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Introduction

Overview

June 2007

Workforce Management (WFM) is an industry-leading software solution for multi-site
staff forecasting and scheduling.

Workforce Management allows call center managers to develop schedules for multiple
sites, manage key performance indicators, and manage real-time adherence.

Workforce Management provides the following features:

Manage scheduling of an unlimited number of sites from one or many
locations.

Manage scheduling for offices spread out in different time zones.

Manage scheduling of alternative media sources seamlessly, including chat,
email and faxes.

This document describes the Administration section of the Workforce Management
graphical user interface (GUI). From the Administration section, you can:

Review the standard roles and privileges within each role and assign the roles
to users.

Create and maintain views. A view is a collection of entities that defines the
scope of privileges and level of accessibility a user has in Workforce
Management. A view controls which contact service queues (CSQ), teams,
agents, schedulers, and supervisors can apply their privileges.

Maintain user identities and assign roles and views to users.

Maintain default settings for date and language. Also maintain default
configurations for dashboards and schedules.

Review the status of processing tasks and cancel tasks as necessary.

Maintain the list of exceptions that an agent can request through their eAgent
services. A generic exception is a high level global type exception. These
generic exceptions can be selected by agents in “My Page” (eAgent) module
to indicate the type of time off they are requesting.
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Intended audience

This document is written for administrators who use Workforce Management to
manage and maintain a Workforce Management user environment.

About this guide

Conventions used

This document uses the following conventions:

Convention Use

Bold Highlights keys, buttons, and menu items you can
select in the interface.

Code Highlights file paths and code.

Italic Highlights book titles, variables, and terms that are
defined.

> The right angle bracket indicates a menu choice. For

example, “choose File > Open” means “click the File
menu, and then click Open.”

Definitions

This document uses the following acronyms:
m  WFM — Workforce Management
m CSQ — Contact service queue

m  CSQ mapping — Contact service queue mapping

8 June 2007
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Getting Started

Overview

This chapter explains how to:
m Log into Workforce Management
m Navigate within the different menus and windows
m Set preferences

m Use buttons and icons in Workforce Management

June 2007
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Logging into Workforce Management

To log into Workforce Management:
1. Enter the following URL in your web browser:

http://wfm:8087/c3/

Where wfm is the IP address of the server on which Workforce Management

application software is installed.

NOTE: The website address is case-sensitive.

The Workforce Management login window appears (Figure 1).

Figure 1. Workforce Management login window

atfrn]n
CISCO

WORKFORCE
MANAGEMENT

Username: A
Password: (ca’|

@ 2007 GALABRI0 SOFTWARE. ALL RIGHTS RESERUED. GALABRID, THE
GALABRIO LOGO AND GALAERI0 WORKFORCE MANAGEMENT ARE THE
FREGISTERED TRADEMARKS OF GALAERID,

WRRNING: USE OF THIS SOFTLURRE IS SUEJECT T AND FROTECTED |
EY THE TERMS OF THE END USER: LICENSE AGREEMENT, COPYRIGHT e
AND OTHER LALUS OF THE UNITED STATES AND INTERNATIONAL

TREATIES. UNAUTHORIZED REFRODUCTION 15 PROHIEITED AND MAY

RESULT IN SIUIL AND-0R CRIMINAL LIAEILITH,

2. Enter your username and password.
3. Click GO to log into Workforce Management.

The Workforce Management window appears (Figure 2).

Figure 2. Workforce Management window

WORKFORCE MANAGEMENT

My Page Welcome Christopher

Inbosx
My Schedules
Eulletin Board
My Productivity
My Statistics

Preferences Help Quii

10
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Navigating the menus

Navigating the menus

June 2007

To navigate the main menu:

1.

From the main menu, choose the section you want to access. The list of
related tasks appears.

Click the task you want to use. The page associated with this task appears on
the right side of the window.

To navigate a window list:

Figure 3.

You can sort columns containing alphanumeric values in any table in
Workforce Management. To sort a table by a specific column, click the column
heading.

NOTE: Numbers are sorted from the first digit on the left hand side
without accounting for its size, for example: 3 is before 299, 1 is
before 0999, 34 is before 3104 and so on.

If the list of items exceeds the length of the window, the following options
appear at the bottom of the window (Figure 3).

Paging mode

First 40 & 34 > P Last (Show all)
Gota |1 {4 Pageis) Total: 72

— To go to the first page, click First. To go to the last page, click Last.

— To display all items on a single page, click Show all. To display items on
multiple pages, click Paging mode.

— To go directly to a page, enter the page number in the Goto field and click
Goto, or the page number.

The number of pages displayed between the left and right arrow icons
determines the number of pages that you skip when you click an arrow
key. As an example, consider a list that has 4 pages, as shown in Figure 3.
If you click the left arrow, you move forward 4 pages in the list. If you click
the double left arrow, you move forward 40 pages in the list. Clicking a
double arrow moves you 10 times as many pages forward or backward as
clicking a single arrow does.

11
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— To move forward or backward in small increments (for example, 4 pages
at a time), use the .;:J‘:. or .;L’:;. buttons.

— To move quickly forward or backward in large increments (for example, 40
pages at a time {10 x 4}), use the @4 or % buttons.

