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The evolution of 
workforce management
What a ride the last ten years have been. The workforce management  
industry has changed beyond recognition. It has brought positive change 
to the work lives of millions and helped businesses who rely on the  
deskless workforce become more efficient, productive and profitable.   
And this is just the start.

The industry is expected to more than 
double in size in the next four years,
with data-driven workforce management
taking center stage and fueling growth. It’s 
a far cry from the days of handwritten
rotas pinned to the wall in the staff room
and your managers spending hours of
their time trying to find cover for shifts.

The WFM evolution is continuing at pace.
Just have a think of where your business 
is on the curve below. As you can see, 
optimizing schedules and auto scheduling
is now becoming commonplace, and WFM 
softwares will automatically generate 
schedules based on business needs and 
employee wishes.

At present, the final destination on this
journey is intelligent, proactive WFM using
AI. It is the last step of the curve and it’s
where every business relying on the
deskless workforce and shift workers
should be going. For example, Gartner is 
predicting that by 2022, 30% of Tier 1 
retailers will leverage intelligent automation
among their store workforce to improve 
business outcomes through better 
customer experience and associate 
engagement.

It’s why all the industry buzz is about 
the impact AI will have on workforce 
management. But what does AI in WFM 
look like? What does it mean? And how 
can it benefit your business?
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Why the AI hype is real
Artificial Intelligence is already everywhere and something that 
impacts our lives on a daily basis. From voice assistants and search 
engines through to personalized playlists from Spotify and the latest 
recommendations of what to watch on Netflix. AI is an area of computer 
science that emphasizes the creation of intelligent machines that work 
and react like humans. Something we rely on each day.

There are two types of AI:

Supervised AI learns from labelled
data and helps us when we know
exactly what it is we’re looking for
or want.

Unsupervised AI on the other hand,
is what’s used when we want to
gain insight from a large amount
of unlabelled data and where deep
learning comes into play.

AI +WFM = True
But who in WFM is AI for? It’s basically for
any business that wants to get better,
optimize both its HR and operations, and
that uses (or wants to use) business 
drivers for more accurate schedules.

And while integrating AI into your WFM 
solution might sound exciting, what do we 
actually mean by data-driven workforce 
management? Let’s break it down.

1.   It means using data from your
    workforce management solution
    to make better decisions for your
    business and employees.

2. This helps you drive better
    engagement, gain additional
    insights and create stronger ROI.

In the future, AI in WFM will develop even 
more, meaning the solution providing 
suggested actions to you, the user, based 
on learnt behavior and automated 
predictions. So instead of, for example, 
defining rules for scheduling, your WFM 
system will be able to mimic human 
behavior by making proactive suggestions 
based on its analysis of large sets of 
different data.



AI also frees up time for your managers 
on administrative work, meaning that they 
can spend more time with their staff and 
developing the business. Initiatives that, 
in the end, play a big part for the future of 
your business and your results.

At its core, AI and data-driven workforce 
management, helps you work smarter. 
It makes your life easier, your staff and 
customers happier, and your business 
more successful and profitable.

The benefits of 
data-driven WFM
As well as enhancing the existing ROI your business 
already gets from your WFM solution, AI labor forecasting 
can take your business optimization even further. 

With it you’ll see increased: 

• Forecast speed and accuracy 

• Schedule accuracy 

• Employee happiness 

• Savings in time & cost 

• Sales opportunities 

• Compliance

Example of ROI 
where AI in a WFM 
solution is used:
Here’s an example of the kind 
of ROI you can see when AI 
is used in a WFM solution for 
one of our customers. This 
real-life example looks at the 
ROI seen in 6 months from a 
business with 30 stores and 
300 employees.

Payroll admin 
from 2 days to 

5mins

0.6%  Sale uplift

ROI from first 6 
months of use

100% employees 
engaged via mobile 

within 1 week

655h unplanned 
absence saved

4000h overtime 
saved, saving 

€25,000



Should AI be feared?
For all the excitement and positives surrounding advances in AI, there are 
still elements of cynicism and concern surrounding the technology.

This boils down to two key questions: 

• Will AI replace human jobs? 
• Will AI be as good as a human  

at creating schedules?

