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There's nothing prickly about our approach to resource planning...
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Introduction

As industry leaders in Contact Centre 
recruitment, we have access to a 
database of over 15,000 candidates - all 
specialists in their sectors.

Over 2,000 of these are involved in 
Resource Planning and Workforce 
Management, and we've used their 
expertise to provide a full guide to 
resource planning - which we hope will 
prove to be an essential resource for 
Contact Centre management 
professionals throughout the UK.

We think this shows just one of the ways 
that we can give our valued clients and 
candidates an all-round, up-to-date and 
value-added recruitment service, and we 
hope it proves invaluable as a guide to 
Resource Planning.

2Cactus Search Guide to Resource Planning



About Cactus Search

We specialise in placing individuals in managerial & specialist positions in Call & 
Contact Centres across the UK & Internationally. We have enviable track record of 
success in placing candidates across many FTSE100, FTSE250 and substantial private 
companies.

As true industry specialists we cover an extremely diverse range of roles and careers 
to include:

Management Positions: Operations Positions:    

Customer Service Resource Planning - Forecasting, Real-Time & MI

Sales Dialler

Collections Training, Coaching & Performance Management

Retentions Project Managers & Business Analysts

Complaints Process Improvement & Quality

Technical Helpdesk Strategy / Change Management

Service Desk Account & Business Development Managers

Focus – Since we began in 2003 we have only 
specialised in Management and Specialist recruitment 
into Call and Contact Centres, this focus ensures that we 
deliver higher service levels and ultimately are more 
successful for our clients than many of the other UK 
recruiters. In fact we are regularly asked to contribute or 
present to the various industry publications and events 
with our views on the latest industry developments.

Attitude – We don’t just ‘fill vacancies’, we don’t hide 
behind ‘management speak’ and certainly don’t 
disregard how important not only our clients are but also 
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our candidates are to the success of our business. Overall, we value our relationships 
and our people – so if you want to work with a straight talking, motivated group of 
people who get the job done well, then talk to us.

Resource – With our bespoke Candidate Relationship database of over 15,000 
management and specialist function candidates, processing over 2,000 applications a 
month and a website generating over 6,000 unique visitors each month we know we 
can find the right people for your organisation.

Breadth – We recruit management personnel across the major disciplines from 
Operational, Sales, Telemarketing, Resource Planning, Dialler, MI, Project 
Management, Account Management, Transformation management, Training and 
Change Management in every industry sector across the UK and Europe.

Processes – Our service driven approach with dedicated Candidate and Client 
managers’ has benefited some of the UK’s largest and most complex organisations, 
not forgetting the smaller, privately owned ones we have worked closely with.
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What is Resource Planning?

Resource Planning can seem an intimidating field, requiring an enormous amount of 
specialist knowledge and organisational skills. We’ve designed this booklet 
as a “beginner’s guide,” supplemented with specialist input from one of the 
UK’s top resource planners, and our own knowledge gained from recruiting 
individuals in the role in the contact centre industry.

Resource Planning involves Forecasting, Scheduling, Budgeting, Operational 
Planning and Intra-day Planning – all of which come together to enable 
contact centres to prepare for events both within, and beyond, their control. 

They also enable the provision of constructive MI, and allow this to be used in 
relation to customer journeys, value and frequency – meaning that the workforce 
management data can be ever more refined.

With the growth of multi-channel contact centres, it’s important to have a solid 
resource planning function in place, so that Shrinkage and Attrition can be 
minimised and your agents’ skills best utilised.

Key Concepts 

Forecasting
Forecasting can be done intuitively, or using a dedicated Workforce 
Management tool, and consists of:

Analysis of current forecasting accuracy and comparison with actual 
traffic

Development and application of accurate data capture methodologies

Identification of "core" traffic and impacts

Analysing impact of planned events, such as sales and marketing 
activities, and regulatory and product changes

Analysing impact of unplanned events, such as a website crash or natural 
disaster

Analysing impact of business cycles, such as bills, renewals, mailings and 
membership responses
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Building of traffic templates to forecast current and future demand

Measuring trends and seasonal patterns through day of week and time of day 
segmentation

Operational Planning
Operational Planning develops a methodology that compares:

Traffic levels with headcount costs and budgets

Skills breakdown with performance

Overall business activities with service levels

It helps to demonstrate the cost of performance and identifies weaknesses. It can 
also be used to:

Develop planning to accommodate core and special event traffic flow

Evaluate skill levels and training, as well as other business levers such as IT 
enhancements (including voice technologies) and call handling systems

Incorporate attrition and recruitment cycles into headcount and scheduling 
analysis

Check adherence and shrinkage against budgets

Shrinkage
Shrinkage is a measure of how much time is lost to breaks, lunch, holidays, illness 
and training.

