
How to Build 
Flexibility into Call 
Centre Schedules

The Digital WFM Suite
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42%
Average attrition 

rate in contact 

centres in 2021
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Are we doing 

everything we 

can to improve 

retention?



Efforts Invested by Organizations to Retain Agents
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30%
32%

28%

10%

High effort
(going out of their way)

Some effort Very little effort No effort at all

Figure 3 – Efforts Invested by Organizations to Retain Agents

62%



Factors Affecting the Decision to Keep a Position

5 Figure 6 – Factors That Affect the Decision to Keep Position

72%

17%

11%

Better pay

50%
41%

9%

Clear career 

growth path

47%

43%

10%

Flexible scheduling 

with access 24/7

29%

43%

28%

Abiliy to work remote, 

in-office, or hybrid

High impact Some impact No impact



How NICE Provides Agility for the Agents
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Before the Schedule is 

Created

During the Schedule 

Process

After the Schedule is 

Published



Before the 

Schedule is 

Created

7

Guaranteed Availability
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Thousands of 

Possible 

Combinations of 

Preferences

• Custom priorities

• Daily rules

• Days off

• Days per week

• Fairness

• Hours per week

• Lunch lengths

• Lunch times

• Start times

• Stop times

• Proprietary algorithm

• Solves the “all or 

nothing” problem

• Combines the 

business and 

employee preference 

priorities

• A simple, streamlined 

procedure

• Control over their 

schedules



During the 

Schedule 

Process
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• Automatic Employee Assignment, using preferences

• Automatic Pattern Assignment, using preferences

• Schedule Pattern Bidding

• Team Scheduling

• Weekly / Multi-week Hours, Date Range Scheduling

• Shift Policies (Sequences & Limits)

• Schedule Overhead

• Seat Limits

• Weekend Fairness

• Day of Week Fairness

• Holiday Fairness

• Multiple schedule optimization controls

• And more



Self and Hybrid Scheduling
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Staffing requirements by time of day

Automated Self-Scheduling

Staffing 
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Staffing 
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Staffing requirements by time of day

Automated Adjustments



After the 

Schedule 

Process
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The need for flexibility continues after the 

schedule has been published.



Adjust Your Schedule Instantly: Achieve Work-Life Balance

12 Pre-Approval / Auto Self-Service

Late Night with Friends/Family

Solution:

Pre-Approved Time Off 

Result:

Improve attendance; reduce 

absenteeism

Unplanned Doctor’s Visit

Solution:

Pre-Approved Time Off 

Result:

Improve attendance; reduce 

absenteeism



Adjust Your Schedule Instantly: Achieve Work-Life Balance

13 Pre-Approval / Auto Self-Service

Disruptive Piano Lessons (WFH)

Solution:

Pre-Approved Self-Swap 

(avoid disruption)

Result:

Flex shift; maintain total hours

Disruptive Home Repairs (WFH)

Solution:

Pre-Approved Self-Swap 

(avoid disruption)

Result:

Flex shift; maintain total hours



Adjust Your Schedule Instantly: Achieve Work-Life Balance

14 Pre-Approval / Auto Self-Service

Unemployed Spouse 

(less income)

Solution:

Pre-Approved Extra Hours 

(morning); ‘Time On’

Result:

More household income

Quiet-Life in Lockdown 

(home alone)

Solution:

Pre-Approved Extra Hours 

(evening); ‘Time On’

Result:

Growth/engagement at work



• 12 Year Leader in Market 

Share According to DMG

• 13 Year Leader in the 

Gartner MQ Reports That 

Track WEM

Accuracy for the Business & Agility for the Agents

PLAN FORECAST SCHEDULE MANAGE AUTOMATE

WFM 

SUITE

NICE Digital Workforce Management Suite




