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Community

The objective of this document is to provide an introduction and overview of new system
functionality for CommunityWFM version 5.0. This document will help educate and inform
current CommunityWFM users of what to expect regarding CommunityWFM 5.0 and the
product upgrade path. Of course, there are far more features and enhancements than are
practical for us to document here, but this should give you a good idea of what's coming.

There will likely be minor user interface enhancements following the release of
this document; however, the embedded screenshots should be a close representation of the
Generally Available (GA) release of CommunityWFM 5.0.

Your feedback is a significant driver in our enhancements. Onboarding Consultants, the Support
Desk, and Product Management all work to improve your user experience. Keep that feedback
coming. By the time you install CommunityWFM 5.0, we'll already be working on what's next!
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Overview

CommunityWFM Enterprise 5.0 represents a major milestone release for CommunityWFM.
While we always try to blend a mix of new features with ongoing enhancements to existing

features, we have also made significant advancements to Community’s core architecture.

CommunityWFM maintains on ongoing commitment to ensuring that our solutions use the
most modern technology. We believe this translates to a better user experience and a more
reliable Community ecosystem.

User Interface Enhancements

CommunityWFM has always made a distinctive first impression. CommunityWFM 5.0 has a
system-wide overhaul of the user interface (Ul). In this document, we will focus on new
functionality, but users will find that even the administrative settings pages have been updated
to reflect new interface design and capabilities.

Settings > Application settings s Adrilinistrative set'-tings . e
Administrative settings

Configure services, notification channels, application menus and other core-level system settings to optimize system behavior and

performance.
Notifications Application menus Security
Customize the notification Customize the application's Navigate to the application
channel and the notification menu structure, and add 5 ri ser,
text for key system events. custom menu options. g
Customize your notifications. Customize your menu structure. Set up user security.
Services Data retention Mobile application
Configure the run-time " pollcy
parameters for all of the o

Customize your data
retention palicies for a
variety of data types stored

application's back-end
services.

setup

Customize the capabilities
of the mobile app for
individuals or groups of

in the application database. users,
Configure your system services. Establish a data retenion policy. Customize the mobile application features.
phone 877-668-6870 3400 Waterview Parkway, Suite 101
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Responsive Ul

A responsive Ul sounds like a good idea, but it's more than just a snappy feeling interface.
CommunityWFM's new responsive Ul means that pages will automatically adapt to a wide range
of screen resolutions and devices. Menus and hubs like the People hub and Working Schedules
are all included. New tiles support collapsible content to further streamline the Ul on small
screens.

Expanded tiles Collapsed tiles

|QBarton, Jean QBartom Jean

Required steps to success

Required steps to success
Activities T
o — -

o A e -
Restricted action plans  sTop raraitions Security ']

Adherence ¥

St up adhorcnce parameters.

Advanced configuration

Revicu action plae: 6ot - Sctup security.

Extras for Jean

. User group o “
Profile photos Extemal devices & > I Agentsynchronization
Etras for Jean u membership (>

Profile phor

60 to the agent phota qucus. o to configure dewices.

Sand a message Attendanca log O]

Serda message. Fevicw the attendance 1g.

Multi-threaded API

We have enhanced the Community Web API that lives at the heart of Community to support
multi-threading. In the real world, this means that CommunityWFM can load every element of a
page simultaneously rather than serially, substantially improving performance in large scale
environments. Users should immediately notice the difference.

Additionally, we have enhanced the APl with a variety of useful new commands for Time-off HR

integration, simple addition of schedule events, and reporting data.

Microsoft Teams Notification Channel

Community now supports Microsoft Teams as a notification channel. Teams will be treated as a
first-class channel supporting bi-directional communications. Agents can receive and respond to
offers without opening their CommunityWFM agent portal. Some local configuration will be

required to enable the Teams channel in your organization’s domain.

phone  877-668-6870 3400 Waterview Parkway, Suite 101
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Do you use Slack for team collaboration? Customize your workspace to include the
CommunityWFM app. As with Teams, Slack will be treated as a first-class channel supporting bi-
directional communications. Agents can receive and respond to offers without opening their
CommunityWFM agent portal. Some local configuration will be required to enable the Teams

channel in your organization’s domain.

