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Resource Optimizer™ (RO) is a unique workforce management (WFM) solution built 
natively on Salesforce to address the changing workforce management needs of 
today and the future. 

RO is a new take on the traditional approach to resource management and work 
allocation; that enables organizations adapt to the ever changing and emerging 
ways of working. Using RO, every resource manager across your business, will be 
empowered with effective solutions to get their work done in a more efficient and 
optimized way all within a single Salesforce application. 

RO is developed with an 80-20 principle to solution configuration, wherein, 80% of 
your business requirements can be addressed through out of the box features. RO’s 
open architecture enables you to customize the solution further, if required, to meet 
specific business scenarios.  

RO comprises of the following key features: 

 Dispatch Console: Powerful interface that allows you to dispatch any record and 
assign it to available resources.  

 Appointment Console: Flexible interface that enables you to book appointments 
in any time zone. 

 Suggestions Console: Smart console that provides resource suggestions for a 
given time slot based on their availability.  

 Mobile Calendar: Custom calendar interface that displays work allocations, 
captures reservations, and reschedules requests in the Salesforce mobile app.  

 Resource Analytics: User-friendly reports and dashboards that provides a holistic 
view of the operational data and enables to make the right workforce planning 
decisions.  

Details of the above features are explained in subsequent sections of this user 
guide. 

 
This document is intended to help you understand the conceptual design, data-
model, and use of Resource Optimizer™. 
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Traditional workforce management solutions were designed as standalone 
components that use ‘work orders’ generated from multiple systems, like CRM, ERP 
etc. and assign them to resources within the organization, typically a human 
resource (employee, vendor, contractor, etc.) or a non-human resource (vehicle, 
room, equipment, parts, etc.). This traditional approach required work orders to be 
further broken down into work order line items depending on their complexity, 
creating a ‘job’ against each work order line item before allocating the job to a 
resource based on the parameters and business rules within the organization.  

Below figure depicts a traditional WFM solution/software, which fetches the work 
requests from Salesforce, SAP, and other systems, creates jobs and allocates the 
jobs to the resource. 

 

Figure 1: Traditional WFM Solution Conceptual Model 

The limitation of this approach is that it necessitates the creation of an independent 
job object and a work order management process to get the work done, creating 
redundancies and operational inefficiencies. 

Resource Optimizer™ as a WFM solution was developed to provide organizations 
an alternate approach to resource and work allocation. 

RO is built natively on the Salesforce, leveraging not just its platform capability but 
also its Customer360 solution. Allocation of work From Any Object, In Any Time 
zone, To Any Resource are the guidelines behind RO’s development.  
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RO’s open architecture is, 

 Compatible with most enterprise architectures  
 Light-weight and highly user friendly making it easier for resource managers to 

allocate work to their resources in the most feasible way.  
 Easy to integrate to other systems – CRM, ERP, Asset Management, HRM, etc. to 

fetch work requests and resource data.  

Below figure depicts RO’s conceptual design of creation and allocation of work from 
any object in Salesforce and/or external systems (SAP, AMS) using RO’s Dispatch 
Console, Appointment Console and Suggestions Console.  

 

Figure 2 : RO Conceptual Model 
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Figure 3 : RO Data Model 

 

Following section explains the objects in further detail: 

4.1. Resource Allocation  
Resource Allocation Object is the central to RO applications. This object captures 
all the work-related details, such as start work type, work duration, start and end 
time, resource, reservation, subject, address, and description.  

4.2. Resource  
Resource Object captures all resource details, resource type (human, non-human). 
Individual details and work-related details such as start time and end time, time zone 
and week offs are captured here.  

  

Note: Red arrows indicate 
Master-detail relationship. 
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4.3. Resource Group  
Resource Group is the parent object of Resource Object and captures resource 
hierarchy. Groups can be configured as teams or territories based on the business 
requirement. Resource and Resource Group are like User & Role in Salesforce.  

4.4. Skills 
Skills object captures the resource skills related data configured in an Organization.  

4.5. Resource Skills 
Resource Skills is a junction object which captures all resource skills and their skill 
levels.  

4.6. Reservation   
Reservation captures all the resource absences/non-availabilities. 

For example, ‘in a meeting’, ‘training’, ‘full day leave’, ‘customer demo’ etc. 

4.7. Reservation Reasons 
Reservation Reasons capture all resource absence/non-availability reasons with the 
associated color code, which is leveraged by the application to indicate on the 
different user consoles.  

For example, Reservation Reason = ‘in a meeting’ can be configured as color code 
= Red to indicate the resource is busy in the console UI. 

4.8. Resource Utilizations  
Resource Utilizations captures the booked time slots and available time slots for a 
resource in GMT time zone and calculates the resource utilization percentage. 
Resource Utilizations are defined to work across all time zones and hence the 
utilization percentage is calculated using GMT time zone as a standard.  

4.9. Resource Available Hours  
Resource Available Hours captures the availability of a resource and is a child object 
to Resource Utilizations. 

 

RO provides the flexibility to have multiple sources for calculating/capturing resource 
availabilities. Resource Available Hours can be populated using any of the following 
approaches:  

 Auto-calculate within the RO solution using the default configurations. 
 Manual or fetched from an external system like HRM through API integration. 
 Combination of above for different Resource Groups or Resources. 
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This section aims to help you understand how to use the RO application and its 
various consoles. It is assumed that the application is installed and is configured as 
per the setup guide.  

