3 GENESYS

This PDF is generated from authoritative online content, and
is provided for convenience only. This PDF cannot be used
for legal purposes. For authoritative understanding of what
is and is not supported, always use the online content. To
copy code samples, always use the online content.

Workforce Management Web for
Supervisors Help

Workforce Management 8.5.2

2/20/2025



www.princexml.com
Prince - Non-commercial License
This document was created with Prince, a great way of getting web content onto paper.


Table of Contents

Workforce Management 8.5 Web for Supervisors (Classic) Help 14
Overview 16
About WFM Web 19
Getting Started 23
Logging In 26
Date Selectors 29
Finding Agents in Tables 31
The Supervisor's Window 32
Logging Off 36
Policies 37
Exception Types 39
Exception Types Settings 42
Time-Off Types 45
Time-Off Rules 48
Configuring Time-Off Rules 50
Rules For Requests 55
Assigning Time-Off Rules 57
Meetings 60
Meetings View Settings 61
Managing Meetings 64
Filtering the Available Agents List 67
Marked Time 70
Shifts 73
Shift Properties 76

Shift Contracts 79

Task Sequences 81
Adding and Editing Task Sequences 83

Shift Sequences 86
Adding and Editing Breaks 90
Adding and Editing Meals 92
Contracts 94
Contracts List Pane 95

Site Settings 98
Contract Constraints 100

Availability Patterns 106



Review Validation Messages
Day Off and Weekend Rules
Synchronization
Contract Shifts
Contract Agents
Configuring Profiles
Advanced Hours
Rotating Patterns
Rotating Patterns Properties
Rotating Patterns Associating Agents
Configuration
Notifications
Properties and Site Associations
Rules for Sending Notifications
Colors
Configuring Colors
Shared Transport
Shared Transport Settings
Managing Shared Transport
Filtering Agents and Teams
Agents
Agent Properties
Agent Activities
Agent Contracts and Rotating Patterns
Agents Time Off
Assigning Time-Off Rules and Types
Time-Off Bonuses
Organization
Business Units
Creating Business Units
Business Unit Properties
Business Unit Sites
Business Unit Skills
Business Unit Configuration
Sites
Site Properties
Creating, Editing, and Deleting Sites

108
109
113
116
118
120
123
124
127
133
136
137
141
144
146
147
151
153
155
158
161
162
164
167
171
172
176
178
179
181
182
183
185
187
188
189
191



Associating Teams with a Site 193

Associating Agents with a Site 196
Site Configuration 199
Time Zones 200
Time Zone Settings 201
Time-Off Bidding 203
Creating and Configuring Bidding Periods 207
Agent Statuses in the Bidding Process 213
Associating Sites and Multi-Site Activities 216
Schedule State Groups 218
Configuring Schedule State Groups 220
Configuring Adherence Rules 225
Schedule State Groups History 229
Activities 231
Activity Properties 232
Creating and Deleting Activities 234
Creating and Deleting Activity Sets 236
Grouping Multiple Activities 238
Adding Activities to Activity Sets 241
Configuring Skills for Activities 242
Associating Agents With Activities 244
Statistics 246
Statistics Properties 247
Configuring Statistics for Activities 249
Configuring Skills for Multi-Site Activities 252
Multi-Site Activities Agents Pane 253
Assigning Activities To Multi-Site Activities 254
Associating Sites with a Multi-Site Activity 256
Statistics For Mulit-Site Activities 257
Configuring Default Forecasting Objectives 258
Users 264
User Properties 266
User Role Privileges 268
Access Rights 270
Roles 271
Creating Roles 272

Assigning Roles to Users 273



Editing and Deleting Roles 275

Role Privileges 276
General Role Privileges 277
Configuration Role Privileges 278
Policies Role Privileges 280
Calendar Role Privileges 281
Forecast Role Privileges 282
Schedule Role Privileges 284
Trading Role Privileges 286
Performance Role Privileges 287
Adherence Role Privileges 288
Reports Role Privileges 289
Notification Role Privileges 290
Calendar 291
Calendar Items 292
Filter Dialog 299
Options Dialog 300
Change Preference Status 301
Add Calendar Items Wizard 303
Choose Activities 304
Choose Agents 305
Choose Calendar Item 306
Add or Edit Start/End Time 307
Add or Edit Comments 308
Add or Edit Exceptions 309
Add or Edit Shifts 311
Add or Edit Time-Off Items 312
Update Schedule Options 314
Edit Calendar Items 315
Review Batch Requests Dialog 316
Review Calendar Messages Dialog 317
Time-Off Limits 318
Set Values Dialog 322
Set Time-Off Limits Wizard Overview 323
STOL Wizard: Choose Dates 324
STOL Wizard: Specify Weekly Pattern 325

STOL Wizard: Specify Date Range Values 326



Forecasts

New Forecast Wizard

NFW: General Parameters
NFW: Select Activity
Forecast Scenarios

Forecast Scenarios View

Scenario Volumes View

Volumes Build Wizard

VBW: Select Activities

VBW: Select Data Build Method
VBW: Select Historical Data
VBW: Select Templates

VBW: Select Events

VBW: Select Events Distribution
Volumes Split Wizard

Adjust Volumes Dialog Box

Scenario Staffing View
Required Staffing Wizard
Staffing Budgeting Information
Staffing Build Wizard

Staffing Build:
Staffing Build:
Staffing Build:
Staffing Build:
Staffing Build:

Provide Target Date

Provide Target Options

Service Level Objectives

Multimedia Service Level Objectives
Staffing Requirements

Staffing Build Wizard for Multiple Activities

Staffing Build:

Results View

Staffing Split Wizard
Scenario Graphs View

Load Forecast Template Window
Add Activity Window
Remove Activity Window

Add Comments to a Forecast

Forecast Scenario Overheads View
Add Overhead Wizard
Publish/Extract Forecasts

Graph View Options

328
332
334
335
336
338
341
345
347
348
351
353
356
357
358
361
362
366
368
369
371
372
374
376
378
379
381
382
384
387
388
389
390
392
395
396
398



Graph View Options (IV) 399

Graph View Options (AHT) 400
Graphs View Options (IV and AHT) 401
Graph View Options (Staffing) 402
Forecast Templates 405
Forecast Templates List View 406
Template Properties: Data Tab 408
Template Properties: Graph Tab 409
Template Properties: Activities Tab 410
New Forecast Template Dialog 411
Save as Template Dialog 413
Overlays 414
Overlays Primer 419
Calculate Distribution Wizard 422
New Overlay Wizard 424
NOW: Properties Page 425
NOW: Usage Page 426
NOW: Impact Page 427
NOW: Impacted Activities Page 428
Import 429
Importing Data 431
Master Forecast 434
Master Forecast Volumes View 435
Master Forecast Staffing View 438
Master Forecast Overheads View 441
Master Forecast Graphs View 443
Options for the Master Forecast Graphs 445
Cleanup Master Forecast Window 446
Historical Data 447
Historical Data Volumes View 448
Find Events Wizard 452
New Event Page 454
Historical Data Graphs View 455
Schedules 457
Schedule Scenarios 461
Scenarios View 463

New Schedule Scenario Wizard 468



New Schedule Scenario: General Parameters

New Schedule Scenario: Select Forecast Scenario

New Schedule Scenario: Select Activities

New Schedule Scenario: Filter By Contracts

New Schedule Scenario: Add Agents

New Schedule Scenario: Add Profile Agents

New Schedule Scenario: Add Profiles

Building Schedule Dialog
Scenario Coverage View
Scenario Weekly View

Scenario Intra-Day View

Scenario Intra-Day: Publish Schedule Wizard

Scenario Intra-Day: Performance Data Target

Scenario Intra-Day: Edit Comments Dialog Box
Scenario Intra-Day: Options Dialog Box

Scenario Intra-Day: Review Messages (Save) Dialog Box

Add/Remove Scenario Elements Wizard

Add/Remove Scenario Elements:
Add/Remove Scenario Elements:
Add/Remove Scenario Elements:
Add/Remove Scenario Elements:
Add/Remove Scenario Elements:
Add/Remove Scenario Elements:
Add/Remove Scenario Elements:

Scenario Agent-Extended View
Scenario Profiles/Bidding View

Select Actions
Select Activities
Filter by Contracts
Add Agents

Add Profile Agents
Add Profiles
Remove Agents

Options Dialog Box (Scenario Profiles/Bidding View)

Scenario Summary View
Scenario State Group Totals
Schedule Filter Dialog
Statuses Filter Dialog
Options Dialog (Summary View)
Options Dialog (Weekly View)
Swap Agent Schedules Wizard
Sorting Dialog
Review Swapping Messages
Reviewing Messages

469
471
472
473
474
475
476
477
478
482
488
495
497
499
500
503
504
505
506
507
508
509
510
511
512
518
525
526
532
541
542
543
546
547
548
549
550



Insert Multiple Wizard
IMW: Select Activities
IMW: Select Agents
IMW: Select Dates
IMW: Select State Type
IMW: Select Shift
IMW: Select Activity Set
IMW: Select Break
IMW: Select Meal
IMW: Select Exception
IMW: Select Time Off
IMW: Select Marked Time
IMW: Select Work Set
IMW: Review Messages
Edit Multiple Wizard
Delete Multiple Wizard
DMW: Select Activities
DMW: Select Agents
DMW: Select Dates
DMW: Select State Types
DMW: Select Breaks
DMW: Select Meals
DMW: Select Exceptions
DMW: Select Time Offs
DMW: Select Marked Times
Commit/Rollback Multiple Wizard
CRW: Select Activities
CRW: Select Agents
CRW: Select Dates
Modify Individual Agents' Schedules
Insert Shift Wizard
Insert Break Dialog
Insert Meal Dialog
Insert Activity Set Dialog
Inserting Exceptions
Insert Time Off Dialogs
Insert Work Set Wizard

551
553
554
555
556
557
558
559
560
561
562
563
564
566
567
571
573
574
575
576
577
578
579
580
581
582
584
585
586
587
593
595
596
597
598
601
604



Insert Marked Time Dialog
Insert Exception with Payback
Schedule History
Edit Item Dialog
Edit Exception Dialog
Edit Full-Day Time Off Dialog
Set Activities Dialog
Copy Schedule Dialog
Meeting Scheduler
MSW: Select Meeting
MSW: Select Participants
MSW: Select Dates
MSW: Meeting Parameters
Master Schedule
Master Schedule Coverage View
Master Schedule Weekly View
Weekly View Options Dialog Box
Master Schedule Intra-Day View
Master Schedule Intra-Day Accessible Schedule Details
Master Schedule Intra-Day: Performance Data Target
Master Schedule Intra-Day: Options Dialog
Master Schedule Intra-Day: Review Messages (Save) Dialog Box
Master Schedule Agent-Extended View
Master Schedule Summary View
Cleanup Master Schedule Window
Filter By Agent Properties
Master Schedule State Group Totals
Master Schedule State Group Totals: Options Dialog Box
Master Schedule Overtime Requirement View
Master Schedule Overtime Requirement: Options Dialog
Master Schedule Changes Approval
Review Validation Messages Dialog
Overtime Bidding
Managing Overtime Offers
Schedule Bidding
Configuring Bidding Scenarios
Select Bidding Candidates

607
608
610
611
612
614
615
616
617
618
619
620
621
623
624
627
632
633
641
642
644
646
647
653
659
660
661
670
671
675
676
678
679
682
687
689
690



Associate/Separate Teams
Control Bidding Process Wizard
Resolving and Publishing Bidding Scenarios
Auto-Assigning Schedules
Schedule Build Wizard
Select Sites (and Build Options)
Schedule Build Parameters
Scenario Building Schedule Dialog
Intra-Day Schedule Rebuild Wizard
Site and Build Options
Select Options
Shared Transport Constraints
Team Synchronicity
Select Agents
Select Activities
Schedule Rebuild Wizard
Publishing/Extracting Schedules
Schedule Validation
Trading
How Trading Works
List of Trades View
Trading Comments Dialog
Schedule Details Dialog
Performance
Performance Monitor View
Performance Intra-Day View
Performance Alerts View
Performance Options Dialog Box
What-If Window
Adherence
Adherence Calculations
Adherence Details View
Adherence Per-Channel
Adherence Filter Dialog
Adherence Details Options Dialog
Adherence Graphical View
Reports

691
692
693
694
695
696
699
706
707
709
712
713
714
715
716
717
718
721
722
723
727
729
730
731
733
735
739
740
741
744
745
747
749
750
752
753
755



Reports List
Saving Reports to Files
Reports Scheduler
Reports Generated
Configuration Reports
Activity Properties Report
Shared Transport Report
Policies Reports
Agent Properties Report
Contract Properties Report
Shift Properties Report
Rotating Pattern Properties Report
Calendar Reports
Calendar Items Report
Time-Off Report
Time-Off Balance Report
Time-Off Management Report
Forecast Reports
Forecast Report
Forecast Graphs Report
Performance Reports
Actual Overhead Report
Workforce Performance Report
Contact Center Performance Report
Contact Center Performance Graphs Report
Schedule Reports
Schedule States Report
Schedule State Totals Report
Individual Schedule Report
Team Schedule Report
Weekly Schedule Report
Activity Weekly Schedule Report
Team Weekly Schedule Report
Weekly Schedule Coverage Report
Scheduled Budget Report
Agent Comments Report
Schedule Validation Report

758
761
762
765
766
767
768
770
771
772
775
779
781
782
784
786
788
790
791
793
795
796
798
800
802
804
806
809
811
812
814
816
818
820
822
824
825



Schedule Trade Report
Schedule Summary Report
Schedule Marked Time Report
Schedule Marked Time Totals Report
Schedule Bidding Report
Adherence Reports
Agent Adherence Report
Adherence Totals Report
Agent States Report
Audit Reports
Calendar Audit Report
Schedule Audit Report
Configuration Audit Report

826
828
832
834
837
839
841
844
847
849
850
853
856



Workforce Management 8.5 Web for Supervisors (Classic) Help

Workforce Management 8.5 Web for
Supervisors (Classic) Help

Welcome to Workforce Management (WFM) Web for Supervisors (Classic) Help. Use this page to go
directly to the information you need, or use the Table of Contents to take a step-by-step tour of all the
features and functions in WFM Web for Supervisors.

Tip
WFM has a new interface for the Forecast module. If you have landed on this page by

accident and are using the new Supervisors interface, see Workforce Management
Supervisor Help, which describes the new Forecast module.

Getting Started Policies and Configuration

Learn about WFM controls, setting the Create your policies, organizational
date, and finding agents in large tables. objects, and security roles.

Date Selectors Exceptions

Finding Agents in Tables Time-Off Rules

Controls in the Supervisor's Window Contracts

Rotating Patterns

Calendar and Trading Forecast and Schedules

Create calendar items, set time-off limits, Create Forecasts and scenarios,

and manage schedule trade requests. Schedules and scenarios (Master and
Intra-Day).

Calendar ltems
) o New Forecast Wizard
Time-Off Limits
. Forecast Scenarios
How Trading Works

Workforce Management Web for Supervisors Help 14
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Performance, Adherence, and Reports

Monitor performance and set alerts,
calculate adherence per-channel, and
create reports.

Performance Monitor

Performance Alerts

Adherence Calculations

Adherence Per-Channel

Create and Generate Reports

Workforce Management Web for Supervisors Help
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Overview

Overview

This Help provides a comprehensive guide to the features and functions of the Workforce
Management (WFM) Web for Supervisors (Classic) interface. In addition, it offers some general
guidance on using web browsers. If you require more assistance on using your web browser, refer to
the browser's help system.

Tip
WFM has a new interface for the Forecast module. If you have landed on this page by

accident and are using the new Supervisors interface, see Workforce Management
Supervisor Help, which describes the new Forecast module.

Supervisors Help Options

The red underlined links below will take you directly to a topic. Links are available throughout
Supervisors Help to give you easy access to information.

Explains how to perform WFM Web basics such as
Getting Started logging in and out, choosing dates, and navigating
through WFM Web.

Explains how to configure the following Policy
objects (rules that WFM considers when making
forecasts and setting up schedules): Exception
Types, Time-Off Types, Time-Off Rules,
Meetings, Marked Time, Shifts, Contracts, and
Rotating Patterns.

Policies Module

Explains how to:

e Configure WFM to send email notifications when
the following types of events occur: Schedule
modifications (agent notifications), changes in
the status of schedule trade requests (user and
agent notifications), and changes in the status
of time-off requests (user and agent

i i notifications).
Configuration Module

e Use the Colors module to configure the colors
that WFM uses in the Supervisor schedule
views. You can configure default values for
these schedule items: Work, Days Off, Meals,
Breaks, Activity Sets, Exceptions, Time Off,
and Marked Time. You can also configure
specific colors, by site, for different types of:
Activity Sets, Exceptions, Time Off, and

Workforce Management Web for Supervisors Help 16
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Calendar Module

Forecast Module

Schedule Module

Trading Module

Performance Module

Adherence Module

Reports Module

About Window

Marked Time.

e View, create, update, delete, and manage
Shared Transport Groups.

e Configure Agent properties Activities, Time
Off, Time-Off Bonuses, and assign Time-Off
Rules, Time-Off Types, Contracts or
Rotating Patterns to them.

e Configure Business Units and Sites.
e Configure Time-Off Bidding Periods.

e Configure Schedule State Groups and
Adherence Rules

e Configure Activities

* Configure Users (supervisors and other persons
who are not agents)

e Configure Roles (security roles and privileges)

Explains how to view, add, edit, and delete
preplanned items, such as exceptions and
preferences; how to grant or decline these items;
and how to set time-off limits.

Explains how to make workload and staffing
predictions for one or more sites.

Explains the schedule views and how to make real-
time adjustments to the schedule. Includes these
bidding views:

e Overtime Bidding View—Explains the overtime
bidding process, including: creating an overtime
offer, bidding by agents, bid resolution and
publishing to the Master Schedule.

e Schedule Bidding View—Explains the schedule
bidding process, including: creating a scenario,
bidding by agents, bid resolution and publishing
to the Master Schedule.

Explains how to review, and approve or decline,
agents' proposed schedule trades.

Explains how to view actual site performance
compared with planned performance, using such
key indicators as Service Level and Average Speed
of Answer (ASA).

Explains the real-time agent adherence views,
which include both table and graph options.

Lists all of the reports available in WFM Web for
Supervisors, and details the information included in
each report.

Displays the release number and copyright

Workforce Management Web for Supervisors Help
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information for this release of WFM Web.

Printing This Online Help

If you prefer to print the Help rather than use it online, complete the following steps:

1. In the Navigation pane on this page, at the bottom of the Table of Contents, click PDF Version.
2. When the dialog opens, select:

* Open with to select the application, with which you want to view and print the Help.
Adobe Acrobat v9 is recommended.

* Save File to save the Help to a folder on your computer.
When the download is complete, navigate to the folder that contains the saved .pdf file,
open and view the file on your computer offline.

3. Use the Print function in your application to print the document.

Workforce Management Web for Supervisors Help 18
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About WFM Web

The About window displays when you select the About button, which is found in the top right corner
of WFM Web window, near the Log out button. The About window displays the copyright information,
Settings... button, and the Workforce Management (WFM) Web Server version.

Java Plug-In Support in Browsers

Since Oracle deprecated Java Web Start in Java SE 9 and discontinued support in Java SE 11, WFM
introduces its Ul Launcher, enabling users to run Web for Supervisors Java-based views in the same
browser session, as they always have. To use the Ul Launcher, you must install Java on the computer
that is running WFM Web. The Java folder must be set to either the PATH or JAVA HOME environment
variable. If it is set to both, the value is taken from JAVA HOME.

Tip
The Ul Launcher is also compatible with Open)DK. If Open)DK is set up simply by

unzipping the Java files, neither of these variables are set automatically and you must
set the Java folder to PATH or JAVA HOME manually.

Deploying the WFM Ul Launcher

To use the WFM Ul Launcher:

Workforce Management Web for Supervisors Help 19
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o u kR wWwN

You

Log in to the Web for Supervisors application.

At the Home view, click About.

Below Settings..., click Download Ul Launcher.
When the download dialog opens, click Save File.
Save the file in a folder on the local computer.

After unzipping the files, run assoc-add.bat.
This associates the *.wfm files with the launcher.
The WFM Ul Launcher is now ready to use.

. At the Home view, click About > Settings...

. Click the Type column header to sort the column until the ENUM type setting appears at the top.

This enables you to find RUN_JAVA_STANDALONE quickly.

. In the Value column, click to open the drop-down list and select Ul Launcher.

WFM uses the Ul Launcher as the default application to open .wfm files in the same session.
can select one of three values for RUN_JAVA_STANDALONE:

Off (Plug-in used)—If selected, WFM uses the Java plug-in inside the browser to open the Web for
Supervisor Java-based views.

* Java Web Start—If selected, WFM Web does not attempt to start the Java applet, but generates and

downloads the wfm. jnlp file, which launches automatically. However, you might have to save it to your
hard drive and start it as you would any other application. It then starts as a standalone Java Web Start
application, containing Java-based supervisor views.

Ul Launcher—If selected, WFM Web does not attempt to start the Java applet, but generates and
downloads the start.wfm file, which launches automatically. However, you might have to save it to
your hard drive and start it as you would any other application. It then starts as a standalone
application, containing Java-based supervisor views.

If you select either Java Web Start or Ul Launcher, see the limitations below.

Limitations: Browsers That Do Not Support Java Plug-Ins

If you enable the RUN_JAVA_STANDALONE setting to use a standalone Java Web Start or the Ul
Launcher, take note of the following limitations:

You cannot use the wfm. jnlp or start.wfm file to start the Web for Supervisors views at any time. The
file is valid and launches the application only if the user's session, from which the file was downloaded,
is active. After the user logs off or the session expires, the (separate) Java and Launcher applications
stop working too. Therefore, you must keep the browser window (from which the wfm. jnlp or
start.wfm file was downloaded) open for the duration of work and remain logged in.

If the local settings in About > Settings... are changed, you must download the wfm.jnlp or
start.wfm file again and restart before the changes take effect.

Workforce Management Web for Supervisors Help 20
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Changing GUI colors and font size

WFM Web for Supervisors uses other indicators besides color to highlight a change or status, but you
can customize many elements in the GUI by changing the color.

1. Click About > Settings... to display the Settings page.
The Settings page has one setting displayed on each row and can be scrolled up or down.

2. Optional: Click Sort e to open a drop-down list and choose one of four sort options: Setting,
Description, Type, or Value; or click any column heading to sort by the list in ascending or
descending order.

3. Click any row in Settings... that is of type COLOR to display the Color Palette pane.
4. The Color Palette pane has five fields: RED, GREEN, BLUE, HUE, and COLOR (#), which show the

numerical values for the chosen color in the palette.
The palette corresponds to the standard Windows-style color picker.
. + » .
5. Click Apply after you have made your changes, and then Close to close the color picker.

6. Optional: To change the Text Size Settings, select one of four radio buttons; None, +1, +2, or +3.

7. Optional: Select the Use High Contrast Theme check box to display all color choices in high contrast,
the next time that you log in to WFM Web.

&

8. Click Save Changes and exit the Settings... page.

9. Optional: Click Restore default value | | to abandon your changes.

More WFM Web Application Settings

In addition to GUI color settings, there are other settings in About > Settings.... that affect allow
you to customize WFM Web application functionality:

* ACCESSIBILITY_COMPATIBLE—If checked, WFM Web runs in accessibility mode. If the check box is
cleared (default), WFM Web does not run in accessibility mode.

e CFG_SHOW_TERMINATED_AGENTS—If checked, WFM Web shows terminated agents and agents with
hire dates set in the future in lists or tables. If the check box is cleared (default), WFM Web hides
terminated agents and agents with hire dates set in the future, and they cannot be viewed in lists or
tables.

* FRC_STAFFING_USE_MANHOURS—If checked, WFM Web shows staffing totals in person-hours instead
of full-time equivalents. If the check box is cleared (default), WFM Web shows staffing totals in full-time
equivalents.

Workforce Management Web for Supervisors Help 21
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WFM Agent Mobile Client Support

In addition to the WFM Web for Agents desktop interface, WFM Web includes the Agent Mobile Client
web interface, which is optimized for mobile devices. To access WFM Web for Agents on their mobile
devices, agents can use the same URL that they use to gain access to the Agent Ul on their desktop.

Agents can use the latest supported version of Safari on their iOS devices and the latest supported
version of Google Chrome on their Android devices.

Advise agents that their browser screen's actual resolution must be at least 320 by 550. WFM does
not support anything less than either dimension.

Screen Reader Support

WFM Web for Supervisors supports screen readers for vision-impaired users, with keyboard, focus and
screen reader ToolTip support throughout the WFM Web for Supervisors interface. Every menu item
and on-screen command can be reached by using the keyboard (and so, can also be reached using a
screen reader).

In addition, the Accessible Schedule Details dialog box simplifies and organizes commands for vision-
impaired users and the screen readers that they use, in these views:

Schedule > Schedule Scenarios > Scenario Agent-Extended view
Schedule > Schedule Scenarios > Scenario Intra-Day view
Schedule > Master Schedule > Master Schedule Intra-Day view

Schedule > Master Schedule > Master Schedule Agent-Extended view

Tip
WFM Web was improved to allow supervisors to use Java-based views on browsers

that do not support Java plug-in, like Chrome. See the RUN JAVA STANDALONE Web
Application setting below.

Glossary of Abbreviations

The acronyms and abbreviations that appear on Workforce Management screens and throughout the
document appear as links that reference a glossary containing definitions for these terms. You can
view definitions by clicking the link (in bold red) and it will open in a pop-up window on the page you
are viewing. For example, average handle time.

Also, see the entire Genesys Glossary.
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Getting Started

Tip
WFM has a new interface for the Forecast module. If you are using the new
Supervisors interface and have landed on this page by accident, see the "Getting

started" page in the Workforce Management Supervisor Help, which describes the
new Forecast module.

Site supervisors can use a web browser to log in to Workforce Management Web for Supervisors
(WFM Web) and perform the following tasks:

* View, add, edit, and delete agent preferences and exceptions.

¢ Set time-off limits.

e Forecast staffing requirements, based on service objectives and historical data.

* Schedule agents and teams for multiple activities, and make real-time schedule changes.

¢ Create a bidding scenario with profile agents, which real agents can use to bid on their favorite
schedules.

* View, and approve or decline, agents' proposed schedule trades.
¢ Configure Schedule State Groups and Organization objects, such as Business Units and Sites,
e Configure Activities properties.

* Configure policies for Exception Types, Time-Off Types, Time-Off Rules, Meetings, Marked Time,
Shifts, Contracts, and Rotating Patterns.

e Monitor real-time site performance.
* Review agents' real-time adherence to their scheduled status.
¢ Generate reports that show schedule and performance information.

¢ Configure email notifications.

Screen Resolution and Multiple Browser Windows

« WFM Web is optimized for a screen resolution of at least 1024 x 768. At lower resolutions, some
elements (such as table headers) might not display correctly.

e If you are using Mozilla Firefox, Genesys recommends that you not run WFM Web in more than one
browser window on the same workstation, because doing so can cause the application to behave in
unexpected ways.

e If you are using Internet Explorer, Genesys recommends (for the same reason) that you not open a
second browser window on the same WFM Web session by selecting File > New or pressing Ctrl+N.
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However, starting a separate WFM Web session by launching a separate Internet Explorer browser
thread does not appear to cause this problem.

Security Features

WFM Web includes security features that prevent unauthorized access to information:

¢ You can view and make changes only to those modules (such as Calendar or Schedule) and objects
(such as sites) for which you have security access. You cannot access other modules or objects.

e Configuration and security options enable you to restrict access to agents' personal information, such as
wages.

* Agents use a separate application (WFM Web for Agents), which enables them to view and change their
own information. They have limited access to other agents' schedule information, but only if schedule
trading is enabled at your site. Agents can also access this application on their Android, smartphone, or
other mobile device if the supervisor provides the URL.

Accessibility

To run Web for Supervisors with accessibility tools like JAWS, set the ACCESSIBILITY COMPATIBLE Web
Application setting to true in the About > Settings.. dialog. Otherwise, WFM Web for Supervisors
could freeze, or display adverse or unexpected behavior while screen readers like JAWS are being
used.

Setting the Clock

WFM Web for Supervisors picks up the regional settings from the local computer. You may wish to
change this if, for example, WFM Web appears in a 12-hour format and you want to view a 24-hour
format.

Tip
WFM Web for Agents picks up the regional setting from the server where the WFM
Web application is running—not from the agent's computer.

Links to Further Information

Log In Explains how to start your WFM Web session.

Explains the layout and functions of the WFM Web

The Supervisors Window controls.
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About WFM Web

Policies

Configuration

Calendar

Forecast

Schedule

Schedule Bidding

Trading

Performance

Adherence

Reports

Log Off

Explains how to configure the following policies:
Exception Types, Meetings, Time-Off Types, Time-
Off Rules, Marked Time, Shifts, Contracts, and
Rotating Patterns.

Explains how to configure Shared Transport,
Agents, Organization objects, such as Business
Units, Sites, and Time Zones, Schedule State
Groups and Activities.

Notifications explains how to configure email
notifications.

Colors explains how to configure the colors that
WFM uses in the Supervisor schedule views.

Explains how to view, add, edit, and delete
preplanned items, such as exceptions and
preferences; how to grant or decline these items;
and how to set time-off limits.

Explains how to forecast staffing requirements
based on projected interaction volumes and service
objectives.

Explains how to build, view, share, edit, and delete
published and unpublished schedule scenarios.

Explains the schedule bidding process, including:
creating a scenario, bidding, bid resolution and
publishing to the Master Schedule.

Explains how to view, and approve or decline,
agents' desired schedule trades.

Explains how to view actual contact center
performance compared with planned performance
based on key indicators such as Service Level,
Average Speed of Answer (ASA), and
Abandonment.

Explains how to view agents' real-time adherence
to their schedules in both tabular and graph
formats.

Explains how to generate, view, print, and export
predefined WFM reports.

Explains how to end your WFM Web session.
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Logging In

Logging In

Before you can log in to Workforce Management (WFM), you must have the WFM Web URL (address).

In some contact centers, the Log in page might already be set up for you and you can simply enter
your username and password. If this is not the case, ask your administrator for the WFM Web URL.
After typing it into your browser, WFM displays the splash screen for the Log in interface.

Tip

WFM has a new interface for the Forecast module that you can access after logging in
to Web for Supervisors (if you have the appropriate access rights). To use the new
interface, see Opening the new Forecast Ul Also, see Workforce Management
Supervisor Help, which describes the new Forecast module.

Logging in to Web for Supervisors

To start using WFM Web:

1.
2.
3.

4.
5.

Obtain the WFM Web URL (address) from your administrator.
Open a web browser.

Type the WFM Web URL into your browser's address bar and press Enter.
The Log in window appears.

Enter your user name and password.

Click OK.

If WFM Web validates your user name and password, he Web for Supervisors (Classic) Home view
opens. If WFM Web cannot log you in, it displays an error message indicating the problem. Either click
Login to try again (for example, if you think that you misspelled your user name or password), or
click Show error details.

Multiple Supervisors using the Firefox web browser cannot be logged in to the same
host at the same time.

Workforce Management Web for Supervisors Help
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Opening the new Forecast Ul

Depending on how WFM Web is set up in your contact center, you might or might not see the option
to open the new Forecast module. If you require access and do not see this option, contact your
administrator.

Click "New UI",

\ [N ﬁ 5 About Log out | New UI

) Calendar Forecast Schedule Trading Performance Adherend

¢

iS CALENDAR

Calendar Items
Workforce Managem Forecast
Time-Off Limits

TRADING Forecast Scenarios

All

Shared Scenarios

Owner Start date End date

Forecast default MNov 12,2018 Nov 13,2018

Other Scenarios

"Forecast default Sep 30,2018 Nov 3,2018

ement Forecast 1Shrimkage1year H default Oct 25,2018 Oct 25,2019

Shrinkage1Month H default Sep 12018 0Oct 31,2018

Forecast Scenarios

Master Forecast
. Volumes

Staffing

IShrinkagelWeek H default Oct 14,2018 Oct 20, 2018

IShrinkageRoma Oct 5,2018

Click "Forecast to select and open

views in the Forecast module.
Shrinkage

Templates

Overlays

Y Y e

1Shrinkage1Month

To open the new Forecast user interface:

1. First, log in to the Supervisor (Classic) interface. See the procedure above.

2. In the top-right corner of the classic Home view (or any other view), click New UI.
The new Forecast Ul opens.

3. Click Forecast to open the drop-down menu containing a list of views in the Forecast module.

4. Select a view from the list to open it.
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The new Forecast Ul is described in the Workforce Management Supervisor Help.

System Login Timestamp

The timestamp information from the previous login is displayed in the WFM Web GUI the next time
you log in through the Supervisor interface, alerting you to any unauthorized use of your login
credentials.

Trading Performance Adherence Reports

Time Zone: | Site's/BU's | v]

Lask Login: January 29, 2013 1;44 PMECT (GMT+1.0)

JEMS

rniks
Figure: Web for Supervisors Login Timestamp

If you do not set the timestamp to the browser time zone, the time zone for the location at which you
log in is used in the timestamp. The timestamp is displayed in the top-right corner of the Home
page, below the list of modules and breadcrumbs bar.
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Date Selectors

Many WFM Web modules and views have common date-selection controls to modify the date(s)
displayed in them. The following sections cover:

e Selecting a start date.
¢ Jumping to other dates by opening the monthly calendar.

e How WFM Web automatically selects the first workday in weekly views.

Selecting the Start Date

Where available, the date-selection controls appear at the right edge of the toolbar. These controls
function as follows:

Click this button to move the start date back one
< interval (day, week, or schedule planning
period—depending on the context).

Type a date into this date box to directly edit the
start date. (The sequence of month, day, and year

Date: digits depends on your operating system's regional
settings.) You can also use the up or down arrow to
modify the displayed date.

Click this button to open the monthly calendar.

For views that display more than one day's
- [End Date] information, the end date appears (but cannot be
edited) here.

Click this button to move the start date forward
> one interval (day, week, or schedule planning
period—depending on the context).

Selecting the Month

The calendar shows one calendar month. You can use the calendar's controls to:

Click a date. (The calendar closes, adjusting the

SEUEED E AN EEDD LR current module or view to your selected start date.)

Click the small up or down arrow to the right of the

Jump forward or backward one year: year text box.

In the year text box, select and retype the digits

R that you want to replace. (Green digits remain
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editable; press Enter to lock the new year, which
turns the digits black.)

Click the small up or down arrow to the right of the

Jump forward or backward one month: month name.

Click the month name, and then click a different
month in the drop-down list that appears.

Jump to a specific month:
Colors in the calendar have the following meanings:

Dark gray square: Currently-selected start date.

Weekly Views: Automatic Start Day Selection

In weekly views, if you enter a date other than the first weekday, the view automatically adjusts to
start with the first weekday.

If the WeekStartDay setting has been specified (in the Business Units > Properties tab), the first
weekday is the one specified in WeekStartDay. Otherwise, the first weekday is the one specified in
your operating system's regional settings.
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Finding Agents in Tables

In @ number of Workforce Management (WFM) Web windows, you can search for particular agents by
using the Find Agent dialog box. To open it, select the table you want to search and then either:

¢ Select Find from the Edit menu.

e Press [CtriI] + F.

You can search for agents in these windows:

¢ The Calendar main window.

e The table in the Schedule Scenario Weekly View and Master Schedule Weekly View. Select a cell
in the Agent Name column to activate the Find command.

e The table in these views:
e Schedule Scenario Agent Extended
* Schedule Scenario Intra-Day
e Master Schedule Agent Extended
e Master Schedule Intra-Day

To search for one or more agents:

1. In the Find Agents dialog box, type either the full name for which you are searching or its first few
letters.

2. Select the Last Name or First Name radio button.

3. Click Find.
The table that you are searching now shows the first agent listed whose name matches the
search string that you entered. A message box informs you if there are no agent names
that match your search criteria.

4. Click Find again to find the next agent whose names matches the string you entered. You can search as
many times as you want.

5. When you have finished searching, click Close.

Displaying Terminated Agents in Tables

You can enable WFM to display terminated agents wherever agents are displayed in lists or tables in
the Schedule, Calendar, Trading, Adherence, Policies, Configuration, Reports views. By
default, WFM does not display terminated agents.

To change the default, see the CFG_SHOW TERMINATED AGENTS setting in About > Settings...
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The Supervisor's Window

The panes in WFM Web for Supervisors display some combination of the controls described below,
depending upon selections that you make in the Object pane. For more information, see the
description of the Get Data button in the table below.

Generic buttons

i

'2‘.><h

About button

Logout button

Help button

ﬁu

L[ (< | > |9

Modules

Breadcrumb navigation

The following buttons appear at the top right of
every WFM Web window:

Home displays the Home view, which is a list of all
View menu options that is organized by tab.

Refresh applies to the current view.

About displays information about copyright and
the current version information.

Logout closes WFM Web, without confirming your
choice if there are no changes to save.

New Page displays a new web page of WFM Web.
Default view is Home.

General Help displays WFM Web help at the
Overview topic.

Contextual Help displays WFM help at the current
topic.

Search enables you to enter search criteria to
quickly find the object you are looking for. The
criteria you enter will depend on which pane you
have open.

Sort enables you to sort lists to easily find the
items you are looking for. The sorting criteria will
vary, depending on which pane you have open.

Paging controls enable you to browse the
previous and next pages or navigate to the first
and last items in the data set (start and end of the
list), by clicking the appropriate arrow button in the
view. To navigate between pages, you can use the
Up, Down, Page Up, and Page Down keys on the
keyboard.

Click to open each WFM module: Configuration,
Policies, Calendar, Forecast, Schedule,
Trading, Performance, Adherence, and
Reports.

WFM for Supervisors uses the same type of
"breadcrumb navigation" as you see in Windows 7
directories and across the top of some web browser
windows. Click any link in this display to choose
from a drop-down menu and make a selection
within that branch of the currently selected
module. For example, the following breadcrumb
navigation path will display a specific schedule

Workforce Management Web for Supervisors Help

32



Getting Started The Supervisor's Window

scenario for the currently selected date:

{;}’ Home > ﬁ Schedule > Scenarios > Q4-2010 >
Q4-2010 Intra-day

Each of these commands becomes enabled when it

Edit Menu (Copy, Cut, Paste, Find) can be performed on the currently selected object.

Select from a list of view-specific commands. This
menu's contents change as you move among
modules and views, and they match the command
icons that appear on the toolbar.)

Actions Menu

These buttons correspond to the commands on the
Actions menu. Hover your mouse pointer over a
toolbar button to see a tool tip that displays the
button's name.

Actions Toolbar

This pane offers several different display schemes,
depending on the current selection of tab and
menu item:

Tabs: module-specific item trees under separate tabs

One tree: Business Units (BUs) > Sites

One tree: BUs > Sites> Activities

Upper tree: BUs > Sites> Teams > Agents

Lower tree: BUs > Multi-site Activities > Activity Groups >
Sites > Activities

When there are two selecting items in either of these two trees,
it triggers an automatic selection of corresponding items in the
other tree.

At the site level, you may see a team in the tree labeled
<None>. This node lists any agents that are assigned to the site,
. but not assigned to a team. If all agents in that site are assigned
Objects Pane to a team, then the <None> team is empty. The only exceptions
to this hierarchy are when Scenarios is selected or when you
use the Configuration or Reports modules.

Clicking an object in a tree (or clicking its expand/collapse
control) displays the object's contents below it, indented slightly.
When you have displayed the desired object, double-click it (or
click it once, and then click Get data) to open the selected view
for that object.

Where the Objects tree displays check boxes, you can usually

select / deselect multiple objects by selecting (EI) / clearing (

|_|) their check boxes, respectively. Certain views do not display
check boxes; in this case, you can select multiple objects by
clicking the group of objects while pressing the SHIFT or CTRL
key. Some views and windows allow you to select only a single
object.

Wherever you see the I icon in a tree or other
control, you can click it to see an expanded view of
the adjacent item's contents or details. The 4 icon
indicates an expanded item. Click it once to
collapse the item's contents and see more parallel
items.

Expand/Collapse Controls

The right pane of the window displays data and
controls that correspond to your selected module
and view. Some views display graphs with an
explanatory legend below them.

Working Pane (or Data Pane)
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View-level action buttons within the working pane
provide controls that are specific to particular views
(for example, apply or cancel).

The Get data button |w, when present
. at the lower left below the Objects tree, refreshes
Action Buttons the display with current data from the database.

Tip

Not all modules use the Get data button. If there is no
Get data button, the view is automatically updated
with the new data every time that you change your
date or object selection.

The status bar, at the very bottom of the window,
displays messages about WFM Web's current state.
(In some views, it displays the most recently
generated warning or error message.)

Status Bar

Retrieving Lists of Iltems in Segments

The list of items or objects (such as Agents, Shifts, Profiles, Activities, Schedule States,
Contracts, and Rotating Patterns) in a pane is displayed in segments or sequential pages. When
large amounts of data are being retrieved, the list of items in the pane is displayed in smaller
segments sequentially, with 50 items per page. This limits the number of items that are retrieved
from WFM at any given time, maintaining optimal performance during retrieval. See Paging controls.

Changing the Font Size in the Browser

There are two ways to change the font size in the browser:

1. On the keyboard, hold the down the Ctrl button and scroll up to make the font larger or down to make it
smaller.
Use this method to change the font size of the breadcrumbs and modules in WFM Web for Supervisors,
such as Rotating Patterns, Contracts, Organization, Schedule State Groups, Shifts, and
Activities.

2. Select About > Settings and use the Text Size slide bar to adjust the text.
Use this method to change the font size of the all modules, except the new modules (see the list
above).

Customizing Table Views

Many WFM Web views include on-screen tables. You can typically customize the display of these
tables in one or both of the following ways:
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Resize Columns

Sort by Column

In the table's header row, place your mouse pointer
over the separator between two column headers.
When you see a two-headed arrow, click and drag
the column separator to adjust the column widths.

In some tables, you can sort the data according to
one of the displayed columns. Specify the column
by clicking its header.

You can change the sort order by clicking the
header again. An upward-pointing arrowhead in the
header indicates ascending order. A downward-
pointing arrowhead indicates descending order.

If the Agent column is specified as the sort key, in ascending order, it will read: Agent ©
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Logging Off

You should always log off when you have finished using WFM Web.

If you do not log off, other users of your workstation might be able to view your
account information.

To log off from any WFM Web view:

1. Pull down the File menu.

2. Select Logoff/Login.

WFM Web logs you off and the login screen appears. Another user can log in or you can now close the
browser.
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Policies

Policy objects are the rules that govern the work schedules of contact center agents. These rules are
defined as policy objects for each site; WFM considers them when making forecasts and setting up
schedules.

To configure objects and change settings in the Policies module, you must have the
appropriate role privileges. See Policies Role Privileges.

WFM Web for Supervisors includes the following policy objects:
e Exception Types—Defined periods of time when agents are engaged in noncontact work or are absent,
such as during meetings or on days off.

e Time Off Types—Various types of time off, such as vacation, sick leave, and holiday. This module enables
you to configure various time-off types and associate them with time-off rules.

e Time-Off Rules—The rules that govern accrued time off, and how awarded time off is granted. This
module enables you to configure time-off rules for multiple time-off types or a single time-off type.

¢ Meetings—A period set aside for a specific activity, such as a meeting or training, attended by multiple
agents.

e Marked Times—Periods that you can designate as requiring special tracking. For example, you might
have an agent who works extra hours on a particular day, but the extra hours do not count as overtime.
You can mark those hours to track and report on them.

¢ Shifts—Defined periods of time when agents are assigned to work activites. Shifts define workday
parameters by time of day, duration, and days of the week.

e Contracts—Settings for agent availability times and days off that might be union or contractual
requirements. WFM automatically takes these settings into consideration during scheduling to produce
legal schedules for every agent.

* Rotating Patterns—Rotating work weeks of shifts, working days, working hours, and/or work activities. A
rotating pattern can be assigned to an agent.

Watch the Video

* Creating Exception Types
* Creating Time-Off Types
¢ Creating Time-Off Rules
e Creating Meetings

* Filtering Agents by Activities
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¢ Creating Marked Time
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Exception Types

Exception types define periods of time when agents are engaged in non-work activities, such as
training or meetings. Each site configures its own set of exception types, based on its business
requirements.

Creating Partial-Day Exceptions

Scheduler evaluates partial-day exceptions to see whether they are Valid or Invalid. Valid partial-
day exceptions comply with the criteria that are listed in Exception Type Properties (below).

Partial-day exceptions must:

¢ Not conflict with a full-day exception or granted preference.

* Fall entirely within the agent's availability pattern as specified in the Contract module and (if
applicable) within granted availability preference hours.

¢ Fall entirely within activity hours of operation for activities the agent can perform.

Fall entirely within at least one compatible shift's start and end times and be compatible with the meal
settings for that shift.

* Not overlap the start or end time for another partial-day exception.

Exceptions with Payback

WEFM supports exceptions with payback to enable agents to make up for work time lost due to
lateness events or personal appointments. If agents in your contact center are given appropriate
permission to use this feature, they (and you) can insert payback exceptions into an existing
schedule.

You can insert these exception types when modifying individual agent schedules. See the Insert
Exception with Payback Wizard in the Schedule > Intra-Day view. Agents can insert payback

exceptions in the My Schedule or My Schedule Details view. See Adding Exceptions To Your

Schedule in the Workforce Management Agent Help.

Using Time-Off Types Instead of Exception Types

The standard exception types that WFM creates when you choose the Generate Default Schedule
State Groups and exception types while importing a site include several that represent various
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types of time off. These exception types, and the Exception is Used as Time Off setting, are
included for backward compatibility only.

For example, the standard exception types include Time Off, Holiday, Sick Day, and Personal
Day. These time-off exception types are comparatively inflexible and cannot be associated with time-
off accrual rules. For this reason, time-off types are the preferred way to configure the various kinds
of time-off periods you use.

Genesys recommends that you configure all types of time off using the Time-Off Types module
instead of configuring them as exception types.

Tip

Supervisors can also enter time off as preferences in WFM Web's Calendar module.

Trade Rules Associated with Exception Types

You can change which trade rule is associated with a specific Exception Type, but you cannot edit or
delete a Trade Rule.

Creating Exception Types
Link to video
To create exception types, watch the video and/or follow this procedure:

1. In the Policies module, select Exception Types.

2. In the Objects pane, select the site(s) or business unit with which the new object will be associated.

Tip

You can select multiple sites (just keep clicking on them) but only one business unit.

3. Click New D .

4. Configure the new object on each of the Properties and Associated Sites tabs.

=)

5. When you are finished, click Save
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Editing Exception Types

To edit exception types:

1. Select the exception type in the Exception Types pane.

2. Make the necessary changes. See Exception Types Properties tab to find out how to configure these

3. Click Save E] .

settings.

Deleting Exception Types

To delete exception types:

1. Select the exception type in the Exception Types pane.

2.

Click Delete & .

Copying Exception Types

To copy existing exception types:

1.

. Click Save E] .

In the Exception Types pane, select the exception type you want to copy.

b

When the Copy Exception Type pane opens, enter a name for the exception type.

Click Copy

In the bottom half of the pane, click the Enterprise list and select the business unit, to which you want
to associate this exception type.

Alternatively, click Close x to close this pane and cancel the action. If you do this, the
exception type is not copied.
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Exception Types Settings

You can configure settings in two tabs in the Exception Types view (after clicking New D or
selecting an existing exception type):

* Properties Tab

e Associated Sites Tab

Properties Tab

* Exception Type Name—Each exception type should have a descriptive name. The name must be
unique within all sites associated with the exception.

¢ Short Name of Exception Type—To be used in graphical representations of the exception in
Calendar and Scheduler, and can be up to three characters.

* Exception Usage—Select one of the following radio buttons:

¢ Regular—An ordinary exception.

* in Meeting Planner/Scheduler—This exception will be used to configure a meeting and will be
inserted into the schedule when the meeting is scheduled.

¢ as Time Off—The exception duration is counted against the Time-Off balance.

The Exception Used as Time Off property does not use any other time-off rules or settings (including
time-off limits). The ability to use an exception as time off is intended for legacy purposes only, for
customers who have previously created exceptions to use as partial-day time off. Genesys recommends
that users set up time-off types that they can use for both full-day and partial-day time off, and that they
no longer use exceptions to represent partial-day time off.

e Convertible to Day Off —Select this check box to instruct Scheduler to convert a full-day

exception to a day off, if that is necessary for consistent scheduling. The day off is counted
towards Preference Fulfillment.

Selecting this check box disables and checks the property Exception Is Exclusive for the Whole Day.

* Exception Type Is Paid—If the check box is selected, the exception is paid. If cleared, it is unpaid.

e Allow Breaks and Meals during Exception—Select this check box to allow breaks and meals
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during the currently selected exception. Default setting: cleared. Disabled if the current

combination of selected exception properties does not allow breaks. (Enabled only if Exception
Type is Paid is selected.)

* Exception Is Exclusive for the Whole Day—This exception occupies the entire day.

* Trade Rule—Indicates how this exception should be treated if an agent who is assigned this exception
is involved in a schedule trade. From this drop-down list, select possible values are Delete, Do Not
Trade, Keep with Agent, and Keep with Schedule (default).

* Agent Initiated—Select this check box to allow an Agent to initiate this Exception type. Default:
cleared.

* Specify Dates—Select this check box to set the start and end date for the exception. This check
box is enabled only when the Agent Initiated check box is selected.

» Start Date—Select to specify the start date of an allowed range for this exception type. Then
enter the month, day, and year manually, or click the down arrow to select the date from a drop-
down calendar. The default is the current date.

* End Date—Select to specify the end date of an allowed range for this exception type. Then enter

the month, day, and year manually, or click the down arrow to select a date from the drop-down
calendar. The default is the current date.

Assoclated Sites Tab

1. Select the check box of each site to associate with the current exception type.

2. Clear the check box of each site to disassociate with the current exception type.

3. Click Save E] .

On this tab you can associate an exception type with a Schedule State Group. The site's Schedule

State Groups drop-down list is enabled when you check the site. It contains all of the Schedule
State Groups under that site.

If a Schedule State Group with an associated Fixed State Exception exists for the selected site, this

Schedule State Group is selected by default in the Schedule State Group drop-down list when you
check this site. See the figure below.
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Figure: Schedule State Group drop-down list—Associated Sites tab
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WFM enables you to configure multiple types of time off. Examples of time-off types include vacation,
sick leave, paid time off, holiday, and maternity leave.

By default, WFM creates the Vacation time-off type. This time-off type cannot be deleted and does
not belong exclusively to any site.

You can configure a time-off rule for a one or multiple time-off types. When you configure multiple
time-off types for the same rule, the time-off balance is calculated and accrued for all time-off types
associated with that rule.

Use the procedures in this topic to create, copy, edit, and delete time-off types, and associate/
disassociate time-off types with sites.

You assign time-off type/time-off rule combinations to agents by using the Configuration > Agents
> Time Off pane.

Creating Time-Off Types
Link to video
To create a time-off type, watch the video and/or follow the steps in this procedure:

1. In the Policies module, select Time-Off Types.

2. In the Objects pane, select the site(s) or business unit with which the new object will be associated.

Tip

You can select multiple sites (just keep clicking on them) but only one business unit.

3. Select New ( D ) from the toolbar.

4. Configure the new object on the Properties tab and the Associated Sites tab.

5. Click Save when you are finished.
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Editing Time-Off Types
To edit a time-off type:

1. In the Time-Off Type pane, select a time-off type.
2. Select the Properties tab and/or the Associated Sites tab and make the changes.

3. Click Save.

Tip

You cannot edit a time-off type that is used in the Calendar or Meeting Planner.

Deleting Time-Off Types

To delete a time-off type:

1. In the Time-Off Type pane, select a time-off type.

2. Select Delete & from the toolbar.

Tip

You cannot delete a time-off type that is used in the Calendar or Meeting Planner.

Copying Time-Off Types

To copy a time-off type:
1. Select an existing time-off type from the list.
2. Click Copy I:E from the toolbar.

3. Rename and associate the time-off type with a Business Unit.

4. Click Save when you are finished.
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Properties Tab

* Name—This name should be descriptive and must be unique within the site.
¢ Short Name—The short name of the time-off type can be up to three characters.
* Time-Off Type is Paid—Select this check box if the time-off type is paid.

¢ Counts Toward Time-Off Limits—Select this check box if WFM should apply time-off hours of this
type to the time-off limits that you set in the WFM Web for Supervisors Calendar module. If you clear
this check box, no time-off limits are applied to this time-off type.

¢ Trade Rule—This controls whether agents can trade schedule periods that include time off of this type.
For example, a paid-time-off day normally stays with the agent, whereas training may stay with the
schedule (any agent who is working that shift would attend that training). The selections are:

* Delete (deletes the trade proposal)

* Do not trade (denies the trade proposal)
* Keep with agent

* Keep with schedule (default).

Associating and Disassociating Sites

1. Select a site's check box to associate it with the current time-off type.

* In the Schedule State Group drop-down list, select the group that will be associated with this
time-off type.

2. Clear a site's check box to disassociate with the current time-off type.

3. Click Save.

When associating sites, on the Associated Sites tab you can associate a time-off type with a
Schedule State Group. The site's Schedule State Groups drop-down list is enabled when you check
a site. It contains all Schedule State Groups under the selected site.

If a Schedule State Group with an associated Fixed State Exception exists for the selected site, this
Schedule State Group is selected by default in the Schedule State Group drop-down list when you
check this site.
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Time-Off Rules

Time-off rules control how the agent's time-off hours are accrued/awarded and define the options for
time-off requests. For example, you might set different accrual rates for paid time off depending on
how long an agent has been employed.

Use the Time-Off Rules panes to:

e Create and edit time-off rules includes setting Properties and Rules for Requests
¢ Delete time-off rules
e Copy time-off rules

e Associate agents and time-off types with a time-off rule

You can configure:

e Multiple time-off rules for each time-off type
¢ A single time-off rule for multiple time-off types

¢ A single time-off rule for one time-off type

How Time-Off Rules Work

The following points explain how time-off rules work:

e Time off can be either accrued or awarded.

e If you change a time-off rule, the agent's carry-over time-off hours for that time-off type are calculated
immediately, and the new rule applies from the time of the change. Time-off rules can change during
configuration of the site, the agent, or the time-off rule.

¢ |If agents with time-off rules for one or more time-off types are transferred to a different site during
synchronization, the time-off rules associated with the agents remain, but they are no longer active. To
enable agents to continue to accumulate time off, you must manually assign agents time-off rules for
the new site. When WFM calculates carry-over for these agent, it calculates the time off at the old rate
until the End Date and at the new rate from the End Date until the Carry-Over date.

Tip
Time-Off carry-over occurs automatically by default. You can turned it off in the WFM Server Application
Options.

¢ If an agent becomes unassigned (is no longer associated with a site) he or she keeps the assigned time-
off rules. However, WFM sets the date, on which the agent was removed from the site as the End Date,
and time off is accrued, based on the rules from the former site only up to that date. The agent can
continue to accrue time off, only if you assign the him/her to a site and assign another time-off rule.
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e If an agent is unassigned from a time-off rule for any time-off type (by setting the End Date for this
time-off rule) and is not assigned this time-off type by any other time-off rule (no other record exists
with a Start Date for this time-off type) then the agent can request time off for this time-off type but
the balance is no longer accrued.

Tip
To understand how time-off rules or constraints affect agent preferences, see
Preference Statuses.
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Configuring Time-Off Rules

The Time-Off Rules panes, which include Properties, Rules for Requests, and Assignments, enable you
to create, edit, delete, and copy time-off rules, configure rules for requests, and assign time-off rules.

Creating Time-Off Rules

Link to video

To create a time-off rule, watch the video and/or follow this procedure:

B,

1. In the Time-Off Rules pane, click New
The Properties pane opens.

2. Configure the Time-Off Rules Properties, as required.

5]

3. Click Save Now

Next Steps:

¢ Configure rules for time-off requests. See Rules for Requests and part 2 of this video series.

e Assign agents and time-off types to this rule. See Assigning Time-Off Rules and part 3 of this video
series.

Time-Off Rules Properties

You can configure the following properties for Time-Off Rules:
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* Name—Accept the default name or enter a different name. The name must be unique within the site.
* Type—Select one of two types:

* Accrued—A certain number of time-off hours accumulate for each period worked.

* Awarded—A set amount of time off given for the year.

For example, paid time off is usually accrued, whereas holidays are awarded.

Tip
The Type field is enable only when the time-off rule is created. Thereafter, it is read-
only.

* Ignore accrual settings (resulting in unlimited balances, if this rule is used)—Select this check
box to disable:

e All other controls in the Properties pane.

* The Estimated daily paid hours and Estimated weekly paid hours in the Rules for Requests pane.
Default setting: cleared (disabled).

Use the default setting for special circumstances, such as sick days, that are subject to
time-off limits but do not count against an agent's time-off balance.

Tip

The Limit the total number of requested time-off hours, if setting is related to
time-off balances. It works for both awarded and accrued rules when WFM calculates
the balance. When the Ignore accrual settings (resulting in unlimited balances,
if this rule is used) setting is checked, WFM does not calculate the balance.
Therefore, there's no limitation for the affected period. When both of these settings
are checked, you might see the error message: Agent has accrual rule but ignore
balance check is selected. To avoid this error, uncheck the lgnore accrual settings

(resulting in unlimited balances, if this rule is used) setting and set a higher
number of hours for the rule, instead of an unlimited balance.

Number of hours earned—Enter the number of hours that can be accrued every period in the hh:mm
format.

For every—Enter a number for how often the specified hours are accrued and then select the unit for
the number (hours, days, weeks, months, or years) from the drop-down list.

Tip
Awarded time off must be entered as x hours per 1 Year. You cannot select any other
period. Synchronization can affect an agent's time-off accrual. If agents with time-off

rules for one or more types of time off are transferred to a different site during
synchronization, the time-off rules remain associated with the agents, but they are no
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longer active. You must manually assign time-off rules that are configured for the new
site to the agents.

* Limit the time-off balance to the following value—Select this check box to set a limit to the total
number of time-off hours an agent can accumulate.

¢ Hours that can be carried over to the next year—Enter the number of time-off hours that can be
carried over into the next yearly period. At carry-over, bonus and accrued time-off hours are combined

and the allowed number of hours is carried over to the next year. Hours above the allowed carry-over
number are deleted. The default number of carried-over hours is 0.

Tip

The current time-off period is determined either by the most recent carry-over date or,
if no prior carry-over date exists, by the agent's date of hire. In cases where an agent
has worked for several years with no carry-over calculation, time-off balances are
calculated by taking into consideration each year the agent has worked. To apply
bonus time-off hours to the current year, the agent must have had time-off carry-over
calculated at the most recent carry-over date. If you have already applied bonus hours
and the carry-over date is not current, you can perform a carry-over calculation, at
which time the bonus hours will be converted to carry-over hours. When performing

this update, make sure that the number of carried-over hours allowed is large enough
to accommodate all bonus hours to be carried over.

Hours that can be taken in advance per year—Enter the number of time-off hours the agent can

take in advance each year. These hours are offset by the hours accrued. This setting is disabled for
awarded time-off rules.

Apply rule on hire date (if not checked, rule becomes applicable after the period below, starting on
the hire date)—Select this check box to specify that the agent accrues time off from the date of hire. If
disabled, time off is accrued beginning on the date when time off can be requested as set in the Time
off can be requested after this period expires (after the hire date) field.

Time off can be requested after this period expires (after the hire date)—Enter the number of

weeks or months the agent has to work after the hiring date before he or she can enter a time-off
request.

Carry-over day—Enter a date that signifies the end of a period when carry-over days become
applicable and a new time-off accrual period starts. It can be any day and month.

Tip

* The Carry-Over Day is applied to all agents who are assigned this time-off rule. The

last carry-over date for all agents is updated to the date you select in the Carry-Over
Day field.

e Time-off days can be requested or granted only if they are after the last carry-over date.
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e Calculations of carry-over cannot be reversed.

e Carry-over calculations apply from the last carry-over date or the agent’s date of hire,
whichever is more recent.

Editing Time-Off Rules

To edit a time-off rule:

1. In the Time-Off Rules pane, select the rule you want to edit.

2. Make the appropriate changes to the Properties and Rules for Requests pane settings.

3. Click Save Now E] .

Tip
Editing time-off rules changes the way accrued hours are calculated by WFM. Changes

affect time-off balances of all agents associated with the rule, but not the historical
records of agents’ time-off balance calculated by the carry-over process.

Deleting Time-Off Rules

To delete a time-off rule:

1. In the Time-Off Rules pane, select the rule you want to delete.

2. Click Delete & .

3. When the Confirmation dialog appears, click Yes to proceed or No to cancel the action.

Copying Time-Off Rules to Sites

To copy a time-off rule:

Workforce Management Web for Supervisors Help

53



Policies Time-Off Rules

1. In the Time-Off Rules pane, select the rule you want to copy.

2. Click Copy I:h
3. In the Copy Time-Off Rule pane, enter a new name for the rule.

4. Remove the check mark from the Copy to the same Site check box if you want to copy the rule to
site, other than the selected one. Otherwise, leave it checked.

5. If you removed the check mark, select the site to which you want to copy this rule.

6. Click Save Now E] .
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Rules For Requests

The Rules for Requests pane, enables you to configure rules for time-off requests.

Configuring Rules for Requests
Link to video
To configure rules for time-off requests, watch the video and/or follow this procedure:

1. In the Time-Off Rules Properties pane, click Rules for Requests.

2. Configure the rule settings below.

3. Click Save Now E]

Next Step:

e Assign agents and time-off types to this rule. See Assigning Time-Off Rules and part 3 of this video
series.

Rules for Requests Settings

¢ Paid hours in full-day time off—Enter the number of paid hours in a full day time-off period. (If you
enter 0, paid hours for full-day time off items are not defined.)

» Estimated daily paid hours—This value is enabled only if you left the Ignore accrual settings check
box in the Properties pane unchecked. It is used only if you selected Hours or Days in the For every
drop-down list for Number of hours earned. WFM Server uses this value when estimating an agent's
time-off balance for dates when no schedule is available. Therefore, under normal circumstances, it
should match the contract Standard Daily Paid Hours for agents who are assigned this time-off rule and
have contracts associated with them. If an agent has no contract, you can enter any number of hours.

* Estimated weekly paid hours—This value is enabled only if you left the Ignore accrual settings check
box in the Properties pane unchecked. It is used only if you selected Hours or Days in the For every
drop-down list for Number of hours earned. WFM Server uses this value when estimating an agent's
time-off balance for dates when no schedule is available. Therefore, under normal circumstances, it
should match the contract Standard Weekly Paid Hours for agents who are assigned this time-off rule
and have contracts associated with them. If an agent has no contract, you can enter any number of
hours. You can configure this text box down to a one-minute time unit.

¢ Automatically approve time-off requests if:

* Request is made by the following number of weeks in advance—Select and complete to
enable WFM to automatically grant time off that an Agent requests through WFM Web, provided the
request meets the Week(s) and Hours specifications in Minimum requested time off.
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* Minimum requested time off is—Enter minimum hours and minutes for time-off requests.
(Automatic Approval is also known as auto-granting.)

¢ Prevent agent time-off request if:

* Request is made by the following number of days in advance—Enter the number of days that
an Agent can request time off in advance.

* Issue warnings for time-off requests if: (Checking this box effective prevents agents from making
these requests.)

* Request is made by the following number of days in advance—Enter the number of days an
agent can request time off in advance before a warning is issued.

* Requested number of continuous time-off days in this request is less than the following

value—Enter a number for the minimum continuous time-off days an agent is allowed before a
warning is issued.

e Limit the total number of requested time-off hours, if:

* Maximum number of hours that can be requested are—Specify the number of days in
advance that can be requested.

* Applicable time period for this limitation is—Enter a time period for this limitation. Use this

rule to ensure fairness, for example in vacation usage by restricting requests until every agent has
reserved at least some vacation time. Also:

You can modify these rules at any time. Your change does not affect existing items, but it does
affect all subsequent agent or supervisor actions.

You are restricting time-off usage, not time-off accrual.

Agents cannot request more time off than is allowed during the restricted period. But a

supervisor requesting more time off than is allowed will receive a warning and will be able to
override the restriction.
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Assigning Time-Off Rules

Use the Time-Off Rules Assignment pane to assign agents and time-off types to a time-off rule.

Associating Agents and Time-Off Types to Rules

To associate agents and time-off types to time-off rules, watch the video and/or complete this
procedure:

Link to video

1. In the time-off rules Assignments pane, click Associate Agents and Time-Off Types with this rule
E1S

2. Enter a Start Date and End Date for this rule assignment.

3. Click Add Agent(s) to a Time-Off Rule
A pane containing a list of available agents opens.

4. Select one or more agents to associate with this rule and then, click Apply
The selected available agents are moved to a list of assigned agents.

5. In the Time-Off Types section, click Add Time-Off Types to a Time-Off Rule
Another pane opens, enabling you to select from a list of time-off types.

6. Select one or more time-off types and click Apply
The selected time-off types are moved to a list of assigned time-off types.

-+
7. In the Associate following agents and time-off types with rule pane, click Apply again.

Disassociating Agents and Time-Off Types

To disassociate agents and time-off types to time-off rules:

1. In the assigned agents and time-off types lists, select the items you want to disassociate from this rule.

2. Click Remove Agents and Time-Off Types association from this rule

3. When the confirmation dialog appears, click Yes to proceed or No to cancel the action.
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Associating Agents Based on Hire Dates

Use the following procedure to perform bulk assignments of time-off rules, based on the agents' hire

date.

IXQ

Click the Sort menu. e

ASSOCIATE FOLLOWING AGENTS AND TIME-OFF TYPES WITH RULE Q scarch agent \ |
Start Date Search by: @) First Name (7) Last Name
|Jun 23, 2020 ‘ -
AGENTS =
End Date
| ‘D I Team Il| First Name I Last Name I & H Team
2 |Team1_1 AgentFO1 AgentLO1 Jan First Name
e -
2 |Team1_1 AgentF02 AgentL02 Jan Last Name
= e
BGENLS Q  Team1_1 AgentFo3 AgentLO3 Jan [| & Hire Date
I Team Il First Name Il Last Name 1 2 | Team1 1 AgentFo4 AgentL04 Jan 1, 3017
There are no agents to display 2 |Teami_1 AgentFos AgentLo5 Jan 1, 2017
< %o AgentLO6 Jan 1, 2017
Q, search agent ‘ AgentLO7 Jan 1, 2017
Search by: @) First Name (7) Last Name AgentLO8 Jan 1, 2017
AGENTS (—ug AgentL09 Jan 1, 2017
I Team I First Name I Last Name Il & Hire Date n AgentL10 Jan 1, 2017
8 Team1i_1 AgentFO1 AgentLO1 Jan 1, 2017
8 Team1i_1 AgentF02 AgentLO2 Jan 1, 2017
8 Team1 1 AgentF03 AgentL03 Jan 1, 2017
~— 8 teami_1 AgentFo4 AgentL04 Jan 1, 2017
8 Teami 1 AgentF05 AgentLO5 Jan 1, 2017
8 Team1i_1 AgentFo6 AgentLO6 Jan 1, 2017 ¢
8 Team1_2 AgentF07 AgentLO7 Jan 1, 2017
8 Team1_2 AgentFo8 AgentLO8 Jan 1, 2017
2 Team1 2 AgentF09 AgentL09 Jan 1, 2017
2 Team1 2 AgentF10 AgentL10 Jan 1, 2017

,W

1. In the time-off rules Assignments pane, click Associate Agents and Time-Off Types with this rule

Ik

2. Enter a Start Date and End Date for this rule assignment.

3. Click Add Agent(s) to a Time-Off Rule

A pane containing a list of available agents opens.

4. Click Sort and choose Hire Date.

5. Select one or more agents to associate with this rule, based on the hire date and then, click Apply
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The selected available agents are moved to a list of assigned agents.

6. To assign time-off types, complete steps 5-7 in the procedure above.

When selecting Hire Date in the Sort menu, you can toggle it to display in ascending or descending
order, or toggle it in the column header.

To select multiple rows in lists, use the Shift+Space keys on the keyboard, or hold down the Shift key
and use your mouse. Simply hold down the Shift key and either click the first and last row you want
to select or click each row, one after the other.
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Meetings

Use the Meetings view to create, edit, copy, or delete meetings, or to assign attendees to meetings.

To configure objects and change settings in the Meetings view, you must have the
appropriate role privileges. See Policies Role Privileges.

Planner vs. Scheduler

Use the Meeting Planner (described here) to create and configure meetings that you know about in
advance. It is especially useful for recurring team meetings or coaching sessions. Meetings that are
created in the Meeting Planner are taken as inputs during schedule building.

Use the Meeting Scheduler to create ad hoc meetings and insert them into a schedule that has
already been built. Access the Meeting Scheduler feature in WFM Web Supervisor from within the
Intra-Day Schedule view or Agent-Extended Schedule view.

Meetings Pane

The toolbar above the Meetings pane contains the following controls:

D Creates a new meeting, which begins by opening
New the Properties tab.

Removes the selected meeting. This command
cannot be undone. A Confirmation dialog enables
& you to cancel or continue. This command is not
Delete enabled if the meeting contains one or more
agents who are not visible to the current user
(because of a lack of permissions).

[b Enables you to copy the selected meeting to create
Copy a new one.

Filters the Meetings list by agent or team. See
Filter Filtering Agents and Teams.

Sorts the Meetings list in ascending or descending
Sort order. (You can also click the Meetings column
header to sort the list.)

This pane also includes a Search field and Help icon.
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Meetings View Settings

You can configure settings in three tabs in the Meetings view (after clicking New D or selecting an
existing Meeting):

* Properties Tab
¢ Participants Tab

¢ Associated Sites Tab

At the top of all three tabs you will find the E] Save icon, which enables you to save the meetings
@l

settings in a particular tab, and the Help icon.

