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Introduction

Today’s contact centers face more continuous change than ever 
before. New channels and agent skill sets, ever-increasing  
customer demand, and emerging business needs fuel the 

evolution of workforce management (WFM) practices. And as 
these elements grow more intricate, contact centers without the 
right technology solutions will find it harder than ever to get the 
right contact to the right person at the right time.

With that in mind, many contact centers are turning to skills-based 
routing, also known as omnichannel routing or multimedia routing, to 
address complexity. But skills-based routing is both multifaceted 
and multidimensional, which creates an array of WFM challenges 
that must be addressed. Those that have already implemented it 
have found that its power to drive value is based on its ability to 
simultaneously address numerous business demands.

Contact center leaders often haven’t considered other WFM func-
tions that are ripe for innovation in enterprise technology. Intel-
ligent intraday automation is an as-yet-untapped opportunity 
to improve WFM return on investment (ROI). As a high impact 
by-product, it also increases employee engagement by putt-
ing more insight and control into the hands of managers and 
employees.

About This Book
Intelligent Automation and Simulation in WFM For Dummies, NICE 
Special Edition, covers the basics around what WFM is and the 
processes that should be followed to get the best use of your WFM 
solution. The book explains how intelligent automation can be 
used to reduce manual tasks and make informed decisions for 
real-time impact. You get detailed information on the challenges 
of complex multi-skilled environments, the things to consider 
when operating skills-based routing, and the impacts they have 
on your business.

The book walks you through the importance of simulation and 
intelligent automation and also detailing how the NICE WFM suite 
of solutions uses these to provide greater insight into planning. 
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The information in this book also provides the benefits and the 
details of how NICE WFM is used today.

Icons Used in This Book
The whole point of this book is to make it easy to find the infor-
mation that’s most pertinent to you. With that in mind, we’ve 
included icons in the margins of certain key paragraphs. Here’s 
what those icons mean.

We hope that every single paragraph catches your eye and cap-
tures your attention, but if you’re in a hurry, please at least have 
a look at the paragraphs marked by this icon. This information 
gives you key things to remember about WFM.

We aim to provide you with actionable insights for making simu-
lation and intelligent automation happen in your world. This par-
agraph includes some specific ideas.

WFM is all about making your world simpler, without getting lost 
in the weeds. But if you want to delve a little deeper into the techie 
details, here is a paragraph for you.

You’re trying to make things run more smoothly, right? So these 
cautionary notes give you pitfalls to avoid.

Beyond the Book
This book shares insights about intelligent automation and sim-
ulation in WFM and how it can give your organization a compet-
itive edge. But despite all the words on these pages, there’s more 
you may want to know. For additional insight, check out these 
resources:

 » Delve into the NICE WFM suite: www.nice.com/engage/
workforce-optimization

 » Enhance business and drive change with NICE: www.nice.
com/engage/ebooks-and-whitepapers

http://www.nice.com/engage/workforce-optimization/
http://www.nice.com/engage/workforce-optimization/
http://www.nice.com/engage/ebooks-and-whitepapers
http://www.nice.com/engage/ebooks-and-whitepapers


CHAPTER 1  Introducing Workforce Management      3

These materials are © 2021 John Wiley & Sons, Inc. Any dissemination, distribution, or unauthorized use is strictly prohibited.

Chapter 1

IN THIS CHAPTER

 » Getting an understanding of WFM

 » Examining WFM solutions

Introducing Workforce 
Management

Staffing any business to meet customer demand while man-
aging budgets can be challenging for most companies. They 
must also do this in the most efficient way to maintain costs 

and customer satisfaction.

Traditionally contact centers handled inbound phone calls, which 
normally occurred at the convenience of the customer. With the 
advancement in mobile and digital communication channels, 
customers can now interact in many ways and from anywhere, so 
predicting demand and interaction patterns is harder.

Not only are customers interacting in different ways, but also 
the way businesses treat employees is changing. Employee sat-
isfaction and employee engagement are key considerations for 
employers to maintain a healthy work-life balance.

Having the ability to predict customer demand and interaction 
channels to a granular level, overlay business objectives, and cre-
ate schedules to meet customer demands and employee needs are 
the jobs of workforce management (WFM), and in this chapter, 
we start you with the basics.
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Understanding What WFM Is
WFM for contact centers is a tool that helps businesses plan, 
monitor, and manage agent supply and customer demand in an 
efficient and effective way. In the simplest terms, WFM is a set of 
processes designed to achieve and maintain operational efficiency 
by ensuring that the right number of agents, with the right skill 
sets, are staffed at the right time.

The ultimate goal of a WFM system is to create the best possible 
fit between the forecasted required workload and the number of 
agents scheduled. That means using the fewest number of paid 
labor hours without jeopardizing revenue opportunity, increasing 
employee discord, or creating customer dissatisfaction.

The complexities with modern-day contact centers now means 
there are multiple channels of work such as voice, chat, email, 
and social media, and in most cases, employees are able to handle 
a combination of these tasks. These difficulties make the tradi-
tional method of forecasting and scheduling almost impossible 
unless you have a WFM system.

In the current climate, WFM has become even more impor-
tant to businesses because it allows them to monitor and track 
remote employees and provides a mechanism to ensure business 
are performing against key performance indicators (KPIs). With 
work from home (WFH) now a normal part of most businesses, 
employees working from home still have a way to interact with 
their schedules and planning teams and maintain engagement 
even when they aren’t in the office.

Getting a WFM overview
WFM is a core component of any contact center or business that 
has a human resource to serve a customer demand. The aim of 
WFM isn’t just to ensure that you have the right number of people 
at the right time but also have the ability to manage your resource 
at any given time, from anywhere, and to react to change when 
required.

WFM does the heavy lifting and provides users with the informa-
tion they need to make informed decisions. It’s backed with strong 
robust action plans and procedures to form the best outcome.
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Harnessing the power of WFM
When we talk about the power of WFM, we’re talking about its 
ability to analyze and predict patterns and trends that people may 
not be able to achieve without considerable effort. It also means 
having the ability to take multiple inputs and considerations and 
apply these to get the best outcome.

Workforce managers are constantly bombarded by new challenges 
and organizational demands: Near-constant changes to the fore-
cast and schedule, increased needs from customers, and evolving 
employee hiring and retention requirements create an environ-
ment where it’s difficult to respond quickly enough or understand 
the best possible action to take.

To meet these demands, contact centers around the world are 
rushing to adopt artificial intelligence (AI)-based WFM tools. 
These tools transform how contact centers forecast short- and 
long-term scheduling and hiring needs, connect with employees, 
and put customers in touch with the right agent at the right time.

Automating tasks based on business logic and rules is another 
benefit of the WFM system. Removing manual tasks can make 
planning teams more efficient and provides greater benefits to 
employees and support teams. It also allows for quicker decision 
making and businesses to react to change in a more effective way.

WFM isn’t just about pushing buttons and expecting a good result. 
You must invest time in the system and the people to make sure 
you get the best results.

