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INTRODUCTION
Studies show resource-related costs account for the 

majority of a contact center’s full operating budget, so how 

you plan, schedule and manage those resources can make 

or break your budget. While a workforce management 

(WFM) software solution can certainly help, according to 

Dimension Data, 41.3 percent of contact centers are still 

operating without WFM technology.1 Why is this?

The two basic building blocks of contact center WFM are 

forecasting and scheduling—but any WFM analyst will 

tell you there’s nothing basic about them. Using historical 

data, the analyst must accurately forecast the workload, 

then create schedules that put in place the right contact 

center agents to meet the service-level target at any given 

time throughout the day. Overstaff, and they spend too 

much money; understaff, and they don’t meet customer 

expectations. And both situations negatively impact your 

bottom line.

Despite these criticalities, the reality is—when it comes to 

contact center forecasting and scheduling—many executives 

believe it can be reasonably completed by hand, by a 

properly skilled person, if that person is given a spreadsheet 

and enough time.

This mindset creates two big burdens for your company. 

The first is finding that properly skilled resource and paying 

them what they expect and deserve—after all, a highly 

knowledgeable statistician or analyst comes at a premium. 

The second burden is time—managing a contact center 

workforce via spreadsheets is time-intensive and manual.

It comes down to that old cliché—time is money. Manual, 

spreadsheet-based approaches to sophisticated contact 

center forecasting, scheduling and management simply 

don’t cut it anymore. Today’s modern customer engagement 

demands a modern WFM technology platform, not the 

spreadsheets of yesteryear. Here’s why.

TOP FOUR REASONS TO USE 
WORKFORCE MANAGEMENT (WFM) 
INSTEAD OF SPREADSHEETS
Until recently, manually managing scheduling using 

spreadsheets was deemed acceptable for creating fixed 

schedules. Yet, as contact centers continue to grow in 

size and complexity, this approach is quickly becoming 

outdated—spreadsheets just can’t scale as needed to enable 

most organizations to maintain a competitive edge. Much 

of the complexity is due to today’s consumers demanding 

a more personalized, multi-channel experience, as well 

as employees demanding more flexible schedules, for a 

better work-life balance. These demands are typical of 

modern customer engagement, but organizations still 

using spreadsheets to manage their contact center find it 

difficult—if not impossible—to meet them.
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By breaking away from legacy, spreadsheet-driven 

approaches for managing your contact center and instead 

investing in a comprehensive WFM solution, you can 

generate fast ROI via improvements in these four areas:

Accuracy
Manually re-keying and manipulating spreadsheet data is 

time-consuming and error-prone; even if using the utmost 

care to ensure data integrity, confirming the accuracy of 

spreadsheet-created schedules is difficult. Also, when 

using spreadsheets, analysts and supervisors are forced 

to “guess” the optimal timeframes for off-phone activities, 

such as meetings and trainings. In addition, the average, 

spreadsheet-reliant workforce analyst creates forecasts 

and runs schedules only 1-4 times per year—leaving the 

contact center vulnerable to over- or understaffing the rest 

of the time.

Workforce Management software overcomes these 

common accuracy challenges by:

• Enabling forecasts and schedules to be run more 
frequently and easily—in much less time—so the 
contact center can respond more quickly and 
effectively to seasonality and staffing fluctuations;

• Helping contact center leaders to better assess 
forecast accuracy via visual reporting, and rectify 
when the center is over- or understaffed;

• Empowering intraday managers to immediately 
improve the service level by making on-the-fly 
adjustments, such as optimizing breaks and  
lunches; and

• Letting supervisors and analysts easily identify 
the best times to schedule off-phone activities to 
minimize the potential negative impact on customer 
service levels.

Automation
For contact centers embracing an omni-channel approach 

to customer engagement, manually forecasting contact 

volumes and creating schedules for numerous channels 

is especially time-intensive. When using spreadsheets, 

fulfilling agent scheduling preferences adds yet another 

layer of complexity to an already tedious process, so those 

preferences often are ignored. Additionally, managing time-

off requests through spreadsheets and emails is typically 

convoluted and time-consuming.

Workforce Management software streamlines and 

automates these types of tasks, helping contact centers 

reduce the amount of time it takes to forecast, schedule and 

manage service levels for multiple channels and multiple 

locations. In fact, contact centers that use WFM  

to automate such tasks on average save 25 percent of the 

time they currently devote to manually performing them. 

Time savings are even greater for larger, more complex 

contact centers.

By breaking away from legacy, spreadsheet-
driven approaches for managing your 
contact center and instead investing in a 
comprehensive WFM solution, you can generate 
fast ROI via improvements.
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With WFM automation, you set the forecast and scheduling 

framework once, then let the system and its auto-approval 

workflows do the work. With this greater automation, 

contact centers can:

• Develop hundreds of forecasts and schedules for 
different scenarios, in the same amount of time it 
takes a workforce analyst using a spreadsheet to 
create a single forecast and schedule;

• Perform “what-if” analysis and review alternative 
options to significantly reduce over- and 
understaffing issues;

• Allow agents to actively participate in the scheduling 
process, removing the perception of analysts “playing 
favorites;”

• Further reduce the burden of reviewing and 
approving time-off requests by integrating and 
automatically syncing data with your company’s HR 
system; and

• Better manage work-life balance for your agents.