Often defined as a percentage, shrinkage is calculated by first defining what 
variables should be included and then defining time allowed. It can also be defined 
as a factor applied to the number of staff needed on the phones at 
any given time, which will then reflect the number of staff that 
should be scheduled.

Adherence
Adherence is used to determine whether agents are working the 
amount of time they are scheduled to work. It is measured by 
taking the total time an agent is available and dividing it by the time 
they are scheduled to work. It can be used to measure compliance, 
and to measure time spent on breaks or other non-call work.
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The Challenges of Resource Planning Recruitment

We’ve seen dramatic growth in demand from our clients looking for Resource 
Planning professionals over the last five years, with a massive increase in spending, 
both on technology and people.

This is largely because it's a relatively new section of the market. While contact centres 
previously used Excel for resource planning (with many continuing to do so), more and 
more are using specialised Workforce Management tools which can provide a 
detailed view of your contact centre, and offer focused MI as a result.

The cost-saving benefits of an effective resource planning strategy can, potentially, 
be huge. After all, the biggest overhead of any contact centre is its people, and 
efficient planning of such a fundamental resource can be enormously cost-effective in 
the long term.

It’s not just about cost, either – it’s about job satisfaction and interest for your agents. 
It’s possible to have a broad spectrum of agents, with some bored, and others 
cracking under the strain, creating an enormous disconnect in their expectations, and 
the reality of their job. A good resource planner will enable you to ensure that the way 
work is distributed throughout your contact centre is both constructive, and fair.

From a recruitment perspective, the need for planning specialists has grown 
dramatically. However, there is still shortage of really high quality candidates despite a 
66% increase in Resource Planning, MI and Dialler candidates registering with us 
per year from 2005 to 2010. The demand still massively exceeds the supply because 
of the niche position it occupies in the industry.

Some contact centres do use structured skill transfer 
and training to develop and progress their resource 
planning team from agent-level upwards, through a 
technical route of training – but this does require a 
huge leap in aptitude, and it’s not always possible to 
guarantee retention of these staff in the long-term.

Similarly, one of the main problems our clients face 
when recruiting resource planning professionals is the 
difficulty in finding those multi-faceted, multi-talented 
planners who possess those increasingly important 
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communication and stakeholder management skills. It’s essential nowadays for 
resource planners to be able to communicate effectively, with those at a very junior 
level often expected to communicate effectively and confidently, often to senior 
stakeholders both internally and externally.

Fundamentally, resource planning is about balance – balancing cost with 
performance, job satisfaction with productivity, and  communication with technical 
aptitude.

Even once you’ve got the balance right, we 
do find that if one or two Resource Planners 
move away from any given business, it can 
have a huge knock on effect. When there’s a 
lack of a succession plan internally, it 
becomes really important to recruit 
externally through the highest possible 
quality channels – and that’s why we’ve 
worked hard to become experts in the 
market.

We’ve got an extensive talent pool of 
planning professionals throughout the UK, 
which we’ve built up over a number of years. 
This ensures that we can provide the 
highest quality candidates for your 
business, because we really understand the 
requirements of the role and the importance 
of placing the right person in your contact 
centre.

After all, there's nothing 
prickly about our approach 
to recruitment.
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Resource Planning - The Big Questions
Because we know the importance of specialist knowledge, we asked David 
Murphy, owner of Resource Planning and Management Ltd, and a WFM 
practitioner with almost two decades experience in the sector, some of our 
biggest questions about Resource Planning.

What do you feel is the most effective WFM tool 
currently available? 

There is no hard and fast answer to this one. I've worked with many of the 
major providers over the years and have evaluated many others, so my 
advice is to go slowly, and assess your business needs and growth plans.

When doing this, you need to ask yourself some key 
questions:

• What is the current capability of my Resource Planning 
Team?

• If I have an incumbent WFM tool, what are my drivers for 
changing it?

• How can WFM improve my business growth strategy 
and add to the bottom line?

• What is my expected and realistic return in investment?
• What tools are my direct competitors using?
• Are there other systems in place and how will the product 

integrate with them?
• What costs are up front, what are the licensing costs, 

maintenance costs and any third party or hardware costs?