12 June 2007



General navigation information

General navigation information

Icon Name Description
|__,‘¢' New Create a new file (user, agent, CSQ mapping, etc.).
Save Save the newly created or modified files.
Delete Delete the selected files.
Search Search for files in a list.
Print Print the displayed data.
Refresh Refresh the displayed data (if applicable).

Launch a request

Generate a processing request to the server.

Define the context

Define the work context (CSQ, date, etc.).

Next group

Move forward in small increments.

Previous group

Move backward in small increments.

Fast forward

Move quickly forward in large increments.

Fast backward

Move quickly backward in large increments.

New exception
request

Create a new exception request. This icon only
appears under My Page section.

7| 2|6 |8 |6 O a4 (S0 o X T

New schedule
swap request

Create a new request to trade schedules. This icon
only appears under My Page section.

Preferences Display the My preferences window.

Help Display help.

About Display the Workforce Management version.
Quit End your session.

June 2007
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Setting preferences

Accessing the Preferences feature

To access preferences:

1. Click Preferences (upper-right corner) to display the preferences window
(Figure 4).

Selecting date format

14

To set the date format:
1. Click Preferences.

The General tab on the My preferences window appears (Figure 4).

Figure 4. My preferences: General tab

My preferences

General “Agent Dashhoard Schedule “Password

Date format: h-dd-yyyy ¥

2. Complete the field.

Field Name Description

Date format Select the date format you want to use in your future
sessions. The available options are:
* MM-dd-yyyy — Displays the date by month, day and
year.
¢ dd-MM-yyyy — Displays the date by day, month and
year.
* yyyy-MM-dd — Displays the date by year, month and
day.

3. Click [lé'] to save your changes.

June 2007
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Selecting a dashboard

To select a dashboard

1. From the My preferences window, click the Dashboard tab.

The Dashboard tab on the My preferences window appears (Figure 5).

Figure 5.

My preferences

General *Agent Dashl

My preferences: Dashboard tab

d Schedul *Password

Dashboard view: |View Occupancy v
Statistics view:  |\jew: Al data 4

Graph #1 data: [Handled Calls

[

Graph #2 data: | Average Talk Time

=

Graph #1 format. | Line graph -
Graph #2 format: [Vertical bar _v|
Graph #3 format: [Harizantal bar =]

Graph #3 data. | Averags Not Ready Time |

2. Complete the fields.

Field Name

Description

Dashboard
view

Select the view you want to use for your dashboard
display. The available options are:

¢ Results x CSQ: Mapping
* Results x CSQ: Agent

* Results x CSQ: Calls

* Results x Team

* View: ASA

* View: All data

* View: Calls

* View: Occupancy

* View: Service Level

June 2007
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Field Name Description

Statistics view | Select the view you want to use for your statistics display.
The available options are:

* Results x CSQ: Mapping
* Results x CSQ: Agent

¢ Results x CSQ: Calls

* Results x Team

* View: ASA

* View: All data

* View: Calls

* View: Occupancy

View: Service Level

Graph #1, #2 | Select the data to be graphed for each display in the
and #3 Data dashboard. The available options are:

* Forecasted Calls

* Agents Forecasted

* Forecasted service level

* Real occupancy ratio

* Forecasted average speed of answer

* Real Call Handling time

Graph #1, #2 | Select a format for the graph. The available options are:
and #3

Format ¢ \Vertical bar

¢ Horizontal bar

e Line graph

3. Click [lﬁ'] to save your changes.

Selecting schedule display parameters

To select schedule display parameters:
1. From the My Preferences window, click the Schedule tab.

The Schedule tab on the My preferences window appears (Figure 6).

16 June 2007
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Figure 6. My preferences: Schedule tab

My preferences

General *Agent Dashl d Schedul *Password

Show unavailable agents in the schedule: | vog -

Start time: 0700 -
End tirne: 17:00 -

2. Complete the fields.

Field Name Description

Show From the scroll list, indicate if you want unavailable

unavailable agents to appear in the schedules.

agents in the

schedule

Start time Select the start time when you want the schedule display
to start.

Specify a start time and end time that suits your needs. If
you select a start time of 00:00 and an end time of
24:00, you might need to scroll from left to right to see
the entire schedule.

End time Select the end time when you want the schedule display
to end.

3. Click |'5!| to save your changes.

Changing your password

To change your password:
1. From the My Preferences window, click the Password tab.

The Password tab on the My preferences window appears (Figure 7).

Figure 7. My preferences: Password tab

My preferences

General “Agent Dashl hedul “Password

“0ld passwird, | eesesess

“New password: | geeessene

June 2007 17
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18

. Complete the fields.

Field Name

Description

Old password

Enter your current password

You might be asked to change your password when you
first log into Workforce Management. You might also be
asked to change your password on a regular basis.

New

password

Enter your new password.

. Click [lﬁ'] to save your changes.