Looking at the WFM System
The WFM system contains a host of features and functionality 
that can be used to aid your business. You can stay in control and 
use the data available to manage your forecasts and resources, 
and empower employees. Your WFM system should

 » Be simple to use for both managers and employees

 » Provide access to the system from any device in any location

 » Be intuitive to the users
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 » Provide features such as self-service scheduling and 
automated communication

 » Have the ability to integrate with other systems such as 
payroll or human resources (HR)

 » Provide real-time information on both business and 
employee performance

 » Include the ability to monitor and track absence and vacation 
information

 » Be able to book and plan training, meetings, and coaching 
sessions

The basics of WFM
Your basic WFM system should have several key components that 
help with the following:

 » Planning and forecasting: Create both long-term and 
short-term forecasts down to the interval level. Calculate 
accurate average handling times (AHT) and handle multiple 
interaction types, such as voice, chat, email, and social 
media. Determine accurate staffing requirements to meet 
service levels.

 » Hiring: Create long-term staffing requirements and budget 
plans to assist with the hiring process. Some WFM solutions 
offer AI-based virtual interviewing to help ensure the right 
people are hired.

 » Scheduling: Create schedules to meet customer demand in 
the most efficient way possible. Meet local labor laws and 
consider employee availability, preferences, and HR policies.

 » Intraday management: Provide the ability to see real-time 
adherence and employee monitoring. Measure forecast 
accuracy, AHT, and service levels against business targets  
in near real time. Reforecast demand and AHT based on 
actual data to make proactive decisions and react to change. 
Some WFM solutions may also provide intelligent intraday 
management with automation, which puts even more 
control in the hands of managers, employees, and planners.

 » Manager and employee portal: Access the system from 
any location to enhance employees’ work. Provide work-life 
balance and manager visibility.
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 » Reporting: Provide the ability to report on employee 
performance, forecast and schedule efficiency, and oversee 
overall business performance. Run reports to analyze and 
validate key information.

 » Employee autonomy: Allow employees to interact with 
their schedules, add schedule preferences, or offer true self 
scheduling to maximize employee engagement and remote 
working.

The processes
Each step of WFM is just as important as the other and has an 
impact on each another. To understand the processes used by 
WFM, you have to consider the main objective of the solution. 
Essentially, you’re using WFM to try and predict the future and 
build a plan to manage this.

Before any processes are started, make sure all assumptions are 
added to WFM and the system is up to date. This process is called 
system maintenance and should be completed daily.

The processes of WFM can be wrapped into three key steps.

Forecasting
The first step of the WFM process is forecasting and collects and 
stores historical interaction data from the automatic call distrib-
utor (ACD) or routing platform. This data generates a forecast 
demand (the number of contact expected at an interval level) and 
AHT for each period. The system should do this for each interac-
tion type and then combine with service levels to calculate the 
required staffing demand.

During this process, simulation is used to understand how each 
interaction flows to employees, what skills employees have, and 
how they’ll be utilized. Simulation allows the system to calcu-
late a true multi-skill efficiency factor (as opposed to a simple 
percentage) to get a more accurate full-time equivalent (FTE) 
requirement to handle the forecasted demand. (See Chapter 2 for 
more on multi-skill efficiency.)
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Scheduling
In the scheduling step, the team creates the schedules based on 
the chosen method and rules built into the system. At this point, 
the system applies any future activities, such as vacation or meet-
ings as well as employee schedule preferences or availability and 
will use these to determine the best placement of schedules. The 
system can make a number of different scheduling iterations, 
analyze them, and create the schedules that provide the most 
optimum result. Flexible schedules allow the system to move days 
off or start times to account for planned and unplanned absence 
to ensure optimal net staffing.

WFM uses net staffing to analyze the schedule fit. This is the dif-
ference between the required and scheduled staff expressed as a 
percentage or an absolute number.

Change management
The third step in the WFM process is change management and 
encompasses several different elements. Also known as Intraday, 
this step is a process of monitoring and maintaining employee 
schedules and performance to ensure service level agreements 
(SLAs) are achieved. You can use features such as a meeting 
scheduler to automatically book meetings or offline sessions, or 
utilize special optimizing schedule features to tweak breaks and 
lunches to get a better schedule fit.

A big part of change management is the monitoring of the inter-
action profiles against forecasts, and a number of tools such as the 
reforecasting algorithm provides valuable insight into predicted 
performance. Re-simulate schedules to get the most accurate pic-
ture of performance based on employee schedules and skills and 
contact distribution. Real-time adherence also allows planners 
and managers to track employee activity to ensure schedules are 
followed.
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Chapter 2

IN THIS CHAPTER

 » Handling the complexities of WFM

 » Dealing with WFM challenges in 
automation

Facing WFM Challenges

Advanced routing strategies and multi-skilled environ-
ments add a high level of complexity to workforce man-
agement (WFM). The impacts on staffing and predicted 

service level agreements (SLAs) aren’t easy to identify when 
making manual changes to forecasts or schedules. A simple 
change to one element can set off a chain reaction, which impacts 
many other elements. In this chapter, you review the challenges 
of WFM and explain how to handle them.
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Looking at the Complexities
The complexities of a multi-skilled environment can be explained 
by using the Domino Effect (or Mechanical Effect). When you 
push the first domino, the next domino in line will be knocked 
over, and so on, firing a linear chain in which each domino’s fall is 
triggered by the domino immediately preceding it. The impact is 
the same when changing forecast or schedules; while the impact 
of a change may on the surface appear to only impact one chan-
nel, the actual impacts can be felt across multiple channels.

The scenario in Figure 2-1 shows you a need to increase the forecast 
call volumes for a particular workload (Interaction D). In a multi-
skilled environment, the impacts are felt across all interlinked lines. 
The employee utilization for Interaction D is 37.84 percent, but if 
you increase the forecast, you need more employees, increasing the 
utilization to 43.93 percent. You can see this increase in Figure 2-2.  
This change means the other three areas of the business are 
impacted as their interaction utilization goes down. It also reduces 
the availability of other employees for the other interactions.

CALCULATING AGENT 
REQUIREMENTS
The ability to predict staffing efficiency and occupancy against the 
projected workload for a given call type is a necessary component to 
calculate agent requirements in any environment. Using multi-skilled 
agents is a more efficient use of staff than using single-skilled agents, 
but the degree of efficiency gained is difficult to determine because it 
depends on many factors not considered in traditional forecasting 
methods. Without this insight, and the ability to reduce requirements 
to compensate, forecasted agent requirements are higher than nec-
essary and result in overstaffing. This complaint is common of work-
force managers attempting to apply traditional Erlang-based 
approaches to skills-based routing (SBR) environments.

Given these limitations, simulation has emerged as an alternative to 
enable SBR. By allowing leaders to understand and leverage the inter-
relatedness of customers, employees, skills, technology, contact rout-
ing algorithms, and management techniques, simulation delivers on 
the promise of SBR.
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The same can be said for making schedule changes, in a multi-
skilled environment. By changing just one person’s schedule, you 
have to consider the impact on all workloads. The ripple effect is 
felt by employees who may not even share the same skills, but 
because all skills are interlinked, there’s an impact. If you have 
many skills, this process becomes time consuming, but having 
the ability to automate or simulate these changes is an important 
step to having an effective WFM solution.

FIGURE 2-1:  Increasing the forecast call volumes for a particular workload 
(Interaction D).

