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GENESYS

AN ALCATEL-LUCENT COMPANY

Preface

Administrator’s Guide

Welcome to the Workforce Management 8.0 Administrator’s Guide. This
document introduces you to the concepts, terminology, and procedures relevant
to Genesys Workforce Management.

This document:

* Introduces the product, lists new features, and presents the WFM
architecture.

» Offers deployment-planning recommendations and considerations.

» Explains how to configure and install the Workforce Management (WFM)
components.

» Explains how to start and stop all components.

* Explains how to use the WFM Database Utility.

* Provides troubleshooting suggestions.

* Includes a list of WFM-specific terms and their definitions.
This document is valid only for the 8.0 release(s) of this product.

Note: For versions of this document created for other releases of this product,
please visit the Genesys Technical Support website, or request the
Documentation Library DVD, which you can order by e-mail from
Genesys Order Management at ordermanegenesyslab.com.

This preface provides an overview of this document, identifies the primary
audience, introduces document conventions, and lists related reference
information:

«  About Workforce Management, page 16

+ Intended Audience, page 16

«  Making Comments on This Document, page 16
«  Contacting Genesys Technical Support, page 17
- Document Change History, page 17

For information about related resources and about the conventions that are
used in this document, see the supplementary material starting on page 323.
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Preface About Workforce Management

About Workforce Management

Genesys Workforce Management is designed to provide contact center
managers with the tools they need to better manage their workforce. The
product offers the ability to create accurate staffing plans that take into account
not only projected contact volumes and average handle times, but also the
various skills and skill levels of their agent population. This is achieved
through advanced forecasting, scheduling, contact-center performance
monitoring, and real-time agent adherence capabilities.

Genesys Workforce Management has been designed to integrate tightly with
the Framework components of the Genesys Customer Interaction Management
Platform. Agents and their skill sets are entered and maintained in Genesys
Configuration Manager, so there is no need to re-enter this information in a
stand-alone workforce management application. This integration also allows
contact centers to leverage real-time statistics, contact-center performance, and
agent adherence data across all communication channels.

Designed for the true multi-media, multi-site environment, Genesys Workforce
Management provides optimal schedules for multi-skilled agents who may
handle customer interactions of different media types. Agent preferences,
skills, proficiency, customer segmentation, historical trends such as e-mail
response times, and outbound call lengths are all considered within the
forecast, schedule and adherence components.

Intended Audience

This document, primarily intended for contact center managers and system
administrators, assumes that you have a basic understanding of:

» Computer-telephony integration (CTI) concepts, processes, terminology,
and applications.

* Network design and operation.

* Your own network configurations.

You should also be familiar with:

» Genesys Framework architecture and functions

* Industry-standard workforce management terms and practices.

Making Comments on This Document

If you especially like or dislike anything about this document, feel free to
e-mail your comments to Techpubs.webadminegenesyslab.conm.

You can comment on what you regard as specific errors or omissions, and on
the accuracy, organization, subject matter, or completeness of this document.
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Contacting Genesys Technical Support

Please limit your comments to the scope of this document only and to the way
in which the information is presented. Contact your Genesys Account
Representative or Genesys Technical Support if you have suggestions about
the product itself.

When you send us comments, you grant Genesys a nonexclusive right to use or
distribute your comments in any way it believes appropriate, without incurring
any obligation to you.

Contacting Genesys Technical Support

If you have purchased support directly from Genesys, contact Genesys
Technical Support at the following regional numbers:

Region

Telephone

E-Mail

North America and
Latin America

+888-369-5555 (toll-free)
+506-674-6767

supportegenesyslab.com

Europe, Middle East, and
Africa

+44-(0)-1276-45-7002

supportegenesyslab.co.uk

Asia Pacific +61-7-3368-6868 supportegenesyslab.com.au

Malaysia 1-800-814-472 (toll-free) supportegenesyslab.com.au
+61-7-3368-6868

India 000-800-100-7136 (toll-free) supportegenesyslab.com.au
+91-(022)-3918-0537

Japan +81-3-6361-8950 supportegenesyslab.co.jp

information and procedures.

Before contacting technical support, refer to the Genesys Technical Support Guide for complete contact

Document Change History

This document has been updated for new and changed functionality in the
initial 8.0 release of Workforce Management (WFM), as described in the
Release Notes and online help for WFM components.

Administrator’s Guide
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Chapter

Overview

Genesys Workforce Management unifies forecasting, employee scheduling and
calendar management, monitoring of real-time agent-adherence and intra-day
contact-center performance, and historical reporting into a robust contact-
center resource-planning application.
This chapter discusses these topics:

About Genesys Workforce Management, page 19

High Availability, page 20

Integration with Other Genesys Solutions, page 20

User Security Settings, page 22

Calendar Management, page 22

Forecasting, page 25

Scheduling, page 28

Notifications, page 34

Performance, page 36

Adherence, page 36

Reports, page 37

The WFM Integration API, page 37

New Features in 8.0, page 38

About Genesys Workforce Management

Administrator’s Guide

Genesys Workforce Management (WFM) provides a sophisticated package of
contact-center management tools. It provides additional value through its tight
integration with Genesys Framework and Genesys Routing. Key functionality
is presented through a web interface, which increases its accessibility and
flexibility.

WFM is a strategic asset in advancing your goals of providing the highest-
quality customer service for the best value. In today’s contact center,
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High Availability

interactions take a multitude of forms, and agents may have a broad variety of
skills. WFM creates forecasts and schedules for multi-skilled agents who are
handling interactions in a variety of media, as well as for a more traditional
single-skilled agent pool handling mostly voice interactions.

WFM enables Supervisors to create proposed future schedules, Agents to bid
on those schedules, and Supervisors to integrate the bids into real schedules.

WFM enables agents to request time off and specific working hours, and also
to trade schedules with other agents, without sacrificing optimal staffing levels.
Flexible agent scheduling can help improve agent retention, resulting in fewer
new hires who require training before they can become effective promoters of
your business.

WFM provides real-time contact-center performance and agent-adherence
monitoring. You can immediately adjust the number of agents working on a
specific activity if you see that the service-level statistics for that activity have
fallen out of the acceptable range. Or, if the service levels are more than
satisfactory, you can encourage agents to spend additional time upselling new
products, move them to another activity, or even give them time off.

The sections in this chapter give a high-level overview of the Genesys WFM
features and functions. The final section, “New Features in 8.0” on page 38,
presents recent additions and changes to WFM functionality that may be of
particular interest to those migrating from an earlier release of Genesys WFM.

High Availability

Data Aggregator supports Hot-Standby high availability. You can install a
second Data Aggregator server as a backup and configure it to take over
automatically in case the primary server goes down.

The backup reads the same information as the primary Data Aggregator, so if it
IS necessary to switch to the backup, there is no delay or loss of data. At the
transition, the backup Data Aggregator simply starts writing to the database
starting from the point when the primary Data Aggregator left off.

Because the failure of other WFM servers does not result in critical data loss,
they do not support Hot- or Wwarm-Standby high availability. However, if you are
using Management Layer, you can configure the Local Control Agents running
on the server computers to restart the WFM processes and re-establish their
connections.

Integration with Other Genesys Solutions

20

Workforce Management 8.0 is tightly integrated with the Genesys Customer
Interaction Management (CIM) environment.
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Integration with Other Genesys Solutions

Configuration Layer Integration

WFM can automatically retrieve agent and skills information from the
Genesys unified configuration environment, reducing the effort needed to
maintain the WFM system and removing the chance of human errors caused by
redundant data entry. You can configure WFM to place agents within a site
automatically, based on their switch logins, if the switch is used to represent a
site in WFM. Also, you can easily configure WFM to retrieve statistics from
Routing objects (queues, routing points, virtual queues, and so on) within the
Genesys platform, reducing the effort needed to support changes in routing
strategies.

Management Layer Integration

Management Layer delivers powerful solution-wide control of Genesys
solutions from a single access point. Through Solution Control Interface (SCI),
Management Layer provides control and monitoring functions that allow a
user to start or shut down single applications, or an entire solution, in a single
operation and to monitor current runtime status of applications and entire
solutions.

Workforce Management 8.0 is integrated with the Genesys Management
Layer, enabling easy solution-wide configuration, overview of Workforce
Management status, and automatic switching to backup servers if necessary.

If you use Management Layer to control and monitor WFM, each computer on
which a Workforce Management server is installed also runs a Local Control
Agent that constantly checks that server’s status. If a server goes down, SCI
signals the user, enabling a prompt response.

Problems are centrally logged for convenient access. For more information on
the Management Layer, see the Framework 8.0 Management Layer User’s
Guide. Management Layer installation and configuration are described in
Genesys Framework documentation.

Enterprise-Routing Integration

Administrator’s Guide

You can configure Genesys Enterprise Routing (ER) to route calls based on
WEFM schedules. Doing so can help ensure a more-balanced multiskill
workload for agents and improved schedule adherence.

Routing strategies can route based on the anticipated availability of an agent.
For example, interactions are not routed to agents immediately before they are
scheduled for a break. This improves agent adherence and leads to better
customer service and worker efficiency. Schedules are created in WFM Web
for Supervisors and stored in the WFM database. You configure WFM routing
strategies in Interaction Routing Designer, a user interface provided with ER to
create routing strategies.
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User Security Settings

User Security Settings

The WFM Configuration Utility User Security module enables you to fine-
tune the precise access each user has to WFM objects and functions. For
example, you can:

* Limit certain users so that they can view only certain sites or teams.
* Limit certain users so that they can read the schedule but not change it.
* Limit access to reports.

* Limit access to WFM configuration settings modules, such as Contracts
and Time Off Types.

Pending Schedule Changes

User Security enables you to control who can make changes to schedule
scenarios and to the Master Schedule. Users may be able to enter changes to
the Master Schedule, but unable to commit or approve changes. Such changes
are in pending status. An authorized user can then review the changes, and
either commit/approve them or roll back/delete the changes.

This enables contact center managers to provide Master Schedule access to
certain users who might not ordinarily have access. For example, supervisors
who manage teams of agents, but who don’t normally have any scheduling
responsibility, can enter team meetings or other exceptions into the schedule.
Workforce-scheduling professionals can then review these to ensure that
coverage is not adversely affected.

Calendar

Management

WEFM’s unique agent-based scheduling approach enables robust agent-calendar
management prior to scheduling. WFM can incorporate known obligations into
agent schedules to ensure that agents can keep appointments and request
adjusted shifts or working hours while WFM maximizes contact-center
efficiency. By more accurately planning for known obligations, WFM can take
the guesswork out of forecasting for staffing overheads, leading to more
efficient use of the agent pool.

Planning and Scheduling Meetings

22

The Meeting Planner provides great flexibility when planning meetings. You
select the meeting participants, define the range of time in which the meeting
should occur, and set the duration of the meeting. You can configure recurring
meetings, specifying either the number of occurrences or the start and end
dates of the meeting series and the interval (weekly, for example).
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Time Off

Administrator’s Guide

Calendar Management

The Meeting Scheduler builds the meeting into the work schedules of the
participants during the scheduling process, finding the optimal times for
agents’ shifts and the meeting at the same time.

The meeting is included as an exception in all attendees’ schedules. WFM
displays the meeting exception in the Schedule views using the meeting short
name, so you can find it easily when looking at schedules. If a sufficient
percentage of participating agents is unavailable, then the meeting is not
scheduled, and you receive a warning.

Additional Functionality

Use the Meeting Scheduler...

* to insert meetings directly into multiple agent schedules as an exception
after building the schedule.

* to create optimally-scheduled meetings within an existing schedule.

Use the Meeting Planner...

* to configure meetings that are pre-planned, such as recurring team
meetings.

Play ‘what if’...

You can add a meeting to a schedule that has already been built, and WFM will
insert the meeting into the most optimal time slot, based on the list of
participants.

Supervisors can use this feature to better determine the optimal meeting times
that otherwise required manual calculation or guesswork.

You can use the WFM Configuration Utility Time Off Types module to
configure multiple types of time off. Doing so enables you to set different
characteristics for each type, define different rules for the accumulation of
accrued time off and distribution of awarded time off, and fine-tune your
record-keeping using the Time Off Report.

Note: In releases prior to WFM 7.1.2, Time Off was called Vacation and was
the only time off type. No additional Time Off Types could be created.

Time off can be accrued or awarded. The settings for these differ slightly, but
both are configured in the WFM Configuration Utility’s Time-Off Rules
module. You can configure separate time-off rules for each time-off type.

You can associate multiple time-off rules with one time-off type. For example,
you might want to have different accrual rules for agents with more seniority
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than for those who are recent hires. By assigning the appropriate time-off rule
to each agent who receives time off of that type, you can determine the rate at
which each agent accrues the time off.

Use the Calendar module in WFM Web for Supervisors to set time-off limits.
You can set time-off limits for an activity, for a team, or for an entire site. You
can also set different time-off limits for a specified period. For example, you
might want to further limit time off because of special circumstances.

You can also set different time-off limits for various periods during the day.
For example, you might permit more time off in the evening than in the busier
morning.

Agents can view their balances for each time-off type and request time off in
WFM Web for Agents. Agents can request both full-day and part-day time off.
Supervisors can enter time-off requests into the WFM Web for Supervisors
Calendar module.

Requested time off may be manually approved by the supervisor or
automatically approved by WFM Web, based on agent time-off balances and
the limits set on the number of agents with time off per activity, team, or site.

When the Scheduler runs, all time off that has been granted is scheduled.
Additional time off may be scheduled, depending on whether it meets time-off
limits and scheduling optimization constraints. Once time off is scheduled,
agents can no longer edit or remove the time-off assignment using WFM Web
for Agents.

Time Off Wait List

When a time-off request is made, but time off limits have already been
reached, if the agent asks for the request to be wait-listed, the request now
remain in the WFM Calendar in a Preferred status, rather than being declined.
Supervisors can view this “wait list” in the Calendar, sorting the time off
requests by timestamp, and selectively grant time off requests.

Supervisors can grant agent time off for future periods, if the time off limits are
raised, or if other agents cancel their existing requests. This enhances
supervisor productivity by no longer requiring them to track these requests
with a paper-based system.

Schedule Exceptions

Exceptions are additions to a schedule that are not work but which must be
taken into account to allocate agent time correctly. Examples of exceptions
include meetings, training, and special projects.
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Forecasting

Exception Types

You create exception types based on the needs of your contact center. These
types can be extremely flexible and you can link them to other WFM
scheduling features. For example, you can specify that some exception types
are used in meeting planning, and that some can be converted to a day off, if
necessary.

Exceptions can be full-day or part-day. You can assign multiple part-day
exceptions, assuming they do not overlap or otherwise violate internal WFM
consistency checks.

Exception and Preference Hierarchy

Exceptions and preferences are ranked in a hierarchy. This means that, if
multiple exceptions and preferences are assigned for an agent on a single day,
Calendar Management analyzes the assignments and immediately selects the
highest-priority exception for assignment, noting the others as declined.

However, declined exceptions and preferences are stored in the WFM
database, in case of later changes to calendar information. If, for example, a
training session is canceled, an agent’s previously overridden day-off
preference might then change status and be available for scheduling.

Forecasting

Administrator’s Guide

Use this tool to predict contact-center workload and staffing requirements
based on historical data or user-defined templates. WFM provides multiple
methods of forecasting the workload and staffing requirements for work
activities. You start by creating one or multiple forecast scenarios. Creating
multiple scenarios enables you to see the effects of changes to forecasting
parameters, such as service objectives and predicted interaction volume. When
you have determined the most satisfactory forecast, you publish it, making it
the Master Forecast on which schedule scenarios, and eventually the Master
Schedule, are based.

