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Workforce Productivity
for Contact and Support Centers 



Workforce Productivity
    – Why It Is Your Concern     

increasingbothproductivityandprofit.This

begins when employees stamp-in and 

includes, among other things, planning of 

their daily tasks and the aggregation of em-

ployeedataintokeyfiguresrequiredbythe

management.Howtomakebestuseofthe

optimizationpotentialsavailable?Interflex

Workforce Productivity solutions identify the 

necessaryprerequisitesand,comparedwith

the classic Workforce Management, offer 

significantenhancement.Workforce

Productivity stands for the comprehensive 

treatment of products, resources and con-

sulting services, but focusing on the human 

element and his individual contribution to 

increase the revenue of a company or orga-

nization.ThatiswhyWorkforceProductivity

solutions not only encompass the classic 

WorkforceManagementbutalsostrategicHR

Consulting,suchasLaborTimeManagement

andassociatedsolutionssuchasHRMa-

nagementandsecuritysy-stems.Workforce

Productivity highlights  areas that are ready 

for optimization and covers everything from 

asingledepartmentuptocomplexorgani-

zationalstructures.WorkforceProductivity

is the basis for strategic and operational 

planning, and for decision processes resulting 

thereof.Itisthefoundationfortransparent

and understandable processes and designed 

toincreaseproductivityandefficiencywithin

acompanyororganization.
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Nowadays,itishardtofindanorganizationor

companythatisnotinvolvedinprofitmaximization

andprocessoptimization.Themethodsappliedrange

from increasing sales, and cost reduction programs 

uptomeasurestoincreaseproductivity.Whilethese

measures became state of the art in the automation 

ofmachine-orientedprocesses,the‘humanresource’

is not only gaining importance, but is the focus of 

futureoptimizationefforts.Tranparentyetcom-

prehensive registration of manpower is the key to 

Workforce Productivity
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Contact and Support Centers

Workforce Productivity for

Contact and Support Centers

Onlythosewhounderstandthecomplexity

willbeabletomasterthedetails.Workforce

Management alone no longer meets the 

demandsoftoday’scall-centermarket.Hours

workedinregardto‘supplyanddemand’

hasbecometoosimplistic.Stiffcompetition

and a highly-specialized workforce mandates 

comprehensivesolutionsthatareasunique

andflexibleintheirimplementationasyour

company.Duetotransparencyandexcellence

on all levels, Workforce Productivity not only 

enablesyoutomakequalityproducts,but

alsotoearnyourcustomers’loyalty,acquiring

new customers and yielding better business 

results.

WorkforceProductivitysolutionsareunique

because they employ a multi-dimensional 

perspective, considering not only all the 

spheresofinfluencebutalsotheirinteraction

throughoutvariousplanningphases.Specific

spheresofinfluencesandleadingquestions

associated with them include:

• Yourcompany–Whatkindofcompany

 culture would you like to create?

• Youremployees–Howshallyour

 employees be integrated into business and  

 planning processes and which communi-  

 cation style shall be applied?

• Yourbusiness-Areyouageneralist,a 

 specialist, an in-house call center or a

 serviceprovider?And,whatarethe

 requirementsresultingfromtheabove

 mentioned for your planning and control  

 ling processes?

• Yourcustomers–Whatmeasureshaveto

 be taken to strengthen your individual   

 customer basis?

Workforce Productivity provides all the 

relevantdataoneachsphereofinfluenceand

at any phase of the planning process so as 

to enable you to take the right decisions not 

only with regard to the long-term strategic 

approach but also in medium-term tactical 

managementandinoperativedailybusiness.

Our Workforce Productivity solutions include 

the following:

• Labortimeandprocessmanagement

 consultancybyindustryexperts

• Establishedmanagementinformation

 systemsprovidingtherequiredkeyfigures

• IT-solutionsonmodularbasiswhichcan

 be combined so as to meet your 

 requirements

• Completeintegrationintoexistingsystems

 and process environments

With Workforce Productivity, you rather 

focus on integrated solutions than on partial 

ones.Designyourmarketsuccesswith

InterflexWorkforceProductivitysolutions.

