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This document accompanies the CommunityWFM College webinar What's New in WFM. This

covers many of the new features added with our multi-tenant platform: versions 25.03—26.02.

To keep up with What's New in WFM, including release notes and detailed step-by-step
instructions, visit our support portal.

Version 26.02 includes the following new features:

RingCX users can now add Al WFM to their RingCentral app (RingCX).

RingCX user sync service can auto-sync agent data with Al WFM.

Schedule partitions allow agents to select preferred shifts based on a block of schedules
from a working schedule.

e RingCentral adapter allows setting Al WFM edition (ultimate or standard), and setting the
webhook path for sending adherence data from RingCX. There are also changes to the
adapter to support API 3 and 4 and to start using RingCentral Userld.

e Notification to a supervisor when a selfie uploaded by an agent requires approval.

For details, visit the guide in our support portal.

After configuration by professional services, admins can enable agents to see a tab for Al WFM
in their RingCX app. This page includes the basic Al WFM features and includes a link to launch
the full Al WFM experience.
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For details, visit the guide in our support portal.

The RingCentral User Sync Service automatically keeps your Al WFM roster in sync with
your RingCentral (RingEX/RingCX) directory. Instead of manually adding, updating, or
deactivating agents, this service monitors your RingCentral account daily and applies
changes to Al WFM.

Note: If changes are made manually in Al WFM, they will be reverted back to what RingCX

values upon the next synchronization.

How the Synchronization Works

The service runs on a scheduled interval (once a day typically during off-hours) and

performs the following:

e Automatic Onboarding: New users created in RingCentral with "Access WEM"
permissions are automatically created as Agents in Al WFM. All Administrators in
RingCX will be created as Administrators in Al WFM, unless they are both an
agent and administrator in RingCX, in which case they are created with the role
defined in the configuration page.

e Profile Updates: Changes to an agent's First Name, Last Name, or Role in
RingCentral will automatically update their profile in Al WFM.

e Automated Offboarding: If a user is removed from RingCentral or their WEM
access is revoked, the system will automatically set their status to Inactive in Al
WEM .

e Reactivation: If a previously inactive agent is found in a new RingCentral sync,

their Al WFM profile will be reactivated automatically.
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Schedule Partitions

For details, visit the guide in our support portal.

The schedule partitions feature allows you to offer agents designated shifts from a working
schedule during a selection window, giving them the freedom to select their preferred work
schedules.

After creating the shifts in a working schedule, import these shifts into the schedule partition.
Select participants, dates for the schedules, and a selection window then after agents submit
their choices, the system uses their ranking profile to assign the schedules. Finalizing the

partition publishes the schedule.

Schedule partition worksheet
) Schedule Partition Basic Properties
Review
‘The schedule
Name Week of June 15
Description
Acti Sel Site 1 - Dallas, TX -
Inventol]  Activiy Selection M
Ranking Profile Selection Seniority v
-
Selection Type. aily Selectiof v
: 1 Min. Activity Overlap 0% 100% [0
2 Schi
g section, he Selecton C 17 days afer aate,
must be 4-21 days ater the election Close date, and the ffective Start date must align with th First day o schedule
3 Ru 'week for the selected from
= S Commit selections.
Selection Open 06/02/2026 (&)
PARTITION NAME YOURRANK SELECTION OPENDATE SELECTION CLOSE DATE EFFECTVEDATE
s 54 Week of June 15 22 of 70 Tuesday, 02 Jun2026 Wednesday, 03 Jun 2026  Monday, 15 Jun 2026
Selection Close 06/03/2026 ()| Edit excluded dates.
6 Fin
’ G’* CLotiens 06/15/2026 @) | \onday 150un 2026 Tuesday, 16 Jun2026  Wednesday, 17 Jun2026  Friday, 19 Jun 2026 Sunday, 21 Jun 2026
s Ma
Effective End 1, ©
4 et CeArEED O Mon, Jun 15 # |l Mon, Jun 15 #2Jl Mon, Jun 15 +3l Mon, Jun 15 +4 |l Mon, Jun 15 M
B D, A
10 Mon -

1<}
L1

L J
[Mon,Jun15  # |l Mon, Jun 15 +7 |l Mon, Jun 15 +s |l Mon, Jun 15 9|l Mon, Jun 15 #10
Interval SwtTeme | EndTene Y Start Time | End Time Intervel Ty E Interval Type.

StatTime | EndTime

it Toe o | strtTime | EmdTene SaiTme | EndTime

Selfie notification

There is a notification to the supervisor when a selfie uploaded by an agent requires
approval.
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Version 26.01 includes the following new features:

e ASAP in working schedules
e Includes a limited number of ASAP options
e Targeted surveys
e (Create surveys visible only to selected activities, supervisor groups, or custom
user groups.
e Have more than one survey available at a time
e Allows selecting multiple responses (i.e., check all that apply)
e Add a ‘close’ date
e Al anomaly detection
e New anomaly detection hub
e New anomaly detection profiles
e Option to Run Now
e Anomaly detection available for attendance
e RingCentral App (RingEX) as notification channel
e Enable notifications via RingCentral App

¢ Notifications for agent late/absent check-ins and selfie approval/denial

For details, visit the quide in our support portal.

The Automated Schedule Adjustment Plan (ASAP) feature automates a range of
administrative tasks and is now available in a working schedule using selected plan types.
Working schedule ASAPs include plans that do not require agent acceptance.

Note: ASAPs in a working schedule—

e are notincluded in the ASAP calendar,
e do not include participant acceptance or notifications, and
e do not include the option to copy the plan (even if copying the working schedule).

