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Community Overview of CommunityWFM 5.1

This document accompanies the CommunityWFM College webinar Overview of CommunityWFM
5.1. It includes additional details and step-by-step instructions for completing the tasks
discussed during the webinar.

CommunityWFM Enterprise 5.1 represents a significant release for CommunityWFM and
includes adding support for multiple languages (Spanish for Mexico, Canadian French, and
Portuguese for Brazil); additions to aid in compliance with General Data Protection Regulations
(GDPR); an Agent Self-Service Kiosk (ASSK); enhanced audit trail reporting; a new adherence

comparison report; plus, the usual assortment of bug fixes and interface enhancements.

Note: Community WFM Essentials edition includes many of the new features such as data
subject rights, translations, and the adherence comparison report, but does not include ASSK,
themes, or advanced PTO related enhancements.

New Features

See Appendix 1 for more details.
iHola! Bienvenido a su comunidad.

Bonjour ! Bienvenue dans votre communauté.

Ola! Bem-vindo a sua comunidade

With 5.1 there is an option for multi-language support, which allows viewing the screens in
CommunityWFM in French Canadian, Portuguese, or Mexican Spanish. Change the region /
language to see reports, pop-up instructions, buttons, and menu items in the preferred

language in the web version and the mobile app.
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In places where there is client-entered text, it will not be translated (e.g., Hot News, Survey &
Results).

o Barton, Jean e}

er ier s
Actualités du jour Horaire hebdomadaire
s ths o frnovenmessip_idenencvist || RAPPORT SUR 'HORAIRE PUBLIE POUR BARTON, JEAN >
. . - . P PR Légende de type dévé t Afficher les opti
- - Y compris les dates allant du dimanche, 16 juil. 2023 par I'intermédiaire de samedi, 22 juil. 202| 59" 9 ¥pe devenemen cher fes opfions
Sondage et résultats du jour ‘Temps dexécution du rapport 20 juil. 2023 11:10 am
What form of communications would your prefer to
receive offers for overtime? 12:00 am 01:00 am 02:00 am 03:00 am 04:00 am 05:00 am 06:00 am 07:00 am 08:00 am 09:00 am 10:00 am 11:00 am 12:00 pm 01:00 pm 02:00 pm 03:00 ¢
® Email
O Mobile dimanche, 16 juil. 2023
3 o _-—— .-
O ropup
lundi, 17 juil. 2023
Votez o - L .
< mardi, 18 juil. 2023
A propros de mol Q - L e 6|
Barton, Jean 19
d mercredi, 19 juil. 2023 _
coevooce | | @ Fon or I .
Rep
jeudi, 20 juil. 2023
JJJJJJ | e B
12 juin 2017
Agent R
N vendredi, 21 juil. 2023
o 1000 @
Afficher Ihistorique de présence

Configuring the language setting

An administrator must make the change for the language preference.

Administrators may configure the language for all users in the Global settings & preferences
(this will change the language of the login page), or for individual users in the user’s profile.

There is also an option to sync the language for multiple users using the Agent Synchronization
Wizard.

After changing the language settings, users must log out and log back in for pages to convert to
the new selected language.
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Agent Self-Service Kiosk (ASSK)

Have a mandatory online training module that agents can
complete when they're ready? But only if there's enough staff?
ASSK is the answer.

With Community’s new ASSK feature, agents can request
specifically configured out of queue events and have the
event automatically approved and placed on their schedule if
it passes the validation rules such as adequate staffing levels.
No need for an administrator to approve the request!

Overview of CommunityWFM 5.1

Self-Service Request

Provide the following details to complete your request.

Request type

Security Training

71202023 B

2 v 00~ || PMv
End time

3 v {00~ | PMv

Comments

Final security module.

Next

Depending on the event configuration, agents may request the designated ASSK event and add

it to their schedule in real time, or the configuration can require that the event pass business

rules before approval.

Is Member? Is Configured?

Schedule Constraints Rule
alidate constrained events for start time and

duration

Date Range
nsure that a

Eligibility Rule

user request

g a self-service event is requestin

Agent Hire Date Restriction Rule
Ensure that a user requesting a self-service event is not inside the range of a hire-date delay.

Maximum Date Interval Rule

Ensure that a user requesting a self-service event is not making a request outside the allowable
date interval.

Agent Restricted Action Plan Rule

Ensure that a user requesting an self-service event is not currently part of a restricted action plan
that does not allow self-service events.

Schedule Performance Rule

Establish thresholds based on staffing surplus or shortage, and allow self-service requests based
on the impact to the schedule performance.

Event Duration Rule

Ensure that the submitted duration for an ASSK event does not exceed the maximum allowable
duration.

0

Administrators determine the eligibility of events and configure any applicable business rules,

including a Schedule Performance Rule (allowable staffing variance), which run when the agent

makes the request.

A memo is sent to the supervisor tree and the agent upon request approval.

877-668-6870
CommunityWFM.com

phone
web
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Adherence Comparison Report
See Appendix 2 for more details.

