
WORKFORCE MANAGEMENT TRANSFORMATION

By the end of this engagement, you'll have clarity on how to 

take your workforce management practice to the next level. 

We are also here to help you implement the new strategy, 

equipping you and your team for long-term success and 

enhancing customer experience along the way! 

Our team of workforce management experts are here to help you transform the way you run your 

contact center. We can pinpoint improvement opportunities and walk you through a strategic 

workshop covering every area of your WFM journey including:
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CAPACITY PLANNING

Long-term forecasting & hiring 

plan, accounting for volume, 

shrinkage, time off, & agent 

attrition.

SHORT TERM NEEDS FORECASTING

Determine staffing needs, 

including weekly, daily, and 

interval breakdowns.

INTRADAY MANAGEMENT

Make day-of adjustments to your 

schedules and staffing plans, 

accounting for agents calling out 

sick and volume fluxuations.

SCHEDULING

Optimized staffing 

schedules to meet 

volume patterns and 

requirements.

ANALYTICS

Reporting and 

Operational 

Strategies.

Stop wasting time with guesswork.

Let us help you clarify your WFM and transform together!

START
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Meet Your Transformation Coach: 
Nate Brown
Serving as our Chief Experience Officer, Nate is a customer experience 
expert, ready to help you and your team transform from a cost center to a 
profit center. 

Based in Nashville, TN, Nate will bring the tools and energy that will help 
you create lasting change. 

Named a top global CX thought leader by:

and more

TRANSFORM YOUR ENTIRE 

CUSTOMER EXPERIENCE (CX) ORG

Officium provides all types of experience design services— including our holistic 

customer experience transformational workshops. 

ASSESS

Conduct assessment and 
workshops. Review current state 
against customer experience 
(CX) capabilities matrix. 

DESIGN

Work with leaders to design CX 
pillars and experience journey. 
Provide transformational 
roadmap.

TRANSFORM

Establish CX change coalition and 
begin equipping leaders. Conduct full 
company CX session. Aid in 
execution of strategy.

Create a 
Service Model

Leverage Data & 
Analytics

Optimize Costs Support Entire 
Audience

Demonstrate ROI

Match your 
service offering 
with the 
customers' 
investments

Use data to deliver 
incredible customer 
experiences and 
ensure your staff is 
available when 
customers need them

Deliver the best 
quality with bots and 
automation

Adopt language AI to 
support international 
customers

Correct customer 
satisfaction (CSAT) 
and lifetime value 
(LTV) 

START


