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“The value from the SWPP Annual Conference 
is always well worth the investment. Being able 
to meet with and chat with other Workforce 
Management professionals is key for being 
progressive and a nice change for those of 
us who have few or no peers in our home 
organizations.”

“I loved the opportunity to network with other 
professionals in the industry and to get a peek 
at what the vendors had to offer. I left with so 
many ideas to implement in our centers and 
the energy to motivate my peers by sharing 
what I learned.”

“Just having a group of all WFM professionals 
provides a really unique and powerful 
conference, and I love being able to meet and 
discuss pertinent WFM information with people 
from all over the world.”

“I always get so much information out of the 
SWPP conference! Every great new idea I 
have taken to my employers has been a 
result of attending the conference.”

“I feel like I gained a ton 
of valuable information 
from the sessions and 
I appreciated that there 
were such a large number 
of topics to choose from.”
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Tuesday, April 15
8:00 a.m.-1:00 p.m. – Registration 

8:30-11:30 a.m. – Optional Pre-Conference Session 
(Separate Registration Required)

Expanding Your WFM Toolkit – Tips, Techniques, and Tools for Better 
Forecasts and Schedules. WFM has a wide variety of sophisticated tools to 
assist in getting that “just right” number of staff in place to handle the fore-
cast workload. But frequently we need something additional to help identify 
causes, impacts and possible solutions, and often some of the basic math 
tools work best. In this session, we will explore several common challenges 
with a variety of calculations such as weighted averages and standard devia-
tion, and charting techniques such as Pareto charts, control charts, scatter 
diagrams. Simple tools like Excel, Schedule Tester (provided free to work-
shop attendees), and Quikstaff will be used to demonstrate the possibilities.   
Workshop participants will work problems to fi nd causes and solutions for 
these common problems:
• Wide variations in AHT – Determine the extent of the variation and identify 

possible causes with a variety of tests/charts. Discuss opportunities for 
improvement for each potential cause. 

• Shrinkage variance – Determine variance between planned and actual 
shrinkage and outline possible causes, along with strategies to narrow 
the gaps. Identify where the variance is largest looking at several potential 
causes. Consider techniques to narrow the gaps based on each identifi ed 
cause. 

• Tradeoffs of smaller versus larger call handling teams – Compare 
specialized versus universal agent confi gurations. Compute the weighted 
average handle time of combined versus separate groups and understand 
the impact on total staffi ng required for various confi gurations. Calculate 
the impact on occupancy, and the impact of occupancy on shrinkage, 
absenteeism and turnover and how these costs compare to the savings 
potential of larger teams. 

• Restrictive versus fl exible schedule options – Analyze scenarios of work-
load demand with a variety of shift options to see quickly how these changes 
can impact the match of staffi ng to the demand and the total FTE require-
ments (using the Schedule Tester tool).

A calculator is required for some of the activities and attendees may wish to 
bring a laptop computer to this session. Attendees will want to download the 
free QuikStaff tool prior to the class if using a laptop (www.quikstaff.com). – 
Facilitator:  Maggie Klenke

11:30 a.m.-1:00 p.m. – Lunch on Your Own

1:00-2:30 p.m. – Welcome & Keynote Address – Speaker: Joe Calloway

Be The Best At What Matters Most - The High Performance Mindset.  This 
high energy presentation focuses on what the greatest companies in the world 
have in common: mindset. Mindset is an established way of thinking...a way 
of looking at things.  The high performance mindset is a way of thinking about 
your business, and it’s the  difference between extraordinary companies and 
average ones. When you change your mindset, you can change everything, 
including performance, results, and growth. The ideas in this session are prac-
tical, real world, and can be implemented beginning tomorrow. Regardless of 
the size of your company, you can use the exact same ways of thinking that 
enable the most successful companies all over the world to drive and sustain 
extraordinary success.

In this interactive session based on Joe’s new book, Be The Best At What 
Matters Most, and his classic best-seller, Becoming a Category of One, the 
takeaways include:
• Simplify/Focus: If you can make things simple and focus on what really 

counts, you can move mountains.
• Excel: Win on what matters most to your customers.
• Connect: The rational connection/the emotional connection - win on both 

and you win it all.
• Improve: Everyone gives lip service to continuous improvement. Precious 

few actually do it. The ones who do sustain success.
• Act: Stop talking about it. Do it. Action is the ultimate differentiator. 
Join Joe in an interactive, engaging session and learn how to create the 
mindset that drives high performance.

2:45-4:00 p.m. – Workshops

Data Collection and Analysis.  The most critical step in the workforce 
management process is the fi rst one: data collection and analysis. The best 
predictor of future call workload is past data, so gathering the right data is 
critical to the workforce management process. Attendees will learn where to 
look for data and how to scrutinize the data to make sure it’s appropriate to 
feed into the forecasting process. The class will review mathematical tech-
niques for analyzing data and making needed adjustments. The role of busi-
ness drivers and how to incorporate them into the planning process will also 
be discussed.  – Speaker:  The Call Center School

Team Building Exercises for Your Workforce Management Team. Need 
ideas for building team cohesiveness, accountability and productivity in your 
workforce management group? This session will give a variety of exercises to 
build loyalty, accountability, morale and productivity in the workforce manage-
ment team, or any other team. Details around facilitating exercises, from setup 
to debriefi ng, will be discussed, along with a real team exercise delivered in the 
session. Great for Team Leaders and Managers! – Speakers:  Victoria Marcella, 
VW Credit, Scott Singleton, Walgreens, & Christina Bell, BCD Travel

