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Community Report Pack

The objective of this document is to provide an overview of the reports available in
CommunityWFM. Please note that many reports have multiple viewing options as well as
selectable and filtering criteria. The total number of reports available is many times greater than
the reports reviewed in this document.

Many reports have multiple levels, from an executive summary down to the daily details, all
easily accessible with filters on the page. Most reports include a Show options panel that allows
customizing the report parameters. Additionally, most reports may be exported in the form of a

.csv or xlsx file for additional manipulation. Reports with = have exporting available.

Data Targets, an optional module, allows reports to be customized and scheduled for export to
reporting repositories or 3 party solutions such as payroll. Contact your account representative

for more information.

Organization

This document will review each report in the Report tab, top to bottom, then will review reports
located in other areas of the application.

You can run many of the same reports from the Report tab and work areas. For example, run a
published forecast staffing requirements report from Report > Published forecast > Staffing

requirements, or from Forecast > Published forecast > Generate forecast reports.

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



[ H\A Overview

Community\

Overview of Report Tab

Access many frequently used reports from a central location—the Report tab.

Settings Forecast Schedule

Generate a variety of critical reports to assist in evaluating your current operational condition.
Contact volume
Enterprise model qa Data source l
Show the enterprise model report. Show the data source report.
Published forecast
Contact 'volume & Service targets ° Shrinkage percentages Staffing requirements ‘
handle time - -
Show the published volume report Show the published service target report. Show the published shrinkage report. Show the published staff required report.
Published schedule
Schedule details Schedule analysis % Scr_wedule summary Schedule details
2 (printer) B (printer) [
Show the published schedule for people. Show the published schedule analysis report. Show the schedule summary report. Show the schedule detail report.
Shrinkage report Published event =
R summay -
Published schedule shrinkage Show event summary report options.
Intraday analysis
[
Intra_day performance Schedule analytics
monitor
Show the intraday performance monitor. Review current schedule analytics.
Schedule adherence
Daily schedule = Adherence alerts Sf:hedule adherence L3 Schedule adherence
adherence “ history ‘ [ summary
Show daily schedule adherence reports. Show schedule adherence alerts. Go 1o the adherence histary reports. Launch the Adherence Summary Report.
Device state detail Daily paid time Schedul_e adherence
report q comparison
Go to device state detail report. Go to the daily paid time report. Launch the Adherence Comparison Report
Administrative & utility
Application exceptions Data source logins i Database health and Event Review Status v
statistics Change v
Show the application error report Show the data source login report. Review database health and statistics. Show the event review status change report
Change audit log Data targets - User Logon Report =
| o=
Review the change audit log. Set up your data targets. Show the user login report.
m © Copyright 2000 - 2023 CommunityWFM. * All Rights Reserved.
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Contact volume

Use these reports to analyze your data for arrival patterns and forecasting. Analyze by data

source or an activity in the Enterprise Model.

Enterprise model

Use the Chart Display Options in the Show options panel then select filters to access different

views.

Date Charts Only — Executive Summary

CONTACT VOLUME BY ENTERPRISE MODEL REPORT
Report run Community Enterprise Model starting on 01 Jan 2024 through 31 Jan 2024
2

eportun time 30 Jan 2024 11:04 am

Contact volume by enterprise model report

Contacts Offered

L2024 6846.00

January 2, 2024 4645.00

oo e | week | Momn Applies to Activity

‘Community Enterprise Model -
M

Frompase

1/1/2024 B

Through Date

1312024 (@)

Time zone selection

Use my default time zone v

CONTACTS OFFERED ~ CONTACTS NOT HANDLED ~ CONTACTS HANDLED  AVERAGE HANDLE TIME
125064.00 17491.00 107573.00 378.16 e eyt Crone
Date Charts Only k v

Date Charts Only
Interval Charts Only
Day Charts Only
Misc Charts Only

5.47

371

Filters (there are different filters based on selected chart display)

Week

oo

Month

Contact Volume Average Handle Time Average Contact Volume Average AHT

Total contact volume by—

Date

Interval

Day of Week

Week

Month

Site, Folder, or Activity
Media type

o v Fw Fw Fw w

877-668-6870
CommunityWFM.com

Average contact volume by—

Interval

Day of Week

Month

Site, Folder, or Activity
Media type

~ o e e

3400 Waterview Parkway, Suite 325
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Contact volume

P «
D ‘?j i
Data source
This report shows trends and provides data for analysis of your arrival patterns. Includes contact
volume and average handle time from one or all collection points or imported from an Excel
worksheet. Use the Chart Display Options in the Show options panel to access the different views.
CONTACT VOLUME BY DATA SOURCE REPORT
Total contact Volume by— Report run for Community Cloud Connect - -- All collection points ~ starting on 01 Jan 2024 through 30 Jan 2024 SaXCD
© © | Executive summary m Week | womin Average Handi Time
{ Date =
{ Interval
{ Day of Week
{ Week
{ Month
{ Collection Point
'\._./-—WWW\/\.
Average Contact Volume by_ Contacts Offered =+ Handled - Not Handled
t Interval 01 Jan 2024 2934.00 4.88 = HI n 0 394.54 100.59
t Day of Week 02 Jan 2024 2385.00 3.97 33: 00 053.0 389.47 99.30
( Month 04 320 2024 2143.00 3.56 349.00 25.97 108.61
( Collection Point
View totals or averages, by date, interval, day of week, collection point, from executive summary
to details.
CONTACT VOLUME BY DATA SOURCE REPORT
Report run for Community Cloud Connect - - All collection points - starting on 22 Jan 2024 through 30 Jan 2024 Show cptions
) Collectionpoint | | ContactVolume | Average Handle Time
CONTACTS OFFERED  CONTACTS NOT HANDLED = CONTACTS HANDLED = AVERAGE HANDLE TIME
19019.00 2900.00 16119.00 392.22
CONTACT VOLUME BY DATA SOURCE REPORT
Report run for Community Cloud Connect -- All collection points — starting on 22 Jan 2024 through 30 Jan 2024
[~ M-] Executive Summary Collection Point Average Handle Time
Billing Bi"‘(;‘gn[a(ts Offered: 6955 [ =
Handled: 6052
Not Handled: 903
OpEralor  —
Retention
Sales Chat =
877-668-6870 3400 Waterview Parkway, Suite 325 7
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Community WFM Published forecast

Published forecast
Contact volume & handle time

View your forecast with historical contact volume data and analyze your forecast accuracy.

Total Forecast Contacts by— Average Forecast Contacts by—
{ Date ( Interval

t Interval ¢ Day of Week

{ Day of Week { Month

( Week

{ Month

t Activity Type

{ Media Type

FORECAST CONTACT VOLUME REPORT o
Report run for Community Enterprise Model starting on 29 Jan 2024 through 31 Jan 2024

Reportrn time 01 Feb 2024 0315 am
Published forecast report

XY - B Aoplies wackviy

Community Enterprise Model

Interval Charts Only v

w0 Date Charts Only
Interval Charts Only x
Day Charts Only
Misc Charts Only

Through Date
(
1s12024 @)

Time zone selection

Use my default time zone v

Current revision info
0 Modified by
S

30 Jan 30Jan 30 Jan 30 Jan 30 Jan 30Jan 30 Jan 30 Jan 30 Jan 30 Jan 31 Jan 31 Jan 31 Jan 31 Jan 31 Jan
12:0000am 02:30:00am  05:00:00am 07:30:00am 10:00:00am 12:30:00 pm 03:00:00 pm 05:30:00 pm 08:00:00 pm 10:30:00 pm 01:00:00am 03:30:00am 06:00:00am  08:30.00 am 11:00:00 am

Forecasted Contacts - Actual Contacts

Description
Published Forecast Data: 2024-01-30 11:01:14

Forecasted Contacts Actual Contacts
30 Jan 12:00 am 9.00 8.00
Apply options
30 Jan 12:15 am 8.00 7.00
30 Jan 12:30 am 7.00 8.00
30 Jan 12:45 am 7.00 7.00
30 Jan 01:00 am 5.00 4.00

Service targets / Shrinkage percentages

ad

Report

Contact volume

Published forecast ' Contact volume & handle time

Published schedule

These reports only include data if you make
: changes to the service target or shrinkage
Service targets

Intraday analysis Shrinkage percentages percentages section in a working forecast and

Schedule adherence " .
Staffing requirements then publish the forecast.

Administrative & utility

phone  877-668-6870 3400 Waterview Parkway, Suite 325 8
web CommunityWFM.com Richardson, Texas 75080
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Staffing requirements

Published forecast

This includes forecasted requirements based on contact volume, handle time, service target, and

shrinkage.

Enter a date range to see historical data by:

<
<

<
<

<
<

N

Date
Week

Month (Total)
Month (Average)

Date Charts Only view

Use Show options to select:

7N 7N

Date Charts Only

Interval Charts Only (detail, total,
average)

Days Charts Only (total, average)
Misc Charts Only (activity, media

type)

(=] m Week

40

-—-—‘—h\_-___./—.\'—'—\-__/\'—'—'\.\-__./‘

01 Jan 2024

a
Hours Hours FTEs FTEs

01 Jan 2024 1686.00 2373.00 -687.00 276.28 348.79 -72.50 213.62 27.25 26.76 267.63 26.70 3.41 3.35 33.45 24.58 I
02 Jan 2024 1683.00 1781.00 -98.00 335.15 308.74 26.41  239.06 31.65 30.08 300.79 29.88 3.96 3.76 37.60 21.44
03 Jan 2024 1657.00 1709.00 -52.00 360.72 343.43 17.28  249.89 33.05 31.44 314.38 31.24 4.13 3.93 39.30 21.53
04 Jan 2024 1406.00 1686.00 -280.00 303.92 363.18 -59.26  191.73 25.84 24147 241.73 23.97 3.23 3.02 30.22 25.74
05 Jan 2024 670.00 1421.00 -751.00 300.45 312.35 -11.90 114.55 15.05 14.40 144.01 14.32 1.88 1.80 18.00 25.32
06 Jan 2024 744.00 691.00 53.00 345.84 300.36 4548 138.67 17.33 17.33 173.33 17.33 217 2.17 21.67 21.96
27 Jan 2024 2298.00 799.00 1499.00 334.82 378.75 -43.93  305.47 39.14 38.29 382.89 38.18 4.89 4.79 47.86 19. 1.5 v

FORECAST STAFFING REPORT
Report run for Community Enterprise Model starting on 01 Jan 2024 through 30 Jan 2024

Report run time 30 Jan 2024 01:06 pm

Month (Total)

06 Jan 2024 |
Staffing FTEs: 17.33 %

® Discretionary FTEs: 2.17

@ Non-Discretionary FTEs: 2.17

Month (Average) Contact Volume  Average Handle Time

04 Jan 2024 07 Jan 2024

Staffing FTEs

10 Jan 2024

SELIVERTEN  staffing FTES

~- Discretionary FTEs

13 Jan 2024

- Non-Discretionary FTEs

Non-

Show options

23 Jan 2024 26 Jan 2024 30 Jan 2024

Non- Total

Total

877-668-6870
CommunityWFM.com

3400 Waterview Parkway, Suite 325
Richardson, Texas 75080



Community Published schedule

Use the published schedule reports to see published schedules for a date range and activity. At
the Enterprise Model level you can see your daily coverage by day and interval to see if you
have enough staff to meet your service level, and even launch automated schedule adjustment
plans (ASAPs). At all levels you can make edits to the published schedule).

Schedule details
View schedules for the Enterprise Model, a supervisor tree, or a custom user group.

Use the Options panel to select the date range and sorting type, with options to suppress or
show agents with no schedule, include the event name in the interval display, and whether to
enable notifications if you make changes to the published schedule.