The steps for creating the ASAP are the same as ASAPs in a published schedule, just with a
limited selection of plan types.

877-668-6870 3400 Waterview Parkway, Suite 325
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e Modify current schedules: Optimize off-phone events, delete schedule events, edit
schedule events.

e Increase available staff: Recover off-phone events.

e Decrease available staff: Plan a meeting.

For details, visit the guide in our support portal.

Global surveys are still available, but now you can fine-tune your audience to a targeted
group by activity, supervisor, or custom user group. Other new options with surveys
include—

e Deploying more than one survey at a time.
e Allowing multiple responses within a survey (select all that apply).
e Adding an end (close) date for the survey.

Reminders

e The five most recently created active surveys are visible on the Today page.

e Once closed or archived, the survey cannot be re-opened and no additional voting
allowed.

e You cannot edit or copy an existing survey.

e Response totals are visible to all who can view the survey, but who responded is
anonymous.

For details, visit the quide in our support portal.

The automated schedule attendance monitor (ASAM) allows keeping track of who has
checked in, who is late, and who is absent and all attendance activity combined. Adding Al
anomaly detection will automate the identification of outliers, allowing you to monitor your
call center for. absenteeism patterns and trends in employee absences.

The anomaly detection engine breaks down complex, noisy data into simple, interpretable
parts: a long-term trend, repeating cycles (oscillations), and random noise. It works by
transforming a time series into a matrix, decomposing it, grouping similar patterns, and
rebuilding the clean data.

Anomaly detection for attendance is only available for daily or weekly intervals and not
hourly, since attendance is typically a once per shift occurrence.

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

Configure these notifications in Settings > Application settings > Administrative settings >
Notifications | Configure notification channels | Agents.

Selfie notification

There is notification to an agent when an uploaded selfie is approved or denied by the
supervisor (notification when an agent uploads a selfie added in 26.02).

Agent Check-in Status

There is supervisor notification when an agent checks in as late or absent (manually, via the
app, or via the soft check-in monitor).

CommunityWFM 25.04 includes

e Al Anomaly detection

e ASAP option for partial acceptance of OT or VTO

For details, visit the quide in our support portal.

When enabled, CommunityWFM will monitor incoming data hourly, daily, or weekly using
data-driven statistical methodology to detect outlier contact volume, AHT, and calls
abandoned. If detected, selected roles receive a notification.

Anomaly detection can help predict staffing needs, identify times of spikes or troughs in call
volume (system failure; fraudulent activity), and analyze campaign performance.

For details, visit the guide in our support portal.

If designated in the ASAP setup, agents have the option to accept part of a VTO or overtime
shift. You control whether to allow partial acceptance and can set minimum and/or
maximum amounts of time to accept.

877-668-6870 3400 Waterview Parkway, Suite 325
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Agent view

OT and VTO ASAP

When and OT shift or VTO event is configured to allow partial acceptance, agents will see a
Customize button on the acceptance page.

After clicking (1) Customize, the minimum and/or maximum numbers appear along with the
fields to select the number of hours they would like to accept (2), update the response to
view the new shift start/end times in the table (3), then accept or decline the offer (4).

Schedule Adjustment Customization
This plan allows you to customize the amount of time to accept for VTO. To do so, click Gustomize, then enter how much time you would like to use. Glick Update Response to see how it will
affect your shift, then click Accept this Offer to finalize your selection.

Customize o Schedule Adjustment Customization

This plan allows you to customize the amount of time to accept fi
affect your shift, then click Accept this Offer to finalize your select
[l\nmmum 01:00:00, Maximum : 04:00:00 ]

Amount to Accept (Hours : Minutes)

2v |0 v

Update Response Cancel Customization

Accept this offer Decline this offer

CommunityWFM 25.03 includes:

e New Al Forecasting
e Change in URL to access CommunityWFM

e Update to login requirements

For details, visit the quide in our support portal.

Automated forecasting allows the option to use closed-environment, predictive intelligence
to automate forecasting, building and managing automated forecasts to model your
business activity. Automatically use your historical data to create forecasts and, if desired,
generate/publish staffing requirements. The more data in your system, the more accurate
the forecast, and as always, you can edit and revise the forecast as needed to meet the
needs of your center.

877-668-6870 3400 Waterview Parkway, Suite 325
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The landing page URL for CommunityWFM
CommunityWFM is ‘ you in, we need to start w -
https://my.communitywfm.com

Enter your email address to access the
login page for your instance of
CommunityWFM. L

Accessing CommunityWFM is easier
when using single sign-on (SSO). If using
Okta/SAML/OAuth2 you will be able to
bypass the login page (after confirming
your credentials).

CommunityWFM

If you are using SSO and know the
subdomain URL for your CommunityWFM,
you can enter your email address and

password and enter CommunityWFM.
Then when you leave and return you will
already be authenticated and not have to log in again.

Email requirement

Each user must have a unique email to access CommunityWFM. This email is only used for
authentication purposes — we will not use this information to send emails or spam to a user
of CommunityWFM.

You may notice that the email field is not required when creating a new user. This allows
you to import people from external systems that may not include an email field, to create
agents who are new and may not have an assigned email yet, and to create ‘dummy’ agents
to use in What If scenarios. But for a user to sign in and use CommunityWFM - they must
use a unique email address as an identifier along with a password (unless using SSO).

If not using SSO/0Auth2, the option to add a password in the User login credentials tab will
not be available until after adding an email on the Basic properties tab.

877-668-6870 3400 Waterview Parkway, Suite 325
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