Properties Tab

« Name—The name of this meeting, for example, Sales Meeting or Monthly Review. The name must be
unique within all sites associated with the meeting. You can also add a memo in this field, Memos in
Meeting Exceptions in the Workforce Management Administrator's Guide.

* Exception Type—You can base a meeting on any exception type that is configured for the current site
if you selected the Exception Usage: in Meeting Planner option when creating exception types.

e Earliest Date and Time—A proposed time at which Scheduler can assign the meeting to start.

Latest Date and Time—A proposed time at which Scheduler can assign the meeting to end.

Meeting Duration—The length of time that Scheduler should allot for the meeting.

Days of the week—The days of the week on which Scheduler can assign this meeting.

Time Zone—The time zone to use when displaying any time-related information. Set by default to
local (current user's time zone.)

Meeting Type section: Select one of the following three radio buttons to enable the properties that
are associated with them:

¢ Single Agent—A common activity, such as a webinar, that can occur at the most convenient time for
each agent.

¢ Single Group—The default meeting type. Represents a single meeting for all agents who are specified
on the Participants tab.

e Enter or select the meeting's minimum number of attendees requirement in the Required
Percentage of attendees box. Set this value to 1% to schedule a meeting for as many attendees
as possible. Using 1% does not require a minimum number of attendees. The default value is 100
percent.

e Multiple Groups—A common time, but for multiple groups. Enter or select a number in each of the
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following fields to specify the group sizes:
* Min. Number of Groups

* Minimum Group Size

* Max. Number of Groups

¢ Maximum Group Size

Recurrence: section: Select one of the following five radio buttons to enable the properties that are
associated with them:

e Use Total Hours—The total meeting hours. When you specify this optional parameter, Scheduler
creates as many meetings with the defined duration as necessary, to satisfy the Total Hours
requirement. For example, if the meeting duration is set to two hours, and Use Total Hours is set to

six hours, Scheduler generates three two-hour meetings. Scheduler can assign these meetings
consecutively.

Tip

The value of Use Total Hours is not used for Multiple Groups meetings.

e Daily—Occurs once a day.

Weekly—Occurs once a week (unless a value other than 1 is entered in the Recurs Every setting).

* Recurs Every—Defines how often the meeting should recur. Examples: 1 (every week), 2 (every
other week), 3 (every third week).

Monthly—Occurs once a month.

Set Number of Times instead of Latest Date—If you select Daily or Weekly for the Recurrence
type, set a value for the number of consecutive days or weeks during which this meeting should be
scheduled. If you check this box and enter a value, a red asterisk and comment appears below the

Latest Date and Time option, indicating that latest date is being overwritten by the Number of
Times setting.

Tip
WFM requires that either Number of Times or Latest Date be set, not both.
The current date will be displayed in the Latest Date field but this value will not be used to schedule

meetings. The Latest Time value will be used for scheduling meetings when either Latest Date or
Number of Times is set.

Even though values can be set in all fields, only values for the appropriate meeting
type are used for scheduling. For example, Required Percentage of attendees will
be used only for Single Group meetings.

Workforce Management Web for Supervisors Help 62



Policies Meetings

Participants Tab

Use these controls when you are adding participants to the meetings:

Enables you to enter criteria, used to search for

Search field available agents.
Search by: Enables you to search for available agents by First
radio buttons Name or Last Name.
Enables you to add agents to the Participants list,
Add Agents by opening a list of Available Agents.
- Removes selected agents from the Participants
Remove Agents list. This action cannot be undone.

Sorts the participants list by First Name, Last
Sort Name, Site, or Team.

The Participants tab also displays four columns: First Name, Last Name, Site, and Team name of
the participants in the selected shared transport.

List of Available Agents

The Available Agents pane contains the following fields and controls:

Enables you to enter criteria, used to search for

Search field available agents.
Search by: Enables you to search for available agents by First
radio buttons Name or Last Name.
Applies the agents you select from the Available
Apply Agents list to the Participants list.
9 Enables you to filter the Available Agents list by
Filter Activities, Multi-Site Activities, or Contracts.
~ Closes the Available Agents pane without
Close applying any selections.
. Sort the available agents by First Name, Last
" Sort Name, or Team.

Associated Sites Tab

1. Select the check box of each site to associate with the current meeting.
2. Clear the check box of each site to disassociate from the current meeting.
3. Click Save.
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Managing Meetings

Use the procedures in this topic to create, edits, delete, copy, and add participants to meetings.

Creating Meetings
Link to video
To create a meeting:

1. In the Policies module, select Meetings.

2. Select a site or business unit (this action selects all indented sites beneath it) on the Objects pane.

3. Click New D .
The Properties tab opens, by default.

4. Configure the settings, as described in the Properties, Participants, and Associated Sites tabs, as
required.

5. Click Save E] .
The new meeting appears in the Meetings pane.

Adding Participants to Meetings

To add participants to a meeting:

1. In the Meetings pane, select a meeting and then, click the Participants tab.

2. Click Add

3. In the Available Agents pane, select one or more agents.

Tip

You can also filter, sort, or search agents in the list of available agents.

4. Click Apply
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The selected agents move to the Agents list in the Participants pane.

Alternatively, you can click Close x to close the pane without saving your selections.

e Agents can appear in only one pane at a time.
¢ Only agents from the meeting site are available for selection.

e When a schedule that includes the meeting time is generated, Scheduler verifies that
enough agents are available to satisfy the Minimum Percentage requirement and
then assigns the meeting exception to the available agents. If too few agents are
available, Scheduler generates an error message and does not schedule the meeting.

Editing Meetings
To edit a meeting:

1. In the Meetings pane, select the meeting you want to edit.

2. Click any one of the three tabs (Properties, Participants, or Associated Sites) to change its
settings.

3. When you are finished making changes, click Save E] .

Deleting Meetings

To delete a meeting:

1. In the Meetings pane, select the meeting you want to delete.

2. Click Delete & .

3. When the Confirmation dialog opens, select Yes to proceed or No to cancel the action.
If you select Yes, the meeting is deleted and the action cannot be undone.
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Copying Meetings
To copy a meeting:

1. In the Meetings pane, select the meeting you want to copy.

2. Click Copy I:E

3. When the Copy Meeting pane opens, enter a name for the meeting.

4. In the bottom half of the pane, click the Enterprise list and select the business unit and site, to which

you want to associate this meeting.

5. Click Apply -

Alternatively, you can click Close x to close this pane and cancel the action. If you do this,

the meeting is not copied.
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Filtering the Avallable Agents List

When you are adding participants to a meeting and there is a large number of agents to select from,

2

you might want to use the Filter

(found at the top of the Available Agents pane) to easily

group them by Activities, Multi-Site Activities, or Contracts.

After you create one or more filters, they appear as bullets above the Available Agents list. If only
one item is selected for the filter, the bullet shows the selected item's name. If more than one item is
selected, the bullet shows the number of items in the filter.

2

When you click Filter
the following controls:

Common Controls

Apply
x Close

Ik

Add

Remove

Search field

Sort

Filtering Agents by Activities

Link to video

in the Available Agents pane, you will see three tabs, all of which have

Applies the selected items in a list (activities, multi-
site activities, or contracts).

Closes the Filter pane without applying the
selected filter conditions.

Opens a pane containing a list of items for
selection (depending on the tab you selected:
Activities, Multi-Site Activities, or Contracts).

Removes any previously selected items from the
Filter by.. list.

Uses search criteria to quickly find items in long
lists.

Enables various sort options, depending on the list
of items you are sorting:

e For activities, sort by Activities or Type

e For multi-site activities, sort by Multi-Site
Activities or Type

e For contracts, sort by ascending or descending
order
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1. In the Available Agents pane, click Filter &
The Filter by.. pane opens with the Act|V|t|es tab selected by default.

2. In the Filter by Activities pane, click Add

3. When the list of activities opens, select one or more activities, and click Apply

4. In the Activities tab, if the filter contains all selected activities, click Apply again.

5. To remove an activity from the filter, click Remove before applying the filter.

6. To close this pane without applying any of the selected items, click Close
The filter now appears at the top of the Available Agents pane.

Filtering Agents by Multi-Site Activities

1. In the Available Agents pane, click Filter &
The Filter by.. pane opens with the Activities tab selected by default.

2. Click Multi-Site Activities.

3. In the Filter by Multi-Site Activities pane, click Add

4. When the list of multi-site activities opens, select one or more activities, and click Apply

5. In the Multi-Site Activities tab, if the filter contains all selected activities, click Apply again.

6. To remove an activity from the filter, click Remove before applying the filter.

7. To close this pane without applying any of the selected items, click Close
The filter now appears at the top of the Available Agents pane.

Filtering Agents by Contracts

1. In the Available Agents pane, click Filter 2
The Filter by.. pane opens with the Act|V|t|es tab selected by default.

2. Click Contracts.

3. In the Filter by Contracts pane, click Add
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)
When the list of contracts opens, select one or more contracts, and click Apply

. In the Contracts tab, if the filter contains all selected contracts, click Apply again.

6. To remove a contract from the filter, click Remove before applying the filter.

. To close this pane without applying any of the selected items, click Close x .
The filter now appears at the top of the Available Agents pane.

Viewing and Removing Filters

Filters appear at the top of the Available Agents list, which now contain only the filtered items. You
can see the contents of a filter in two ways:

e Click the filter to open a list of them.

e Hover your cursor over the filter to see a pop-up that displays them.

For example, in the figure below the user clicked the Activities (2) filter, which opened the Filter by
Activities pane listing the items in that filter.

To remove a filter without opening it, click the X in the bullet itself.

« @ % © [ Adivities | Multi-Site Activities  Contracts PURE |
Q s § -y
Search by: (@) Last Name () First Name FILTER BY ACTIVITIES E
FILTERS " A Activity I Type
| Activities (2) 2 | @ a1-1-1 Copy Immediate Work
lu;n.-,pm ABLE AGFN‘TS i @ a1-1-2 Deferred Work
I & Last Name ! First Name I Site I Team
Q agentO1L agentO1F Site 1-1 <MNone>
Q agent02L agent02F Site 1-1 <MNone>
] ﬂ agent03L agent03F Site 1-1 =None> I I
Figure: Filter Bullets in Meetings View
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Marked Time

Use Marked Time to identify periods that WFM should track and display that are not already
accounted for. For example, some agents might each work a number of hours on an issue involving
one account. By using marked times, you can designate that those hours spent working on that issue
be displayed in the Schedules module and reported on, using the Schedule Marked Time Report and
Schedule Marked Time Totals Report that are generated in WFM Web's Reports module.

Use the procedures in this topic to create, edit, delete, and copy Marked Time.

Creating Marked Time

Link to video

To create new Marked Time:

1.
2.

. Click Save E] .

In the Policies module, select Marked Times.

In the Objects pane, select the site(s) or business unit with which the new object will be associated.
You can select multiple sites (just keep clicking on them) but only one business unit.

Select New D
The Properties tab opens by default.

. Configure the Properties tab.

. Click the Associated Sites tab and select the sites you want to associate with this Marked Time.

Editing Marked Time

To edit Marked Time:

1.
2.

3.

In the Marked Times pane, select a marked time.

Select the Properties tab and/or the Associated Sites tab, and make the changes.

Click Save E] .

Workforce Management Web for Supervisors Help 70


https://player.vimeo.com/video/217926962?title=0&byline=0&portrait=0

Policies Marked Time

Deleting Marked Times

To delete Marked Time:

1. In the Marked Times pane, select a marked time.

2. Click Delete & .

Copying Marked Times

To copy an existing Marked Time:

1. In the Marked Times pane, select an existing Marked Time.

2. Click Copy I:E
3. When the Copy Marked Time pane opens, type a name for the Marked Time.

4. Expand the Enterprise list and select the site, to which you want to associate this Marked Time.

. +
5. Click Apply

Properties Tab

* Name—Each Marked Time should have a descriptive name that is unique within the site.

* Short Name—The name to be used in graphical representations of the Marked Time and Scheduler. It
can be up to three characters.

¢ Special Uses—Select one of three radio buttons:
* None—This marked time has no special uses (default).
* Use for overtime—This marked time is to be used to mark overtime schedule states.

* Use for payback—This marked time is to be used to pay back work time that was missed, due to
(agent's) lateness or a personal appointment.

Assoclated Sites Tab

1. Select the check box of each site to associate with the current Marked Time.

2. Clear the check box of each site to disassociate with the current Marked Time.
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3. Click Save.

Workforce Management Web for Supervisors Help 72



Po

licies Shifts

Shifts

A shift defines basic workday parameters. Shifts are defined by time of day, duration, and days of the
week. Create, copy, edit, and delete shifts by clicking Policies > Shifts and selecting the
appropriate business unit and site on the Objects pane.

C

reating New Shifts

Link to video

You can create a new shift or copy an existing shift to create a new one. To create a new shift:

1

2.

C

To

1

. Go to Policies > Shifts.

In the Objects pane, select the Business Unit and then, the Site, in which you want to create the
shift.

Click New D .
The new shift appears on the Shifts pane. with the default name.

The default name includes a number to ensure that each shift has a unique name in the
Configuration database. You can change this name, but it must remain unique to prevent
duplicate name errors from occurring.

. Configure the shift properties.

opying Shifts
copy an existing shift:

. Select a shift.

bg

Click Copy .
The Copy Shift <shift_ name> pane opens.

In the Name field, enter a name for the shift.
The Copy to the same Site check box is checked, by default.

which you want to create the shift ( see the figure below).

If you choose to uncheck the Copy to the same Site check box, select the BU and then, the Site, in
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X
COPY SHIFT "SHi1"
Hainee:

ZH11l Copy

i Copy bo the sams Site
ASSOCIATE COPIED SHIFT WITH THE FOLLODWING SITE

o ﬁ Efterprise
4 & el

@ sitet

SiteZ

Figure: Copy Shift

=

5. Click Save Now

The new shift appea;rs on the Shifts pane under the selected Site.

6. Change the shift properties, if necessary.
Use the following panes to configure the new shift:

* Shift Properties
¢ Shift Contracts
e Task Sequences

* Shift Sequences

Editing Shifts
To edit a shift:

1. On the Shifts pane, select the shift you want to edit.

2. Make the necessary changes in each pane.

3. Click Save Now E] .

Deleting Shifts

To delete a shift:

1. On the Shifts pane, select the shift you want to delete.
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2. Click Delete & .

Shift Number Limitation During Building

The maximum number of shifts that can be configured when building schedules is 100 shifts.

Count all the agents configured for your schedule scenario, all their different contracts, and all the
different shifts associated with those contracts. The total number of shifts cannot exceed 100. If it
does, your build will fail, and WFM will display Error 43: Too many shifts: the maximum number
is 100, but more than 100 were requested.

Tip
You can configure more than 100 shifts in your WFM database; the limitation is that
you cannot associate more than 100 shifts with a single schedule.

Use Rotating Patterns to Solve a "Too Many Shifts" Problem

A contact center might configure a very large number of shifts, because the managers believe that
multiple shifts are the only way to create fixed schedules. However, rotating patterns can
accommodate many different types of schedules, including both fixed and flexible schedules, using
very few shifts. For example, you could create weekly rotating patterns to configure a fixed schedule
that uses just one shift. For more information see Rotating Patterns.
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Shift Properties

Use the Shifts Properties pane to define the general shift parameters. By default, this pane opens
when you select a shift in the Shifts pane.

Name Field

The name for this shift. Use names, such as First Shift, Swing Shift, or Second Shift, that identify the
shift type. The name must be unique within the site.

Time and Duration

¢ Min. Paid Hours—The minimum number of hours defined for this shift, entered in hh:mm format. All
contracts assigned to the shift must be available to work at least this number of hours. Valid values are
00:01 to 23:45. This value must be less than or equal to the Maximum Daily Paid Hours setting in
the associated contract. Must include all paid breaks and meals.

* Max. Paid Hours—The maximum number of hours defined for this shift, entered in hh:mm format. Valid
values are 00:01 to 23:45. This value must be greater than or equal to the Minimum Daily Paid
Hours setting in the associated contract. Must include all paid breaks and meals.

¢ Earliest Start Time—The earliest time that this shift can start. Some sites stagger shifts so that, for
example, all third-shift agents arrive between 7:15 and 8:15. The earliest start time for this shift would

then be 7:15.

¢ Latest End Time—The latest time that this shift can end. Shift agents can end their shift at staggered
intervals that correspond to the stagger at the beginning of the shift. For example, a shift that starts
between 7:15 and 8:15 can end between 3:15 and 4:15. The latest end time for this shift would then be

4:15.
* Next Day—When this check box is checked, indicates that this shift can end during the next day.

e Start Step—If using staggered start times for various agents working a shift, the Start Step is the
increment of time between possible shift start times. Scheduler uses this Start Step to configure
agent schedules. The start step can be any number of minutes between 1-120.

The Earliest Start Time's last two digits must be either : 00 or an even multiple of the
Start Step entry; otherwise, Scheduler disregards the Start Step entry and defaults
to a Start Step of 15 min. For example: If you set an Earliest Start Time of 9:15
and a Start Step option of 30 minutes, the Scheduler disregards the Start Step
entry (because 15 is neither equal to nor a multiple of 30), and starts shifts at 9:15,

9:30, 9:45, 10:00, and so on.
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Use the following optional time settings to narrow the range of time during which the start or end of
the shift can be scheduled. You can create a fixed start or end time for the shift. For example, to set a

fixed start time, set the Latest Start Time field to the same time as the Earliest Start Time field.
The total shift duration then remains flexible.

If you set fixed start and end times for your shift, the shift will be too inflexible to
create optimal schedules.

Latest Start Time—The latest time that this shift can start. Some sites stagger shifts so that, for

example, all third-shift agents arrive between 7:15 and 8:15. The latest start time for this shift would
then be 8:15.

Earliest End Time—The earliest time that this shift can end. Shift agents can end their shift at

staggered intervals that correspond to the stagger at the beginning of the shift. For example, a shift

that starts between 7:15 and 8:15 might end between 3:15 and 4:15. The earliest end time for this shift
would then be 3:15.

Avallable Days of Week

The days of the week for which this shift can be assigned by the scheduling algorithm. By default, all
days are selected.

Distribution:

¢ Min.—The minimum number of occurrences of the shift for each agent whose contract is associated
with the shift.

*« Max.—The maximum number of occurrences of the shift for each agent whose contract is associated
with the shift.

e Applies To—The period of time for which Scheduler should apply the distribution minimum and
maximum.

* Disregard—Distribution properties are not applied.

* Every Week—The Min./Max. are considered on a weekly basis. Amounts entered should equal the
numbers required for one week.

* Schedule Planning Period—Distribution properties are applied to the schedule planning period.

Distribution amounts entered should equal the numbers required for the entire schedule planning
period.

Days-Off Rule

The rules that can be defined for the days off that are associated with the shift:

Workforce Management Web for Supervisors Help 77



Policies Shifts

* No Rule means there are no rules about days off.
e There are three possible day-off rules:
* Next day—If agents work this shift, they get the next day off.
* Previous day—If agents work this shift, they get the previous day off.
* Next day is not off —If agents work this shift, they cannot get the next day off.
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Shift Contracts

Use the Shifts > Contracts pane to assign contracts to a shift. You opened this pane, by clicking

Contracts at the top of the Shift Properties pane.

Assigning contracts to a shift is optional. You can save a shift without associating it
with a contract.

Assigning a Contract to a Shift

To assign a contract to a shift:

1.
2.

In the Shifts pane, select a shift.

In the right-side

contracts to a si

. Click Apply

. Click Save Now

pane, select Contracts.

. Click Assign a Contract to a Shift

. In the Use This State for Assignments drop-down list, select the appropriate state.

ngle shift.

to move the selected contracts into the Contracts pane.

5]

Removing a Contract from a Shift

To unassign or remove a contract from a shift:

1.
2.

In the right-side

pane, select Contracts.

In the Contracts list, select the contract you want to remove.

3. Click Remove Contract from Shift

4. When the Confirmation dialog appears, click Yes.

. Select one or more contracts from the list on the Contract Associations pane. You can assign multiple
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Changing the State of an Assigned Contract

To change the state of an assigned contract:

1. In the Contracts pane, use the State drop-down menu for the Contract you want to change and
select Primary (default) or Secondary.

5]

2. Click Save Now

Tip
e Assigned contracts appear only in the Contracts pane.

e To select multiple contracts, hold down SHIFT or CTRL and click each additional
contract.

e Each assigned contract has a state: Primary or Secondary. The default state after
being moved is Primary.
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Task Sequences

Task sequences define periods of time during which agents can work only on a specified set of tasks
that are then configured as one or more Activity Sets. Time that is not included in a task sequence
can include any work that the agent has the skills to perform and which is not part of any configured
Activity Set. For examples and more detailed information about task sequences, see the Workforce
Management Administrator's Guide.

Use the Shift > Task Sequences pane to create, edit, or delete task sequences or to assign task
sequences to the shift, but note the following:

¢ Although you create task sequences during configuration of a particular shift, after they have been
created you can assign task sequences to any compatible shift within the same site.
e To be compatible, task sequence settings must not conflict with meal settings.

¢ Task sequences are optional. However, if any task sequences are defined for a shift, the shift must
include at least one task sequence. Make one of three selections in the Task Sequences Usage drop-
down list, as shown in the figure below.

Shift Properties Contracts [ Task Sequences ] Shift Sequences M

+ -
TASK SEQUENCES USAGE

Do not use Task Sequences (=]

' Do not use Task Seguences
 Task Sequences must be used
| Task Sequences can optionally be used

quence Items I

There are no Task Sequences to display
Figure: Task Sequences Usage Settings

Creating a Task Sequence

To create a task sequence:

1. At the top of the Shift Properties pane, select Task Sequences.
The Task Sequences pane opens.

2. Select a setting from the Task Sequences Usage drop-down list (see figure above).
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E1
3. Click Add to open the Task Sequence Items window. See Adding and Editing Task Sequences fo

information about configuring the new task sequence.

Assigning Task Sequences to a Shift

After you have created and saved your task sequences, you can assign them to a shift. To assign a
task sequence to the shift:

1.
2.

In the Shifts pane, select the shift for which you want to apply a task sequence.

In the Task Sequences Usage drop-down list, choose either Task Sequences must be used or Task
Sequences can optionally be used.
If you choose to retain the default setting Do not use Task Sequences, none are assigned.

. In the Task Sequences pane, select a task sequence.

5]

Click Save Now

Removing a Task Sequence from a Shift

To remove a task sequence from a shift:

1.
2.

3.

In the Shifts pane, select the shift for which you want to delete a task sequence.

In the Task Sequences list, select the task sequence.

Click Delete

r
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Adding and Editing Task Sequences

Use the Task Sequences pane controls to create and edit task sequences.

Enter the search criteria. For example, the name of

Search field the task sequence.
e Apply Click to apply an this task sequence to a shift.
D New Click to create a new task sequence
a Delete Click to delete an existing task sequence.
x Close Click to close the Task Sequences pane.
2] Click to view a Help topic about the Task
= |Help Sequences pane.

Use the following controls in the Task Sequence Items pane:

=

Click to save changes you have made in this pane.

Save Changes

Add Activity Set Click to add an Activity Set to the task sequence.

% Add Work Item Click to add a Work item to the task sequence

= lick t lete an existing row.
Delete Row Click to delete an existing ro

Click to move a selected row up one row.

Move Up
¥ Move Down Click to move a selected row down one row.
b4 Close Click to close the Task Sequence Items pane.
%) Click to view a Help topic about the Task
~ |Help Sequence Items pane.

What is a Work ltem?

A Work item is work that can be done in between tasks in Task Sequence or in between the task and
the start/end of the shift. Add work items to task sequences only if tasks are not anchored to one
another. Use the following guidelines:
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e If a Work item is added before the task, it means the task is not anchored to the start of the shift or the
previous task.

If a Work item is added after the task, it means the task is not anchored to the end of the shift or the
following task.

If a Work item is not added before the task, it means the task is anchored to the start of the shift or the
previous task.

¢ If a Work item is not added after the task, it means the task is anchored to the end of the shift or the
following task.

Adding a Task Sequence

1. In the Task Sequence Usage pane, click Add Task Sequence Association With Shift.
2. In the Task Sequence pane, do one of the following:
* Select an existing task sequence and then proceed to step 7.

e Click New Task Sequence.
The Create New Task Sequence pane opens.

3. In the Task Sequence Name field, enter a name to replace the default name.
The name must be unique within the site.

e
4. Click Add Activity Set or Add Work Item % to create a new row in the task sequence list.

5. Configure the settings as described in Task Sequence Settings. You can add as many rows as you need.

&

and select it in the list.

6. When task sequence configuration is complete, click Save Changes

7. To assign the selected task sequence to the shift, click Apply

8. Click Save Now E] .

Editing a Task Sequence

1. In the Task Sequence Usage pane, click the task sequence that is displayed in the Task Sequence
table.
The Edit Task Sequence pane opens.

2. Make your changes. If you need to add more rows to your task sequence list, click Add Activity Set

or Add Work Item % .
3. When you have finished, click Apply.
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The duration of the task sequence must be greater than, or equal to, the duration of
the selected activity set.

Deleting Task Sequences

1. In the Task Sequences pane, select a task sequence in the list.

2. Click Delete & .

Task Sequences Settings

e Activity Set—You can use any activity set that is configured for the current site. You can use the same
activity set in any number of task sequences. For more information about activity sets, see Creating
and Deleting Activity Sets.

¢ Min Duration—The minimum duration, in hh:mm format, for this task sequence.

¢ Max Duration—The maximum duration, in hh:mm format, for this task sequence.

The minimum duration of an activity set that is configured as part of a task sequence
must be less than or equal to the maximum possible duration of the shift for which
that task sequence has been configured.
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Shift Sequences

Shift items are breaks and meals. Use the Shift ltems controls to create, edit, and delete breaks and
meals and to arrange them into patterns called shift items sequences.

To open the Shift Sequences pane, select a shift in the Shifts pane and in the right-side pane,
select Shift Sequences. The Shift Sequences pane has three sections: Distance Between Shift
Items, Meals and Breaks Associated with Shifts, and Shift Sequences, which are described in
the following topics:

* Configuring Shift ltems
¢ Using Shift Sequences

Adding and Editing Shift Sequences
* Configuring Shift Sequences

Configuring Shift ltems

1. To configure Minimum Distance Between Shift Items, uncheck the Unlimited check box and enter
the time, in minutes, that must elapse between one shift item and the next.
This parameter sets the minimum required distance between meals and breaks.

2. To configure Maximum Distance Between Shift Items, uncheck the Unlimited check box and enter
the time, in minutes, that represents the maximum that can elapse between one shift item and the
next. This parameter sets the maximum allowed distance between meals and breaks, between shift
start and first shift item, and between last shift item and shift end. The initial display is 0:00; but the
control is actually disabled until you clear the Unlimited check box. Range: 00:00-36:00

In the settings above, using a value of 0:00 means: Do not use this constraint.

L

3. To create a new meal, click Add Meal association with shift ( = ).

4. To change settings for a meal, select it and then click Edit.
See Adding and Editing Meals for information about configuring meals.

5. To create a new break, click Add Break associate with shift ( @ ). To change settings for a break,
select it and then click Edit. See Adding and Editing Breaks for information about configuring breaks.
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When you edit, delete, or change the order of meals or breaks in a shift item sequence, that sequence is
deleted.

A
6. Click Move Up ( ) or Move Down ( = ) to arrange the breaks in the order in which you want
them to occur if more than one is included in a shift sequence.
The order of meals is fixed. You can only modify the order by changing the position of breaks around

them, using Move Up and Move Down. To change the order in which meals occur, you must return to
the Meals pane and make changes there.

Warning

Changing the order of meals on the Meals pane automatically deletes all shift sequences that include those
meals.

7. Create a Shift Sequence if you want to create a pattern of breaks and meals to apply to a shift. See
Using Shift Sequences for information on configuring new sequences or editing existing ones.

8. When you have finished configuring the shift items, click Save to save the settings or Cancel to discard
them.

Using Shift Sequences

A shift sequence enables you to arrange meals and breaks so that they occur in a specific order
during the shift.

When you create multiple shift sequences for the same shift, Scheduler first sets the shift and then
checks for compatible shift item sequences for that shift. Scheduler checks shift work duration and
meal constraints to select the optimal shift item sequence.

When you edit, delete, or change the order of meals or breaks in a shift sequence,
that sequence is deleted.

Shift sequences appear in the list pane at the bottom of the Shift Sequences pane. This list shows
these shift sequence properties:

¢ Allowed check box:

* If checked, this shift item sequence is enabled and can be used in schedules.
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» If cleared, this shift item sequence is disabled and cannot be used in schedules.

* Min Paid Hours—The shortest period of time that can be scheduled for this shift item sequence.

¢ Shift Items Names—The names of the shift items that are included in the sequence and listed in the
correct order.

Adding and Editing Shift Sequences

e To create a new shift sequence, click New in the Shift Sequences section.

¢ To edit a shift sequence, select it in list of shift sequences.
The Shift Sequences Properties pane opens, enabling you to make changes to the meals and breaks
Shift Items list.

Configuring Shift Sequences

To configure the shift sequence:

1. After you have associated meals and breaks with a shift and saved the settings, click New in the Shift
Sequences section.
The Shift Properties pane opens.

2. Select the Allowed check box to activate this shift item sequence.
If you do not want to use the shift item sequence in schedules for a certain period of time, you can
clear this check box rather than deleting the shift item sequence. This keeps the sequence available for
when you want to use it again.

3. Enter a value in the Minimum Paid Hours field.

4. Click Add Break.
The Breaks To Be Added To The Shift Sequence pane opens.

5. In this pane, do one of the following:
* Select a break in the list and click Apply.

* Select a break in the list and click Copy. You can copy the break to the same site, by checking the
Copy to the Same Site check box, or copy it to another business unit and site within the
enterprise.

* Enter search criteria in the Search field (for example, the name of the break) to quickly find the
break you want to apply or copy.

6. Click Move Up and Move Down to change the placement of a selected item.

You cannot use Move Up and Move Down to change the order of the meals. If
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moving the selected item up or down would change the meal order, then clicking
the button has no effect. To change the meal order, return to the Shift Sequence
Properties pane and make the change there. If you do so, your all shift item
sequences are deleted and you must recreate them.

7. When you have finished, click OK. To discard all changes, click Cancel.
The new or edited shift sequence appears on the Shift Sequence pane. This list is always sorted by
the value in the Minimum Paid Hours column.
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Adding and Editing Breaks

Use the Break Properties pane to define the rules for assigning breaks during a shift.

A shift can contain up to eight breaks.

Configuring Breaks
To configure a break:

1. In the Shifts pane, select the shift with which you want to associate this break.

2. In the right-side pane, select Shift Sequences.

3. In the upper-right corner of the Shift Sequences pane, click Add Break association with shift (
@
The Breaks To Be Associated With Shifts pane opens.

4. In this pane, do one of the following:

* Add a new break by selecting New D . The new break is added to the list and can be assigned to
a shift.

* Create a copy of break by selecting it in the list and clicking Copy [E

You can copy the break to the same site, by checking the Copy to the Same Site check box, or
copy it to another business unit and site within the enterprise.

* Delete a break by selecting it in the list and clicking Delete & . The break is no longer associated
with any shift.

* Enter search criteria in the Search field (for example, the name of the break) to quickly find the
break you want to apply or copy.

5. To assign a break to a shift, select it and click Apply .
The break appears in the Meals and Breaks Associated with this Shift list.

Break Rules Properties

* Break Name—The name of the break. Use names that clearly identify the break type. The break name
must be unique within the site.

¢ Break Short Name—Enter a short name of up to 3 characters to identify this break. The short name
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appears in the Intra-Day and Agent Extended Schedule views.
¢ Schedule State Group—Select a Schedule State Group in the drop-down list.
* Duration of the Break—The duration of this break in one-minute increments, entered in hh:mm format.

¢ Minimum Length from Shift Start—The minimum amount of time that must pass before an agent
can start this break. Enter the duration in the format hours:minutes.

¢ Maximum Length from Shift Start—The maximum amount of time that can pass before an agent
starts this break. Enter the duration in the format hours:minutes.

e Minimum Length from Shift End—The minimum amount of time that must pass after an agent
returns to work from this break until the end of the shift. Enter the duration in the format
hours:minutes.

¢ Fixed Position—Determines whether the break has to occur at a specific point in the shift. Possible
values are None, Start of Shift, and End of Shift.

¢ Start Step—The increments between break start times. For example, with a start step of 15 minutes,
agents leave for the break 15 minutes apart.

e Start Offset—Sets how many minutes past the hour in the interval in which a break may occur that the
start step calculation should begin. Use Start Offset to adjust the break start to a finer granularity
than using only the start step alone. For example, if your Start Step is set to 15 and the Start Offset
to 1, then breaks could start at 12:01AM, 12:16AM, 12:31AM, and so on. Enter values in hh:mm format.

¢ Paid Time—When selected, the break is paid.
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Adding and Editing Meals

Create a new meal for each shift that is included in the schedule. For example, if your site operates
24 hours a day, you might need to create meals called Breakfast, Lunch, Dinner, and Swing.

Meals are always linked to a shift. These meals apply to all contracts associated with the shift. If a

conflict arises that prevents a meal from being scheduled for an agent, the shift containing the meal
cannot be assigned to the agent.

Tip
If no restrictions are involved (for example, a cafeteria with limited hours of
operation), then configure regular breaks instead of meals for each shift.

Configuring Meals

To configure a meal:

1. In the Shifts pane, select the shift with which you want to associate this meal.

2. In the right-side pane, select Shift Sequences.

w

. In the upper-right corner of the Shift Sequences pane, click Add Meal association with shift -

4. When the Meals To Be Associated With Shifts pane opens, do one of the following:

[

e Add a new meal by selecting New The new meal is added to the list and can be assigned to a

shift.

* Create a copy of meal by selecting it in the list and clicking Copy [E
You can copy the meal to the same site, by checking the Copy to the Same Site check box, or
copy it to another business unit and site within the enterprise.

it

* Delete a meal by selecting it in the list and clicking Delete . The meal is no longer associated

with any shift.

* Enter search criteria in the Search field (for example, the name of the meal) to quickly find the
meal you want to apply or copy.

5. To assign a meal to a shift, select it and click Apply.
The meal appears in the Meals and Breaks Associated with this Shift list.
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Meals Properties

¢ Meal Name—The name of the meal. Use names, such as Lunch, Dinner, or Mid-afternoon break, that
identify the meal type. The meal name must be unique within the site.

* Meal Short Name—Enter a short name of up to 3 characters to identify this meal. The short name
appears in the Intra-Day and Agent Extended Schedule views.

¢ Schedule State Group—Select a Schedule State Group in the drop-down list.
¢ Duration of the Meal—The duration of this meal in one-minute increments, entered in hh:mm format.

* Minimum allowed duration of the Meal—The minimum allowed duration of this meal in one-minute
increments, entered in minutes. Unchecking Allow to change meal duration indicates that this
setting is not being used. The value must be less than the meal duration. Checking Allow to change
meal duration and leaving the field value at 0:00 causes an error to display.

¢ Earliest Start Time—The earliest time that agents can begin to take this meal. This value plus the
Duration cannot extend past the Latest End Time value.

¢ Latest End Time—The latest time that agents can complete this meal.

¢ Start Step—The increments between meal start times. For example, with a start step of 15 minutes,
agents leave for lunch 15 minutes apart.

¢ Paid Time—If selected, this meal is paid. If cleared, this meal is unpaid.

Qualification

¢ Min Time Before This Meal—The minimum amount of time after the shift start time before agents are
allowed to take this meal. For example, agents might be required to work for at least two hours before
the meal. Enter the duration in the hh:mm format. The time before a meal can include breaks or other
meals.

¢ Min Time After This Meal—The minimum amount of time between the meal and the shift end time.
For example, agents might be required to work for at least four hours after the meal. Enter the duration
in the hh:mm format hours:minutes. The time after a meal can include breaks or other meals.
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Contracts

Contracts settings are similar to employment contracts, in that they are used to configure settings
for agent availability times and days off that might be union or contractual requirements. In the same
way, WFM automatically takes the Contract settings into consideration to produce legal schedules
for every agent.

At the top of the Contracts List pane, use the Site Settings pane to configure settings for the
selected site, such as the minimum duration for start and end of working days, start times between
consecutive working days, schedule planning period type, and planning period start date.

At the top of the Constraints pane, click each one of the following panes to configure additional
properties and define scheduling parameters:

¢ Constraints—Defines the basic scheduling parameters for each contract, including constraints on
working hours, working days, and the duration between working days.

Availability Patterns—Defines the default settings for the days and hours that each contract can be
scheduled.

¢ Day-Off and Weekend Rules—Defines the default settings for the days off per planning period, weekend
rules, specified days off, and consecutive days off rules.

¢ Synchronization—Ensures that an agent starts each workday within a user-defined time threshold.
» Shifts—Displays a list of shifts that are assigned to the selected Contract.

e Agents—Displays a list of agents that are associated with the selected Contract.

e Profiles—Displays a list of profiles that are associated with the selected Contract.

e Advanced Hours—Displays the Contract minimum and maximum hours.
In the Shifts, Agents, and Profile views, use the following panes to further configure Contracts:
Shifts:

¢ Available Shifts pane—Used to set the state of the shift assignment (Primary or Secondary) and,
from a list of available shifts, select one or more to assign to (or remove from) the selected Contract.

Agents:

e Associate Agents pane—Used to assign an effective date for the selected Contract and, from a list of
available agents, select one or more to associate with the selected Contract.

Profiles:

* Profile Properties pane—Used to create a new Profile, add and delete skills to/from a Profile, and
save any changes.

¢ Associate Skills pane—Used to assign a skills level and, from a list of available skills, select one or
more to associate with a Profile.
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Contracts List Pane

Use the Contracts List pane to create new contracts or view, edit, delete, or copy existing contracts.
Use the controls in the top-right corner of this pane to complete the following tasks:

Enter the search criteria. For example, enter the

Search field name of the contract.
D N Click this icon to create a new contract.
ew
& Delete Click this icon to delete and existing contract.
I:b Click this icon to copy and rename an existing
Copy contract.
a9 Click this icon to view a Help topic about the
— | Help Contracts pane.
HH Click this icon to sort the Contracts list in ascending
""" Sort or descending order.

Viewing an Existing Contract

To view a list of existing contracts that are configured for the site you selected on the Objects pane:

1. Select Policies > Contracts.

2. In the Objects pane, select an existing site.
All available contracts for this site are displayed in a list in the Contracts pane.

Creating a Contract

Link to video

To create a new contract:

=

. Select Policies > Contracts.

2. In the Objects pane, select the site for which you want to create a contract.

3. In the upper-right corner of the Contracts pane, click New D .
The Constraints pane is displayed.

4. By default, the Name field is already populated with a unique name when you select New. The name
includes a number to ensure that each newly created Contract has a unique name in the Configuration
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database. You can change this name, but it must remain unique to prevent duplicate name errors from
occurring.

5. In the Constraints pane, set the parameters in the Properties section, as required.

6. Continue to configure the additional contract properties, by selecting each tab at the top of the
Constraints pane, as required.
For detailed information about each pane, see Constraints, Availability Patterns, Days Off and Weekend
Rules, Synchronization, Shifts, Agents, and Profiles.

=

7. To save the changes in each pane, click Save

Deleting a Contract

To delete a contract:

1. Select Policies > Contracts.
2. In the Objects pane, select the site from which you want to delete a contract.

3. In the Contracts pane, select the contract that you want to delete.

4. In the upper right corner of the pane, click Delete & .

Copying a Contract

To copy and paste an existing contract (to create a new one):

1. Select Policies > Contracts.
2. In the Objects pane, select the site from which you want to copy a contract.

3. From the Contracts list, select an existing contract.

4. In the upper right corner of the Contracts pane, select Copy [E .
The Copy Selected Contract pane is displayed.

5. In the Name field, enter the name of the contract.

6. In the Associate Copied Contract with the Following Site section, select the site, to which you
want to associate this contract.

If a Contract is copied to a site with different planning period than the original site, all of the contract's
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7.

8.

9.

planning-period-related values are reset to the default values.

In the upper right corner of the Copy Contract pane, click E] Save Now.
The contract is displayed in Contracts pane with the new name.

To configure the contract properties, select each tab at the top of the Constraints pane, as required.
For detailed information about each pane, see Constraints, Availability Patterns, Days Off and Weekend
Rules, Synchronization, Shifts, Agents, and Profiles.

5]

To save the changes in each pane, click Save

Editing a Contract

To edit an existing contract:

1.
2.

. After editing the selected pane, click Save

Select Policies > Contracts.

In the Objects pane, select the site in which you want to edit a contract.

. In the Contracts pane, select the contract that you want to edit.

The Constraints pane is displayed,

. In the drop-down list, select each properties pane that you want to edit.

5]
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Site Settings

At the top of the Contracts pane, click Site Settings to open the pane and configure the following
settings for a selected site:

Minimum Duration Section

¢ Minimum Duration Between the End of the Day and Start of Next Working Day—Enter a time
period in hours and minutes for the duration between the end of the current day and start of the next
working day, or specify an unlimited duration by checking the Unlimited check box.

¢ Minimum Duration Between the Start Times of Two Consecutive Working Days—Enter a time
period in hours and minutes for the duration between the start times of two consecutive working days,
or specify an unlimited duration by checking the Unlimited check box.

Schedule Planning Period Section

* Schedule Planning Period Type—Enables you to define a period of longer than a week that can be
used to set up Contract constraints, such as number of paid hours and number of days off. The

Schedule Planning Period options are: None, Monthly, Two Weeks, Three Weeks, Four Weeks,
Five Weeks, and Six Weeks.

e Start Date—Enter the date, on which the selected planning period begins.

The start date must correspond to the Week Start Day value that is configured for
the business unit, to which the site is assigned. Future iterations of the Schedule
Planning Period will start on the same day of the week. If you selected the Monthly
option, this field will be unavailable, and future iterations of the Schedule Planning
Period will start on the first day of each calendar month.

After you have configured these settings, click Save E] .

To reconfigure these settings, you can click the Reset button. Doing so, will reinstate the default
settings and the Review Validation Messages pane opens, displaying the following warning message:

If you click Reset, all settings for Schedule Planning Period work hours and time off
for all Contracts at this location will be deleted. New Schedule Planning Period
settings will have to be entered manually. Do you want to continue?
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Warning

you must reenter them for all Contracts in the affected site.

Click Close x if you want to ignore the message or Apply
Messages pane, if you want to reset the settings.

If you click Reset, all previously entered Schedule Planning Period settings in the
Contract Constraints and Day off and Weekend Rules panes are deleted, and

in the Review Validation
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Contract Constraints

The Contract Constraints pane defines the basic scheduling parameters for each contract. Use the
Constraints pane when you create a new contract or when you edit an existing contract.

To view the Constraints pane for an existing contract:

Select Policies > Contracts.
Select an existing site in the Objects pane.
Highlight an existing contract in the existing Contracts list.

In the right-side pane, select Constraints.

u A W N -

After you have set the parameters in the Working Hours, Working Days, and Scheduling sections as
required, in the upper right-hand corner, click Save.

Among other properties, you can set synchronization, which ensures that an agent starts each
workday within a user-defined time threshold.

You cannot create optimal schedules if you have not configured the constraints
properly. Workforce Manager runs a consistency check to ensure that the minimum
and maximum days off per week are compatible with the minimum and maximum
days off per schedule planning period.

If you receive an error message when you are configuring Contract constraints, review the rules for
each constraint (described in the Working Hours and Working Days tables below).

List of Contracts Retrieved in Segments

The list of Contracts is displayed in segments or sequential pages. When large amounts of data are
being retrieved, the list of items in Contracts pane is displayed in smaller segments sequentially,
with 50 items per page. This limits the number of items that are retrieved from WFM at any given
time, maintaining optimal performance during retrieval. You can browse the previous and next pages
or navigate to the first and last items in the data set (start and end of the list), by clicking the
appropriate button in the view. To navigate between pages, you can use the Up, Down, Page Up,
and Page Down keys on the keyboard.

Contract Constraints Properties

Contract Name—The name of the Contract, which must be unique within the site.
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G4

make identification easy. Clicking the down arrow displays all available icons.

Tip

Working Hours section

Setting Name

Standard Paid
Hours

Minimum Paid
Hours

. Daily Valid
Definition Values
The paid time, in
hours and
minutes, that
agents assigned to
this contract work
in a standard day,
week, and (if
applicable)
schedule planning
period.

less than 24 hours

Rules:

¢ Should exclude overtime.

Weekly Valid
Values

less than 168
hours

can configure with
a 1-minute time
unit

Icon—The icon you want displayed for this Contract. Choose a background color that will

If you make changes that do not pass validation, the Review Validation Messages
pane is displayed, which shows a list of error and warning messages. For more
information about these messages, see Review Validation Messages.

Schedule
Planning Period
Valid Values

less than 1008
hours (or fewer,
depends on the
planning period
length)

can configure with
a 1-minute time
unit

* Values must be greater than or equal to the Minimum Paid Hours for the same

period.

¢ Values must be less than or equal to the Maximum Paid Hours for the same

period.

The minimum paid
time, in hours and
minutes, that
agents assigned to
this contract are
required to work
per day, week, and
(if applicable)
schedule planning
period according
to contractual
requirements.

less than 24 hours

Rules:

¢ The daily value must be more than 0.

less than 168
hours

can configure with
a 1-minute time
unit

less than 1008
hours (or fewer,
depends on the
planning period
length)

can configure with
a 1-minute time
unit
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Setting Name

Maximum Paid
Hours

Definition

Daily Valid
Values

Weekly Valid
Values

Schedule
Planning Period
Valid Values

e This value must be less than or equal to the Standard Paid Hours value for the

same period.

e The daily value x Minimum Working Days per Week must be less than or
equal to the weekly value.

e The daily value x Minimum Working Days per Week must be less than or
equal to the Maximum Paid Hours (weekly).

e If you are using a schedule planning period, the weekly value x the number of
weeks in the schedule period must be equal to or less than the schedule
planning period value.

 If the period is a month, then the number of weeks is assumed to be equal to 4.

e The weekly value divided by the Maximum Daily Paid Hours value must be
less than or equal to the Minimum Working Days per Week.

e The weekly value can be equal to 0 if Minimum Working Days per Week is

equal to 0.

The maximum
paid time, in hours
and minutes, that
agents assigned to
this contract are
required to work
per day, week, and
(if applicable)
schedule planning
period according
to contractual
requirements.

Rules

less than 24 hours

less than 168
hours

can configure with
a 1-minute time
unit

e Includes all overtime and paid exceptions.

less than 1008
hours (depends on
the planning
period length)

can configure with
a 1-minute time
unit

e Must be greater than or equal to the Standard Paid Hours value for the same

period.

* The daily value x Minimum Working Days per Week must be equal to or
greater than the Weekly Minimum Paid Hours value.

e If you are using a schedule planning period, the weekly value x the number of
weeks in the schedule planning period must be greater than or equal to the
schedule planning period value.

e If the period is a month, then the number of weeks is assumed to be equal to 5.

e The weekly value must be equal to or greater than the Daily Minimum Paid
Hours x Minimum Working Days per Week

e The weekly value divided by Daily Minimum Paid Hours must be greater than
or equal to the Maximum Working Days per Week.
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. S Daily Valid Weekly Valid o .
Setting Name Definition Values Values Planning Period

Valid Values

e The weekly period must be greater than 0.

e If the period is a month, it must be less than 31 x 24 hours.

Working Days section

Setting Name

Maximum
Consecutive
Working Days

Minimum
Consecutive
Working Days

. . . Schedule
Definition D*’:;'): el We‘e’klly Ll Planning Period
alues alues Valid Values
The maximum
number of
consecutive days
that agents 1-365 days Not Applicable Not Applicable

assigned to this
contract type are
allowed to work.

Rules:

e Must be equal to or greater than the Minimum Working Days per Week.

* If Maximum Working Days per Week is less than 7, must be less than or
equal to the Maximum Working Days per Week x 2.

e This value can exceed the Maximum Working days per Week x 2 only when

the Maximum Working days per Week is 7 and must be less than or equal to
365.

e |f agents have multiple assigned contracts, WFM uses the Maximum
Consecutive Workdays setting from the contract on the first day of the
schedule for the entire schedule. If the contract is assigned to the agent after
the first day of the schedule and that contract's Maximum Consecutive
Working Days setting has a different value, WFM ignores the that value.

The minimum
number of
consecutive days
that agents
assigned to this
contract type must
work before a
scheduled day off.

2-365 days Not Applicable Not Applicable

Rules:

e Effective only when value is set to 2 or more days. Any value below 2 is
considered not specified.

e Must be equal to or greater than the Minimum Working Days per Week.

¢ If Maximum Working Days per Week is less than 7, must be less than or
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. . . Schedule
Setting Name Definition LM B LR A Planning Period
Values Values .
Valid Values

equal to the Maximum Working Days per Week x 2.

e This value can exceed the Maximum Working days per Week x 2 only when

the Maximum Working days per Week is 7 and must be less than or equal to
365.

* If agents have multiple assigned contracts, WFM uses the Minimum
Consecutive Workdays setting from the contract on the first day of the
schedule for the entire schedule. If the contract is assigned to the agent after
the first day of the schedule and that contract's Minimum Consecutive
Working Days setting has a different value, WFM ignores the that value.

* WFM considers only days that have shifts or Granted work time ("overwrite"
shift) as work days. Paid full-day exceptions and time-off are considered days off
and are not counted as part of the Minimum Consecutive Working Days.

The minimum

number of days

that agents . .
assigned to this Not Applicable 0-7 days Not Applicable
contract must

work per week.

Minimum Working ~ Rules:

D Week
ays per tiee e Must be less than or equal to the Maximum Working Days per Week.

* This value x Daily Minimum Paid Hours must less than or equal to the
Weekly Maximum Paid Hours.

e This value must be less than or equal to the number of available days per week
set on the Availability Pattern pane.

The maximum
number of days
that agents
assigned to this Not Applicable 0-7 days Not Applicable
contract are
allowed to work
Maximum Working  per week.

Days per Week Rules:

e Must be greater than or equal to the Minimum Working Days per Week.

e Must be less than or equal to the Weekly Maximum Paid Hours divided by
Daily Minimum Paid Hours.

Scheduling section

The Scheduling section in the Constraints pane has only one parameter. The Schedule activity
sets instead of task sequences check box, sets the scheduling mode, based on site and contract
configuration before scheduling. By default, this check box is not checked.
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WFM uses the following algorithm to determine the scheduling mode:

 If task sequences do not exist at the site, contracts are scheduled in Activity Set mode.
 If task sequences exist at the site, contracts are scheduled in Task Sequence mode.

¢ If task sequences exist at the site and the Schedule activity sets instead of task sequences check
box is checked in a particular contract, this contract is scheduled in Activity Set mode. In this case, any
shifts that have mandatory task sequences are ignored (as if they were not assigned to this contract)
and shifts that have optional task sequences are scheduled without task sequences.

Web for Supervisors Views in Previous Versions

If the WFM 8.5.2 back end deployed in your environment is a version earlier than 8.5.204, the
Constraints pane will not include the Scheduling section with the Schedule activity sets
instead of task sequences check box.

Tip
Some constraints are common for all contracts under a site. They are set in the
Contracts > Site Settings pane in WFM Web.
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Avallability Patterns

You use the Contract Availability pane when you create a new contract or when you edit an
existing contract.

To view the Availability Pattern pane for an existing contract:

Select Policies > Contracts.
Select an existing site in the Objects pane.

Select an existing contract in the Contracts pane.

A W N =

In the right-side pane, select Availability Pattern.

Use the Availability Pattern pane to define the days and hours that each contract can be
scheduled.

You can schedule a contract only within the parameters that are set here, but you can change these
hours at any time.

Availability Pattern settings are not the same as Availability Preferences settings that
you configured in the Calendar. Availability preferences that are requested in the
Calendar apply to single agents, as do the daily availabilities that the preferences are
based upon. The Contract > Availability Pattern tab sets the default daily
availability for the entire contract type.

Overnight Availability on Last Day of Contract

The availability of the contract on the last day is not cut off at 24:00 hours, but allows overnight
shifts.

Defining Availability-Pattern Hours

To define Availability Pattern hours:

1. Enter the start time and end time, in hours and minutes, that this contract must be available for work
for each day of the week.

2. If the availability extends past midnight, select the Next Day check box.

The maximum availability duration is 36 hours, which can occur only when the shift start time is
midnight. If you use a different shift start time, you must adjust the end time to ensure that it does not
violate the 36-hour maximum.
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For example, if the shift start time is 1:00 AM, the maximum duration is 36 hours minus the number of
hours between midnight and the start time. In this case, you must set the end time to 12:00 PM, so that

the maximum duration is 35 hours.

This rule—that the duration that is set by the start time and end time must be less than or equal to 36
hours—applies to each 15-minute timestep. So, if your shift start time is 8:30 AM, the maximum
duration is 36 - 8.5 = 27.5 hours. Therefore, the latest end time that you can enter by using this

example is 12:00 PM.
The duration must be greater than or equal to the Minimum Daily Working Hours.

3. Click Apply.

Editing Availability Patterns

To modify the Availability Pattern:

* Select the contract, and redefine the hours on the Availability Pattern pane.

If you make changes that do not pass validation, the Review Validation Messages
pane is displayed, which includes a list of error and warning messages. For more
information about these messages, see Review Validation Messages.

Copying and Pasting Availability Patterns

To copy and paste an Availability Pattern:

1. In the Availability Patterns pane, click Copy I:E for the week day you want to copy.

2. Navigate to the weekday to which you want paste the weekday, and click Paste ﬁ .
The Start and End time are copied to the selected week day.
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Review Validation Messages

If you make changes that do not pass validation, the Review Validation Messages pane is
displayed, which includes a list of error and warning messages. These messages provide information
about each constraint that is not compatible with this change or assignment. See the figures below.

The Review Messages dialog provides three options (buttons):

1. Proceed—Click to proceed with the change or assignment. (This button is disabled if the validation
message is of type Error.)

2. Cancel—Click to cancel the change or assignment.

3. Help—Click to open a Help dialog for this topic.

REYIEW YALIDATION MESSAGES

Type MName Message

Rotating RP1 Copy Cuplicate name within the same

Error Fattern Site assignment,

Figure: Rotating Patterns Error Message

REYIEW ¥ALIDATION MESSAGES

Type Name Message

The Minirnurn Weekly Paid Hours in
the Raotating Pattern 'RPZ' = 'wpl’
Warning Agent 1209 1209 | should not be greater than the
Maxirurm Weekly Paid Hours in the
Agent's Contract 'Contractda’,

Figure: Assigning Contracts or Rotating Patterns Warning Messages
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Day Off and Weekend Rules

You use the Day Off and Weekend Rules pane when you create a new contract or when you edit an
existing contract.

To view the Day Off and Weekend Rules pane for an existing contract:

1. Click Policies > Contracts.
2. In the Objects pane, select the a site.

3. In the Contracts pane, select an existing contract.
The Constraints pane is displayed by default.

4. In the right-side pane, select Day Off and Weekend Rules.
The Day Off and Weekend Rules pane is displayed.

5. Check the Days off per schedule planning period check box and enter the Minimum days off per
schedule planning period and Maximum days off per schedule planning period, if required.

Use the Day Off and Weekend Rules pane to ensure that each contract receives a set number of
days off per scheduling period. You can also use this pane to configure specific rules for weekend
days off and consecutive days off.

Contract Day Off and Weekend Rules Properties

Weekend Rules section

Defines the minimum and maximum number of times per user-defined schedule planning period
(none, two to six weeks, or one month) that agents who are assigned to this contract must have a
specified day or days off. The schedule planning period is set in Policies > Contracts > Site
Settings.

If you are making changes in Contract properties, Day Off and Weekend Rules tab
or assigning agents to a Contract, be sure to read the topic Review Validation
Messages.

A Note About Terminology

Many of the world's workers take their weekends on Saturday and Sunday, but not all. To assign a
different weekend, select the first day of the weekend from the Weekend First Day drop-down list.
Thus, you can alter a contract's settings for weekends quickly and easily with a single adjustment.

If your schedule planning period is one month, you can enter up to five First Weekend Days,
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Second Weekend Days, and weekends off.

« Weekend First Day—If Saturday is the first day of this contract's weekend, keep the default setting
(Saturday). If this contract's weekend starts on a different day, select that day from the drop-down list.

Tip

The value that you select here is displayed instead of First Weekend Day in the Days Off section.

* Maximum Consecutive Working Weekends—The maximum number of consecutive weekends that
agents who are assigned to this contract type are allowed to work.

Tip

A working weekend is when at least one of the weekend's days is scheduled for work.

Turn the constraint OFF in one of two ways:

* Set the value of value Maximum Consecutive Working Weekends to 0. This is the default
setting.

* Select the Unlimited check box, which is located on the right side of the same line. This is the
default setting.

¢ Maximum Consecutive Working "Saturday" (2nd day of the weekend)—The maximum number of
consecutive 2nd day of the weekend that agents who are assigned to this contract type are allowed to
work. The actual day of the week is determined by your selection in the Weekend First Day field.

Days Off section

* Friday (or first weekend days) Are Off —When enabled, this feature guarantees that an agent has a
specified number of First Weekend Days off per schedule planning period. Select the minimum and

maximum number of times per schedule planning period that the contract must be excluded from the
First Weekend Days schedule.

Tip

The actual day of the week is listed in the label (for example, Mondays Are Off), and is determined by your
selection in the Weekend First Day field.

e Saturday (or second weekend days) Are Off —When enabled, this feature guarantees that an agent
has a specified number of Second Weekend Days off per schedule planning period. Select the

minimum and maximum number of times per schedule planning period that the contract must be
excluded from the Second Weekend Days schedule.
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Tip
The actual day of the week is listed in the label (for example, Tuesdays Are Off), and is determined by your
selection in the field Weekend First Day field.

 Both Weekend Days Are Off —\When enabled, this feature guarantees that agents of the contract are
scheduled with the entire weekend off. Select the minimum and maximum number of times per
schedule planning period that the contract must be excluded from the weekend schedule.

Tip

If you select Both Weekend Days Are Off, you should still set the properties for the individual weekend
days off. Both Weekend Days Are Off does not replace First Weekend Days Are Off and Second
Weekend Days Are Off.

Consecutive Days Off Rules section

¢ Minimum consecutive days off hours per week—This setting enables you to ensure adherence with
legal or company-set requirements for minimum consecutive hours off per week.

Tip

If the value is more than 24:00, then the Minimum Working Days per Week constraint should not exceed
6 days, which leaves room for at least one day off to satisfy this constraint, and this constraint is satisfied if it
is obeyed at least once a week.

¢ Minimum number of consecutive days off per planning period—Enter or select the minimum
number of consecutive days off that agents must receive at some point during the schedule planning

period.

Notes About Days Off and Weekend

The information in this section about days off and weekends is important to note when planning
agent schedules.

Number of Days Off Per Period

The minimum number of days off per period is based on the lowest number of minimum days off for
all contracts in that period. The maximum number of days off per period is the highest number of
maximum days off for all contracts in that period.
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Consecutive Days Off Per Period

The following conditions apply for consecutive days of per period when the effective start date is
specified for contract assignment:

1. If the period is covered by more than one contract and all contracts have the same consecutive time off
value, the constraint is retained for the entire period as if covered by only one contract.

2. If the period is covered by more than one contract and the number of days contract that is available is
less than the required consecutive time off, that contract is ignored while the maximum consecutive
time off constraint for the period is evaluated.

3. If the consecutive time off constraint is present in all contracts (satisfying only condition 2. above, the
average consecutive time off value is calculated, based on the average total requested time off for
each contract or number of contracts per period.

4. If at least one contract during the period has a consecutive time off value or 0, that value is used for
entire period.

Consecutive Working Sundays and Weekends Per Period

The consecutive working Sundays and Weekends per period function uses the maximum
consecutive setting that is specified in the contract that is assigned on the first day of the schedule.
Constraints are not violated during the contract date intervals and are handled properly on date
boundaries so that the maximum value of both contracts is not exceeded.

Minimum and Maximum Saturdays, Sundays, and Weekends Per Scheduling
Period

The min/max Saturdays, Sundays, and weekends per scheduling period function uses the setting that
is specified in the contract that is assigned on the first day of the schedule.

If certain rules must be applied to the transitional period, a special transitional contract must be
created. Therefore, if the agent needs to change his/her contract from A to B on a certain date (d0)
and it is in the middle of the week or in the middle of long period, the user must create the
transitional contract to start at day d1, which is the start of the week or the period. Contract B must
start at the date d2, which is the start of the full week or period after d0. The application does not
provide additional automation to create transitional contracts or rotating patterns.
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Synchronization

You opened this pane by selecting Synchronization in the right-side pane in the Contracts view.
Enable the settings on the Synchronization pane by selecting the Use Synchronization of Daily
Schedules check box.

Using synchronization ensures that an agent starts each workday within a user-defined time
threshold.

Synchronization includes the Shift Start Time Flexibility option. This option allows the schedule
start/end times to vary within a specified range. Allowing some flexibility enables you to create a
more optimal schedule.

Synchronization and the Schedule Planning Period

The synchronization setting and the schedule planning period affect how Workforce Management
aligns agent start times:

 |If the synchronization period is shorter, but fits exactly into the schedule planning period,
synchronization will be complete. For example, if the synchronization period is two weeks and the
schedule is six weeks, three synchronization periods exactly fit the schedule.

¢ |If the synchronization period is shorter than the schedule planning period, only the time covered by the
synchronization period will be synchronized. The rest of the schedule will not be synchronized. For
example, if the synchronization period is four weeks and the schedule is six weeks, the first four weeks
will be synchronized, but the final two weeks will not be.

 If the synchronization setting is longer than the schedule planning period, no synchronization will occur.
For example, if synchronization is set to four weeks, but a schedule is built for three weeks,
synchronization is disabled for the entire schedule.

Using Synchronization

To use synchronization:

1. Select the Use Synchronization of Daily Schedules check box, and then select either Synchronize
Shifts between Days Off, [X] Week(s) Period, or the Schedule Planning Period radio button.

Tip
If a Contract is copied to a site with different planning period than the original site, the Use
Synchronization of Daily Schedules check box will be unchecked.

2. If you selected [X] Week(s) Period, enter the required number of weeks in the text box, or use the
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arrows to navigate to the correct number.
3. If necessary, change the Shift Start Time Flexibility settings:
* For strict start time synchronization, leave Shift Start Time Flexibility set to the default 00:00.

* To change Shift Start Time Flexibility settings, enter the number of minutes or hours by which
the Scheduler can adjust the synchronized schedule, or highlight the hour or minute in the text box
and use the arrows to adjust the selected time.

4. If necessary, change the Synchronization Type setting. Select one of these choices from the drop-
down menu:

* Shift Start (default)

* Shift Start and Duration

¢ Shift Start, Duration, and Meals Status
« Shift Start, Start of Meal, and Breaks

Tip

Scheduler will attempt to synchronize by all parameters in your selection.

5. If necessary, change the Applicable Days setting. By default, all check boxes (Sun, Mon, Tue, Wed,
Thu, Fri, Sat) are selected. To specify a day of the week to which synchronization does not apply, clear
that day's check box. For example, to exclude the standard weekend, clear the check boxes for
Saturday and Sunday.

6. To disable synchronization, clear the Use Synchronization of Daily Schedules check box.

i)

7. To save the setting, click Save

Shift Synchronization For Weeks or Scheduling Periods

If synchronization is different between two contracts, the synchronization is considered separately for
each contract. Synchronization between contracts with identical configuration can continue to be
used, even when contracts change. For example, shift start times can be synchronized for the entire
week, even if the contract changes mid-week.

Contracts are considered to have identical synchronization constraint under the following conditions:

¢ Contracts have the same synchronization period, week days, and start window.

¢ Contracts have the same synchronization type (start, start + duration) and the same list of available
shifts

e Contracts have a simple configuration check that indicates that synchronization is possible.

A configuration check verifies that for the start time synchronization type, there are shifts that can
start within the synchronization start time window.
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In addition, the paid duration of shifts check box must be checked, for the start time and duration to
synchronize, and the set of common shifts must be present in all contracts, for start, duration, and
meal to synchronize.

Shift Synchronization Between Days Off

If synchronization is identical between contracts as in synchronization for weeks or scheduling
periods, the contract change has no effect on synchronization. The Scheduler works as if only one
contract is configured.

For non-identical synchronization configuration, synchronization does not extend outside of the
contract date interval.

Team Synchronization by Contract

Before contract assignment changes, teams could easily be split into groups by contract. The groups
were then synchronized as teams. When contract assignments include effective start dates, these
contract groups might change during schedule scenarios. Therefore, team synchronization
constraints are not longer applied to the entire scenario, but are split into smaller intervals so that
agent contract assignments do not change.
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Contract Shifts

The Shifts pane displays all available shifts that can be associated with this contract. All shifts
configured for the contract site are listed. The shifts you select must have settings compatible with
the contract settings. An error message appears if the settings are not compatible. If the settings for
at least one day are compatible, the association is accepted. Use the Contracts > Shifts pane
when you create a new contract or when you edit an existing contract.

To view the Shifts pane for an existing contract:

1. Select Policies > Contracts.
2. In the Objects pane, select a site

3. In the Contracts pane, select an existing contract.
The Constraints pane is displayed by default.

4. In the right-side pane,select Shifts.
The Shifts pane is displayed containing a list of shifts that are associated with this contract.

The Shifts pane displays the details for assigned shifts in the following columns:

Name The name of the assigned shift.

Earliest Start The earliest start time for this shift.

Latest End The latest end time for this shift.

State The state of the shift, either Primary or Secondary.

Use the Shifts pane to assign shifts to the Contract or change the state of an assignment.

If you make changes that do not pass validation, the Review Validation Messages
pane is displayed, which includes a list of error and warning messages. For more
information about these messages, see Review Validation Messages.

Assigning a Shift To a Contract

1. In the Contracts pane, select a contract from the list of existing contracts.
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. Click Assign Shifts

The Available Shifts pane opens with details in the Name, Earliest Start, and Latest End
|

columns. Alternatively, if you want to unassign a shift, click Unassign Shifts
In the Use This State for Assignments drop-down list, select Primary or Secondary.

In the Available Shifts to be Associated with Contract section, select one or more shifts.
Search for a specific shift by typing the shift name in the Search field, if desired.

. To associate the shift(s) with this contract, click Apply

The selected shifts are displayed in the Shifts pane.

=)

Close the Available Shifts pane, and on the Shifts pane, click Save Changes
You can configure shifts for a selected site in the Policies > Shifts view.

Removing an Assigned Shift From a Contract

1.
2.

3.

In the Contracts pane, select a contract from the list of existing contracts.

In the Associating Shifts for <shift name> list, select the shift you want to remove and click

Unassign Shifts
The shift if removed from the list.

=)

In the Shifts pane, click Save Changes

Changing the State of an Assigned Shift

. To save the changes, click Save Changes

In the Contracts pane, select the contract to which the shift you want to change is assigned.

In the Associated Shifts for <contract name> section, from the drop-down list in the State column,
change the state to either Primary (default) or Secondary.

=]

To select multiple shifts, hold down SHIFT or CTRL and click each additional shift.
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Contract Agents

You use the Agents pane in the Contracts view when you create a contract or when you edit an
existing contract.

To view the agents associated with an existing contract:

1. Select Policies > Contracts.
2. In the Objects pane, select a site

3. In the Contracts pane, select an existing contract
The Constraints pane displays by default.

4. In the right-side pane, select the Agents.
The Agents pane displays containing a list of agents that are associated with this contract
on the selected date.

To change the date field in the Agents or Available Agents pane, click inside the field and a
calendar is displayed. Select the date, as required. If you make changes that do not pass validation,
the Review Validation Messages pane is displayed, which contains a list of error and warning
messages. For more information about these messages, see Review Validation Messages.

Use the Contracts > Agents pane to specify an effective start date for the selected contract and
assign agents to the contract. You can also assign effective dates for contracts in the Configuration
> Agents > Contracts and Rotating Patterns pane.

Contract Effective Dates

Contracts that are assigned to an agent have a start date that specifies when the assigned contract
becomes effective. Agents can have multiple contracts with different start dates assigned to them,
but all assigned contracts must have different start dates. In this way, an agent can have only one
effective contract on any given day.

You can specify an effective start date for an assigned contract that has daily
granularity, but you cannot specify an effective start time.

Contract assignments might not always have an effective start date. If an effective start date is not
specified, the contract is considered to be assigned to the agent from the beginning of time. The
agent will have only one contract assigned from the beginning of time. All other assignments to that
agent, must have specific effective start dates that are unique for each contract assigned.

If the agent does not have a contract assigned with no start date, it is assumed that the agent had no
contract between the beginning of time and the earliest contract assignment.
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There is no explicit end date for contract assignments. The agent has only one effective contract at

the time, because an assigned contract ceases to be effective on the start date of another. The

assigned contract with the latest effective start date is assumed to be effective until the end of time.

This approach simplifies contract assignment and guarantees that contracts that are assigned to

agents have no gaps in the effective intervals.

You can specify an effective start date for an assigned contract in Contracts on the Agent
assignment tab, see the procedure below.

Associating an Agent With a Contract

1. In the Contracts pane, select a contract from the list of existing contracts.

2. Click Show Available Agents

3. In the Effective Date field, enter the effective start date for this contact assignment.

4. Select one or more agents from the Agents to be Associate with <contract name> section.

Tip
Enter search criteria into the Search field and use the radio buttons to filter on First or Last Name, if the list
of agents is long.

5. To associate the agent(s) with this contract, click Apply

6. Close the Available Agents pane, and on the Agents pane, click Save Changes IE] .

Agents—The agents that can be associated with this contract. All agents from the current site are

listed.

