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What is the difference between workforce management and  

workforce optimization? 
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Why does the modern contact center need WFO, not WFM? 
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The modern contact center is omnichannel
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Self-service innovations increase the complexity of  

customer interactions 

Increase in remote/hybrid contact center workforce 
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Customers expect 24/7, always-on service 

RPA and process automation are changing the  

agent profile 
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Today’s workforce demands flexibility and trajectory 

The changing role of the WFM manager



SPECIAL REPORT: WORKFORCE OPTIMIZATION  

CCW DIGITAL | WWW.CUSTOMERCONTACTWEEKDIGITAL.COM |  9 

Workforce optimization in practice: business objectives you  

can achieve 
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What strategies can I use to optimize the technology?

Provide agents with opportunities for personalized  

training
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Fix problems proactively, not reactively
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Offer a superior employee experience
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https://www.linkedin.com/in/brian-cantor-91977b15/
twitter.com/ccw_digital
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https://www.customercontactweekdigital.com/

online-events/contact-center-2025-a-roadmap  

https://www.customercontactweekdigital.com/

events-customercontactweekwinter 

https://designthinkingusa.iqpc.com/?

mac=CMIQ_Events_Title_Listing 

mailto:Ben.McClymont@customermanagementpractice.com
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