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CORE COMPETENCIES
Pipkins, Inc. is a leading supplier of Enterprise Workforce Management (WFM) 

Solutions for the Contact Center Industry. Founded in 1983 with a specific focus 

on WFM, we are a privately-held, American-owned company headquartered in the 

Greater St. Louis area in Chesterfield, Missouri.

• Forecasting, scheduling, real-time adherence and vacation planning

• Performance management

• Hosted, premise-based and mobile WFM

• Solutions to effectively manage at-home agents, back office and off site staff

• Time & attendance tracking, task tracking, and compliance monitoring

• Mentoring and collaboration tools
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INTRODUCTION
From Dr.  James Pipkins

For more than 35 years, Pipkins has created and delivered 

superior workforce management solutions for contact centers 

of all sizes, including 13 industry-first applications. Not content 

to rest on our laurels, our team at Pipkins continues to develop 

new applications and enhancements to provide contact center 

managers with the tools necessary to improve the efficiency and 

effectiveness of their teams and their systems, and keep pace 

with today’s complex, ever-evolving, multichannel and omni-

channel contact center environments and back office operations.

The secret to our success?

Our systems produce positive, measurable results in terms of 

cost savings and increased productivity that improve your profit 

margin and bottom line:

• Up to a 25% reduction in Overtime Hours.

• Up to a 36% reduction in Average Queue Time.

• Up to a 12% reduction in WFM Admin. Hours.

• Up to a 7% reduction in Payroll Cost Per Hour of Handle Time.

• Up to a 10% increase in Forecasting Accuracy.

• Up to a 24% increase in Total Calls Answered.

*Results shown are based on previous customer performance. Your results may vary.
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In fact, most of our customers see sufficient cost savings and 

productivity gains to pay for their Pipkins’ systems well within 

the first year after implementation.

When you work with Pipkins, you benefit from an agile partner 

focused on delivering the accurate workforce management solu-

tions you need. We are dedicated to providing prompt, depend-

able service and continuously evolving to meet our customers’ 

changing needs.
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WorkForce NetworkTM

Pipkins’ WorkForce Network provides a wholistic management 
system for Contact Center and Enterprise workforce environments. 
The cyclical process includes Planning with forecasting, require-
ments and scheduling tools as well as, vendor resource manage-
ment functionality.

Intraday systems feature task tracking data collection with real time 
adherence and performance monitoring to optimize schedules and 
maximize production and/or service percentages.

Analysis of completed schedules and staff performance can be 
done with a single source of data feeding spreadsheet reporting in 
customized formats to meet specific needs.

The suite also includes fully integrated tools for compliance moni-
toring of screens and cameras, mentoring and collaboration, so all 
team members and supervisors  stay connected and fully engaged.

Changing WFM Forever!

Vantage Point TM

Accurate workload forecasts

		  . . .  optimal staff  schedules

Our new workforce management suite will help you con-

trol costs and improve the performance and productivity 

of your contact center agents, their supervisors and other 

members of your staff – Bank on it!

Planning is made easy with the most accurate forecasting 

tool available today. Powerful staffing features provide 

the necessary capability to optimize staffing levels and 

scheduling.

Intraday adherence monitoring and schedule editing 

tools provide the ability to optimize 

performance and efficiency by making 

adjustments on the fly. 

Using our proprietary algorithms, Vantage Point can help you 
generate the accurate workload forecasts and the optimal 
staff schedules you need, so you have the right mix of people 
with the right skills available at the right times to achieve 
your required service levels. Accurate forecasting and sched-
uling are key factors in your efforts to maximize productivity 
and control costs.
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IntelliVIEW is Pipkins’ new monitoring, mentoring and 
collaboration tool. It allows supervisors to monitor 
the screens and cameras of team members. It also 
features video conferencing and instant messaging 
for quick and easy ways for managers, supervisors and 
team members to communicate, and screen sharing 
for mentoring and collaboration. It’s ideal for manag-
ing remote or at-home workers and is fully integrated 
within your Pipkins’ workforce management suite.

