
 

 
1 

Section One Heading 

phone 877-668-6870 

web CommunityWFM.com 

3400 Waterview Parkway, Suite 101 

Richardson, Texas 75080 

 

All About Reports 

Webinar Handout 

Version: February 16, 2023 

phone 877-668-6870 

web CommunityWFM.com 

3400 Waterview Parkway, Suite 101 

Richardson, Texas 75080 

©2020, CommunityWFM. All Rights Reserved. 

©2023, CommunityWFM. All Rights Reserved. 



 

 
2 

phone 877-668-6870 

web CommunityWFM.com 

3400 Waterview Parkway, Suite 101 

Richardson, Texas 75080 

 

All About Reports 

 

Table of Contents 
About this Document .............................................................................................................................................. 4 

Overview of Forecast Reports ............................................................................................................................... 6 

Overview of Intraday analysis ............................................................................................................................... 7 

Overview of Published Schedule Reports.......................................................................................................... 9 

Contact Volume....................................................................................................................................................... 10 

Historical ............................................................................................................................................................... 10 

Reports by Data Source ............................................................................................................................... 10 

Reports by Enterprise Model ...................................................................................................................... 12 

Forecast ................................................................................................................................................................. 13 

Shrinkage................................................................................................................................................................... 14 

Published schedule shrinkage ........................................................................................................................ 14 

Published forecast shrinkage .......................................................................................................................... 15 

Staffing Requirements ........................................................................................................................................... 16 

Historical ............................................................................................................................................................... 16 

Daily ........................................................................................................................................................................ 17 

Forecast ................................................................................................................................................................. 18 

Published Schedules .............................................................................................................................................. 19 

Historical ............................................................................................................................................................... 19 

Daily ........................................................................................................................................................................ 20 

Forecast ................................................................................................................................................................. 20 

Time Off Reports ..................................................................................................................................................... 21 

Intraday Analysis ..................................................................................................................................................... 22 

Intraday performance monitor ....................................................................................................................... 22 

Schedule analytics .............................................................................................................................................. 23 

Adherence ................................................................................................................................................................. 24 

Daily Schedule Adherence ............................................................................................................................... 24 

Schedule Adherence Alerts ............................................................................................................................. 25 

Schedule Adherence History ........................................................................................................................... 26 

Schedule Adherence Summary ...................................................................................................................... 27 

Device State Details ........................................................................................................................................... 28 

Published Event: Summary or Detail ................................................................................................................. 29 

Other Reports .......................................................................................................................................................... 30 

Administrative Reports ..................................................................................................................................... 30 



 

 
3 

phone 877-668-6870 

web CommunityWFM.com 

3400 Waterview Parkway, Suite 101 

Richardson, Texas 75080 

 

All About Reports 

Change Audit Log .......................................................................................................................................... 30 

Event Review Status Change ...................................................................................................................... 31 

Agent Data Source Login ............................................................................................................................ 31 

Device setup report ........................................................................................................................................... 32 

 

  



 

 
4 

phone 877-668-6870 

web CommunityWFM.com 

3400 Waterview Parkway, Suite 101 

Richardson, Texas 75080 

 

All About Reports 

About this Document 

This document accompanies the CommunityWFM College webinar All About Reports. It includes 

additional details about the reports discussed during the webinar and examples of additional 

reports available in the system.   

This document includes an overview of the standard historical, forecast, and daily reports 

available in the 5.0 version of CommunityWFM. Please note that many reports have multiple 

viewing options as well as selectable and filtering criteria. The total number of reports available 

is many times greater than the reports reviewed in this document. 

Many reports have multiple levels, from an executive summary down to the daily details, all 

easily accessible with filters on the page. Additionally, reports may be exported to a .csv or .xlsx 

file for additional manipulation.  

Data Targets, an optional module, allows customizing and scheduling reports for export to 

reporting repositories or 3rd party solutions such as payroll. Contact your CommunityWFM 

project manager for more information about data targets. 