June 2007
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Selecting a date

There are many instances in Workforce Management where you need to enter a date.
The following task explains how to enter a date in Workforce Management.
To select a date:

1. Enter the date directly in the format selected in your preferences (see
"Selecting date format" on page 14).

2. Click the date field.

3. The Workforce Management calendar appears (Figure 8).

Figure 8. Calendar

<@ April 2007 o
SMTWTFZS
12344587
8 21011121314
151617 18192021
2223242526272
2930

JIFIMla M 02008
JIAS 0NID 2008

Cloge

4. To select the date, click the year, month and day.

June 2007 19
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Managing Administration

Overview

June 2007

Use the Administration section in WFM to:

Control access to functions through roles, views and privileges. See
"Managing roles" on page 22 and "Managing views" on page 26 for more
information.

Create users in WFM or import users from Unified CCX. See Managing users
(page 35) for more information.

Specify the default configurations for the date format, dashboard and
schedules. See Managing the default system configuration (page 40) for more
information.

Monitor the status of requests to generate distributions, forecasts and
schedules. You can also delete incomplete requests. See Managing requests
to the server (page 43) for more information.

Monitor the status of requests to compile various historical measurements
from the data that was extracted from the historical data tables in Unified CCX
and delete incomplete requests. See Managing compilation requests (page
46) for more information.

Create a system-wide list of exception types that appear as options an agent
can select from their My Page (eAgent services) when they request time off.
See Managing generic exceptions (page 48) for more information.

21
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Managing roles

Workforce Management controls access to functions through roles, views and
privileges.

m  Aprivilege is the permission to perform a transaction. For example, the ability
to accept schedule trades or delete skills.

m Avrole is collection of privileges.

m A user can have none, one or multiple roles. The user has the collective
privileges across all roles assigned to the user.

m Aview determines the level of accessibility a user has in Workforce
Management. For example, you can assign a view that is associated with the
site to one or more users. Or you can assign an area within a site to a user.

Figure 9 shows the relationship between a user, roles and privileges. Views are
discussed in "Managing views" on page 26.

Figure 9. Relationship between user, roles and privileges

A user can A ROLE . .
- have one or <fff s Can have ONe OF se— Perlleges
many ROLES many PRIVILEGES
ROLE

The following table lists the privileges and scope for default WFM roles.

Role Privilege Scope

Administrator | All permissions Global

22 June 2007



Managing roles

Role

Privilege

Scope

Scheduler

Maintain work shifts, breaks,
and exceptions

Map agents to work shifts
Create forecasts

Create schedules

Map agents, who are members
of a team within the
scheduler’s views, to work
shifts.

Map agents, who are members
of a team within the
scheduler’s view, to contact
service queues within the
scheduler’s views

Configure work shifts and
conditions

Maintain forecasts and
schedules for contact service
gueues within the scheduler’s
views.

Supervisor

Use eSueprvisor services

Manage the team or teams
assigned to the supervisor and
the agents within the team or
teams.

Agent

Use eAgent services

Manage the agent’s own
information.

Displaying a role

To display a role:

1. From the main menu, choose Administration > Roles.

The Role List window appears (Figure 10).

Figure 10.

Role List

Role List

Role Name*
ADMINCisco
ADMINvwirr
AGENT
SCHEDULER
SUPERWISOR
all

J A R e R A B

2. Click arole.

The General Tab on the Roles Details window appears (Figure 11).

June 2007
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Figure 11.

Role Details : AGENT

General

Role Name: ASEMT

Assign Privileges

Roles Details: General tab

Assign Users

Displaying a role’s privileges

To display privileges:

1. From the Roles Details window, click the Assign Privileges tab.

Figure 12.

The Assign Privileges tab on the Roles definition window appears (Figure 12).

Role Details

Role details: Assign Privileges tab

General

Available Privileges

Assign Privileges

Assign Users

Action
Action
Action
Action
Action
Action
Action
Action
Action
Action
Action
Action
Action
Action
Action
Action
Action
Action
Action
Action
Action
Action
Action

Create Agents

Create DNs

Create Exceptions
Create Projects

Create Services

Create Skills

Create Special Events
Create Specialties
Create Teams

Create Users

Create Views

Create ¥ork Conditions
Create YWoark Shifts
Delete Agents

Delete DNs

Delete Exceptions
Delete Open & Close Days
Delete Productivity Objectives
Delete Projects

Delete Services

Delete Skills

Delete Special Events
Delete Specialties

>

|

Assigned Privileges

> |
s

e e e e e e e R A R R R R B

Description

Action: Log in ¥WFh

Action: My Page - Post Schedule on Bulletin Board
Section: My Page

Task: My page - Productivity

Action: My Page - Exception Requests
Task: My Page - Inbox

Action: Wiew Exception Requests

Action: Wiew Schedule offers

Action: Wiew Schedule Trades Requests
Action: My Page - Accept Schedule Offers
Task: My Page - My Schedules

Action: Accept Schedule Trades

Task: My Page - Statictics

Task: Bulletin Board Detail

Task: Bulletin Board List

Task: Site Map

Task: Main Screen

Assigning users to a role

To assign users to a role:

1. From the Role Details window, click the Assigned Users tab.

24
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2. The Assigned Users tab on the Roles definition window appears (Figure 13).

