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

during the webinar.

This webinar reviews the Personal profile settings, bulk importing vs manually adding new

agents, activating and deactivating agents, synchronizing agent information, and more.

Settings > People & agent templates > People

The employee profile includes personal information specific to that person such as hire date, ID,
login credentials, and work-related information such as their assigned activities, schedule
templates, adherence, and so much more. Administrators may add this information to
CommunityWFM for one employee at a time, or bulk importing from the data source
(preferred), or uploading via Excel.

Settings > People & agent templates > People

People

Configure the people in your organization.

Set up new people

Click here to create new people

Import options

Import people from the telephone platform using either an APl entry point or a pre-
defined database query

Excel Workbook
x Import people using data contained in an Excel spreadshect or workbook using a new or

existing Import Profile for Pecple.

Click here to import pecple

Import people from external systems S
—_—

When first setting up the organizational structure, best practice is to start at the top of the
organization chart and work your way down. Import the management team, then the

supervisors for each manager, then the team leads for each supervisor, etc.

There are three ways to add agents to Community Essentials and Enterprise.
1. Add each agent manually in the People hub (not recommended).
2. Import agents from your data collection source (recommended).

3. Import agents from an Excel spreadsheet.
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One at a time (manual)
Not recommended.

Select Click here to create new people.

People

Configure the people in your organization.

Set up new people
Click here to create new peop\@U

Import people from external systems

Click here to import people

Manage existing people

Choose from the options below to help you limit the scope of the people you see in the selection list.

All people currently defined v| Go

Complete the fields then Save or Save and add another one. Required fields are first name, last

name, hire date, and tiebreak value.
Import agents from a data source
Select Click here to import people under Import People from external systems.

Select Data Collection source from the Import Options.

People

Configure the people in your organization.

Set up new people

Click here to create new people

Import people from external systems
Click here to import peopl%

Manage existing people

Choose from the options below to help you limit thefscope of the people you see in the selection list.

S Import options

Data collection source
Import people from the telephone platform using either an API entry point or a pre-

defined database query.

Excel Workbook
X Import people using data contained in an Excel spreadsheet or workbook using a new or

existing Import Profile for People.
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Step 1: Specify default properties and data source

Select defaults for the following attributes, then click Next.

e Data source .
e Default hire date (required) °
o Title °

e Default tiebreak value (required)

Assigned site
Assigned work type

Device ID options: Default setting will

allow pulling in the employee ID

e Assigned supervisor e Default device option
e Region: Allows setting language
Import people from a Data Source
Step 1: Specify default properties and data source
Data source Community Cloud Connect v
Default hire date 11/21/2024 [E)
Title
Default tiebreak value 0
Assigned supervisor Cotharin, Todd v
Assigned site Site 1 - Dallas, TX v
Assigned work type Work v
Device ID options Automatically apply the employee ID to the device ID for adherence reporting v
Default device option Use this as the default device for adherence reporting v
Regicn: -- Default - v
English / United States
MNext

Step 2: Import selected agents

Review the agents who can be imported. You can import agents one at a time or import all.

Step 3: Review import results

Review the people you have imported.

Navigate back to the People page, and you will see the added people.

Phone  877-668-6870
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Importing agents via Excel

Select Excel Workbook from Import Options.

Import options

Data collection source

Import people from the telephone platform using either an AP| entry point or a pre-
defined database query.

Excel Workbook
X

Import people using data contained in an Excel spreadsheet or workbook using a new or
existing Import Profile for People.

(see Appendix 1 for complete step-by-step instructions).

Properties

Settings > People & agent templates > People

Access an employee profile by going to People

Configure the pecple in your organization.

