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• Market Trends

• How AI is impacting our human agents

• The role of AI in Workforce Management

• Key take-aways
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With more complex work
reaching human agents, how
do we retain top talent?

Retaining top talent

Reliable

Proven
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The average attrition rate in a contact center 
last year was 39%

85% of respondents said attrition 

was voluntary

Back office average attrition was 

34% (down from 47% the previous 

year)

What are you doing to retain 

your employees?

Attrition is 4.75% higher in contact 

centers compared to the back office
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0.25%

9%

23%

26%

28%

30%

31%

31%

31%

32%

41%

0% 5% 10% 15% 20% 25% 30% 35% 40% 45%

Other

There are no such variables

Employee dissatisfaction with management and the company

Internal promotions

Employee dissatisfaction with their assigned schedule

Budget cuts

Employee dissatisfaction with career growth

Market competition for skilled labor

Employee dissatisfaction with work/life balance

Employee dissatisfaction with pay and benefits

Employee workload or stress is too high

Multiple 
secondary issues

Primary issue

What variables impact attrition



Employee proficiency 
levels​

Multitasking 
capabilities 

Ability to switch 
between tasks​

Topic and content of 
contact​

Cognitive load 

optimizer:

Employee proficiency 
levels​

Multitasking 
capabilities 

Ability to switch 
between tasks​

Topic and content of 
contact​

41% 
attribute employee workload 
and stress as a primary 
factor for attrition

Low stress Moderate stress High stress

Employees suffer boredom, lack of 
engagement, apathy

Employees suffer exhaustion, 
anxiety, panic, burnout

Employees are focused, energized, 
deliver best results

Better customer 
service

Happier 
healthier agents

Consider cognitive load
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Flexible scheduling is critical for 
agents 

30%

47%

49%

53%

54%

61%

65%

10% 20% 30% 40% 50% 60% 70%

Flex breaks and lunchtimes

Flexible number of hours to 

work during the week

Variable shift lengths during 

the week

Flexibility in the days that I am 

off during my work week

Access to request schedule 

changes 24/7

Split-shift options

Pre-approved extra hours and self-

swaps between my scheduled days

The most important aspects 

of flexible scheduling 

Factors that affect the 

decision to keep a position

Flexible scheduling 

with 24/7 self-

service access

42%

44%

10%

4%

High impact Moderate impact Low impact No impact
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Make employees WFM partners

*SSO and bio-authentication

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
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First National Bank of Omaha

Solution

Challenge

About GREAT stats

“We’re really proud of 

what we’ve done with EEM. 

We’ve stretched it beyond what 

it was originally built for and 

created a dynamic model that 

empowers our agents and 

enhances our business.”

—LAUREN YOUNG

   Workforce Management Analyst 

   FNBO

NiCE solutions

First National Bank of Omaha (FNBO) 

is one of the largest privately held 

banks in the U.S., offering personal, 

business, and commercial banking 

services with a strong emphasis on 

customer care and innovation.

• NiCE IEX Workforce Management

• NiCE Employee Engagement Manager

• NiCE Enhanced Strategic Planner

F BO’  tr d t  n  ,   x d   h du  ng m d   w    trugg  ng t  m  t th  n  d       

changing labor market. During the COVID-19 pandemic, hiring and retention dropped 

as applicants—often students or work-from-home parents—found it difficult to commit 

to rigid shifts. The company realized it needed a more flexible approach to attract and 

retain top talent while maintaining coverage and operational efficiency.

By adopting NiCE IEX Workforce Management and Employee Engagement Manager, 

FNBO launched a successful Flex scheduling program that gave agents greater 

control over their hours and improved business responsiveness. The program not 

 n y r du  d     nt    m  nd  ttr t  n  ut      tr n   rm d th    mp ny’  

workforce management team into strategic planners. With real-time forecasting and 

seamless scheduling tools, FNBO is now exploring AI-powered options to take Flex 

to the next level.