Figure 13. Role Details: Assigned Users tab

Role Details : AGENT

General Assign Privileges Assign Users

Available Users Assigned Users
ARMSTRONG-----JOHM o | > [” UserID LastName First Name
Allen--—-Taylar  ch g Chiistoph
Anderson—Ethan - chrown roun ristopher
Bickam---—Frank [ csampico Sampico Caraline
Bond——James ™ iclark Clark Isabella
Larmichael-——Annie [T jjohnson  Johnson  Jacob
Harrig--—-Alexis
Jones--—-Joshua ™ Jking King Jessica
Rizzi-—-Frangoise [ kwalker  Walker Katelyn
Rizzi-—-Maonigue
Scheduler--—Scheduler [ mbeegan Beegan Mhax
Spanlink-—Spanlink ™ mkarron  Karron haryann
WY Madrmin--—--WEMadmin | [T mlewis Lewis Wadison
keu-----nak 7 ndavis Davis Micholas
mpd--—mp4 b

[7 maysted Raysted Rachael

[7 wjackson Jackson William

3. Select the users you want to assign or unassign by holding down the Ctrl key
to select multiple users. To assign selected users, click the right arrow button
to move them to the Assigned Users side. To unassign selected users, click
the left arrow button to move them to the Available Users side.

4. Click to save your changes.

June 2007 25
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Managing views

In WFM, a view is a collection of entities that defines the scope of privileges and level
of accessibility a user has in WFM. These entities are:

m Users
m  Contact service queues
m  CSQ mappings
m Teams
m  Work conditions
m  Work shifts
m Exceptions
These entities are defined in the Environment and Agent sections of the WFM GUI. For

more information, see the Cisco Unified Workforce Optimization Workforce
Management Supervisor User Guide.

What does a view do?

When you assign a view to a user, for example a scheduler, the user can only perform
tasks against entities to which the user is assigned. A view restricts the scope of
information that a user can see or change. For example, you can assign a view that is
associated with a site to one or more users. Or you can assign an area within a site to
a user.

Note that views do not include agents directly. Views include teams and an agent
would have access to a view through their team. A schedule can only schedule an
agent if the agent’s team is included in one of the scheduler’s views.

A WFM entity can be included in one or multiple views. A user can be assigned to one

or multiple views.

Creating or editing a view

To create a new view:
1. From the main menu, choose Administration > Views.

The View List appears (Figure 14).
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Figure 14.  View List

View List

Namet

All agents

Team 1
Team 2
Tearn 3
Team 4

2. Click [¥ to create a new view.

The View Details window appears (Figure 15).

Figure 15. View Details

View Details : All agents

‘ Users | CSOs | Teams Conditions Work shifts

Marme: |2 agents Active: [7 ™Systern view: [7

3. Enter the name for the view.
4. Click Active.

NOTE: WFM creates a System view to receive all newly created
views.This field cannot be updated. In the example above, All agents
is the system view.

5. Click |'</| to save your changes.

The CSQs, Teams, Work conditions, Work shifts, Exceptions and CSQ
mappings tabs appear.

To edit a view:
1. From the main menu, choose Administration > Views.
2. Click the name of a view.
3. Apply changes to the view.
4. Click to save your changes.
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Assign users to a view

To assign users to a view:

1. From the Users tab on the Data views definition window (Figure 16), select the
users you want to assign or unassign holding down the Ctrl key to select
multiple users. To assign selected users, click the right arrow button to move
them to the Assigned Users side. To unassign selected users, click the left
arrow button to move them to the Available Users list.

Figure 16. Data views definition: User tab

View Details : Team 1

Users CS0s Teams Conditions Work shifts Exceptions €S0 Mappings
Mame: Team 1 Active: @ "Systern view: [
Available Users Assigned Users
ARMSTRONG----JOHM L) S [~ UserID LastName First Name
Allen-—--Taylor E 4 And Eih
Beegan—Max - eanderson Anderson an
Bickam--—Frank ™ ndavis Davis Micholas
Bond--—James [~ cbrown  Brown Christopher
(élaar:';_l_c_ﬁ::';;hﬁ\nme ™ kwalker  Walker Katelyn
A \__)'__E_“.A R st il o At e A i i b it g8 s nn oy Jre———

2. Click [lé'] to save your changes when you are finished with all tabs in this
window.

Assigning CSQs to a view

To assign CSQs to a view:

1. From the CSQs tab on the Data views definition window (Figure 17), select the
CSQs you want to assign or unassign holding down the Ctrl key to select
multiple CSQs. To assign selected CSQs, click the right arrow button to move
them to the Assigned CSQs side. To unassign selected CSQs, click the left
arrow button to move them to the Available CSQs list.
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Figure 17. Data views definition: CSQs tab

View Details : temp

Users CS0s Teams Conditions Work shifts Exceptions €S0 Mappings
Available CSQs Assigned CSQs
1——Customer Service Al > | " €SQNumber CSQ Name
10-—End User Contact Reporting (EU, NA, SA
10025-comp,_teth < I 10004 AC_Tech_Reception

—comp_sales

——pay_fr_access
10032---comp_tech_h_2
10033-—comp_sales_hl 2

- powered_by_ati

--bilt_by_ati
cs_B00_presales
—cs BO0_per_incident
:_B00_pay_senice
“Help_Desk
On_Line_Sales
Special_Assignrments
-~ Level_1_Emails

