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1 New Features 

 

a. Assignment Group Management: Enables administrators to create, manage, and allocate assignment groups, 

balance workloads. 

 
Figure 1 - Assignment Group Management 

 

 
Figure 2 -New Assignment Group Management 

 

b. Agent Profile Management: Enables efficient workforce optimization by creating and updating agent profiles 

with skills, workload metrics, and shift preferences, ensuring smarter task allocation and improved operational 

efficiency. 

 
Figure 3 - Agent Profile Management 
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c. Default Shift Management streamlines workforce scheduling by allowing the creation, editing, and 

assignment of shifts and weekly offs 

 
Figure 4 - Default Shift Management 

 

d. Agent Shift Management ensures fair and efficient scheduling by assigning shifts based on availability, and 

workload. 

 
Figure 5 - Agent Shift Management 

 

e. Agent Leave Management simplifies leave tracking by allowing agents to apply for leave, view history, and 

update rosters in real-time, ensuring seamless workforce planning and availability management. 
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Figure 6 - Agent Leave Management 

 

 

 
Figure 7 - Release automation tickets to specific agents 
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Figure 8 - My Tickets 
 

 
Figure 9 - Change Status 

 

 

 
Figure 10 - Change Status on My Tickets 
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Figure 11 - Knowledge Graph 

 

  



      

 
Release Notes 

9 

2 Enhancements 

 

 
Figure 12 - Dashboard Widgets for Reopen/Reassign 

 

 

 
Figure 13 - User Activity Logs 

 

 
Figure 14 - User Activity Details 
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3 Bug Fix 
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