
The one constant in Contact Centres is 
change. New disruptive technologies and 
shifting customer preferences impact 
inbound traffic, resulting in centres needing 
to constantly evolve in order to survive.

Maximise the value of every customer interaction
Workforce Management

The Next Generation of Cloud Workforce Management for your Contact Centre

Undoubtedly the role of the call centre agent has 
changed. The image of a headset -wearing phone 
agent now outdated, as contact centre employees 
straddle multiple web chats, social media posts and 
emails, as well as answering calls. To maintain 
competitive advantage, contact centres need 
solutions that enable and engage employees, who 
hold the key to delivering the right customer 
experience.

As a result, contact centre managers are now charged 
with making many complicated business and 
management decisions. One of the most difficult and 

time-consuming tasks is workforce management, the 
process of forecasting call/contact volumes and 
scheduling agents to meet service level goals. With 
over 75% of budgets earmarked for personnel, 
effective workforce management is an economic 
necessity for a well-run contact centre.

U-WFM delivers a complete suite of easy to use, yet 
powerful Workforce Management cloud solutions. 
Accurate forecasting and powerful, optimised, 
multi-skilled schedules come as standard to support 
contact centres to deliver optimal customer 
experience whilst best supporting their frontline 
employees.

As one of the first cloud providers of WFM solutions 

our flexible service models allow our customers to 
gain a real competitive edge by having access to the 
latest WFM software and experts at the heart of their 
operations.

This has enabled many centres to deliver the optimal 
service and customer experience which previously 
they would have been unlikely to budget for or 
achieve.

Uniquely, there are no exclusions to the capabilities of the U-WFM solution, with customers 
gaining full access to our complete U-WFM cloud suite. Our mantra being that all customers 
benefit, all of the time.



 Highly Intuitive and Easy to Use Solution – 
reducing customer investment in continuous 
knowledge transfer, initial training and consultancy

 Fast, Accurate Forecasting – reclaim hours every 
day with our multi-skill forecasting tool, which will 
have you creating, editing and finalising demand 
for your contact centre in no time

 Optimised Scheduling – schedule your agents, 
based on agent rules and skills, to be in the right 
place to deliver the best service level for your 
customers

 Training – unlike competitors, our standard “most 
popular” option delivers in-person training and a 
welcome workshop at no additional cost. The 
focus being on customers’ success

  100% cloud-based platform – means customers 
only pay for what they use on a SaaS basis and 
software is always up-to-date with no ongoing 
upgrade support or maintenance costs

 Improve customer service levels without 
increasing operating costs through reducing 
periods of under or critically overstaffing, 
matching agent skills with customer needs and 
anticipating cyclical requirements and turnover

 Increase revenues through decreased 
abandonment and lower hold times, whilst 
increasing up-sell and cross-sell revenue

 Improve productivity and morale of contact 
centre employees through clear goals and 
metrics, performance feedback, and greater 
schedule flexibility

 Increase the consistency and quality of customer 
service across all contact channels

 Free up time for what’s really important, 
including strategic planning

About us
We are the world’s most reliable contact center technology provider. Our global brand is built on our track-record of consistently 
honoring our commitments – to our customers, our staff and our shareholders.

Enghouse Interactive, a subsidiary of Enghouse Systems Limited (TSX: ENGH), is a leading global provider of contact center 
software and service solutions that deliver enhanced customer service and transform the contact center from a cost center into 
a powerful growth engine. Our Practices and Solutions enable businesses to leverage meaningful, daily customer interactions 
to extract key insights used to deepen customer loyalty and uncover new opportunities to add value, profitably.

Supporting over 10,000 customers, in 120+ countries, Enghouse Interactive works within any local regulatory environment and 
supports any telephony technology, whether deployed on premises or in the Cloud, ensuring that our customers can be reached 
by their customers – anytime, anywhere, and via any channel.

Business Benefits

www.enghouseinteractive.co.za
presence.info@enghouse.com 

The U-WFM Cloud Suite
U-WFM provides an easy-to-use, cloud-based platform which can provide forecasting and scheduling for your 
entire contact centre workforce. It has established real-time and historic connectors with Presence Suite to your 
contact centre platform and can provide several additional functions designed to increase agent retention and 
reduce administrative overheads.

 Reduce contact centre workforce cost by over 
20% while maintaining service levels

 Average of 30% increase in staffing efficiency - 
using U-WFM’s powerful forecasting, scheduling 
and monitored through real-time adherence

 We can supply a Return on Investment document, 
estimating the cost savings of utilising U-WFM 
over Excel based scheduling or by replacing your 
current WFM vendor. U-WFM is an OPEX item, 
not a CAPEX item which makes it easier to justify

Typical Customer ROI

At Enghouse and U-WFM we believe there is an easier way to deploy Workforce Management and make it 
accessible to all contact centres, regardless of size. We offer our Workforce Management platform as a 100% 
cloud, OPEX based solution with zero capital outlay and technology hassle. This allows our customers to 
immediately become more effective, efficient and economic on a pay-as-you-go basis, but still benefit from a 
premium Workforce Management solution. We deliver the solution directly to where it is needed and only expect to 