Using summary adherence data, the comparison report allows selecting up to five people or
groups (“scopes”) to compare schedule adherence for an unlimited date range. From an
executive summary to details, see the top and low performers for each group, total adherence
hours and percentages, trends, and the performance of individual agents. As with most reports,
this one includes the ability to export the data for further review.

SCHEDULE ADHERENCE COMPARISON REPORT
Report run starting on 01 Jun 2023 through 30 Jun 2023

Report run time 10 Jul 2023 08:25 am

Options Selection

Scope Type:

‘Supervisur v
Scope Selection:
Cotharin, Todd i
Selected data source
‘— Default - 4
Feich
WEIGHTED AVERAGE ADHERENCE PERCENTAGE TOTAL HOURS 1N ADHERENCE HOURS OUT OF ADHERENCE HOURS
83.94% 10089.50 8469.62 1619.88 A
BLAIR, TRAVIS X a NIXON, JACQUI X A COTHARIN, TODD x A
L®-r LB Ap LB P
83.99 (0.05%) 83.81 (-0.13%) 83.94 (-0.00%)
Top Performer: 2 Top Performer: A Total Hours 2
Huntre, Laquista 97.77 (13.83%) Sticha, Carmen 95.94 (12.00%) 10090
In Adherence Hours:
Low Performer: Low Performer: 8470
Sutherland, Todd 5 (-78.94%) Carabo, Randy 13.67 (-70.27%) Qut of Adherence Hours:

1620

Run Gomparison

Adherence Percentage

S o < < >
) AJJTM\‘/EM \s__//\x__/

Okay Adherance

- Barton, Jean =~ Badgett, Gregory Blakely, Latrice
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GDPR Support

General Data Protection Regulations (GDPR) are statutes governing the use and distribution of
personal data for users of a website or application. CommunityWFM 5.1 includes a data subject
rights policy page with links to allow viewing collected personally identifiable information (PII)
and requesting removal, restriction, or correction of PIl. Agents may also view a list of their
previous data subject rights requests.

Data subject rights

As a user of the CommunityWFM application, you have certain rights under applicable data privacy laws and regulations related to your personal data.
To view the CommunityWFM data subject rights policy, please click the link below.

Click here to review the data subject rights policy.

Review your data subject rights requests
You may review your data subject rights requets and any responses provided by your data privacy advocate by clicking the link below.

Click here to review your data subject rights requests.

Contact centers will need to designate an administrator in the Global settings & preferences as a
data privacy advocate who can fulfill the data subject access/use requests. There is also an

option to select the default data identity masking algorithm:

The global settings and preferences dictate the behavior of key application functions. Please consider carefully the impact of changing these system-wide preference variables
General
Current cennection string Data Source=(local)\SOLEXPRESS; Initial Catalog=Community3 user id=sapassword=reMin Pool Size=5Max Pool Size=50;
Default Hours for FTE: 8.0Hours
Maximum Detail Report Length in Rows: 1000
Default Service Administrator Account, Service v
d user for Data Collection Account, Service v
Identified data privacy advocate Cotharin, Todd ~
Default Chart Color Palette Bold Colors v
Community APl Web Service URI: https://DocEnterpriseb. wimsg.com/CommunityWebApi/api/
Selected data identity masking algorithm: Full data anonymization Ik
Data pseudonymization
Full data anonymization
Partial data anonymization
Maximum Accrued PTO Hours: [1[)[10

Note: if you elect to mask a user’s data, the masking is not reversible or recoverable and with
full anonymization the user profile is locked. Once masked, no one, not even the support desk,

can retrieve the Pl data.

phone 877-668-6870 3400 Waterview Parkway, Suite 325
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User interface enhancements
Schedule adherence monitor

In the Schedule Adherence Monitor when viewing the data as a list, there are links to not only
send a message, view the agent's profile or check-in status, but now you can quickly launch the
agent’'s Schedule Adherence Summary Report.

’
leam [ Customer Program Service ] “ustom Group [ Customer Program Service ]
(1] Adherence Events Schedule Events Device States 3
i SR ©% QL
Adherence Summary =t 2

@ In adherence
5 minutes

People list

The people list (Settings > People & agent templates > People > Current list) has new columns
for user role, email address, login ID, active/inactive status, and supervisor name. There is also a

new export option.

Employee id Hire date Title Tiebreak Login Id Active? Email Address Supervisor
I I Areheart. Sam SCA21218 11 Jul 2016  Sales/Service Rep Agent 0 sareheart Active  SAreheart@communitywfm.com Mitchell, Lauren Delete
i .
L Azzanto, Deborah dka21094 21 Sep 2015  Sales/Service Rep Agent 0 Agentl Active  DAzzarito@communitywfm.com  Wildrick, Brian Delete
It

phone 877-668-6870 3400 Waterview Parkway, Suite 325
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Schedules and Events
Event type name

Schedules now include labels describing the event type. No need to search the Event type
legend drop-down menu to find out what event is represented by the color.

