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Introduction
Overview

Introduction

This document describes how to use Cisco Unified Workforce Optimization Workforce
Management (WFM) agent applications in the Workforce Optimization interface.

The WFM applications in the Workforce Optimization interface allows you to perform
the following tasks:

Overview

Display your productivity indicators
View your schedule

Trade schedules with another agent
Offer schedules to other agents
Request exceptions

Display your statistics and compare them over time

Workforce Optimization is a comprehensive suite of customer interaction and contact
center management software. Agents can access Workforce Optimization through a
web browser.

For the purpose of this document, Workforce Optimization is the container for the WFM
applications.

WFM does not use a thick client (which would require installation programs) and
therefore, is ideally suited to an environment where the workforce is highly distributed.

Contact center agents can view their schedules, trade schedules, and offer schedules.
Agents can perform these tasks at work, at home, or at any contact center virtual
location. Agents can monitor their own productivity indicators on a daily basis to keep
their performance on track.

Intended Audience

This document is written for contact center agents who use WFM.
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Documentation

The following documents contain additional information about Workforce
Management:

Calabrio Workforce Management Agent Application User Guide

Cisco Unified Workforce Optimization Workforce Management Administrator
User Guide

Cisco Unified Workforce Optimization Workforce Management Agent
Administrator User Guide

Cisco Unified Workforce Optimization Workforce Management Installation
Guide

Cisco Unified Workforce Optimization Workforce Management
Troubleshooting Guide

Release Notes for Cisco Unified Workforce Optimization
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Getting Started

Workforce Optimization is the WFM interface for the following applications.

* Dashboard
e Scheduling
* Reporting

The information provided in this section is common to each of these applications.

Workforce Optimization Requirements

While Workforce Management fully supports multiple browsers and version levels, our
product testing shows substantial performance improvements when loading a page
using Microsoft Internet Explorer 8 over version 7. Therefore, Cisco recommends using
version 8. Furthermore, testing with Mozilla Firefox 3.x shows the highest performance
and therefore should be considered in situations where page load speed is considered
critical.

Workforce Optimization supports these web browsers on the following operating
systems:

¢ Microsoft Windows XP Professional, Service Pack 3 or later
* Windows Vista Business, Enterprise, or Ultimate Editions

¢ Windows 7 Professional and Ultimate

Workforce Optimization supports the following screen resolutions:

* 1280 x 800
* 1280x 1024
e 1440 x900

* 1920x 1080

The following items must be installed and enabled:

e Cookies

The following item must be disabled:

e Pop-up blocker
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Configuring Microsoft Internet Explorer

PREREQUISITE: You need administrative or elevated privileges on your desktop to
perform this task.

TAsK
1. Choose Tools > Internet Options.
STEP RESULT: The Internet Options dialog box appears.
2. Click the Security tab, click Custom Level, and then perform the following steps:

a. Scroll down to Run ActiveX Controls and Plug-ins and select the Enabled
option.

b. Scroll down to Downloads and select the Enabled option for Automatic
Prompting for File Downloads.

ADDITIONAL INFORMATION: This is required when you try to open a report in
the Reporting application.

¢. Scroll down to Scripting and select the Enabled option for Active Scripting.
ADDITIONAL INFORMATION: JavaScript depends on this setting being enabled.
d. Click OK.

3. Click the Privacy tab, click Advanced, and then perform the following steps:

a. Select the Override Automatic Cookie Handling check box.
b. Select the Always allow Session Cookies check box.
c. Choose Accept under Third-party Cookies, and then click OK.

4. Click OK to dismiss the Internet Options dialog box.
5. To enable pop-ups for a specific site, perform the following steps:

Choose Tools > Pop-up Blocker > Pop-up Blocker Settings.

Type the IP address for the Workforce Optimization container in the
Address of Website to Allow field, and then click Add.

c. Click Close.

10
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Configuring Mozilla Firefox

PREREQUISITE: You need administrative or elevated privileges on your desktop to
perform this task.

TAsK
1. Choose Tool > Options.
STEP RESULT: The Options dialog box appears.
2. To enable pop-ups and JavaScript, click Content and perform the following steps.

a. Click Exceptions next to Block Pop-up Windows, type the IP address for the
Workforce Optimization container, click Allow, and then click Close.

b. Select the Enable JavaScript check box.

3. To accept cookies, click Privacy and perform the following steps:

a. Select Use Custom Settings for History from the Mozilla Firefox Will
drop-down list.

b. Select the Accept Cookies from Sites check box.
Select the Accept Third-party Cookies check box.
d. Choose They Expire from the Keep Until drop-down list.

4. Click OK.

Usernames and Passwords

WFM requires the following login information:

* If your company uses Windows Active Directory with Workforce Optimization,
your username, password, and domain is your network login username,
password (the password is case-sensitive), and domain. If there is only one
domain available, the domain name appears by default in the Domain field.

NOTE: The Domain field in the Workforce Optimization Login window
appears only when your contact center uses Windows Active Directory.

* Ifyour company does not use Windows Active Directory, ask your administrator
for your Workforce Optimization username and password.

11
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About Single-User Sign On Authentication

Your contact center purchased one or more of the following Cisco products.

* Cisco Unified Workforce Optimization Quality Management

* Cisco Unified Workforce Optimization Workforce Management (WFM)

These products use the Workforce Optimization interface. Workforce Optimization is a
web-based interface that supports single-user sign on.

Your WFM administrator sets up your password and licenses.

You can access Workforce Optimization, by entering the URL in a web browser. Ask your
WFM administrator for the correct URL. The format for the URL is as follows:

https://<Base IP address>orhttp://<Base IP address>
where <Base IP address> is the IP address for the Workforce Optimization container.

The appearance of the Workforce Optimization Login window depends on how the
Workforce Optimization is configured.

* If Workforce Optimization is configured for a standalone Cisco product, the
Login window (Figure 1) displays only the login fields for that product.

Figure 1.

Login window for a single product

Workforce Optimization
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e If Workforce Optimization is configured to share common login fields for
multiple Cisco products, the Login window (Figure 2) displays one common set
of login fields for all products and the Separate Product Logins check box.

Figure 2. Login window for shared products

* Ifyou are not configured for multiple Cisco products or you want to log into both
of the Cisco products with different login credentials, select the Separate
Product Logins check box. The Login window (Figure 3) will display login fields
for each product. The Separate Product Logins, Quality Management, and
Workforce Management check boxes are selected by default. To log into only
one product, clear the check box next to the product name you do not want to
access, and then enter your user name, password, and domain, if required, for
the selected product.

Figure 3.

Login window for multiple products

Workforce Optimization

# | Enlabrio Gualiby Hanagement

...................
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Once you log into these products through Workforce Optimization, you have access to
the applications associated with each product, and the applications appear enabled in
the Container bar at the top of the screen. Your access to all applications for each
product persists as long as you have access to at least one application.

If you are using Active Directory, the Domain drop-down list displays the domains that
are common to both products. This is true for both shared and unshared logins. For
example, if Quality Management has domain p1, and WFM has p2, the Domain
drop-down list displays p1 and p2. Choose the correct domain for your username and
password.

Each product has a set of unique login requirements. You cannot log in to WFM if:

* You are a deactivated agent

If one of the products is unavailable when you log in, the applications for that product
will not be available.

If you log in to Workforce Optimization as the same user from two different open
browsers on the same computer, Workforce Optimization treats this instance as two
separate sessions. If you change the same field from both sessions, Workforce
Optimization preserves the changes from the last session.

14
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Validating Your PC

Before you log in to Workforce Optimization for the first time, validate your PC. This task
ensures your PC is compatible with Workforce Optimization.

TASK
¢ Click Validate my PC Configuration.

- If the Results column displays Good for each feature you can log into the
Workforce Optimization.

- If you get a Bad result, click Bad for additional information. A dialog box
appears with instructions and, if applicable, hyperlinks to the required
software. Correct the problem, and then click Validate my PC Configuration
again.

Contact your system administrator if any value other than Good appears in
the Results column and you are not able to resolve the problem.

STEP RESULT: The Diagnostics window appears (Figure 4). The Diagnostics window
displays the results for each product’s features. If only one product is installed, the
window only displays the features for that product. Some of the values that appear
in the Diagnostics window are browser dependent. See “Workforce Optimization
Requirements” on page 9 for more information on browser dependencies.

Figure 4. Diagnostics window
Workforce Optimization
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Clearing Your Cache

If Workforce Optimization does not display screens properly (for example, you see a
blank screen. Log out, clear your cache, and then log in again.

To clear the cache for your web browser, choose one of the following options:

TASK

* In Microsoft Internet Explorer, choose Safety > Delete Browsing
History, select the Preserve Favorites Web Site Data and Temporary
Internet Files check boxes, clear the remaining check boxes, and then
click Delete.

e In Mozilla Firefox, choose Tools > Options > Advanced. Click the
Network tab, click Clear Now, and then click OK.

Logging In

PREREQUISITE: You must have a username and password for Workforce Optimization in
order to log in.

This task shows you how to log in to one or more Workforce Optimization products.

TASK

1. Enterthe following URL in your web browser, where <Base |IP address> is either the
name or IP address of the Workforce Optimization server.

ExamvpLE: https://<Base IP address>
STEP RESULT: The Workforce Optimization Login window appears.
2. Complete the fields in the Login window, and then click Login.

ADDITIONAL INFORMATION: Pressing the Enter key only works when your cursor is in
the Password field. If your cursor is in the Domain field, pressing the Enter key will
not log you in to Workforce Optimization.

STEP RESULT: If the information you entered is correct, the Workforce Optimization
window appears. If you successfully log in to each product, the applications for
each product appear in the Container bar at the top of the window.

If your are logging in to multiple products and the login for both products fail, the
Login window appears. Reenter your username and password, and try again.