Effective Date—The effective start date that is specified for this contract assignment.
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Configuring Profiles

Profiles are descriptions of virtual agents.

You can configure multiple profiles for each contract by selecting typical sets of skills. The WFM
Scheduler uses contract parameters, combined with the profiles' skill sets, to produce blank schedule
scenarios that are based on profile characteristics rather than on the actual agent pool. This is
especially useful if you have not yet hired agents.

These blank schedule scenarios provide you with an unlimited number of "what-if" assessments of
the number of agents of each contract and skill set that might be required. You can manually assign
agents into the schedule after it is built.

You can create a new profile or copy an existing profile and rename it to create a new one, or you can
delete a profile.

Creating a Profile

To create a new profile:

1. Click Policies > Contracts and then, in the Objects pane, select a site.

2. In the Contracts pane, select a specific contract.
The Constraints pane displays, by default.

3. At the top of the pane, select Profiles.
A list of profiles that have been created for this contract displays.

4. In the Profiles pane, to create a new profile, click Add Profile

5. When the Profile Properties opens, enter a name for the profile.
The name should be descriptive and different from any other profile name within the contract.

6. To add skills to the profile, click Add Skill .
A list of available skills is displayed in the Selected Skills to be Associated With Profiles section.

Tip

Alternatively, if you want to remove a skill, click Delete Skill

7. Select the skills you want to associate with this profile, and then, click Add Skill

8. In the Use this Level for Assignments field of the Available Skills pane, enter the correct skill level.
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The value that you enter will affect the profile's availability on the Select Profiles page of the Schedule
Scenario Wizard. That page displays only profiles with a skill level that falls within the required range of the
Activities that you are scheduling. For example, if you define a profile here with a Stocks & Bonds skill level
of 5, and then use the wizard to create a scenario that requires a Stocks & Bonds skill level of 8-30, your
profile will not appear as a choice, because 5 is not between 8 and 30.
9. Continue to add skills and set skill levels until you have fully configured the profile.
10. To save the profile setting, click Save Changes E] .
Deleting a Profile
To delete an existing profile:
1. Click Policies > Contracts and then, in the Objects pane, select a site.
2. In the Contracts pane, select a specific contract.
The Constraints pane displays, by default.
3. In this pane, select Profiles.
A list of profiles that have been created for this contract displays.
|

4. In the Associated Profiles section, select the profile you want to delete and click Delete Profile

:I'he profile is removed from the list.

5. To save the changes, click Save Changes IE] .

Copying an Existing Profile
To create a new profile by copying an existing profile:

1. In the Policies > Contracts > Profiles pane, select an existing profile in the Associated Profiles
section.

2. Click Copy Selected Profile I:h .
The Copy Selected Profile To Another Contract pane displays.

3. In the Name field, rename the profile.

4. Inthe Copy Selected Profile to Another Contract section, select a contract from the list.
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Tip

Alternatively, if you know the Contract name, you can type it in the Search field to find it quickly.

5. Click Save Profile E] .
The profile is added to the list of Associated Profiles.

Tip
If the contract you selected in step 4 is different from the contract selected in step 1, the copied profile is

visible only after you navigate to the list of profiles under the appropriate site for this contract. If the contract
selected in step 4 is the same, the copied profile is visible in the profile list immediately after it is copied.

6. Configure the profile. The settings are described in steps 7-10 above.
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Advanced Hours

The Advanced Hours option, which opens the Advanced Hours pane, is used only if you are using
Monthly schedule planning periods. For information about monthly schedule planning periods, see
the Contracts > Site Settings tab.

The Advanced Hours pane defines the Contract's minimum and maximum hours.

The values in this pane override the standard Contract hours. You can use these values if you have to
customize monthly workloads to handle seasonal variations in staffing requirements.

Tip
If you set the value for a month to 0, the Contract constraints for monthly minimum
and maximum working hours are used.

Workforce Management Web for Supervisors Help 123



Policies Rotating Patterns

Rotating Patterns

Rotating Patterns are rotating work weeks, work days, work hours, and/or work activities. A Rotating
Pattern can be assigned to an agent. See the following examples:

 Example 1: A regular Weekly Pattern might be Monday through Friday from 9:00 AM to 5:00 PM
followed by a short Weekly Pattern of Tuesday through Thursday from 12:00 PM to 4:00 PM.

« Example 2: Agents that work four 10-hour days per week could work Monday through Thursday one
week and Tuesday through Friday the next week. The combination of these alternate days off (Fridays
or Mondays) comprises a Rotating Pattern.

Rotating Patterns Pane

In this pane you can view, create, delete, and copy Weekly Patterns. After creating Weekly Patterns,
you can then combine them to create Rotating Patterns. You configure Rotating Patterns by the week.
Therefore, you can have as many weekly rotations as you need.

The Rotating Patterns pane displays a list of Rotating Patterns that exist under the selected site
within the enterprise.

Q Search Rotation D ﬂ [E e

ROTATING PATTERNS

Figure: Rotating Patterns Pane Controls

Use the controls in the top-right corner of this pane to complete the following tasks:

Enter your search criteria. For example, the name

Search field of a Rotating Pattern.
D N Click this icon to create a new Rotating Pattern.
ew

a Click this icon to delete an existing Rotating
Delete Pattern.

[E Copy Click this icon to copy an existing Rotating Pattern.

%) Click this icon to view a Help topic about the

= | Help Rotating Patterns pane.

You can also use the Rotating Patterns module to view and configure Rotating Patterns properties,
and associate agents with these patterns. The Rotating Patterns module consists of two additional
panes:

* Properties
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* Associated Agents

Displaying and Retrieving Rotating Patterns

The list of Rotating Patterns is displayed in segments or sequential pages. When large amounts of
data are being retrieved, the list of items in Rotating Patterns pane is displayed in smaller
segments sequentially, with 50 items per page. This limits the number of items that are retrieved
from Workforce Management at any given time, maintaining optimal performance during retrieval.
You can browse the previous and next pages or navigate to the first and last items in the data set
(start and end of the list), by clicking the appropriate button in the view. To navigate between pages,
you can use the Up, Down, Page Up, and Page Down keys on the keyboard.

Creating Rotating Patterns

Link to video

Kl

1. Atthe top of the Rotating Patterns pane, click New

2. In the Properties pane, click Add Week E .

3. Expand the properties pane to view all fields, click Expand [#] .

4. In the Name field, enter a name for the Rotating Pattern.
By default, the Name field is already populated with a unique name when you select New.
The name includes a number to ensure that each newly created Rotating Pattern has a
unique name in the Configuration database. You can change this name, but it must remain
unique to prevent duplicate name errors from occurring.

5. In the Weekly Patterns section, populate the fields, as required.

6. In the Weekly Rules for .. section, populate the fields as required.
For a description of the fields in the Weekly Patterns and Weekly Rules for .. sections, see
Rotating Patterns Properties.

7. Click Save Now E] .

Deleting Rotating Patterns
1. In the Rotating Patterns pane, select the Rotating Pattern that you want to delete.

2. At the top of the Rotating Patterns pane, click Delete &
A Confirmation dialog displays, asking if you want to proceed

3. Click Yes to proceed or click No to cancel the deletion.
If you select Yes to proceed, you cannot undo the deletion of the Rotating Pattern.
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Copying Rotating Patterns

1. In the Rotating Patterns pane, click to select the Rotating Pattern in the list that you want to copy.

[y

2. At the top of the Rotating Patterns pane, click Copy
The Copy Rotating Pattern pane displays.

3. In the Name field, enter a name for the Rotating Pattern.

4. In the Associate Copied Rotating Pattern With Following Site section, click to expand each site
and select the site, to which you want to copy the Rotating Pattern.

5. Click Save Now E] .
A copy of the Rotating Pattern displays with the new name in the list for the selected site.

Using Copy and Paste Within Rotating Patterns

While editing or creating Rotating Patterns, you can select, mark, or copy the settings of a single day
and then copy, transfer, or distribute these settings to a single or multiple, selected days (in other
words, copy once, paste multiple times). When you select a day,and click Copy, the Paste icon is
enabled.

Copying a Week in Rotating Patterns

1. Select a row that displays a Weekly Pattern name (for example, weekl)

2. Click Copy.
The Paste icon is enabled.

3. Select the row, into which you want to paste the week1l (for example, week?2) and click Paste.
Information from week1 is copied to week2.

See also, Weeks in Rotating Patterns.

Copying a Day in Rotating Patterns

1. Select a day row (for example, day1l).

2. Click Copy.
The Paste icon is enabled.

3. Select the row, into which you want to paste day1l (for example, day2) and click Paste.
Information from dayl is copied to day2.

See also, Days in Rotating Patterns.
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Rotating Patterns Properties

In the Rotating Patterns Properties pane, you can add, copy and paste, or delete Weekly Patterns
to/from a Rotating Pattern, move Weekly Patterns up or down within the list, and set various property
parameters for each day within the Weekly Pattern.

See control and setting descriptions for the following panes, in addition to the Rotating Pattern
Properties pane:

* Weekly Patterns Pane

* Rotating Pattern Activities Pane

¢ Available Activities Pane

e Shifts Pane

* Weekly Rules Pane

Weeks in Rotating Patterns

Weeks in Rotating Patterns are displayed in separate rows for each week name, with the total number
of weeks displayed in the bottom-right corner of the Properties pane. Rotating Patterns containing a
large number of weeks (for example, more than 30) display quickly on one page. You can review or
edit a week, by selecting the row to open the properties for that week, or select the row to copy the
entire week and paste it to other weeks. The Search function generates quick and accurate results
(even when using partial search criteria).

Days in Rotating Patterns

While editing or creating Rotating Patterns, you can select, mark, or copy the settings of a single day
and then copy, transfer, or distribute these settings to a single or multiple, selected days (in other
words, copy once, paste multiple times). When you select a day ,and click Copy, the Paste icon is
enabled.

Properties Pane

Use the control in this pane to perform the following tasks:

5l Expands the Properties pane to display all column
Expand pane in one view.

Add Week Adds a Weekly Pattern to the Rotating Pattern.
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Deletes the selected Weekly Pattern from the
& Rotating Pattern. When you click Delete, a
Confirmation dialog is displayed, asking you to
LI L confirm the deletion. Click Yes to proceed or No to
cancel the deletion.

@ Moves the selected Weekly Pattern down from its
Move Week Down original position in the Weekly Patterns list.
@ Moves the selected Weekly Pattern up from its
Move Week Up original position in the Weekly Patterns list.
EE Copies the selected Weekly Pattern. After the
Copy pattern is selected, the Paste icon is enabled.
Ej Pastes the Weekly Pattern (that was selected and
Paste copied).
2] Displays a Help topic that describes the
~ |Help Properties pane.
E] Saves any changes made within the Properties
Save Now pane.

The Properties pane is divided into three sections. The top section contains two fields:

« Name—The name of the Rotating Pattern.

* Week Days—The week day on which the Rotating Pattern starts.

The bottom section Weekly Patterns, is described below. Within the Weekly Patterns pane you can
open the following panes by clicking the related field:

* Click the Activities field in any day row to open the Rotating Pattern Activities pane.

¢ Click the Shifts field in any day row to open the Shifts pane.

¢ Click the Week <number> (for example, Week1l) to open the Weekly Rules pane.

Review Validation Messages

If you make changes that do not pass validation, the Review Validation Messages pane is
displayed, which includes a list of error and warning messages. For more information about these
messages, see Review Validation Messages.

Weekly Patterns Pane

This pane has the following rows and columns, which can be configured for each day of the week:

The name of the Weekly Pattern for the selected
day.

The day on which the weekly pattern begins. (
Monday to Sunday)

Name

Weekday

Column Descriptions:
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Day

Day Off Rule

Shift

Availability Time

Start Time
Paid Hours/Duration

Estimated End Time

Activities

Week <number> (<weekly pattern name>)

Rotating Pattern Activities Pane

Open this pane by clicking in the Activities column
fields:

“ No Activity Limitations check box

A day within a weekly pattern.

The rules that determine whether a day off can be
assigned for that day. The possible rules are:

* Day In—A granted shift, granted any shift, or
granted availability.

* Day Off Possible—The day can be a working
day or a day off depending on which provides
the most optimal schedule.

e Day Off —The day must be a day off.

The shift that is assigned for the selected day of
the week. Click in this field for any day and the
Shifts pane opens, enabling you to choose from a
list of existing shifts. For a description of the
controls in this pane, see Shifts pane.

The time that the agent is available during the shift
for the selected day. In the drop-down menu,
choose Use Shift Time or Start/End Time.
Choosing Start/End Time means that the times
that are set in the Start Time and Estimated End
Time fields are used on that day.

The start time for the shift on the selected day
(used only if the Start/End Time option is set in
the Availability Time field for the selected day).

The number of hours (or duration) for which the
agent is paid.

The estimated time of the shift on the selected day
(used only if the Start/End Time option is set in
the Availability Time field for the selected day).

The Activities that are assigned to the agent for
this shift or day. Click in the field for any day and
the Rotating Patterns Activities pane opens,
from which you can select Activities. For a
description of the controls in this pane, see
Rotating Pattern Activities pane.

The row displaying the week number (for example,
Week1l) and the name of the weekly pattern.
Clicking on this row opens the Weekly Rules pane.

and see the following controls, columns, and

When checked, all of the activities listed are
assigned. If unchecked, only the selected activities
are assigned to the agent for the selected day's
shift.
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Moves the selected activities to the Weekly
Apply Patterns pane.

Opens the Available Activities pane. When an
activity is added, it is assigned to the agent for the
. selected day's shift. If the No Activity
Add Activity Limitations check box is checked, all of the
activities listed are assigned.

— Removes the selected activities in the Rotating
Remove Activity Pattern Activities pane.
X Close Closes the Rotating Pattern Activities pane.
2] Displays a Help topic that describes the Rotating
— I Help Pattern Activities pane.
Enter the search criteria. For example, the name of
Search field the activity.
Activity Name The name of the activity.

Available Activities Pane

Open this pane by clicking Add Activity in the Activities pane and see the following controls,
columns, and fields:

Moves the selected activities to the Rotating

Apply Patterns Activities pane.

X Close Closes the Available Activities pane

o) Displays a Help topic that describes the Available

— I Help Activities pane.

Enter the search criteria. For example, the name of
Search field the activity.
Activity Name Name of the activity.
Shifts Pane

Open this pane by clicking Edit |£| in the Shifts column and see the following controls, columns,
and fields:

When checked enables the agent to work any
available shift on the selected day. If unchecked,
the agents must work the assigned shift on the
selected day.

“ Any Available Shift check box

Moves the selected shift to the selected day in the
Apply weekly pattern.

% Close Closes the Shifts pane.

Workforce Management Web for Supervisors Help 130



Policies Rotating Patterns

L2 Help Opens a Help topic for the Shifts pane.
Enables you to enter search criteria. For example,
Search field the name of a specific shift.
Name The name of the shift.

Weekly Rules Pane

Open this pane by clicking the row containing the weekly pattern name in the Weekly Patterns
section of the Properties pane, and see the following controls and fields:

Weekly Pattern Name The name of the Weekly Pattern.

When checked, the Minimum Paid Hours and
Maximum Paid Hours fields are enabled and can

" Use Weekly Paid Hours check box be defined by entering a minimum and maximum
number of hours. When unchecked, these fields are
disabled.

The minimum number of hours defined for this
pattern, entered in hh:mm format. If this constraint
is set, WFM schedules the agent to work at least
this many hours for this particular week of the

Minimum Paid Hours Schedule Planning Period. Valid values are
00:00 to 168:00. This value must be less than or
equal to the Maximum Weekly Paid Hours
setting in any associated contract. Must include all
paid breaks and meals.

The maximum number of hours defined for this
pattern, entered in hh:mm format. If this constraint
is set, WFM will schedule the agent to work no
more than this many hours for this particular week

Maximum Paid Hours of the Schedule Planning Period. Valid values
are 00:01 to 168:00. This value must be greater
than or equal to the Minimum Weekly Paid
Hours setting in any associated contract. Must
include all paid breaks and meals.

Rotation Types

By combining the possible settings in the Weekly Pattern pane, you can create nine different types of
rotation days:
1. Day Off—The agent must be assigned a day off on this day.

2. Any Shift—The agent can receive any compatible shift or a day off. In effect, the rotating pattern does
not impose limitations on Scheduler for this day.

3. Availability—The agent can receive any shift that falls within the specified earliest start time and has
the correct number of paid hours. Scheduler also has the option to assign a day off.
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4. Flexible Shift—The agent must be assigned the specified shift, but the start time and paid hours are
flexible within the limits of the shift configuration. Scheduler also has the option to assign a day off for
this day.

5. Fixed Shift—The agent must be assigned the specified shift with the exact start time and number of
paid hours that are specified. Scheduler also has the option to assign a day off for this day.

6. Granted Fixed Shift—The agent must be assigned the specified shift with the exact start time and
number of paid hours that are specified. Scheduler cannot assign a day off for this day.

7. Granted Flexible Shift—The agent must be assigned the specified shift. The start time and number of
paid hours can be adjusted by Scheduler. Scheduler cannot assign a day off for this day.

8. Granted Availability—The agent must be assigned a shift that falls within the specified earliest start
time and has the correct number of paid hours. Scheduler cannot assign a day off for this day.

9. Granted Any Shift—The agent must be assigned a shift on this day. Scheduler cannot assign a day off
for this day.

You can create a Weekly Pattern using any combination of these rotation types, as long as the
combination does not conflict with paid hours and working days constraints.

For Fixed Shift types, Scheduler can assign a shorter shift than specified in the
Rotating Pattern configuration if the agent has requested a number of preferences for
the scheduling period. This happens because Scheduler treats this rotation type as a
preference.
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Rotating Patterns Associating Agents

The Associated Agents pane contains a list of agents who are associated with this Rotating pattern
on the selected date starting from the Rotation Week. Use this pane (within the Rotating Patterns
pane) to associate one or more agents with a selected pattern.

E] Saves any changes made within the Associated
Save Now Agents pane.

Displays a list of available agents that you can

Show Available Agents associate with the Rotating Pattern.
9 Displays a Help topic that describes the
~ | Help Associated Agents pane.

The date that all agents in the list are actually
assigned to the Rotating Pattern. Click in this field
to display a calendar, from which you can select a

date.
Show Agents aSSi_gned to this rotating Rotating Pattern assignment to the agent has an
pattern on following date field effective date, which is the start day when the

Rotating Patterns becomes applicable to the agent. It
is possible to assign multiple Rotating Patterns for the
agent with the different start days.

To assign Rotating Patterns to an agent, see Contracts &
Rotating Patterns.

Enter search criteria. For example, agent's name or
you can use the Search by radio buttons to filters

Search field the search criteria, by selecting either First name or
Last name.

The Associated Agents section has the following columns:

First Name The agent's first name.
Last Name The agent's last name.

The current week of the rotation on the date
specified by the date picker Show Agents
assigned to this Rotating Pattern on
following date.

Current Week

Contract The name of the Contract.

Team The name of the agent's team.

From the Associated Agents pane, you can open two other panes; the Available Agents pane and
the Distribution pane, which are described below.
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Available Agents Pane

This pane displays the following controls and fields:

When clicked, associates agents with the Rotating
Assign Agents Pattern. The agents are then displayed in the
Associated Agents pane.

When clicked, displays the Distribution pane, in

m Distribution which more Wegks can be ac!ded to the distribution
of weeks for which the Rotating Patterns apply.
X Close Closes the Available Agents pane.
%) Displays a Help topic that describes the Available
— IHelp Agents pane.

The starting date on which the Rotating Pattern is
assigned to the agent. Click the date field to
display a calendar, from which you can choose a
date or retain the default (current date).

Effective Date field

The starting week in which the Rotating Pattern
Starting Week field starts for the agent. Select one of the existing
weeks from the drop-down list.

Lists the available agents that can be associated
with Rotating Patterns. The columns in the list
display the agents First name, Last name, the
Rotating Pattern Name, Rotation Week,
Contract, and Team name. Rotating Patterns and

Available Agents Jist Contracts are displayed, based on the effective
date that is selected.

To view all of the columns in this list, scroll left-to-right or right-
to-left, by placing your cursor in any one of the rows and use the
right and left arrow keys to scroll to a column that is out of view.

Distribution Pane

This pane displays the following fields and controls:

When clicked, adds an additional week to the

More Rotating Patterns distribution.
X Close Closes the Distribution pane.
P2 Displays a Help topic that describes the
— |Help Distribution pane.

Displays the list of weeks, across which the

Distribution /ist Rotating Pattern is distributed.
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Associating Agents with a Rotating Pattern

10.
11.

12.

13.

. To see the distribution of the Rotating Pattern across more weeks, select Distribution

1. Select Policies > Rotating Patterns.

2. In the Objects tree, select a site, for which you want to create a Rotating Pattern.
3.
4

In the Rotating Patterns pane, select a Rotating Pattern in the list.

. In the right-side pane, select Associated Agents.

The Associated Agents pane opens.

. Click the Show Available Agents

The Available Agents pane opens.

. In the Effective Date field, enter the date on which the Rotating Pattern becomes effective for the

agent.

. From the Starting Week drop-down list, select a starting week.

. In the Available Agents list, select one or more agents.

You can also select the appropriate Search by radio button and enter an Agents first or last
name in the search field.

=

The Distribution pane is displayed.

To add more weeks to the displayed list, click More

To close the Distribution pane, click Close X.

In the Available Agents pane, click the Assign Agents
The selected agents are displayed in the Associated Agents pane and are now associated
with the selected Rotating Pattern and the starting week.

5]

In the Associated Agents pane, click Save Now

Review Validation Messages

If you make changes that do not pass validation, the Review Validation Messages pane is
displayed, which includes a list of error and warning messages. For more information about these
messages, see Review Validation Messages.
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Configuration

Within the Configuration module you can access the following views, in which you can configure
various WFM objects and functionality:

* Notifications

¢ Colors

* Shared Transport

* Agents

¢ Organization

* Time-Off Bidding Periods

¢ Schedule State Groups

e Activities

* Users

¢ Roles
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Notifications

In the Configuration module, select Notifications to create, edit, delete, and copy emails by site
for the four types of notifications listed below. The notification types that you create are listed in the
Notifications pane, along with its corresponding subject. You can create the same notification types
for many different sites and business units, depending on your requirements.

Schedule Modifications
¢ Schedule Trade Status Changes
Time-Off Bidding

Time-Off Requests Status Changes

Security Permissions

You must have certain security permissions assigned in WFM Web to configure notifications. See User
Security in the Workforce Management Administrator's Guide for a description of WFM security roles
and associated privileges, and Creating Roles in this Help.

Default Setting

By default, WFM does not generate notifications. To generate notifications you must first create them,
then select at least one site in the Associated Sites tab, to which the notifications will be sent and
save. Once you have done so, notifications of the selected types are sent.

WEFM Daemon

A Genesys server component, WFM Daemon, sends out notifications to agents and supervisors. For
more information on this server component, see Workforce Management Administrator's Guide.

Managing Notifications

After creating notifications, you might need to edit, delete, or copy them from time to time, or you
might want to add or remove certain associated sites. The following procedures describe how to
perform these tasks.
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Creating Notifications

To create notifications of schedule modifications:

1. In the Configuration module, select Notifications.
2. In the Objects tree, select a business unit.

3. In the Notifications pane, click New.
The Properties tab opens by default.

4. From the Type drop-down list, select one of four notification types:
* Schedule Modifications
* Schedule Trade Status Changes
* Time-Off Bidding
* Time-Off Request Status Changes
5. At this step, choose one of two options:

* Use the prepopulated text in the Subject and Message fields, adding any additional token
variables, as required.

* Enter new text in the Subject and Messages fields, adding token variables, as required.

6. Click Save.

You can now associate sites with this notification.

Editing Notifications

Tip

You cannot change the notification type when modifying notifications.

To modify the message subject or body text:

1. Delete/type over text.

2. Place the cursor where you wish to insert a token.

3. Click the appropriate token button. The token gets inserted.
4

. Click Save on the toolbar.
If you switch to another notification type without saving, a message asks if you wish to save
or cancel.
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Deleting Notifications

To delete a notification:

1. In the Notifications pane, choose the notification you want to delete.
2. Click Delete.

3. In the Confirmation dialog, click Yes to delete the notification or No to cancel the action.

Copying Notifications
To copy an existing notification to a different business unit:
1. In the Notifications pane, choose the notification you want to copy.

2. Click Copy.

3. When the Copy Notification pane opens, select a business unit and then, click Apply.
The notification is now copied and associated with the business unit you selected.

Web for Supervisors Views in Previous Versions of WFM

If the WFM 8.5.2 backend deployed in your environment is prior to 8.5.203, the Notifications view
displayed in the interface more closely matches the content below.

Under Configuration, use the Notifications view to create and edit emails by site for the types of
notifications listed below:

¢ Schedule trade status changes
¢ Time-off request status changes

¢ Schedule modifications

Default Setting
By default, WFM does not generate notifications. To generate notifications, you must select at least

one site to send notifications of given type in the Targets tab and save. Once you have done so,
notifications of the selected types are sent.

Security Permissions

You must have certain security permissions assigned in the WFM Web. See each individual topic
above for the type of permission required.

WFM Daemon

A Genesys server component, WFM Daemon, sends out notifications to agents and supervisors. For
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more information on this server component, see Workforce Management Administrator's Guide.
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Properties and Site Associations

When you create email notifications, the Properties and Associated Sites panes become available for
you to select the type of notification you want to send, compose the subject and body of the
message, and select the sites you want to associate with them. In the Properties tab, there is some
prepopulated text in the subject and message body, if you wish to use it.

Notification Properties

After selecting a notification type from the drop-down list, you will find that each of the four
notifications types has the same sections in the Properties tab. However, the information withing
these sections vary slightly, depending on which notification type you selected.

Tokens
This section contains buttons for inserting tokens into the message body.

Notification of Schedule Modifications—Available tokens related to agent time-off requests are:
Agent, Requested Dates.

Notification of Schedule Trade Status Changes— Available tokens related to agent schedule
trades are: Proposing Agent, Responding Agent, Requested Dates, Requested Status, Submission
Date, Expiration Date.

Notification of Time-Off Bidding Changes—Available tokens related to time-off bidding requests
are: Agent, Bidding Status, Status Expiration, Bidding Period, Bidding Period Start, Bidding Period
End, Team, Site.

Notification of Time-Off Request Status Changes—Available tokens related to agent time-off

requests are: Agent, Requested Dates, Requested Status, Employee ID, Team, Site, Submit Date,
Actual Status.

Subject

This section contains Genesys-supplied subject text, which you can modify by changing text or
inserting tokens.

Notification of Schedule Modifications—The supplied text is "Message from Genesys Workforce
Management: Schedule modification occurred."

Notification of Schedule Trade Status Changes—The supplied text is "Message from Genesys
Workforce Management: Schedule trading status changed."

Notification of Time-Off Bidding Changes—The supplied text is "Message from Genesys
Workforce Management: Time-Off Bidding status changed to <Bidding Status> for <Agent>."
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Notification of Time-Off Request Status Changes—The supplied text is "Message from Genesys
Workforce Management: Time-Off Request status changed to <Requested Status> <Actual Status>."
Message Body

This area also contains Genesys-supplied body text, which you can modify by deleting/typing over
text and inserting tokens.

Notification of Schedule Modifications—The supplied text is "The schedule for <Agent> has
been modified for the date(s) <Requested Dates>."

Notification of Schedule Trade Status Changes—The supplied text is "The schedule trade
proposal for <Proposing Agent> and <Responding Agent> for the date(s) <Requested Dates> has
been updated with the status of <Requested Status>. Trade proposal's submission date is
<Submission Date>. It will expire on <Expiration Date>."

Notification of Time-Off Bidding Changes—The supplied text is "Status for agent <Agent>
changed to <Bidding Status>. It is applicable to time-off bidding period <Bidding Period> with start
<Bidding Period Start> and end <Bidding Period End>."

Notification of Time-Off Request Status Changes— The supplied text is "<Agent> has

requested time off for the date(s) <Requested Dates>. The requested time off is currently in
<Requested Status> status."

Associating Notifications with Sites

Use this tab to select one or more sites to associate with a notification.

To associate a notification with a site:

¢ Expand a business unit to display its sites and make your initial selection(s) or change them at any
time.

Web for Supervisors Views in Previous Versions of WFM

If the WFM 8.5.2 back end in your environment was deployed prior to release 8.5.203, the Notification
properties and site associations are displayed and configured in different views. The version of your
interface more closely matches the content below.

To configure notifications of schedule trade status changes, you must have the permission assigned
in WFM Web. See User Security in the Workforce Management Administrator's Guide for a description
of WFM security roles and associated privileges, and Creating Roles in this Help.

To bring up the module for notification of schedule trade status changes:

1. Select the Configuration tab.
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2. Select Notifications from the Views menu. The Objects tree highlights Schedule Trades Status
Changes. The Working pane shows the Messages tab where you configure the message Subject,
Body, and variables (Tokens).

Messages Tab

The Messages tab has three areas: Tokens, Subject, and Message Body. They are described above
for each Notification type. Note that some tokens and supplied text might have been added or
changed in the latest release.

Modifying the Message
To modify the message subject or body text:

1. Delete/type over text.

2. Place the cursor where you wish to insert a token.

3. Click the appropriate token button. The token gets inserted.
4

. Click Save on the toolbar. If you switch to another notification type without saving, a message asks if
you wish to save or cancel.

Targets Tab

Use the Targets tab to select business units and/or sites within business units. You can expand
business units to display their sites. You can select multiple sites.

Rules for Sending

After a successful save, WFM uses the specified Subject and Body and the rules listed below when

sending notifications to agents and supervisors. The rules for each Notification type are described in
Rules for Sending Notifications. Note that the Time-Off Bidding notification is new in 8.5.203.
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Rules for Sending Notifications

This topic describes the rules that govern when and to whom WFM sends emails for each notification
type. After saving notifications, WFM uses the specified Subject, Body, and rules listed below when
sending them to agents and supervisors.

Schedule Modifications

When a supervisor changes one or more scheduled days, WFM sends a schedule modification
notification to the affected agent in the configured site and to supervisors who have the appropriate
security rights.

Schedule Trade Status Changes

WFM applies the following rules when sending notifications of trade status changes. The proposing
agent is one creating the trade request; the responding agent is the one receiving the proposal:

Both the proposing and responding agents associated with the selected sites get notified when a trade
status is User-declined, User-approved, Auto-declined, Auto-approved, or Cancelled.

e Supervisors who have appropriate security rights are notified when a trade status is Pending, or
changes from Pending to any other status.

¢ The responding agent is notified when the status of a trade proposal is In Review or Open.

* The proposing agent is notified when the response status of a trade proposal is Accepted, In Review,
or Cancelled.

Double-Handshake Trade Proposals

A double-handshake trade proposal works as follows: When Agent A creates a trade proposal for
Agent B (or for the community), there is a check box that asks whether or not the agent wants to
manually approve the response: Check if you want to manually approve response to this trade
proposal.

If this box is not checked, the order of events is:

1. Agent A creates proposal.
2. Agent B accepts proposal.

3. Trade is either automatically approved or goes into In Review state for a supervisor to review and
approve, depending on the details of the trade.

If the box is checked, a double-handshake proposal is created. The order of events is then:
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Agent A creates proposal.
Agent B accepts proposal.

Agent A needs to approve the response from Agent B.

A W N -

Trade is either automatically approved or goes into In Review state for a supervisor to review and
approve, depending on the details of the trade.

The extra approval step (3) allows Agent A to re-confirm that he wants the trade to go through.

Time-Off Bidding
WFM applies the following rules when sending notifications of time-off bidding changes:

* When an agent's status in bidding period is changed to Waiting or Timed Out, WFM sends a time-off
bidding notification to the affected agent.

Time-Off Request Status Changes

WFM applies the following rules when sending notifications of time-off request status changes:
¢ When supervisors manually change agents' time off in the Calendar module, affected agents and other
supervisors who have the appropriate security rights receive a notification.

¢ When agents request time off that are not Auto-declined, supervisors who have the appropriate
security rights are notified.

¢ When automatic Time-Off request status changes occur, the affected agents and supervisors who have
the appropriate security rights and are notified.

¢ When time-off balances change, supervisors who have the appropriate security rights are notified.

For a complete description of the WFM security roles and privileges, see Roles in this Help.
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Colors

Within the Configuration module, Supervisors can use the Colors view to configure the colors that
WFM uses in the Supervisor Schedule views.

e You can configure default values for these schedule items: Activity Sets, Breaks, Days Off,
Exceptions, Marked Times, Meals, Time Offs, and Work.

* You can configure specific colors for: Activity Sets, Exception Types, Marked Times, or Time-Off
Types.

To find items in long lists, use Search. To sort the list in ascending or descending order, click Sort

"% or the Item column header.

Using the drop-down list, you can filter the list by Default, Activity Sets, Exception Types,
Marked Times, or Time-Off Types to view specific items for the selected business unit and sites. If
you choose Default, the default colors for the business unit are displayed and the Site column is
empty.

For details about how to configure default and specific colors, see Configuring Colors.

Security Permissions

To configure colors, you must have the Configuration > Colors in Schedule security permission,
which is assigned in WFM Web. See Configuration Role Privileges.
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Configuring Colors

Use the Colors view to modify the default colors that appear in any Supervisors view which displays
these schedule items: Activity Sets, Breaks, Days Off, Exceptions, Marked Times, Meals, Time
Offs, and Work.

You can also use the Colors view to define specific colors for: Activity Sets, Exception Types,
Marked Times, or Time-Off Types.

Defining Default Colors

To define the default colors:

1. In the Configuration module's drop-down menu, select Colors.
2. In the Colors pane drop-down menu, select Default.

3. In the Item column, click any one of the items to redefine the default background and text color for that
item.

Tip

HH
Use the Search or Sort ™™® controls to easily find items in long lists. Sort the Item column in ascending or
descending order, by using the icon shown here or by clicking the column header.

4. The palette displays in the Properties pane. Use the top half of this pane to select a text color, and the
bottom half to select a background color. View your current choices in the Sample text strip at the top
of the Properties pane.

5. Choose text and background colors, by using the gradient color panel, the swatches vertical scale, or
the HEX number field to define a specific color.

Tip
The text color is only applicable in the Intra-Day Schedule and Agent-

Extended Schedule views, when you uncheck the Full view check box and can
see the schedule items' short codes.

&

6. Save your choices, by clicking Save at the top of the window.
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Tip
If you select a different item in the Colors pane without saving, the Confirmation dialog box appears,

indicating that there are unsaved changes. Click Yes to save changes, No to discard them, or Cancel to
cancel action.

Defining Specific Colors
To define specific colors:

1. In the Configuration module drop-down menu, select Colors.
2. In the Objects pane, select a site.

3. In the Colors pane drop-down menu, select Activity Sets, Exception Types, Marked Times, or
Time-Off Types.

4. Make your text and background color selections in the same way that is described in steps 4-6 in the

procedure above.
Your choices will apply only to the selected items.

Resetting the Color Scheme

Click the Reset button in the Properties pane at any time to reset the color scheme.

Web for Supervisors Views in Previous Versions

If the WFM 8.5.2 back end deployed in your environment is a version earlier than 8.5.204, the Colors
Tool views displayed in the interface more closely matches the controls described in the procedures
below.

Defining Default Colors

To define the default colors:

1. Select the Configuration tab.

2. Select Colors from the Views menu.

3. Select the Default tab in the Objects tree.
4

Under the Default tab, select an item: Activity Sets, Breaks, Days Off, Exceptions, Marked Time,
Meals, Time Off, and Work'.
Your choices will redefine the background and text colors of the selected item.
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5. The Colors Tool appears in the Working pane. Use the top half of the tool to select a background

color, and the bottom half to select a text color. View your current choices in the sample text SAMPLE
TEXT strip across the bottom of the Work pane.

6. Select one of the tabs in the top half of the Colors Tool to specify the method you will use to choose a
background color.

Each of these color picking methods should be familiar to anyone who has chosen colors on a personal
computer:

* Swatches offers a series of squares with specific colors. Click a square to select its color.

* HSB (Hue Saturation Brightness) offers a vertical sliding scale were you define the RGB components
and a color square where you select the HSB components. You can also enter numbers in fields on
the right side of the tool to define the HSB components.

* RGB (Red Green Blue) offers horizontal sliding scales or number box where you define the RGB
components.

Experiment with any or all of the color picking methods until you find a satisfactory background
color.

7. Select one of the tabs in the bottom half of the Colors Tool to specify the method you will use to
choose a text color.

Experiment with any or all of the color picking methods until you find a satisfactory text color.

Tip
The text color is only applicable in the Intra-Day Schedule and Agent-Extended Schedule views, when
you uncheck the Full view check box and can see the schedule items' short codes.

8. Save your choices, by clicking Save E] at the top of the window.

If you select a different item in the Objects pane without saving, the Confirmation dialog box appears:

There are unsaved changes. Please press Yes to save changes, No to discard changes or Cancel
to cancel action. Click Yes, No, or Cancel.

Defining Specific Colors, by Site
To define specific colors by site:

Select the Configuration tab.
. Select Colors from the Views menu.

1.

2

3. Select the Specific tab in the Objects pane.

4. Under the Specific tab, expand (!') one of the Types nodes.
5

. In the Object tree beneath the Type node, select one or more objects. An object can be a business unit,
a site, or a specific color.

All your Colors Tool choices will apply only to the selected object(s).
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6. Make your background color and text color selections in the same way that is described in steps 4-8 for
default colors, in the default colors procedure above.
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Shared Transport

Use the Shared Transport view to create, update, copy, delete, and manage shared transport.

Shared Transport is known by many different names worldwide—bus, carpool, ride
share, lift share, and paratransit, for example. See Wikipedia for details.

Accessing the Shared Transport View

Access this view in one of two ways:

e At the opening display of all WFM Web views, beneath Configuration, select Shared Transport

¢ Select the Configuration tab, click Configuration, and then select Shared Transport from the drop-
down menu.

Shared Transport Pane

The toolbar above the Shared Transport pane contains the following controls:

D Creates a new shared transport, which begins by
New opening the Properties tab.

Removes the selected shared transport. This
command cannot be undone. A confirmation dialog
& box allows you to cancel or continue. This
Delete command is not enabled if the shared transport
contains one or more agents who are not visible to
the current user (because of a lack of permissions).

iy

Opens the Copy Shared Transport pane.
Copy

Filter Filters the shared transport list by agent or team.

Sorts the shared transport list in ascending or
Sort descending order. (You can also click the Shared
Transport column header to sort the list.)

This pane also includes a Search field and Help icon.
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Using the Shared Transport View

Use the Shared Transport view in one of two ways:

1. In the Object pane, select a site.

The Shared Transport pane lists all shared transport groups that are associated with your selection
The list displays one shared transport group per row, with these columns:

Shared Transport Name of the shared transport group.

Status

Open or Closed.

COenES Descriptive comments (if any) for the shared
transport group.

Number of agents who are participating in the
shared transport group. This number could be
Size higher than the number of visible participants if

you do not have security permissions to view all
participants.

A selected check box indicates that this shared
transport group is the company bus. (To
Bus designate a shared transport group as the bus,
select the Shared Transport Properties tab
and then select the This is the Bus check box.)

2. Select a single existing Shared Transport in the list, to highlight its row and open it's Properties tab.

¢ If you change the shift start time or shift end time for an agent who belongs to a shared
transport group, a warning message appears, at these views:

e Master Schedule Intra-Day view

* Scenario Intra-Day view
* As well as when you are modifying individual agents' schedules

* You can use the Options dialog box to add the Shared Transport Groups column to
the grid columns table in the Master Schedule Intra-Day view. This column displays
the shared transport group participation for each agent on the selected day.

e For the Scenario Intra-Day view and Agent Extended view, you can use the Options

dialog box to add the following columns: Site Name, Shared Transport, Overtime,
Paid Hours, Total Hours, Start Time, and Comments.
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Shared Transport Settings

You configure settings on three tabs in the Shared Transport view (after clicking New
an existing shared transport):

or selecting

* Properties Tab
¢ Participants Tab

* Join Requests Tab

At the top of all three tabs you will find the E] Save icon, which enables you to save the shared
@l

transport settings in a particular tab, and the Help icon.

Properties Tab

Use these controls when you are creating or updating shared transport:

Shared Transport Name field Edit the name of the shared transport.
Shared Transport Status radio buttons Select Open or Closed.

Designate this shared transport as the company

Ve L LI b g e bus or clear to remove that designation.

Enter or select the maximum number of bus riders
for this shared transport. Enabled only if the This
is the bus check box is selected (use only if this
shared transport is a bus).

Maximum Size field

Comments field Enter or edit the comment text.

Participants Tab
Use these controls when you are adding participants to the shared transport:

Enables you to add agents to the Participants list,

Add Agents by opening a list of Available Agents.
— Removes selected agents from the Participants
Remove Agents list. This action cannot be undone.

Sorts the participants list by First Name, Last
Sort Name, or Team.
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The Participants tab also displays three columns: First Name, Last Name, and Team name of the
participants in the selected shared transport.

List of Available Agents

The Available Agents pane contains the following fields and controls:

Enables you to enter criteria, used to search for

Search field available agents.
Search by: Enables you to search for available agents by First
radio buttons Name or Last Name.
Applies the agents you select from the Available
Apply Agents list to the Participants list.
~ Closes the Available Agents pane without
Close applying any selections.
i Sort the available agents by First Name, Last
""" Sort Name, or Team.

Join Requests Tab

Use these controls and columns when you are managing join requests:

When clicked, approves the selected requests.
E Approve B 4

I} . When clicked, declines the selected requests.
Decline

Description of columns:

Shows the question mark icon (pending) until the
? request is approved or declined (see above) and

(pending) then the icon changes accordingly.
Agent Name of the agent who made this request to join
9 the shared transport.
Site Site of the agent who made this request to join the
shared transport.
Team Team of the agent who made this request to join
the shared transport.
C Shows any comments that relate to the Join
omments

Request.
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Managing Shared Transport

Use the procedures in this topic to create, delete, copy, and add participants to shared transport, and
approve/decline join requests.

Creating Shared Transport
Link to video
To create shared transport:

1. In the Objects pane, select the site for the shared transport.

3

3. When the Properties tab opens, enter the shared transport Name, Status, Maximum Size, and
Comments.

2. In the Shared Transport pane, click New

4. If the mode of transport is a bus, check This is the bus.

5. Click Save E]

6. You can now add participants to the shared transport.

Deleting Shared Transport

To delete shared transport:

1. In the Shared Transport pane, select the shared transport you want to delete.

2. Click Delete &
When the Confirmation dialog opens click Yes to proceed or No to cancel the action. (Note
that this action cannot be undone.)

Adding Participants

Link to video
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To add participants to shared transport:
1. In the Shared Transport pane, select a shared transport and click the Participants tab.

2. Click Add Agents

3. From the Available Agents list, select one or more agents.
You cannot exceed the maximum size that you set in the Properties pane.

+
4. Click Apply

Copying Shared Transport
Link to video
To copy shared transport:

1. In the Shared Transport pane, select the shared transport you want to copy.

2. Click Copy I:E .
3. When the Copy Shared Transport pane opens, change the name for the new shared transport.

4. If desired, check the Copy to the same Site check box.
Otherwise, associate a different site by expanding the Enterprise list to select a different
Site.

=i}
»

+«
5. Click Apply , and then Save

You can also choose to Close
selections.

the Copy Shared Transport pane without applying your

Managing Join Requests

Link to video
To approve or decline shared transport Join requests:
1. Click a shared transport that you know has pending Join requests.

2. Click the Join Requests tab.

3. From the Join Requests list, select a request with a pending status
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4. Click either Approve @ or Decline a .
The pending column shows a check mark (v) or an X, depending on your choice.

5. Click Save E] .
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Filtering Agents and Teams

When you have large numbers of agents and teams, you might want to use the Filter & (found at
the top of the Shared Transport and Meetings panes) to easily and conveniently group them. For

example, you might want to filter agents associated with a certain team or site, or to filter teams
associated with a certain site.

After you have created one or more filters they appear as bullets above the Shared Transport or
Meetings list. If only one item is selected for the filter, the bullet shows the name of that item. If
more than one item is selected, the bullet shows the number of items in the filter.

Filtering Agents

To create a filter for selected agents:

1. Select a site.

2. Click Filter @ .
When the Agents and Teams tabs appear, the Agents tab is selected by default.

3. Click Add
The Agents pane opens, containing a list of available agents and the following controls:

Enables you to enter criteria to quickly find
Search field agents in long lists.

Search by:

Enable you to search for available agents by
radio buttons

First Name, Last Name or Employee ID.

Applies the agents you select from the Available

Apply Agents list to the Filtered by Agents list.
- Closes the Available Agents pane without
Close applying any selections.
— Sort the available agents by First Name, Last
ans Sort

Name, Employee ID, Site, or Team.

4. Select one of more agents, and click Apply

5. In the Agents tab, if the filter contains all selected agents, click Apply again.

To remove an agent from the filter, click Remove before applying the filter. To close this pane

without applying any of the selected items, click Close x .
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Filtering Teams

Filtering meetings by Team relies on a notion that all team members are also participants of the
meeting, otherwise the meeting is filtered out. Most likely, you will filter meetings by Team when you
are trying to find a meeting time that is suitable for the entire team (not just a single member of the
team).

To create a filter for selected teams:

1. Select a site.

2. Click Filter @ .
When the Agents and Teams tabs appear, select Teams.

3. Click Add
The Teams pane opens, containing a list of teams and the following controls:

Applies the selected teams to the filter and adds

Apply them to the Filter by Teams list.
. Closes the Teams pane and does not apply any
Close selections.

Enables you to enter criteria to quickly find teams
Search field in long lists.

HH Sort Sorts the Teams list by Team or Site

4. Select one of more teams, and click Apply

5. In the Teams tab, if the filter contains all selected teams, click Apply again.

To remove a team from the filter, click Remove before applying the filter. To close the Teams tab

without applying any of the selected items, click Close

Viewing and Removing Filters

The Filters appear at the top of the Shared Transport list, which now contain only the filtered
items. Click any one of the bullets to see the items contained in that filter. For example, in the figure
below the Teams (2) filter was clicked, which opened the Teams tab displaying the items in that
filter.

To remove a filter without opening it, click the X in the bullet itself.
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Shared Transport

Q D D Ih ; L7 Agents Teams

FILTERS

o+
1
€

agenti3L agentD3F 3¢ Teams (2) % FILTER BY TEAMS

SHARED TRANSPORT

1 & Team 1 Site i
4 shared Transport 1 Status I Comments I Size 1 Bus n Iﬁ Mew Team (1442265133120) Site 1-1
1111111111123 Open 1111111111111 1 & | <none> Site 1-1
asdfkjashdk Open 555 1

Figure: Filter Bullets in Shared Transport View
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Agents

Use the Agents module to view and configure agent properties, and assign Activities, Contracts,
or Rotating Patterns to agents. The Agents module consists of the two panes described below.

Agents Pane

This pane displays a list of agents in the selected site within the enterprise, with the agent's first
name, last name, ID number, and hire date. Use the Search function to generate quick and accurate
results (even when using partial search criteria).

Properties Pane

This pane enables you to configure various settings in five categories. Click to open the following
panes:

Properties

Activities

Contracts and Rotating Patterns

Time Off

A

Time-Off Bonuses
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Agent Properties

To view the selected agent's properties, select Properties at the top of the pane.

This view contains the following agent information:

First name:
Last name:
Employee ID:
Site

Team

Email:

Hire Date:

Termination Date:

Hourly Wage:

Rank:

Comments:

The agent's first name.

The agent's last name.

The agent's employee identification number.
The agent's site.

The agent's team.

The email address that is used to notify agents of
schedule change events, schedule trade request
status changes, and time-off request status
changes.

The hire date that is set as the date of import when
new agents are imported from Genesys
Administrator. You can change the date to the
agent's actual hire date. The Scheduler does not
include agents whose hire date is set as a date in
the future.

The date on which the agent was terminated. To
set a termination date for an agent, select the
check box and enter a date for termination.

Agent properties are maintained in the Workforce Management
database, even after agents are deleted from Genesys
Administrator. However, you can choose to have deleted agents
hidden from view in Workforce Manager by changing the
CFG_SHOW TERMINATED AGENTS setting. Click About >
Setting... (near the Log out button) to open the dialog.

Optional: A parameter that specifies the agent's
hourly wage and that is used in budgeting. You can
configure this option so that it appears only to
users with appropriate security rights in the Roles
module in Workforce Management Web.

Optional: A setting that can be used as the criteria
for allocating the agents preferences during
scheduling. The value for any agent's ranking can
contain up to 5 digits. If you do not use ranking,
leave this parameter value at 0 (which is the lower
rank value). The rank setting affects Workforce
Management only; It is not related to the agent's
ranking that is configured in Configuration
Manager.

Any comments that are related to the agent.
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To save any changes, click this icon at the top of
the pane.

o
Save Now If you do not have at least one of the Edit privileges in
the Agents view, this icon is disabled and you cannot

save changes.

To view a Help topic about the Properties pane,
Help click this icon at the top of the pane.

('.

Moving Agents to Other Teams or Sites

To move an agent to another team or site:

3 .

2. In the Move Agent <agent _name> To Following Team pane, do one of the following:

1. In the Agent Properties pane, select Move Agent

e In the list of teams/sites, select the team or site.

* Enter the team or site name in the Search field to quickly find it, and then select it.

3. Click Apply =
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Agent Activities

To view the selected agent's activities, select Activities at the top of the pane. Then, use the
controls in the top-right corner of this pane to complete the following tasks:

Add Activity Click to add an activity for the selected agent.

Delete Activity Click to delete an activity for the selected agent.

E] Save Now Click to save any changes.
%) Click to view a Help topic about the Properties
~— | Help pane.

Tip

If you do not have the Edit Activities privilege in the Agents view, the Add Activity
and Delete Activity icons are disabled.

Activities Pane

This pane displays a list of activities that are assigned to an agent and contains detailed information
in two sections (Activities and Agent's Skills) about the activities in the following columns:

Activities Section

The name of the activity that is assigned to the

Name agent (sortable column).

The name of the site at which the agent is

Site configured; It might be a site, other than the one in
which the agent currently appears, if the agent was
moved to another site.

The agent's status, which determines the activities
on which the agent is eligible to work. For example:

¢ Primary—Works as if the agent became eligible
Status for an activity, based on his/her primary skills.

e Secondary—Works as if the agent became
eligible for an activity, based on his/her
secondary skills.
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Effective Date

Skilled

In the Activities pane, click Add Activity

* Disabled—Specifies explicitly that the agent
cannot work on this particular activity, even if
his/her skills allows it.

e Auto—Cancels any previous explicit assignment
and returns to determining the activity
eligibility, based on the agent's skills.

The start date on which the agent becomes eligible
to work on the activity with the specified status.
The explicit agent activity assignment does not
have an end date. One assignment must be
replaced by another one. This assignment has daily
granularity and uses shift days, rather than
calendar days.

You cannot specify a time of day that the effective
date for activities will begin.

Displays the agents eligibility to work on the
assigned activity, based on the skill set. This value
can be Primary, Secondary, or N/A (if the skill is
disabled for agent or is absent altogether). This
value is overridden by the value in the Status
column.

to open another pane, in which you can add an

effective date for the Activity, set the status, and select the Activity to assign from a list of available

Activities.

Agent's Skills Section

This section displays a list of the selected agent's current skills in three columns, as shown in the
table below. To change the skill Status in this pane, click the drop-down list to select Disabled,

Primary, or Secondary.

Skill
Level

Status

The name of the selected agent's skill.

The selected agent's skill level.

The selected agent's current status.
Tip

If you do not have the Edit Activities privilege in the
Agents view, this column is disabled.
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Adding an Activity

To add and activity to the selected agent:

1.
2.

Double-click the Effective Date field to change the date or keep the current date (default).
In the Status drop-down list, select Primary, Secondary, Auto, or Disabled.

In the Activities to be Assigned to Agents list, click an activity to assign to highlight it.

Click Assign Activity . The activity displays in the Activities pane.

. Click X to close the assignment pane.

Deleting an Activity

To delete an activity:

1.

2.
3.

Select an activity.

Click Delete Activity

When the Confirmation dialog opens, click Yes to proceed or No to cancel the deletion.
If you select Yes, you cannot undo the deletion of the activity.
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Agent Contracts and Rotating Patterns

To view, add or delete the selected agent's assigned contracts or rotating patterns, select Contracts
& Rotating Patterns at the top of the pane.

Use the controls in the top-right corner of this pane to complete the following tasks:

Click to add a contract or rotating pattern for the

Add Contract or Rotating Pattern selected agent.
— Click to delete a contract or rotating pattern for the
Delete Contract or Rotating Pattern selected agent.
E] Save Now Click to save any changes.
a9 Click to view a Help topic about the Properties
~ |Help pane.
Tip

If you do not have the Edit Contracts & Rotating Patterns privilege in the Agents view,
the Add/Delete Contracts and Add/Delete Rotating Patterns icons are disabled.

This view is divided into two sections: Contracts and Rotating Patterns.

To configure contracts, see the Contracts topic in this Help file. To configure rotating patterns, see
the Rotating Patterns topic.

Review Validation Messages

If you make changes that do not pass validation, the Review Validation Messages pane is

displayed, which includes a list of error and warning messages. For more information about these
messages, see Review Validation Messages.

Contracts Section

The Contracts and Rotating Patterns pane displays a list of contracts and rotating patterns that
are assigned to an agent, containing detailed information in two sections. The details for the assigned
contracts are displayed in the following columns:

The name of contract that is assigned to the

L Eluls selected agent (a sortable column).

Effective Date A start date on which the assigned contract
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becomes effective for the agent. Agents can have
multiple contracts assigned to them with different
effective dates. All contracts that are assigned to
an agent must have different effective dates.
Therefore, on any specified day, the agent has only
one effective contract. The effective date of
assignment for the contract has daily granularity.

e You can also assign contracts with an effective
date to agents in the Agents pane.

* You cannot specify a time of day that the
effective date for contracts will begin.

In the Contracts pane, click Add to open another pane, in which you can add an effective date
for the contract. Then, select the contract to assign from a list of available contracts, configured
under the site in the Contracts pane.

Adding Contracts

To add a contract to the selected agent:

1. Double-click the Effective Date field to change the date or keep the current date (default).
2. In the Contracts to be Assigned to Agents list, click a Contract to assign or highlight it.

)
. Click the arrow to assign the contract. The contract displays in the Contracts pane.

~ W

. Click X to close the assignment pane.

Deleting Contracts

To delete a contract:

1. Select a contract.

2. Click Delete

3. When the Confirmation dialog opens, click Yes to proceed or click No to cancel the deletion.
If you select Yes, you cannot undo the deletion of the contract.

Rotating Patterns Section

The detailed for the assigned rotating patterns are displayed in the following columns:
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The name of rotating pattern that is assigned to

LTI the selected agent (a sortable column).

A start date on which the assigned rotating pattern
becomes effective for the agent. The agent can
have multiple rotating patterns assigned to him/her
with different effective dates. All rotating patterns
that are assigned to an agent must have different
effective dates. Therefore, on any specified day,

Effective Date the agent has only one effective rotating pattern.
The effective date of assignment for the rotating
patterns has daily granularity.

¢ You cannot specify a time of day that the
effective date for rotating patterns will begin.

Specifies the weekly pattern that is configured in
the rotating pattern that on the effective date the
agent starts to work. (For example, Week 1, Week
2, Week 3.)

Starting Week

In the Rotating Patterns section, click Add to open another pane, in which you can add an
effective date for the rotating pattern. Then, select a starting week, the rotating pattern to assign
from a list of available rotating patterns, which are configured under the site in the Rotating Patterns
pane.

Adding Rotating Patterns

To add and rotating pattern to the selected agent:

1. Double-click the Effective Date field to change the date or keep the current date (default).

2. In the Starting Week drop-down list, select the week that you want the rotating pattern assignment to
begin.
For example, Week 1, Week 2, Week 3, etc.

3. To distribute the rotating pattern across an increased number of weeks, at the top of the pane, click the

Calendar
The Distribution pane displays, containing a list of rotation weeks.

4. To increase the number of rotation weeks, click More
The number of rotation weeks in the list increases exponentially.

5. Click X to close the Distribution pane.
6. In the Rotating Patterns to be Assigned to Agents list, click a rotating pattern to assign by
highlighting) it.
. + . :
7. Click the arrow to assign the rotating pattern.
The rotating pattern displays in the Rotating Patterns pane.

8. Click X to close the assignment pane.
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Deleting Rotating Patterns

To delete a rotating pattern:

1. Select a rotating pattern.

2. Click Delete

3. When the Confirmation dialog opens, click Yes to proceed or No to cancel the deletion.
If you select Yes, you cannot undo the deletion of the rotating pattern.
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Agents Time Off

In the Time Off pane, you can add, edit, and delete Time-Off Rules and Time-Off types that are
associated with selected agents. Use the controls in the top-right corner of the following panes to

complete the described tasks:

Time Off Pane Controls

[[File: WM_851 icon-
object tree_checkbox_cleared.png]|alt=Show
historical button] Show Historical check box

Associate Time-Off Rule and Time-Off
Type with Agent

Remove Time-Off Rule and Time-Off Type
association from Agent

&

Save Now

[

-

Help

Tip

these changes.

Time Off Historical Data

Enter a check mark to display time-off rules that
contain historical data (the selected agent's time-
off balance).

Click to associate the selected agent with time-off
rules and time-off types.

Click to disassociate the selected agent from time-
off rules and time-off types.

Click to save any changes.

Click to view a Help topic about the Time Off pane.

If you do not have at least one of the Edit Time Off privilege in the Agents view, the
Associate and Remove Time-Off Rules icons are disabled and you cannot make

Historical data refers to the calculated balance in time-off rules. When the Show Historical check
box is checked or enabled, the list of time-off rules (available for selection) will include rules that
have calculated balances. If you select a rule, the Time-Off Rule Assignment Properties pane opens,
displaying the details of the rule's assignment, calculated carry-over balances, and time-off types.
The Show Historical check box is cleared by default.

Time-off rules that contain historical data can be deleted, but it is not recommended, because it can

affect the agent’s time-off balance.
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Assigning Time-Off Rules and Types

Use the Time-Off Rule Assignment Properties pane to assign time-off rules and time-off types to
agents, using the controls and procedures described in this topic.

Associating Time-Off Rules and Time-Off Types with Agents

To associate a time-off rule and time-off types with the selected agent:

1. In the Agents Properties pane, click Time Off.

2. Click Associate Time-Off Rule and Time-Off Types with Agent
The Time-Off Rule Assignment Properties pane opens.

3. Select a Time-Off Rule from the drop-down list .

4. Enter a Start Date and End Date, or click within either field to open a calendar, from which you can
select a date.
The Start Date is pre-populated with the current date, but you can change it, if necessary.
If you check the box at end of the End Date field, WFM Web enters the current date
automatically.

5. Click Add Time-Off Types to a Time-Off Rule
The Time-Off Types pane opens.

6. Select one or more time-off types from the list and then, click Apply
To find a specific types, enter criteria in the Search field. For example, enter the name of the
each time-off type you want to find.

7. After the selected time-off types appear in the Properties pane, in the Transfer Balance column you
can:

* Leave the check box enabled (checked by default) to carry over the balance from the previous rule.

¢ Clear the check box to accrue a new balance for this rule.

. <+
8. Click Apply

5]

9. In the Time Off pane, click Save Now

Editing Time-Off Rules and Time-Off Types Associated with Agents

To edit an existing time-off rule and time-off types associated with an agent:

1. In the Time Off pane, select the rule you want to edit.
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2. The Time-Off Rule Assignment Properties pane opens.

3. Make the necessary changes, following steps 3-9 in Associating Time-Off Rules and Time-Off Types with
Agents.

Deleting Time Off
To delete a time-off rule and time-off types currently associated with an agent:

1. In the Time Off pane, select the rule you want to delete.

2. Click Remove Time-Off Rule and Time-Off Types association from Agent

3. When the Confirmation dialog opens, click Yes to proceed or No to cancel the action.

5]

4. In the Time Off pane, click Save Now

Time-Off Rule Assignment Properties controls

Use the following controls in the Time-Off Rule Assignment Properties pane:

Py
. Apply—Click to associate the configured time-off rule and time-off types with the agent.

. % Close—Click to close the pane.

.| @ Help—Click to view a Help topic about the Agent Time-Off Rules Properties pane.

¢ Time-Off Rules drop-down list—Click to select a time-off rule that controls how the agent's time-off
hours are accrued/awarded.

Start Date—Click to open a calendar, from which to choose a start date for the selected time-off rule.
The default date is the current day.

End Date—Click to open a calendar, from which to choose an end date for the selected time-off rule.

¢ Current Day check box—Click to automatically populate this field with the current date.

Carry-Over Details controls

In the Time Off tab, time-off rules that have calculated carry-over balances are colored gray, and
when selected, open the Time-Off Rule Assignment Properties pane, displaying the Carry-Over
Details controls.

Time-off rules that have no calculated carry-over balance are colored black and when selected, opens
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the Time-Off Rule Assignment Properties pane without displaying the Carry-Over Details
controls.

\
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The carry-over details controls are:

e Carried Hours—The number of hours that have been carried over for this agent.

¢ Accrued Hours—The number of hours that have accrued for this agent.

* End Date Balance—The number of hours that are left at the end date for this rule.

« Awarded Bonus Hours—The number of awarded bonus hours accrued for this agent.
¢ Used Bonus Hours—The number of bonus hours that this agent has used.

e Expired Bonus Hours—The number of bonus hours that have expired.

¢ Scheduled Hours—The total number of scheduled hours for this agent.

¢ Granted Hours—The total number of hours that have been granted for this agent.
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¢ Preferred Hours—The total number of preferred hours for this agent.

¢ Declined Hours—The total number of hours that have been declined for this agent.

Time-Off Types controls

Use the following controls in the Time-Off Types pane:

Add Time-Off Types to a Time-Off Rule Click to add time-off types to a time-off rule.

Remove Time-Off Types from a Time-Off Click to delete time-off types from a time-off rule.
Rule

Click to apply the selected time-off types to the
Apply time-off rule assignment.

X Close Click to close the pane.

Enter search criteria to find time-off types quickly.
Search
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Time-Off Bonuses

When you create time-off rules, you configure time off to be either accrued or awarded. On the other
hand, time-off bonuses are awarded. You configure them (add, edit, and delete) as described in the
procedures below.

Tip
If you do not have the Edit Time-Off Bonuses privilege in the Agents view, the Add
and Delete Time-Off Bonuses icons are disabled.

Time-Off Bonus End Dates

Time-off bonuses may or may not have a set End Date property, but it's important to understand how
the End Date property affects the way in which WFM counts unused hours when processing carry-
over hours.

If the time-off bonus has a specified end date, WFM processes carry-over as follows:

¢ If the end date of the bonus time is before the carry-over date, the bonus expires and WFM does not
carry over any hours.

e |If the end date of the bonus is after the carry-over date, the bonus remains assigned after the carry-
over date (it doesn't expire on carry-over date) and WFM fixes the used hours in the carry-over record,
meaning the unused hours pass to the new carry-over period and they are not subject to the maximum
carry-over hours constraint.

If the time-off bonus does not have a specified end date, WFM carries over the bonus hours to the
next configured carry-over date. The total number of hours carried over is subject to the maximum

carry-over hours constraint. The bonus expires after the carry-over date. Any used hours are updated
as they were before.

Adding Time-Off Bonuses

To add a time-off bonus for a selected agent:

Workforce Management Web for Supervisors Help 176



Configuration Agents

. In the Agent Time-Off Bonuses pane, click Save Now E] .

. Select an agent and then, in the Agent Properties pane, click Time-Off Bonuses.

The Agent Time-Off Bonuses pane opens.

. Click Add Agent Time-Off Bonus

The Time-Off Bonuses Properties pane opens.

. Select a Time-Off Type from the drop-down list.

Enter a Start Date and End Date, or click within either field to open a calendar, from which you can
select a date.

The Start Date is pre-populated with the current date, but you can change it, if necessary.
If you check the box at end of the End Date field, WFM Web enters the current date
automatically.

. In the Bonus Hours field, enter the number of hours you want to award the selected agent.

. In the Comments field, enter any additional relevant information.

. Click Apply

Editing Time-Off Bonuses

To edit an existing time-off bonus:

1.
2.

In the Agent Time-Off Bonuses pane, select the bonus that you want to edit.

When the Time-Off Bonus Properties pane opens, make the necessary changes following the steps
3-8 in Adding Time-Off Bonuses.

Deleting Time-Off Bonuses

To delete an existing time-off bonus:

1.

. Click Save Now

In the Agent Time-Off Bonuses pane, select the bonus you want to delete and click Delete Agent

Time-Off Bonus

. When the Confirmation dialog opens, click Yes to proceed or No to cancel the action.

5]
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Organization

You must have security rights to the Configuration > Organization module to view it.

In this module, you can configure the following objects:

e Business Units
e Sites

e Time Zones

In the Organization > Business Units view, you can associate the following objects with a
business unit:

e Sites

e Skills
In the Organization > Sites view, you can associate the following objects with a site:

¢ Teams

* Agents

Workforce Management Web for Supervisors Help 178



Configuration Organization

Business Units

A business unit (BU) consists of a set of sites that may be grouped together because the agents at
the sites perform the same activity, or for ease of management. Go to Configuration >
Organization > Business Units to view this pane.

For monitoring purposes, you can group activity results from the various locations as a single
business unit, allowing contact center managers to evaluate activity performance across locations.

For display and staffing purposes, Workforce Manager splits the activity load among the sites that
compose the business unit.

Use these panes to:
e Create a new business unit or edit an existing one.
* Delete a business unit.

e Copy a business unit.

¢ Use the Sites pane to link sites to a business unit.

Business Unit Pane Controls

Enter the search criteria. For example, the name of
Search field the business unit.

Click to create a new business unit.
New

Delete Click to delete the selected business unit.

Click to copy the selected business unit to create a
Copy new one.

5 [w| 3

Click to view a Help topic for the Business Unit
Help pane.

@.

When you create a business unit, the Properties pane is open for any selected business unit. Itis
the default selection in this pane. (The other selection is Sites.)

Properties Pane Controls

E] Click to save the properties after you have entered
Save Now them or made changes.
L2 Help Click to view a Help topic for the Properties pane.
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Name field Enter a name for the business unit.

Time Zone drop-down list Click to select a time zone for this business unit.
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Creating Business Units

To create a new business unit:

1. In the Configuration > Organization module, select Business Unit
2. In the Business Unit pane, select New D

By default the Properties pane for this busmess unit is open.
3.

In the Name field, enter a name for the business unit

New Business Units are created with the default name, New Business Unit (<number>). The BU name
must be unique. Therefore, Genesys recommends that you change it to a unique name, otherwise an error
message appears prompting you to edit the name

4.

In the Time Zone drop-down list, select a time zone for the new business unit

5. Click Save Now E]
A new business unit appears

For help with configuration of your new business unit, see Business Unit Properties

Creating New Business Units Using Copy

To create a new business unit by copying an existing one

1. In the Business Unit pane, select a business unit

2. Click Copy I:h .

The new business unit appears in the Business Units list with the same time zone as the business unit
you copied.

3. Do the rest of the configuration as described in Business Unit Properties and Business Unit Sites
4. Click Save Now E] .
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Business Unit Properties

When you click an existing business unit (BU) name in the Business Units pane, the Business Unit
Properties pane opens by default.

Use this pane to edit the business unit:

e Business Unit Name—Enter a name that is unique in the WFM environment.

¢ Time zone—This shows the default time zone. To change it, select a different time zone from the drop-
down box.

* Week Start Day—Use this drop-down menu to set the first day of the week for all Sites under the
Business Unit, including the week start day when creating schedules. You can choose from any day of
the week.

The week start day is important for proper scheduling and schedule-related weekly totals. WFM Web
differentiates between how it displays and uses the week start day. Within the interface, where the
week start day is not vital for proper data presentation, WFM uses the browser locale settings. Where
the week start day is used for presentation or validation purposes, WFM uses the setting specified in
the BU.

Additional Options

In the right-side pane, select Sites for additional business unit configuration options.
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Business Unit Sites

The Business Units Sites pane enables you to select the sites you want to be included in the
business unit. To open it, select a BU and in the right-side pane, click Sites.

Sites Pane Controls

E] Click to save the properties after you have entered
Save Now them or made changes.

Click to add a site to a business unit. When
clicked, opens a list of available sites from which to

Add Site to Business Unit choose.

L2 Help Click to open a Help topic for the Sites pane.

Avallable Sites Pane Controls

Click to apply this site to the selected business

Apply unit.
X Close Click to close the Available Sites pane.
o) Click to open a Help topic for the Available Sites
— IHelp pane.

Adding Sites to Business Units

To add a site to your business unit:

1. Select a business unit.

2. In the Sites pane, select Add Sites to Business Unit
The Available Sites pane opens.

3. Select a site and click Apply
The site appears in the Sites pane and is assigned to the selected business unit.

Tip
If you select a site that cannot be applied for any reason, the Review Validation Messages pane opens with
an error description.
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Sorting Sites in Lists

To sort the sites in a list, click the header of the column by which you want to sort the sites.
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Business Unit Skills

Using the Business Units > Skills pane, you can select the skills you want to include in a business
unit (BU). To open this pane, select a BU and in the right-side pane, click Skills.

Skills are imported into WFM automatically during synchronization, but they are first defined and
assigned to agents in Genesys Administrator. In WFM, skills are assigned to business units (not sites).
A skill is assigned to one business unit only and can be assigned only to activities and profiles under
this business unit.

Read more about skills in the Workforce Management Administrator's Guide.

Skills Pane Controls

E] Click to save the properties after you have entered
Save Now them or made changes.

