
Is Your WFM Holding 
Back The Customer
Experience?

Your guide to how WFM should be 
making a positive impact on your 
customer engagement. 



WFM & CUSTOMER EXPERIENCE

�e ultimate goal of any contact centre is to deliver 
an exceptional customer experience. Customers place 
a high value on service, a fact borne out by a CEI 
Survey in Forbes showing that 86% of customers are 
prepared to pay a premium for a better customer 
experience.1

Workforce Management (WFM) has long played an 
important role in the contact centre, helping planners, 
managers and supervisors ensure they have the right 
number of agents with the right skills at available at 
the right time.  However, we challenge the real impact 
this level of planning has on the modern customer 
experience.

In our view, traditional WFM solutions fall into two 
camps: (i) Basic solutions that have long been 
outgrown by the contact centre using them; (ii) 
Sophisticated solutions that are overly complicated, 
meaning they are rarely used to their full potential 
and fail to positively impact the customer experience.

1. http://www.forbes.com/sites/christinecrandell/2013/01/21/customer-experience-is-it-the-chicken-or-egg

86%   
OF CUSTOMERS SAY THEY ARE 
WILLING TO PAY A PREMIUM 
FOR GOOD CUSTOMER SERVICE

Calabrio breaks these moulds. We believe that a 
comprehensive solution does not have to be complex. 
It simply needs to focus on delivering solutions 
designed for people, and help those people positively 
contribute to an exceptional customer experience.

�is eBook focuses on how WFM should improve 
customer service and how Calabrio delivers on this.
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MATCH RESOURCE TO DEMAND

�e basics remain true: contact centres need enough 
resources to meet demand, otherwise wait times become 
unacceptable and abandon rates climb. However, the world 
of the contact centre has changed. We now have more agents 
skilled and focused on non-voice interactions, geographically 
dispersed contact centres including home-workers, and we 
have an increasingly blurred line demarcating the 
front-o�ce contact centre and the back-o�ce supporting 
functions.

All of this increases complexity. Forecasting demand needs 
to encompass all channels and build schedules, span 
multiple teams and locations and in some instances people 
that do not work directly within the contact centre.

THE CALABRIO WAY

Calabrio is not tied to one platform and so 
can drill down into historic data from all 
sources from a single day to more than one 
year. �is provides a more accurate, holistic 
view of potential demand and assists in 
planning for that demand across your virtual 
customer engagement team.

Simply by combining historic demand with 
trending and desired service levels, you can 
ensure accurate forecasting, which in turn 
can ensure optimum sta�ng levels and that 
the right skills are available within shi� 
patterns.

�e power is delivered to managers, 
supervisors and planners in an intuitive, 
social-media like dashboard, removing 
complexity by providing a visual forecast 
and a step-by-step workflow.

      

WFM BEST PRACTICE 1

THE RIGHT CUSTOMER EXPERIENCE STARTS WITH 
HAVING THE RIGHT NUMBER OF AGENTS WITH THE 
RIGHT SKILLS AVAILABLE EVERY DAY AND 
THROUGHOUT THE DAY.
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STAFFING FOR OMNI-CHANNEL CONSISTENCY

Success is no longer achieved simply by having the right 
number of agents available. It’s brought about by having the 
right blend of skills available to deliver a consistent 
customer journey across multiple channels.

Most WFM solutions were born in the age of the call centre 
and naturally focus heavily on voice communications. As 
more and more customer interactions take place via 
non-voice channels, this leaves increasing gaps in resource 
scheduling and leads to issues for service delivery.

A more holistic approach is required that allows you to 
forecast, apply trends and define service levels by channel.

THE CALABRIO WAY

As mentioned previously, Calabrio does not 
forecast demand based on a single source, but 
can utilise multiple sources. As such you are 
able to model demand by channel in a 
similar way as you would model call demand 
by call or service type. 

�at gives you a clearer picture of your 
channel mix and, by applying service levels 
to each channel, enables you to gain clear 
direction on the blend of resources you 
require across your contact centres.

What is more, Calabrio enables you to 
monitor this at an intra-day perspective and  
gain an understanding of how demand levels 
across each channel change throughout the 
course of a day. �is means you’re able to 
better resource your contact centres and 
blend specialist and generalist agents.

      

WFM BEST PRACTICE 2

TODAY A HOLISTIC APPROACH IS REQUIRED TO WFM 
THAT TAKES INTO ACCOUNT EVERY CHANNEL OF THE 
CUSTOMER EXPERIENCE AND ENSURES THAT SERVICE 
LEVELS ARE ACHIEVED REGARDLESS OF CUSTOMERS 
CHOICE OF INTERACTION CHANNEL.