FIGURE 2-2:  Increasing the forecast increases the need for more employees 
(Interaction D).
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The traditional methods also fail when it comes to determining 
the correct staffing levels in a multi-skilled environment. If you 
look at the traditional Erlang C model, this can cause over staffing 
because of the following:

 » Contacts in the queue are homogenous.

 » Contacts never abandon.

 » Contacts are served in a first in first out (FIFO) sequence.

 » Contact re-prioritization isn’t supported.

 » Employees handling contacts from one queue can’t handle 
contacts from another queue (also known as dedicated agent 
resources).

 » All employees have the same proficiency in the skill.

 » All employees are identically or universally skilled (for 
example, skill levels, conditional queuing, reserved skills, and 
so on aren’t supported).

Understanding single versus 
multi-skilled
When it comes to understanding the importance of simulation, 
you need to understand what’s meant by single or multi-skilled. 
In a single-skilled environment, contacts are routed to a single 
queue and handled by a given group of agents in a first-come, 
first-serve manner. The group of agents may be highly spe-
cialized, capable of handling only one type of call, as shown in 
Figure 2-3.

Or they may be generalists, universally skilled and capable of 
handling many types of calls, as shown in Figure 2-4.

In both instances, the primary thing to note is that regardless 
of the number of call types handled within a group, the agents 
are still associated with only one queue. Therefore, the task of 
determining staffing needs can be handled by using Erlang-based 
algorithms that automatically predict occupancy level against a 
given workload during requirement calculations.
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FIGURE 2-3:  Specialized agents handling only one type of call.

FIGURE 2-4:  General agents, capable of handling many types of calls.
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Many times, businesses deem themselves as multi-skilled, but 
they’re actually set up in a single-skilled way because they either 
don’t have a WFM solution that can handle multiskilling, or they 
don’t understand the principles of multiskilling. Instead they 
have traffic managers who manually move people between agent 
groups when SLA or call volume demand it. This method is not 
only time consuming but also inefficient. Because of the interre-
latedness of a multi-skilled environment, be careful when mak-
ing adjustments to fix a single problem. Adding or removing skills 
to an employee to fix one issue may in fact cause another issue 
elsewhere. These impacts are difficult to calculate without a WFM 
solution that can handle multi-skilling.

Explaining SBR
A primary limitation of traditional routing is that gaining greater 
efficiency means training more agents to handle more call types. 
At a certain point, this becomes impractical in terms of quality 
and agent proficiency especially as new call types are added over 
time. SBR technology attempts to mitigate this issue by enabling 
contact centers to create a hybrid multi-skilled environment to 
increase staffing efficiencies without having to train everyone 
to handle everything. Instead of agents being associated with a 
single queue or group, in SBR they’re assigned skills and priority 
levels to identify the types of calls they are most capable of han-
dling. Figure 2-5 shows you an example of how a multi-skilled 
environment assigns contact to an employee.

With SBR, parameters can be set to allow the automatic contact 
distributor (ACD) to make decisions about where an interaction 
should go to get the best possible outcome. Unlike traditional rout-
ing where contacts will wait until they’re either handled or aban-
doned, SBR allows contacts to be routed to another employee to 
increase the opportunity for them to be handled within a SLA. The 
contact may be routed to a person with a lower skills priority or 
who should only handle these contacts if they are due to fall out-
side of the SLA. Some of the most common rules for assigning 
contacts to employees in a multi skilled environment are

 » SLA percentage

 » Most available since last contact

 » Most available since login

 » Least occupied

 » Skill level
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Intelligent automation
Intelligent automation is an automated process based on a set of 
business rules to produce the desired outcome. When a decision is 
required or an action needs to be performed, several points need 
to be considered:

 » The scenario of why change is needed

 » The possible actions available

 » The impact of change

 » Communication

When using WFM in the contact center, there are several things 
that can change from plan. This could be changes in resource, 
average handling time (AHT), or contact volume. Intraday man-
agement is how you handle such uncertainty and fluctuations to 
ensure agents are where they need to be and doing what’s most 
productive at any given time.

FIGURE 2-5: Assigning contacts to an employee in a multi-skilled 
environment.
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Poor decision making or lack of visibility can undo all the hard 
work of the forecasting and scheduling team and can cause a 
multitude of issues. If you factor in the complexities of SBR or 
multiple contact types, it really makes the job of the intraday 
team much harder.

WFM offers automation for features such as vacation booking, 
automated “wait-list” management, shift trades, and changes. 
NICE Employee Engagement Manager (EEM), a key component 
of the NICE WFM Suite, introduces intelligent automation into 
intraday and near-term (up to several weeks) staffing optimi-
zation, streamlining and improving management workflows. 
The solution identifies variances between published schedules 
and real-time dynamic staffing demands and automates decision 
making and user interaction.

Handling WFM Challenges with NICE
NICE WFM improves on traditional planning methods by creating 
a simulation framework based on skills, skill levels, prioritization 
needs, technology solutions, customer demand, and by dynamically 
adjusting workforce planning as variables change. In an environ-
ment where planning needs can change quickly, even on an intraday 
basis, simulation and automation help contact centers adapt rapidly.

NICE WFM uses discrete-event simulation, which creates a detailed 
representation of the contact center environment to pinpoint 
exactly how changes in variables impact other variables. NICE WFM 
pairs simulation with a model of routes and queues that account 
for the flow of activity within the center and between multiple 
contact centers. NICE EEM’s intelligent automation dynamically 
optimizes net staffing with near-term and intraday scheduling 
processes that quickly resolve over- and under-staffing. In addi-
tion, when there are new schedule opportunities for employees, 
EEM automatically identifies properly skilled employees and alerts 
them about available shifts, swaps and time-off via the mobile 
app, desktop application, pop-ups, email or text message.

NICE WFM’s discrete-event simulation compresses the time for 
workforce planning by modeling every contact arriving during a 
forecast period and routing it according to business rules. And it’s 
embedded in the WFM workflow, including forecast generation, 
work allocation planning, schedule generation, change manage-
ment, and strategic planning.
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Grasping the importance of SBR
In the real world, simulation can help contact centers understand 
the true staffing requirements. Consider a simple, condensed 
simulation where there are three agents: an English-speaking 
agent, a Spanish-speaking agent, and an English-and Spanish-
speaking, multi-skilled agent (see Figure 2-6). The forecast pre-
dicts that during this interval, five interactions will arrive: two 
English and three Spanish, as follows:

 » Call 1: Queue to English agent

 » Call 2: Queue to most available agent, English or English/
Spanish

 » Call 3: Queue to English and Spanish agent

 » Call 4: Queue to Spanish agent. If the SLA is less than  
20 percent, queue to English and Spanish agent

 » Call 5: Queue to Spanish agent

In this scenario, English interactions are first sent to the English 
agent, and if the English agent isn’t available, the interaction is 
immediately queued simultaneously to the multi-skilled agent. 
The Spanish interactions are first sent to the Spanish agent, but 
if the wait time is greater than 20 seconds, the call is simultane-
ously queued to the multi-skilled agent.

FIGURE 2-6:  A simple example of a SBR environment.
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Having the ability to queue calls to multiple agents, based on their 
skills and skills levels, increases the chances of that interaction 
being handled in time by a sufficiently skilled employee. By using 
simulation, NICE WFM can determine the different outcomes and 
calculate the correct staffing requirement, schedules, and pre-
dicted SLAs.

