
City of Tallahassee - Workforce Management 



• What does 
workforce 
management 
software do? 

• Before 
implementation 

• Features 

• Results obtained 
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Introduction 



• Data, data, data 

• How many, how long 
and when? 

• Performance? 

• Time-off availability 
and impact 

Before Implementation 
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• Call forecasting 

 

 

Features & Benefits 
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• Scheduling optimization 

 

 

Features & Benefits 
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• Enhanced performance feedback 

 

 

Features & Benefits 
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• Comprehensive 
reporting 

 

 

Features & Benefits 
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Features & Benefits 
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• Time-off 
management 

 

 



Features & Benefits 
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• E-mail alerts 

 

 



Features & Benefits 
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• Improved 
feedback/input for 
employees 

• Easy web access 

 

 



Results Obtained 
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In the first year…. 
 
• Schedule adherence improved 

from 85% to 94% 
• Our ACW time fell from 14 

seconds to 6 seconds 
• Our QA/QC scores jumped 

from 81% to 88% 
• Our service level increased 

from 64% to 75% (answered 
within 30 seconds) 
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Questions? 