Theyhelpyoutoalwaysbethedecisivestep

aheadofyourcompetitors.
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Workforce Productivity

Daily Routine in Contact & Support 
Centers – Many Questions to Answer!

Your Company

Workforce Management – What Is 

the Best Planning Philosophy for My 

Company?

Preferred intervals, shift assignments, times 

ofavailability,shiftmodels,etc.

Workwithexperiencedlabormanagement

consultants to create a model that suits your 

situationbest.Withtheplanningsolutionof

Interflexyoucanrunallknownshiftmodels

andcombinetheminmultipleways.Ifyour

business processes change, your employ-

ees will be able to implement the necessary 

adaptationswithouthelp.Noprogramming.

Noextracosts.Justdoit.

Strategic Planning – Same Procedure as 

Last Year: Fishing in Murky Waters?

Sameprocedureaseveryyear?Whilecreat-

ingthebusinessplanforthenextyear,con-

sider how you manage your human resources 

inthelightoftheexistingdynamics.Which

ratio between full-time employees, part-time 

employees and students would be the most 

favorable for your business? When and how 

many people have to be taken on as employ-

ees? What contractual arrangements must be 

made and what funds must be budgeted? 

InterflexWorkforceProductivitysolutions

provide all the information that has relevance 

to the transparent simulation of various 

scenarios.Ourexpertconsultantswillprovide

support in the correct interpretation of results 

andinmakingtherightdecisions.Onthe

jobexperiencewillsoonenableyoutodoit

withoutassistance.

Your Employees

Motivation–WhatYouDowellIsoftena

MatterofKnowingWhatYouLiketoDo,

Isn’tIt?

Employees,whothinkinabusiness-likeman-

ner and who realize they are being treated 

fairly when it comes to personnel scheduling, 

arehighlymotivated.Teamleaders,whoim-

mediately have the relevant facts available, 

nolongerdread,makingnecessarydecisions.

Thesameappliestomanagers,whocannow

simulate their business for near-term and 

long-term approaches and, always having an 
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Contact and Support Centers

eyeonthekeybusinessfigures.Youcanbe

confident:TheInterflexsolutionsinstillasus-

tainedmotivationboostinyourworkforce.

Health Management – How Can Employ-

ers Improve the Employees Health?

Theshort-termnatureofschedulingcycles

often associated with the Call Center sector 

(sometimes, only a few weeks) has immediate 

impactonshiftscheduling.Employeeswant

to plan ahead, just as much as businesses 

needto.Lackofconfidenceintheplanning

and advance scheduling can be a stress factor 

anddiscontentment.Anysystemyoucan

employ to demonstrate better planning and 

jobcertaintycanalleviatethesepressures.

Evenso,youwillstillencounterfluctuations

andreassignments.Oursophisticatedlabor

time management methods have enabled 

evenhighlyflexiblecallcenterstoachieveup

to 80 percent guarantee in scheduling leisure 

times–andthispercentagewasachievedon

the basis of a preliminary estimating period of 

uptotwelvemonths.

Your Business

Forecasts – Still Using a Crystal Ball?

Isyourworkforceforecastingasuniqueor

specificasyourcustomersare?Isitneces-

sary to create new forecast models and new 

reports for each customer?

ThenewInterflexForecastmoduleisde-

signed to enable you to create customized and 

project-specificworkflows,calculationsand

reports.Whatyouget,areabsolutesimplicity

withcreativeflexibility-ratherthanafixed

blackboxwhosefunctioncannotbeunder-

stood.Isthattoomuchofagoodthing?Of

course, a ready-to-go solution is available for 

theasking.

Are There Really no Means to Deal with 

the Short-Term Nature of Our Business?

Shouldn’tyouhavemethodstohandlethe

mostvaluableresource–youremployees

–moderatelyandinafuture-orientedman-

ner, despite the short-term nature of the 

service industry?