16
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If you are logging in to multiple products and the login fails for only one of the
products, a Login Failure dialog box appears for that product. Reenter your
username and password, and try again.

Logging Out

This task shows you how to log out of Workforce Optimization.

TASK

* To log out of Workforce Optimization, move your cursor over <user
name> in the upper right corner, where <user name> is your name, in
the Signed In field, and then click Log Out.

STEP RESULT: You have explicitly logged out of Workforce Optimization.

e To exit Workforce Optimization, close the web browser.

ADDITIONAL INFORMATION: You have implicitly logged out of Workforce Optimization.

You can log back in to Workforce Optimization at any time.

Access Based on Role

Access Based on Role

Table 1 shows the WFM features available by role.

Table 1. Access based on role
Role Dashboard Scheduling Reporting
Agent X X X

Agents

Agents can access their schedule, requests, and statistic.
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At a Glance

The Workforce Optimization container (Figure 5) is divided into the following sections.

* Container bar—The horizontal bar at the top of the window that displays
navigation buttons you can use to perform the following tasks.

- Access Workforce Optimization’s common applications.

- View the name of the user who is currently signed in to Workforce
Optimization. To log out, move your cursor over <user name> in the Signed
In field, and then click Log Out.

- Access the available help by application for the Workforce Optimization
container.

* Application pane—The center region displays the application.

* Widget—A self-contained application that can be configured for a specific
purpose.

Figure 5. Workforce Optimization container

Workforce Optimization

(1) Dashboard Application pane  Conta
Evaluation Ranges Contact Tolals
W eetow B meees [l Excerds B unseored Bl Scored [l Recorded

Fualuation Tatals Ewaluatinn Kanges

= Group ~*- Team —* Agent
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Container Bar

The following table describes the buttons that appear in the Container bar at the top of

the screen.
Button Icon Description
Dashboard Provides information based on the products installed with
Workforce Optimization. The products are as follows:

* Quality Management—Provides a summary and detail
display of the contact center’s performance statistics for
the last twelve months by agent, team, and group. The
summary displays are in the form of bar charts and
graphs.

*  Workforce Management—Displays your productivity for
the selected interval. The summary displays are in the
form of bar charts or graphs.

Scheduling Allows you to do the following:

* Display your schedule by day, week, or month with a
detail, summary, or list view.

* Manage your schedule requests, request an exception,
offer a schedule, or trade a schedule.

Reporting Allows you to generate statistics report for Workforce
Management

Signed In NA Displays the name of the current user. To log out, move your
cursor over <user name> in the Signed In field, and then click Log
Out.

Help KR Displays the available help by application.

20
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Application Pane

The application pane displays a WFM application. The application appears when you
choose an application from the Container bar. See “Container Bar” on page 20 for
more information.

Workforce Optimization displays different applications depending on your role and
license.

Applications
All applications available in Workforce Optimization have the same basic layout.

Table 2 lists the application buttons.

Table 2. Application buttons
Icon Name Description
NA Apply Saves your changes.
NA Cancel Cancels the current process (for example, exit an Exception
Request).
Settings Displays the configurable settings for this application. Click
'ﬂ the icon again to hide the settings.

An Error [l appears next to a field when you enter the wrong information.

Tables

Workforce Optimization often displays information in tables. These tables can be
modified to your preferences.

Sorting Tables

Data that is presented in tabular form can be sorted based on the contents of a single
column in the table. The sort can be ascending or descending.

A small triangle at the right of the primary sort column heading displays the direction
of the sort, ascending or descending.
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Managing Tables

TASK

* Tosortatable by one column, click the column heading. Click again to
reverse the sort order.

* If the table is long, use the scroll bar at the right of the table to move
up and down the table.

e Ifthe tableis wide, use the scroll bar at the bottom of the table to move
left and right.

ADDITIONAL INFORMATION: There is no Save button.

Moving Items between Lists

The following applications allow you to move items between lists:

e Dashboard

* Reporting

TASK

¢ Use these mouse actions to move items between lists:

To move an item from one list to another list, click the item in one list and
drag it to the other list.

To move multiple contiguous items, click the first item in the list, shift-click
on the last item in the list, and then drag the items to the other list.

To move multiple noncontiguous items, press the Ctrl key while selecting
each item in the list, and then drag the items to the other list.

To move an item from one location in a list to another location in the same
list, click and then drag the item to the location you want it to appear in the
list.

To move multiple contiguous items in a list to another location in the same
list, click the first item in the list, shift-click on the last item in the list, and
then drag the items to the location you want it to appear in the list.

To move multiple noncontiguous items in a list to another location in the
same list, press the Ctrl key while selecting each item in the list, and then
drag the items to the location you want it to appear in the list.
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About the Dashboard

The Dashboard application (Figure 6) is a common (multi-product) application that
contains a set of widgets. These widgets are product-specific. Initially, the Dashboard
displays widgets for all products that you logged into. The default set of widgets is
defined by the role assigned to you. If one of the products is down, the widgets
associated with that product do not appear in the Dashboard.

Figure 6. Dashboard application

(1) Dashboard ]

Agent Call valumes ) My Schedule Agent Percentages

5! 7 |3:
" IR

- Calls - Tnentreng -4~ Oubgung W occunancy [l Catsofter

Agent Thme Distributions Agent Tine Totals Agent Call valumes )

TTEM

B 7ot [ Ready Waiting W tr service [l feady Waiting [l Talk + Calls ~ Incoming =+ Qutgoing

The Dashboard automatically launches when you log into Workforce Optimization.

The Dashboard displays all widgets in a continuous sequence. Blank spaces between
widgets are not allowed.

You can customize the layout and contents of the Dashboard by selecting widgets to
display, renaming widgets, adjusting the widget settings for each widget, and moving
the widgets around within the Dashboard. Changes to the Dashboard are saved
automatically and your changes appear the next time you return to the Dashboard.

Table 3 lists the Dashboard icons.

Table 3. Dashboard icons
Icon Name Desctription
Down Arrow This icon appears when you move a widget in the Dashboard
ﬂ and the Configure Dashboard widget. The Down Arrow
appears when you drag the widget to a legitimate position.
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Managing Your Dashboard

You can perform the following tasks on the Dashboard.

TASK

To move a widget in the Dashboard, click the widget toolbar (the cursor
changes to <), and then drag the widget to the desired location. A
Down Arrow @ appears when you drag the widget to a legitimate
position.

ADDITIONAL INFORMATION: When you drag a widget to the left half or right half of
another widget, this icon appears to the left or the right of the widget. When you
drop a widget in a new location, the remaining widgets fill in the gap where the
widget was originally located.

NOTE: You cannot drag a widget to an empty space. To drag a widget
to the last position, drag the widget to the right half of the last widget
in the Dashboard.

To see view the value for a data element in a Stacked Bar chart, place
your cursor over the color in the stacked bar that represents the
information you want to see.

STEP RESULT: The Stacked Bar chart displays the value for the selected data
element in the stacked bar.

To see a value for a cluster in a Vertical Bar chart, place your cursor
over the cluster that represents the information you want to see.

To see a value for a pointin a Lines Graph chart, place your cursor over
the point that represents the information you want to see.

STEP RESULT: The Lines Graph chart displays the value for the selected point.

To display the Day window in the Scheduling application, click
Scheduling |z« in the toolbar for the My Schedule widget.
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Default Widget Order By Role

Table 4 shows the default widget order by role.

Table 4. Default widget order by role
Agent or
Knowledge
Worker Supervisor Manager Evaluator Archive User
My Schedule? Evaluation Evaluation Evaluation Contact
Averages Averages Averages Totals
Agent Percentages | Recent Recent Recent -
Evaluations Evaluations Evaluations

Agent Time
Distributions

Contact Totals

Contact Totals

Contact Totals

Evaluation Evaluation Evaluation Recent -
Averages Ranges Ranges Evaluations
Performed
Recent Recent Recent - -
Evaluations Evaluations Evaluations
Performed Performed

Contact Totals

Agent Calls Per
Hour

Agent Call
Volumes

Agent Time Totals

Evaluation Ranges

a. My Schedule is available to WFM agents only.
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Configure Dashboard Widgets

Use the Configure Dashboard Widgets dialog box (Figure 7) to customize your
dashboard. You can add, delete, and rename widgets.

The Configure Dashboard Widgets displays the available widgets for Quality
Management and Workforce Management.

You can add multiple versions of the same widget, rename each widget for your own
purposes, and then configure the settings for each widget to display different
information. See “Widget Settings” on page 29 for more information about configuring
the settings for your widgets.

For more information about adding, deleting, and renaming widgets, see “Configuring
Dashboard Widgets” on page 28.

Figure 7. Configure Dashboard Widgets dialog box
2 [ |

Ayailable Widgets Selected Widgets

|
>

Contact Totals
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Evaluation Averages - - T -

Ewaluation My Schedule Contact
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Recent Evals Performed Recent Agent Time Evaluation

Evaluations Distributions Averages

My Schedule

Recent Evaluations an - -

lrml el e ] =

%

Cancel
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Table 5 describes the fields in the Configure Dashboard Widgets window.

Table 5. Configure Dashboard Widgets fields
Field Description
Available A static list of all available widgets.
Widgets
Selected A list of widgets that will appear in your Dashboard. The widgets that
Widgets appear in the Dashboard for Workforce Management by default are as

follows:

My Schedule

Agent Percentages

Agent Time Distributions

Agent Calls Per Hour

Agent Call Volumes

Agent Time Totals

You can rename a widget. When you rename the widget, the new name for
the widget appears in this list.

Table 6 describes the buttons in the Configure Dashboard Widgets window.

Table 6. Configure Dashboard Widgets buttons
Button Description
Delete Removes one or more selected widgets from the Selected Widgets list.
Selected
Widgets
Apply Saves changes made to the Selected Widgets list.
Cancel Exit dialog box without saving changes.
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Configuring Dashboard Widgets

TASK

* To modify the widgets that appear on your dashboard, click Settings &
in the Dashboard toolbar, and choose one or more of the following
options.