PUBLISHED SCHEDULE REPORT FOR THURSDAY, 01 FEB 2024 sl 5
Including people from Activity Site 1 - Dallas, TX Event type legend V|| Thursday, 01 Feb 2024 v| | - Choose an ASAP category- 27412024 B
Reportrun time 01 Feb 2024 09:47 am

Employee classification filter

Staff required 4 5 4 4 2 5 5 6 6 8 7 12 6 11 10 12 8 11 12 15 15 20 13 21 17 20 20 17 16 19 14 17 14 17 16 21 18 16 15 16 _None-- v

Staff in queue 3 4 5 4 5 7 8 8 7 11 11 11 10 12 14 11 11 19 18 18 20 23 24 27 26 28 24 26 28 33 33 30 27 27 23 29 32 25 26 31

Staff variance 1910 3 2 3 2 13 44 41 4 3 8 6 3 5 31 6 9 8 4 9121419 13 13 0 7 8 14 9 11 15 Forecastselection options

Projected service metric 0 91 82 97 98 99 96 93 99 99 83 99 93 99 91 98 99 99 99 99 98 100 99 99 99 98 99 100 100 100 100 100 99 99 99 100 99 99 100 Forecastselection

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 pn | Use the published forecast v

Fornetine diplay

@ scrrum soe e &8 ]

0 Apr 2017

Fore

algorithm selection

Skill-Based Forecasting Methods v
n Cassleman, Sherry 9
4 1amar20

Mack, Janelle _ Additional display options
Drag snap interval
£) ek sharon oo oss s s s et -
10201
Realtime net-ine statistics updates

b L & | Enabied v

Suppress display of people with no schedules?
[ T iLav i I O
ez Yes, suppress display of people with no schedules. v
a Dunbar, Bill Enable notifications for schedule changes?

No, do not send notifications for schedule changes. v

Mosley, Kery I - I
2.Jan 2015 Include event type name in schedule intervals?

Yes, include event type name in schedule intervals. v
@ Volvoisin, Femando I I
2 ooz Time ction
L@ Newton, Mary

Use the Enterprise Model view to see the staffing requirements net-line statistics. Because
forecasts are made at the activity level, the supervisor and custom user group views do not
display the net-line statistics.

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

10



Community

Schedule analysis
Schedule analysis includes four options:

1. Schedule analysis details

Published schedule

Filter for executive summary, contact volume, AHT, staffing, or service estimate. View data for

each day in 15-minute intervals.

PUBLISHED SCHEDULE ANALYSIS DETAIL REPORT
Selected Activity: Community Enterprise Model

Reportfun time 1 Feb 2024 10111 am

OO0  cecuivesimmy Il A7 sufing | senicocstimate

0

(LA

“ | W

\ \
20 L \
\
0
M Wiyt Y My
Yy ¥

o

10
29Jan 12:00 am 30an 09:30 am 314an 02:15 am 314an 07:00 pm

o Forecasted Contacts

) Toemdey) || Wedesiey | Tissiey | iy | ey | sumiey
Report Interval
29 Jan 12:00 am 0.00 0.00 0.00 0.00 0.00 0.00
29 Jan 12:15 am 0.00 0.00 0.00 0.00 0.00 0.00
29 Jan 12:30 am 0.00 0.00 0.00 0.00 0.00 0.00
29 Jan 12:45 am 0.00 0.00 0.00 0.00 0.00 0.00
29 3an 01:00 am 0.00 0.00 0.00 0.00 0.00 0.00
29 Jan 01:15 am 0.00 0.00 0.00 0.00 0.00 0.00

o1 F

eb 1145 am

Actual Contacts

Vari

iance

02 Feb 04:30 am

Contact Variance

Actual Not
Handled

02 Feb 0915 pm

Published Schedule Analysis Detail Report

Specify the report parameters below and then pres

‘Apply options' to produce the report
Applies to activity

Community Enterprise Model M

Selected week

12912024 B

Fore

lection
Use the published forecast v
For netine dispay

Fore

algorithm sel

Skill-Based Forecasting Methods v

(] Include leaf-node activity detail in addition to the selected activity summary

Restrict the scope of the report to the activity's configured work habits and

Time zone selection

Use my default time zone v

Apply options

2. Schedule analysis weekly view

View a table with staffing requirements information in 15-minute intervals and columns for each

day. This report is helpful for viewing a full week in one view.

PUBLISHED SCHEDULE ANALYSIS WEEKLY REPORT
Selected Activity: Community Enterprise Model starting on January 29, 2024 through February 4, 2024

Reportruntime 01 Fe 2024 1012 am

29 January 2024 30 January 2024 31 January 2024

12:00am  0.00 200 200 80.00| 5.0t 400 -1.01 6054 570 567 003 7974
12:15am  0.00 100 100 80.00| 471 600 129 96.00| 438 600 162 9580
12:30am 0.0 200 200 80.00| 4.62 600 138 9475| 584 7.00 116 96.98
12:45am 0.0 200 200 80.00| 538 600 062 9115| 3.95 7.00 305 99.41
01:00am 0.0 200 200 80.00| 412 600 188 97.65| 5.67 500 067 79.37
ot:15am 0.0 100 100 80.00| 325 600 275 99.27 5.01 600 099 96.03
o1:30am 0.0 200 200 8000| 424 400 024 7946 5.02 500 -0.02 8861
ot:45am 0.0 200 200 00| 277 400 123 481 400 -081 77.47
02:00am 0.0 300 300 80.00| 488 300 -188 3523 425 500 075

02:15am 0.0 300  3.00 80.00| 429 500 071 91.83| 384 400 0.6

02:30am 0.0 300 300 8000| 473 400 073 7169| 3.95 500 105 9489
02:45am 0.0 3.00 300 80.00| 434 400 034 8073| 437 500 063 9476
03:00am 0.0 300 300 80.00| 512 400 -112 6734 429 400 -029 7311
03:15am 0.0 300  3.00 80.00| 4.62 400 062 7520 2.01 300 099 8215
03:30am 0.0 3.00  3.00 80.00| 3.41 500 159 9612 3.67 3.00  -0.67 67.69

Required Scheduled Variance Service Required Scheduled Variance Service Required Scheduled Variance Service Required

01 February 2024

Scheduled

Variance

Service

97.73

88.46

96.26

39.44

67.04

77.49

47.59

Required

February 2024

Scheduled

Variance

-3.20

2.03

-2.12

Hide options

Published Schedule Analysis Weekly Report

Specify the report parameters below and then press "Apply options" to produce the report.

Applies to activity

Community Enterprise Model M

Selected week

112012024 (@)

Forecast selection
Use the published forecast v
Fornetine dsplay

Forecast algorithm selection

Skil-Based Forecasting Methods v

[ Include leaf-node activity detail in addition to the selected activity summary

Restrict the scope of the report to the activity's configured work habits and
hours

Time zone selection

Use my default time zone v

Apply options.

877-668-6870

CommunityWFM.com Richardson, Texas 75080

3400 Waterview Parkway, Suite 325

11



| | Community/VFIVI

3. Full service metric summary

View details for the week and totals for the individual

days.

Check the box to include leaf node activity results.

Published schedule

b o
Tepped

FULL SERVICE METRIC SUMMARY REPORT
Selected Activity: Community Enterprise Model

Report fun time 07 Feb 2024 10:31 am

mmunity Enterprise Model

05 Feb

Service Estimate 9 2%
92%
Service Target 8 0 % 06 Feb
sovvorance 4+12% Bkl

ervice Variance

0 07 Feb
Forecasted Contacts 10460 98%
Forecasted AHT 337.26 08 Feb
97%

Staffing hours 1694.71
09 Feb

Scheduled hours 2111.02
89%
Staffing Variance 416.31 10 Feb
; 63%
Staffing variance % 24.57 0
. . 11 Feb

View details

82%

Site 1 llas, TX m Customer Onboard Service fliNew Customer Sales
Service Estimate 97%

Service Estimate 92%
80%

+12%

Service Target

13 Feb

96%

Service Variance

14 Feb
Forecasted Contacts A 089%,
Forecasted AHT 33726 [INELE)
97%
Staffing hours 169471
16 Feb
Scheduled hours 2108.75 0
89%
Staffing Variance 41404 gETT
0
Staffing variance % 2443 63 /o
View detail 18 Feb
iew details
82%
Outbound
' o, 12 Feb
Service Estimate 0% 0°%
0

Service Target

0%

13 Feb
0%
0
Service Variance 0%
14 Feb
Forecasted Contacts o EFA
Forecasted AHT (KN 15 Feb
0%
Staffing hours 0.00
16 Feb
Scheduled hours 4675 0
0%
Staffing Variance 4675 EVAT)
9
Staffing variance % Ml 0%
. . 18 Feb
View details
0%
]

Service Estimate

Service Target

Service Variance

Forecasted Contacts

Forecasted AHT 399.45
Staffing hours 819.60
Scheduled hours 1327.00
Staffing Variance 507.40
Staffing variance % 61.91

View details

Service Estimate

94%
80%

Service Target

Service Variance 4+ 1 4%
Forecasted Contacts 189
Forecasted AHT 757.15
Staffing hours 78.64
Scheduled hours 735.00
Staffing Variance 656.36
Staffing variance % 834.63

View details

%

15Feb

16 Feb

91%

17 Feb

77%
18Feb

12Feb
00%
13Feb

99%

14Feb
85%

el

%

16 Feb

17Feb

58%

18Feb

Service Target

Service Variance -
Forecasted Contacts
Forecasted AHT
Staffing hours
Scheduled hours
Staffing Variance

Staffing variance %

View details

Service Estimate
Service Target
Service Variance
Forecasted Contacts
Forecasted AHT
Staffing hours
Scheduled hours
Staffing Variance
Staffing variance %

View details

80%
17%
705
171.86
6237
1327.00
1264.63

2027.67

83%
80%
+3%
718
862.47
35229
735.00
38271

108.64

13 Feb
Feb
15 Feb

100%

98%

%

18 Feb
Sales Chat Sales Email
b

13Feb

88%
14 Feb
15Feb

Feb

66%

Service Estimate
Service Target

Service Variance -
Forecasted Contacts
Forecasted AHT
Staffing hours
Scheduled hours
Staffing Variance

Staffing variance %

View details

Service Target

Service Variance 4+
Forecasted Contacts
Forecasted AHT
Staffing hours
Scheduled hours
Staffing Variance

Staffing variance %

View details

95%
80%
15%
3715
14277
309.91
1327.00
1017.09

328.19

0
semcecamae  9Q9%
00%

80%
19%
333
605.03
791
1327.00
1285.09

1745.39

()

13 Feb
14 Feb
15Feb
16 Feb

9

o

%

1

13 Feb

0

14 Feb

16 Feb

17 Feb
eb

Full Service Metric Summary Report

Specify the report parameters below and then press "Apply options” to produce the report.

Applies to activity

Site 1 - Dallas, TX

Selected week

‘2/12/2024

Forecast selection

‘ Use the published forecast

For net-ine display
Forecast algorithm selection

‘Sk\ll—Based Forecasting Methods V‘

Include leaf-node activity detail in addition to the selected activity summary]

Restrict the scope of the report to the activity's configured work habits and
hours

Time zone selection

‘ Use my default time zone v

Apply options

phone

web

877-668-6870

CommunityWFM.com

3400 Waterview Parkway, Suite 325

Richardson, Texas 75080




Community /VFIV

Published schedule

4. Compact service metric summary

View totals for the week and each day.

Report options include a checkbox to view by leaf
node activity.

