
As a result of several mergers over the last 
five years the company found itself with four 
different brands, London Energy, SWEB Energy,
Seeboard Energy and EDF Energy, and three
main call centres in Exeter, Doxford and Hove.
It soon became clear that in order to manage
approximately 2500 staff spread across the
three call centres there would need to be one
effective Workforce Management system
(WFM) to schedule Agents to ensure service
levels were met and the customer experience
was continually improved.  

The Objective
Penny Wright, the Resource Planning Manager 
at Hove and her team were given the objective
to deliver one consolidated resource model to
effectively place resources.  This would be done
by the selection and alignment of one WFM and 
establishing a harmonised, multi-site Resource
Management Department providing the 

centralisation of forecasting and resource 
planning activities.

The aim of the new department would be to:

n Align and develop services to meet the 
business changes

n Manage widely varying geographical 
& cultural differences and adversities

n Establish internal links within the business
n Underpin operational resource models 

and full-time equivalent requirements 

It soon became clear that to meet the objective
the first task would be align the WFM system.
Penny Wright explained, “The three different
sites in Exeter, Doxford and Hove all had
localised systems, cultures, processes and then
to complicate things further different challenges.
We decided that to integrate the sites the 
most effective way would be to work with 
a single WFM across all three sites.  
The next challenge was which one?”

Q-Max Workforce 
Management Chosen
All the main WFM systems were reviewed
against a scorecard criteria based on:

n System flexibility – including remote access
n Costs
n Planning Efficiency 
n Impact on Business As Usual 

The market leading WFM in the UK, Q-Max, was
selected.  However, that was only the 
beginning as the installation programme 
included:

n Telephony configuration based on 
telephony map

n Retention of historical data for future 
trend analysis

n Consolidation of multiple resource 
databases into one system

n The development, delivery and successful 
completion of an extensive training 
programme 

Penny Wright, continued “The undoubted power
of Q-Max and its flexibility meant that the new
team could completely redesign the 

EDF Energy Achieving the right balance
with Q-Max Workforce Management
EDF Energy is one of the largest energy companies in the UK. 
It employs nearly 12,000 people and supplies gas and 
electricity to over 5 million customers in addition to being 
a major generator.  EDF Energy is also one of the largest 
developers of offshore wind generation in the UK.

As a big company EDF Energy recognises the need to best harness the power of the
different parts of its business and has developed some common values, operating
principles and ambitions.  At the heart of these is a belief in the importance of
achieving the right balance in everything the business does.



EDF Energy resource management process.
The remote access delivered by the new 
WFM enabled us to establish three key areas 
of activity.  These were: the centralisation of
forecasting, the centralisation of resource 
planning and on-site real-time management.  
It was great for the resource team to draw up
plans and shifts but if they were not working 
in practice at each site the process would fail
and that was not an option.”

The result was five separate teams were 
established each using Q-Max.  
The teams were divided into:

n Capture and analysis of data 
n Production of resource schedules
n Liaison with Operators
n Performance monitoring 
n Review and evaluation

The last three teams work in real-time at the
separate sites.  

The teams are using Q-Max for a number of
functions primarily the production of short and
long term forecasts for resource plans, the 
production of shift alignment plans and 
operational resource modelling.  In parallel the
real time activity meant the resource team was
able to deal with absence management and to
use Q-Max Performance Optimiser to monitor
and provide recommendations for daily 
resource movement. 

Centralised Forecasting 
and Resource Planning
As part of the centralisation of the forecasting
and resource planning process Q-Max was used
to build short and long terms forecast plans.
Strong links exist between the centralised 
team and the multi-site real-time team and 
this is enhanced by the ability to provide a 
Daily Resource Brief (short-term forecast) 
from Q-Max.   

After gaining an understanding of existing
localised agreements including taking a view 
of all staff shifts, rota’s and breaks the 
centralised resource planning team was able 
to establish a number of shift realignment plans.  
They also established strong links with training, 
recruitment and human resources to ensure
resource planning met everyone’s objectives
including the European Working Directive.  
Q-Max enabled EDF Energy to build shift 
versus vacancy reports which reflected 
a view of the shift effectiveness so that 
everyone was kept informed and understood.

The resource team also built and delivered an
Outbound Resource Model to identify optimum
shifts.  Penny Wright explained, “The business
moved to Centres of Excellence so we needed 
to adapt our service to meet this change.  

For example it was decided to bring our 
out-bound activity in-house to Hove.  
This meant building a new resource model
based on optimum call times, customer 
behaviour (decision making contacts) and 
standard call performance measures (sales 
targets).  This involved us working closely 
with external consultants to understand the
very different requirements of the outbound
team.  However the work paid off and results
have improved.”

Real Time Resource Planning 
at Doxford, Exeter and Hove
Working closely with the centralised forecasting
and resource planning team the real-time
resource planners at Doxford, Exeter and 
Hove have daily meetings with operations 
to discuss the resource plans produced using 
Q-Max and the optimum use of resources.  
A proactive approach is taken including a
Resource Profile report being hand delivered
twice daily to the Operational Managers giving
an update on the plan, actual call patterns 
and resource numbers.  Agent absences are 
included in a daily performance review and any
fluctuations in call volumes are fed back to the
centralised forecasting team for re-evaluation. 

The Results Speak for Themselves
Since being given the objective to deliver one
consolidated resource model to effectively place
resources and the selection of Q-Max as the
workforce management to help achieve this,
EDF Energy has seen service levels improve by
15%.  The abandoned call rate has significantly
reduced, the average speed of answer has
dropped by 100 seconds and engaged calls 
has reduced to 5%.  There has been an 
improvement in staff morale which has helped
to reduce sickness and staff turnover.

Penny Wright concluded, “Our aim throughout
this exercise was to achieve the right balance.
Q-Max has helped us to achive this.  It has been
integral to the success of the project.  Q-Max 
is a powerful tool and by harnessing its power 
and by working with Operations, Marketing,
Recruitment and Human Resources the resource
teams have been able meet our objective 
to everyone’s benefit – customers 
and employees.” 
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Q-Max Systems Limited
Q-Max Systems Limited offers industry
leading workforce management solutions 
that improve the performance of a customer 
contact centre’s most important and valuable
asset its people.  Addressing a broad range of
key business challenges with both innovative
technology and best-practice professional 
services, Q-Max helps customers achieve 
higher profitability, increased customer 
satisfaction and improved 
employee productivity.

Q-Max Workforce Management enables 
companies to establish measurable goals,
develop long-term staffing plans, deploy
resources, manage employee performance,
evaluate the results and implement 
on-going improvements. 

Founded in 1992 Q-Max is the most widely
installed Workforce Management (WFM) in 
the UK.  It is installed in contact centres of all
sizes including British Airways, Legal and
General, Southwest Trains, DVLA, over 
ten local authorities and many 
other organisations. 
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