scheduling engine 121 that the 
selected training breaks are in fact scheduled. 

[0039] The scheduling engine 121 Waits until the sched 
uled time for delivering a training break in step 225. In 
determining Whether to offer a training break to an agent, the 
scheduling engine 121 can verify With the ACD component 
130 that the Workload volume is at an acceptable level for 
delivering training breaks. The agent’s terminal 155 can also 
be monitored and if the agent is available for training in step 
235, the scheduling engine 121 Will offer a training break to 
the agent in step 240. In step 245, the agent has the option 
of accepting or declining the training break. If the agent 
declines the training break, in step 250 the scheduling engine 
121 Will attempt to determine Why it Was declined and store 
this information as completion data for future use. 

[0040] For example, an agent may decline the training 
break because she is occupied by other Work in the call 
center 100. While the training break is being offered to the 
agent, the scheduling engine 121 continually checks With the 
ACD component to ensure that Workload volumes are not 
exceeding the appropriate thresholds for delivering training. 
Call center management can determine the appropriate 
thresholds for delivering training so as to minimiZe con 
stituent Waiting times. If the threshold is exceeded in step 
255, the scheduling engine 121 Will terminate the training 
break in step 260. The fact that the training break had to be 
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terminated Will be stored as completion data and it can be 
determined in step 280 Whether to reschedule the training 
break. 

[0041] Assuming the Workload threshold is not exceeded, 
the agent can proceed With the training break and if it is 
completed, in step 265, the scheduling engine 121 Will store 
that information as completion data in step 275. Completion 
data can also include the time that the training break Was 
completed and any reasons Why it Was not completed. If the 
agent is unable to complete the training break, the schedul 
ing engine 121 attempts to determine Why it Was incomplete 
and stores this information as completion data in step 270. 
In step 280, the incomplete training breaks are collected and 
the scheduling engine 121 determines Whether or not the 
training break should be rescheduled. The manager of the 
call center 100 can decide What percentage of incomplete 
training breaks should be rescheduled. In step 287, the 
completion data is compared With the list of pending training 
breaks. Any pending training break on the list that has been 
?agged and has been completed Will be removed from the 
list. Flagged training breaks that have not been completed 
and are set to be rescheduled Will remain on the list. The 
scheduling engine 121 can also share the completion data 
With the WFM component 125 in step 289. Typically, 
softWare interface modules are used to determine the format 
and content of the completion data that the WFM component 
125 receives. The WFM component 125 can use this data to 
determine What skills each agent has and hoW to schedule 
Workloads. Returning to step 210 from step 287, the sched 
uling engine 121 compiles a neW list of pending training 
breaks and can repeat the foregoing process for delivering 
additional training breaks to agents. 

[0042] FIG. 2B is a ?owchart illustrating in greater detail 
the exemplary process described in step 280 of FIG. 2A. 
FIG. 2B demonstrates an exemplary method for determining 
Whether to reschedule an incomplete training break. The 
scheduling engine 121 examines the adherence data col 
lected from the terminal 155 to determine Whether a training 
break should be rescheduled. If a training break is incom 
plete in step 281, the scheduling engine 121 Will look to see 
hoW much of the training break the agent Was able to 
complete. In the exemplary method shoWn in FIG. 2B, if the 
training break Was at least 90% complete the agent is given 
credit for that training break and it Will be categoriZed as 
being completed in step 283. If the training break is less than 
90% complete then it Will be categoriZed as incomplete and 
the training break Will not be removed from the pending list. 
The 90% criteria in step 282 is an arbitrary value Which can 
be adjusted by the manager of the call center 100. Once the 
incomplete training break has been categoriZed, the How 
chart returns to step 287 of FIG. 2A for updating of the 
pending training break list. 

[0043] In addition to the typical method of scheduling 
pending training breaks With the WFM component, the 
present invention can also take advantage of periods of loW 
Workload. Supplying agents With incomplete training breaks 
or other pending training breaks during periods of loW 
Workload, enables the call center to improve completion 
rates for agent training. Referring to FIG. 3, an exemplary 
method 300 is illustrated for scheduling spontaneous leam 
ing breaks during periods of loW Workload. Beginning With 
step 305, the scheduling engine 121 gathers data from the 
ACD component 130. Because the ACD component 130 
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receives all incoming calls, the scheduling engine 121 can 
learn What the current call volume is for the call center 100. 
In step 310, the scheduling engine 121 Will store this data 
from the ACD component 130 so that it can be examined 
over time. 

[0044] In step 315, the scheduling engine 121 analyZes the 
data from the ACD component 130 for opportunities to 
deliver training breaks to agents. One exemplary method for 
analyZing the data is illustrated in steps 316 through 318. 
This exemplary method looks for doWnWard trends in the 
Workload volume that Would indicate a period of time during 
Which training breaks could be supplied to agents. Call 
centers typically have a predicted volume of calls that varies 
throughout the day based on historical data that has been 
collected. When the actual volume of calls is trending beloW 
this predicted volume, there may be agents With free time to 
receive training breaks. 