Yes,Interflexcanhelpyouwiththat.Work

with our consultants to create models which 

permit realistic long-term planning, even in   

ashort-termenvironment.Ourexperience

includes some service providers in the market 

who are able to schedule up to 75 percent of 

theirtotalcapacityforsixtotwelvemonths

inadvance.

Intraday Management? You Think, Good 

Planning Is Enough? 

Intraday management allows compensating 

for the unknown incalculable events during 

regularbusinesshours.Interflexprovidesthe
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Workforce Productivity

relevant data, and we can recommend what to 

adjust.Asseenonouronlinemonitorshow-

ing cross-system data, we utilize both the 

technology and the know-how of universally 

applicable management information systems 

thathaveproventheirexcellence.

The More Projects, the More Data – Does 

this Put Transparency into Question?

Youwanttransparencyinjobperformanceof

your employees and in the value-adding of 

projects?Atanygiventime?

Sure.Noproblem.Benefitfromtheopportu-

nity to record data not only by means of 

traditionally time recording systems but 

alsoviamanyweb-basedapplications,ACD

systemsorviaothersystems.Dataisauto-

matically processed and made available in 

theappropriateformats.Identifycriticaldata

andgeneratereportstogetherwithInterflex

consultants that will help put your company 

ontheroadtosuccess.

Your Customers

Acquiring New Customers = Russian 

Roulette?

Aprospectivebuyerwantstoplaceanorder

atshortnotice–Yourtask:Quickestpossible

project calculation on the basis of available 

resources–Yourchallenge:Worktimebud-

gets, heterogeneous employee costs, correla-

tionswithotherprojects,etc.–Yourgoal:A

properlycalculatedpricequotethatincludes

arealisticprofitmarginandcanconvincethe

prospectivebuyertobecomeacustomer.

Ifrequired,oursolutionsprovideyouwithall

therelevantinformation.Data,suchasthe

personnel cost incurred by a new project and 

towhatextendyourcurrentprojectswillbe

impacted by the new client are available at 

oneglance.

AnInterflexsolutionisanexcellentwayto

master not only your operations planning 

dutiesbutalsomonitoreconomicefficiency

ofyourcompany’sworkforceresources.
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Contact and Support Centers

Additional Solutions 
for Contact and
Support Centers

Online Access Control

Securityplaysanever-increasingrolein

ContactandSupportCenters.Highlysensi-

tiveandcompetingsectorsatone’scustom-

ers’mustbeprotectedagainstunauthorized

access.Sectorsmustclearlybeseparatedand

accesszonesdefined.Thisiswhataccesscon-

trolinContactandSupportCentersis

ultimatelyresponsiblefor.Interflexprovides

thecomplexsolutionsanddeliverstheflex-

iblesecurityconceptsrequiredforeacharea.

Offline Solutions

Offlineaccesscontrolisaflexibleandlow

cost security component offering highest 

securityandcomfort.Autonomousterminals

donotrequireanynetworkconnectionand

represent a reliable yet simple security 

solution.Badgesfromleadingsuppliers

(includingProxif,LEGICandMifare)canbe

used at the access control and time manage-

mentsystems.Credentialreaderscaneas-

ilybefittedonexistingdoors.Allofthese

elementsadduptoincreasedflexibilityand

advantagesoftheInterflexsolution.
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We support our customers and provide our services from 35 business locations in 12 countries around the world. 

For further details, please refer to our homepage.

Interflex Datensysteme GmbH & Co. KG

Zettachring 16 • 70567 Stuttgart (Germany)

Phone: +49 711 1322-0 • Fax: +49 711 1322-111

eMail: info-interflex@irco.com • www.interflex.de D
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Ingersoll Rand’s Security Technologies Sector is a leading global provider of products and services that make environments safe, secure 
and productive. The sector’s market-leading products include electronic and biometric access control systems, time & attendance
and personnel scheduling systems, mechanical locks, portable security, door closers, exit devices, architectural hardware, steel doors 
and frames as well as other technologies and services for global security markets.
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