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This document accompanies the CommunityWFM College webinar All About Adherence. It
includes additional details and step-by-step instructions for completing the tasks discussed
during the webinar.

You've worked hard to forecast and schedule appropriately to the expected volume, now how
closely do agents stick to their schedule? Do they arrive and log in on time? Leave and return
from breaks and lunch according to the plan? This is adherence.

Requirements

To calculate and report adherence:
e The agent must have a schedule in place.
e The data source must be sending real time device state data to CommunityWFM.

e Inthe agent profile, Step 4: Adherence setup must have a single active default data
source.

e Consider event layering: the Event priority for events must not be the same as the default
work type event.
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Device states

To view the device states for
your data source, navigate to
Settings > Data sources >
Setup options tile. Click
Show the setup options
dialog, then select Device
States from the pop-up

menu.

All About Adherence

Settings > Data sources.

Set up and maintain a connection to a data source.

Daily volume totals

Contact volume  Average handle time
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Setup options

Review and adjust the basic
properties, connection
settings, collection points
and device state mappings

volume a

Show the setup options dialog.

Community Cloud Connect

w
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o ety S
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Reports

Report and

history for this data source
or any collection point.

Run contact volume history reports:

Collection point

L —————
| —)

Basic Properties
°
v

Set up the basic properties for this data source, including friendly name and data
collection interval.

Connections

Set up the connections to the underlying data source for historical and real-time data
collection.

Collection Points

Set up the collection points (queues, skills, etc.) that you are interested in reporting from
this data source.

Device States )

Set up the device states used in real-time adherence reporting.

&

Security
Establish access permissions to restrict access to this data source.

&
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L

ind ’
points associal
data source.

any collection point.

/

Revise historical volume. Show the import

This list shows each State name, the State type (in queue, out of queue, ignore, unknown,

invalid), a description, and the color that will display in the 'third rail’ adherence bar when

viewing adherence reports. The states are originally imported as Unknown and were likely set up

during the original onboarding sessions for the center.

State State type

acd call In Queue

Out of Queue

acdagentnotanswering

at atraining session Out of Queue

at lunch Out of Queue
available In Queue
follow up In Queue
follow up - extended In Queue

New State Mapping Reset to default states Copy U

Configure real-time agent state mappings

Description Color

On ACD Call Grey X
AcdAgentNotAnswering Red .4
At a training session Lavender R
At Lunch Orange x
Available Grey x
Follow Up Grey x
Follow Up - Extended Yellow x

nknown States from data

877-668-6870
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State types of Invalid/Ignore function in basically the same k

way and look at the previous state for the employee. e

not available
Unknown will still be reported but will show a status value of
State type
'2000" and will be considered out of queue. | - 5
= L3
| Unknown

Invalid

In Queue ¥

| Out of Queue |

The color will show in the reports in the schedule bar. For a state such as Gone Home where an

agent is out of queue and not available, using — None --for color will keep the report cleaner.

EECSNCTN O C - EET O C T TR
1 11 | 1 1

Event type settings
Settings > Application settings > Event type settings > Event types
Event type behaviors

How does the in queue/out of queue/ignore in the device state relate to the events on the

schedule?

Within the Event type behaviors >Custom behavior settings tab there is a question that relates

to real time adherence.

Question 8: For real time adherence, should agents be considered logged into queue during events

of this type?

An agent is in adherence if an event on their schedule has Question 8 = No and the agent is in
a device state marked as out of queue. If Question 8 = Yes and the agent is in a device state
marked as in queue, the agent is in adherence. However, an agent is out of adherence if
Question 8 = Yes but they are in a device state marked as out of queue, or if Question 8 = No

and they are in a device state marked as in queue.

877-668-6870 3400 Waterview Parkway, Suite 325
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If we put an event on the schedule that is marked as out of queue (Question 4 = No) and
Question 8 = No, then the agent is in adherence (because the schedule says not in queue and
the phone state says not in queue, thus “in adherence”). That's not how we want to report that
kind of time. It should be that way for the purposes of HEADCOUNT (over/under reports) that
the person is NOT counted, but for adherence that time should be considered “In queue”
because the agent should have been in queue but wasn't.

CommunityWFM supports a hybrid view of events related to adherence / headcount to allow the
adherence reports to reflect out of adherence but also to not count that agent as in queue
during the period.

Predefined event type classifications ~ Custom behavior settings

Answer the following questions to determine the behavior of this event type.

Manually select the behavior options for this event type.

3
=1
1%}
z
[=]

Can this event type be used as a default work type?

Does this event occur at work / on site?

Is this event type's start time and duration constrained by an agent work type event?
Is the scheduled agent logged into a queue during events of this type?

Does this event type require supervisor approval?

Are agents available for callback into queue during events of this type?

Do events of this type travel with agent schedule swaps?

For real-time adherence, should agents be considered logged into queue during events of this type? [

Is this event type available for agent selection in the Agent Self-Service Kiosk?