Settings > People & agent templates > S S FEE

People and selecting the agent’'s name. I B B T Far

Import people from external systems
Click here to import people

Advanced list options

Click here to show advanced sort and filter options

n MOS‘ey K%ry kmosley 12Jan 2015 Sales/Service Rep

Click here to edit this person's profile |

Or from a published schedule report, click the > next to agent’s name then select the Profile

icon.
Staff variance
Projected service metric =8 ,.. MOSIeYr Kerry
Assigned to supervisor Nixon, Jacqui
o ) =
T 13Mar2017 | 4.8.50 hours costing $690
16 Sep 2024 through 22 Sep 2024
) Mosley, Kerry @, 5
12 Jan 2015 \/ ! Paid 46.00  Inqueue 4300 Atwork 48.50
Unpaid 250 out of queue 550 Notat work 0.00
Sanchez, Maria > |
01 Jan 2011 Ty ""“ )
._ | e | ¢ & T
Malvoisim Fernando \ L—,/ Profile Attendance  Adherence Time off Message
Ly 10 0ct 2016 :
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There are 3 tabs in the Properties section: Basic properties, Custom properties, and User login
credentials.
Basic properties
¢ First Name, Last name, Hire Date, and Tie Break Value (used when there are duplicate
hire dates and usually kept at 0): all are peach colored indicating mandatory fields.
e Employee ID: Required and must be a unique identifier.
e Title: optional.
e Email address: optional.
e Assigned supervisor: Select from the drop-down menu.
e Assigned site: Select from the sites.
e Work type: Select the primary work type for this person
e Time zone: Select the local time zone for the employee if different from the default.
Auto-approve service uses this time zone for approvals.
e Region: Set the preferred language for the agent.
¢ Employee classification: optional. Create new classifications in Settings > Application
settings > People settings > Employee classifications.
e Application role: Select from the drop-down menu. This determines permission settings
and what menu options are available.
e User tags (visible after saving). Used in custom user groups. Use hashtags (#) to add

tags. Separate multiple tags with a semi-colon ().

Custom properties

This creates options for ranking in schedule and vacation bidding. Consider your local privacy

regulations before adding personally identifiable information (PII).

Basic properties ~ Custom properties  User login credentials

Edit the custom property values

The retention and use of Personally Identifiable Information (PII) in custom profile properties is discouraged for data privacy considerations. Please consider any applicable data privacy regulations prior to
entering any custom property value that contains personal or sensitive information.

Custom property name  Current value

Performance Score Edit

Emergency Contact # Edit

877-668-6870 3400 Waterview Parkway, Suite 325
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User login credentials

Basic properties  Custom properties ~ User login credentials

This is where you will create usernames and
passwords and can reset an agent'’s password if User credentials for Web and Mobile applications

not using single sign on. User ID

kmosley

The Generate password button will populate a

Application Password

password that conforms to the password Generate password
requirements in the global settings & preferences.

Confirm password

Activities o
Check to add assigned activities for that agent. N
Check the top level for a section to select all subordinate o - E
activities. « [ Customer Program Service

0 Billing

() Customer Onboard Service

[) New Customer Sales

[ Outbound

[ Tier 1support

» [ Multimedia Sales

Sales Chat

Sales Email
Scheduling

This section includes 4 tabs with settings that help determine the schedule that will be assigned
to the agent.

Schedule templates Schedule availability Day off preferences  Start time preferences

Schedule templates
View current templates and assign previously created schedule templates to this agent.

STEP-BY-STEP — assign new template

Phone 877-668-6870 3400 Waterview Parkway, Suite 325
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1. Select Click here to create a new schedule template assignment.

2. Schedule type: Select the schedule type from the drop-down (fixed, rotating, floating,
common day floating, or composite schedule).

3. Schedule template: Select the schedule template from the drop-down.

4. Select the effective date as the first day of the week (as defined in the Enterprise Model)
for this schedule so when creating a schedule for this week, this agent will have a
schedule assignment.

5. Typically, don't check Schedule assignment may be dropped.
6. The review status should remain approved.

7. Click Save.

New schedule template assignment
Azzarito, Deborah

Schedule type

Floating v

Schedule template

New Hires

Additional assignment parameters

IMon; Tue; Wed: Thu; Fri; ~

Effective date for this assignment

9/30/2024 (D)

[ This schedule assignment may be dropped if volume does not require this agent.
Review status

Approved ¥

Save

Schedule availability

Approve, deny, or return to pending any schedule availability submitted by the agent. You can
also enter availability that will automatically be approved by clicking Click here to set up schedule
availability. If approved, CommunityWFM will not assign a schedule for times when the agent is
not available.

STEP-BY-STEP set up availability
1. Select Click here to set up schedule availability.

877-668-6870 3400 Waterview Parkway, Suite 325
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2. Select the effective date.
3. Enter a description (e.g., fall school schedule).