[0045] In step 316, the scheduling engine 121 looks for a 
current ACD volume that is beloW a particular threshold 
setting. The call center management Will typically select a 
threshold setting based on the predicted call volume for that 
time. If the actual volume has not dropped beloW this 
threshold setting, the scheduling engine 121 Will merely 
continue to collect data from the ACD component 130 in 
step 305. HoWever, if the volume is beloW this threshold 
setting, the scheduling engine 121 Will then examine hoW 
long it remains beloW the threshold in step 317. If the 
unexpected loW volume continues for a certain time and at 
a certain value beloW the threshold setting in step 318, then 
the scheduling engine 121 Will proceed With delivering 
training breaks to idle agents. The threshold times and 
values can be selected by call center management based on 
priorities for training and responding to constituents. The 
foregoing method is merely an exemplary method for ana 
lyZing trends in the call center Workload. Alternative 
embodiments of the invention may analyZe other data, such 
as the types of calls the call center is receiving, in deciding 
Whether to provide spontaneous training breaks. 

[0046] Assuming the thresholds of the analysis in step 315 
have been met, the scheduling engine 121 Will determine 
Which agents to send a training break to in step 320. Again, 
this determination can be controlled by the call center 
management as to Which agents are most in need of training. 
In step 325, the scheduling engine 121 schedules the training 
breaks for delivery and ?ags all scheduled training breaks on 
the pending list. The exemplary process 300 then returns to 
step 235 of FIG. 2A Where the scheduling engine 121 
veri?es Whether the agent is free to begin receiving a 
training break. 
[0047] In summary, the present invention supports moni 
toring of training breaks provided to agents in a call center 
or other constituent contact center. By monitoring the train 
ing breaks, a training system 120 can determine Which 
training breaks are completed by agents and remove them 
from circulation. Training breaks that are not completed are 
stored for rescheduling With the agent at a later date. The 
present invention also enables spontaneous provision of 
pending training breaks during periods of loW Workload. By 
tracking and rescheduling incomplete training breaks, the 
number of training breaks that Will be completed by the 
agents is increased and agents’ skills are improved. 

[0048] From the foregoing, it Will be appreciated that the 
preferred embodiment of the present invention overcomes 
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the limitations of the prior art described herein. From the 
description of the preferred embodiment, equivalents of the 
elements shoWn therein Will suggest themselves to those 
skilled in the art, and Ways of constructing other embodi 
ments of the present invention Will suggest themselves to 
practitioners of the art. Therefore, the scope of the present 
invention is to be limited only by the claims beloW. 

1-53. (canceled) 
54. A method for improving completion rates of sched 

uled information breaks, comprising the steps of: 

based on a predicted Workload of an agent, scheduling one 
of the information breaks for the agent from a list of 
pending information breaks; 

delivering the information break to the agent; 

monitoring Whether the information break for the agent is 
completed; and 

marking the information break as complete or incomplete 
in response to the monitoring of the information break. 

55. The method of claim 54, further comprising the step 
of identifying agents for receiving information breaks 
according to agent need. 

56. The method of claim 54, further comprising the step 
of compiling the list of pending information breaks from 
neWly designated information breaks and rescheduled infor 
mation breaks. 

57. The method of claim 54, further comprising the step 
of receiving a time slot for scheduling the information break 
from a Workforce management component that determines 
the time slot based on call data from an automatic call 
distribution component. 

58. The method of claim 54, Wherein the monitoring step 
comprises monitoring Whether the information break is 
completed to a threshold level of completion that is less than 
100 percent completion, and 

Wherein the marking step comprises marking the infor 
mation break as complete or incomplete in response to 
determining Whether the information break has been 
completed to the threshold level. 

59. The method of claim 54, further comprising the step 
of prioritizing the list of pending information breaks chro 
nologically. 

60. The method of claim 54, further comprising the step 
of prioritizing the list of pending information breaks accord 
ing to agent need. 

61. The method of claim 54, further comprising the step 
of querying the agent to determine Whether the agent is 
available to receive the information break. 

62. The method of claim 54, further comprising the step 
of transmitting Whether the information break is completed 
to a Workforce management component. 

63. The method of claim 54, further comprising the step 
of 

if the information break is marked complete, removing 
the information break from the list of pending infor 
mation breaks. 

64. The method of claim 54, Wherein if the information 
break is marked incomplete, the information break remains 
on the list of pending information breaks. 

