
 
 

 

JOB TITLE: Real-Time Workforce Analyst    LOCATION:  Tracy CSC 
DEPARTMENT:  804       POSITION TYPE: Non-xempt 
REPORTS TO: Workforce Supervisor     LEADS OTHERS:  No 

YRS OF EXPERIENCE: 1+ 
 

 

 

RESTORATION HARDWARE is one of the fastest growing and most innovative luxury 

brands in the home furnishings marketplace. We believe our brand stands alone and is redefining 

this highly fragmented and growing market. Restoration Hardware is positioned as a lifestyle 

brand and design authority, offering dominant assortments across a growing number of 

categories, including furniture, lighting, textiles, bathware, decor, outdoor and garden, as well as 

baby and child products.  Our business is fully integrated across our multiple channels of 

distribution, consisting of our stores, catalogs and websites, www.restorationhardware.com and 

www.rhbabyandchild.com. 

 

In everything we do, our philosophy is simple: We want to surround ourselves with what we 

love. We want to inspire laughter as well as thought. This is more than our way of finding and 

selling products; it's a way of life we highly recommend. 

 

At Restoration Hardware we believe deeply that the “right” people are our greatest asset. We 

value people with high energy, who possess the ability to energize others. People who are smart, 

creative and have a point of view. People who see the answer in every problem, versus those 

who see the problem in every answer. People who are driven, determined, and won’t take “no” 

for an answer.  We value team players, people who are more concerned with what’s right, rather 

than who’s right. 

 

Primary Responsibilities: 

Responsibilities: 

 Actively display knowledge and understanding of key client service center performance 

metrics such as service level, ASA, occupancy, adherence, etc. 

 Knowledge and understanding of how to monitor and adjust manual call allocation. 

 Coordinate and manage same day and/or short term non-phone related tasks and manage the 

workload. 

 Determine requirements necessary and staff client service center advocates accordingly. 

 Monitor CMS and schedule adherence to assist the management team with acceptable 

adherence goals. 

 Monitor and timely retrieve all messges left on the attendance line; updating schedules and 

reports to reflect change in staffing and entering appropriate information into attendnace 

tracking. 

 Analyze trends such as call volume and AHT, and attendance to understand and plan for 

potential overstaffing/understaffing conditions. 

 Manage client service center advocates profiles within CMS, including skill 

change/manipulation, new hire set up, reporting updates. 

 Monitor and update intraday reports to effectively manage the performance to acceptable 

results. 

 Assist in the development of any reports and/or processes that increase the ability of the client 

service center to effectively and accurately plan acceptable performance results. 
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 Provide informational updates regarding recent, current, and future state of the business. 

 Establishing and facilitate meetings to communicate expectations and confirm business needs 

 Provide timely status updates on projects and initiatives. 

 Other duties as requested. 

Skills Required 
 

Job Related Competencies: 

 Live and teach Our Core Values, Our Leadership Contract, and Leadership is a Choice. 

 Excellent analytical and problem solving skills 

 Excellent verbal and written communication skills 

 Strong customer focus with demonstrated success in problem solving, teamwork, adaptability, 

planning, decision making, and data analysis 

 Must be able to work in a fast paced environment handling multiple activities simultaneously 

 Must be self motivated, able to work independently and as a team member 

 Ability to exercise judgment and make sound decisions under pressure 

 Ability to easily communicate with agents and all levels of management 

 Excellent prioritizing, planning and organizational skills 

 Understanding of basic call center metrics, processes, and practices 

 Ability to handle multiple projects and tasks simultaneously 

 Ability to work with others to resolve problems, handle requests or situations 

 Strong relationship building skills 

 Ability to adapt/openly accept change 

 Takes accountability for decisions and actions 

  Takes an active role in personal growth and self development 

 

Technical Expertise: 

 Strong Math and PC skills 

 Experience with workforce management products (IEX, Aspect, Verint, etc.) and phone 

switch monitoring applications (CMS Supervisor) a plus 

 Proficient with MS Office – specifically MS Excel 

Education/Training:. 

 Minimum of 1-2 years of call center experience- preferably in Workforce. 

  

Restoration Hardware is an Equal Opportunity Employer and does not discriminate against any 

applicant on the basis of race, color, religion, national origin, gender, marital status, age, 

disability, sexual orientation, military/veteran status, or any other status protected by Federal or 

State law or local ordinance.  
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