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A Manager In A Call Center Needs To Determine How Many Agents To Schedule
Next Week. Based On Previous data and trends, effective workforce planning is vital to
maintaining high service quality, controlling operational costs, and ensuring employee
satisfaction. Accurate scheduling not only helps meet customer demands but also optimizes
resource utilization. In this article, we will explore comprehensive strategies and best
practices for call center managers to determine the optimal number of agents to schedule
for the upcoming week, leveraging historical data and predictive analytics.

Understanding the Importance of Accurate
Scheduling

Why Scheduling Matters in Call Centers

Scheduling in a call center directly impacts key performance metrics such as Average
Handle Time (AHT), First Call Resolution (FCR), Customer Satisfaction Score (CSAT), and
Service Level Agreements (SLAs). Properly staffed teams can handle customer inquiries
efficiently, reduce wait times, and improve overall customer experience.

Conversely, under-staffing can lead to long wait times, increased customer frustration, and
missed SLA targets, while over-staffing results in unnecessary labor costs and decreased
employee morale. Therefore, striking the right balance through data-driven scheduling is
essential.

The Consequences of Poor Forecasting

Inaccurate forecasting can cause significant operational challenges, including:
- Increased customer complaints

- Higher agent overtime or burnout

- Excessive idle time

- Budget overruns

To avoid these issues, managers must develop reliable methods for predicting workload
and aligning staffing levels accordingly.

Analyzing Historical Data for Forecasting



Collecting Relevant Data

Effective forecasting starts with gathering comprehensive historical data, including:
e Call volume trends (hourly, daily, weekly)
e Call types and categories
e Agent productivity metrics
e Average handle times (AHT)
e Abandonment rates
e Customer inquiry patterns (e.g., seasonal or promotional spikes)

e Agent shift schedules and attendance records

This data should be stored and processed regularly to identify patterns and seasonal
fluctuations.

Identifying Patterns and Trends

Once data is collected, analyze it to identify:

- Peak call times: hours or days with highest call volumes

- Seasonal fluctuations: holidays, sales periods, or product launches

- Weekly patterns: weekdays versus weekends

- Long-term trends: growth or decline in call volume over months or years

Tools such as spreadsheets, Business Intelligence (Bl) platforms, or specialized forecasting
software can facilitate this analysis.

Forecasting Call Volume for Next Week

Choosing Forecasting Methods

Several forecasting techniques can be employed, including:
1. Moving Averages: Smooth out short-term fluctuations to identify trends.

2. Exponential Smoothing: Assigns more weight to recent data points, suitable for
short-term forecasts.

3. Time Series Analysis: Uses historical data to predict future volumes, considering
seasonality and trends.



4. Regression Analysis: Correlates call volume with external factors (e.g., marketing
campaigns, holidays).

5. Machine Learning Models: Advanced algorithms that can incorporate multiple
variables for higher accuracy.

Choosing the right method depends on data availability, complexity, and forecast horizon.

Incorporating Seasonal and Special Events

Adjust forecasts for upcoming events that may influence call volume:
- Holidays

- Sales campaigns

- Product launches

- Weather events

Adjustments ensure staffing plans remain responsive to expected fluctuations.

Estimating Required Agent Staffing Levels

Calculating Staffing Needs

Once forecasted call volumes are available, determine the number of agents needed using
the Erlang C formula or other staffing models. Key variables include:

- Forecasted call volume per hour/day

- Average Handle Time (AHT)

- Service level targets (e.g., 80% of calls answered within 20 seconds)

- Abandonment rates

Basic Staffing Formula:
*7plaintext
Number of Agents = (Forecasted Calls AHT) / (Service Level Target)

More sophisticated models consider agent availability, breaks, training, and other
operational factors.

Using the Erlang C Model

The Erlang C calculator is a popular tool for call center staffing. It estimates the number of
agents required to handle predicted call volumes at desired service levels.

Steps:
1. Input forecasted call volume per time interval.



2. Input average handling time.
3. Set target service level and acceptable abandonment rate.
4. The model outputs the minimum number of agents needed.

Benefits:

- Accurate resource planning

- ldentifies potential understaffing or overstaffing scenarios
- Supports data-driven decision-making

Adjusting for Agent Availability and Flexibility

Incorporating Breaks and Shifts

Ensure scheduling accounts for:
- Rest periods and breaks

- Training sessions

- Meetings

- Unexpected absences

Use a multiplier or buffer to accommodate these factors, typically adding 10-20% to the
calculated staffing levels.

Implementing Flexible Staffing Strategies

Flexible staffing approaches include:

- Cross-training agents to handle multiple roles

- Utilizing part-time or temporary staff during peak periods

- Implementing shift bidding to match agent preferences with forecasted demand

Flexibility helps optimize staffing and improves employee satisfaction.

Leveraging Technology for Better Scheduling

Workforce Management Software

Modern Workforce Management (WFM) tools automate forecasting, scheduling, and real-
time adjustments. Features include:

- Automatic call volume prediction based on historical data

- Agent scheduling algorithms

- Real-time adherence monitoring

- Scenario modeling for what-if analyses

Using these tools reduces manual errors and streamlines the scheduling process.