Multi-skill efficiency
The challenges with traditional staffing calculations (Erlang) is 
that it only has two basic assumptions: Employees are singularly 
skilled, and contacts are queued to only one group of employees. 
These assumptions are made so that the Erlang C algorithm can 
account for the occupancy required to meet a service objective. 
In a SBR environment, employee occupancy can be increased by 
utilizing periods of availability to handle contacts to meet service 
level objectives. Therefore, the user needs fewer employees than 
Erlang C will predict in a SBR environment.

Multi-skill efficiency (MSE) is used to adjust Erlang C require-
ments to account for efficiencies of multi-skilled employees and 
simultaneously queuing a contact to multiple groups of employ-
ees. Rather than require the user to derive these adjustments, 
NICE WFM automatically calculates the efficiencies for the user.

During the simulation process, NICE WFM calculates how much 
time each contact type’s workload is handled by each skill group 
(a group of employees who can handle the same contact types) 
and only uses this portion to determine the contribution to the 
contact types efficiency.

Employee Engagement Manager
NICE Employee Engagement Manager (EEM) adds a layer of intel-
ligent automation to intraday management for staffing optimiza-
tion after the WFM schedule has been published: from same-day 
to several weeks into the future. EEM can target specific employ-
ees based on their skills and identifies the optimal course of action 
based on user defined rules. The system also communicates those 
changes to the employees via their chosen methods, which results 
in a more efficient schedule fit that reduces overstaffing while also 
resolving understaffing. All of this is accomplished automatically, 
without the need for time consuming process or manual decision 
making. Head to Chapter 3 for more around EEM, a key component 
of the NICE WFM Suite.
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Chapter 3

IN THIS CHAPTER

 » Getting rewarded with intelligent 
automation

 » Seeing the benefit of planning

 » Understanding the impact on employees 
and business

Seeing the Impacts of 
Intelligent Automation

Ideally, planners and managers need the ability to make 
informed decisions before a situation has occurred and take 
steps to mitigate any risk to performance. We aren’t talking 

about having a crystal ball or using mystical powers to predict the 
future (although that would be pretty useful — and awesome!). 
The fact is that most situations occur because people are too busy 
doing manual tasks and not having the time or tools to truly ana-
lyze the data they have available.

One of the main goals of a contact center is to respond to their 
customers in a quick and efficient way, but sometimes that part 
is forgotten. It isn’t always possible to plan for events, and some-
times employees need an immediate response to a request. Unless 
your planning team or managers are available 24/7, it would 
be impossible to respond to every request for vacation or shift 
change in a timely manner. But you should think of employees 
as your customers and treat them in the same way — after all, 
the impacts of poor service can be felt by employees as well as 
customers.

In this chapter, you take a look at the considerations and impacts 
of and intelligent automation.
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The Reward of Intelligent Automation
The impacts of using automation can be felt across multiple areas 
all functional roles in the organization: employees, supervisors, 
workforce managers, and directors. Being smart with the deci-
sions you make isn’t always easy when doing things manually 
and can often lead to other issues along the way that were unfore-
seen at the time. The amount of time planners spend reacting to 
change and communicating the actions to employees is normally 
a large part of their work.

According to industry research, around 67 percent of contact 
centers don’t have the ability to automatically project Intra-
day variances. This could be the ability to predict future volume  
or average handling time (AHT) based on current performance 
or understand the impacts on service level agreements (SLAs) or 
staffing levels. Almost 70 percent of contact centers currently use 
manual processes for Intraday management. This could be manu-
ally approving short notice vacation or booking in coaching and 
training sessions to smooth resource plans. They then must com-
municate these changes to employees and managers, which can 
also be time consuming.

Intelligent automation is designed specifically to handle com-
munication, simulation, and evaluation. The NICE Employee 
Engagement Manager (EEM) is a solution that adds intelligent 
automation to key WFM processes. Check out Chapter 5 for more 
on EEM.

Seeing the Impacts on Planning
Intelligent automation impacts your planning team through

 » Staffing analysis: The real-time function of a planning team 
spends around 60 to 70 percent of its time monitoring and 
tweaking the net staffing to make sure it meets customer 
demand. This may be a reaction to volume changes or the 
impacts of absence and attrition. Using automated intraday 
management could help reduce this time, allowing the team 
to focus on other tasks.
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 » Effective schedules: Planners will get better fit schedules 
and reduce shift influx by utilizing natural periods of 
availability to push offline time.

 » Efficient planning: The WFM team can react quicker to 
change, relying on automation to identify staff shortfalls and 
create overtime or shift changes to fill gaps.

 » Reduced admin: Intelligent automation allows the planning 
team to take more time to analyze and make proactive 
decisions by reducing manual tasks that would otherwise 
require a large part of a planner’s day.

 » Improved skills: Removing unnecessary or manual tasks 
allows planners to become specialists in their field rather 
than generalists or administrators. Ironically, the case 
planners don’t have the time to plan training or development 
for themselves or their teams because they are too busy. 
Being able to enhance or improve their skills will only benefit 
the WFM team and the business long term.

Knowing How Your Employees  
Are Impacted

Some of the biggest impacts of intelligent automation can be seen 
by employees themselves. It can be extremely frustrating when 
you need an urgent response to a request, but workload on the 
planning team prevents this from happening. This can often lead 
to dissatisfaction for employees and frustration and conflict with 
the planning team. With intelligent automation you can

 » Provide immediate response to employee requests, such as 
vacation or shift trades

 » Allow employees access to view and interact with their 
schedules from anywhere at any time

 » Assist with employee development, by automating recom-
mendations for training and coaching sessions

 » Reduce any bias that may exist with manual approval

 » Have a sense of control over your working patterns and the 
feeling of involvement in the overall performance of the 
business
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Employees are a big contributor to the success of any business. 
They shouldn’t be seen as a number; they should have the abil-
ity to make decisions that benefit the business, their customers, 
and themselves. Many times, WFM planning teams are being the 
judge, jury, and executioner of everything that happens when it 
comes to staffing levels. The reason for this in most businesses 
is the planning teams are the only people who have access to the 
information needed to make these decisions. Give them the ability 
to share that information and allow managers and employees to 
make their own decisions.

Looking at the Business Impact
The main goal of having a WFM system is to improve the way a 
business operates. The impacts of having an effective workforce 
and engaged employees are seen in many ways:

 » Having good customer satisfaction (CSAT) scores: This is a 
key driver for improving revenue. Sites such as Trustpilot 
exist so potential customers can see how your business 
treats its existing customers. There’s a direct correlation 
between engaged employees and the satisfaction of your 
customers, and ultimately achieving your business out-
comes. In other words, employee engagement drives 
customer satisfaction.

A benefit of having engaged employees and good CSAT 
scores is that your Net Promotor Scores (NPS) also tend to 
be strong. Having a good NPS score means your business is 
growing, which improves revenue generation.

 » Standing out from your competitors: With the ability to 
meet customer demands quicker, your business will be a 
frontrunner in speed of service.

 » Ensuring your employees are equipped to do their jobs: 
With the ability to automate training and coaching, employ-
ees can perform their jobs in the best possible way.