‘—"3 ga_s_g_lg_ama n, Sherry 5 V‘.‘.‘.""‘.‘o‘c"‘:‘j

g‘ Granda, Luis S

§ Newman, Jean > T
Mosley, Kerry >

g §a[1£hez, Maria > _
 Prilea, Sherry 5

You can turn off this feature for a single report in the report | Additional dspiay options

Drag snap interval
options panel. 5~

Suppress display of people with no schedules?

Yes, suppress display of people with no schedules.

Enable notifications for schedule changes?

No, do not send notifications for schedule changes. v

Include event type name in schedule intervals?

Yes, include event type name in schedule intervals. ~
Yes, include event type name in schedule intervals.

No, do not include event type name in schedule intervals.

Lse oy defanlt ime zone o |

Or turn it off for all reports Schedule and Event Editing
in the Global settings & simulngih of ary eventnEven oDl 20 Hours +
r SRR N P O S LY R P Y

preferences — Schedule and

E oy Minimum role to apply the minimum compatibility filter for Eligible Agent
en l Se( | n ransactions:

Show Event Type Names on schedule reports: Yes - show event type names on schedule reports ~

B ‘Yes - show event fype names on schedule reports
Allow users to edit or create events in the past in schedule pages and adherence pag - o 5
< No - schedule reports should show as in previous versions L3}

Allow agents to view other agent schedules within the same Supervisor Group

Supervisor v

Event Reminders & popup notifications

Maximum role to see event reminder & popup window: Agent ~

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

Use a filter to highlight one or more event types on a published schedule. From the Event type
legend drop-down menu, click an event name to highlight that event. Click another name to
add it to the highlighted events. Click again to deselect the event.

You can still manage the non-highlighted items on the schedule as before (click and drag, right-
click edit, etc.).

Weekly Schedule

PUBLISHED SCHEDULE REPORT FOR THURSDAY, 08 JUN 2023

. . Event type legend | |-- Select t date - ~
Including people from Supervisor Account, Service e cee et
Report runtime 08 Jun 2025 0847 am ASSK test u
 Break
07:00 am 08:00 am 09:00 am 10:00 am 1:00 I/\\> m 02:00 pm 03:00 pm
Coaching
< mai n
ﬁ Renfroe, Dave N Emell ek
Late L
LOA L
g, saton Jen >
.
Maating - O
a Crislip, Traci 5
McBride, Natasha 5

‘ Blakely, Latrice 5

Agent view

When agents are allowed to view the published schedules for their supervisor group, there is
now an options panel to select a date range to view future weeks. This is handy when planning
vacations or schedule swaps.

PUBLISHED SCHEDULE REPORT FOR TUESDAY, 06 JUN 2023 vt e oo
Including people from Supervisor Nixon, Jacqui ven e Eaen :
Report run time 06 Jun 2023 £5:07 pm
From date
05:00 am 06:00 am 07:00 am 08:00 am 09:00 an 6/5/2023 =
ﬂ Carabo, Randy
13 Mar 2017 Through date
!\l_e\s_o_n, Candice 6/302023 & June, 2023
Su Mo Tu We Th Fr Sa
a Schrum, Joe Apply options
10 Apr 2017 6 7 & 9 10
Mosiey, Kerry I I nmee ey
s 12 Jan 205 _ 18 19 20 21 22 23 24
. 25 26 27 28 20 gElE 1
Q) sanchez Maria I A
lear date
§ teveon ary — Ll
@ Gueman, Dense -
877-668-6870 3400 Waterview Parkway, Suite 325
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Event behavior validation

There is a new Clear selections button at the bottom of the Event Type Behaviors - Predefined
event type classifications, and the Custom behavior settings tab. This button will clear all

selections and allow selecting your own parameters.

Predefined event type classifications _Custom behavior settings
Select the classification that best fits this event type.

Select from the list of predefined event type classifications.

(@ Agent Self-Service Request

These are the events that agents can add to their own schedules for personal development, training, etc.

Break & Lunch Event

D These are the normal off phone intervals that occur every day. In addition to breaks and lunches, this event type classification includes other scheduled off phone time such as email or administrative tasks
Intra-Day Exception Event
These are the unplanned exceptions that occur during the day, including sick time, no-shows, late time, etc.
ABC Meeting / Training Event

These events are preplanned, at work events such as meetings, etc.

”I " Pre-Planned Time Off Event

~ Time off events that can be requested and approved before the schedule is created. This would include Vacations, Jury Duty, Personal Leave, etc.

Work Time Event (In Queue)
Generic on-phane activity time. This includes work on the phone queues, or any scheduled work time for your agents.

There is also a new category for the Agent Self-Service Kiosk, and two new questions validate
ASSK events.

Date format

The date format throughout the application is now dd/mon/yyyy (01 Jan 2024) to avoid the
possibility of confusion when using numbers for both day and month.

Link to more information
In several reports, there are visual indicators > for links to display more information.
Basically, if you see a > symbol, click on it. Something good will happen!

e When an agent runs their Daily schedule adherence report view, the link will display
their state transactions report.

877-668-6870 3400 Waterview Parkway, Suite 325
CommunityWFM.com Richardson, Texas 75080
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e From the Published schedule report, the link will open the agent card. This link was
there before, but not visible.