If eligible for Agent Self-Service Kiosk, does this require runtime validation?

Save behaviors Clear selections

Event type priorities

Event priority

In the basic properties Step 1: Event type priorities, the 400 O Site “

event priority for the event must not be the same as
1 - Default Work Type

25 - Secondary Work
100 - Break
200 - Meetings and Trainings  his from lists

‘ 300 - Off Site

900 - Lunch

the default work type. The event priority number
determines which event supersedes another when two ‘
or more events overlap. The agent is expected to

adhere to the event type with the highest priority.

Phone 877-668-6870 3400 Waterview Parkway, Suite 325
Web CommunityWFM.com Richardson, Texas 75080
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Employee profile — Device ID

Settings > People & agent templates > People > Personal profile > Adherence setup for [agent

name]

There must be a device ID for the default data source. Click Edit to change the device ID and

select the default data source.

Stalnaker, Mary Beth

Step 4: Adherence setup

Data source active? Data source name Data source type Device ID Default?

J Community Cloud Connect 13 mstalnaker J Edit

If an agent does not have a designated default device ID, they will not have adherence data to

display.

To see if anyone is missing a data source login ID or default data source login, run the Data

source login report (Report > Administrative & utility > Data source login).

Agent Data Source Login Report

‘Wednesday, 04 Sep 2024 02:13:55 PM Account, Service

,Agents with no data source logins

Agent Id Agent Name Employee Id Hire Date Supervisor

542 Bodine, Cathi r24181 01 July 2024

Agents with no Default Data Source Login

Default agent login report

Agent Id Agent Name Employee Id Hire Date Title Default Data Source Type Default Data Source Name Login Id Supervisor

278 Areheart, Sam SCA21218 11 July 2016 Sales/Service Rep 13 Community Cloud Connect habdulrahim Mitchell, Lauren

156 Azzarito, Deborah dka21094 21 September 2015 Sales/Service Rep 13 Community Cloud Connect mabelend wildrick, Brian

453 Badgett, Gregory GAB21254 12 June 2017 Sales/Service Rep 13 Community Cloud Connect daden Mitchell, Lauren

451 Barton, Jean JBarton 12 June 2017 Sales/Service Rep 13 Community Cloud Connect ladhikari Blair, Travis
Phone 877-668-6870 3400 Waterview Parkway, Suite 325
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Settings>Application Settings>Adherence Thresholds

The adherence threshold displays whether an agent is adhering to their schedule and how long
an agent has been in and/or out of adherence (in queue and out of queue). Each center
determines the threshold amounts and the display colors. A typical set up is a “stoplight”: Green
= in adherence; yellow = out of adherence for greater than 0 minutes; red = out of adherence
for greater than 10 minutes.

While only one threshold can be default, you can set up additional thresholds to use when
running a report (e.g., if an admin only wants to see those who are out of adherence for more
than 20 minutes).

STEP-BY-STEP
Step 1: Basic properties
Settings > Application Settings > Adherence thresholds

1. Select Click here to create a new adherence threshold.

2. If you want to see 3 colors—green, yellow, and red— name it Stoplight and check Use these
adherence thresholds as the default for reports.

3. Click Save. If editing an existing threshold to create a new one, click Save a copy.

Settings > Application settings > Adherence thresholds > New adherence threshold

Adherence threshold

Customize your adherence reports by defining adherence thresholds.

Step 1: Basic properties

Name

Description

[J Use these adherence thresholds as the default for reports

Save Save a copy

877-668-6870 3400 Waterview Parkway, Suite 325
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Step 2: Intervals

This is our recommendation for thresholds.

All About Adherence

Set up the adherence threshold for yellow and red. Green is already a default for in queue.

1. Select New.

2. Leave interval as 0, assign the color yellow, and Save. This will ensure that you see all out of

queue intervals.

6

Save

Adherence threshold interval |

Cancel

3. Select New.
4. Enter the interval of time when agents will be considered out of queue (e.g., 5 minutes).
5. Assign color red.
6. Save.
Use these adherence thresholds as the default for reports
Save Save a copy
Interval minutes
Step 2: Intervals 4
Internal id Interval mi
Display color
1 5 [
Red a
Lime Green
2 Blue
Lavender
W Black
New Aqua
\3_/ Orange
Yellow
Grey
Pink
Light Salmon
Crimson
Dark Violet

What are adherence alerts?

Adherence alerts allow creating unique alerts based on a specific activity in one or multiple

locations.

Set your own refresh time for alerts based on your system configurations in the Global settings

& preferences (5-, 6-, 7-, 8-, 9-, 10-, or 15-minute intervals).