If you choose to, you can derive workload forecasts from historical
information that is either collected automatically by WFM from the Genesys
system or imported from .csv files using the WFM Configuration Utility. You
can also create workload and staffing forecasts as reusable templates. Once
you have generated a workload prediction, WFM determines the staffing
requirements needed to service the workload, taking into account any
applicable service objectives.
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Using Historical Data

WFM automatically collects historical data from Stat Server for all work
activities handled by the Genesys platform encompassing all media, contact
segments, and service types. Using Genesys Stat Server, rather than automatic
call distribution (ACD) reports, provides you with far greater flexibility in
defining and gathering statistics that provide an appropriate measure of contact
center performance over time.

WFM analyzes interaction volumes and average handling time (AHT) in order
to predict future trends for each work activity. This data enables WFM to build
accurate forecasts for the anticipated workload, and to calculate the staffing
required to meet that workload.

Using the WFM API, you can also develop a custom application that will
enable Interaction Volume and Average Handle Time data from a 3rd-party
system to be imported directly into the WFM database. This is useful if you
want to use WFM to forecast and schedule a type of work that is not being
routed by Genesys.

Using Forecasting Events

WEFM can track events that may affect interaction volume. A sales promotion
or marketing campaign, for example, may cause a predictable peak in
interaction volume. Such events are entered in WFM Web for Supervisors and
used by the advanced WFM algorithms. If an event recurs, the forecasting
algorithms learn the impact of that event and account for its impact in future
forecasts.

Setting Service Objectives

With WFM forecasting, you can set specific service objectives. You can also
adjust these objectives and then rebuild the forecast, which provides a detailed
“what-if” analysis of the potential impact of staffing or service-objective
changes. WFM forecasting uses parameters such as interaction volumes,
average handling time (AHT), average speed of answer (ASA), desired
percentage of interactions handled within a target time (service level),
occupancy, and maximum percentage of abandoned interactions to determine
effects of different service objective settings.

Flexible Forecasting

WEM supports an unlimited number of forecasting scenarios. With them, you
can create multiple forecasts and evaluate how changes in the parameters or
the forecasting method that you use affect expected service objectives.
Resource planners can then easily create reliable forecasts, fine-tuning the
results in tabular and graphical data views. You can also save forecast
workforce data as templates for use in subsequent forecast building.
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WEM offers several different forecasting methods of varying complexity:

Template-Based—Good for work activities with little historical information
or for activities with very predictable interaction traffic.

Expert Average Engine—Good for work activities that have a reasonable
amount of historical data or those that fluctuate more dramatically because of
unknown factors.

Universal Modeling Engine—Good for work activities with more than one
year of historical data and accurate forecasting event information.

Copy Historical Data—Good for work activities when you have some
historical data, but not enough to use the Expert Average Engine or the
Universal Modeling Engine. You can combine the historical data with overlap
templates, which fill in gaps in the historical data.

Use Value—Good for work activities if your site activity load is very regular.
Applies a specific interaction volume or AHT to each time interval in the
scenario.

Deferred-Work Forecasting

WEFM is designed to consider deferrable work activities, such as e-mail, as
inherently different from “immediate” work, such as a phone call. WFM uses a
proprietary algorithm designed to distribute the backlog of deferrable
interactions across the day in order to satisfy your service goal, which is
expressed in minutes, hours, or days. Spreading out the deferred work enables
you to avoid spikes in workload forecasts when a contact center opens for the
day, or during brief periods of high volume.

Multi-Skill Support

Administrator’s Guide

A multi-skilled contact center presents an opportunity for increased
productivity.

An agent might be idle in a single-skill environment, because she cannot
answer calls that are queuing for a particular activity/skill that she possesses—
because the schedule prevents her from using that skill.

In a multi-skilled environment, the agent can use her additional skills to
answer calls. A multi-skilled agent is qualified to work on multiple activities,
and therefore he or she can perform different types of work during a shift.

In a multi-skill environment, an agent may be available for multiple activities
during any timestep. The agent can be scheduled to work on an activity for
only part of a timestep, and only the fraction of the time period during which
she or she works is counted.

Because of this, the value for staffing can be expressed as a fraction. For
details, see Appendix C, “Multi Forecasting Primer,” on page 293.
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Scheduling

WFM uses the published Master Forecast to create agent schedules that
comply with user-defined business constraints. Or you can create “empty”
schedules to which you can then assign agents. Schedule constraints include
available personnel with required skills, staffing requirements, employment
contracts, business policies, and agent preferences.

The staffing requirements act as a target for schedule generation. An optimized
schedule ensures the least amount of over- and understaffing while still
meeting contractual obligations. WFM uses each agent’s individual skills,
contracted working rules, and calendar items as guides to help identify when
each agent can work, and what he or she will work on.

WEFM aids compliance with regional working rules by helping to apply the
following aspects of Contract rules:

* User-defined weekend days
* Schedule synchronization based on specific days of the week
* Maximum number of consecutive weekends an agent may work

You can schedule agents to be available to perform multiple types of work at
once or you can schedule them to work on specific types of work for periods of
time within their day. You can also combine these, to create schedules in which
some periods are set aside for specific types of work while at other times
agents perform any work that arrives for which they are qualified.

Once you finalize your schedule, you can publish it to the Master Schedule,
where it immediately becomes available for agents to view through WFM Web
for Agents. Agents may then trade their schedules as needed, if the schedule
trade complies with trading rules and is either auto-approved or is approved by
a qualified supervisor.

Maximum Agents by Length of Schedule Period

You can build schedules for up to 5,000 agents and 6 weeks. Memory
requirements are decreased, and contiguous memory is not necessary for
scheduling. If you have 1.5 GB of virtual memory available, you can now
build large schedules (5,000 agents). Generally, for schedules with 2,000 or
fewer agents, 600 MB of virtual memory is enough.

Warning! Consider the preceding limits to be rough estimates; scheduling
duration varies depending on your configuration. There is no way
to provide a general estimate for schedule build time, based on just
a few simple parameters such as the number of schedule weeks and
the number of agents. The maximum schedule size must be
determined uniquely by each user, based on specific performance
requirements.
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Profile Scheduling
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Although agent-based scheduling offers a multitude of advantages, in some
cases you must build schedules without agents assigned to them. To do so, you
create a schedule composed of empty schedule slots that are appropriate for the
contract types or agent skill sets you currently have, or for which you
anticipate hiring. WFM offers several methods for creating blank schedules to
which you can assign agents:

Scheduling Using Profiles—Profiles are based on contracts and include a skill
set. They are used to represent a typical kind of agent or a proposed new agent
classification. For example, you can create a new flexible full-time profile to
enable planners to evaluate the adoption of a 4-day, 10-hours-per-day work
week. Each profile has a skill set with assigned skill levels. Scheduler uses
either a user-specified number of each profile type or a blend of profiles based
on the current staff, to create blank schedules to which you can assign qualified
agents.

Mixed Scheduling—You can build schedules using a combination of profiles
and actual agents. This can enable planners to create additional optimized
schedules for expected new hires or for outsourced agents to use.

Schedule Bidding—Supervisors create an optimal set of schedules with no
agent names, authorize a set of agents to participate in the bidding process, and
open the schedules for bidding. Agents review the schedules on which they are
qualified to work, and bid by numbering the most desirable and least desirable
schedules 1, 2, 3, and so on. The Supervisor can then have WFM assign the
schedules to the agents automatically, based on the agents’ bids as well as their
seniority and/or rank.”

Automated Schedule Bidding

Automated Schedule Bidding allows supervisors to create schedules with no
agent names associated, and then distribute them to agents via the Web. The
agents can view, filter, and sort these schedules, and bid on their favorite
schedules over a preconfigured period of time. An automated assignment
engine then assigns schedules to agents, based on their bids and their seniority
and/or rank. When possible, preplanned Calendar items such as granted time
off, days off, and exceptions are integrated into agent schedules when the
schedules are published to the Master.

This new and powerful feature helps contact centers to comply with union
regulations requiring that agents be assigned their desired schedules based on
their seniority or rank. It also enhances supervisor productivity by automating
the process. Even in nonunionized contact centers, automated schedule bidding
improves agent satisfaction by giving agents more control over their future
schedules.
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Multi-Site Planning

Using a familiar tree structure, you can configure WFM'’s objects to
correspond exactly to your Enterprise organization. For centralized, multi-site
contact centers, WFM enables forecasting and building of schedules for work
activities spanning all sites.

For decentralized, multi-site contact centers, WFM supports two main models.

* For multi-site contact centers that distribute calls based on percentage
allocation, WFM enables you to forecast interaction volumes centrally and
distribute the workload to each site for further planning efforts. Each site
can set parameters such as service objectives and staffing requirements,
and can build schedules.

»  For multi-site contact centers that are virtualized and distribute calls based
on agent availability, skill set, and so on, WFM enables you to forecast
staffing centrally and then split the staffing requirements to each site.
Schedules may then be built for each site. By building staffing
requirements centrally, WFM can account for the efficiencies of scale that
are seen in a true virtual contact center environment.

The browser-based capabilities provided by WFM ensure that in any multi-site
environment users across the enterprise can participate in the planning process.

Also see Appendix C, “Multi Forecasting Primer,” on page 293.

Agent Preferences

The Scheduler can optionally consider agent preferences when building
schedules. Agents can enter preferences for shifts, days off, availability, and
time off using WFM Web for Agents. Supervisors can enter agent preferences
in WFM Web for Supervisors and, with the appropriate security permissions,
can grant or reject preferences. If a supervisor grants a preference, the calendar
algorithm considers that agent’s preference when building the schedule, along
with various other criteria such as seniority.

Preference Fulfillment and Schedule Optimization

Contact center administrators can also specify whether preference fulfillment
or schedule optimization is the more important goal. This adds another layer of
control over preference scheduling.

Flexible Shifts

The method WFM uses to create shifts enables you to configure flexible shift
durations and start and end times. Additionally, WFM schedules use flexible
break and meal parameters.
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In a sense a WFM shift is an abstraction, representing countless possible
working times. This is true even if the shift is configured to produce very
regular, fixed, agent schedules. This is in contrast to the conventional notion of
a shift with a mandatory fixed weekly start time, fixed duration, and set breaks.

A single WFM shift can incorporate hundreds of possible start times and
durations as long as they fall within the parameters of the associated contract.
However, through synchronicity constraints and use of more-rigid shift
configuration settings, you can fix agent start times and workday durations.
This combination of flexibility and structure makes the WFM shift a
tremendously powerful scheduling mechanism. In fact, in some cases, you can
configure an entire contact center using only a few WFM shifts.

The WFM Shift

For example, consider a contact center with a standard full-time shift of 8
hours a day, 5 days a week, and an alternative full-time shift of 10 hours a day,
4 days a week. You can schedule both types of agents using a single shift with
a flexible duration of 8 to 10 hours per day. In either case, the agents are
contracted to receive 40 hours work each week and to work 4 or 5 days. You
can configure WFM to guarantee that specific agents work 4 days a week and
others 5 days, or let the WFM Scheduler determine how many agents of each
full-time type to use to provide the most effective schedule.

Task Sequences

Administrator’s Guide

WFM task-based scheduling enables you to configure sequences of work
activities to be used in shifts. These task sequences guarantee that a specific
period of time is spent on a specified activity or set of work activities.

Using task sequences, multimedia contact centers can generate agent-friendly
schedules that build in extended periods of time set aside for handling specific
tasks. Agents are thus able to focus on a single media or skill set, enabling
them to complete their tasks more effectively, without the confusing effects of
frequently switching media. Contact center planners can ensure that task time
is equitably distributed among all qualified agents. And WFM can optimize the
assignment of task times based on forecasted staffing requirements.

For example, you can guarantee that all appropriately skilled agents receive
exactly 2 hours of outbound work for every shift, or you can allow WFM to
determine how much outbound work to distribute to each agent. You can
configure Genesys Routing to use WFM schedule information as input for
routing decisions. In this way, you can use task-based scheduling to provide a
closed-loop routing system that complements an agent-based approach to
contact center management.

For more information on task sequences, see Appendix A, “Configuring Task
Sequences” on page 199.
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Schedule Trading

Marked Time

WEFM schedule trading enables agents to trade schedules among themselves.
They can do so either through a trade with a specified agent or through a trade
open to any qualified agents within their community.

Contact center planners no longer need to spend an excessive amount of time
managing and processing agent schedule-trade requests. Agents feel that they
have flexibility when they need to change their usual schedule and that they
have more proactive control over the times they work. In some cases, schedule
trades can be approved without supervisor intervention, enabling managers to
focus on trades that may affect service levels or violate company policies.

Use marked time to distinguish any periods of time that are not otherwise
tracked and reported on in an existing WFM category. For example, you can
create a marked-time type for a particular project. Or you can use marked time
to identify overtime periods that you want to appear in a report.

You configure marked-time types using the WFM Configuration Utility. You
can specify marked time in WFM Web for Supervisors and view periods of
marked time in its Intra-Day schedule view. You can report on marked time
using the Schedule Marked Time Report and the Schedule Marked Time Totals
Report.

Intra-Day Scheduling
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The WFM Web for Supervisors Intra-Day schedule views enable you to make
real-time adjustments to schedule scenarios or to the Master Schedule. You can
insert exceptions, edit or change shift start and end times, assign meetings,
enter time off for an agent who has suddenly gone home ill, change the
activities agents are working on, or make other changes to the schedule to
improve contact center performance and to make the schedule reflect actual
contact center circumstances.

You can make changes one at a time or use one of the Schedule wizards to
make changes to multiple agents’ schedules at once.

Intra-day Schedule Re-Optimization

When you build a schedule in WFM, the scheduling algorithm minimizes the
over and under-staffing of agents against the forecasted staffing requirements,
while meeting the configured working rules. Since schedules may be built
several weeks in advance, a variety of circumstances may cause the schedule
to become suboptimal by the time a particular schedule day arrives. Some
examples:
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Scheduling

» Contact center management may have re-forecasted volumes and staffing
for the day.

* Agents may have called in sick or been granted time off.
» Existing agent schedules may have been manually adjusted.
» Additional agents may have been added into the schedule.

* Meetings or other types of exceptions may have been added to the
schedule.

It does not make sense to re-optimize schedule items for days or hours that
have already passed. For most contact centers, it is also not practical to re-
optimize the current hour. Any changes to meals, breaks, and/or work activities
may be difficult to communicate to the affected agents. For these reasons, a re-
optimization wizard allows you to select the date, start time, affected agents,
and the set of schedule items to be re-optimized.

For example, you have the option to re-optimize the placement of:
a. Breaks only.
b. Meals and breaks only.
c. Activity sets/task sequences/activities only.
d

Breaks/meals/activity sets/task sequences/activities without affecting
shift start/end times.

e. Breaks/meals/activity sets/task sequences/activities, and shift start/end
times.

This gives some flexibility if you do not wish to change certain shift items or
work activities because it may be difficult for your agents to adjust to those
changes. For example, if agents use their meal breaks to go out of the office
and go to appointments, you may not want to change these times once they
have been published.

Similarly, you can decide whether shift durations should be allowed to change
or not. In some contact centers, this may be done in order to offer additional
work hours to certain agents. In other contact centers, this is not a desired
practice.

Additionally, you may choose to exclude from this re-optimization any agents
whose schedules have already been manually edited. You may have already
spent time manually adjusting shift items or work activities for an agent (for
example, you moved meals or breaks based on a particular request from an
agent) and you don’t want to lose those changes.

