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Introduction and Agenda
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• 28 years in 

Contact Centres, 

20 years in CX 

software & 

consulting

Introduction

https://www.calabrio.com/press/calabrio-acquires-teleopti-global-customer-experience/
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1. Why we need to 
really understand 

the modern 
workforce

2. The negative 
trends to look out 

for

3. How new 
technology will 

support employees

Agenda
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Do we really understand 

the modern workforce?



© Calabrio 2020 |   6

Why should we engage with employees?

85% of adults worldwide are not engaged or are actively disengaged

Source: Gallup, McKinsey & Company

Lower Churn Higher ProductivityMore Revenue

• 5% increase in engagement 

= 3% increase in revenue

Engaged and satisfied contact-center
employees drive:

• 8.5x more likely to stay 

than leave within a year

• 4x more likely to stay than 

dissatisfied colleagues 

• 3.3x more likely to feel 

extremely empowered

• 17% higher productivity 

from engaged staff
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Negative Trends for 

Engagement

What to watch out 
for



© Calabrio 2020 |   8

What behaviours to look out 

for with Negative Engagement
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Absenteeism: 

Employees aren’t feeling valued.

• Explain the impact on 

other employees

• Understand the 

causes of stress

• Ensure your policies 

and tools are flexible 

enough



© Calabrio 2020 |   10

Missing SLAs: Low shift adherence, missed 

service levels

• Is there a correlation 

between low-

adherence and 

engagement?

• Are your schedules 

meeting the team’s 

needs?
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Poor Quality, low NPS/CSAT  

• Are these programs 

fair?  

• Are they connected 

to KPIs?  

• Are employees 

engaged in the 

process?
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Engagement 2.0

How new technology 
will transform your 
digital landscape
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An organisation's capacity for growth is 

tied to the experiences of its employees

Work 
Life 

Balance

Meaning 
and 

Growth
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Work/Life Balance

1
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Self-scheduling
Increase Employee empowerment and decrease administration 

Scenario 1: 
Agent 

realizes they 
need to 

move their 
lunch

Agent 
emails 

planner

Planner 
opens 

schedules

Planner 
checks 
staffing

Planner 
moves lunch

Planner 
emails agent 

back

Total time: 
15 minutes 
– 4 Hours

Scenario 2: 
Agent realizes 
they need to 
move their 

lunch

Agent moves 
lunch.

Teleopti 
automatically 

approves based 
on staffing 

demand

Total time: 10-
15 seconds

Increased autonomy. Reduced Admin. 
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Self-service: Overtime requests
More flexibility and automation of routine tasks

• Planners “run around begging for agents”

• Overtime requirement automatically 

identified in forecast v scheduled

• Present overtime options to agents in web/app

• Automates the whole process end to end

Happy planners, happy agents
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Preference based scheduling
Fairness built into scheduling

• Employees request the shifts / 

days off they want

• All submitted at the same time

• Management controls what % 

can be fulfilled

• Doesn’t penalize positive 

behaviour

Empowerment with fairness



© Calabrio 2020 |   18

Absence Request and Probability
Giving agents the confidence to book absences 

• Agents want confidence 

when booking leave

• Icons show the 

probability of getting 

leave approved

• Planners can control 

Service Levels using 

rules

Flexibility without affecting 
Customer service levels
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Grant – the Employee’s Personal Assistant
AI powered, virtual assistant for employees

• A personal concierge for self-service

• Gives recommendations proactively 

• Self-service intraday automation

• Allows planners to focus on the big 

picture 

• Reduces mundane tasks

Employees feel empowered and the 
contact centre closes staffing gaps. 
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Engagement: Meaning and Growth

2
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Empower Employees with Self-Service Dashboards

Provide End Users with a single view of the truth

• Single portal that simplifies training

• Bings together all employee data

• End users self-serve and drill down 

to root cause

• Consistent yet personalised 

learning

• Simple, Usable reports across all 

data sources 

Empower employees to understand and 
improve their performance
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Synchronized, vertical scrolling of 
all interaction data during play 
back, including screen recording, 
provides deeper insight into each 
interaction

Agent Profile Card 
provides at-a-glance stats 
on the agent for a  more 
holistic view of the 
interaction

Embedded AI-fueled analytics* -
transcription, sentiment, speech, 
desktop, text – along with call data

One-stop-shop media player 
provides holistic view and 
ensures an efficient evaluation 
process

Supporting Growth: Bringing Together All Data

Metadata, Transcription, Sentiment, Screen Recording and Quality all in One Place

Choose from a library of 
customized evaluations
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Increasing Fairness with Predictive QA & VoC

Using Machine Learning and AI to extend Quality and Voice of the Customer across 100% Interactions

• Quality Management assesses <2% 

of interactions

• Customer survey rates are declining, 

respondents are often extreme

• Score 100% of interactions and 

predict good and bad

• Select relevant interactions for CX 

processes

100% Benchmarking = more accurate insights, 
better coaching and smarter decision-making.
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Using Game Mechanics to Engage ALL agents

Gamification to engage agents in competitive and collaborative quests

• Gamification is all about making tasks 

enjoyable

• Moving from extrinsic to intrinsic 

motivation in employees 

• Focus on all KPIS that are important to 

customers (VOC, Quality, Adherence)

• Use different quests for different 

personalities

Game mechanics can drive 
performance for all personality types
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25

Simplify your Employee Engagement 

tools.  Automate.  Analyse.  Engage
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ED CREASEY

DIRECTOR OF PRE SALES

ed.creasey@calabrio.com

Thank You

Come and see us at our 

stand to see more about 

Employee Engagement