4. In the Availability Patterns section, check the days when the agent is available. Any
unchecked days will be considered “unavailable.”

5. For each day, select from the drop-down the start and end times of availability. If the
same time applies to multiple days, enter the time for the first day then click Copy. This
will apply the time to any other days that are checked.

6. After making all selections click Save and close the window.

7. Refresh the Scheduling setup page to view the list of schedule availability.

New schedule availability
Mosley, Kerry

Effective Date:

9/16/2024 (&)

Description:

Fall school schedule

Availability Patterns

Available? Day Available From Available Through
Monday Monday, 01:00:00 PM v Monday, 08:00:00 PM ~ Copy
Tuesday —Any Time — ~ - Any Time — ~ Copy
Wednesday Wednesday, 01:00:00 PM  ~ Wednesday, 08:00:00 PM ~ Copy

Not available, even if times entered.

Thursday Thursday, 06:00:00 AM v Thursday, 12:00:00 PM  ~ Copy
Friday Friday, 01:00:00 PM v Friday, 08:00:00 PM ~ Copy
Saturday - Any Time - v - Any Time - ~ Copy
Sunday — Any Time — v —Any Time — v Copy

Awailability Review Status

Approved ¥

Save

Phone 877-668-6870 3400 Waterview Parkway, Suite 325
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To view a list of all agents and their availability for a Utility Schedule Reports v

\J/

specific week, go to the working schedule worksheet o ilabili
p g g . Participant availability & preferences U

and in the navigation pane, scroll down and expand - , ,
31 Effective schedule assignments

Utility Schedule Reports. Select Participant availability
& preferences '3-6 Assignment profile assignments

Schedule generation results

Effective availability report - Week of 9/16/2024

Status Agent Name Availability Effective Date
Areheart, Sam Mon(08:00:00 - 14:00:00); Tue(Any Time - Any Time);Wed(08:00:00 - 14:00:00); Thu{Any Time - Any Time);Fri(08:00:00 - 14:00:00);Sat(Any Time - Any Time);Sun{Any Time - Any Time); 16 Sep 2024
E Azzarito, Deborah No Availability In Effect, assume always available

E Badgett, Gregory No Availability In Effect, assume always available

Schedule preferences

Preferences will be considered when the system is creating the schedule but may not always be

honored. Preferences may be created by the agents and do not require approval to be in place.

Start time preferences

Allows establishing preferences for the beginning of a shift. You can create multiple start time
preferences if a primary preference is unavailable, using the up and down arrows to rank them in
preference order. In this section, each day of the week has a tab, and various preferences
associated with that particular day. After making each day’s selection, click Save. To apply the
same preferences to other days, check the days then click Replicate.

Daily start times Apply to Other Days
. Monday
Monday Tuesday Wednesday Thursday Friday Saturday Sunday
Tuesday
Start Time Preferences for Monday
Wednesday
Reference Number Ordinal Preferred Start Time
Thursday
49 1 Monday, 07:00:00 AM ~ - - || B (] Friday
(] Saturday
nday, 08:00:00 AM ~
50 2 Monday, 08:00:00 AM E N x O Sunday
51 3 Monday, 08:30:00 AM v - lw K @ Replicate
Monday, 12:00:00 AM ~ H
Phone 877-668-6870 3400 Waterview Parkway, Suite 325
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Day off preferences

Preference Priority Settings: Agents may select whether to prioritize start time or day off (or
neither).

Specify Requested Days Off: Each day is assigned a point value, and the total for all days must
add up to 100. The more points assigned to each day, the more priority that day's preference
receives.

Specify Day Pattern Rules: This allows prioritizing consecutive days off or honoring the day off
preference.

Schedule Day Preferences

Preference Priority Settings

() Prioritize the start time preference over the day off preferences.
@ Prioritize the day off preferences over the start time preferences.

() Do not prioritize either start time or days off, but instead use the most favorable combination for this agent's schedules.