DELIVERING THE 
OMNI-CHANNEL

EXPERIENCE
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HAPPY AGENTS = HAPPY CUSTOMERS

It goes without saying that a happy agent will generate a 
more positive customer experience and this is where WFM 
can play a significant role.  Addressing agents’ needs to have 
the right work-life balance is key to a happy agent but it 
cannot be to the detriment of customer service or optimal 
resourcing.

�ere have been many attempts at addressing this by 
involving agents in the scheduling process. Traditional WFM 
solutions have used Shi� Building and Agent Preference 
scheduling but, in our view these solutions miss the mark 
and never really achieved the balance of meeting the needs 
of both the agent and the business. A new approach is 
needed that leaves the planner in control, while engaging the 
agent in the process so that they know their contact centre 
manager is listening to and looking a�er them.

THE CALABRIO WAY

We believe we have cracked this problem 
through Dynamic Scheduling which aligns 
the agents’ scheduling desires with the 
sta�ng needs of the business.

We empower agents to select the shi�s that 
suit them through our MySchedule widget 
that can be made available on their mobile 
device. �is provides them with the work-life 
balance they desire while enabling the 
schedulers to keep control over what options 
are available to which agents.

�rough the ease at which Calabrio can be 
integrated into other systems such as 
HR/HCM, we are able to take this one step 
further by enable agents to request and 
confirm holidays through the Calabrio 
interface.

�is approach achieves the best of both 
worlds, schedules that are fully sta�ed
by happy agents.

      

WFM BEST PRACTICE 3

ONE OF THE MOST CRITICAL FACTORS IN GENERATING 
HAPPY AGENTS IS ENABLING THEM TO WORK IN SHIFT 
PATTERNS THAT MATCH THEIR DESIRED WORK-LIFE 
BALANCE.
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REAL-TIME INSIGHT AND RESPONSE

It is a widely known fact that it takes twelve positive 
experiences to make up for one bad one. In the world of the 
contact centre this means there is simply no room for a bad 
day.

A source of frustration for contact centre managers is not 
having the information they need to e�ectively manage their 
operations and in those rare cases where information is 
available, it is o�en in the form of historic reporting that 
shows what has happened rather than what is happening.

Contact centre managers need to have a clear, visual 
dashboard that shows them what is happening now and 
more importantly why it’s happening. It should be intuitive 
and instant, enabling managers to receive, understand and 
act on any issue before it impacts on the customer 
experience.

THE CALABRIO WAY

Our focus on designing solutions for people is 
central to what we deliver in terms of a 
Supervisor Dashboard. We focus on what is 
important and deliver this in a way that is 
instantly digestible. 

We allow you to pick the KPI’s on which you 
manage the contact centre and then present 
these in a visual dashboard. �rough real-time 
graphical reports, supervisors can move faster; 
monitoring contact centre performance in 
terms of interaction volumes, available agents 
and service levels delivered. �rough the 
intra-day dashboard, supervisors and managers 
can see actuals against forecasts as well as 
schedule adherence and make immediate 
adjustments to maintain service quality.

We also provide you with the wider analysis, 
enabling you to identify trends in demand, 
workload and service level achievement.
All of these things enable you to
continually improve the way you
plan and schedule contact centre
resources to deliver the experience
your customers deserve.

      

WFM BEST PRACTICE 4

BEING ABLE TO QUICKLY REACT TO THE DEMANDS ON 
THE CONTACT CENTRE IN REAL-TIME IS THE DIFFERENCE 
BETWEEN SURVIVING THE DAY AND DELIVERING YOUR 
BEST EVER DAY
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WHAT MAKES CALABRIO
SO DIFFERENT?

We truly believe that Calabrio is a solution that works the 
way contact centre managers and supervisors work. What 
makes us so unique is that we provide a comprehensive 
solution proves that WFM solutions do not have to be 
di�cult to use. Calabrio is recognised as a Leader in 
Gartner's Magic Quadrant for Customer Engagement WFO, 
and in the words of DMG has the best user interface in the 
WFM market.

What Makes Calabrio WFM Unique:

      

EASY TO USE
Intuitive, easy-to-learn interface reduces training 
time and expense.

SCALABLE
Whether you have five agents or a thousand, our 
solution scales while maintaining simplicity of 
use.

EMPOWERING
Performance-based scheduling improves 
motivation and agent morale.

FLEXIBLE
Enabling holiday planning and synchronisation 
of time-o� accrual and allocation.

STRATEGIC
Using historic data and trends to enable long-term 
strategic plans and sta�ng forecasts.

ENTERPRISE-GRADE
Supporting both multi-site and multi-channel 
enabling direction and resourcing to be done
at an enterprise level.
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