Schedule summary (printer)

G

v /‘ER P“\

Report fun time 07 Feb 2024 10:23 am

Site 1 -

SLIM SERVICE METRIC SUMMARY REPORT
Selected Activity: Site 1 - Dallas, TX

allas, TX

91.82%

05Feb | 06 Feb | 07 Feb | 08 Feb | 09 Feb | 10 Feb | 11 Fed
92% | 96% | 98% | 97% | 89% | 63% | 82%

View details

Returns a summary of schedules for the schedule week in a printer-friendly format. Includes the

option to include off-site events. The report opens in a new browser window — ready for printing

or exporting to .csv or .xlsx.

Agent Name

Areheart, Sam
Azzarito, Deborah
Badgett, Gregory

Barton, Jean

Bickley, Sharon

Blakely, Latrice
Brown, Chanell
Burns, Barbara

Carabo, Randy

Cassleman, Sherry

Cathy, Kelly

Crislip, Traci

Dunbar, Bill

Duncan, Matthew
Dyer, Amanda

Finn, Mike

Published Schedule Summary Report

Monday

05

03:

08:

09:

00:
00:

07:

08:

08:

il

09:

04:

Feb 2024

:00 PM-08:30 PM

00 PM-00:00 AM

00 AM-05:00 PM

:00 AM-03:00 PM

:00 AM-06:30 PM

:00 AM-08:00 PM

:00 AM-02:15 PM

00 AM-07:00 PM

15 AM-00:00 AM
15 AM-02:00 AM

00 AM-04:00 PM

00 PM-00:00 AM

00 AM-05:00 PM

00 AM-08:00 PM

30 AM-06:00 PM

00 PM-00:00 AM

Applies to Activity: Site 1 - Dallas, TX []

From: Monday, 05 February 2024 Through Sunday, 11 February 2024
Using Time Zone: (GMT-06:00) Central Time (US & Canada)

Tuesday
06 Feb 2024

12:00 PM-08:30 PM
03:00 PM-00:00 AM
08:00 AM-05:00 PM
11:00 PM-01:00 AM
01:15 AM-03:00 AM
04:00 AM-08:00 AM
09:00 AM-05:30 PM
11:00 AM-08:00 PM

10:00 AM-02:15 PM

00:00 AM-00:15 AM
00:30 AM-02:00 AM

07:00 AM-04:00 PM

04:00 PM-01:00 AM

06:05 PM-10:00 PM

11:00 AM-08:00 PM
09:30 AM-06:00 PM

04:00 PM-00:00 AM

‘Wednesday
07 Feb 2024

Thursday
08 Feb 2024

Friday
09 Feb 2024

Saturday
2

09:00 AM-08:00 PM
12:00 PM-08:30 PM 12:00 PM-08:45 PM 12

03:00 PM-00:00 AM 03:00 PM-00:00 AM 08:00 AM-12:00 PM 09

08:00 AM-05:00PM  08:00 AM-05:00 PM

01:00 AM-01:15AM  01:00 AM-01:15AM  01:00 AM-0L:15AM 01

03:00 AM-04:00 AM 02:30 AM-03:30 AM 02:45 AM-03:45 AM 03

06:00 AM-06:15AM  06:00 AM-06:15AM  05:30 AM-05:45 AM 06

11:00 PM-01:00 AM 11:00 PM-01:00 AM 11:00 PM-01:00 AM 11

01115 AM-02:30 AM  01:15AM-02:45AM  01:15AM-03:00AM 01

03:30 AM-0S:00 AM  03:45 AM-0S:00 AM  04:00 AM-08:00 AM 03

09:00 AM-06:30 PM 09:00 AM-06:30 PM 09:00 AM-05:30 PM

11:00 AM-08:00 PM 11:00 AM-08:00 PM 02

10:00 AM-02:15 PM 10:00 AM-02:15 PM

09:00 AM-07:00 PM 09:00 AM-07:00 PM 01

00:15 AM-00:15AM  00:15 AM-00:15 AM

00:30 AM-02:00 AM 00:30 AM-02:00 AM Jopiks AR D 8

07:00 AM-04:00 PM 07:00 AM-04:00 PM

04:00 PM-11:45 PM 08:00 AM-04:00 PM 04:00 PM-01:00 AM 04

:00 PM-11:45 PM

:00 AM-08:00 PM

:00 PM-08:30 PM

:00 PM-00:00 AM

00:15 AM-04:00 AM
06:00 PM-02:00 AM

11:00 AM-08:00 PM

04:00 PM-00:00 AM

10:00 PM-00:00 AM

09:30 AM-06:00 PM

04:00 PM-00:00 AM

:00 PM-08:45 PM

:00 AM-02:00 PM

:00 AM-01:15 AM
:00 AM-04:00 AM
:00 AM-06:15 AM
:00 PM-01:00 AM
15 AM-02:30 AM
:30 AM-08:00 AM

:00 PM-10:00 PM

:00 PM-06:00 PM

:00 AM-12:00 PM

:00 PM-01:00 AM

Sunday
11 Feb 2024

03:00 PM-00:00 AM

08:00 AM-05:30 PM

01:00 AM-01:15 AM
02:30 AM-06:00 AM

05:00 PM-00:15 AM
00:30 AM-02:00 AM

07:00 AM-04:00 PM

07:00 PM-00:00 AM

08:00 AM-05:00 PM

11:00 AM-08:30 PM

phone
web

877-668-6870
CommunityWFM.com

3400 Waterview Parkway, Suite 325
Richardson, Texas 75080
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Community VFM Published schedule

Schedule details (printer) R pod

Select an activity and start date, then select whether to include off-site events (such as PTO).
Returns details of schedules for the schedule week sorted by agent in a printer-friendly format.

The report opens in a new browser window — ready for printing.

Applies to activity

Site 1 - Dallas, TX

From date

2152024 @

Include off-site events in paid reports?

Include off-site events in paid hours v

Time zone selection

Use my default time zone

Generate report

Published Schedule Detail Report
Applies to Activity: Site 1- Dallas, TX [I

From: Monday, 05 February 2024 Through: Sunday, 11 February 2024
Using Time Zone: (GMT-06:00) Central Time (US & Canada)

‘Wednesday, 07 Feb 2024 11:19:02 AM Account, Service
Areheart, Sam

Monday, February 05, 2024
Ne Schedule Intervals

Tuesday, February 06, 2024
No Schedule Intervals

Wednesday, February 07, 2024

Schedule Date Start Time End Time Duration (In Hours) Description
Wednesday, 07 February 2024 9:00:00 AM 10:45:00 AM  Work 1.75 Scheduled Work
Wednesday, 07 February 2024 10:45:00 AM 11:00:00 AM  Break 0.25 Off phone interval
Wednesday, 07 February 2024 11:00:00 AM 12:45:00 PM  Work 1.75 Scheduled Work
Wednesday, 07 February 2024 12:45:00 PM 1:45:00 PM  Lunch 1.00 Off phone interval
Wednesday, 07 February 2024 1:45:00 PM 3:45:00 PM Work 2.00 Scheduled Work
Wednesday, 07 February 2024 3:45:00 PM 4:00:00 PM  Break 0.25 Off phone interval
Wednesday, 07 February 2024 4:00:00 PM 5:45:00 PM  Work 1.75 Scheduled Work
Wednesday, 07 February 2024 5:45:00 PM 6:00:00 PM  Break 0.25 Off phone interval
Wednesday, 07 February 2024 5:00:00 PM 8:00:00 PM  Work 2.00 Scheduled Work

Thursday, February 08, 2024

No Schedule Intervals

Friday, February 09, 2024

No Schedule Intervals

Saturday, February 10, 2024
Ne Schedule Intervals

Sunday, February 11, 2024

No Schedule Intervals

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

web CommunityWFM.com Richardson, Texas 75080 14



Published schedule

G Community VI

Shrinkage report

Use the published schedule shrinkage reports to analyze, forecast with, and report on
discretionary and non-discretionary shrinkage. Shows a summary of shrinkage data for a

selected date range. Options include date charts, interval charts, day charts, or day of the week

charts, then use the filters to refine the report.

Day of the week by interval only.

SHRINKAGE SUMMARY REPORT
Report run for Site 1 - Dallas, TX starting on 01 Jan 2024 through 08 Feb 2024
Reportuntme 07 Feb 20241225 pm

Wednesday | Thrsday

Fiday | Satuday

) m Tueiny

7

Shrinkage %

&L
VP TTFIEIPPPPPFPFC I IEFFFFT NP FF PRSPV

Hours == Hours Hours

ionary Shrinkage Hours ary Shrinkage Hours
12:00 AM 25.00% 075 0.00% 0.00 00% 0.75
12:15 AM 61.54% 2.00 0.00% 0.00 61.54% 2.00
12:30 AM 25.00% 075 0.00% 0.00 25.009 075
12:45 AM 25.00% 075 0.00% 0.00 25.00% 075
01:00 AM 25.00% 075 0.00% 0.00 25.00% 075
01:15 AM 66.67% 2.00 0.00% 0.00 66.67% 200 o
" N Show options
Report run for Site 1 - Dallas, TX starting on 01 Jan 2024 through 08 Feb 2024 s
Report run time 07 Feb 202412:29 pm
© ©  Dpayortne WeekTotal m Shrinkage Hours
20 —
25
20
®
&
g s
£
=
10
0
Monday Tuesday Wednesday Thursday Friday Saturday Sunday
@ Total Shrinkage @ Discretionary Shrinkage Non-Discretionary Shrinkage
Sa
Day of the Week | Discretionary Shrinkage % Discretionary Shrinkage Hours Non-Discretionary Shrinkage % | Non-Discretionary Shrinkage Hours Total Shrinkage % | Total Shrinkage Hd
Monday 22.04% 26.92 0.03% 0.14 22.07% 27
Tuesday 6.22% 29.10 0.32% 1.48 6.54% 30
Wednesday 6.14% 27.90 0.11% 0.50 6.25% 28
Thursday 21.87% 23.04 0.06% 0.26 21.94% 23
Friday 5.43% 16.00 20.03% 0.10 25.45% 16
v
P~ £ aooL ERT n nnow nnn  100.. -
>

877-668-6870
CommunityWFM.com

phone
web

3400 Waterview Parkway, Suite 325
Richardson, Texas 75080
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- Community V|

Published event summary

"\A Published schedule

The published event summary report includes a wealth of information and includes many
filtering options. If selecting a date range of fewer than 90 days, details are available. When
sorted for details, this is where you can approve, deny, revalidate, or remove time off requests.
The Options panel allows filtering by date, event type, PTO classification, participant, or showing

all.

Reported summary data

Report type selection

Show detail events with no summary ~

Show event data summarized by a date value
Show event data summarized by event type

Show event data summarized by PTO classification
Show event data summarized by participant

| Show detail events with no summary

s

Event type filters allow selecting specific events or restricting to PTO events.

Event type filters
Restrict to a specific event type

- No Selection -

ﬁ Restrict report to events that occur off site (At-Work flag is false).
ﬁ Restrict report to events that occur not in queue (In-Queue flag is false).

D Restrict report to events that occur require supervisor approval.

You can further refine the report for only approved, denied, or pending events.

phone
web

Extra filters

Review status

— Do not restrict by review status id -~

— Do not restrict by review status id —

Approved
Denied
iPending

877-668-6870
CommunityWFM.com

b

L

3400 Waterview Parkway, Suite 325 16
Richardson, Texas 75080
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Community VIEFIVI Published schedule

When viewing event details (Show event detalils filter), you can delete, approve, deny, or validate
future time off requests in the report. You cannot delete or edit past events here.