Phone  877-668-6870
Web CommunityWFM.com
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Settings > Application settings > Global settings & preferences > Adherence Reporting

Adherence Reporting

Page refresh interval for adherence reports: ‘Automatically refresh every 5 minutes. ~

Ignore prior intervals in intraday projections: ‘ Do not ignore prior intervals when projecting future intervals v

Adherence reports

] @

Report Help

The adherence reports have more information
Contact volume

than the published schedule report and you S

L
can still do many of the same things asin a 7l (Delete A1 Sort in O _

published schedule report such as viewing Intraday analysis om

service metrics, adding or editing schedule SEERNIELIECENI® Daily schedule adherence

events, and creating ASAPs. Administrative & utility 5 gherence alerts

I Schedule adherence history
Schedule adherence summary

f Device state detail report
Daily paid time

. Schedule adherence comparison

Daily Schedule Adherence
This is your main adherence report.

Hover over any segment on the adherence line and you'll see in queue/out of queue or out of
queue/in queue and the difference. Every minute of the day CommunityWFM is looking at what
(s their schedule event? and Is this schedule event in queue or out of queue? Then it tells you what

phone state they were in.

To verify what the agent was doing during a shift: Click on the greater than symbol (>) beside
the agent’s name then the magnifying glass (transactions) to view the log in/log out report for
the day.

Phone 877-668-6870 3400 Waterview Parkway, Suite 325
Web CommunityWFM.com Richardson, Texas 75080
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The bottom line of the schedule bar is also known as the third rail. It's a handy color code by
phone state.

e Agents see the third rail in their adherence report as well as the first and second
rail.

e Remember that a 95% adherence goal for an 8-hour day gives the agent ~24-30
minutes to be off the phone outside of breaks and lunch.

The number in the circle reflects the overall adherence for the agent for the day. Clicking the
greater than symbol (>) will pop out details for the agent.

SCHEDULE ADHERENCE REPORT FOR WEDNE

. - . . Event type legend V| - Select rt date -- | | -- Choose an ASAP cat
Including people from Activity Community Enterprise M¢ ™™ ¥7*'*9 cectareportdae

Report run time 04 Sep 2024 03:18 pm

Staff required o 0 o 0 0 0 0 0O OO O0OO0WO0O 00O 000 0 0 00 000 00 0
Staff in queue 4 5 6 6 5 5 4 3 3 2 3 3 3 2 2 2 4 4 5 5 b6 7 8 8 6 8 9 9
Staff variance 4 5 6 6 5 5 4 3 3 2 3 3 3 2 2 2 4 4 5 5 6 7 8 8 6 8 9 9

Projected service metric 80 80 80 80 80 80 80 80 80 80 80 80 80 80 80 80 80 80 80 80 80 80 80 80 80 80 80 80

12:00 am 01:00 am 02:00 am 03:00 am 04:00 am 05:00 am 06:00 am

Mack, Janelle
LJimenez1 on Community Cloud (

127 transactions found

Newman, Jean

=% hnavarro on Community Cloud Co
83 transactions found

Rodriguez, Clarisa
a skabir on Community Cloud Conm
0 transactions found

Mosley, Kerry
@ elebron1 on Community Cloud Co

125 transactions found

Rodriguez, Clarisa

Assigned to supervisor Blair, Travis

5 45.00 hours costing 3600

X 02 Sep 2024 through 08 Sep 2024
Scheduled for selected date

Paid 40.00 Inqueue 15.00 Atwork 45.00
Unpaid 5.00 Out of queue 3.00 Notat work 0.00
Adherence for reported date range
Scheduled 15.00 Scheduled 3.00 Scheduled 18.00
Actual 0.00 Actual 3.00 Actual 3.00
Variance % 0.00 Variance % 100.00 Variance % 16.67
p | O o - q_n
7 - &
Transactions Daily Profile Attendance  Adherence  Time off Message

Phone 877-668-6870 3400 Waterview Parkway, Suite 325
Web CommunityWFM.com Richardson, Texas 75080
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Adherence Alerts Report
Report > Schedule adherence > Adherence alerts

This popular report gives a summary of how many people are in each phone state and is a
valuable tool for monitoring agent adherence in near real time conditions.

Much of this information is available in the Schedule Adherence Monitor module on your Today
page.

Enterprise Model and Organizational Model versions of the report enable drilling down to the
specific agent population you wish to monitor.

Below is an example of a real time adherence (RTA) report with active data.

Richibourg, Mandy L Barton, Jean ETTE

brensar, Sam [ Williams, Litcha [} Sanchez Maria F

11111 b oawadl
(A e e R T W
e e a7 AN N
nlain, W ALTH w rmw
dmy e ERRTTRL N |

i Vadne i L1 Y
T 3 haaw
Seteiomben Yo, LOGHD-DUT T

[Re———— [

]

e e Al rureadar i 48 R A e w0

B d e SEAZLHE B ger Loy Bt an R ] LT

McBride, Matasha Shiver, Sharette I Dyer, Amanda Hainly, Gasela

-
Phone 877-668-6870 3400 Waterview Parkway, Suite 325
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Adherence alerts report options

Agent adherence alerts report

Specify the report parameters below and then press "Regenerate Report” to produce the report. Note that the report will appear in a new browser window.