Adherence
To adequately handle the forecasted workload, agents must 

actually follow their assigned schedules—otherwise known 

as “adherence.” Having only one agent out of adherence 

can greatly impact the service level, especially in smaller 

contact centers. And spreadsheets provide zero insight into 

whether your agents work their scheduled shifts.

Alternatively, modern WFM software solutions help contact 

center managers monitor schedule adherence to minimize 

negative impact on services levels—universally affording 

them greater visibility into what’s happening in the contact 

center. When it comes to adherence, WFM:

• Presents a one-stop shop view of adherence data, 
rather than requiring managers to manually compare 
spreadsheets to the automatic call distribution’s 
(ACD) real-time reporting screens;

• Cues supervisors to non-adherence via easy visual 
indicators on dashboards, so they quickly can 
address violations; and
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• Empowers agents to self-manage by letting them 
view and monitor their own adherence status.

Analysis
Reporting and analysis is a critical component of any WFM 

program—organizations must be able to accurately and 

expediently measure and report on staffing, attendance 

and expenses in order to operate efficiently. And while 

spreadsheets may seem like an economical choice in the 

short-term, this is another area where spreadsheets fall 

short and can cost you money in the long run.

By switching from spreadsheets to WFM software tools, 

organizations can experience vast improvements in day-

to-day contact center operations thanks to improved, 

expanded reporting and analysis. With WFM, contact center 

leaders:

• Can quickly and easily create dashboards without 
help from IT, and without needing a degree in 
statistics or math;

• Gain real-time, visual reporting capabilities that 
reveal trends in volumes, staffing levels and 
adherence—and easy access to data that extends to 
the agent as well; and

• Empower agents with self-service capabilities, 
to increase agent engagement and reduce the 
administrative burden on management.

TODAY’S CLOUD/SAAS OPTIONS 
MAKE WFM MORE AFFORDABLE
But not if you work with Calabrio. That’s because Calabrio 

offers a Software-as-a-Service (SaaS) deployment option of 

our WFM technology that:

• Offers a lower upfront investment because there’s no 
need for costly hardware or maintenance;

• Makes it easier for buyers to obtain purchase 
approval thanks to its lower (or non-existent) capital 
investment;

• Reduces the support burden placed on IT;

• Ensures you get the wide range of WFM capabilities 
you need, with functionality that’s identical to 
Calabrio’s on-premises WFM offering;

• Is available anytime, anywhere, regardless of where 
your agents are located;

• Helps ensure business continuity in the event 
of cyber-attacks, insider threats and digital 
transformation;

• Delivers the full security and functionality benefits of 
cloud offerings; and

• Flexes with your growth—whether you need five 
licenses or 500, you only pay for what you use.

Find out more—download Calabrio’s “Stepping Up to the 

Secure Cloud” white paper and read our “Considering a 

Cloud Contact Center? Four Points to Start the Discussion” 

blog post.

CAPITAL EXPENDITURE 
(CAPEX)

OPERATIONAL 
EXPENDITURE (OPEX)

An “asset” (something of 

value) usually purchased 

with a single lump payment 

that has an ongoing 

maintenance agreement. 

Typically costs more than 

the average OpEx expense.

An ongoing cost that 

recurs regularly (usually 

on a monthly basis) and is 

generally provided under 

a contract by the service 

provider. Typically costs less 

than a CapEx expense.

Cheatsheet: CapEx vs. OpEx

http://“Stepping Up to the Secure Cloud”
http://“Stepping Up to the Secure Cloud”
http://“Considering a Cloud Contact Center? Four Points to Start the Discussion”
http://“Considering a Cloud Contact Center? Four Points to Start the Discussion”
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CONCLUSION
As a contact center leader, you’re expected to consistently meet customer service expectations, while 

staying within budget—goals that can’t be met in today’s world with a manual, resource-intensive 

approach. The good news is, you don’t have to do it that way anymore. Modern WFM solutions help 

you deliver the superb experience your customers have come to expect—and they do it in a reliable, 

consistent, efficient manner, delivering the four main benefits outlined in this white paper.

It’s time to break free from the spreadsheet ball and chain. Calabrio can help.

Find out why Calabrio is the best WFM replacement for spreadsheets.

Customer case studies.

White paper “The Definitive Guide to the Modern Contact Center.”

White paper “How to Succeed with Contact Center Analytics.”

White paper “The Path to Better Contact Center Reporting.”

Blog “3 Reasons Contact Center Analytics Fails.”

1 Dimension Data. “2017 Global Customer Experience Benchmarking Report.”
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