Activity Site 1 - Dallas, TX
Report from 01 Feb 2024 through 16 Feb 2024 &) [Shewo

Report run time 07 Feb 2024 12:58 pm

Executive summary | Review yeventtype  Summary by PTO classification  Summary by participant  [ECTRNEVSIREEN

Event details

=
Participant Event type Event from  Eventthrough Starttime End time Total hours Eventhours Review status Description (comments) Created on a
Archeart, Sam  PTO 06 Feb 2024 06 Feb 2024  N/A N/A 8.00 8.00 Approved c 05 Jan 2024 07:15am X 3 3
Burns, Barbara PTO 06 Feb 2024 06 Feb 2024 N/A N/A 8.00 8.00 Denied 2nd 05 Jan 2024 07:18 am ¥ 3 *]
Barton, Jean Loa 06 Feb 2024 06 Feb 2024  02:00 pm  06:00 pm Need every Mon and Tues 47 3., 5034 07:38 am ¢ 3 ")

afternoon off.

Burns, Barbara  PTO 12 Feb 2024 14 Feb 2024  N/A N/A 24.00 8.00 Approved PTO comments 05Jan 2024 01:13 pm | % B R A pe]

Barton, Jean LoA 12 Feb 2024 12 Feb 2024  02:00 pm  06:00 pm a’“;zfﬂi‘éi’f#"” and Tues 45012024 07:3¢ am | XK B R R R

Barton, Jean LoA 13 Feb 2024 13 Feb 2024  02:00 pm  06:00 pm g;zfni‘éf"{)f;"“” and Tues 455212024 07:38 am | X L8R8 B pe]

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

. & Community VIV

These reports include the intraday performance monitor and schedule analytics. These reports
let you know how your day is going, if your forecast is accurate, and whether you have the
appropriate number of staff for the day.

Intraday performance monitor
The intraday performance monitor allows you to see the forecasted, actual, and projected

staffing requirements. Run this report on a working forecast or a published forecast.

The top of the report includes a summary and graph with filtering options for contact volume
AHT, staffing, and service. It shows today's past performance and projections for the remainder
of the day and allows seeing the forecasted, actual, and projected staffing requirements.

INTRADAY REPORT MONITOR .
Selected Activity: Community Enterprise Model| Selected Forecast: Published forecast [Skill-Based Forecasting Methods] starting on 01 Feb 2024 through 02 Feb 2024
Reportruntime 01 b 2024 11253m
CONTACT VOLUME AHT STAFFING ANALYSIS SERVICE ANALYSIS
522 1641 0 26229 33876 223 35738 28171 107.49 80 9736 1621
| Projected  Contact Actual  Projected  AHT Scheduled  Projected  Staffing Sevice  Projected  Service
Cont ontacts  Variance AHT AHT  Variancs Hou Hous  Variance Target envice  Variance
522 -16 0% 2846 2196 784 7568 4301 9621 1736 2026
Forecasted  Projected Contact Forecasted  Projected AHT Projected Staffing Forecast sted  Projected Service
Contacts  Variance: Variance % AMT  Veriance  Variance % Veriance  Variance % Sery Veriance  Variance
0O [EEMINE cvovserimdetine gt senic s
Contact Volume - Actual/Projected vs. Forecasted =
J\
] B
i / o
-
-
S Y .
ol
m eb 20
® Forecasted Contact Volume Actual Contact Volume Projected Contact Volume

Scroll down to the table to see each interval forecasted vs actuals, and the re-projected contacts,

based on the actuals for the day.

INTRADAY REPORT MONITOR

Report runtime 07 Feb 2024 01:11 pm

07 Feb 12:00 pm

Selected Activity: Site 1 - Dallas, TX| Selected Forecast: Published forecast [Skill-Based Forecasting Methods] starting on 07 Feb 2024 through 08 Feb 2024

Report Date Forecasted Contacts Actual Contacts Contact Variance Contact Variance % Projected Contacts

07 Feb 10:45 am 34.00 34.00 0.00 0.00 0.00 v
07 Feb 11:00 am 32.00 32.00 0.00 0.00 0.00 v
07 Feb 11:15 am 31.00 31.00 0.00 0.00 0.00 v
07 Feb 11:30 am 30.00 30.00 0.00 0.00 000 ¢
07 Feb 11:45 am 27.00 27.00 0.00 0.00 0.00 v

41.00 40.00

07 Feb 12:15 pm 40.00 40.00
07 Feb 12:30 pm 33.00 32.00
07 Feb 12:45 pm 30.00 30.00
07 Feb 01:00 pm 39.00 39.00
07 Feb 01:15 pm 36.00 36.00
07 Feb 01:30 pm 35.00 35.00
07 Feb 01:45 pm 29.00 29.00
07 Feb 02:00 pm 36.00 36.00

877-668-6870
CommunityWFM.com

3400 Waterview Parkway, Suite 325
Richardson, Texas 75080
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phone
web

CommunityW FM Intraday analysis

Schedule analytics

Review key performance metrics from the published schedule including service estimate and
staffing by current time, hourly, today, tomorrow, or this week.

Includes forecasted, projected, and observed (for today's reports).

Schedule analytics

Current Hourly Today Tomorrow This week
Key performance metrics for the current interval

Forecasted interval data for Community Enterprise Model
Wednesday, 07 February 2024 01:15:00 pm - Published forecast

100% +8 36 402

Target service 80%  Staff required 24

Service variance +20%  Staff scheduled 32

Projected interval data for Community Enterprise Model

(o)
0% 0 0 -

Target service 80%  Projected requirements 0  Projected variance 0  Projected variance

Service variance -80% | Staff scheduled 32

Observed interval data for Community Enterprise Model
Wednesday, 07 February 2024 01:00:00 pm

0% -1 null 0

Target service 80% | Staff required 28  Forecasted contacts 39  Forecasted AHT 457
Service variance -80%  Staff scheduled 27 Actual contacts Actual AHT 0
Update
877-668-6870 3400 Waterview Parkway, Suite 325

CommunityWFM.com Richardson, Texas 75080
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Community Schedule adherence

Monitor your agents’ adherence to their schedules. View daily, weekly, monthly, annual

adherence. Agents also have their own adherence report available as a Today page module.
Each report may be run by Enterprise Model, Supervisor tree, or Custom user group.

Daily schedule adherence

This report includes everything from a published schedule, and you can quickly verify what
agents are actually doing during a shift. Because this is a published schedule, you can make
edits to the schedule within the report or create ASAPs using the drop-down menu at the top. It
includes a graphical representation of the device state details as a third rail.

SCHEDULE ADHERENCE REPORT FOR WEDNESDAY, 07 FEB 2024 ‘ ‘ &
. . Event d Se t 't date v Che ASAP catt - v Cho SAP plan type Sh ti
Including people from Activity Site 1 - Dallas, TX venttype fegen electareport dzte 005€ an ASAP category ! SR
Report rntime 07 Fe0 20240137 pm
Staff re ired 10 9 13 12 17 13 11 16 21 20 24 19 21 21 23 20 17 20 17 14 18 19 23 21 27 23 26 20 23 20 24 23 19 15 20 18 16 16 18 15 15 13 11 11 12 8 810 9 8 7 6 9 8
Staff in queue 121 12 11 13 14 14 12 22 22 25 24 27 26 27 28 28 32 32 32 35 34 32 24 27 32 31 29 28 29 31 30 33 28 27 24 26 2 26 29 27 27 27 19 21 20 19 18 17 15 15 13 13 13
Staff variance 2 2 1 4 1 3 4 1 2 1 5 6 5 4 8 11 12 15 18 17 15 9 3 0o 9 5 9 5 9 7 7 14 13 7 6 10 10 8 14 12 14 16 8 9 12 1 8 8 7 8 7 4 5
Projected service metric 99 99 91 93 95 99 53 97 99 95 99 99 99 99 99 100 100 100 100 100 100 99 99 93 99 99 99 99 100 99 99 100 100 99 99 100 100 100 100 100 100 100 99 100 100 100 100 100 99 100 100 99 100
07:00am 08:00 am 09:00 am 10:00 am 11:00am 12:00 pm 01:00pm 02:00 pm 03:00 pm 04:00 pm 05:00 pm 06:00 pm 07:00pm 08:00¢
L
) 1 L] L ]

ﬁ @ e . =& | & ]

kba: dc e I
@ Hipps, Casandra =& | & ]
& Gous o -
/

H . & | I
@ = oud @ - ——

82 % - ]

» 10:49 am - 10:57 am restroom [Restroom

ﬁ Hunter, Satika e & ]

i s loud

5 - -
g Ki B | & ]
3 -— -

There are many options for this report in the Show options panel, including whether to suppress
or include people with schedules for the day, and even whether to send notifications to agents
when changes are made to the schedule.

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

Adherence alerts

Quickly view agents who are out of adherence (and for how long), and their current device state.

You can even send the agent a message from within the report.

The panel on the right includes a summary of device states.

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

Agent Adherence Alerts as of Monday, 12 February 2024 07:19:45
Using Time Zone: (GMT-06:00) Central Time (US & Canada)

Account, Service

- State Ac t: P 13
Barton, Jean Blakely, Latrice Burns, Barbara ate gents Percenf
[UNKNOWN] 6 3000% M
available 2 1000% 1
gone home 12 60.00% M

\
Silley/Savies Ry Sales/Service Rep sallegSavizn Rey Sales/Service Rep
Scheduled event Late Scheduled event  Late Scheduled event  Late Scheduled event  Work
Sl e O B Scheduled time 07:00 AM Sehiiil=d Gl LD A5 Scheduled time 07:00 AM
Actual state o, I:—:Z?nee Actual state Actual state e TD’;Z Actual state
Start time 05:26 PM SN Start time 02:04 PM SENS I
Adherence violation 09:20 Adherence violation 00:20 Adherence violation  00:20 Adherence violation 00:20
Agent login ladhikari Agent login raoshana Agent login fbarrezueta Agent login kbazaldua

Schedule adherence history

A historical view of agents’ adherence to their schedules. Shows details by day, or subtotals by

week, month, or any other date range.

This report includes the option to restrict to an individual agent’s name.

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

From: Thursday, 01 February 2024 Through: Wednesday, 07 February 2024
Using Time Zone: (GMT-06:00) Central Time (US & Canada)

Wednesday, 07 Feb 2024 01:41:40 PM Account, Serviee

Executive Summary

Transaction  Scheduled In  Actual In In Queue Queue  Scheduled Out Actual Out Of  Out Of Queue out Queue Total Total Total  Non Scheduled / In
Count Queue Queue Variance  Variance % Of Queue Queue Variance nce %  Scheduled  Variance  Adherence % Queue Hours
27088.00 1906.45 1512.07 394.38 79.31 % 325.90 269.23 56.67 82.61 % 2232.35 451.05 79.79 % 64.71

Areheart, Sam

cchedule Dak Transacion  Scheduled In  Actualin  In Queue In Queue Scheduled Out  Actual Out Emi e Out Queue Total otal Total Non Scheduled /
Senedule bate Queve  Queue  Variance  Variance % Of Queve  OF Queue yadueue  Variance % Scheduled  Variance  Adherence % In Queue Hours
Monday, 05 February 2024 8s 0.00 0.00 0.00 0.00% 8.00 800 0.00 10000 % I 8.00 000  100.00% N 217
Tuesday, 06 February 2024 71 0.00 0.00 0.00 0.00 % 8.00 8.00 0.00 100.00 %  — 8.00 0.00 100.00 % - 9.13
Wednesday, 07 February 2024 86 3.50 3.25 0.25 02.86 % [ 1.20 117 0.03 97.22 % . 4.70 0.28 03.97 % . 0.00
Subtotal: 242.00 3.50 3.25 0.25 92.86 % . 17.20 17.17 0.03 99.83 % NE— 20.70 0.28 98.65 % NN 18.30
877-668-6870 3400 Waterview Parkway, Suite 325 21

CommunityWFM.com Richardson, Texas 75080



Schedule adherence

Community

Schedule adherence summary

Another way of viewing schedule adherence history. This summary data has filters for executive
summary and a variety of date ranges. View by individual agent or even by day of week to see
patterns.

