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Agent concerns don’t exist 
in a silo – they impact 
business goals:
Costs, Turnover, CSAT and Productivity
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The Average 
Attrition Rate in a 
Contact Center 
2023 Was 49%

This is up from 38% in 2022!

85% of the attrition is voluntary

Back Office average attrition 
was 47% in 2023

How are you managing your 
agent retention?



Flexible Scheduling Is 
Critical for Agents 
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42%

44%

10%

4%

SalesHigh impact Moderate impact
Low impact No impact

The most important aspects 
of flexible scheduling 

Flexible 
scheduling with 

24/7 self-
service access

Factors that affect the 
decision to keep a position  

30%

47%

49%

53%

54%

61%

65%Flex breaks and lunchtimes

Flexible number of hours to work 
during the week

Variable shift lengths during the week

Pre-approved extra hours and self-
swaps between my scheduled days

Flexibility in the days that I am off 
during my work week

Access to request schedule changes 
24/7

Split-shift options
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NICE's Approach Throughout the Scheduling Process

Before the 
schedule is created
• Agents set their availability while 

ensuring business needs will be 
met (a constraint to the 
schedule)

• Agents set their preferences 
which will be applied based on 
how company decides

Throughout the 
schedule process
• Self scheduling
• Hybrid scheduling
• Machine learning for skill & channel usage

After the schedule 
is published
• Visibility into swaps which 

will be pre-approved 
Powerful trading options

• EH & VTO offers

• Automatic adjustments of 
breaks and lunches
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NICE Employee Engagement & Intraday Management

Staffing Optimization Rules Employee Self Service

Transform Employees into Active Workforce 
Management Partners

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15
 16

Solves Overstaffing

Solves 
Understaffing

Understaffed

Understaffed

Schedul
es 8h 
Shift

Overstaffed

Staffing requirements by time of day

Identify 
Opportunities2

1
Analyze Net 

Staffing

Communicate 
with Employee

3

Engage 
Employees 4

24/7 Anytime, Anywhere Access

REACHABILITY

VISIBILITY & ACCESS



Make Employees WFM Partners
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Employees 
Controlled
Contact 

Preferences

Employees Controlled
Time On / Time Off / 

DND Preferences

Request Absence 
easily and update 

WFM Automatically

Secure Mobile 
Access to

Schedule View*

Employees Visibility 
into Staffing needs

Performance 
Mobile View

SSO and Bio-Authentication *
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Notifications and Alerts

Create a Personalized Experience: 
Customizable Avatars, User Profiles

Engage with Gamification

Games & Challenges
• Promote growth with challenging games 

for agents
• Make learning more fun and engaging
• Encourage friendly competition

• Engage all personality types with different 
game types: challenges
• Single player games
• Multi-player games
• Team based challenges & games
• 1-on1 challenges

• Promote autonomy and social connection 
• Agent profiles
• Team vs team games
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Engage with Gamification

Reward Success dynamically, 
based on wide variety of 
metrics and KPIs
• Uniquely motivate agents based on your 

customized goals
• Encourage employee engagement with 

recognition: 
• Badges
• Coins
• eXperience points
• Gems

• Track individual and overall team 
engagement levels with supervisor view
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The Problem – Adaptive Events
Breaks & Lunch Example

Supervisor then 
enters an exception 
so as not to 
penalize the agent

06

Agent ‘talking’ with 
a customer01 The interaction takes 

longer than usual02

The agent then, 
during work time – 
goes to supervisor to 
explain why he should 
be granted an 
exception – reducing 
time available to work

05 The agent takes the 
full time for break / 
lunch out of 
adherence on the 
return from break / 
lunch

04

The agent is late for 
break or lunch out 
of adherence 

03
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The Benefit 
of Adaptive 
Events

How to Resolve 
the Problem:
• Smart adaptive technology

to ensure agents are not 
penalized for giving great 
customer experience

• Empower WFM 
to be aware when: 

every agent is supposed to 
go on break or lunch and 
automatically adjust when calls 
go longer than expected

Benefits:
• Agents break / lunch times 

are automatically moved – 
no human intervention

• Ensures that the right data is 
used to accurately measure true 
adherence

• Reduce nonwork time that agent 
spends explaining why an 
exception is needed

• Reduce supervisor time 
entering exceptions

Do You Know How Much a One Minute of 
Productive Time per Agent Is Worth?
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