Practical Applications of the FMLA and ADAAA. Whether you know it or not, 
you deal with the Family and Medical Leave Act (FMLA) and Americans with 
Disabilities Act Amendments Act (ADAAA) issues every day. Which employees 
are eligible to take FMLA leave? How much leave can eligible employees take? 
Can an employee be denied FMLA leave? Can an employee be fi red for taking 
FMLA leave? Who is disabled? What types of accommodations must an 
employer make for employee with a disability? How do the FMLA and ADAAA 
interact? Come to this session to learn about these two laws that affect your 
business every day.  – Speaker:  Fred Bissinger, Wimberly Lawson

Leveraging WFM Data to Improve Agent Retention.  Learn how West Corp 
has leveraged WFM and other transactional data elements to improve agent 
retention through applied use of data analytics. This session will cover the 
organization’s retention challenges, project overview, elements included in the 
data, key fi ndings and ROI. This session will also provide insights on how this 
data model was used to create an actionable plan to reduce employee turnover. 
– Speaker:  Joe Cox, West Corporation

Plan it & Prove It — How Duke Energy Re-energized WFM.  In late 2011, 
Duke Energy’s Workforce Management team embarked on a journey to 
improve their planning process. Through a series of small steps they were able 
to dramatically improve line of sight in the call center, from planning to perfor-
mance management. The end results were phenomenal — more engagement 
on staffi ng decisions and performance helped improved service levels while 
saving money. – Speakers:  Dan Rickwalder, Proactive Planning Group, & 
Dennis Wright, Duke Energy

Advanced WFM Strategies for Work at Home.  Work at home for contact 
centers is delivering riveting returns. Companies are able to improve intraday 
staffi ng by 20% via fl exible and micro-shift schedules, optimize disaster 
recovery planning, and shift previously offshored seasonal work back to US 
soil with use of contracted and temporary seasonal home-based staff.  Join 
this lively discussion to review three specifi c case studies of advanced WFM 
strategies with remote workers, along with a host of best practices to maxi-
mize home-based staffi ng performance. – Speaker:  Michele Rowan, Customer 
Contact Strategies (For Pipkins)

The Importance of a Robust WFO User Interface.  Workforce optimization 
(WFO) solutions are becoming increasingly complex as software providers 
strive to offer a wider range of features to address the evolving world of 
omni-channel customer communication.  However, the overall usefulness 
and benefi t of WFO solutions as enterprise tools are also very much tied 
to the sheer usability of these systems.  That is why a well-designed user 
interface can make all the difference between employees happily using the 
system and begrudgingly using the system.  Aspect has spent several years 
studying new ways to make the sometimes complicated employee interac-
tions inherent in WFO solutions as simple and friendly as possible.  With a 
robust WFO user interface, employees are more engaged, so supervisor and 
agent productivity goes up and the full feature-set of the WFO software is 
realized across the enterprise.  In this session, we will discuss some of the 
best practices learned from both experts and extensive user testing that can 
make WFO tools much more effective simply because they are much more 
usable. – Speaker:  Aspect Software

4:00-4:30 p.m. – Break
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4:30-5:45 p.m. – Workshops

Forecasting Fundamentals.  Review the most popular techniques used for 
forecasting and the advantages and risks of each. You will learn about the 
step-by-step approach used by most call centers called time-series analysis, 
including a case study and an exercise to complete after the class. Tips will 
also be provided on forecasting shortcuts and when to use them.   – Speaker:  
The Call Center School

The Scheduling Game of WFM.  Play a WFM scheduling game that can be 
used with your own Operations partners to illustrate the realities of sched-
uling. Learn about the inputs and outputs of WFM metrics. What should you 
spend time on measuring? Have you mastered the art of ASA and Service 
Level management?  Come hear about the next level of a WFM Scorecard. 
This session will benefi t both the newer WFM personnel as well as the more 
tenured. – Moderator:  David Birch, USAA – Speakers:  Denise Kapalko, 
Optum – United Health Group, & Christopher Watchorn, Canada Post

Speed Networking.  Everyone has heard of Speed Dating.  Attend this 
session for a variation that will help you start off the conference with a bunch 
of new friends!  In our Speed Networking session, you will spend just a few 
minutes getting to know some of your fellow attendees, and exchange busi-
ness cards so that you can talk more over the next few days and keep in 
touch after the conference is over.  – Moderators:  Louise Andrew & Natalie 
Robertson, FRHI

Culture Change by the Numbers.  This session will focus on how AAA 
evolved and changed the culture and management of the contact center to 
ensure performance was measured based on objective metrics and customer 
feedback versus subjective analysis of performance. A new agent ranking 
system was created along with detailed performance reporting tools in order 
to better answer the questions of “Who is our best agent?” and “Why?” Hear 
how we started the change and what we looked at to answer the questions. 
– Speaker:  Alexander Wareham, AAA of Western & Central NY

Case Studies in Business Continuity Planning. Learn how organizations 
have planned and implemented Business Continuity measures to deal with the 
spectrum of natural and business-driven interruptions to their normal opera-
tions. Each speaker will bring examples from their current and past assign-
ments to illustrate the planning and implementation steps required to success-
fully manage through the event and minimize the impact on the customer 
experience. – Speakers:  Steve Newbauer, Fiserv, & Dick Spearrin, The Call 
Center Consulting Group

Staffi ng Strategies to Optimize Your Workforce.  Don’t miss this fast-
paced session full of tips to help you manage the business side of workforce 
staffi ng and scheduling. We will bring you the best ideas we’ve seen through 
all our years of WFM experience, and you’ll have an opportunity to share 
tips of your own. We will be discussing our top 10 strategies for success, 
including tips around intra-day management, part-time agent hiring prac-
tices, creating work patterns that work for you, and planning around absen-
teeism. We will also discuss non-phone work and how you can plan for those 
activities. – Speaker: JaNae Forshee, inContact