Sort option Sort option

Out of Adherence Time v ﬁ Out of Adherence Time v %

Applies to activity | Agent Name

Site 1 - Dallas, TX Out of Adherence Time

Employee classification selection

-- No Selection -- v

Data source selection

-- Default -- v

Adherence threshold selection

Stoplight v

Event type selection

-- No Selection -- v

Suppress display of agents who are currently In Adherence

Report refresh interval

Automatically refresh every 5 minutes.

Display type selection Columns per row

Show alerts using thumbnail view v 4 v

Time zone selection

Use my default time zone ~

Regenerate report

Sort option: Choose between default of Agent name (alphabetical) and Out of adherence time.

Applies to activity: Select from Sites and Activities or Supervisor(s), depending on

report version selected (Enterprise or Organizational Model).
Employee classification selection: Filter by employee class. Default is no classification.

Data source selection: Default is the default data source as assigned within each agent profile

or choose a specific data source.

Phone 877-668-6870 3400 Waterview Parkway, Suite 325
Web CommunityWFM.com Richardson, Texas 75080
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Adherence threshold selection: This is the display color for the report. Default value is defined
by the default threshold specified in the adherence threshold listing in the General settings &
preferences menu. You may select an alternate threshold grouping.

Event type selection: Default will show all. You may elect to display only specific work
types such as Work. This eliminates the display of agents not in adherence when scheduled for
off-phone events such as breaks and lunch.

Suppress display of agents who are currently in Adherence: Selected by default; only shows
agents who are out of adherence.

Report refresh interval: Default is based on the global setting (Settings > Application settings

> Global settings & preferences >Adherence Reporting) or you can change it here.

Display type selection: Choose between Thumbnail (with agent pictures) or Classic View (a list

view).

Time zone selection: Default is Use my default time zone or you can change to corporate or
selected time zone.

After clicking Regenerate report it will open in a new browser window.

By default, this report only shows if the agent is out of adherence, and the color around their
photo shows how far out of adherence: Uncheck the box next to “suppress display of agents

who are currently in adherence” before opening the report if you want to see everyone.

877-668-6870 3400 Waterview Parkway, Suite 325
CommunityWFM.com Richardson, Texas 75080
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Adherence alert report view options

Thumbnail View Example
Includes hyperlinks for each agent to launch their state transactions details and messaging.

Schedule Adherence Alerts Report
Applies to Activity: Site 1 - Dallas, TX[]

Agent Adherence Alerts as of Monday, 11 April 2022 11:53:11
Using Time Zone: (GMT-06:00) Central Time (US & Canada)

Account, Senvice

Dunbar, Bill Duncan, Matthew

Blakely, Latrice

L
Sales/Service Rep Sales/Service Rep Sales/Service Rep Sales Agent
Scheduled event Work Scheduled event Work Scheduled event Lunch Scheduled event Work
Scheduled time 09:30 AM Scheduled time 10:00 AM Scheduled time 11:45 AM Scheduled time 11:45 AM
Actual state Actual state Actual state Actual state
Start time Start time Start time Start time
Adherence violation 02:23 Adherence violation 01:53 Adherence violation 00:00 Adherence violation 00:08
Agent login raoshana Agent login abueno2 Agent login scameron Agent login mmarquez

Classic View Example

Schedule Adherence Alerts Report
Applies to Activity: Site 1 - Dallas, TX []

Agent Adherence Alerts as of Monday, 11 April 2022 11:55:18
Using Time Zone: (GMT-06:00) Central Time (US & Canada)

Account, Service

Agent Name Adherence State Event Type Event Description Event Start State Name Description In Adherence? Adherence Violation Agent Login State Agents  Percent
Barton, Jean [ ] Work Scheduled Work 11:00 AM @ 00:55 ladhikari [UNKNOWN] 26 100,00 % |
Bickley, Sharon [ ] Work Scheduled Work 10:45 AM @ 01:10 mrawahneh
Blakely, Latrice [ ] Work Scheduled Work 09:30 AM @ 02:25 raoshana
Crislip, Traci ] Work Scheduled Work 10:00 AM @ 01:55  abueno2

Dunbar, gill | | Lunch Off phone interval ~ 11:45 AM 00:00 scameron

Duncan, Matthew | Work Scheduled Work 11:45 AM @ 00:10  mmarquez
Dyer, Amanda ] Work Scheduled Work 10:00 AM @ 01:55  jcardoso

Phone 877-668-6870 3400 Waterview Parkway, Suite 325

Web CommunityWFM.com Richardson, Texas 75080
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Adherence and State Summary

All About Adherence

At the top of the Alerts page is an adherence summary. If all agents are in adherence, the bar

will display all green and report 100%.

Also displayed is a listing of all current agent work states with the number of agents in each

state and the percentage in each state.