Published schedule report

Senchez, waria s T —

Malvoisin, Fernando 5

by o Heinly, Gesela
-
K R Assigned to supervisor Blair, Travis
enney, Reye
ﬂ 13 Jul zc'zy Y > 0.00 nours costing SO

A 06 Jun 2023 through 06 Jun 2023

£ Heinly Gesela >

» 18Jan2010 % Paid 0.00 In queue 0.00 At work 0.00
Unpaid 0.00  Qut of queue 0.00 Not at work 0.00
Newton, Mary 5
09 Now 2015 L ."! Q q‘n
7 -
% Cathy, Kelly 5 Daily Profile Aftendance  Adherence  Time off Message
< 20 Feb 2017
Guzman, Denise >
08 Jun 2015
Lewis, Lisha 5
105ep2015 ___J

¢ In the Published event summary report, the link will take you to the Published
schedule detail report — no need to go back to the main page. The Published schedule
report will open in a new window and the date drop-down will include all the days from
the summary report.

Summary of scheduled events by schedule date

o Scheduled - Pending Atwork = Notatwork - Discretionary shri

Report date Scheduled hours  Pending hours At work

Not at work  Discretionary shrinkage

06 Jun 2023

S how the published schedule report.

07 Jun 2023 458.00 0.00 26.50

08 Jun 2023 > 418.00 418.00 0.00 23.50

PUBLISHED SCHEDULE REPORT FOR TUESDAY, 06 JUN 2023 ~

Including people from Activity Community Enterprise Model Frertpe egend [ fCroosemastbeneey- v
Q Lee, Daniel

M Cassleman, Sherry

@ Vo sencle I

Serenpen I B

4 FseguesiCloren I R

[ [Eeton E—

) R e S I R

A KemorRere I R R
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e You can now pick a single day in the published schedule events report options.

e There is a new option in Global settings & preferences to set the maximum number of
days for detailed schedule events reports. The default value is 90; maximum is 365.
Note: increasing to more than 90 days may slow performance.

Schedule and Event Editing

PP B A N g | o el ittt A gt g

JHE G P . . 2 Ndines wie v ~

Mazximum number of days for detailed schedule event reports a1

Increasing to more than 90 days may impact performance.

Allow users to edit or create events in the past in schedule pages and adherence pages

Suppress net-line statistics

In reports that include net-line statistics, there is now an option to temporarily disable real-time
net-line statistics updates. Find this option in a drop-down menu in the options panel. This will
allow making multiple changes without having to wait for the inline statistics to update between

edits. The PC button will indicate the number of edits, and refreshing the page or clicking the PC
button will update the net-line statistics.

PUBLISHED SCHEDULE REPORT FOR WEDNESDAY, 05 JUL 2023 N N Community Enterprise Model
Including people from Activity Community Enterprise Model Event type legend | Wednesday, o5 w2023 | | Choose an asap categor
Reprtuntime 05 012023057 5m

0300am  0400am  0500am  0600am  0700am  0800am  0900am  1000am  1100am  1200pm  0100pm  0200pm  0300pm 0400y TMoushdste
oz
a crislip, Traci 5

1 Schrum, Joe

© = Real time net-line statistics updates
wock e, e .
@ Disabled v
0 soersteen |
§ Nemnden T Enabled | o oole with no schedules?
Disabled jeiilaad :
8 osienceic  p—— e
@ serchez were — E— -
) toston ey ~ ——
@ rivmsery I - R
@ vetoin Femenco C— E— — E—
£ Kemenroe ~ — R
877-668-6870 3400 Waterview Parkway, Suite 325
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Data Source

The Agent Data Source Login Report (Settings > People & agent templates > Data source
logins) now includes an export option and a new column with supervisor name.

Agent Data Source Login Report )=
Tuesday, 19 Sep 2023 04:37:54 AM Account, Service
Agents with no data source logins
Agent Id Agent Name Employee Id Hire Date Title Superviser
542 F4512E81-8B2A, 902928D0-ED82 01 January 1900

Agents with no Default Data Source Login

Default agent login report

AgentId  Agent Name Employee Id  Hire Date i Default Data Source Type Default Data Source Name Login Id Supervisor
278 Areheart, Sam SCA21218 11 July 2016 Sales/Service Rep 3 Community Cloud Connect habdulrahim Mitchell, Lauren
156 Azzarito, Deborah dka21094 21 September 2015 Sales/Service Rep I3 Community Cloud Connect  mabelend wildrick, Brian

Forecasts > Working forecasts: Added an export option for the Agent / Activity cross-training
and cluster reports.

Agent / Activity cross training report

The following matrix displays the agent cross training configuration currently in place.

