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Work Smarter, Not Harder,
With Workforce Optimization

Workforce optimization (WFO) is a business strategy focused on balancing customer
satisfaction, service levels, employee scheduling, operational costs, and other key performance
metrics in order to get the maximum benefit from your contact center agents.

WEFO also ensures employees are appropriately scheduled, trained, monitored, evaluated,
rewarded, and engaged. WFO includes every functional aspect of running a modern contact
center, including workforce management, quality management, business intelligence and
analytics, and concepts like agent engagement and customer retention programs.

Contribute your recommendations to this Best Practices installment and educate our
readers on the benefits of WFO for better agent experiences that will translate into better
customer experiences.
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2022 ROUNDTABLE
SCHEDULE

Participation in
Webinar Roundtable - $8,500

SEPTEMBER
9/14/22 Customer Journey

JULY

Happier Agents Create Happier
Customers
Roundtable Date: 10/12/2022

Welcome to the Customer

Experience Center!
Roundtable Date: 8/31/2022

Analytics: Actionable Insights That
Drive Revenue Growth

9/28/22 Customer Data Platforms
for True Personalization

OCTOBER

10/12/22 Happier Agents Create
Happier Customers

AUGUST

Customer Journey Analytics:
Actionable Insights That Drive
Revenue Growth

Roundtable Date: 9/14/2022

Smart Customer Service Done
Right: Real-World Success Stories
from the Field

Roundtable Date: 4/27/2022

10/26/22 |dentity Verification in a
Scary World

NOVEMBER

11/02/22 2022 Contact Center
Innovations—Successful Case Study
Snapshots

11/16/22 How to Deliver Exceptional
Customer Experiences

SEPTEMBER

Contact Center Analytics:
Actionable Intelligence at the Point
of Service

Roundtable Date: 4/6/2022

Creating an Omnichannel Strategy
for Seamless Customer Journeys
Roundtable Date: 5/11/2022

DECEMBER
12/07/22 Al & Bots in Customer Care

2023 ROUNDTABLE
SCHEDULE

JANUARY 2023

OCTOBER
Al & Bots in Customer Care
Roundtable Date: 12/7/2022

Work Smarter, Not Harder, With
Workforce Optimization
Roundtable Date: 8/17/2022

1/11/2023 MegaTrends in Customer
Technologies—~Predictions That You
Need to Know in 2023

1/18/2023 Digital-First Customer
Service—The Logical Next Step
Beyond Self-Service

FEBRUARY 2023

NOVEMBER

Conversational Al: The Promise of
Intelligent Customer Support
Roundtable Date: 5/25/2022

The Management of Customer
Experiences
Roundtable Date: 7/27/2022

2/1/2023 The Conversational Contact
Center: Integrating Al's Potential Now
2/15/2023 Deep Personalization:
Customer Data with a Purpose

MARCH 2023
3/1/2023 How to Leverage Al for

DECEMBER

Data Quality Challenges for a
Data-Diven Decade
Roundtable Date: 6/15/2022

2022 Contact Center Innovations—
Successful Case Study Snapshots
Roundtable Date: 11/2/2022

Integrated CX Strategy

3/15/2023 Create a Better Contact
Center Culture with Workforce
Engagement Strategies and Technologies
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CRM MAGAZINE’S BEST PRACTICES

WHITE PAPER SERIES

THOUGHT LEADERSHIP & LEAD GENERATION IN ONE
COMPLETE, MULTICHANNEL MARKETING PROGRAM

Impact our audience

Your sponsored essays, white papers, and case studies will be printed in a
special section of CRM magazine, preceded by an introduction by our publisher,
Bob Fernekees, with extensive distribution via our magazine and

website, www.destinationCRM.com.

CRM

THE 2019 CRM TOP

Generate leads for your sales force

M PDF requests will be driven through a registration form capturing complete contact
and qualifying information.

M Leads will be distributed to all sponsors in this section via a secure link that you can
access 24/7.

Enormous distribution, reach, and frequency
M Published in CRM magazine (21,000 subscribers)
M Inclusion in digital version of CRM magazine

Il 32,000 email invitations to download a PDF of this special section (twice) —
you get the leads

B 1 month of homepage promotion on www.destinationCRM.com (70,000 visitors
per month)

M Social media campaign on Twitter (26,500 followers), Facebook (2,729), and
LinkedIn (2,766)

M Distributed on all of CRM magazine’s social networks throughout the month
M Inclusion in all eight elWeekly newsletters (45,000 per issue — 360,000 total)
M Archived on destinationCRM.com for 1 year

M Editorial and production services included — copyediting, layout, and design

Your editorial topics can range from:

M Third-party white papers or white paper abstracts

M Successful customer case studies

M Your company’s unique value proposition or market position

M A behind-the-scenes look at your technology solution and why it's important
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