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Adherence Alerts Overview

The Adherence Alerts Report is a valuable tool for monitoring agent adherence in near real-time
conditions.

Enterprise Model and Organizational Model versions of the report enable drilling down to the
specific agent population you wish to monitor. A variety of reporting parameters make this
a user-friendly report for all levels of the operation.

This document reviews the different views and available queries to help you determine the best
use of the alerts report in your organization.

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

Arehaart. Sam 1 Williarms, Litcha ' Sanchez ManaF B Richbourg, Mandy L Barton, Jean ETTE

Shiver, Sharette 1 Dyer. Amanda ]

-
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Report > Schedule adherence > Adherence alerts

The Adherence Alerts Report is available at the level of the Enterprise Model (to monitor the
entire workforce, Organizational (Supervisor) Model (for managers and supervisors to monitor
their teams), or Custom User Group.

Adherence Alerts report options include a wide variety of user parameters to tailor the report for

various operational needs.

Agent adherence alerts report

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

Sort option

Agent Name v

Applies to activity

Site 1 - Richardson, TX

Employee classification selection

‘—— No Selection — v

Data source selection

‘-- Default -- v

Adherence threshold selection

‘Green Yellow Orange Red v

Event type selection

‘-- No Selection -- v

Suppress display of agents who are currently In Adherence
Report refresh interval

300

{seconds, blank mezns do not automatically refresh)

Display type selection Colurmsn per row

=

‘Shuw alerts using thumbnail view v

Tirme zone selection

Use my default time zone v

Regenerate report

877-668-6870 3400 Waterview Parkway, Suite 101
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Reports option details
Sort option: Choose between default of Agent name (alphabetical) and Out of adherence time.

Applies to activity: Select from Sites and Activities or Supervisor(s), depending on
report version selected (Enterprise or Organizational Model).

Employee classification selection: Filter by employee class. Default is no classification.

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

or choose a specific data source.

Adherence threshold selection: This is the display color for the report. Default value is defined
by the default threshold specified in the Adherence Threshold listing in the General settings &
preferences menu. You may select an alternate threshold grouping.

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

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

agents who are out-of-adherence.
Report refresh interval: Default is based on the global setting.

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

view).
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Thumbnail View Example

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

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

Account, Senvice

Bill

Blakely, Latrice Bl Duncan, Matthew

Sales/Service Rep Sales/Service Rep Sales/Service Rep Sales Agent
Scheduled event Work Scheduled event Work Scheduled event Lunch Scheduled event Work
Scheduled time 09:30 AM Scheduled time 10:00 AM Scheduled time 11:45 AM Scheduled time 11:45 AM
Actual state Actual state Actual state Actual state
Start time Start time Start time Start time
Adherence violation 02:23 Adherence violation 01:53 Adherence violation 00:00 Adherence violation 00:08
Agent login raoshana Agent login abueno2 Agent login scameron Agent login mmarquez
Classic View Example
Schedule Adherence Alerts Report
Applies to Activity: Site 1 - Dallas, TX []
Agent Adherence Alerts as of Monday, 11 April 2022 11:55:18
Using Time Zone: (GMT-06:00) Central Time (US & Canada)
Account, Service
Agent Name Adherence State Event Type Event Description Event Start State Name Description In Adherence? Adherence Violation Agent Login
State Agents Percent
Barton, Jean Work Scheduled Work 11:00 AM 00:55 ladhikari [UNKNOWN] 26 100.00 % |

Bickley, Sharon Work Scheduled Work 10:45 AM 01:10 mrawahneh

Blakely, Latrice Work Scheduled Work 09:30 AM 02:25 raoshana

=
s
=

Crislip, Traci Scheduled work 10:00 AM 01:55 abueno2
Dunbar, Bill Lunch Off phone interval 11:45 AM 00:00 scameron
Duncan, Matthew Wwork Scheduled Work 11:45 AM 00:10 mmarquez
Dyer, Amanda work Scheduled work 10:00 AM 01:55  jcardoso

A
A
A
A
A
A

ONON<NONONSONO)
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In Adherence?

@ Represents the agent not in adherence

Represents the agent as in adherence

Adherence Alert Content
Adherence Alerts reporting includes the following:
e Adherence Summary

e Agent Name

e Links to adherence data, today's adherence transactions, message tool (thumbnail E

view).
e Agent profile picture from employee profile (thumbnail view)
e Agent title from employee profile (thumbnail view)
e Current scheduled event
e Start time of current scheduled event
e Actual state from ACD
e Actual state start time
e Duration of adherence violation

e Agent Login

877-668-6870 3400 Waterview Parkway, Suite 101
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Adherence and State Summary . @\

At the top of the Alerts page is an adherence summary. If all agents are in adherence, the bar
will display all green and report 100%.

In this example, the adherence threshold setting is five minutes as noted in the lower right
corner of the bar, and there are three out of 80 agents with a current state reporting as out of
adherence, which is calculated to be approximately 4% of the current agent count.

Also displayed is a listing of all current agent workstates with the number of agents in each state

and the percentage in each state.