Pending Schedule Changes
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Users who do not have the Approve Changes security permission enabled can
make only pending changes to the Master Schedule. Pending changes do not
affect the official version of the Master Schedule.
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A user with the Approve Changes security permission enabled must commit
pending changes before they are incorporated into the official schedule.
Discarded changes are rolled back.

Alternatively, such a user can go to the Master Schedule Changes Approval
module (invisible to users without the Approve Changes security permission
enabled). There, she or he can review the pending changes to the Master
Schedule made by any user, and approve or reject them.

You can also enter pending changes into a schedule scenario. Such pending
changes are visible only to the user who entered them. You can later review
your pending changes, and either commit them or roll them back. Once
committed, the changes are visible to all users with access to the schedule
scenario.

Note: If a scenario with pending changes is published to the Master
Schedule, the pending changes are not included.

Schedule State Group Totals View

This view provides intra-day totals of the number of agents in each schedule
state group (Meetings, Lunch, Breaks, and more).

It helps managers and supervisors understand how many agents are scheduled
for each type of activity during a particular time period, and provides a
snapshot view of productive vs. nonproductive time on an intra-day basis.

Notifications

The Notifications module in WFM Web for Supervisors allows you to
configure e-mail notifications by site for the following types of events:

» Schedule trade status changes. This type of notification can be received by
both agents and supervisors who are affected by a schedule trade proposal
or response.

* Time off request status changes. This type of notification can be received
by both agents and supervisors who are affected by a time off request.

» Schedule modifications. This type of notification can be received by the
agent who is affected by the schedule change.

See also: Chapter 10, “How to Set up E-mail Notifications in WFM,” on
page 207.

WFEM Daemon

A standalone server component, WFM Daemon, sends out notifications to
agents and supervisors.
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Notifications

Note: By default, WFM does not send notifications. In order to send

notifications, you must select at least one site to send notifications of
given type in the Targets tab of the Notifications module and save.
Agents and supervisor users who are to receive e-mail notifications
must have e-mail addresses configured. These e-mail addresses are
stored as part of the Person object in the Genesys Configuration
Database and are (optionally) synchronized into WFM using the WFM
Configuration Utility. Additionally, WFM must be set up properly and
connected to a customer-supplied SMTP server. (See “Options Tab for
WFM Daemon” on page 149 for details on configuring the WFM
Daemon to send notifications.) Once you have performed these steps,
notifications of the selected type(s) are sent.

Schedule Trade Status Changes

WEFM Daemon uses the following rules when sending schedule trade status
change notifications:

Both the proposing agent (creating the trade request) and responding agent
(receiving the trade proposal) associated with the selected site(s) get
notified when a trade status is User-declined, User-approved, Auto-
declined, Auto-approved, or Cancelled.

Supervisor(s) associated with the selected site(s) get notified when a trade
status is Pending.

The responding agent gets notified when the status of a trade proposal is In
Review or Open.

The proposing agent gets notified when the response status of a trade
proposal is Accepted, In Review, or Cancelled.

Time Off Request Status Changes

WFM Daemon uses the following rules when sending time off status change
notifications:

When a supervisor manually changes agent time off in the Calendar
module, the affected agent receives a notification.

When an agent time off request is saved in a Preferred status, any
supervisors with access to the agent’s team, are notified.

Schedule Modifications

When a supervisor changes one or more schedule days, WFM sends a schedule
modification notification to the configured site's affected agent.
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Performance

The Performance modules compare the forecast and schedule to what is
actually happening in the contact center. WFM shows intra-day statistics, such
as interaction volume, average handling time (AHT), agents logged in, service
level, average speed of answer (ASA), and abandons, and compares them to
the planned values.

Intra-day contact-center performance data is displayed in an informative and
easy-to-read format, enabling efficient performance monitoring and quick
response to unanticipated interaction flow or agent-staffing situations.

WFM also provides a “what-if” calculator as an aid to decision making. You
can enter new values for staffing, interaction volume, and/or other performance
statistics into the What-1f window. The What-If calculator then supplies the
results to be expected if the values change as you project.

Adherence

Workforce Management provides real-time agent-adherence data, which
compares the current agent status to the scheduled status.

Agents who are not adhering to their schedules (within user-defined
thresholds) are highlighted in yellow if they are nonadherent or in red if they
are severely nonadherent. WFM also displays the amount of time, in minutes,
that the agent’s current status has differed from the scheduled status. This
running total is continually updated.

Using Reason Codes

WFM enables you to enter reason (aux) codes when you configure agent-
adherence rules. The reason codes are linked to Genesys Agent States and add
additional details to the state information. The Genesys state + reason code
combination is mapped to WFM Scheduled State Groups and is displayed in
Adherence VIEWS.

Note: When you filter on user-defined reason codes in the Adherence Filter
dialog box, the reason code that you specify must not contain any
spaces within or at the end of the key value.

For example, an agent might signal that she is in a NotReady state. By adding a
reason code, she can specify that she is doing after-call work or answering e-
mail. This detailed information then appears in the WFM Web Adherence
Details view and agent-adherence reports.
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Reports

Note: To use reason codes, your switch must support them. See your T-Server

documentation to find out whether your switch can include reason
codes when it sends Genesys TEvents.

Reports

WFM Web for Supervisors provides access to a variety of reports designed to
present key contact-center data in a flexible and accessible format. The report
types are:

Configuration Reports—Present information on work activity
configuration.

Policies Reports—Present information on agents, contracts, shifts, and
rotating patterns.

Calendar Reports—Present information on time off and agent calendar
items.

Forecast Reports—Display forecast interaction volumes, AHT, and staffing
requirements in tabular and graph formats.

Schedule Reports—Display schedule data for agents, activities, teams,
sites, multi-site activities, and business units at various granularities. Also
present budget information and schedule validation warnings and errors.

Performance Reports—Present various types of contact-center
performance statistics in detailed and summary formats.

Adherence Reports—Present agent-adherence information for agents,
teams, sites, business units, and the enterprise.

Audit Reports—Offers the ability for users to audit a history of changes
made within the Calendar subsystem and a history of changes made to the
Master Schedule.

The WFM Integration API

The WFM Integration API enables you to create a client application that, in
turn, enables you to retrieve some WFM information and to make certain
changes to WFM objects.

For example:
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The WFM Schedule includes planned meetings, trainings, time-off, and so
on for all agents. You can use the WFM Integration API to facilitate
integration of this WFM data with third-party human resources
applications and PIMs such as Outlook.

You can take information from third-party applications and incorporate it
in WFM without having to manually re-enter each update into WFM.
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* You can retrieve WFM data and use it to generate custom reports using
your preferred reporting tool.

* You can read agent schedule information, such as the total number of paid
hours an agent worked during a particular day, and automatically feed this
information into a payroll system.

Note: Not all WFM functionality is available through the WFM Integration
API.

For detailed information about the WFM Integration API, see the Workforce
Management 8.0 WFM API Developer’s Guide and the Workforce
Management 8.0 WFM API Reference (JavaDoc).

New Features in 8.0

New features were added to WFM 8.0. This section summarizes the most
significant additions and changes.

Time Off Management Report

Benefits

Who is Affected

A new report within the WFM Web Supervisor application displays an Agent’s
Time Off Balance. You can see the history of all Time Off rules assigned to an
Agent, and if or when bonus hours were granted. Supervisors can view the
Time Off view for a specified Agent, including the Time Off balance.

Users can easily manage Time Off disputes in one central view; there is no
need to navigate multiple applications.

All users.

Overtime Management

Benefits

Who is Affected

Users can publish available overtime opportunities for agents to take on a first-
come, first-serve basis, if they are skilled to work on that particular activity.

Users can easily address understaffing situations and quickly publish overtime
opportunities for agents.

All users.

Shrinkage Tracking

38

Users can select and apply multiple Overhead Templates that contain
percentages of individual shrinkages, which can then be applied to a Forecast.
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Benefits

Who is Affected

New Features in 8.0

These values are displayed in the Schedule State Totals view as a total
percentage, and each Scheduled State is displayed individually so users can see
the total impact of shrinkage on the day.

Improves the accuracy of Forecasting, so a supervisor can schedule the proper
number of staff. Users can see the impact of shrinkage on an actual day.

All users.

Multi-Site Scheduling

Benefits

Who is Affected

Users can build schedules for multiple sites. Each individual site is taken into
account when building the subsequent Schedules; meals, breaks, meetings and
task sequences are accounted for as a whole, rather than on a site-by-site basis.
This functionality also applies to the intra-day rebuild of schedules.

Contact centers can manage their business virtually and better optimize work
activities in WFM.

Customers who have multiple sites in their business unit.

Multi-Site Meeting Scheduling

Benefits

Who is Affected

Split Meeting

Benefits

Who is Affected

Administrator’s Guide

Users can select participants from any site within a single business unit when
using the meeting scheduler. To select participants from multiple sites, you
must select the exception type from the business unit level (a site exception
type cannot be used). WFM configures the earliest start and latest end time in
the time zone of the user.

Improves ease of use and efficiency when users create team meetings since not
all contact centers have agents that are co-located.

Customers who have multiple sites in their business unit.

Scheduling

Users can define a split meeting, and if necessary WFM will schedule non-
overlapping meeting instances so that all selected participants are scheduled
for a single meeting instance.

You can schedule multiple instances of the same meeting if all participants
cannot be scheduled for a single meeting.

All users.
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Configuration of WFM Objects at Business Unit Level

Benefits

Who is Affected

You can configure the WFM objects at the business unit level: exception types,
time off types, marked time types and activities.

Multiple Sites can use the same configuration objects; users do not need to add
them at each individual site.

Customers who have multiple sites within their business unit.

Agent-Team History Tracking

Benefits

Who is Affected

WEFM now stores the historical association of Agent to Team. Prior to WFM
8.0, if an agent was moved from one Team to another, no record was kept,
which rendered some Team-based reports inaccurate.

Allows correct reporting of metrics that are team-based and can change over
time.

All customers who build teams.

Configuration Audit

Benefits

Who is Affected

Users can track which WFM configuration object (such as a “Full Time
Contract”) was changed along with the specific parameter of the objects (i.e.,
“Maximum Paid Hours per Day”). Additionally, the “out of the box” audit
report displays which user made the change and the timestamp.

Allows customers to better understand who made changes that may have
resulted in problems and, if necessary, how to restore the configuration to its
previous state.

All customers, particularly in large contact centers where more than one person
has access to configuration objects.

System Requirements

40

OS: Support added for IBM AIX 64 bit versions, version 6.1, Microsoft MS
Windows Server versions Windows 2003 x64 and Windows Server 2008.

Support discontinued for Windows Server 2000 x32.
Databases: Support added for Oracle 11g and Microsoft SQL Server 2008.
Web Browsers: Support added for Firefox 3.

Virtual Platforms: Support added for IBM Power VM and Sun Solaris
containers.
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Benefits  Increased customer flexibility.

Who is Affected  All users.
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Architecture

This chapter explains the interconnections among the various components of
Genesys Workforce Management (WFM) and how WFM interacts with the
Genesys Framework. This chapter has these sections:

Workforce Management Components, page 43
Workforce Management Data Flow, page 47

Workforce Management Components

Administrator’s Guide

Workforce Management (WFM) functionality is presented via four graphical
user interface (GUI) applications and four servers.

See Figure 1 on page 47 for a layout of all the components and their
connections.

The user-facing applications are:

* WFM Database Utility (client application)

*  WFM Configuration Utility (client application)
*  WFM Web for Supervisors (browser-based)

*  WFM Web for Agents (browser-based)

These applications are supported by these servers:
*  WFM Server

*  WFM Data Aggregator

*  WFM Builder

*  WFM Web

*  WFM Daemon (server/background process)

In addition, you need to use a web server as a container for the WFM Web
server. Genesys WFM supports Tomcat and WebSphere. WFM does not
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include Tomcat in its installation package. You must obtain and install it
separately.

Note: For supported versions of WebSphere and Tomcat, see the Genesys
Supported Operating Environment Reference Manual, which you
can find on the Genesys Technical Support web site.

WFM Database Utility

Use this application to create and format a new database (for new users or
those migrating from a pre-7.0 release of WFM), to migrate your existing data
to the new database, and to perform database maintenance and cleanup.

You also use the WFM Database Utility to update the WFM database, which is
a common task that must be done as part of an upgrade to a newer WFM
release. If you are upgrading from WFM 7.x to the most recent 8.0 release, you
will need to perform a database update.

Note: If you are migrating from an earlier release to WFM 8.0, see the
procedures provided in the “Workforce Management Migration
Procedures” chapter of the Genesys Migration Guide for important
advisories about the database migration process.

WFEM Configuration Utility

Use this application to configure sites, business units, shifts, task sequences,
and most other Workforce Management database objects. Also use it to set
constraints such as site rules, working hours, and time-off accrual rules; to
define contracts; and to set the week start day and the default time zone.

WFM Web

WFM Web is a server application that is hosted on a servlet container and
provides content for two Web browser-based user interfaces, one for
Supervisors and one for Agents. The appropriate interface opens after login,
depending on the login information you enter.

WFM Web for Supervisors

WFM Web for Supervisors includes calendar management, forecasting,
scheduling, real-time agent adherence, contact-center performance statistics,
configuration of e-mail notifications, and reporting. These functions are all
entirely accessible through any computer with a supported browser and
network access.
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Configuration

Calendar
Management

Forecasting

Scheduling

Adherence
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When you open WFM Web for the first time in your browser, it installs a Java
applet on your machine. This applet provides WFM functionality and is
presented in the user’s web browser. An updated version of this applet is
downloaded to each user’s machine each time a more recent version of WFM
Web is installed on the web application server.

Note: There is an increased demand on the web server where WFM Web is
deployed because it now provides almost all client user-interface
functionality. In addition, starting with WFM 7.2, WFM Web is also
the server component responsible for generating reports. Please refer to
the Genesys Hardware Sizing Guide for sizing recommendations on the
WFM Web server.

The Notifications module in WFM Web for Supervisors allows you to
configure e-mail notifications by site for the following types of events:
schedule trade status changes, time off request status changes, and schedule
modifications.

The Colors module in WFM Web for Supervisors allow you to configure
colors for a Supervisor's schedule views. Two tabs control the colors to apply
to schedule items:

» Default colors can be chosen for: Work, Days Off, Meals, Breaks, Activity
Sets, Exceptions, Time Off, and Marked Times.

» Specific individual colors can be chosen for these object Types: Activity
Set, Exception, Time Off, and Marked Time.

Enables planners to enter known obligations, such as time-off, meetings, and
training sessions, into agent calendars prior to scheduling.

The unique agent-based scheduling approach that WFM provides enables
robust agent-calendar management prior to scheduling. You can use WFM to
incorporate known obligations into agent schedules to ensure that agent
appointments are kept while maximizing contact center efficiency. By enabling
more accurate planning for known obligations, WFM enables you to take the
guesswork out of forecasting for staffing overheads, leading to more-efficient
resource utilization. See “Calendar Management” on page 22 for more
information.

Enables contact-center managers to predict workload and staffing requirements
based on historical data or user-defined templates. See “Forecasting” on
page 25 for more information.

Uses the forecast to create agent schedules within user-defined business
constraints, to create empty schedules to which you can assign agents, and to
create and control bidding schedules. See “Scheduling” on page 28 for more
information.

When you use Genesys WFM scheduling to control the delivery of work to
agents, you can monitor agents to see their current activity as well as what they
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are scheduled for. WFM will automatically identify agents who are not
adhering to their schedules for durations longer than the acceptable configured
limit. See “Adherence” on page 36 for more information.