Real-Time Monitoring and Adjustments

Even with accurate forecasts, unforeseen events can impact call volumes. Real-time
dashboards enable managers to:

- Monitor call queues

- Reassign agents dynamically

- Adjust schedules to meet demand spikes

This proactive approach ensures high service levels despite fluctuations.

Communicating and Implementing the Schedule

Effective Communication

Share schedules with agents well in advance. Use clear communication channels:
- Employee portals

- Email notifications

- Mobile apps

Provide details on shift timings, expectations, and contingency plans.

Gathering Feedback and Making Adjustments

Encourage agent feedback to improve scheduling practices. Regular reviews help identify:
- Over- or under-staffing issues

- Agent preferences

- Operational challenges

Continuous improvement leads to better morale and performance.

Continuous Improvement and Learning

Post-Week Analysis

After each week, analyze actual call volumes versus forecasts. Metrics to review include:
- Forecast accuracy

- Service levels achieved

- Agent utilization rates

- Customer satisfaction scores

Use insights to refine forecasting models and scheduling strategies.



Adapting to Changes

Stay flexible by:

- Updating forecasting models with new data

- Incorporating external factors more precisely

- Adjusting staffing plans based on emerging trends

This iterative process ensures ongoing efficiency and effectiveness.

Conclusion

In a call center environment, determining how many agents to schedule for the upcoming
week is a multifaceted task that hinges on accurate data analysis, strategic forecasting,
and operational flexibility. By leveraging historical call volume data, employing robust
forecasting methods, and utilizing advanced workforce management tools, managers can
optimize staffing levels to meet service goals while controlling costs. Continuous
monitoring, feedback, and adjustment foster a responsive scheduling system that adapts to
changing demands, ultimately enhancing customer satisfaction and operational efficiency.
Ultimately, data-driven scheduling is not a one-time activity but an ongoing process that
evolves with your call center’s needs, ensuring sustained success in a competitive
landscape.

Frequently Asked Questions

How can historical call volume data be used to
determine the number of agents needed next week?

Historical call volume data helps identify peak and off-peak times, enabling managers to
forecast future call demand and schedule an appropriate number of agents accordingly.

What metrics should a call center manager analyze
from previous weeks to optimize agent scheduling?

Managers should analyze average handle time, call volume, call arrival patterns, service
level, and abandonment rates to accurately determine staffing needs.

How does seasonality impact agent scheduling based
on previous data?

Seasonality can cause fluctuations in call volume; understanding these patterns allows
managers to adjust staffing levels during busy or slow periods accordingly.



What role does forecast accuracy play in scheduling
agents for the upcoming week?

Accurate forecasts ensure the right number of agents are scheduled, minimizing wait times
and overstaffing, thereby improving customer satisfaction and operational efficiency.

Are there tools or software that can assist in
determining optimal agent schedules based on past
performance?

Yes, workforce management software like NICE, Verint, or Genesys can analyze historical
data and generate optimized schedules for upcoming periods.

How can a call center handle unexpected spikes in call
volume that previous data didn't predict?

Implementing flexible staffing options, such as part-time agents or on-call personnel, and
real-time monitoring can help manage unexpected spikes effectively.

What is the importance of real-time data monitoring
during scheduling based on past trends?

Real-time monitoring allows managers to make immediate adjustments if actual call
volumes deviate from forecasts, ensuring service levels are maintained.

How often should a call center review and adjust its
scheduling model based on previous data?

Scheduling models should be reviewed regularly—typically weekly or monthly—to
incorporate recent trends and improve forecast accuracy for future planning.

Additional Resources

A Manager In A Call Center Needs To Determine How Many Agents To Schedule Next Week
Based On Previous Data — this is a common challenge faced by call center managers
striving to balance operational efficiency with excellent customer service. Properly
forecasting staffing needs ensures that the team is neither understaffed, risking long wait
times and customer dissatisfaction, nor overstaffed, which leads to unnecessary labor
costs. In this guide, we’ll explore a comprehensive approach to determine the optimal
number of agents to schedule next week, leveraging historical data and best practices for
workforce planning.

Understanding the Importance of Accurate Staffing Forecasting



Before diving into the methods, it’s crucial to appreciate why accurate scheduling matters:

- Customer Satisfaction: Adequate staffing reduces wait times, improves first-call resolution,
and enhances overall customer experience.

- Cost Efficiency: Overstaffing results in unnecessary labor expenses; understaffing can lead
to lost revenue and negative feedback.

- Employee Morale: Proper scheduling prevents burnout caused by overwork and ensures
agents are not idle unnecessarily.

Achieving the right balance requires a thorough analysis of past performance metrics,
seasonal trends, and upcoming factors that could influence call volume.

Analyzing Previous Data: The Foundation of Forecasting

The first step in determining next week’s staffing is to analyze historical call data. This data
provides insights into patterns and helps predict future call volumes.