SCHEDULE ADHERENCE SUMMARY REPORT
! ; Show options
Report run for Site 1 - Dallas, TX starting on 07 Jan 2024 through 06 Feb 2024 "
Report run time 07 Feb 2024 02:46 pm
[«J~] Executive Summary m Week  Month Year | DayofWeek Participant m Adherence Percentage
500 =
22, jan 2024
500 Scheduled Hours: 494.5
# In Adherence Hours: 425.4
Out of Adherence Hours: 69.1 '
- 2
400
3 300
2
200
100
S
08, Jan 2024 11, jan 2024 14, Jan 2024 17, Jan 2024 20, jan 2024 23, jan 2024 26, Jan 2024 29, jan 2024 o1, Feb 2024 04, Feb 2024
Scheduled Hours =+~ In Adherence Hours Out of Adherence Hours
Report Date Total Hours In Adherence Hours of Adherence Hours Adherence Percentages
Monday, 08 Jan 2024 492.50 423.90 68.60
Tuesday, 09 Jan 2024 462.25 396.65 65.60
Wednesday, 10 Jan 2024 458.00 395.42 62.58
Thursday, 11 Jan 2024 413.50 339.53 73.97

Device state detail report

Shows all of the states Agent State Transaction Report
Applies to Activity: Site 1- Dallas, TX []

eac h a g e nt h as bee n | n Report Date: Thursday, 01 February 2024

Using Time Zone: (GMT-06:00) Central Time (US & Canada)

on a given date. Can prT—— P
filter by employee
Azzarito, Deborah mabelend [117]

classification, data

State Name StateID  Transaction Start In Queue
one home. Gone Home 3 01 Feb 2024 11:48:48 AM 01 Feb 2024 12:01:15 PM 00:12:27 False
source, or agent name. ’
available Available 2 01 Feb 2024 12:01:15 PM 01 Feb 2024 12:01:39 PM 00:00:24 True
acd call on ACD call 2 01 Feb 2024 12:01:39 PM 01 Feb 2024 12:24:12 PM 00:22:33 True
follow up Follow Up 2 01 Feb 2024 12:24:12 PM 01 Feb 2024 12:24:17 PM 00:00:05 True
follow up - extended Follow Up - Extended 2 01 Feb 2024 12:24:17 PM 01 Feb 2024 12:27:27 PM 00:03:10 True
available Available 2 01 Feb 2024 12:27:27 PM 01 Feb 2024 12:28:01 PM 00:00:34 True
acd call on ACD call 2 01 Feb 2024 12:28:01 PM 01 Feb 2024 12:28:33 PM 00:00:32 True
follow up Follow Up 2 01 Feb 2024 12:28:33 PM 01 Feb 2024 12:28:42 PM 00:00:00 True
follow up - extended Follow Up - Extended 2 01 Feb 2024 12:28:42 PM 01 Feb 2024 12:35:31 PM 00:06:49 True
available Available 2 01 Feb 2024 12:35:31 PM 01 Feb 2024 12:36:14 PM 00:00:43 True
acd call on ACD call 2 01 Feb 2024 12:36:14 PM 01 Feb 2024 12:40:17 PM 00:04:03 True
follow up Follow Up 2 01 Feb 2024 12:40:17 PM 01 Feb 2024 12:40:21 PM 00:00:04 True
follow up - extended Follow Up - Extended 2 01 Feb 2024 12:40:21 PM 01 Feb 2024 12:43:29 PM 00:03:08 True
available Available 2 01 Feb 2024 12:43:29 PM 01 Feb 2024 12:43:32 PM 00:00:03 True
acd call on ACD call 2 01 Feb 2024 12:43:32 PM 01 Feb 2024 01:12:42 PM 00:29:10 True
follow up Follow Up 2 01 Feb 2024 01:12:42 PM 01 Feb 2024 01:12:47 PM 00:00:05 True

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

Daily paid time

Shows total number of hours of paid and unpaid events for each agent. Can filter report by
agent name and export is available at the agent level.

Historical Actual Paid Time Report -
Applies to Activity: Site 1 - Dallas, TX[]
From: Monday, 22 January 2024 Through: Sunday, 28 January 2024
Using Time Zone: (GMT-06:00) Central Time (US & Canada)
Thursday, 08 Feb 2024 05:44:12 AM Account, Service
Azzarito, Deborah
=
Schedule Date Scheduled Paid Actual Paid Scheduled Unpaid Actual Unpaid Non Scheduled / In Queue Hours
Monday, 22 January 2024 7.50 7.15 1.00 0.50 0.08
Tuesday, 23 January 2024 7.50 5.68 1.00 0.98 0.02
Thursday, 25 January 2024 £8.00 7.33 0.50 0.38 0.07
Friday, 26 January 2024 B.25 7.15 0.50 0.00 0.08
Saturday, 27 January 2024 8.25 7.25 0.50 0.10 0.18
Badgett, Gregory
=
Schedule Date Scheduled Paid Actual Paid Scheduled Unpaid Actual Unpaid Non Scheduled / In Queue Hours
Monday, 22 January 2024 8.00 7.32 1.00 1.00 0.02
Tuesday, 23 January 2024 8.00 7.00 1.00 1.00 0.05
Wednesday, 24 January 2024 8.00 7.03 1.00 0.98 0.00
Thursday, 25 January 2024 11.00 7.17 1.00 0.87 0.17
Friday, 26 January 2024 4.00 3.55 0.00 0.00 0.00
Saturday, 27 January 2024 5.00 4.55 0.00 0.00 0.03
Sunday, 28 January 2024 8.00 7.13 1.00 1.00 0.00
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Schedule adherence comparison

Schedule adherence

Using the summary adherence data, the comparison report allows selecting up to five
people or groups ("scopes") to compare schedule adherence for a specified date range.
From an executive summary to individual details, see the top and low performers for each

group, trends, in and out of adherence hours, etc.

SCHEDULE ADHERENCE COMPARISON REPORT
Report run starting on 01 Jan 2024 through 31 Jan 2024 SIS
Reportrun time 08 Feb 2024 06:54 am
Options Selection N
Scope Type:
Enterprise Model v
Scope Selection:
Outbound =
Selected data source
— Default - v
Fetch
WEIGHTED AVERAGE ADHERENCE PERCENTAGE TOTAL HOURS IN ADHERENCE HOURS OUT OF ADHERENCE HOURS
84.10% 8816.85 7414.55 1402.30 Ao
BILLING Xa MULTIMEDIA SALES X a OUTBOUND X a
L B A v B P v B A
82.46 (-1.64%) 86.48 (2.38%) 93.61(9.51%)
Top Performer: Top Performer: Total Hours: o
Sticha, Carmen 96.56 (12.46%) Huntre, Laquista 97.78 (13.68%) 189
In Adherence Hours:
Low Performer: Low Performer: 177
Carabo, Randy 13.8 (-70.30%) Sutherland, Todd 5 (-79.10%) Out of Adherence Hours:
Run Comparison
Select individual agents to compare in a graph.
Adherence Percentage =
100 \
Excellent Adherence .~ -~ NG
Cood Adherence T === N =0 o~ == N~

Okay Adherence

Poor Adherence

Badgett, Gregory =~ Azzarito, Deborah

Barton, Jean

[«1~] Participant Adherence Percentage

Total Hours In Adherence Hours Out of Adherence Hours

Participant name Include? Total Hours In Adherence Hours
Areheart, Sam O 129.00 121.52
Azzarito, Deborah 145.50 126.30
Badgett, Gregory 188.00 175.38
Barton, Jean 162.50 144.93
Bickley, Sharon 160.00 145.03
Blakely, Latrice [m} 164.00 150.65

Bickley, Sharon

Out of Adherence Hours Adherence Percentage j
7.48 94.20
19.20
12.62 93.29
17.57
14.97 90.65
13.35 91.86

877-668-6870
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Administrative & utility

Administrative & utility

Show reports useful for system administration and troubleshooting.

Application Data source logins Database health Event Review Status

exceptions Review the current logins and statistics Change

for your people for each
data source you have
defined in the system.

Database health and Event review status

statistics »

Review application error
logs to help troubleshoot
any system errors that
users report.

Show the application error report. Show the data source login report. Review database health and statistics. Show the event review status change report.
Change audit log Data targets User Logon Report

Show changes to key Configure data export User Logon Report

system elements for a services to create -

variety of triggering events, scheduled reports delivered

like new items or updated 1o a remote location. I w

values.

Review the change audit log. Set up your data targets. Show the user login report.

Application exceptions

This can be helpful when troubleshooting errors.

Application Error Report
Thursday, 08 Feb 2024 06:06:39 AM Cotharin, Todd

Id Date User Source Target Error ge

44 02 February 2024 07:06:34 AM Account, Service WFMSG.Products.Community. UL Web  /CommunityWeb/UI/Forecast/ServiceMetrics/GenerateF Object reference not set to an instance of an object.
43 02 February 2024 07:04:56 AM Account, Service WFMSG.Products.Community.ULWeb  /CommunityWeb/UI/Forecast/ServiceMetrics/GenerateF Object reference not set to an instance of an object.
42 02 February 2024 07:04:12 AM Account, Service WFMSG.Products.Community.ULWeb  /CommunityWeb/UI/Forecast/ServiceMetrics/GenerateF Object reference not set to an instance of an object.
36 31 January 2024 06:51:52 AM Account, Service WEMSG. Products.Community. UL Web  /CommunityWeb/Ul/Forecast/ServiceMetrics/GenerateF Object reference not set to an instance of an object.
35 31 January 2024 06:51:31 AM Account, Service WFMSG.Products.Community.ULWeb  /CommunityWeb/UI/Forecast/ServiceMetrics/GenerateF Object reference not set to an instance of an object.
26 23 January 2024 10:03:58 AM Account, Service WFMSG.Products.Community.ULWeb  /CommunityWeb/UI/Forecast/ServiceMetrics/GenerateF Object reference not set to an instance of an object.
25 17 January 2024 06:27:22 AM Account, Service System.Web J/CommunityWeb/ExportServerAPI_1_1_0.aspx Maximum reguest length exceeded.

24 17 January 2024 06:27:18 AM Account, Service System.Web /CommunityWeb/ExportServerAPI_1_1_0.aspx Maximum request length exceeded.

21 12 December 2023 10:36:22 AM  Account, Service WFMSG.Products.Community.ULWeb  /CommunityWeb/Ul/Adherence/AdherenceAlertsByUserGr  Object reference not set to an instance of an object.
20 12 December 2023 10:36:08 AM  Account, Service WFMSG.Products.Community.ULWeb  /CommunityWeb/Ul/Adherence/AdherenceAlertsByUserGr ~ Object reference not set to an instance of an object.
19 11 December 2023 10:40:02 AM  Account, Service WFMSG.Products.Community.ULWeb  /CommunityWeb/Ul/Adherence/AdherenceAlertsByUserGr  Object reference not set to an instance of an object.
18 29 November 2023 01:27:03 PM Non-HTTP Exception  CommunityWebApi Non-HTTP Exception Object reference not set to an instance of an object.
17 29 November 2023 01:26:57 PM Non-HTTP Exception  CommunityWebApi Non-HTTP Exception Object reference not set to an instance of an object.
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Data source logins

Quickly view agents without data source logins, those without a default data source, and the
default data source for all agents. The table also includes the Employee ID, hire date, login ID,
and assigned supervisor.