Linknown
furailable
furailable, No ACD
fwray from desk
Follow Up

Gone Home
LOGGED OUT

State Megents Peroent

4

62 7a40% [N

H
1

1
3
3

506% |

633% |
127% |
127% |
A50% |
380% |

Note that the green color in the red summary box does not represent that all agents are in

adherence or not in adherence; it is a bar showing how many are in that state. Multiple agents

can be in the same state with some scheduled to be in that state and others not scheduled.

Phone 877-668-6870 3400 Waterview Parkway, Suite 325
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Examples of Adherence Violations

- Hampton, Stacey R
Bickley, Sharon ampton, stacey Cathy, Kelly

g

Sales/Service Rep Sales/Service Rep SalexSarvics Rap

Scheduled svent Breai Schedulsd Feant Phiceie W o Semeduled evenl P Wi L
Scheduled time 05045 Abd Scheduled Eme O] A Sriadulad times (4 A

Arctual state Away fram desk Achial etate Artual state Avmdable, Mo ALD
Start time {oed 6 Abd SEart time Start tme [ SEFTE]
Adherence violation  J0HE Adherence viclation 0157 Adherence viokation 0004

Agent login a1 084 Agent login thampton Agent ingis O E

Report Item Definitions

Check Box and Yield Icons in Thumbnail Alerts

An agent with work state transactions for the current day will have a green
checkmark in the upper right corner. Note the actual state and the start time of the event in

Sharon Bickley.

A yellow exclamation mark indicates that no work states are found for an agent.

Note there is no Actual State or Start Time for Stacey R Hampton.

Note: the yellow exclamation has a different meaning than the yellow exclamation
found in the Reporting of Today’s Adherence. In Today's Adherence, the yellow triangle means
there are no reported work states for the agent for the entire current day.

Box Outline in Thumbnail reports

The outline of the agent'’s profile picture will display green if the agent is in adherence or has
not yet reached the defined adherence threshold.

When an agent is out of adherence, the color of the outline will change depending on the color
settings defined within the selected adherence threshold, which is setup under Settings >

Application Settings > Adherence Thresholds.

877-668-6870 3400 Waterview Parkway, Suite 325
CommunityWFM.com Richardson, Texas 75080




4 COmmunity‘ ,;‘H\/\ All About Adherence

In the example, Kelly Cathy has been out of adherence for fewer than five minutes and only

agents out of adherence for five minutes or more will have a red box outline.
Icons in List Alerts

The list icons vary slightly from the thumbnail view:

Acdrararce Seace Dvers Typs  [vers Deuripmon Deent foen Tauts Kams

r . . ] IR 0 aka - - i amx

— i 0 Tt Tomicn L1

™ - [rp——— [ S—— R @ W53 Haisgs - e -

— St o ST (AT Y

B . i - -~ " gt - el 1
[ ™ L1 Y

E - WL W | ] Puoes Wt Sowsaeed eh [T e — @ B TR — -
ANSED T (T 1Y

B - " -_— I - -

E M [ | | [ NS FIrEwT— 1 T IRV N S @ e IR

B - - - . R @]

E u B e - Porom Wra atwdord Bod [ 1 F] s @ i M

B - W— [ - ' aw -

E L] A, L B rmewwrn S W PR deplsie W0 AN

E Represents the agent is in an ACD work state.
D Represents the agent not being in any current work state.
@ Represents the agent not in adherence.

4

Represents the agent is in adherence.

I Represents the color of the threshold setting assigned to the duration of
adherence infraction.

Scheduled Event and Scheduled Time

Srhedulesd ewvent Phone Work
Scheduled time O30 A

The scheduled event and the scheduled time are from the

agent's assigned schedule.

Phone 877-668-6870 3400 Waterview Parkway, Suite 325
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Actual State and Start Time

The Actual state and Start time are the state and time being

Mictusal stat Available, Mo ACD
sent or captured as reported by the ACD. How and what — —

Tt time (ESS &by

states are captured and collected from an ACD depends on
the ACD. These states are mapped in the WFM database and
defined by the WFM team as in queue or out of queue.

Adherence Violation

Bdherence violation 00003

The Adherence violation reports the number of hours : minutes the agent has been out of

adherence. If less than one minute, the violation will display as 00:00.

Agent Login

dgent login Iswrilliams

The Agent login represents the ACD login the of the agent as defined in the agent’s profile.
If the agent has no login, the agent will display with “no login” and no actual state.

Additional Examples

In this example, Bill Dunbar Bill is supposed to be active on ACD Dunbar, Bl

calls but is in an out of queue work state (follow-up) so he is out of
adherence. Because he has been in his out of queue state for less
than one minute, his reported adherence violation is 00:00 and his

picture has a green border.