Implementing Real Time Adherence in a Back Offi ce Environment.  Hear 
about the process used to implement, monitor and report on Clinical Back 
offi ce staff using NICE IEX. Determining effi ciency and productivity is diffi -
cult for staff that work remotely and especially when their work is not related 
to calls. We will look at the implementation of process monitoring and real 
time adherence to give the managers a view of the daily activity of their staff. 
– Speaker:  Kathy Toms, Optum

5:45-7:45 p.m. – Opening Reception

Wednesday, April 16
8:00-9:00 a.m. – Breakfast 
9:00-10:15 a.m. – Workshops

Calculating Call Center Staffi ng.  Learn how to fi ne-tune staffi ng require-
ments to get the “just right” number of resources in place. This session will 
discuss cost vs. service concerns, the impact of large groups and economies 
of scale, call arrival rate, and staff occupancy. You’ll also learn about calcu-
lating staff for emails and outbound calling campaigns. – Speaker:  The Call 
Center School

The Perils, Pitfalls, & Successes of Performance-Based Scheduling.  
This session will address the benefi ts of moving from seniority-based 
schedule bids to a performance-based system. We’ll address the perils and 
pitfalls to avoid along the way based on our experience of migrating call 
centers to performance-based scheduling. Topics will include:  what statis-
tics to base performance on; transitioning smoothly to performance-based 
bids; communicating effectively to agents to maximize performance; using 
new hire schedules between bids to “entice” agents to perform; and lessons 
learned by experience (do’s and don’ts).  – Speakers:  Debbie Davis-Greene, 
Trase Miller, Eric Hiller, AAA of W & Central NY, & Rick Seeley, Convergys 

Workforce Optimization in a Hybrid (Front & Back Offi ce) Environment. 
Finding workforce management solutions that addressed union environment 
challenges around adherence, scheduling, time off requests, forecasting and 
quality monitoring. Through the use of Verint technology, this organization was 
able to maximize employee effi ciencies and reduce administrative tasks, while 
providing insight into the work being performed from a systematic nature. 
The successes have been rolled out throughout 12 departments and across 
700 employees performing phone calls, claims, membership, and enrollment 
activities. – Speaker: Brandon DeLaney & Melissa Crumbey, BC BS of Michigan

Improving Agent Satisfaction Through Creative Shift Options. Are your 
shift options becoming stale and uncreative? Your agents may have noticed. 
Shift and break options should not be thought of as “one-size-fi ts-all” but 
rather as an opportunity to synergize business needs with agent needs. These 
case studies will detail how Navy Federal Credit Union and Carewise Health 
used agent surveys to develop and implement new shift and break options that 
improved agent satisfaction while still considering workforce management 
needs. You will also have the opportunity to share creative shift options you 
have implemented and the benefi ts/challenges of each. The only prerequisite 
is that you prepare to “think outside the box!” – Speakers:  Jeff Bretana, Navy 
Federal Credit Union, & Marshall Lee, Carewise Health

WFM Team Employee Engagement and Recognition.  Workforce planning 
is a fast-paced, high demand environment. We often take the employees for 
granted that make the call center day to day operations run effectively and 
effortlessly. In this session, we will discuss a number of ways to keep your 
workforce planning team engaged and feeling valued. We will share how to 
measure engagement, effectively recognize employees, and ideas on tools 
to use to increase commitment. – Speaker:  Sharon-Kaye Moran, Wells Fargo

Cox Communications Case Study: Increasing Intraday Management 
Effi ciency.  Come hear Cox Communications and Intradiem present a case 
study presentation highlighting the use of intraday management technology to 
add effi ciencies to their operations. Learn how Cox Communications lifted key 
metrics without negatively impacting service level, increasing budget, or head-
count.  – Speakers:  Terry Mardis, Cox Communications, & John Wolf, Intradiem

The Importance of Strategic Planning in Improving Contact Center 
Performance.  Optum is focused on making the health care system work 
better for everyone, with a strong emphasis on providing excellent customer 
service. Optum focused on improving their contact center performance by 
investing in strategic planning, and it has been a terrifi c success. They have 
improved their ability to answer complex questions about the best service 
target, how to optimize recovery operations, and many other hard to answer 
‘what-if’ dilemmas. In this session you will see how Optum implemented 
their planning improvement project and the results they have obtained so 
far. – Speaker: Optum

10:15-10:45 a.m. – Break
10:45 a.m.-12:00 p.m. – Workshops

The Importance of Shrinkage.  After call volume, average handle time, and 
Erlang formulas, the most critical element to forecasting staffi ng requirements 
accurately is shrinkage. This session focuses on identifying and tracking all 
types of shrinkage that impact call center operations. It addresses the impor-
tance of shrinkage reporting and communicating that data to all levels of 
management, including the executive level. – Speakers:  Allison Naumann, 
Brighthouse Networks, & Kristi Holcombe, American Home Shield

Secrets of a Power-Forecaster.   Come hear one workforce manager’s 
experiences in the world of forecasting. It begins with a review of favorite 
forecasting methods, then covers the secrets of a power-forecaster, and 
fi nishes up with sharing some forecasting bloopers and pitfalls that were part 
of the ride along the way. And this is just the beginning! Look for “Advanced 
Secrets” in the next session.  – Speaker:  Tiffany LaReau, Human Numbers