IntelliTRACK provides time and attendance tracking, as well as 
superior, real-time task tracking data collection for all non-phone 
related activities. This task tracking data can then be used for fore-
casting and scheduling staff throughout your organization, as well 
as for your ongoing resource optimization efforts. Data from Intel-
liTRACK can also generate payroll timesheets for our Work
 Confirmation tool which then links to your payroll system, stream-
lining your payroll process.

intelliTRACK TM

intelliVIEW TM

eSmart TM

Spreadsheet  Reporting Module

With eSMART, you can see everything, know eve-
rything and take action right away, giving you and 
your teams the flexibility and agility to maintain 
optimal staffing levels and peak productivity during 
intraday. We’ve streamlined schedule management 
and adherence monitoring, consolidating your staff’s 
schedules, actuals and deviation information all on 
one screen. Plus, Intelligent Editing and Automated 
Editing can significantly reduce supervisory
and/or administrative time previously devoted to 
schedule edits and adjustments.

Pipkins’ Spreadsheet Reporting Module grovides the 
power to consolidate real-time performance data 
into customizable reporting and dashboards so you 
can get the actionable data you need to move the 
needle. The performance of agent, team, and group 
metrics can be quickly delivered to every level of 
organizations from the front office contact center to 
the back office to the executive suite by utilizing Key 
Performance Indicators (KPIs).
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IntelliTRACKTM

Pipkins’  cloud based task tracking solution provides accurate 

data collection for  use by your entire  workforce,  including at- 

home agents  and other  off-site  or  remote workers.

BETTER TASK TRACKING

Your entire workforce can log start and end times of 
the tasks they perform, as they perform them, in real 
time on their work station, smart phone or tablet.

IMPROVED FORECASTING

RESOURCE OPTIMIZATION

With better task tracking comes more accurate 
Average Handle Time data which in turn will improve 
your overall WFM forecasting accuracy.

Understanding the productivity of your workers will 
also aid in optimizing your total resource usage, and 
in planning when scaling operations up/down.

Forget  about the standard time clock apps you’ve used.  Retire 

those old-fashioned physical  t ime clocks at  the entrances to your 

facilities,  i f  you still  have them. IntelliTRACK does much more . . .
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POWERFUL TIME 
MANAGEMENT TOOLS

1

Task Tracking
Data Collection

IntelliTRACKTM provides superior task 

tracking data collection. Detail and 

summary reporting enables users to 

see performance data in real-time. 

Average Handling Time and total 

tasks handled provided data for pro-

ductivity percentage for each team 

member, work group, etc.

2

Adherence
Monitoring

eSMART™ allows adherence moni-

toring for intraday task tracking for 

each agent using IntelliTRACKTM. Each 

agent’s performance and adherence 

can be evaluated and any necessary 

adjustments, mentoring or assistance 

can be identified and implemented 

quickly and efficiently.

3

Productivity
Reporting

IntelliTRACKTM data reporting is eas-

ily produced in the desired format 

with Pipkins Spreadsheet Reporting 

Module. Production hours, completed 

tasks and average handling time 

calculations insure accurate data for 

forecasting and scheduling needs.
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Vantage Point.  The Accurate Workforce Management Solution.

Work Conf irmation
Agent to Supervisor  schedule confirmation and approval

Data Collection via 
intelliTRACK TM

The time, attendance and task tracking 

data logged in IntelliTRACK are used to 

generate payroll timesheets within the 

Work Confirmation tool. Billable hours 

can be tracked and charged to specific 

projects, departments or clients as you 

require.

Timesheet Review
and Approval

Workers use SwiftPik™ or SwiftPik 

Mobile™ to review and submit their 

timesheets. Supervisors review and 

approve timesheets for their team mem-

bers from within Work Confirmation. The 

process is quick and easy and doesn’t 

require either the workers or their su-

pervisors to log into a standalone payroll 

platform. The entire submission, review 

and approval process happens within our 

cloud-hosted workforce management 

platform, the same WFM system they use 

throughout every workday.

Payroll  Integration

Pipkins’ Work Confirmation integrates 

with ADP® and other payroll systems 

to streamline processes for your payroll 

and/or accounting teams. This integra-

tion also eliminates the risks of errors 

from having to manually input data into 

your payroll system. Compliance func-

tions such as pay/hours dispute resolu-

tion, auditing, etc. are also simplified and 

streamlined.
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Staff  Schedules

Work Confirmation supervisor screen 
provides a list of each staff member’s 
weekly schedule summary, including:

• First and Last Name
• Employee ID
• Regular Hours
• Overtime Hours
• Total Hours
• Schedule Status
• Agent Comments

Payroll  Process

Work Confirmation allows user with pay-
roll processing rights to modify approved 
for pay schedules.