Our take on this is simple; AI will never fully 
replace people and won’t (at least not in 
the immediate, foreseeable future) 
behave in the same way and with the 
same nuances as a human. Sure, if you 
wanted it to, it could act autonomously. 
However, in the case of AI in WFM,  
presenting suggestions in combination 
with the power of AI and human touch 
enhances your ability to make the best 
decisions for your business.

As such, the use of AI in workforce  
management software should be seen 
as an enhancement - not a replacement 
of a person.

There are fears that AI in WFM software
will be used to exploit workers, keep costs
low and increase profit margins to the
detriment of employee wellbeing. And 
they are fears that are justified. Certain 
algorithms don’t take time rules or 
scheduling fairness into account. In the 
hands of “bad” managers or companies 
who don’t prioritize employee wellbeing, 
schedules will be automatically created
that ‘ignore’ staff regulations, have no
regard for work life balance, aren’t 
communicated in advance and don’t 
handle absence or holiday requests 
effectively.

However, we believe a happy workforce 
equals a happy business. That’s why, in 
the long run, businesses who don’t 
prioritize employee wellbeing in their 
scheduling practices will face 
consequences like higher staff turnover, 
lower productivity and higher sick-
percentages.

The flipside is AI can be used to optimize 
schedules based on employee happiness. 
This means taking into account factors 
like schedule stability, predictability and 
fairness. Quinyx has for example already a 
strong set of time rules allowing schedules 
to be optimized for fairness. Furthermore, 
we also care about employee opinions 
regarding their work life and have the 
ability to collect opinion data which can be
used to improve the algorithms for the better.  



“Algorithms are not inherently bad.  
Automating transactional and repetitive 

tasks should free people to do more  
interesting and meaningful work. 

And for subtle and complex  
decisions that require human context 

and delicacy, there is the opportunity to 
harness algorithms to increase the  

effectiveness of workers by optimizing 
their combined talents, rather than  

maximizing their individual contributions. 

In other words, rather than using  
algorithms as a weapon of workplace 

surveillance, you can instead use them 
as a catalyst to hack your work culture 

and organizational structure.”

As Mike Walsh, the author of The  
Algorithmic Leader: How to Be Smart When 
Machines Are Smarter Than You, writing in 

the Harvard Business Review, explains: 



1. Happiness
Happiness is where to optimize if employee
engagement is a priority. For example, a
schedule optimized for employee happiness
can ensure that an employee doesn’t work 
every weekend and has sufficient time off 
between shifts. The AI in your WFM system 
will use rules and data to ensure your 
employees are working shifts and shifts 
patterns which are most likely to keep them 
happy. The upshot of this is a happy 
workforce and all the associated benefits 
this brings, such as improved performance,
less sick days and increased productivity.

2. Costs
AI can help you optimize for costs in a
number of ways. For example, it can help
you reduce your spend on overtime and
ensure you always have the minimum
staffing levels in place to meet forecasted
demand. This means you’ll never be 
overstaffed and you will always be operating 
within your budgeted labor costs.

3. Performance
By analyzing data such as historical sales
and satisfaction levels, AI in your WFM 
system can help optimize your performance
by making sure you always have more staff
working a shift than your demand forecast.
This means you’ll have extra staff working
who can concentrate more on delivering
an exceptional service to your customers.

AI in action
At Quinyx, we’ve been doing various levels of AI for years. It’s not new to 
us. Right now, the best WFM solutions will use elements of AI and machine 
learning to help with everything from building schedules through 
improving absence management. AI gives you the power to optimize your 
business in terms of balance service levels and costs.... and to choose 
what that optimization looks like.

Three areas of 
optimization 

Typically, the businesses we work with 
want to optimize in three key areas - 
happiness, performance and cost.

You can choose where you want to 
optimize and choose what areas to focus 
on in direct relation to your KPIs. What you 
can’t do (yet) is optimize for all areas, all 
the time. Although we would argue that 
when optimizing your schedules for 
employee happiness, you’ll in effect also 
be optimizing for performance and cost.

Source: Widget Brain



How can AI improve 
scheduling?
Everyone’s idea of an optimal schedule is different. And, based on your 
KPI’s, your scheduling practises will change depending on what areas 
you’re looking to optimize and what ROI you want to see.