CONFERENCE AGENDA



Positively Infl uencing Operational Performance.  The road to consis-
tently and effi ciently providing a best in class service experience can be 
fi lled with detours. Higher than expected call volume, technical issues, and 
weather events are common events that can get in the way of achieving service 
performance goals. And while it is important to quickly identify the root cause 
of poor performance, even more critical is knowing what to do when that event 
occurs. At Optum, analysts in their Command Center use playbooks to react 
quickly to service impacting events. In this session you will hear how these 
playbooks have created a disciplined, consistent approach that encourages 
an environment of action and minimizes negative impact. You will also hear 
how these playbooks helped Optum create plans that have contributed to the 
achievement of daily performance goals during their peak call volume periods. 
– Speaker:  Lisa Courteau, Optum

Building a Better Scorecard.  The old adage, “you can’t fi x what you don’t 
measure” is certainly true. Learn how two companies created a comprehensive 
scorecard of their CSRs’ performance. Several iterations will be highlighted 
along with their pros and cons as well as comparing the various underlying IT 
platforms that made it all possible. Discover how having the right measuring 
instrument allowed Genworth to roll out a performance-based monetary 
incentive program to their CSRs and lessons learned after having the program 
and its associated tools in place over the past few years.  –  Speakers:  Troy 
McHenry, Genworth Financial, & Duke Witte, Wyndham Hotel Group

Setting up a Teleworking Program.  How do you make the jump from 
traditional contact centers to using teleworkers? Hear how companies have 
successfully deployed remote agent programs.  Learn about the various 
components that need to be considered in building a business case for a tele-
working set-up and identify the benefi ts and challenges of initiating and main-
taining a telework program to make it a WIN-WIN-WIN situation. – Moderator:  
Louise Andrew, FRHI – Speakers:  Rick Seeley, Convergys, Rob Rhoades, 
LanguageLine, & Jud Beall, BCD Travel

Gamifi cation: Benefi tting WFM, the Customer and the Contact Center.  
500 level points for attending this session! Gamifi cation, the use of game 
thinking and game mechanics to motivate, educate and change behavior, is 
being successfully applied more and more in a business context. With the 
changing behavior of youth, the workforce of the future will change as well. 
Learn how Gamifi cation can help engage, motivate and create company loyalty 
with the workforce of the future. PlanMen will guide you through the perils and 
pitfalls, the dos and don’ts and the wide range of possibilities that Gamifi cation 
brings. We will show you some examples that we have been involved in, in a 
customer service environment from both the customer perspective as well as 
from a staff perspective. How can Gamifi cation help optimize schedules? The 
answer will be given in the next level. – Speaker:  Dannis Nieuwpoort, PlanMen 

Uncovering Hidden Assets:  Showing the Value of Enterprise Workforce 
Management.  A $21 billion fi nancial institution will share best practices 
for using workforce optimization strategies to drive business results. Learn 
how this organization is leveraging workforce management to drive work-
force optimization through increased accountability. Also discover how you 
can improve your organization’s effectiveness beyond the contact center. 
Highlights of this session include:  developing a workforce strategy that 
drives cost reduction and increases workforce accountability; developing 
staff profi les to support staffi ng and campaign requirements; investing in 
new capacity within your operations; and reducing the cost of doing busi-
ness while improving the customer experience. – Speakers:  Gary Haworth, 
Commerce Bank, & Donna Denehy, Verint

12:00-1:30 p.m. – Luncheon and Presentation of Workforce 
Management Professional of the Year Award

1:30-2:45 p.m. – Workshops

Scheduling Principles & Solutions.  Learn the basics of scheduling your 
personnel to meet call center cost and service goals. This session outlines 
the most common scheduling problems call centers face and will provide 
some traditional solutions as well as some creative new ones to help with 
your scheduling dilemma. Be ready to share your own scheduling challenges 
and solutions.  – Speaker:  The Call Center School

Advanced Secrets of a Power-Forecaster: Taking the “Secrets” to the 
Next Level.  See more forecasting methods, in-depth secrets, and extra 
bloopers that expand into the nuts-and-bolts of one workforce manager’s 
quest for forecast precision. Come watch examples of what worked, and 
what didn’t. – Speaker:  Tiffany LaReau, Human Numbers

WFM Certifi cation Workshop.  What is CWPP Certifi cation all about? What 
will it do for you in the workforce management fi eld? What are the require-
ments for certifi cation? How do you prepare? These and other questions 
are answered by a panel of workforce management professionals who have 
already achieved the CWPP designation. This workshop gives information 
on the certifi cation preparation and process to attain the title of Certifi ed 
Workforce Planning Professional (CWPP).  – Speakers:  Todd Gladden, 
deNOVO Consulting, & Kristi Holcombe, American Home Shield

How to Drive Benefi ts for Business and Agents Through an At-Home 
Program.   Flexibility and adaptability are key components in a successful 
workforce management strategy. Wyndham Vacation Ownership will share 
insights into how they leveraged an at-home agent initiative to help drive a 
more responsive environment, reduce costs and support a corporate-wide 
Green initiative. This session will also include lessons learned on imple-
menting the necessary infrastructure to support a sustainable long-term 
model that is both stable and scalable.  – Speakers:  Josh Bergen & Scott 
Cowan, Wyndham Vacation Ownership

Who Are These People? Networking and Selling WFM within the 
Enterprise.   Do you fi nd your workforce team is an island unto itself 
when it comes to the rest of the enterprise? This session is geared towards 
breaking down barriers between your group and other departments within 
your company with a focus on selling the benefi ts of WFM, and networking 
with other departments such as sales, marketing, fi nance, payroll, and the 
increasingly important ‘back-offi ce’ operational groups within the enter-
prise. This session aims to instruct you on what you can offer each of these 
groups, as well as what they can provide you to make your job easier and 
your team more effective. – Speaker:  Marshall Lee, Carewise Health

