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2017 WFO Survey 
This survey gathered input on what contact centers are doing and where they’re headed with Workforce 
Optimization.  
 
There were 291 total respondents. Analysis and commentary on these results can be found in the July 
2017 issue of Contact Center Pipeline. 
 

 

Participant Information 

What is your role within the contact center? 

 

6.90%

8.20%

8.90%

13.10%

62.90%

IT/Telecom

Other (please specify)

Supervisor or Team Lead

Operations Support Manager or Analyst (e.g., WFM, QM)

Contact Center Executive/Director/Manager

http://www.strategiccontact.com/surveys/Workforce-Optimization-Survey-2017.pdf
http://www.strategiccontact.com/surveys/Workforce-Optimization-Survey-2017.pdf
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How many FTE (full-time equivalent) contact center seats does your 
organization support across all sites? 

 

Technology Investment Profile 

How would you characterize your company’s approach to contact center 
technology investments? 

 

25.40%

18.90%

15.10%

10.00%

11.00%

6.20%

13.40%

< 25

26-50

51-100

101-250

251-500

501-1000

1000+

13.40%

47.40%

37.10%

2.10%

0.00%

5.00%

10.00%

15.00%

20.00%

25.00%

30.00%

35.00%

40.00%

45.00%

50.00%

Industry leading / state of
the art

Middle of the pack Lagging Don’t Know
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Who ultimately submits and owns the budget for contact center 
technology? 

 
 
 

32.00%

34.00%

21.30%

12.70%

Contact Center

IT/Telecom

Business Unit (e.g., Sales, Service, etc.)

Other (please specify)
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WFO Use and Plans 

Which of the following WFO technologies do you current have and use, or 
have on your wish list? 

 
 
*We found that technology use varied by contact center size (i.e., number of FTEs). See the article in 
Contact Center Pipeline for a breakdown of how large and small centers use technology.  
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60%
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80%
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100%

Don't Know

Don't Have/No Plans

On Our Wish List

Currently Pursuing

Have but Do Not Use Effectively

Have and Use Effectively
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WFO Value 

Of the WFO technologies you currently use, please indicate the value of the 
tools to your organization.  

 

What are the key goals your center has in using WFO tools? 

 
*Respondents were asked to select up to 3 choices. Responses will not equal 100%.   
 

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

N/A - Do Not Have

Not Valuable at All

Somewhat Valuable

Highly Valuable

1.90%

2.20%

4.10%

6.30%

7.40%

8.20%

12.60%

16.40%

18.20%

26.00%

45.40%

67.30%

74.70%

Don't know

Gain competitive insights

Improve marketing and communications

Improve systems

Achieve compliance (regulatory, legal, other)

Improve products/services

Improve training

Better understand customer behavior

Increase revenue and/or retention

Improve processes

Reduce costs/add efficiency

Improve agent performance

Improve customer experience/satisfaction
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What are the greatest challenges in delivering value from WFO tools? 

 
*Respondents were asked to select up to 3 choices. Responses will not equal 100%.   

What are the biggest challenges in pursuing successful implementations of 
WFO tools? 

 
*Respondents were asked to select up to 3 choices. Responses will not equal 100%.   

11.70%

13.30%

29.70%

37.10%

39.50%

45.30%

Other (please specify)

The tool does not deliver a return on investment

The tool is insufficient and/or does not meet our needs

We lack enough resources (quantity) to use the tool
effectively

The tool is functional, but the way in which we use it is not
effective (bad processes)

We lack the right resources (staff with the right
skills/training) to use the tool effectively

6.30%

6.60%

6.60%

11.70%

11.70%

18.40%

20.30%

25.00%

29.70%

41.80%

44.50%

Other (please specify)

Poor project management

Don't know

Timeline pressure

Lack of vision and leadership

Inadequate vendor resources

User adoption, training, change management

Budget overruns

Integration challenges

Lack of internal resource time

Lack of internal knowledge and experience
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WFO Use, Processes and Resources 

How do you work with the data your WFO technology generates? 

 
*Respondents were asked to select all that apply. Responses will not equal 100%.   

 What is your primary approach to staffing the users of WFO tools?  

 

4.90%

35.10%

55.50%

64.50%

Other (please specify) Export to a database or data
warehouse and use analytics

tools

Directly in the vendor-
provided software

Export to a basic tool (e.g.,
Excel)

0.40%

4.10%

10.60%

12.20%

72.70%

Other (please specify)

Contract with external vendor/service provider

Don't know

Hire new employee(s) with previous experience

Develop existing employee(s)
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Do you have resources to analyze the information you get from your tools? 

 
*Respondents were asked to select all that apply. Responses will not equal 100%.   

WFO Technology Approach 

How are your WFO tools implemented? 

 

17.60%

67.30%

18.40%

5.70%

21.60%

6.10%

4.10%

1.60%

3.30%

No

Yes – in the Contact Center

Yes – in IT/Telecom

Yes – in Marketing

Yes – in an Analytics group

Yes – in a Process Optimization group

Yes – in Finance

Yes – with an External Vendor/Service Provider

Yes – in other department (specify)

41.80%

31.10%

27.00%

Suite

Best-of-breed

Don’t know
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Are any of your WFO technologies cloud-based? 

 

Would you consider using a cloud-based service for WFO? 

 
 

48.00%

34.40%

17.60%

No

Yes

Don't Know

16.30%

35.60%

48.10%

No

Don't Know

Yes
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WFO 2017 and Beyond 

Do you plan on investing in new or additional WFO capabilities (people, 
processes, and/or technology) in the near future? 

 

In what areas are you planning on investing? 

 
*Respondents were asked to select all that apply. Responses will not equal 100%.   

16.40%

20.10%

15.20%

7.00%

20.90%

20.50%

Yes, in the next 0 – 6 months

Yes, in the next 6 – 12 months

Yes, in the next 12 – 24 months

Yes, in 24 months or longer

No

Don’t Know

25.90%

35.00%

42.70%

66.40%

60.80%

People – Additional resources

People – Better skilled/trained resources

Processes – Process design/redesign

Technology – New

Technology – Enhanced
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What prevents you from spending more on WFO technologies and 
resources? 

 
*Respondents were asked to select all that apply. Responses will not equal 100%.   
 
 

8.20%

13.10%

13.90%

50.40%

63.10%

Other (please specify)

We haven’t shown enough value in the past

We have what we need

Other initiatives getting higher priority

Budget limitations
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