- Level 2_Emails
--RMA_Duties

LS
--FGLP_skillset
—EUE_skillset
---EUF _skillzet

EUG_skillset

IE3

2. Click [‘5'] to save your changes when you are finished with all tabs in this
window.

Assigning teams to a view

To assign teams to a view:

1. From the Teams tab on the Data views definition window (Figure 18), select
the teams you want to assign or unassign holding down the Ctrl key to select
multiple teams. To assign selected teams, click the right arrow button to move
them to the Assigned Teams side. To unassign selected teams, click the left
arrow button to move them to the Available Teams list.
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Figure 18. Data views definition: Teams tab

View Details : temp

Users CSas

Available Teams

Customer Senvice
T

MewAgents
RC_Team1_CAD
RC_TeamZ_CAD
RC_Team3_CAD
RC_Teamd_CAD
Technical team

Teams Conditions

Assigned Teams

> [~ Team number Team Name
<

Work shifts Exceptions CSQ Mappings

2. Click LEI to save your changes when you are finished with all tabs in this

window.

Assigning work conditions to a view

30

To assign work conditions to a view:

1. From the Conditions tab on the Data views definition window (Figure 19),
select the work conditions you want to assign or unassign holding down the
Ctrl key to select multiple work conditions. To assign selected work conditions,
click the right arrow button to move them to the Assigned Work conditions
side. To unassign selected work conditions, click the left arrow button to move
them to the Available Work Conditions list.
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Assigning work shifts to a view
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Figure 19. Data views definition: Conditions tab

View Details : temp

Users CSas

Available Work Condition

CS - Variable

Fr

German - Shift 1

L1 - Shift ¢

L1 - Shift D

LTW2 - Shift A

L1hL2 - Shift B
OWERNIGHT & HOURS
TEST

TEST 1 CREATION
colar creation

test avec Francoise dans ma bu
test de couleur

Teams Conditions

Assigned Work conditions

> ™ Work Condition Name
| < |

2. Click [lﬁ'] to save your changes when you are finished with all tabs in this

window.

To assign work shifts to a view:

1. From the Work shifts tab on the Data views definition window (Figure 20),
select the work shifts you want to assign or unassign holding down the Ctrl
key to select multiple work shifts. To assign selected work shifts, click the
right arrow button to move them to the Assigned Work shifts side. To unassign
selected work shifts, click the left arrow button to move them to the Available

Work shifts list.
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Assigning exceptions to a view
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Figure 20.

View Details : temp

Users CSas

Available Work shift

“Create

3 - Variable - Arrival time - 37 Bhrs
CS - Variable - Part time - 4-30 hrs
Gerrman - Shift 1

L1 - Shift C

L1 - Shift D

L1M2 - Shift A

L1M2 - Shift B

OVERNIGHT

Split shift Friday 4 hours a.m.

Split shift Monday 4 hours a.m
Split shift Monday 4 hours p.m
Split shift Thuesday 4 hours a.m
Split shift Thursday 4 hours a.m
Split shift Tuesday 4 hours p.m.
Split shift Wednesday 4 hours a.m
Split shift Wednesday 4 hours p.m
TEST Horaire Fixe

TEST Horaire ‘ariable #2

TEST Horaire Variable #14

TEST Horaire Yariable #15

TEST Split Shift

TEST Split Shift #2

test de creation en 0.0.45

Teams Conditions

Assigned Work shifts
> [ Work shift Name
<

Data views definition: Work shifts tab

Work shifts Exceptions CSQ Mappings

2. Click [lé'] to save your changes when you are finished with all tabs in this

window.

To assign exceptions to a view:

1. From the Exceptions tab on the Data views definition window (Figure 21),
select the exceptions you want to assign or unassign holding down the Ctrl key
to select multiple exceptions. To assigh selected exceptions, click the right
arrow button to move them to the Assigned Exceptions side. To unassign
selected exceptions, click the left arrow button to move them to the Available

Exceptions list.
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Figure 21. Data views definition: Exceptions tab

View Details : ternp

Users CS0s Teams Conditions Work shifts Exceptions €S0 Mappings
Available Exceptions Assigned Exceptions
1--—-Level 1 Emails > I~ Exception code Exception Name
10— Training
11-mLate <
12—Away

13—--Bereaverment
14-----Bathroom
16-—--Call Back
1B-—--Vacation
17--P5 Consultation
18- Statutory Holiday
-—-Level 2 Emails

—-Special Assignment
- Team Meeting
--—--lllness

--Statistics Reporting
-—-Dinctars Appointment
-——--Performance Discussion
null-—--gaRgesga599
null-——rrererrrrreer
null----se558

[Er e

2. Click [‘5'] to save your changes when you are finished with all tabs in this
window.

Assighing CSQ mappings to a view

To assign CSQ mappings to a view:

1. From the CSQ Mappings tab on the Data views definition window (Figure 22),
select the CSQ mappings you want to assign or unassign holding down the Ctrl
key to select multiple CSQ mappings. To assign selected CSQ mappings, click
the right arrow button to move them to the Assigned CSQ Mappings side. To
unassign selected CSQ mappings, click the left arrow button to move them to
the Available CSQ Mappings list.

