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Metrics
absenteeism, 107
cost, 25
human resources, 25, 93, 94
manufacturing ERP, 93, 94
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importance of, 209, 222
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project champions, 220-222
reporting, 211
return on investment, 281, 282
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effectiveness (OLE)
On call programs, 102, 103
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Operations
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234, 236
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and ROI analysis, 281
as source of WMT data, 256
time and labor activity data, use
of, 14, 180, 181. See also Data
collection
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Outsourcing, 267, 268
Overall equipment effectiveness
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Overall labor effectiveness (OLE),
92-94, 121
Overtime
and absenteeism, 105-107
alerts, 210, 212, 276
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costs, 63
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and-accounts payable, 286, 288,
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management, 289-291
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savings, 60
value of payroll department to
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and WMT return on investment,
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Payroll manager, 235, 287, 288
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Performance management, 62, 63,
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Personal computers (PCs) as data
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European employees, 52
international business, 52, 54
and labor activity data, 33, 34
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Project manager, 235
Pyramiding, 63, 80:-61, 255
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international business, 51-55

Remote monitoring, 96, 97

Reports, 8-11, 28, 50, 64, 70, 72,
84, 115, 119, 125, 144, 188,
191, 193, 198, 206, 207,
210-211, 253, 257, 266, 287

Request for proposal (RFP), 195,
232

Request for quote (RFQ), 232

Requirements analysis, 232, 270,
271

Retail industry, 40-42, 96, 97, 99,
126, 127
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Return on investment (ROI)
analysis of WMT system, 281,
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cost control and increased
revenue, 26
guidelines for, 58, 59
overtime reduction, 75, 76
payroll, 59, 60
significance of, 90
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Risk
analysis, 280

management, 21, 55, 92, 114, 115
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Root-cause analysis, 230, 231
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258
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Sartain, Libby, 148, 149
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scale
Schedules and scheduling workers
and absenteeism, 107. See also
Absenteeism
adjustments, 108, 164, 166-169
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and budgeting, 171, 172
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demand-driven scheduling, 68,
160, 163, 173
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Europe, 52
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expenses, managing, 25

factors affecting. 155, 156
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157, 162, 174, 175
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ghost schedules and ghost
nunches, 171

bolidays, 130132, 135. See also
Holidays

and inventory control, 174

levels of automation, 163-165,
175

and management styles, 147, 148

manual systems, 162, 163

minors, 113

and mission-based configuration,
210, 212, 215, 219, 220

models for, 158-160, 174

optimal, 157-158

and organizational maps, 254

processes, 164

principles of, 174

reasons to resist automated,
169-170

resistance to automated
scheduling, 167-170, 175

resource scheduling, 49, 50

rotations, 156, 174

schedule logic, 159
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seasonal, 8, 106, 156, 160, 173,
174
self-scheduling, 84, 86, 87, 107,
143-145, 148, 161
shift bidding, 85, 86, 161
shift swapping, 161
software, 36
staffing compared, 159, 160
staffing systems, 165, 1606, 172,
173, 175
types of schedules, 156, 174
variable demand, 156, 174
Score cards, 38-42
Security issues
access control, 97, 98. See also
Access control systems
government sector, 45
system components, 194,
196-198, 207
WMT systems, 265, 266
Segregation of duties, 66
Self-scheduling, 46, 84, 86,
143-145, 161
Self-service capabilities, 8386, 2€9
Shadow employment, 66
Shadowing (temporary stafi
rotations), 5
Shift bidding, 85, 86,-161
Shift premiums, 7, 79, 102
Shift swapping/ 143, 161
Shifts, 258
Sick leave, 78
Six Sigma, 8, 92, 153, 230
Small and mid-size companies, 87
SME, 237, 239, 248. See also Subject
matter experts
Social Security Numbers (SSNs),
183, 197
Software
benefit programs, management
of, 132, 133
best of breed, 262-264, 268

budget management, 68, 69
calendar functions, 128, 129, 135
configuration, 123, 124, 134
edit features, 83, 124, 125, 134
error reporting, 127
filters, 127, 128, 134
and hardware requirements, 200,
207
holiday management, 130-132,
135. See also Holidays
maintenance issues, 204, 205
paid time off calculations,
133-135
reason and comment tracking,
125-129, 134
scalability, 202-205
selection Gf,+123, 124, 194-202,
262
staffng systems, 159, 160
tacking functions, 129, 130, 132,
133
upgrading, 279
Software as a Service (Saa$), 267,
268
Spreadsheets, 69, 70, 72
Staffing, 159, 160, 165, 166, 172,
173, 175. See also Schedules
and scheduling workers
Standardization
absence management, 106, 126
and evaluation of WMT,
200-202, 207
and fair treatment of employees,
146. See also Equal and fair
treatment of employees
holidays, 257
importance of, 12, 268
indicators of, 201, 207
pay codes, 254, 258
policies and practices, 257, 258
productivity measurements, 68,