• Bonus Additions
• Commission Payment
• Payroll Adjustments
• Other Configurable Capabilities

Schedule Editing

Editing capability through eSmartTM

technology provides an easy solution for  
reconciling and confirming each agents 
schedule in preparation for payroll.

• Confirmed, Disputed and Grievance Status’
• Schedule Detail Editing Capability
• Approve For Payment



SwiftPikTM Desktop

MANUAL RTA REPORT

Easily access Real Time Adherence Manual Report for  

accurate data, reflecting the shift hours including: total 

shift hours, paid activity time and unpaid activity time.

VACATION PLANNING

Use of a vacation planning system will make the life of your 

workforce manager and front-line supervisors much easier. It 

also boosts agent satisfaction and reduces carry-over, while 

allowing you to streamline and automate much of the process 

with vacation bidding rules and groups based on skill sets.

SELF-SCHEDULING

Self-scheduling offers your contact center agents greater 

flexibility and gives them more direct control over their 

life-work balance which can positively impact staff engage-

ment levels and improve agent retention, all while reducing 

supervisory and administrative time spent on scheduling.

OVERTIME REQUESTS

Overtime requests and bidding processes can also be 

automated via an overtime planning tool empowering 

agents to take control of their work lives, boost morale, 

improve the efficiency of your operations, reduce admin-

istrative costs, etc.
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Enabling workers  to  easily  access  information about current 

schedules,  vacation time and overtime requests

Self-Scheduling
Planning Schedule

Agents and other workers can view 

their own schedules, as well as set 

their own schedules within the 

parameters set by their workforce 

manager and approved by your 

management team. These param-

eters can include seniority, over-

time, location, qualifications and 

training and other customizable 

rules to fit your specific business 

requirements.

Introducing Pipkins® mobile 

application. We’re taking Mobile 

WFM to a whole new level.

SwiftPikTM for iOS represents the 

next stage in the evolution of 

Mobile Workforce Management — 

an app-based solution tailored for 

the mobile environment that puts 

the power of Pipkins’ WFM tools at 

your fingertips wherever you go. 

All you need is your iPhone® or 

iPad® and internet access to join 

your Workforce Network™.

- Advanced Time Clock

- Scheduling Power

- Vacation Planning

- Send Alerts

- and much more!

Available on the Apple App Store®.

Vacation Planning
Time Off  Records

Your staff can view their accrued 

vacation time and other paid time off 

(PTO), as well as used and scheduled 

vacation time. They can also submit 

vacation requests. Your workforce 

manager defines parameters for 

vacation planning, creates vacation 

groups based on skill sets, allocates 

slot limits for each vacation group, 

etc., so you always have the coverage 

to handle your expected workloads.

Overtime Requests
Submit  Requests

Gain the flexibility to manage 

change on both an intraday basis 

and throughout the entire year, 

so you can adjust your staffing to 

match higher workload levels, or 

compensate for staff that may be 

out sick or on vacation. Overtime 

planning parameters and bidding 

rules are set by the workforce man-

ager. Daily available overtime slots 

can be forecast by staff group.
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How much supervisory time and WFM administrative time is spent on schedule 

management and adherence monitoring? Agent self-scheduling, shift-bidding and 

vacation planning can and do improve agent engagement, and increase supervisor 

productivity, while reducing workforce management administrative  hours. However, 

that’s just a starting point.

With our newest WFM tools and their enhanced automation and integration, all levels 

of your organization can be better connected and more effective, while reducing costs 

and increasing profits.

eSMARTTM Desktop

With eSMART, you can see everything, know everything and take action right away, giving you and your teams the flexiblity 

and agility to maintain optimal staffing levels and peak productivity in today’s fast-paced, ever-changing, omni-channel 

contact center environments.

We’ve streamlined schedule management and adherence monitoring, consolidating your staff’s schedules, actuals and 

deviation information all on one screen. Intelligent Editing and Automated Editing can significantly reduce supervisory 

and/or administrative time previously devoted to schedule edits and adjustments.
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eSMARTTM Desktop
Schedule management and adherence monitoring

Schedule
Editing

Intraday schedule editing allows op-

timized staffing throughout the shift 

with powerful tools including: trim, 

insert, extend, cut/paste, copy/paste, 

lift, overwrite and re-optimize to 

name a few. Schedule management 

has never been so convenient.

