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Forecasting and Scheduling on Digital Channels
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PATTERNS EFFECT
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Resource required for

forecasted demand

Demand capacity of
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Strategy & Operating Model

Who owns each channel?

Strategic
F X

--------------------- @ Organisational Objectives

How do we manage customer

experience across channels?

How do we balance cost &
quality?
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Skills & Capability

Do we need different skills for
different channels?

Which channels/skills can be
blended, which need specialism?

How are different channels/skill
managed consistently?
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Data & Insight

m How do we align the data from
each channel?

m  How do we gain visibility of all . ooeace

customer journeys?

B How do we get and understand
root cause?
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Demand Planning

|Is demand incremental or
deflection?

Can | forecast without, or with
only limited data?

What drives volatility?

Concurrency: myth or legend?
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Resourcing

®m How do we prioritise channels?

B How can different channels
support one another?

B What are the opening hours?
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More Information & further reading

Best Practice Guide 2021

Download your free copy:
https://theforum.social/

Virtual National Conference

15t to 5t" November

Community Connection

9th November, Crewe Hall

Digital Planning including Asynchronous

Messaging Unlocking Opportunities

You are the key

Networking group, 9t" December

www.theforum.social
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