To add widgets to your dashboard, drag the widgets to the Selected
Widgets list, and then click Apply.

See “Moving Items between Lists” on page 22 for more information.

To move a widget in Selected Widgets, click a widget, and then drag the
widget to the desired location. A Down Arrow @ appears when you drag the
widget to a legitimate position.

When you drag a widget to the left half or right half of another widget, this
icon appears to the left or the right of the widget.

NOTE: You cannot drag a widget to an empty space. To drag a widget
to the last position, drag the widget to the right half of the last widget
in Configure Dashboard Widgets.

To rename a widget, double-click the widget you want to rename in the
Selected Widgets list, type the new name in the field, click OK, and then
click Apply.

To delete widgets from your dashboard, select the widgets you want to
delete from the Selected Widgets list, click Delete Selected Widgets, and
then click Apply.

To close the Configure Dashboard Widgets dialog box without saving your
changes, click Cancel.

Widget Toolbar

The following table describes the buttons that might appear in the widget toolbar.

Button

Icon Description

Go To
Scheduling

Displays the Day window in the Scheduling application. This
button only appears on the My Schedule widget.

Settings

; Displays the configurable settings for this widget. Click the icon
. again to hide the settings. This button is not available if the
widget does not have configurable settings.
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Widget Settings

The Widget Settings window allows you to customize the settings for the selected

widget.

Table 7 defines the fields that can appear in the Widget Settings window. Only fields
that apply to a specific widget appear in the widget settings window.

NOTE: Some widgets might not display one or more of these settings
because the data is either unavailable or not applicable.

Table 7. Widget Settings fields
Field Description
Date Range The date range for the historical information. The possible values are
1- 12 Months.
Default = 1 Month
Group By How dates are grouped. The possible values are:
*  Month
e Day
Default = Day
Chart The type of chart you want to appear in this widget. The possible
values are:
* Lines Graph—Displays metrics as a line. The default setting.
* Stacked Bar—Displays metrics stacked on top of each other
(for example, average talk time, and average after call work
time).
* Vertical Bar—Displays metrics next to each other (for
example, Below, Meets, and Exceeds).
Default = Lines Graph
Series 1-8 The data element you want to appear in this widget. Each widget
contains a unique set of data elements. See the topic for the specific
widget for more details on these data elements.
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Configuring Widget Settings

TASK

* Tofilterthe information that appears in a widget, click Settings # in the
widget toolbar, choose the options you want to appear in the widget,
and then click Apply.

ADDITIONAL INFORMATION: All widgets are refreshed after you change the settings.

¢ To close the Widget Settings dialog box without saving your changes,
click Cancel.

WFM Dashboard Features

The Dashboard application displays your productivity for the selected interval. The
summary displays are in the form of bar charts or graphs.

My Schedule

The My Schedule widget (Figure 8) displays your schedule for today. This schedule
includes the following information.

e Last activity—The activity you just completed

e Current activity—A marker & appears next to the current activity on your
schedule.

¢ Next three activities

Figure 8. My Schedule widget
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If you are not scheduled for any activities for today, My Schedule displays the following
message:

Nothing Scheduled on This Day

You can navigate to the previous or next day by clicking the desired day in the calendar.
Click more to see your entire schedule.

The My Schedule widget displays your activity start time based on your Display Time
Zone and the date based on the server’s time zone. If the schedule crosses midnight,
the start time for the activities prior to midnight are highlighted. The schedule also
displays the start time and day and the end time and day. See “Time Zone
Considerations” on page 38 for more information on time zones.

You cannot modify My Schedule.

Agent Percentages

The Agent Percentages widget displays your metrics as a percentage for the selected
date range.

You can choose to display these data elements in any order from the Widget Settings
window.

¢ None—No data element.

* Occupancy—The percentage of logged-in time that an agent spends in active
contact handling states (for example, on incoming calls, in wrapup activity, on
outbound calls). The default option for Series 1 in the Widget Settings window.

* Calls/Offer—Percentage of in service time spent handling calls or in the Not
Ready state.

The Agent Percentages widget displays a key at the bottom of the widget that identifies
the color associated with each selected data element.

Agent Time Distributions

The Agent Time Distributions widget displays the average time you spent in a specific
ACD state for the selected date range.

You can choose to display three of these data elements in any order from the Widget
Settings window.

e None—No data element.

* Handle—The average amount of time in seconds that an agent was in Talk, on
hold, work ready and work not ready. The default option for Series 1 in the
Widget Settings window.
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Not Ready Busy—The average amount of time in seconds that an agent was
logged in but not accepting ACD calls.

Ready Waiting—The average amount of time in seconds that an agent was
logged in and available to accept ACD calls.

Talk—The average amount of time in seconds that an agent was on ACD calls,
beginning when an agent answers an ACD call until the agent disconnects the
call, including hold time. Only considers inbound calls.

On Hold—The average amount of time in seconds per Answered ACD call that
an agent places an ACD call on hold.

After Call Work—This is the average amount of time in seconds that an agent
spent in the working state immediately following an ACD call. The agent is
considered unavailable to receive another ACD call.

The Agent Time Distributions widget displays a key at the bottom of the widget that
identifies the color associated with each selected data element.

Agent Calls Per Hour

The Agent Calls Per Hour widget displays an estimate of your number of calls per hour
for the selected date range.

The Agent Calls Per Hour widget displays the following data element:

None—No data element.

Calls—The average number of ACD calls handled per hour. Calls are counted
in the interval in which agents answered. The default option for Series 1 in the
Widget Settings window.

The Agent Calls Per Hour widget displays a key at the bottom of the widget that
identifies the color associated with the data element.

Agent Call Volumes

The Agent Call Volumes widget displays your call volumes for the selected date range.

You can choose to display three of these data elements in any order from the Widget
Settings window.

None—No data element.

Calls—The total number of ACD calls that an agent completed. The default
option for Series 1 in the Widget Settings window.

Incoming—The total number of incoming calls that agents completed. The
default option for Series 2 in the Widget Settings window.

Outgoing—The total number of outgoing calls that agents completed. The
default option for Series 3 in the Widget Settings window.
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Transferred—The total number of ACD calls that agents transferred.

The Agent Call Volumes widget displays a key at the bottom of the widget that identifies
the color associated with each selected data element.

Agent Time Totals

The Agent Time Totals widget displays the total time you spent in a specific ACD state
for the selected date range.

You can choose to display three of the following data elements in any order from the
Widget Settings window.

None—No data element.

In Service—The total amount of time in hh:mm:ss that agents were either in a
Ready state or were handling a call (total talk time plus total after-call time).
Default option for Series 1 in the Widget Settings window.

Logged In—Total time in hh:mm:ss during the period that the agent was logged
into the ACD. Default option for Series 2 in the Widget Settings window.

Handle—The total amount of time in hh:mm:ss that an agent was in call, on
hold, work ready, and work not ready.

Not Ready Busy—The total amount of time in hh:mm:ss that an agent was
logged in but not able to take an ACD call during the interval.

Ready Waiting—The total amount of time in hh:mm:ss that an agent was logged
in and available to accept ACD calls.

Talk—The total amount of time in hh:mm:ss that an agent was on ACD calls,
beginning when an agent answers an ACD call until the agent disconnects the
call, including hold time. Only considers inbound calls.

On Hold—The total amount of time in hh:mm:ss that an agent placed calls on
hold, including hold time for transfers and conferences.

After Call Work—This is the total amount of time in hh:mm:ss that an agent
spent in the working state immediately following an ACD call.

The Agent Time Totals widget displays a key at the bottom of the widget that identifies
the color associated with each selected data element.
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About Scheduling

The Scheduling application (Figure 9) also allows you to:

* View your schedule by day, week, or month.

* Create and manage requests that affect your schedule.

Figure 9. Scheduling application
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By default, the Scheduling application displays your current schedule in the Day
window. You can use the Date toolbar to choose another date.

The start and end times that appear in your schedule correspond with your Display
Time Zone. See “Time Zone Considerations” on page 38 for more information on time
zones.

The calendar date that appears when you create and manage requests that affect your
scheduled are based on the time zone of the WFM server. This means that the day
could start before or after midnight due to time zone shifts. For example, if you are
located in Minneapolis (CST) and the WFM server is located in New York (EST), and your
start time on your schedule is 8:00AM, then your start time in the Requests calendar
would be 9:00AM. Your WFM administrator can tell you if time zone shifts will affect the
calendar dates.
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Table 8 describes the buttons that appear in the Scheduling toolbar.

Table 8.

Scheduling toolbar buttons

Button

Description

Day

Displays your schedule by a specific day. By default the Day window
displays the current day. Click a day in the toolbar to view the schedule for
that day.

Week

Displays your schedule by a specific week. By default the Week window
displays the current week. Click a day in the toolbar to view the week’s
schedule for the selected date.

Month

Displays your schedule by a specific month.By default the Month window
displays the current month. Click a month in the toolbar to view the
month’s schedule.

Requests

Allows you to create and manage requests that affect your schedule.

The Date toolbar displays the day, week, or month in your schedule for the selected
date or month. The current date or month is highlighted in green by default. The
selected date or month is highlighted in orange and the current date or month is
highlighted in dark gray.

Table 9 describes the buttons that appear in the Day, Week, and Month windows.

Table 9. Common Scheduling buttons
Button Icon Description
Today NA Displays a summary of all scheduled activities based on
the current date. The scheduled activities displayed
depends on the current window:

*  Week—Displays the week’s schedule for the
current day. The activity start time is based on
which of the following display formats you
choose to use:

- Time—Displays today based on your
Display Time Zone

- Event—Displays today based on your
current shift date (server date)

¢ Month—Displays the month’s schedule for the
current day based on the server’s time zone.

