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Cazoo drives fast-
growing business 
with Calabrio WFM.

ABOUT CAZOO
Cazoo’s mission is to transform the car buying and selling experience across the UK and 
Europe by providing better choice, value and transparency, convenience and peace of 
mind.  The company’s aim is to make buying and selling a car no different to ordering 
any other product online, where consumers can simply and seamlessly buy, sell, finance 
or subscribe to a car entirely online for delivery and collection in as little as 72 hours.  

Cazoo was founded in 2018 by serial entrepreneur Alex Chesterman OBE, is backed by 
some of the leading technology investors globally and is publicly traded (NYSE: CZOO)

CHALLENGES
Today, agents handle tens of thousands of inbound voice calls and live chat 
conversations, every month. Agents also manage other types of multichannel 
interactions, including: email, SMS and social media. 

Cazoo’s two contact centres that operate 7 days a week, between 7am and 9pm, are 
critical to supporting the rapidly expanding customer base and all parts of the customer 
journey from searching for a new vehicle, ordering and financing it through  
to delivery. 

Initially, Cazoo’s team managers relied on Google Docs for agent shift scheduling.  
This heavily manual process was very cumbersome and time-consuming.  What is 
more, it was totally unable to accommodate the fast-paced growth the company was 
experiencing.  The time had come to automate Cazoo’s scheduling and forecasting 
activities using a proven, cloud-based technology solution.  

Cazoo
At A Glance

COMPANY
Cazoo

LOCATION
UK

INDUSTRY
Online Car Retailer

PRODUCTS USED
Calabrio Workforce 
Management (WFM)

THE CHALLENGE
To automate the efficient 
scheduling and forecasting of 
Cazoo’s fast-growing contact 
centre workforce that is set  
to double.

THE SOLUTION
The cloud solution from 
Calabrio helps to drive 
cost efficiencies through 
automation.  It enables contact 
centre leaders to consider 
different types of shifts and 
flexible working with increased 
staff engagement.
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For the first time, a formal resource planning solution was 
introduced and once Calabrio WFM was implemented the next 
challenge was staff engagement.  Education on how to use the 
system along with promoting the benefits were essential to 
encourage widespread acceptance and faith in the  
new technology. 

SOLUTION
The Calabrio ONE Workforce Engagement Management (WEM) 
solution was rolled out in 2020 while the UK was in lockdown as a 
result of the Coronavirus pandemic.    

Calabrio’s seamless integration with Amazon Connect, the cloud-
based contact centre service from Amazon Web Services, means 
the solution is robust and flexible for hybrid working.  

Joanne Gilbert-Button, Resource Planning Specialist at Cazoo 
commented, “From the outset, Calabrio WFM provided visibility 
of how agents were adhering to their schedules throughout the 
day, even though the majority were working from home.  At the 
same time, the flexibility of the system allowed the company to 
consider introducing other ways of working including part-time 
work because automation made it so much easier to add different 
types of contract and shift patterns to the mix.”

The Resource Planning team uses Calabrio WFM to provide short, 
medium and long-term forecasting for Cazoo’s multi-channel, 
multi-skilled, multi-team workforce and release schedules 8 
weeks in advance.  Resource planners and managers use the 
following functionality:

• Data collection and forecasting capabilities.

• A special events tool to instantly capture trends and  
attach them to important dates such as Bank Holidays  
or new campaigns.

• Easy scheduling — once schedules are in place, adding 
specific agent information or activities is simple.

• The multi-channel, multi-team solution effortlessly creates 
blended shifts, optimising them against forecasts.

• WFM reporting — used daily, weekly and monthly.

Joanne added, “Increasingly, our agents benefit from Calabrio 
WFM.  They particularly like how they can submit their annual 
leave and see their shift swaps simply by using their mobile 
devices. The visibility and accessibility Calabrio WFM provides is 
perfect for enhancing staff engagement.”

“From the outset, Calabrio 
WFM provided visibility of 
how agents were adhering to 
their schedules throughout 
the day, even though the 
majority were working from 
home. At the same time, the 
flexibility of the system 
allowed the company to 
consider introducing other 
ways of working including 
part-time work because 
automation made it so much 
easier to add different 
types of contract and shift 
patterns to the mix.”
– JOANNE GILBERT-BUTTON,  
– RESOURCE PLANNING SPECIALIST, CAZOO
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RESULTS
Using Calabrio WFM, Cazoo has transformed scheduling and 
forecasting activities across the two contact centres.  

Highlights to date include:

• Time Savings — by removing the lengthy task of manual 
scheduling previously carried out by team mangers.