—_—

Agent Name Billing Mew Customer Sales Customer Onboard Service Tier 1 support Tier3 Tier2 Devioper support Support Email Sales Email Sales Chat SupportChat BFOA BFOE Virtusl Activity BPOC Outhound
37B7042F-4439, 0233 38E7-
096C

AABBA476-F11E, 3EBEITEF-
4cAz

Areheart, Sam
Badgett, Gregory
Barton, Jean
Bickley. Sharon

Bixler, Lyon

Agent / Activity cross training cluster report
A cluster is a group of same-skilled agents. The percentage is the probability an activity is handled by an agent from within a cluster, The more the clusters compared to the number of skills,
the lower the overall cross training.
— =
Adlivity Name Cluster 0 Cluster 1 Cluster 2 Cluster 3 Cluster 4 Cluster 5 Cluster 6 Cluster 7 Cluster 8
Billing [0.00] [0.00] [97.4a] HEE [256] | [0.00] [0.00] [0.00] [0.00] [0.00]
New Customer Sales [0.00] [0.00] [97.44] HEE [256] | [0.00] [0.00] [0.00] [0.00] [0.00]
Customer Onboard Service [ 0.00 ] [0.00] [9744] HEE [256] | [0.00] [0.00] [0.00] [o0.00] [0.00]
Tier 1 support [0.00] [0.00] [97.44] W [256] | [0.00] [0.00] [0.00] [0.00] [0.00]
Tier 3 [0.00] [0.00] [0.00] [0.00] [0.00] [13.04] 1 [3478] W [0.00] [34.781]
Tier 2 [0.00] [0.00] [0.00] [0.00] [0.00] [0.00] [3636] W [9.08] | [36.356]
Devloper support [0.00] [0.00] [0.00] [0.00] [0.00] [13.04] 1 [34.781 N [0.00] [34.78]

phone 877-668-6870 3400 Waterview Parkway, Suite 325
web CommunityWFM.com Richardson, Texas 75080
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Enhanced audit trail reporting

Report > Administrative & Utility > Change audit log now includes reports for changes to—

Current al
The st below sh

it report sources
s of audit entri

e an agent'’s profile (including

a Cthlty ass | g nme ntS), Agent Image Reports changes to agent images Report

[Agent Profiles Reports changes to agent profiles or subordinate settings. ] Report

e the Enterprise Model, Collection points Reports changes o collcton pint or any of the istorcal dta callcted for the calecton pent Repart
Community Group Member  Reports changes to members of all community groups (User groups). Includes adding and removing members from the group. Report

e the auto approve rules and

Data Sources Reports changes o a data source properties. Report

settings, and [ s e e |

Recurring Events Reports changes to recurring events on the published schedule. Report
e the new Self-service
Schedule Event Reports changes to any published or working schedule event by any user. Includes edits thru dialog windows and drag and drop operations.  Report
Validation Plan. e —
Time Off Request Reports changes to time off requests Report
Time zone configuration Reports changes to the configured set of time zone definitions. Report

Change audit log

e The Change audit log also has a new tile  Sumdisi

2 4L L

Application Auto Approve b PTO Appiication Security

for Auto Approve rules.

Notifications & Memos
Late check-in or absent

Notification memos are sent to the supervisor tree when agents submit a late check-in or
absentee check-in using the Community Everywhere Mobile App.

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




Community /VFIV

Deleted PTO request

Overview of CommunityWFM 5.1

When an agent deletes a denied, pending, or approved time off request, there is a notification

to the supervisor tree.

PTO Request Deleted: PTO

Date: Thursday, 06 July 2023 07:30 AM
From: Badgett, Gregory

To: Badgett, Gregory

Ce: Account, Service ; Cotharin, Todd ; Blair, Travis ; Mitchell, Lauren
Subject: PTO Request Deleted: PTO

B 7 U ahe x, x| I-1FHI-|Tg T L |:= i=|EEEE = = =

Badgett, Gregory deleted a single-day time off request from 30 Aug 2023 through 30 Aug 2023 for event type PTO

PTO Enhancements

Sync PTO Rules Source

There is an option to sync the PTO Rules Source (PTO Calendar Partition Rules or Legacy
AutoApprove Rules) using the Agent Synchronization Wizard. Go to Settings > People & agent

templates > Synchronize people > Synchronization people now. In step 3, select the PTO Rules

Step 3: Sync Properties and Values
The application supports synchronizing all or some of the following properties. Select the values that you wish should be assigned to the target agent profiles, and click "Next > to continue.
If you wish for the target agent profiles to retain their settings, select Do Not Synchronize" option.
Syncyhronize default work type
‘Do not synchronize default work type property v‘
Synchronize time zone
‘Do not synchronize agent time zone property v‘
Synchronize assigned supervisor
‘Do not synchronize the agent supervisor assignment V‘
(Synchromze PTO Rule Source PTO Rules Source
‘Synchronize the PTO rule source assignment V‘ Legacy AutoApprove Rules v
Legacy AutoApprove Rules k
Synchronize Region PTO Calendar Partition Rules
‘ Do not synchronize agent region vl
Next >
phone 877-668-6870 3400 Waterview Parkway, Suite 325
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Request Planned Time Off

The default response for Should all
dates in the date range be approved
together? is now No, some of the dates
be approved and some denied. This will
prevent inadvertently leaving the
response as Yes for single day requests
or when it is not required that all days
be approved, and will allow editing the
event on the published schedule.

Note: If using the waiting list in a
calendar partition, this option must be
set to Yes.