Adherence
Monitoring

Staff member’s schedule adherence 

is available at a glance, in real-time, 

to provide awareness of each staff 

members adherence to schedule. 

Supervisors can now monitor staff 

adherence and base schedule edits 

on real-time adherence data.

Intelligent
Editing

Schedule adjustments can be made 

with assurance that proper adjust-

ments for breaks and meals will be 

accounted for automatically. Intelli-

gent Editing minimizes time consum-

ing schedule edits for the supervisor 

or administrator.

Automated
Editing

eSMART Desktop provides automat-

ed editing capability such as adjust-

ments for late or early start times, 

failure to properly clock out of the 

intelliTRACK system, or “no call, no 

show” occurrences. These automated 

tasks reduce supervisor interaction.

Automated
Scheduling

eSMART provides automated

scheduling for those employees who 

are scheduled by shift duration rather 

than a scheduled start and end time. 

A schedule is inserted for the proper 

shift duration when the employee 

clocks in. Breaks and lunch are

automatically inserted, when taken.

Real-Time 
Deviation Report

Real-time deviation reporting 

provides staffing surplus or short-

age information at any point during 

the shift so that adjustments can be 

made to optimize the schedule for a 

higher productivity percentage and 

scheduling efficiency.
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Vantage PointTM

POWERFUL FORECASTING

SCHEDULING POWER

Improved forecasting and scheduling accuracy will help you sig-
nificantly boost productivity while also lowering your costs. That 
means more money goes to your bottom line as profit. 

But that’s not all. Improving the efficiency and effectiveness of 
all your teams also contributes to higher customer satisfaction 
and higher team morale.

Growing profits, higher customer retention and lower staff 
turnover ... That’s a win-win-win!

The power of  Vantage Point

Vantage Point is Pipkins’ premier enterprise work-

force management solution, featuring comprehensive 

scheduling, forecasting, and planning functionality 

for complete enterprise-wide, front office, back office, 

multi-site, contact center workforce management and 

performance management.

With our exclusive, state-of-the-art forecasting and 

scheduling algorithms, Vantage Point can help you 

solve complex operational issues in today’s 

multifaceted omni-channel contact center 

and back office environments, 

automate processes and reduce 

costs.
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The Accurate Workforce Management Solution.

To learn more about our powerful  WFM tools,   request  a  demo today!

Forecasting

Using true forecasting techniques, with 
our proprietary algorithms that include 

curve mapping and pattern recogni-
tion, the Pipkins forecaster intelligently 
analyzes your historical data and selects 
the most appropriate method to provide 
the most accurate and realistic forecast 

possible for all your contact center
and back office operations.  

The Big Picture

With Vantage Point, you will have a
 proven WFM solution that can help you 

automate processes, lower costs and 
positively impact your organization thru:

• Higher, more consistent levels of service
• Higher customer satisfaction
• Increased profit margins
• Higher team morale
• Lower stress levels team-wide.

Scheduling

Using an integrated approach, without re-
sorting to separate modular functionality 
to support multi-skilled issues, Vantage 
Point’s scheduling technology provides 

the advanced capabilities necessary 
for multimedia and skill-based routing 

environments. With an optimum schedul-
ing solution, you can easily meet your 

service objectives and operate more cost 
effectively.

Notifications

Vantage Point includes a comprehen-
sive information dissemination system 
that allows easy transfer of data to your 

agents via immediate, scheduled, 
recurring, or automated notifications.

Notifications can be delivered via email 
or screen popup, and can be broadcast

to all agents, or to individual agents.

Real-Time
Adherence

The best way to achieve maximum 
productivity in a contact center is to have 
a timely and accurate snapshot of agent 

activities so you can quickly make adjust-
ments and improvements. Vantage Point 
offers 3 distinct ways for organizations 

to monitor agent adherence and improve 
performance and productivity as a result.

Performance Mgmt. 
Reporting

The Pipkins Performance Management 
Reporting Module for Vantage Point 

provides the ultimate flexibility in Work-
force Management reporting. You can 

report on virtually all contact center data 
in Vantage Point the way you want using 

your own custom spreadsheet templates.



Vantage Point.  The Accurate Workforce Management Solution.

