
CASE STUDY

Virtual-Agent Services delivers higher levels of
customer service with Calabrio Workforce
Management

Background
Virtual-Agent Services is a unique provider
of contact center solutions for today's
demanding customer care industry. VAS
provides a variety of inbound call handling
options including sales and customer
support, reservations, customer account
maintenance and credit management. In
order to more efficiently manage their
evolving global contact center business,
Virtual-Agent Services decided they
needed something better than their current
solution.

The Calabrio Solution
Calabrio Workforce Management (WFM) is
an industry-leading software solution for
multi-site staff forecasting and scheduling.
One of the unique and most distinctive
elements of Calabrio Workforce
Management is its underlying philosophy
to produce schedules in a single step.
Workforce Management can:

> Be connected to an unlimited number
of phone systems, Automatic Call
Distributors (ACDs) and
Computer Telephony Integration
systems (CTIs) simultaneously

> Manage an unlimited number of sites
from one or many locations

> Manage office locations spread out in
different time zones

> Operate in English, French, Spanish
and Portuguese

Robert Campbell, Director of Operations
for Virtual-Agent Services has this to say
about Calabrio. “Forecasts are up to date by
the half hour with Calabrio and we can
obtain agent stats as well as reports for our
different clients. We are given many
different options for these reports. There
are so many different options and available
reports.

We can set the agents up as cross-trained
within the system. Each agent name come
up on the daily maintenance schedule, so
we know who we have available at a certain
time. Calabrio knows our company and our
customers and has taken the time to get to
know us and our needs.”
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About Virtual Agent Services

> Headquarters:
Schaumburg, IL with
Customer Care Center
operations headquartered
in New Brunswick, Canada

> Founded: 1999
> Locations: Thirteen centers

throughout Canada and
Europe including:
– Sussex (two locations)
– Doaktown
– Minto
– Saint-Louis-de-Kent
– St. Andrews
– St. George
– Neguac
– Petitcodiac
– Chipman
– Norton
– Rogersville
– Hillsborough
– Milan, Italy