Agent Data Source Login Report

Thursday, 08 Feb 2024 06:12:35 AM Cotharin, Todd

Agents with no data source logins

Agent 1d Agent Name Employee Id Hire Date Title Supervisor
541 Bodine, Cathi 01 March 2021

Agents with no Default Data Source Login
Agent 1d Agent Name Employee Id Hire Date Title Supervisor
332 Dolinger, Joel IND21026 14 November 2016 Sales/Service Rep Wingard, Jason
an Dunbar, Bill wdunbar 15 May 2017 Sales/Service Rep Blair, Travis

Default agent login report
Agent 1d Agent Name Employee 1d Hire Date Title Default Data Source Type Default Data Source Name: Login Id Supervisor
278 Areheart, Sam SCA21218 11 July 2016 Sales/Service Rep 13 Community Cloud Conneet habdulrahim witchell, Lauren
156 Azzarito, Deborah dkaz1094 21 September 2015 Sales/Service Rep 13 Community Cloud Connect mabelend wildrick, Brian
as3 Badgett, Gregory GAB21254 12 June 2017 Sales/Service Rep 13 Community Cloud Conneet daden witchell, Lauren
4s1 Barton, Jean JBarton 12 June 2017 Sales/Service Rep 13 Community Cloud Connect ladhikari Blair, Travis
aro Bickley, Sharon sBickley 10 July 2017 Sales/Service Rep 13 Community Cloud Conneet mrawahneh witchell, Lauren
411 Bixler, Lyon Ibixler 15 May 2017 Sales/Service Rep 13 Community Cloud Connect malmanza Munoz, Maria
27 Blakely, Latrice LNB21249 01 December 2014 Sales/Service Rep 13 Community Cloud Conneet raoshana Nixon, Jacqui
467 Brown, Chanell cab17889 12 June 2017 Sales/Service Rep 13 Community Cloud Connect jarevalorivers Blair, Travis

Database health and statistics

This report can be helpful when troubleshooting performance issues.

Database health and statistics

Community3

Vital database statistics
LAST BACKUP SERVER VERSION EDITION

FRI, 05 JAN 2024 13:28:10 15.0.4316.3 EXPRESS

Database fragmentation Data file usage Log file usage

\ | \_

6% 1% 9%

This is a weighted average of the index The application data file is using 2530MB and The application log file is using 122.94MB and
fragmentation across the whole application has free space of 475.44 has free space of 112.38
database. High database fragmentation can lead
to poor application performance.

phone  877-668-6870 3400 Waterview Parkway, Suite 325 26
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Additional options are available below the charts.

Database object
reports

Database details

Show additional details
about the product database,
the server and operational
statistics.

Show a variety of reports
related to specific types of
database objects.

Show additional details. Show additional reports.

Database details

Includes options for server information, backup details, and object counts (useful for verifying

the integrity of the database).

Database object reports

Includes options for table size, index size, index fragmentation, and command log.

phone  877-668-6870 3400 Waterview Parkway, Suite 325 27
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Community

Event review status change

A list of event changes, such as approved and denied events. You can run the report by agent,
supervisor, review status (approved, denied, pending), a single event type, or event classification.
For example, see a list of all PTO requests and their status for a month.

Event statuse report
01 Jan 2024 through 31 Jarday, 08 Feb 2024 08:57 AM
Name Review Status Reviewed by Reviewed on Event date
Badgett, Gregory Approved Account, Service Thursday, 04 Jan 2024 Monday, 29 Jan 2024 12:00 AM PTO
Badgett, Gregory Approved Account, Service Thursday, 04 Jan 2024 Tuesday, 30 Jan 2024 12:00 AM PTC
Badgett, Gregory Approved Account, Service Thursday, 04 Jan 2024 Wednesday, 31 Jan 2024 12:00 AM PTC
Barton, Jean Approved Account, Service Thursday, 04 Jan 2024 Friday, 12 Jan 2024 12:00 AM PTO
Burns, Barbara Approved Account, Service Friday, 05 Jan 2024 Thursday, 04 Jan 2024 12:00 AM PTO
Burns, Barbara Approved Account, Service Friday, 05 Jan 2024 Friday, 05 Jan 2024 12:00 AM PTO
Burns, Barbara Approved Account, Service Friday, 05 Jan 2024 Monday, 12 Feb 2024 12:00 AM PTO
Burns, Barbara Approved Account, Service Friday, 05 Jan 2024 Tuesday, 13 Feb 2024 12:00 AM PTO
Burns, Barbara Approved Account, Service Friday, 05 Jan 2024 Wednesday, 14 Feb 2024 12:00 AM PTO
Burns, Barbara Approved Account, Service Friday, 05 Jan 2024 Tuesday, 20 Feb 2024 12:00 AM PTO
Burns, Barbara Approved Account, Service Friday, 05 Jan 2024 Wednesday, 21 Feb 2024 12:00 AM PTO
Bickley, Sharon Approved Account, Service Friday, 05 Jan 2024 Thursday, 01 Feb 2024 12:00 AM FTO
Bickley, Sharon Approved Account, Service Friday, 05 Jan 2024 Friday, 02 Feb 2024 12:00 AM FTO
Areheart, Sam Approved Account, Service Friday, 05 Jan 2024 Monday, 05 Feb 2024 12:00 AM PTO
Areheart, Sam Approved Account, Service Friday, 05 Jan 2024 Tuesday, 06 Feb 2024 12:00 AM PTO
Burns, Barbara Denied Account, Service Friday, 05 Jan 2024 Maonday, 05 Feb 2024 12:00 AM FTO
Burns, Barbara Denied Account, Service Friday, 05 Jan 2024 Tuesday, 06 Feb 2024 12:00 AM FTO
Areheart, Sam Approved Account, Service Monday, 08 Jan 2024 Monday, 15 Jan 2024 12:00 AM PTO
Azzarito, Deborah Approved Account, Service Monday, 08 Jan 2024 Monday, 15 Jan 2024 12:00 AM PTO
Badgett, Gregory Denied Account, Service Monday, 08 Jan 2024 Monday, 15 Jan 2024 12:00 AM FTO
Blakely, Latrice Denied Account, Service Monday, 08 Jan 2024 Thursday, 11 Jan 2024 12:00 AM PTO
Blakely, Latrice Denied Account, Service Monday, 08 Jan 2024 Thursday, 11 Jan 2024 12:00 AM PTO
Cathy, Kelly Approved Account, Service Monday, 08 Jan 2024 Thursday, 11 Jan 2024 12:00 AM PTO
Goldfarb, Brett Denied Account, Service Monday, 08 Jan 2024 Friday, 12 Jan 2024 12:00 AM FTO
Barton, Jean Denied Account, Service Monday, 08 Jan 2024 Thursday, 11 Jan 2024 12:00 AM PTO
Badgett, Gregory Pending Badgett, Gregory Tuesday, 16 Jan 2024 Maonday, 29 Jan 2024 12:00 AM FTO
Badgett, Gregory Pending Badgett, Gregory Tuesday, 16 Jan 2024 Tuesday, 30 Jan 2024 12:00 AM FTO
Barton, Jean Pending Barton, Jean Tuesday, 16 Jan 2024 Friday, 26 Jan 2024 12:00 AM PTO
Barton, Jean Pending Barton, Jean Wednesday, 17 Jan 2024 Friday, 16 Feb 2024 12:00 AM PTO
Badgett, Gregory Approved Account, Service Maonday, 22 Jan 2024 Wednesday, 10 Jan 2024 12:00 AM PTC
Areheart, Sam Pending Areheart, Sam Thursday, 25 Jan 2024 Monday, 11 Mar 2024 12:00 AM FTO
Areheart, Sam Pending Areheart, Sam Thursday, 25 Jan 2024 Tuesday, 12 Mar 2024 12:00 AM PTO
Areheart, Sam Pending Areheart, Sam Thursday, 25 Jan 2024 Wednesday, 13 Mar 2024 12:00 AM PTO
Areheart, Sam Pending Areheart, Sam Thursday, 25 Jan 2024 Thursday, 14 Mar 2024 12:00 AM FTO
Areheart, Sam Pending Areheart, Sam Thursday, 25 Jan 2024 Friday, 15 Mar 2024 12:00 AM PTO
— e ————
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Change audit log
View changes made to the system, including the person who made the change.
Application

Includes changes to agent profiles, collection points, the Enterprise Model, and others.

Current audit report sources

The list below shows the sources of audit entries for your report
Agent Image Reports changes to agent images Report
Agent Profiles Reports changes to agent profiles or subordinate settings. Report
Collection Points Reports changes to a collection point or any of the historical data collected for the collection point. Report
Community Group Member Reports changes to members of all community groups (User groups). Includes adding and removing members from the group. Report
Data Sources Reports changes to a data source properties. Report
Enterprise Model Reports a change to the enterprise model Report
Recurring Events Reports changes to recurring events on the published schedule. Report
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
Self Service Validation Plan Reports a change to self service validation plans Report
Time Off Request Reports changes to time off requests Report
Time zone configuration Reports changes to the configured set of time zone definitions. Report

Auto-Approve

Includes changes to the auto-approve rules for a specified date range. These apply to legacy
and advanced vacation.

Current audit report sources

The list below shows the sources of audit entries for your report.

Name Description

Auto Approve Rules Reports a change in auto approve rules Report

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

Includes changes to advanced vacation features such as PTO policies, calendar partitions, and
accrual schedules.

Current audit report sources

The list below shows the sources of audit entries for your report.
Calendar partition bid round responses  Reports changes to time off reugests as part of a calendar partition bid round. Report
PTO Accrual Schedule Reports change to PTO accrual schedules Report
PTO Bid Round Exception Reason Codes Reports a change to PTO bid round exception reason codes Report
PTO Bid Round Standby Reason Codes Reports a change in PTO bid round standby reason codes Report
PTO Calendar Partition Reports a change in a PTO Calendar Partition Report
PTO Classification Reports changes to PTO classifications Report
PTO Classification Event Type Reports changes to PTO classification event types Report
PTO Classification Image Reports changes to PTO classification image Report
PTO Policy Reports change to a PTO policy Report
PTO Time Off Rules Reports a change in PTO time off rule settings Report
PTO Working Accrual Calendar Reports a change in a PTO working accrual calendar Report
Published Accrual Calendar Reports changes to PTO accrual calendars Report

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

30

web CommunityWFM.com Richardson, Texas 75080



~ Community

Administrative & Utility

F-
Security ap RS
Includes changes made to security settings on any asset, and data subject rights requests and
responses.
Current audit report sources
The list below shows the sources of audit entries for your report
Data Subject Rights Reports a data subject rights request or response Report
Data Subject Rights Response Reports a response to a data subject rights request, including change of status and comments. Report
Secure Assets Reports changes to any secure asset with any security context, including resetting all security to factory defaults. Report
Data ta rg ets Report > Administrative & utility > Data targets > Data target worksheet
, Data target worksheet
Create, configure, and run data target
. Basic properties
reports (an optional feature).
Data Target Type: Adherence History by Activity ~
Friendly Name:
Collection Interval: Daily v
Uptate Time 12~/ 00~ || AM~
Data Target Active: [}
Select Output Option: — ~
Report Type: C8v~
Data Target Delimiter
Save
User logon report
Includes people who are logged in to Community. Show only currently logged on users or all
users, and sort by name, logon start time, or logon duration.
877-668-6870 3400 Waterview Parkway, Suite 325 31
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Reports in other places
Community includes many useful reports in other work areas.

Published Forecast Reports

Published forecast

Manage the published forecast

Access these reports by navigating

Selected activity
Community Enterprise Model =

to Forecast > Published forecast

Forecast data for Thursday, 08 Feb 2024

Staffing requirements  Contact volume  Average handle time

Show the graph of the staffing requirements m‘ Report options

Staff required by interval Select from the following options to run a report for the selected date
range.