Sales/Service Rep
Scheduled event Phone Work
Scheduled time Q00 Abkd

Ayl stabe Fodlow Ug
Start time {49 Ak
A here nce winlation 40000
Agent login wdunbar
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Litcha Williams is scheduled for phone work but there is no login
defined in her profile setup (No Login), no actual state or start
time, and shows an out of adherence violation for the start time
of the phone work event. Also note the yellow triangle
representing no phone work state.

Polly Rawl is scheduled for a break starting at 9:30. However, she
has been in an available in queue state since 9:28 and the current
time is 9:35. Thus Polly is out of adherence for five minutes.

This is an example of an alert that would NOT be displayed if the
reporting parameters had been changed when launching the
report to display only alerts for agents scheduled for phone work.

Polly has now left for break at 9:35 and remains on break at 9:49.
Because she was scheduled to return from break at 9:45, she is
now out of adherence for four minutes.

The adherence threshold setting is set to five minutes, so Polly will

still display with a green border.

877-668-6870
CommunityWFM.com

3400 Waterview Parkway, Suite 325
Richardson, Texas 75080
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Williams, Litcha

SalesService Rep
Scheduled event Phome Wark
Scheduled time 0915 A
drtual state

Start time

#dherence violation 020

Agent login Mo Login

Rawl, Polly

Sales/Service Rep

Scheduled event Break
Scheduled time D230 AdA
Actual state Avilable
Start time D28 A
Adherence violstion o5
Agent lagin praw

Rawl, Polly

Sales/Service Rep

Scheduled event Phone ‘Work
Scheduled time D4 AbA
fctual state Avry from desk
Start time D235 And
#dherence violation 0004

fgent lagin prarai
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Schedule adherence history
Report>Schedule adherence>Schedule adherence history
**We do not recommend using this report because the agents see the summary data.**

e This report opens in a new browser window. The results are presented as adherence scores
by person and by date for the selected date range.

Schedule Adherence Summary
Report > Schedule Adherence > Schedule adherence summary
This is the report to use for coaching and matches the data that agents see on their homepage.

The tiles at the top allow viewing by different intervals and by hour or percentage.

SCHEDULE ADHERENCE SUMMARY REPORT
Report run for Community Enterprise Model starting on 28 Jul 2024 through 27 Aug 2024

‘Show options

Monday, 29 Jul 2024 49350 42540 6910

Tuesday, 30 Jul 2024 46125 396.90 6435

Wednesday, 31 Jul 2024 459,00 395,60 63.40

SCHEDULE ADHERENCE SUMMARY REPORT
Report run for Community Enterprise Model starting on 28 Jul 2024 through 27 Aug 2024
Raportuntime 28 Aug 2024 1020

20am

INTERVAL DETAIL REPORT
Run from 07/29/2024 through 07/30/2024

00 XM o ge | ovraPacena oo
"

2

1200am  175am  230am  345am 500am  615am  730am  &4sam  1000am  1115am  1230pm  145pm  300pm  415pm  S30pm  645pm  800pm  S1Spm  10:30pm 1145

Scheduled Hours - In Adherence Hours  ® Out of Adherence Hours

Out of Adherence Hours

877-668-6870 3400 Waterview Parkway, Suite 325
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When viewing by date, the date in the table is a hyperlink that will open the interval detail report
for that date.

Clicking the greater than symbol > next to the date will open the adherence report for the day.

= |
Report Date Total Hours In Adherence Hours Out of Adherence Hours Adherence Percentages f
Sunday, 04 Aug 2024 2 183.75 155.88 27.87 84.83
Monday, 05 Aug 2024 7 10.00 9.50 0.50 95.00
Tuesday, 06 Aug 2024 > 8.00 8.00 0.00 100.00
Monday, 19 Aug 2024 > 467.00 401.27 65.73 85.92

v

When viewing by participant, the colors here are hardcoded based on the total adherence score,

not based on the adherence threshold.

o ° Executive Summary Date Week Month Year Day of Week . [+]
Areheart, Sam Azzarito, Deborah Badgett, Gregory

Scheduled Hours 243.00
In Adherence 227.62

Out of Adherence 15.38

Scheduled Hours 154.00
In Adherence 143.97

out of Adherence 10.03

In Adherence % 93.48

Scheduled Hours 189.00
In Adherence 162.78
out of Adherence 26.22

In Adherence % m

In Adherence %

Scheduled Hours 209.00 Scheduled Hours Scheduled Hours 194.00

In Adherence 189.60 In Adherence In Adherence 145.32

out of Adherence 19.40 out of Adherence Out of Adherence 48.68

In Adherence % In Adherence % In Adherence %

Device State Transaction Detail
Report > Schedule Adherence > Device State Detail

Remember the report where we clicked on the magnifying glass and a report popped up? This
report is like viewing everyone's magnifying glass at once!

Phone 877-668-6870 3400 Waterview Parkway, Suite 325
Web CommunityWFM.com Richardson, Texas 75080
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It's run for one day at a time and sorted alphabetically. There can be hundreds to thousands of

transactions or more in this report.