 » Attracting and maintaining talent with good employee 
satisfaction scores: If you can offer services and employee 
interaction that other similar businesses aren’t able to offer, 
you reduce attrition and improve the ability to attract new 
employees.
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Chapter 4

IN THIS CHAPTER

 » Figuring out your business ROI

 » Seeing the benefits for your business

Benefitting from 
Simulation and 
Intelligent Automation

Justifying the cost of workforce management (WFM) in any 
business, especially to somebody who has no knowledge of 
what WFM is, can be tricky. When a company is looking to 

invest in WFM, it often questions the return on investment (ROI) 
and the need for such a system, and after all, you can do the same 
in spreadsheets, right?

This is where things get tricky because people who don’t under-
stand WFM often think it’s just a simple set of formulas used to 
create demand forecast with a sprinkle of staff on the top to meet 
that demand. The same people are the ones who are quick to ask 
why service levels aren’t being achieved or why costly overtime is 
always used to make sure the demand is handled. So the simple 
answer is you can create forecasts and schedules in spreadsheets, 
but you need a WFM solution if you want to

 » Create accurate staffing requirements that maximize 
efficiency and cost

 » Build flexible schedules to meet customer demand in the 
most cost-effective way
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 » Provide proactive decision making to avoid missing service 
level agreements (SLAs) and reduce overtime costs

 » React quickly to changes in customer behavior, automate 
action, and reduce overheads

 » Streamline business processes with HR and payroll 
integrations

 » Engage employees to interact with their schedules in a 
manner that reduces variances, absences, and attrition costs

In this chapter, you look at the things you should consider and the 
process when calculating an ROI.

Calculating ROI
The first thing to know about calculating ROI on WFM is that you 
can’t just plug the system in and expect it to work. Implementing 
a WFM system requires a change of approach, different ways of 
working, and new processes. When calculating ROI, make sure to 
do the following:

1. Measure the current process and time taken.

2. Assess the number of employees or employee time it 
takes to complete that process.

3. Quantify the costs associated to complete the process 
including employee time.

4. Assess the impact and results of the current process and 
any costs associated with failure.

5. Repeat Steps 1 through 4, using the new processes and 
tools so you have two measurable values.

6. Compare the results and quantify the benefits.

Recognizing the Business Benefits
With ROI, there’s always two savings: Direct cost saving  — 
measured over a short time period — and indirect cost saving — 
measured over a longer period of time. Reducing costs through 
the use of simulation and multi-skill efficiency provides an 
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immediate saving on full-time equivalent. Improving processing 
time through automation can also be seen as a direct cost saving.

The indirect cost saving comes from making changes to a process, 
or a way of working that doesn’t carry a direct cost saving. An 
example of this could be the automation of allowing employees to 
engage with their schedules via the mobile app. Now, there’s no 
direct saving generated by employee satisfaction, but increasing 
it will in turn reduce attrition, which reduces costs.

Employee satisfaction
Employees can derive satisfaction from their jobs by meeting or 
exceeding the emotional wants and needs they expect from their 
work. Therefore, managers that can recognize this and understand 
the many different aspects that are involved in employee satisfac-
tion will be successful at achieving the link between employee 
satisfaction, customer retention, and added profitability.

Research conducted on call center employees’ and customers 
shows that the private and public contact centers’ employee and 
customer relationship link to be either positively or negatively 
correlated. Contact centers that have high employee satisfaction 
also have high customer satisfaction.

When assessing the impact WFM has on employee satisfaction, 
look at

 » Quality of schedules

 » Benefits of automation

 » Self service

 » Work-life balance

 » Visibility and interaction

For employees, the WFM solutions address all these factors, by 
providing greater autonomy in booking time off, extra hours, 
trading shifts, and changing schedules. Adding the ability to 
make these changes from anywhere really helps drive employee 
satisfaction.
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Employee productivity
With engaged employees being around 44 percent more pro-
ductive than satisfied employees, a WFM solution can help drive 
employee productivity and your ROI.  In fact, a recent Harvard 
Business Review study showed that over 70 percent of senior 
leaders believe employee engagement is paramount to achiev-
ing organizational success. Another report stated that employ-
ees who are engaged consistently show up to work and have a 
greater commitment to quality and safety. Understandably, these 
employees also help their organizations improve customer rela-
tionships and obtain impressive organic growth.

Highly engaged businesses achieve a 10 percent increase in  
customer ratings and a 20 percent increase in sales. For every  
1 percent increase in employee engagement, there’s a 0.6 percent 
increase in sales generation.

Attrition and recruitment
One of the most challenging aspects in any contact center is 
attrition and the cost of hiring new people. It isn’t surprising to  
hear that 50 percent of those people who leave a business do so 
because they aren’t engaged. The cost of attrition can be between 
16 percent and 20 percent of an employee’s annual salary. This 
means it could cost around $5,000 to replace an employee who 
has a salary of $30,000 a year. Now if you have a business with 
500 employees and attrition rates of 50 percent, this is an annual 
cost of $1,250,000.

A recent work-life balance study showed more than one in four 
employees at organizations who perceived no support for work-
life balance planned to leave their employers within the next two 
years. This was compared to 17 percent of employees who felt 
supported.
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Chapter 5

IN THIS CHAPTER

 » Reviewing the NICE WFM Suite

 » Introducing Back Office

The NICE WFM Suite

NICE transforms how planning, hiring, forecasting, sched-
uling, managing, and automating are executed. Workforce 
management (WFM) isn’t just about forecasting and 

scheduling; it has the ability to service your business when it 
comes to getting the right people at the right time, and provides 
viability, reports, and automated guidance to help manage and 
track your employees. NICE provides end-to-end solutions for a 
variety of businesses.

Automated guidance here refers to best agent recommenda-
tion, auto-feedback for supervisors, and proactive notifications/ 
preapproved self-service for agents.

The NICE WFM Suite is an advanced and accurate solution. Its 
intuitive decision making uncovers hidden patterns, makes accu-
rate forecasts, and identifies the best forecasting model. The Suite 
combines the latest AI-based and intelligent automation technol-
ogies with agent-friendly solutions. The core system has six main 
components, as shown in Figure 5-1.

In this chapter, you discover the pieces of the NICE AI-based WFM 
Suite and how its functionalities allow you to stay in control of 
your business and employees and provide a holistic view to make 
decisions around change.
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Plan
The NICE Enhanced Strategic Planner (ESP) module is designed 
to empower businesses to make intelligent, accurate long-term 
workforce planning decisions that drive success. By using AI-
driven algorithms and the latest forecasting techniques, ESP can 
help businesses understand their long-term staffing require-
ments based on multiple scenarios and considerations.

By using what-if planning, ESP allows users to make changes to 
business targets or assumptions such as average handling time 
(AHT) or interaction volumes to see the immediate impact on 
staffing levels. It also allows businesses to plan for future new-
hire training groups, see the impacts on staffing levels, and pro-
vide cost analysis for budget purposes.

Hire
The Employee Selection and Retention (ESR) module helps 
streamline and automate the hiring process. ESR allows busi-
nesses to understand the skills required for each role they need 
to hire and to match them with employee and Human Resources 
profiles. While many organizations place an emphasis on fore-
casting and planning, it’s just as important to ensure that busi-
nesses can successfully hire the forecasted headcount and ensure 
they have the right people in the pipeline.

