
Workforce Management 
for Customer Service 
Centers

Shift towards Strategic Workforce Management to 

transform the Customer Service Experience
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How do we transform 

Customer Service Centers 

from a cost center to an 

experience hub?

Let’s talk about 
Workforce 
Management Customer Experience

Providing excellent customer service is a 

combination of the right channel, skills 

and at the right time. Powering up your 

Customer Service Center with Workforce 

Management enables your agents to 

exceed customer’s expectations leading 

to higher customer satisfaction and 

retainment

Workforce Experience

Unlock the full potential of your most 

valuable asset: your people. Attracting 

and retaining employees leads to an 

accumulation of experience that will 

benefit your customer, brand and 

workforce 

Human Experience

The human experience is key in transforming the Customer Service Center and making a 

successful shift to Strategic Workforce Management. By focusing on both Customer and 

Workforce Experience, and integrating all elements of Strategic Workforce Management, you will 

establish a talented, engaged, and adaptable workforce that will result in an elevation of the 

Human Experience, benefiting both customers and employees



3 | Copyright © 2024 Deloitte Consulting Pty Ltd. All rights reserved. 

Key forces driving change in the Future of Customer Service
On both customer and employee side a series of disruptive forces will profoundly change the way Customer Service Centers operate

Elevated Human 
Experience

Distributed 
Complexity

Personalized & 
Proactive

Integrated 
Ecosystems

AI Omnipresence Workforce Redefined

Complexity is rising in all aspects of service. Expectations of 
customers and employees are continuously on the rise

Customers demand real-time and personalized outcomes 
according to their service channel of preference

Service delivery will become more and more interconnected and 
ecosystem strategies may determine winners and losers

New talent and service delivery models will be required to 
effectively deliver exemplary service

Artificial Intelligence (AI) will manifest in various levels of maturities 
but will be omnipresent as a core business requirement
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Seamless customer 
interaction

First time right 

channeling
Customer Service 

Center Agent

Dynamic scheduling 
done right

Continuous improvement 
through data

Making an impact 
that matters

Measure results and identify new 
bottlenecks to keep optimizing. Leverage 

the power of AI to be even more accurate

Empower your employees to better 
help the customer through automation 

and empowerment with the goal of 
advancing in their career will 

simultaneously impact CX & EX 

Enable employees to administer their own 
schedule deviations and (auto-) generate 
the schedule based on expected volumes 

Match your customer’s ask based 
on used channel and agent skills 
to route them directly to the right 

agent

Connect your IT infrastructure to access 
siloes. Provide your agents with a 360-

degree customer view so your customer 
does not have to repeat information already 

available 

Business: The Customer Service 
Center should provide excellent 
omni-channel customer service 
using the latest technologies whilst 
being cost-effective

Customer: Expects adequate help 
via channel of their preference and 
a seamless experience without 
having to repeat themselves when 
being transferred

Employee: Wants to work effectively 
and efficiently, feel a sense of 
purpose and belonging, be 
recognized and empowered to 
grow and move forward

Perspectives & Expectations

Empowering Customer Service Centers through Workforce Management
Workforce Management hol ist ical ly  covers al l  d i f ferent aspects of  your Customer Service Center and offers countless 

possibi l i t ies through emerging technologies
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Elevate the Human Experience through Workforce Management
Workforce Management is the key to bridge the gap between rising customer demands and mismatched employee needs

Customer satisfaction in West-European 
countries averages at 6.9 (out of 10), 
indicating Contact Centers can significantly 
improve to meet increasing customer 
demands

KEY TREND

Employees lack involvement: Only 21% of 
employees globally are engaged at work

KEY TREND

That’s where Workforce 
Management comes in

• Solve schedule & 
operational challenges

• Retain employees by 
engaging and empowering 
them

• Boost business with 
satisfied customers and 
engaged employees

Increasing demands for customer service 
put extra pressure on contact service 
centers as it requires better service
through more channels during wider 
working hours

INCREASING DEMANDS

CUSTOMER EXPERIENCE WORKFORCE EXPERIENCE

More and more often employees are not 
satisfied with the way-of-working, causing 
reduced efficiency in contact centers and 
lowered employee satisfaction

MISMATCH IN NEEDS 

Source: Gartner & Forrester
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Business Performance

Changes in Workforce Planning affect the 

type of Service Agents that work within the 

company

Incremental changes for long- and 

short-term impact on workforce 

management

Processes that support to a 

positive workforce experience

Strategic workforce planning
Capabilities you need in the future 
and to which volumes (3-5 years)

Tactical workforce planning
Predictable business planning and 

existing workforce (6 months – 1 year)

Operational workforce planning
Scheduling existing workforce timely and in 
the appropriate area (a few weeks/months)

Customer AI

Operational Workforce Management

Coaching, Learning & Development

Customer Insights flow back into 

your Strategy Office to steer WFM 

execution

Performance, Quality & Motivation

Net Promoter Score

Customer Retention

Voice of the Customer

The places I work

The work I do

The company 
mission

My personal growth

The sense of 
belonging

The technology I use

How work affects my lifeCustomer 360

Seamless integration 
between customer 

touchpoints

Increased 
Customer 

Engagement 
Center KPI’s

Quality 
Management

Value Center

Customer Insights Employee Insights

Strategy Office

Employee Insights flow back into 

your Strategy Office to steer WFM 

execution

CX impact derived from WFM 

enhancements drive Business 

Performance

WX impact derived from WFM 

enhancements drive Business 

Performance

CSCA purpose & well-being are key 

influencers of WX

CSCA enablement greatly affects a 

customer CX

Workforce Engagement Management ensures 

Service Agents are able to work in a positive 

and effective way

Customer Service
Center Agent

Customer 
Experience

Employee Capabilities

Employee Retention

Voice of the Employee

Workforce
Experience

Workforce
Planning

Workforce 
Management

Workforce 
Engagement 
Management



Shift to Strategic 
Workforce Management
Customer Experience is  and wi l l  remain the number one 

strategic  pr ior i ty  in Customer Service Centers.  Omnichannel  

strategies and process automations have only solved a part 

of the puzzle

Strategic  Workforce Management wi l l  future -proof your 

workforce,  empowering them with the r ight processes,  tools  

and strategic  d irection leading to a Best - in-Class Customer 

Experience
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Elevate the Human Experience through Strategic Workforce Management