Performance  Statistical views reveal how closely actual events match the forecast and
schedule. See “Performance” on page 36 for more information.

Reporting  Enables you to create reports on contact center operations. See “Reports” on
page 37 for more information.

WFM Web for Agents

Enables contact center managers to easily distribute schedule information to
their employees and provides agents with proactive scheduling capabilities,
such as entering schedule preferences, planning time off, schedule bidding, and
trading schedules.

WFM 8.0 Servers

The GUI applications are supported by the following servers:

*  WFM Server—Acts as the main data and application services source and
locator for WFM clients.

+  WFM Data Aggregator—Automatically synchronizes configuration data,
collects historical data, and provides real-time agent-adherence
information to users of WFM Web for Supervisors.

*  WFM Builder—Builds WFM schedules.

*  WFM Web Server—Serves content for the Web browser-based GUI
applications and generates reports upon request from users of WFM Web
for Supervisors.

*  WFM Daemon—can be configured to send (through a customer-supplied
SMTP server) e-mail notifications to agents and supervisors.

Database

WEFM also requires a database to store all the relevant configuration,
forecasting, scheduling, agent adherence, performance, and historical data.

Note: If you have been using WFM 6.x, you must migrate your existing data
into a new database using the WFM Database Utility before starting to
use WFM 8.0. See the “Workforce Management Migration
Procedures” chapter in the Genesys Migration Guide for details.

Connections to the Genesys Framework

Genesys WFM connects to:
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Stat Server—Provides statistical data to WFM Data Aggregator.
Configuration Server—Provides Genesys’ centralized configuration

Workforce Management Data Flow

information to the WFM Configuration Utility, and authenticates all WFM
users and components.

WEM 8.0 works in a single-site environment or across a multi-site enterprise.

Workforce Management Data Flow

Figure 1 shows the Workforce Management components and their

interrelationships. It also shows how WFM draws on Configuration Layer data

and statistical data that Stat Server provides.

Note: Tomcat and WebSphere, the supported web server containers, are not

Workforce Management components. This graphic includes them to
show how they fit into the total Workforce Management architecture.
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Figure 1: Workforce Management Components Data Flow
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Component Connections

Table 1 on page 49 shows the connections that are configured on the
Connections tab of each component’s Application object. These connections
offer an alternative, but complementary, way of understanding the Workforce
Management architecture.

* Asyou can see, WFM Server acts as a hub, connecting to, and being
connected to, every component.

* The WFM database (represented in the table by its Data Access Point
(DAP) as described on page 74) forms a different sort of central hub, with
many of the components connecting directly to it. Others connect
indirectly, through WFM Server.

» Through its connection to Stat Server, WFM Data Aggregator provides one
point of interaction between Workforce Management and the Genesys
Framework. All components are connected to the Configuration Layer in
the sense that they exist as objects in the Configuration Database. The
WEFM Configuration Utility draws actively on this connection to import
configuration objects, such as agents, agent skills, and time zones, into the
WEFM database during synchronization.

Note: The WFM Configuration Utility accesses large amounts of data
from the WFM Database during its normal operation. As a result,
users of the WFM Configuration Utility who are not co-located on
the same LAN as the WFM Database will experience slow
response times when accessing certain parts of the software.

Therefore, Genesys recommends that the WFM Configuration
Utility be deployed over Citrix or Windows Terminal Services for
those remote users. Users of the WFM Configuration Utility who
are on the same LAN as the WFM Database should not see this
issue with application response time.

* If you are using Management Layer, the Message Server connections and
the WFM Solution object specification of the instance of SCI used to
control the solution also connect Workforce Management with the Genesys
Framework.
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Table 1: WFM Component Connections
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Component Connections
Name

WFM WFM WFM | WFM WFEM DAP | Stat Msg.

Server | Builder | Dae- Data Web Server| gerver!

mon Aggreg.
WFM Server | (X+)2 | X+3 X X (X)
WFM Builder | X X
WFM X X) X)
Daemon
WFM Data X X X X)
Aggregator
WFM Web X) X)
WFM Cfg and X
DB Utilities
Legend:

+  X—single connection
+  X+—o0ne or more connections
+ (X)—optional connection

Footnotes to Table 1

1.

Configure the Message Server connections if you are using Management
Layer to run Workforce Management.

WFM Server may connect to other instances of WFM Server if you are using
an environment with a number of WFM Servers and want to create schedules
for all the sites they serve. See “Configure Multiple WFM Servers” on

page 81 for information about how to create this configuration, and
Appendix C, “Multi Forecasting Primer,” on page 293.

You can configure and connect to multiple instance of WFM Builder. See
“Configuring Multiple WFM Builder Applications” on page 103.

Note: The WFM Daemon background process connects to Genesys

Configuration Server for authentication, configuration and connection
to other Genesys servers’ information. It retrieves all data required for
its work from WFM Server.
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Deployment Planning

A successful Workforce Management (WFM) deployment requires more than
installing and setting up the software. You must design effective strategies for
translating corporate business rules into WFM objects and constraints. For this
reason, it is important to understand key WFM concepts before configuring
and using the application.
This chapter introduces the WFM features and functions you must understand
to effectively deploy this product in your enterprise. It includes the following
sections:

Predeployment Overview, page 52

About the WFM Configuration Objects, page 52

About the WFM Policies Objects, page 60

Forecasting Considerations, page 64

Scheduling Considerations, page 65

About Performance Monitoring, page 66

About Adherence Monitoring, page 69
Use the information in this chapter to achieve an efficient, precisely
customized deployment.

Note: This chapter provides a conceptual overview of WFM objects and
settings. For software and hardware prerequisites, see the Genesys
Supported Operating Environment Reference Manual, and the Genesys
Hardware Sizing Guide, both of which are available on the Genesys
Technical Support web site.
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Predeployment Overview

Plan a detailed, suitable combination of Configuration Manager objects and

WFM activities before configuring WFM. This information is the basis for all
subsequent workforce planning and should not be changed. Any changes to the
WEM activity configuration may compromise the usefulness of historical data.

Agents, users, time zones, and skills are defined as objects in Configuration
Manager. These objects are brought into WFM through synchronization with
the Configuration Database performed by the WFM Configuration Utility.
Carefully consider the relationships among these objects when using them for
enterprise planning. The relationship between skills, configured in
Configuration Manager, and activities, created in the WFM Configuration
Utility, is especially important.

Using the WFM Configuration Utility

You configure WFM objects and working rules in the Configuration and
Policies sections of the application. Configuration objects include user
security settings, organizations, activities, schedule-state groups, skills, time
zones, and events. Organization rules, contracts, shifts, task sequences, time-
off types, time-off accrual rules, exception types, meetings, marked-time types,
and rotating patterns are set up in Policies.

The WFM Configuration Utility also includes a module that enables you to
import and export historical data.

Using WFM Web

WFM Web for Supervisors provides calendar management, forecasting,
scheduling, performance monitoring, real-time agent-adherence monitoring,
and reporting capabilities. The success of your forecasts and schedules
depends considerably on the accuracy and completeness of your configuration
of WFM objects and working rules.

About the WFM Configuration Objects
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The Configuration module of the WFM Configuration Utility enables you to
configure a number of object types. The following sections briefly describe
each object type and offer some considerations to assist you in planning your
configuration.
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User Security
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Note: The following sections provide only brief introductions to these objects
and focus on aspects relevant to deployment planning. For a full
description, refer to Workforce Management 8.0 Configuration Utility
Help.

The User Security module enables you to configure security settings for all
supervisors (that is, all non-agents who use WFM). It groups security settings
into the following categories: General, Configuration, Policies, Calendar,
Forecast, Schedule, Trading, Performance, Adherence, reports, and Data
Import/Export. Under each category are various options.

For example, Notifications is an option under Configuration. If a user is
assigned Notifications permission, that user can then access the
Notifications module in WFM Web for Supervisors. Users without this
permission cannot access and therefore cannot modify the configuration of e-
mail notifications.

The user security settings allow for a great deal of flexibility. You can specify
which sites and business units, teams, and so on, the user can access. You can
configure no calendar, forecast, and schedule access; read-only access; or full
access.

In addition, you can enable users to make only pending schedule changes—
that is, schedule changes that require approval from a qualified user before
they are incorporated into the Master Schedule.

To configure user security settings efficiently, determine the access levels
appropriate for all users. You can change settings at any time, as necessary.
You may also use Security Roles to more easily configure security settings for
users, by creating a Security Role, assigning permissions to it, and then
assigning one or more WFM users to that Security Role.

An administrator can configure a security role as the default. All new users
added to the WFM system will be assigned to this default security role—and
will be limited to its access permissions.

Procedure:
Defining the Default Security Role

Purpose: To specify the access permissions that will be assigned to all new
users who are added to the WFM system.

Prerequisites

* You installed WFM Configuration Utility. See the procedure “Install WFM
Configuration Utility” on page 94.
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Start of procedure

1. Open WFM Configuration Utility.

2. Inthe Modules pane, select User Security.

3. Inthe objects pane, select Security Roles/Users.

4. (Optional): In the objects pane, create a new security role.
5

In the Data pane, select a security role from the Default Security Role
drop-down list.

6. Click Apply.
The selected role becomes the Default Security Role.

End of procedure

Note: The default security role has a special icon; its upper left corner is red.

Use this module to configure sites and business units (formerly called virtual
PABXs), teams, and agents. To configure this module, determine the sites that
belong to business units. Decide on the site properties, the maximum seats, the
Data Aggregator and WFM Server the site uses, the switch you will use to
collect statistics (if you want to use one different from the one automatically
associated with the site during synchronization), and so on. Collect
information about agent team and site associations, as well as agent settings,
such as rotating pattern (if any), contracts, and rules for the accrual of accrued
time off.

Keep in mind that there are many WFM configuration objects which are
associated with a site, including Rotating Patterns, Contracts, Activities, Time
Off Types, Time Off Rules, Exception Types, and more. When you move an
agent from one site to another, you must reassign that agent to a new Contract,
Time Off Rules, and new Rotating Patterns—if these were previously
assigned. You must take this action to correctly schedule the moved agent
under the new site.

Creating a New Business Unit

You may need to create a new business unit during database synchronization.

Procedure:
Creating a New Business Unit

Purpose: To create a new business unit.
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Prerequisites

* You installed WFM Configuration Utility. See the procedure “Install WFM
Configuration Utility” on page 94.

Start of procedure

1. Open WFM Configuration Utility.
2. In the Modules pane, select organization.

3. Inthe Objects pane, right-click an empty area (or on an existing business
unit).

4. Select New BU from the shortcut menu, or from the Actions menu.

The New BU Attributes window opens.
5. Select a time zone for the new business unit.

6. In the Data pane, select a security role from the Default Security Role
drop-down list.

7. Click OK.

End of procedure

A new business unit appears with the default name New BU. For help with
configuration of your new business unit, see the Configuration Utility help
topic Configuration > Organization > Business Units > Business Unit
Properties.

Activities are defined as different categories of work that comprise the total
workload for a contact center. Workload and staffing forecasts are created for
each activity. Each site configures its own activities, to take into account of
local conditions. All agent work that is forecast and scheduled must be
assigned to an activity.

Activities can take various forms. They might describe types of work, such as
inbound calls or e-mail; groups of customers served, such as preferred
customer care; or work times, such as overnight. You can also use activities for
non-CTI work. Each activity is then associated with one or more preconfigured
skills. Because activities are a fundamental unit for forecasts and schedules, it
is critical that you configure them accurately.

Maximum Simultaneous Users for Activities
The Maximum Simultaneous Users feature limits the number of agents that

can be scheduled for an activity, even if the workload requires more.
Maximum Simultaneous Users can be understood as a way to prevent
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excessive staffing for some activities so that the agents can be moved to more
important activities, even if it leaves some less-important activities
understaffed. This feature is best used when the contact center is understaffed
as a whole. As the Maximum Simultaneous Users value is reached, agents are
then assigned to other activities.

Note: Only use the Maximum Simultaneous Users feature in a multiskilled
environment.

Multi-site Activities

Multi-site activities, formerly called virtual activities, are performed at
multiple physical sites. They enable you to view several local activities as a
single WFM object. The performance information is split among the sites that
perform the activity. You can build an interaction volume forecast and view
contact center performance for multi-site activities.

Multi-site activities, formerly called virtual activities, are performed at
multiple physical sites. They enable you to view several local activities as a
single WFM object. The performance information is split among the sites that
perform the activity. You can build interaction volume forecasts, staffing
forecasts, and view contact center performance for multi-site activities.”

Configuring Statistics

WFM uses the WFM Data Aggregator to track four statistical categories:
Interaction Volume, Abandonment Percentage, Quality of Service, and Handle
Time. These statistics are written to the WFM database, providing the historical
data necessary for WFM Forecasting, Scheduling, Performance monitoring,
and Adherence monitoring.

Because WFM Data Aggregator receives its statistics from the Genesys Stat
Server, it supports a very flexible configuration. In the WFM Configuration
Utility you associate Stat Server statistics with activities. These Stat Server
statistics may be ones that are provided out-of-the-box, or they can be
customized statistics.

For example, you can sum up values from any set of statistics you want, such
as totalTalkTime + totalHoldTime + totalAfterCallWorkTime. This type of
flexible configuration overcomes the limitations of ACD switch reports and
integration, allowing you to choose the statistics that best represent the work
associated with servicing each customer interaction.

Adding Reason Codes

When associating agent schedule states provided by WFM with Genesys
events, you can configure reason codes with Genesys events. This allows you
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to refine the Genesys agent-state information that WFM uses to track agent
compliance with their scheduled states.

WFM Data Aggregator can process reason codes that come from hard and/or
soft phones. To receive reason codes from hard phones, or in a mixed hard/soft
phone environment, set the ReasonCodeKeyName option in the WFM Data
Aggregator application object to ReasonCode:

Procedure:
Setting the ReasonCodeKeyName option in the WFM
Data Aggregator application object to ReasonCode

Purpose: To enable Data Aggregator to process Reason Codes.

Prerequisites

* You created a WFM Data Aggregator application object for the current
installation in Configuration Manager.

Start of procedure

1. Open Configuration Manager (a Management Framework component).
2. Open the WFM Data Aggregator application object.

3. Onthe options tab, create an option named ReasonCodeKeyName, if it does
not already exist.

4. Set the value of ReasonCodeKeyName t0 ReasonCode.
Save the change.

Note: You can use reason codes only if your CTI environment supports them.

End of procedure

Using Hot-Standby Backup for WFM Data Aggregator

You can configure a hot-standby backup WFM Data Aggregator for each
primary WFM Data Aggregator server: see Step 5 on page 82. The backup
reads the same information as the primary WFM Data Aggregator, so if it is
necessary to switch to the backup, there is no delay or loss of data. At the
transition, the backup WFM Data Aggregator simply starts writing to the
database starting from where the primary WFM Data Aggregator left off.

If configured properly, WFM Data Aggregator also backs up data in the event
of a disconnect from the database and the subsequent WFM Data Aggregator
shutdown. It first writes all current data to a local “dump” file. You must
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specify a path and file name for the DBDumpF i Le option on the Options tab of the
WFM Data Aggregator Application object.

Procedure:

Specifying a path and file name for the DBDumpFile
option on the Options tab of the Data Aggregator
Application Object

Purpose: To enable an emergency Data Aggregator info dump.

Start of procedure

1. Open Configuration Manager.
2. Open the WFM Data Aggregator Application object.

3. On the Options tab, create an option named DBDumpF i Le, if it does not
already exist.

4. Set the value of DBDumpFi Le to a path and file name—for example:
C:\DAEmergency\DBDumpF i Le.txt.

5. Save the change.

If WFM Data Aggregator loses its connection to the database, before closing
down it writes all current data to the local file (the so-called dump file). After
restart and reconnection to the database, WFM Data Aggregator reads the
dump file, writes the data to the database, and deletes the dump file.