Previous p Displays the previous month or year depending on your
current toolbar.

36




About Scheduling
Points to Remember

Button

Icon

Description

Next

Displays the next month or year depending on your
current toolbar.

Previous

Displays the previous day, week, or month depending
on your current window.

Next

Displays the next day, week, or month depending on
your current window.

Table 10 describes the fields that appear in the Day, Week, and Month toolbar.

Table 10.

Common Scheduling fields

Field

Description

Paid

Displays a summary of all scheduled activity that is paid for the selected
day, week, or month.

NOTE: The value that appears in this field does not
reflect the time that appears in your time card.

Points to Remember

Remember the following point when using the Scheduling application.

* The message, Nothing Scheduled for this Day, appears in the following
situations:

If the date is not within the visible scheduled week

If the date has no schedule run against it

If the date has a schedule run against it, but you were not scheduled for
that date, and you are unavailable for that date

¢ You cannot trade schedules for the current date.

¢ You must have at least one login and one logout within a 24 hour period
(midnight to midnight in the server time zone) to ensure there is productivity
data for you on that day. If you are logged in for more than 24 hours
contiguously, there might be reporting issues associated with your productivity
data. You can log out of WFM and then log back in at any point (for example,
an exception, break, lunch, or project) during the day to preserve your
productivity data.
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You need to know the WFM server time zone because this is the time zone that
is used for the shift date when requesting trades, offers, and all-day
exceptions. The WFM server time zone is the same time zone used when the
WFM administrator runs a schedule.

Time Zone Considerations

If your contact center covers multiple time zones, consider the following information:

Activities

All scheduled activity times displayed in Workforce Optimization represent the
Display Time Zone value assigned to you by the WFM administrator.

The Display Time Zone maps to Olson time zones.
See the Cisco Unified Workforce Optimization Workforce Management

Administrator User Guide, for more information on the Display Time Zone and
Olson time zones.

Workforce Optimization uses the Display Time Zone. It does not use the local
time zone for your PC.

Workforce Optimization takes into account Daylight Saving Time (DST)
changes.

When you request a full day activity (for example, trade, offer, exception), the
request is submitted using the server date (also called shift date).

When you request a partial day activity (for example, a partial day exception),
the request is submitted using the date and time for your Display Time Zone.

You can view activities for a server date (shift date) using any of the
event-based views (for example, My Schedule, Day, Week Event, and Month).

The Week Time view is the only view that displays midnight-to-midnight in your
Display Time Zone.

Activities are assigned to intervals within the schedule. You can view your activities by
Day, Week, or Month. Activity examples include:

In service—You are logged in and ready to handle contacts
Break—You are on a break
Lunch—You are at lunch

Assignment—You are scheduled for activities other than handling contacts
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* Project—You are scheduled for non-contact related activities

Each activity is associated with a color. The colors are determined by your WFM
administrator.

When a schedule crosses midnight, any activity scheduled during that time splits into
two activities by the same name (for example, Lunch). The first activity ends at 11:59
PM and the second activity begins at 12:00 AM. The date associated with the second
activity appears at the beginning of the next day.

Managing Your Schedule by Day, Week, or Month

TASK

e To view the previous or next day from the Day window, click Previous [
or Next [§ in the Day toolbar.

e Tochoose a day from the Date toolbar in the Day window, click the day
you want.

* To choose a different month or year in the Day, Week, or Month
window, click Previous 4 or Next » button in the Date toolbar, and then
choose a specific day or month from the Date toolbar.

* Toview more information on a scheduled activity in the Week or Month
window, move your cursor over <Start Time>-<End Time> for the
desired day (for example, 7:00AM-3:00PM).

STEP RESULT: A popup box appears with additional information.

* To return to the current day in the Week or Month window, click Today.

* To print your Week schedule, click Event in your Week schedule and
use the print feature associated with your browser.

ADDITIONAL INFORMATION: The print layout for your schedule is controlled by the
browser. If you do not like the printed schedule using the default settings, use the
print settings in the web browser to improve the results.
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Day

The Day window (Figure 10) displays your scheduled activities for a selected day and
the start time for each activity. By default the Day window displays the current day. Use
the Date toolbar to select the day you want to view.

If you work a split shift, you need to note the start time of each activity. If you are not
scheduled to work for a specific day, the Day window displays the following message:

Nothing Scheduled On This Day

Figure 10. Day window
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If your schedule spans midnight (for example, you work from 11PM to 5:30AM), your
entire schedule appears on the shift date (server date) in which your schedule begins.

The Day window displays your activity start time based on the server’s time zone. If the
schedule crosses midnight, the start time for the activities prior to midnight are
highlighted. The schedule also displays the start time and day and the end time and
day.
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Week

The Week window (Figure 11) displays your scheduled activity for a selected week. By
default, the Week window displays the schedule for the current week and the column
header for the current day is orange.

The column header for the current date is highlighted.

If you choose another day in the Date toolbar, the Week window displays the week that
contains the selected day.

Figure 11. Week window
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The schedule lists the activities for each day in that week. If you are not scheduled to
work for a specific day during the week, the day appears empty.

Use the scroll bar to view the entire schedule. This is particularly important if your work
schedule spans midnight, because your schedule includes the current day and the next
day.

When you move your cursor over an activity in your schedule, a tooltip appears. The
information that appears in the tooltip is as follows:

* Name of the activity
e Second level name, if available
e Starttime

e Endtime
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A hyperlink might appear in the list of scheduled activities. Click the hyperlink to display
information associated with the activity.

Table 11 describes the buttons that only appear in the Week toolbar.
Table 11. Week buttons

Field Description

Time Display the activities for each day in the weekly schedule within a 24-hour
day (Figure 12). This option displays your activity start time based on your
time zone.

Figure 12.  Activities by time
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NOTE: when an activity is close to the end of the day, the
activity will show beyond it's end time so that it can show
the full description.
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Field

Description

Event

Display each day in weekly schedule as an event list (Figure 13). This
option displays your activity start time based on the Display Time Zone.
This includes nay activity that does not match the server/shift date. The

schedule also displays the start time and day.

Figure 13.  Activities by event
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Month

The Month window (Figure 14) displays your scheduled activity for a selected month,
including paid time and the start and end time for each schedule, and activities. By
default, the Month window displays the schedule for the current month.

If you work split schedules during a day, you will see the earliest start time and the
latest start time for each schedule. If your schedule spans midnight you see the start
and end time for the schedule that starts on that day (for example, 11:00PM-5:30AM
Tue). If you are not scheduled to work for a specific day during the month, the day
appears empty.

Figure 14. Month window

=22 Seheduling Day | week L

You can choose to view different months. Use the Date toolbar to select the month you
want to view.

When you move your cursor over the start and end time on a specific day in your
calendar, a tooltip appears. The information that appears in the tooltip is as follows:

* Weekday and date
e Start time for each activity
The Month window displays up to six weeks of your schedule including the current

week. If your current schedule is less than six weeks, WFM only displays the scheduled
weeks that are visible in the past, present, and future.

44



About Scheduling

Requests

The Month window displays your activity start time based on the Agent Display Time

Zone. The schedule also displays the start time and day.

Requests

The Request window allows you to manage your schedule requests. You can perform

the following actions from the Requests window.

* Evaluate and accept a schedule offer or schedule trade request

e Create a schedule offer or trade request

* Edit your exception, schedule offer or schedule trade request

* Delete your schedule offer or schedule trade request

* Request an exception

Table 12 describes the buttons that appear in the Requests window.

Table 12.
Button Icon Description
Outbox 2+ Displays all requests you made. The Outbox appears by
default when you click Requests.
Inbox i« Displays all requests sent to you.
Bulletin Displays all public requests.
Fo
Board
New @ Lists the available request options. The options are as
Request 2 follows:
*  Exception Request
e Schedule Offer Request
e Schedule Trade Request
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Outbox

The Outbox window (Figure 15) displays all of your requests. When you click Requests,
the Outbox window appears by default.

Figure 15.  Outbox window

5] Scheduling Day | wesk | Month

Status Request Type Type Scheduled Date Submitted Date

@  nporoved Exception GE-8.5.2 S5/18/11 5/17/11 10:38 PM
@ spproved Exception GE-8.5.2 5/19/11 5/18/11 11:03 AM
@  Denied Trade Private 5/19/11 5/18/11 9:23 AM
@  approved Trade Private 5/21/11 5/18/11 11115 AM
@  approved Trade Private 5/19/11 5/18/11 11:23 AM
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Table 13 describes the fields in the Outbox window.
Table 13. Outbox fields

Field Icon Description
Status O Approved. The request was approved.

. Pending. The request is waiting for a response from another

L= agent. You can edit or delete a pending offer request or trade
request.

e Submitted. The request is waiting for a response from your

=/ supervisor. You can edit or delete a submitted exception
request.

e Waiting. The request is waiting for a response from you. You

L= can confirm or reject a waiting offer request or trade request.

Denied. The request was denied by the supervisor. Your
schedule did not change.

Error. There is an error in the request.

Rejected. You rejected another agent’s request.

@ Refused. Another agent refused your request.

Request NA The high-level request type.

e Exception. You requested an exception (for example,
you need to take the morning off to see a doctor).
This request is usually submitted before a schedule
is created, so you are not scheduled for this period.

*  Offer. You offered your schedule to other agents.

* Trade. You requested a schedule trade with another
agent.

Type NA The low-level request type. For example, you requested a
private trade request type.
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Field Icon Description

Scheduled NA The date when the exception, schedule trade, or schedule

Date offer occurs.
By default, the Outbox table is sorted by date in ascending
order.
By default, all Scheduled Date requests with expired dates
are hidden.

Submitted NA The date and time when the request was submitted. Note that

Date public trade requests do not display a submitted date until
someone accepts the request.

Managing Your Outbox

You can perform the following tasks from the Outbox.