69
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State laws and regulations, 75,
80-82
Strategy
gauging attitudes, 222
for improved staffing, 273
human capital management, 31,
32, 169
sales, 40
shadowing, 5
Subject matter experts, 237, 238,
248
Summary analysis, 231, 232, 245
Supply and demand, 57, 85, 87,
173
Supply chain management (SCM),
74, 256
System administrators, 196, 198,
199, 206, 259
System components, 194-202
System life cycle, 88-90
System maintenance, 204, 205
System mission hierarchy, 274
System requirements. See
Requirements analysis
System study, 230, 231, 245
System upgrades, 88-90

T
Takt, 127
Talent managemerit, 142, 150, 151
Tardiness, 104, 105, 109, 111, 114,
118, 128, 129. See also
Absenteeism
Technology
computer aided design (CAD),
30
evolution of business
technology, 26-31
and Generation X and Y
employees, 35
Tier 1 suppliers of outsourced
IT, 239, 246

timekeeping, 27, 28
Workforce Management. See
Workforce Management
Technology (WMT)
Telephony data collection,
183-185, 193-195, 197, 198,
202-204, 207, 250, 252, 253
Theft, preventing, 98, 99
3M case study, 7273
Tier 1 suppliers of outsourced IT,
239, 246
Time and attendance systems.
See also Absenteeism;
Workforce Mariagement
Technology-*WMT)
automation( brnefits of, 11-14,
47
expentes, managing, 25, 26
as suategic decision making tool,
10, 14
Time and labor management.
See also Workforce
Management Technology
(WMT)
terminology, 21
Time cards, 64-66, 68, 76, 181, 260,
261
Time clocks, 20, 27, 28, 37, 38, 53,
54, 76, 94, 96-101, 103,
114-118, 167
See Biometrics
See Badges
buddy punching, 187, 196-198
data collection, 180-192,
195-197, 207, 253
evolution, 28
Time-off benefits, 77, 78, 84
“Time to pay” cycles, 53, 54
Timing, 25, 26, 106, 161, 215, 259,
260, 276
Total cost of ownership. See Cost
benefit
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Total time accounting, 49
Toyota, 92-93
Training. See also Education
Attitudes, 61
budgeting for, 278, 279
certification requirements,
tracking, 103
evaluating, 89
learning management systems
(LMS), 23
management, 152-154
and WMT maturity curve, 18
Transparency
creating, 17, 57, 62-64, 71-73
government sector, 45
lack of, 90
Travel time and mileage, 99,
100
Turnover, 22, 25, 46, 53, 137,
140-145, 147, 151, 153, 161,
200. See also Retention

U
Unions
Europe, 51, 52
and Family Medical Leave sct
issues, 111
and flexibility of woriforce,
95
minimum heur guarantees,
101
overtime, 75, 76
and self-scheduling, 86
University of Chicago, 161
Universities and colleges, use of
WMT, 43, 44
Unplanned absences, 104, 105,
108. See also Absenteeism
Unproductive time. See
Nonproductive time
Upgrading systems, 88-90
Use it or lose it programs, 120

\%
Vacation time, 78, 120. See also
Paid time off (PTO)
Vietnam, 53
Visibility
and accountability, 71, 90.
See also Accountability
and approvals, 65
and budgeting, 68-69, 71, 72
and compensation programs, 81
and cost accounting, 83
labor data, 9, 10, 14, 121.
See also Real-time labor data
lack of, 16
manufacturing-ase study, 36-38
and WMT systeins, 23
Voice validation, 66, 183, 197

A\
Wage.types, 254. See also Pay
codes
“Wendover, Robert, 150
Wetwear, 61-63, 210
What-if analysis, 22, 23, 36
White collar leave, 77-78
Work in progress (WIP), 29-30,
38
Worker’s compensation, 105
Workforce Management
Technology (WMT)
described, 21-24
evaluation of system
components, 194-202
future of, 291
hardware requirements, 200,
207
hosted solutions, 267, 268
obstacles to adoption of, 59, 60
Office, WMT, 291
as platform for integration, 22,
23, 89, 255-265, 268

as proactive business tool, 282
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Workforce Management “Working the clock,” 101, 103,
Technology (WMT) 115-118, 121
(Continued) Working Time Directive (EU), 51
return on investment. See Return Workload requirements, 206, 207
on investment (ROI)
software. See Software z
system documentation, 259, 260 Zero-base budgeting, 72, 73
use of in positioning company Zone features, 123

for sale, 293-295 Zones, 258