Maximum accrued hours

Overview of CommunityWFM 5.1

Are you requesting off a portion of a day or a whole day(s)?

All day e
Request type

-- Select an event type -- ~
Start date End date

6/6/2023 ] 6/6/2023 B

Request time off

Provide the following details to complete your request.

|

Should all dates in the date range be approved together?

No, some of the dates can be approved and some denied

by
| S

Comments
PTO Comments

Next

Plan > All things time off > Time off settings > Accrual schedules | Total annual accrual (in

hours): In the Global settings & preferences you can customize the maximum number of accrued

hours used in PTO policy configuration Default is 400; maximum is 1000.

General

Maximum Accrued PTO Hours:

Global settings & preferences

The global settings and preferences dictate the behavior of key application functions. Please consider carefully the impact of changing these system-wide preference variables.

na—-nmoa)'\cticf- S P At s el e P2 Soue (o 1Sl o oo i P *-‘uf'-'"f""“

1000
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Publishing a working accrual calendar

After publishing a working accrual calendar, instead of a warning the on-screen message

displays “Success!”

Publish working accrual calendar

Step 2: Select the participants and classificaticns to publish

Success! %

You have successfully published your selected participants, or the people you selected already have a published calendar for the date range. If you want to publish for more people,
create a new working accrual calendar.

Back Publish selected Publish a

Bid round override validation

Administrators may override an agent'’s bid round.
e If the bid round is not yet committed, then the bid administrator can override the
round validation status.
e If the bid round is invalid, pending validation, or valid, then the bid administrator can
override the validation status.
e If the bid round is already committed, then the bid administrator cannot override the

validation status.
Intraday events for multiple people

Plan > All things time off > Time off events > Create intraday events:

When creating an intraday
event for multiple people o o o

there is now an option to Manually create an intraday event
. . Step 3: Choose participants
select a ” people 18] the I|st Add a participant to this event by selecting the appropriate review status. If you wish to exclude a participant, click on the review status again and that person wil
not be included in the event.
(All Pending | All Approved a pveheart, Sam o o —
. Sales/Service Rey

| All Denied). —

ﬂ E:g/gae;téefigggory pending approved Denied

q SB:EZ?ET\;KJS;: pending Approved Denied
Back | Clear selections ~ Next k All Pending All Approved All Denied ]
877-668-6870 3400 Waterview Parkway, Suite 325
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Mobile app

Supervisors have their own view to monitor team adherence, view and manage attendance, and

manage the photo queue, all from the mobile app.

TO Set up the app Wlth a QR COde Configure devices for Mitchell, Lauren

Simply set

opies of your system notifications using fe:
d / or email in the area below to start

martphone or email
tifications instantly!

supervisors now have access to a Devices Ve eceieanarfcaton. Automaticaly add a contact

Send a copy as a text message to If you have 2 bar code scanner application on your mobile device, you can scan

e the code below to automatically add your WFM application’s contact

page in their menu structure (Properties

I No text messaging s defined,

> Devices). If not visible, check the

Applications menu settings. e e G

Add new email

Scan the code from within the mobile

‘Automatically configure mobile app

If you have the Community Everywhere 2pp installed an your mobile phones, you
an scan the code below to automatically configure the app.

Send a push notification to...

app, enter your password, and you're all

set!

Other mobile app additions
e Language preference transfers from the web application.

e On the Team Adherence page clicking the attendance and adherence buttons replicates

the web experience.

e Hot News and Send a message include the option for selecting the source (Enterprise

model, supervisor tree, custom user group).

e When making a time off request, agents can select whether to approve all days together
or approve some/deny some.

e Added the ability for agents to delete time off requests from their list.

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

Supervisors can now edit and customize their individual preferences for their view of the

Automated Schedule Attendance Monitor in the web version. This setting will transfer to the
mobile app.

Automated Schedule Attendance Monitor

Community Enterprise Model
Tuesday, 06 Jun 2023 03:23 pm

a

3

: H H B
-

Configure automated schedule attendance monitor

Configure your individual preferences for the automated schedule attendance monitor

01:00 pm Participant list type Selected activity
Select an activity from the enterprise model v Site 1 - Dallas, TX =
Number of hours to look behind from current time -
Default v

Curre

of 2 hours.

Number of hours to look ahead from current time
Default v

Current default value of 2 hours.

Summary interval size for arrival counts

15 v

Require hard checkin?

Soft checkins are sufficient v

Auto refresh setting
Default ~
Current defaut value of 30 seconds.
Display attendance summaries only?

No, show arrival statistics ~

Save settings

New Security Features

Agent ID and password

All users must have a unique User ID to log in. You will not be
able to add a new User ID that duplicates an existing User ID. If

Basic properties  Custom properties ~ User login credentials

_ R you currently have duplicate User IDs, they will continue to work
User credentials for Weh and Mobile applications
until it's time to update the password, then there will be a
keathy
iThlsusend\Smuseb;\'am’herussr F\sassussauﬁeren—u:i message to update the User ID.

Application Password
Generate passwore

Confirm password

This user id is in use by another user. Please use a different id.