Turning Big Data into Actionable Results.   Does data overload prevent 
you — and your contact center — from having a clear focus on the most 
signifi cant metrics? In this session, ICMI’s Justin Robbins will outline the 
key performance indicators measured by today’s leading contact centers. 
You will learn how the RIGHT metrics can help to standardize your center and 
how you can leverage analytics to drive maximum value and return to lead 
your center to success. – Speaker:  Justin Robbins, ICMI

Lessons Learned: A Case Study of Allstate Canada’s Deployment of 
WFM Technology.  This session will highlight the lessons learned from 
the deployment of Allstate Canada’s fi rst workforce management system 
into their contact centers. Natalie Walker will present the environment the 
solution was deployed into and Allstate’s unique challenges for assimi-
lating the solution into their contact center. She will present the objectives 
for the project and review the lessons that the experience gave her team as 
they adopted and integrated the solution into a production environment.  – 
Speakers:  Natalie Walker, Allstate Canada, & Daryl Gonos, The WFM Software 
Group

2:45-3:45 – Ice Cream Social with the Sponsors

3:45-5:00 p.m.  – Workshops

The Moving Peak – How Bad Can it Be?  When you think of forecasting 
typically it is to determine resources with the basic assumption that the goal 
is to staff to the need.  But what happens when you start forecasting how BAD 
things can be?  Forecasting how bad it can be is an eye opening essential step 
to plan and prepare to support a corporate strategy.  With a moving peak call 
volume, are fl exible resources the answer? What happens when that is simply 
not enough?  Explore these questions and more in this session.  – Speakers:  
Peggy Loseman, Black Hills Corporation, & Rick Seeley, Convergys

Explore the New Frontier: Performance-Based Routing.  By now, most 
everyone has at least heard of performance-based scheduling, which uses 
performance as a factor in determining choice of schedule for agents. But 
did you know that in addition to scheduling, you can also use performance to 
drive call routing?  Come to this session to learn and discuss the concept and 
impacts of how some organizations are using performance-based routing 
to improve call center performance. – Speakers:  Kristi Holcombe, American 
Home Shield, & Duke Witte, Wyndham Hotel Group

Workforce Management Certifi cation “Bee.”  Play this fun, interactive 
game to test your knowledge and get a fl avor for the questions included in 
the Certifi ed Workforce Planning Professional (CWPP) exams.   Attend this 
session to see what you need to know in order to be successful in the pursuit 
of CWPP certifi cation.  – Speaker:  Todd Gladden, deNOVO Consulting
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Dazzling Data Discovery: Designing Distinguished Dashboards.  Do you 
work for your data, or does your data work for you? Contact centers generate 
vast amounts of information describing each second of productivity and 
performance, and it can be easy to lose focus on how best to harness that 
data to manage your operations. This session will focus on what makes a 
great dashboard, and how to avoid pitfalls that can get in the way of telling a 
clear and accurate story with your careful analysis.  – Speaker:  James Zirbes, 
United HealthCare

Finding the Best Structure for Your Workforce Management Team.  
There are many ways to set up your workforce management team, and it 
is defi nitely not a “one-size-fi ts-all” proposition.    This session will help 
you think about the size, location, roles, responsibilities, daily tasks, and 
overall structure of your WFM team.  Hear how other teams are set up, and 
how they found the right structure for their organization. – Speakers:  Bob 
Dobson, IHG, Victoria Marcella, VW Credit, Jason Persico, Sedgwick, & Steve 
Newbauer, Fiserv   

How to Reach Higher Effi ciency with Greater Agent Involvement:  
Hands-On Experiences from Implementation Projects.  Your agents are 
critical to your contact center’s success. Like members of a football team, 
each agent’s performance and teamwork determine the level to which the 
whole group can achieve. Come to this session and hear how to motivate 
your employees to perform to the best of their ability.  – Speaker:  David 
Browning, Teleopti

Optimizing your Workforce for a “Blended” World.  It is safe to say 
that most call centers are in the process, if they haven’t already, of moving 
to a “blended” environment, where agents and groups are able to handle 
different types of work driven by intelligent routing. What are the many 
forms “blending” can take, and how does it affect your resource planning? 
Come spend some time understanding the many nuances of Workforce 
Management in a “blended” World. – Speaker:  Tom Tritten, Genesys

6:00 p.m. – Buses depart for Evening Event 

6:30-9:30 p.m. – Evening Event

Thursday, April 17
7:30-9:00 a.m. – Breakfast

7:45-8:45 a.m. – Behind Closed Doors Vendor sessions

9:00-10:15 a.m. – Workshops

Everyone Says We’re Different and It Works for Us (Most of the Time).  
We’re different and we know it. No shift bid, constantly different weekly sched-
ules based on performance and agent availability, VTO for months at a time; 
sounds crazy, doesn’t it? But for us, the system works (most of the time). 
Come listen to the good and the bad on how Bass Pro Shops approaches their 
WFM policies and procedures and how it works for meeting strategic goals. 
And like most case studies, hearing how someone else does their scheduling 
just might generate ideas that will work in your shop. – Speaker:  Monty Decker, 
Bass Pro Shops

Measures of Workforce Management Success.  For many organizations, 
there are gaps or at least doubts as to the effectiveness of the workforce 
management operation.   This session is designed to provide the step-by-
step processes needed to analyze the current operation, processes, and most 
importantly, the results.  These include the accuracy of the forecasting, the 
effi cient utilization of the resources, effectiveness of adjustment of the plan 
to meet reality, and the satisfaction of the WFM department’s customers.   
In looking at the details of the performance, WFM can identify the areas of 
excellence and specifi c areas that may be in need of attention and where 
better coordination between WFM and Operations could improve the results.  
– Speaker:  The Call Center School  