ESR provides an objective assessment of potential employees 
and provides hirers with a prediction of employee aptitude and 
potential performance against a specific role. It can provide met-
rics to measure language proficiency, including critical think-
ing and active listening, data entry, and written communication 
skills. ESR provides 24/7 virtual interviewing and quizzes/tests to 
allow companies to make immediate decisions during the hiring 
process.

FIGURE 5-1:  The NICE WFM Suite.
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Forecast
The Forecast module of NICE WFM Suite removes the need for 
complex spreadsheets and calculations used by many businesses 
to create demand forecasts. Identifying changes in customer 
interactions and understanding these changes are both an art and 
science. It requires the use of various statistical and mathematical 
formulas as well as a deep understanding of your business.

Forecasting in the NICE WFM Suite leverages AI tools to find 
unseen patterns and trends to generate detailed, interval-based 
interaction forecasts and AHT profiles. These forecasts are used 
by the system to create detailed and accurate staffing demands to 
meet service level agreements (SLAs) and customer expectations.

Schedule
Ensuring you have the right number of people with the right skills 
at the right time is the job of the NICE WFM Scheduling module. 
The system can accommodate user input values to comply with 
labor laws and offers a variety of scheduling methods, such as 
Automatic Agent Assignment, Schedule Bidding, or Date Ranged 
Scheduling. Employees can also overlay their preferences or 
availability to help with employee engagement, while still meet-
ing customer demand. The system supports team-based sched-
uling, fairness, multi-week scheduling, and more to ensure as 
much flexibility as possible to the employees being scheduled.

The NICE WFM Scheduling module uses machine learning (ML) 
to simulate real-world prioritization, routing scripts, skill pri-
oritization, and deferrable work propagation to determine how 
contacts are assigned to employees. The results of the unique 
simulation process allow the system to calculate efficiencies 
associated with multi-skilled environments to generate accurate 
staffing requirements and schedules.

Manage
To help maintain good performance after forecast and schedule 
generation, the NICE WFM Suite includes the Manage module. 
The real-time team needs a way to monitor what’s happening 
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with both remote and in-office employees to allow them to react 
to change. Real-time schedule adherence allows visibility into 
what activity employees are doing and compares that to sched-
uled activity to trigger alarms for the real-time team. Intraday 
analytics provide net staffing calculations by queue and auto-
matic intraday reforecasting and re-simulation with conservative 
and aggressive algorithms that help businesses make pro-active 
decisions.

With the ability to easily reforecast contacts and simulate demand 
throughout the day, you can always have the most accurate picture 
of performance. The system also allows planners and managers to 
automatically optimize schedules to close any staffing gaps and 
automatically schedule meetings or offline activities at the best 
time to maintain service levels. The system provides automatic 
predictions on changes to volume, AHT and service levels, and the 
impacts they have on net staffing.

Automate
With NICE Employee Engagement Manager (EEM) businesses can 
achieve even greater levels of efficiency and performance while 
simultaneously improving the customer and employee experi-
ence through the power of intraday automation, which optimizes 
staffing up to several weeks in the future.

Employee engagement enhances the functionality of WFM in five 
key ways, shown in Figure 5-2.

EEM provides the ability to analyze and optimize staffing through 
automated self-service and pro-active schedule adjustments. 
With changes in demand or scheduled employees occurring quite 
frequently, business can often find themselves with too few or too 
many employees. NICE EEM automatically optimizes net staffing 
by identifying variances with the demand and supply and takes 
corrective action. It can alert employees to suggested changes 
based on their unique skills mix or preferences to ensure optimal 

FIGURE 5-2:  The process of NICE EEM.
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staffing coverage while catering to each employee’s work/life bal-
ance. These changes can then be automatically approved, sched-
ules updated, and employees notified of these changes.

With NICE EEM, employees are also empowered to interact with 
their schedules with automated self-service accessible from any-
where at any time. Employees can modify their schedules with 
pre-approved changes to help benefit net staffing, make sched-
ule trades with other employees, and make vacation requests. 
Rules-based decision making allows these requests to be fully 
automated, reducing the workload of managers and planners and 
providing an instant decision to employees.

Employee Engagement Manager can help businesses

 » Improve net staffing

 » Increase occupancy

 » Improve efficiency

 » Reduce customer wait times

 » Improve service levels

 » Reduce administration tasks

 » Increase employee and customer satisfaction

NICE BACK OFFICE
NICE Back Office for WFM is designed to handle the challenges of 
complex back office processing environments. Back Office handles 
interactions that are non-voice, such as email, scanned mail, or com-
pleting processing tasks as a result of a customer interaction. It can 
sometimes be difficult to track the volume of work, the time it takes to 
process that work, and the steps taken to complete that work.

There is often a difference between expected productivity and actual 
productivity in non-telephony environments. With NICE Back Office, 
you have the ability to gain insight into interaction volume and han-
dling times through desktop monitoring and utilize this information to 
create accurate demand forecasts and staffing requirements. It 

(continued)
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provides insight into lost opportunity and help maximize employee 
utilization. Some companies still use “tick sheets” and time-in-motion 
studies to understand how work is completed in a back-office envi-
ronment, but these are often inaccurate and don’t represent reality. 
Having the ability to collect this information automatically and flow 
this through to the WFM system means you have seamless integra-
tion with accurate data. The system has the ability to track non- 
desktop activity through Employee Work journal, which can then be 
used in conjunction with Time Standards to provide a forecast 
demands for those employees who don’t interact with a desktop, 
phone of multimedia system.

NICE Back Office for WFM is designed to help companies

• Improve forecast accuracy: Accurately capture interaction vol-
ume and average handling time.

• Create better fit schedules: Generate schedules to meet the 
demand profiles for your back office and reduce FTE costs.

• Manage backlog: See actual volumes against forecast demands 
to help reduce overtime costs.

• Increase productivity: Through data insight, companies can 
monitor employee productivity and create better ways of working.

• Increase customer satisfaction: Respond to customer queries 
within agreed service levels.

NICE Back Office also allows managers to gain insight into process ana-
lytics to highlight the differences in how a singular process is completed 
by multiple employees and the different tools and screens used. This 
information can then be used to create an optimal process to improve 
efficiency and reduce average handling times to gain cost savings. Note: 
Process analytics requires the NICE Performance Management solution.

(continued)
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Chapter 6

IN THIS CHAPTER

 » Seeing how automation reduces 
workload

 » Deciding outcomes with simulation

Looking at Examples 
of Simulation and 
Automation

The NICE Workforce Management (WFM) Suite is a full life- 
cycle offering that encompasses AI-driven, long-term 
planning, hiring, forecasting, scheduling, managing, and 

automating. This life cycle is shown in Figure 6-1. To get a true 
understanding of the power and benefits of automation and sim-
ulation, you may want to look at some examples. You’ve come to 
the right chapter.
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Using Automaton to Assist with WFM
In this section, we provide examples of how The NICE Employee 
Engagement Manager (EEM), a key component of the NICE 
WFM Suite, can assist with automated schedule adjustments and 
enhance user interaction. You also review how simulation can be 
used to enhance both short- and long-term planning.