Types of Data to Collect

- Call Volume: Total number of calls received per day/hour.

- Average Handle Time (AHT): The average duration of a call, including talk time and after-
call work.

- Service Levels: Percentage of calls answered within a set time frame.

- Abandon Rates: Calls dropped by customers before being answered.

- Agent Availability and Breaks: Schedule of agent shifts, lunch breaks, and other time-offs.
- External Factors: Promotions, product launches, holidays, or events that can influence call
volume.

Tools for Data Collection
- Call Center Software: Most platforms offer reporting dashboards.
- Excel or Business Intelligence Tools: For custom analysis and visualization.

- Forecasting Software: Specialized tools that incorporate historical data to generate
predictions.

Step-by-Step Approach to Determine Staffing Needs

1. Analyze Historical Call Volume Data

Begin by reviewing weekly or daily call data from previous periods:

- Identify trends: Are there consistent peaks and troughs?

- Detect seasonality: Do certain days or months tend to have higher or lower volumes?

- Calculate average call volume: For example, if last week had an average of 1,000 calls per

day, this serves as a baseline.

2. Adjust for Known Events and Trends



Factor in upcoming events that could influence call volume:
- Product launches or updates

- Marketing campaigns

- Holidays or local events

- External factors like weather or economic conditions

3. Calculate Average Handle Time (AHT)

Determine the average duration of a call, including after-call work:

- For instance, if total talk time for a day is 8 hours and there were 160 calls, then AHT = 8
hours / 160 calls = 3 minutes per call.

4. Determine Required Staffing Levels Based on Service Goals

Set your target service level, such as answering 80% of calls within 20 seconds. Use
industry-standard formulas or workforce management tools to translate call volume and
AHT into staffing requirements.

Simplified staffing calculation:

- Estimated Calls per Hour (E): Total calls / hours of operation

- Staffing Needed (S):

S = (E AHT Service Level Factor) / Time per Agent

Service Level Factor accounts for desired responsiveness; higher service levels require
more agents.

5. Incorporate Breaks and Non-Call Work

Adjust staffing numbers for:

- Scheduled breaks

- Training sessions

- Administrative tasks

Typically, add a percentage (e.g., 15-20%) to cover agent availability during these times.
6. Use Forecasting Models and Software

For more accuracy, utilize forecasting models such as:

- Moving Averages: Smooth out fluctuations to identify trends.

- Time Series Analysis: Capture seasonality and cyclical patterns.

- Regression Analysis: Understand relationships between variables, like marketing efforts
and call volume.

- Simulation Models: Test different staffing scenarios to optimize schedules.

7. Validate and Adjust the Forecast



Compare your forecasted staffing needs with actual call volume data from previous similar
periods. Adjust for anomalies and unforeseen factors.

Practical Tips for Effective Scheduling

- Plan for Flexibility: Maintain a pool of part-time or on-call agents to handle unexpected
surges.

- Stagger Shifts: Use staggered start times to cover peak hours more effectively.

- Monitor Real-Time Data: During the week, track actual call volume against forecasts to
make adjustments.

- Communicate Clearly: Ensure agents are informed about schedules and any changes
promptly.

- Leverage Technology: Implement workforce management software to automate
scheduling, track performance, and forecast more efficiently.

Example: Applying These Principles

Suppose your call center receives an average of 1,200 calls daily, with an AHT of 3 minutes,
and your target is to answer 80% of calls within 20 seconds. Your hours are 8 AM to 8 PM
(12 hours).

Step 1: Calculate the call volume per hour:

- 1,200 calls / 12 hours = 100 calls/hour

Step 2: Determine the staffing needed:

- Total talk time per hour:

100 calls 3 minutes = 300 minutes = 5 hours of work

- To handle 80% of calls within the target, you need to ensure sufficient agents are
available during peak times.

Step 3: Adjust for breaks and non-call work:

- Add 15% buffer:

5 hours 1.15 = 5.75 hours of agent work needed per hour
Step 4: Determine agents per hour:

- Agents needed per hour = 5.75 hours / 1 hour (per agent) = approximately 6 agents per
hour

Step 5: Schedule accordingly:



- Stagger shifts to ensure coverage during peak hours, possibly with 7-8 agents during busy
times and fewer during quieter periods.

Final Considerations

While historical data provides a solid foundation, remember that forecasting is inherently
uncertain. Always:

- Keep a close eye on real-time data

- Be prepared to make scheduling adjustments

- Regularly review and refine your forecasting models
- Incorporate feedback from agents and supervisors

By systematically analyzing previous data and applying workforce management best
practices, a call center manager can confidently determine how many agents to schedule
next week, ensuring operational efficiency and high-quality customer service.

Conclusion

Determining the right number of agents to schedule in a call center based on previous data
is both an art and a science. Through diligent analysis of historical call volumes, AHT, and
service level goals, combined with advanced forecasting techniques and real-time
monitoring, managers can optimize staffing levels effectively. This proactive approach not
only reduces costs but also enhances customer satisfaction and employee morale, creating
a more resilient and responsive call center operation.
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