June 2007 33



Workforce Management 8.0 Adminstration User Guide

34

Figure 22. Data views definition: CSQ Mappings tab

View Details : temp

Users CS0s Teams Conditions Work shifts Exceptions €SQ Mappings
Available CSQ Mappings

0007 -—Qwerflow Service > " CSQ Mapping code CSQ Mapping Name
Mol

1111--Tech Support <
Iv1---Customer Service

Assigned CSQ Mappings

2. Click LEI to save your changes when you are finished with all tabs in this
window.

Deleting a view

To delete a view:

1. From the main menu, choose Administration > Views.

2. To delete one or many views, select the check box next to each view and click

x (Delete).

To delete all views, select the check box in the header (beside Number) and
click 38 (Delete).

The Workforce Management dialog box appears.

3. Click OK to dismiss the dialog.
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Managing users

There are two ways in which users can be created in WFM:

m  WFM can use the synchronization process to automatically create a user for
each agent and supervisor in Unified CCX.

NOTE: The Sync service must be started and running as
authenticating user for WFM to retrieve agents and supervisors from
Unified CCX. For more information on the Sync service, see the Cisco
Unified Workforce Optimization Workforce Management Installation
Guide.

When the synchronization process extract a user identity from Unified CCX,
the user identity in WFM initially has the following values:

— Last name — This is the last name used in Unified CCX.

— First name — This is the first name used in Unified CCX.

NOTE: If the last name or first name changes in Unified CCX, the
synchronization service will change them in WFM.

— User code — This is the Resource ID from Unified CCX. You cannot change
this value.

— Password — Initially the password has a null value. You must assign a
password to the user.

— Associated agent identity — WFM assigns an agent identity in WFM Agent
administration.

m  You can add, delete and update users in WFM who have no agent or
supervisor identity in Unified CCX.

NOTE: Best practices recommends that you manage agent and
supervisor identities through Unified CCX and allow the
synchronization server to automatically create a user identity for each
agent and supervisor in Unified CCX. You only need to create
administrators and schedulers in WFM. The administrators and
schedulers have no identity in Unified CCX.

Creating or editing a user

To create a new user:

1. From the main menu, choose Administration > Users.
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The User List appears (Figure 23).

Figure 23. User List

User List
User IDt

aharris
chrown
cisco

csampico

;'I_|_|_|_|_|

Last Name First Name Active
Harris Alexis 3
Brown Christopher =
cisco cisco 3
Sampico Caroline =

L L S e N = 1P RSP S SR

2. Click [ to create a new user.

The General Tab on the User definition window appears (Figure 24).

Figure 24. User definition: General tab

User Details : -

General

User parameters

Last Mame: Rohinson
User code: trobingson
Active -

Registration date; 04-27-2007
Deactivation date:

First Name: Tam

Passwaord: sasassnen

Date of last access:
Linked to Agent: /

3. Complete the fields.

Field Name Description

Last name Enter the user’s last name.

First name Enter the user’s first name.

User code Enter the user code if your call center has a user code structure. A
user enters this user code when they log into the Workforce
Management. We suggest you use the windows login name.

Password Enter a user password.

Active Select this check box to activate the user.

Linked to an When this check box is selected, a drop-down list appears. Select

agent an agent from this list to be associated with the user.
NOTE: For agents, you must associate an agent with the user so
the agent can log into the system and access My Page.
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4. Click to save your changes.

Associated role and Associated view tabs appear.

To edit a user:
1. From the main menu, choose Administration > Users.

The User List appears (Figure 25).

Figure 25. User List

User List
[~ UserlDt Last Name First Name
[ aharris Harris Alexis ~
[ chrown Brown Christopher 3
[~ cisco cisco cisco ~
[ csampico Sampico Caroline 3
- 4___\_ R@me greme s mmateonbotbhe o g tnte . Dol P ot e oFthan, . o - AR A k. QML e o

2. Click the User ID you want to edit.
3. Apply changes to the user.
4. Click |'5|to save your changes.

Assigning roles to a user

To assign roles to a user:
1. From the Users Detail window, click the Assign Roles tab.

The Assign Roles tab on the User Details window appears (Figure 26).

Figure 26. User Details: Assign Roles tab

User Details : chrown - Brown C
General Assign Roles Assign Views
Available Roles Assigned Roles
ADMINCisco S [~ Description
ADM M
SCHEDULER < | T AGENT
SUPERYISOR
T U e B T
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2. Select the roles you want to assign or unassign holding down the Ctrl key to
select multiple roles. To assign selected roles, click the right arrow button to
move them to the Assigned roles side. To unassign selected roles, select the
check box next to each view and click the left arrow button to move them to
the Available roles list.

3. Click [lﬁ'] to save your changes.

Assigning views to a user

To associate views to a user:
1. From the User Details window, click the Associated view tab.

2. The Associated view tab on the User Details window appears (Figure 27).

Figure 27. User Details: Assign views tab

User Details : chrown - Brown Christopher
General Assign Roles Assign Views
Avaialble Views Assigned Views
All agents > [~ View ID View Name Main View
Team 2
Team 3 < 1 Team 1 v
Team 4
L ot B e ae b,

o AR R i i m PR IR et I SO i)

3. Select the views you want to assign or unassign holding down the Ctrl key to
select multiple views. To assign selected views, click the right arrow button to
move them to the Assigned Views side. To unassign selected views, select the
check box next to each view and click the left arrow button to move them to
the Available views list.

