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■ Head Office   Tokyo, Japan

■ Established   7th May 2002 

■ Capital 10 Million yen

■ Sales FY 2010 Net Sales 674 million yen

■ Employee  37（as of 1st May 2009）

■ HP      http://www.pw-s.com/english/

Company Profile (P&W Solutions)

『Passion & Will』
P&W Solutions Co.,Ltd was established in the hope that we provide 
services  to our clients with burning Passion and Will for unruffled action.

We are the developer and 
Vendor of the "Sweet Series" 

contact center total management solution 
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Sweet Series Product Overview

Management functions to support Local Labor Law & Field operation 

Discovery of operational issues via a virtual floor graphic interface

Provide a “Digital Hub” which becomes the foundation to drive efficiency

Point 1

Point 2

Point 3

Point 4

Provide field operation analysis and management information 

Contact Center Total Management System
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Product Concept（Digital Hub, Total Management）
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Sweet Series : Product Growth History
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Sweet Series product lineup（http://www.pw-s.com/english）
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Sweet Series product lineup（http://www.pw-s.com/english）
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Sweet Series Function Matrix
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Sweet Series：De Facto Standard WFM Software Japan

Win No.１ Position 
for the Forth 

successive year !!



No.11Copyright (c) 2011 P&W Solutions All Rights Reserved.

Won the 2009 & 2011 Japan Market Leadership Award
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Over 40 Customers

Sweet Series Customers in Japan

Over 34,000 Seats
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The main Sweet users in Japan

TelecomTelecom FinanceFinance

Mail OrderMail Order Manufacturer・ITManufacturer・IT OutsourcersOutsourcers

The current largest user is NTT Docomo in Japan, 
they have over 7,000 seats of Sweet and are using Genesys CTI.
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Our Partners

Voice PartnersVoice Partners

Distribution PartnersDistribution Partners
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Sweet Seat Manager : Virtual Floor Monitoring & Management
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Competitive Analysis vs Avaya AgentMap

Sweet
Seat Manager

Features Avaya Agent MAP

Brower Base General Install Type
Genesys,

Avaya,Cisco
Support
IP-PBX

Only Avaya Aura

Mid-Large Target
Segment Small-Mid

Yes Redundancy No
Possible SaaS Model Difficult

Yes(Sweet Wfm) Connectivity No
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Connection with Genesys : Via Platform SDK

CIM Platform

Stat 
Server

Real Time
Call Status

Agent 
Data

Config
DB

Platform
 SD

K
Synchronize 
Agent Data

Receive
Real Time 

Status
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• Create the Virtual Floor
– End User can create the Virtual Floor

• Real time Monitoring 
– Agent Call Status by Virtual Floor 
– Agent Call Status by List 
– Queue Status

• Connect Stat Server to obtain real time status

• Telephony Control from Virtual Floor
– Support Voice Monitoring (Genesys SIP Server, NEC SV, Cisco CM)

Seat Manager Unique Functions
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• Real time Agent Skill Change & Restore Skill
– Connect Config Server
– Change Agent Skill by Floor Monitoring Screen
– Restore Skills to previous night  

• Daily Historical Agent Report
– Inbound Calls, Outbound Calls, Hold Times, Talk Time, Wait 

Time, Transfer Times, ect)

• iPad Support
– Safari Browser (html5)
– Support Functions

• Real time Monitoring (Agent Call Status, Agent List, 
Queue) 

• Telephony Control (Voice Monitoring)

Seat Manager Unique Functions
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Seat Manager Unique Functions (Real-time Monitoring)
Real-time Call & Queue Status Monitoring by Virtual Floor

Confirm Real time 
Call Status & Daily 
Historical Agent Data 
when you mouse on.

Confirm Real time 
Queue Status
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Seat Manager Unique Functions (Real-time Monitoring)

Real-time Call Status Monitoring Color Legends

Seat Color Legend

Call Status List Color Legend

Threshold Value of each Call Status
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Real-time Call Status Monitoring Color Legends

Seat Manager Unique Functions (Real-time Monitoring)

Seat Color Legend Skill Color Legend

Real time 
Seat Monitoring
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Seat Manager Unique Functions (Real-time Monitoring)
Real-time Agent Call Status by List Sort by Status

Sort by Skills

Sort by Elapsed Time
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Seat Manager Unique Functions (Support Agents)
Monitoring from Supervisor  

Right Click 
to Monitor

Select the 
Monitoring 
target Agent



No.25Copyright (c) 2011 P&W Solutions All Rights Reserved.

Seat Manager Unique Functions (Skill Change)

Real time Skill Change from Supervisor  

Right Click to 
Change Skill

Select the 
skill change 
target Agent
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Seat Manager Unique Functions (Skill Change)

Request 
Info

Cashing

Before Change

Account 
Service
Change 

Pass
New 

Account

After Change Lost
Change 

Pass

Before Change

Request 
Info

Point 
Service

After Change

Cashing

Change 
Pass
New 

Account

The skills configured to agent

Change specified skills 
collectively

Skill Change Method (Individual & Multiple)  
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Seat Manager Unique Functions (Create Virtual Floor)

Create Virtual Floor & Seat Placement   

Seat 
Templates

Placement 
Tools
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Seat Manager Unique Functions (Automatic Seat Assignment)

Shift work schedule
From Sweet Wfm

Based on shift, 
Agents are assigned 

to seats
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Seat Manager Unique Functions (Automatic Seat Assignment)

Select Conditions 
to assign seat

Set details  
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Thank You!!
www.pw-s.com/english