Click to add a skill to a business unit. When clicked,
Add Skills to Business Unit opens a list of available skills from which to choose.

Click to remove a skill from a business unit.
Remove Skills from Business Unit

L2 Help Click to open a Help topic for the Skills pane.

Avallable Skills Pane Controls

Click to apply this skill to the selected business

Apply unit.
X Close Click to close the Available Skills pane.
o) Click to open a Help topic for the Available Skills
— IHelp pane.

Adding Skills to Business Units

To add a skill to your business unit:

1. Select a business unit.

2. In the Skills pane, select Add Skills to Business Unit
The Available Skills pane opens.
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The Available Skills pane contains unassigned skills only. To assign this same skill to another BU, you must
first unassign it from this BU.

3. Select a skill and click Apply
The skill appears in the Skills pane and is assigned to the selected business unit.

Tip
If you select a skill that cannot be applied, the Review Validation Messages pane opens with an error
description.

5]

4. Click Save Now

Removing Skills from Business Units
To remove a skill from a business unit:

1. In the Skills pane, select the skill you want to remove.

2. Click Remove Skills from Business Unit

3. When the Confirmation dialog opens, select Yes to proceed or No to cancel the action.

B

4. Click Save Now

Sorting and Searching Skills Lists
To sort the skills in a list:

¢ Click the header of the column by which you want to sort the skills.
To search for skills in a list:

¢ Type the skill name in the Search field and press Enter.
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Business Unit Configuration

You must have the Access backend configuration security right to view the Business Units >
Configuration pane.

Use the Configuration pane and the parameters described below to configure the Data Aggregator
(DA) setup for the Business Unit.

 Data Aggregator—Select the Data Aggregator instance for this business unit. If the application
selected is not validated by Genesys Configuration Server or if no application is selected, WFM uses the
default value <none>.

o | c | Restart Data Aggregator icon—Click to restart DA. (WFM Web prompts you to save any
outstanding changes before restarting.)

¢ Stat Server—A read only field, containing the name of Stat Server Application that is specified in the
selected Data Aggregator Application's connection properties. If there is no selected DA, or if DA
Application or the Stat Server ID is invalid, this field is empty.

¢ Tenant—Enter the name of the tenant. The default value is Environment.

* Tenant Password—Enter the tenant password that was set in Genesys Administrator. If not set in
Genesys Administrator, the password is blank. This value does not display in plain text.

¢ Time Profile—From the drop-down list, select a time profile. This list is populated with data from Stat
Server Application's Options\TimeProfiles section. The default value is <none>.
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Sites

Sites can be equivalent to switches, which are defined in Genesys Configuration Manager and
imported into WFM.

You can create sites in WFM that are unrelated to a switch. This is appropriate when switches do not
correlate with your company's organization. For example, a single location could be divided into
multiple entities to reflect divisions along business unit lines.

Go to Configuration > Organization and select Sites. Now you can:

e Create new sites

* Edit sites

* Delete sites

¢ Associate agents with sites

e Distribute agents between teams.
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Site Properties

When you create a site or select an existing one, the properties for that site are displayed in the Site
Properties pane. At the top of this pane, you can view additional configuration settings for the site,
by selecting Teams or Agents.

The fields in the Properties pane are:

« Name—Enter a name for a new site or edit the existing one. The name must be unique in the WFM
environment.

* Associated Switch—A read-only field that shows the switch associated with the site as configured in
Genesys Administrator.

¢ Maximum Number of Seats—The maximum number of seats in the center. This places a limit on the
number of agents that Workforce Manager can schedule at any given time. Some combinations of
activity sets and task sequences might conflict with this constraint. In cases of conflict, Scheduler gives
priority to the activity set.

e Time Zone—The default time zone. To change it, select the desired time zone from the drop-down list.
¢ Business Unit—The business unit, with which the site is associated.

¢ Alarm Threshold—The number of minutes before or after a Schedule State Group is scheduled to
occur before an agent is considered severely non-adherent. Can be set to any integer between 0-1440
(24 hours). The default value is 5 minutes.

* Allow auto-approval of schedule trades—Check this box to enable auto-approval of this trade type.
Clear it to require manual approval of all agent schedule trades.

¢ Allow Agents to create Shared Transport—Check this box to enable agents on this site to create
and modify shared transport groups.

* Paid Breaks are mandatory—Check this box to make paid breaks mandatory during scheduling. By
default, the check box is cleared. (See Tip below.)

¢ Suppress Break-related warnings while scheduling—Check this box to suppress break-related
warnings during scheduling. By default, the check box is cleared. (See Tip below.)

Tip
There's more information about mandatory paid breaks, suppressing break-related

warnings, and scheduling breaks and meals in conjunction with exceptions in the
Workforce Management Administrator's Guide.

The following check boxes exist while you are creating a new site. After the site is saved these check
boxes are no longer visible:

¢ Generate default Schedule State Groups and Exception Types—Check this box to enable WFM to
create default schedule state groups and exception types.

Workforce Management Web for Supervisors Help 189


https://docs.genesys.com/Documentation/WM/8.5.2/Admin/MealsBreaks

Configuration Organization

¢ Associate existing exceptions with site—Check this box to enable WFM to verify that none of the
newly created exception types for the site's BU have the same name as an existing exception type. If
there is duplication, WFM adds a new site to its associated sites. If no duplication exists, a new
exception type is created.
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Creating, Editing, and Deleting Sites

Use the following Site pane controls to create, edit, and delete sites:

Enter the search criteria. For example, the name of

Search field a site.
O yew Click to add a new site.
& Delete Click to delete an existing site.
[E Copy Click to copy the selected site.
L2 Help Click to open a Help topic for the Sites pane.

Creating New Sites
1. In the Configuration module, select Organization > Sites.
O

3. On the Properties pane, in the Name field, enter a name for the site.
The name must be unique in the WFM environment.

2. In the Sites pane, click New

4. In the Maximum Number of Seats field, enter the maximum number of seats in this site.
5. From the Time Zone drop-down list, select a time zone for the site.

6. From the Business Units drop-down list, select the business unit, with which you want to associate this
site.

7. In the Alarm Threshold field, enter a value for the alarm.
See Alarm Threshold, for information about this parameter.

8. Check the Allow auto-approval of schedule trades if you want the agents in this site to have
automatic approval for any schedule trade requests. If not, leave the check box empty.

9. Check the Allow Agents to Create Shared Transport if you want the agents in this site to be able to
make shared transport requests. If not, leave the check box empty.

10. Check the Generate default Schedule State Groups and Exception Types if you want WFM to
create default schedule state groups and exception types. If not, leave the check box empty.

11. Check the Associate existing exceptions with site if you want WFM to verify that none of the newly
created exception types for the site's BU have the same name as an existing exception type. If not,
leave the check box empty.

12. Click Save Now E]
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For help with configuration of your new site, see Site Properties.

Creating Sites Using Copy

To create a new site by copying an existing one:

[y

2. In the Properties pane, rename the new site and configure the properties, if required.

1. In the Sites pane, select a site and click Copy

Although some of the configuration settings transfer from the original to the copy, you must do the
rest of the configuration as described in Site Properties and Associating Agents with a Site.

Editing Sites
To configure a site or edit its configuration:

1. In the Sites pane, select it.

2. Enter the appropriate settings as described in Site Properties.
Settings on the Agents pane are described in Associating Agents with a Site.

Deleting Sites

To delete an existing site:

1. In the Sites pane, select the site you want to delete.

2. Select Delete & .

3. When the Confirmation dialog opens, click Yes to continue or No to retain the selected site and it's
properties.
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Associating Teams with a Site

You can associate teams with an existing site or with a newly created site, by selecting Teams at the
top of the Properties pane.

The Teams pane controls are described below.

Teams Pane Controls

=

Click to save the configuration in the Teams pane.
Save Now

Click to create a new team within the site.
Create Team

e Click to delete the selected team from the site.
Delete Team

L2 Help Click to open a Help topic for the Teams pane.

You can sort the Team list, by clicking the Team Name column header.

When you create a new team, the Team Properties pane opens. Agents who are associated with the
selected team appear in the Team Properties pane.

When you click Add Agent to Team ( + ), agents appear in the Available Agents pane and can be
filtered by Last Name, First Name, or Employee ID. By default, all agents to which you have
access appear in this pane. You can edit the team name, add or remove agents from the team, and
remove agents from the site

Team Properties Pane Controls

E] Click to save the configuration in the Team
Save Now Properties pane.
x Close Click to close the Team Properties pane.
a9 Click to open a Help topic for the Team Properties
~ | Help pane.
Name field Enter a name for the team.

Add Agent to Team Click to add agents to the team.
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Remove Agent from Team Click to remove agents from the team.

Click to remove agents from the site.
Remove Agent from Site

When you add agents to a team, the Available Agents pane opens. See the Available Agents Pane
Controls. You can filter this list to display only agents from certain business unit(s) or the entire
enterprise, and to include unassigned agents in the enterprise or business unit. See Agent Filter.

To sort agents in the Available Agents pane, click any one of the column headers.

Adding and Removing Agents from a Team

To add an agent to a team:

1. In the Teams pane, click Add Agents to Team
The Available Agents pane opens.

)
2. Select an agent from the list and click Apply . (Use CRTL or SHIFT to select several agents at a
time.)

3. After you have finished assigning agents, click Close in the Available Agents pane.
To remove an agent from a team:

1. In the Teams pane, select the agent you want to remove. (Use CNTRL or SHIFT to select several agents
at a time.)

2. Click Remove Agent from Team
To remove an agent from a site:

1. In the Teams pane, select the agent you want to remove.

2. Click Remove Agent from Site

3. Click Save Now E]

Warning

When you move an agent from one site to another site, the agent's historical
schedules are still available to be viewed and reported. However, any Calendar items
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related to that agent will not be available when building future schedules for the new
site. This is because items, such as Time-Off Types, Exception Types, Contracts, and
Shifts, are configured separately for each site.
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Associlating Agents with a Site

You can associate agents with an existing site or with a newly created site, by selecting Agents at

the top of the Properties pane.

The Agents pane has the following controls:

Agents Pane Controls

=

Search By radio buttons

Save Now

Search field

Add Agent to Site

Remove Agent from Site

@u

Help

Click to save the configuration in the Agents pane.

Select one of three radio button to find an agent in
the list: Last Name, First Name, Employee ID.

Enter the search criteria. For example, the agents
first name.

Click to add agents to the site.

Click to remove agents from the site.

Click to open a Help topic for the Agents pane.

Agents who are associated with that site appear in the Available Agents pane and can be filtered.
By default, all agents to which you have access appear in this pane.

Available Agents Pane Controls

Apply

x Close

gu

Help

Search By radio buttons

Search field

Click to assign an agent to a site.

Click to close the Available Agents pane.
Click to open a Help topic for the Available
Agents pane.

Select one of three radio buttons to find an agent
in the list: Last Name, First Name, Employee
ID.

Enter the search criteria. For example, the agents
first name.

Click to filter the list of available agents, by
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opening the Agent Filter pane.

You can filter this list to display only agents from certain

? Filter business unit(s) or the entire enterprise, and to include
unassigned agents in the enterprise or business unit. See the
figure below.

AGENT FILTER:

Include unassigned agents

4 Enterprise
4 [V] & BU_MGH
New Site (13854370081...
4 V1 & BU1
4 [V & BU2

Figure: Agents Pane—Filtering
Sorting Agents in Lists

To sort agents in either the Agents or Available Agents pane, click the header of the column in
which you want to sort the agents.

Adding and Removing Agents from a Site
To add an agent to a site:
1. In the Agents pane, click Add Agent to Site
The Available Agents pane opens.

-t
2. Select an agent from the list and click Apply . (Use the CTRL or SHIFT keys to select several agents
at a time.)

3. After you have finished assigning agents, click Close x in the Available Agents pane.

To remove an agent from a site:
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1. In the Agents pane, select the agent you want to remove. (Use the CTRL or SHIFT keys to select several
agents at a time.)

2. Click Remove Agent from Site

Warning

When you move an agent from one site to another site, the agent's historical
schedules are still available to be viewed and reported. However, any Calendar items
related to that agent will not be available when building future schedules for the new
site. This is because items, such as Time-Off Types, Exception Types, Contracts, and
Shifts, are configured separately for each site.
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Site Configuration

You must have the Access backend configuration security right to view the Sites > Configuration
pane.

Use the Configuration pane and the parameters described below to configure the Data Aggregator
(DA) setup for the site.

 Data Aggregator—Select the Data Aggregator instance for this site. If the application selected is not
validated by Genesys Configuration Server or if no application is selected, WFM uses the default value
<none>.

o | c | Restart Data Aggregator button—Click to restart DA. (WFM Web prompts you to save any
outstanding changes before restarting.)

Stat Server—A read only field, containing the name of Stat Server Application that is specified in the
selected Data Aggregator Application's connection properties. If there is no selected DA, or if the DA
Application or Stat Server ID is invalid, this field is empty.

Tenant—Enter the name of the tenant. The default value is Environment.

Tenant Password—Enter the tenant password that was set in Genesys Administrator. If not set in
Genesys Administrator, the password is blank. This value does not display in plain text.

Time Profile—From the drop-down list, select a time profile. This list is populated with data from Stat
Server Application's Options\TimeProfiles section. The default value is <none>.

Switch Used for Statistics—Select the switch that will be used for handling statistics. The default
value is <none>.

Associated Switch—Select the switch that is associated with the site that will be used to synchronize
Genesys configuration objects.

* Unassign Agents in case Genesys login is deleted check box—Enter a check mark in this box if
you want WFM to automatically unassign from this site, any agent whose login is deleted from this
site.

* Assign agents if logins are for this Site only check box—Enter a check mark in this box if you
want WFM to automatically assign to this site, any agent whose login is only valid for this site.

Dedicated WFM Server—Select the WFM Server instance that will be used for forecasting,
scheduling, trading, and performance and adherence measurements. If the WFM Server Application
option SynchronizationLevel is set to 1, it synchronizes agents under the Associated Switch
selected in this pane. The default value is <none>.
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Time Zones

Time zones are initially set up in Genesys Administrator and then imported into Workforce
Management automatically during synchronization.

Time Zones List

The Time Zones list displays all time zones that were imported during synchronization. You can only
apply time zones that are in this list to WFM objects, such as sites or business units.

Use the scroll bar or enter criteria into the Search field to find the a time zone.

Daylight Saving Information

Each seasonal daylight saving time change must be configured in advance to record historical data
using the correct local time.

Synchronizing Time Zones

WEFM Server transfers all time zones configured in Genesys Administrator into Workforce Management
through automatic synchronization.

Synchronization overrides the daylight saving settings you have configured for time zones unless you
select Do Not Synchronize when you configure your daylight saving offset. See Time Zone Settings
for this procedure.
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Time Zone Settings

You configure Time Zones by specifying new seasonal time change settings or editing the existing
settings for a time zone.

Specifying Daylight Savings Information
To specify new Daylight Savings information:

1. Use the scroll bar or enter criteria into the Search field to find the time zone you want to edit.

2. In the Settings pane, Add Daylight Saving information to the time zone, by clicking
The Daylight Saving Information pane opens.

3. Enter the Start Date and Time and the End Date and Time for which the offset is to be effective.

You cannot enter two different time offsets for the same period. If a site and a business unit share the same
time zone, the settings for both are changed when you edit information for one.

4. In the Offset field, enter the number of minutes that the daylight saving time differs from the standard
time or click the up or down arrow button until the correct number of minutes appears.
The offset can be negative (the clock resets to an earlier time) or positive (the clock resets to a later
time). The time offset cannot be zero (0).

For example, to make the change from U.S. daylight savings time to standard time (fall back), enter 60
as the time offset value. At the end of the time period you select, the offset is automatically reversed.
In the example of U.S. daylight savings time, your system time will reset (spring forward) 60 minutes at
the beginning of the next daylight savings time period.

This offset must be a number divisible by 30.

+«
5. Click Apply to save your changes.

6. Select the Do Not Synchronize check box in the Settings pane, if you do not want the Genesys
Administrator settings to override the settings that you configure in the Workforce Management Web
when automatic synchronization occurs.
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If you leave Do Not Synchronize unselected, automatic synchronization will affect the current year settings.
For example, 2 a.m. GMT will be changed to the equivalent of that time in the PST time zone (which is GMT-8).

Editing Daylight Savings Information

To edit the Daylight Savings information:

1. In the Time Zones list, select the time zone that has the Daylight Saving information you want to
change .

2. In the Settings pane, click Daylight Savings Information to open that pane.

3. To configure the settings, see steps in Specifying Daylight Savings Information.

+
4. When you are done editing, click Apply to save your changes.

Deleting Daylight Savings Information

To delete Daylight Saving settings for a time zone:

1. In the Daylight Savings Information pane, select the click Remove Daylight Saving Information

from time zone

2. When the Confirmation dialog opens, click Yes to proceed or No to cancel the action.
Proceed with caution. If you select Yes, the action cannot be undone.
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Time-Off Bidding

You enable WFM's time-off bidding feature by creating and configuring bidding periods and
associating them with a site and multi-site activity (MSA). Once configured, agents who are within the
site and assigned the MSA can submit multiple, concurrent time-off requests within the bidding
period, which WFM processes between the specified Processing Start date/time and Closing date/
time.

WFM grants these time-off requests, based on seniority and/or rank. Time-off requests that WFM
cannot grant are processed after the bidding period Closing date/time if there are available slots in
the time-off limits. After the Closing date/time, WFM continues to process requests, but does not wait
for the agent to make changes to preferred, wait-listed requests that cannot be granted, nor does it
update the agent's bidding status.

To configure objects and change settings in the Time-Off Bidding Periods view, you
must have the appropriate role privileges. See Configuration Role Privileges.

To enable the time-off (vacation) bidding feature:

1. Create the bidding period.

2. Configure its properties by entering the dates and times that you want the period to cover and the
bidding period constraints.

3. Associate sites and a multi-site activity with the bidding period.

Time-off requests can be granted during the bidding process only if the time-off types
are associated with time-off rules that have auto-granting enabled. If auto-granting for
a time-off rule is disabled or the time-off rule is not assigned to a time-off type, the
request will not be processed within the bidding process. Also, if the Allowed Agent
Timeout setting is configured for the bidding period, the time period that it
represents will be wasted on these types of requests, because they can never be
auto-granted. However, WFM still waits for agent to change their request to make
auto-granting possible.
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Entering and Changing Time-Off Requests

In the Calendar view, you can change the agents' time-off requests, enter new requests, or manually
grant existing requests at any time, even after the bidding process has started.

In the Time-Off Bidding views, when the bid assignment process is in the Timed Out state, you can
manually skip the agent. Adjust the order of processing at any time by setting agent's status to
Skipped or Ready, indicating that the automatic bid process should not consider the agent's requests.
When you set the agent's status to Skipped, the bid assignment process moves on to the next
agent's request.

When Can Agents Submit or Change Requests?

Agents can enter new time-off requests at any time, even if bid assignment process has been started
and their existing requests have already been processed. The new requests will be given Preferred
Wait-Listed status, like all other requests being pooled for bidding. After entering the new requests,
agents must change the request status to Ready.

Agents must enter time-off requests that cross the bidding period boundaries as two or more
separate requests, with all of the items in each request being either fully within or fully outside of the
boundaries. WFM rejects requests that straddle the boundaries. If there are existing requests of this
type (due to data migration), the bid assignment process considers only that part of the request that
is inside the boundaries, even if it means that only the part of request is granted.

Agent cannot delete or recall a single item in a batch request that contains multiple items; the same
action is performed on all items in the request. The same rule applies if the status of time-off items in
the batch changes (to Granted, Preferred, or Declined), but a supervisor can override it.

Resolution of Requests

When WFM process the bids, it uses the resolution rule that was configured for the bidding period
(see Bidding Period Properties rows 10-13) and automatically resolves time-off preferences by either
granting them or performing some other action, such as wait-listing. After the Closing date/time, WFM
continues processing any time-off requests that were not previously processed, using resolution
rules. Time-off requests submitted after the Closing date/time are processed on a FIFO basis.

How Automatic Bid Assignment Works

The automatic bid assignment process runs multiple times between the Processing Start date/time
and the Closing date/time with a preset frequency using the following algorithm:
1. For each agent in status Waiting:
e Check if agent's timeout has expired:

e |f expired, set agent to Timed Out

Workforce Management Web for Supervisors Help 204



Configuration Time-Off Bidding

2. If there are still agents in status Waiting, which were skipped (above):

 DONE. Wait until the next run.

3. Process the agent list in the predefined order and look for agents in status Entering and Ready.

* If Ready or Entering, but the bidding period Allowed Agent Timeout = 0 (which means no waiting
for the agent to change requests):

e Attempt to grant all pending (Preferred/Wait-Listed) time-off requests within this bidding period.
e |f all pending requests have been successfully granted:

» Set agent's status to Processed then, moves on to the next agent.

* Some pending requests could not be granted or agent's status is Entering, (meaning the bidding
period Allowed Agent Timeout value is > 0:

e Set agent status to Waiting.
¢ Calculate waiting time, by adding the time-out duration to the next agent's availability interval.
¢ DONE. Wait until the next run.

e Continue with the next agent.

Waiting:
The time interval that the system will wait for the agent or <wait for the agent until> is calculated as
followings:
1. Convert the current time to the agent’s time zone and calculate the agent’s current time.
2. If the agent is currently within the scheduled shift from the Master Schedule.
» Calculate <remaining shift time> = <shift end time> - <current time>.
* If <bidding period configured timeout> is less than <remaining shift time>, then:
e <wait for the agent until> is <current time> + <bidding period configured timeout>.
* DONE.
* Otherwise:
e <remaining timeout> = <bidding period configured timeout> - <remaining shift time>.
e Agent's current time moves to midnight next day.
e Calculate Next Day.

3. Or else check to see if the agent has the schedule (other than the shift including, but not limited to Day
Off and/or Full-Day Exception) for the calendar day of the agent’s current time.

* <remaining timeout> = <bidding period configured timeout>
* Agent's current time moves to midnight next day.

e Calculate Next Day.

4. Or else use agent’s Contract and check to see if the agent is currently within Contract availability.
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* Proceed as with the shift above, but with <availability end time> instead of <shift end time>.

Next Day:

1. Check if there is a schedule for the day of the agent’s current time.
* Check if it is a shift that starts at the current time or later than the current time.
e If <remaining timeout> is less than <shift duration>:
* <wait for the agent until> is <shift start time> + <remaining timeout>
» DONE
e Otherwise:
e <remaining timeout> = <remaining timeout> - <shift duration>.
2. Or else, check if there is a Contract availability window for the day of the agent’s current time.

* Proceed as with the shift above, but use <availability duration> instead of <shift duration>.

3. Agent's current time moves to midnight next day.
4. If Agent's current time is beyond the bidding period processing interval:
* <wait for the agent until> = bidding period Closing Date and Time.

« DONE

5. Calculate Next Day.

Web for Supervisors Views in Previous Versions

If the WFM 8.5.2 backend deployed in your environment is a version earlier than 8.5.203, the Time-
Off Bidding views displayed in the interface closely matches the content in this topic with the
exception of the topics Entering and Changing Time-Off Requests and Automatic Bid Assignment
Algorithm, which are not applicable in versions prior to 8.5.203.

Also, agents can submit time-off requests in the same way that they always did, but WFM does not
auto-grant or take any other action if they are within a configured time-off request window (even
partially). WFM processes these requests on the bidding process date and time (resolution date/time).
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Creating and Configuring Bidding Periods

Use the procedures and information in this topic to create, copy, delete, and suspend bidding periods.

Creating Bidding Periods

To create and configure a bidding period:

1. Select Configuration > Time-Off Bidding Periods.

ki

2. Select a site within a business unit and click New
The Properties pane opens.

3. Set the bidding period Properties.
4. Associate sites with this bidding period.

5. Click Save Now E] .

Tip
You can create bidding periods for the same site that overlap within the Start date/

time and End date/time, but the time period between the Opening date/time and
Closing date/time must not overlap or intersect.

Copying Bidding Periods

If you want to create another bidding period, using the properties similar to an existing one, create a
new bidding period by copying an existing one and then, make the necessary changes.

To copy a bidding period:

1. Select a bidding period in the list and click Copy I:E
The hierarchy of business units and sites within the enterprise is displayed.

2. In the Name field, enter a name for this bidding period.

3. Change the opening, processing, start, and end date/time settings, as necessary.
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4. Select the site(s) that you want to associate with this bidding period and click Save Now

Deleting Bidding Periods

To delete a bidding period:

1. In the Time-Off Bidding Periods pane, select the bidding period that you want to delete.

2. Click Delete & .

3. When the Confirmation dialog opens, select Yes to delete the selected bidding period or No to cancel
the action.

Suspending a Bidding Period

You can temporarily suspend the bid assignment process for the bidding period by checking Do not
process this bidding period check box in the Properties pane. When checked, time-off requests for
the bidding period are not processed. When the check box is cleared, the bid processing resumes
processing where it stopped.

If the current date and time is before the Processing Start date/time or past the End date/time,
processing is not resumed.

Bidding Period Properties

When you create new bidding periods you must then configure the properties. It is important that you
understand the impact of these settings on the bid assignment process, especially when setting the
various date and time properties for multiple bidding periods.

Properties Pane Controls

Control Description
Name The name of the bidding period.

Opens a list of multi-site activities (MSA), enabling
| | you to associate one with a time-off bidding period.

A s | After the MSA is associated with a bidding period,
Multi-Site Activity == agents who can perform the MSA are able to bid for

time-off within that bidding period.
Opening Date and Time The date and time that the bidding period rules
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Control

Processing Start Date and Time

Closing Date and Time

Start date and time

End date and time

Time zone drop-down list

Allowed Agent Timeout

Description

begin to apply to the agent's time-off requests, and
the process begins pooling the requests.

Agents cannot submit requests for the bidding
period before the Opening date/time. However,
they can submit requests for any other bidding
period configured for the same interval, if it is
submitted after the Opening date/time and before
the Closing date/time.

The date and time that this bidding period will start
process time-off requests.

The date and time that this bidding period will
finish processing time-off requests.

The bid assignment process runs multiple times
between the Processing Start date/time and the
Closing date/time, processing the time-off requests
begin pooling on the Opening date/time.

The date and time that this bidding period interval
for time-off requests starts.

The date and time that this bidding period interval
for time-off requests ends.

The Start date/time and End date/time properties
dictate the interval for time-off requests that are
affected by the rules of this bidding period. When
setting these dates/time, there are a couple of
scenarios, of which you should be aware:

¢ Multiple bidding periods configured for the
same interval—If you are configuring multiple
bidding periods with the same Start dates/times
and End dates/times, ensure that the interval
between the Opening date/time and the Closing
date/time do not intersect or overlap.

¢ Crossing boundaries of the interval—The
dates of all concurrent time-off requests must
be either inside or outside of the Start date/
time and End date/time interval. If agents
request time off for dates that cross the bidding
period boundary, they must submit separate
requests, with each request inside or outside of
the Start date/time and End date/time interval.
When agents submit cross-interval requests,
WFM rejects them.

The time zone that will be used for the dates and
times set for this bidding period. You can choose
the business unit time zone, if desired.

When the agent is in Waiting status, the time
interval (in hours and minutes) in which the agent
will be allowed to change their time-off requests to
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Control

Maximum number of weeks that can be
requested

Maximum number of days that can be
requested

Maximum number of hours that can be
requested

Minimum consecutive days

Allow full-day time-off requests only check box

Criteria radio buttons

Description

comply with time-off limits.

If the bid assignment process finds an agent whose
time-off preferences it cannot grant, it waits for the
time interval specified in this property before
moving on to the next agent. However, if an agent
is unavailable for the entire waiting period, the bid
assignment process does not count the unavailable
time. The available time is determined by the
agent's schedule or if the schedule is not available,
his/her Contract.

The maximum number of weeks that the agent can
request for the entire bidding period within multiple
requests.

The maximum number of days that the agent can
request for the entire bidding period within multiple
requests.

The maximum number of hours that the agent can
request for the entire bidding period within multiple
requests.

The default value is 0 for the Maximum number
of <weeks, days, hours> that can be
requested, indicating that this constraint is not
observed for this bidding period.

Only time-off requests made after the bidding
period opening date/time are counted against the
Maximum number of <weeks, days, hours>
settings.

The minimum number of consecutive days that the
agent can include in a single request.

This property defines the required number of combined day-off
and time-off requests for a single request. If agents have days
off defined by their Contract, granted Calendar days off, or
Rotating Pattern days off, then they are counted in the Minimum
consecutive days parameter. In other words, agents do not have
to request time off for known days off.

When checked, agents can request only full-day
time off (cannot request part-day time off).

The 4 available priorities for this bidding period;
Rank, Seniority, Seniority and Rank, or First
come, first serve.

Requests will be granted, declined, or wait-listed,
based on the selected priority.

If the sorting criteria is set to First come, first
serve, the timestamp is taken from the last date/
time that the agent changed his/her bidding status
to Ready, (not the date/time that the request was
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Do not process this time-off bidding period.
(It will be automatically checked by system
after it was processed) check box

Message to agents

Control Description
submitted).

Enables you to suspend the bid assignment process
if, for any reason, you need to temporarily suspend
it, or if you do not want the bidding period to be
processed for any reason.

Be sure to save the Properties settings if you
check this box for an existing bidding period.

Enables you to add any message that you feel is
relevant to the agent about this bidding period.

Web for Supervisors Views in Previous Versions

If the WFM 8.5.2 backend deployed in your environment is a version earlier than 8.5.203, the Time-
Off Bidding views displayed in the interface more closely matches the procedures below. The only
other topic on this page applicable to versions prior to 8.5.203, is Deleting Bidding Periods.

Configuring Time-Off Bidding Periods

To configure a bidding period:

1.

. Select a site within a business unit and click New

In the Configuration module, select Configuration > Time-Off Bidding Periods.

3

The Time-Off Bidding Period Properties pane ope.ns.

. Enter the bidding period parameters in the following fields:

* Name—Enter a name for the bidding period.

* Processing date and time—Enter the date and time that the requests within this bidding period
will be processed.

e Start date and time—Enter the date and time that this bidding period starts.
* End date and time—Enter the date and time that this bidding period ends.

From the drop-down list, select a Time zone. (You can choose the business unit time zone, if desired.)

. Enter a value for the Minimum days per request.

. Select one of four priorities for this bidding period; Rank, Seniority, Seniority and Rank, or First

come, first serve.
Requests will be granted, declined, or wait-listed, based on the priority.

Check the Do not process this time-off bidding period. (It will be automatically checked by
system after it was processed) check box if you do not want the bidding period to be processed for
any reason.

. In the Message to agents field, add any message that you feel is relevant to this bidding period.

. Associate sites with this bidding period.
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10. Click Save Now E] .

Tip
When saving bidding periods, if the dates for any two periods for the same site
overlap, WFM displays an error message.

Copying a Bidding Period

To copy a bidding period and change the sites associated with it:

1. Select a bidding period in the list and click Copy I:E
The hierarchy of business units and sites within the enterprise is displayed.

2. In the Name field, enter a name for this bidding period.

3. Select the site that you want to associate with this bidding period and click Save Now

Workforce Management Web for Supervisors Help 212



Configuration Time-Off Bidding

Agent Statuses in the Bidding Process

The Status pane in the Time-Off Bidding view lists agents that have submitted requests within the
bidding period and sorts them in the order that they will be processed for bid assignment. You can
use the Status pane to manually change an agent's status when managing agent time-off requests
within bidding periods.

Information about agent statuses is displayed in the following columns:

. Actions * —Clicking this icon opens the agent's time-off details in a separate window.
¢ Order—Indicates the agent's place in the bid assignment processing queue.

* Agents—The agent's first and last name.

e Status—The agent's status; Entering, Skipped, Ready, Waiting, Processed, or Timed Out.
* Modified—The date and time that the agent's current status was changed.

* Waiting End Date—The date that waiting period ends for this agent's request changes, and when the
bid assignment moves on to the next agent in the queue.

¢ Site—The agent's site name.

¢ Team—The agent's team name.

How Statuses Affect Request Processing

The agent's status determines when and how their time-off requests are processed for bid
assignment. For example, these statuses can be selected in the Status drop-down list:

¢ Entering—The initial (default) status assigned to the agent, indicating that the agent can enter time-
off requests to be added to the bidding period queue. Agents and supervisors can set this status any
time agents want to change their requests. During bid processing, WFM sets the bid assignment status
to Waiting and sends the agent an email notification.

« Ready—Usually set by agent, indicating that time-off requests were submitted and are ready for
processing. Agents and supervisors can set this status at any time. WFM processes the requests and
sets the request status either Processed or Waiting, depending on the bid assignment rules or
constraints.

e Skipped—Supervisors can manually set this status at any time, indicating that bid assignment process
should not consider the agent's requests. WFM ignores the agent's requests during the bid assignment
process.

The following statuses are set by the bid assignment process; neither supervisors nor agents can set
them:

¢ Waiting—Set when the bid assignment process cannot grant all requests. It indicates that the process
is waiting for the agent to enter or change his/her time-off requests. Once the waiting period is over
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(the date is displayed in the Waiting End Date column) or the process finds that all changed requests
can be granted, it resumes processing.

* Processed—Set when all of the agent's requests have been successfully granted, or the agent has not
submitted any requests. The process also checks for items that might have already been granted.

« Timed Out—Set when the time allotted to the agent to edit or enter time-off requests has expired. At
this point, the process moves on to the next agent.

Tip

Bidding periods created before migration to the latest 8.5.2 release, will have no
saved agent status records, Therefore, agents statuses will default to Entering, but
you can change them after migration to conform to the new rules. If you make no
changes to the bidding period properties after migration, the old bidding period
functions.

Changing an Agent's Status

To change an agent's status:

1. Click the Status tab.

2. In the Status column (of the agent whose status you want to change), click the drop-down list to select
Entering, Ready,Processed, or Skipped.

3. Click Save E] .

The Modified column displays the date and time of the change.

Viewing Time-Off Details for an Agent

1. Click the Status tab

2. Find the agent whose details you want to view and in the first column, click Actions -
The agent's time-off details open in a separate window.

aEm
3. Optionally, click Sort *** and select Date, Item, Start Time, End Time, Paid Hours, Status
Requested, Status Actual.
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What's in the Details?

The Time-Off Details window includes:

¢ The agent's name

e The period or date range within which time-off requests were made (matches the Start and End dates
that you entered in Bidding Period Properties)

¢ A table containing detailed information in the following columns: Date, Item, Start Time, End Time,
Paid Hours, Status Requested, Status Actual

amn
« ASort "™ icon, enabling you to sort by date, item, start time, end time, paid hours, status requested,
or status actual.
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Assoclating Sites and Multi-Site Activities

Workforce Management enables you to choose the way in which you associate agents with bidding
periods. In most cases, associating agents by using sites is acceptable. However, you might want to
achieve a more granular approach to time-off bidding by associating agents using multi-site activities
(MSA).

Associating Sites with Bidding Periods

To associate one or more sites with a bidding period:

1. In the Time-Off Bidding Periods pane, select the bidding period that you want to associate with a
site.

2. Click Sites and then, enter a check mark beside one or more sites.

3. Click Save Now E] .

Removing a Site from a Bidding Period

To remove a site from a bidding period:

1. Remove the check mark beside the site that you want to remove.

=iy

2. Click Save Now

Associating a Multi-Site Activity with a Bidding Period

When associating a multi-site activity with a bidding period, it's best to use an MSA with configured
time-off limits on which agents can bid. However, you can use multi-site activities only for agent
association, if you wish.

Tip
To ensure all agents associated with the MSA are assigned to the bidding period,
select all sites (in the procedure above).
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To associate a multi-site activity with a bidding period:

1. In the Time-Off Bidding Periods pane, select the bidding period that you want to associate with a
multi-site activity.

2. In the Properties pane, beside the Multi-Site Activity field, click Edit |—| .
A list of Multi-Site Activities opens in a separate pane.

3. Select an MSA and then, click Apply .
The MSA appears in the MSA field in the Properties pane.

Removing a Multi-Site Activity from a Bidding Period
To remove a a multi-site activity from a bidding period:

1. In the Properties pane, click the x in the Multi-Site Activity field.
The MSA is removed and the field is empty.

2. If you want to choose another MSA without removing the existing one, simply select another MSA from

the list and click Apply
Your latest selection replaces the existing one in the MSA field.

If there is a long list of MSAs, use Sort 5 5 switch between ascending descending order, or enter

the name of the MSA you want to use into the Search field.

Workforce Management Web for Supervisors Help 217



Configuration Schedule State Groups

Schedule State Groups

A Schedule State Group is a collection of schedule states that is linked to a site.

If you selected Generate Default Schedule State Groups and Exception Types when you imported the
site, these Schedule State Groups appear automatically:

e Asynchronous Work

e Days Off

¢ Exception Types

 Fixed-Staff Work

* Immediate Work

¢ No Activity

* Shift ltems/Meals

e Time Off

The Schedule State Group view enables you to create a new group, copy and paste an existing group,
edit, and delete groups. See Configuring Schedule State Groups.

To configure objects and change settings in the Schedule State Groups view, you
must have the appropriate role privileges. See Configuration Role Privileges.

For information about setting adherence rules for Schedule State Groups, see Configuring Adherence
Rules.

Schedule State Groups and Genesys States

Each schedule state group is associated with one or more Genesys states, such as CallRinging or
WaitForNextCall. Each group can include an additional reason (aux) code, sent with the related
Genesys state, that further identifies what the agent is doing.

Aux codes are not supported for all Genesys states. The T-Server you are using
dictates which Genesys states support aux codes. Check the documentation for your
T-Server to determine which of the Genesys states can support aux codes.
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You can apply the Start Before Threshold and Start After Threshold values to each schedule
state group; these values help you track agent adherence. Configure these functions in the
Adherence Rules pane.

About Schedule States

The schedule states that you can include in schedule state groups are:

All breaks configured for the site

All meals configured for the site

All activities configured for the site

All exception types configured for the site
All time-off types configured for the site
Fixed states, which are:

* Generic break, meal, exception, and activity states that you can use in place of specific meals,
breaks, exceptions, and activities.

» Day Off, Vacation, No Activity

Tip
Use these Fixed States to report the state, for which an agent is scheduled when a

particular schedule state type (such as an Exception Type) has been deleted from
WFM.
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Configuring Schedule State Groups

To create a schedule state group, you must first select a site within a business unit. When you select
a schedule state group or create a new one, the Schedule State Group Properties pane opens.

The following topics provide information to help you create and manage your Schedule State Groups:

¢ Schedule State Groups Pane Controls
» State Group Properties Pane Controls
¢ State Type Pane Controls

e Assigning a State to Multiple Groups

* Creating Schedule State Groups

¢ Creating Groups Using Copy and Paste
* Editing Schedule State Groups

* Deleting Schedule State Groups

Schedule State Groups Pane Controls

Search field

New

Delete

5 w3

Copy

[-a]

Help

State Groups Properties Pane Controls

=

.@l

Save Now

Help
Name field

Type drop-down list

Enter the search criteria. For example, the name of
the schedule state group.

Click to create a new schedule state group.

Click to delete an existing schedule state group.

Click to copy and paste an existing schedule state
group.

Click to view a Help topic about the Schedule
State Group pane.

Click to save changes you have made in this pane.
Click to view a Help topic about the Schedule
State Group Properties pane.

Enter a name for the Schedule State Group.

Select a type for the Schedule State Group, such as
None (default), Planned Overhead, Unplanned
Overhead, Actual Work.
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Click to assign a schedule state to the group and
open the State Type pane, from which you can

Assign Schedule States select states from various state types (see controls
below).

. Click to remove or unassign a schedule state.
Unassign Schedule States 9

State Type Pane Controls

Click to apply the state to the schedule state

Apply group.
X Close Click to close the State Type pane.
7] Click to view a Help topic about the State Type
— | Help pane.

Select a state type for the Schedule State Group,
State Type drop-down list such as Fixed State, Activity, Exception Type,
Break, Meal, or Time-Off Type.

Check this box to display the states that are
- already assigned. When checked, the name of the
|_| show Assigned States check box schedule state group, to which this state is
assigned displays in the Schedule State Group
column.

Enter the search criteria. For example, if you
selected Exception Type in the State Type drop-

Search field down list, enter an exception type name, such as
Excl or Exc2.

Assigning a State to Multiple Groups

You can assign the same schedule state(s) to different Schedule State Groups under the same
Business Unit. For example, you can assign the state ExceptionTypel to SSG1 (under Sitel & under
BU1) and to SSG2 (under Site2 & under BU1) at the same time—but only because both Schedule
State Groups are under the same Business Unit (BU1).

Previously (in streams earlier than 8.1), a Schedule State could be assigned to a Schedule State
Group only once at any given time.

Preset Schedule State Groups

Schedule state groups from a previous release of Workforce Management are brought into the WFM
Web as pre-configured groups. The default groups, which can be edited or deleted are:
Asynchronous Work, Days Off, Exception Types, Fixed-Staff Work, Immediate Work, No
Activity, Shift ltems/Meals, and Time Off.
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The formerly-used Vacation Schedule State Group no longer exists. Instead, Vacation
is now a default time-off type within the Time Off Schedule State Group. All previously
configured Vacation Schedule State Groups are migrated into the automatically-
created Vacation time-off type.

Creating Schedule State Groups

1. In the Configuration > Schedule State Groups pane, select a the site for which you want to create
the schedule state group.

2. On the Schedule State Groups pane, select New D
The new schedule state group displays with a default name and the Schedule State Group
Properties pane opens.

3. In the Name field, enter a name for your schedule state group. It must be unique within the site.

4. From the Type drop-down list, select a type (None (default), Planned Overhead, Unplanned
Overhead, or Actual Work).

5. Assign schedule states to the group by clicking Assign Schedule States
The State Type pane opens.

Tip

To remove any schedule state, select it and click Unassign Schedule States

6. Select a State Type from the drop-down menu.
A list of states that are associated with this state type are displayed in the lower half of the pane.

7. (Optional) to display any states already assigned to the schedule state group, click the Show Assigned
States check box.

8. When you have finished adding schedule states, click Apply

9. In the Schedule State Group Properties pane, from the drop-down list, select Adherence Rules to
continue configuration of this schedule state group. See Configuring Adherence Rules.

Creating Groups Using Copy and Paste

To create a new schedule state group by copying and pasting an existing one:

Workforce Management Web for Supervisors Help 222



Configuration Schedule State Groups

1. In the Schedule State Groups pane, select a schedule state group.

My

2. Select Copy .
The Copy Schedule State Group <schedule state group name> pane opens.

3. Enter a name for the new schedule state group. It must be unique within the site.

Tip
If the name is not unique, the Review Validation Messages pane opens, with a description of the error
message. In this case, A duplicate name specified.

4. In the lower half of the pane, select the business unit and site, with which you want to associate this
schedule state group.

5. Click Save Now E] .
The new schedule state group appears in the objects list according to the sort order selected
(ascending or descending).

Editing Schedule State Groups

You can edit any schedule state group, whether it is pre-set or user-created.

To edit a schedule state group:

1. Select it Schedule State Group pane and make the changes in the Schedule State Group
Properties and Adherence Rules panes.

2. Change the schedule state group name, if necessary. It must be unique within the site.

3. Change the state type, by selecting one of the four state types from the drop-down list.

4. Use the Assign Schedule States or Unassign Schedule States to change state
assignment for this group.

5. When you have finished adjusting which schedule states are included, click Apply

6. Click Save Now E] .

7. At the top of the Schedule State Group Properties pane, click Adherence Rules to continue
configuration of this schedule state group. See Configuring Adherence Rules.
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If you make any change to a Schedule State Group (assign or unassign a state, or

change the adherence rule), the Schedule State Group effective date automatically
updates to the current date.

Deleting Schedule State Groups

To delete a selected schedule state group from the Schedule State Groups pane:

1. Select the schedule state group you want to delete.

2. Click Delete & .

. When the Confirmation dialog appears, click Yes.

The schedule state group is deleted and any schedule states included in it now appear on the State
Type pane.

Workforce Management Web for Supervisors Help 224



Configuration Schedule State Groups

Configuring Adherence Rules

You can configure Adherence Rules for each Schedule State Group and for multiple media channels
within a site. These rules determine what standards WFM uses when monitoring agent performance.
To view the Adherence Rules pane, select Adherence Rules at the top of the Schedule State
Group Properties pane.

Adherence Rules Pane Controls

=

Save Now Click to save changes you have made in this pane.

Click to associate Genesys current states with

Associate Genesys current states with schedule state groups.

schedule states group

| H 1
Delete State Click to delete an associated Genesys state.
o Click to view a Help topic about the Adherence
=24
Help Rules pane.

Adherence Threshold Levels

Click to configure the media channel for the
schedule state group. Select one of three radio
buttons:

¢ None—Schedule state groups containing non-
work activities that do not have a specified
channel (and therefore, belong to all channels).

* Voice/Unspecified—Schedule state groups
using this channel contain voice-related
activities and other work that is not related to

hannel .
Channe any other configured channel, such as other
non-media-channel activities.

* Specify Name—Schedule state groups with
this name will contain activities and other work
being done on this channel.

The channel name must match the name that is used

in Stat Server statistics (and sent to WFM).

Channel Name Enter a name for the selected channel.
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Genesys Current States Mappings

Enter a start time. This is the duration of time
considered to be adherent time before the start of

Start Before Threshold field a schedule state.

Valid values are 0—-20. The default value is 20.

Enter an end time. This is the duration of time
considered to be adherent time after the end of a

End After Threshold field schedule state.

Valid values are 0-20. The default value is 20.

Select a state from this list to set the current state

CHBTECE R e e 5T to be mapped to the aux (reason) code.

Enter an appropriate aux (reason) code. A reason is
user-specified information that supplements
schedule state information. A reason helps to
define the precise nature of the schedule state

roup to which it is attached.
Aux Code (Reason) field group to which it

Tip
Reasons do not apply to all Genesys current states.

Refer to your Genesys Stat Server documentation for
additional information.

Start Before and End After Thresholds

Set the Start Before Threshold and End After Threshold for an acceptable amount of flexibility in
scheduled state start and end times. Threshold settings indicate how many minutes early or late an
agent can transfer to a scheduled state without being considered nonadherent.

Example 1: An agent is scheduled to start a shift at 12:00 PM and the Start Before threshold is set
for 5 minutes. If the agent starts the shift at 11:54 AM, which is beyond the 5-minute threshold, it is
written to the database and appears on the adherence reports as a nonadherent current state.
Example 2: If the schedule requires agents to work from 12:00-1:00 and both thresholds are set to 5
minutes, an agent who starts at 11:55 and ends at 1:04 is adherent. Agents who start and/or end
outside the configured thresholds are either nonadherent or severely nonadherent.

You can configure the setting that marks the cut-off between nonadherence and severe

nonadherence in the Alarm Threshold combo box on the Site Properties pane of the
Organization module. See Site Properties for details.

Setting Adherence Rules

Link to video

To set adherence rules for a schedule state group:
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1. In the Schedule State Groups pane, select a schedule state group.

2. At the top of the Schedule State Group Properties pane, select Adherence Rules.
The Adherence Rules pane opens.

3. In the Start Before Threshold and End After Threshold fields, set the adherence threshold levels
for the schedule state group.
These rules define agent adherence parameter. Agents are adherent if their start time and
end time are within threshold intervals for that scheduled state.

4. Select the media channel for the Schedule State Group: None, Voice/Unspecified, or Specify Name.
If you choose Specify Name, enter the channel name—for example, email.
The channel name must match the name that is used in Stat Server statistics (and sent to
WFM).

5. Click Associate Genesys current states with schedule states group to populate the
mappings list in the lower half of the pane.

» Select the current states that should be associated with this schedule state group.
e Continue adding rows as necessary.

* To remove a Genesys current state from the Current State column, select it and then click Delete

State

You can associate a Genesys current state with any number of schedule state groups.

6. Enter reasons (aux codes), if necessary, by typing the appropriate code into the Reason Code column
for the appropriate Genesys current state.

7. Click Save Now E] .

Configuring Media Channels for Schedule State Groups

Configuring a media channel for schedule state groups enables you to track an agent adherence to
the schedule when agents are scheduled to work on multiple media channels or when agents are
working on a media channel that is currently not scheduled. Agents are considered non adherent, if
they are non adherent on any one of those channels.

After implementation, WFM tracks multiple channel-related agent real-time states per time interval.

See the following example of a contact center use case that might require multi-channel adherence
tracking.

Use Case: Tracking Multi-Channel Adherence

A site in the contact center has voice and email related activities, and agents can make outbound
calls, which are scheduled as exceptions. The schedule state groups can be configured as follows:
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Schedule State Groups

Schedule State Group

Inbound calls

Outbound calls

E-mails

Overheads

Channel

Voice/Unspecified

Voice/Unspecified

<channel_name> (for
example, email)

None (no channel)

Schedule State

All (immediate) voice-
related activities

Exception types that
represent outbound call
work

Deferred, email related
activities

Breaks, meals, time off,
exceptions, etc.

Real-time States

WaitForNextCall,
CallRinging,
AfterCallWork,
Calllnbound

WaitForNextCall,
CallRinging,
AfterCallWork,
CallOutbound

WaitForNextCall,
CallRinging,
AfterCallWork,
Calllnbound

NotReadyForTheNextCall,
LoggedOut

Tracking multi-channel adherence is a new feature in WFM 8.5. if there is no schedule
state group with a channel name under the site, WFM calculates adherence as it
would for a single agent real-time state, and Stat Server aggregates the statistics as it
did in previous WFM releases. However, if there is at least one schedule state group
with a configured channel name, WFM tracks multiple channels. For each site, WFM
tracks as many different channels as there are distinct channel names for all schedule
state groups under the site.

For more information about how WFM calculates agent adherence for single channel and multi-
channel sites, see Adherence Calculations.
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Schedule State Groups History

Use the History pane to enable accurate reporting of historical adherence, by adding and modifying
the Schedule State Group Effective Date.

Effective Dates in Schedule State Group History

The History pane displays historical data; in other words, how the Schedule State Group has
changed over time. It enables you to restore previous changes to the current state.

By setting an effective date, you specify that the historical change (the latest one in list) is actually
effective from that specific date (and not immediately). Historical changes made before that are valid
up to the effective date.

The effective date can be set on any latest historical change and many historical changes can have
effective dates. This enables you to specify dates, from which changes are effective. This is
important, because Adherence Reports are populated with information from the Schedule State
Groups to determine adherence. Changing a Schedule State Group configuration without setting
adherence, applies the latest changes to all data and adherence might be incorrectly calculated for
dates, on which the previous Schedule State Group configuration should have been applicable.

After changing a Schedule State Group, it is best to apply the effective date, by indicating from which
date it is applicable to ensure the History pane displays past changes and the effective date
assignments.

Modifying the Effective Date

If you modify the effective date in the Schedule State Group History pane, the new date is
applicable, starting at midnight on the effective date (not from the midnight of the current day in the
site time zone, as is the default), and historical adherence is updated in the Adherence Reports.

To change the effective date:

1. Click Modify to open the Set Effective Date pane.
The current date in your site time zone is displayed, by default.

2. Click the date field to display a calendar, from which you can select an alternative date.

. + x
3. Click to Apply the changes or Close

without modifying.
Loading Historical Data
To populate the Historical Changes Records section in this view, click Load Historical Data.

All historical change records, from the start date to the current day, will be displayed in the following
columns:
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 Date and Time—The date and time that the change was made.
¢ Action—Details of the changes.

» Effective Starting—The effective start date of the changes.
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Activities

Activities are work items that are tracked and managed using Workforce Management. For example,
answering inbound calls, responding to email, completing after-call work, performing scheduled
callbacks, and participating in chat sessions.

You must configure activities separately for each site or business unit. Business units require multi-
site activities, which combine activities at some or all of the sites in a business unit. If you select a
site in the Objects pane, the activities configured for that location appear in the Activities pane. If
you select a business unit, the multi-site activities configured for that location appear in the
Activities pane.

To configure objects and change settings in the Activities and Multi-Site Activities
view, you must have the appropriate role privileges. See Configuration Role Privileges.

In the Activities pane, click an activity to view its properties and edit them.
e For instructions about how to view or create new activities or multi-site activities and configure staffing
properties and open hours, see Creating and Deleting Activities.
¢ To define regular activities, see Configuring Skills for Activities and Associating Agents With Activities.

* To configure multi-site activities, see Assigning Activities to Multi-Site Activities, and Configuring Skills
for Multi-Site Activities.

¢ To view, add, edit, or delete activity sets, or configure new or existing activity sets, see Creating Activity
Sets and Adding Activities to Activity Sets.

* To view, add, edit, or delete activity groups, or configure new or existing activity groups, see Grouping
Multiple Activities.

e To configure activity policies to establish rules and guidelines that determine how, when, and in which
activities the agent can engage, see Activity Properties.

e To associate Stat Server statistics with activities and multi-site activities for use in monitoring
interaction and service levels, see Statistics Configuration for Activities and Configuring Statistics for a
Multi-Site Activity.

¢ To set default target service levels or staffing requirements for different types of activities, see Default
forecasting objectives.
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Activity Properties

When you select a site and add an activity, the Activity Properties pane opens and you can
configure activity policies to establish rules and guidelines that determine how, when, and in which
activities the agent can engage.

The Activity properties are described in the following section; Multi-Site Activity properties are
described below.

In the Activity Properties section:

« Name—Enter a name for this activity. The name must be unique within the site.

¢ Short Name—Enter a short name for this activity. The short name can be up to three characters and
identifies the activity in Schedule displays. The short name does not need to be unique.

¢ Type—Select one of the following three options:

* Immediate Work—CTI activities that use Workforce Management service objectives for Forecasting
and Adherence.

» Deferred Work—Backlog activities, such as email, that use special forecasting calculations.

* Fixed-Staff Work—Non-CTI activities that do not use Workforce Management service objectives.

¢ Activity Set—If this activity becomes part of an Activity Set, this field is automatically populated with
the name of the activity set.

¢ Maximum Simultaneous Users—Enter a value that represents the maximum number of agents or
staff that can work on this activity simultaneously.

¢ Minimum Staffing Level—Enter a value for the minimum percentage of agents or the minimum
number of agents required for this activity and select the appropriate radio button: Percent or
Agents.

In the Hours of Operation section:

« Monday to Sunday fields—Enter start and end times.

* Next Day check box—Check or uncheck for each day, as required. Check the check box for those days
on which the hours of operation extend into the next day.

¢ Closed check box—Check or uncheck for each day, as required. Check the check box for those days
when the contact center is closed. When checked, the start and end times for that day are disabled and
cannot be modified. Lease the check box is unchecked, if the contact center is open on that day.

e Copy/Paste icons—Click to copy and paste start and end times, and next day settings from one day to
another day.

Multi-Site Activity Properties

The Properties pane opens when you select a business unit and add a multi-site activity. The
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properties in the following sections have the same descriptions as the ones above.

In the Multi-Site Activity Properties section:

¢ Name (must be unique within the business unit).
* Type

In the Hours of Operation section:

¢ Monday to Sunday fields
* Next Day check box

Closed check box

* Copy/Paste icons
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Creating and Deleting Activities

You can add an activity or a multi-site activity by creating a new one or by copying an existing one.
You can also delete existing activities.

Creating Activities

To create an activity:

1. In the Objects pane, select the site to which you want to add the new activity.

%

2. When the Activities pane opens, select New Activity .
The Activity Properties pane opens with the default name New Activity (<number>).

3. In the Activity Properties and Hours of Operation sections, populate the fields as described in
Activity Properties.

4. Click Save Now E] .

5. Configure the activity, as explained in these topics:
* Adding Activities to Activity Sets
* Configuring Skills for Activities

e Associating Agents with Activities.

See also Statistics Configuration for Activities.

Creating Multi-Site Activities

To create a multi-site activity:

1. On the Objects pane, select the business unit, to which you want to add the new multi-site activity.

2. Select New Multi-Site Activity & .
The Multi-Site Activities Properties pane opens.

3. In the Multi-Site Activity Properties and Hours of Operation sections, populate the fields as
described in Multi-site Activity Properties.

4. Click Save Now E] .
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Creating Activities and Multi-Site Activities Using Copy

To create a new activity or multi-site activity by copying an existing one:

1. In the Activities pane, select an activity or multi-site activity.

2. Select Copy I:E .
The Activity Assignment pane opens.

3. In the Name field, rename the activity, if necessary. (The name must be unique with the site or
business unit [BU].)

4. In the Associate Copied Activity With The Following Site (for multi-site, BU) section, select the
site (or BU) with which you want this activity to be associated.

5. Click Save Now E] .

Deleting Activities and Multi-Site Activities

To delete an activity or multi-site activity:

1. Select the activity in the Activities pane.

2. Click Delete & .

3. When the Confirmation dialog opens, click Yes to delete or No to cancel the action.

Workforce Management Web for Supervisors Help 235



Configuration Activities

Creating and Deleting Activity Sets

Use Activity Sets to combine activities into groups for multi-skilled scheduling. At the top of the
Activities pane, click Activity Sets and configure activity sets for a selected site.

Tip

You must create activities before you can configure activity sets.

When using activity sets, be aware of the following:

e Activity sets are separately configured for each site. You cannot configure activity sets for business
units.

¢ An activity in an activity set can be incorporated in a multi-skilled schedule only with other activities
from the same set.

e An activity cannot belong to more than one activity set.
¢ An activity belonging to an activity set can only be scheduled using the activity set.

e To configure an activity so that it will never be incorporated in a multi-skilled schedule, create an
activity set containing only that one activity.

¢ The activity set constraint is incompatible with the maximum seats constraint. If there is a conflict,
Scheduler gives priority to the activity set constraint.

Agents assigned to an activity set perform the selected activities on a multi-skilled basis. These
agents cannot be assigned to any other activities during the minimum time period specified for the
activity set.

To accommodate those times when some agents cannot be assigned to work on an
activity set, Genesys recommends that you always keep an activity that is not a part
of an activity set available for agents to perform during the activity set open hours. If
the activity set becomes overstaffed before all agents are scheduled, Scheduler tries
to create activity set work for them. However, if an agent's unassigned period is
shorter than the minimum activity set period, Scheduler has to assign the agent an
extended period with no activities at all (forced break) because no activity is available
for him or her to work on.
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Creating Activity Sets
To create an Activity Set:

1. In the Objects pane, select the site, for which you want to create the activity set.

2. At the bottom of the Activities pane, click Activity Sets.

3. In this pane, click New Activity Set m .
The Activity Set Properties pane opens.

4. Configure the following settings, as described:
* Name—Enter a name for the activity set. The name must be unique within the site.
* Short Name—Enter a three-letter short name for the activity set.

* Minimum Duration—Enter a value for the minimum length of time that an agent can work on the
activities within this activity set.

e Strict—Check this box if you do not want meals, part-day exceptions, or part-day time offs to be
scheduled during the activity set period. (Breaks can be scheduled during the activity set.) Leave
this box unchecked, if breaks, meals, part-day exceptions, and part-day time offs can interrupt this
activity set. (The only constraint is the minimum duration.)

5. Click Save Now E] .

6. Continue with the configuration of the activity set by adding activities to it. See Adding Activities to
Activity Sets.

Deleting Activity Sets

To delete an activity set:

1. In the Activity Sets pane, select the set that you want to delete.

2. Click Delete & .
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Grouping Multiple Activities

Grouping multiple activities from within the same business unit enables data aggregation for contact
center performance monitoring and reporting.

You can create activity groups, assign activities to them using a filter, copy, and delete activity
groups.

Creating New Activity Groups

1.

. In the Activities pane, select New Activity Group

In the Objects pane, select the business unit, for which you want to create the Activity Group.

The Activity Group Properties pane opens. .

In the Name field, enter a unique name for the group.

Click Save Now E] .
The new activity group appears in the Activities pane.

Assigning Activities to Activity Groups

6.

In the Activities pane, select the group, to which you want to assign activities.

At the top of the Activity Group Properties pane, click Activities.

When the Associated Activities pane opens, click Assign regular activities
The Activities pane opens.

Select the activities you want to associate with this Activity Group.
To quickly find an activity, type the activity name into the Search field. Only activities for
the selected business unit are available. Activities for other business units do not appear.

When you have selected all activities, click Apply

=)

In the Associated Activities pane, click Save Now

When you assign activities to an activity group, you can use a filter to select only those sites and
multi-site activities to which you want these groups and activities to apply.
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Using Filters When Assigning Activities to Groups

1. In the Activities pane, click Filter q .
The Filter pane opens.

2. In the Sites list, do one of the following:

* Remove the check mark in the All check box and select the sites, to which you want to assign these
groups and activities.

* Remove the check mark in the All check box and check No Filtering by Sites. (If this box is
checked, the activities and groups apply to all sites in the list.)

3. In the Multi-Site Activities section, do one of the following:

* Remove the check mark in the All check box and select the multi-site activities, to which you want
to assign these groups and activities.

* Remove the check mark in the All check box and check No Filtering by Activities. (If this box is
checked, the activities and groups apply to all multi-site activities in the list.)

. +
4. Click Apply

Copying Activity Groups
1. In the Activities pane, select the Activity Group you want to copy.

2. Click Copy I:h .
The Copy Activity Group pane opens.

3. In the Name field, rename the Activity Group, if necessary. (The name must be unique within the
business unit.)

4. In the Associate Copied Activity Group With The Following Business Unit section, select the
business unit with which you want this Activity Group to be associated.

5. Click Save Now E] .

Tip
When you copy an activity group and add it to the same business unit, all activities

that were associated with the copied activity group are associated with the duplicated
activity group.
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Deleting Activity Groups

1. In the Activities pane, select the Activity Group you want to delete.

2. Click Delete & .

3. When the Confirmation dialog opens, click Yes to delete or No to cancel the action.
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Adding Activities to Activity Sets

After creating an activity set, add the activities, by opening the Activities pane.

To add activities to an activity set:

1. In the Activities pane, click Assign regular activities
The Available Activities pane opens.

2. From the Activities list, select the activities that you want to add to this set.
To quickly find an activity in the list, enter the name of the activity in the Search field.

Tip
You will notice that the activities that are already assigned to an activity set, display the activity set name in a
separate column. These same activities are still available to select for the new activities set.

+
3. Click Apply

4. In the Associated Activities pane, click Save Now E]
The selected activities are added to the list of activities in the Activity Sets pane.
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Configuring Skills for Activities

Use the Skills pane to add, or delete skills that are associated with an activity.

Note the following information about skills:

e If you add a skill to an activity, only agents with that skill are scheduled for that activity.
* If you associate multiple skills with an activity, agents must have all of the skills to work on the activity.

¢ An activity may include more than one skill, or it may represent a particular skill level.

Agents are associated with skills in Genesys Administrator, not in the Workforce
Management. Workforce Manager Skills are identical to Genesys Administrator Skills
objects and become available in Workforce Management after synchronization with
Genesys Administrator.

Skills Security Features

Only the skills that the current user is authorized to access in Genesys Administrator are visible.

If a user's security access has changed so that he or she can no longer access certain skills, those
skills are still visible; but the user whose access was changed cannot add, delete, or modify them.

Adding Skills to an Activity

To add a skill to an activity:

1. In the Activities pane, select the activity, to which you want to add skills.

2. At the top of the Activities Properties pane, click Skills.

w

. When the Skills pane opens, click Add Skills to an Activity
4. In the Skills pane, assign the minimum and maximum skill levels.

e Skill Minimum Level—A minimum skill level value required for an agent with this skill to perform
this activity. Define whatever range is appropriate for each skill, such as 1 to 10 or 1 to 100. The
range should be consistent with the range used in Genesys Administrator.

e Skill Maximum Level—A maximum skill-level value required for an agent with this skill to perform
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this activity.

5. In the list of skills, select those that you want to associate with this activity.
To quickly find a skill, you can enter search criteria into the Search field (for example, the skill name).

You must define skills in Genesys Administrator before they appear in this list.

6. When you have finished selecting skills, click Apply

Deleting Skills Associated With an Activity

To delete a skill:

1. In the Skills pane, select the skill you want to delete.
To quickly find a skill, you can enter search criteria into the Search field (for example, the skill name).

2. Click Delete

5]

3. When you have finished deleting skills, click Save Now
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Associating Agents With Activities

Use the Agents pane within the Activities view to associate agents with activities. To open this
pane, select Agents at the top of the Activity Properties pane.

Agents can work on activities under two conditions:

1. They have the proper skill set. Their skills must match the skills required for the activity.

2. They are eligible for activity assignments. If the effective date is before the current date, these
assignments override the agent’s eligibility to work on the activity accordingly to the skill set.

To adjust which agents are associated with an activity, change the skill settings for either:

e The agent, by using the Agent Information section. See the Agent Activities View.

e The activity, by using the Skills pane in Configuration > Activities module. See Configuring Skills for
Activities.

Associating Agents with an Activity

To associate an agent with an activity:

1. In the Activities pane, select the activity, with which you want to associate agents.
2. At the top of the Activity Properties pane, click Agents.
3. The Agents Associated with The Activity pane opens.

4. Click Associate agents with the activity
A list of Available Agents opens.

5. In the Effective Date field, enter (or click within the field to select from a calendar) the date that you
want the association to begin.

6. In the Status field, use the drop-down list to select one of four options: Primary, Secondary, Auto, or
Disabled.

7. In the Available Agents list, select the agents you want to associate with this activity.
8. When you have selected all agents, click Apply
Tip

To disassociate (or remove) an agent from an activity, go to Configuration > Agents
> Activities view.
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Finding Agents in the List

There are three ways to quickly and easily find agents when there is a long list of available agents:

1. Enter the agents name into the Search field and select one of the two Search by: filters (First Name
or Last Name radio button).

LIl
2. Sort "™ agents by First Name, Last Name, or Team.

3. Filter ?

agents by Activities, Multi-Site Activities, or Contracts.

In each of the three Filter panes, you can Sort = the list in ascending or descending order.

To remove an item from the list, click Remove
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Statistics

Use the Statistics pane to associate statistics with each activity or multi-site activities.

You must have the proper permission or security right to view and configure statistics
for Activities and Multi-Site Activities. If you do not have this right, the Activities >
Statistics and Multi-Site > Activities panes are not visible. Also, you cannot
associate statistics with an activity or multi-site activity if it is of type Fixed-Staff
Work.

Use the statistics to monitor interaction and service levels.

To associate statistics with activities, you must have configured the necessary statistics in Stat Server
and configured a connection between Data Aggregator and Stat Server on the Data Aggregator
Application Connections tab. The Data Aggregator-Stat Server connection must be active.

Tip
You will find that some statistics are already configured in WFM with the variant

names (and 'WFM' prefixed) listed in parentheses in the Statistics Options column of
the Recommended Statistics Settings table.

Statistics properties are described in Statistics Properties. Additional configuration information
appears in Configuring Activities Statistics and Multi-Site Activities Statistics.
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Statistics Properties

Statistics—The Stat Server statistics that you will associate with an activity or multi-site activity.

Type—The kind of object being monitored.
¢ Interaction Volume—Defines how to retrieve the number of interactions coming into the contact
center for each activity. Used for Immediate and Deferred activities.

¢ Abandonment Volume—Describes the number of interactions abandoned from the contact center for
each activity. Used for Immediate activities.

* Quality of Service—Used to compare the actual values with the service objectives projected in the
schedule for each activity. This includes statistics that track service level and average time of answer
(ASA). Used for Immediate activities.

* Handle Time—Tracked for each activity and compared to the handle-time objectives defined in the
forecast. Used for Immediate and Deferred activities.

¢ Backlog—Tracks the number of incoming interactions in the queue that are waiting for processing and
have not yet been distributed to the agents. Used for Deferred activities only.

Object—The Queue, Interaction Queue, Routing Point, Group of Queues, Group of Routing Points,
Group of Agents, or Group of Places being monitored.

* Queue—All DNs of the ACD Queue and Virtual Queue types in the site.

¢ Interaction Queue—Script objects of the Interaction Queue type.

¢ Routing Point—AlIl DNs of the Routing Queue and Virtual Routing Point types in the site.

* Group of Queues—All DN Groups of the ACD Queue type in the site.

¢ Group of Routing Points—AlIl DN Groups of the Routing Points type in the site.

* Group of Agents—All DN Groups of the Agent type in the site.

* Group of Places—All DN Groups of the Place type in the site.
Filters—Optional values that define the interactions handled by the object more precisely. Used in

contact centers with multi skilled agents. In most cases, filters require installation of Genesys
Universal Routing Server (URS).

Flexible Configuration Mode

The Statistics section of Statistics Properties includes a Flexible configuration mode setting
for certain Types (such as, Quality of Service, Handle Time, Interaction Volume, and Backlog). When
enabled, it supports configuration settings from a previous release of WFM or to specify more
complex statistical requests

In Flexible configuration mode, if you select Interaction Volume, Handle Time, or Backlog all Object
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types are available rather than only those shown in Recommended Statistics Settings. That is, you
can select objects of the types Queue, Interaction Queue, Routing Point, Group of Queues, Group of
Routing Points, Group of Agents, or Group of Places.

If you select Quality of Service while in Flexible configuration mode, you can select statistics for
average speed of answer alone.

If you are not in Flexible configuration mode, you must select one of these combinations:

e Service Factor, Distributed Interactions, and Time Range
¢ Distributed Interactions and Average Speed of Answer

e Service Factor, Distributed Interactions, Average Speed of Answer, and Time Range.

Statistics configured using Flexible configuration mode setting appear in the Statistics list with
an exclamation mark icon next to them.

If you select the Flexible configuration mode check box but do not configure any of
the additional settings which then become available, the statistic is treated as if the
Flexible configuration mode check box was cleared. No exclamation point icon
appears next to the statistic in the Statistics list; and when you edit the statistic, the
Flexible configuration mode check box is not selected.

Use As Average

Also in the Statistics section of Statistics properties, the Use as average setting tells WFM to
record average values. Use it only for the Quality of Service and Handle Time statistics types.