Most people don't use this report, but it could be a good one to run and export to Excel then

use pivot tables to see how many times agents were in particular states.

Daily Paid Time
Report > Schedule Adherence > Daily Paid Time

This is the same report as under Published Schedule Reports. This one also reflects adherence
time (in and out), as well as scheduled paid and unpaid time. It shows a little more information

than the published schedule report with the same name.
Schedule Adherence Comparison
Report > Schedule adherence > Schedule adherence comparison

Using the summary adherence data, the comparison report allows selecting up to five people or
groups to compare adherence for a specified date range. From an executive summary to
individual details, see the top and low performers for each group, trends, in and out of
adherence hours, etc.

Select a date range in the options panel then click Apply options.

1. Select the first item for the comparison: In Options Selection, select a scope type
(Enterprise Model, Supervisor Group, or Custom User Group).

2. Select the item to compare in the Scope Selection drop-down menu.
3. Click Fetch.

4. Return to the Options Selection section and use the same steps to select the next item to

add to the comparison.
5. Repeat for up to 5 items.
6. After making all selections, click Run Comparison.

The dashboard shows each site/activity/supervisor/group, the overall adherence percentage, top

and low performer, and includes graphs with links to expose details.

877-668-6870 3400 Waterview Parkway, Suite 325
CommunityWFM.com Richardson, Texas 75080
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Click the blue arrow to toggle between the overall adherence hour stats and top/low performer.

Total hours: Top Performer: o

1594 f Schmidt, Peter 87.02 (2.00%)
In Adherence hours:
1378 Low Performer:
Out of Adherence hours: Schmidt, Peter 87.02 (2.00%)
215

Use the icons at the top of each item to view additional data.

BLAIR, TRAVIS X a MITCHELL, LAUREN X & SCHMIDT, PETER X a

Use the blue arrows ¥ A to expand / collapse the sections for easier viewing. Click the red X to

remove the item from the comparison.
The people icon will display on the bottom of the screen the people in that activity.

The graph icon will display a graph of the adherence for that activity over the time of the report.
Click on the graph icon in multiple activities to add them to the display.

Click the magnifying glass icon to launch a new window with the adherence summary report for

that activity.

When viewing the list of participants, click the Include checkbox in the table to add that person
to the graph. Uncheck to remove them from the graph.

For each selected activity, view the top performer and low performer and their respective

adherence percentage. The percentage next to their score reflects the difference from the mean.

As with most charts and tables, there is the option to export the data by clicking the hamburger

menu above the graph/table.

Phone 877-668-6870 3400 Waterview Parkway, Suite 325
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Schedule adherence monitor

Add the Schedule Adherence Monitor to your home page to view the current adherence status

for an activity, a supervisor team, or custom group.

Schedule Adherence Monitor 4

Activity [ Community Enterprise Model | Team [ Customer Program Service ] Custom Group [ Customer Program
Monday, 26 Aug 2024 06:31 am Service]

[ ~] Adherence Events Schedule Events Device states [~}~] Adherence Events Schedule Events Device States

Adherence Summary Device States mgﬂ‘?ﬁ,‘i’e.ﬁ'ﬂ'ﬂ.ﬁugz G SF N¢J

Scheduled for event type Work

Newman, Jean
B | out of adherence for 00:47 hoursiminutes) SF N
$6P | scheduled for event type Work

Kenn

6

E4 Joutof for 00:02 [hoursiminutes] S] : Q
A\ scheduled for event type Work

¢

® In adherence © available [Comm...
@ 10 minutes ® gone home [Co...

Refresh

Click the pencil icon in the upper right of the module to change the group or view.

Alerts are customizable so only certain violations, such as being out of adherence for an
extended period, will cause an alert to occur.

Configure schedule adherence monitor

Configure your individual preferences for the schedule adherence monitor. This component allows you to see three different views of your adherence alerts data, and you can configure those individual views using the controls below.

Left W Center  Right

Configure the left-side component. Configure the center component Configure the right-side component

Show this element in the monitor control?

‘Yes v esv esv
Header text

‘Activity Tear

Include participant type name in header?

s - :

Participant list type

‘Se\ectanac(ivilylmmmeenlerprisemodel v Select an activity from the ent v Use the data fi 1 v

Selected activity

‘Si!e 1- Dallas, TX

[ < |
:
<

Selected data source

‘-— Default - v -- Def; - v

Selected adherence threshold

‘-- Default -- v

Display control

‘Dlsplay the data in a pie chart. v s e date e chart. v

Save
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Agents can view their own adherence data by running an adherence report or by adding the

Agent Adherence Summary module to their home page.

The module shows adherence details for yesterday, the week, and the month.

