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2010 ICMI Contact Center Workforce Management Practices Report

Introduction: The Strategic Role
of Workforce Management

Brad Cleveland, Senior Advisor/former President and CEO, ICMI

Effective workforce management (WFM) involves the totality of forecasting, staffing, scheduling,
and making adjustments in real time when unexpected changes occur. The objective is to get the
right number of people in the right places at the right times, doing the right things. No more, no
fewer — overstaff your center and profitability will deteriorate as costs increase; schedule too few
agents and customers will abandon, handling times will increase and poor word of mouth will put

your brand at risk.

Organizations getting the best results view this aspect of management as a cross-functional
responsibility that requires the full support of and collaboration with the broader organization.

Key Findings

In March/April of 2010 we conducted our largest research
study yet on workforce management. Participating in the
study were 545 call center professionals — representing a
wide range of industries and geographic regions — who
shared their centers’ forecasting and scheduling practices,
allowing us to evaluate how centers embrace workforce man-
agement technology and tools today, and to examine the
various staffing strategies employed to manage a dynamic
workload.

Key findings from the survey include:
® The number of centers staffed with a dedicated workforce
manager/team whose sole responsibility is forecasting and

scheduling is on the rise since 2008.

® More than four in five centers are measuring forecast accu-
racy against an established goal.

* Only about one in three centers handling email contacts
forecast and schedule for email contacts.

* Only about 60% of respondents indicate that their agents
are satisfied with the center’s scheduling process.

* Roughly two in three centers surveyed have an automated
WFM system in place.
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