Workforce management staffs the work Learn it in 5 minutes

The Five9 workforce management page says WFM aligns agent resources with contact volumes
through the day, so the right number of agents with the right skills are available. It

describes volumes that sometimes exceed the people on hand, and times when more agents are
on hand than the work needs.

The workforce engagement page puts the same idea in one line: accurate multi-sKill,
multi-channel forecasts and schedules, real-time adherence, intraday management, and more.
WFM is that staffing layer. It is not a dialing mode and not a skill group.

Sources and go deeper

Workforce management. vendor.
https://www.five9.com/platform/insights-and-analytics/workforce-management. last checked
2026-10.

Workforce engagement management. vendor.
https://lwww.five9.com/products/capabilities/workforce-optimization. last checked 2026-10.