Look at this way, when automatically 
creating a schedule and assigning the 
shifts to available employees, there are 
a number of criteria to be taken into 
account. Each factor is either in support 
of business optimization or employee 
fairness and there’s a sliding scale 
between the two. You can set the rules - 
and choose where on the scale you want 

to sit - and then the AI will generate the 
schedule. As an example, if you want the 
schedule to favour employee fairness you 
can tell the solution to account for shift 
desirability ratings or prioritize notices of 
interest. Where as if you want it to favour 
business optimization, you can tell it to 
assign the cheapest employees first and 
prioritize skill matching. 

What is an optimal schedule for your business?

Optimization Fairness



Optimized schedules are built 
on the foundation of intelligent 
forecasting and, in Quinyx, have 
a 5-step evolution process that 
looks like this.

1. Forecast
This is the ability to present a 
forecast to local managers for 
them to edit and/or have as 
context when scheduling. 
Forecasts may be presented to 
Quinyx ready to go, or Quinyx 
may use algorithms, trends 
and historical data to generate 
the  forecast. 

2. Optimal Staffing
This is the ability to define dynamic 
and/or static rules based on where 
you want to optimize.

3. Autoschedule
This is the ability to generate 
unassigned shifts with algorithms 
using forecast and optimal 
staffing as base input.

4. Automan
This gives you the ability to assign 
shifts to employees based on 
employee rank and shift rank and 
also taking contracted hours and 
availability in account.

5. Assistant 
Be able to give users assistance 
when scheduling and handling 
daily tasks such as leave applications, 
reassigning shifts due to sickness 
or other absence and act on 
intelligent recommendations. 
This feature is currently under 
development.

Automated scheduling can be done with 
the press of a button. Right now, it’s 
possible to create shifts based on employee
skills and experience, or even around your 
businesses’ busiest times. You can also 
reduce the risk of noncompliance with 
automatic checks against working time 
directives and employee contracts, to 
ensure your scheduling is always in line 
with requirements.

Within Quinyx, both in the desktop and 
mobile view, your managers will be given 
a ‘smart list’ of people to fill a shift if for 
example someone has called in sick or is
at holiday. These are lists of available 
employees sorted by relevance/likelihood 
to accept the shift based on skills, 
availability, desire to work and more. 

Your manager can then select the best 
person to fill the empty shift and this 
person will then automatically receive a 
notification through the mobile app telling 
them they’ve been added to the schedule. 
Employees can also be proactively 
notified an open shift matches their 
request to work additional time.
 



How can AI improve  
absence management?
When absence management is controlled through your workforce 
management software, it gives you the ability to manage absence and 
create optimized schedules in a better way.

        What else will you be able to do?

• You can facilitate real-time  
communication between  
managers and employees on  
absence requests.  

• You can automatically  
(and manually) check absence  
balances to ensure the employee  
is not taking excess time off.  

• You can forecast future balances 
for all regulations and planned 
leave usage and calculate the  
accrual of earned time off. 

• You can reduce the risk of  
noncompliance with automatic 
checks against working time  
directives and employee contracts. 

• You can ensure absences are  
paid out at the right rates.
 

Thanks to the amount of data you’ll have 
at your fingertips you’ll be able to make 
better decisions surrounding your  
absence management. Through seeing 
the patterns and trends in your historical 
data, you’ll be able to better plan for  
absences.

Furthermore, artificial intelligence and 
machine learning within your software 
notify your managers on how likely it is 
that someone will be absent on any 
given day. And, like above, it also gives 
them intelligent suggestions for which 
employees who can replace those that 
are absent both before and after the 
requests are approved.

 



How can AI streamline 
forecasting?
Quinyx has always - and always will be - a cloud-based solution. This 
means we can leverage anonymous data from across different industries 
- to help create intelligent forecasts. Because we have more data 
available to use, we’re also able to make smarter recommendations 
which help you make better decisions.

The advanced forecasting in Quinyx, 
creates optimal schedules based on your 
forecasts and historical data and balances 
your planned costs against results to 
create the most profitable resource plan.

AI can automatically answer the 
following questions for you:

• Do we have the right number of 
staff, supervisors and managers? 