• ‘Availabilities’ — Joanne Gilbert-Button believes them 
to be, ‘a huge win, giving the team what they were asking 
for’.  Knowing who is available and when gives high 
levels of flexibility and the ‘wiggle room’ necessary to 
accommodate fluctuating call patterns that are normal in a  
growing business.

• At a Glance View of Payroll Activities — how many hours 
of overtime, sick leave or unpaid leave are downloaded 
in an instant and submitted to the finance department — 
eliminating another manual task from the contact centre.

• Overtime Spend is Now More Targeted — access to 
real-time, accurate data pinpoints which teams need 
overtime or where people can be moved to support other 
overstretched teams — potentially leading to hard cost 
savings in the longer-term. 

• Adherence and Real-Time Monitoring — the system can 
already identify for example, when staff arrive late to 
their shifts or the potential causes for answer rates falling 
below their target of 90% in 90 seconds.  

• Improved Reporting For:

 – Shrinkage — now Cazoo has the intelligence to 
better understand the reasons for shrinkage 
especially as a result of training new agents.

 – Effective Recruitment — a more accurate insight  
into headcount requirements is important for 
supporting a growing business while maintaining 
greater cost control.

 – Interval Trends — to maximise resources  
throughout the day.

Cazoo has uncovered other positive yet surprising outcomes.  
For example, the expertise of the Calabrio team is a source of 
inspiration and continuous learning. “They are always coming 
up with fresh ideas to leverage the system,” comments Joanne.  
The Resource Planning team is also taking advantage of ‘what if’ 
scenarios to plan for the Holiday season without interfering with 
live schedules.  

The successful introduction of a formal resource planning 
framework supported by Calabrio technology is now a case study 
for the rest of the organisation looking to manage their complex, 
round-the-clock operations.  Discussions are currently underway 
to explore how the contact centre model could be applied to 
support Product Engineering’s 24-hour operation and schedule 
the teams of Cazoo’s 21 Customer Collection Centres.

Joanne said, “This is praise indeed.  We have achieved so much 
over the past year and we couldn’t have done it without Calabrio.  
To ultimately schedule double the current number of people 
with blended shifts incorporating multiple skills and multiple 
channels; as well as manage their annual leave and overtime 
just doesn’t bear thinking about without Calabrio WFM!  The 
close collaboration between Cazoo and Calabrio is critical to the 
ongoing success of this implementation and relationship.”

“This is praise indeed. We have achieved so much over the 
past year and we couldn’t have done it without Calabrio.  
To ultimately schedule double the current number of 
people with blended shifts incorporating multiple skills 
and multiple channels; as well as manage their annual 
leave and overtime just doesn’t bear thinking about 
without Calabrio WFM! The close collaboration between 
Cazoo and Calabrio is critical to the ongoing success of 
this implementation and relationship.”

– JOANNE GILBERT-BUTTON, RESOURCE PLANNING SPECIALIST, CAZOO
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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.

SET FOR THE FUTURE
According to Joanne, strong integration with Amazon Connect and other enterprise systems is key to properly using the Calabrio WFM 
solution to monitor inbound and outbound trends and resource accordingly.  Next on the horizon is linking Cazoo’s HRBob application 
and Salesforce system seamlessly with Calabrio WFM.  In so doing, the company expects to increase collaboration with finance and HR 
departments, especially for unplanned absences, and better schedule for inbound email and live chat channels respectively.  

Cazoo plans to expand the resource planning team with intraday specialists.  Meanwhile, it intends to maximise existing resources to 
further roll-out multi-skilled and blended shifts.  

Joanne Gilbert-Button concluded, “Calabrio WFM continues to be a powerful staff engagement tool.  This highly effective data-driven 
solution presents us with a unique opportunity to introduce more meaningful weekend rotations that improve agent work/life balance 
while spurring us on to consider new part-time working arrangements that will allow us to plug any gaps during critical periods.  Come 
2022, we aim to step up our staff engagement efforts even further by introducing gamification. There is even more to come!” 

Learn more about Calabrio WFM.
VISIT CALABRIO.COM TODAY

In Numbers

TENS OF THOUSANDS OF 
VOICE CALLS AND LIVE 
CHAT CONVERSATIONS 

PER MONTH

GROWING BUSINESS 
SELLS AND DELIVERS 

THOUSANDS OF 
VEHICLES EVERY MONTH

CONTACT CENTRE 
SET TO DOUBLE 

IN SIZE

CONTACT CENTRE 
OPERATIONS ARE A ROLE 
MODEL FOR THE REST OF 

THE ORGANISATION 
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