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GE Appliances 
Modernizes Its 
Contact Center with 
Calabrio WFM and 
Amazon Connect
CONTACT CENTER GROWS EFFICIENCIES IN SPITE OF 
PANDEMIC-SPURRED VOLUME INCREASE AND SHIFT TO 
REMOTE WORK.

Challenges 

Appliance support tends to be highly seasonal in nature, making contact center 
forecasting and scheduling a challenging opportunity if done without a strategic, 
well-executed workforce management (WFM) plan modeled in advance. That’s exactly 
what was happening at GE Appliances — and for a variety of reasons.

Existing contact center leadership, for example, lacked deep WFM expertise. 
Reporting in pockets was confusing, insufficient and at times inconsistent due to the 
many different reports built over time by many different people using many different 
operational definitions. And inconsistent WFM alignment between separate contact 
center business units prevented optimized, unified operations — each business unit 
director, for instance, manually completed his/her own staff modeling.

Then COVID-19 hit, and GE Appliances’ contact center volumes skyrocketed by 50% 
above its typical monthly volume of two million — an increase that far exceeded the 
forecast and budget. To top it off, leaders had only two weeks to shift all 800+ contact 
center-based employees to working remotely, from their homes.

 

GE Appliances 
At A Glance

COMPANY
GE Appliances

INDUSTRY
Manufacturing

PRODUCTS USED
Calabrio WFM, Calabrio QM

THE CHALLENGE
Contact center volumes 
skyrocketed by 50% 

THE SOLUTION
Create a strategic workforce 
management plan to flexibly 
schedule remote agents and 
meet demand
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Solution

GE Appliances paired Calabrio with Amazon Connect for an 
instantly scalable, user-friendly, cloud-based WFM solution        
that gives contact center leaders the flexible, dynamic call     
routing and instrumentation they need to effectively manage a 
remote workforce. 

Now, a singular forecasting and scheduling methodology measures 
the accuracy of volumes and handle times in order to ensure the 
right number of agents are scheduled to deliver the required 
service level in each business unit. 

Additionally, Calabrio Quality Management lets leaders hear 
the voices and view the screens of remote agents, so they can 
immediately coach or engage with agents in real-time. And 
Calabrio Dynamic Scheduling lets leaders easily execute a 
significant amount of overtime and undertime whenever needed. 
As a result, agents can sign themselves up for additional shifts—or 
decide to end their shifts early — based upon if more or less help is 
needed on any given day.

 

Results

Despite the unforeseeable, unimaginable challenges posed 
by COVID-19, it only took days for contact center leaders to 
seamlessly transition all agents to working from home — a move 
that didn’t impact customers in any way. In fact, the shift was so 
seamless, some internal stakeholders didn’t even know it had 
already taken place. 

GE Appliances also optimized its contact center operations in the 
most cost-effective manner while improving the company’s overall 
customer experience. As a result, cost per call decreased by 15%, 
adherence grew by 20% (to its current rate of 90%+), the cost of 
hiring went down when attrition shrank by up to 25%, and the 
contact center workforce only had to grow 20-25% — to 1,000+ 
total — in order to cover the unexpected 50% call increase caused 
by COVID-19.

Now, GE Appliances can flexibly scale its contact center up or 
down as needed, and expand its hiring pool since it’s immaterial 
where agents live. All in all, leaders can prove significant cost 
savings — the equivalent of 2-3 teams of full-time employees — for 
a 12-month time period. 

Long term, thanks to more-efficient agents, the contact center has 
the opportunity to become a profit center — rather than a cost 
center — for GE Appliances.

“Without the ability to identify and deliver high-schedule adherence, 
we would’ve been totally destroyed by COVID-19. Yet, despite 
moving everyone from brick and mortar to work from home within 
only two weeks, our adherence actually went up!”

– AARON JACOBS - DIRECTOR OF WORKFORCE OPTIMIZATION & ANALYTICS 
  GE APPLIANCES
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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 Brand
One of the largest appliance companies in the U.S., GE Appliances manufactures appliances under several 
brands and boasts a long history of cooking innovation: it created the first self-cleaning oven and over-
the-range microwave; it launched the first suite of WiFi-connected appliances; and it was the first U.S. 
manufacturer to build appliances that work with voice assistants like Amazon Echo and Google Home.

Learn more about WFM and QM.
VISIT CALABRIO.COM TODAY

SEAMLESS TRANSITION 
TO WFH IN ONLY DAYS

15% DECREASE IN COST 
PER CALL

20% INCREASE IN 
ADHERENCE

25% DECREASE IN 
ATTRITION
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