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Jysk Fynske Medier exceeds expectations 
using Teleopti WFM

A four-fold growth in the number of agents at Jysk Fynske Medier’s subscription center instigated 
its move from manual-planning processes that could “get the job done,” to an automated system 
allowing for full integration of schedules and communication platforms. JF Medier needed a 
fast-paced way to see exactly what was being achieved, offering management clear insights and 
agents ownership of their work. 
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Jysk Fynske Medier, the background
Jysk Fynske (JF) Medier is Denmark’s second largest 
media group with 13 newspapers, 64 weekly newspa-
pers and 5 radio stations. On an average weekday, 
almost 0.5 million people read one of its daily news-
papers and weekly newspapers have a total of 1.6 
million readers. JF Medier’s radio stations are heard by 
700,000 listeners a week and its digital media 
generates 89 million page views each month.

The extensive consumption of its media means that 
JF Medier’s subscription team handles 30,000 calls a 
month and 5-6,000 emails. Working closely with the 
company’s outbound telemarketing department also 
generates 1,500-2,000 orders a month for agents to 
process. The customer service team consequently 
operates with seven workloads, and every agent is 
multi- skilled, with the majority skilled in all 
seven areas. 

Need for a new system
The critical challenge for JF Medier was that the 
planning and management team were having to con-
duct all their workforce management (WFM) processes  
manually. JF Medier’s Resource Planner spent a mini-
mum of 1-2 hours a day scheduling the following day 
and, if there were any changes needed they would 
have to start over. 

Jeppe Uhre Havgaard Bjerrum, Subscriptions and  
Customer Service Manager at JF Medier, created fore-
casts based on historical data and “gut feeling.” 
As Jeppe says, “we didn’t have the chance to look into 
the future and discern something intelligent about how 
many calls we would get. Everything was done based 
on experience and what we thought and felt, no actual 
statistics to say, ‘this is the right thing to do.’” 

Follow up on people’s numbers was challenging due to 
the disconnection between the phone system and Ex-
cel schedules. If management wished to follow up on 
adherence or effectiveness it was near on impossible 
as it would take hours to build 
the overview and by the time 
team leaders and managers 
were ready to use these 
figures in one-on-ones the 
numbers were already too old. 

The answer?
JF Medier needed WFM automation that took away all 
the manual workings and instead offered intelligent, 
efficient insights due to the integration of the 
schedules and phone system. Though service and 
support wasn’t an initial factor in looking for a WFM 
vendor, Jeppe believes it has equally become a key 
factor during, and after, the software installation. 

Choosing Teleopti
A major reason for choosing Teleopti as JF Medier’s 
WFM provider is its 100% focus on WFM. Jeppe 
comments: “The fact that Teleopti does WFM as its 
sole product gave me a sense that it really knows what 
it’s talking about. It wasn’t a matter of upselling or that 
WFM was just something that you needed to have on 
the side of another product. Teleopti does WFM well, 
and knows that it does it well. Plus, the references that 
Martin Degn [Teleopti’s Denmark Sales Manager] came 
with spoke for themselves.”

Fear of Big Brother
When faced with moving to an automated mana-
gement system, many of JF Medier’s agents felt the 
classic fear of change. They worried that Teleopti WFM 
would be a Big Brother system with no independent 
decisions or agent autonomy. It took work from Jeppe 
and his team leaders to explain the benefits. However, 
just before the launch everyone was accepting of it, 
and management made sure the center was overstaf-
fed in the first days of running Teleopti WFM so as not 
to have any overwhelming surprises.

A fresh start
Moving from an initial state of fear to acceptance, now 
all agents at JF Medier are feeling the benefit of auto-
mating planning processes. Jeppe evaluates, “I don’t 
think anyone in the workforce would say it isn’t better 
today than it was before we moved to Teleopti WFM. 
All can see the value, for the company and for them as 
an employee.” 

The fact that Teleopti does WFM as its sole product gave me 
a sense that it really knows what it’s talking about. It wasn’t 
a matter of up-selling or that WFM was just something that 
you needed to have on the side of another product. 
Teleopti does WFM well, and knows that it does it well.
Jeppe Uhre Havgaard Bjerrum 
Subscriptions and Customer Service Manager at JF Medier



Particular value has come with the agents receiving a 
clear overview of what to do and when, via a 
self- service portal. There they can also see reports 
of their own KPIs, which they can follow from hour 
to hour or at 15-minute intervals. Jeppe has noticed 
that agents now really care about their performance. 
Previously, it wasn’t in their mindset as they could work 
hard but never see beyond the numbers for the whole 
team. Now, agents can see if they have been individual-
ly successful, and take ownership of that.

The results  

• A 25-30% increase in the number of hours that 
agents were active on phones (rather than in 
downtime or after-call work), in first week of 
launching Teleopti WFM.