Contact volume
30 Defines the number of contacts and the average handling time per contact for a single

S WA o

5

" ’J’/v\) % Shrlnkage percentages
-

then select Generate forecast

reports in the Report tile.

Service targets
Defines the targel service melr(lype (for example, service level or ASA) as well as the
parameters for for

Defines the discretionary and non-discretionary shrinkage values, expressed as a
percentage of e for r a given i

RS S NSBP S S SUS NSO NS SSNP NSO NP NP SO SO S N S
FSIB P R IR I S I %ﬁs B LI K < Staffing requirements
e T E S ST S Defin

speci

smuoﬁQeQ
F ¥

e number of agems required
service objec

tisfy the contact volume to achieve the
terval,

- Staff required  ~+- Discretionary requirements  -- Non-dise

Quick forecast

Generate a quick published Run reports for a selected Revise contact volume,

forecast for a selected time activity and date range. handle time, and staffing
range using forecast values for the published
defaults forecast, or show the /

published forecast revision

history.

Revise the published forecast.

Contact volume Shrinkage percentages

Total Forecast Contacts by— % Date
{ Date % Interval

Interval % Day of Week

Day of Week % Week
Week % Forecast Month

Month % Month

Activity Type % Activity Type

Media Type % Media Type

Average Forecast Contacts by— Staffing requirements
¢ Interval & Date
t Day of Week Week

{ Month & Month (Total)

~ Fw o~ e~ e~

Service target
© Average Speed to Answer

Month (Average)

® Deferred Service Level

® Service Level

pho
web
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Forecast Contact Volume

Other reports

Create your forecast with historical contact volume data and analyze your forecast accuracy. Use

the Show options panel to change the chart type, then use the tabs to change the display.

Total Forecast Contacts by—

Date

Interval

Day of Week
Week
Month
Activity Type
Media Type

w Fw Fw sw Fw w

Average Forecast Contacts by—

( Interval
t Day of Week
{ Month

FORECAST CONTACT VOLUME REPORT
Report run for Community Enterprise Model starting on 15 Jan 2024 through 08 Mar 2024

Report run time 08 Feb 2024 04:02 pm

Show options

50 =
50
w0
20
0
22jan 23 Jan 24 Jan 25 Jan 26 Jan 27jan 28 Jan 30Jan 31 Jan 01 Feb 02 Feb 03 Feb 04 Feb 05 Feb 06 Feb 07 Feb 08 Feb 09 Feb 10Feb 11 Feb
120000 010000 020000 030000  0400:00 050000 050000  07:0000 080000 090000 100000  11:0000 120000 010000  02:0000 030000 040000 050000 060000 07:00:00
am am am am am am am am am am am a pm pm pm pm pm pm pm pm
Forecasted Contacts - Actual Contacts
=a
Forecasted Contacts Actual Contacts Forecasted AHT Actual AHT [
22 Jan 12:00 am 3.00 4.00 198.67 201.50
22 Jan 12:15 am 2.00 2.00 208.00 208.00
22 Jan 12:30 am 4.00 4.00 173.00 173.00
22 Jan 12:45 am 2.00 2.00 224.50 224.50
22 Jan 01:00 am 2.00 3.00 237.50 547.67
22 Jan 01:15 am 2.00 2.00 260.00 260.00
22 Jan 01:30 am 3.00 3.00 251.33 25133

877-668-6870
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Forecast Staffing Requirements

This includes forecasted requirements based on contact volume, handle time, service target, and

shrinkage.

Enter a date range to see historical data by:
& Date
& Week
® Month (Total)
& Month (Average)

FORECAST STAFFING REPORT
Report run for Community Enterprise Model starting on 08 Feb 2024 through 08 Mar 2024

Report run time 08 Feb 2024 04:14 pm

[« ~] m Week Month (Total) Month (Average) Contact Volume Average Handle Time m Staffing FTEs

200

Show options

250

200

150

100

08 Feb 2024 09 Feb 2024 10 Feb 2024 11 Feb 2024

Staffing Hours - Discretionary Hours - Non-Discretionary Hours

Non-

Non- Total

Hours Hours
08 Feb 2024 1686.00 1686.00 0.00 369.48 363.18 6.30 284.61 40.10 36.08 360.78 35.58 5.01 4.51 45.10 20.67
09 Feb 2024 1421.00 1421.00 0.00 314.33 312.35 1.97 226.78 32.82 28.84 288.44 28.35 4.10 3.61 36.05 23.64
10 Feb 2024 691.00 691.00 0.00 280.00 300.36 -20.36 126.33 17.43 15.97 159.73 15.79 2.18 2.00 19.97 23.78
11 Feb 2024 799.00 799.00 0.00 350.23 378.75 -28.52 157.47 21.06 19.84 198.37 19.68 2.63 2.48 24.80 20.35
877-668-6870 3400 Waterview Parkway, Suite 325
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Open a working schedule then use the navigation pane to select the report.

Interactive Schedule Reports

Interactive Schedule Reports
Includes agent by activity, weekly schedule by

activity (useful if there are overnight shifts), ':4» Agent schedules by Activity

schedules by supervisor or custom user group,
':4* Weekly schedules by Activity

and unassigned participant.
& Agent schedules by Supervisor

-
%> Agent schedules by User Group

«» Unassigned participant report

Unassigned participant report

View agents who do not have a schedule template assignment for the scheduled week. Use this
report if, when running a schedule, you receive a warning message that there are agents without

assignments.

Verify settings before scheduling

Status Conflict Name Status Message
J Work Habits & Hours Verification Work habits and hours exist for all activties included in this schedule.
J Agent Assignment All agents are assigned to activities

[ 1 Agent Schedule Template Assignment ] The schedule template assignment for one or more of your schedule participants could not be verified.
J Current Schedule Running Verification No schedule job or agent requirements forecast job is currently running.

Generate Schedule Re-Verify Schedule

877-668-6870 3400 Waterview Parkway, Suite 325
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Utility Schedule Reports
Participant availability and preferences
View approved schedule availability requests.
Effective schedule assignments

View a list of all agents, their schedule template
type, or if they do not have an assigned
template for the schedule week.

Other reports

Utility Schedule Reports v
@ Farticipant availability & preferences
31 Effective schedule assignments
(L . c
3p Assignment profile assignments

Schedule generation results

Effective schedule assignment report for Week of 2/5/2024
05 February 2024 - 11 February 2024
Agent Name Type Schedule Template
Areheart, Sam Fixed Areheart, S
Azzarito, Deborah Fixed Azzarito, D
Badgett, Gregory Fixed Badgett, G
Barton, Jean Fixed Barton, ]
Bickley, Sharon Fixed Bickley, S
Blakely, Latrice Fixed Blakely, L
E Bodine, Cathi
Brown, Chanell Fixed Brown, C

Droppable? Assignment Notes

No assignment parameters required.

No assignment parameters required.

No assignment parameters required.

No assignment parameters required.

No assignment parameters required.

No assignment parameters required.

No schedule template assignment is in effect for this agent and schedule

No assignment parameters required.

Assignment profile assignments

View a list of all agents and their schedule template assignment for the schedule week and who

does not have a schedule template assigned.

Schedule generation results

View who generated the schedule, then
expand to view the results of the schedule
generation process for each agent.

Schedule generation results report for Week of 2/12/2024

Monday, 12 Feb 2024 through Sunday, 18 Feb 2024

671
Cotharin, Todd
2024-02-12 06:08:17

n ] Areheart, Sam

Schedule generation results for task 671

Week of 2/12/2024 - Monday, 12 Feb 2024 through Thursday, 15 Feb 2024

Azzarito, Deborah - | Badgett, Gregory
i
d
Notes

n Carabo, Randy

Notes
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Access these reports by opening any published schedule then expanding the sections in the

navigation pane. You can select a different date range when running the report.

Interactive Schedule Reports Interactive Schedule Reports v

. *; Agent schedules by Activity
& Agent schedules by Activity
& Agent schedules by Supervisor &5 Agent schedules by Supervisor

& Agent schedules by User Grou
? Y P '_" Agent schedules by User Group

Schedule Analysis & Summary Reports Schedule Analysis & Summary Reports
Full Service Metric summary Full Service Metric summary
Compact Service Metric summary

Compact Service Metric summary

Schedule analysis Schedule analysis
Schedule analysis weekly view _ _
Schedule analysis weekly view
Schedule event summary
Schedule event summary
Net staffing hours
. o Net staffing hours
Daily paid time
. Daily paid time
Weekly days off
. . . Weekly days off
Published schedule shrinkage report I

Published schedule shrinkage report
Printer-friendly Schedule Reports

Printer-friendly Schedule Reports v
= Schedule summary report

\ g= Schedule summary report
= Layered schedule summary

. 4 Layered schedule summa
= Schedule detail by Date - Y

= Schedule detail by Participant #=y Schedule detal by Date

= Schedule detail by Participant
Utility Schedule Reports
Utility Schedule Reports -

Published schedule audit report © _ _
Published schedule audit report

The published schedule audit report includes the option to unpublish existing schedules.

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

In a published schedule: Interactive Schedule Reports > Agent schedules by activity. Select the
report options then the report will open in a new window.

See all of your agent'’s schedules for the selected day. Change the day in the drop-down menu.
From here you can edit schedules, create automated schedule adjustment plans (ASAPs), and
view staffing requirements by interval with projected service metric.

Report run time 09 Feb 2024 07:23 am

Staff required
Staff in queue
Staff variance

Projected service metric

3y Bickley, Sharon
100012017

a Mosley, Kerry
124202015

- Newman, Jean

16.Jan 201

@ Priol Sh

8 R

Q Heinly, Gesela

, 1832010

ﬁ Newton, Mary
o3 Nov201s

2 Goldfarb, Brett
215692015

ﬁ Renfroe, Dave
12402017

8 Badgett, Gregory
R 1242017

PUBLISHED SCHEDULE REPORT FOR FR| A - N B
Including people from Activity Community Enterfi2 11 13 13 14 15 1 || Friday, 09 Feb 2024 « | | - Choose an ASAP category - | | - Choose an ASAP plan type

4 6 3 9 8 8 9 8 7 6 1 13 16 12 17 10 13 11 12 15 15 15 15 17 15 13 20 14 11 21 17 19 18 15 15 23 21 10 10 11 1

5 5 7 6 20 20 21 20 19 19 21 20 20 21 19 19 18 20 19 20 17 19 19 19 20 19 17 19 19 19 20 19 17 1

1 4 3 '4 '3 '4 'S '7 '9 7 4 9 3 9 6 10 8 5 6 4 4 1 5 6 0 3 8 2 2 1 1 2 4 4 2 10 9 6

95 88 99 62 99 99 100 98 100 99 100 100 99 99 99 99 97 99 99 93 99 100 74 99 96 98 98 99 60 91 100 100 99 9|
| oeo0oamp/ 81 61 47 0 0 9 1000am 11:00 am 12:00 pm 01:00 pm 02:00 pm 03:00 pm 04:00 pm 05
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Time Off Report

Other reports

Plan > All things time off > Time off reports. This report is the
same as the published schedule event summary report but is
restricted to events that occur off-site, are not in queue, and
require supervisor approval. These options are preselected in the
report options menu.

Includes executive summary down to the event details and
multiple filter tabs allowing viewing by event status, event type,
PTO classification, participant, then filter further by date, week,
month, year, day of week.

General report criteria
Filter participants by this Activity

Community Enterprise Model

Report from date

2/9/2024 @
Report through date
3/9/2024 t24]

The event details option is only available if the date range is fewer than 90 days.