For example, regular Handle Time statistics provide the total handle time, a number which is then
divided by the number of interactions handled to produce the value that WFM uses. If you select Use
as average, WFM simply records the total handle time and does not divide that value by the number
of interactions.

You can apply Use as average only once per activity for each statistic type.
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Configuring Statistics for Activities

Use the Activities Statistics pane to associate Stat Server statistics with selected activities. When
you define a statistic, you tell WFM which statistics and which objects to monitor for each activity. You
define multi-site activity statistics in the same way you define regular activity statistics.

Some activities may require multiple statistics definitions, for example, you may have to define
statistics for each queue or group that performs this activity.

Add and delete statistics for activities using the procedures in this topic.

Adding Statistics to Activities

To add statistics to an activity:

1. Select the Site that contains the activities you want to associate with statistics.

2. In the Activities Properties pane, select Statistics.

3. In the Activity Statistics pane, click Add Statistics Information to activity
4. In the Statistic Type pane, configure the statistics. See Recommended Statistics Settings.

5. Select a Filter, if necessary.
Filters are used in multi skilled contact centers to further clarify the object to be monitored.

6. Select the Time Range(s) for Quality of Service statistics.
You can select one or two time ranges.

7. Check the Flexible configuration mode check box, if applicable.
This option is not available for Abandonment Volume statistics.

8. Check the Use as average check box, if applicable.

) )
9. Click Apply

5]

10. After the statistic appears in the Activity Statistics pane, click Save Now
The selected statistic is now associated with the activity.

11. To add additional statistics to this same activity, click Add Statistics Information to activity and
continue with steps 3-7 in this procedure.

Tip
The Statistics section displays different statistic, depending on the Type/Object
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Activities

Recommended Statistics Settings

combination you choose. Statistic types are predefined and not all statistics types
apply to all activity types.

Fixed staff activities do not use statistics. Therefore, if you select an activity of type Fixed-Staff Work, the
Statistics pane is not displayed.

After the Type and Object are selected, the drop-down lists are enabled and you can
choose statistics from the list. For a description of all of the Types, Objects,
Statistics, and Filter, see Statistics Properties.

The Statistics Option names in this table are suggested. Use Genesys Administrator to open the
Stat Server application, where you can set the names for these options and the values for their

objects.

Statistics Types

Interaction Volume

Abandonment Volume

Quality of Service

Handle Time

Backlog

Tip

Statistics Options
TotalNumberCallsEntered

(or WFMTotalNumberCallsEntered)

TotalNumberCallsAband

(or WFMTotalNumberCallsAband),
TotalNumberShortAbandons, TimeRange

ServiceFactorl (or
WFMServiceFactorl),
AverTimeBeforeAnswering

(or WFMAverTimeBeforeAnswering),

TotalNumberCallsDistrib (or
WFMTotalNumberCallsDistrib)

TotalNumberCallsHandled
(or WFMTotalNumberCallsHandled),

TotalHandleTime (or
WFMTotalHandleTime)

EmailsWaitinginQueue

(or WFMEmailsWaitinglnQueue)

Available Objects

Queue, Interaction Queue,
Routing Point, Group of Queues,
and Group of Routing Points

Queue, Interaction Queue,
Routing Point, Group of Queues,
and Group of Routing Points

Queue, Interaction Queue,
Routing Point, Group of Queues,
and Group of Routing Points

Group of Agents, Group of Places

Queue, Interaction Queue,
Routing Point, Group of Queues,
and Group of Routing Points

Statistics for the multimedia interaction queue depend on the interaction type (for
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example, the email, chat, backlog and open media types will have different statistics).
For a complete list of statistics and statistic categories, see the Workforce
Management Administrator's Guide.

Deleting Statistics from Activities

To edit statistics associated with an activity:

1. In the Activities Statistics pane, select statistic you want to delete.

2. Click Remove Statistics Information from activity

3. When the Confirmation dialog appears, select Yes to proceed or No to cancel the action.

4. Click Save Now E] .
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Configuring Skills for Multi-Site Activities

Use the Skills pane to add, or delete skills that are associated with a multi-site activity.

Adding Skills to a Multi-Site Activity

To add a skill to a multi-site activity:

N B

. In the Objects pane, select a business unit.
. In the Activities pane, select the multi-site activity, to which you want to add skills.

. At the top of the Multi-Site Activities Properties pane, click Skills.

. When the Skills pane opens, click Add Skills to an Activity

. In the Skills pane, assign the minimum and maximum skill levels.

e Skill Minimum Level—A minimum skill level value required for an agent with this skill to perform
this activity. Define whatever range is appropriate for each skill, such as 1 to 10 or 1 to 100. The
range should be consistent with the range used in Configuration Manager.

e Skill Maximum Level—A maximum skill-level value required for an agent with this skill to perform
this activity.

. In the list of skills, select those that you want to associate with the multi-site activity.

To quickly find a skill, you can enter search criteria into the Search field (for example, the
skill name). You must define skills in Configuration Manager before they appear in this list.

. When you have finished selecting skills, click Apply

Deleting a Skill Associated With a Multi-Site Activity

To delete a skill:

1.

2.

3.

In the Skills pane, select the skill you want to delete.
To quickly find a skill, you can enter search criteria into the Search field (for example, the
skill name).

Click Delete

When you have finished deleting skills, click Save Now
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Multi-Site Activities Agents Pane

This pane is read-only and displays the agents who are associated with the multi-site activity.

You cannot associate agents with multi-site activities directly. Agents are associated with multi-site
activities if their skills match the skills that are required by the child activities of the multi-site activity
or are assigned to work on the child activity directly in WFM Web for Supervisor. Therefore, to adjust
which agents are associated with a multi-site activity, change that agent's skill settings or assign the
activity to an agent with an effective date. For more information, see the Agent Activities view.
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Assigning Activities To Multi-Site Activities

Multi-site activities are regular activities that are being combined, for tracking purposes, into a single
multi-site activity that is associated with a business unit. For example, you might want to track an
activity, such as answering inbound calls, for all or some of the sites in one business unit, and track
another activity, such as answering email, for all or some sites in another business unit. Grouping the
same activity from multiple sites in the same business unit (creating a multi-site activity) allows you
to do that.

Use the Activities pane within the Multi-Site Activities view to associate activities with multi-site
activities.

Tip
To have the correct list of agents that can trade on primary and secondary activities,

Genesys recommends to add only one activity under a site to the multi-site activity
while configuring.

To assign an activity to a multi-site activity:

1. In the Objects pane, select a business unit.
2. In the Activities pane, select the multi-site activity with which you want to associate activities.

3. At the top of the Multi-Site Activity Properties pane, click Activities.
The Associated Activities pane opens.

4. Click Assign regular activities
The Activities pane opens.

5. Select the activities you want to associate with this multi-site activity.

To quickly find an activity, use the Search, Filter, or Sort o agents in ascending or

descending order.

6. When you have selected all activities, click Apply

5]

7. In the Associated Activities pane, click Save Now

Tip
An activity can belong to only one multi-site activity. Only activities for the selected
business unit are available. Activities for other business units do not appear.
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Configure Skills and Statistics
After assigning activities, you can configure Skills and Statistics:

Click Skills at the top of the Multi-Site Activities Properties pane to configure the skills that you
want to be tracked for the multi-site activity. See Configuring Skills for Multi-Site Activities.

Configure the statistics you want to be tracked for the multi-site activity. For more information, see
Configuring Statistics for a Multi-Site Activity.

Using Filters To Assign Activities To Multi-Site Activities

1. In the Activities pane, click Filter $ .
The Filter pane opens.

2. In the Sites list, do one of the following:

* Remove the check mark in the All check box and select the sites, to which you want to assign these
groups and activities.

* Retain the check mark in the All check box. (If this box is checked, the activities and groups apply to
all sites in the list.)

3. In the Multi-Site Activities section, do one of the following:

* Remove the check mark in the All check box and select the multi-site activities, to which you want
to assign these groups and activities.

» Retain the check mark in the All check box. (If this box is checked, the activities and groups apply to
all multi-site activities in the list.)

4. Click Apply -
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Assoclating Sites with a Multi-Site Activity

If you select a multi-site activity and click Activities in the Multi-Site Activity Properties pane,

F
you can select Assign a Missing Site to Multi-Site Activity to assign the activity to a missing
site (unless activities from all visible sites were already assigned to a multi-site activity) The Assign

a Missing Site to Multi-Site Activity pane opens and all sites within the selected business unit are
listed.

To create a new, similar activity for each selected site:

1. Select a site.
You can select more than one site by using the CTRL or SHIFT key.

2. Optionally, you can check the Distribute Multi-Site Open Hours and Skills check box to assign
open hours. See the Tip below.

+
3. Click Apply
Under each selected site, WFM generates a new activity that can be renamed and

associates that activity with the selected source multi-site activity. Open hours for the
activity are 24/7 by defaulit.

Tip
If you checked Distribute Multi-Site Open Hours and Skills, then open hours and

skills for the generated activity (or activities) will be the same as they are for the
selected source multi-site activity.

Each site’s time zone is used to define the open hours—and it might be a different time zone from the one
used by the business unit under which the source multi-site activity is located.

An activity generated in this way will always have the same activity type as the multi-
site activity that was its source.

Workforce Management Web for Supervisors Help 256



Configuration Activities

Statistics For Mulit-Site Activities

Use the Multi-Site Activities Statistics pane to associate statistics with selected activities. When
you define a statistic, you tell WFM which statistics and which objects to monitor for each activity. You
define multi-site activity statistics in the same way you define regular activity statistics.

For basic information about activities, activity types, and how to configure activities, see Configuring
Statistics for Activities.

Assoclating Statisitics with Multi-site Activities

To associate statistics with multi-site activities:

1.

In the Objects pane, select the business unit that contains the multi-site activities you want to
associate with statistics.

. In the Activities Properties pane, select Statistics.

In the Activity Statistics pane, click Add Statistics Information to activity

In the Statistic Type pane, configure the statistics as in steps 3-11 in the procedure Adding Statistics
to Activities. See also Recommended Statistics Settings.

The Statistics section displays different statistic, depending on the Type/Object combination
you choose. Statistic types are predefined and not all statistics types apply to all activity
types.

Fixed staff activities do not use statistics. Therefore, if you select an activity of type Fixed-
Staff Work, the Statistics pane is not displayed.

After the Type and Object are selected and the drop-down lists are enabled, choose statistics from the
list.
For a description of all of the Types, Objects, Statistics, and Filter, see Statistics Properties.

For more information about statistics for a multi-site activity, see Statistics Properties.

Deleting Statistics from Multi-Site Activities

To delete a statistic from a multi-site activity, follow the steps in the procedure Deleting Statistics
from Activities.
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Configuring Default Forecasting Objectives

Use the Default forecasting objectives tab within the Activities view to set default target service
levels or staffing requirements for different types of activities. You can configure default forecasting
objectives for the following activity types (for activities under sites and multi-site activities):

e |mmediate work
e Deferred work

¢ Fixed-Staff work

Configuring default forecasting objectives for Immediate Work
activities

= . A T About Logout Help NewUl @
SGENESYS \T (e
onfiguration | Polides’ | Calandar | Forecast | Schedula Trading | Performance  Adharence  Reports
# Home > Configuration 3 Activities
4 @ Enterprise Activity Sets Properties  Skills  Agents  Statistics | Default forecasting objectives |
4 &sut
& Q Search activity | @b e ™
1 [ site1 ] =
#  PROVIDE TARGET OPTIONS
@ site2
A 14 Activity 1[Type 1| | Indirectly Occupied Time (%): Use template [ Load templates
BU2
@  Activityr II"‘"‘“‘“‘ VLS Use Service Level objectives
@ Activity2 Fixed-Staff Work
STAFFING REQUIREMENTS:
@ Activity3 Deferred Work:
@ | Activitya ———— Number of Agents Each Timestep
@ | Trade MSA_(1496742949979)_Sitel Immediate Work ey g e () |
Use Staffing template | Load templates
SERVICE LEVEL OBJECTIVE
(O Use Estimated Average Time to Abandon (sec): |
Use Service Level objective
10 % of Answered Interactions in 10 [ sec 0 Use template | Load
Use Average Speed Of Answer objective
sA (sea): [5 (O Use template | Load templates
(O Use Occupancy objectives
Maximum Oceupancy Rate (%): Use template | Load templates
(0 Use Abandoned Interaction objective
| i Maximum Percent of Interactions Abandoned (%):
«[<[>]» Displayng 1-5of 5

When an Immediate Work type activity is selected, you can configure the following settings and
options as the default forecasting objectives:

¢ Target Options

e Staffing Requirements

* Service Level Objectives (enabled if this option is selected in Provide Target Options)
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Provide Target Options

* Enter a percentage value for the Indirectly Occupied Time (IOT) setting. Alternatively, you can select

Use Template to define IOT with a template. For more information about IOT, see What is Indirectly
Occupied Time?

* Select Use Service Level Objectives to use the settings specified in the Service Level Objectives

section. When selected, the options in this section become active and can be configured. All other
configuration sections are greyed out.

Staffing Requirements

* Number of Agents Each Timestep — Select and enter a value for the number of agents.
* Average Activity Handling Time (sec) — Select and enter a value (seconds).

* Use Staffing Template — Select and click Load Templates to edit a template.

Service Level Objectives

The settings in this section are enabled when the Use Service Level Objectives option is selected
in the Provide Target Options section.

¢ Use estimated average time to abandon (sec) — This is not a service objective. It's a parameter

that helps define the queuing system used when WFM builds staffing requirements. This value
represents the average time it takes for impatient callers to abandon the call.

* Use service level objective — this setting specifies the percentage of calls to be answered in a
specific number of seconds. For example, 80% of calls must be answered in 20 seconds. Select to

enable it, and then enter the desired values. Alternatively, you can select Use Template to enable
the Load Template button and select a template to edit.

¢ Use Average Speed of Answer Objective — Specifies the average amount of time it takes for an

agent to answer a call. Select and specify a value for ASA (sec). Alternatively, you can select Use
Template to enable the Load Template button and select a template to edit.

Use occupancy objectives — The total amount of time the agent is actually working on an activity as
a percentage of the total amount of time the agent is available to work on an activity. Select to enable

it and then enter a value for Maximum Occupancy Rate (%). Alternatively, you can select Use
Template to enable the Load Template button and select a template to edit.

Use abandoned interaction objective — Select to enable it and then enter a value for Maximum
percent of interactions abandoned (%).
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Configuring default forecasting objectives for Deferred Work
activities

FGENESYS  \C

A Home > Configuration 3 Activities

4 ({3 enterprise Activity Sets Properties  Skills  Agents  Statistics | Default forecasting objectives |
_-Aé_ s SRR 8

(_configuration | Policies  Calendar  Forecast Schedule Tradin

ACTIVITIES i PROVIDE TARGET OPTIONS

@ site2 o—
[l ivi  Type 1| | Indirectly Occupied Time (%): | 20 (O Use template | |

L &eu

Initial Queue: |2

SPECIFY. SERVICE LEVEL

Interrupted time () Non-interrupted time

@ Business days

When a Deferred Work type activity is selected, you can configure the following settings and
options as the default forecasting objectives:

* Target Options

¢ Multimedia Service Level Objectives

Provide Target Options

¢ Use the Indirectly Occupied Time (IOT) setting to define the queuing model that WFM uses when
building a staffing forecast. Alternatively, you can select Use Template to define IOT with a template.
For more information about IOT, see What is Indirectly Occupied Time?

* In the Initial queue field, enter an integer value that is 0 or greater. (If you leave this value empty,
WFM assumes that the value is 0.)

Specify Multimedia Service Level Objectives

Enter a value (%) for Deferred work and enter time based on:

¢ Hours, Minutes, or Seconds and select either Non-interrupted time or Interrupted time or

* Business days, and enter an integer greater than 0 for the Days value.

Alternatively, you can select Use Service Level Template to enable the Load Template button
and select a template to edit.
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Configuring default forecasting objectives for Fixed-Staff Work

ZBENESYS  \¢

# Home ) Configuration > Activities

R Enterprse Actwiy sets
o

& U

& Qsear

acTv
@ stz

& v

(_configuration | Policies  Calendar Forecast Schedule Trading Performance

14 Activity (O Use template | Load template
@  Activityl

@ Activity2

@  Activitys

When a Fixed-Staff Work type activity is selected, you can configure the following settings and
options as the default forecasting objectives:

* Target Options

¢ Staffing Requirements

Provide Target Options

e Use the Indirectly Occupied Time (IOT) setting to define the queuing model that WFM uses when
building a staffing forecast. Alternatively, you can select Use Template to define IOT with a template.
For more information about IOT, see What is Indirectly Occupied Time?

Staffing Requirements

* Number of Agents Each Timestep — Select and enter a value for the number of agents.
¢ Average Activity Handling Time (sec) — Select and enter a value (seconds).

* Use Staffing Template — Select and click Load Templates to edit a template.

What is Indirectly Occupied Time (10T)

Indirectly Occupied Time (IOT) helps to define the queuing model that WFM uses when
building a staffing forecast. WFM considers a certain pool of agents in its queuing model
when determining how calls will be distributed from the queue to agents. 10T affects the
availability of agents to handle calls. For example, if you enter a value for 10T, such as

10%, an agent will not be in the agent pool 10% of the time (because the agent is off the
phone).
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Using templates for default forecasting objectives

( configuration | Policies  Calendar  Forecast Schedule Trading

A T About Logout Hep NewUl (3

Performance  Adherence

Reports
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= [—————— o @
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@ | Activitys Immediate Work (i G A2 s et Nz I:l TEMPLATES E]
@  Trade MSA_(1496742949979)_Site1 Immediate Work |
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I[<>]») Displaying 1 -5 of 5
|

When configuring the default forecasting objective settings for an activity type, you can choose to
use a template to define certain properties rather than enter the settings manually. To use a
template, it must already be defined for that property.

When you select Use Template and click Load Templates, a Templates pane opens where you can

see a list of available templates for that objective property. Select at least one template and one
weekday, and then click Save.

If you don't already have forecasting templates defined for each type of objective, see Forecast

Templates to learn how to create a new template and then follow the steps described in the Activities
tab to set the desired properties.
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Deleting Default forecasting objective values

3 GENESYS o A © About Logout Help NewUI
= N Y \ [ Ci ation ] lici Calend Forecast Schedule Trading Performance Adherence Reports
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H site11
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;O\ Ew ® | A test Immediate Work Use template
@ M Immediate Work
| & BU3 R Use Service Level objectives
b & & Al_def copy Deferred Work
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| é BUS I & Al_def copy3 Deferred Work I I
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L] d-Staff Work
Average Activity Handling Time (sec) l:l
® A1 FS_test Fixed-Staff Work

To delete the Default forecasting objective values already set for an activity, click ” on the Default
forecasting objectives tab.
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Users

Users are supervisors and other persons who are not agents. Users are divided into two groups:

1.
2.

Users who have been imported into WFM (WFM users).

Users who are configured in Genesys but not selected as WFM users (Genesys Users).

In the Users module, you can:

View a list of existing WFM users.

View user properties.

Configure a specific time zone, WFM Builder instance, and security role for a user.
View and edit security role privileges.

Grant or remove a user's access rights to business units, sites, and teams.

Grant or remove a user's access rights to notifications.

Tip
If the user's role privileges are changed in this module and they no longer match the
privileges set in the Roles module, the following dialog appears:

CONFIRMATION

Changing any security rights to the Roles Privileges will automatically unassign Security
| Role. Do you want to proceed?

v

Figure: Confirmation Dialog

Click Yes to unassign the current security role or click No to cancel the action and
retain the user's current security role.

Users Pane

This pane contains a list of users that have been imported into Workforce Management. It has the
following columns: Username, First Name, Last Name, and E-mail. You can add users to this list
(see Importing Genesys Users), or delete them.
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In this pane, you can:

¢ Import Genesys users into WFM by clicking Import Genesys User E: .

&

* Delete users by selecting them in the list and clicking Delete

e Search users by entering their usernames in the Search field.

Sort the list by clicking the Username, First Name, or Last Name column headers.

Importing Genesys Users

When you import Genesys users, a pane opens that includes a drop-down list of the existing security
roles. By default, the user you select is assigned the first role in this list. If no security roles exist, the
list displays <none>. All imported users are assigned to the role selected from the list.

After import is finished, the Users pane displays the new users in its list. You can then select a user
and change or configure their settings in the Properties, Role Privileges, or Access Rights pane.
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User Properties

The Users Properties pane contains information about the selected WFM user.

User information

The User Information pane contains the following read-only fields, previously entered in Genesys
Administrator:

e First Name of the user as entered in Genesys Administrator.

e Last Name of the user as entered in Genesys Administrator.

¢ Email. This is the user's email address entered in Genesys Administrator. WFM uses this email address
for notification of:

e Changes in the status of schedule trade requests.

e Changes in the status of time-off requests.

For more about email notifications, see the Workforce Management Administrator's Guide.

Configuring Optional Settings
To configure the optional settings in the User Information pane:

1. Select a Time Zone for the user or leave blank. Time zone can be used in some Performance views
and reports as an alternative to the site or business unit time zone. If you configured a default time
zone before importing the user, that time zone appears as the Time Zone. If you did not configure a
default time zone, <none> appears here.

If you subsequently changed the default time zone, the time zone set as default when the user was imported
appears here.

To set a different time zone for this user:

* Select the time zone from the drop-down list box. All time zones that have been imported into
Workforce Management from the Configuration Database are included.

If you need additional time zones, use the Organization > Time Zones view to change the time
zones that appear in the list. See Time Zones List for details.

2. Select a WFM Builder server for the user or leave blank. This is the server that builds schedules. To
use a specific WFM Builder to create WFM schedules for a dedicated group of users:

* Select the WFM Builder server from the drop-down list.
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You do not need to specify a WFM Builder server if you want all users to share the same one. The
default value is None.

Select Security Role for the user or leave blank. If you select a Security Role, the user adopts the role
privileges that you configured for that security role. If the user is not assigned to a security role:

* Clear the check boxes next to the names of the role privileges the user should not have permission
to access. By default, all options are selected.

4. Click Save Now E] .
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User Role Privileges

The Users > Role Privileges pane contains a list of security role privileges that are assigned to the
selected user. Role privileges are described in detail in Roles Privileges.

To change a user's role privileges:
1. Select a user and then, click the check box beside the privileges you want to change.

5]

Click Help to view a Help topic about this pane.

2. Click Save Now

Granting Access Rights to Get Notifications

The Role Privileges pane in the Users module is identical to the Role Privileges pane in the Roles
module, with one exception; In the Users module, you can grant access to Notifications.

To grant access to notifications:

1. In the Role Privileges list, click the arrow to expand Notifications, as shown in the figure below.

E Notifications

Get Motified About Time-Off Request Status Changes | ‘
Get Motified About Schedule Trading Status Changes }

Get Motified About Time-Off Balance-affecting Status Changes I

ONEE

Get Motified About Time- Off Bidding Status Changes

Figure: Role Privileges—Notifications

2. Click the arrow in the appropriate row to grant the selected user access to receive notifications about
one of the following status changes:

* Time-off request status changes
e Schedule trading status changes
* Time-off balance-affecting status changes
* Time-off bidding status changes

3. A new pane opens, enabling you to grant access rights to the specific notification privilege you selected.
For example, if you clicked the arrow in the first row, the Grant Access rights for Get Notified About
Time Off Request Status Changes pane opens.

4. In the new pane, do one of the following for the selected privilege:

. Add access rights
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. Remove access rights

. % Close this pane and cancel any changes you made

. @ Open a Help topic related to this pane

5. When you have completed all tasks, in the Role Privileges pane, click Save Now
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Access Rights

The Access Rights pane displays the business units, sites, and teams, to which the user has been
given access. Use the controls in the top-right corner of these panes to complete the all of the tasks

described in this topic.

Access Rights pane controls

ﬂ Remove security rights to selected BU
leaving sites unchanged

Add Access Rights

Remove Access Rights to selected items

-2}

Help

iE

Save Now

Click to remove the user's access rights to selected
business unit, but retain the user's access rights to
the sites within this BU.

Click to open the Select items to Grant Access
to Users pane, which enables you to grant the
user access rights to selected business units, sites,
or teams within the enterprise.

Tip

Objects to which the user already has access rights
are not displayed in this pane.

Click to remove the user's access rights to selected
objects.

Click to view a Help topic about the Access Rights
pane.

Click to save any changes you made to the user's
access rights.

Select Items to Grant Access to Users pane controls

Apply

x Close

@l

Help

Click to assign the user access to the selected
items.

Click to close this pane without applying any
changes.

Click to view a Help topic about the this pane.
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Roles

Security Roles control general permissions (or privileges), as well as access permissions to various
modules in WFM Web for Supervisors. Roles do not control access to business units, sites, or teams.

To add or restrict access to these specific objects, see Access Rights.

In the Roles view there are two lists:

¢ The WFM Users list contains these columns: User Name, User First Name, User Last Name, User E-mail,
and Role.

e The Genesys Users list contains these columns: User Name, User First Name, User Last Name, and User
E-mail.

In the Roles module, you can:

e Import users

¢ Define a default security role
e Assign security roles to users. Users automatically take on the privileges or permissions configured for
the security role to which they are assigned.

Tip

Security roles enable you to set permissions for access to modules but not to business units, sites, or teams.
To enable the rights to add or restrict access to these specific objects, you must check the Access Backend
Configuration check box in the Role Privileges pane.
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Creating Roles

To create a new security role:

1. Go to Configuration > Roles.

2. In the Role pane, click New D
A new security role appears in the Role pane with a default name.

3. In the Role Privileges pane, change the Name of the role (if desired).

4. Assign privileges by expanding items in the list and selecting/clearing the check boxes.
For a complete description of all privileges, see Role Privileges.

5. Click Save Now E] .

Next Step: Assign the security role to a user.

Using Copy to Create Roles

To create a security role using copy:

1. In the Roles pane, select an existing role.
If there are many roles in the list, enter the role name in the Search field to find it quickly.

2. Click Copy [E
A copy of the selected role appears in the Roles list.

3. Select the copy and click Role Privileges.

4. Rename and assign privileges to the role by selecting or clearing the check boxes, as required.

5. Click Save Now E] .

Next Step: Assign the security role to a user.
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Assigning Roles to Users

WFM enables you to assign and unassign security roles, and delete users from the Assigned Users
list. These tasks are described in the procedures below.

To assign users to the role:

1. At the top of the Role Privileges pane, click Users and then, do one of the following:

* Click Assign Users to assign a WFM user to this role.
A new pane opens, containing a list of WFM users.

* Click Import Genesys User to assign a Genesys user to this role.
A new pane opens, containing a list of Genesys users.

2. Select the users you want to assign to this role and click Apply

=iy

3. In the Users pane, click Save Now

New users are automatically granted access to all modules, objects, and sites. Also,
only users in the WFM Users list can access Workforce Management functionality
(with the exception of WFM Web for Agents).

You can also create a new security role using copy and paste. See Editing Security Roles.

Unassigning Users from Roles

To unassign a user from a security role:

1. In the Assigned Users list, select the user to want to unassign from this role.

2. Click Unassign User

3. When the Confirmation dialog appears, select Yes to proceed or No to cancel the action.

B

4. Click Save Now
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Deleting Users from Assigned Users List

To delete a user from the Assigned Users list:

1.

. Click Delete User & .

. Click Save Now

In the Assigned Users list, select the user to want to remove from this list.

. When the Confirmation dialog appears,select Yes to proceed or No to cancel the action.

B

Proceed with caution when clicking Yes in the Confirmation dialog. Doing so
removes all of the user's role privileges and access rights to WFM.
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Editing and Deleting Roles

WFM enables you to edit and delete security roles from the Roles list. These tasks are described in
the procedures below:

To edit a security role:

1. In the Role pane, select the role you want to edit.
If there are many roles in the list, enter the role name in the Search field to find it quickly.
2. Click Role Privileges.

3. Rename the role and/or select/clear the check boxes next to the privileges you want to change.

5]

4. Click Save Now

Deleting Security Roles

To delete a security role:

1. In the Role pane, select the role you want to delete.

2. Click Delete & .

3. When the Confirmation dialog appears, click Yes to proceed or No to cancel the action.

Proceed with caution. If you select Yes, the action cannot be undone.
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Role Privileges

The Role Privileges pane in the Roles module displays an extensive list of modules and objects, to
which you can control access. The same list of privileges appears when you select a user in the
Users: Role Privileges pane in the Users module.

Important

New users are automatically granted access to all modules, objects, and sites as
described in the Role Privileges overview and sub topics.

See Also:

¢ General Role Privileges

* Configuration Role Privileges
* Policies Role Privileges

¢ Calendar Role Privileges

* Forecast Role Privileges

* Schedule Role Privileges

¢ Trading Role Privileges

e Performance Role Privileges
¢ Adherence Role Privileges

¢ Reports Role Privileges

* Notification Role Privileges

Workforce Management Web for Supervisors Help 276



Configuration Roles

General Role Privileges

The role privileges under General provide the following user access:

* Show agent wage field—Controls user access to view the Hourly Wage field in WFM Web for
Supervisors Configuration > Agents > Properties pane. It also controls whether the user will see
agent wage information in the Agent Properties report.

* Show unassigned agents—Controls whether the selected user can view unassigned agents that
appear in all lists where agents appear. The lists appear in the Organization module in Sites >
Teams > Add Agents and Sites > Agents > Add Agents.

New agents without logins (or with logins to multiple switches) are imported automatically during
synchronization even if the Show unassigned agents option is turned off for the user who triggers
synchronization; although they are not visible to this user. The only security for these new agents is Tenant
security.

e Allow Backup/Restore—Controls user access to the WFM Database Utility to perform backups and
restores. If cleared, the user cannot log into the Database Utility. For more information on this utility,
see the Workforce Management Administrator's Guide.
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Configuration Role Privileges

Some privileges under Configuration are Supervisor views in the Configuration module (Read,
Edit, Add/Delete, Access Backend Configuration, and Skills settings are not). Select the check box
next to each privilege to give the selected user access to configure items related to that privilege.

The role privileges under Configuration provide the following user access:

¢ Roles/Users

* Agents

Read—Controls user access to view all panes within the Agents views. If unchecked, all other
privileges under Agents are also unchecked.

Allow Move—Controls whether this user can move agents to a different team, site, or business
unit.

Edit Properties—Controls whether this user can edit items in the Properties pane in the Agents
view.

Edit Activities—Controls whether this user can edit items in the Activities pane in the Agents
view.

Edit Contracts & Rotating Patterns—Controls whether this user can edit items in the Contracts
& Rotating Patterns pane in the Agents view.

Edit Time Off —Controls whether this user can edit items in the Time Off pane in the Agents view.

Edit Time-Off Bonuses—Controls whether this user can edit items in the Time-Off Bonuses pane
in the Agents view.

¢ Organization

Read—Controls user access to view all panes within the Organization views. If unchecked, all
other privileges under Organization are also unchecked.

Edit—Controls whether this user can edit items in all views and panes within this module.

Add/Delete—Controls whether this user can add and delete items in all views and panes within the
Organization view.

Access Backend Configuration—Controls configuration access to certain panes in this module. If
this right is not assigned to the user these panes are not visible:

e The Configuration pane in Organization > Business Units and Organization > Sites
views.

e The Statistics pane in Activities and Multi-Site Activities views.
Skills—Controls user access to skills configuration in the Organization > Business Units views.

Time Zones—Controls user access to time zones configuration in the Organization view.

¢ Schedule State Groups—Controls whether this user has access to the Schedule State Groups view
in this module. Users with this permission can modify the configuration of these groups.

Read—Controls user access to view all panes within the Schedule State Groups views. If
unchecked, all other privileges under Schedule State Groups are also unchecked.
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* Add/Edit/Delete—Controls whether this user can add, edit, and delete items in all views and panes
within the Schedule State Groups view.

Notifications—Controls whether this user has access to the Notifications view in this module. Users
with this permission can modify the configuration of email notifications in WFM.

Colors in Schedule—Controls user access to custom colors configuration for elements in the schedule.

Shared Transport—Controls user access to shared transport functionality (enabled by default). Clear
this check box to disable.

Time-off Bidding Periods—Controls user access to the Time-Off Bidding Periods view.

* Read—Controls user access to view all panes within the Time-Off Bidding Periods view. If
unchecked, all other privileges under Time-Off Bidding Periods are also unchecked.

» Add/Edit/Delete—Controls whether this user can add, edit, and delete items in all views and panes
within the Time-Off Bidding Periods view.

Activities—Controls access to the Activities and Multi-Site Activities views.

 Read—Controls user access to view all panes within the Activities view. If unchecked, all other
privileges under Activities are also unchecked.

* Add/Edit/Delete—Controls whether this user can add, edit, and delete items in all views and panes
within the Activities view.
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Policies Role Privileges

Most of the items under Policies are all WFM Supervisor views in the Policies module (Read and
Add/Edit/Delete are not). Select the check box next to each privilege to give selected users access
to configure items related to that privilege.

The role privileges under Policies provide the following user access:

 Read—Controls user access to view all panes within the Policies module. If unchecked, all other
privileges under Policies are also unchecked.

* Add/Edit/Delete—Controls whether this user can add, edit, and delete items in all views and panes
within the Policies module.

Time-Off Rules
Contracts

Shifts

Exception Types
Meetings

 Read—Controls user access to view all panes within the Meetings views. If unchecked, all other
privileges under Meetings are also unchecked.

¢ Add/Edit/Delete—Controls whether this user can add, edit, and delete items in all views and
panes within the Meetings view.

Rotating Patterns
Marked Times

Time-Off Types

To have this user receive email notifications when there are time-off requests that require manual
review, select Get Notified About Time-Off Request Status Changes, which appears under
Notifications.
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Calendar Role Privileges

The role privileges under Calendar provide the following user access:

Read—Controls user access to view all panes in the Calendar module. If unchecked, all other privileges
under the Calendar are also unchecked.

Add/Edit/Delete—Controls user access to view, add, and edit agent preferences and exceptions in the
Calendar module.

Prefer/Grant/Decline—Controls user access to grant or decline agent preferences in the Calendar
module.

Edit Time-Off Limits—Controls user access to edit time-off limits in the Calendar module.
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Forecast Role Privileges

The role privileges under Forecast provide the following user access:

* Read—Controls user access to:
* Creating Forecast Scenarios.
* Viewing and edit shared Forecast Scenarios.
* Viewing the Master Forecast.
» Extracting the Master Forecast to their own or shared Scenarios.

e Viewing Historical Data.

If Read is unchecked, all other privileges under Forecast are also unchecked.

¢ Publish—Controls user access to all Read permissions plus permission to publish to the Master their
own Forecast Scenarios or shared scenarios.

Three security options are available under this Forecast Publish right:
* Publish IV to Master Forecast

* Publish AHT to Master Forecast

* Publish Staffing to Master Forecast

If only one or two of these permissions are granted, the user will not have full security access to the
Publish.

Only those users who have access to Publish before migration will have access to the new options after
migration.

¢ View All Scenarios—Controls user access to all Read permissions plus permission to:
* View, edit and share all Forecast Scenarios.
» Extract from the Master Forecast to all Scenarios.

« Edit Historical Data—Controls user access to all Read permissions plus permission to:
» Edit historical data to be used when creating a Forecast Scenario.

* Copy/paste historical data to/from Excel.
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¢ Overlays—Controls user access to all Read permissions plus access to all Overlays functionality in the
Forecast module.
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Schedule Role Privileges

The role privileges under Schedule provide the user access to the actions describe below. Select the
check box next to each item to give permission to perform that action:

* Read Master—Controls user access to view and extract data from the Master Schedule, but not publish
to the Master Schedule. (See the special note below.) If unchecked, all other privileges under Schedule
are also unchecked.

* Edit Master—Controls user access to edit the Master Schedule.

¢ Publish—Controls user access to publish scenarios to the Master Schedule.

e Clean Up Master—Controls user access to clean up the Master Schedule.

* Create Scenario—Controls user access to create scenarios.

* Access Shared Scenario—Controls user access to all schedule scenarios that are marked as Shared.

¢ View All Schedule Scenarios—Controls user access to view all schedule scenarios that are marked as
Shared.

e Build—Controls user access to build schedules.

* Approve Changes—Controls user access to the Changes Approval module, to approve or decline
pending changes in schedules that you or others have made.

¢ Access Overtime Requirements—Controls user access to all scheduled overtime requirements that
are marked as Shared.

¢ Overtime Bidding—Controls user access to the Overtime Bidding view and the ability to create,
modify, and initiate processing of overtime bidding offers.

* Read—Controls user access to view all panes within the Overtime Bidding views. If unchecked, all
other privileges under Overtime Bidding are also unchecked.

* Add/Edit/Delete—Controls whether this user can add, edit, and delete items in all views and panes
within the Overtime Bidding view.

Special Note About Read Master

Check Read Master to give user access to view and extract data from the Master Schedule, but not
publish to the Master Schedule. Use the remaining check boxes under Schedule to give additional
permissions.

When Read Master is selected, the user can:

e Extract data from the Master Schedule to an owned or shared Schedule Scenario.

¢ View their own Schedule Scenarios and/or other Schedule Scenarios designated as shared by the
creator.
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About Scenarios

When working in Web for Supervisors, you can build multiple Schedule Scenarios that may contain
different agents, different types of shifts or rotating patterns, etc. You will eventually decide to
publish all or part of one of these scenarios to the Master Schedule.
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Trading Role Privileges

The role privilege under Trade provides the following user access:

* Trading—Controls user access to trading information in WFM Web for Supervisors.

* Read—Controls user access to view all panes within the Trading module. If unchecked, all other
privileges under Trading are also unchecked.

* Approve Trades—Controls whether users can accept or decline agents’ schedule trade proposals
and add comments in all views and panes within the Trading module.

To have users receive email notifications when there are agent trade requests that require manual
review, select Get Notified About Schedule Trading Status Changes, which appears under
Notifications.

For more information, see Trading.
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Performance Role Privileges

The role privileges under Performance provide the following user access:

 Read—Controls user access to view Performance information in WFM Web for Supervisors. All users who

have the Read privilege for the Performance module can see alerts when the configured thresholds
have been exceeded.

* Update Alerts—Controls user access to modify alert thresholds and save changes in the Alerts view in
the Performance module where users configure thresholds for each metric.

The Alerts function in WFM Web for Supervisors uses Master Forecast and Schedule
data as a baseline for acceptable performance results. If user-defined performance
limits are violated (for example, if too many interactions are being abandoned, or if

service levels fall too low), an Alert warning in the Monitor view notifies that action
may be necessary.

For more information, see Performance Overview.
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Adherence Role Privileges

The role privilege under Adherence provides the following user access:

 Adherence—Controls user access to the Adherence module in WFM Web for Supervisors, which
monitors real-time agent adherence to the schedule.

For more information, see Adherence.
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Reports Role Privileges

The role privileges under Reports provide the following user access:

« Read—Controls the user's read access to all views and panes within the Reports module. If unchecked,
all other privileges under Reports are also unchecked.

¢ Reports Scheduler
* Allow Use of Reports Scheduler—Control user access to the Reports Scheduler, enabling them to

schedule reports generation.
* View All Scheduled Reports—Control user access to view all scheduled reports.

Selecting the check box next to a report enables the selected user to create that report.

For information on how to generate and read Reports, see Reports.

Workforce Management Web for Supervisors Help 289



Configuration Roles

Notification Role Privileges

The role privileges under Notifications provide the following user access:

Selecting the check box for each item enables that notification (the default state). Clearing the check
box disables that option:

* Get Notified About Schedule Trading Status Changes

¢ Get Notified About Time-Off Request Status Changes

* Get Notified About Time-Off Balance-Affecting Changes

¢ Get Notified About Time-Off Bidding Status Changes

Tip
You can set fewer objects (than those in Configuration > Notification > Targets)

for each user that will be notified by the settings in Users > Role Privileges >
Notifications.
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Calendar

The Calendar module contains two sub-modules:

e Select Calendar items to:

* Add availability, days off, exceptions, shifts, time off, and working hours.
* Edit agent exceptions, preferences, and time off.

* Review rotating patterns.

* Change the time zone to view Calendar items' times in the selected by user time zone.

e Select Time-Off Limits to set time-off limits.
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Calendar Items

Tip

The Calendar module includes Calendar Items (this topic) and Time-Off Limits.

EE0OMREER e

The toolbar buttons are across the top of the window and the action buttons are across the bottom of
the window. The Agents and Activities trees are at the top of the Objects pane.

Use the Calendar Items module to add and edit agents' exceptions, preferences, and time off.

e Exceptions are periods of time when agents are engaged in non-work activities.
e Preferences are agent and supervisor requests for particular shifts, days off, availability, and time off.

¢ Rotating patterns are rotating work weeks of shifts, working days, working hours, and/or work activities.
A rotating pattern can be assigned to an agent or a team.

Calendar Module Controls

Toolbar Buttons

Select a view from the drop-down Views menu (on the left side of the toolbar): Calendar Items or
Time-Off Limits.

Icon Name Description
2 Filter Filter the display.
Select whether to include these
— . columns in the table: Team,
= Options

Reason, Comments, Paid Hours,
Hire Date, Submitted.

Add an item (in this view, a
D Add calendar item).

E Edit !Edit the selected calendar
item(s).
Change the status of the
E Prefer selected agent request(s) to
Preferred.
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Icon Name Description

Change the status of the
@ Grant selected agent request(s) to
Granted.

Decline the selected agent
request(s).

T,

Decline

Remove the selected calendar

Delete item(s).

be?

Insert time-off items and
meeting-specific criteria to the
) Update Schedule master schedule. (You must be a
supervisor with edit rights to the
master schedule.)

2] Help Display context-sensitive help.

Time Zone

Select the time zone for this instance of WFM by using the drop-down list that appears below the
toolbar buttons and above the calendars. The following choices appear in the list:
¢ User’s—Specifies the time zone of the current user, as configured for that user in WFM Web.
* If no time zone is configured for the current user, then WFM specifies the default time zone.
* If no time zone is configured, then this option is disabled.
* BU’s—Specifies the time zone of the BU that is selected on the Object pane.
* Site’s/BU’s—Specifies the time zone of the site that is selected on the Object pane.

* |If more than one site is selected, then WFM specifies the time zone of the BU that is selected on the
Object pane.

Local (default)—Specifies that data for every site will be returned in that site's local time zone.

e Configured time zones—Specifies the time zone that you choose from the remainder of items in this
list.

* Each remaining item is a configured time zone (and its relationship to GMT). For example, Pacific
Standard Time, which is 8 hours earlier than Greenwich Mean Time, is presented as PST (GMT-8.0).

Action Buttons
All toolbar buttons also appear in the Actions menu.

In addition, the toolbar buttons Edit, Prefer, Grant, Decline, Delete, Update Schedule, appear as
action buttons at the bottom of the Calendar window.
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Objects Pane

The Objects pane, on the left side of the WFM window, displays the database objects that you can
retrieve.

Agents Tree

The Agents tree displays agents in the Enterprise. The tree is hierarchical from top to bottom:
Enterprise, Business Units, Sites, Teams, and Agents.

Activities Tree

The Activities tree displays activities in the Enterprise. The tree is hierarchical from top to bottom:
Enterprise, Business Units, Multi-site Activities, Activity groups, Sites, and Activities.

Each item in the Object trees has a check box, which is either cleared or selected. Checking an item,
in one of the trees causes a reaction in the other tree: selecting an agent automatically selects the
corresponding activities, and selecting an activity automatically selects the corresponding
agent(s)/team(s)/site(s)/business unit.

Tip
You can simultaneously select items that are located below different sites within the
same business unit. Nothing is selected by default.

About the Calendar Items Module

The Calendar Items module displays agents' shifts, days off, time off, exceptions, and availabilities.
You can filter this display. You can add and edit most types of Calendar items from this display, and
you can edit exceptions, working hours, shifts, and availabilities.

Rotating pattern information is read-only. Rotating patterns appear with an RP: prefix. To change
rotating pattern settings, you must use the Rotating Patterns pane in the Policies module.

Calendar Module Security

The WFM Web defines security access permissions. Users may have full security access to this
module, or they may only be able to work with preferred Calendar items.

If you have limited access, then the Grant, Prefer, and Decline buttons are disabled. You can only
add, edit, or delete calendar items in Preferred status.
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Displaying the Calendar View

To view Calendar items:

1. If the Calendar Items module is not displayed, select Calendar from the Views menu.

2. In the three-month Calendar display, select the date(s) to view. Shift-click selects multiple dates.

3. Click Get data below the Object pane.

Calendar View Columns

Name
Date

Site

Team

Agent

Type

Item

Start time

End time

Status requested

Status actual

Description
Displays the date of the Calendar item.

Displays the site to which the Agent in this row
belongs.

Displays the team to which the Agent in this row
belongs.

Displays the name of the agent who has the
Calendar item. Calendar items can be applied to
sites or teams, but they are displayed and edited
agent-by-agent.

Displays the type of the Calendar item (for
example, part-day exception).

Displays the name of the Calendar item (for
example, Team Meeting or Shift_1).

Displays the time the Calendar item begins. Some
full-day rotating pattern items (Day Off, Any Shift,
and Flexible Shift) do not have start or end times.
For this reason, the Start time and End time
columns are empty for these items.

Displays the time the Calendar item ends. +1
indicates the day after the start time; +2 indicates
two days after the start time. Some full-day
rotating pattern items (Day Off, Any Shift, and
Flexible Shift) do not have start or end times. For
this reason, the Start time and End time columns
are empty for these items.

Displays the status of a Calendar item for a period
that has not yet been included in a schedule, as set
by the user: Granted, Declined, or Preferred.

See Change Preference Status for an explanation of
the statuses. See Requested Status vs. Actual
Status for an explanation of the status that appears
in the status requested and Status actual columns.

Displays the status of the Calendar item as
resolved by Workforce Manager: Granted,
Declined, Preferred, Scheduled, or Not
Scheduled.
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Name Description

See Change Preference Status for an explanation of
the statuses. See Requested Status vs. Actual
Status for an explanation of the status that appears
in the status requested and Status actual columns.

Explains why WFM has set an item's actual status
Reason to Declined. You can display/hide this column by
using the Options dialog box.

Displays any comments or additional information
associated with the Calendar item, including ones
that might have been entered by agents when
requesting the item using WFM Web for Agents. You
can display/hide this column by using the Options
dialog box. This column is not sortable.

Comments/Memo

Displays the number of paid hours for the calendar
Paid Hours item. You can display or hide this column by using
the Options dialog box.

How to Use the Calendar

e Select any single date by clicking it.
e Select multiple dates by holding down Ctrl while clicking them.

¢ Select a range of dates by holding down Shift while clicking them or by clicking the first day and then
dragging the mouse to the last day before releasing the mouse button.

¢ Select the same day of the week throughout a month by clicking that day's header. For example, to
display all Mondays, click Mon.

* Display a different year or month by clicking the year or month drop-down arrow.

¢ Go back a month by clicking <, or advance to the next month by clicking >.

To retrieve specific data:

1. Select a date or range of dates.

2. Select one or more sites, one or more teams, or one or more agents (within one Business Unit) from the
Objects tree.

3. Click Get data.

The table displays Calendar items for the selected site, teams, or agents. You can sort the display by
clicking the header for any column.

You can search the table for particular agents by using the Find Agent dialog box. To open it, select
the table to search and then select Find from the Edit menu or press [Ctrl] + F.

If the full text is too long to appear in a calendar cell, hover your mouse pointer over that cell. The full
text appears in a tooltip.

Workforce Management Web for Supervisors Help 296



Calendar Calendar Items

By default, if another user adds a new exception type while you have the Calendar open, the new exception
type is not selected in the Filter dialog box. To see agents who have an exception of the new type assigned,
open the Filter dialog box and select the check box for the new exception type.

Calendar Object Hierarchy

When you enter more than one kind of Calendar item for an agent at the same time, a hierarchy
determines which takes precedence. The higher priority item appears as Granted, and incompatible
lower-priority items appear as Declined.

The order of priority for exceptions and preferences is:

Granted full-day exceptions.

Granted days off.

Granted full-day time off.

Granted availability.

Granted shifts.

Granted paid (working) hours.

Granted part-day exceptions, granted part-day time off.

Rotating patterns.

© ® N o U A~ WK

Preferred items (including exceptions, paid hours, and time off with preferred status).

Consistency Checks

After you add an exception or preference in the Calendar, the Calendar performs consistency checks
to determine whether it is valid.

To be valid, an exception or preference must:

¢ Fall within the agent's Contract availability hours.
e Fall within activity hours of operation for activities that the agent can perform.

* Be consistent with the Contract paid hours requirements. Unpaid exceptions are added to the paid
hours if they do not violate the Contract availability hours.

In addition, if you are entering multiple part-day exceptions, part-day time off, or a mix of part-day
exceptions and time off, these:

¢ Cannot overlap.

e Must be compatible with a qualifying shift's settings, including meal parameters. (This limitation does
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not apply to full-day time off or days off.)

Preference and Exception Considerations

* You can enter multiple compliant Calendar items for the same day. For example, you can enter a shift
and a day off for the same day. Or you can enter an availability and a shift for the same day if the shift
fits into the availability parameter. WFM Web assigns the item that best fits the agent’s schedule.

* You can enter only one full-day exception of a single type per day. However, you can enter multiple part-
day exceptions of the same type. (WFM Web sets the status of incompatible Calendar items to
Declined.)

* You can add or edit preferences and exceptions even after a schedule has been created for the affected
days. However, if you make changes after building the schedule, you must rebuild the schedule to pick

up the changes.

Explanation of Calendar Colors

The Calendar uses two basic cell colors, light blue and grey, and two colors for selected items, yellow
and white.

Gray indicates a non-selected cell for which data has not been requested. There may be data for that
day or there may not.

Light blue indicates a non-selected cell for which there is data. That is, at some earlier point in this
session you selected this date and clicked Get data.

¢ Yellow indicates a selected cell for which there is data.

¢ White indicates a selected cell for which data has not been requested. There may be data for that day
or there may not.

The calendar uses two text colors, black and red.

* Black indicates that you have not yet requested data for a day, and that cells are not selected.

* Red replaces black when a cell is selected.
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Filter Dialog

Use the Filter dialog box to change which items appear in the Calendar Items module:

1. Select the Calendar tab.
2. Select Calendar Items from the Views menu.
3. Select one or more objects from the Objects pane. An object can be:
* In the Agents tree: a business unit, site, team, or agent
* in the Activities tree: business unit, a multi-site activity, site, activity.
4. Select a date or dates on the Calendar.
5. Click Get data.

6. Click the Filter icon on the Calendar Items module toolbar or select Filter from the Actions menu.
The Filter dialog box appears. It has three tabs:

* Calendar Items lists all exception types, preference types, time-off types, and rotating patterns.

* Status Requested lists all statuses that can appear in the Status Requested column of the
Calendar table.

e Status Actual lists all statuses that can appear in the Status Actual column of the Calendar table.

7. Clear the check boxes for any Calendar items or statuses that you want to hide from the Calendar
display. Or select the check boxes for any currently hidden items that you want to display.

8. Click OK to save your changes or Cancel to restore the existing selections.
The Calendar view is updated to match your selection.

Tip

By default, if another user adds a new exception type while you have Calendar open,
the new exception type is cleared in the Calendar Filter dialog box. To see agents
who have an exception of the new type assigned, open the Filter dialog box and
select the check box for the new exception type.
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Options Dialog

Use the Options dialog box to show or hide columns in the Calendar items table.

Site—The site of the Agent who appears in that row.

Team—The team of the Agent who appears in that row.

Shared Transport—The shared transport to which the agent (displayed in that row) is joined.
Reason—An explanation for why the actual status is different from the requested status.

Comments/Memo—Any comments or memo made when this calendar item was entered or most
recently edited.

Paid Hours—The number of paid hours for the calendar item.
Hire Date—The date that the Agent began work for the company.

Submitted—The date and time that the Calendar item was submitted (by either an Agent or a
Supervisor, depending on the type of Calendar item).

To use the Calendar Options dialog box:

A

o

Select the Calendar tab.

Select Calendar Items from the Views menu.

Select an object from each pane (Agents/Activities) of the Objects pane.
Select a date or dates on the Calendar, and click Get data.

Click the Options button on the toolbar or select Options from the Actions menu.
The Options dialog box opens and lists all available choices.

To display a column, select the check box next to its name. To hide it, clear the check box.

. Click OK to save your settings or Cancel to discard them.

The main Calendar window re-appears, showing the new settings.
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Change Preference Status

Use the Calendar Items module to change the status of an agent's preference, exception, time off, or
working hours (shift and availability) request prior to publishing the schedule.

* Before you publish the schedule, the possible actual status settings are Preferred, Granted, and
Declined.

e After you publish the schedule, the possible actual status settings are Scheduled or Not Scheduled.

Preference Statuses

Before scheduling, a preference can be Granted, Declined, or Preferred. After a schedule is built
for the dates that include this preference, the status can be Scheduled (appears in the schedule) or
Not Scheduled (does not appear in the schedule).

e A Granted preference will appear in the schedule unless it is first removed or unless another
preference is added that out-ranks the first one. If this happens, the status of the lower-ranking
preference changes to Declined.

¢ A Declined preference will not appear in the schedule unless it was declined in favor of a higher-
ranking preference and the higher-ranking preference is later removed before the schedule is built. If
this happens the preference goes back to its original status, which can be Granted or Preferred.

* A Preferred preference may appear in the schedule if it complies with the scheduling constraints and
optimization settings that are configured for your site.

Two columns in the Calendar Items module show the preference status: Status Requested and
Status Actual. See below for an explanation of the two categories.

To change the status of a not-yet-scheduled item:

1. In the Calendar's item column, click the name of the item you want to change.
2. Click an action button for the item's new status: Prefer, Grant, or Decline.

3. Click OK.
The new status appears in the Status columns.

The status can be different in each column, and the Actual Status can differ from the
status that you just assigned. This is because of the way in which the Requested and
Actual Status columns function, as explained below.
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Requested Status vs. Actual Status

Requested Status and Actual Status refer to the two ways in which each exception and preference is
saved.

* Requested Status is the preference's status as entered by the user. If more than one preference is
entered on a particular day, each item is saved to the database with the status that it has when
entered.

¢ Actual Status is the status as resolved by WFM. WFM evaluates all current exceptions and preferences
based on their positions in the calendar object hierarchy. If an agent has multiple preferences for a day,
the Actual Status indicates how WFM has resolved them.

For example, if an agent prefers a full-day time off, that preference is saved in the database as
Preferred. If the agent is then assigned (Granted) a meeting exception for that day, the exception
overrides the preference. WFM evaluates the current set of exceptions and preferences, and notes
the time-off preference as Declined. However, the database maintains the preference status as
Preferred because, until a schedule is generated, the exception can be removed. In this case the
preference would again take effect and the preference Actual Status would change to Preferred.

Tip
Rotating pattern assignments are Granted by default, so they do not need a separate
status saved to the database.
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Add Calendar Items Wizard

Using this wizard, you can add availability, time off, exceptions, days off, shifts, and working hours.
(This wizard is available to supervisors with the appropriate security access.)

To use the wizard:

=

. Select the Calendar pane.

N

. Select Calendar Items from the Views menu.
3. Select an object from the Objects pane:
* From the Agents tree: a business unit, site, team, or agent

* From the Activities tree: a business unit, multi-site activity, site, or activity

N

. Select a date or dates from the Calendar.
5. Click Get data.

6. Click the Add Calendar Item icon on the toolbar or select Add Calendar Item from the Actions menu.
For instructions on filling in each wizard screen, see:

¢ Choose Activities.
* Choose Agents.

¢ Choose Calendar ltems.

Depending upon the choices that you make on the first two screens, you proceed to one of these
screens:

* Add or Edit Start/End Time
e Add or Edit Exceptions

+ Add or Edit Shifts

* Add or Edit Time Off

¢ Comments

The last three screens can also appear when you edit Calendar items.
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Choose Activities

By default, only the activities and multi-site activities that were selected in the (lower) Objects pane
when you chose the Add Calendar Items button are displayed, and all are selected.
1. Change the selections, if necessary.

2. Click Next to continue.

Tip
If you select objects from more than one site, the Choose Calendar Item page

displays a limited list of calendar item types: Availability, Day Off, Time Off,
Exception, and Working Hours.

See also: Add (or Edit) Calendar ltems Wizard.
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Choose Agents

By default, the business unit, sites, teams, and agents that were selected in the Objects pane when
you clicked the Add Calendar Items button are displayed and selected.
1. Change the selections, if necessary.

2. Click Next to continue.

Tip
If you select objects from more than one site, the Choose Calendar Item page

displays a limited list of calendar item types: Availability, Day Off, Time Off,
Exceptions, and Working Hours.

See also: Add (or Edit) Calendar ltems Wizard.
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Choose Calendar Item

To choose a Calendar ltem:

1. Select an item from the Calendar Item Type group of radio buttons.
If you selected agents from more than one site on a previous page, then the list of calendar item types
is limited to: Availability, Day Off, Time Off, Exceptions, and Working Hours.

Depending on your selection here, one of several different screens will appear next. If you select:
* Availability, the next screen is: Choose Start/End Time.

* Day Off, the next screen is: Comments.

* Exception, the next screen is: Choose Exception.

» Shift, the next screen is: Choose Shift.

* Time Off, the next screen is: Choose Time Off.

* Working Hours, the next screen is: Choose Start/End Time.

2. Select an item from the Requested State group of radio buttons: Preferred, Granted, or Declined.

Tip
If you selected Working Hours or Exception, the required state is preset to Granted. If you grant a Day
Off, Scheduler grants the day off regardless of the impact on service levels.

3. Click Next.

Tip
If WFM Web cannot assign some selections, it opens a window that lists the agents, days, and reasons
involved.

See also: Add (or Edit) Calendar Items Wizard.
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Add or Edit Start/End Time

To set the start and end time for availability or working hours:

1. Enter the Start Time.
You can either type the start time directly into the field, or use the up or down arrow to select the time.

Tip
For Working Hours, your selections must fall within agent availability. For Working Hours with a status of
Granted, your selections override a shift with Preferred status and set absolute working hours.

2. Enter the End Time, using the same options.
The Availability or Working Hours duration cannot exceed 36 hours.

3. Select Next Day if the End Time is on the day after the Start Time.

If you select Next Day, the End Time must be before 12:00 noon.

4. Enter any comments you want to make regarding this Calendar item.
5. Click Finish.
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Add or Edit Comments

If you selected Day Off in the Choose Calendar Items screen, the Comments screen appears
when you click Next.

e Type your comments, if you have any, into the Comments text box, and then click Finish.

The Calendar reappears, displaying the new or edited day off.
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Add or Edit Exceptions

If you select Exception on the Choose Calendar Item screen and click Next, the Choose
Exception screen appears.

1. Select an exception type from the Exceptions list. This list shows all of the exceptions that are
available for the selected agent(s).
* Yes, under Paid, indicates that the exception counts as paid time.
* No, under Full Day, indicates a part-day exception.

* Yes, under Convertible, indicates an exception that can be converted to a Day Off.

2. Set the Start Time and End Time, if necessary.

Tip
For part-day and full-day exceptions, you can either type times directly into these text boxes, or use the up
and down arrows to select the times. Click the down and up arrows to control hours. To change minutes,

highlight and type over existing minutes. For example, you could enter a one-minute exception from 10:01 to
10:02.

3. If you select a full-day paid exception, you can select the Specify Paid Hours check box to enter a
duration other than the default number of hours in a work day.
If you check Specify Paid Hours, the Paid Hours text box becomes editable.

Tip
If you enter a start/end time but do not enter a value for Paid Hours, then Paid Hours will equal End Time
minus Start Time (a value known as Standard Hours or Duration).

4. If you want to enter comments or additional information about this exception, type it into the Memos
text box.

Tip
To learn more about memos in Calendar items, see Exception Memos in the Workforce Management
Administrator's Guide.

5. Click Finish.
The Calendar reappears, displaying the new or edited exception.

If WFM Web cannot assign some selections, it opens a window that lists the agents, days, and
reasons involved.
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Multiple Part-Day Exceptions

You can add multiple part-day exceptions for a single day. Certain consistency checks apply:

* The exceptions must be compatible with all shift settings, including meal settings. If they are not, all of
the exceptions are declined.

¢ Part-day exceptions cannot overlap each other or any part-day time-off item.
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Add or Edit Shifts

If you select Shift on the Choose Calendar Item screen, the Choose Shift screen appears when
you click Next.

1. Select a shift name from the Shifts list.
This list shows all shifts that are available for the selected agents and days.

2. Change the Start Time, if necessary.
The drop-down list shows all possible start times for the selected shift, based on the shift's

configuration.

3. Enter or change the End Time, if necessary.
You can either type a time directly into the text box, or use the up or down arrow to select the time. The

field accepts only times that match the selected shift's configured end times.
4. Select Next Day if the End Time is on the day after the Start Time.
5. If you want to enter a comment, type it into the Comments text box.

6. Click Finish.
The Calendar reappears, displaying the new or edited shift.
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Add or Edit Time-Off Items

Use this dialog to add new time-off items or edit existing ones.

If you select Time Off on the Add Calendar Item screen, then the Choose Time Off screen
appears when you click Next.

1.

Select a time-off type from the Choose Time Off list.
This list shows all of the time-off types that are configured for the selected site.

. Select the Show all check box to display all time-off types. Clear this check box to display only the

time-off types that are applicable to the selected agent.

If you select a time-off type that is not associated with a selected agent, then WFM assigns the time off but
does not enforce the time-off balance rules ...except for limits. If the time-off type counts toward time-off
limits, then WFM takes this time-off item into account when calculating limits.

. Optional: select the Full Day check box if the time-off preference is for a full day off.

. Optional: Adjust the Start time and End time for this time-off item, if the default values are not

correct.

. Select the check box Specify Start/End to enable the Start Time and End Time fields, then click

inside each field to modify the default values for hours, minutes, and AM/PM.

. Select Next Day to the right of the End Time text box if duration of the time off ends on the day after

it begins.

. Optional: Specify a nonstandard length of your full-day time-off request.

. Select the Specify Paid Hours check box to enable the Paid Hours field, then click inside and enter or

select a value to specify the exact number of hours in a full day for this particular time-off item. The

Specify Paid Hours check box is enabled only if you selected a paid time-off type in the Choose
Time Off list.

If you are adjusting part-day time-off preferences, remember that all part-day time-off preferences must
comply with all settings for at least one qualifying shift, including meal parameters. You might not need to
adjust this value manually. If you selected a single agent, then the default is the number of paid hours/
minutes configured for the agent's time-off rule, for the time-off type being inserted. If you selected multiple
agents, the default value is 0 (zero).

. Optional: Select the Wait-list check box to specify that the request stays in a Preferred status, if a

time-off request is denied because the time-off limits have already been reached.

The request could eventually be granted by a Supervisor, if an opening becomes available, although
this is not guaranteed.
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10. Optional: Enter a comment inside the Comments text box.

11. Click Finish.
The Calendar reappears, displaying the new or edited time-off item.

If you are entering multiple part-day time-off items, these cannot overlap each other
or any part-day exception.
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Update Schedule Options

Use this functionality to update the selected schedule with time-off calendar items which have the
status Granted, Not Scheduled, Recalled, or Scheduled.

1. Create a Granted Time Off item in the calendar. (Use the Add Calendar Item Wizard.) Its status will be
Granted, Not Scheduled
OR

Select a Time Off item that has Recalled, Scheduled status.

2. Click the Update Schedule icon ( @ ) in the toolbar, or the Update Schedule button at the bottom
right of the WFM window, or select Update Schedule from the Actions menu.

3. Correct any errors. If there are no errors, then the Update Schedule Options dialog box appears,
offering three check boxes which are all selected by default:

* Insert only if there are no errors or warnings
* Show warnings

e Auto commit inserted items

4. Clear any check boxes that you do not wish WFM to obey, and click OK.
The selected Time Off item is published to the Master Schedule.

WFM displays a warning under these circumstances:

* When you insert a full-day Time Off—either from the Calendar or directly into the
Master Schedule—on a day in the Master Schedule that is already a Day Off.

* When you insert a full-day or part-day Time Off—either from the Calendar or directly
into the Master Schedule—on a day in the Master Schedule that already has an
Exception.
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Edit Calendar ltems

To edit a Calendar item:

1. Select an item in the Calendar view's table.
You can edit only one Calendar item at a time.

2. Double-click the selection or click Edit.

The appropriate Edit screen displays. See the table below for a list of the Calendar-item types and the
edit screen that opens for each.

Calendar Item Edit Screen
Availability Add or Edit Start/End Time
Day Off Comments
Exception Add or Edit Exception
Shift Add or Edit Shift
Time Off Add or Edit Time Off
Working Hours Add or Edit Start/End Time

If the calendar item's Exception Type or Time-Off Type has been disassociated from the current site, use
the dialog box that appears to select a new Exception Type or Time-Off Type—one that is still associated
with the current site. You can keep the disassociated Exception Type or Time-Off Type, or you can edit the

calendar item, but not both. Alternatively, you can re-associate the missing Exception Type or Time-Off
Type and then do both.

3. Change the Calendar item's settings as necessary.

Tip

The available settings depend on the type of item that you are editing.

4. Click OK to save your selections, or Cancel to exit without saving them.
The Calendar reappears, displaying any changes that you have saved.

If WFM Web cannot assign some selections, it opens a window that lists the agents, days, and
reasons involved.
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Review Batch Requests Dialog

The Review Batch Requests dialog opens when a supervisor edits (prefers, grants, declines,
deletes, or publishes) time-off requests that fall within a bidding period. WFM batches all agent time-
off requests within that period and marks them as one request. If a supervisor selects only one or two
items in the batch, the dialog opens with a message, such as, You are about to Grant selected items
that are part of a batch request(s), including Time Offs below. Selected action can be applied only to
all listed items at once. Do you want to proceed?

The dialog lists all of the selected time-off items, including the dates, the name of the agent (who is
requesting the time off), the start/end times, and the name of the time-off item. The supervisor can
select Proceed or Cancel.

Tip
You can change the way WFM processes time-off batch requests. See the WFM Server

Application configuration option [Calendar Service] BatchRequest in the Workforce
Management Options Reference.
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Review Calendar Messages Dialog

In the Calendar, if you grant a time-off item that exceeds the time-off limits, Workforce Management
(WFM) returns a warning. WFM presents all warnings as a table in the Review Calendar Messages
dialog box. The columns of the table include the check box column, Team, Agent, Date, and
Message.

If you have Prefer/Grant/Decline and Edit Time-Off Limits permissions within the Calendar
module, you can override the warnings.

1. Select the check box in the leftmost column of each warning that you want to override, or click the
Select All Warnings button.

2. Click the Proceed for Selected button to ignore the warnings and continue.

Tip
Although you can override warnings, you cannot override error messages; their check
boxes are disabled.
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Time-Off Limits

Under the Calendar module, use Time-Off Limits to control the number of agents allowed to take
time off so that you do not adversely affect the ability to meet service objectives. You can configure
time-off limits for the agents who perform a specific activity, all of the agents on a team, or all of the
agents in a site. You can also:

Set limits for the maximum number or maximum percentage of agents who can be on time off at any
one time.

e Set different time-off limits for each timestep during the day, enabling more agents to take time off
during non-peak work periods.

e See the actual numbers percentage of agents who are scheduled for time off and compare your limits
with the actual values.

e Set minimum time-off limits for each timestep. See Setting Minimum Time-Off Limits for details.

Tip

The time-off limits apply to all time-off types that have the Counts toward time-off
limits parameter selected. You cannot set separate time-off limits for each time-off
type.

If the Counts toward time-off limits check box is cleared for a time-off type, no time-off limits apply to
that time-off type.

After the Master Schedule is published, the Calendar service still allows Agents to
enter time-off items. However, these items are automatically resolved as Not
Scheduled, with the Reason /tem is Not Scheduled because different schedule has
already been built for this day. Also, these items are not checked against the time-off
limits, because they are not scheduled. This is normal behavior, because planning
(the Calendar) usually is done before scheduling.

Setting Time-Off Limits

Use this procedure to modify the Time-Off Limits table manually, or use the Set Time-Off Limits
Wizard to set these limits. Also, see Factors Impacting Agent Availability for more information about
the impact of setting time-off limits.

1. Select the Calendar tab.

2. Select Time-Off Limits from the Views menu.

3. Select a site, multi-site activity, team, or activity in the Objects tree. You cannot select a business unit
or an individual agent.

4. Select the period to be displayed in the table: Year (default), Month, or Week. The granularity
associated with the selected period appears in the read-only Granularity text box.
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5. Enter or select a date by using the date-range selector at the top of the window.

If you select a day other than the first day of the selected period, the display defaults to the first day.
For example, if you select Month and then select August 12, the display shows August 1-31.

6. To remove the column from the table, clear the check box beside the name of that column.

8.

9.

The table displays the current data for the object and dates that you selected. See The Time-Off Limits
Table for an explanation of the data presented in each column.

Tip

The set of columns repeats seven times in each row. Each repeat contains the values for one day of the week.

. For each period (represented by a row), enter a value directly into the Max. Agents or Max. % cell, or

both. You can copy and paste values from one cell to another using the standard Windows Copy and
Paste functions. If you enter values into both columns, WFM applies the lower limit.

¢ No Time-Off Limits—Leave the cell blank.
e No Time Off Allowed—Enter 0.

* Some Time Off Allowed—Enter the number or percentage of agents who are allowed to be on
time off.

Cells with gray backgrounds are not editable. They either fall outside the selected period or contain
values that WFM generates automatically.

Tip
If you have chosen Week as the period, the minimum row appears. It displays the lowest limit entered into
any cell. See Setting Minimum Time-Off Limits for how to use this feature.

If you want to set different values for a specific date range, click the Set Values button, which is
located on the Action toolbar, or select Set Value from the Actions menu. See The Set Values Dialog
Box for instructions on using this feature.