Note: The dump file does not prevent data loss during the period that WFM
Data Aggregator is shut down.

End of procedure

You can configure interactions to be routed to specific agents within a contact
center, based on skill definitions.

For example, you may want to have incoming interactions go first to an agent
at the highest level of a certain skill. If no agent with that skill level for that
activity is available, then the interaction can be routed to an agent with the next
highest level of that skill. If no agent is available at that level, then the
interaction can be routed to the next available agent, regardless of the agent’s
skill level for the activity.

The contact center manager can decide whether to staff for the higher skill
levels, or whether to staff so that any agent can handle the interaction.
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Skills are defined and assigned to agents in Configuration Manager. To learn
how to import Configuration Manager skills into the WFM Utility Skills list,
see the “Configuration > Skills” topic in Configuration Utility Help.

Matching Skills and Activities

Activities often correspond to skills but may also correspond to agent skill
levels. Choosing an appropriate strategy for a contact center’s activities allows
for improved staffing decisions.

For example, in a simple scenario, the relationship among the queue, skills,
and activities is a 1-1-1 correspondence. As things get more complex, the
relationships get more complex. Activities consist of multiple skills, and each
site has many activities associated with it. The goal is to find the best
combination of relationships to meet staffing requirements.

Schedule-State Groups

Events
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A schedule-state group is a collection of schedule states that is linked to a site.
These include breaks, meals, exceptions, activities, time off, and so on. You
can group these, and then associate the group with one or more Genesys states.

Additionally, you can configure adherence thresholds for this schedule state
group, which define when an agent should be considered to be non-adherent to
the schedule states contained in the group.

To configure schedule-state groups, determine what schedule states you are
using, what are the most logical groupings, and which Genesys state(s) best
corresponds to each group.

To learn how to configure Schedule State Groups and Adherence Rules for
them, see the “Configuration > Schedule State Groups” topic in Configuration
Utility Help.

Events are specific instances of occurrences that affect scheduling
requirements. For example, a catalog drop might increase demand for agents
handling inbound interactions. By configuring an event, you can forecast and
schedule to incorporate its effects, ensuring appropriate staffing levels
throughout the period that the event affects.

To learn how to create and configure Events and Factors (Events are instances
of Factors), see the “Configuration > Events” topic in Configuration Utility
Help.
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Time Zones

Time zones are set up in Configuration Manager and imported into WFM
during synchronization. You can assign time zones to sites and business units.
You can also configure a default time zone, for efficiency in configuring new
objects, and a user time zone, which is used as the alternative time zone in
WFM Web Performance views. All newly created sites and business units use
the default time zone, unless specified otherwise.

To learn how to configure and work with Time Zones, see the “Configuration
> Time Zones” topic in Configuration Utility Help.

Synchronization

Synchronization brings Configuration Database objects, such as agents, agent
skills, time zones, and users into WFM. You can configure security settings to
determine the users who are able to perform synchronizations.

To learn about synchronization, see the “Configuration Utility Interface >
Synchronizing” topic in Configuration Utility Help.

Note: To avoid errors during synchronization and further work, your
configuration should not contain duplicate names for switches, time
zones, or skills—not under different tenants, and not in different
Configuration Manager instances that access the same WFM database.

About the WFM Policies Objects

Contractual obligations, legal requirements, and business practices comprise
constraints under which a contact center operates. WFM enables you to specify
constraints in great detail, resulting in forecasts and schedules that comply with
constraints while optimizing staffing levels.

Time-Off Rules
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This module enables you to set allocation parameters for both accrued and
awarded time-off types. Constraints include the number of hours that are
assigned per year or that accumulate per working period, and the carry-over
date for each time-off type you use, and whether time-off requests can be auto-
approved.

Each type of time off can be associated with one or more time-off rules.
Because you can configure a number of time-off types (using the WFM
Configuration Utility Time-Off Types module), you can have time off
accumulate at different rates, providing more flexibility in managing contact-
center staff.
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You also use this module to assign time-off rules to specific agents. Agents can
have multiple time-off rules assigned, each with its own time-off type.
Configure Time Off Rules

To learn how to create and configure Time Off rules, see the “Policies > Time
Off Rules” topic in Configuration Utility Help.

Activity Policies

Contracts
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This module enables you to set activity open hours and staffing constraints.
You can also use it to create activity sets (previously called exclusivity sets).

Activity sets provide a means to combine activities into groups for multiskilled
scheduling. Activity sets are associated with sites. Any agent can work on an
activity set if that agent has the skills required for the activities included in the
activity set. When performing activity set work, agents must perform only the
activities included in the set for a specified period of time.

When planning your deployment, consider which activities could logically be
grouped into activity sets.

Contracts are sets of rules that describe the contact center’s contractual
obligations to agents. The maximum working hours for a contract should
include allowances for meetings, training, overtime, and other planned, paid
activities. You can configure an unlimited number of contracts. In some cases a
unique contract might be necessary for each agent.

Use contracts to describe a single agent’s availability. For example, a student
might prefer to work Monday, Wednesday, and Friday evenings, any time
Tuesday and Thursday, and have weekends off for study and fun. You could
configure this student’s contract to enable these availability parameters.

A contract is not the same as a shift. A shift indicates the hours an agent will
work, whereas a contract describes how many hours an agent should work. For
further details on shifts, see “Shifts” on page 62.

Constraints for Working Days, Hours, and Days Off

You can set the numbers of working days and hours and days off for one of
several scheduling periods, depending on which best suit your enterprise’s

business practices and any applicable legal requirements. You can set these
parameters per week, per month, or per any period of 2 to 6 weeks.

For example, you can ensure that employees always receive 2 weekends off
per month or work an exactly specified number of hours per 6-week period.
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Configuring Profiles

A profile is an abstract or hypothetical agent constructed from user-defined
contract data. You can create multiple profile types, which you can use to
construct schedules containing empty schedule slots appropriate for the
contracts you have or intend to hire for. You can insert actual agents into the
schedule slots after you build the schedule.

The method used to create WFM shifts allows for a flexible description of shift
durations and of start and end times. Additionally, WFM schedules use flexible
break and meal parameters.

In a sense, a WFM shift is an abstraction, representing countless possible
working times, even though you can configure a shift to produce very regular,
fixed, agent schedules.

A single WFM shift can incorporate hundreds of possible start times and
durations as long as they fall within the parameters of the contract. However,
through more rigid shift configuration, agent start times and workday durations
can be fixed. This combination of flexibility and structure makes the WFM
shift a tremendously powerful scheduling mechanism. In fact, in some cases,
you can configure an entire contact center using only a few WFM shifts.

Taking Advantage of the WFM Shift

The WFM shift contrasts sharply with the conventional notion of a shift, with
fixed weekly start time, fixed duration, and set breaks. You can configure shifts
to work in tandem with contracts, which efficiently and effectively controls the
placement of working times.

For example, consider a contact center with a standard full-time shift of 8
hours a day, 5 days a week, and an alternative full-time shift of 10 hours a day,
4 days a week. Both types of agents can use a single shift with a flexible
duration of 8-10 hours per day. In either case, the agents are contracted to
receive 40 hours work each week and to work 4 or 5 days. You can configure
WFM to guarantee that specific agents work 4 or 5 days a week, or you can
leave it to the WFM Scheduler to determine how many agents of each full-time
type should be used to provide the least costly schedule.

Such an efficient method of shift allocation allows you to take into account the
effect of complex scheduling requirements and agent-centric considerations,
while making the best possible use of multiskilled agents.

If you have a need in your contact center for more precise control over when
an agent works and the duration of his workday, you may consider using
Rotating Patterns. This is a way to lock in specific types of schedules for an
agent without creating a unique shift for him.
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Exception Types

Meetings

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. You can configure
exceptions to be considered during Meeting Planner use, to be convertible to a
day off, and so on. You can assign agents to multiple partial-day exceptions if
the exceptions do not overlap.

Because you can group agents into teams, you can assign exceptions to large
groups of agents at one time.

Note: Prior to WFM 7.1.2, time-off types, particularly part-day time-off
types, were configured using exception types. Genesys recommends
that you make use of the new time-off capabilities rather than
configuring time off using exception types.

Use this module to create meetings and assign them to agents. You can set up a
series of recurring meetings that must meet your constraints for frequency;,
number of occurrences, and so on.

Use the Meeting Planner in the WFM Configuration Utility to configure pre-

planned meetings such as team meetings that recur weekly or monthly. If you
need to create an ad hoc meeting, use the Meeting Scheduler within the WFM
Web Supervisor application.

Time Off Types

Marked Time
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Use this module to create time-off types for each type of time off that you want
to be able to track.

Time-off types can be accrued (time off accumulates over time) or awarded
(the total amount of time off for the year is assigned at a single time). For
example, you might want personal time off to accumulate, whereas holidays—
since there is a fixed number during the year—can be awarded.

You can associate multiple time-off rules with a single time-off type. This
enables you to have different time-off types accumulate at different rates. For
example, you can set different time-off rules for different levels of seniority.

By configuring marked-time types, you can specify periods of time that you
want to monitor and report on that are not already labeled using an existing
category. For example, you might want to mark the periods that agents worked
on a particular project. Or you can mark overtime so that you can report on it.
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You can insert and view marked time in the Schedule Intra-Day views. Two
new reports, the Schedule Marked Time Report and the Schedule Marked Time
Totals Report, display marked time statistics.

Rotating Patterns

Rotating patterns increase scheduling flexibility and control. A rotating pattern
is a series of weekly patterns arranged in a repeating sequence. You construct
each weekly pattern from a combination of shift assignments, agent
availability times, days off, and so on, depending on what constraint is most
important for any specific day.

Rotating patterns include availability times as options for weekly pattern days.
If used, these availability settings override the availability settings that you
configured in the Contract module for that day. Rotating pattern assignments
are displayed in the Calendar along with all other pre-planned data.

Forecasting Considerations
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You can create forecasts based on various kinds of data. Ideally, you already
have a substantial quantity of good-quality historical data on contact center
interactions that you can import into the WFM database. If you have historical
data, you can use either of two forecasting algorithms depending on the
amount of quality historical data available. The Expert Average Engine
requires a full week of historical data with no missing timesteps. To use the
Universal Modeling Engine, you must have at least a full year of historical data
to create forecasts.

If historical data is unavailable or of poor quality, you can create forecasts
based on templates. Templates reflect estimated interaction levels for different
days and times and can be constructed for each activity.

When you do not have enough historical data to use the Expert Average Engine
or the Universal Modeling Engine, you can combine the historical data with
overlap templates, which fill in gaps in the historical data.

Creating optimal forecasts depends not only on whether historical data is
available, but also on usual workflow. Contact centers with very regular
interaction volumes require different forecasting considerations than contact
centers that experience frequent or marked variations of interaction levels.

If your site activity load is highly predictable, you can apply a specific
interaction volume or AHT to each time interval in the scenario.

Forecasting also incorporates figures such as staffing overheads, service
objectives, and occupancy into the staffing calculations, allowing precise
regulation of forecasting levels. You can create a variety of forecast scenarios
using different service objectives or staffing parameters to help you create
realistic contact center strategies for varying circumstances. After you decide
which scenario best fits your environment, you publish it to the WFM
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database, where it becomes a part of your Master Forecast, upon which
schedules are built.

Factors and Events

WFM can track events that may affect interaction volume. These events are
based on factors, which are event types upon which events are built. When
planning your forecasting, consider what factors and events may affect
forecasts so you can configure them before creating forecasts. A sales
promotion or marketing campaign, for example, may cause a predictable peak
in interaction volume. Such events are entered in WFM Web and used by the
advanced WFM algorithms. If an event recurs, the forecasting algorithms learn
the impact of that event and account for its impact in future forecasts.

Scheduling Considerations

WFM schedules each agent individually, building schedules that allow for
intra-day overhead. Therefore, you do not need to inflate staffing requirements
to accommodate overhead. The only overhead additions that you need to
account for are intangibles, such as starting up agent desktop applications,
bathroom breaks, and so forth, and unplanned overhead, such as training or
meetings that are not yet scheduled (or sick days, which, presumably, are
always unplanned).

Note: The schedule is only as accurate as the forecast. If you do not build the
forecast carefully, the schedule will not necessarily provide adequate
coverage.

Because each site is different, some planners might choose to fully configure
meetings and training. Others might opt to build these into the schedule after it
is generated. WFM supports both strategies. However, a good rule of thumb
says that if the meeting or training must occur at a specific time, it should be
configured beforehand. Otherwise, you can add meetings and training after
building the schedule.

Creating Blank Schedules
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Because agent-based scheduling may not always be appropriate for your
contact center, you can also create schedules using profile agents. Profile
agents are user-defined, hypothetical agents, based on contract data. Using
profile agents results in blank schedules that contain an appropriate number
and assortment of schedule slots for the agents to be hired.
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Note: You can combine profile agents with actual agents when creating a
schedule.

Managing Schedule Bidding

Supervisors can create a profile schedule which authorized Agents then bid
against, for the schedule slots that they prefer. The Supervisor can automate the
resolution of conflicting bids according to stated Agent preferences as well as
their Seniority and Rank, and then tweak it manually before publishing the
official schedule. Such a schedule can be designed to repeat over an entire
quarter.

About Performance Monitoring

The Performance module of WFM Web for Supervisors enables you to view
how closely your service objectives are being met at the site, business unit, and
activity level. You can also configure alerts to appear when service objective
statistics fall outside of an acceptable range. You need to consider what your
target service objectives are. To help you determine the most effective way to
resolve unacceptable performance, the Performance module includes What-If
capabilities, where you can see the potential effect of changing some parameter
in your environment.

Table 2 lists the statistics shown on the Performance Intra-Day window and
explains how each is calculated. For more on statistics configuration, see
“Locating Preconfigured Stat Server Statistics in Configuration Manager” on
page 157 and the “Activities” section in Workforce Management 8.0 WFM
Configuration Utility Help.

Table 2: Performance Intra-day Statistics

Statistic Definition
Interaction Volume—~Forecast Taken from the Master Forecast Interaction Volume. For sites,
business units, and the enterprise, this is the sum of the associated
local activities.
Interaction Volume—Actual The Interaction Volume collected by WFM Data Aggregator. The

specifics of the statistic being monitored is determined by the
Interaction Volume statistic defined for this activity in the WFM
Configuration Utility. For sites, business units, and the enterprise,
this is the sum of the associated local activities.
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Table 2: Performance Intra-day Statistics (Continued)

Statistic

Definition

AHT—TForecast

Taken from the Master Forecast AHT. For sites, business units, and
the enterprise, this is the weighted average of the associated local
activities (weighted by the corresponding forecast interaction
volumes).

AHT—Actual

The AHT collected by WFM Data Aggregator. The specifics of the
statistic being monitored is determined by the AHT statistic defined
for this activity in the WFM Configuration Utility. For sites,
business units, and the enterprise, this is the weighted average of the
associated local activities (weighted by the corresponding actual
handled interaction volumes).

Abandoned-Calls Percentage—
Scheduled

The percentage of calls that would be expected to be abandoned
with the number of scheduled agents working, assuming that the
forecast 1V and AHT are correct. For sites, business units, and the
enterprise, this is the sum of the associated local activities (weighted
by the corresponding forecast interaction volumes).