Stake Mgents Percent
Unknown 4 &06% |
furailable 62 7a48% [N
furailable, Mo ACD 5 G33% |
Sy from desk 1 127% |
Follow Up 1 127% |

Gone Home 3 3&0% |
LOGGED QUT 3 280% |

Note that the green color in the red summary box does not represent that all agents are in
adherence or not in adherence; it is a bar showing how many are in that state. Multiple agents

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

877-668-6870 3400 Waterview Parkway, Suite 101
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Bickley, Sharon Hampton, Stacey R o
: ' : Cathy, Kelly v/
e
Sales/Service Rep Sales/Servioe Rep Cales e
Scheduled svent Breai Scheduled event Phiceie W ok Scheduled rve =
Scheduled time 0rd s Abd Scheduled tme D00 Al Srisdulad tema il A
Artual stake Aweay fram desk Achial ttate 1 slate Ly
Start time 02edh Abd Start time t e i |
Adherence violation 0000 Adherence wiclation =TENLE i
Agent login diicaZ 1094 Agent lagin *
Report Item Definitions
Check Box and Yield Icons in Thumbnail Alerts

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

A yellow exclamation mark indicates that no workstates are found for an

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

Note: the yellow exclamation has a different meaning than the yellow
exclamation found in the Reporting of Today’s Adherence. In Today’s Adherence, the yellow

triangle means there are no reported workstates for the agent for the entire current day.
Box Outline in Thumbnail reports

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

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

877-668-6870 3400 Waterview Parkway, Suite 101
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In the example, Kelly Cathy has been out of adherence for fewer than five minutes and only

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

Icons in List Alerts

Faference busmber Ager Mame  Adverence Soce [vert Type  [vert Descripson [vers St Saate Kame I Adharence?  Adhenencs Wiclatian
N . . [ T s - ‘
o TR — 1 oiER
e -—

AR Wi, i B Fooo ok oiied Work T @ L Hoisgs N
— ReaSanin, b ST (TN
& - —_— - - P u . o b e I

Vi ERT 1Y
E - Wems wae Bl roevoi  Sowsesdwo LS T e — W DT S “

AWGAD DT [T Y
B - " -_— I — - “
E 1 [T | | i W iniaid Wl A M ey S @ B IR
B - - s . R 2]
E u s, i | — | [ T — o A [ - @ g T —
B - = [ - . - = e
E k. A, T =3 Paem Bt chmiend b 0 A den aim aa0d SEaniw

The list icons vary slightly from the thumbnail view:

Represents the agent is in an ACD workstate.
Represents the agent not being in any current workstate.
@ Represents the agent not in adherence.

Represents the agent is in adherence.

I Represents the color of the threshold setting assigned to the duration of
adherence infraction.
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Scheduled Event and Scheduled Time

Scheduled event Frione Work

The scheduled event and the scheduled time are from the agent'’s

= -] Firs i B B
atneouled ime UL A

assigned schedule.

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

Actual State and Start Time

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

M) stabe A labde, Mo G L
sent or captured as reported by the ACD. How and what =

Tt time

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

Adherence Violation

Bdherence violation 00003

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

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

Agent Login

aqent kogqin swnlliams

The Agent login represents the ACD login the of the agent as defined in the agent’s profile.

If the agent has no login, the agent will display with “no login” and no actual state.

877-668-6870 3400 Waterview Parkway, Suite 101
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In this example, Bill Dunbar Bill is supposed to be active on ACD
calls but is in an out-of-queue workstate (follow-up) so he is out of
adherence. Because he has been in his out-of-queue state for less
than one minute, his reported adherence violation is 00:00 and his
picture has a green border.

Litcha Williams is scheduled for phone work but there is no login
defined in her profile setup (No Login), no actual state or start
time, and shows an out of adherence violation for the start time
of the phone work event. Also note the yellow triangle
representing no phone workstate.

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

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

877-668-6870 3400 Waterview Parkway, Suite 101
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Dunbar., Bill

ZalesSarvice Rep
Scheduled event Phone Work

Scheduled time (00 Akd

Al stabe Follow Ug
Start time fid Abkd
Ad here nce winlation Q0000
Agent login wdunbar

Williams, Litcha

Salles/Senice Fep

Scheduled event Fhome Wark
Scheduled time 0315 sk
Actual state

Start time
#id hemre nce vinlation 2
Agert login Mo Login

Rawl, Polly

Cales Service Rep

Scheduled event Break
Scheduled time a0 AbA
Actual state Avilable
Start time Dee28 A
Adherence violstion o5
Agent lagin praw
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Polly has now left for break at 9:35 and remains on break at
9:49. Because she was scheduled to return from break at 9:45,

she is now out of adherence for four minutes.

The adherence threshold setting is set to five minutes, so Polly
will still display with a green border.

877-668-6870 3400 Waterview Parkway, Suite 101
CommunityWFM.com Richardson, Texas 75080

Adherence Alerts

Rawl, Polly

SalesiSenice Rep
Scheduled event
Scheduled time
drtual state

Start time
Adherence violatian

hgent lagin

Phone Work

Do AbA

Ay from desi

D235 Al
D004

praad
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