65. The method of claim 54, Wherein the scheduling step 
comprises the steps of: 
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receiving a schedule from a Workforce management com 
ponent that has based the schedule on call data pro 
vided by an automatic call distribution component; and 

scheduling the information break based on the received 
schedule. 

66. A method for improving completion rates of training 
scheduled for agents of a call center, comprising the steps of: 

monitoring a Workload volume of the call center; 

if the monitored Workload volume meets a ?rst predeter 
mined criterion, selecting a training break from a list of 
pending training breaks to send to an agent of the call 
center and initiating delivery of the selected training 
break to the agent; 

if the monitored Workload volume meets a second pre 
determined criterion While delivery of the selected 
training break is ongoing, suspending delivery of the 
initiated training break; and 

scheduling delivery of the suspended training break. 
67. The method of claim 66, further comprising the step 

of prioritizing pending training breaks according to length of 
time that respective ones of the pending training breaks have 
been pending. 

68. The method of claim 66, further comprising the step 
of prioritiZing pending training breaks according to number 
of training breaks the agent has completed. 

69. The method of claim 66, Wherein at least one of the 
?rst predetermined criterion and the second predetermined 
criterion comprises a Workload threshold. 

70. The method of claim 66, further comprising the step 
of querying the agent to determine Whether to deliver the 
training break. 

71. The method of claim 66, further comprising the step 
of transmitting Whether the training break is completed to a 
Workforce management component. 

72. The method of claim 66, Wherein scheduling delivery 
of the suspended training break comprises scheduling based 
on information from a Workforce management system that 
receives Workload volume of the call center from an auto 
matic call distribution system. 

73. The method of claim 66, Wherein the monitored 
Workload volume comprises Workload of the agent. 

74. A computer-based system for managing communica 
tions betWeen an organiZation and its constituents, the 
system comprising: 

a communications netWork that supports communication 
betWeen the constituents and representatives of the 
organiZation; and 

a training system component operable for: 

receiving Workload data for the communications net 
Work; 

analyZing the Workload data to predict a period of loW 
Workload volume; and 

delivering a training break to one of the representatives 
during the predicted period of loW Workload volume. 

75. The system of claim 74, further comprising an auto 
matic call distribution component operable for collecting 
Workload data and providing collected Workload data to the 
training system component. 
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76. The system of claim 74, further comprising a terminal 
operated by the representative and operable for receiving the 
training break from the training system component. 

77. The system of claim 74, Wherein the training system 
component is further operable for determining Whether the 
representative is available to receive the training break. 

78. The system of claim 74, Wherein the training system 
component is further operable for monitoring status of the 
representative to determine Whether a training break is 
completed. 

79. The system of claim 74, Wherein the training system 
component is further operable for rescheduling a training 
break that the representative begins but fails to complete. 

80. The system of claim 74, Wherein the training system 
component is further operable for communicating data con 
cerning completion of training breaks to a Workforce man 
agement component. 

81. A computer-implemented method for improving 
completion rates of training sessions scheduled for agents, 
comprising the steps of: 

selecting a training session from a list of pending training 
sessions for delivery to an agent; 

initiating delivery of the selected training session to the 
agent; 

monitoring for event occurrences; 

in response to a determination that a ?rst event has 
occurred during delivery of the selected training ses 
sion, suspending delivery of the selected training ses 
sion; and 

in response to a determination that a second event has 
occurred folloWing suspension of the selected training 
session, completing delivery of the suspended training 
session. 

82. The method of claim 81, Wherein the step of com 
pleting delivery of the suspended training break comprises 
scheduling delivery of the suspended training session. 

83. The method of claim 81, Wherein the step of selecting 
the training session is performed by the agent. 
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84. The method of claim 81, Wherein suspending delivery 
of the selected training session comprises storing the sus 
pended training session for future delivery. 

85. The method of claim 81, Wherein monitoring for event 
occurrences comprises monitoring call volume of a call 
center, 

Wherein the ?rst event comprises an increase in the 
monitored call volume, and 

Wherein the second event comprises a decrease in the 
monitored call volume. 

86. A method for training an agent of a contact center, 
comprising the steps of: 

initiating a training session for the agent and transmitting 
training content to the agent; 

determining Whether a prede?ned condition exists in the 
contact center; 

if the prede?ned condition is determined to exist, inter 
rupting the initiated training session; 

storing the interrupted training session; and 

rescheduling a time to complete the interrupted training 
session based on a Workload prediction. 

87. A method for training an agent of a contact center, 
comprising the steps of: 

monitoring Workload for the contact center; 

if the monitored Workload crosses a ?rst threshold, trans 
mitting training information over a netWork to the agent 
for revieW during a ?rst break; and 

if the monitored Workload crosses a second threshold 
during the ?rst break, interrupting the revieW of the 
training information and scheduling a second break for 
the agent to resume revieWing the transmitted training 
information. 