How to Get Through to your WFM Trainee: Training Your WFM Team Using 
Adult Learning Theory.  Do you know how adults learn? If you have to train 
your staff, this is the session for you! Workforce management training, like 
agent training, needs to be tailored to the adult audience. As adults we have a 
different way of learning and applying knowledge. Furthermore as adults age, 
the learning style changes but the aptitudes remain. This session will cover 
learning theory to help you effectively and effi ciently train your workforce 
management team. – Speaker:  Marshall Lee, Carewise Health

A Tug O’ War of Workforce Planning.  All companies look for ways to meet 
their budget while still providing world class customer service. Workforce 
Planning is a tug o’ war between operational and budgetary needs. This 
session will discuss challenges every workforce planner faces on a daily 
basis.  Learn how Alaska Airlines balances the allotted budgetary FTEs with 
the needs of the operation to stop the tug o’ war.  – Speakers:  Sue Rounds, 
Seth Ettwein, & Korie Heckinger, Alaska Airlines

Pros & Cons:  Implementing the Latest and Greatest.  Many organiza-
tions are always on the leading edge – implementing the latest and greatest 
in technology and processes the minute they are available.  Others are on the 
opposite end of the spectrum and wait for the early-adopters to get the “bugs” 
out before they dip their toes in.  And maybe some are in between.  Come to 
this session for a lively debate around this topic – and be ready to give your 
opinion as well!   – Speakers:  Alexander Wareham, AAA of Western & Central 
NY, Shannon Rumohr, North American Bancard, & Bob Weinman, Sprint

Outsourcing Issues/Challenges SWPP Meet.  If you are currently 
outsourcing business volume and wrestling with critical WFM challenges 
as a result, this is the session for you. Facilitated SWPP Meet style, this 
session starts with a list of your most pressing issues and proceeds to the 
solutions that have worked well for a panel with a wide range of outsourcing 
experience (and other attendees willing to share their experiences). Though 
the topics will be your suggestions, in the past they have included the signifi -
cance of the contract billing method on WFM processes, the issue of sched-
ules and who runs them, ‘real-time’ culture, and relationship management. 
– Speakers:  Duke Witte, Wyndham Hotel Group, Kristi Holcombe, American 
Home Shield, Chris Watchorn, Canada Post, & Michele Borboa, Contact 
Center Resources

Delivering on the Promise of “Work-Life Balance” through Intelligent Agent 
Empowerment.  Agent self-service tools are sometimes referred to as agent 
empowerment tools. In reality, there’s not really much that many of these tools 
actually empower an agent to do, especially when it comes to enabling work-life 
balance. In many cases “agent-empowerment tools” such as schedule-swaps, 
time-off-requests, and extra-hour requests, require management approval, 
which increases administrative overhead costs, creates approval delays, and 
causes agent uncertainty that constrains agent empowerment and satisfaction. 
True agent empowerment comes when you equip agents with information that 
gives them the power to choose what’s best for them given their individual life 
circumstances. Intelligent Agent Empowerment accomplishes this through an 
automated process that maximizes agent fl exibility, while ensuring that all agent-
initiated change requests are also aligned with the latest needs of the business.  
Attend this session to see how Intelligent Agent Empowerment can reduce your 
workforce management administration costs and ensure optimal coverage of 
your customer requirements all while delivering on the promise of greater work-
life balance for your agents. – Speaker:  Larry Schwartz, Workfl ex Solutions

10:15-10:30 a.m. – Break

10:30-11:45 a.m. – Workshops

Getting What You Want from Your Workforce Data: Using Pivot Tables And 
Charts In Excel.  Storing data in Excel is most helpful when you can easily 
organize and analyze data based on variables that you want to look at. We will 
walk through creating pivot tables and charts, use the basic functions of Excel 
within this context, format and fi lter information we want to look at, and create 
calculated fi elds of new data for information. In addition, we will be reviewing 
examples of what you can use this for within workforce data. A sample dataset 
and step by step guide for creating Pivot tables and Charts in Excel 2010 will be 
provided for attendees. Attendees will want to already have an understanding 
of the basic formulas of excel spreadsheets, formatting, fi ltering, and basic 
creation of charts. – Speakers:  Kristi Holcombe, American Home Shield, & 
Maggie Klenke

The Scheduling Swap – Countdown of Scheduling Best Practices.  If you’re 
struggling with what else to try in order to match up your schedules to the fore-
cast workload, this is the session for you.  You’ll hear about scheduling best 
practices from your workforce planning peers in a format that’s organized and 
practical, yet fun and entertaining.  Bring one great scheduling idea with you to 
the session. You’ll have the opportunity to share ideas one-on-one with other 
participants and hear what’s working best in their centers. 
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“The Power of One” Activity Session.  What other session utilizes a 
wading pool, tennis balls, and a bucket from your favorite fried chicken 
joint? Probably none, because this one is unique! Come to this session to 
fi nd some proven techniques and activities to show agents how important 
they are – that one person really does make a difference! – Speakers:  Rob 
Rhoades, LanguageLine, & Michele Borboa, Contact Center Resources

From Caveman to Superman: A Tale of Balancing Multiple Lines of Service.   
Balancing multiple lines of service (voice, chat, e-mail) can be a juggling act! 
Have you had low service levels in one line of service and great service levels in 
other lines but no one wants to share their resources? Everyone understands 
that workforce management is about getting the right people in the right place 
at the right time, but building a strategy to get there can be a daunting challenge. 
Join in the discussion that can make you a trusted confi dant who not only can 
react quickly, but can anticipate and plan for the ever changing plan for a day, 
and a superhero that can use resource tools, business support and relation-
ships to best manage all lines of service. – Speaker:  Amy Kasten, Staples

