
Case Study

 ON THE NICE SOLUTION

ABOUT AEC
AeC, one of the largest and most respected business process outsourcing 
companies in Brazil, provides contact center, telemarketing, software, 
health management, and other consulting services. With more than 25 
years in the market, the company’s clients are of all sizes and from various 
market segments, such as telecommunications, finance, retail, government 
and health services, among others.

AeC employs over 30,000 people. It operates contact centers in Belo 
Horizonte and nine other cities in Brazil, with 15,000 agents providing 24/7 
service. The contact centers handle millions of interactions annually.

THE CHALLENGE
AeC invests heavily in infrastructure, technology and, mainly, in human 
capital, in order to ensure its clients and their customers get the best 
service possible. This entails an effective workforce management system, 
providing scheduling services and analytics for performance metrics.

The company’s existing workforce management (WFM), including 
scheduling, was very manual and suffered from incomplete data. 
Employees were frustrated by the lack of flexibility in scheduling and the 
lack of accuracy in tracking their adherence. The system was not user-
friendly and the WFM managerial team had to invest hours creating 
reports. Managers and agents spent much time on correcting reporting, 
and it was difficult to draw out effective analysis for staffing.

These inefficiencies, inaccuracies and workarounds made it clear to the 
AeC team that a new WFM approach was necessary at the company’s 
contact centers.

CUSTOMER PROFILE
Business process outsourcing

WEBSITE
www.aec.com.br

LOCATION
Throughout Brazil

BUSINESS NEED

 y Employee engagement
 y Accurate reporting
 y Schedule adherence
 y Cost-effectiveness
 y Efficiency

NICE SOLUTIONS

 y Workforce Management

RESULTS ACHIEVED

 y 12% reduction in labor costs
 y Accurate occupancy planning, scheduling
 y WFM centralization
 y 97% drop in days-off scheduling conflicts
 y 37% drop in schedule change requests
 y 49% drop in manual days-off change requests

“With NICE WFM, we know we’ve 
created the best possible schedule 
for each individual agent.”

Marli Mesquita 
Planning Coordinator

AeC
WFM Slashes Scheduling Conflicts and 
Boosts Engagement for Major BPO
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THE SOLUTION
AeC found that NICE Workforce Management 
(WFM) met the company’s organizational needs, 
as the most comprehensive, efficient and cost-
effective solution on the market. NICE WFM’s 
work rule customizability and easy configuration 
allowed

AeC to fully automate a host of scheduling 
processes. These included shift trades among 
agents, ghost trades, and change requests, as 
well as relevant staffing adjustments impacted 
by shift changes.

NICE WFM eliminated the need to bring routine 
scheduling requests to the management team 
for approval. Any potential conflicts arising from 
schedule change requests are immediately 
alerted to supervisors for follow-up if needed.

The solution also allows agents access to their 
schedule updates when they are not in the office. 
This means more timely, convenient and user-
friendly scheduling, up-to-date schedules, 
better forecasting, and the elimination of a 
source of employee frustration.

Minimum Disruption for Maximum Results

AeC accepted a challenging timeline for NICE 
WFM implementation, approximately 70 days, in 
order to achieve a return on investment in time to 
meet fiscal year objectives.

If accomplished, the company could be 
confident regarding projected gains suggested 
in the WFM project justification and business 
case analysis.

In addition, AeC leadership felt a short timeline 
would minimize the effect of the WFM transition 
on the business and on agent satisfaction.

“With 15,000 agent schedules on the line,” AeC 
Planning Coordinator Marli Mesquita said, “we 
knew it was an extremely aggressive timeline 
and any failure would impact the final result.”

For the list of NICE trademarks,  
visit http://www.nice.com/nice-trademarks

About NICE
With NICE (Nasdaq: NICE), it’s never been 
easier for organizations of all sizes around 
the globe to create extraordinary customer 
experiences while meeting key business 
metrics. Featuring the world’s #1 cloud native 
customer experience platform, CXone, 
NICE is a worldwide leader in AI-powered 
self-service and agent-assisted CX software 
for the contact center—and beyond. Over 
25,000 organizations in more than 150 
countries, including over 85 of the Fortune 100 
companies, partner with NICE to transform—
and elevate—every customer interaction. 

www.nice.com

The implementation project was built on three 
main pillars: definition, organization, and 
execution. The first phase, therefore, was 
configuration of the environments in which NICE 
WFM would be rolled out. This was carried out by 
strategic planners and analysts from six of AeC’s 
operational units in just five days.

After that, there were two waves of technical 
enablement, sharing knowledge about the NICE 
WFM tools with strategic planners and the 
tactical IT team. This ensured the new system 
would be incorporated correctly in the AeC 
business and technical support ecosystems.

The next step was integration of the NICE WFM 
solution with AeC’s current performance 
management platform. That was followed 
immediately by training packages for leaders, 
managers and supervisors regarding the use of 
NICE WFM metrics and features. Specifically, 
training was carried out in courses about 
schedule adherence and WebStation use for 
supervisors. Agent training included a 
knowledge base and courses online, in AeC’s 
e-learning system.

NICE WFM was then integrated into the AeC 
payroll and hierarchy management systems, to 
ensure accurate compensation and human 
resource allocation. The final integrations were 
with the ACDs used by AeC, Avaya and Cisco.

In collaboration with NICE, AeC carried out all 
the necessary integrations and training to meet 
the very tight timeline it had set for itself. And the 
company rapidly saw the results.

Amazing Improvements Impact Agent Experience

With NICE WFM providing the necessary data, 
automation and analysis, the most immediate 
impact for AeC was an increase in contact 
center scheduling efficiencies. This reduced 
labor costs in most of the company’s operations 
by about 12% (for example, from 516,000 to 
455,000 Brazilian Real per month in one area).

While that effect was evident from the initial 
implementation of NICE WFM, general staffing 
and occupancy planning were also optimized. 
This was the result of NICE WFM automations 
relieving analysts of routine management tasks, 
giving them more time for value-added activities 
such as developing new strategies and methods 
for managing forecasts and schedules.

Agents, supervisors and managers adapted 
relatively quickly to the new NICE WFM tools and 
processes, which became measurable through 
significant improvements in agent experience 
metrics, such as:

• Days-off scheduling conflicts dropped by an 
amazing 97%.

• Schedule change requests dropped by 37%.

• Manual days-off change requests dropped by 
49%.

NICE WFM replaced guesswork, manual effort, 
and last-minute workarounds with hard data and 
automation, producing accurate planning and 
scheduling, as well as more engaged and 
satisfied employees.