Save

phone 877-668-6870 3400 Waterview Parkway, Suite 325
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Mobile app and Single Sign-On (SSO)

There are smart labels on the User login credentials page: If using the mobile application and
SSO/3™ party authentication, there will be fields for two User IDs—web and mobile. If your
center does not have a license for the mobile app, there will only be a field for a web application
User ID.

If using SSO to log in to the web app and your center uses the mobile app, agents will need a
unique User ID for the mobile app that is different from the web login User ID. The User login
credentials page will show whether separate credentials are required, and agents will be able to
create their own mobile User ID on the Properties page.

Badgett, Gegory Badgett, Gregory

Step 1: Basic properties Step 1: Basic properties

Basic properties  Custom properties ~ User login credentials

User credentials for| Web application

Basic properties  Custom properties ~ User login credentials

User ID User credentials fo[Web and Mobile applicalions]
goacget SSO bt
Vour Gser 8 and mobie applcation User name must e urique. Piease use a iferent .
badgett
p— e No SSO
Mobile application user name Application Password
User ID Generate password
gbadgett Confirm password
Your user id and mobile application user name must be unique. Please use a different id.
Save
Save
phone 877-668-6870 3400 Waterview Parkway, Suite 325
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Appendix 1 Region / Language Support
Configuring the language setting

An administrator must make the change for the language preference for individuals and the

center.
For the center

To change the default region / language setting for everyone in the center, navigate to the
Global settings & preferences.

Global settings & preferences

The global settings and preferences dictate the behaviar of key application functions. Please consider carefully the impact of changing these system-wide preference

General
Current connection string: Data Source=(localNSOLEXPRESS Initial Catalog=Community3ruser [d=sa;password=sess
Selected data identity masking algerithm: | Partial data anonymization v ‘
Default Region: Francais / Canada

English / United States
Maximum Accrued PTO Hours: Frangais / Canada

Espariol / Mexico

\ Portugués / Brazil J

Show Preview Pane in Community Memos

At the next login, all users will see Community in the selected language, including the login
page.

CommunityWFM

Se connecter

Nom d'utilisateur

‘wimsg ‘

w Mot de passe

& - |

«
4

rERp%
Bienven ue Réinitialiser le mot de passe

Se connecter Réinitialiser

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




CommunltyWFM Region / Language Support

For an agent

Navigate to the agent’s Personal profile | Basic properties tab. In the drop-down for Region,
select the preferred language. When the agent next logs in, Community will be in their preferred
language. The login page will remain in English.

Assigned supervisor

‘Mitchell_. Lauren ~ ‘

Assigned site

‘Site 1- Dallas, TX - ‘

Work type
‘Work v

Time zone

‘ — Default — -

Region

Francais / Canada k

(- Default —

| English / United States
Espariol / Mexico |

| Portugués / Brazil J

Synchronize multiple agents to the same language
To change the default language for multiple agents, use the agent synchronization function.

Navigate to Settings > People & agent templates > Synchronize people > Synchronize people

now.

!‘ “

Settings Forecast Schedule

Application settings

Data sources

Enterprise model

Activities
Schedule templates

Beople B agenit femphitas b _— Assign activities to Sam for

scheduling and reporting
Agent templates purposes.

Synchronize people » Synchronize people now

Data source logins Synchronization template:«

: Cross training analysis
Set up profile prop ' Set up activity assignments.
- Device setup report

Photo queue

phone 877-668-6870 3400 Waterview Parkway, Suite 325
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Step 1: Introduction. Review the synchronization wizard introduction then click Next.
Step 2: Select the site | activity from the drop-down menu. Click Next.
Step 3: Sync Properties and Values

e For the first four drop-down menus on the left, change to Do not synchronize...

e For Synchronize Region, change the drop-down for Region to the preferred language
then click Next.

Agent Synchronization Wizard

Step 3: Sync Properties and Values

The application supports synchrenizing all or some of the following properties. Select the values that you wish should be assigned to the target agent profiles,
If you wish for the target agent profiles to retain their settings, select "Do Not Synchronize” option.
syncyhronize default work type

Do not synchronize default work type property ~

Synchronize time zone

Do not synchronize agent time zone property ~

Synchronize assigned supervisor

Do not synchronize the agent supervisor assignment ~

Synchrenize PTQ Rule Source

Do not synchronize the PTO rule source assignment ~

'S

Synchronize Region Region

Synchronize agent region ~ Francais / Canada ~
Synchronize agent region k

4 lanol=ynelnnnizEHEgent TR0 |00 S

Step 4: Sync activity assignments. Click Skip activities.

Step 5: Sync schedule template assignments. Click Skip schedule templates.

Step 6: Select Participating Agents. Select people by Activity, Supervisor, or Manually. Click Next.
Step 7: Confirm Sync settings. Review and confirm selections then click Synchronize agents.
Step 8: Synchronization Complete. Review the update status then click Finish.

When the agents log in, CommunityWFM will display in the selected language.

phone 877-668-6870 3400 Waterview Parkway, Suite 325
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Sync template

You can also create a synchronization template that includes region / language. Navigate to
Settings > People & agent templates > Synchronize people > Synchronization templates.