• The service level goal of 80% of calls answered in 
60 seconds was always met in the first two months 
of using Teleopti WFM, with 95% answered in 60 
seconds on some days.

• The abandon rate goal of 10% (handling 90% of 
calls) was exceeded by agents in the same two-
month period, with the actual average abandon 
rate at only 7%.

• Forecasting accuracy is at +/- 2-3% off the actual. 
Some days forecasts are 100% correct – Jeppe 
says, “I am amazed.”

Working with Teleopti WFM
“I think the Teleopti WFM solution is user-friendly. It is 
complex but when you get the hang of it, it makes  
sense. We created forecasts for the second half of year 

just two weeks ago and, with a bit of thinking and 
looking at our old notes, we got through it in under an 
hour, which I think is user-friendly,” reflects Jeppe.  
On a day-to-day basis, managers and team leaders are 
able to instantly gain reports due to the integration of 
communication systems and schedules. Planners also 
see far greater effect in the work they do and can really 
impact each day’s effectiveness via intraday manage-
ment tools.

Working with the Teleopti team
According to Jeppe, “I was very impressed at the level 
of service and help we had in the implementation 
phase. Niclas, the consultant, was amazing in the 6 
days we had him at the office, he made complex 
matters very down to earth and understandable. Now 
that the solution is up and running, Niclas is there when 
all sorts of strange questions pop up.”

Niclas Lehtinen, Teleopti’s WFM consultant for JF 
Medier, says “We had a smooth project because of the 
good project group at JF Medier, they were fun to work 
with and really open minded regarding changes and 
scheduling.”

Engaging employees
In line with driving agent engagement through 
awareness of their numbers, productivity has also 
been aided by easier access to information for one-on-
ones and managers understanding agent competency 
better. There is equally more flexibility as employees 
can request time off whilst at home, or anywhere, with 
immediate responses, a possibility that will be used 
more going forward.
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Teleopti, a Calabrio company, helps organizations empower their employees to provide outstanding customer service 
through our cloud-first workforce management (WFM) software. We are a global team of innovators and experts focusing 
100% on WFM, enabling companies with user-friendly automation and optimization of omnichannel forecasting, scheduling, 
and people management. Teleopti WFM supports companies’ profitability by elevating operational efficiency, employee 
engagement, and customer experience. Since the start in 1992 we have grown our customer community to 100 countries, 
collaborating with partners worldwide, and today Teleopti WFM plans and empowers over 500,000 employees. For more 
information visit www.teleopti.com

“
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Welcome to Denmark’s second largest media group. At Jysk Fynske Medier we wish to create a media group with the 
strength to maintain and develop the decisive role of regional and local media for democracy and cohesion in local 
communities. It is our vision and what drives us every single day.

Jysk Fynske Medier was created on January 1, 2015 as a merger between Jyske Medier, Fynske Medier and Syddanske Medier. 
On January 1, 2016, Midtjyske Medier became part of the family, and today we are Denmark’s second largest media group 
with 13 newspapers, 64 weekly newspapers, 5 radio stations and a variety of news sites and other digital brands. In addition, 
the Group embraces various companies that facilitate communication between people: Printing and printing agencies, 
distribution companies, app developers, movie companies, a web agency and an advertising agency.

We cover an area of approximately 1.5 million citizens. On an average day, almost a third of these people will read one of 
our daily newspapers. At the same time, our weekly newspapers, with a total publication of 1.6 million copies, will reach all 
households in the area, while our radio stations are heard by 700,000 listeners in a week and our digital media collectively 
generates 89 million pageviews every single month. Therefore, we continue to present one impressive number after another. 
But it’s still just numbers. Behind these numbers you will find a living organization with 1700 dedicated employees. People 
who every day put all of their energy, knowledge and abilities into informing, inspiring, communicating and entertaining.

Welcome to Jysk Fynske Medier.

The engagement nurtured by JF Medier’s use of  
Teleopti WFM also ties in with their own efforts 
toward employee satisfaction. JF Medier currently 
conducts employee engagement surveys twice a year, 

on the back of which management picks out two or 
three  areas to work on e.g. the level of information 
needed by agents or the physical environment. 
Academies are also run for all JF Medier employees 
about communication and how to be successful in 
one’s work life.

The future with Teleopti
The main focus of Jeppe and his team right now is 
on making Teleopti WFM a 100% integrated part of 
everyday life in the center, so agents feel that it is a 
system that they have always used and will always 
use. There are a lot of changes going on, but once 
agents are settled, the idea is to see what could come 
from introducing Real Time Adherence. 

I don’t think anyone in the workforce would say 
it isn’t better today than it was before we moved 
to Teleopti WFM. All can see the value, for the 
company and for them as an employee.

Jeppe Uhre Havgaard Bjerrum 
Subscriptions and Customer Service Manager at JF Medier