Operational Workforce 
Management

Workforce Experience 
Management

Strategic Workforce 
Management

Employee satisfaction
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Core Principles

Investing in your employees 
positively impacts your customer

Turning your employees into 
advocates

Better workforce experiences 
lead to increased customer 
satisfaction due to employee 
motivation and ownership 
combined with acquired skills 
and accumulated experience

Better workforce experiences 
lead to reduced turnover and 
hiring costs internally. By 
empowering your employees 
to work more flexibly and grow 
they are less likely to resign

A 2019 report by Frost & 

Sullivan titled ‘How to engage 

your team for the best 

customer experience 

revealed that full Workforce 

Management adopters are:

96%
More likely to achieve 

overall profitability

82%
More likely to provide 

better quality CX

60%
More likely to have 

highly-engaged 

employees

Self-scheduling

Quality Assurance

ForecastingAdherence

Work-Life Balance
Management

Motivation

Competence
Development

Empowerment

Vision & long-term 
planning

Seamless Integration
Org. processes & CCaaS

Future 
Workforce 

Redefinition

Continuous 
OptimizationReduced waiting 

times

AI fueled self-
service

Omnichannel 
support

Succession 
Management

Source: Gartner & Forrester

A distinct strategic view on Workforce Management positively impacts the Workforce Experience, Operational Efficiency & Customer Experience
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Accelerate Customer Service by fueling Workforce Management with AI
AI fuels innovation in Customer Service Centers, optimizing processes and personalization with a balanced approach of automation with a human touch
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• Next Best Action to drive revenue

• Sentiment Analysis to respond to 
customer emotions 

• Service Intelligence to supercharge
service with AI-powered insights

• Support Recommendations for 
personalized customer solutions 

• Case Wrap-up through suggested field 
values

• Customer Reply Recommendations to 
fasten & standardize communication

• Call Routing to directly connect to the 
rightly skilled agent

• Case Classification to categorize
customer inquiries 

• Case Routing to deliver cases from any 
channel to the right queue

• Dynamic FAQs to display relevant and 
helpful information instantly

• Chat Bots help to find the right answer 
fast and accurately

• Real-time Status Updates alert about 
service requests’ current status

• Voice Recognition to share requests 
in natural spoken language  

• Visual Recognition to show issues 
with videos or images

• Agent Reply Recommendations to 
fasten & standardize communication

• Omni-Channel Interaction to 
communicate seamlessly

• Enhanced Security for a secure 
environment to prevent fraud

• Predictive Support to receive pro-
active assistance & suggestions

ACCELERATEAUTOMATE ASSIST
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Strategic Workforce Management is a continuous process
Achieving effective Strategic Workforce Management involves ongoing validation, adaptation, and optimization, to continuously accelerate as a Customer 
Service Center and remain future-proof

Workforce
Management

Lifecycle

Analyze bottlenecks
Gather insights

The success of any project is based on a sound analysis of what are the true 
bottlenecks of processes and systems in place

Define vision & objectives
Where to go

Next to the bottlenecks identified in the previous step, the solution depends on 
the vision and objectives that are defined for the future

Define strategy & approach
How to go there

Based on the vision and objects, you can now draft up requirements for the 
solution, select partners and vendors and eventually create the holistic 
roadmap for implementation of the improvements

Configure & Implement
Deliver plan

Based on the roadmap and chosen solution, move forward with configuring 
and plan implementing processes and/or technical improvements and 
solutions that are planned for the (first) go-live

Go-live & feedback
Deliver to audience

After configuring and planning the implementation of processes and/or 
technical solutions it’s time to go-live to a wider audience. Let this audience 
provide feedback as not every can be covered by test/focus groups only

Steer & optimize
Manage the change

Change takes some time to get used to which usually results in a lot of 
feedback but also since a wide group is now working with new processes 
and/or systems there are valid points that can be improved

Continuous improvement
Be future-proof

Strategic Workforce Management is a goal but not fixed state. Keep gathering 
feedback, insights and experiment with new techniques to keep ahead of 
competition, deliver an experience to your customers and employees
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Gather regular customer feedback to 
refine and enhance your processes 
and tools confidently

Recognize your customer

Value and implement feedback from 
your employees, ensuring they know 
their insights are pivotal for 
engagement and growth

Voice of the Employee

Handle Strategic Workforce 
Management as a complete 
organizational evolution

Holistic approach

Maximize cost-efficiency by 
retaining and valuing current 
employees, minimizing the need for 
frequent new hires and training

Retainment is key

Drive best-in-class customer service 
by continuously investing in 
employee growth through coaching, 
learning, and development

Empowerment
Understand and embrace the diverse 
preferences of your customers, offering 
them the autonomy of choice

Growing together

Customer Business Employee

Key takeaways to start the shift towards Strategic Workforce Management



This entails building a customer-centric organization with a clear vision 

on employee engagement and a well-defined  workforce management 

strategy that integrates automation with a human touch

True Workforce Management is 
setting up your organization to 
elevate the Human Experience



Thank you for your time
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