TASK

e To view your Outbox, click Requests or click Outbox | &= |

e To refresh your Outbox, click Outbox | &= |

e To view the details of an Approved or Denied request, double-click the
request to display the dialog box.

* To edit a request, double-click the request, complete the fields in the
dialog box, and then click Submit. You can edit the following requests:

Pending trade request

Pending offer request

Submitted exception request

Waiting trade request

ADDITIONAL INFORMATION: You can modify these requests prior to approval or
acceptance from another agent.

STEP RESULT: Your request is sent to your supervisor for approval.

e To confirm or reject a request, double-click the request, type a
comment in the Comment field if needed, click Analyze to compare
both schedules, and then click Confirm to accept the request or Reject
to deny the request. You can confirm or reject the following requests:

Waiting offer request

Waiting trade request
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* To delete a request, double-click the request, and then click Delete in
the dialog box. You can delete the following requests:

- Pending trade request
- Pending offer request
- Submitted exception request

Inbox

The Inbox window (Figure 16) displays all requests sent to you. From the Inbox window,
you can:

¢ View a trade request
* View a trade offer that you accepted
¢ Accept a trade request

* Reject a trade request

Figure 16. Inbox window
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0 Waiting Trade 5/13/11 05/13/11 5/5/11 2:14 PM Marcella Yates

Q

Waiting

5/20/11 05/20/11 5/5/11 2115 FM Marcella Yates
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Table 14. Inbox fields

Field Icon Description
Status Approved. The request was approved and your schedule
Q was updated.
e Pending. The request is waiting for a response from
L= another agent. You can edit or delete a pending offer

request or trade request.

e Submitted. The request is waiting for a response from
L= your supervisor. You can edit or delete a submitted
exception request.

. Waiting. The request is waiting for a response from you.
L= You can confirm or reject a waiting offer request or
trade request.

Denied. The request was denied by the supervisor. Your
schedule did not change.

Error. There is an error in the request.

Refused. Another agent refused your request.

Rejected. You rejected another agent’s request.

Type NA The type of request. The possible types are Offer and
Trade.

Scheduled NA The date that the user wants to give up. This is Desired

Date Date in the Schedule Trade Request.

Desired Date NA The date that the user wants to receive (this is

Scheduled Date in the Schedule Offer Request and the
Schedule Trade Request.

Submit Date NA The date and time when user submitted the request.
This is the same date that appears in the requestor’s
Outbox under Submitted Date.

By default, all Received Date requests with expired
dates are hidden.

Requesting NA Displays the name of the agent who requested the
Agent schedule trade or schedule offer.
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Managing Your Inbox

You can perform the following tasks from your Inbox.

TASK
« To view your Inbox, click Requests, and then click Inbox | &+ |.

* To refresh your Inbox, click Inbox | &+ |,

* Toapprove or refuse a waiting schedule trade request, double-click the
trade request in your Inbox, click Analyze to compare both schedules,
and then click Approve to accept the schedule trade request or Refuse
to reject the schedule trade request.

STEP RESULT: Workforce Optimization validates the request and sends it to the
supervisor for approval. The status on schedule trade request changes to
Submitted.

e To confirm or reject an schedule offer request, double-click the offer
request in your Inbox, click Analyze to compare both schedules, and
then Confirm to accept the schedule offer request or Reject to deny
the schedule offer request.
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Bulletin Board

The Bulletin Board window (Figure 17) displays a summary of the latest public schedule
offers and trades. You can use the Bulletin Board to accept schedule trade requests
and offers from other agents. This allows you more schedule flexibility.

Figure 17. Bulletin Board window

Scheduling
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Request Type Schedule Date Expires Last Comment Requesting Agent

Offer 9/3/11 08/27/11 Can anyone take my shift, T reall Hsnnie Smith

Trade 774711 07/01/11 Can anyone trade with me for the Shanelle Macks

When you post a schedule trade request or offer on the bulletin board, you make it
available to all agents in WFM. This differs from creating a schedule trade request,
where you request a trade with a specific agent.

NOTE: Supervisors always have final authority on any requests.
Workforce Optimization displays messages from all agents in WFM.

The actions you can perform from the Bulletin Board window can include:

¢ Evaluating and accepting a schedule offer or trade
Table 15. Bulletin Board fields

Icon Description

Request Type The type of request. The possible request types are Offer and Trade.

Scheduled The date that the requester wants to give up.

Date By default, the Bulletin Board table is sorted by the Scheduled Date.
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Icon Description

Expires

cancel the request.
By default, all requests with expired dates are hidden.

The date when the request expires. The request expires at 23:59 of the
specified date. When a request expires, you can no longer accept or

Last Comment | The last comment entered regarding this request.

Requesting Displays the name of the agent who sent the request.
Agent

Managing Your Bulletin Board

You can perform the following tasks from your bulletin board.

TASK

To view your Bulletin Board, click Requests, and then click Bulletin
Board | &8 .

To refresh your Bulletin board, click Bulletin Board | #4& .

To accept an offer request, double-click the offer request, and then
click Accept in the Offer Request dialog box.

To accept a trade request, double-click the request, select a date you
want to trade, type a comment in the Comment field if needed, click
Analyze to compare the schedules, and then click Accept to accept the
request in the Trade Request dialog box.

New Request

The New Request menu allows you to create or submit a request for an exception,
schedule offer, or schedule trade.

When you click New Request . @@ | it displays a menu with the following options:

Exception Request—Allows you to modify adherence by requesting time for

unplanned activities (for example, out of office, meeting, or training).

Schedule Offer Request—Allows you to make your schedule available to other

agents.

Schedule Trade Request—Allows you to trade your schedule for another agent’s

schedule.
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Exception Request

The Exception Request dialog box (Figure 18) allows you to request unplanned
activities including meetings, training sessions, unscheduled breaks, and
absenteeism. Your request is sent to your supervisor for approval and appears in your
Outbox with a Submitted status.

You can request exceptions for future dates and past dates. Request an exception for

a past date to correct your adherence. For example, you were sick yesterday and had
to take time off for a personal day.

Figure 18. Exception Request dialog box
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Exception Date:
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Start Time: ®
End Time: @

Comment:

Cancel

Table 16. Exception Request fields

Field Description

Exception Date | The date when you want an exception.

Exception Type | Lists the available exceptions types. Choose one from the drop-down list.

If the list of available exceptions does not apply to your situation, talk to
your supervisor.

Entire Day The duration of the exception. By default this check box is clear.

e When selected, the duration of the exception is an entire day. Full
day exceptions uses the server date.

* When cleared, the duration of the exception is only part of a day.
If you clear the check box, you must provide a start time and end
time. The start time and end time for a partial day exception is
based on your time zone.

Start Time The time when the exception starts.
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Field Description
End Time The time when the exception ends.
Comment Displays your comments regarding the request. WFM keeps a history of all
comments submitted for a request. The Comment field allows a maximum
of 140 characters.

Table 17. Exception Request buttons

Button Description
Submit Sends the request for approval.
Cancel Closes the dialog box without saving your changes.

Submitting an Exception Request

TASK

» To create an exception request, click New Request| €& |, choose
Exception Request, complete the fields, and then click Submit.

ADDITIONAL INFORMATION: If the list of available exception types does not apply to
your situation, talk to your supervisor.

STEP RESULT: Your request is sent to your supervisor for approval and appears in
your Outbox with a Submitted status.
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Schedule Offer Request

The Schedule Offer Request dialog box (Figure 19) allows you to make your schedule
available to all agents in WFM. This differs from Schedule Trade Request, where you
request a trade with a known agent.

NOTE: Supervisors always have final authority on any schedule offer
requests.

All schedule offer requests use the server date.

A schedule offer has no impact on coverage of requirements for the CSQ, because only
the name of the agent changes on the schedule.

When you submit a Schedule Offer Request, it appears on the other agents’ Bulletin
Board and your Outbox.

Figure 19.  Schedule Offer Request dialog box

Schizelule

Scheduled Date:

Expiration Date:

Confirm:

Comment:

Table 18. Schedule Offer Request fields

Field Description
Scheduled The day in your schedule you want to offer to other agents. By default, this
Date field is blank. You cannot choose a past date.
Expiration The date the request expires. When the request expires, it no longer
Date appears in your Outbox and Bulletin Board. The expiration date must be

greater than the current date and less than the scheduled date. For
example, if the current date is 3/11/2011 and the Scheduled Date is
3/18/2011, specify an expiration date between 3/11/2011 and
3/18/2011.
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Field

Description

Confirm

When selected, allows you to confirm an offer request after another agent
accepts it, and before submitting the request for approval to the
supervisor, scheduler, or administrator. When cleared, your request is
automatically submitted to the supervisor, scheduler, or administrator
when another agent accepts the request.

Comment

Displays your comments regarding the request. WFM keeps a history of all
comments submitted for a request. The Comment field allows a maximum
of 140 characters.

Table 19. Schedule Offer Request buttons

Button Icon Description

Information @ A tooltip that provides additional information about a
field when you hover your cursor over the icon.

Submit NA Sends the request for approval.

Cancel NA Closes the dialog box without saving your changes.

Submitting a Schedule Offer Request

TASK

» To offer your schedule, click New Request| 2 |, choose Schedule
Offer Request, complete the fields, and then click Submit.

STEP RESULT: Your offer requests appears in your Outbox and on the Bulletin Board.
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Schedule Trade Request

The Schedule Trade Request dialog box (Figure 20) allows you to trade your schedule
for another agent’s schedule. All schedule trade requests use the server date. You can
choose the agent with whom you want to trade schedules, or make this schedule trade
request available to the public. When you send a schedule trade request to another
agent for approval, it appears in your Outbox and the agent’s Inbox. When you choose
to make the schedule trade request public, the schedule trade request appears in your
Outbox and is posted in the other agents’ Bulletin Board, where any agent can accept
the trade request.