4. Select at least one check box in the Main view column. All newly created
CSQs, teams, etc. are automatically associated with this main view.

5. Click [lé'] to save your changes.

Deleting a user

To delete a user:
1. From the main menu, choose Administration > Users.

The User List appears (Figure 28).
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Figure 28. User List

User List
[~ UserlDt Last Name First Name
[ ahams Harris Alexis
[ chrown Brown Christopher
™ cisco cisco cisco
[™ csampico Sampico Caroline ~
-1 aaeheme anmes B Y it LA SN 11 I el AR AN SO e et

2. To delete one or many users, select the check box next to each user and click

x (Delete).

To delete all users, select the check box in the header (beside Number) and
click Ji8 (Delete).

The Workforce Management dialog box appears.

3. Click OK to dismiss the dialog.
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Managing the default system configuration

From the Default Configuration, you can set the default values for the WFM system in
the following areas:

m Date format
m Dashboard
m Schedules

When a user logs into Workforce Management for the first time, these preferences will
be active by default.

Configuring the WFM system

To configure the WFM system:

1. From the main menu, choose Administration > Default Configuration.
The General tab on the Default system configuration window appears (Figure
29).

Figure 29. Default system configuration: General tab

Default System configuration

General Dashboard Schedule

Enterprise name: [\yFy

Date format: MM-dd-yyyy ¥

2. Complete the fields.

Field Name Description
Enterprise Enter the name of your company.
name

Date format Select the default system date format.
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Configuring the dashboard

June 2007

To configure the dashboard:

1. From the Default System Configuration window, click the Dashboard tab
(Figure 30).

Figure 30. Default System Configuration: Dashboard tab

Default System configuration |

General Dashbhoard Schedule

Data interval: 15
Dashhoard view: |Results x CSQ Mapping ~
Statistics view.  [Results x Team  +|

Graph # data:  |Forecasted Calls

Graph #2 data: | Agents Forecasted

Ll e L

Graph #3 data.  [Forecasted senice level
Graph #1 format: || ne graph =
Graph #2 format: |vertical bar
Graph #2 format: | Horizontal bar ~

2. Complete the fields.

Field Name Description

Data interval Select the interval in which you want the data to be displayed. You
can choose 15, 30 or 60 minute intervals.

Dashboard Select the default dashboard view for all users.”
view

Statistics view | Select the default statistics view for all users.”

Graph 1, 2 Select the type of data to appear on the dashboard.”
and 3 data
Graph 1, 2 Select the format type to be applied to the related data on the

and 3 format dashboard.”

* A user can change the default view by changing their preferences as described in "Accessing the
Preferences feature" on page 14.

3. Click [lﬁ'] to save your changes.
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Configuring the default schedule format

To configure the default schedule format:

1. From the Default System configuration window, click the Schedule tab (Figure
31).

Figure 31. Default System configuration: Schedule tab

Default System configuration | ]
General Dashhoard Schedule
Schedule production interval: 5
Schedule interval: 15 -
Start time: 0530 -
End time: 2400 -
First day of the week:

2. Complete the fields.

Field Name Description

Schedule Displays the schedule interval in minutes. This value is
production determined when the database is created.

interval

Schedule Select the interval in which you want the data to be displayed. You
interval can choose 15, 30 or 60 minute intervals.

Start time Select the default schedule display start time.”

End time Select the default schedule display end time.*

First day of Displays the first day of the week. This value is determined when
the week the database is created.

* A user can chance the default view by changing their preferences as described in "Accessing the
Preferences feature" on page 14.

3. Click [‘5'] to save your changes.
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Managing requests to the server

From Server Requests, you can monitor the status of requests to generate
distributions, forecasts and schedules. You can also delete incomplete requests.

Displaying the request details

To display a request details:
1. From the main menu, choose Administration > Server requests.

The Server request list appears (Figure 32).

Figure 32. Server request list

Server Request List

[~ bt Status Requested on Processed on Requester Description

[~ 40 2 2007-04-23 frizzi Contacts forecast

I~ 44 9 2007-04-23 wimadmin Schedule production
[~ &0 2 2007-04-25 wimadrmin Contacts forecast
& 2 2007-04-27 wimadmin Schedule production

- To be processed

- Processing

- Ended successfully
- Ended abnormally

W= O

2. Click a number under the ID column.

The Server Request Details window appear (Figure 33).

Figure 33. Server Request Details

Server Request Details

Request Assigned CSQOs
Description
MNumber: a0
Description: Contacts forecast
Status: 2
Reguester: witnadrmin
Reference start 2007-01-01
Reference end 2007-03-31
Reguested to be processed on: 2007-04-25
Reguest process end:
Request process start:
Server Message:
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Deleting a request

To delete a request:

1. From the Server Request Details window (Figure 34), click x to delete a
request.

NOTE: You can only delete requests with the status O, 2 or 9. A status
of 1 indicates the request is currently processing and cannot be
deleted.