• Are all our time slots and  
shifts covered? 

• Have we planned appropriately 
for our busiest periods? 

• Are we compliant with the law? 

• Can we find a replacement to fill 
a shift if someone calls in sick? 

• Are we on budget for what we’re 
spending on staff overheads?



And because all this happens through 
an app, your business immediately 
becomes seamlessly integrated with 
your employees lives - making life easier 
for them and simpler for you. 

How can AI boost  
employee management?
Employee engagement is a hot topic because - guess what - a happy 
workforce makes for a happy business.

         AI helps with employee 
          engagement by:

• Ensuring your staff don’t work 
countless ‘anti-social’ shifts. 

• Providing you and your employees 
tools to deliver consistent  
recognition and communication. 

• Allowing you to get a snapshot  
in an instant of how your  
workforce is feeling and act  
on their feedback. 



AI & the future
As you can see, AI is already shaping the industry and helping create even 
more powerful tools for business optimization. But where do we go next?

As AI advances it will be able to do things like 
suggest actions which end users simply say 
‘yes’ to and multiple actions will be performed 
at once, learn how users act, automate tasks, 
and identify trends to help with future  
planning. It will also be possible for this to 
happen automatically. The result will be a 
significant amount of admin time being saved, 
as well as the right people always being in the 
right place, at the right time.

Here’s our breakdown on what to expect in the 
future for AI and workforce management:

1. Publically available data helps  
AI predictions
Here’s a fun fact - data from Google searches  
in 2019 shows a direct correlation with the 
number of sick days taken in any month. When 
searches for things such as ‘colds’ and ‘influenza’ 
peaked, so did the number of sick days.

AI will be able to analyse this kind of data - and 
others like it - to give you suggested actions. 
For example, AI in the forecasting module will 
look at other data streams relevant to your 
business, such as public holidays, weather or 
big events taking place in the vicinity of one of 
your outlets, in order to create more accurate 
forecasts. 

2. Say hi to your new assistant
The suggested actions above will be presented 
to you in the form of a virtual assistant 
integrated within your WFM software. Based 
on learnings from historical data analysis and 
generated forecasts, the assistant can suggest 
actions on how to improve the schedule, then 
perform multiple actions when you agree to a 
suggestion.

3. Machine learning suggests actions  
based on interaction 
Machine learning is used to analyse how users 
(especially managers) handle different tasks. 
Once strong patterns are identified, they can 
be automated. For example, if the AI sees 
you’ve performed an action 20 times, it will ask 
you if you want to automate the action from 
now on. 

Data will talk to you if you’re willing to listen. AI 
will be able to alert you to employee patterns 
which could highlight for example a flight risk. 
It will also be able to give you weekly reports 
to help you understand things like the impact 
edits you made to the schedule had.

4. Automated recognition & rewards for staff
Rewards and recognition play a crucial role 
in employee engagement. Right now, when 
engagement is built into your WFM software, 
your employees have the ability to recognize 
and reward their peers with virtual badges. In 
Quinyx, these include Super Colleague, Problem 
Solver and Always on Time.

AI will be able to automate this recognition, 
giving your employees automated badges for, 
say, punching in on time. There’s also the 
possibility that rewards like additional 
compensation will be given out by AI.

5. Facial recognition, step counter  
& time clock integrations catch  
automated deviations
With this feature, AI will match images of 
employees punching in to images you have on 
your employee profiles and alert the manager 
if it’s less than 90% likely to be the same 
person. Health devices and time clocks can 
also be connected with badges with rewards 
being triggered for goals like the most steps 
taken at work.



AI and machine learning have already played a 
huge role in shaping the direction the 

workforce management industry is travelling in.

We’re already using AI at Quinyx. We’re using it to 
help you make better decisions, to free up your 
time, to save you money, to reduce your admin 
and to eradicate errors. In short, we’re using it to 
do all the things machines excel at, giving you 

the freedom you need to bring the human touch 
to your business and create a happy workforce. 

Because a happy workforce means a happy, 
successful and profitable business.

Are you interested in finding out more, 
please contact our AI experts today.

In Summary

*All functionality mentioned in this 
report is subject to change

https://www.quinyx.com/demo