Specify Requested Days Off Specify Day Pattern Rules

In this section, we need to identify the what days you would like to have off from work. In this section, we need to determine what is more important to
You have been given 100 points to spread across the days of the week. In the box corresponding to you, having the requested days off or consecutive days off.
each day, enter a number that indicates how important it is to have that day off. Higher numbers If you would prefer that the scheduler honor the day off
indicates that it is more important to have that day off, while lower numbers mean it is less important preference(s) over consecutive days off, then check the

to have that day off. Please note that the total for all days must equal 100. corresponding button. However, if you wish for the scheduler to

give weight to consecutive days off over any particular day, then

Note that the schedule template assignment in effect for the

Monday 0 schedule week dictates the opportunity to achieve consecutive days
off.

Tuesday 0 @ | \fvould prefer to have consecutive days off over having any
specific day.

O | would prefer that the scheduler honor my specific days off

Wednesday 0 over having consecutive days off.
Thursday 0
Friday 0
Saturday 0
Sunday 0
Total 0

Save Restare

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

This is the area to set up the data source for adherence reporting. There must be a device ID for
the default data source to collect adherence data. Click Edit to change the device ID and select
the default data source. If an agent does not have a designated default device ID, they will not
have adherence data to display.

==} Mosley, Kerry

=" Step 4: Adherence setup

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

¢ Community Cloud Connect 13 elebronl J Edit

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 rz4181 01 July 2024

Agents with no Default Data Source Login

Default agent login report

Agentld  Agent Name Employeeld  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 Cemmunity 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 Ccommunity Cloud Connect ladhikari Blair, Travis

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

Time off settings

Kerry's time off settings

General time off PTO Policy Restricted action
settings Assign Kerry to a PTO n plan
Set up the basic time off policy. ) ) Set up restricted action
configuration for Kerry. Current asmlgnr.nent.. 7 plans for Kerry.

No PTO policy is assigned.

Configure basic settings. Set up the PTO policy. Review restricted action plans.

General time off settings

This includes a tile to designate an agent'’s time off rule: Legacy auto-approve or calendar

partition rules, and whether to impose a hire date delay for time off requests.

Basic time off settings [
-- Select a time off rule source --

Please select the source of time off rules to apply to Kerry.

Legacy AutoApprove Rules

Legacy AutoApprove Rules v — PTO Calendar Partition Rules

Enforce a hire-date delay before Kerry is allowed to make any time off
requests?

No hire date delay is in effect d" Yes, a hire date delay is in effect until the date specified below v

Hire date delay expiration date

Save | Cancel | WF)9/23/2024

PTO policy
When using time off accruals, assign a policy to allow generating accruals.
Restricted action plan

This tile allows creating a plan to restrict access to systems, time off requests, self-service
requests, and ASAPs. Plans can have start and end dates, and you can upload supporting

documents (not visible to agents).

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

Activating and deactivating users

Each active user who participates in schedules (typically the agent role) counts toward the total
number of allowed licenses. If a user leaves, it's best practice to deactivate rather than delete
the agent so schedule and adherence data remains available for reporting. Deactivated users do
not apply toward the total license count.

Step-by-step

1. Go to Settings > People & agent templates > People.

2. Select the person you wish to deactivate.

3. In the Advanced configuration section, click Go to agent employment transitions.

4. Click Create a new transition.

5. Inthe Transition type drop-down, select Deactivate and enter the transition (deactivation)
date.

6. Add a comment (required) and Save.

This will remove the agent from the active agent list. Deactivated users do not apply toward the
total license count, and you have the option to reactivate the agent by creating a new

employment transition.

New in CommunityWFM version 5.1SP2: To view a report of all people who apply to the
license count, navigate to Settings > Enterprise Model. View your total license count and how
many licenses remain then select Active People Report to view the details.

© Community Enterprise Model

Overview

I Choose an activity from the tree, or review the operational analysis below.

90 30 10

Licensed people License count Licenses remaining
Active People Report Licensing details

I The number of people indicates that you might need more licenses. Please contact your sales representative to
fix this.

877-668-6870 3400 Waterview Parkway, Suite 325
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The report is color-coded and shows in red agents who were added after exceeding the license
count. It also includes the option to Deactivate or Delete the agent from within the report.
In product versions prior to 5.1SP2
To deactivate an agent, navigate to Settings > People & agent templates > People.