Abandoned-Calls Percentage—
Required

The percentage of calls that would be expected to be abandoned
with the number of required agents working, assuming that the
forecast IV and AHT are correct. For sites, business units, and the
enterprise, this is the sum of the associated local activities (weighted
by the corresponding forecast interaction volumes).

Abandoned-Calls Percentage—
Actual

The actual number of abandoned calls as collected by WFM Data
Aggregator. The specifics of the statistic being monitored is
determined by the Abandoned Calls Percentage statistic defined for
this activity in the WFM Configuration Utility. For sites, business
units, and the enterprise, this is the sum of the associated local
activities (weighted by the corresponding actual interaction
volumes).

Service-Level Percentage—
Scheduled

The Service Level that would be expected if the scheduled number
of agents are working, assuming that the forecast IV and AHT are
correct. This calculation is based on the Service-Level objectives
defined when you built the Staffing forecast. If you did not define
these objectives, this value is not calculated. For sites, business
units, and the enterprise, this is the weighted average of the
associated local activities (weighted by the corresponding forecast
interaction volumes).

Administrator’s Guide
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Table 2: Performance Intra-day Statistics (Continued)

Statistic

Definition

Service-Level Percentage—
Required

The Service Level that would be expected if the required number of
agents are working, assuming that the forecast IV and AHT are
correct. This calculation is based on the Service-Level objectives
defined when you built the Staffing forecast. If you did not define
these objectives, this value is not calculated. For sites, business
units, and the enterprise, this is the weighted average of the
associated local activities (weighted by the corresponding forecast
interaction volumes).

Service-Level Percentage—
Actual

The actual Service-Level percentage collected by WFM Data
Aggregator. The specifics of the statistic being monitored is
determined by the Service Level Percentage statistic defined for
this activity in the WFM Configuration Utility. For sites, business
units, and the enterprise, this is the weighted average of the
associated local activities (weighted by the corresponding actual
distributed interaction volumes).

ASA—Scheduled

The ASA that would be expected with the number of scheduled
agents, assuming that the forecast IV and AHT are correct. For sites,
business units, and the enterprise, this is the weighted average of the
associated local activities (weighted by the corresponding forecast
interaction volumes).

ASA—Required

The ASA that would be expect with the number of required agents,
assuming that the forecast IV and AHT are correct. For sites,
business units, and the enterprise, this is the weighted average of the
associated local activities (weighted by the corresponding forecast
interaction volumes).

ASA—Actual

The ASA collected by WFM Data Aggregator. The specifics of the
statistic being monitored is determined by the ASA statistic defined
for this activity in the WFM Configuration Utility. For sites,
business units, and the enterprise, this is the weighted average of the
associated local activities (weighted by the corresponding actual
interaction volumes).

Staffing—Scheduled

The number of agents per timestep for each activity. Taken from the
Master Schedule.

In a multi-skill environment, an agent may be available for multiple
activities but will only be scheduled for one activity in any timestep.

If an agent is scheduled to work only part of a time interval, only the
fraction of the time period during which she or he works is counted.
Therefore, the value for staffing may be expressed as a fraction.

For example, if an agent is scheduled to work for 10 minutes of a
15-minute timestep, she is counted as 2/3 (or .667) of an agent.
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Table 2: Performance Intra-day Statistics (Continued)

Statistic

Definition

Staffing—Required

Required number of agents per timestep scheduled for each activity.
Taken from the Master Forecast.

Variance—Scheduled Staffing
Difference

The value obtained by subtracting the scheduled number of agents
working during a timestep from the optimal staffing for that
timestep.

Optimal staffing is a calculation based on actual interaction volume,
actual AHT, and the service objectives specified in the forecast.
This value is not displayed but is used in calculating Variance
values.

Variance—Required Staffing
Difference

The value obtained by subtracting the required number of agents
working during a timestep from the optimal staffing for that
timestep.

Optimal staffing is a calculation based on actual interaction volume,
actual AHT, and the service objectives specified in the forecast.
This value is not displayed but is used in calculating Variance
values.

Number Of Agents—Scheduled

The number of agents scheduled for each timestep.

Multi-skilled agents are counted once for each activity they can
potentially work on for each timestep. If a multiskilled agent has the
skills to work on two activities that are both open during a particular
timestep, she or he is counted twice.

As aresult, in a multiskilled environment the total number of agents
for a timestep may be larger than the total number of agents.

Number Of Agents—Actual

The actual number of agents working on an activity during each
timestep. This value may be a fraction because an agent may work
on the activity for only part of a timestep.

About Adherence Monitoring

WEFM Adherence monitors real-time agent status using statistical information
that Data Aggregator draws from Stat Server. Agent adherence to schedule
states is evaluated based on user-defined adherence thresholds. To enable
Adherence features such as real-time monitoring, you must configure Stat
Server and WFM Data Aggregator to collect and store the appropriate
interaction information.

See “Configuring Stat Server Statistics” on page 155 for more a detailed
explanation of the setup required for accurate adherence monitoring.
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Installing and Configuring
Workforce Management

This chapter provides step-by-step instructions for installing and configuring
Workforce Management (WFM), including creating your WFM database.

Note: If you are migrating from a previous version of WFM, read the
instructions in the “Workforce Management Migration Procedures”
chapter of the Genesys Migration Guide before beginning your
installation. In particular, WFM 8.0 requires a new, separate database
into which your existing data is imported.

This chapter includes the following sections:

Preliminary Preparation, page 72

Import the WFM Templates, page 75

Install and Run the Configuration Wizards, page 77

Manually Create and Configure the Applications, page 87

Manually Change Configuration Server Host and Port, page 90

Install and Run the WFM Database Utility, page 91

Install the WFM Components, page 92

Configuring Multiple WFM Builder Applications, page 103

Date/Time Dependencies, page 104

Uninstall Workforce Management, page 104
You can install create and configure WFM using the Configuration Wizards or
manually. The procedures are the same through the section “Import the WFM
Templates” on page 75. For instructions on performing a manual setup of your

Application objects, see “Manually Create and Configure the Applications” on
page 87.
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Note: Genesys does not recommend installation of its components via a

Microsoft Remote Desktop connection. The installation should be
performed locally.

Before running Workforce Management Setup or the Installation and
Configuration Wizards:

Review the predeployment topics in Chapter 3, “Deployment Planning,”
on page 51.

Verify that you have set up the computers that will be running WFM as
described in “Preliminary Preparation,” which follows.

Preliminary Preparation

WEM 8.0 works in conjunction with a number of software components. Before
installing WFM, set up Genesys Framework. The installation should include at
least the following components:

Configuration Manager
Configuration Server
DB Server

T-Server

Stat Server

Note: WFM 8.0 is compatible with Genesys Framework 7.x and 6.5.

However, for full interoperability with WFM 8.0, the Genesys
components must be release 7.0 or later. Using WFM 8.0 with earlier
releases of these components limits use of the Configuration Wizards,
Management Layer support, and Reason Code support. For example,
the WFM Daemon wizard will work only with Genesys Framework 7.6
or greater, because it uses new the WFM Daemon application type, which
was introduced in Configuration Manager 7.6.

Software Requirements

For complete and up-to-date information on software requirements, review the
Genesys Supported Operating Environment Reference Manual, which is
located on the Technical Support web site. You will need a Genesys-supplied
login and password to access certain documents there.

Management Layer System Requirements

The Management Layer of Genesys Framework enables administrators to start,
stop, and monitor the status of entire solutions from a centralized location. To
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use Management Layer, you must also have the following Genesys Framework
components installed:

+ DB Server

» Configuration Server

* Message Server

* Log Database

+ Solution Control Server (SCS)

+ Solution Control Interface (SCI)
* Local Control Agents (LCAS)

For more information on installing any of these components, see the
documentation for Genesys Framework.

To use Management Layer, you must install LCA on the servers running WFM
Builder, WFM Server, WFM Data Aggregator, and WFM Daemon.

Register the Server Host Computers

Administrator’s Guide

You must register each host computer that runs one or more of the servers.

Procedure:
Registering a host computer

Purpose: To enable the computer to run one or more servers required by
WEFM.

Prerequisites

» Prerequisite. The computer to register must be on the same networked as
the computer you are using to register it.

Start of procedure

1. Identify the host computer’s assigned name on the network.
2. Open Configuration Manager and select Environment > Hosts.

3. Right-click Hosts and select New > Host from the shortcut menu that
appears.

4. On the dialog box that opens, enter the host name of a computer on which
you are installing a WFM server.

Note: Host names must be lowercase. They are case sensitive.
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5. Enter the host computer’s operating system and version and its IP address.
Accept the default port number. Make sure that the State Enabled check
box is selected.

6. Click Apply.
Repeat the process for all computers that are to run a WFM server.

End of procedure

Create Your WFM Database

If you are updating from WFM 7.x to WFM 8.0, you do not need to create a
new database. Simply update your current database as described on page 193.

If you are installing WFM for the first time or migrating from version 6.x, you
must create a new database.

Note: If you are migrating from WFM 6.x, see the “Workforce Management
Migration Procedures” chapter in the Genesys Migration Guide for
how to transfer your data from your current database to the new one.

Your database should:

» Be of an appropriate size.

» Have a user configured with database-owner (DBO) privileges.
«  Allow room for expansion.

» Be configured to be case insensitive.

Note: For an Oracle database, the database server name that the client
application uses to access the database is actually an alias. If you use
different database aliases on the various client computers, you cannot
use the same Database Access Point (DAP) for data from each client.

The procedure required to create your WFM Database depends on which
database type you are using. A qualified database administrator should perform
this procedure.

Warning! In order for the Configuration Utility to work properly, you must
set Microsoft SQL and Oracle database management systems to be
case-insensitive.

Create a Database Access Point

Many of the WFM Application objects require a connection to a Database
Access Point (DAP), which specifies the name and location of the WFM
Database.
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Procedure:
Creating a Database Access Point

Purpose: To enable the Configuration Utility, the Database Utility, and WFM
Server to specify the DAP on their Application object Connections tab.

Prerequisites

* You must know the name of your new WFM Database, its location, its
type, and the login name and password for a user with DBO privileges.

Start of procedure

1. In Configuration Manager, open Environment and then right-click
Applications.

2. Select New Application from the shortcut menu that appears.

3. Choose your DAP Application template from the Templates list and then
click ok.

4. Enter a unique DAP name on the General tab.

Note: You do not need to select a DB Server. WFM does not use DB Server
to access its database.

5. Onthe Server Info tab, enter any valid host name and port number. WFM
does not use them, but you cannot save the DAP Application object unless
these fields are filled in.

6. Enter the appropriate information on the remaining AppLication object
tabs. For assistance with this step, see “Configuring Database Access
Points” in the Framework 8.0 DB Server User’s Guide.

7. Click oK to save the new AppLication object.

End of procedure

Import the WFM Templates

Administrator’s Guide

Procedure:
Importing WFEM Application Templates

Purpose: To enable WFM installation., which requires the current Application
templates.

75



Chapter 4: Installing and Configuring Workforce Management Import the WFM Templates

76

Start of procedure

1.
2.

In Configuration Manager, select Environment > Application Templates.

Right-click Application Templates and select Import Application
Temp Late from the shortcut menu.

A dialog box opens that enables you to browse to the Application
templates on your Workforce Management release disk.

Select a template and then click open. These are the template names:
¢+ WFM_Bui Lder.apd
+ WFM_Client.apd
(used for both the Database Utility and the Configuration Utility)
+ WFM_Data_Aggregator.apd
+ WFM_Daemon_Genesys_Server.apd
+  WFM_Server.apd
+  WFM_Web.apd

Note: Beginning with release 7.6, these template names no longer contain
a version number.

If you want to, enter a name for the template in the Name text box on the
General tab.

Note: Do not make any other changes to the template. When you create
Application objects using the imported templates, you configure
them as explained in the following sections.

Click oK to save the template.
Repeat Steps 1-5 to import all of the Application templates.

End of procedure

Next Steps

Configure new AppLication objects based on the imported Application
templates, as described in the various sections that follow.

Templates for WFM 6.5

If you are installing WFM in a Framework 6.x environment, you must import
these templates instead:

WFM_Bui Lder_3rd_Party.apd
WFM_Daemon_3rd_Party.apd
WFM_Server_3rd_Party.apd
WFM_Web_3rd_Party.apd
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These components did not exist in the 6.x releases. Therefore, you must set the
Application types for these servers to ThirdPartyServer. WFM Data
Aggregator does not require this modification because Framework 6.x
recognizes WFM Data Aggregator.

Import the WFM Solution Template

Procedure:
Importing WFEM Solution Template

Purpose: To enable the WFM Configuration Wizards., which require the
current Solution template.

Start of procedure

1. In Configuration Manager, select Environment > Solutions.

2. Right-click Solutions and select Import Solution Template from the
shortcut menu.

A dialog box opens that enables you to browse to the solution template on
your Workforce Management release disk.

3. Select the template and then click open. The template name is
WFM_Solution_3rd_Party.sd.

4, Enter a name for the template in the Name text box on the General tab, if
desired.

Note: Do not make any other changes to the template. When you run the
WEFM Configuration Wizard, it configures the solution for you.

5. Click oK to save the template.
End of procedure

Next Steps

* Link to next procedure. Optional for Phase 1.

Install and Run the Configuration Wizards

Administrator’s Guide

The Workforce Management Configuration Wizards guide you through the
process of creating the Application objects for the WFM components. It is run
from the Genesys Wizard Manager.
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You can also create and configure the component Application objects
manually. For instructions, see “Manually Create and Configure
the Applications” on page 87.

Note: All users must manually configure the options tab. For a list of the
options on the options tab, with default settings and descriptions, see
Chapter 5, “Configuring the Options Tabs,” on page 107.

You must install the wizards before you can run them. To do so:

Procedure:
Installing WFM Configuration Wizards

Purpose: To enable running the wizards.

Start of procedure

1. Open the root directory or navigate to the configuration_wizard directory
on the Workforce Management release disk.

2. Double-click setup.exe.
The We Lcome window opens.

Note: If you have already installed the Wizards, the window offers a
Remove option.

3. Click Next. The Choose Solution Destination window opens, displaying a
default directory, for example:
C:\Program Files\Common Files\GCTI\CFG Wizards 8.0.

4. Click pefault to accept the default directory, or click Browse to select a
different directory.

5. Click Next.
The Ready to Install window opens.

6. Click Install to start the installation process.
A progress bar appears as the Wizard files are copied.

7. Click Finish to exit the setup after all files have been copied.

End of procedure
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Procedure:
Starting the WFM Configuration Wizards

Purpose: To start the WFM Configuration Wizards

Start of procedure

1.

Select Start > Programs > Genesys Solutions > Workforce Management )
Workforce Management Configuration Wizards > Start Wizard Manager.
Then, click the Log into the Configuration Layer link.

Enter the login information for your Configuration Server in the LogIn
window that appears.

From the list of solutions at the left side of the Main Genesys Wizard
Manager window, click Workforce Management.

Click the Deploy Workforce Management link that appears in the right-hand
pane of the Set Up Your Solutions window.

The Workforce Management Wizard We Lcome window opens.

Note: If you already have a WFM solution set up, it appears instead of
the Deploy Workforce Management link. You can edit your existing
solution by clicking Properties or delete it and configure a new
one.

Click Next. The General window opens.

Enter a name for your WFM solution and select a Solution Control Server.
This is the Solution Control Server that Management Layer uses to start,
stop, and monitor your WFM solution.

Click Next.

End of procedure

Next Steps

If you have already created any WFM Server Application objects, they are listed
in this window. At this point you can:

Select an already-created AppLication object and click Next to proceed to
the next wizard.