Figure 20.  Schedule Trade Request dialog box

Sopizelils Trzicls Baejlssn
Public Trade: @
Trade with: . __‘_I
Scheduled Date:
Desired Schedule Date:
Comment:

Cancel

There are two types of requests for scheduling a trade with an agent.

e Request a schedule trade for the same date. For example, trade a schedule
that starts at 7:00AM for another schedule that starts at 3:00PM on the same
day.

* Request to trade non-scheduled dates. For example, you want to trade your
Monday off with another agent’s Friday off.

Workforce Optimization sends the trade request to the WFM administrator for
approval.

A schedule trade has no impact on coverage of requirements for the CSQ, because only
the name of the agent changes.

Table 20. Schedule Trade Request fields

Field Description

Public Trade When selected, your request appears on the Bulletin Board for any agent

to accept and in your Outbox. This check box is clear by default.
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Field

Description

Trade With

The name of the agent you want to trade schedules with. This field only
appears when you clear the Public Trade check box.

Confirm

When selected, allows you to confirm an offer request after another agent
accepts it, and before submitting the request for approval to the
supervisor.

This check box is selected by default and only appears when you select
the Public Trade check box. A public trade requires confirmation from the
agent who submitted the request because the agent who accepts the
trade will provide a different schedule date in exchange for your original
scheduled date.

Scheduled
Date

The date you want to trade. By default this field is blank.

Desired
Schedule Date

The date you want to add to your schedule. By default, this field is blank.
This field only appears when you clear the Public Trade check box.

Expiration The date the request expires.

Date This field only appears when you select the Public Trade check box.

Comment Displays comments regarding this request. WFM keeps a history of all

comments submitted for a request. The Comment field allows a maximum
of 140 characters.
Table 21. Schedule Trade Request buttons
Button Icon Description

Information @ A tooltip that provides additional information about a
field when you hover your cursor over the icon.

Analyze NA The Analyze button compares your schedule with the
other agent’s schedule.
If you change any of the options after clicking the
Analyze button, the Analyze elements are no longer
valid. You must click Analyze again to see how your
changes effected the analysis.
Analyze displays both schedules using your time zone.
This field only appears when you clear the Public Trade
check box.

Submit NA Sends the request for approval.

Cancel NA Closes the dialog box without saving your changes.
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Schedule Trade Request Guidelines

When entering a date, consider the following information.

* If you want to swap schedules on the same day with another agent, enter the
same date in the Scheduled Date field and the Desired Schedule Date field.
For example, you swap your Monday morning schedule with another agent’s
Monday afternoon schedule.

* If you want to trade schedules on different days with another agent:

- Enterthe date you are working in the Scheduled Date field. This is the date
you want to have off.

- Enter the date the other agent is working in the Desired Schedule Date
field. This is the date you want to trade with the known agent.

For example, you work Monday and have Tuesday off. Agent B has Monday off
and works Tuesday. Enter Monday’s date (the day you work/the day you want
off) in the Scheduled Date field and Tuesday’s date (the day Agent B works/the
day you want to work) in the Desired Schedule Date field. When you submit the
request and the WFM administrator approves the request, you have Monday

off and work Tuesday, and Agent B works Monday and has Tuesday off.

NOTE: You can only trade days that you and the known agent are
scheduled to work. Selecting a date when an agent is not scheduled to
work causes a validation error.

Submitting a Schedule Trade Request

Use this task to trade your schedule with another agent. See “Schedule Trade Request
Guidelines” on page 60 for specific information on entering dates for your trade
request.

TASK

» Totrade your schedule with a specific agent, click New Request| Ce |,
choose Schedule Trade Request, clear the Public Trade check box,
choose an agent from the Trade With drop-down list, complete the
fields, click Analyze to compare both schedules, and then click Submit.

STEP RESULT: Your schedule trade request is sent to the agent for approval, and
appears in your Outbox and the agent’s Inbox.

* To trade your schedule with any available agent, click New Request
Co || choose Schedule Trade Request, select the Public Trade check
box, complete the fields, and then click Submit.

STEP RESULT: Your schedule trade requests appears on the other agents’ Bulletin
Board and your Outbox.
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About Reporting

This topic describes the reports available to you in WFM and how to generate a report.

The Reporting application is a common (multi-product) application that contains a set
of reports. These reports are product specific. Initially, Reporting displays reports for all
products that you logged into. The default set of reports are defined by the role
assigned to you.

Running a Report

TASK
e Choose one of the following options to run a report.

- If Workforce Optimization uses a shared login, click WFM, select a report
from the list, complete the fields, and then click Run Report.

- If Workforce Optimization does not use a shared login, select a report from
the list, complete the fields, and then click Run Report.

STEP RESULT: A new tab or browser window opens and displays the report. You can
print the report. If this is a QM report, you can also save it to a file using the File >
Save As option in your web browser.

* To customize the fields in a report, drag the fields you want to appear
in the report to the Available list.

ADDITIONAL INFORMATION: See “Moving ltems between Lists” on page 22 for more
information.

STEP RESULT: The fields appear in the report in the order they appear in the
Available list.

* To return to the list of reports, click Return €@ or click Close.
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Report Filters

Table 22 describes the filters for available reports. These fields appear when you select
a report to run.

Workforce Management save the values in the fields when you click Search.
Table 22. Report filters

Report Filters Description

Date Range Run a report by date range. You can choose from the following:
e Today—The current day.

* Yesterday—The previous day.

* Inthe Past Week—The last seven days.

* In the Past Month—The last 30 days.

* Inthe Past Year—The last 365 days.

Specific Date Run a report by calendar date. The default date when you switch
from Date Range to Specific Date is today’s date.

Group Dates By How dates are grouped. The possible options are:
* Day
¢ Month
Customize Output Choose columns that appear in the report and the order in which

those columns appear. When you click Run Report, the columns that
appear in the Selected list become the default columns for the
report.
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WFM Reports

This topic describes the reports available for WFM.
Statistics
The Statistics report displays your statistics for the selected interval.

The Statistics fields are described in the following table.

Field

Description

After Call Work

Total time to complete after-contact work directly associated
with the completed call or sent email.

Avg After Call Work

This is the average amount of time that an agent spent on the
work that is required immediately following an ACD call. The
agent is considered unavailable to receive another ACD call.

Avg Handle Time

The average amount of time that an agent was in calls, on
hold, work ready and work not ready.

Avg Not Ready Busy The average amount of time that an agent was logged in but
not accepting ACD calls.
Avg On Hold The average amount of time per Answered ACD call that an

agent places an ACD call on hold.

Avg Ready Waiting

The average amount of time that an agent was logged in and
available to accept ACD calls.

Avg Talk The average amount of time that an agent was on ACD calls,
beginning when an agent answers an ACD call until the agent
disconnects the call, including hold time. Only considers
inbound calls.

Calls The total number of ACD calls that an agent completed.

Calls/Hour The average number of ACD calls handled per hour. Calls are
counted in the interval in which agents answered.

Date Date associated with the statistics shown.

e If you select the Per day view, dates are each day
within the selected interval.

* [f you select the Per month view, dates are the first
day in the month.
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Field Description

In Service The total amount of time that agents were either in a Ready
state or were handling a call (total talk time plus total
after-call time).

Logged In Total time in seconds during the period that the agent was
logged into the ACD

Not Ready Busy The total amount of time that an agent was in the Not Ready
state.
On Hold The total amount of time that an agent placed calls on hold,

including hold time for transfers and conferences.

Ready Waiting The total amount of time that an agent was logged in and
available to accept ACD calls.

Talk The total amount of time that an agent was on ACD calls,
beginning when an agent answers an ACD call until the agent
disconnects the call, including hold time. Only considers
inbound calls.

Transferred Calls Total number of ACD calls that agents transferred.
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abandoned contact
A call or other type of contact that has been offered into a communications network
ortelephone system, but is terminated by the person originating the contact before
any conversation takes place. In an outbound calling scenario, abandoned calls
refer to contacts that are disconnected by the automated dialer once live contact
is detected and no agent is available to match up with the call.

ACD
Automatic Call Distributor. A specialized phone system used for handling many
incoming calls. The ACD recognizes and answers incoming calls and looks in its
database for call routing instructions. It sends the call to a recording, to a voice
response unit (VRU), or to an available agent according to the instructions for that
call. An ACD normally produces information that tracks both calls and agent
performance.

ACW
After Call Work. Work immediately following an inbound call or transaction. If work
must be completed before the agent can handle the next contact, then ACW is
factored into the average handle time (AHT). After call work might involve entering
activity codes, updating databases, filling out forms, or placing an outbound
contact. The agent is unavailable to receive any inbound calls while in this state.
Also called wrapup and post contact processing (PCP).

Adherence
The percentage of time that agents follow their schedules. When calculating
adherence, WFM considers scheduled arrival and departure times, breaks,
lunches, and time spent on scheduled activities. For example, an agent who is
scheduled to arrive at 08:00 and leave at 16:00 and sticks to the schedule for the
entire day is adhering to the schedule 100%.

adjustment factor
Increases or decreases the selected value by the specified percentage in a
forecast or scenario. For example, if you apply an adjustment factor of 1.05 when
calculating a forecast, WFM increases the forecast by 5%. If you apply an
adjustment factor of 0.95, WFM decreases the forecast by 5%.

administrator
A user role with the highest level of access to WFM, able to configure and
administer the application. An administrator can also have the roles of scheduler
and supervisor.

agent
The person who handles calls and email in a contact center. Also called a customer
service representative or telephone sales representative.
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A user role in WFM with the most restricted access to the application. The agent
role cannot be assigned to users who have other roles.

AHT
Average Handle Time. The average amount of time it takes to handle a contact to
completion, including talk time plus after-contact work time. To calculate, divide
the total seconds of work time by the number of contacts.