1. Select the person you wish to deactivate.

2. Inthe Advanced configuration section, click Go to agent employment transitions.

3. Click Create a new transition.

4. In the Transition type drop-down, select Deactivate and enter the transition
(deactivation) date.

5. Add a comment (required) then Save.

449 McBride, Natasha NNM17965 10Jul 2016  Sales/Service Rep  Agent 0 nmcbride Blair, Travis Deactivate Delete
440 Pollock, Mitch MXP21277 15May 2017 Sales/Service Rep  Agent 0 mpollock Blair, Travis Deactivate Delete
432  Dunbar, Bill wdunbar 15May 2017 Sales/ServiceRep Agent 0 bdunbar Blair, Travis Deactivate Delete
429  Turner, Bruce bturner 15May 2017 Sales/Service Rep  Agent 0 bturner Blair, Travis Deactivate Delete

This will remove the agent from the active agent list and your license count but retain the

profile, schedule, and adherence data.

To delete an agent, navigate to Settings > People & agent templates > People > Current list.

877-668-6870 3400 Waterview Parkway, Suite 325
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In the far-right column select Delete.

People

Configure the people in your organization

Set up new people

Click here to create new people

Import people from external systems

Click here to import people

Advanced list options

Click here to show advanced sort and filter options

a
Name Employeeid Hiredate  Title Role Tiebreak Login Id Active? Email Address  Supervisor |
E Account, Service 15 Nov 2017 Superuser 0 wimsg Active
I: Areheart, Sam SCA21218  11Jul2016 ::';5/39"“9 Agent 0 sareheart Active Mitchell, Lauren| | Delete
g
I‘i Azzarito, Deborah ~ dka21004  21Sep 2015 ﬁ:';“se”‘“ Agent 0 dazzarito Active Wildrick, Brian | Delete
a

This will permanently remove the person from the license count, but also remove all associated

schedule and adherence data.
Security

Allows setting up access permissions. Prior to adding securities, be sure to review the

instructions and information about configuring securities.
Extras for [agent name]
Profile photos

Upload and adjust new profile photos, or review and approve/deny photos uploaded by the

agent via Community Everywhere.

Upload a photo

Note: We recommend an image size of 100 pixels X 125 pixels. The application can automatically generate a thumbnail of the appropriate size if you select the checkbox below.
File name

Choose File | No file chosen

Image resize and rotate
Automatically generate a thumbnail version of the appropriate size.

@ Do not rotate the thumbnail image (image is in portrait mode)
(O Rotate the thumbnail image 90 degrees counter-clockwise (left)

() Rotate the thumbnail image 90 degrees clockwise (right)

Upload Remove current image:

Current approved photo Name Agent ID Default/Delete

Maosley, Kerry 145 X

Phone 877-668-6870 3400 Waterview Parkway, Suite 325
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External devices .
Configure devices for Badgett, Gregory

Community can forward copies of your system notifications using features of your smartphone or email.

Agents may add eXtema| phone a nd ema || Simply set up the devices and / or email in the area below to start receiving your notifications instantly!

addresses to receive system notifications. When I receive a notification...
Send a copy as a text message to...
You may also add them for an agent here. R

999-555-1212 - Cell phone
Edit | Delete | Deactivate

Add new phone

Send a copy as an email to...
Configured email addresses:

gbadgett@email.com - Personal email
Edit | Delete | Deactivate

Add new email

Send a push notification to...
Configured push devices:

Apple iPhone13,3 (iPhone)
Delete | Deactivate

User group membership

Assign an agent to one or more custom user groups — used in reports, securities, and

messaging.
Visit Settings > Application settings > People settings > Custom user groups to set up groups.
Agent synchronization

This allows synchronizing agent work type, time zone, supervisor, PTO rules source, region
(language), activity, security setting, and schedule templates. You can synchronize any or all of
the properties to one agent or many, or set the properties of one agent to automatically sync to
one or many others.

There are two sync options: automatic (using the auto-sync service) OR manual (using a wizard).

e Automatic uses a sync template where you specify a source and target(s) then turn on a

service to monitor for changes to the source to apply to the target(s).
e Manual uses a wizard to select the properties to apply to selected agents.

Automatic

Settings > People & agent templates > Synchronize people > Synchronization templates

877-668-6870 3400 Waterview Parkway, Suite 325
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1. Select Click here to create a new agent synchronization template.
2. Give it a name and description, then check the box to enable automatic updates. Save.