Select an already-created AppLication object and then click Properties to
edit it before proceeding.

Click Add to create a new AppLication object.
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The WFM Server Wizard

Clicking the Add button opens the Browse for Application (WFM Server)
window, which shows the contents of your Configuration Manager
Applications folder.

1. To create your WFM Server Application object click the New Application
icon. It is the left-most icon at the top of the window and looks like this:

[

The WFM Server Wizard We Lcome window opens.
2. Click Next. The WFM Server Name window opens.

3. Enter a name for your WFM Server Application object, and then click
Next. The Server Info window opens.

4. Select or adjust the host name and port number of the computer where you
want to install this application. Then click Next.

Note: This is the information for the computer where WFM Server will
run, not the host and port for the Configuration Server computer.

5. Onthe Installation Package window, specify the Source and Destination
directories for copying the Installation Package, and then click Next.

6. On the Installation Ready window, click Next.

7. On the connections window, select from the drop-down list or browse to
the DAP Application object you created previously. See “Create a
Database Access Point” on page 74 for this procedure.

Notes: The Connections window also asks for the WFM Builder
Application option. This procedure assumes that you have not yet
created this Application object. If you already have created, select
the object here.

If you do not have a WFM Builder Application object, leave the
Connections field empty for now. You will add connections to this
Application object later. See “Edit the WFM Server Connections”
on page 85 for instructions.

8. Click Next to open the Log Configuration window. You can click Run Log
Wizard to customize your log settings or click Next to accept the default
log settings.

Note: You can change these settings at any point by using the Wizard to
edit your WFM Server Application object or by editing the Log
section on the Options tab of the WFM Server Application object.
Procedures for editing Options tab settings are described in
Chapter 5.
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9. Click Finish to close the WFM Server Wizard. The Application object
appears in your Configuration Manager Applications folder.

10. Select your new WFM Server Application object and click oK.
The new Application object now appears in the Solution Components list.

11. Click Next to continue.

Configure Multiple WFM Servers

If you are planning to schedule for multiple sites served by multiple WFM
Servers, you must configure the correct connections. To do so:

1. Configure awFM Server Application object for each WFM Server and
install the WFM Servers as instructed in this section and in “Install WFM
Server” on page 92. Decide which of the WFM Servers will act as the main
WEFM Server and which are to be configured as subordinate.

2. Open the main WFM Server Application object’s Connections tab and add
all the subordinate WFM Servers.

3. When your entire installation is complete, open the WFM Configuration
Utility and specify which WFM Server is associated with each site using
the Site Properties window.

4. Start all the WFM Servers. Assuming that the objects in the WFM
Configuration Utility are fully configured, you should be able to use WFM
Web for Supervisors to create schedules for activities on all sites specified
inany WFM Server Application object.

The WFM Data Aggregator Wizard

The WFM Solution Wizard now looks for a Data Aggregator Application
object. If you have already created any WFM Data Aggregator Application
objects, they are listed in this window. At this point you can:

» Select an already-created App Lication object and click Next to proceed to
the next wizard.

» Select an already-created Application object and then click Properties to
edit it before proceeding.

* Click Add to create a new Application object.

Clicking the Add button opens the Browse for Application (WFM Data
Aggregator) window, which shows the contents of your Configuration
Manager Applications folder.

1. To create your WFM Data Aggregator Application object, click the New
Application icon. It is the left-most icon at the top of the window and
looks like this: [ Y

The WFM Data Aggregator Wizard opens.
2. Click Next. The WFM Data Aggregator Name window opens.
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10.

11.

12.

13.

Enter a name for your WFM Data Aggregator Application object, and then
click Next. The Server Info window opens.

Select or adjust the host name and port number for the computer where you
want to install this application.

Note: This is the information for the computer where WFM Data
Aggregator will run, not the host and port for the Configuration
Server computer.

Select a backup WFM Data Aggregator if you are planning to use a
redundant architecture such as Hot-Standby or Warm-Standby. If you have
not yet created another Data Aggregator Application object, skip this step.
You can add a connection to the backup WFM Data Aggregator after you
create its Application object. To do so, edit the Application object from
the Solution Components list in the WFM Solution Wizard.

Click Next to continue.

Onthe Installation Package window, select the source and destination
directories for copying the Installation Package, and then click Next.

On the Installation Ready page, click Next.

On the Cconnections window, select from the drop-down list or browse to
your WFM Server Application object, the DAP Application object you
created previously (see “Create a Database Access Point” on page 74 for
this procedure), and your Stat Server Application Object.

Click Add WFM Statistics to have the Wizard add preconfigured WFM-
specific statistics to your Stat Server.

Note: See “Configuring Stat Server Statistics” on page 155 for a list of all
the preconfigured statistics that the Wizard adds if you select this
option and explanations of how to configure these statistics
manually, if necessary.

Click Next to open the Log Configuration window. You can click Run Log
Wizard to customize your log settings or click Next to accept the default log
settings.

Note: You can change these settings at any point by using the Wizard to
edit your WFM Data Aggregator Application object or by editing
the Log section on the Options tab of the WFM Data Aggregator
AppLication object. Procedures for editing Options tab settings are
described in Chapter 5.

Click Finish to close the WFM Data Aggregator Wizard. The Application
object appears in the Browse for Application (WFM Builder) window.

Select your new WFM Data Aggregator Application object and click oK.
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14.

The new Application object now appears in the Solution Components list.
Click Next. The Solution Components window opens.

The WFEM Daemon Wizard

To create a WFM Daemon Application object:

1.

10.

11.

12.

Click Add.

The Component Types window appears. It lists the components for which
you can create an Application object.

Select the WFM Daemon radio button and click oK.

Click the New Applicationicon ( [ %), which is the left-most icon in the
row at the top of the Browse for Application (WFM Daemon) window.

The WFM Daemon Wizard We Lcome window opens.
Click Next. The WFM Daemon Name window opens.

Enter a name for your WFM Daemon Application object, and then click Next.
The Server Info window opens.

Select or adjust the host name and port number for the computer where you
want this application installed.

Note: This is the information for the computer where WFM Daemon will
run, not the host and port for the Configuration Server computer.

On the Installation Package window, select the source and destination
directories for copying the Installation Package, and then click Next.

On the Installation Ready page, click Next.

On the Connections window, select your WFM Server Application object
from the drop-down list, or browse to it, and then click Next.

Onthe Log Configuration window, click Run Log Wizard to customize your
log settings, or click Next to accept the default log settings.

Note: You can change these settings at any point by using the Wizard to
edit your WFM Daemon Application object, or by editing the Log
section on the options tab of the WFM Daemon Application
object. Procedures for editing Options tab settings are described in
Chapter 5, “Configuring the Options Tabs,” on page 107.

Click Finish to close the WFM Daemon Wizard.
The Application object appears in the Browse for Application (WFM
Daemon) window.

Select your new WFM Daemon Application object and click ok.
The new Application object appears in the Solution Components list.
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The WFM Solution Wizard now indicates:

The following components will be part of your solution. If you need
to set up client applications for your solution, click Next. To
complete this wizard, click Finish.

Note: For information on setting up WFM Daemon, see page 88.

The WFM Builder Wizard

To create aWFM Builder Application object:

1.

10.

Click Add.

The Component Types window appears. It lists components for which you
can create an Application object.

Select the WFM Bui Lder radio button and then click oK.

Click the New Applicationicon ( [ 4), which is the left-most icon in the
row at the top of the Browse for Application (WFM Builder) window.

The WFM Builder Wizard opens.
Click Next. The WFM Bui Lder Name window opens.

Enter a name for your WFM Bui Lder Application object, and then click
Next. The Server Info window opens.

Select or adjust the host name and port number for the computer where you
want this application installed.

Note: This is the information for computer where WFM Builder will run,
not the host and port for the Configuration Server computer.

On the Cconnections window, select from the drop-down list or browse to
your WFM Server Application object, and then click Next.

Click Next to open the Log Configuration window. You can click Run Log
Wizard to customize your log settings or click Next to accept the default log
settings.

Note: You can change these settings at any point by using the Wizard to
edit your WFM Bui Lder Application object or by editing the Log
section on the Options tab of the WFM Bui Lder Application object.
Procedures for editing options tab settings are described in
Chapter 5.

Click Finish to close the WFM Builder Wizard. The Application object
appears in the Browse for Application (WFM Builder) window.

Select your new WFM Bui Lder Application object and click oK.
The new Application object now appears in the Solution Components list.
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11. Click Next to continue.

Edit the WFM Server Connections

If the WFM Builder Application object was not indicated when you created
your WFEM Server Application object (because the object did not exist or had
not been specified), you could not add connections to this component at that
time.

Add those connections now.

Warning! If you omit this procedure, Workforce Management will not
function correctly.

1. Select your WFM Server Application object from the Solution Components
list and then click Properties.

The Properties dialog box of the wWFM Server Application object opens.

2. Click the connections tab. Enter or browse to your WFM Bui Lder
Application object. After you have specified the WFM Bui Lder Application
object, click ok.

The Application objects are now configured for the four solution
components in the Solution Components list.

You must now create AppLication objects for the client components:

*  WFM Configuration Utility/WFM Database Utility—See “The WFM
Client Application Wizard (Configuration Utility and Database Utility)” on
page 85.

*  WFM Web—See “The WFM Web Wizard” on page 86.
3. To begin client AppLication object configuration, click Next.

The WFM Client Application Wizard (Configuration
Utility and Database Utility)

The Configuration Utility and the Database Utility use the same Application
object. To create it, Start at the WFM Solution Wizard WFM Client window.
1. Click New.

2. Click the New Application icon ().
The WFM Client Application Wizard we Lcome window opens.

Click Next. The WFM Application Name window opens.

4. Enter a name for your WFM Client Application object, and then click Next.
The Installation Package window opens.

5. Select or adjust the source and destination directories for copying the
Installation Package, and then click Next.
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6. Onthe Installation Ready window, click Next.

7. On the connections window, select a DAP Application object from the
drop-down list, or browse to it, and then click Next.

8. Onthe Log Configuration window, click Run Log Wizard to customize your
log settings, or click Next to accept the default log settings.

Note: You can change these settings at any point by using the Wizard to
edit your WFM Client Application object or by editing the Log
section on the Options tab of the WM Client Application object.
Procedures for editing options tab settings are described in
Chapter 5.

9. Click Finish to close the WFM Client Application Wizard. The new
Application object appears in your Configuration Manager Applications
folder.

10. Select your new WFM Client Application object and then click ok.
The new Application object now appears in the Solution Components list.
11. Click Next to continue.

Note: Genesys recommends that you add a connection to WFM Server. To do
S0, open the WFM Client Application object after you finish the
sequence of Configuration Wizards and add a connection to WFM
Server on the Connections tab.

The WFM Web Wizard

To create the WFM Web Client application object, start at the WFM Solution
Wizard wrM web window, which appears after the WFM Application Wizard
closes.

1. Click New.

2. Click the New Application icon ( ).
The WFM Web Wizard opens.

Click Next to start using the WFM Web Wizard.

4. Enter a name for your WFM Web Application object, and then click Next.
The Server Info window opens.

5. Select the host name and port number for the computer where you want
this application installed, and then click Next. The Installation Package
window opens.

6. Adjust the source and destination directories for copying the Installation
Package, and then click Next.

7. Onthe Installation Ready page, click Next.
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10.

11.

12.

13.

Select from the drop-down list or browse to your WFM Server Application
object, and then click Next.

Click Next.

On the Log Configuration window, click Run Log Wizard to customize your
log settings, or click Next to accept the default log settings.

Note: You can change these settings at any point by using the Wizard to
edit your WFM Web Application object or by editing the Log section
on the options tab of the WFM wWeb Application object. Procedures
for editing Options tab settings are described in Chapter 5.

Click Finish to close the WFM Web Wizard. The new ApplLication object
appears in your Configuration Manager Applications folder.

Select your new WFM Web Application object and then click oK.
The new Application object now appears in the Solution Components list.
Click Next to continue.

This step completes the WFM Solution Wizard.
14. Click Finish to close the wizard.

Your new WFM Solution appears on the Genesys Wizard Manager Workforce
Management window.

Manually Create and Configure
the Applications

If you are familiar with Configuration Manager, you may choose to create and
configure the component App Lication objects manually rather than using the
wizards. To do so:

Administrator’s Guide

1.
2.

In Configuration Manager, open the Environment > Applications folder.

Right-click in the folder and select New Application from the shortcut
menu that appears.

Browse to and select the appropriate application template from those you
previously imported. If necessary, see “Import the WFM Templates” on
page 75 for instructions.

Enter the appropriate information in each tab of the AppLication object. If
you need guidance, check the description for that component in “Install
and Run the Configuration Wizards” on page 77.
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Note: The information on most of these tabs is familiar to regular users of
Configuration Manager. All users should check for correct settings for
the Connections tab of each Application object. See Table 1 on
page 49 for the complete set of required connections.

All users must manually configure the options tab settings. For a list of the
Options tab options, with default settings and descriptions, see Chapter 5.

WFM Daemon Setup

For information on this component, see “Notifications” on page 34.

To successfully run WFM Daemon, you must set the correct SMTP server host
and port. Depending on your configuration, you may also need to set the user
name and password. For information on setting these options, see “Options
Tab for WFM Daemon”, “SMTP Section” on page 153.

To support automatic report creation, perform these configurations using
Configuration Manager:

* Inthe WFM Web application, set the Reports section variable ServerURL.
See “Install WFM Web as Report Server” on page 101.

* Inthe WFM Web application, set the Reports section variable
PathToAutoGeneratedReports to the network path for storing generated
reports. See “PathToAutoGeneratedReports” on page 146.

* Inthe WFM Daemon application, add a connection to the WFM Web
application that you installed as the report server in “Install WFM Web as
Report Server” on page 101.

For notifications to work successfully:

» Each agent and supervisor must have the proper e-mail set. As described in
Configuration Utility Help, e-mail addresses are initially defined in
Configuration Manager as part of the Person object. Once e-mail addresses
exist in the Configuration Database, you have the option of importing them
into the WFM Database.

» The supplied SMTP server must be configured accept e-mails for those
addresses.

» Before anything can be sent, you must first configure notifications in
WFM Web for Supervisors, Configuration module, as described in
Supervisors Help.

» A Supervisor’s ability to receive notifications depends on their security
settings (see “User Security Settings” on page 22). As described in
Workforce Management 8.0 Configuration Utility Help, supervisors must
be granted rights to receive notifications for each notification type and
have access to the agent teams for which they want to receive notifications.
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Manually Create the WFM Solution Object
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If you are using Management Layer, you must create the WFM Solution object
and add the necessary components. If you have not yet imported the solution
template and created the solution AppLication object, see “Import the WFM
Solution Template” on page 77.

To configure the solution:

1. Double-click the Workforce Management solution to open its Properties
dialog box.

2. On the components tab, add the servers that Workforce Management needs
to run (see Table 3 on page 89).

Note: The Components Definition tab displays the preset component
types that the solution connects with. The actual connections are
configured on the Components tab, but you can use the Components
Definition tab as a guide to correct settings.

+ Application is the name of the application that the Workforce
Management solution runs.

+ Optional is the requirement status. False means that the application
must run successfully for WFM to run. True means that the application
is optional for WFM to run.

+ Startup Priority isthe order in which to start the servers.
Note: You cannot revise Startup Priority after you have configured it.

3. Click ok.

Table 3: Definitions Tab Settings for the Workforce Management
Solution Components

Application Optional Startup Priority
Message Server(s) True 1
WFM Server False 2
WFM Data Aggregator False 3
WFM Builder False 3
WFM Daemon True 3
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Manually Change Configuration Server
Host and Port

90

When you run the Configuration Wizards, you enter Configuration Server host
and port information for the servers. However, you may need to change this
information after installing WFM. To update this information manually, you
must change the information.