Extending Workforce Management Support to the Back Offi ce.  The only 
thing consistent about the businesses we support is change.   Workforce 
management teams are often asked to support the ever-changing environ-
ments of our clients.  In this session, you will hear how several organizations 
have tackled the movement of WFM to the back offi ce environment and learn 
tips and tricks to make this a more successful and smooth transition.  – 
Speakers:  Scott Singleton, Walgreens, & Jodi Wright, Allstate

Ask the Workforce Wizard. This event is your chance to ask our panel of 
experts anything WFM! Moderated by the Workforce Wizard, this interac-
tive session will answer questions submitted and chosen by conference 
attendees. If you have a question or an issue that has been a challenge to 
your team, bring your question to the panel! The audience will also get a 
chance to give some input. This session should be dynamic and informative, 
but the topics covered will be chosen by you and your peers at the event. 
Come one, come all and watch the magic as the Wizard is IN!  – Facilitators:  
Marshall Lee, Carewise Health, Rick Seeley, Convergys, & Todd Gladden, 
deNOVO Consulting

Measuring and Managing Time and Behavior – A Tricky Proposition.  Most 
call centers today place a high value on metrics-driven evaluations with the 
objective to optimize our operational effi ciency and employee performance. 
There is no arguing the value of performance metrics in helping us to identify 
areas of improvement and measure that improvement. But are we achieving 
the goals we intended, particularly when it comes to managing time? In this 
session, we will discuss some key considerations for selecting and using 
performance metrics as drivers of change and questions to consider so that 
we are driving improvement not just change. We will also discuss alternative 
methods for “stealing” free time that we know exists but possibly can’t be 
predicted from our metrics.  – Speaker:  Deborah Mauk, Call Design

11:45 a.m.-12:45 p.m. – Luncheon & General Session

The Survey (and You) Said....   In this interactive session, you’ll see results 
from the past year’s SWPP online surveys, plus you’ll see how your center 
and WFM team match up to results. Simply download the voting app, bring 
your smart phone to the session, and play along with the rest of the audience 
to see real-time survey results compared to industry statistics. It’s a just-in-
time benchmarking session you won’t want to miss. 

12:45-2:00 p.m. – Workshops

Attendance & Adherence.  One of the toughest jobs related to workforce 
management may not be the intricate calculations of forecasting nor the 
numerous iterations of coming up with the best schedule mix. The hardest 
part may come after the schedules are in place – simply ensuring there are 
frontline staff available when and where you need them to be. Some call 
centers are much more successful than others at this attendance and adher-
ence dilemma. So how do you get staff to show up for work on Mondays and 
stick to their planned break times? This session will share proven practices 
on attendance and adherence that have resulted in increased availability.  – 
Speaker:  The Call Center School 

60 Ideas in 60 Minutes – Tips & Techniques for Making the Most of Your 
WFM Software.   This fast-paced session with a panel of vendor experts will 
have you writing furiously as you try to capture an idea a minute on paper! This 
format will give you some last minute tips to take home and implement imme-
diately – if you can catch them all! – Moderator:  Duke Witte, Wyndham Hotels

WFM in the Cloud — The Ongoing Story.  This session is an interactive 
forum for those companies who have already deployed, or are considering 
deploying a cloud-based WFO system. Hear about the challenges, risks, and 
benefi ts of using a cloud-based WFM solution. Find out why others made 
the move, and if they are seeing the expected benefi ts.  – Speakers:  Arthur 
Nettleship, FamilySearch, & Rob Rhoades, LanguageLine

How to Get Your Boss to Hear You and Take Notice.   Learn what key 
performance indicators (KPI’s) are essential to establishing a powerful 
scorecard that articulates your centers performance. Identify analytical tools 
that will assist in transposing raw KPI data into vehicles that will express 
performance, trends, and opportunities. Finally, arranging the results into 
commanding Power Point Slides that can stand alone and tell a complete 
story to your Senior Management Team. – Speaker:  Chris Rozum, Insite 
Managed Solutions

Working Together To Make It Better!  FRHI Hotels and Resorts operates 
a Global Reservation Centre of 200 Sales Agents supporting 100+ hotels 
around the world. Come hear how their small Workforce Planning team 
works collaboratively with both in house and external departments across 
the organization to improve communication, business processes and rela-
tionships. — Speakers:  Louise Andrew & Natalie Robertson, FRHI

2:00-2:15 p.m. – Break

2:15-3:30 p.m. – Workshops

WFO (Workforce Optimization):  What Happens Where Quality 
Assurance, Training, and Workforce Management Intersect.  What 
do games, listening to calls, and Erlang equations have in common? Not 
much on the surface but when Training, Quality Assurance, and Workforce 
Management are in sync, great things can happen!  In this session, we will 
discuss the key relationships that are needed between these areas, and how 
to optimize the workforce, not only in numbers and theory but in practice.  – 
Speakers:  Marshall Lee, Carewise, & Justin Robbins, ICMI

60 Ideas in 60 Minutes – WFM Tips & Techniques from Real-Life 
Experiences.  This fast-paced session with a panel of your WFM peers will 
have you writing furiously as you try to capture an idea a minute on paper! 
This format will give you some last minute tips to take home and implement 
immediately – if you can catch them all! – Moderator:  Louise Andrew, FRHI