3. Click Identify sync source: Select an agent profile (for agent specific data) OR select agent
template (for schedule templates) — you can only choose one.

4. In the pop-up, select the agent or profile to use as the source.

5. Click Choose synchronization properties then select the sync properties to apply by
clicking +: supervisor, work type, time zone, activity tree, schedule templates, security,
PTO rules source, region.

6. Click Identify sync targets then click Choose people: In the pop-up select by people
by activity, supervisor, or manually select people.

7. If you need to remove some people from the list, click Manage sync exceptions.

8. Note: The synchronize now button in the middle of screen will synchronize manually
according to the template.

Agent Sync Steps to Success

Identify Sync Source

Pick a person or an agent

template to act as the

source of the A
synchronization properties i

Select Sync
Properties

..
Choose what properties of
the target people should be
changed to match the

source.

Choose synchronization properties.

9. To turn on the service: Settings > application settings > administrative settings >
services > agent sync monitor service: Choose enable service = Yes; review the options

then Save.
Manual

Note: There is no "back” button in the wizard.
Settings > People & agent templates > Synchronize people > Synchronize people now and
follow the agent synch wizard.
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[Sign in to our support portal for more details: Agent Synchronization Wizard].
Step 1: Click Next.

Step 2: Choose site from your Enterprise Model.

Step 3: On the left side choose what to sync: default work type, time zone, supervisor, PTO rule,

region.

For each option select Do not synchronize... or select an option. When finished click Next.
Step 4: Choose activity assignment to sync and click Next or click Skip activities.

Step 5: Choose schedule template to sync and click Next or click Skip schedule templates.
Step 6: Choose target people: by activity, supervisor, or manually choose people. Click Next.
Step 7: View settings then click Synchronize agents.

Step 8: View results.

Send a message

Send a message directly to Mosley, Kerry.

Send a message

Send a message to the agent using one or more

notification channels.

Copy the ‘tokens’ to add customization such as Message contents
ﬁrst, |aSt, or fu” name, or their supervisor's name. #AgentFirsthName# Please come see me when you get here.
7%
#AgentFirstName# #hgentFullName# #AgentLastName#

#ResponsibleAgentFullMame#

Notification channels

Click the tiles below to include or exclude a notification channel.

DESO00
B

Send the message
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Attendance log

Select a date range to view the check in time for each day in the range.

Agent attendance report

For Areheart, Sam
From Sunday, 01 Sep 2024 Through Monday, 23 Sep 2024.

Checkin status Time User Delay Scheduled event Start time

Sunday, 01 Sep 2024
No checkins found

Monday, 02 Sep 2024
Automated soft check-in 09:00 am Account, Service 00:00 Work 09:00 am

Tuesday, 03 Sep 2024
Automated soft check-in 08:40 am Account, Service -00:20 Work 09:00 am

Wednesday, 04 Sep 2024
Automated soft check-in 08:46 am Account, Service -00:14 Work 09:00 am

Thursday, 05 Sep 2024
No checkins found

Friday, 06 Sep 2024
No checkins found

Data subject rights

This is the area where you can complete a request to mask a user’s data, export their data when

requested, and view pending and completed data privacy requests.

For complete information about data subject rights, visit the support portal to view the webinar

devoted to this topic.

Data subject rights options

Mask this user's data
Obfuscate this user's data so it can no longer be traced back to the individual person.

f Export this user's data

Export all non-proprietary or company confidential information about this user to a
comma-separated file.

Show data privacy requests
Show the history of data subject access rights requests from this user.
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Appendix 1: Import agents from Excel
Essentials: Go to Settings > People> People
Enterprise: Go to Settings> People and agent templates > People.

On the People page, select Click here to import people.

Settings > People & agent templates > People

People

Configure the people in your organization.

Set up new people

Click here to create new people

Import people from external systems
Click here to import pe{,%

Manage existing people

Choose from the options below to help you limit the scope of the people you see in the selection list.

All people currently defined ~| Go

Recent people

f, @
Servicel t Ml Toq | icerry
A ncau P o

Jsharonf i -

Import Options

Select Excel Workbook from Import Options to launch the Excel Import Wizard.

Import options

Data collection source

Import people from the telephone platform using either an API entry point or a pre-
defined database query.

Import people using data contained in an Excel spreadsheet or workbook using a new or
existing Import Profile for People.