Reported summary data
Report type selection

Show event data summarized by a date value

What type of date value do you want to summarize?

v

Summarize by date

Event type filters
Restrict to a specific event type

- No Selection -

This report includes estimated cost, based on the hourly wage
included in the Enterprise Model.

Restrict report to events that occur off site (At-Work flag is false).
Restrict report to events that occur not in queue (In-Queue flag is false).

Restrict report to events that occur require supervisor approval.

Activity Community Enterprise Model
Report from 29 Jan 2024 through 08 Mar 2024

Report runtime 09 Feb 2024 08:06 am

Review status summary  ISTULEVIPLECHE - summary by event type

Summary of scheduled events by schedule date

Executive summary Summary by PTO classification  Summary by participant

Show event details Summarize by date

20

12 Feb 2024

o Scheduled: 8

o Pending: 4
Atwork: 0

® Not at work: 8

| # Discretionary shrinkage: 8

] & Non-Discretionary shrinkage: 0

@ Non-shrinkage: 0

5 ® Paid: 8

® Not Paid: 0

# In-queue: 0
Not in-queue: 8

- Scheduled Atwork = Not at work

~- Pending

~* Discretionary shrinkage Non-Discretionary shrinkage - Non-Shrinkage

Report date

Paid

02 Mar 2024 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 $0.00 0.00
03 Mar 2024 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 $0.00 0.00
04 Mar 2024 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 $0.00 0.00
05 Mar 2024 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 $0.00 0.00
06 Mar 2024 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 $0.00 0.00
07 Mar 2024 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 $0.00 0.00
08 Mar 2024 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 $0.00 0.00
Total 96.00 0.00 96.00 96.00 0.00 0.00 96.00 0.00 0.00 96.00 $1440.00 100.00 »
4 »

- Paid

PC

Shew options

Summarizebyweek | Summarizebymonth | Summarizebyyear | Summarize by DOW

- NotPaid % In-queue Not in-queue

Estimated cost Percent of total hours

phone

web

877-668-6870
CommunityWFM.com

3400 Waterview Parkway, Suite 325
Richardson, Texas 75080
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9
P b
Plan > Auto-approve service > Current rules report.
View all auto-approve time off rules for blackout dates, brownout dates, and minimum request
intervals. There are tabs to view rules by activity or supervisor.
All Auto-Approve business rules
Rules applied to activities Rules applied to supervisors
Show all auto-approve rules applied to the enterprise model
Rule name Activity name Start date End date Modified by
Agent Blackout Date Rule Site 1- Dallas, TX Sunday, July 02 2023 Sunday, July 02 2023 Account, Service
Agent Blackout Date Rule Site 1 - Dallas, TX Monday, July 03 2023 Monday, July 03 2023 Account, Service
Agent Blackout Date Rule Site 1-Dallas, TX Tuesday, July 04 2023 Tuesday, July 042023 Account, Service
Agent Brownout Date Rule Site 1- Dallas, TX Monday, January 08 2024 Thursday, February 29 2024 Account, Service
Settings > People & agent templates > Device setup report
A simple listing of each person and their notification channels — SMS devices, external email
addresses, and push devices.
Agent device configuration report
Thursday, 08 Feb 2024 03:40:19 PM Cotharin, Todd
Areheart, Sam
Notification device list
Phone number Device name Is enabled?
9195551212 Personal cell True
Email address Device name Is Enabled?
home@gmail.com Home email True
This person doesn't have any push devices set up.
Azzarito, Deborah
Notification device list
Phone number Device name Is enabled?
9195551212 Cell phone True
Email address Device name Is Enabled?
myhome@home.com home email True
This person doesn't have any push devices set up.
877-668-6870 3400 Waterview Parkway, Suite 325 40

CommunityWFM.com Richardson, Texas 75080
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Settings > People & agent templates > Cross-training analysis

Select a site, then review activity assignments (number of people assigned to each activity),
people assignments (number of activities assigned to each agent), and cluster analysis. Click on
the tiles to see details.

Cross-training and cluster report

Applies to site

Site 1 - Dallas, TX v

Activity assi: People assignments  Cluster analysis

Show the number of people assigned to your subordinate activities
Activities

o= Billing &» New Customer Sales &= Customer Onboard
b People assigned: 38 a People assigned: 38 a Service

People assigned: 38

.-5. Tier 1 support Sales Email

People assigned: 38 People assigned: 23

o—=» Outbound
a People assigned: 1

Customize forecast cluster information

Working Forecast Staffing Requirements »

v
=’ Generate clusters

In a working forecast in the Working Forecast Staffing

} Generate forecast

Requirements section, select Customize forecast cluster

} Generate from profiles

information to access the Agent / Activity cross-training

View forecast reports

and reports.

Revise forecast data

& Publish forecast data

% Customize forecast cluster information

Agent / Activity cross training and reports

The following reports provide information useful in determining the degree of cross-training among the people in your center.

Customize the forecast participant list

Create a list of forecast participants to tailor the cross-training to the requirements of your particular simulation. If you do not use a participant list, the application will use the agent population
instead

Review the agent cross-training clusters

Review the clusters generated by the clustering algorithm. This will assist in identifying your overall cross-training factor and provide insight into your center's cross training capabilities.

Review the agent cross-training matrix
Review all the agents in your center, and their individual activity assignments. This provides the basis for the forecasting clusters as well as the overall activity assignments of your agents.

877-668-6870 3400 Waterview Parkway, Suite 325 41
CommunityWFM.com Richardson, Texas 75080
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CommunityWFM Other Reports

« &
The agent cross-training matrix returns a list of all agents and their activity assignments. 4"5.; pet
Agent / Activity cross training report
The following matrix displays the agent cross training configuration currently in place.
Agent Name Billing New Customer Sales Customer Onboard Service Tier 1support Tier 3 Tier 2 Devloper support Support Email Sales Email Sales Chat SupportChat BPOA BPOB Virtual Activity BPOC Outbound

phone
web

s sen [
s b [ S S
Badgett, Gregory . - . .
- ]
s | 50 S S
e 0000 | e —
v v ] S
Bedine, Cathi . - . .

Brown, Chanell . - . .
-
Burns, Barbara . . . .
Carabo, Randy . - . . -
Cassleman, Sherry . - . .

Cathy, Kelly . . .

Crislip, Traci
oo [ — -

i [ O ] N S

877-668-6870 3400 Waterview Parkway, Suite 325
CommunityWFM.com Richardson, Texas 75080
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Where can | view a staffing requirements forecast?

There are three places where you can view a forecast for staffing requirements: in a working

forecast, the published forecast, and the intraday performance monitor.

FORECAST STAFFING REPORT
Re un for Community Enterprise Model starting on 10/13/2021 through 11/13/2021

Report run time 13 Oct 2021 12:46 pm

(-] m Week Month (Total) Month (Average) ContactVolume | Average Handle Time Staffing FTEs

300

Show options

13 Oct 2021 15 Oct 2021 17 Oct 2021

Staffing Hours -+ Discretionary Hours - Non-Discretionary Hours

Total

Total

ceost et Frecasted S ACtuol B Contact NEorecaster Va7 Stalfing  Dscrationory e crctionary Adjusted SHG Discrelionery i oonary  Adjusted SISy
Hours Hours FTEs FTEs

13 Oct 2021 1683.00 3843.00 -2160.00 335.61 400.70 -65.09 239.27 31.70 30.11 301.08 29.91 3.96 3.76 37.63 21.43

14 Oct 2021 1657.00 3576.00 -1919.00 360.72 445.97 -85.25 249.89 33.05 21.44 314.28 31.24 4.13 3.93 39.30 21.53

15 Oct 2021 1406.00 2699.00 -1293.00 303.92 332.29 -28.36 191.73 25.84 24.17 241.73 23.97 3.23 3.02 30.22 25.74

16 Oct 2021 670.00 1012.00 -343.00 300.45 290.66 9.79 114.55 15.05 14.40 144.01 14.32 1.88 1.80 18.00 25.32

17 Oct 2021 744.00 978.00 -234.00 345.84 345.54 0.30 138.67 17.33 17.33 173.33 17.33 2.17 217 21.67 21.96

Where can | unpublish a schedule?

Schedule > Published schedule > expand Utility Schedule Reports in the navigation pane >
select Published schedule audit report.

Where can | find a report of how my day is going?

Report > Intraday analysis > Intraday report monitor! Scroll down to see the day by 15-minute
intervals, with projections for the rest of the day.

877-668-6870 3400 Waterview Parkway, Suite 325
CommunityWFM.com Richardson, Texas 75080
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I need to review and approve/deny time off requests. Where is the
best place?

Plan > All things time off > Time off reports then select Show event details tab. This report
includes only time off events (occur off-site, not in queue, require supervisor approval) and is
sorted in ascending event date order. The Created on column lets you know who made the
request first for a given day.

Activity Community Enterprise Model
Report from 12 Feb 2024 through 12 Mar 2024

Report run time 12 Feb 2024 02:41 pm

Executive summary Review status summary Summary by date Summary by event type Summary by PTO classification Summary by participant Show event details
Summarize by date Summarize by week Summarize by month Summarize by year Summarize by DOW

Activity Community Enterprise Model
Report from 15 Feb 2024 through 15 Mar 2024 PG | Show options

Report runtime 15 Feb 2024 10:34 am

Executivesummary | Reviewstatussummary  Summarybydate = Summarybyeventtype  SummarybyPTOclassification | Summaryby participant ECEVEICUEEEIS

Event details

Participant Event type Event from Event through Start time | End time  Total hours Event hours Review status | Description (comments)  Created on -

Burns, Barbara  PTO 20 Feb 2024 21 Feb2024  N/A N/A 16.00 8.00 Approved PTO comments osjan202401:13pm X | B R B AR

>

Need every Mon and

. . 5
Barton, Jean LOA 20 Feb 2024 20 Feb 2024  02:00 pm  06:00 pm e ey on & 17Jan2024 07:3¢am X | B B R A
Badgett, Gregory LOA 22 Feb 2024 22 Feb 2024  12:00 am  08:00 am 8.00 8.00 Approved Class 04Jan 2024 01:52 pm | X B R R R
Badgett, Gregory PTO 26 Feb 2024 26 Feb2024  N/A N/A 8.00 8.00 Denied long weekend 05Feb202408:33am X | B LB B R
. Need every Mon and . N
Barton, Jean LoA 26 Feb 2024 26 Feb 2024  02:00 pm  06:00 pm Tocs aftermoon off 17 Jan 2024 07:33 am | X BB B pe
Badgett, Gregory LOA 27 Feb 2024 27 Feb 2024  12:00am  08:00 am 8.00 8.00 Approved Class 041an202401:52pm X | B BB AR
. Need every Mon and - 5
Barton, Jean LOA 27 Feb 2024 27 Feb 2024 02:00 pm  06:00 pm Toos aftom o ot 17 Jan 2024 07:3¢ am | X R R AR A

I have people who want a printed copy of the schedule. Where is the
best place to do this?

Schedule > Published schedule includes a section for Printer-friendly Schedule Reports. Schedule

summary and schedule details options are available in Report > Published Schedule.

Agents have access to similar reports in Report > Published schedule.

877-668-6870 3400 Waterview Parkway, Suite 325
CommunityWFM.com Richardson, Texas 75080
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Where can | see my shrinkage?

Report > Published schedule > Shrinkage report returns a shrinkage summary report. Select an
activity, date range, then use the Chart display Options to view the data in different ways.

To view your forecasted shrinkage, navigate to Forecast > Published forecast > Generate
forecast reports > Shrinkage percentages. This will include data only if you make changes to the
shrinkage percentages section in a working forecast and then publish the forecast.

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