In RO, the work can be created from anywhere in Salesforce or from any external 
system, however, the allocation of work to the resources happens through the 
following three consoles:  

a) Appointment Console  
b) Suggestions Console 
c) Dispatch Console  

 

5.1. Appointment Console  
Appointment Console helps your service representatives or contact center agents 
capture appointments based on customer request in the customer’s time zone and 
allocate them to resources based on their skills and availability.  

 
Often, service representatives spend additional time calculating and adjusting time 
zones when a customer calls in from a different time zone. Appointment Console 
addresses this problem through a powerful interface that captures appointments, 
checks resource availability and allocates appointments; all in the customer’s time 
zone. This improves service efficiency and eliminates the possibility of human 
calculation error, and effectively providing excellent customer service.  

 
Steps to use Appointment Console:  
 
 Step 1: Navigate to Appointment console tab.  
 Step 2: Select a desired date and time zone from customer’s input.  
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 Step 3: Select resources based on resource groups and skills.  

 

 
 
 Step 4: Select desired time slot(s) based on customer’s convenience.  
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 Step 5: Create a work allocation for the selected resource with flexible time 
slot time and capture the address of the caller/customer (if applicable).  

 

 

 Step 6: Click on Schedule, and the allocation record is created, and a push 
notification is sent to the assigned resource.  
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5.2. Suggestions Console  
In certain scenarios, the work orders or work requests or your custom data is created 
with pre-defined or planned start and end time. For example, a routine monthly 
maintenance task created by an ERP system. RO Suggestion Console, picks up these 
start and end times and suggests available resources during the planned time slot 
in a widget. Filters can be added to further drill down to specific resources based 
on groups and skills required for the work. 

Even for work orders/requests/records with no pre-defined start time and end time, 
the Suggestion Console can be a valuable add-on on the record page to quickly 
see who is available in a time slot during an allocation, reducing the need for 
rescheduling due to resource non-availability. 

Steps to use Suggestions Console for work allocation: 

 Step 1: Create a new record for a work request / work order or open an 
existing work-related record with a start time and end time. (Note: 
Suggestion Console (widget) will appear on the record, provided it has been 
enabled for the object during setup.) 

 

 Step 2: Select an available resource in the widget and click on Allocate.  
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 Step 3: Provide the details of the allocation and click on Schedule to create 
the work allocation. 

 

5.3. Dispatch Console  
Dispatch Console provides a centralized view in RO Application. It is designed to 
pull all your master data (work orders, accounts, purchase orders, billing orders, 
etc.) and all your resource related data (allocations, absences and available timings) 
into a single console. It provides a drag and drop interface to create work 
allocations to your resources based on availability.  

It also enables creation of backlog allocations to resources. 

 

 

Steps to use Suggestions Console for work allocation: 

 Step 1: Navigate to Dispatch Console tab.  
 Step 2: Drag and Drop the work request record, like a work order, billing 

order from the top Work section to the bottom Resource section to create a 
work allocation and schedule the allocation with a single action.  
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 Step 3: To create backlog allocation click on the “bucket” icon the right side 
of the work-related record.  

 

 

 Step 4: To clear the backlog allocations, select Resource Allocations in the 
picklist on the top.  
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 Step 5: To change to week view, click on week on the ‘Week’ at the top right 
corner.  

 Step 6: To change date/time zone/group/add skills, select the filter icon and 
make necessary changes.  
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5.4. MCalendar 
RO is built with mobile first strategy, and 
MCalendar provides better mobile experience 
for the end user (resource). Using MCalendar, a 
resource can to view all the work (Resource 
Allocations) assigned to them, create 
reservations or reschedule requests right from 
the Salesforce mobile app. If the resource in 
unable to login through the Salesforce app, they 
can enjoy similar experience by resizing the 
browser on their mobile. 

5.5. Signature, Files & Maps 
Resources can capture signatures, upload files, 
capture pictures and navigate to the designated 
address on the resource allocation record using 
Google Maps or Apple Maps, all within the 
Salesforce mobile app. 

 Navigate to Resource Allocation record to 
capture signature and upload files under 
Quick Actions.  

 Find maps on the Resource Allocation 
record detail page with links to open in Google Maps or Apple Maps.  

 

5.6. Resource Analytics  
Workforce forecasting and planning is crucial when it comes to workforce 
management. Without the knowledge of resource utilization across the 
organization, it is challenging for resource managers to forecast and plan for 
workforce sizing. RO calculates resource utilization across various parameters and 
in frequencies (daily, weekly & monthly). In addition to the out of the box resourcing 
reports and dashboards, RO provides a powerful interface in the Analytics Tab for 
effective resource planning. These reports can be downloaded in csv format.  
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Daily Report 

 

 

Weekly Report  

 

 

Monthly Report  
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RO - Dashboard 

 

 

 

 
Resource Optimizer is built with a tight Security model, which can be customized as 
per your organization’s security compliance needs.  

In addition to the standard Salesforce security, RO provides a custom security model 
to restrict access for dispatchers. This helps to control what objects can a dispatcher 
allocate and to whom.  

 
RO offers a complete solution to address most of the workforce management 
needs, 100% native to Salesforce platform and is designed to leverage the platform 
to its full potential and enhance the customer 360 experience.  

RO has planned to release exciting new features in upcoming releases. To know 
more, and keep yourself updated, subscribe to Cloud Sloka newsletter.  