IntelliVIEWTM

Monitoring,  Mentoring and Collaboration

Screen Sharing
for Mentoring and

 Collaboration

Work together just like you are sitting 

side by side, no matter whether you 

are five cubicles away from each other 

or 5,000 miles apart. Ideal to explain 

specific tasks to new employees or when 

you need to collaborate on projects.

Multi-Station Video 
Conferencing

Meet with one member of your team for 

one-on-one discussions or call a group 

meeting. No need to send calendar in-

vites. You can initiate a meeting as soon 

as you see that all team members are 

available in their daily schedules when 

quick communication is needed, or you 

can schedule your video conferences in 

advance, all within our WFM suite.

Instant Messaging

Forget about standalone IM apps. 

Workers and supervisors can send 

messages to each other for quick,

efficient communication.
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Stay Connected & Fully Engaged

Monitoring of 
Camera & Screen

With IntelliVIEW and its video and 

screen-sharing capabilities, you 

can monitor workers in real time to 

ensure that they are performing at 

expected levels and are in full com-

pliance with all your requirements. 

When used for mentoring, supervi-

sors, trainers or senior coworkers can 

then give immediate feedback to 

assist in improving performance.

Recording from 
Camera & Screen

Use recordings to document perfor-

mance and for mentoring your team 

members. Record your top perform-

ers and show those recording to your 

entire team as examples of “how it 

should be done.” Use recordings of 

lower performers as examples of 

“what not to do” and to explain

how to do it better. Record all team 

members so you can use those 

recordings in your one-on-one 

mentoring sessions. 

*future functionality

Video
Interviewing

Enhance your recruiting efforts 

through using video interviews. 

Replace initial phone interviews with 

video interviews, so you can better 

evaluate each prospective employee at 

this first stage in the interview process. 

You may even be able to eliminate the 

need for the in-person interview by 

opting for video interviews instead, 

helping to streamline your hiring 

process via HomeBoarding™.

Ideal  for  managing at-home agents  and other  remote workers

Record a photo from the camera at clock-in and 

clock-out for time and attendance verification. 

*future functionality

Allow staff to socialize via video conferencing 

during breaks and meals no matter where they work.

*future functionality

Time & Attendance Verification Virtual Water Cooler/Lunch Room
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Pipkins’ hosted or cloud-based solutions utilize a single server, architecture, and platform which allows ac-
cess anywhere, anytime. Organizations benefit from our enterprise software without high up-front licensing 
costs, IT expenditures, etc. Our hosted solutions offer a quick return on investment as well as the benefits of 
Pipkins’ proven technology.

WebAccess is a flexible subscription based solution provided through a secure SOC2 Type II data center. 
Security is ensured through web-based or mobile login access. WebAccess offers the following benefits:

	 • No hardware or software to install
	 • Flexible month-to-month subscription costs
	 • Operating expense as opposed to large capital expenditure
	 • Access anytime, anywhere with no “VPN” requirement
	 • Peace of mind, we manage it for you
	 • Enterprise software capabilities at a much lower cost
	 • Fast implementation process

Pipkins is the only hosted offering for workforce and performance management, as well as back office man-
agement capabilities, on a single database. Our hosted solutions give companies real-time visibility and 
process automation without the high capital expenditures and IT costs required by many other workforce 
management vendors.

Pipkins currently operates three data centers for our cloud-based solutions. Two are located in the U.S. in 
Dallas and Houston. The third is in the U.K. in London. All are in SOC2 Type II data center campuses and use 
hyper-converged infrastructure for superior redundancy running on Windows Server 2016.

Data Centers  -- Cloud-Hosted Solutions
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Industries Served
Pipkins has an installed base of workforce management 

(WFM) solutions in a wide variety of industries around the 

globe. The industries we serve include:

Broadcasting/Cable Television

Business and Professional  Services

Business Process Outsourcing

Distribution

Education

Financial  Services

Government

Healthcare

Information Services

Insurance

Manufacturing

Nonprofits

Nutrition/Food & Beverage

Petroleum

Public  Util it ies

Publishing

Retail

Staffing

Telecommunications

Telemarketing

Transportation/Shipping

Travel/Hospitality

Warehousing/Storage
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Get in touch.. .

14515 North Outer 40 Road, Suite 130

Chesterfield, Missouri  63107

800.469.6106

info@pipkins.com

pipkins.com

If you have any questions, would like 
additional information or want to 
schedule a demo. We’re here to help.


