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E.ON increases 
availability with 
flexible scheduling.

Every year E.ON’s customer service center handles more than 1.2 million inquiries 
received by phone, chat, and email. Pressure on their customer service advisers is 

high. Every day, between 2,500 and 4,000 phone calls are received.

E.ON has long been a user of Calabrio’s WFM solution. As part of the company’s 
efforts to make life easier for its customers and to meet customers where they 
are, E.ON wanted to take the next step in its customer service evolution in order 
to operate even more efficiently. E.ON’s journey towards achieving its target of 
answering 90% of all incoming calls and 100% of inquiries via other channels started 
with flexible scheduling.

CALABRIO MEETS E.ON’S NEEDS
Anette Jonsson works as Group Director for Business, Analytics and Planning and 
speaks about the challenges E.ON faced before it found Calabrio.

“Before Calabrio came into the picture, we spent a lot of time on admin. We also 
couldn’t follow things up as much as we wanted. We had problems handling calls on 
time and needed more control to ensure that our customer service advisers were 
spending their time on the right things.”

Anette compared Calabrio WFM with other tools but has yet to find anything that 
meets E.ON’s needs.

“Although we looked at other tools, our needs can only be met by Calabrio. We need 
to be able to create accurate forecasts, enable advisers to plan their leave according 
to forecasts, and create reports in addition to the standard range. Calabrio WFM  
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THE CHALLENGE
E.ON wanted to make life  
easier for its customers—which 
means meeting them where 
they are—on phone, chat,  
email and social.

THE SOLUTION
With Calabrio WFM, contact 
center leaders now create the 
accurate forecasts upon which 
E.ON’s entire customer service 
operation relies—forecasts 
that even take into account 
projected email volumes.
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also features a number of additional modules such as Shift Trader, 
Agent Schedule Messenger, and Payroll Integration that increase 
customer service, efficiency and create more satisfied employees.”

FORECASTS GUIDE THE BUSINESS
The whole of E.ON’s customer service operation relies on the 
forecasts created using Calabrio WFM. The long-term forecast is 
vital for the following year’s budget so E.ON knows what resources 
it needs to direct towards its customer service activities. The 
detailed forecast supports scheduling, promotions, and other 
mailshots. Using Calabrio’s Performance Manager report tool, 
E.ON can build custom reports to identify when it receives the 
most inquiries, or when sick leave is highest.

Calabrio WFM provides a broad solution that makes it possible to 
meet the needs of its various customers. With flexible scheduling 
E.ON can distribute advisers so that they’re available when 
customers contact them. Shifts vary between six and ten hours, 
resulting in more productive hours on the busiest days.  
Customer advisers can be scheduled in 15-minute intervals for 
E.ON’s various channels. Who will answer the phone, chat  
service, and take care of Facebook? Everything is scheduled.  

Agent Schedule Messenger shows the customer service advisers’ 
current schedule in real time so they can quickly and easily see 
what they need to do and when.

INCREASED CUSTOMER SERVICE AND A BETTER 
WORK ENVIRONMENT FOR ADVISERS
Thanks to Calabrio WFM’s scheduling, E.ON regularly achieves its 
target of answering 90% of inbound calls and 100% of inquiries 
via other channels. Once E.ON connected its email and telephone 
systems it was able identify how long the inquiries took, which 
made it possible to forecast emails in Calabrio WFM as well.  
This enabled E.ON to schedule 30% less time than before for 
processing emails.

“We couldn’t have achieved our current level of availability without 
Calabrio WFM and its flexible scheduling. Our workload has 
been evened out, which has in turn evened out our response rate. 
Backlogs have been reduced which has resulted in fewer people 
calling back and shorter waiting times. This has led to a better work 
environment with more satisfied employees, resulting in increased 
customer satisfaction,” says Anette.

“Forecasts in Calabrio form the basis for how 
we work—they guide everything we do and are 
incredibly accurate. The scheduling system enables 
us to distribute staff when they’re needed, or 
at specific peaks during the week. Even on busy 
days, we’ve been able to reduce response times and 
manage our admin in a way that ensures customers 
are answered within a reasonable time frame.”
– ANETTE JONSSON



E.ON increases availability  
with flexible scheduling.

3

Calabrio is the customer experience intelligence company that empowers organizations to enrich human interactions. The scalability of our cloud platform allows for quick 
deployment of remote work models—and it gives our customers precise control over both operating costs and customer satisfaction levels. Our AI-driven analytics tools make it 
easy for contact centers to uncover customer sentiment and share compelling insights with other parts of the organization. Customers choose Calabrio because we understand 
their needs and provide a best-in-class experience, from implementation to ongoing support.

calabrio.com  | +1.763.592.4600
© Copyright 2021, Calabrio, Inc. All rights reserved. Calabrio and the Calabrio logo are the registered trademark of Calabrio Inc. All other products are the property of their respective companies.

ABOUT E.ON
E.ON Kundsupport Sverige AB is part of E.ON Regional Unit Sverige, owned by the E.ON Group headquartered 
in Düsseldorf, Germany. E.ON RU Sverige generates and supplies energy to around one million Nordic customers 
in the form of electricity, gas, HVAC, and energy-related services. E.ON RU Sverige has more than 20 subsidiaries 
employing a total of around 3,500 people.

E.ON Kundsupport ensures that E.ON’s customers get the best possible service within areas such as customer 
service, contract management, supplier switching, billing, and payment.

Learn more about Calabrio ONE.
VISIT CALABRIO.COM TODAY

http://www.calabrio.com