To keep your changes, click the Save button, which is located on the Action toolbar, or select Save
from the Actions menu.

If you reduce the time-off limit for a specific period or if you assign agents to another team after a time-off
period is scheduled, the limits for a particular period may be exceeded. In this case, agents retain any
previously planned or scheduled time off, even if the limits are exceeded.
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The Time-Off Limits Table

The Time-Off Limits table displays rows for each week (if the period is Year or Month) or for each
15-minute timestep (if the period is Week).

If you selected the Week period, the table also displays a Minimum row, which displays the lowest
value set in any timestep during the day.

The columns in this table are:

* Week/Timestep—If the selected period is Year or Month, this column contains the dates of each week
in the period. If the period is Week, the column lists each 15-minute timestep in a day.

« Max. Agents—Enter an integer value for the greatest number of agents in the selected site, team, or
activity who are allowed to have time off during the selected period. This must be a whole number, so
fractions are rounded down.

* Max. %—Enter a percentage value for the greatest number of agents in the selected site, team, or
activity who are allowed to have time off during the selected period.

* Max. % Agents—WFM automatically calculates, to the nearest whole number, the maximum number
of agents who can have time off based on the percentage value that you entered. This column is read-
only.

¢ Actual Agents—The actual number of agents in the selected site, team, or activity who are scheduled
for time off during the selected period. If a schedule is unavailable for that day, agents with granted or
preferred Time Off also count as Actual agents with Time Off. This column is read-only.

¢ Actual %—The actual percentage of agents in the selected site, team, or activity who are scheduled for
time off during the selected period. This column is read-only.

Setting Minimum Time-Off Limits
To set minimum limits:

1. Select the Week period.

2. Enter time-off limits in the cells for each timestep.
By default, the minimum row shows the lowest limit entered into any cell of a column.

3. To set the minimum for multiple timesteps at once, enter a value directly into one of the cells in the
Minimum row.
This new minimum value is automatically applied to all cells that contain a lower time-off limit. Cells
with higher time-off limits are unaffected.
The minimum value set in the Week view is displayed as the Daily value in the Year and Month
views.

Tip

Although you cannot view the Minimum row if you select the Month or Year view,
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entering a time-off limit that is lower than the current minimum into either of these
views automatically changes the minimum value shown in the Week view.
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Set Values Dialog

Use the Set Values dialog box to adjust the maximum number or percentage of agents who can
have time off at any one time during a specified period.

e Use this feature to adjust the maximum for periods, such as holiday seasons, when you might want to

have a different maximum value than during the rest of the year.

To use the Set Values dialog box:

1.
2.

7.

Select the Calendar tab.

Select Time-Off Limits from the Views menu.

. Select a site, multi-site activity, team, or activity in the Objects tree. You cannot select a business unit

or an individual agent.

. Select Set Values from the Actions menu, to display the Set Values dialog box.
. Enter a start date and end date for the period.

. Enter a value for one or both of the following fields:

* Max Agent—The maximum number of agents who can have time off during the specified period.
You must enter a positive whole number.

* Max %—The maximum percentage of agents.
* No Time-Off Limits—Leave the text box blank.
* No Time Off Allowed—Enter 0.

« Some Time Off Allowed—Enter the number or percentage of agents who are allowed to be on
time off.

Click OK, or click Cancel to discard your changes.

The Set Values dialog box closes, and the new values appear on the Time-Off Limits table.

Workforce Management Web for Supervisors Help 322



Calendar Time-Off Limits

Set Time-Off Limits Wizard Overview

The Set Time-Off Limits (STOL) wizard enables you to use WFM's best estimates of availability,
possible days off, and other relevant information to set time-off limits for agents.

1. Select Set Limits from the Action menu, or click Set Limits () in the toolbar.
The wizard opens to the first page, Choose Dates.
There are potentially two more screens in the wizard

e Specify Weekly Pattern of Possible Days Off
e Specify Date Range Values of Possible Days Off

You can finish the wizard from any page, unless you select the Estimate possible days off
check box on the Choose Dates page.

2. At each page, select Next (or Finish) after completing your data entry.
After you click Finish, WFM calculates the new limits and modifies the Time-Off Limits table,
according to your choices.

Factors Impacting Agent Availability

When setting time-off limits, be aware that WFM calculates the number of available agents for every
timestep according to:

The start and end of contract availability—The agent is not available outside of the availability interval.

* The earliest start and latest end time of shifts assigned to the contract—This might further limit the
agent's availability interval.

e The activity open hours—Even if the target is not an activity, the agent's availability is limited by the
earliest open and the latest close time of the activities, for which the agent is qualified.

¢ The Rotating Pattern—Strict rotating day-offs, explicitly specified start and end times, and earliest and
latest times of the rotating shift.

Optionally, granted day-offs and full-day exceptions.
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STOL Wizard: Choose Dates

Use the Choose Dates page in the Set Time-Off Limits Wizard (STOL Wizard) to specify the range of
dates for which you will specify Time Off limits and other values.

Enter or select the date that begins the time period
Start Date spin box for time-off limits that are to be estimated and
applied.

Enter or select the date that ends the time period
End Date spin box for time-off limits that are to be estimated and
applied.

Enter a number to specify the maximum
Time-off Limit % field percentage of agents who can be on time off at any
one time.

Enter a number to specify the percentage of agents
Reduce available agents by % field who are to be excluded from the wizard's
calculations.

Select to specify that granted items for agents are

Consider granted Calendar items check box taken into account by the wizard.

Select to specify that the weekly pattern will be
Estimate possible days off check box used in estimates. If this check box is cleared (the
default setting), then this is the final wizard page.

Buttons

* Click Next to continue (if the Estimate possible days off check box is selected) or Finish to end the
wizard (if the Estimate possible days off check box is cleared).

¢ Click Cancel to exit the wizard and make no changes.
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STOL Wizard: Specify Weekly Pattern

Use the table on the Specify Weekly Pattern of Possible Days Off page in the Set Time-Off Limits
Wizard (STOL Wizard) to design a weekly pattern of possible days off for agents, by specifying the
percentage of possible days off for agents for each weekday.

Tip

This page is part of the wizard only if you selected the Estimate possible days off

check box on the previous (Choose Dates) page.

The table has seven rows, one for each weekday (Sunday through Saturday) row, and these columns:

% of days off

Agents with days off

Max %

Total agents

Standard %

Buttons

¢ Click Next to continue or Finish to end the wizard.

Enter a number to specify the percentage of agents
who will receive a day off on each weekday. This is
the only editable column in the table, and it can be
empty to specify that no value was specified. The
value in this column cannot exceed the value in the
Max % column.

This column displays the calculated number of
agents, in decimal format, using the entered
percentage in the % of days off column.

The maximum percentage of agents who can
receive a day off.

The calculated total number of available agents,
averaged for each weekday in the period.

The standard percentage of total agents who can
receive a day off, estimated according to the
minimum/maximum number of days off per week
and the minimum/maximum number of weekend
days off.

¢ Click Cancel to abandon the wizard and make no changes.
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STOL Wizard: Specify Date Range Values

Use the Specify Date Range Values of Possible Days Off page in the Set Time-Off Limits Wizard
(STOL Wizard) to specify the maximum number of agents who can have a day off for each day of the
specified time period.

The table on this page has a single row for every day in the time period (a week, a month, or a year)
that is specified in the Time Off Limits table.

Tip
This page is part of the wizard only if you selected the Estimate possible days off
check box on the previous (Choose Dates) page.

If you specified a weekly pattern on the previous page, then the value for each date is calculated by
multiplying the percentage for the appropriate weekday from the weekly pattern by the total number
of agents, and then dividing by 100.

If you did not specify a weekly pattern, or if the value in the pattern for a corresponding weekday is
empty, then the value for each date is equal to the value for the same date in the Standard column.

The columns in the table are the following:

Displays one row for each day in the date range (a

L week, a month, or a year)

Displays the day of the week for the date in this

Weekday fow.

Enter the number of agents who could receive a
day off on each date. This column contains the only
editable values in the table. All other values are
calculated or fixed. The value in each cell can be as
low as 0 and as large as the corresponding Max
value.

Agents with days off

Displays the calculated maximum number of

Max agents who can receive a day off.

Displays the calculated total number of agents who

Total agents are available for each date.

Displays the calculated "standard” number of
agents who can receive a day off, estimated

Standard according to the minimum/maximum number of
days off per week and the minimum/maximum
number of weekend days off.
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Buttons

¢ Click Finish to end the wizard.

¢ Click Cancel to abandon the wizard and make no changes.
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Forecasts

Tip

Starting in this release, WFM has a new interface for the Forecast module. If you have
landed on this page by accident and are using the new Supervisors interface, see the
"Forecasts" page in the Workforce Management Supervisor Help, which describes the
new Forecast module.

Use the Forecast module to create and edit forecast scenarios, and to publish the best scenario to

the

Master Forecast. See descriptions of the buttons shown in the toolbar image below.

B

& & 0B 0T B

You

can use the forecast views to:

Create forecast scenarios.

View your scenarios and the Master Forecast.

Evaluate volume and staffing estimates for your scenarios and the Master Forecast.
Publish forecast scenarios to, and extract them from, the Master Forecast.

Add or remove activities from a forecast scenario.

Create, modify, and apply forecast templates.

About Forecasting

A forecast is a prediction of activity workloads for one or more sites, and consists of:

Predicted customer-interaction volumes, which include information for phone calls, chat, email,
outbound calling, back-office work, and so on.

Predicted average handling time (AHT).

Staffing (workforce) requirements based on service objectives.

Workforce Management uses these predictions to build optimal schedules for real agents, or for a
generic staff of profiles based on those agents. For links to major forecast help topics, see Creating
and Working with Forecasts, below.

Wo
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Creating and Working with Forecasts

1. The first step in creating a new forecast is to create a forecast scenario for one or more activities using
the New Forecast Wizard. The Wizard General Parameters screen gives the option of creating a scenario
with no forecast numbers (to be supplied later) or basing the scenario on a existing forecast.

2. If you created a scenario with no forecast numbers, open the Scenario Volumes View and use the
Volume Build Wizard to build interaction volume and AHT forecasts for each activity. You can use
various methods to build volume, including entering values, using historical data or templates.

3. Next, open the Scenario Staffing View and build a staffing forecast for each activity.

4. After you create and evaluate your scenarios, publish the best scenario to the Workforce Management
database. This scenario then becomes the Master Forecast. WFM Web builds schedules based on the
data in the Master Forecast.

Watch the Videos

Watch the 4-video series about creating, populating, and publishing forecasts, starting with Video 1.

Using the Forecast Scenarios View

The Scenarios View enables you to open and work with existing scenarios. It also enables you to
create, edit, or delete forecast scenarios, and to publish them to the Master Forecast.

¢ In the Modules tree, click Forecast > Scenarios to activate the Scenarios view.

Using Other Scenario Views

When you open a forecast scenario, the following views appear on a scenario-specific drop-down
menu in the toolbar: Volumes, Staffing, Overheads, and Graphs.

e Click a view to open it.

These view options appear on the Views toolbar's Scenarios drop-down list.

Opening additional scenarios adds their view options to these lists. This enables you to switch among
views for several open scenarios.

¢ To remove a scenario's views from the displayed lists, close that scenario.

Using the Master Forecast Views

If you have access rights to the Master Forecast, then the Modules tree's Forecast branch always
displays three Master Forecast views (regardless of your scenario selections): Master Forecast
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Volumes View, Master Forecast Staffing View, and Master Forecast Graphs View.

e Click these views to open them.

Using Historical Data in Forecasts

In most cases, forecasts are based on historical data.
e |If historical data for interaction volumes and average handling time (AHT) has been imported, you can
create both interaction-volume forecasts and AHT forecasts simultaneously.

e If historical data exists for interaction volume but not for AHT, first create the interaction-volume
forecast using any of the forecasting methods. Then create the AHT forecast using a template.

 If historical data exists for AHT but not for interaction volume, first create the interaction-volume
forecast using templates. Then create the AHT forecast using any of the forecasting methods.

Actions Toolbar

You can use the following buttons on the toolbar (the same commands also appear on the Actions
menu):

Icon Name Description

Opens the Publish Forecast
Wizard, where you can publish a

@ P forecast directly to the master
schedule.
. Opens the Add Activity window,
i Add activity where you can add activities to

this forecast scenario.

Opens the Remove Activity
window, where you can remove
activities from this forecast
scenario.

Remove activity

Saves your changes to this

Save .
forecast scenario.

Save this forecast scenario as a

Save as Template template.

Opens the Volumes Build Wizard,
Build which builds volume data for the
selected activity.

| @ HE &

Opens the Comments window,
¥ Comments where you can enter comments
for each day of the forecast.
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Icon Name Description
= Opens the highlighted scenario,
= Open / Close closes the current scenario.

Controls whether WFM Web's
calculation of aggregated
information includes multi-site
Use multi-site activities activities. You can select this
button only if you first select a
multi-site activity, business unit,
or enterprise in the Objects tree.

Opens the Required Staffing
= Required Staffing dialog box. Use it to modify
required staffing data in the grid.

Opens the Volume Split Wizard,
which splits interaction volumes
from a multi-site activity to site-
specific activities.

= Split

Opens the Budgeting Information
dialog box, where you to specify
the start and end dates of the
target range, paid hours and
wage that are to be used by the
Staffing Forecast Wizard.

5 Budgeting
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New Forecast Wizard

Tip
Starting in this release, WFM has a new interface for the Forecast module. If you have
landed on this page by accident and are using the new Supervisors interface, see the

"Scenarios" page in the Workforce Management Supervisor Help, which describes the
new Forecast module.

Use the New Forecast Wizard (NFW) to create a new forecast scenario. Defining a forecast scenario
involves naming the forecast, defining a forecast date range, adding comments (optional), and
selecting the activities the forecast will cover. You also have the option of basing the scenario on an
existing forecast or building the numbers later.

This is Video 1 in a 4-video series. When you are ready to build volumes for the scenario, watch Video
2.

Link to video
To use the New Forecast Wizard:

1. Select the Forecast tab.

2. Select Scenarios from the Views menu.

3. Click New D on the Forecast Scenarios view toolbar.
The first of the New Forecast Wizard's screens, General Parameters, opens.

4. Fill in the General Parameters screen and then click Next. The Select Activity screen opens.

5. Select one or more activities and then click Finish.

After you create a scenario, you can build interaction volume, AHT, and staffing forecasts, add
comments, and publish the scenario. For details, see Forecast Scenarios Overview.

Terminology Review

To better understand WFM forecasting and scheduling views and dialog boxes, it is helpful to review
certain WFM terminology.

Workforce Management Web for Supervisors Help 332


https://docs.genesys.com/Documentation/WM/8.5.2/SArkHelp/Welcome
https://docs.genesys.com/Documentation/WM/8.5.2/SArkHelp/ForecastMdl
https://player.vimeo.com/video/268859442?title=0&byline=0&portrait=0

Forecasts New Forecast Wizard

Activities

Activities are work items that are tracked and managed using Genesys Workforce Management. On a
general level, example activities are answering inbound calls, responding to email, completing after-
call work, performing scheduled callbacks, and participating in chat sessions. When you create
forecasts and schedules, these activities are typically associated with a specific product, such as
inbound calls for product A, inbound calls for product B, and so on. In the Configuration Utility,
activities are associated with skills. You define separate activities for each site or business unit.

Sites

Sites can be equivalent to switches, which are originally defined in Genesys Administrator and then
imported into WFM via WFM Server. See "Creating Switch Objects" in Genesys Adminsitrator
Extension Help.

You can also create sites that are unrelated to a switch. This is appropriate when switches do not
correlate with your company's organization. For example, a single location could be divided into
multiple entities to reflect divisions along business unit lines.

Sites can use activity sets, which provide a means to combine activities into groups for multi-skilled
scheduling. During that time:

¢ Agents can only work on the activities defined for the activity set.

e Scheduler cannot schedule meals at times that would interrupt the activity set.

Business units cannot use activity sets.

Business Units

A business unit consists of a set of sites that may be grouped together because the agents at the
sites perform the same activity, or for ease of management.

Multi-Site Activities

Multi-site activities combine activities at some or all of the sites in a business unit, as well as
independent sites, for tracking purposes.
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NFW: General Parameters

Use the General Parameters screen in the New Forecast Wizard (NFW) to define your new forecast's
name, dates, and other basic information.

1. In the Name text box, enter a name for the forecast scenario.

2. If you want to base this scenario on one that already exists, select the existing scenario (or the Master
Forecast) from the Based on drop-down list. Otherwise keep None to create a scenario with no
forecast numbers. You can then use the Volumes Build Wizard to populate the forecast.

Basing your new scenario on an existing scenario is a convenient way to build forecasts with frequently
used settings. The wizard takes the dates activities from the source scenario, and applies them to the
new scenario. You can then change these parameters.

3. In the Start date and End date text boxes, enter the scenario's start and end dates.

You can type directly into each text box, use the up or down arrow to modify the displayed date, or click
the button at right to display a calendar.

Tip

The scenario's date range cannot be more than two years.

4. If you want to fill the new scenario with data from the source (Based on) scenario, select the Copy
Data check box.

If you did not select a value from the Based on drop-down list, this check box is disabled.
5. If you want this scenario to be available to other WFM users, select Shared.
6. If you want to enter comments about this scenario, use the Comments text box.

7. Click Next to proceed to the next screen.
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NFW: Select Activity

Use the Select Activity screen in the New Forecast Wizard (NFW) to finish defining your new forecast.

1. Expand the applicable sites or business units.

2. Select the single-site or multi-site activities that you want to be included in this forecast. These are
activities previously defined in the WFM Web.

You can expand business units to display their sites and multi-site activities, and you can expand sites
to display their activities. You can select any number of activities.

By default, all activities are selected when this screen opens. Clear the check boxes for any activities
that you do not want to include in this forecast scenario.

If you selected a value from the General Parameters screen's Based on drop-down list, the activities

that were in the source scenario are selected in the Activities list. You can select any additional
activities, or clear selected ones, to customize this forecast scenario.

Tip

You can add activities to a forecast after it has been created.

3. Click Finish to generate the new forecast.
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Forecast Scenarios

Tip
Starting in this release, WFM has a new interface for the Forecast module. If you have
landed on this page by accident and are using the new Supervisors interface, see the

"Scenarios" page in the Workforce Management Supervisor Help, which describes the
new Forecast module.

After you create a forecast scenario using the New Forecast Wizard, use the Forecast Scenarios View
to open the forecast scenario.

1. Select Forecast from the Home menu on the toolbar.

2. Select Scenarios from the Forecast menu.

N

3. Select a scenario from the list in the data pane, and open it by clicking Open ( ) in the toolbar or by
double-clicking the scenario itself.

4. Select the open scenario's name from the Forecast menu on the toolbar.
All open scenarios appear on the menu.

5. Select one of these views from the <selected scenario name> menu:

* Volumes—Enables you to build, view, and edit a scenario's interaction volume and average handle
time.

e Staffing—Enables you to build, view, and edit a scenario's calculated and required staffing.
* Graphs—Displays your choice of statistics for this forecast, using line charts.
* Overheads—Displays the weekly shrinkage forecast for a selectable period.

6. In the Objects tree, select an activity, multi-site activity, site, business unit or enterprise.

Working with Forecast Scenarios

From the Forecast Scenarios view you can:

¢ View interaction volume and AHT forecasts in the Scenario Volumes view or create interaction volume
and/or AHT forecasts using the Forecast Volumes Build Wizard.

View staffing forecasts in the Scenario Staffing view or create staffing forecasts using the Staffing Build
Wizard.

View the forecast scenario in graph format.

¢ Add comments to the forecast scenario.

Publish forecast scenarios to the Master Forecast or extract from the Master Forecast into a forecast
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scenario.
Some restrictions apply when viewing or deleting Forecast scenarios:

* Users must have access to at least one Activity or Multi-Site Activity in the Forecast scenario to see it.

¢ Users must have access to all Activities and Multi-Site Activities in the Forecast scenario to delete it.

For more information about these restrictions, see the [ConfigService] MSARestrictAccess
configuration option description in the Workforce Management Options Reference. The settings in
this option determine the level of access to Multi-Site Activities in Forecast Scenarios, as described

above.
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Forecast Scenarios View

Use the Scenarios view to create, open and work with existing forecast scenarios. See the toolbar
image below and jump to the button descriptions.

O @ EE Sz

This view also enables you to delete forecast scenarios, publish data from a scenario to the Master
Forecast, and extract data from the Master Forecast to a scenario.

Displaying the Scenarios View

1. Select Forecast from the Home menu on the toolbar.

2. Select Scenarios from the Forecast menu.

Selecting Objects

When the Scenarios view is active, the Objects tree displays existing forecast scenarios in a
hierarchical list. The All Scenarios node expands to display the following options:

My Scenarios Displays scenarios that you have created.
Shared Scenarios Displays shared scenarios created by other users.

Displays unshared scenarios created by other
Other Scenarios users. Visible only if you have the appropriate
access rights. See the Forecast role privileges

You can select All Scenarios or a lower-level option. Your selection retrieves matching scenarios and
inserts them into the Scenarios table.

Reading the Scenarios Table

The Scenarios table appears at the upper right. Its rows display scenarios that match your selection
in the Objects tree. The columns (sortable by clicking the header) display the following information
for each scenario:

Name The scenario's name.

The start and end dates for the forecast in this

Start date, End date scenario.

Owner The name of the user who created the scenario.
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A check mark indicates a shared scenario; an open

Shared box indicates one that is not shared.

Remarks entered by a user who created or edited

Comments .
the scenario.

e Click a row in the Scenarios table to populate the Scenario Properties pane with the scenario's details.

Editing a Scenario

To edit a scenario:

¢ Click its row in the Scenarios table and then click Open on the Actions toolbar or select Open from
the Actions menu.

¢ As an alternative, double-click a scenario.

The controls described below are available if you own, or have access rights to, the scenario.

Toolbar: Managing Scenarios

You can use the following buttons on the toolbar (the same options appear in the Actions menu):

Icon Name Description
D New Opens the New Forecast Wizard.
Opens the New Forecast Wizard,
gk Create Based On... forecast as the default value i

the Based On field.

o Opens the selected scenario from
= SIEET the Scenarios table.
- Closes the selected scenario (and
E- Close prompts you to save unsaved
data).
Opens the Publish Forecast
Wizard for transferring forecast
) Publish information between the selected
scenario and the Master
Forecast.
& Delete Deletes the selected scenario.
E—j, @ Mark as Shared, Changes the sharing status of
Mark as Not Shared the selected scenario.
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Icon

Sort

Scenario Properties—Data Tab

Name

Description

Opens the Sorting dialog box,
which allows sorting by name,
owner, sharing, time of creation,
time of last modification,
scenario start date, or scenario
end date. You can sortin
ascending or descending order.

In the Scenario Properties pane at the lower right, click the Data tab to display the following

controls:

Name
Start date, End date

Owner

Created, Modified

Shared

Comments

Save

Cancel

Enables you to edit the scenario's name.
Displays the scenario's start and end dates.
Displays the name of the scenario's creator.

Displays the scenario's original creation date and
last modification date.

A check mark indicates a shared scenario; an open
box indicates one that is not shared.

Enables you to enter or edit comments about the
scenario.

Click this button to save your changes to the
scenario's name and/or comments.

Click this button to cancel changes, restoring the
scenario's previous name and/or comments.

Scenario Properties—Statuses Tab

Click the Statuses tab (in the Scenario Properties pane at the lower right) to display a table with

the following information:
Activity
Volumes
AHT
Calc. staff

Req. staff

Lists each activity in the scenario, preceded by its
site or Business Unit.

A check mark indicates that interaction volume was
built for this activity.

A check mark indicates that average handle time
was built for this activity.

A check mark indicates that calculated staffing was
built for this activity.

A check mark indicates that required staffing was
built for this activity.
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Scenario Volumes View

Use the Volumes view to build or edit the selected forecast scenario's interaction volumes and
average handle times. See the toolbar buttons image here and their descriptions below.

Beae ke & 2%

This view provides standard date-selection controls and a grid that shows statistics for days or
timesteps.

The following sections cover:

¢ Displaying the Volumes view.
* Setting the data display properties and date range.
* Reading the Data.

¢ Modifying and managing scenario data.

Displaying the Volumes View

To display the Volumes view:

1. Select Forecast from the Home menu on the toolbar.

2. Select Scenarios from the Forecast menu on the toolbar.

&

3. Select a scenario from the list in the data pane, and open it by clicking the Open icon ( ) or by

double-clicking it.

4. Select the open scenario's name from the Forecast menu on the toolbar.
All open scenarios appear on the menu.

5. Select Volumes from the <selected scenario name> menu on the toolbar.

6. In the Objects tree, select an activity, multi-site activity, site, business unit or enterprise.

The view displays a graph above a table, each containing the same statistics, and controls that set
the data display properties for the graph and table.

If you do not see any forecast data, you may need to adjust the Period, Granularity, or Date
controls at the top of the window to reflect those used for the forecast.

Tip
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The grid displays open hours for multi-site activities that you select in the object tree
exactly as it displays them for site activities.

Setting the Data Display Properties and Date Range

Use these controls to customize the data display in the graph and table:

¢ Period drop-down list—Change the time range for the graph and the grid by selecting Year, Month, or
Week.

Planning Period also appears as a value in the Period list if the selected site has a configured planning
period.

If you select Week, you can further adjust each row's time range by selecting 15, 30, or 60 (minutes)
from the Granularity drop-down list.

e Show Statistics drop-down list—Specify what data is displayed in the graph and table by selecting
from these choices: Interaction Volume, AHT, Interaction Volume and AHT.

* Show Columns check boxes—Show (or hide) data columns in the table by selecting or clearing the
Volume, Volume %, and AHT check boxes.

e Use standard date-selection controls (in the upper right portion of the window) to jump to a different
week within the Scenario Forecast's date range.

Reading the Data

The table provides columns that display the following statistics:

Identifies the range of dates or timesteps on this
row. (The column's label and contents depend on
the date range and granularity that you selected
above.)

Week/Time Step

If you select the Month date range, each group of
columns shows statistics for one full day.

[Days or Dates] If you select the Week date range, each group of
columns indicates one day, the top row shows daily
totals, and each lower row shows statistics for one
timestep on that date.
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(Timestep durations depend on the granularity that
you selected above.)

Shows the interaction volume forecasted for each
day or timestep. You can edit these cells' contents,

I replacing the displayed values with whole
numbers.
VY% Shows this row's percentage of the day's total
° interaction volume.
AHT Shows the average handling time.

If you select the Month date range, these columns
Weekly Totals show weekly totals, or averages, for the IV, IV%,
and AHT statistics.

Tip
You can copy and paste data between the grid and a spreadsheet. Before doing so,
clear the Volume % check box so the IV% column is hidden.

To edit the Weekly Totals:

If you selected the period Year or Month, you can click inside the Weekly Totals cell and edit the
value there. Daily values in the same row will automatically adjust their values so that the new
Weekly Total is redistributed according to the original distribution of volume for each day of the
week. This is useful if you have a week in which you believe the volume will be increased, but you
expect the volume to arrive at about the same rate as in your original forecast, day-over-day.

Modifying and Managing Scenario Data

You can use the following buttons on the toolbar (the same commands also appear on the Actions
menu):

Icon Name Description

Opens the Publish Forecast

. Wizard, where you can publish a
@ AL forecast scenario directly to the
master forecast.

Opens the Add Activity window,

@5 Add activity where you can add activities to
this forecast scenario.
Opens the Remove Activity

&5 Remove activity window, where you can remove

activities from this forecast
scenario.
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Forecast Scenarios

Icon Name

E] Save
i Build

@ Comments

Close

i

Use multi-site activities

=] Split

i Adjust

Description

Saves your changes to this
forecast scenario.

Opens the Volumes Build Wizard,
which builds volume data for the
selected activity.

Opens the Comments window,
where you can enter comments
for each day of the forecast.

Closes a selected open scenario,
prompting you to save any
unsaved changes.

Controls whether WFM Web's
calculation of aggregated
information includes multi-site
activities. You can select this
button only if you first select a
multi-site activity, business unit,
or enterprise in the Objects tree.

If you set this button to On, WFM
retains your last selection—in the
current view and for all other
views that contain multi-site
activities—preventing you from
having to click it every time you
want to display data for the
selected multi-site activity.

Opens the Volume Split Wizard,
which splits interaction volumes
from a multi-site activity to site-
specific activities.

Opens a dialog box that enables
you to adjust the volume,
average handling time (AHT), or
both for the Scenario Forecast
Volumes view.
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Volumes Build Wizard

Use the Volumes Build Wizard (VBW) to build volume data for one or more selected activities, using
parameters that you specify.

* Do this if you selected None in the New Forecast Wizard General Parameters window or if you wish
to overwrite an existing Volumes scenario. If the correct Volumes data already exists in the Scenario
Volumes view, you do not need to use this wizard.

Depending on the build method you specify, you might need to import historical data
or create interaction volume, average handling time, or overlap templates before
using this wizard.

This is Video 2 in a 4-video series. You can watch Video 1 here or, when you are ready to staff the
scenario, watch Video 3.

Link to video

To build volume data:

1. Select a Volumes scenario.

2. On the Scenario Volumes View toolbar, click the Build button.
The Volumes Build Wizard's first screen, Select Activities, opens.

3. Complete the Select Activities screen and then click Next.
4. Complete the Select Data Build Method screen and then click Next.

5. The screens/buttons that appear next depend on the selected build method and whether you want to
use an overlap template. If you select:

* Use Value, supply interaction volume and/or average handling time values and click Finish.

* Expert Average Engine, Universal Modeling Engine, or Copy Historical Data, complete the
Select Historical Data screen.

 Template Based, or Use Overlap Templates on the Select Historical Data screen, complete
one or more screens for selecting templates.

* Expert Average Engine or Universal Modeling Engine, complete the Select Events screen.

6. Click Finish in the last screen.

WFM builds the volumes forecast and the Scenario Volumes View reappears, showing your
results.
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Forecasts

Forecast Scenarios

Forecast Volume Build Wizard Screens

The Volume Build Wizard screens are described in these topics:

Select Activities

Select Data Build Method
Select Historical Data
Select Templates

Select Events

Select Events Distribution
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VBW: Select Activities

This is the first screen in the Forecast Volume Build Wizard (VBW). The activities you previously

selected for the scenario in the New Forecast Wizard (NFW) Select Activity screen appear for
selection.

Use the Select Activity screen as follows:

1. Expand business units (if any) to display their sites and multi-site activities, and expand sites to display
their activities.

2. Select all of the activities that you want to be included in this volumes forecast.

You can select multiple activities to build volume forecasts in batch mode when configuration

information for each activity is identical. If you want to use different historical data or build methods for
certain activities, build the volumes for those activities separately.

If you selected an existing forecast instead of <None> from the General Parameters screen's Based
on drop-down list, the activities that were in the source scenario are selected in the Activities list. You
can select any additional activities, or clear selected ones, to customize this forecast scenario.

Tip

You can add activities to a forecast after it has been created.

3. Click Next to continue.
The next wizard screen, Select Data Build Method, opens.
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VBW: Select Data Bulld Method

Use the Select Data Build Method screen in the Volume Build Wizard (VWB) to define how you
want to build your volumes data.
1. Select the statistic(s) you want from the Forecast drop-down list:
* Interaction Volume and AHT
* Interaction Volume

« AHT

2. Under Target Dates, select the date range for the forecast data. The date range cannot be outside the
scenario date range.

3. Select the forecast build Method: Template Based, Expert Average Engine, Universal Modeling Engine,
Copy Historical Data, or Use Value (see definitions below).

4. Click Next to open the wizard's next screen.

The following sections explain the Method options that are available:

Template Based

The default selection. For detailed information about templates, and instructions on how to create
them, see Forecast Templates List View. With template-based forecasting, you can build a forecast
using preconfigured interaction volume and/or average handling time (AHT) templates.

You also can have the template-based forecasting engine apply percentage growth rate to historical
data.

Template-based forecasting is best used by contact centers with very stable interaction patterns or
for activities that can be manually forecast, such as back-office work, media interactions, or outbound
campaigns.

If you select Template Based, after you click Next, the screen that opens depends on the Forecast
type selected at the top of the Select Data Build Method screen.

¢ Interaction Volume and AHT—The Load Interaction Volume Forecast Templates screen opens.

¢ Interaction Volume—The Load Interaction Volume Forecast Templates screen opens.

¢ AHT—The Load Average Handling Time Forecast Template screen opens.
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Expert Average Engine

This method uses the statistical analysis of historical data to produce day-of-week, weekly, and (if
sufficient historical data exists) yearly trend patterns.

The Expert Average Engine requires at least one full week of historical data. For high-quality day-
of-week and weekly results, Genesys recommends that you use a minimum of six weeks' worth of
data.

The Expert Average Engine applies events in a linear fashion, and this linear perspective smooths
out the impact of events across the forecast. Therefore, this engine is best suited to contact centers
with fairly stable interaction patterns.

If you select Expert Average Engine, after you click Next, the Select Historical Data screen opens.
If a selected activity does not have historical data, an error message appears and the Select
Historical Data screen does not open.

Universal Modeling Engine

This method uses a complex algorithm to identify trends and patterns in historical data, which it then
uses to create a forecast.

The Universal Modeling Engine requires one year's worth, or more, of historical data.

The Universal Modeling Engine is configured so that, in its analysis of historical data, it disregards
days that contain special events, if those events don’t occur during the forecast period. This
configuration eliminates misleading noise from the forecasts. However, if a special event does occur
during the forecast period, the Universal Modeling Engine uses the historical data to calculate the
impact of the event, and applies it to the baseline forecast. The Universal Modeling Engine is best
suited to sites with a large quantity of high-quality historical data.

If you select Universal Modeling Engine, after you click Next, the Select Historical Data screen
opens. If a selected activity does not have historical data, an error message appears and the Select
Historical Data screen does not open.

Copy Historical Data

Appropriate selection if you have some historical data, but not enough to use the Expert Average or
Universal Modeling engines. You can combine the historical data with overlap templates, which fill
in gaps in the historical data.

If you select Copy Historical Data, after you click Next, the Select Historical Data screen opens. If a
selected activity does not have historical data, an error message appears and the Select Historical
Data screen does not open.
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Use Value

Appropriate selection if your site activity load is very regular. Applies a specific interaction volume or
AHT to each time interval in the scenario.

If the Forecast type is Interaction Volume and AHT, selecting Use Value enables both the IV and
AHT fields.

If the Forecast type is Interaction Volume, only the IV field is enabled.

If the Forecast type is AHT, only the AHT field is enabled.

1. Enter the appropriate value(s) to be used for each cell in the forecast. For IV, enter number of
interactions per timestep (example: number of interactions per 15-minute interval). For AHT, enter the
number of seconds that represents average handling time.

2. Click Finish.

WFM builds the volumes forecast and the Scenario Volumes View reappears, showing your results.
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VBW: Select Historical Data

Use the Select Historical Data screen in the Volumes Build Wizard (VBW) to define the historical

data time range with the option of using overlap templates. If you selected the Copy Historical
Data method, this screen includes a Growth Rate field.

The Wizard brings up this screen if the Build Method is Expert Average Engine, Universal
Modeling Engine, or Copy Historical Data.

1. Select the Start date of the historical data that you want to use.

* Select the same day of the week as the forecast scenario's first day. For example, if the target start
date is a Tuesday, the historical data Start Date must also be a Tuesday.

2. Select the End date of the historical data.

Tip
If you selected Copy Historical Data on the Select Data Build Method screen, this field is disabled. If the
End date field is enabled:

* You can select a date range as short as one day, or as long as the forecast scenario
for which you are building data.

e The same historical start and end dates are used for all activities selected in the
Select Activities screen.

Tip
Remember that redistributing events does not impact historical data, only the
forecast.

3. If the Build Method is Expert Average Engine or Universal Modeling Engine, you can add
additional historical periods to the list, to specify the exact historical data that you wish to be used (and
ignore any data that you wish not to be used).

* Click Add to add a new row in the Use Historical Data area.

* Highlight a row in the Use Historical Data area and click Delete to remove that row.

Multiple rows cannot overlap each other.

4. If you selected the Copy Historical Data method on the previous screen, enter a number in the
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Growth Rate field. This optional field allows you to increase or decrease the historical data by a
specified percent. The value cannot be less than -100%.

5. The next series of screens depends on the Build Method and whether you clicked the Use Overlap
Template check box.

* If the Build Method is Copy Historical Data and you are not using an overlap template, click
Finish.

* If the Build Method is Copy Historical Data and you are using an overlap template, click Next to
bring up a screen for selecting templates.

* If the Build Method is Expert Average Engine or Universal Modeling Engine, the next screen
depends on whether you want to use an overlap template.

e If you did not check the Use Overlap Templates box, click Next. The Select Events screen
opens.

¢ |If you checked the Use Overlap Templates box, click Next to bring up a screen for loading
templates.
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VBW: Select Templates

Use the screens described below to incorporate templates into your Forecast Volumes scenario. The
Volumes Build Wizard (VBW) gives the option of using the following template types:

* Interaction volume templates

¢ Average handling time templates

* Interaction volume overlap templates

¢ Average handling time overlap templates

The following sections explain the various forecast template screens:

Interaction Volume Templates

The Load Interaction Volume Forecast Templates screen opens if you selected the following in
the Select Data Build Method screen:

Forecast = Interaction Volume and AHT or Interaction Volume.

Methods = Template Based.

1. Select a template from the Templates list on the left.

2. Select Start and End dates for the template.

3. Check days of the week boxes to indicate when the template should be applied.
4

. Click the >>> button.
If you change your mind, click the <<< button.

5. If the Forecast type was Interaction Volume and AHT, click Next.
The Load Average Handling Time Forecast Template screen opens and you must complete that
screen.

Tip

If the Forecast type was Interaction Volume, the Finish button becomes enabled.

6. Click Finish.
WFM builds the volumes forecast and the Scenario Volumes View reappears, showing your results.

An error message appears if WFM Web cannot complete the calculation (for example, if historical
data contains too few timesteps to cover the scenario's activity hours). This applies to all the
template types discussed in this topic.
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Average Handling Time (AHT) Templates

The Load Average Handling Time Forecast Templates screen opens if you selected the following
in the Select Data Build Method screen:

Forecast = AHT or Interaction Volume and AHT. (If Interaction Volume and AHT is selected, the
window

appears after clicking Next in the Load Interaction Volume Forecast Templates screen shown
above.)

Methods = Template Based.

Except for the title and content of the templates list, the screen appears identical to the Load
Interaction Volume Forecast Templates screen.

1. Select a template from the Templates list on the left.

2. Select Start and End dates for the template.

3. Check days of the week boxes to indicate when the template should be applied.

4

. Click the >>> button.
If you change your mind, click the <<< button.

5. Click Finish.
WFM builds the volumes forecast and the Scenario Volumes View reappears, showing your results.

Interaction Volume Overlap Templates

Assume there is some bad data in the historical data. One way to compensate for this is to build an
overlap template.

The Load Interaction Volume Forecast Overlap Templates screen opens if you selected Use
Overlap Template in the Historical Data screen and previously selected the following in the Select
Data Build Method screen:

Forecast = Interaction Volume and AHT or Interaction Volume.

Methods = Copy Historical Data, Expert Average Engine, or Universal Modeling Engine.

Except for the title, content of the templates list, and day of the week check boxes, the screen
appears identical to the Load Interaction Volume Forecast Templates screen.

1. Select an overlap template from the Templates list on the left.

2. Select Start and End dates for the overlap template.

3. Click the >>> button.
If you change your mind, click the <<< button.

4. If the Forecast type was Interaction Volume and AHT, click Next.
The Load Average Handling Time Forecast Overlap Template screen opens (described below) and
you must complete that screen.
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Tip

If the Forecast type was Interaction Volume, the Finish button becomes enabled.

5. Click Finish.
WFM builds the volumes forecast and the Scenario Volumes View reappears, showing your results.

Average Handling Time Forecast Overlap Templates

The Load Average Handling Time Forecast Overlap Templates screen opens if you selected
Use Overlap Template in the Historical Data screen and previously selected the following in the
Select Data Build Method screen:

Forecast = AHT or Interaction Volume and AHT. (If Interaction Volume and AHT is selected, the
screen
appears after clicking Next in the Load Interaction Volume Overlap Forecast Templates screen.)

Methods = Copy Historical Data, Expert Average Engine, or Universal Modeling Engine.

Except for the title, content of the templates list, and day of the week check boxes, the screen
appears identical to the Load Interaction Volume Forecast Templates screen.

1. Select an overlap template from the Templates list on the left.

2. Select Start and End dates for the overlap template.

3. Check days of the week boxes to indicate when the overlap template should be applied.

4.

Click Finish.

WFM builds the volumes forecast and the Scenario Volumes View reappears, showing your results.
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VBW: Select Events

Use the Select Events screen in the Volumes Build Wizard (VBW) to factor events into a Forecast
Volumes scenario.

Prerequisite: You must create events in the Forecast > Overlays module, and assign them to
activities there, before you can add those events to a forecast scenario

¢ An overlay is anything that can be expected to affect the daily interaction volume of the enterprise and,
therefore, staff and schedule requirements.

* An event is a specific instance when an overlay is in effect.

To add events:

1. Select the Enabled check box for the events that you want to include.
Alternatively, you can select the Use All Applicable check box to use all applicable events, whether
the Enabled check box is selected or cleared.

2. If you are using the Universal Modeling Engine, this is all you need to configure. Click Finish.
3. If you are using the Expert Average Engine you can also, optionally:

a. Enter a Spread Over value for each event.
This determines the period that the event affects.

b. Click Days or Hours.
This determines whether the Spread Over value is interpreted as days or hours.

c. Adjust the Initial Impact and/or Ending Impact value, if appropriate.
(The default values are based on the event's configuration. If the event is configured to disregard
historical data, you cannot adjust these values here. You must change the configuration using the
Overlays module.)

d. Click Distribution to view and optionally change the distribution method of the selected overlay.

e. Check the Use All Applicable check box if the forecast build algorithm should use all events or
overlays applicable to the selected activities that fall into the scenario/historical data date range.
When checked, disables the fields and controls that appear above.

f. Click Finish.
WFM Web calculates the volumes and displays them in the Volumes view. An error message appears

if WFM Web cannot complete the calculation (for example, if the historical data contains too few
timesteps to cover the scenario's activity hours).

Redistributing events does not impact historical data, only the forecast.

Workforce Management Web for Supervisors Help 356



Forecasts Forecast Scenarios

VBW: Select Events Distribution

Use the Select Events Distribution screen in the Volumes Build Wizard (VBW) to view and optionally
change the distribution method of the selected overlay in a Forecast Volumes scenario.

Tip
The functionality on this page duplicates the Distribution tab of the Overlays page, if
Always Use Entered Distribution was selected on the Properties tab of that page.

Graph—Displays the same information as the grid below it displays, but in graphical form.

Grid—Displays and allows you to edit the overlay's distribution in the following columns:
e Daily or Hourly Impact—Each row displays an increment during which the overlay will be in effect.
The actual increment (Day or Hour) is configured in Spread.

* Distribution Value—Displays the distribution value of each increment. The default value in each cell is
0.

* If the selected overlay is of the type impacting, then you can enter values from -100 to 9999 into
the grid.

» If the selected overlay is of the type redistributing, then you can enter values from 0 to 100 into the
grid.

If the total of all values in the grid does not equal 100, you will see a warning and will not be able to save
your changes to the overlay.
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Volumes Split Wizard

Use the Volumes Split Wizard to split a forecast scenario for a multi-site activity:

1. Select a Scenario Volumes view that uses multi-site activities.

2. On the Forecast Scenario Volumes view toolbar, click the Split button.

3. In the Split Range Date screen, enter a start and end date for the range and click Next.
4.,

In the Select Multi-site Activities screen, select the check boxes next to the multi-site activities that
you want to split.

Tip

You can select several multi-site activities within the same Business Unit.

5. To include the average handling time forecasts in the split, select Use AHT Forecast and click Next.
If you select Use AHT Forecast but some of the selected activities do not have an AHT forecast, the
result for each of these activities will be 0 for the timestep(s) where AHT=0.

Warning

If you do not select Use AHT Forecast, the multi-site activity AHT is assigned to the local activities. This
overwrites the local activity AHT. If there is no multi-site activity AHT, local activity AHT is simply deleted.

6. If any selected multi-site activity has the type deferred, the wizard will contain additional page: Specify
Service Time. If this is not true, go to step 9.

7. In the Specify Service Time screen, specify the service time for each deferred multi-site activity. This
screen displays a grid with the following columns, with one activity per row:

» Activity—The name of the multi-site activity.
* Service Time Type—A drop-down menu with the following values:

¢ Hours, interrupted time (default selection)—When an interaction is waiting, while the
activity is closed, the time is not being counted in the service level calculations.

¢ Hours, non-interrupted time—When an interaction is waiting, while the activity is closed, the
time is still being counted in the service level calculations.

¢ Business days—The number of business days, including the current day during which the
interaction arrived. If the service level = 100% within one business day, then all interactions
must be serviced on the same day they have arrived, according to open hours.

* Service Time—The nature of this control depends upon your selection in the Service Time Type
column.

e If the granularity is Hours, then this cell in the row is a spin box where you must specify hours,
minutes and seconds; and this value must be greater than 0.
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e If the granularity is Business days, then this cell in the row is a field where you must enter or
select an integer that is greater than 0.

If you switch the granularity from Hours to Business days, WFM Web resets the time value to 0.

8. Click Next.
9. In the Select Activities within Multi-site Activities screen:

a. Select the local (target) activities into which you want to split the multi-site activities. (You can
select several target activities.)

* If you selected Use AHT Forecast in step 5, then you cannot select target
activities that do not have at least one timestep with at least one AHT value
greater than 0.

» If you select Use All Activities, when WFM splits data for interaction volumes,
AHT, and agent availabilities for the selected activities in the scenario, it takes

into account the values for all activities in the specified site, whether selected or
not.

Activities that are not selected are not split; WFM Web simply considers them
when determining the proportions that are split to each selected activity. This
option does not affect the split result if there are no shared multi-skill agents who
work on both selected and unselected activities.

10. To ensure WFM considers the existing Calendar items when splitting the interaction volume among
activities, select the Consider Granted Calendar Items check box.

Click Next.

In the Manual Split Parameters screen, you can enter a percentage in the Split % column for each of the
child activities of multi-site activities or click in the Template column to use a template.

If both Split % and Template are set for any activity, the template values are used for all non empty time
steps. For empty time steps in Template, the specified Split % value is used. To select a template:

a. Select the row in which you want to use a template, click the |—| button.

b. After the Use Template dialog opens, select a template from the list and click OK.

If you click OK without selecting a template, the template field will be empty.
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After the Manual Split Parameters screen is populated as desired, click Finish.
WFM Web displays a Progress dialog box while it splits the activities.

Optionally, click Cancel if you want to cancel the split. After splitting the activities, WFM Web returns to the
Volumes view.

Splitting Volumes by Percentage

You can specify a percentage to allocate the Volumes from a Multi-Site Activity to each Child (Site)
Activity. An interval can be the entire forecast scenario that includes a week, day, and timestep.

At the interval level, when the percentage is specified that is greater than the timestep, WFM
propagates the percentage to the remaining timesteps. If a percentage is not specified for certain
Child Activities, WFM splits the remaining volumes to those activities, by splitting them by availability.
You can specify a different percentage value for each interval.
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Adjust Volumes Dialog Box

Use the Adjust Volume dialog box to adjust the volume, the average handling time (AHT), or both
for a selected Scenario Volumes view.

1. Click Adjust @

on the Forecast Volumes scenario toolbar, to display the Adjust Volumes dialog
box.

2. Click the Target down arrow and select one of the following:

* Interaction Volume
* AHT (average handling time)

¢ Interaction Volume and AHT

3. Decide how (and by how much) to adjust values in the Forecast Volumes grid:

* Select the Adjust By (%) radio button and enter into the field a number to be the percentage by

which to adjust existing values that fall within the date range that is specified by Start Time and
End Time below.

Valid values range from -99% to 999%.
OR

» Select the Set Total radio button and enter into the field a number to be the total by which to

adjust existing values that fall within the date range that is specified by Start Time and End Time
below.

4. Specify the date range to adjust values in the Forecast Volumes grid:

a. In the Start Time field, enter or select a start date and timestep.

Range: any date equal to or later than the date in the upper right of the Forecast Volumes grid;
00-23 hours; 00, 15, 30, or 45 minutes.

b. In the field End Time, enter or select an end date and timestep.
Range: any date later than the Start Time date; 00-23 hours; 00, 15, 30, or 45 minutes.

5. Click OK.
WFM adjusts the forecast and the view reappears, showing your results.
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Scenario Staffing View

Use the Staffing view to edit the selected forecast scenario's calculated and required staffing. See
the toolbar buttons here and their descriptions below.

R e s @B DS &

=N .@_I

This view provides standard date-selection controls and a grid that shows staffing levels for days or
timesteps.

Displaying the Staffing View
To display the Staffing view:

1. Select Forecast from the Home menu on the toolbar.

2. Select Scenarios from the Forecast menu on the toolbar.
3. Select a scenario from the list in the data pane, and open it.
4

. Select the open scenario's name from the Forecast menu on the toolbar.

Tip

All open scenarios appear on the menu.

5. Select Staffing from the <selected scenario name> menu on the toolbar.

6. In the Objects tree, select an activity, multi-site activity, site, business unit, or enterprise.

The view displays a graph above a table, each containing the same statistics, and controls that set
the data display properties for the graph and table.

If you do not see any data, you may need to adjust the Period, Granularity, or Date controls at the
top of the window to reflect those used for the forecast.

Setting the Data Display Properties and Date Range

Use these controls to customize the data display in the graph and table:

* Period drop-down list—Change the time range for the graph and the grid by selecting Year, Month, or
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Week.

Planning Period also appears as a value in the Period list if the selected site has a configured planning
period.

If you select Week, you can further adjust each row's time range by selecting 15, 30, or 60 (minutes)
from the Granularity drop-down list.

¢ Show Statistics drop-down list—Specify what data is displayed in the graph and table by selecting
from these choices: Calculated Staffing, Required Staffing, Calculated and Required Staffing.

* Show Columns check boxes—Show (or hide) data columns in the table by selecting or clearing the
Calculated and Required check boxes.

e Use standard date-selection controls (in the upper right portion of the window) to jump to a different
week within the Scenario Forecast's date range.

Reading the Data

The table provides columns that display the following statistics:

Identifies the range of dates or timesteps on this
row. (The column's label and contents depend on
the date range and granularity that you selected
above.)

Week/Time Step

If you select the Month date range, each group of
columns shows statistics for one full day.

If you select the Week date range, each group of
columns indicates one day. The top row shows daily
totals measured in Full-Time Equivalents
(defined below). Each lower row shows statistics for
one timestep on that date.

(Timestep durations depend on the granularity that

[Days or Dates] you selected above.)
Full Time Equivalent (FTE) is a standard
measurement used within contact centers that
allows the analyst to do an "apples-to-apples"
comparison of the number of agents required to
handle the expected interaction volume, across
activities that may have different open hours,
different planned overheads, and so on.

WEFM provides the number of FTEs for informational
purposes only. It does not affect the Intra-Day
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staffing requirements that WFM produces, which is
the basis for building schedules.

Shows the calculated number of agents for each
day (measured in Full Time Equivalents) or for each
timestep (measured in Single Skill Equivalents).
You can edit these cells' contents. See Req column
for more information on Calculated and Required
Staffing.

Shows the required number of agents for each day
(measured in Full Time Equivalents) or for each
timestep (measured in Single Skill Equivalents).
You can edit these cells' contents.

Calc

WFM populates Calculated Staffing when you
build staffing through the Staffing Build Wizard.
Required Staffing is a user-defined data series. It
can be populated based on data from the
Calculated Staffing data series, or you can copy
and paste data from an external spreadsheet into
these columns. When building schedules, the Use
Required option lets you base a schedule on
Calculated or Required Staffing. This allows you
to take the staffing forecast that WFM provides and
adjust it in a user-defined way.

Req

If you select the Week date range, the columns at
[Weekly Totals] right show weekly totals for the displayed
statistics.

Tip

You can copy and paste data between the grid and a spreadsheet.

Modifying and Managing Scenario Data

You can use the following buttons on the Actions toolbar (these commands also appear on the
Actions menu):

Icon Name Description
Opens the Publish Forecast

. Wizard, where you can publish a
@ R forecast directly to the master
schedule.
. Opens the Add Activity window,
i Add activity where you can add activities to

this forecast scenario.
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Icon Name

Remove activity

Save

0 |&

i) Save as template

g Build

@ Comments

Close

¥

Use multi-site activities

1

Required staffing

T Split

Budgeting

Description

Opens the Remove Activity
window, where you can remove
activities from this forecast
scenario.

Saves your changes to this
forecast scenario.

Opens the Save as Template
dialog box, where you can save
data from this scenario as a
forecast template.

Opens the Staffing Build Wizard,
which builds staffing data for the
selected activity.

Opens the Comments window,
where you can enter comments
for each day of the forecast.

Closes this scenario, prompting
you to save any unsaved
changes.

Controls whether WFM Web's
calculation of aggregated
information includes multi-site
activities. You can select this
button only if you first select a
multi-site activity, business
unit, or enterprise in the
Objects tree.

If you set this button to On,
WEFM retains your last
selection—in the current view
and for all other views that
contain multi-site
activities—preventing you from
having to click it every time you
want to display data for the
selected multi-site activity.

Opens the Required Staffing
Wizard, where you can set the
forecast's required number of
agents.

Opens the Staffing Split Wizard,
which splits staffing from a multi-
site activity Staffing forecast
scenario.

Opens the Budgeting Information
dialog box, where you can
specify the start and end dates of
the target range, paid hours and
wage that are to be used for FTE
calculations.
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Required Staffing Wizard

Use the Required Staffing Wizard to define required staffing values in a forecast scenario's Staffing
view.

Tip

Before selecting the template option in this dialog box, create templates as needed.

To set required staffing by using this wizard:

1. Open a Forecast scenario, and its staffing view.

E
2. Select Required Staffing from the Action menu or click the toolbar icon ( * ).
The Required Staffing Wizard starts.

3. Select one of the following radio buttons at the Select Data Source screen:
* Load Calculated Staffing—Apply calculated staffing to required staffing with no changes.

a. Click Finish.
The wizard ends here, if you make this choice.

* Load Calculated Staffing, adjusted by—Enter (into the adjacent field) a percentage by which to
adjust calculated staffing, before applying it to required staffing. Valid values are from -99 to 999.

a. Click Finish.
The wizard ends here, if you make this choice.

* Load Calculated staffing, adjusted using overheads—Use the overheads will be selected in the
Select Overheads screen to adjust calculated staffing, before applying it to required staffing.

a. Click Next to display the Select Overheads screen.

b. Select one or more items from the list.
WFM applies the overheads that you select to calculated staffing and saved as required staffing.

c. Click Finish.
The wizard ends here, if you made this choice.

* Use Templates—Apply the staffing templates that will be selected in the Select Templates screen
to required staffing.

a. Click Next to display the Select Templates screen.

b. Select one or more templates from the Templates list on the left side, and click the >> button
to move your selections to the Applied Templates list on the right side.
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Tip
You can modify a template's characteristics after selecting it on the left side and before moving it to
the right side.

c. Optional: Select each template on the left side and adjust its configuration using the controls
below the list: Start Date, End Date, and day of the week check boxes.

d. When you have made all necessary adjustments, click Finish.
The wizard ends here, if you made this choice.

About Required Staffing

Required—staffing data is user-defined staffing requirements for a forecast scenario.

¢ If you have compiled calculated-staffing values, you have the option of setting required staffing to the
same values as calculated staffing.

» Forecasts can contain both calculated and required data. You can build schedules by using either set of
data.

e Required staffing can be composed of a combination of template values, manually entered amounts,
and calculated staffing values.
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Staffing Budgeting Information

Use the Budgeting Information screen to enter the paid hours and wage you want to use in the
forecast.

1. For each field, enter or select the value to apply to the forecast.
2. Click OK.

Target Date Range:

e Start date
¢ End date

Budgeting Information:

¢ Paid Hours a Day
 Hourly Wage

Workforce Management Web for Supervisors Help 368



Forecasts Forecast Scenarios

Staffing Build Wizard

Use the Staffing Build Wizard to build staffing data for a selected single-site activity or multi-site
activity, based on parameters that you provide. For information about building staffing forecasts for
multiple activities, see Staffing Build Wizard for Multiple Activities.

Before using this wizard to build a staffing forecast, take these required actions:

e Build interaction volumes and AHT for activities.
* If necessary, create templates.
e Build a volume forecast for multi-site activity for both IV and AHT.

¢ Be aware that even if there is IV and AHT data for all child activities, this wizard does not
build a staffing forecast for the parent multi-site activity.

This is Video 3 in a 4-video series. You can watch Video 2 here or, when you are ready to publish the
forecast scenario, watch Video 4.

Link to video

To build staffing data:
1. On the Scenario Staffing View toolbar, click the Build button.
The Staffing Build Wizard's first screen, Provide Target Date, opens.
2. Fill in the Provide Target Date screen and then click Next.
3. Fill in the Provide Target Options screen and then click Next.
4. The screen that appears next depends on what kind of activity you are staffing. If you are staffing:

* An Immediate activity, and you select the Use Service Level Objectives check box, the Specify
Service Level Objectives screen opens.
If you do not select Use Service Level Objectives, the Staffing Requirements screen
opens.

* A Deferred activity, the Multimedia Service Level Objectives screen opens.
* A Fixed-Staff activity, the Staffing Requirements screen opens.

5. Fill in each screen that opens, and then click Finish.
The wizard closes and the Scenario Staffing View opens.

6. Alternatively, if you selected Compare results with previous on the second wizard screen, the
Scenario Build Results window opens.
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The types of activities mentioned in the procedure above are described as follows:

* Immediate activity—Work activities that are handled by agents immediately, such as voice calls.

» Deferred activity—Backlog activities, such as email, that use special forecasting calculations.

* Fixed-Staff activity—Non-CTI activities that do not use Workforce Management service objectives.
Fill in each screen that opens, and then click Finish. In some cases, the Staffing Build Wizard
displays values for objectives that were used for the most recent staffing build or the default

forecasting objective values (if these have been specified and there were no previous builds).
Otherwise, the parameter values are left blank.

Forecast Staffing Build Wizard Screens

The Staffing Build Wizard screens are described in the following topics.

* Provide Target Date

¢ Provide Target Options

* Specify Service Level Objectives

¢ Specify Multimedia Service Level Objectives

e Staffing Requirements
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Staffing Build: Provide Target Date

Use the Provide Target Date screen in the Staffing Build Wizard to specify the target date range.

1. Select a Start Date and End Date using the spinner or the calendar.

2. Click Next to continue.
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Staffing Build: Provide Target Options

Use the Provide Target Options screen in the Staffing Build Wizard to specify the options described
below.

Indirectly Occupied Time

At a minimum, enter a value for Indirectly Occupied Time (IOT). IOT is a parameter that helps
define the queuing model that WFM uses when building a staffing forecast. Here is why:

There is a certain pool of agents that WFM considers in its queuing model when determining how
calls would be distributed from the queue to agents. IOT affects the availability of agents to handle
calls. For example, if 10T is defined as 10%, that means that 10% of the time, an agent will not be in
the agent pool (because the agent is off the phone).

To use template data, select the Use Template Data check box and click the Load Templates
button to load the specific templates that you want to be used.

Initial Queue

If the selected activity has the type Deferred, then the Initial Queue field is displayed and inside it
you must enter an integer value that is 0 or greater. You can leave this value empty, to indicate that
the build process will assume that the value is 0.

Select the Save initial queue time in default SL properties check box if you want to save the
initial queue value that you have specified as the new default service level value.

How is the Initial Queue Value Determined?

WFM Server posts a default value in Initial Queue field, based on existing information and
calculations. WFM Server uses the ending queue value of the previous day as the default value. If it is
the first day of Forecast scenario, this value is taken from Master Forecast.

This same value is used in the Contact Center Performance Report > Queue > Forecasted column for
the first day of the new forecasting period after you publish the Master Forecast.

For example, if you have published the Master Forecast for 02/02 - 08/02, the Contact Center

Performance Report > Queue > Forecasted column for 09/02 displays the backlog value that is
proposed in the Staffing Forecast Build wizard for 09/02 in the Initial Queue field.

Tip
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The Initial Queue field is hidden for all activity types except Deferred.

Use Service-Level Objectives

Select this check box to enable the Specify Service Level Objectives screen, later in the wizard.

Save 10T in default SL properties

Select this check box to save the IOT value as the new default value.

Compare Results with Previous

If you want to compare the results obtained from the Staffing Build Wizard with the previous
staffing scenario results, select the Compare results with previous check box.

If you do so, after you have completed the wizard, the Staffing Build Results window opens, showing
a comparison of the new and previous results.

Save default SL objectives

If you are building staffing for a single (or multi-site) Immediate activity type, you can choose to
update some or all of the default service level objectives with the new values you have specified. In
the next step of the Staffing Build Wizard, you'll be able to choose which parameter values to save
as the new defaults by selecting the Update activity default SL objective check box for each
parameter you want to update. You can then apply the updates in one of two ways:

« Remove all is the default setting. For each parameter where the Update activity default SL
objective option is selected, the default service level objective value for that parameter is updated to
the new specified value while the default values (or templates) for all other parameters are cleared.

« When Append selected is selected, the default service level objective value for each parameter where
the Update activity default SL objective option is selected is updated to the new specified value.
The default values for all other parameters remain unchanged.

If you do not select the Update activity default SL objective check box for any parameters, the
default values remain unchanged.

Click Next to open the wizard's next screen.
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Staffing Build: Service Level Objectives

Use the Specify Service Level Objectives screen in the Staffing Build Wizard to define service
level objectives when you are building staffing volumes for an immediate activity.

1. Select the check box(es) for one or more of the following:

* Use Estimated Average Time to Abandon (sec)—This is not a service objective. It is a
parameter that helps define the queuing system model used internally by WFM when building
staffing requirements. The value you configure here should represent the average time it takes
impatient callers to abandon.

* Use Service Level Objective—You can specify that you want a specified percentage of calls
answered in a specified number of seconds. For example, when building a staffing forecast, you
may specify that 80% of calls should be answered in 20 seconds.

* Use Average Speed of Answer Objective—ASA (sec).

* Use Occupancy Objectives—Maximum Occupancy Rate (%). The total amount of time the
agent is actually doing activity work as a percentage of the total amount of time the agent is
available to do activity work. For example, assume an agent has a shift from 8am-5pm, with a
30-minute lunch and 2x15-min breaks. Although the agent's total shift duration is 9 hours, the total
amount of time the agent is actually available for work is 8 hours, after subtracting the time for the
lunch and breaks.

* Use Abandoned Interaction Objective—Maximum Percent of interactions Abandoned (%).

2. Enter values for each objective that you selected.

Tip

When you select an objective's check box, you enable the text boxes for these target levels.

3. If you want to load an existing template to specify an objective's service levels, select Use Template
Data and then click Load Template.
You might want to use a template if the values for the objective are different for different timesteps.
Otherwise, WFM uses the single value that you configure, and applies it across all open hours of the
activity.

4. If you want to update the default service level objective values for the current activity type with the new
values you have specified, select the Update activity default SL objective check box for each
parameter you want to update. When building the staffing, WFM saves these new values as the default
service level objectives for the current activity type.

If you are using templates to specify the parameter values, you can select only one template to save when
choosing to update the default service level objectives for the activity. The Staffing Build Wizard will
prompt you to select the template you want to save. The staffing will be built according to the values of all
selected templates, but only the template selected to be saved will update the default service level objective
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value.

5. Click Finish.
WFM Web calculates the staffing volumes and displays them in the Staffing view. An error message
appears if WFM Web cannot complete the calculation.

Tip
You can see the effect of other values by using the What-If window in the
Performance module.
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Staffing Build: Multimedia Service Level
Objectives

Use the Specify Multimedia Service Level Objectives screen in the Staffing Build Wizard to
define service level objectives when you are building staffing volumes for a Deferred staffing activity,
such as responding to emails.

Use either one of the following two procedures:

1. Fill in the percentage target for % of Deferred Work in

. Enter a value into each of the following fields: Hrs, Min, and Sec.

Q

(e

. Select a radio button from this group:
* Hours (default)—use these controls:
* In the field below this choice, enter hours, minutes, and seconds.
e Select one of these radio buttons: Non-interrupted Time (default) or Interrupted Time.
* Business days—In the field below this choice, enter an integer greater than 0.

c. Select the Save Deferred work in default SL properties check box if you want to save the
multimedia service level values you have specified as the default service level objective values.

d. Click Finish.

— OR —
2. Use the Service Level Template

a. Select the Use Service Level Template.
b. Click Load Template to load an existing template.

c. Select the Save Deferred work in default SL properties check box if you want to save the
multimedia service level values specified in the template as the default service level objective values.

d. Click Finish.

More About Interrupted and Non-Interrupted Time

When WFM calculates staffing, selecting interrupted time or non-interrupted time determines
whether or not the Activity closed hours are counted.

For example, if you select Interrupted Time WFM does not account for the Activity closed hours
when calculating the "idle in queue" time of interactions. If you select Non-interrupted Time WFM
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does account for the Activity closed hours when calculating the "idle in queue" time of interactions.
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Staffing Build: Staffing Requirements

Use the Staffing Requirements screen in the Staffing Build Wizard to define how staffing
requirements are built. You will use this screen for Immediate activities if you do not define any
service objective, or for Fixed-Staff activities.

1. Do one of the following:

* Select Number of Agents Each Time Step and enter the appropriate number in the text box to
the right.

* Select Average Activity Handling Time and enter the appropriate value (in seconds) in the text
box to the right.

* Select Use Staffing Template and click Load Template to load an existing template.

2. Select the Update activity default staffing requirements check box if you want to update the
default staffing requirement values with the new values you have specified.

3. Click Finish.
WFM Web calculates the staffing volumes and displays them in the Staffing view. An error
message appears if WFM Web cannot complete the calculation.
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Staffing Build Wizard for Multiple Activities

Use the Staffing Build Wizard to build staffing data for multiple activities, based on the default
forecasting objectives.

The Staffing Build Wizard uses the default forecasting objectives that were defined for each of the
following activity types (for activities under sites and multi-site activities):

¢ Immediate—Work activities that are handled by agents immediately, such as voice calls.
¢ Deferred—Backlog activities, such as email, that use special forecasting calculations.

* Fixed-staff—Non-CTI activities that do not use Workforce Management service objectives.

You won't be able to make changes to these values when using the wizard to build staffing for
multiple activities.

To get started, select a Site or BU from the Enterprise panel. In the scenario's Staffing view toolbar,
click Build to launch the Staffing Build Wizard.

Step 1: Specify target dates

| NN Staffing Build Wizard

Provide target date

Target Date Range
Start Date: |j08/16/2020] S| @)

End Date: |08/22/2020 &

Previous Finish Cancel H Help
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¢ Use the Provide Target Date screen in the Staffing Build Wizard to select the Target Date Range.

¢ Select the Start Date and End Date for the target date range. By default, the scenario's start and end
date displays.

¢ Click Next.

Step 2: Select activities

[ ] ® Staffing Build Wizard

Select activities

¥ E3Enterprise
« @ &sBuUl
« [¥] B site1
[¥) % Activityl
(] % Activity3
[¥) @& Activity4
4 [ B site2
[¥) % Activity5
[¥] & Activity6
[ ] J# Multi-Site Activity3
[ ] &% New Multi-Site Activity (1559155334345)
[ ] 4#® Trade MSA

e Expand business units to display their sites and activities.
¢ Select the activities you want to build staffing data for.

¢ Click Finish.
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Staffing Build: Results View

If you selected the Compare Results with Previous check box on the first screen of the Scenario
Staffing Build Wizard, the Scenario Staffing Build Results view opens after you click Finish to
complete the wizard.

The graph shows the new calculated staffing compared to the original calculated staffing.
¢ Where the new calculated staffing results in an increased number of agents, the graph shows the area
in red.
* Where the new calculated staffing results in a decreased number of agents, the graph shows the area in

green.

Click Save to keep the new calculated staffing in your scenario, or Discard to return to the original
calculated staffing values.
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Staffing Split Wizard

Use the Staffing Split Wizard to split staffing from a multi-site activity Staffing forecast scenario.

Multi-site Activities

A multi-site activity (virtual activity set) has one or more associated activities (existing activities).
After building calculated and required staffing for a multi-site activity, you can then use this wizard
to split the result between associated activities.

Tip
The Staffing Split Wizard is available only within a Forecast Scenario. You must

add a multi-site activity to the forecast scenario for them to be available for splitting
in Staffing Split Wizard.

To use the Staffing Split Wizard:

1. In a currently-open forecast scenario, select a multi-site activity with already-built staffing values.

2. Click the Split button on the Forecast Scenario Staffing View toolbar.
The first of the Staffing Split Wizard's three screens, Select Multi-site Activities, opens.

3. Select the check boxes next to the multi-site activities that have staffing values you want to be split
between associated activities.
You can select several multi-site activities within the same business unit.

4. Select Use AHT Forecast if you want WFM Web to consider average handling time forecasts when
performing the split and then, click Next.
The wizard's second screen, Select Activities within Multi-site Activity, opens.

5. At the bottom of the pane, enable (enter a check mark) in the Split Required Also check box, if you
want required staffing to also be split.

6. Select the local (target) activities into which you want to split the multi-site activities and then, click
Next.
The wizard's third screen, Specify budgeting data, opens. The top half of the screen displays
a table with a row for each site in the forecast. Each site row contains these columns

* Site

* Activity

* Hours (corresponds to the Paid Hrs/Day text box below the table)
* Wage (corresponds to the Hourly Wage text box below the table)

7. To change an individual value, click a number inside an Hours or Wage cell of the table, and type a
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new value.