FROM 6% TO 4.5%
drop in absenteeism

30%
contact center workforce 

enrollment in Flex

Improved 
operational 

agility

using forecast 
and WFM data

Lower attrition
and FMLA 

usage is down 

among flex staff

INDUSTRY FINANCIAL SERVICES LOCATION HEADQUARTERED IN OMAHA, NE SIZE ~500 WWW.FNBO.COM

REDUCTION
In absenteeism and agent burnout

https://www.nice.com/products/workforce-management/nice-iex-wfm
https://www.nice.com/products/workforce-management/nice-iex-wfm
https://www.nice.com/products/workforce-management/nice-iex-wfm/automate
https://www.nice.com/products/workforce-management/nice-iex-wfm/automate
https://www.nice.com/products/workforce-engagement/workforce-management/nice-iex-wfm/planning
https://www.nice.com/products/workforce-engagement/workforce-management/nice-iex-wfm/planning
https://www.fnbo.com/


How AI is augmenting the role of Workforce 
Managers

Retaining top talent

Reliable

Proven
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Challenges organizations have experienced
in the multichannel environment

Accuracy of staffing forecasts / mean percentage of 
accuracy (by channel)

Areas that have improved as a result of adopting new 
support channels

60%

62%

64%

67%

69%

70%

58% 61% 64% 67% 70%

Customer satisfaction

Employee quality of service

Employee efficiency

Employee satisfaction (overall)

Employee satisfaction (with their 
assigned schedule)

Employee satisfaction (with 
management and the company)

Live Chat (12%)

Email (12%)

Social Media (11%)

Voice (12%)

Co-browsing (11%)

Collaboration (11%)



AI Forecasting

Multiple models for 
omnichannel environments

AI forecasting

Best Pick

Least errors – 
MAPE score 
selection

AI forecasting engine – 
Model selection
• Box-Jenkins ARIMA

• Exponential smoothing

• Multilinear seasonal regression

• Best pick

Queue 
history 
for CT

Min 6-8 
weeks interval level 

history

Forecast 
unit – week or 

day of week

Substitute value for 
intraday & 
intraweek 

distribution

Interval outlier 
smoothing

2 standard 
deviations 

(Bessel correction)

Causes & effect 
associations

Trend & seasonality

Special day / 
distributions 

considerations

Volume or AHT 
prescribed 

adjustments

Seasonal 
cycle

Week or month 
of year

Rate of change

Calculation / 
input

Pre-forecast 
adjustments

Inputs to 
contacts or AHT
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Time period

Mean line

Regression line

Multilinear seasonal regression

Box-Jenkins 
ARIMA

Weighted 
moving average

Exponential 
smoothing

Step 1 Step 2 Step 3

OK?

Forecast

Seasonality
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Intraday distribution



Transforming the intraday management

Intraday automation Employee self service

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

Solves overstaffing

Solves understaffing

Understaffed

Understaffed

Schedules 

8h shift

Overstaffed

Staffing requirements by time of day

Identify 
opportunities

2

1
Analyze net 

staffing

Communicate 
with employee

3

Engage 
employees

4

24/7 anytime, anywhere access

REACHABILITY

VISIBILITY & ACCESS

While maintaining employee engagement



Rules monitoring dashboard
and AI recommendations:

AI-based 
recommendations to 
know which rules to 
configure

Assistance 
with AI

Tracking and 
monitoring

Detailed summary for workforce 
managers to view business 
conditions and actions taken



Copilot for workforce managers

When AI takes the easy 
work, humans are left with 
the hard work. That makes 
your agents more valuable 
than ever – but it also 
means your WFM teams 
need new tools to support 
them

Saving time
with automation







What’s driving today’s SLA drop, and what

What’s driving today’s SLA drop, and what

should I look at first?



What’s driving today’s SLA drop, and what

should I look at first?



Show the projected coverage gaps for 

Show the projected coverage gaps for 

Networking over the rest of the day.



Show the projected coverage gaps for 

Networking over the rest of the day.



Suggest optimization



Suggest optimization



Reschedule offline sessions



TTR

Reschedule offline sessions



Reschedule offline sessions

ASA



ASA



Key-Takeaways

WFM is foundational to 
planning, scaling, and 

sustaining your AI strategy.

29

AI is changing the nature of human work — complexity is increasing.

AI-driven forecasting and 
intraday automation and 
insights enable proactive 

decisions.

Retention and flexibility are 
now workforce design 

priorities.



Thank You
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Audience Poll

How much of your work is 

unplanned?
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Audience Poll

How many of you have a tool that 

manages/routes non phone, email 

and chat type work
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Look Beyond the Contact Center

Offline Work Is the Forgotten Frontier of CX

• Offline work = everything that isn't a live conversation (claims, 

cases, loans, tickets, tasks)

• This is where CX quietly fails—or wins—and most orgs have no 

visibility into it

• How much work is unplanned? Where does it overflow? Who's 

getting buried?