You need to be convinced that the capability of your key 
WFM personnel is high, otherwise any tool deployed will not get the level of expert 
utilisation needed to perform. Likewise, you’ll need clarity as to the specific limitations 
of existing systems, ensuring that every avenue to improving the existing tool has 
been explored. Some companies change their WFM systems every two years – 
but they can’t all be that bad, surely?
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Two of the best...
Having implemented 5 different WFM tools 
thus far, I have two personal favourites, both 
of which have their pros and cons.

Verint’s Impact 360 product is very straightforward to implement and easy to train 
new resource planning team staff on. However, it seems to struggle with larger, more 
complex environments – but that said, end user and stakeholder satisfaction was 
reasonably good.

NICE Total View is a more complex solution which has a lot of very nice 
features. I recommend the Smart Sync application which not only allowed 
the team to pull information from it, but also to directly input exception 
information from in-house designed front-ends.

The multimedia aspects of the system are also pretty good, and the ability to 
link skills to activities means an intra-day profile of your non-voice staffing 
capability is possible.

This is really important these days as service levels for non-voice (email and SMS) 
communications are becoming almost as stringent as with voice.

It is, however, the most complex implementation I have undertaken to date - the initial 
build and setup times took longer than expected, so it’s really important that you have 
some senior and experienced resource dedicated to the roll-out.

There are also some very nice forecasting features for low volume queues and week 
in month forecasting capability if you have billing cycles and the like.

Overall most systems will do what they say on the tin, but with 
different levels of complexity, speed and comfort. I would 
recommend doing a full RFI procurement process, before 
settling on two products and ask for a proof of concept from 
each.

Invest time and resource in the implementation and training, 
and involve your permanent planning team resource where 
possible. It’s a terrific leaning experience for them and 
leaves a group of people who understand the 
product and can stand over what it produces.
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How has the growth of multimedia contact centres affected 
Resource Planning?

I think the growth of multi-media simultaneously simplifies and 
complicates planning. It presents challenges and opportunities at 
every turn.

From a planning perspective the concept of a fully blended solution is a 
tempting one – it’s a world where an advisor takes a call, then writes an email, 
then responds to an e-chat before taking another call. I’ve not seen a centre 
where this truly delivers on expectations; neither would I advocate dedicated 
teams. I guess the solution lies somewhere between the two.

Overall, the challenge with multi-media is about achieving balance - 
balance in performance, agent workload, quality of output and end-customer 
experience.

With the right investment in non-voice workflow routing technology it’s 
possible to plan multi-media at the same level of detail as voice. We 
wouldn’t route calls via the switchboard, nor should we use ad-hoc means to 
manage our workflow for multi-media.

The solution that has worked well for me in the past has been about delivering 
an all encompassing plan. It’s good to have groups of cross-skilled agents 
developed and trained strategically, so that they can be planned and 
deployed tactically.

It’s also a good idea to set the expectations of advisors and stakeholders 
alike, so that they know that working on non-voice will involve supporting 
voice queues at planned peak times during the day. Likewise, experienced 
and highly performing voice advisors should be given the opportunity to 
support multi-media with the correct training.

This then gives the planning team the ability to hit the peaks of demand without 
carrying large surpluses of staffing. This will improve productivity and introduce 
variability into the advisors’ workload.

Fundamentally it’s essential that every contact flow is built into the work plan, with 
support events planned in advance to give advisors sight of it. This way everyone from 
the Site Director through to the contact centre agent has their own 
individual view of the plan - and the part they must play within it.
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How important is a good Resource Planning function – and how 
do you best communicate with senior management?

Planning as a function is sometimes overlooked and sometimes 
underestimated, but always important.

There is huge variability across senior management, and it very much depends on 
the industry they have worked in and the level of experience - or more often curiosity 
they have - of an established resource planning function.

I think it is, however, equally important for resource planning teams to create concise 
and compelling narratives for senior management to understand and act upon, to 
build the trust and the rapport.

Mid-level planning managers need to be less risk averse, more entrepreneurial and 
think and act more like Senior Management, because the most successful planning 
managers are the ones who put their heads above the parapet and speak up in 
decision making situations.

Often I’ve found the disconnect between the groups is a behavioural one. My 
challenge to planners has always been 
about understanding the operational 
challenge and engaging stakeholders 
in their own language.

Key to all of the above is dialogue - 
the planning team need to be visible 
and relevant at every level within the 
business, not at the sidelines but at the 
centre, providing robust, reliable, 
accurate planning and forecasting 
and high end-user 
satisfaction.
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What are your top tips for Resource Planners?