AOD
Average Open Days. The average number of days that a contact center is open. The
average number of open days does not include all closed and open holidays, and
closed days that are not weekends.

APT
Average Processing Time. The average time necessary for agents to process email.
Process time is elapsed time from when an agent opens the email until the agent
sends the email, and includes the time when the agent is actively writing a
response to the email.

ASA
Average Speed of Answer. The average time it takes to answer a call. The ASA is
calculated as the sum of the queue time for calls answered during the interval and
divided by the number of calls answered during the interval.

assignment
Atype of fixed work shift that does not cover requirements. Use this work shift type
to schedule agents for non-phone related activities for entire days or weeks.

ATT
Average Talk Time. The average elapsed time from when an agent answers a call
until the agent disconnects.

AWT
Average Work Time. Also known as After Call Work (ACW). The average time
required by an agent after a conversation is ended or a response to an email is
sent, to complete work that is directly associated with the call or email just
completed. Does not include time for any activities such as meetings, breaks, or
correspondence.

block of hours
The duration of a work shift (for example, six hours). You can set up to 28 different
work conditions for the same block of hours.

break
An activity during which an agent is not handling contacts because of a work
condition.
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business orientation
The result you intend to obtain during the year and the means you use to reach the
result. For example.

* A 10% contact volume growth
* Ab5% sales increase

e A 5% reduction in the labor turnover rate

call distribution scenario
The calculation of the percentage off the day’s calls, by day of week, in each
schedule period. The call distribution scenario also identifies the average talk time
and work time per call for each half hour increment.

Cisco Unified Communications Manager
An enterprise-class IP telephony call-processing system that provides traditional
telephony features as well as advanced capabilities, such as mobility, presence,
and rich conferencing services.

Cisco Unified Contact Center Enterprise
A Cisco contact center product that delivers intelligent contact routing, call
treatment, network-to-desktop computer telephony integration (CTIl), and
multichannel contact management over an IP infrastructure. Cisco Unified Contact
Center Enterprise combines multichannel ACD functionality with IP telephony in a
unified solution. This solution allows rapid deployment of a distributed contact
center infrastructure.

Cisco Unified Contact Center Express
A Cisco contact center product designed for midmarket enterprise branch, or
corporate departments that require a sophisticated customer interaction
management solution for up to 300 agents. Cisco Unified Contact Center Express
delivers improved operational efficiency, reduces business costs, and improves
customer response.

closed day
A day when the contact center does not handle contacts. If the contact center is
only open Monday through Friday, you would designate Saturday and Sunday as
closed days.

concurrent users
The users who are logged into WFM at any given time. The maximum capacity for
concurrent users is the total number of users that can be logged into WFM at any
given time.

configured user
Any scheduled or recorded agent plus all other users with active login rights to
Workforce Optimization applications (for example, supervisors, managers, or
quality evaluators). The maximum capacity for configured users is the total number
of users who can be configured in WFM. See also named user.
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conformity
The percentage of time an agent works the right amount of time regardless of the
time of day when the agent works. Schedule conformity does not take arrival and
departure times into account. For example, if an agent is scheduled to work from
08:00 to 16:00, but instead works from 10:00 to 18:00, his or her conformity is
100 percent but adherence is O percent.

contact
A connection via voice or email from a customer to an agent in the customer
contact center.

contact center
A business center with two or more persons that provides customer services by
phone, email, and fax. Examples of contact centers are help desks, customer
service centers, catalog sales centers, reservation centers,
telemarketing/collection operations.

Container
The server side of Workforce Optimization that maintains user sessions and
forwards Data API requests to the appropriate product’s Data API service.

CSQ
Contact Service Queue. In Unified CCX, a group of agents to whom contacts are
routed. A CSQ is generally associated with a skill.

CSQ mapping
A mechanism, used by Unified CCX, to link agents with a CSQ. CSQ mapping usually
reflects an agent’s skill within the contact center. A CSQ mapping has no other
purpose or effect. The Sync Service extracts a CSQ identity from Unified CCX, and
loads it into WFM and also creates a CSQ mapping for it in WFM. WFM uses the
CSQ mapping when creating schedules.

CTl Manager
A service that runs on the Unified CM and handles JTAPI events for every Unified
CM in the cluster. A primary and backup CTlI Manager can be specified.

customer service representative
A service representative who handles customer contacts, including account
inquiries, complaints, and support calls.

database
A collection of related data or information organized in such a way that it can be
easily retrieved or manipulated.

debugging file
A log file (with the *.dbg file extension) that contains diagnostic information that
can help resolve issues. WFM Quality Management creates debugging logs by
default. If you want debugging turned off, you must edit the appropriate
configuration file.
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distribution
One week’s worth of data about contacts (call or email) for every 30-minute interval
that includes:

* The percentage of the day’s total contacts
* The contacts received

* The average talk or processing time

* The average work time

See also distribution scenario.

distribution scenario
Contains the contact (call or email) volume history for each period, day, and week
in the specified reference period. It includes the calculation of the percentage of
the day’s calls or email by day in each schedule period. It also identifies the
average talk time or average processing time and work time per call for each half
hour increment.

See also distribution.

email
Electronic Mail. The transmission, electronically, of letters, memos, and messages
from one computer to another.

email distribution scenario
The calculation of the percentage of the day’s email, by day of week, in each
schedule period. The distribution scenario also identifies the average processing
time and work time per call for each half hour increment.

error code
A brief description of a system event.

exception
Any unplanned activity in an employee’s work schedule, including meetings,
training sessions, unscheduled breaks, and absenteeism.

firm date association
Alink that you can create between two dates that fall on different days of the week
from year to year. For example, New Year's Day 2010 is on Friday and New Year's
Day 2011 is on Saturday.

You need to use firm date associations because otherwise WFM uses the day of
the week and not the date to generate distributions and forecasts.

fixed work shift
A work shift type that covers requirements for fixed hours and days. Use this work
shift type to schedule agents for phone and email-related activities for entire days
or weeks. A fixed work shift has the following characteristics.

* Word days during the week are fixed
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* Hours worked each day are fixed, but do not have to be the same for each day

e The shift start times each day is fixed, but does not have to be the same for
each day

forecast
A prediction of future contact volume and distribution. In WFM, a forecast uses
historical contact information from a specified period to estimate the future
contact volume and scheduling requirements for a contact center.

See also forecast scenario, standard forecast, and strategic forecast

forecast scenario
A named forecast that is not applied to a schedule.

handled call
A call that is answered by an employee as opposed to being blocked or abandoned.

gap
The difference between the number of agents scheduled and the number of
agents forecasted to be needed.

See also negative gap and positive gap.

generic exception
A high-level exception type that an agent can select when requesting time off. 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 from the generic
exception list and specifies a doctor appointment in the Comment field.

handled call
A call that is answered by an agent (as opposed to being blocked or abandoned).

handle time
The combination of conversation time and after call work time.

hard IP phone
A physical IP phone connected to the network.

historical data
The contact and agent information captured on reports generated by the ACD over
a period of time. WFM uses this information to generate distributions, forecasts,
schedules, and strategic planning forecasts.

idle time
The time when an agent is ready and available to take contacts, but there are no
contacts to take.

impact delay
A delay, typically in days, between a special event and the impact.
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For example, the impact delay for a radio promotion is O, because as soon as the
broadcast starts, the customers start calling the contact center. The impact delay
for a sales brochure mailed to customers could be 2 days, and starts the moment
the sales brochures were mailed (launch date) and ends when the customers
receive the sales brochures and start calling the contact center.

in service
An activity during which an agent is scheduled to be logged in and ready to handle
contacts.

ISO week date
The ISO week date system is a leap week calendar system that is part of the ISO
8601 date and time standard. The system is used in government and business for
fiscal years, as well as in timekeeping. The first week of a year is the week that
contains the first Thursday of the year.

The system uses the same cycle of 7 weekdays as the Gregorian calendar. Weeks
start with Monday. ISO years have a year numbering which is approximately the
same as Gregorian years, but not exactly. An ISO year has 52 or 53 full weeks (364
or 371 days). The extra week is called a leap week.

A date is specified by the ISO year in the format YYYY, a week number in the format
ww prefixed by the letter W, and the weekday number, a digit data from 1 through
7, beginning with Monday and ending with Sunday. For example, 2006-W52-7 (or
in its most compact form, 06W527) is the Sunday of the 52nd week of 2006. In the
Gregorian system this day is called 31 December 2006.

log file
A log file (with the *.log file extension) contains event messages and, if problems
occur, warning and other error messages. All messages in log files are identified by
an error code.

linearl
Anyoption for handling email. WFM divides all email received during business hours
by the number of intervals in a work shift to determine the number of emails
handled during each half hour. WFM follows the same procedure with email
received after business hours.

lunch
An activity during which an agent is not handling contacts because of a a work
condition.

maintenance release (MR)
The base release for the product. Installan MR on all servers and clients. The WFM
server uses the Automated Update feature, when you enable this feature, to
update the clients when you install an MR on the WFM server. All previous ESes
and SRs are removed when you install the latest MR.

metadata
A description of data in a source, distinct from the actual data used to catalog
archived information; for example, customer ID, account, ID, or a transaction code.
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MIB
Management Information Base. A defined hierarchy of data values managed by a
single SNMP Agent application.

N/A
Not Available. An activity during which an agent is not scheduled for a skill
group/service and the agent’s work shift does not allow the agent to be scheduled.

named user
Any scheduled or recorded agent plus all other users with active login rights to
Workforce Optimization applications (for example, agents, managers, or
supervisors). See also configured user.