Using EEM to enable work-from-  
home employees
As companies worldwide rapidly transition to work-from-home 
(WFH) teams, EEM extends NICE’s WFM technology to provide 
several unique solutions to challenges that agents face when 
working from home. These challenges are covered in this section.

Visibility and access
Remote employees generally lack the same visibility they have in 
the office to their schedules as well as continuously updated views 
that reflect the latest schedule adjustments and schedule change 

FIGURE 6-1:  The NICE WFM life cycle.
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opportunities. This oversight can often lead to missed oppor-
tunities or an imbalance between those who work in the office 
and those that work from home. The solution is to ensure that 
employees always have access to their schedules and never miss 
an opportunity, no matter where they’re working. So how do you 
do that?

The NICE EEM mobile app and desktop browser application are 
always up to date. When new schedule change opportunities for 
employees occur, EEM automatically alerts users about available 
shift changes, swaps, and time off.

Short staffing
The challenges of remote working means in events of short staffing 
due to changes in contact demand, average handling time (AHT), 
or higher absence, it can be difficult to quickly arrange schedule 
changes to meet customer demand and staffing shortages.

EEM provides the ability to automatically alert employees to new 
opportunities by analyzing skill-based staffing levels and provid-
ing recommendations and solutions to the employees. This could 
be moving part of a morning shift to a later time of the day or 
even a different day of the week to meet customer demand.

Reachability and communication
Managing remote employees can be difficult and communication 
isn’t as easy as it is in the office. In the event changes need to 
be made due unforeseen events, communicating these changes 
quickly and efficiently can be time consuming for managers.

EEM automatically alerts agents to pre-approved schedule change 
opportunities that are aligned both with operational needs and 
individual agent preferences and skill profiles. The presented 
schedule changes can be made automatically, without any further 
administrative processing. In addition, instant notifications based 
on trends and thresholds can be personalized by the same means.

Managing schedules
Working from home can make it harder for employees to make 
changes to their schedules to assist with work-life balance. 
Home-based events impact the working day far greater than they 
do if the employee is at the office.
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EEM provides automated self-service scheduling, which means 
that agents can independently adjust their work shifts in real time 
to compensate for distractions. Changes can be made to align with 
business needs for things such as vacation, extra hours, shifts 
swaps with other employees, or self-swaps. NICE EEM’s intraday 
task switching capability can be used to further optimize occu-
pancy by directing agents to switch to offline activities, such as 
training or back office activities, during forecasted low periods 
and to re-engage in omnichannel customer interactions when 
they’re most needed.

Coaching and training
Managing employees remotely can pose a challenge because they 
aren’t in physical view of management and are unable to receive 
in-person feedback, guidance, and instruction. This can result in 
a drop in productivity or quality that could easily go unnoticed.

The rules engine of NICE EEM supports performance-alert pre-
defined metrics that can be customized for employees and man-
agers. With EEM alerts, corrective action can be independently 
taken by agents themselves, avoiding or reducing the need for 
managerial intervention.

Motivation and recognition
Remote employees who are high-performing are harder to iden-
tify, reward, or acknowledge when they’re working from home. 
High performers are vital to the organization for their individual 
contributions and for the cascading effect they have across teams.

NICE EEM’s alerting capabilities can identify high-performing 
employees and recognize them for their key performance indicator 
(KPI)-based achievements. For example, they can inform a super-
visor that a specific employee has maintained a high KPI over a 
specified period. Similarly, employees can be notified of their out-
standing performance in a timely and personalized manner.

Engagement
Remote employees naturally feel disconnected from the business 
and their teams and can feel disengaged from events and oppor-
tunities that happen in the office. Being able to keep a balance 
between office-based and remote-based employees is important 
for fairness. The resulting feeling of alienation can reduce produc-
tivity, increase absenteeism, and lower employee performance.
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NICE EEM helps employees interact with their coworkers via shift 
trades, which increases schedule change opportunities for both 
parties while also fostering a feeling of teamwork and participa-
tion. Real-time updates keep them engaged with opportunities 
for vacation or coaching.

Being proactive with EEM
Imagine being able to identify an issue and provide a solution to 
resolve that issue before the event even occurs. Pro-active deci-
sion making is an immensely powerful tool when it comes to 
meeting SLAs and customer demand. Too often, people only react 
to issues after they’ve occurred, which is often too late.

An example of proactive decision making using NICE WFM can be 
demonstrated by using a scenario that most businesses have faced 
at some point. In Figure 6-2, you see an example of a staffing pro-
file that shows a forecasted requirement, the actual requirement 
(based on actual call volume and AHT), and a predicted staffing 
requirement. The actual requirement jumps at 09:30 and 10:00, 
meaning the volume is higher than planned. The NICE predictive 
algorithm has projected what future intervals may look like due 
to this change.

At this point, you have a decision to make. You can do nothing and 
wait for contacts to start queuing and SLAs to drop, or you can act 
immediately and prevent poor performance over the upcoming 
intervals.

FIGURE 6-2:  An example of predicted change.
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With NICE EEM, you can address this persistent challenge proac-
tively in two ways: automated self-service scheduling and pro-
active “push” offers of schedule changes. When employees use 
the self-service scheduling capability in EEM to look for sched-
ule change opportunities, they’re presented with options that are 
preapproved based on reforecasting performed after the WFM 
schedule has been published. By definition, any preapproved 
schedule change opportunity an agent takes via self-service (for 
example, Extra Hours, Time Off, Swaps) will improve net staffing.

Sometimes, however, a rapid response across the team is needed, 
which is where rules-based actions can make a significant impact. 
These actions could be

 » Notifying employees who are either on shift or who haven’t 
started their shift to see if they want to make a change

 » Adjusting any planned meetings or coaching time for future 
periods and moving them to a more suitable position

 » Adjusting the schedules to pull employees who may be 
doing back office work (such as email) and moving them to 
phone-based activities

The results of these changes, shown in Figure 6-3, mean you’re 
able to better meet the new demand for future periods without 
any manual intervention from the planning or management team.

FIGURE 6-3:  An example of adjusted staffing profiles using EEM.
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Determining Outcomes with Simulation
Using mathematical formulas to determine true staffing require-
ments and predicted service levels is difficult because they can 
only represent dependent and independent variables based on 
past experience. Formulas assume history repeats itself or require 
manual inputs of assumptions. They also must be changed or 
rewritten when an independent variable changes.

Simulation creates a model that reflects the framework of the 
ever-changing dynamic interrelationships between customers, 
employees, skills, technology, contact routing algorithms, and 
management techniques.

During the forecast allocation process, NICE WFM uses rules-
based algorithms to determine how each employee skill group will 
be utilized for each contact type. The system uses the following 
criteria to determine the utilization:

 » Routing rules

 » Employee skills and levels

 » Employee shift patterns

 » Known future activities, such as meetings or vacation

Having the ability to take all these considerations into account 
when calculating staffing requirements provides more effective 
schedules. It also allows for a more accurate picture of the future 
and provides the data for proactive decision making.

Using “what you know” to determine 
the best outcome
Many organizations generate forecasts and schedules between 
four to eight weeks in advance, so between the initial genera-
tion and the actual day, many factors can change. Employees may 
have been upskilled to new areas of the business, more training 
or coaching may have been added, or absences may be above or 
below what was planned during the initial generation.