Note: Editing a startServer.bat file is effective only if the server is started
by using the .bat file. If you start the server manually from the control
panel, or if it is started automatically as a Windows service, you must
unregister the server and then re-register it.

If you start the server using Solution Control Interface, you must
change the settings for the server in the server’s application object
using Configuration Manager.

You can do so by:
» Editing the startServer.bat file for each affected server.

» Unregistering the servers and then reregistering them using the updated
host, port, and application name information.

This section describes both methods.

The startServer.bat files for each server are located in the same directory as
the executable for that server.

To edit the startServer.bat files:

Stop the server.

Open the startServer.bat file in a text editor, such as WordPad.
Change the host and port information.

Save the edited file.

Restart the server.

o b~ w e

You can also change the host and port information for the servers by
unregistering them as services and then reregistering them using the new host
and port.

To change the host and port for a server:

1. Execute the following command from the command line to unregister the
installed service.

{server .exe filename) -remove
Forexanuﬂe,WFMServer.exe -remove

2. Register the service with new host and port information.

{server .exe filename) -install -host "<hostname>" -port
"{portnumber)>" -app <applicationname)
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For example, WFMServer.exe -install -host "Siamese" -port 4000 -app
WFMServer_76

Install and Run the WFM Database Utility

The WFM Database Utility configures the database you created (see “Create
Your WFM Database” on page 74) to receive WFM data. If you are migrating
from a previous version of Genesys WFM, the WFM Database Utility also
transfers your existing data into the new database.

Note: If you are migrating, see the “Workforce Management Migration
Procedures” chapter in the Genesys Migration Guide for instructions.
The procedures in this Administrator’s Guide assume that this is a new
installation and do not describe steps necessary for migration.

To install the WFM Database Utility:

1. Check that Microsoft .NET Framework Version 1.1 or higher is installed
(see the Genesys Supported Operating Environment Reference Manual).

2. Navigate to the solution_specific\WFMDatabaseUti Lity\windows directory
on your Workforce Management release disk.

3. Double-click setup.exe.
The Database Utility Installation Wizard opens.
4. Click Next to start using the Database Utility Installation Wizard.

5. Select the directory into which you want the WFM Database Utility
installed and then click Next.

6. Onthe Ready to Install window, click Install.
A progress bar shows the setup status.
7. Click Finish to close the Installation Wizard.

Note: You must restart your computer before you can use the WFM Database
Utility.

Running the WFM Database Utility
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When you start the 8.0 WFM Database Utility for the first time, the available
options depend on whether the WFM Database Utility finds a 7.x database. If
you have only a blank database, you can choose one of three actions:

* Restore Database from .MDB File—Use this option to restore your
database from a backup file. Restoring creates a database with the same
version number as the database you backed up and restores your data from
the backup file to the new database.
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Note: In some cases, after restoring your database, you must run the
WFM Database Utility again and select Update Database to update
your database to the latest 8.0 version.

* Create Database—Use this option to create your 8.0 database if this is your
first WFM installation.

* Migrate Database—Use this option to migrate data from a release 6.x
database.

If you have been running WFM 7.x, select Update Database, which updates the
database to the latest version.

Note: You must configure your database to be case insensitive.

Install the WFM Components

Before you begin, determine whether to install more than one component on a
single machine, and, if so, which components should be installed together.

Note: See Chapter 3, for some general deployment guidelines and
recommendations. See the Genesys Hardware Sizing Guide for more
extensive recommendations.

By default, all the servers are installed as Windows Services. For instructions
on using Windows services, see your Windows Help file.

This section contains detailed step-by-step instructions for these procedures:
* Install WFM Server

* Install WFM Builder

* Install WFM Data Aggregator

* Install WFM Configuration Utility

* Install WFM Web

* Install WFM Daemon

Install WFM Server
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1. Navigate to the solution_specific\WFMServer\windows directory on your
Workforce Management release disk.

2. Double-click Setup.exe. This opens the WFM Server Installation Wizard.
Click Next to begin using the Wizard.

4. Enter your Configuration Server host name, port number, user name, and
password. Then click Next.
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A list of WFM Server Application objects appears. Select the correct one
and then click Next. The properties for each WFM Server Application
object appear in the Application Properties list when that Application
object is selected.

Note: If you are running a Framework 6.x environment, your WFM Server’s

Application type must be Third Party Server.

Specify the destination directory into which you want WFM Server
installed. Then click Next.

On the Ready to Install window, click Install.
A progress bar shows the setup status.

Select whether to restart your computer now or later and then click Finish
to close the Installation Wizard.

Note: You must restart your computer before starting WFM Server. However,

if you are installing multiple components on one machine, you may
install them all before restarting. Please note that it is not possible to
install multiple instances of the same component on the same host.

Install WFM Builder
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1.

Navigate to the solution_specific\WFMBui Lder\windows directory on your
Workforce Management release disk.

Double-click setup.exe. This opens the WFM Builder Installation Wizard.
Click Next to begin using the Wizard.

Enter this information for your Configuration Server: host name, port
number, user name, and password. Then click Next.

A list of WFM Builder Application objects appears. Select the correct one
and then click Next. The properties for each WFM Builder Application
object appear in the Application Properties list when that Application
object is selected.

Note: If you are running a Framework 6.x environment, your WFM Builder’s

Application type must be Third Party Server.

Specify the destination directory into which you want WFM Builder
installed. Then click Next.

On the Ready to Install window, click Install.
A progress bar shows the setup status.
Click Finish to close the Installation Wizard.
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Install WFM Data Aggregator

Note: A restriction limits the number of clients to about 8 if WFM Data
Aggregator and WFM Web are installed on the same computer. For full
details, see See “TCP/IP Connection Settings” on page 96.

1. Navigate to the solution_specific\WFMDataAggregator\windows directory
on your Workforce Management release disk.

2. Double-click setup.exe. This opens the WFM Data Aggregator Installation
Wizard.

Click Next to begin using the Wizard.

4. Enter this information for your Configuration Server: host name, port
number, user name, and password. Then click Next.

5. Alist of WFM Data Aggregator Application objects appears. Select the
correct one and then click Next. The properties for each WFM Data
Aggregator Application object appear in the Application Properties list
when that Application object is selected.

Note: If you are running a Framework 6.x environment, your WFM Data
Aggregator’s Application type must be Third Party Server.

6. Specify the destination directory into which you want WFM Data
Aggregator installed. Then click Next.

7. Onthe Ready to Install window, click Install.
A progress bar shows the setup status.

8. Select whether to restart your computer now or later and then click Finish
to close the Installation Wizard.

Note: You must restart your computer before starting WFM Data Aggregator.
However, if you are installing multiple components on one machine,
you may install them all before restarting. Please note that it is not
possible to install multiple instances of the same component on the
same host.

Install WFM Configuration Utility
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1. Navigate to the solution_specific\WFMConfigurationUtiLity\windows
directory on your Workforce Management release disk.

2. Double-click setup.exe. This opens the WFM Configuration Utility
Installation Wizard.

3. Click Next to begin using the Wizard.
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Specify the destination directory into which you want the WFM
Configuration Utility installed. Then click Next.

On the Ready to Install window, click Install.
A progress bar shows the setup status.
Click Finish to close the Installation Wizard.

Install WFM Web
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1.

Install and configure Jakarta Tomcat or IBM WebSphere. For installation
and configuration instructions specific to Genesys Workforce
Management, see:

+ For Tomcat—"“Configure Tomcat for WFM Web” on page 97.

+  For WebSphere—*Configure WebSphere for WFM Web” on page 99.

Install the WFM Web application, as described in “Installation Procedures
for WFM Web” on page 100.

Install a supported browser on each workstation that will access WFM
Web.

For WFM Web for Supervisors, the browser installation must include the
appropriate Java plug-in. If this plug-in was not installed with the browser,
you can download the plug-in from http://java.sun.com/j2se/. To learn
which version of Java is required, consult the WFM section at the end of
“Table 10: Product Prerequisites” in the book Genesys Supported
Operating Environment Reference Manual.

Notes: If the computers that will be accessing WFM Web for Supervisors

4.

have pop-up blockers installed, they must be configured to allow pop-
ups from the WFM Web URL. Otherwise, pop-up blockers prevent
WFM Web for Supervisors from opening.

The Java that you install must include the latest time zones update
(TZ/Olson database). See http://java.sun.com/javase/timezones/ for
details and use the Java version that is specified there.

Check that your browser settings are configured to run WFM Web for
Supervisors correctly. See “Browser Security Considerations”

For non-Windows environments such as Unix and Linux, install some
form of X Server (X11 Server or X Windows server) and point the DISPLAY
environment variable to the machine running X. For best performance,
Genesys recommends that you run X on the same machine as the web
server.

If your Unix server does not have X Server installed, or you have not set
the DISPLAY environment variable, the WFM Web Agent Week Ly
Preferences window, the view is presented without 24-hour graphical
information.
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6. \erify that your window resolution has been set to display WFM Web
correctly. WFM Web is optimized for a window resolution of at least 1024
X 768. At lower resolutions, some elements (such as table headers) might
not display correctly.

Browser Security Considerations

WFM Web uses technical approaches that may be affected by web browser
security settings.

*  WFM Web uses signed Java applets on Supervisors’ workstations.

»  On Supervisors’ workstations, WFM Web uses Java applets that are run by
Sun’s Java Plug-in. On Windows operating systems, the Java Plug-in is
running as ActiveX, which means that supervisors must have rights to run
ActiveX controls.

*  WFM Web uses non-encrypted form data in the login page for all users.
*  WFM Web relies on active scripting for all users.

*  When running WFM Web in an AlX or Solaris operating system
environment, if the X Server software is not installed, reports might not be
generated or might not be generated correctly. In the case of WFM Web, X
Server provides fonts and related functionality.

TCP/IP Connection Settings

In environments with higher loads (more than 100 total supervisors or 50+
supervisors running agent real-time adherence views) you may need to change
the default TCP settings on computers running the WFM servers: WFM Web,
WFM Data Aggregator, and WFM Server. You can determine whether you
need to adjust your settings by monitoring the number of TCP sockets in the
TIMED_WAIT mode. If the number exceeds 2000 on one computer or if WFM
Web with servers start to report TCP socket errors, tweak the settings to make
TCP release port resources faster.

Note: Genesys has identified this issue on Windows-based machines. Similar
changes are probably required for other operating systems. However,
Genesys has not determined recommended adjustments to other
operating systems.

To resolve this issue, you must make changes to the
HKEY_LOCAL _MACHINE\SYSTEM\CurrentControlSet\Services\Tcpip\Parameters\
section in the registry of the host computers.

* You can find a reference for this registry modification in the Microsoft
TCP/IP Implementation Details document for the appropriate operating
system at http://www.microsoft.com.

Genesys recommends these values:
* Increase MaxFreeTcbs from 2000 to 9000.
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* Increase MaxFreeTWTcbs from 1000 to 8000.

* Increase MaxHashTableSize from 512 to 2048.
* Increase MaxUserPort from 5000 to 65534.

* Reduce TcpTimedWaitDelay from 240 to 60.

Configure Tomcat for WFM Web

After installing WFM Web, you must manually copy the .war file (by default,
located in the wFM7\Web directory) to the Tomcat webapps directory.

Note: Tomcat is available for download at
http://jakarta.apache.org/tomcat/index.html. There is no charge for
this program.

For basic installation and configuration instructions, see the Tomcat
documentation, available at the same website as the program.

Warning! Genesys developed and tested supported servlet containers using
the default settings as configured for each particular servlet runner
during installation time. Any changes in default settings are
described in this document. If you use custom settings for servlet
containers and experience issues while configuring and/or running
WFM Web, Genesys recommends that you evaluate the impact of
those custom settings. You may need to re-adjust them in order not
to interfere with the operation of WFM Web.

This section lists specific configuration procedures that enable Tomcat to
support WFM Web.

Set Environment Variables

When configuring Tomcat, add the variables JAVA_HOME and CATALINA_HOME to
the Windows Start > Settings > Control Panel » System > Environment )
System Variables list. As the values for these variables, enter the full path to

each home directory. CATALINA_HOME is the folder in which Tomcat is installed.

JVM Command-Line Settings

Tomcat’s default settings are not suitable for production sites that experience
moderate or heavy load. To support Web Services, Genesys recommends
entering the settings in Table 4 for the Java Virtual Machine (JVM) that runs
Tomcat.
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Note: You enter Tomcat settings in different ways depending on your Tomcat
version and configuration. Please refer to your Tomcat documentation
for details.

Table 4. Recommended Tomcat JVM Settings

Setting Purpose
-server Instructs the JVM to work in Server mode
-Xms128m Instructs JVM to initially allocate 128 MB of memory for

its own needs

-Xmxnm Determines the maximum amount of memory the JVM
can allocate for its own needs. For example, -Xmx256m
would allocate a maximum of 256 MB.

If you are experiencing Out0fMemory exceptions with
Tomcat, increase this setting’s n parameter to provide
Tomcat more memory. Make sure that enough physical
memory is available to support the parameter that you
choose.

-Xrs If you set up Tomcat to run as a Windows NT Service,
include this setting to ensure that it runs continuously.
Otherwise, when the user logs off the server, Tomcat
shuts down.

WFM 8.0 requires settings changes to the Apache Tomcat Properties dialog,
accessible by opening the file c:\Apache\Tomcat6.0\bintomcatébw.exe (its
location on your computer may be different). Select the Java tab.

Table 5: Recommended Tomcat Java Settings

Item Recommended Setting
Initial memory pool 256
Maximum memory pool 512

Optimizing Thread Settings

If Web Services is experiencing a large number of concurrent users (20 or
more) and is providing slow responses, Genesys recommends providing it with
more execution threads, as follows:

1. Back up and edit the Tomcat configuration file server.xml, which is
located in the %ZCATALINA_HOME%\conf directory.

2. Within this file, locate the configuration section for the http connection
service.
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3. Increase the number of execution threads. Genesys recommends the
following settings:

+ maxProcessors="300" or more, depending on the load in your
environment
+ minProcessors="25"

Experiment with changing these numbers to achieve optimum
performance.

Configure WebSphere for WFM Web

Note: See warning on page 97, which applies to configuring both Tomcat and
WebSphere.

The libraries that WebSphere provides by default for web services are older
than, and incompatible with, the libraries that WFM Web requires. If you do
not set the Classloader Mode option to PARENT_LAST, the WebSphere libraries
are loaded first, causing WFM Web not to run. After you set PARENT_LAST, the
WFM Web libraries are loaded first, which enables WFM Web to run correctly.

Note: Configuring the Classloader Mode option to PARENT_LAST in no way
affects other applications running in WebSphere at the same time.

To configure WebSphere:
1. Log in to the WebSphere Administration Console.
2. Navigate to Applications > Enterprise Applications.

3. Install the WFM application from the wfm_war directory and save it to the
master configuration.

4. Locate the newly-installed WFM WebApp and click its link to drill down
into the configuration.

5. Onthe configuration tab, locate the Related Items group.

Note: The Classloader Mode setting, located on Configuration tab, is not the
correct place to set the classloader option. It will not give desired
effect if set only in that tab.

6. Click the web Modules link to open the WebModuleDep Loyment page.
7. Click the *.war link to open Web Module configuration properties.

8. Locate the Classloader Mode row and change the control value to
PARENT _LAST.

9. Save the changes.
You can now start the WFM application.
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