Excel Workbook
X
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Step1: Import defaults and select import file

Import people from an Excel file

Step 1: Import defaults and select import file

Assigned site Site 1 - Dallas, TX v
Assigned work type E-mail Work v

Drag a file to the area below, or click the "Upload a file” to browse to a file. Note that the upload will occur automatically.

Upload a file

Back Next

Don't have a file to upload? Download the template here.
Click here to download the sample Excel import template.

All agents entered to Community WFM must have an assigned site and work type, among other
properties. Before selecting a file for import, select a site and work type from the drop-down

menus.

Community Essentials has one named site and three work types to choose from (E-mail Work,
Overtime, and Work). Work is typically used for regular contact center phone work.
Community Enterprise needs to have the Enterprise Model and work types defined before

moving forward.

Next, upload a new Excel file or select a previously uploaded file. If this is the first time through
the Wizard, Click Upload a new file or drag and drop a file into the window. The upload will start

automatically.
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After uploading a file, you will see confirmation that it was uploaded successfully.

I The selected file was uploaded successfully. Back Next

Don't have a file to upload? Download the template here.
Click here to download the sample Excel import template.

The file remains on the server. If you have previously uploaded files, you have the option to

Select an existing import file and choose a file from the drop-down list.

After uploading a file or selecting an existing one, click Next to proceed to Step 2 of the wizard:
Select a Worksheet from the list found in the imported Excel Workbook.

Step 2: Select a Worksheet

The workbook example below contains worksheets labeled Admins, Agents, and Supervisors.

Import people from an Excel file

Select a Worksheet from the list found in the imported Excel Workbook

Sheet name

Admins$ Select

Agents$ Select

Supervisors$ Select

Note: All worksheet names have a dollar sign ($) appended to the end.

Click Select next to the sheet that contains people data you wish to import to advance to Step 3:

Select or create the import template.
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Step 3: Select or create the import template

Import templates are data maps where you can match columns from the imported worksheet to
various people attribute fields needed by Community. If you have an Import Template defined
select an existing Import template or click Create a new Import Template to create a new one.

Import people from an Excel file

Step 3: Select or create the import template

Setup a new one
Create a new Import Template

Current list

I You do not have any Import Template defined. Click the “Create a new Import Template” link above to areate 3 new one.

If you already have a template, click Select next to the Import name.

Import people from an Excel file

Step 3: Select or create the import template

Set up a new one
Create a new Import Template

Current list
Name Description Created on
New-Agents Template from default-agent-import.xlsx 25 Sep 2024 Select Delete
Phone 877-668-6870 3400 Waterview Parkway, Suite 325
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Setting up a new Import Template

Click Create a new Import Template. This shows the column names and matching field names.

New import template

Selected file Copy of default-agent-import_Admin8.xlsx

Impart template name Agents Names

Selected sheet Agents} v
Feld name Required? Type Sedected colurmn
First Mame true Teut First Mame ¥
Last Marme trus Teut Last Mame v
iddle Initial falsz Teut -- Ignore this figld -- v
Titlz fals= Taut -- |grigre thiz figld -- v
Emnail Address falz= =it Erraill Address T
Supervisor First Name falsz Taut Supervizor First Name v
Supervizor Last Mame falzz Taut Supenvizor Last Mame v
Login Id fals= Teut Login Id v
Tizbreak falzz Intesgear Tishraak T
Rale trus Tt Rale ¥
Hire Date true Date Hire Diate v
Emiployes |1d falzz Taut | Ermgloyze 1d v

Cance OK

For each attribute, use the corresponding drop-down list to select a column name from the
imported worksheet that contains the matching data. Note: Only First Name and Last Name are

required; Role and Hire date populate with defaults if they are missing.

Pro tip: upload supervisors first, then you can import agents and indicate their supervisors. You

can only assign supervisors who are already in the system at the time of the agent import.
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If you do not want to select a corresponding field, select --Ignore this field--.
When finished, click OK.

Community’s import process requires validation of each row to create quality information for
agents in the application.

Select the newly created template and proceed to step 4 of the Wizard.