In this scenario, if simulation shows that a particular queue would 
receive less-than-ideal service levels, NICE WFM identifies and 
makes adjustments in alignment with work rules to ensure that 
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the queue is serviced appropriately. This is known as a closed 
loop feedback method, and it can adjust breaks, lunches, agents’ 
schedules, or other variables. In doing so, it significantly stream-
lines problem solving for WFM leaders. Planners are able to re-
simulate either near real time or as far out as schedules have been 
created to analyze how changes to forecast or schedules have 
impacted predicted service levels.

The NICE re-allocation process also allows planners to react to 
changes in staffing levels across multiple sites or departments 
that are interlinked by employee skills. This process will redis-
tribute the expected workload due to unplanned changes to bal-
ance out the expected workload. An example of this could be that 
you have two sites that share the same contact types. One site 
is impacted by a large amount of absenteeism, so the expected  
volume of work allocated to that site will now change. The  
re-allocation process simulates how your Automatic Contact Dis-
tributor (ACD) would react in this scenario and move contacts to 
other employees based on their skills and work rules. This allows 
for a more accurate predicted of service levels and is more repre-
sentative of real-life distribution.

Reacting to change
If your business is going through a period of change, either 
through advancements in technology or a drive to be more effi-
cient, NICE WFM can be used to model the impacts of these 
changes. It maybe that you’re seeing less volume due to customer 
automation or a reduction in AHT because you have implemented 
a knowledge base system. You can use NICE WFM to model the 
impacts of these changes and provide different scenarios through 
what-if long-term forecasting. The impacts of these changes 
ultimately affect the number of people you need to meet demand, 
which you can then use to update recruitment plans. You can also 
turn these what-if scenarios into your live planning week.

NICE WFM can also be used to complete what-if analysis or to 
test how changes in skill levels or routing conditions impact call 
distribution, staffing requirements, and multi-skill efficiency. 
This allows contact centers to consider different scenarios with-
out impacting live calls.
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Chapter 7

IN THIS CHAPTER

 » Improving forecast accuracy

 » Making schedules flexible

 » Managing change and increasing 
efficiency

 » Empowering your employees

Ten Reasons Intelligent 
Automation and 
Simulation Help

It’s a tradition that For Dummies books end with a Part of Tens 
chapter. To keep that tradition going, this chapter gives you ten 
reasons why integrated simulation and intelligent automation 

within your workforce management (WFM) system can help.

Forecasts Accurately
Manage your workforce more effectively and eliminate over-
staffing with artificial intelligence (AI) and machine learning 
(ML)-powered predictive analytics. Leverage the market’s most 
advanced AI and ML tools to find unseen patterns in the historical 
data used to generate forecasts of volume and work time.

Simulates the Real World
Determine work allocation expectations, deferrable work prop-
agation, and multi-site/multi-skill efficiencies. Use robust new 
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algorithms that support the forecast parameters of WFM and 
simulation of exact routing rules to generate extremely accurate 
staffing requirements. AI capabilities learn the skillsets of indi-
vidual employees and generates forecasts that precisely reflect 
the multi-skill capabilities of your contact center.

NICE WFM utilizes ML to optimize scheduling and determine the 
best model to use every day.

Provides Greater Scheduling Accuracy
WFM provides greater scheduling accuracy by using enhanced 
strategic planner (ESP) to intelligently predict how anticipated 
or potential staffing scenarios impact the contact center’s abil-
ity to meet performance goals. The ML-driven solution consid-
ers a range of variables, such as staff and channel needs, as well 
as business parameters to make precise, customized predictions. 
In doing this, the solution empowers contact centers to control 
costs, develop better hiring plans, and improve customer service 
while realizing forecasts that are 6 to 10 percent more accurate 
than traditional long-term forecasting methods.

Schedules Flexibly
Manage backlogs and eliminate overstaffing for virtually any 
scheduling methodology or work-rule environment by applying 
different approaches for different departments, locations, and 
individuals. AI and ML capabilities ensure that coverage is pro-
vided and automatically assigns schedules based on employee 
availability or allows them to bid on preferred times.

NICE WFM solutions rely on flexible schedules, making your 
employees partners in solving staffing scenarios and ensuring 
business needs are met.

Manages Change in Real-Time
Monitor and proactively respond to changing conditions in real 
time with intuitive intraday change management tools. Compre-
hensive real-time schedule and activity adherence is part of the 
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solution. Intraday analytics provides net staffing calculations by 
queue and automatic intraday reforecasting.

Greatly Reduces Manual Tasks
Use the time-off manager in your WFM solution to automate 
vacation bookings or shift swaps via schedule trading. Employees 
and managers can also self-serve schedule changes that can be 
auto-approved or sent to the planning team for final approval.

NICE WFM can use schedule changes to allow both managers and 
employees to interact with schedules instead of processing those 
requests manually.

Increases Efficiency
Mismatches in staffing against demand are inevitable due to con-
stant changes to published schedules. These are a key cost driver 
for most contact centers that often find themselves with too few 
or too many employees on the clock.

NICE Employee Engagement Manager (EEM), a component of the 
NICE Intelligent WFM Suite, automatically optimizes staffing after 
WFM schedules are published, both intraday and up to several 
weeks into the future. By identifying staffing variances in advance, 
EEM reduces or eliminates friction, intraday, and near-term, 
before it can materialize. For more information on intraday, check 
out Chapter 1, and for more on NICE EEM, flip back to Chapter 6.

Improves ESAT and Engagement
One of the biggest drivers of employee attrition is poor schedul-
ing practices and a time-consuming experience for the employee. 
Businesses also face even more challenges with the need to have 
employees who work remotely and need to balance their home life 
and work life in one location.

NICE WFM considers the people at every stage of the schedul-
ing process. NICE WFM offers many ways for the employee to 
make changes independently — such as with automated swaps, 
extra hours, and time off — enabling employees to manage their 
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work-life balance with unparalleled ease and speed. Preferences 
allow employees to have an input into the schedules they receive, 
and they’ll be considered during the schedule-generation process. 
NICE WFM also offers true self scheduling backed by business 
rules to give employees guaranteed schedules of their choosing. 
These features can also increase employee satisfaction (ESAT).

Empowers Your Managers
Traditionally, planning coaching and training sessions have 
always been the responsibility of the planning team. Sessions 
were booked at the best time for the business, but not necessarily 
at the best time for the managers.

NICE WFM gives your managers the ability to focus time on those 
who need it most, without needing to ask permission. The abil-
ity to self-serve also helps reduce friction between the planning 
team and operations team. NICE EEM proactively communicates 
schedule change opportunities that are tailored to each agent’s 
skills and preferences, empowering contact center leaders to effi-
ciently resolve over and under-staffing challenges while catering 
to each agent’s preferred work-life balance.

Improves CSAT
Research shows a direct correlation between customer satisfac-
tion (CSAT) and ESAT.  Disengaged employees who haven’t had 
time invested in them to conduct their work will only negatively 
impact CSAT scores.

With NICE WFM’s intelligence, assigning schedules based on agent 
skill sets and managing real-time adherence priorities for the 
back office, you can ensure higher performance and productivity 
across your entire workforce. And that translates to faster issue 
resolution, happier customers, and more engaged employees.
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