8. To change all values in a column of the table at once, click inside the corresponding text box below the
table, and then click Set All.

You can change one, some, or all fields. See the Staffing Build Wizard topic for definitions.
9. Click Finish.
WFM Web displays a Progress dialog while it splits the activities.

10. Optionally, click Cancel in this dialog if you want to cancel the split.
After splitting the activities, WFM Web returns to the Staffing View.
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Scenario Graphs View

Use the Graphs view to display the selected forecast scenario's data in a line chart. See the toolbar
image here and the button descriptions below.

Beaeag DI =e

Displaying the Graphs View
To display the Graphs view:

1. Select Forecast from the Home menu on the toolbar.

2. Select Scenarios from the Forecast menu on the toolbar.
3. Select a scenario from the list in the data pane, and open it.
4

. Select the open scenario's name from the Forecast menu on the toolbar.
All open scenarios appear on the menu.

9]

Select Graphs from the <selected scenario name> menu on the toolbar.

6. In the Objects tree, select an activity, multi-site activity, site, business unit or enterprise.

The view displays a graph above a table, each containing the same statistics, and controls that set
the data display properties for the graph and table.

If you do not see any data, you might need to adjust the Period, Granularity, or Date controls at
the top of the window to reflect those used for the forecast.

Setting the Data Display Properties and Date Range

Use these controls to customize the data display in the graph and table:
e Period drop-down list—Change the time range for the graph and the grid by selecting Year, Month,
Planning Period, Week, or Day.

e Granularity drop-down list—Specify the increments (granularity) in the data display by selecting from
this menu. The available choices depend on your selection in the Period drop-down list:

* If you select Year: Monthly, Weekly, or Daily.

* If you select Month: Weekly or Daily.

* If you select Planing Period: Weekly or Daily.

e If you select Week: 15 (minutes), 30 (minutes), 60 (minutes), Daily.
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e If you select Day: 15 (minutes), 30 (minutes), or 60 (minutes).

* Show Statistics drop-down list—Specifies what data is displayed in the graph and table. Select from
these choices: Interaction Volume, AHT, Interaction Volume and AHT, Calculated Staffing,
Required Staffing, Calculated and Required Staffing, Calculated and multi-skill calculated
staffing. Columns in the table are displayed accordingly to the selected statistic.

¢ Use standard date-selection controls (in the upper right portion of the window) to jump to a different
week within the Scenario Forecast's date range.

Reading the Graph and Legend

The graph shows the statistics, dates, period, and granularity that you select. The vertical axis
indicates the units shown. If you display multiple statistics, the right and left vertical axes display
different units for the two statistics, when necessary.

The Legend, at the bottom, identifies the colors that the graph uses to represent particular statistics,
events, or historical data. The Legend changes depending on the statistics that you select. Special
events appear as markers on the graph.

Modifying and Managing Scenario Data

You can use the following buttons on the Actions toolbar (the same commands also appear on the
Actions menu):

Icon Name Description

Opens the Publish Forecast

. Wizard, where you can publish a
@ Sl forecast directly to the master
schedule.

Opens the Add Activity window,
Add activity where you can add activities to
this forecast scenario.

&

Opens the Remove Activity
window, where you can remove
activities from this forecast
scenario.

Remove activity

Saves your changes to this

Save )
forecast scenario.

Opens the Comments window,
Comments where you can enter comments
for each day of the forecast.

4 @ &

Closes a selected open scenario,
Close prompting you to save any
unsaved changes.

¥
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Icon Name Description

Controls whether WFM Web's
calculation of aggregated
information includes multi-site
activities. You can select this
button only if you first select a
multi-site activity, business
unit, or enterprise in the
Objects tree.

Use multi-site activities

If you set this button to On,
WEFM retains your last
selection—in the current view
and for all other views that
contain multi-site
activities—preventing you from
having to click it every time you
want to display data for the
selected multi-site activity.

- Opens the Options dialog box,
H Options where you can further customize
the graph.
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Load Forecast Template Window

Use the Load Forecast Template window to select a forecast template. This window opens when
you:

* Select Use Templates and click the Load Templates button in these Staffing Build Wizard screens:
Provide Budgeting and Overhead Data, Specify Service Level Objectives, and Staffing Requirements.
The window title includes the template type; for example, Load Indirectly Occupied Time %
Forecast Templates.

¢ Select Template Based and click Next in the Volumes Build Wizard.

The template's type, and its associated activity, match your selections in the previous view or
window.

To use this window:
1. Select a template in the list of available Templates at the upper left.
The list shows each source template's name and, for overlap templates, its date range.

2. Select a Start date and End date at the lower left, using the date-selection controls.
The date range that you can specify depends on the context from which you opened this window. For
non-overlap templates, you cannot select dates outside the selected template's date range, and you
cannot apply templates with overlapping date ranges.

3. Select the check boxes (at the lower left) beside any weekday to which you want to apply this template.

Tip

This does not apply to overlap templates.

4. Click >>> to apply the template.

The template moves into the Applied Templates list at the upper right. That list shows your date and
weekday selections, where applicable.

5. Repeat the preceding steps for any additional templates that you want to apply.
6. Click <<< if you want to remove any of your selections from the Applied Templates list.

7. Click OK to load the templates that you have applied.
You are returned to the window from which you opened the Load Forecast Template window.
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Add Activity Window

Use the Add Activity window to change the activities that are associated with the current forecast
scenario:

1. Select the check box next to any activity that you want to include.
You can select from multiple sites.

2. Click OK.

The previous view reappears. Its displayed data changes to match your selections.
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Remove Activity Window

Use the Remove Activity window to change the activities associated with the current forecast
scenario:

1. Clear the check box next to any activity that you want to remove.
You can clear activities from multiple sites.

2. Click OK.

The previous view reappears. Its displayed data changes to match your selections.
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Add Comments to a Forecast

Use the Comments window to add comments to a forecast scenario. For example, you might want to
add a comment after making manual changes to a scenario, so that you can keep a record of the
changes.

You can add comments only for an activity, not for a site. A Forecast scenario activity can have
numerous comments, including a new comment for each day.

See the following sections:

¢ Adding comments to a forecast scenario.
* Editing existing comments.

* Deleting existing comments.

Adding Comments to a Forecast Scenario

1. Click the Comments button on the Forecast Scenario View toolbar.

2. In the Comments window that appears, click New at the upper right.
The lower panel's label changes to New comment.

3. Adjust the Comment date, using the date-selection controls.
By default, the start date of the forecast appears.

Tip
You cannot select a date outside the forecast scenario's date range. If you try to make more than one

comment per date, an error message alerts you to either select a different date or edit (or delete) that date's
existing comment.

4. Type your comments into the large text box at the bottom left.

5. Click Apply to add your comment to the upper list, or Cancel to discard it.

6. Make any other changes that you want to make in this window and then do one of the following:
* Click Save to save all of your changes and close the Comments window.

* Click Close to discard all of your changes and close the Comments window.

The previous forecast scenario view reappears. Your new comments are now attached to the scenario.
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Editing Existing Comments

1.

o v s W

Click the Comments button on the Forecast Scenario View toolbar.
The Comments window appears. The upper section of the window lists previously entered comments.

. Click an existing comment to select it.

The comment's text appears in the large text box at the bottom left.
Click Edit.

Edit the comment text in the large text box.

Click Apply to save your edits, or Cancel to discard them.

Make any other changes that you want to make in this window, then do one of the following:
* Click Save to save all of your changes and close the Comments window.
* Click Close to discard all of your changes and close the Comments window.

The previous forecast scenario view reappears.

Deleting Existing Comments

. Click the Comments button on the Forecast Scenario View toolbar.

The Comments window appears. The upper section of the window lists previously entered comments.

. Click an existing comment to select it.

The comment's text appears in the large text box at the bottom left.

. Click Delete.

The comment is deleted immediately. There is no confirmation prompt.

. Make any other changes that you want to make in this window; then do one of the following:

* Click Save to save all of your changes and close the Comments window.
* Click Close to discard all of your changes and close the Comments window.

The previous forecast scenario view reappears.
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Forecast Scenario Overheads View

Use the Overheads view to see the overhead data, which WFM uses to forecast shrinkage while
scheduling. See the toolbar image here and the button descriptions below.

Eas O EBEEDR 9

You can perform the following functions:

¢ View totals
e Edit pre-defined overheads (both planned and unplanned)

e Add, edit and delete overheads associated with the current Schedule State Group for specific activity.

Multi-site activities use overhead information that is associated with Schedule State Groups, from
child activities (except for planned and unplanned overheads, which are separate for local and multi-
site activities).

Setting the Grid Properties and Date Range

Use the following options in the Grid properties and Date range panes (near the top) to customize
the grid:

e The grid displays data for a period of a year, a month, the planning period, or a week. To change the
period, click Year, Month, Planning Period, or Week on the Period drop-down list to change the
time range that is shown on each row. (WFM Web prompts you to save any unsaved edits before it
refreshes the display.)

¢ If you select Week, you can further adjust each row's time range by selecting a Granularity of 15, 30,
or 60 minutes.

* Use the standard date-selection controls to jump to a different week within the forecast scenario's date
range.

The Overhead Menu

The Overhead drop-down menu displays a list of the following overheads:

A read-only statistic; the aggregate overhead for

el ] the selected target.

A read-only statistic; the aggregate planned

Total Planned overhead for the selected target.

A read-only statistic; the aggregate unplanned

Total Unplanned overhead for the selected target.
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Displays planned overhead values that are not
associated with any Schedule State Group. (In
Scenario Overheads only, not in Master
Schedule Overheads.)

Planned

Displays unplanned overhead values that are not
associated with any Schedule State Group. (In
Scenario Overheads only, not in Master
Schedule Overheads.)

Displays overhead values that are associated with
this named Schedule State Group and the
target. If the target is a multi-site activity, the

Schedule State Group name is prefixed with the
Schedule State Gl‘oup <name> activity name.

Unplanned

Tip
Not available in Master Schedule Overheads.

e Statistics appear in the Overhead menu for the item that is selected in the Object
pane. If the item is an activity, then the menu lists all Schedule State Group
overheads that are associated with the activity. If the item is a multi-site activity, the
menu lists all Schedule State Group overheads that are associated with its child
activities.

¢ You can edit the Overhead values for activities or multi-site activities.

Managing Scenario Overhead Data

You can use the following buttons on the Actions toolbar (these commands also appear on the
Actions menu):

Icon Name Description

Opens the Publish Forecast

. Wizard, where you can publish a
@ Sl forecast directly to the master
schedule.

Opens the Add Activity window,

Eﬁ Add activity where you can add activities to
this forecast scenario.
Opens the Remove Activity

& Remove activity window, where you can remove

activities from this forecast
scenario.
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Icon Name
E] Save
@ Comments
EK: Close
@ Add Overhead
@ Delete Overhead
g Apply Template

Description

Saves your changes to this
forecast scenario.

Opens the Comments window,
where you can enter comments
for each day of the forecast.

Closes this scenario, prompting
you to save any unsaved
changes.

Starts the Add Overhead Wizard,
which you can use to add
overhead values to be associated
with the Schedule State Group
(SSG) and the target.

Deletes overhead values that are
associated with the SSG and
selected in the Overhead drop-
down menu. The SSG is removed
from the Overhead menu, after
you confirm.

Applies templates for the
overhead that is selected in the
Overhead drop-down menu.

Tip

This button is disabled if one of the
read-only choices (Grand Total,
Total Planned, Total Unplanned) is
selected in the drop-down menu.
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Add Overhead Wizard

The Add Overhead Wizard contains the following pages:

Select Activity Page

This page appears only if the selected target in the Overheads view is a multi-site activity.

1. Select an activity (in the list, each is followed by its site name in parentheses).

2. Click Next.

Select Schedule State Group Page

Use this page to select a Schedule State Group (SSG) from the drop-down list of SSGs that...

e ...belong to the same site as the local activity that was selected in the Object tree or in the Overheads
view if a multi-site activity was selected.

e ...are configured as overhead-related.

Set Initial Value Page

Use this page to specify initial overhead values. Select one of the following radio buttons:
* Initial value—Select, then use the edit control to specify a value for each time step (must be 0 or
more, and less than 100%).

¢ Use template—Select, then click the Load Templates button to use a dialog to select the overhead
template to be applied.
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Publish/Extract Forecasts

Use the Publish Forecast Wizard to transfer unpublished forecast scenarios to the Workforce
Management database's Master Forecast, or to extract Master Forecast information to forecast
scenarios.

The following sections cover:

Publishing to the Workforce Management Database.

e Extracting from the Workforce Management Database.

Why Publish Forecasts?

e Publishing a forecast to the Workforce Management database means that the forecast is final.

Schedules for a particular date range are based on the published (Master) forecast for those dates.

e Until a forecast is published, you cannot calculate certain performance data.

Publishing to the Workforce Management Database

This is Video 4 in a 4-video series. You can watch Video 3 here.

Link to video

To publish a forecast:

1.

In the Forecast Scenarios view's Scenarios Table, select the scenario that you want to publish. Then
click the Publish button on the toolbar.
The Publish Forecast Wizard's Select Action screen appears.

Select Publish to Master Forecast, and then click Next.
The Publish to Master Forecast screen appears.

In the Source Dates section, use the date-selection controls to select the Start date and End date.
In the Target Dates section, use the date-selection controls to select the Start date and End date.

In the Activities list, select which activities you want to publish to the Master Forecast.

The tree shows all activities for which the selected scenario contains data. Expand business
units to display their sites and expand sites to display their activities.

You can select multiple activities from different sites.

. Click Finish.
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Defining Start and End Dates when Publishing

You must understand what is defined by the start and end dates in each section in the procedure
above:

¢ In the Source Dates section—The start and end date values define the date range of information you
want to publish information from the selected scenario. By default, the selected scenario's own start
and end dates appear in these text boxes. You cannot select dates outside the original scenario dates.
The scenario and target start dates occur on the same day of the week.

* In the Target Dates section—The start and end date values define the date range for which you want
to update information in the Master Forecast. By default, these fields' entries match those in the
Source Dates section. Data from a specific weekday is copied only to the same weekday. That is,
forecast information for a Monday is copied to one or more Mondays, depending on the target date
range that you select. The Monday data is not copied to every day within the target date range.

Extracting a Forecast from the Workforce Management Database

To transfer data from the Master Forecast into a forecast scenario:

1. In the Forecast Scenarios view's Scenarios Table, select the scenario to which you want to extract the
data. Then click the Publish button on the toolbar.
The Publish Forecast Wizard's Select Action screen appears.

2. Select Extract from Master Forecast, and then click Next.
The Extract from Master Forecast window appears.

3. In the Source Dates section, use the date-selection controls to select the Start date and End date.
4. In the Target Dates section, use the date-selection controls to select the Start date and End date.

5. In the Activities list, select which activities you want to extract to the target scenario.
The tree shows all activities for which the Master Forecast scenario contains data. Expand
business units to display their sites and sites to display their activities.
You can select multiple activities from different sites.

6. Click Finish.

Defining Start and End Dates when Extracting

You must understand what is defined by the start and end dates in each section in the procedure
above:

¢ In the Source Dates section—The start and end date values define the date range for which you want
to extract information from the Master Forecast. By default, these values match those in the Target
Dates section.

* In the Target Dates section—The start and end date values define the date range for which you want
to update the information in the selected target scenario. By default, the scenario's own start and end
dates appear in the text boxes. For an existing scenario, you cannot select dates outside the scenario's
original date range.
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Graph View Options
Tip

new Forecast module.

Starting in this release, WFM has a new interface for the Forecast module. If you have
landed on this page by accident and are using the new Supervisors interface, see the
"Forecasts" page in the Workforce Management Supervisor Help, which describes the

Use the Options dialog box to customize the display of the Scenario Graphs view, the Master
Forecast Graphs view, or the Historical Data Graphs view.

To use this feature:

1. Select a statistic from the Show Statistics drop-down list.

2. Click the Options button on the toolbar.

The contents of the Options dialog box changes depending on the statistic that you selected.

The table below shows the statistics and the Help topic that explains the corresponding Options

dialog box.

The Options dialog box for the three Staffing statistics (Calculated Staffing,
Required Staffing, and Calculated and Required Staffing) are the same, so a
single topic, Graphs Filters (Staffing), covers all three.

¢ Click the link for a Help topic listed in the table. This takes you to an explanation of the options
available for that statistic in the Options dialog box.

Interaction Volume
AHT

Interaction Volume and AHT (not available in the
Historical Data Graphs view)

Required Staffing (not available in the Historical
Data Graphs view)

Calculated Staffing (not available in the Historical
Data Graphs view)

Calculated and Required Staffing (not available in
the Historical Data Graphs view)

Calculated and Multi-skilled Calculated Staffing (not
available in the Historical Data Graphs view)

Graph View Options (V)
Graph View Options (AHT)

Graph View Options (IV and AHT)
Graph View Options (Staffing)
Graph View Options (Staffing)
Graph View Options (Staffing)

Graph View Options (Staffing)
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Graph View Options (1V)

Use the Options dialog box to customize a Forecast Graphs view whose Show Statistics drop-
down list is set to Interaction Volume (IV):

1. Click the Options button on the Graphs view toolbar.
The Options dialog box opens.
2. Select the check boxes for the options that you want to have displayed in the graphs.

3. Clear the check boxes for those that you want to be hidden.
You can select or clear any number of the check boxes. See the option descriptions below.

4. Click Apply.
The Graphs view is redrawn to match your selections.

Forecast Graphs Display Options

Show Special Events—When selected, graphs display a marker that represents the start of each
event’s impact.

Show Historical Data—When selected, graphs display historical data. Check boxes appear for the
following:

e This Year

* 1 Year Ago

* 2 Years Ago

¢ 3 Years Ago

* 4 Years Ago

* 5 Years Ago

You can independently show or hide the display of multiple prior years' data. Each year's data
appears in a different color.

The Legend identifies what each color represents.
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Graph View Options (AHT)

Use the Options window to customize a Forecast Graphs view whose Show Statistics drop-down
list is set to AHT (average handling time):

1. Click the Options button on the Graphs view toolbar.
The Options window appears.
2. Select the check boxes for the options that you want to have displayed in the graphs.

3. Clear the check boxes for those that you want to be hidden.
You can select or clear any number of the check boxes. See the option descriptions below.

4. Click Apply.
The Graphs view is redrawn to match your selections.

Forecast Graphs Display Options

Show Special Events—When selected, graphs display a marker that represents the start of each
event’s impact.

Show Weighted AHT—When selected, graphs use weighted AHT data rather than a simple average
of AHT data.

Show Historical Data—When selected, graphs display historical data. Check boxes appear for the
following:

e This Year

* 1 Year Ago

* 2 Years Ago

¢ 3 Years Ago

* 4 Years Ago

* 5 Years Ago

You can independently show or hide the display of multiple prior years' data. Each year's data
appears in a different color.

The Legend identifies what each color represents.
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Graphs View Options (IV and AHT)

Use the Options dialog box to customize a Forecast Graphs view whose Show Statistics drop-
down list is set to Interaction Volume and AHT (average handling time):

1. Click the Options button on the Graphs view toolbar.
The Options dialog appears.

2. Select the check box if you want the option to be displayed in the graphs.

3. Clear the check box if you want the option to be hidden.
See the option description below.

4. Click Apply.
The Graphs view is redrawn to match your selection.

Forecast Graphs Display Option

Show Special Events—When selected, graphs display a marker that represents the start of each
event’s impact.
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Graph View Options (Staffing)

Use the Options dialog box to customize a Forecast Graphs view whose Show Statistics drop-
down list is set to one of the following:

Calculated Staffing
* Required Staffing
e Calculated and Required Staffing

Calculated and Multi-skill Calculated Staffing

An Explanation and Caution:

Multi-Skilled Calculated Staffing takes into account how many agents with multiple skills could be
available to work on an activity, and how the occupancy of an average agent would be divided among this
activity and the other activities in his or her skill set.

Multi-Skilled Calculated Staffing is available only if the Multi-Skilled Forecasting option is configured.

See Overview in the Workforce Management Administrator's Guide for a discussion of multi-skilled
forecasting and a description of how to enable multi-skill support.

However, if the Multi-Skill option is not configured, then you will still see Multi-
Skilled Equivalents in the graphical view, but they will be the same as Calculated
Staffing in Single-Skill Equivalents.

Opening the Options Dialog Box

1. Click the Options button on the Graphs view toolbar.
The Options dialog box opens.

2. Select the Show Special Events check box if you want to have that option displayed in the graphs.

3. Clear the check box if you want that option to be hidden.
See the option descriptions below.

4. Click Apply.
The Graphs view is redrawn to match your selections.

Forecast Graphs Display Options

Show Special Events—When selected, graphs display a marker that represents the start of each
event’s impact. This option appears only if the selected activity is immediate.
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Show Secondary Graph—If you select a radio button other than None in this pane, graphs include
an additional line that shows values for one additional statistic. The secondary line is superimposed
in a different color (which is identified in the Legend).

Choose a secondary statistic by selecting only one of the following radio buttons:

* None—No secondary graph.
e Service Level Objective—The requirement for the service level as defined when creating the forecast.

* Service Level—The forecast service level. (Appears only if the selected activity is immediate [not
deferred].)

¢ Service Level Required—The requirement for forecast service level as defined when creating the
forecast. (Appears only if the selected activity is immediate [not deferred].)

* Deferred Service Level—The deferred forecast service level. (Appears only if the selected activity is
deferred.)

* Deferred Service Level Required—The requirement for deferred forecast service level as defined
when creating the forecast. (Appears only if the selected activity is deferred.)

* Forecasted Calculated Queue—The forecast queue, calculated using Staffing Calculated values.
(Appears only if the selected activity is deferred.)

¢ Forecasted Required Queue—The forecast queue, calculated using Staffing Required values.
(Appears only if the selected activity is deferred.)

* Avg Speed of Answer Objective—The requirement for Average Speed of Answer (ASA) as defined
when creating the forecast.

* Avg Speed of Answer—The forecast Average Speed of Answer (ASA).

* Avg Speed of Answer Required—The requirement for Average Speed of Answer (ASA) as defined
when creating the forecast.

* % of Abandons Objective—The requirement for the percentage of interactions abandoned, as defined
when creating the forecast.

* % of Abandons—The forecast percentage of interactions abandoned.

* % of Abandons Required—The requirement for the percentage of interactions abandoned as defined
when creating the forecast.

¢ Maximum Occupancy Objective—The requirement for the maximum time that a logged-in agent
should be handling interactions, as defined when creating the forecast.

¢ Maximum Occupancy—The forecast maximum time that a logged-in agent will be handling
interactions.

¢ Maximum Occupancy Required—The requirement for the maximum time that a logged-in agent will
be handling interactions as defined when creating the forecast.

+ Estimated Budget—The estimated budget based on a full-time working day and hourly rate.

e Hiring Plan—The total number of people, including non-working (on vacation) agents, who are needed
to handle the forecast interaction volume.

* Agent Hours—The number of agent hours that are needed to handle the interaction volume.
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If you selected Use multi-site activity for any target in the object tree, Estimated
Budget, Hiring Plan, and Agent Hours are omitted from this list of secondary
statistics. If you selected fixed-staff activities, you will see only these three
statistics displayed as radio buttons.

Changing the Staffing Totals Display from FTE to Man Hours

When Calculated and Required Staffing is selected in the Show Statistics drop-down list , you can

switch between FTE and man-hours mode in the Graph view by adjusting the view settings in the
interface.

To switch display modes:

1. At the top of the Graph view, above the list of modules, click About in the grey Home toolbar

About  Log oot Help

2. In the WFM Web About dialog, click Settings...

3. In the Settings... list, scroll down to the FRC_STAFFING USE_MANHOURS option and, in the Value

column, enter a check mark in the boolean check box.

4. To edit the selected string in the list, click it twice.
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Forecast Templates
Tip

new Forecast module.

Starting in this release, WFM has a new interface for the Forecast module. If you have
landed on this page by accident and are using the new Supervisors interface, see the
"Templates" page in the Workforce Management Supervisor Help, which describes the

Forecast templates help you create forecasts for sites or business units that have little or no historical
data. In addition, there are other uses for templates. For example, you can create templates for
service objectives, such as Average Speed of Answer, and Service Level. In those cases, forecast
templates are used to apply different values for different periods of the day, instead of using a single

value for the whole day.

Use WFM Web's forecast templates features to:

Select and manage forecast templates:
Edit template values:

View template values in a graph:

Add or remove activities within a template:

Create a new template:

Create a new template from existing data:

See Forecast Templates List View.
See Template Properties: Data Tab.
See Template Properties: Graph Tab.
See Template Properties: Activities Tab.
See New Forecast Template Window.
Tip
You can copy and paste data between a grid and a
spreadsheet. For example, you can copy and paste

from a Scenario Volumes view or Scenario Staffing
view.

See Save as Template Window.
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Forecast Templates List View

Use the Forecast Templates List view to create, edit, and delete forecast templates.

You use these templates to create forecasts for sites or business units that have little or no historical
data. In addition, there are other uses for templates. For example, you can create templates for
service objectives, such as Average Speed of Answer, and Service Level. In those cases, forecast
templates are used to apply different values for different periods of the day, instead of using a single
value for the whole day.

The following sections cover:

* Displaying the Forecast Templates List view
* Using the Templates table

¢ Creating, editing, or deleting templates

Displaying the Forecast Templates List View

1. In the Modules tree, click Forecast > Templates to activate the Templates List View.

2. In the Objects tree, select a business unit, site, or template. Business units and sites expand to display
their templates.

* If you selected a business unit or site, the table on the right-hand pane shows the templates that
correspond to your selection.

* |If you selected a template, the template properties appear in the Data tab.

See Template Properties: Data, Template Properties: Activities, and Template Properties: Graph for
information on the three template properties tabs.

Using the Templates Table
The Templates table shows each template's name, type, associated site, and date range.
To filter the table so that it shows more or fewer templates:
e Select or clear check boxes in the Show Template Types pane at the top.
To select a template for editing or deletion:

e Click the template's row in the table.
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Creating, Editing, or Deleting Templates

You can use the following buttons on the Actions toolbar (these commands also appear in the
Actions menu):

New Opens the New Forecast Template dialog box.

Edit Opens the Forecast Template Properties view for
the selected template.

Delete Deletes the selected template after first displaying

a dialog box asking you to confirm your choice.
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Template Properties: Data Tab

Use the Template Properties view's Data tab to edit a forecast template's values in a table format.

The boxes at the top of the tab contain the template's name, associated site, business unit, type, and
total or average value. The table lists timesteps and corresponding values for the template's
activities.

To edit values:

1. Select the value in the right column, and replace it with the value that you want.

2. Repeat this for other timesteps that you want to change.
You can use the vertical scroll bar on the right to display more timesteps.

3. Click Save to save your changes to the template.
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Template Properties: Graph Tab

Use the Template Properties view's Graph tab to view a forecast template's values in a graphical
format.

To adjust the graph's displayed time interval, use the Display Date drop-down list.

e If you select Whole Period, the graph's horizontal axis indicates:
* Days of the week, for non-overlap templates.
e All dates in the template, for overlap templates.

¢ If you select an individual weekday (for non-overlap templates) or a specific date (for overlap
templates), the horizontal axis indicates timesteps.

The graph's vertical axis identifies the values shown in the graph.
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Template Properties: Activities Tab

Use the Template Properties view's Activities tab to modify the activities associated with a
forecast template:
1. Select the check boxes beside the activities that you want to associate with the template.

2. Clear the check boxes beside the activities that you want to remove from the template.
The check boxes show activities belonging to the business unit or site with which the template is
associated.

3. Use the vertical scroll bar on the right to display more activities.

4. Click Save to save your changes to the template's activities.
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New Forecast Template Dialog

Use the New Forecast Template dialog box to create a new template, but first watch the video.

Link to video

To create a template:

1.

Click New in the Forecast Templates List view toolbar
The New Forecast Template dialog box opens.

. Enter a Name for the template.

In the Associated drop-down list, select the site for which you are building this template.

. Click the Type drop-down list to select the template type.

See a list of template types below.

. Select a template from the Based On drop-down list If you want to use settings from a previously

configured template.
Enter a number for the Initial Value.
If you are creating an overlap template, enter the Start and End dates.

Select the Activities that you want to be associated with this template.

Selecting activities enables you to control which templates are used when forecasting for

specific activities.

. Click OK.

The forecast template is now available in the Forecast Templates List view.

What Does the Intial Value Represent?

The initial value you enter in step 6 of the procedure is a minimum value that applies to all timesteps.
After you have created the template, edit it to adjust the precise values for each timestep. WFM Web

interprets the initial value differently, depending on the type of template. For example, if you are

creating an Interaction Volume template, the initial value might be 8 (calls per timestep). See
Template Properties: Data for details.

Forecast Template Types

¢ Interaction Volume—Number of interactions per timestep. When you save historical IV or AHT for a

multi-site activity as a template, only multi-site activity data are saved, never the sum of underlying

activities.

¢ Average Handle Time—In seconds. See note above.
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e Service Level Percentage—As a percentage. See Special Note at end of this topic.
* Overheads—As a percentage. See Special Note.

* Indirectly Occupied Time—As a percentage. See Special Note.

¢ Maximum Occupancy—As a percentage.

¢ Interaction Volume Overlap—Number of interactions per timestep.

* Average Handle Time Overlap—In seconds.

« Staffing—Number of agents (full-time equivalents) to be scheduled for each timestep. This can be
either calculated by WFM (Calculated Staffing) or set by the user (Required Staffing), or you can
use both Calculated and Required values in a forecast. See Special Note.

* Average Speed of Answer—In seconds. See Special Note.

Special Note

You can create these templates at the business unit level and apply them when building a multi-site
activity staffing forecast.
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Save as Template Dialog

Use the Save As Template dialog box to create a new forecast template from existing data. You can
open this dialog box from:

* Historical Data Volumes View

¢ Master Forecast Staffing View

* Scenario Staffing View
To complete the dialog box:

1. Enter a name for the new template into the Name field.
2. Select the site to which you want this template associated from the Associated drop-down list.

3. Select the template type from the Type drop-down list.
The Based on drop-down list and the Initial Value text box are disabled. You cannot alter their default
entries.

4. Select or enter the Start date and End date into the corresponding fields in the Source Dates area.

For regular (non-overlap) templates, the date range must be one week. If you enter a different date range,
WFM Web automatically adjusts it to one week. Overlap templates, which fill in gaps in historical data, have
specified start and end dates.

5. Select or enter the Start date and End date into the corresponding fields in the Target Dates area.
You can select Target Dates that are different from Source Dates for these template types: IV
Overlap, and AHT Overlap.

6. Select the Activities that you want to be associated with this template.

7. Click OK.
The new forecast template now appears in the Forecast Templates List view.
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Overlays

Tip

Starting in this release, WFM has a new interface for the Forecast module. If you have
landed on this page by accident and are using the new Supervisors interface, see the
"Overlays" page in the Workforce Management Supervisor Help, which describes the

new Forecast module.

You can create and configure overlays in the Forecast module of WFM Web for Supervisors. Overlays
perform the function of factors, and help you track events that might affect interaction volume. For
example, use an overlay to include in your forecast the anticipated effect of a sales promotion or a
marketing campaign.

See also Overlays Primer.

Getting Started

Prerequisite: You must have the security permission Overlays before you can create or configure
overlays or access the action Find Events in the Historical Data Volumes View. It is assignable in
Configuration > Roles > Role Privileges > Forecast Role Privileges.

To use overlays, open the Forecast module in the Modules pane and select Overlays. You can then
see a hierarchy of business units (BUs), sites and overlays on the Object pane below.

To manage the list of Overlays, select a BU or a site in the Objects pane.

To edit an overlay, select it in the Objects pane and make changes in the Data pane.

Managing the List of Overlays

You can use toolbar icons or Actions menu commands to manage the overlays:

1. Select a BU or Site on the Object pane.
A table in the Data pane lists all current overlays.
2. Click an overlay to select its entire row.

3. Select a command from the Actions menu, or an icon from the toolbar:
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Toolbar controls

Icon Name Description
D New Start the New Overlay wizard.
E Edit Edit the selected overlay.
& Delete Delete the selected overlay.

Data Pane Controls

The grid displays all overlays that belong to the selected BU or Site. The grid contains these columns:

Overlay Name of the selected overlay.

The time period over which the overlay is spread;

Spread in days or hours.

Possible values (Impacting or Redistributing)
indicate how the selected overlay will affect
forecast values. You can change this in the
Properties tab by selecting a type:

¢ Calculate Using Specified Initial and Ending

Type
L Impact (select to specify Impacting)

* Always Use Entered Distribution or Always
Calculate Disregarding Impacts and
Distribution (to specify Redistributing)

For each overlay, this column lists the Properties

Usage tab choice for type (see above).

Editing an Overlay

To edit an overlay:

1. Select Overlay in the module pane.
2. Select a BU or Site in the object area.
3. Select an overlay by one of these methods:

* Select an overlay in the object area in the object area (beneath the selected BU or Site).

4],

e Select an overlay in the data area and click Edit

* Double-click an overlay in the data area.

4. Select a command from the Actions menu, or an icon from the toolbar:

» Edit Overlay controls:
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Icon

E] Save

e Select a tab:

Properties tab

Distribution tab

Impacted Activities tab

Events tab

Properties Tab Elements

Name field

This overlay is /abel

Spread Over field

While building forecast use this overlay in the
following way
radio button group

E Calculate distribution

Name Description

Save all changes made to
overlay.

Start the Calculate Distribution
Wizard, which calculates the
distribution of the selected
overlay.

This action is enabled only if
the option Always Use Entered
Distribution is selected.

View and change the main properties of the
selected overlay.

View and change the distribution method of the
selected overlay. Enabled in the Properties tab

by selecting the type Always Use Entered
Distribution.

View and change activities which are impacted
by the selected overlay.

View and change events which are related to
the selected overlay.

You can edit the selected Overlay's name in this
field.

¢ Impacting Forecast Values and
Totals—Specify that this overlay can impact
the forecast by changing forecast’s values and
totals. This option is the default.

e Redistributing Forecast Without Changing
Total—Specify that this overlay must preserve
a forecast’s total for specific period even while

changing the distribution of values inside that
period.

Displays the length of time that the selected
Overlay will occupy.

Edit this field and select one of the two radio
buttons Days or Hours to choose the units. The

value must be greater than 0 (zero) and the default
is set during creation.

e Calculate Using Specified Initial and
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This overlay is applicable to
radio button group

Distribution Tab Elements

Ending Impact—Use the specified initial and
ending impact when building a forecast. This
option enables the Distribution tab and the
fields Initial Impact and Ending Impact beneath
that tab.

Always Use Entered Distribution—Use the
specified (entered) distribution when building a
forecast. This option enables the Distribution
tab.

Always Calculate Disregarding Impacts and
Distribution—Use this overlay, but always
disregard impacts and distribution when
building a forecast. This option disables the
Distribution tab.

IV—Specify that this overlay applies only to
Interaction Volume (1V).

AHT—Specify that this overlay applies only to
Average Handling Time (AHT).

What you see depends upon choices that you made on the Properties page.

e This page is completely disabled if Always Calculate Disregarding Impacts and Distribution was

selected under the Properties tab.

« If Always Use Entered Distribution was selected on the Properties tab:

* Graph—Displays the same information as the grid below it displays, but in graphical form.

* Grid—Displays and allows you to edit the overlay's distribution. Columns:

¢ Daily or Hourly Impact—Each row displays an increment during which the overlay will be in
effect. The actual increment (day or hour) is configured in Spread.

e Distribution Value—Displays the distribution value of each increment. The default value in

each cell is 0.

* If the selected overlay is of the type impacting, then you can enter values from -100 to 9999

into the grid.

* If the selected overlay is of the type redistributing, then you can enter values from 0 to 100

into the grid.

If the total of all values in the grid does not equal 100, you will see a warning and will

not be able to save your changes to the overlay.
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* |If Calculate Using The Specified Initial and Ending Impact was selected on the Properties page:

* Initial Impact field—Use this field to specify the initial impact of the overlay. Range: 0 (the default)
or any positive, negative, or fractional values.

* Ending Impact fie/ld—Use this field to specify the ending impact of the overlay. Range: 0 (the
default) or any positive, negative, or fractional values.

Impacted Activities Tab
(Also a page in the New Overlay wizard.)

This tab lists all activities that correspond to the Factor that is selected in the Object tree.

* Select the check box to the left of each activity in the list, to specify which activities will be impacted by
the selected factor.

* Clear the check box to specify no impact.

Events Tab Elements

The grid on this tab lists all Events in the selected Overlay, one per row. The value in every cell of
this grid is editable. The columns are:

Name Edit the Event name in this cell.
Start Date Edit the start date.
Start Time Edit the start time.
Edit the strength of the event. The range is any
Strength positive value (greater than zero), up to nine digits

and two decimals.
Select this check box if the event should disregard

Disregard Historical Data historical data. Clear the check box to consider
historical data.

Events Controls

Click to add a new row to the grid, with default

e 2T values in the cells.
Delete Event Click to delete the selected event from the grid.
Cancel or Save Click to perform those functions.
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Overlays Primer

In WFM, each event in an overlay represents an abnormality in historical data or in the future—that
is, a fluctuation in Interaction Volume (IV) or Average Handling Time (AHT) that is not one of the usual
seasonal, intra-week, or intra-day trends. If these events point to the same kind of abnormality, one
that has happened multiple times in the past or can happen in the future, then overlay events can be
arranged into overlay groups that are simply called overlays. The most common overlay examples
are advertising campaigns and catalog drops.

An overlay impacts prediction data directly, when the event in a particular overlay is situated over a
prediction interval.

Overlay Types

There are two types of overlay, defined by how WFM calculates their impact on prediction data:

1. A Multiplicative Overlay increases or decreases every step of predictive data by a specific
percentage. That percentage is the overlay's impact distribution, multiplied by event strength. The total
of the interval is affected.

This type of overlay was called a factor before release 7.6.1. Each step (daily or hourly) of predictive
data that is covered by the overlay is adjusted by a certain percentage and multiplied by event
strength.

2. An Overriding Overlay redistributes the volume of an event interval. The total of the interval does not
change. The volume may be moved from one event-step to another.

This type of overlay was introduced in version 7.6.1, when factor was renamed multiplicative overlay. It
is designed to keep the predicted total of the affected period and, instead, adjust the distribution of the
volumes within that period. The events of this overlay type are applied as the last step of prediction.
The seasonal components (intra-day, daily, and yearly) and multiplicative overlays are applied before
overriding overlays are calculated.

The overriding overlay distributes the volumes according to the weight (or the percentage) of each
event-step (daily or hourly). It adjusts the volume of each event-step, so that the event-step receives
its part of the total of the whole event period according to its weight.

For example, an overriding overlay has three event-steps with respective weights of 20, 30, and 50. If
the predicted total of the entire interval is 1,000, then the first event-step will get 200, the second 300,
and the last 500. Note that the initially predicted total of the event-step is not taken into account while
calculating an impact of this overlay type. The weight of an event-step that is determined by the
overlay itself, as well as the predicted total of the whole interval that is affected by the event, are taken
into account.

When the event-step (daily or hourly) is calculated, its total is distributed to 15-minute timesteps
proportionally, to a volume of each time step before the event was applied. So, the intra-day or intra-
hour pattern is preserved.

When the event of an overriding overlay type overlaps with the other event of the same type, it cannot
be calculated, even if both belong to different overlays. However, it can overlap with events of
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multiplicative overlays.

Distributing Event Impact

There are three ways to determine the impact of each event-step, and they apply to both overlay
types:

1. By start-end—The impact distribution of an overlay is determined by specified start and end impact
values. The impact is gradually changed by the same amount for every event-step, from the start value
to the end value. For example, if the starting value is 100 and the ending value is 200, and the overlay
is daily with a length of six days, then the impact on the first day is 100, on the second day 120, and
then 140, 160, 180, and finally 200 on the sixth and final day.

2. By keeping the whole detailed distribution—The overlay saves the impact of each event-step
separately. It can be either precalculated, entered by the user, or mixed.

3. By calculating every time during the prediction (always calculated)—The impact of the overlay
is always calculated during the prediction. For successful calculation, the historical period should
include one or more events that are in the same overlay. The impact of the overlay is determined by
the prediction algorithm, according to historical data, and then used in prediction.

lgnoring Historical Data

Any event under an overlay type may have the Ignore Historical Data flag set, which specifies
whether the historical-data interval data that is covered by that event is used in calculations of
volume prediction or overlay impact (see Calculating Overlay Impact).

If an event does not have the Ignore Historical Data flag set, then the data that is covered by the
event is considered for prediction.

There is no additional processing of historical data that is affected by the event, other than ignoring it
or using it.

Calculating Overlay Impact

The impact of an overlay can be determined by analyzing historical data and is done by prediction
algorithm. The algorithm analyzes the period of historical data, which contains one or more events of
overlay that are to be calculated.

Overlays can be precalculated before starting volume forecasting or during volume forecasting (see
Distributing Event Impact). Given the same historical data and using the same method, the results
should be identical.

Multiplicative overlays are calculated by separating the seasonal component (yearly, daily, or intra-
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day) from the event impact for each event of the overlay in the given historical data. Then, the
impact is divided by event strength and averaged. When the impact is applied to an event on the
prediction interval, it is multiplied by the strength of that event.

In Overriding Overlays, the percentage of each event-step in the total of the whole event period is
calculated for each event, and then averaged.

For example, a historical period has two events in a daily overlay, which is 3 days long. The days of
the first event are 150, 200, 150 (30%, 40%, and 30% of the total, respectively), and the days of the
second event are 150, 150, 200 (30%, 30%, and 40% of the total, respectively). Each event-step (in
this case, a day) is averaged individually, and the overlay is calculated as 30%, 35%, 35%,
respectively.
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Calculate Distribution Wizard

Before using the Distribution wizard, read the Overlays Primer to understand how WFM calculates an
overlay's distribution and the overlay's impact on the forecast.

Use this wizard to calculate the distribution of an Overlay.

1. Open the Forecast module and select Overlays in the modules area.

2. Select an Overlay in the objects area.
Prerequisite: The Overlay property Always Use Entered Distribution must be selected.

3. Click Calculate Distribution ( E ) or select Calculate Distribution from the Action menu.
The Calculate Distribution Wizard opens, and displays the following pages:

Select Activities Page

1. Select one or more Activities.

2. Select or enter a Start date and an End date in the Use Historical Data area.

3. Optional: check Use Overlap Templates to enable the Load Overlap Templates page (see below).
4. Click Next.

Load Overlap Templates Page

Select the overlap templates to use when calculating distribution. This page uses the same controls
as Load Forecast Overlap Templates in the Volumes Build Wizard.

Select Events Page

This page uses the same controls as the Select Events page in the Volumes Build Wizard, with
some differences. The grid at the top displays a list of events in the overlay ... but only events which
fall within the specified historical data date range. The grid has these columns:

Event—The event's name.

Start Date-Time—The event’s start date and time.

Enabled—Select this check box if the event should be considered for calculations.

Below the list are other controls:

Workforce Management Web for Supervisors Help 422



Forecasts Overlays

1. Select the events (configured for the overlay) to be used when calculating distribution.

The controls for specifying impact that appear on the Select Events page in the Volumes Build Wizard) are
not displayed if the selected event belongs to an overlay that has one of these options specified on the
Properties tab: Always Use Entered Distribution, Always Calculate Disregarding Impacts and

Distribution.

2. Click the Distribution button to display the Distribution dialog, which contains the same controls and
presents the same data that appear on the Distribution tab.

The Distribution button is displayed if the selected event belongs to an overlay that has one of the
Always Use Entered Distribution option specified on the Properties tab.

3. Make your selections from the Distribution tab controls.

4. Click Finish.
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New Overlay Wizard

Use the New Overlay Wizard (NOW) to create overlays, but first watch the video.

Link to video
To create overlays:

1. Open the Forecast module and select Overlays.

2. In the Objects pane, select a Business Unit or Site.

3. Click New D or select New from the Action menu.
The New Overlay Wizard opens and displays the following pages, in order

* Properties

* Usage

* Impact

* Impacted Activities

4. Select the appropriate controls on each page, remembering that some selections may deselect others.
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NOW: Properties Page

The New Overlay Wizard (NOW) opens and displays these pages, in order: Properties (this page),
Usage, Impact, and Impacted Activities. Be sure to watch the video.

1. Select the appropriate settings on this page, remembering that some selections may deselect others.
2. Click Next.

The settings on this page are:

Setting Description

Name field ;c:ljdcan edit the selected Overlay's name in this

* Impact Forecast Values and Totals—Specify
that this overlay can impact the forecast by
changing forecast’s values and totals. This

option is the default.
This Overlay shall:

radio buttons * Redistribute Forecast Without Changing
Total—Specify that this overlay must preserve
a forecast’s total for specific period even while
changing the distribution of values inside that
period.

Displays the length of time that the selected
Overlay will occupy.

Spread Over: field Edit this field and select one of the two radio
buttons Days or Hours to choose the units. The
value must be greater than 0 (zero) and the default
is 1.

Select one of the two radio buttons IV or AHT to
choose whether the overlay applies to Interaction
Volume (IV) or Average Handling Time (AHT).

This Overlay is Applicable To:
radio buttons
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NOW: Usage Page

The New Overlay Wizard (NOW) opens and displays these pages, in order: Properties, Usage (this
page), Impact, and Impacted Activities. Be sure to watch the video.

1. Select the appropriate settings on this page, remembering that some selections may deselect others.
2. Click Next.

The settings on this page are:
Setting Description

¢ Calculate Using The Specified Initial and
Ending Impact—Use the specified initial and
ending impact when building a forecast. This
options is the default.

This option is missing from the display, and
thus disabled, if you selected This Overlay

Shall: / Redistribute Forecast Without
While Building A Forecast use This Overlay In Changéng Ttl)tall(:n the Propertieslpag:).
The Following Way: radio button group

¢ Always Use Entered Distribution—Use the
specified (entered) distribution when building a
forecast.

¢ Always Calculate Disregarding Impacts and
Distribution—Use this overlay, but always
disregard impacts and distribution when
building a forecast.
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NOW: Impact Page

The New Overlay Wizard (NOW) opens and displays these pages, in order: Properties, Usage,
Impact (this page), and Impacted Activities. Be sure to watch the video.

Tip
This page appears only if you selected the radio button Calculate Using The
Specified Initial and Ending Impact on the Usage page.

1. Select the appropriate settings on this page, remembering that some selections may deselect others.

2. Click Next.

The settings on this page are:
Setting Description

e Initial Impact fie/ld—Use this field to specify
the initial impact of the overlay. Range: 0 (the
default) and positive numbers.

* Ending Impact field—Use this field to specify
Impact parameters of overlay fields the ending impact of the overlay. Range: 0 (the
default) and positive numbers.

These fields are enabled only if the option
Calculate Using Specified Initial and
Ending Impact is selected.
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NOW: Impacted Activities Page

The New Overlay Wizard (NOW) opens and displays these pages, in order: Properties, Usage,
Impact, and Impacted Activities (this page). Be sure to watch the video.

1. Select the appropriate settings on this page, remembering that some selections may deselect others.
2. Click Finish.

This page contains the same controls and constraints as the Impacted Activities tab—a list of
Activities, each with its own with selectable check box.

The settings on this page are:

e Select the check box to the left of each activity in the list, to specify which activities will be impacted by
the selected factor. You can also select a site's check box to automatically select all activities below it.

e Clear the check box to specify no impact.
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Import

Workforce Management (WFM) collects historical data automatically. However, you can import
historical data manually on a regular basis, if necessary. For example, you might have a new Genesys
WFM installation and want to import previously collected historical data.

Accessing and Editing This View

Only users who have security rights to edit historical data and/or publish to Master Forecast can
access the Forecast > Import view.

Format is Important

Use the same column separator in the Import wizard as the one used in the .csv file. In the Import
wizard, this column separator is set by default and defined in the current regional settings. If you are
importing .csv files containing data whose format is defined by a different regional setting, and the
column separator in this file is different from default separator, change the column separator in the
Import wizard to match the separator used the .csv file.

You can import more than one type of data to a single file.

The data files must:

¢ be formatted according to regional settings.

¢ use 15-minute, 30-minute, 60-minute, or 24-hour (daily) timesteps. (If you are importing data to the
Master Forecast, use 15-minute and daily granularity only.)

e be ordered in ascending order by date.

The Data Import module imports the following data into WFM:

Master Forecast Historical Data
Interaction Volume data Historical Interaction Volume data
AHT data Historical AHT data

Calculated Staffing data (in Man-hours or FTE)
Required Staffing data (in Man-hours or FTE)

Exporting Data

You can also use WFM to export Forecasts and historical data collected by WFM. Use the Forecast
report to export data such as, Interaction Volumes or AHT forecasts, Staffing forecasts, Historical
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Interaction Volumes, and Historical AHT.

When using Data Importer to export historical data, take care to observe the format of the exported
files. They must be exported in . csv file format.
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Importing Data

Use the Import view in the Forecast module to import Historical Interaction Volume or
Historical AHT, Forecast Interaction Volume, Forecast AHT, and Forecast Staffing data.

Importing Data from a .CSV File

To import data:

1. In the Forecast module, click Import.

2. Expand the appropriate Site or Business Unit and choose the Activity for which you want to import
data.

3. In the Import Forecast Data pane, click Select File.

e |
4. Click Import from file — to select a .CSV file that contains the data you want imported.

Tip
When data for deferred activities is imported or exported using the 24-hours period, the data is imported for

each day using open hours like this:

e The day start is the previous overnight day end or 00:00, whichever is later.

e The day end is the overnight time end or 24:00 whichever is later.

5. From the Granularity drop-down list, select 15, 30, 60, or Daily.

Tip
WFM does not import data for the last timestep in the selected period if you select the 15-, 30-, or 60-minute

timestep. For example, assume your .CSV file contains data for the dates 4/15/2005 through 6/28/2005 in

15-minute timesteps. To completely import the data from every timestep, you must set the End Date to 6/29/
2005 and the End Time to 12:00 AM.

When WFM imports Historical data with 24-hours granularity, it takes into account only activity or multi-site activity open hours, because
the import file contains data for days only (one record per each day). Open hours acts as a filter. WFM does not use the Start Time and
End Time in the Select Dates page of the Import Wizard.

If the 15-, 30-, or 60-minute timestep is selected, data from the import file is filtered using the Start Date
and Time and End Date and Time.

6. From the Locale for Import drop-down list, select the locale.
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Tip
The Granularity parameter settings determines if the Time data type is offered in the Data Columns pane
to follow. Locale settings enable the date and time types to be parsed and used in later in the import process.

7. At the top of the pane, click Next
You can select Back at any time is you need to return to the previous pane.

8. In the Select Data Columns pane, choose the column separator, either Character, Tab, or Space.
If you choose Character, you must enter a character in this field. For example, a comma.

9. In the Comments character field, enter a character that will indicate any lines in the .CSV file that

represent comments.
For example, a hash tag character.

10. In the Column Mapping to Data section, map the columns to the type of data you have in your .CSV
file.
The available data type columns are:

Date

Time

Master Forecast IV

Master Forecast AHT
Historical Data IV

Historical Data AHT
Calculated Staffing, FTE
Calculated Staffing, Manhours
Required Staffing, FTE
Required Staffing, Manhours

Tip
Non-historical data statistics are imported to the Master Forecast. Specified statistics appear only if the user

has appropriate security rights.

Different columns appear in the Column Mapping to Data section, depending on the column separator and comments character you
use. To view all applicable columns in this section, ensure that you select a separator that matches the one used in your .CSV file.

If you chose an incorrect data type for any column, the Review Validation pane opens, with an error
message.

11. At the top of the pane, click Next

12. In the Select Dates pane, choose one of the following:

* Import following date and time range—To specify the date and time ranges for the data you

Import everything—To import all of the data in the .CSV file.
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want to import.

13. After choosing either a or b in step 12, select the check boxes next to any days for which you want data
to be ignored.
For example, you might use setting to omit data from days when the activity is not open.

If a date and time range is not selected in step 12, by default the start time and date is the current day
and 12:00 am and the end time and date is the following day and 12:00 am.

14. At the top of the pane, click Import
The Information dialog opens, indicating the data is being uploaded and the progress.
15. Click Cancel to end the operation, if necessary.

16. When the Information dialog indicates the data upload is done, click OK.

Use the Reports module to export data and create reports. See Forecast Report.

Workforce Management Web for Supervisors Help 433



Forecasts Master Forecast

Master Forecast

Tip
Starting in this release, WFM has a new interface for the Forecast module. If you have

landed on this page by accident and are using the new Supervisors interface, see the

"Master Forecasts" page in the Workforce Management Supervisor Help, which
describes the new Forecast module.

The views in the Master Forecast are:

Master Forecast Volumes—Enables you to view the Master Forecast's Interaction Volumes and
AHT.

Master Forecast Staffing—Enables you to view the Master Forecast's Calculated and Required
Staffing.

Master Forecast Overheads—Enables you to view Overhead data, which WFM uses to forecast
shrinkage while scheduling.

Master Forecast Graphs—Displays your choice of statistics for the Master Forecast, using line charts
and a table containing forecast values.

To open the views:
From the Home menu on the toolbar, select Forecast.

From the Forecast menu on the toolbar, select Master Forecast.

1.
2.
3. From the Master Forecast menu on the toolbar, select Volumes, Staffing, Overheads, or Graphs.
4.

In the Objects tree, select an activity, multi-site activity, Site, Business Unit or Enterprise.
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Master Forecast Volumes View

Use the Volumes view to display the Master Forecast's Interaction Volumes and AHT. See the
toolbar image here the button descriptions below.

This view provides standard date-selection controls and a grid that shows statistics for days or
timesteps.

Displaying the Volumes View

To display the Volumes view:

1. From the Home menu on the toolbar, select Forecast.

2. From the Forecast menu on the toolbar, select Master Forecast.
3. From the Master Forecast menu on the toolbar, select Volumes.
4

. In the Objects tree, select an activity, multi-site activity, Site, Business Unit, or Enterprise.

The view displays a graph above a table, each containing the same statistics, and controls that set
the data display properties for the graph and table.

Setting the Data Display Properties and Date Range

Use these controls to customize the data display in the graph and table:

e Period drop-down list—Change the time range for the graph and the grid by selecting Year, Month,
Week, or Planning Period.
If you select Week, you can further adjust each row's time range by selecting 15, 30, or 60 (minutes)
from the Granularity drop-down list.

¢ Show Statistics drop-down list—Specify what data is displayed in the graph and table by selecting
from these choices: Interaction Volume, AHT, Interaction Volume and AHT.

e Show Columns check boxes—Show (or hide) data columns in the table by selecting or clearing the
Volume, Volume %, and AHT check boxes.

¢ Use standard date-selection controls (in the upper right portion of the window) to jump to a different
week within the Master Forecast's date range.
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Reading the Data

The table provides columns that display the following statistics:

Week/Time Step

[Days or Dates]

v

IV%

AHT

Weekly Totals

Cleanup and Calculation Options

Identifies the range of dates or timesteps on this
row. (The column's label and contents depend on
the date range and granularity that you selected
above.)

If you select the Month date range, each group of
columns shows statistics for one full day.

If you select the Week date range, each group of columns
indicates one date, the top row shows daily totals, and each
lower row shows statistics for one timestep on that date.

(Timestep durations depend on the granularity that you selected
above.)

Shows the interaction volume forecasted for each
day or timestep.

Shows this row's percentage of the day's total
interaction volume.

Shows the average handling time.

If you select the Month date range, these columns
show weekly totals, or averages, for the IV, IV%,
and AHT statistics.

Choose these commands from the Actions menu or select their icons from the toolbar:

Icon

Cleanup

Name

Use Multi-Site Activities

Description

Opens the Cleanup Master
Forecast window, where you can
remove information from the
Master Forecast for selected
dates and activities.

Controls whether WFM Web's
calculation of aggregated
information includes multi-site
activities. You can select this
button only if you first select a
multi-site activity, Business
Unit, or Enterprise in the
Objects tree.

If you set this button to On, WFM retains
your last selection—in the current view
and for all other views that contain multi-
site activities—preventing you from
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Master Forecast

Icon Name

Description

having to click it every time you want to
display data for the selected multi-site
activity.
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Master Forecast Staffing View

Use the Staffing view to display the Master Forecast's Calculated and Required Staffing. See
the toolbar image here and the button descriptions below.

i

This view provides standard date-selection controls and a grid that shows staffing levels for days or
timesteps.

Displaying the Staffing View
To display the Staffing view:

1. From the Home menu on the toolbar, select Forecast.

2. From the Forecast menu on the toolbar, select Master Forecast.
3. From the Master Forecast menu on the toolbar, select Staffing.
4

. In the Objects tree, select an activity, multi-site activity, Site, Business Unit, or Enterprise.

The view displays a graph above a table, each containing the same statistics, and controls that set
the data display properties for the graph and table.

Setting the Data Display Properties and Date Range

Use these controls to customize the data display in the graph and table:

e Period drop-down list—Change the time range for the graph and the grid by selecting Year, Month,
Week, or Planning Period from the Period drop-down list.
If you select Week, you can further adjust each row's time range by selecting 15, 30, or 60 (minutes)
from the Granularity drop-down list.

e Show Statistics drop-down list—Specifies what data is displayed in the graph and table. Select from
these choices: Calculated Staffing, Required Staffing, Calculated and Required Staffing.

e Show Columns check boxes—Show (or hide) data columns in the table by selecting or clearing the
Calc (calculations) and Req (requirements) check boxes.

¢ Use standard date-selection controls (in the upper right portion of the window) to jump to a different
week within the Master Forecast's date range.
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Master Forecast

Reading the Data

The table provides columns that display the following statistics:

Week/Time Step

[Days or Dates]

Calc

Req

[Weekly Totalsl]

Identifies the range of dates or timesteps on this
row. (The column's label and contents depend on
the date range and granularity that you selected
above.)

If you select the Month date range, each group of
columns shows statistics for one full day.

If you select the Week date range, each group of columns
indicates one date, the top row shows daily totals, measured in
Full Time Equivalents. Each lower row shows statistics for one
timestep on that date.

(Timestep durations depend on the granularity that you selected
above.)

Shows the calculated number of agents for each
day (measured in Full Time Equivalents) or for each
timestep (measured in single skill equivalents).

Shows the required number of agents for each day
(measured in Full Time Equivalents) or for each
timestep (measured in single skill equivalents).

If you select the Month date range, the columns at
right show weekly totals for the displayed
statistics.

Save As Template, Cleanup, and Calculation Options

You can use the following buttons on the toolbar (these commands also appear in the Actions

menu):

Icon

Save As Template

Use Multi-Site Activities

Name Description

Opens the Save as Template
Wizard, where you can save
Master Forecast data as a
forecast template.

Opens the Cleanup Master
Forecast window, where you can
remove information from the
Master Forecast for selected
dates and activities.

Controls whether WFM Web's
calculation of aggregated
information includes multi-site
activities. You can select this
button only if you first select a
multi-site activity, Business
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Icon Name Description

Unit, or Enterprise in the
Objects tree.

If you set this button to On, WFM retains
your last selection—in the current view
and for all other views that contain multi-
site activities—preventing you from
having to click it every time you want to
display data for the selected multi-site
activity.
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Master Forecast Overheads View

Use the Overheads view to view overhead data, which WFM uses to forecast shrinkage while
scheduling. See the toolbar image here and the button descriptions below.

e

Setting the Grid Properties and Date Range

Use these options in the Grid properties and Date Range panes (near the top) to customize the
grid:

e The grid displays data for a period of a year, month, week or planning period. To change the period,
click Year, Month, Week, or Planning Period in the Period drop-down list to change the time range
that is shown on each row. (WFM Web prompts you to save any unsaved edits before it refreshes the
display.)

* If you select Week, you can further adjust each row's time range by selecting a Granularity of 15, 30,
or 60 minutes.

* Use the standard date-selection controls to jump to a different week.

Overhead Menu

The Overhead drop-down menu displays a list of overheads:

A read-only statistic; the aggregate overhead for

ELEE Y the selected target.

A read-only statistic; the aggregate planned

Total Planned overhead for the selected target.

A read-only statistic; the aggregate unplanned

Total Unplanned overhead for the selected target.

Read-only statistics appear in the Overhead menu for the item that is selected in the
Object pane. If the item is an activity, then the menu lists all Schedule State Group
overheads that are associated with the activity. If the item is a multi-site activity, the
menu lists all Schedule State Group overheads that are associated with its child
activities.
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Master Forecast

Using the Grid

The grid provides columns that display the following statistics:

Week/Time Step

[Days or Dates]

[Weekly Totals]

Tip

Identifies the range of dates or timesteps on this
row.

(The column's label and contents depend on the date range and
granularity that you selected above.)

If you select the Month date range, each group of
columns shows statistics for one full day.

If you select the Week date range, each group of columns
indicates one day.

(Timestep durations depend on the granularity that you selected
above.)

If you select the Week date range, the columns at
right show weekly totals for the displayed
statistics.

You can copy and paste data between the grid and a spreadsheet.

Managing Master Forecast Overhead Data

You can use the following buttons on the Actions toolbar (these commands also appear on the

Actions menu):

Ilcon

Cleanup

Name

Description

Opens the Cleanup Master
Forecast window, where you can
remove information from the
Master Forecast for selected
dates and activities.
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Master Forecast Graphs View

Use the Graphs view to display Master Forecast data in a line chart and a table containing forecast

values.

See the toolbar image here and the button descriptions below.

=@

Displaying the Graphs View

To display the Graphs view:

1
2
3.
4

. From the Home menu on the toolbar, select Forecast.

. From the Forecast menu on the toolbar, select Master Forecast.

From the Master Forecast menu on the toolbar, select Graphs.

. In the Objects tree, select an activity, multi-site activity, Site, Business Unit, or Enterprise.

The view displays a graph above a table, each containing the same statistics, and controls that set
the data display properties for the graph and table.

Setting the Data Display Properties and Date Range

Use these controls to customize the data display in the graph and table:

e Period drop-down list—Change the time range for the graph and the grid by selecting Year, Month,
Planning Period, Week, or Day.

¢ Granularity drop-down list—Specify the increments (granularity) in the data display by selecting from
this menu. What choices are available depends upon your selection in the Period drop-down list:

If you select Year: Monthly, Weekly, or Daily.

If you select Month: Weekly or Daily.

If you select Planing Period: Weekly or Daily.

If you select Week: 15 (minutes), 30 (minutes), 60 (minutes), or Daily.

If you select Day: 15 (minutes), 30 (minutes), or 60 (minutes).

e Show Statistics drop-down list—Specifies what data is displayed in the graph and table. Select from
these choices: Interaction Volume, AHT, Interaction Volume and AHT, Calculated Staffing,
Required Staffing, Calculated and Required Staffing, Calculated and multi-skill calculated
staffing. Columns in the table are displayed accordingly to the selected statistic.
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¢ Use standard date-selection controls (in the upper right portion of the window) to jump to a different
week within the Master Forecast's date range.

Reading the Data

The graph shows the statistics, dates, period, and granularity that you selected above. The vertical
axis indicates the units shown. If you display multiple statistics, the right and left vertical axes display
different units for the two statistics.

The Legend, at the bottom, identifies the colors that the graph uses to represent particular statistics,
events, or historical data. The Legend changes depending on the statistics you selected above.
Special events appear as markers on the graph.

Cleanup, Calculation, and Options

You can use the following buttons on the toolbar (these commands also appear in the Actions

menu):

Icon

Name

Cleanup

Use Multi-site activities

Options

Description

Opens the Cleanup Master
Forecast window, where you can
remove information from the
Master Forecast for selected
dates and activities.

Controls whether WFM Web's
calculation of aggregated
information includes multi-site
activities. You can select this
button only if you first select a
multi-site activity, Business
Unit, or Enterprise in the
Objects tree.

If you set this button to On, WFM retains
your last selection—in the current view
and for all other views that contain multi-
site activities—preventing you from
having to click it every time you want to
display data for the selected multi-site
activity.

Opens the Options dialog box,
where you can further customize
the graph.
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Options for the Master Forecast Graphs

Use the Options dialog box to customize the display of the Master Forecast Graphs view:

1. Select a statistic from the Show Statistics drop-down list.

2. Click Options on the toolbar.

One of the following versions of the Options dialog box opens, depending on the statistic that you

selected above.

¢ Click the link for a Help topic listed in the table. This takes you to an explanation of the options available

for that statistic in the Options window.

Statistic selected

Interaction Volume
AHT

Interaction Volume and AHT (not available in
the Historical Data Graphs view)

Required Staffing (not available in the Historical
Data Graphs view)

Calculated Staffing (not available in the
Historical Data Graphs view)

Calculated and Required Staffing (not available
in the Historical Data Graphs view)

Help topic for the corresponding Options
dialog box

Graph View Options (IV)
Graph View Options (AHT)

Graph View Options (IV and AHT)
Graph View Options (Staffing)
Graph View Options (Staffing)

Graphs View Options (Staffing)
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Cleanup Master Forecast Window

Use the Cleanup Master Forecast window if you need to remove information from the Master
Forecast for specific dates and activities.

Warning

This feature deletes all data that was saved for the selected date range and activities.
Genesys recommends that you do not use the Cleanup Master Forecast feature
unless it is absolutely necessary. If you must remove Master Forecast data, Genesys
recommends that you first extract the data to a forecast scenario (using the Publish
Forecast Wizard), and/or make a backup of the WFM database.

To remove Master Forecast information:

1. In the Start date and End date pane, select the range of dates for which you want to remove data,
using the standard date selectors.

2. From the Activities list, select the activities whose forecast information you want to remove.

You can expand business units to display their sites and you can expand sites to display their activities.
You can select multiple activities across sites.

3. Click OK to remove the Master Forecast information that you have specified, or click Cancel to close
the window without changing the Master Forecast.
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Historical Data

Tip
Starting in this release, WFM has a new interface for the Forecast module. If you have
landed on this page by accident and are using the new Supervisors interface, see the

"Building Volumes" page in the Workforce Management Supervisor Help, which
describes the new Forecast module.

The views in Historical Data are:

Displays Interaction Volumes and AHT for
historical data that has either been imported into
WEFM or collected automatically by WFM Data
Aggregator.

Historical Data Volumes

Displays your choice of statistics, using line charts
and a table, for historical data that has either been
imported into WFM or collected automatically by
WFM Data Aggregator.

Historical Data Graphs

To open these views:

1. From the Home menu on the toolbar, select Forecast.

2. From the Forecast menu on the toolbar, select Historical Data.

3. From the Historical Data menu on the toolbar, select Volumes or Graphs.
4

. In the Objects tree, select an activity, multi-site activity, Site, Business Unit, or Enterprise.
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Forecasts Historical Data

Historical Data Volumes View

Use the Volumes view to display interaction volumes within imported or collected historical data.
This view provides standard date-selection controls and a grid that shows statistics for days or
timesteps. See the toolbar image here and the button descriptions below.

&

Displaying the Volumes View

To display the Volumes view:

1. From the Home menu on the toolbar, select Forecast.

2. From the Forecast menu on the toolbar, select Historical Data.

3. From the Historical Data menu on the toolbar, select Volumes.

4. In the Objects tree, select an activity, multi-site activity, Site, Business Unit, or Enterprise.

The view displays a graph above a table, each containing the same statistics, and controls that set
the data display properties for the graph and table.

Setting the Data Display Properties and Date Range

Use these controls to customize the data display in the graph and table:

e Period drop-down list—Change the time range for the graph and the grid by selecting Year, Month, or
Week. If you select Week, you can further adjust each row's time range by selecting 15, 30, or 60
(minutes) from the Granularity drop-down list.

¢ Show Statistics drop-down list—Specify what data is displayed in the graph and table by selecting
from these choices: Interaction Volume, AHT, Interaction Volume and AHT.

* Show Columns check boxes—Show (or hide) data columns in the table by selecting or clearing the
Volume, Volume %, and AHT check boxes.

¢ Use standard date-selection controls (in the upper right portion of the window) to jump to a different
week within the Master Forecast's date range.
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Reading the Data

The table provides columns that display the following statistics:

Identifies the range of dates or timesteps on this
row. (The column's label and contents depend on
the date range and granularity that you selected
above.)

Week/Time Step

If you select the Month date range, each group of

columns shows statistics for one full day.

If you select the Week date range, each group of columns
[Days or Dates] indicates one date, the top row shows daily totals, and each

lower row shows statistics for one timestep on that date.

(Timestep durations depend on the granularity that you selected

above.)

Shows the interaction volume forecast for each day

1 or timestep.

VY% Shows this row's percentage of the day's total
° interaction volume.

AHT Shows the average handling time.

If you select the Month date range, these columns
Weekly Totals show weekly totals, or averages, for the IV, V%,
and AHT statistics.

Tip
You can copy and paste data between the grid and a spreadsheet. Before doing so,
clear the Volume % checkbox so the IV% column is hidden.

To Edit the Weekly Totals

If you selected the period Year or Month, you can click inside the Weekly Totals cell and edit the
value there. Daily values in the same row will automatically adjust their values so that the new
Weekly Total is redistributed according to the original distribution of volume for each day of the
week. This is useful if you have a week, in which you believe the volume will be increased, but you
expect the volume to arrive at about the same rate as in your original forecast, day-over-day.

Save and Calculation Options

You can use the following buttons on the toolbar (these commands also appear in the Actions
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Historical Data

menu):

Icon Name

E] Save

i Save As Template

Use Multi-Site Activities

Find Events Wizard

Icon Name

Find Events

ki

Description

Save changes that you have
made to the data.

Save appears in the toolbar and in the
Actions menu only if you have
permission to edit historical data. To set
that permission:

1. In the Configuration module,
select Roles > Role
Privileges.

2. In the Forecast Role
Privileges view, select Edit
Historical Data check box.

3. Click Save.

Opens the Save as Template
Wizard, where you can save
historical data as a forecast
template.