Select Click here to create a new agent synchronization template.
Enter a name; description is option.
If desired, check the box to enable automatic updates for this synchronization template.

Follow the Steps to Success and in the Select Sync Properties step, make sure Region is checked
as a synchronization property.

Settings » People & agent templates > Synchronize people » Synchronization templates
Navigation & other options © E Customer Service Track
4y Home Select Synchronization Properties
) . Select from a list of available synchronization praperties for the selected source type. The application will only update the selected properties of the target agent profiles.

Basic properties

Property Name Include Property
& Identify Sync Source

Supervisor L
Select Sync Properties

work Type +
ao ldentify Sync Targets

Time Zone L
& Manage Sync Exceptions

Activity Tree L

Schedule Templates L

Security L

PTO Rules Source L

N
[ Region o
&
I Include this property in synchronizations
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Appendix 2 Adherence Comparison Report

To get started, navigate to Report > Schedule adherence > Schedule adherence comparison.

Schedule Report

Contact volume

Published forecast

Published schedule er Program SerVice ]

Intraday analysis

Schedule adherence  » Daily schedule adherence

Administrative & utility

Adherence alerts

Schedule adherence history
Schedule adherence summary
Device state detail report

Daily paid time

Schedule adherence ccmparison

B [

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

Hide options

From Date

i4I1FZI}23 D|

Throu gh Date
ISFSFZOZ'} D|

Time zone selection

‘Use my default time zone V|

Apply options@

_ . Options Selection
Select the first item for the comparison:

Scope Type:
|
1. In Scope Selection, select Enterprise e V7o
Model, Supervisor Group, or Custom Scope Selection:

User Group. Blair, Travis e =

Selected data source

2. Select the item to compare in the ‘_ Default — v‘

Fetch e

Scope Selection drop-down menu.

3. Click Fetch.
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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 five scopes.

6. After making all selections, click Run Comparison.

BLAIR, TRAVIS Xa MITCHELL, LAUREN %X & SCHMIDT, PETER X a
85.47% 86.48% 87.02%
Total hours: Total hours: Total hours:
3172 1594 77
In Adherence hours: In Adherence hours: In Adherence hours:
2M 1378 67
Out of Adherence hours: Out of Adherence hours: Out of Adherence hours:

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

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

WEIGHTED AVERAGE ADHERENCE PERCENTAGE TOTAL HOURS IN ADHERENCE HOURS OUT OF ADHERENCE HOURS
85.47% 3171.67 2710.67 461.00 F'S
BLAIR, TRAVIS X a MITCHELL, LAUREN X & SCHMIDT, PETER X a
v B A L P “®m-r
85.47 (0%) 86.48 (1%) 87.02 2%)
Top Performer: b1 Top Performer: b Top Performer: o
Huntre, Laquista 97.15 (12.00%) Lee, Daniel 94.07 (9.00%) Schmidt, Peter 87.02 (2.00%)
Low Performer: Low Performer: Low Performer:
Sutherland, Todd 6 {(-79.00%) Sutherland, Todd 6 (-79.00%) Schmidt, Peter 87.02 (2.00%)

Click the blue arrow to toggle between the overall adherence hour stats and top/low

performer.

Total hours: Top Performer: 'DI

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
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Adherence Comparison Report

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

BLAIR, TRAVIS X a X a N

MITCHELL, LAUREN

SCHMIDT, PETER

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.

Adherence Percentage

Good Adherence

Okay Adherence

K & & & & o S R & & & r
&

@ Areheart, Sam - Badgett, Gregory Barton, jean

Total Hours | InAdherence Hows 0wt of Adnerence Hours

oo preee—

Participant name Total Hours In Adherence Out of Adherence Hours Adherence Perce:

Badget

egory
Barton, Jean

mickiey, Sharon

Brown, Chanell

o oo

122.00

194.00

164.00

127.08

148.00

11112

181.68

142.87

10418

99.75

10.88

1232

2113

22.90

48.25

01.08

93.65

67.40

For each selected activity, view the top CUSTOMER PROGRAM SE... X & MULTIMEDIA SALES % &
performer and low performer and their +mp 8P
respective adherence percentage. The
percentage next to their score reflects g
the difference from the mean. Bea (i) G2 Eh)
Top Performer: L= Top Performer:
Sticha, Carmen 95.92 (12.00%) Huntre, Laquista 97.39 (14.00%)
Low Performer: Low Performer:
Carabo, Randy 16.49 {-67.00%) Sutherland, Todd 6 (-77.00%)
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As with most charts and tables, there is the option to export the data by clicking the hamburger
menu above the graph/table.

Daily Adherence Percentage

Print chart

Download PNG image

Download JPEG image

\,,///"H—“‘“‘—F//w\\

e

14, Apr 2023 17, Apr 2023 18, Apr 2023 19, Apr 2023 20, Apr 2023 21, Apr 2023

- Multimedia Sales

In Adherence Hours Out of Adherence Hours Adheren/iREitia

48.28 40.97 7.32 Dowrlsad a5 €5
61.27 57.08 4.18 s
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