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Why Low Adoption of WFM by Smaller Centres? 

3 main reasons: 

1.  Vendor focus on larger centres 

2.  Lack of budget 

3.  ROI too slow 



WFM Software Solutions for Smaller Centres 

What to look for 

 Web browser-based systems 
 No application to install 

 Keeps IT costs down 

 Powerful schedule optimisation 
 Maximum workload fit – no ‘safety in numbers’ 

 Tools to handle unplanned events – ‘power of one’ 

 Skills-based scheduling 
 Gain multi-skill pooling efficiencies, e.g. SWAT 

 Without tedious setup and maintenance 

 



WFM Software Solutions for Smaller Centres 

What to look for 

 Reporting 
 Built-in and custom e.g. Crystal Reports 

 Multi-media application 
 Get same benefits in back office as front office 

 Schedule for calls, emails, chats … 

 

For example… 



Impact is seen instantly 

Tools to find solutions, e.g. 
- Find replacement agent 
- Optimise breaks 
- Optimise tasks 



Calculate staffing 
using for all of 
your activities, e.g. 
-Front office/back 
office 
-Abandoning/non-
abandoning 

Managing Non-Call Activities 



Manage the Power of One – Adherence Tracking 



Other Considerations 

Support and Services 

 Consulting assistance 
 Applications 

 Call centre operations 

 Strategic labour consulting 

 Delivery options 
 CBT 

 Webex 

 On-site classroom 

 User community 
 



The Elephant in the Room 

Traditional ‘on premises’ WFM is expensive 

 Software licence fee = capital expense 

 Hardware = capital expense and ongoing 
IT costs 

 Installation, setup and training 
fees 

 Annual maintenance fees 

 

 

 Introducing cloud WFM 

 Perfect for small to medium centres… 

 



Cloud WFM is Affordable 

Compare the costs 

On-Premise Cloud 

Capital Expenses 

   Hardware  Costly None 

   Software license Up-front fee None 

Ongoing Fees Annual maintenance Per agent fee 

Implementation High effort Simple 

Training Variety Variety, CBT 

Upgrades Complicated, delays Automatic, immediate 

Availability Subject to downtime 99.5% guaranteed  



How Much Does It Cost? 

injixo WFM from InVision 

 Cloud WFM 
 Simple per-agent pricing 

 Flexes with your business 

 All-inclusive fee for application, infrastructure, and 
operations service 

 £9 per agent per month (or $9, €9, 79kr …) 

 

 Startup service 
 Stages: Learn, Integrate,  and Deploy 

 Includes core WFM e-learning from TCCS 



Questions 

Penny Reynolds 

penny.reynolds@thecallcenterschool.com  

+1 615-812-8410 

  

 

 

Chris Dealy 

chris.dealy@invisionwfm.com 

07917 772365   
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