We start with an overview of the primary categories of reports, then dive deeper into the 

options.  
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Overview 

Overview of Reports Tab 

Access many frequently used reports from a central location—the Reports tab. You can run the 

same reports from the work areas. For example, run a published forecast staffing requirements 

report from here, or from Forecast > Published forecast > Generate forecast reports. 
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Overview of Forecast Reports 

 

Contact Volume options 

Total Forecast Contacts by—  

 Date 

 Interval 

 Day of Week 

 Week 

 Month 

 Activity Type 

 Media Type 

Average Forecast Contacts by—  

 Interval 

 Day of Week 

 Month 

Service Target options 

 Average Speed to Answer 

 Deferred Service Level 

 Service Level 

Shrinkage Percentages 

 Date 

 Interval 

 Day of Week 

 Week 

 Forecast Month 

 Month 

 Activity Type 

 Media Type 

Staffing Requirements 

 Date 

 Week 

 Month (Total) 

 Month (Average) 
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Overview 

Overview of Intraday analysis 

 

 

 

 

 

 

 

Intraday performance monitor 

View today’s forecasted/actual/projected contact volume, AHT, staffing analysis, and service 

analysis. 
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Schedule analytics 

View analysis based on current, hourly, today, tomorrow, and this week projections. 
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Overview of Published Schedule Reports  

Analysis, summary, utility, and printer-friendly reports based on and accessible within the 

published schedule. 

Schedule Analysis & Summary Reports 

 Full Service Metric summary 

 Compact Service Metric summary 

 Schedule analysis 

 Schedule analysis weekly view 

 Schedule event summary 

 Net staffing hours 

 Daily paid time 

 Weekly days off 

 Published schedule shrinkage report 

Printer-friendly Schedule Reports 

 Schedule summary report  

 Layered schedule summary  

 Schedule detail by Date  

 Schedule detail by Participant 

Utility Schedule Reports 

 Published schedule audit report 
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Contact Volume 

Contact Volume  

Historical 

Use these reports to analyze your data for arrival patterns and forecasting. Analyze by data 

source or an activity in the Enterprise Model. 

Reports by Data Source 

This report shows trends and provides data for analysis of your arrival patterns. Includes contact 

volume and average handle time from one or more collection points or imported from an Excel 

worksheet.  

Contact Volume options 

Total contact volume by—  

 Date 

 Interval 

 Day of Week 

 Week 

 Month 

 Collection Point 

Average contact volume by—  

 Interval 

 Day of Week 

 Month 

 Collection Points 
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Contact Volume 

 

View totals or averages, by date, interval, day of week, collection point, from executive summary 

to details.  
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Reports by Enterprise Model 

Contact Volume options 

Total contact volume by—  

 Date 

 Interval 

 Day of Week 

 Week 

 Month 

 Site, Folder, or Activity 

 Media type

 

Average contact volume by—  

 Interval 

 Day of Week 

 Month 

 Site, Folder, or Activity 

 Media type 
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Contact Volume 

Forecast 

Create your forecast with historical contact volume data and analyze your forecast accuracy. 

Total Forecast Contacts by—  

 Date 

 Interval 

 Day of Week 

 Week 

 Month 

 Activity Type 

 Media Type

 

Average Forecast Contacts by—  

 Interval 

 Day of Week 

 Month
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Shrinkage 

Shrinkage  

New in 5.0, use shrinkage reports to analyze, forecast with, and report on discretionary and non-

discretionary shrinkage.  

Published schedule shrinkage 

Display by shrinkage percent or shrinkage hours. 

 Executive Summary 

 Date  

 Week 

 Month 
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Published forecast shrinkage 

Results based on the published forecast. 

 Date 

 Interval 

 Day of Week 

 Week 

 Forecast Month 

 Month 

 Activity 

 Media Type 
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Staffing Requirements 

Staffing Requirements 

Historical 

This includes forecasted requirements based on contact volume, handle time, service target, and 

shrinkage. 

Enter a date range to see historical data by: 

 Date 

 Week 

 Month (Total) 

 Month (Average) 

 

Filter by: 

 Date 

 Interval 

 Days 

 Miscellaneous 
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Staffing Requirements 

Daily 

The intraday performance monitor allows you to see the forecasted, actual, and projected 

staffing requirements. Run this report on a working forecast or a published forecast. In the table, 

view the current hour and projections for the rest of the day. 
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Staffing Requirements 

Forecast 

There are three places where you can view a forecast for staffing requirements— 

1. in a working forecast,  

2. the published forecast,  

3. or the intraday performance monitor. 