Figure 34. Server Request Details

Server Request Details

Request Assigned CSQOs
Description
Mumber: 50
Description: Contacts forecast
Status: 2
Reguester: witnadrnin
Reference start 2007-01-01
Reference end 2007-03-31
Reguested to be processed on: 2007-04-25
Request process end:
Regquest process start:
Serer Message:

Deleting multiple requests

To delete requests:
1. From the main menu, choose Administration > Server requests.

The Server request list appears (Figure 35).
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Figure 35. Server request list

Wk = O

Server Request List

-

i R R

Dt Status Requested on Processed on Requester Description
40 2 2007-04-23 frizzi Contacts forecast
44 9 2007-04-23 witnadrmin Schedule production
a0 2 2007-04-25 wimadmin Contacts forecast
a1 2 2007-04-27 witnadrmin Schedule production

- To be processed

- Processing

- Ended successfully

- Ended abnormally

2. To delete requests, select the check box next to each request and click x
To delete all requests, select the check box in the header and click x

NOTE: You can only delete requests with the status O, 2 or 9. A status
of 1 indicates the request is currently processing and cannot be
deleted.
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Managing compilation requests

From Compilation Requests, you can monitor the status of request to compile various
historical measurements from the data that was extracted from the historical data
tables in Unified CCX and delete incomplete requests.

Displaying compilation requests

To display compilation requests to the server:
1. From the main menu, choose Administration > Compilation requests.

The Compilation request list appears (Figure 36).

Figure 36. Compilation request list

Start date End date Requester Priority
20050403 20060400 wimadman 20
2006:04-04 2006:04-04 wimadean 20
20060405 20060405 wimadeen F.o
2006-04-06 2006-04-06 wimadeun 20
20060407 2006497 niSSTIn .o
2006-04-08 20060408 wimadein FLISI0H SERV 0
S ol AR T [Vto, | WO U I0 R E alm k. ommbi | O joorgy FERIS et = _ab S miishont
2. Click a number under the ID column.
The Compilation request details appear (Figure 37).
Figure 37. Compilation request details
Compilation Request Details « |

Reguest detail:

Humbss s05

Description FUSION SERV

State 0

Requagter A

Start date 2006-02-08

End date 2006-02-08

Compalation $amed. 2007-05-01

Serace - 1. Customes Senice

3. To delete the displayed request, click x

NOTE: You can only delete requests with the status O, 2 or 9. A status
of 1 indicates the request is currently processing and cannot be
deleted.

4. To refresh the requests, click Q}{}ﬁ
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Deleting requests
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To delete requests:

1. From the main menu, choose Administration > Compilation requests.

The Compilation request list appears (Figure 38).

Figure 38. Compilation request list

Start dade
20060403
20060404
2006-04-05
2006-04-06
2006-04-07

wimadman FUSI0H &
wimadsin FUSK
wimadeen FuSGi
whnadsin S
niSSTIn Fusads

2006-04-08 20060408 wimadein FLISI0H SERV 0
T TP e T Lo TR

2. To delete requests, select the check box next to each request and click
To delete all requests, select the check box in the header and click x

NOTE: You can only delete requests with the status O, 2 or 9. A status

of 1 indicates the request is currently processing and cannot be
deleted.
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Managing generic exceptions

From Generic Exceptions, you can create a system-wide list of exception types that
appear as options an agent can select from their My Page (eAgent services) when they
request time off. A generic exception is a high level global type exception. For
example, a generic exception could be absence, sick leave or vacation. If an agent has
a doctor appointment, the agent selects the sick leave generic exception and specifies
a doctor appointment.

The generic exception types that you create in Generic Exceptions can be a subset of
the overall list of exception types that was created in the Environment section of the
WFM GUI. For more information on exception types, see the Cisco Unified Workforce
Optimization Workforce Management Supervisor User Guide. Alternatively, you can
create a few general exception types in Generic Exceptions.

Creating a generic exception

To create a generic exception:
1. From the main menu, choose Administration > Generic exceptions.

The Generic Exception List appears (Figure 39).

Figure 39. Generic Exception List

Generic Exception List

[ Namet

HOLIDAY

WD APPOINTMENT
WACATION

i

2. Click [[§ to create a new generic exception.

The Generic exception detail appears (Figure 40).
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Figure 40. Generic Exception Details

Generic Exception Details

Definition

Mame: pTO|

3. Enter the name for the exception.

4. Click |'5| to save your changes.

Editing a generic exception

To edit a generic exception:
1. From the main menu, choose Administration > Generic exceptions.

The Generic Exception List appears (Figure 41).

Figure 41. Generic Exception List

Generic Exception List
[~ Namet

HOLIDAY

MO APPOINTMENT
WACATION

e

2. Click the name of the generic exception.
3. Apply changes to the generic exception.

4. Click |'5|to save your changes.

Deleting a generic exception

To delete a generic exception:
1. From the main menu, choose Administration > Generic exceptions.

The Generic Exception List appears (Figure 42).
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Figure 42. Generic Exception List

Generic Exception List

e

Namet

HOLIDAY

MO APPOINTMENT
WACATION

2. To delete one or many generic exceptions, select the check box next to each
generic exception and click Zi2 (Delete).

To delete all generic exceptions, select the check box in the header (beside
Number) and click Jig (Delete).

The Workforce Management dialog box appears.

3. Click OK to dismiss the dialog.
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