@- +— Areheart, Sam 6 I

Schedule Properties

Agent Adherence Summary
Yesterday - Aug 27 This Week - Aug 26 - Sep 02 This Month - Aug
‘ In Adherence %: 93.48% ‘ In Adherence %: 92.58% ‘ In Adherence %: 93.44%
Out of Adherence 6.52% Out of Adherence 7.42% Out of Adherence 6.56%
%: %: %:
Scheduled Hours: 1 Scheduled Hours: 22
Scheduled Hours: 121
In Adherence 10.28 In Adherence 20.37
Hours: Hours: In Adherence 113.07
0.72 1.63 Hours:
Out of Adherence Out of Adherence 7.93
— Hours: — Hours: - Out of Adherence
Hours:

Agents have three report options: Schedule adherence summary, Daily schedule adherence, and

Device state detail report.

a

Report

Contact volume

Published schedule

Schee‘ﬂe adherence Schedule adherence summary

Daily schedule adherence

‘ Device state detail report

|h .ﬂ.l‘l BB S i

Schedule adherence summary

This is the same as the administrator’s view with the options as filters but is just for this agent.

877-668-6870 3400 Waterview Parkway, Suite 325
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Daily schedule adherence

This is similar to the administrator view.

SCHEDULE ADHERENCE REPORT FOR AREHEART, SAM
Including dates from Monday, 26 Aug 2024 through Sunday, 01 Sep 2024

Report run time 28 Aug 2024 02:58 pm

10:00 am 11:00 am 12:00 pm

habdulrahim on Community Cloud
83 transactions found

Click here to view device transactions. ‘

@ Tue, 27 Aug 2024 @ I | ——

habdulrahim on Community Cloud
68 transactions found

@ Wed, 28 Aug 2024 I

85 transactions found

Mon, 26 Aug 2024 |
@ 5

01:00 pm

habdulrahim on Community Cloud 7 I N |

Viewing state transactions for any day is available when running this report by clicking on the

greater than symbol > next to the adherence score.

Device state detail report

This report includes the device transactions for today only. To view a different day, use the daily

schedule adherence report.
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How long does CommunityWFM store adherence data?

Adherence phone states are only kept for a certain amount of time. In most cases, the default
setting is to retain the phone states for a rolling 90-day timeframe. This means that during the

overnight hours the system will remove any phone states that are older than 90 days.

Administrators may change this setting in Settings > Application settings > Administrative
settings > Data retention policy.

With version 5.x, agent state transaction summary data, which is processed automatically at
regular intervals, may be retained indefinitely.

Why does the adherence line on an agent’s schedule look like a
colorful barcode?

If you right click on the Agent's schedule and choose Show layered schedule view, you will find
that there are two events occurring while having the same priority setting (circled number) but
with different InQueue/OutofQueue settings. The tell-tale sign is the adherence line looking like
a UPC or barcode. The system is arguing with itself on how to properly report the adherence
due to these two events having the same priority setting. Once the priority is adjusted on one of
the events, the numbers will make sense.

Can | modify the adherence phone states?

CommunityWFM users with the role of Administrator can modify the phone states used for

adherence coming from the ACD. To do this, navigate to Settings > Data Sources.

In this window, click on the Data Source to change. Most centers only have one option.
In the Setup options tile, click Show the setup options dialog.

From the options, click Device States.

Click the name of the event you wish to modify.

877-668-6870 3400 Waterview Parkway, Suite 325
CommunityWFM.com Richardson, Texas 75080




COmmunity All About Adherence

In the pop-up window, you can edit not only the name of the phone state, but also whether
CommunityWFM will consider the state to be 'In Queue' or 'Out of Queue’, as well as changing

the color of the event in the 'Agent State Transaction' line (3rd Rail).

Why doesn’t adherence = 100% when an agent’s adherence line is
green all day?

What you're seeing is the result of thresholds. The threshold may be set to filter out transactions
that are generally too small to merit the time to correct (e.g., 1-3 minutes), but these still count
towards the agents final score and can add up over the day, which is why an agent might not be
at 100% even though their adherence line is green all day.

You generally don't want to coach to or expect a 100% adherence as it's not realistic for a call
center environment. To reach 100% adherence you would need to be exactly on time for all

events and never go out of queue.

To view state transactions for an agent, click the magnifying glass and you can see every

interaction and what made them not reach 100%.
Is there a report to see ‘'unaccounted for’ time?

Specifically, time that is not included in scheduled event types.
The Historical Actual Paid Time Report (Report > Schedule adherence > Daily Paid Time >
Enterprise Model) will show Scheduled Paid, Actual Paid, Schedule Unpaid, and Actual Unpaid

time.

Why is there a discrepancy between the schedule adherence and
historical schedule adherence reports?

The historical adherence report is not accurate for real time analysis, whereas the daily
adherence report offers a more detailed view of the agent’s current states and real time

performance. The historical report generally updates overnight.

Why is there a discrepancy between the schedule adherence history
and the schedule adherence summary reports?

We recommend using the summary report as this is what the agents will see. When
summarizing, the system performs rounding in the calculations, which results in slight

differences between the totals seen in the two reports.
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