See also configured user.

negative gap
There are not enough agents to meet the schedule requirements. If there is a
negative gap, you need to find agents to fill that gap in the schedule.

no deferring
An option for handling email. During business hours, agents must handle all email
received during the half hour when they are received. After business hours, agents
must handle all email received after business hours during the first half hour of the
next day.

non-linearly
An option for handling email. During business hours, WFM schedules the agents to
handle 50% of the email received during the first half hour and divides the number
of email handled for each remaining half hour by 50%, until the last half hour in the
work shift. During the last half hour in the work shift, agents are expected to
complete the remaining email. WFM follows the same procedure with email
received after business hours.

non-phone activity
Any activity that prevents an agent from answering phones. Non-phone activities
include meetings, training sessions, PTO, email, vacation, lateness, holiday,
unscheduled breaks, and absenteeism.

See also offline activity.

not scheduled
An activity during which an agent is not scheduled to work.

occupancy
The percent of logged-in time that an agent spends in active contact handling
states (for example, on incoming calls, in wrapup activity, or outbound calls).

occupancy ratio
The percentage of time an agent spends handling customer contacts for each
interval versus the agent’s total time in session.
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0oID
Object Identifier. A unique string of digits representing a value defined in an MIB.

open day
A day when the contact center handles contacts. WFM displays all calendar days
open by default. Monday through Friday are typical examples of open days.

outside hours
An activity during which the skill group/service is closed and agents are not
handling contacts.

paid exception
An exception for which an employee is paid (for example, sick leave).

PBX
Private Branch Exchange. A private telephone exchange located on the user's
premises and connected to the public network via trunks. Also known as a PABX
(private automatic branch exchange).

positive gap
The number of agents scheduled exceeds the schedule requirements. When there
is a positive gap, the time can be used for exceptions, assignments, or projects. For
example, a 30-minute meeting with four agents can be scheduled after the
schedule is produced when there is a positive gap of four or more agents.

post-production planning
The process of scheduling agents for non-service activities, such as meetings or
training, after a schedule has been generated. The Post-Production Activity
Planning pane can be used to find times when agents can be scheduled for
activities so that the service level is least affected.

precision %
A percentage indicating how precise the forecast was when compared to the actual
contact volume. The formula used to determine precision is:

forecasted contact volume + actual contact volume

privilege
The permission to perform a transaction. For example, the ability to accept
schedule trades or delete skills.

processing time
The time necessary for agents to respond to email. Process time is elapsed time
from when an agent opens an email until the agent sends a reply. This includes the
time when the agent is actively writing a response to the email.

productivity ratio
The percentage of time a skKill group/service spends handling customer contacts.
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project
A non-routine activity that prevents agents from handling contacts. Projects are
generally assigned to optimize agent idle time. These non-routine activities occur
each work shift and can be assigned for periods of a day or a week. They can be
activities that are internal to the customer contact center efforts, such as
answering email and sending faxes.

PTO
Paid Time Off. An exception type assigned to an agent by a scheduler to more fully
define a general exception.

quality objective
A speed of answer goal, often expressed as a percentage, for answering calls
within a specified number of seconds or email within a specified number of hours.
For example, 80 percent of all calls answered within 20 seconds or 100 percent of
email answered within 24 hours.

queue
The “waiting line” for delayed calls. A queue holds the call until an agent is
available. It can also refer to a list of items waiting to be processed (for example,
email).

real-time-adherence
Measurement of how closely agents follow their planned work schedule. Real-time
statistics are available from the ACD to show the current state of any agent; these
states can be compared to an agent's schedule to determine adherence at any
point in time.

resource requirements calculation
An estimate that looks at the existing work shift types, skill groups/services and
forecast dates, and work shift types (including hours and work conditions) and
creates a set of requirements based on calculated resources needed to cover the
specified forecast dates.

resource scenario
Contains the estimated resource requirements per work shift duration for a
specified day during the work week. You can create a resource requirements
scenario from the Resource Requirements Calculation section (What-Ifs >
Resource). To view existing resource scenarios for a work day, go to the Existing
Resource Requirements Calculations (What-Ifs > Resource List).

role
A collection of privileges. A user can have one or many roles. Users have the
collective privileges across all roles assigned to them. When the user logs into
Workforce Optimization, the user can access all roles and privileges assigned to
that user.
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schedule
A schedule lists the times at which agents are either available or assigned to
handle calls or process emails for a skill group/service. For each agent, a schedule
includes the start and end times for work shifts, breaks, lunches, exceptions,
overtime, and projects (such as meetings or training).

schedule adherence
See adherence.

schedule conformity
See conformity.

schedule offer
An agent makes a shift available to other agents (for example, when the agent
plans to be absent for a day).

schedule trade
An agent offers to trade shifts with another agent.

scheduler
A user role in WFM. A scheduler can also have the roles of administrator, scheduler,
and supervisor.

scope
A set of boundaries in which privileges apply.

service goal
A definable service objective. For example, answer 80% of calls within the first 20
seconds.

service level or service level objective
A speed of answer goal, often expressed as a percentage, for answering calls
within a specified number of seconds or email within a specified number of hours.
For example, 80% of all calls answered within 20 seconds or 100% of email
answered within 24 hours.

service release (SR)
Contains all patches for all bugs found and fixed since the base release of the
product. An SR is cumulative. So, if two SRs are issued against a base release, the
second SR contains all the fixes provided in the first SR.

You install each SR separately and each SR appears in the Add/Remove Programs
window. Separate installation of SRs allows rollback to a previous state. If an SR is
server side only, the Add/Remove Program title includes “(Server only).”

shift offer
An agent makes a shift available to others (for example, when the agent plans to
be absent for a day).

shift trade
An agent offers to trade shifts with another agent.
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short-term strategic plan
A forecast that determines business orientations and budget for a period of weeks
or by day. See also long-term-strategic plan.

SNMP
Simple Network Management Protocol. Acommon network protocol that describes
messages passed between SNMP-enabled applications.

SNMP Agent
An SNMP-enabled application that acts as a client to an SNMP management
application by providing data values for registered OIDs.

SNMP GET
An SNMP message used to get a value for a particular OID.

SNMP Management Application
An SNMP-enabled application that can get or set information from a local or remote
SNMP Agent application.

SNMP SET
An SNMP message used to set a value for a particular OID.

special event
A type of event that causes contact volume to deviate from normal (for example, a
power outage that shuts down the contact center or a special offer that increases
contact volume). In WFM, you can define special events that might cause a
forecasted contact volume to be above or below normal and assign a special event
to a specific date for specific skill groups/services. This allows you to identify times
when a special event altered contact volume for the skill group/service.

standard forecast
A prediction about contacts over some specific time, including volume, distribution,
average talk time, and average speed of answer. The distribution of a standard
forecast is by day and interval.

See also forecast, forecast scenario, and strategic forecast.

supervisor
1. A supervisor is the person who has first-line responsibility for the management
of a group of agents, and often is able to monitor agents and system performance.

¢ View dashboard with their team’s and group’s quality scores and details of
individual agents within their team

* Enter comments on their team’s evaluations

* Export recordings within their scope, if enabled

* Approve evaluations for agents in their teams, if required

» Designate recordings in their teams to be retained as Training or HR recordings

* View agent and team-level historical reports
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e Evaluate contacts for their team, if enabled to do so
* Access archive recordings for their team

2. A user role in WFM. Supervisors can also be assigned roles as administrator and
scheduler.

talk time
The elapsed time from when an agent answers a call until the agent disconnects.

team

A group of agents. An agent can belong to many teams. WFM generates reports by
team.

Trap
An unsolicited SNMP message sent from an SNMP agent to an SNMP management
application.

trend
The year-to-year change in contact volume. A trend tells you the percentage of
change in contact volume for the current year over the same period last year. The
method for determining the trend is dependent on the extent of historical data
stored in WFM.

unpaid exception
An exception for which an employee is not paid (for example, a doctor
appointment).

user
A person who can log into Workforce Optimization or WFM Administrator. A user
can be linked to an agent identity to take calls.

variable work shift
A work shift that covers requirements for variable hours and days. In contrast to a
fixed work shift, a variable work shift offers flexibility in at least one of the following
ways:

* You can designate at least one day a week as an optional work day. You can
choose whether or not to schedule an agent for an optional work day based on
the customer contact center’s requirements.

* You can designate the total work hours for at least one day a week as variable.

* You can designate the arrival time for at least one day a week as variable.

VDN
Vector Directory Number. In Avaya CMS, a phone number customers dial to connect
to a specific service. In WFM, the VDN is called the directory number (DN).

view
The level of accessibility a user has in WFM. For example, you can assign a view
that is associated with one or more users, skill groups/services, skill group
mappings/skills, teams, work conditions, work shifts, and exceptions.
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virtual CSQ
A collection of CSQs unified (or merged) into a single CSQ. You can associate a
virtual CSQ with multiple CSQs. WFM uses the virtual CSQ when generating
statistics, schedules, and forecasts.

VolP
A way to carry phones calls over an IP data network, whether on the internet or an
internal network.

WFM administrator
A user role that can access Environment, Agents, Forecasting, Schedules, Intraday,
Reports, What-Ifs, Historical, Special Functions, Administration, Strategic Planning,
and Vacation Planning in the Navigation Menu. An administrator can be assigned
any combination of the following roles: administrator, scheduler, and supervisor.

work condition
A set of rules used to identify a routine activity that prevents the agent from
answering contacts. These routine activities, such as breaks and lunches, occur
during every work shift.

work shift
The hours and days when an agent can work. The work shift includes days, hours,
arrival time, and departure time.

work shift rotation
A work shift in which an agent works different shifts over several weeks.

Workforce Management
1. The art and science of having the right number of agents, at the right times, to
answer an accurately forecasted volume of incoming calls at the service level
standard set by the contact center. 2. A Cisco product.

Workforce Optimization
A comprehensive suite of customer interaction and contact center management
software.

wrapup time
The time required by an agent after a conversation is ended or a response to an
email is sent, to complete work that is directly associated with the call just
completed. Does not include time for any activities such as meetings, breaks, or
correspondence.
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