 



 

 
19 

phone 877-668-6870 

web CommunityWFM.com 

3400 Waterview Parkway, Suite 101 

Richardson, Texas 75080 

 

Published Schedules 

Published Schedules 

Use the published schedule report to see your coverage on a daily basis. By day and interval, 

you can see if you have enough staff to meet your service level.  

View published schedules in the published schedule report and adherence report. There are also 

several printer-friendly reports.  

Historical 

Use the published schedule analysis detail report to compare your forecast to actuals. You can 

use this report to make informed decisions about upcoming forecasts. 

• Executive summary 

• Contact volume 

• AHT 

• Staffing 

• Service estimate 
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Published Schedules 

Daily 

Review the published schedule > schedule details to see all of your agent’s schedules. From here 

you can edit schedules, create automated schedule adjustment plans (ASAPs), and view staffing 

requirements by interval with projected service metric.  

Forecast 

See an overview of the week with the  

Full Service Metric Summary Report. 
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Time Off Reports 

Time Off Reports 

This report is the same as the published schedule event summary report but is restricted to 

events that occur off site, are not in queue, and require supervisor approval. 

Includes executive summary down to the event details and can filter by event status, event type, 

PTO classification, participant, then filter further by date, week, month, year, day of week. 
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Intraday Analysis 

Intraday Analysis 

These reports include the intraday performance monitor and schedule analytics. They will let you 

know how your day is going, if your forecast is accurate, and whether you have the appropriate 

number of staff for the day. 

Intraday performance monitor 

Show today's past performance and projections for the remainder of the day. It allows you to 

see the forecasted, actual and projected staffing requirements. The report includes contact 

volume, AHT, Staffing Analysis, and service analysis. 

 



 

 
23 

phone 877-668-6870 

web CommunityWFM.com 

3400 Waterview Parkway, Suite 101 

Richardson, Texas 75080 

 

Intraday Analysis 

Schedule analytics 

Review key performance metrics from the published schedule including service estimate and 

staffing by current time, hourly, today, tomorrow, or this week. 
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Adherence 

Adherence 

Monitor your agents’ adherence to their schedules. View daily, weekly, monthly, annual 

adherence. Agents also have their own adherence report. 

Daily Schedule Adherence 

This is a report to run first thing in the morning and leave it running during the day. It includes 

everything from a published schedule, and you can quickly verify what agents are actually doing 

during a shift. Because this is a published schedule, you can make edits to the schedule within 

the report or create ASAPs. It also includes a graphical representation of the device state details 

as a third rail. 

 

There are many options for this report, including 

whether to suppress or include people with 

schedules for the day, and even whether to send 

notifications to agents when changes are made to 

the schedule. 
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Adherence 

Schedule Adherence Alerts 

Quickly view agents who are out of adherence (and for how long), and their current device state. 

You can even send the agent a message from within the report. 
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Adherence 

Schedule Adherence History 

A historical view of agents’ adherence to their schedules. Shows details by day, or subtotals by 

week, month, or any other date range. 
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Adherence 

Schedule Adherence Summary 

Another way of viewing schedule adherence history. This summary data has filters for executive 

summary and a variety of date ranges. View by individual agent or even by day of week to see 

patterns. 
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Adherence 

Device State Details 

Shows all of the states an agent has been in on a given date. 
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Published Event 

Published Event: Summary or Detail 

Report hours by event type and interval. 

This report summarizes all of the events in a published schedule by total hours, paid status, at 

work status, in queue status, and shrinkage. Review by date, event type, PTO classification, 

participant, and event.  

When sorted for details, this is where you can approve, deny, revalidate, or remove time off 

requests. 
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Other Reports 

Other Reports 

Administrative Reports 

Change Audit Log 

Click Report for a category to view changes made to the system, including the person who made 

the change. 
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Other Reports 

Event Review Status Change 

A list of event changes, such as approved and denied events. 

 

Agent Data Source Login  

Quickly view agents without data source logins, those without a default data source, and the 

default source for all agents. This is a useful report when needing to collect Employee IDs. 
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Other Reports 

Device setup report  

Settings > People & agent templates > Device setup report 

A simple listing of each person and their notifications — SMS devices, external email addresses, 

and push devices. 
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