• Cherry-picking is a symptom—routing doesn't understand skills or 

capacity

© 2026 Verint Systems Inc. All Rights Reserved Worldwide. 
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The shift: 

From workload balancing 

→ workload performance
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Let Humans Lead the Art, 

AI Handle the Science
Stop Fighting Spreadsheets. Start Managing Strategy.

• Forecasts fail because of missing information—things you know 

but can't put in the system

• Marketing campaigns, special days, staffing changes—

forecasters track these in Excel

• 100+ customer conversations revealed the "layers" the system 

ignores

• ML can now test and prove whether that thing you're worried 

about will actually hit

© 2026 Verint Systems Inc. All Rights Reserved Worldwide. 
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Impact of AI on WFM Jobs

U.S. professionals could see at 

least a quarter of their skills 

affected by AI.

Emphasizing the transformation 

of skills rather than mass job 

elimination1

85%

Source: LinkedIn
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The art that remains: 

judgment, scenarios, 

communication, strategy
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From Rules-Based Workflows to 

True Automation
Rules Tell You What Happened. Agentic AI Tells You 

What's Coming.

• T d y:   t    t rg t → p ug  nt  d  h   rd → g t    rt  

after you've already failed

• The problem: SL rules look at numbers, not the operation

• Operators become detectives—by the time you find the 

cause, customers are already hurt

© 2026 Verint Systems Inc. All Rights Reserved Worldwide. 
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Agentic AI adapts in real time —

It doesn't wait for you to notice

The future: catch problems early 

Use ML to look ahead, automate the "why" and "where"
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Audience Poll

How many of you are using 

AI type tools in your daily 

job?
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Bonus Tip: 

Preparing Your Skills for the Future

Your Job for the Next Decade Is to Manage AI

• Start using AI assistants daily—ChatGPT, Claude. Learn to 

ask good questions

• Learn to give feedback and ask WHY—make sure your AI 

isn't crazy. Ask it to show the data, show the math, show the 

reasoning

• All companies are using the same 4-5 AI vendors—if you 

know how to work with them, you're ahead

© 2026 Verint Systems Inc. All Rights Reserved Worldwide. 
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Do it today! 

If you don't have access to an AI 

assistant, go get it. 

If you do, pick one spreadsheet or 

process and ask AI how to make it 

better or automate it
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Tips to Prepare for the Future

• Offline work is the forgotten frontier of 

CX

• Stop fighting spreadsheets. Start 

managing strategy

• Rules tell you what happened. 

 g nt    I t     y u wh t’    m ng.

© 2026 Verint Systems Inc. All Rights Reserved Worldwide. 
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You Need the Best WFM for your Business
Delivers highest levels of accuracy and workforce flexibility

Best of breed WFM delivers the right forecasts and schedules 

which translate to millions of dollars in savings

Best of breed WFM delivers agent work-life balance which 

translates to significant improvement in EX and retention

AI-powered WFM delivers strong AI Business Outcomes, Now!

. 

Workload 

Allocation Bot
Enterprise Workforce 

Management
TimeFlex Bot

Interviewing 

Bot



© 2025 Verint Systems Inc. All marks referenced herein are trademarks, registered or otherwise, of Verint Systems Inc. 

(“V r nt”),  t   u   d  r   ,  r  t  r  p  t v      n  r  wn r .     R ght  R   rv d W r dw d .

Easily Add Verint CX Automation Without Disruption
Verint Open Platform seamlessly fits into your existing ecosystem 

Verint offers everything 

you need to automate your 

manual CX workflows

No changes 

required
CRM VendorsAI Vendors CCaaS/UCaaS Vendors

. 
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June 22– 25, 2026

MGM Grand Hotel

Las Vegas, NV, USA
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Save 10% off your registration with code: ENG26_CRMX

Learn

Gain actionable insights from thought leaders and experts driving 

CX innovation.

Connect

Build relationships with professionals who share your challenges 

and ambitions.

Innovate

Explore how our solutions and AI can unlock new possibilities for 

your organization.

MGM Grand Hotel | June 22– 25, 2026 | Register here! 

Join us for the premier event devoted 

to AI-driven CX!

Questions? Contact us at engage@verint.com.

https://www.verintengage.com/event/vegas26/summary
mailto:engage@verint.com
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Speaker Contact

LinkedIn

Global Vice President, Product Strategy

mike.moore@verint.com

Mike Moore
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PREPARING FOR THE FUTURE OF WFM

Q&A

Andrea Matsuda, 

Head of Product 

Marketing, 

Workforce 

Management, 

NiCE

Mike Moore, 

GVP of Product 

Management, 

Verint
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