Import people from an Excel file

Step 4: Verify and import

Status  First name Last name Email address Hire date Supervisor

Susan Garcia Agent SG@work 06 Jan 2018 Timmons, Susan Import
A person with the same first and last name already exists in the system. Please ensure that you don't already have this person defined.
Greg Koviak Agent GK@work 07 Jan 2018 Timmons, Susan import
The imported row appears to be a valid user.

Katy Garcia Agent KG@work 08 Jan 2018 Timmons, Susan
The imported row appears to be a valid user.

Lauren Timmons Agent LT@work 09 Jan 2018 Timmons, Susan

The imported row appears to be a valid user.

El El
3 3
8 2
= o

Annie Noll Agent AN@work 10Jan 2018 Timmons, Susan Import

The imported row appears to be a valid user.

0O 00000

Harrison Bratton Agent HB@work 11 Jan 2018 Timmons, Susan Import
The imported row appears to be a valid user.
Tim James Agent TI@work 13 Jan 2018 Timmons, Susan
The imported row appears to be a valid user.
Susan Garcia Agent sG@work 06 Jan 2018 N/A

Invalid or missing value for supervisor First or Last Name; assuming no supervisor.
Invalid or missing value for Employee ID; assuming no Employee ID.
A person with the same first and last name already exists in the system. Please ensure that you don't already have this person defined.

Step 4: Verify and import: Data Validation

On the next screen you will see the results of the validation process, which eliminates invalid
rows and alerts you of any potential conflicts.

o If the row's status icon is a checkmark, it is entirely valid and there are no problems.

Some records show a warning red X, meaning the row did not contain a required value
0 for one or more of the fields. You cannot import this person.

If there is a missing value there is a yellow warning X. People may be imported with a

warning label, and you can complete missing information later.
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Next, import people either individually by clicking Import on the right side of each row, or bulk
import by choosing Import all Valid (just those with the valid icon), or Import all Including
Warnings (all valid and with warning icons) then select Next.

Back Import all Valid Import all Including Warnings MNext

Step 5: Review of import results
The final step of the wizard is to review the results.

When you click Finish at the bottom, all people are imported. Navigate back to the People page,
and you will see all the added people.

Import people from an Excel file

Step 5: Review import results

Email address

SG@work 06Jan2018  Agen

GK@work 07Jan 2018  Agen

LT@work 09Jan 2018 Agen

T@work 13Jan 2018  Agen

SG@work 06Jan 2018  Agen

AN@work 10Jan 2018 Agen

KG@work 08Jan 2018  Agen

ES ES ES ES ES ES 2 ES

HB@work 11Jan 2018 Agen
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Excel Import Template

If needed, you can download a copy of an Excel Workbook template in Step 1 of the wizard.

Import people from an Excel file

Step 1: Import defaults and select import file

” ‘

Assigned site |Site 1-Dallas, TX

" ‘

Assigned work type | E-mail Work

Drag a file to the area below, or click the "Upload a file” to browse to a file. Note that the upload will occur automatically.

Upload a file

Back Next

Don't have a file to upload? Download the template here.

Click here to download the sample Excel import template.

Required fields (in red) are:

; © N T S v i o o e
e First name ;! ! | ]
e Last name
e Hire date
e Role
g Administrators | Supervisors | Agents e 0
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Import agent: field names and descriptions

Field Required? | Expected type & Description
String (50 charscters)

First Rame Yes If missing, then the validatar ignores the row
String (50 charscters)

Last Name Yes If missing, then the validatar ignores the row

belichd le= Initiaal Mo String (1 character)

Title Mo String (255 characters)

Email Address Mo String (255 characters)

Supervisar First Name Mo String (50 characters)

Supervisor Last Mame Mo String (50 characters)

inlD N String (50 characters). Note the |egin 1D muost be UNIOUE across the

Lagin ¢ population af peaple (users]. I not, the wabdator will mark the row as in error

Tiekreask o In!egr.'r;_1hi'.-i= the tiebreak value used in various contexts induding seniority
scheduling
Diate

Hire date Yoy This is the hire date for the person; if ermor then the validator assumes ioday’s
date.
String {max 20 charscters)

Rale Yat This is the text version of these specific supported roles, including “Agent”,
“Supervisar”, “scheduler”, “Administrator, " Superuser”
If migsing, or left blank, the validator assumes the "Agent” rale.

Cmployes D Mo String (50 characters)
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