When you save historical IV or AHT for a
multi-site activity as a template, only
multi-site activity data are saved, never
the sum of underlying activities.

Controls whether WFM Web's
calculation of aggregated
information includes multi-site
activities. You can select this
button only if you first select a
multi-site activity, Business
Unit, or Enterprise in the
Objects tree.

If you set this button to On, WFM retains
your last selection—in the current view
and for all other views that contain multi-
site activities—preventing you from
having to click it every time you want to
display data for the selected multi-site
activity.

Description

Click this button (or select Find
Events from the Actions menu)
to search for special events in
historical data, using the Find
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Icon Name Description
Events Wizard.

Workforce Management Web for Supervisors Help 451



Forecasts Historical Data

Find Events Wizard

Use the Find Events Wizard to search through historical data for any period of time that represents
an anomaly. For example: imagine that the AHT on May 24, 2008, between 8 p.m. and 9 p.m. was
500% higher than on the historical norm for those hours. That is an anomaly in the historical data,
and the Find Events Wizard could locate it for you.

1. To reach this dialog, start at the Historical Data Volumes view.

2. Click Find Events m in the toolbar or select Find Events from the Actions menu.

3. Use these controls to define the search:

Define the search metrics.

. Select IV to search for events that affected Interaction
Search radio buttons Volume.
Select AHT to search for events that affected Average
Handling Time.

Define the search increments.
Search using granularity

radio buttons Select Daily to search through daily data.

Select Hourly to search through hourly data.

Define the search limits.

Start date and End date
fields Enter or select a Start date and an End date.

The search will begin at the start date and end at the end date.

Define the search criteria.

Enter or select the percentage of deviation from historical data,
. that would identify the event you want to locate. Range: A
Threshold (%) field positive integer less than 1000.

For example, you would enter 500 to search for an anomaly that
is at least 500% of normal.

Running the Find Events Wizard

1. Define the search using the controls described above.

2. Click Find Events (or click Cancel to abandon the search).
A new tab in the right-hand portion of the window displays these items

* a Possible Events list
* the Create Overlay and Create Event buttons

* an Existing Events list
3.
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Select an item in the Possible Events list.
* The Create Overlay and Create Event buttons are enabled.

* All Overlay/Event items that occur within the date range of the selected Possible Event are
displayed in the Existing Events list.

Now you can create an overlay (and the event that it must contain) or create an event (and
select the existing overlay that must contain it).
4. Choose one of two options:

1. Click Create Overlay to open the New Overlay Wizard, where you create a new overlay and specify
its event’s parameters in the New Event page.

2. Click Create Event to open the New Event page, where you select an existing overlay and set the
event’s parameters.

Existing Events List

When you are finished, the wizard or page closes and the newly created overlay/event will appear in
the Existing Events list, if its Impact Start Date/Time occurs within the date range of the selected

Possible Event.

Otherwise, the overlay/event exists, but it is not displayed.
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New Event Page

The New Event page opens from the Find Events screen when you click the Create Overlay
button (as the final page of the Create New Overlay Wizard) or the Create Event button.
1. Select the appropriate settings on this page, remembering that some selections may deselect others.

2. Click Next.
The settings on this page are:

Letters, numbers, and symbols are all acceptable
in this field. If you enter the name of an existing
event, this new event will overwrite it.

Impact Start Date spinner Esrg;i’ or select the future date that the event is to

Event Name field

Enter or select the time that the event is to start,

on the date you specified in the Impact Start
Date field.

Impact Start Date spinner

Enter the strength of the event. The range is any

positive value (greater than 0), up to nine digits
and two decimals.

Strength field

Select this check box if the event should
. . . disregard historical data. Clear the check box to
IR e DU EEE e consider historical data. See Ignoring Historical
Data in the "Overlays Primer" topic.
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Historical Data Graphs View

Use the Graphs view to display historical data in a line chart. See the toolbar image and the button
descriptions below.

Displaying the Graphs View
To display the Graphs view:

1. From the Home menu on the toolbar, select Forecast.

2. From the Forecast menu on the toolbar, select Historical Data.
3. From the Historical Data menu on the toolbar, select Graphs.
4

. In the Objects tree, select an activity, multi-site activity, Site, Business Unit, or Enterprise.

Setting the Dates, Statistics, Period, and Granularity

Use these controls to customize the data display in the graph and table:

e Period drop-down list—Change the time range for the graph and the grid by selecting Year, Month,
Week, or Day.

Which options appear in the Granularity drop-down list depend on the value selected in the Period
drop-down list.

e Show Statistics drop-down list—Specify what data is displayed in the graph and table by selecting
from these choices: Interaction Volume, AHT.

e Use standard date-selection controls (in the upper right portion of the window) to jump to a different
week within the Master Forecast's date range.

Reading the Graph and Legend

The graph shows the statistics, dates, period, and granularity that you selected. The vertical axis
indicates the units shown.

The Legend, at the bottom, identifies the colors that the graph uses to represent particular statistics.
The Legend changes depending on the statistics that you select.
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Calculation and Filtering Options

You can use the following button on the Actions toolbar (this command also appears in the Actions

menu):

Icon Name

Use Multi-Site Activities

Description

Controls whether WFM Web's
calculation of aggregated
information includes multi-site
activities. You can select this
button only if you first select a
multi-site activity, Business
Unit, or Enterprise in the
Objects tree.

If you set this button to On, WFM retains
your last selection—in the current view
and for all other views that contain multi-
site activities—preventing you from
having to click it every time you want to
display data for the selected multi-site
activity.
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Schedules

Get an overview of the Schedule module by reading through the topics on this page. Before creating
a schedule, you should:

1. Configure forecast scenarios.

2. Create, build and publish a staffing forecast for each activity you plan to schedule.

Tip

A single forecast scenario can contain forecasts for multiple activities.

You can create a schedule before publishing a forecast, but many schedule functions (such as
Coverage) will be unavailable.

Using the Schedule Module

The Schedule module displays agent schedule information in a variety of tables and graphs.

Use the Schedule views to:

e Create schedule scenarios, including profile scenarios, which can be used for Schedule Bidding.
e Build the Schedule.

* Publish schedule scenarios to, and extract them from, the Master Schedule.

e View weekly and daily schedules for your scenarios and the Master Schedule.

* Evaluate schedule coverage for your scenarios and the Master Schedule.

¢ Revise schedules as circumstances require.

e Create, view, edit, remove, and commit pending schedule changes.

e Assign agents to profile schedules, if your scenario includes them.

Schedule Security

You might have full access to all parts of the Schedule module or you might have limited access,
depending on the settings configured for your Security Role. See Roles.

If you do not have permission to access certain schedule functions, that functionality is disabled.
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About Scheduling

The Schedule module helps you make the most efficient use of personnel, enabling you to adjust

schedules in real time, as workload or agent availability changes. The Schedule module builds
optimal schedules based on real agents, incorporating their exceptions and preferences into the
scheduling process.

Workforce Management builds optimal schedules within a site’s business constraints.

Constraints include:

¢ Available resources with required skills.
* Service-level requirements.
¢ Employment contracts and business policies.

¢ Agent preferences.

Profile Scheduling: Creating Schedules Without Agents

Profile scheduling enables you to model schedule outcomes without having actual agents.

You can create schedules based on user&mash;defined profiles and then assign agents to the
resulting schedules; or you can create schedules using a mix of real and profile agents.

Use profile scheduling whenever you want to create a schedule before you actually hire agents.

1. Use WFM Web to define profiles, which consist of contract working rules and a skill set.

2. Use the Schedule module to create schedules, using profiles appropriate to the work and to your
anticipated hires.

3. Assign newly hired agents to the open slots in the profile schedules.

Tip
You must assign real agents to profile schedule slots before you can publish those
schedule slots to the Master Schedule.
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Using the Schedule Scenarios View

The Scenarios view enables you to open existing scenarios and work with them. It also enables you to
create, edit, or delete schedule scenarios, and to publish them to the Master Schedule.

To display the Scenarios view:

1. Select Schedule from the Home menu on the toolbar.

2. Select Scenarios from the Schedule menu on the toolbar.

Using Other Scenario Views

When you open a scenario, the scenario's name becomes a menu in the toolbar, and an item in the
Schedule menu. The following views appear in that menu: Coverage, Weekly, Intra-Day, Agent-
Extended, Profiles/Bidding, Summary, and State Group Totals.

To open a view for that scenario, select it from the <scenario_name> menu.

Opening additional scenarios adds their names to the Schedule menu. Use the Schedule menu to
switch between several open scenarios.

To remove a scenario's views from the displayed lists, close that scenario.

Using the Master Schedule Views

If you have access rights to the Master Schedule, then you can select Master Schedule from the
Schedule menu. Master Schedule becomes a menu in the toolbar, from which you can select any of
the following Master Schedule views: Coverage, Weekly, Intra-Day, Agent-Extended, Summary,
State Group Totals and Overtime Requirement. The Changes Approval view is listed only if you have
the permission to Approve Changes in WFM Web.

To open one of these Master Schedule views, select it from the menu.

Pending Schedule Changes

If you do not have security permission to Approve Changes, any edits you make to a schedule
scenario or the Master Schedule are entered as pending. That is, they are visible only to you and do
not appear in the publically-visible version of the schedule scenario or the Master Schedule until a
user who has the Approve Master Schedule Changes permission reviews and approves them.

e If you publish a schedule scenario to the Master Schedule, pending changes are not published.
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¢ If you extract data from the Master Schedule to a scenario, the pending changes do not appear in the
scenario.

Approving Pending Changes

There are a number of ways to view and approve or reject pending schedule changes. If the pending
changes were created by another user, you can use:

e The Master Schedule Changes Approval view.

If the pending changes were made by you, then you can use:

The Master Schedule Changes Approval view.
e The Commit/Rollback Multiple Wizard.

e The Commit and Rollback commands from the shortcut menus in the Schedule Scenario Intra-Day
view and Master Schedule Intra-Day view.

¢ The auto-commit feature in the Insert Multiple Wizard and the Delete Multiple Wizard.
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Schedule Scenarios

Use the Scenarios view in the Schedule module to create new scenarios or edit an existing schedule
scenario. When you open a scenario, that scenario's name becomes a menu on the toolbar (and a
selection in the Schedule menu). You can then select the following views from the
<scenario_name> menu:

Compares staffing coverage to forecasted
Coverage (calculated and required) staffing data, and
highlights overstaffed or understaffed timesteps.

Displays a weekly summary table of total paid
Weekly hours, working start/end times, or shift names for a
site's agents and/or profiles.

Displays schedule details for a 24- or 36-hour
period, enabling you to modify schedules for
individual or multiple agents.

You do not need the Approve Changes security

Intra-Day permission (as required by the Master Schedule) to
commit your changes (which are only visible to you).
You can roll back or remove your own pending
changes.

You can view your pending changes in the Weekly, Intra-Day,
and Agent-Extended views.

Displays schedules for one week or the schedule

Agent-Extended planning period for a single agent.

Enables you to assign real agents to profile

Profiles/Bidding schedule slots

Displays service-level and related statistics for the

Summary .
scenario.

Presents Schedule State Group Totals for the

SR Gy configured Schedule State Groups.

= to close it.

To open a scenario's views, select it from the submenu. Click Close

Some restrictions apply when viewing and deleting Schedule scenarios:

¢ Users must have access to at least one Site in the Schedule scenario to see it.

e Users must have access to all Sites in the Schedule scenario to delete the scenario.
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For more information about other restrictions, see the WFM Server Application [ConfigServicel]
MSARestrictAccess configuration option description in the Workforce Management Options Reference.
The settings in this option determine the level of access to multi-site activities in Schedule scenarios.
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Scenarios View

Use Schedule Scenarios to open and work with new and existing schedule scenarios.

This view enables you to create, edit, or delete schedule scenarios, and to publish scenarios to the
Master Schedule.

Displaying the Scenarios View

To display the scenarios view:

1. From the Home menu on the toolbar, select Schedule.

2. From the Schedule menu on the toolbar, select Scenarios.
The Scenarios table (a list) appears at the top of the Data pane.

Opening a Scenario

EFN .

To open a scenario, double-click it or select it and click Open

When the Scenarios view is active, the Objects pane displays the following options:

My Scenarios Displays scenarios that you have created.

Displays shared scenarios created by other users.
Visible only if you have the permission Access
Shared Scenarios. See the security access rights
in Roles.

Shared Scenarios

Displays (if you have appropriate access rights)
unshared scenarios created by other users.

Other Scenarios
To select an option:

e Click it. Your selection displays the matching scenarios in the Scenarios table.

Reading the Scenarios Table

The Scenarios table appears at the upper right of the WFM Web for Supervisors window. Its rows
display scenarios that match your selection in the Objects tree. The columns (sortable except for
Comments and Extended End Date) display the following information for each scenario:
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Name

Start date, End date

Extended End date

Owner

Shared

Comments

The scenario's name.

The start and end dates for the schedule in this
scenario. Range: from 1 to 6 weeks.

Specifies the time period from the currently-
published Forecast that will be used to calculate
the average staffing needs for this schedule. For
example: the schedule itself covers only the time
period between Start date and End date, but the
Forecast data used to calculate staffing needs for
the schedule is based on the time period between
Start date and Extended End date.

Tip
It's okay if the Forecast data covers a shorter period
of time than Extended End Date defines.
The name of the user who created the scenario.

A check mark indicates a shared scenario; an open
box indicates one that is not shared.

Remarks entered by a user who created or edited
the scenario.

To populate the Data pane with the scenario's details:

¢ Click a row in the Scenarios table.

Editing a Scenario

To edit a scenario:

¢ Double-click the scenario in the Scenarios table. Or click its row in the Scenarios table, and then click

Open.

The controls described below are available to you if you own, or have access rights to, the scenario.

Creating and Managing Scenarios

You can use the following buttons on the toolbar (these same commands also appear on the Actions

menu):

Icon

I

Name Description

Opens the New Schedule

New . .
Scenario Wizard.
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Icon

L

¥

be!

Name

Create based on...

Open

Close

Publish

Delete

Mark as Shared,
Mark as Not Shared

Filter

Sort

Scenario Properties—Data Tab

To display the following controls:

Description

Opens the New Schedule
Scenario Wizard. The data in the
wizard pages is copied from the
scenario that was highlighted
when you clicked this icon.

Opens the selected scenario from
the Scenarios table. You can
then edit its properties using the
Data pane.

Closes the open scenario (and
prompts you to save unsaved
data).

Opens the Publish Schedule
Wizard for transferring schedule
information between the selected
scenario and the Master
Schedule.

Deletes the selected scenario.
Includes a confirmation.

Changes the sharing status of
the selected scenario.

Displays the Statuses Filters
dialog box, which you can use to
control which Statuses are
displayed. These Statuses are
described below.

Opens a sorting dialog box that
allows sorting by Name, Owner,
Sharing, Time of creation,
Time of last modification,
Scenario start date, and
Scenario end date. You can
sort in ascending or descending
order.

e Click the Data tab on the Scenario Properties pane at the lower right.

Name

Start date, End date
Extended End date
Owner

Shared

Click inside to edit the scenario's name.

Displays the scenario's start and end dates.

Displays the scenario's extended end date.

Displays the name of the scenario's creator.

Display only; a check mark indicates a shared

Workforce Management Web for Supervisors Help

465



Schedules Schedule Scenarios

scenario; an open box indicates one that is not
shared.

e Displays the scenario's original creation date and
Created, Modified last modification date.

Displays the associated forecast scenario or

Forecast MASTER (if the Master Forecast is associated).

Click this button to display a pop-up list of forecast
scenarios, then select one upon which to base the
next schedule build. The table lists all forecast
scenarios that you can select, to base the next
schedule build upon. The first choice is MASTER.

This list is not editable, and it contains the following columns for
each forecast scenario that is listed: Name, Start Date, End
Date, Owner, Shared, and Comments.

Click inside to enter or edit comments about the

Comments .
scenario.

Click this button to save your changes to the
Save scenario's name and/or comments. Disabled if
there are no changes.

Click this button to cancel your changes, restoring
Cancel the scenario's previous name and/or comments.
Disabled if there are no changes.

Scenario Properties—Statuses Tab

To display a table with the following information, click the Statuses tab on the Scenario Properties
pane at the lower right. This table's columns are:

Site Displays the sites covered by this scenario.

See the Status Column Values table below for all

Status possible values and their definitions.

Bidding start date for this scenario, defined in
Bidding Start Control Bidding Process Wizard. (Exclusive to
bidding scenarios).

Bidding end date for this scenario, defined in
Bidding End Control Bidding Process Wizard. (Exclusive to
bidding scenarios).

Ranking system used for this scenario, defined in
Ranking Used Auto-Assign Schedules dialog. (Exclusive to
bidding scenarios).

. Date and time that this scenario was last published
Last Published to the Master Schedule.
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Status Column Values

This table defines each possible value that may appear in the Status column.

This scenario was just created and has no schedule

LB built for it.

This scenario was imported from the Master
Imported Schedule.
Scheduled A schedule was built for this scenario.

A schedule containing profile agent schedules was

Scheduled with Profiles built for this scenario.

A schedule containing profile agent schedules was
Profiles Assigned built for this scenario, and every profile agent
schedule has an actual agent assigned.

This scenario was published to the Master
Schedule.

This scenario has a bidding window and agents
defined, but the current date is before the bidding
window's start date. (Exclusive to bidding
scenarios).

Published

Bidding Pending Scenario

This scenario is currently open for bidding.

Open for Bidding (Exclusive to bidding scenarios).

This scenario is closed for bidding. (Exclusive to

SiddingiClosed bidding scenarios).
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New Schedule Scenario Wizard

Use the New Schedule Scenario Wizard to create a new schedule scenario:

1. On the Schedule Scenarios view toolbar, click New.
The wizard opens to the General Parameters screen.

2. Fill in the necessary information on each screen (for details, see General Parameters), and then click
Next.

* Clicking Help on any screen opens a Help page that explains that screen's options.
e Clicking Back returns you to the previous screen, if you need to revise your entries there.

3. Click Finish.
The scenario is created.

In the Schedule Scenarios view, you can now select My Scenarios to load the scenario into the
Scenarios table.
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New Schedule Scenario: General
Parameters

To fill in the first New Schedule Scenario Wizard's General Parameters screen:

=

In the Name text box, enter a name for the schedule scenario.
2. If you want this scenario to be available to other WFM users, select the Shared check box.

3. If you want to base this scenario on one that already exists, select the existing scenario from the Based
on drop-down list.
Basing your new scenario on an existing scenario is a convenient way to build schedules with
frequently used settings. The wizard takes the dates, activities, and agents (real, virtual, and profile)

from the source scenario and applies them to the new scenario. You can then change these
parameters.

4. In the Start Date field, enter (or select) the scenario's start date.

You can type directly into the field, use the up or down arrow to modify the displayed date, or click the
button at the right to display a calendar.

If the WeekStartDay setting has been specified in Business Units Properties, your scenario's starting weekday
must match this setting. Otherwise, your scenario starts on the first weekday as determined by your
operating system's regional settings.

5. In the End Date field, enter (or select) the scenario's end date. The maximum time between Start
date and End Date is 42 days (6 weeks).

You must build the scenario in units of one week. For example, if the schedule starts on a Monday, it must end
on a Sunday. Schedules must be at least one week, and no more than six weeks, long. WFM Web always

obeys schedule period constraints, if you are using a scheduling period for your site, regardless of the number
of weeks in the scenario.

6. Inthe Extended End Date field, enter (or select) the scenario's extended end date, if necessary.

Default value: the scenario’s end date. This value is useful when you create a schedule scenario for bidding.
(Use the Profiles/Bidding view to configure bidding.) Edit this value manually to specify an extended end date
for the scenario ...to specify that the schedule will apply over a longer period of time (maximum: 6 months).

For example, Extended End Date could define an entire quarter—3 months. Start Date and End Date could define a period of 1 week
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that Agents actually use for bidding. When the schedule scenario is published to the Master Schedule, the 1-week schedule would be
repeated for the entire quarter.

You can also use this value to extend a non-bidding schedule for real agents in the same way: create a 1-6
week schedule that repeats itself over a longer period of time. When you publish this schedule scenario out

into the future, you can optionally ask WFM to overlay items from the Calendar, such as days off, time off,
and exceptions.

7. Optional: Enter text into the Comments field.

8. Optional: Select the Use forecast data from forecast scenario check box to specify that the
schedule will be built based on a forecast scenario, instead of on the Master Forecast.
If you select this check box, the next wizard screen will be the Select Forecast Scenario dialog box.

9. Click Next to proceed to the next screen.
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New Schedule Scenario: Select Forecast
Scenario

In the New Schedule Scenario Wizard, select a forecast scenario from the list, to specify that the
next schedule build will be based upon it.

This list is not editable, and it contains the following columns for each forecast scenario that is listed:
Name, Start Date, End Date, Owner, Shared, and Comments.

You can also reach this dialog box by clicking the |.;.| button that appears next
to the Forecast field in the Schedule Scenarios view. In this case, the first choice in
the list is MASTER, to specify that the schedule will be built based upon the published

Master Forecast.
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New Schedule Scenario: Select Activities

To fill in the Select Activities screen of the New Schedule Scenario Wizard:

1. Select all activities that you want to include in this schedule.

2. In the Activities list, you can expand business units to display their sites and expand sites to display
their activities.

Tip
You can select any number of activities or add activities later, but you can add them only for the sites that
you select now, on this screen. If you checked Use forecast data from forecast scenario in the General

Parameters screen of this wizard and selected a Forecast scenario in the Select the Forecast Scenario
screen, all activities from the Forecast scenario are automatically selected in this screen.

3. Optional: Select the Additionally Filter Agents By Contracts check box to enable the Filter By
Contracts page, which appears next when enabled.

4. Click Next to proceed to the next screen.

Week Start Day Validation

WFM applies the following validation rules:

e |If you select activities from two BUs with different week start days, the following warning appears:
It is not possible to create schedule scenario for selected business units because they have different
week start days. You must select BUs with the same week start day to proceed.

e If you select BUs that have the same week start day, but select a scenario start date that is not the first
week start day, the following warning appears and will not allow you to proceed:
Selected scenario start date does not match selected business unit(s) week start day, <week day
name>. Please, return to previous page and select appropriate start date.

The New Schedule Scenario Wizard date selection controls use the locale settings and does not
attempt to enforce the week start day.
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New Schedule Scenario: Filter By Contracts

This page appears in the New Schedule Scenario Wizard only if you selected the Additionally Filter
By Contracts check box in the Select Activities screen.

1. Select one or more contracts from the tree, which includes business units, sites, and contracts.

The tree shows only those contracts that the scenario included when it was created and, by default, all
contracts matching the activities that are selected on the Select Activities screen, are selected

2. Click Next to proceed to the next screen.
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New Schedule Scenario: Add Agents

To fill in the Add Agents screen of the New Schedule Scenario Wizard:

1. Select the agents that you want to include in the scenario.
In the Agents list, you can expand Business Units to display their sites and expand sites to display
their agents. The list shows only those agents who have the skills that are required for the activities
you selected on the Select Activities screen.

2. To fill the new scenario with the schedules from the source (Based on) scenario, select the Copy
Schedules check box.

3. To insert a granted exception, time off or day off item from the calendar, select the Insert granted
exception, time off and day off calendar items check box.

Tip
You can insert multiple items. However, this check box is enabled only if the following conditions are met:

e The scenario you are creating is based on an existing scenario.

e The Copy Schedules check box is selected.

4. Click Next to proceed to the next screen.
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New Schedule Scenario: Add Profile Agents

In the New Schedule Scenario Wizard's Add Profile Agents, Based on Real Agents screen, Profile
Agents are generic agents that you create by omitting preferences and exceptions.

About Scheduling with Profiles

You can create schedule scenarios using a mix of real agents and profiles. You can also create
schedule scenarios based on user-defined profiles, and then assign agents to the resulting schedules.
See the Scenario Profiles view for instructions.

When you use profiles, you generate a schedule scenario that includes open schedules. An open
schedule is one that has no agents assigned to it. You can then insert agents into the open schedules
using any criteria. (WFM automatically filters the list of qualified agents, based on the selected
schedule.)

Agents are displayed in a tree, which is inside a table with these columns:

 Agents—Each agent's name.

* Present—The number of agent profiles, based on this real agent, that are already present in scenario.
This number is read-only.

¢ Add—Select the check box in this column to add this agent's profile to the scenario. Clear the check box
to not add the profile. As a shortcut, you can select a single check box for any branch of the
tree—business unit, site, or team—to select all items beneath it.

To add profile agents who are based on real agents into the same team as real agents:

1. Select or clear individual agent check boxes, as needed.

Tip
A profile agent inherits the contract and skill set of the selected real agent, but the profile agent's schedule

slot is not assigned to this (or any other) real agent. Use profile agents when you create a bidding scenario.
See the topic Configure Bidding Scenario in the Schedule Bidding section.

2. Select or clear the Place Profile Agents, Based On Real Agents, Into Their Teams check box.

3. Click Next to proceed to the next screen.
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New Schedule Scenario: Add Profiles

To fill in the final New Schedule Scenario Wizard's Add Profiles screen:

1. Expand and/or scroll through the Profiles list to select the number of each type of Contract profile that
you want to include in this scenario.

You can expand business units to display their sites and expand sites to display their profiles. The list

shows only those profiles that have the skills that are required for the activities you selected on the
Select Activities screen.

2. Modify (if necessary) the number of occurrences each profile that should be included in the scenario.

3. Click Finish.
This saves your new scenario and restores the Schedule Scenarios view.

Add Profiles vs. Add Profile Agents

Here is the difference between the profiles on this screen, and the profiles on the previous screen:

e On the previous Add Profile Agents screen, you have the opportunity to select profile agents. This will

result in the schedule scenario including open schedules, based on hypothetical agents that are similar
in skill set and Contract to the agents whose profile you select.

¢ On the Add Profiles screen, you are selecting profiles. A profile is based on a Contract, and is defined
by a set of one or more skills and skill levels that are required for an agent to fit this profile. When
creating a schedule, you can include any combination of real agents, profile agents, and profiles.
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Building Schedule Dialog

The Building Schedule dialog appears after you click Finish in the Schedule Build Wizard. This

dialog displays the schedule building progress and basic information about the built schedule
scenario.

The Schedule Information section, contains information about the schedule, such as the sites that

are included in this build, the number of days in the schedule scenario, he number of agents, and the
schedule start date.

The Build Progress section contains status information, such as the start time, the elapsed time,
and the Current Status, indicating how the build is proceeding. After the schedule is built, the
Current Status changes to Done and you can review any messages that were generated during the
schedule building process. The number of messages is displayed in the bottom section of the dialog.
Other information in this section includes, the number of iterations of the schedule, the minimum,
maximum, and probable Agent Count Range used in this schedule build.

Clicking the one of three buttons in the Building Schedule dialog enables you to take the following
actions:

* Review Messages—Opens the Review Messages dialog. Enabled only if schedule building caused
messages to be generated.

¢ Stop and Save—Enabled only if Optimize Profiles is selected after the application builds the first
valid schedule (see Schedule Build Parameters). The application sometimes continues to build
additional schedules to create an optimal schedule. To speed up the schedule building process, you can

interrupt this process and save the latest results. However, this can result in schedules that are less
optimal.

¢ Close—Closes the Building Schedule dialog.
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Scenario Coverage View

Use the Scenario Coverage view to compare a schedule's staffing coverage with the forecast
(calculated and required) staffing data. See the toolbar image here and the button descriptions
below.

I E"®hRERSE O

Graphs and tables show you coverage for each weekday in the selected week, along with totals for
the whole week and scenario. Overstaffed and Understaffed timesteps appear in a distinctive
color.

Displaying the Scenario Coverage View

To display the Scenarios view:

1. From the Home menu on the toolbar, select Schedule.

2. From the Schedule menu on the toolbar, select Scenarios.
The Schedule Scenarios table appears.

3. Open a scenario by double-clicking its name in the table list or by selecting its name and clicking Open
=

The scenario's name appears on the toolbar, as a menu.

To display the open scenario's Coverage view:
4. From the scenario_name menu on the toolbar, select Coverage.

5. In the Objects pane, select a single business unit, a single site within a business unit, a multi-site
activity, activity group, or a single activity within a site.

Using the Daily Graphs and Tables

The Coverage view displays the following information for days of the week:

Display coverage information for each day, with a
data point for each timestep. Select from the Chart
Type drop-down menu to display calculated
staffing, required staffing, or both (advanced). A
blank graph indicates a closed site (or no
scheduled activity) for the day.

Graphs
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Display overstaffing and understaffing totals for
each day, with respect to calculated and/or

Tables required staffing. Contractual constraints and
other configured parameters can reduce a
schedule's optimization.

Explains the significance of each color used in the
EEE graphs.

Reading the Totals Table

The Totals table (at the lower right) displays overstaffing and understaffing totals for the selected
week and for the whole schedule scenario, with respect to calculated and/or required staffing.

Customizing the Scenario Coverage View

Use the following controls (at top of the working pane) to customize the schedule coverage data:

Chart Type
Select the type of graphs that you want to be displayed:

Graphs present both calculated and required

information. Calculated information appears as an
LEEIER area graph with overstaffing/understaffing data,

and required staffing appears as a linear graph.

Graphs present calculated information with

Calculated overstaffing/understaffing data.
. Graphs present required information with
Required overstaffing/understaffing data.
Date

Use the standard date-selection controls to move to other weeks within the scenario's date range.

Toolbar Buttons

Use the buttons on the toolbar (these commands also appear in the Actions menu) for the following:

Icon Name Description

Controls whether WFM Web's
calculation of aggregated

Use Multi-site Activities
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Icon Name Description

information includes multi-site
activities. You can select this
button only if you first select a
multi-site activity, Business
Unit, or Enterprise in the
Objects tree.

If you set this button to On, WFM retains
your last selection—in the current view
and for all other views that contain multi-
site activities—preventing you from
having to click it every time you want to
display data for the selected multi-site
activity.

Opens the Publish Schedule
Wizard, where you can publish a
portion of the selected scenario
) Publish to the Master Schedule, or
extract a portion of the Master
Schedule to the selected
scenario.

Opens the Add/Remove Scenario
Elements Wizard, where you can

%" LT ST add activities, and add or remove
elements
agents, for the current schedule
scenario.
Opens the Schedule Build Wizard,
TE Build schedule which builds a complete schedule

for the selected site.

Opens the Schedule Rebuild
Wizard, where you can modify
and rebuild schedules, while
Té- Rebuild schedule optionally leaving intact any
agent schedules that you have
edited since the last build/
rebuild.

Opens the Review Messages
window, which lists scheduling
warnings for a selected site.

& Validate schedule Warnings will only be visible if
you have built a schedule for this
scenario and you saved any
warnings that were generated.

Closes the open scenario (and
Close prompts you to save unsaved
data).

i

How Understaffing and Overstaffing Are Calculated

Any timestep can be subject to either understaffing or overstaffing. WFM calculates these conditions
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by evaluating Coverage against Forecast.

¢ Understaffing—The Forecast is greater than the Coverage. There are too few agents on duty.

* Overstaffing—The Forecast is less than the Coverage. There are too many agents on duty.

Coverage is an estimate of the agents’ contributions to the presented activities, and is
displayed in the time format (hh:mm). These contributions are based on the agents'
scheduled activities for each time interval, and on any schedule items that affect
these scheduled activities for an interval (such as a break that occurs during only part

of an interval).

Totals are calculated by summing understaffing/overstaffing for all activities for a given time range
(because each single understaffing/overstaffing value is for one timestep).
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Scenario Weekly View

Use the Scenario Weekly view to display a summary table of total paid hours, working start/end
times, or shift names. The table shows this information for a selected scenario, and for selected
agents and/or profiles.

Agents can be selected under different sites at the same time, but all sites must be within a single
business unit. See the toolbar image here the button descriptions below.

EHRRBRESYE -S4 EEBBRGE

The Scenario Weekly view also enables you to see summary tables of total paid hours, working
start/end times, or shift names for your schedule planning period. See Mode for details.

Displaying the Scenario Weekly View

To display the Scenarios view:

1. From the Home menu on the toolbar, select Schedule.

2. From the Schedule menu on the toolbar, select Scenarios.
The Schedule Scenarios table appears.

3. Open a scenario by double-clicking its name in the table list or by selecting its name and clicking Open
=

The scenario's name appears on the toolbar, as a menu.

To display the open scenario's Weekly view:
4. From the scenario_name menu on the toolbar, select Weekly.

5. On the Objects pane, select the appropriate item(s) from either the Agents tree (above) or the
Activities tree (below).
WFM then selects matching item(s) from the other tree.

You can expand business units to display their sites, and expand sites to display their teams and
agents. You can select multiple sites, teams, and agents, but only one business unit.

If profile agents were created for this site during schedule building, these profiles appear within a
Profiles team.

6. Click Get data to populate the Weekly view table for the selected agents.
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Using the Table

The Weekly view table contains rows for each agent or profile that you selected in the Objects tree.
(If a scroll bar is displayed to the right, you can use it to reveal more agents.)

This table includes the following columns:

[Expand/Collapsel

Team

Agent

[Week Start Dates]

[Weekdays]

Weekly Totals

Long (Planning) Period Totals

If in Planning Period mode, the first column
provides expand/collapse controls that you use to
display or hide each agent's or profile's weekly
schedule details.

This column lists each agent's or profile's team.

Two columns show an icon representing this
agent's or profile's contract, and then the agent's
or profile's name.

In Planning Period mode, when you display agent
details, the rows below each agent's or profile's
name indicate the start date for each week in the
scenario.

These cells show agent schedule information for
each weekday, for each week in the scenario. The
cells' contents correspond to your selection from
the Show Data for drop-down list.

If the agent is not scheduled for a shift, the cell contains Day
Off, the name of a full-day time-off type, <shift> (for scheduled
working hours without a shift), or an exception name (for
scheduled full-day exceptions).

An icon in the cell for a weekday indicates whether the schedule
has been changed for that agent.

e If the agent's schedule for that day was
assigned during scheduling or rescheduling, no
icon appears.

e If the agent's day was edited after scheduling or
rescheduling, a light-gray pencil icon appears.

e |f the agent's day was assigned by trading or
swapping, the swap icon appears.

e AYield icon (upside down red triangle) appears
if there are pending changes that have not yet
been committed to the scenario.

If there have been multiple changes, the icon represents the
most recent status.

Shows each agent's or profile's total paid hours for
the displayed week.

Shows each agent's or profile's total paid hours for
the schedule planning period. This period's
duration and start date are set in the Policies >
Contracts > Site Settings tab.
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The Weekly Totals and Period Totals boxes below the table show a grand total of the paid hours
for all selected agents for the weekly or planning period, respectively.

If the WeekStartDay setting has been specified in Business Units Properties, the first weekday is the

one specified in WeekStartDay. Otherwise, the first weekday is the one specified in your operating
system's regional settings.

Customizing the Scenario Weekly View

To customize the displayed table, use these controls at the top of the working pane:

Show Data for

From this drop-down list, select what you want to be displayed inside each day's table cell:

Total Paid Hours Total paid time for the day.
Start/End Times Start and end times of agents' work.

Names of agents' assigned shifts and other full-day

Shift or Schedule State Names states.

Mode
Select one Week or Planning Period from the Mode drop-down list. The table displays data for the

selected period. If no schedule planning period was configured or if more than one site is selected on
the Object pane, then the Planning Period option is disabled.

The Scenario Planning Period Mode

The Scenario Planning Period mode displays schedules for the entire planning period, even if the
scenario range is shorter than the number of weeks in your planning period or if the scenario's date
range falls on the boundary between two different planning periods.

In these cases, different shades of white and gray indicate the type of date range that you are
viewing.

Planning Period Color Legend:

¢ White—Indicates dates that fall within both the scenario period and the planning period.

Light Gray—Indicates dates that fall within the scenario period but are outside the planning period.
* Gray—Indicates dates that fall outside the scenario period but are within the planning period.

* Dark Gray—Indicates dates that are outside both the scenario and the planning period.
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Filter and Sort the Schedule Data

You can use the following buttons on the Actions toolbar (these commands also appear in the
Actions menu) to further customize the displayed table:

Opens the Options dialog box. Enables you to
Options customize the view by including the Agent Rank
and Site Name columns.

Enables you to filter the displayed information by
Filter activities and contract types. (If you set a new
filter, this immediately refreshes the view.)

Opens the Sorting dialog box, which allows sorting
by name, owner, sharing, time of creation, time of

Sort last modification, scenario start date, or scenario
end date. You can sort in ascending or descending
order.

Searching for an Agent

To find a specific agent in the Scenario Weekly view:

1. To search the table for particular agents, select Find from the Edit menu or press Ctrl + F.
The Find Agents dialog box opens. You can search by first or last name.

2. Enter part or all of the agent's name, and then click OK.
The Weekly view display shifts to display the table row for the selected agent.

Toolbar: Modifying the Schedule

You can use the following buttons on the Actions toolbar (or on the Actions menu) to modify the
displayed schedule scenario:

Icon Name Description

Opens the Publish Schedule
Wizard, where you can publish a
portion of the selected scenario
) Publish to the Master Schedule, or
extract a portion of the Master
Schedule to the selected
scenario.

Opens the Add/Remove Schedule
Elements Wizard, where you can
‘ﬁ' Add/Remove schedule elements add activities, and add or remove
agents, for the current schedule
scenario.
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Icon Name Description
Opens the Schedule Build Wizard,
TE Build schedule which builds a complete schedule

for the selected site.

Opens the Schedule Rebuild
Wizard, where you can modify
and rebuild schedules, while
Té- Rebuild schedule optionally leaving intact any
agent schedules that you have
edited since the last build/
rebuild.

Opens the Intra-day Schedule
Rebuild Wizard to rebuild an

T’i Re-build intra-day schedule Intra-Day schedule for a specific
day or time period for a site,
team, or agent.

Opens the Review Messages
window, which lists scheduling
warnings for a selected site.
Warnings will only be visible if
you have built a schedule for this
scenario already, and you chose
to save any warnings that were
generated.

& Validate schedule

Closes the open scenario (and
Close prompts you to save unsaved
data).

Opens the Options dialog box.
= Options Enables you to select/_de-select
" the Agent Rank and Site Name
columns..

¥

Opens the Filter dialog box.
Enables you to filter the

. displayed information according
4 Fliza to activities and contract types.
(If you set a new filter, this
immediately refreshes the view.)

Opens the Sorting dialog box.
Here you can sort schedules by
Site name, Team Name, Contract,
Agent Name (first or last), or
Agent Rank. You can then sort
agents by First name or Last
name, and you can sort the

A1 Sort entire list by ascending or
descending order.

Tip

Agent Rank sorts in apparent
reverse order due to limitations
imposed by multi-sorting by both
agent name and rank.
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Icon Name Description

Opens the Swap Agent Schedules
;‘E'E." Swap Wizard, which enables you to
swap two agents' schedules.

Opens the Insert Multiple Wizard,
which enables you to add
multiple items to the scenario at
one time.

E Insert Multiple

Opens the Delete Multiple
Wizard, which enables you to
remove multiple items from the
scenario at one time.

3 Delete Multiple

Opens the Commit/Rollback
Multiple Wizard, which enables
you to insert pending changes
into the schedule scenario or to
remove them and return the
scenario to its former settings.

B Commit/Rollback Multiple

Opens the Meeting Scheduler,
which enables you to schedule
meetings to already build
scenario for selected agents.

E Meeting Scheduler
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Scenario Intra-Day View

Use the Intra-Day view to manage schedule details for agents and profiles, for a selected scenario
on a specific day. See the toolbar image here and the button descriptions below.

RERRAVE=-EPALEEERBREITED o

If you selected the Show Performance Information check box on the Performance tab of the
Options dialog box, this window also shows performance data in a graph. If you have cleared the
Full-Day View check box, data is also shown in a table.

You can modify schedule items for individual agents or profiles in this view, and insert schedule items
for multiple agents and/or profiles.

Displaying the Intra-Day View
To display the Scenarios view:

1. From the Home menu on the toolbar, select Schedule.

2. From the Schedule menu on the toolbar, select Scenarios.
The Schedule Scenarios table displays.

3. Open a scenario by double-clicking its name in the table list or by selecting its name and clicking Open
=

The scenario's name appears on the toolbar, as a menu.

To display the open scenario's Intra-Day view:

1. From the scenario_name menu on the toolbar, select Intra-Day.

2. On the Objects pane, select the appropriate item(s) from either the Agents tree (above) or the
Activities tree (below); WFM then selects matching item(s) from the other tree.

Tip
A default performance target is selected for the Intra-Day schedule view. To change that selection, see
Performance Data Target.

3. Click Get data to display the Intra-Day Performance graph (if you have opted to view it) and the
schedule grid.
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Adjusting the Time Zone

From this drop-down menu at the top right of the view, select the Time Zone that WFM should use to

display the data in graphs and tables for this view.

Using the Grid

The Intra-Day view includes a grid with one row per agent, and the following fields and controls. You
can sort by columns such as site, team, contract, agent, shared transport, overtime, paid hours, total
hours, and start time by clicking on the header for that column.

Scheduled agents display

Edited schedules display

Full-Day View check box

Date: selectors

]
messages & warnings column

This indicator shows the number of agents
displayed (based on your selection in the Objects
tree).

This indicator shows the number of agents whose
schedules you have edited in this view, but not yet
saved.

Select the Full-Day View check box to have the
Intra-Day grid display the entire day. If you clear
this check box, the grid shows a more detailed
view.

These controls are standard date selectors.

This column contains icons that provide information
about the agents' schedules.

e A green pencil icon indicates schedule items
that you have changed but not yet saved.

e Ared pencil icon indicates an item that
generated an error. (Error conditions are more
serious than warning conditions.)

¢ A light-gray pencil icon indicates that the
agent's day was edited after scheduling or
rescheduling.

e A swap icon indicates that the agent's day was
assigned by trading or swapping.

e A yellow icon indicates an item that generated a
warning and you chose the Fix Later option.

e AYield icon (upside down red triangle) appears
if there are pending changes not yet committed
to the scenario.

* An agent icon and red check box appear for
every schedule day that contains a granted
calendar item (if the option Show agents with
granted and scheduled rotating pattern or
any other calendar preference is selected in the
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Site column

Team column
Contract column

Agent column

Shared Transport column
Overtime column

Paid Hours column

Total Hours column

Start Time column

@ (Accessible Schedule Details) button

* (Memo) column

[Timesteps] column

[Horizontal scroll bar]

Options dialog box).

Double-click a yellow or red icon to review message details and
resolve the unsaved items.

This column indicates each agent's assigned site.
This column indicates each agent's assigned team.

This column indicates each agent's assigned

contract. The Contracts ! button is displayed
in the column.

This column indicates each agent's name.

If displayed (using the Options dialog box), this
column shows the membership for each agent in
Shared Transport Group on the selected day.

If displayed (using the Options dialog box),Options
dialog box), this column shows the duration of
overtime for each agent on the selected day.

If displayed (using the Options dialog box), this
column shows each agent's paid hours for the
selected day.

If displayed (using the Options dialog box), this
column shows each agent's total hours for the
selected day.

If displayed (using the Options dialog box), this
column shows each agent's start time for the
selected day's work.

If displayed (using the Options dialog box), you can
click this icon to display the Accessible Schedule
Details dialog box, which simplifies and organizes
commands for vision-impaired users and the screen
readers that they use.

If this column is displayed (using the Options dialog
box), an asterisk (*) indicates that a comment or
additional information was saved for the indicated
agent and schedule day.

Double-click a column cell to view or edit the memo.

These columns indicate the agent's schedule items
in each timestep. To see greater detail, clear the
Full-Day View check box and/or resize the columns.

To make changes to one agent's schedule at a time, right-click
the timestep that you want to modify and then select the
command from the shortcut menu. See Modify Individual
Agent's Schedules for instructions and explanations.

Appears below the table when clearing the Full-Day
View check box causes some timesteps to be
hidden offscreen. Scroll it to the right to display
later timesteps.
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Legend

Indicates the particular type of schedule item that
each bar color represents.

When you click an agent's row, this field lists the

Details field

agent's scheduled activities on the selected day. It
displays only what fits in one line: additional

information does not appear.

Customizing the Grid

You can display more timesteps by resizing some columns to the left of the table. For details, see

Getting Started.

Search for an Agent

To find a specific agent in the Scenario Intra-Day view:

1. Use the Find Agent dialog box to search the table for particular agents. To open it, select Find from

the Edit menu or press [Ctrl] + F.
The Find Agent dialog box opens.

2. Search by first or last name. Enter part or all of the agent's name and then click OK.
The Intra-Day view display shifts to display the table row for the selected agent.

Toolbar: Modifying Multiple Agents' Schedules

You can use the following buttons on the toolbar (these commands also appear in the Actions menu)
to modify multiple agents' schedules at once, to further customize the displayed table, or to modify

the selected scenario:

Icon Name
k& Publish
%- Add/Remove scenario
elements

Description

Opens the Publish Schedule
Wizard, where you can publish a
portion of the selected scenario
to the Master Schedule, or
extract a portion of the Master
Schedule to the selected
scenario.

Opens the Add/Remove Scenario
Elements Wizard, where you can
add or remove activities and
agents for the current schedule
scenario.
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Icon Name Description
Opens the Schedule Build Wizard,
TE Build schedule where you can build a complete

schedule for the selected site.

Opens the Schedule Rebuild
Wizard, where you can rebuild
agent schedules, while optionally
Té- Rebuild schedule leaving intact any agent
schedules that you have
modified since the last build/
rebuild.

Opens the Intra-day Schedule
Rebuild Wizard to rebuild an

T’i Rebuild intra-day schedule Intra-Day schedule for a specific
day or time period for a site,
team, or agent.

Opens the Review Messages

. window, which lists schedule
& Validate schedule warnings that the server returns
for a selected site.
- Closes the open scenario (and
= Close prompts you to save unsaved

data).

Opens the Options dialog box.
Enables you to customize the
view, including whether to show
agent availability, whether to use
— a 24-hour or 36-hour display,
= Options whether to display performance
data, and whether to display or
hide the Site Name, Shared
Transport, Overtime, Paid
Hours, Total Hours, Start
Time, and Comment columns.

. Enables you to filter the
4 Flixs displayed schedule information.
A1 Sort Enables you to sort the table.

The Auto-Commit toolbar
button toggles on and off the
auto-commit feature. The feature
is also turned on and off by
selecting Auto-Commit on the
Actions menu. If it is on,

@ Auto-Commit changes are immediately applied
to the scenario. If it is off, the
changes have pending status
and can be committed/approved
before they are incorporated in
the publicly-available version of
the schedule scenario.

Workforce Management Web for Supervisors Help 492



Schedules

Schedule Scenarios

=15
T=]

Tip

Icon

Name

Swap

Insert Multiple

Delete Multiple

Edit Multiple

Commit/Rollback Multiple

Save

Meeting Scheduler

Move to Current Day

Description

Enables you to swap two agents'
schedules.

Opens the Insert Multiple Wizard,
which enables you to insert
breaks, meals, exceptions, days
off, time off, shifts, marked time,
and work sets for multiple agents
or teams.

Opens the Delete Multiple
Wizard, which enables you to
remove multiple items from the
scenario at one time.

Opens the Edit Multiple Wizard,
which enables you to edit
multiple items in the scenario at
one time.

Opens the Commit/Rollback
Multiple Wizard, which enables
you to insert pending changes
(changes entered when auto-
commit was off) into the
schedule scenario or to remove
them and return the scenario to
its former settings.

Saves any changes that you have
made to the current scenario. If
the server cannot save all
changes, red or yellow icons in
the grid's first column indicate
the agents for whom you must
correct errors or acknowledge
warnings.

Opens the Meeting Scheduler,
which enables you to schedule
meetings to already build
scenario for selected agents.

Also known as the Today button.
Click this button to display data
for today.

¢ To make detailed scheduled changes for one agent at a time (such as inserting, editing,
or deleting the agent's schedule items), see Modifying Individual Agents' Schedules.

e If you make schedule changes in the Intra-Day view and do not click Save, you are
prompted to save your changes when you select a different module or view, or when
you launch certain wizards or child windows.
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* If you change the shift start time or shift end time for an agent who belongs to a shared
transport group, you will see a warning message when you save the change.

The Performance Data Display

Selecting the Show Performance Data check box on the Performance tab of the Options dialog
box adds a chart and a table to the top of the Scenario Intra-Day display.

Tip

The table appears only if you clear the Full-Day View check box.

To configure the performance data views:

1. Select a target for the performance data by clicking the button next to the Target: label.
The Select Target list that appears contains the activities associated with the site selected on the
Objects pane, activity groups, and the multi-site activities associated with the current scenario.

2. Select the granularity in which performance data should be presented: 15, 30, or 60 minutes.

3. Select the type of data to be displayed in the graph and table.
Schedule coverage appears as a red line on the graph.

4. To configure the graph, select a value from the Chart Type drop-down list:
* Calculated (default)
* Required
* Advanced (both Calculated and Required)

The table always displays values for schedule coverage and calculated staffing. It might show
additional figures, depending on your selections on the Performance tab of the Options dialog box.

-
If you are not using automatic updates, click Refresh Performance Data “lto update the
performance data view.

You can select Update Automatically on the Performance tab of the Options dialog box.

The label Multi-Skill Enabled appears on the right end of the Performance Data Display if you
enabled the SplitMS option. See the Workforce Management Administrator's Guide.
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Scenario Intra-Day: Publish Schedule
Wizard

Use the Publish Schedule Wizard to publish a date range from the selected scenario to the Master
Schedule, or to extract a date range from the Master Schedule to the selected scenario.

At any scenario view, click Publish & . The wizard activates and presents these screens:

Select Action screen

1. Select the radio button that corresponds to the action you wish to take:
* Publish to the Master Schedule

e Extract from the Master Schedule

2. Click Next.

Publish to the Master Schedule from Scenario screen

This screen appears only if you selected Publish to the Master Schedule at the previous screen.

1. Make the following selections:

a. In the Dates area, use the spin boxes or pop-up calendars to specify Start and End dates for the
selected scenario.
This date range is the publishing source.

b. Select the Publish To Date Range check box to activate that area, then use the spin boxes or pop-
up calendars to specify Start and End dates for the Master Schedule.
This date range is the publishing destination.

c. Inthe Agents area, select agents from an object tree individually, or in groups by selecting teams,
sites, BUs, or Enterprise.

d. Select the Insert Granted Exception, Time Off and Day Off Calendar items check box to specify
that this action is performed during publication.

2. Click Finish (or Previous to return to the Select Action screen).
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Extract from the Master Schedule to Scenario screen

This screen appears only if you selected Extract from the Master Schedule at the previous screen.

1. Make the following selections:

a. In the Dates area, use the spin boxes or pop-up calendars to specify Start and End dates for the
selected scenario. This date range is the publishing source.

b. In the Agents area, select agents from an object tree individually, or in groups by selecting teams,
sites, BUs, or Enterprise.

2. Click Finish (or Previous to return to the Select Action screen).
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Scenario Intra-Day: Performance Data
Target

To view performance data in the Master Schedule Intra-Day view or the Schedule Scenario
Intra-Day view, you must choose a target. The target is the source of the performance data. You can
select the Enterprise, a business unit, a site, an activity group, or an activity (either multi-site or
single-site).

To change the Select Target window:

) ) ) Targek: | SFO |
* Click the Target: button on the Schedule Intra-Day view window —_

This option is available only if you have chosen to view performance data by selecting
the Show Performance Information check box on the Performance tab of the
View Options dialog box.

Selecting the Appropriate Time Zone

When you select a site on the Object pane (for example, San Francisco), you are also specifying that
site's time zone, which may differ from the data source's time zone. You can change the time zone
manually by selecting the appropriate zone from the Time Zone drop-down list near the upper right
of the Intra-Day view. The selected time zone is applied to the grid and graphs that you view when
you request performance data. Schedules and whatever you select to view would be displayed in the
selected time zone, regardless of the data source's local hours (WFM makes the appropriate time
conversion).

Viewing Multi-Site Activity Data

Select the Use Multi-site Activities check box to display forecast data that is taken from multi-site
activities (MSAs), and schedule data that is the sum/average of Activities under your selected target
(MSA, business unit, or site). All data is transposed to the time zone of the site that you selected on
the Object pane.

Clear the Use Multi-site Activities check box to display all MSA data as a sum/average. All data is
transposed to the selected site's time zone.

If you set the Use Multi-site Activities button to On, WFM retains your last selection—in the
current view and for all other views that contain multi-site activities—preventing you from having to
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click it every time you want to display data for the selected multi-site activity.
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Scenario Intra-Day: Edit Comments Dialog
Box

Use the Edit Comments dialog box to enter or view comments about an agent's schedule for the
selected day in the Scenario Intra-Day or Agent-Extended view. To open this dialog box:

* Double-click the Comments cell in the column labeled * for the appropriate agent.
The Comments column is visible only if you select it on the Columns tab of the Options dialog box.
This dialog box contains the following controls:

¢ Comments—Enter or edit comments in this text box.

e OK—Click this button to accept your changes and close the dialog box. The WFM database does not
save your comments until you save the scenario.

¢ Cancel—Click this button to discard your changes and close the dialog box.

Adding and editing comments changes the schedule. Therefore, when you save
comments, WFM validates the schedule and relevant schedule warning messages
appear. A schedule warning message generated when you first save the schedule
scenario generates again when you save your comments if the schedule still contains
the problems that were noted in the warning.
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Scenario Intra-Day: Options Dialog Box

Use the Options dialog box to configure the data that is shown on the:

e Intra-Day view or Agent Extended view for the current scenario.

* Master Schedule Intra-Day or Master Schedule Agent-Extended view.

Opening the Options dialog

To open the Options dialog box:

1. Click Options [ "~ on the Actions toolbar, or select Options... from the Actions menu.
The Options dialog box opens.

* When called from an Intra-Day view, it has three tabs: Options, Performance, and Columns.

* When called from an Agent-Extended view, it has two tabs: Options and Columns.
Each tab is described below.

2. After you are done configuring the Options dialog box, click OK to save your changes, or Cancel to
restore the original selections.

The Options dialog box closes and the view refreshes. The settings that you configure for a scenario
or the Master Schedule appear whenever you return to the view for that scenario or for the Master
Schedule, until you log off.

Configuring the options in the dialog

To configure options in this dialog box:
1. If you do not need the Legend to appear, you can clear the Show Schedule Legend check box to
provide more space for the grid.

2. If you want to see agent availability on the grid, select the Show Agent Availability check box. Hours
when an agent is unavailable are then shown in light gray on the grid.

3. Select the check box Show agents with granted and scheduled rotating pattern or any other
calendar preference to see which schedule days contain such an item. The result: a red check box and
Agent icon appears in the left-most column (labeled "!") for every Agent who meets these conditions.

Tip
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You can use this tool to learn whether an agent was given a schedule based on a schedule preference, which
might influence your decision to modify this agent's schedule. This icon is displayed only if the agent was
given a rotating pattern or preference (such as for time off) as a result of building a schedule. If an agent’s
schedule is manually edited to give him or her a preference, or a schedule from a rotating pattern, then the
icon will not be displayed.

4. Select the radio button for the hours you want to show, 24 to show 24 hours or 36 to show 36 hours.

5. Select the Presentation type: Schedule only, Schedule on top, or Marked time on top.
Your selection affects the colored bars in the schedule. If Schedule only is selected, you cannot see
Marked time.

Configuring the Performance tab

To configure the Performance tab (not available in Agent-Extended view):

1. If you select the Show Performance Information check box, you can further customize exactly what
performance information WFM Web shows on the Intra-Day Schedule view.
If you clear this check box, the rest of the options on this tab are disabled.

2. If you prefer not to see the legend that explains the colors used to distinguish performance data, clear
the Show Performance Legend check box.

3. The Update Automatically check box determines whether schedule changes are shown when they
happen.
Clear this only if you have network bandwidth issues that make automatic updates a problem.

4. If you selected to view performance data, you can select the check boxes to show additional information
in the performance table.

Tip

You see the table only if the Full-Day View check box is not selected.

In addition to scheduled coverage and calculated staffing, which always appear, you can select any or all of these Show
additional data options to appear in the table:

* Required Staffing

» Difference between Coverage and Calculated Staffing
» Difference between Coverage and Required Staffing

* Scheduled Service Level Percentage

e Scheduled Deferred Service Level Percentage

* Scheduled ASA (Average Speed of Answer)

e Overtime Schedule (default: cleared)

e Overtime Requirement (default: cleared)
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If any of the cells in the Difference in Calculated Staffing or Difference in
Required Staffing columns show as understaffed, WFM alerts the user by changing
the color of the cell to red. Although red is the default color, you can change it, by
using the settings in About > Settings (in the upper-right corner of the GUI).

Configuring the Columns tab

To configure the Columns tab:

* Select the check boxes for the optional columns that you want to display. Clear the check boxes for any
columns that you want to hide. For Intra-Day and Agent-Extended views, you can add the following
columns: Site Name, Shared Transport, Overtime, Paid Hours, Total Hours, Start Time,
Accessibility, and Comments. In Intra-Day view, all columns are sortable, except for Comments. In
Agent-Extended view, these columns are not sortable.
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Scenario Intra-Day: Review Messages
(Save) Dialog Box

Use this dialog box to respond to any warnings or errors that the server returned during your last
attempt to save an agent's edited schedule.

The dialog box includes the following columns and controls:

Team Name Displays the team to which this agent belongs.

Agent Name Displays the agent whose schedule generated this
message.

Messages Displays the message type (either Warning or

Error), numeric code, and the message text.

Use each message's drop-down list to select an
action to resolve the warning or error:

¢ Save—Saves the edited agent schedule. This is
the default action for warnings. It is unavailable
for agent schedules whose edits generated
errors (which are more severe than warnings).

Action ¢ Fix Later—Does not attempt to save the agent

schedule, but keeps it in the Intra-Day grid so
that you can further modify it. This is the
default action for agent schedules whose edits
generated errors.

* Do Not Save—Discards the change that caused
the warning or error to be generated.

oK Closes the dialog box, applies your selected
actions, and retrieves fresh data from the server.
Close chiIa(ges the dialog box without saving or refreshing

These errors and warnings are generated by schedule changes that you made manually in the Intra-

Day view. They differ from Validation warnings and errors, which WFM Web generates during the
schedule building process.
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Add/Remove Scenario Elements Wizard

Use the Add/Remove Scenario Elements Wizard to modify the selected scenario by adding
activities or agents to it, or by removing agents. The wizard has the following screens:

* Select Actions

e Select Activities

* Filter by Contracts

* Add Agents

¢ Add Profile Agents based on Real Agents

e Add Profiles

* Remove Agents.

To use this wizard:

1. Click Add/Remove Scenario Elements %‘. on a schedule scenario view's Actions toolbar or select it
from the Actions menu.

The wizard starts and opens the Select Action screen.

The Add/Remove Scenario Elements Wizard has seven screens (listed above), but depending on
your choices, you might see fewer screens.

¢ Click Help on any screen opens a Help page that explains that screen's options.

¢ Click Back returns you to the previous screen, if you need to revise your entries there.
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Add/Remove Scenario Elements: Select
Actions

In the Add/Remove Scenario Elements Wizard Select Action screen:

1. Select a radio button from the group Actions:

* Add scenario elements—Runs the Select Activities, Filter by Contracts, Add Agents, Add Profile

Agents based on real agents, and Add Profiles screens, enabling you to add new activities and/or
agents to the scenario.

* Remove agents from scenario—Runs the Remove Agents screen, to remove agents from the
scenario.

2. Click Next to proceed to the next screen.
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Add/Remove Scenario Elements: Select
Activities
In the Add/Remove Scenario Elements Wizard Select Activities to Add screen:

1. Select one or more activities from the Activities tree, which includes business units, sites, and
activities.

Tip
The tree displays only those sites that the scenario included when it was created, and by default, activities
included in the selected scenario are selected in the tree, and you cannot clear their check boxes.

2. Select or clear (default) the Additionally Filter Agents By Contracts check box. If you select it, the
Filter by Contracts screen is next.

3. Click Next to proceed to the next screen.
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Add/Remove Scenario Elements: Filter by
Contracts

In the Add/Remove Scenario Elements Wizard Filter by Contracts screen:

1. Select one or more contracts from the tree, which includes business units, sites, and contracts.

Tip
The tree shows only those sites that the scenario included when it was created, and by default, all contracts
matching the activities that were selected on the Select Activities screen, are selected.

2. Click Next to proceed to the next screen.
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Add/Remove Scenario Elements: Add
Agents

In the Add/Remove Scenario Elements Wizard Add Agents screen:

1. Select one or more agents from the tree, which includes business units, sites, and agents.

Tip
The tree shows only those sites that the scenario included when it was created, and by default, all agents
matching the activities that were selected on the Select Activities screen are selected.

2. Click Next to proceed to the next screen.
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Add/Remove Scenario Elements: Add
Profile Agents

In the Add/Remove Scenario Elements Wizard Add Profile Agents based on Real Agents screen
agents are displayed in a tree, which is inside a table with these columns:

* Agents—Each agent's name.

¢ Present—The number of agent profiles, based on this real agent, that are already present in scenario.
This number is read-only.

¢ Add—Select the check box in this column to add this agent's profile to the scenario. Clear the check box
to not add the profile. As a short cut, you can select a single check box for any branch of the tree:
business unit, site, team—to select all items below it.

To add profile agents, based on real agents:

1. Select or clear individual agent check boxes, as needed.
2. Select or clear the check box Place Profile Agents, Based on Real Agents, Into Their Teams.

3. Click Next to proceed to the next screen.
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Add/Remove Scenario Elements: Add
Profiles

In the Add/Remove Scenario Elements Wizard Add Profiles screen sites are displayed in a tree,
which is inside a table with these columns:
* Profiles—Each profile's name.

¢ Present—The number of profiles, based on this contract, that are already present in scenario. (Read-
only.)

e Add—The number of profiles of the type selected to add to the scenario. (Editable.)
To add profiles:

1. Display one or more profiles in the tree, which includes business units, sites, and profiles.
2. Select and edit numbers in the Add column, as needed.

3. Click Finish to save your changes to the schedule scenario.
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Add/Remove Scenario Elements: Remove
Agents

In the Add/Remove Scenario Elements Wizard Remove Agents screen:

1. Select the agent(s) to remove from a tree of business units, sites, teams, and agents.
2. Click Finish.
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Scenario Agent-Extended View

Use the Scenario Agent-Extended view to display and/or edit a single agent's schedule for one
week or for the schedule planning period. See the toolbar image here the button descriptions below.

E¥mRNDVFS=-REEBEREITE o

Tip
A legend at the bottom of the window indicates the particular type of schedule item
that each bar color represents.

You can modify schedule items for individual agents or profiles in this view, and insert schedule items
for multiple agents and/or profiles.

Displaying the Scenario Agent-Extended View

To display the Scenarios view:

1. From the Home menu on the toolbar, select Schedule.

2. From the Schedule menu on the toolbar, select Scenarios.
The Schedule Scenarios table displays.

3. Open a scenario by double-clicking its name in the table list or by selecting its name and clicking Open
(=),

The scenario's name appears on the toolbar, as a menu.

To display the open scenario's Agent-Extended view:

1. From the <scenario_name> menu on the toolbar, select Agent Extended.

2. In the Objects pane, select a single business unit, a single site within a business unit, or a single agent
within a site.

Using the Scenario Agent-Extended View Grid

The Agent-Extended view includes a grid for the selected agent. Each row in the grid contains a
color coded bar. Each bar represents a scheduled day or day off for the selected agent. The table
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below explains the fields and controls.

Scheduled agents

Edited schedules

Full-Day View

Mode:

Date:

]
messages/warnings column

Team
colored icon

Agent
Date

Weekday

This indicator shows the number of agents
displayed (based on the selected Mode).

This indicator shows the number of daily schedules
you have edited in this view, but not yet saved.

Select the Full-Day View check box to have the
grid display the entire day similar to the Intra-Day
view. If you clear this check box, the grid shows a
more detailed view.

The starting Mode is set to the default of one
week, but can be changed to Schedule Planning
Period if schedule planning periods are used at
your site.

These controls are the standard date selectors. The
grid displays data for the period containing the
selected date.

This column contains icons that provide information
about the agents' schedules.

* A light-gray pencil icon indicates that the
agent's day was edited after scheduling or
rescheduling.

* A green pencil icon indicates schedule items
that you have changed but not yet saved.

¢ A yellow pencil icon indicates an item that
generated a warning and you selected the Fix
Later option.

e A red pencil icon indicates an item that
generated an error. (Error conditions are more
serious than warning conditions.)

e A swap icon indicates that the agent's day was
assigned by trading or swapping.

e Avyield icon (upside down red triangle) appears
if there are pending changes. Pending changes
must be committed by a user with Approve
Changes security permission.

Double-click a yellow or red icon to review message details and
resolve the unsaved items.

This column on the grid indicates the selected
agent's assigned team.

The column on the grid may display a colored icon,
which represents the agent's contract.

This column on the grid indicates each agent's
name.

This column on the grid indicates the calendar day.

This column on the grid indicates the day of the
week. (Select Day of Week in the Options >
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[Timestepsl]

[Horizontal scroll bar]

Legend

Column tab.)

These columns indicate the agent's schedule items
in each timestep. To see greater detail, clear the
Full-Day View check box and/or resize the columns.

To make changes to the selected agent's schedule, right-click
the timestep that you want to modify and then select the
command from the shortcut menu. The figure below shows the
menu when you right-click the dark blue area within a color-
coded bar (unless you change the color). The menu items vary
depending on the area clicked.

10 AM 11 AM
% S-S R - | 5| 5| 5|
I AT AT Insert !

Edit 3

Ackivity Set. .. S5et Activities For

Wiark, .,

Insert Day OFf

Insert Full-Day Time OFF, .,
Insert Full-Day Excepkion, ..
Insert Marked Time. ..

Unda Changes
Insert Mulkiple, .,
Copy Schedule. ..

See Modify Individual Agent's Schedules for instructions and
explanations.

Appears below the table when clearing the Full-Day
View check box causes some timesteps to be
hidden off screen. Scroll it to the right to display
later timesteps.

Indicates the particular type of schedule item that

each bar color represents.
| Legend: [ Exception [ Day Off Wl Work [ Activity Set [l Time OFF I Break [ Meal B Marked Time

Customizing the Scenario Agent-Extended View Grid

You can resize the Team, Agent, and Date columns. For details, see Getting Started. You can also

add and remove columns.

Site Name

Shared Transport

Overtime

If displayed (using the Options dialog box), this
column shows the name of the site for each agent
on the selected day.

If displayed (using the Options dialog box), this
column shows the membership for each agent in
Shared Transport group on the selected day.

If displayed (using the Options dialog box), this
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column shows the duration of overtime for each
agent on the selected day.

If displayed (using the Options dialog box), this
Paid Hours column shows each agent's paid hours for the

Total Hours

Start Time

@ (Accessible
Schedule Details)

* (Comment)

selected day.

If displayed (using the Options dialog box), this
column shows each agent's total hours for the
selected day.

If displayed (using the Options dialog box), this
column shows each agent's start time for the
selected day's work.

If displayed (using the Options dialog box), you can
click this icon to display the Accessible Schedule
Details dialog box, which simplifies and organizes
commands for vision-impaired users and the screen
readers that they use.

If this column is displayed (using the Options dialog
box), an asterisk (*) indicates that a comment was
saved for the indicated agent and schedule day.

Double-click a column cell to view or edit comments.

Using the Scenario Agent-Extended View Toolbar Buttons

The Scenario Agent-Extended view toolbar is similar to the Scenario Intra-Day view toolbar. The
only exception is that Scenario Agent-Extended view does not contain Filter, Sort, or Meeting
Scheduler buttons. Click a button on the Scenario Agent-Extended view image to jump to its

description.

Toolbar: Modifying an Agent's Schedule

Use buttons on the toolbar (or commands from the Actions menu) for the following:

Icon

Name Description

Opens the Publish Schedule
Wizard, where you can publish a
portion of the selected scenario
to the Master Schedule, or
extract a portion of the Master
Schedule to the selected
scenario.

Opens the Add/Remove Scenario

Add/Remove scenario
elements

Elements Wizard, where you can
add or remove activities and
agents for the current schedule
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e

T

B

-]
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Icon

Name

Build schedule

Rebuild schedule

Rebuild intra-day schedule

Validate schedule

Close

Options

Auto-Commit

Swap

Description
scenario.

Opens the Schedule Build Wizard,
where you can build a complete
schedule for the selected site.

Opens the Schedule Rebuild
Wizard, where you can rebuild
agent schedules, while optionally
leaving intact any agent
schedules that you have
modified since the last build/
rebuild.

Opens the Intra-day Schedule
Rebuild Wizard to rebuild an
Intra-Day schedule for a specific
day or time period for a site,
team, or agent.

Opens the Review Messages
window, which lists scheduling
warnings for a selected site.
Warnings will only be visible if
you have already built a schedule
for this scenario and you saved
any warnings that were
generated.

Closes the open scenario (and
prompts you to save unsaved
data).

Opens the Options dialog box.
Enables you to customize the
view, including whether to show
agent availability, whether to use
a 24-hour or 36-hour display, and
whether to display or hide the
Overtime, Paid Hours, Total
Hours, Start Time, Comment,
Site Name, Shared Transport,
and Accessibility columns.

The Auto-Commit toolbar
button toggles on and off the
auto-commit feature. The feature
is also turned on and off by
selecting Auto-Commit on the
Actions menu. If it is on,
changes are immediately applied
to the scenario. If it is off, the
changes have pending status
and can be committed/approved
before they are incorporated in
the publicly-available version of
the schedule scenario.

Opens the Swap Agent
Schedules Wizard, which
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Icon Name
S Insert Multiple
3 Delete Multiple

@ Edit