
 

Checklist For Workforce Management (WFM) Checklist For Busy 
Call Centres 
To get your SLAs back in the green, download and step through our pragmatic WFM 
checklist: 

Data Security & Privacy (GDPR) 

●​ [ ] Map the Floor: Ensure you have your contact centre operations explained: 
channels, agents, and workflows fully documented. You can't schedule for 
workflows you don't understand. 

●​ [ ] Audit the Tech: Are you dealing with contact centre calls dropping 
frequently, how to fix this should be your immediate IT priority. Don't blame 
WFM for a telecom failure. 

●​ [ ] Check the Sync: A hidden drain on AHT is often a cloud contact centre 
integration with CRM not syncing customer data. If agents are manually 
searching for customer histories, your queue is backing up. Fix the sync. 

●​ [ ] Re-evaluate Shrinkage: Are you factoring in real-world shrinkage (breaks, 
training, system downtime) or just hoping for the best? 

●​ [ ] Align to SLA: Ensure your forecasting actually matches the specific SLA 
targets for each distinct channel (voice vs. chat vs. email). 
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