Confidence is Everything

Not only self confidence - which is important -  but also the confidence that your 
stakeholders place in you. When you get it right, confidence levels go up and over 
time, you become a trusted member of the operational team – so your advice is not just 
listened to but actively sought out before key decisions are made.

Conversely getting it wrong (which does happen!) sees 
your stakeholders scrutinising your output more carefully 
– which means they’re spending their time trying to do 
your role rather than their own. Planning is really about 
getting it right first time, demonstrating professionalism, 
expertise, ownership and a willingness to deliver.

Preparation

Part of being highly credible is extensive preparation; 
ensure you understand what it is you are trying to 
convey. Keeping the message simple can only be done if 
you have a solid understanding of what is going on, 
covering all of the angles. Remember you’re the expert.

Don’t Stop Learning

I’ve been working in planning for nearly 20 years and I’m still learning on the job. In any 
given environment I have to identify who the experts are and seek out their wisdom.

As part of a recent project I had to learn about the justice system and various 
processes that support it from a workflow point of view, which was very interesting 
indeed - once I got my head around it!

Finally… Enjoy What You Do! 

Have a passion for delivering and achieving, support your team, 
support your operational business goal and - most important of all - be 
the best planner you can possibly be.
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Salary & Benefits Information
Taken from our 2011 Salary and Benefits Surveys, this information reflects the most up-
to-date benchmarking for Forecasting & Planning Managers throughout the UK.

Salary by region:

Minimum Maximum Average

National 25 45 35

Scotland 25 43 34

North East 30 40 35

North West 33 45 39

Yorkshire 30 42 36

East Mids 33 40 36.5
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Salary by industry:

West Mids 33 45 39

East Anglia 34 45 39.5

South West 30 45 37.5

South East 32 41 36.5

London & Home Counties 32 45 38.5

Wales 31 42 36.5

Minimum Maximum Average
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Industry Average Salary

Banking/Financial Services 43

Central/Local Government 33

Charity & Non Profit 36.4

Distribution & Logistics 38.3

Insurance & Healthcare 34.6

Leisure & Travel 35

Market Research & Marketing 32

Media 40.3

Motoring 38

Online 36.4

Outsourcing/BPO 35.5

Retail & E-Commerce 34.5

Telecoms, ISP & IT 37.2

Utilities 37.6



Benefits
Bonus Scheme: 86% of Forecasting and Planning Managers received a bonus, 
ranging from 0-30%. Financial Services & Banking, Telecoms & IT and Retail & 
eCommerce were the most generous sectors, with some respondents between 
20-30%. In the Government & Public Sector, there were no bonuses awarded. 

Car Allowance: 43% of respondents were provided with a car or car allowance, with 
these split 70% and 30% respectively. In this instance, however, those with a company 
car estimated the value of their car at under £6,000, whereas the car allowance was 
generally up to £8,000. 86% of respondents were offered free parking at their 
workplace.

Holiday Allowance: For these professionals, the holiday allowance was generally 
above 26 days, with a fairly even split between 26-29 days and 30 days or more, at a 
combined total of 57%. 22% had between 20-23 days holiday, and 20% were offered 
between 23-26 days. The most generous holiday allowances were in Financial Services 
& Banking, and Retail & eCommerce, closely followed by Telecoms & IT.

Pension Scheme: The pensions offered to Forecasting and Planning Managers 
were very generous, particularly in Financial Services, Telecoms & IT, and the 
Government & Public Sector. In over 60% of cases, the employee contribution was 
more than doubled by that of the employer.

Other benefits: Over 50% of respondents had 
Private Healthcare included in their package, with 
36% receiving Life Assurance and 86% offered Death 
in Service. Only 7% were offered a Long Term 
Incentive scheme, and just under half participated in a 
company Shares Scheme.

21% were offered Childcare Vouchers by their 
employer, with 43% provided with a Subsidised 
Canteen and 36% a Subsidised Gym. 14% were 
offered some form of other benefits.
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Get in Touch
If you need any more information on how Cactus Search can help 
you as an organisation or as a candidate, please contact us.

Head Office  
30 Foregate Street
Worcester
Worcestershire
WR1 1DS

London City Office 
106 Leadenhall Street
London
EC3A 4AA

 Registered Office  
Meriden Hall
Main Road
Meriden
Coventry
CV7 7PT

Tel  0845 519 3310 

Fax  01905 330 787

 E-mail info@cactussearch.co.uk

Website  www.cactussearch.co.uk
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