Improving Communications for WFM Professionals:  Closing the 
Information Gap Between Workforce Management and Call Center 
Supervisors.  Do you ever feel like your WFM group speaks an entirely 
different language from others in the call center?   Do you struggle to get 
cooperation from supervisors and agents when you need their help to 
schedule or adhere to existing schedules?   This session is all about ways 
to improve your communications, build stronger relationships and educate 
others about the value of WFM.   – Speaker:  The Call Center School 

Leading Operations through Actionable Insight.  Running and oper-
ating call centers effectively and effi ciently is at the core of what workforce 
management is all about for many organizations. Bridging the gap between 
workforce management and operational teams is a challenge that everyone 
faces on a daily basis. In many of our organizations operational teams look to 
workforce management to provide actionable insights into how their opera-
tion is performing and opportunities to improve while maintaining budgets. 
This case study will help you understand how InterContinental Hotels Group 
has taken a Call Center Management 101 approach and identifi ed opportuni-
ties to help bridge the gap between workforce management and operations.  
– Speaker:  Bob Dobson, IHG

Boost Employee Engagement with Gamifi cation!  Engaged employees 
consistently deliver better work and better customer experiences at lower 
cost. However, Gallup estimates that 70% of American workers are disen-
gaged or uninspired during their work day, which costs companies roughly 
half a trillion dollars every year. Absenteeism, lost productivity, shrinkage, 
customer dissatisfaction, and high employee turnover are all hallmarks of 
low employee engagement. Battle your employee engagement challenges 
with proven gamifi cation philosophies and tools! You’ll leave this session 
with a clear idea of how to apply game mechanics, design effective chal-
lenges, and appeal to different employee types, helping you boost corporate 
performance. – Speaker:  NICE

3:30-4:00 p.m. – Closing Session

2014 SWPP Annual Conference Ends
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Name _________________________________________________________

Title __________________________________________________________

Company ______________________________________________________

Address _______________________________________________________

City ________________________State ___________ Zip ______________

Country _______________________________________________________

Phone  ________________________________________________________

Fax ___________________________________________________________

E-mail ________________________________________________________

Cost
Optional Pre-Conference Session:
■ $195 for members
■ $295 for non-members

Early Bird Conference Registration through March 1, 2014:
■ $1195 for members
■ $1445 for non-members
■ $1490 for non-members with a one-year membership included
■ $100 discount per person for three or more attendees from the 

same company

Conference Registration after March 1, 2014:
■ $1295 for members
■ $1545 for non-members
■ $1590 for non-members with a one-year membership included
■ $100 discount per person for three or more attendees from the 

same company

Total: _________________________________________________________

Please register by March 29, 2014.

Registration

You may register for the 2014 SWPP Annual Conference via phone, 
mail, fax, or on our website. 

To register by phone, call 877-289-0004.

To register by mail, please complete the registration form below and 
mail with payment to:
 SWPP
 ATTN: Annual Conference
 6508 Grayson Court
 Nashville, TN 37205
To register by fax, complete the registration form below and fax to 
615-352-4204.
To register online, go to www.swpp.org/annualconference.html to 
complete the online registration form.

Payment Method

■  Check enclosed (payable to SWPP)
■ Charge:   ■ American Express   ■ Visa   

 ■  MasterCard    ■ Discover      

Card #   _____________________________________________________

Name on Card  __________________________________________________

Exp. Date (month/year) ____________________ Security Code ___________

Signature   _____________________________________________________

Let’s Party in Downtown Nashville

On Wednesday night, we’re heading to one of downtown Nashville’s 
exciting hot spots for a fun evening of entertainment. Enjoy dinner and 
live entertainment in Nashville’s historic downtown district.

Workforce Management Professional of the Year Award

SWPP will announce the 2014 Workforce Management Professional of 
the Year Award on Wednesday, April 18 at the 2014 Annual Conference.

Sponsor Showcase

SWPP is pleased to provide a special Sponsor Showcase during the 
Conference to provide attendees with information about specifi c 
products of interest.

Networking Reception and Mixer

Join us for a networking reception to get the conference started on 
Tuesday evening. We have some special events and mixer activities 
planned to help you get acquainted with your fellow attendees.

Behind Closed Doors

Want some time to hear from your workforce management software 
vendor? The SWPP Sponsors will be holding group customer sessions 
to provide the latest information about upgrades, new releases, and 
new products. Meet other users in this group session led by your 
vendor.

Hotel Information

The 2014 SWPP Annual Conference will be held at the brand new Omni 
Nashville Hotel. The Omni Nashville Hotel is specifi cally created to be 
an authentic expression of Nashville’s vibrant music culture. Across 
from the new Music City Center, this luxury hotel is a one-of-a-kind 
experience, fully integrated with an expansion of the Country Music 
Hall of Fame and Museum® on three levels. A special conference rate 
of $184 is available until March 16, 2014, or until rooms are no longer 
available. To make your reservations, you may call the hotel directly at 
1-800-THE-OMNI and tell them you are with the Society of Workforce 
Planning Professionals to make your reservations. 
There is limited availability at the Omni over our dates, so we have 
also secured a block of rooms at the Hyatt Place Nashville Downtown, 
which is located within easy walking distance just two blocks away. 
The same conference rate of $184 will apply at this hotel, and will be 
available until March 24, 2014, or until rooms are no longer available. 
You can make reservations at the Hyatt Place by calling 855-429-
9566 and telling them you are with the Society of Workforce Planning 
Professionals.

Transportation

The Omni Nashville Hotel is located 20 minutes from the Nashville 
International Airport. There is not an airport shuttle specifi c to the 
Omni, but there is a fl at rate of $25 for taxi service to downtown 
Nashville. SWPP will provide transportation for the Wednesday 
evening activity.

GENERAL INFORMATION
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