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Understanding the cultural shift

Employees are with their and
considering leaving their current employer within two years.

of of members of
millennials Gen Z

Deloitte. “A Generation Disrupted: Highlights from the 2019 Deloitte Global Millennial Survey.”


https://www2.deloitte.com/insights/us/en/topics/talent/deloitte-millennial-survey.html

At the same time, the gig economy’s
appeal to younger generations has grown

About of millennials and of Gen Z
would now consider joining the gig economy.
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Less then 1/3 of

contact centers are &
very satisfied with

their existing

scheduling process. C

-




Preferences only go so far in providing work-life balance
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Make agents WFM partners
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Automated or self service for agents

Staffing Optimization Rules

Ednt Rule
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NICE | Gartner Report

NICE positioned highest and furthest for its ability
artner to execute and completeness of vision in Gartner's

Magic
Quadrant.

Access the full report

COMPLETENESS OF VISION

Source: Gartner (February 2019)

Gartner: Magic Quadrant for Workforce Engagement Management, Jim Davies, Simon Harrison, Drew Kraus, February, 2019.

Gartner does not endorse any vendor, product or service depicted in its research publications, and does not advise technology users to select only those vendors with the highest ratings or other designation. Gartner research
publications consist of the opinions of Gartner's research organization and should not be construed as statements of fact. Gartner disclaims all warranties, expressed or implied, with respect to this research, including any warranties

of merchantability or fitness for a particular purpose.

GARTNER is a registered trademark and service mark of Gartner, Inc. and/or its affiliates in the U.S. and internationally, and is used herein with permission. All rights reserved.

This graphic was published by Gartner, Inc. as part of a larger research document and should be evaluated in the context of the entire document. N I E®


http://www.gartner.com/reprints/nice?id=1-4QBYQI1&ct=180206&st=sb