Using Outlook or Google calendars? Export the iCal link to your personal calendar from

CommunityWFM to see your schedule and events.

iCal link for Calendar Integration

Click the below to copy the link to your clipboard.

Copy iCal Link

Tightly integrated new features mean that new functionality won't feel bolted on, rather you will

see it throughout the application where appropriate. This will be consistent across multiple new

features and subsystems.

For example: Shrinkage classification for
forecasting and reporting purposes is now
classified by Event type. When configuring an
Event, you can choose how you want it to be

forecasted and reported as shrink.

We'll talk more about shrinkage in the

forecasting section of this document.

Navigation & other options
£y Home
[Z] Basic properties

@ cvent type behaviors

q Event reminders

Step 1: Event type properties

=) @ Break

Break
Description
Break

Display color

Aqua

Event priority

Break & Lunch

Pay status

Paid v

ized to select this from lists

Shrinkage fype

Hours of this type do not represent shrinkage hours

Hours of this type do not represent shrinkage hours

Hours of this type represent discr

Hours of this type represent non-discretionary shrinkage hours

877-668-6870 3400 Waterview Parkway, Suite 101
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The new Enterprise Model shows an
added setting for the Planned Time
Off (PTO) calendar.

In both screenshots you can see the
new vertically oriented navigation

steps on the left.

Additionally, we heard you and have
added icons back to the Enterprise
Model Tree so it's easier to see your
current activity level in the dropdown

selection controls.

phone 877-668-6870
web CommunityWFM.com

Navigation & other options

. Home

z Basic propeties
(©) work habits & hours
E: Child or subordinate activities
5 Forecast defautts
Enteprise model
o Your Organization’s Name
+ @ site 1- Dallas, X
Customer Program Service
B wuto
E Biling
B customer Onboard Service
Bl New Customer Sales
B Tier 1 support
Multimedia Sales
® Sales Chat
Sales Email
v @ Site 2 Nashwille, TN
Help Desk
E Devloper support
B Tier2
B Tier3

Your Organization's Name

. Step 1. Basic properties

Name

|Your Organization's Name

Tag line (description)

|Yourtag line

Number of seats

| 999

Corporate time zone

|(GMT—DG 00) Central Time (US & Canada)

First day of schedule week

Monday v |

PTO accrual calendar start month and day

January V||1 V‘

Save

3400 Waterview Parkway, Suite 101
Richardson, Texas 75080
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User Profile Enhancements

Among the most recognizable aspects of CommunityWFM is the People hub. We have added
both Ul enhancements and new feature functionality.

People Hub Restyling

A fresh look and added feature functionality are part of the 5.0 People experience.
CommunityWFM 5.0 retains its signature Steps to Success simplicity, while adding rich new

capabilities.

Time off Settings

Time off settings is an important new component of the user profile. New settings specific to
Time off may be configured, and the display includes current Time off balances.

Additionally, you can quickly determine here if an agent is on a Restricted Activity Plan.

uAreheart, Sam
Time off overview

Ay cAEDAR START cuBDARED TOTAL ACCRUED HOURS SCHEDULED HOLRS ACCRUAL BALANCE
SITE 1- DALLAS, TX 01 JAN 2021 31DEC 2021 FULYER 160.00 -34.00 126.00
VEARTO DATE 80.00 -18.00 62.00

Sam's time off settings

General time off PTO Policy Restricted activity
settings ssson Sem o5 PO polcy iy plan

Set up the basic time off Current assignment: Set up restricted activity

configuration for Sam. ™ Regular Full time 7 plans for Sam. ®

Set up the PO policy. Review restricted activity plans.

contributes to the total for the published accrual calendar.

SICK TIME
CIrK
. 120,00 2500 9500 [SICK| 4000 900 3100
TIWME Accruedhours  Scheduled hours  Balance LEAVE; Accrued hours  Scheduled hours  Balance

Pending & Upcoming scheduled time off
This st shows you the pencing and upcoming scheduled time off hours.

N/A N/A 23 Apr 2021 23 Apr 2021 PTo Vacation PTO commen s X R|I|R R

phone  877-668-6870 3400 Waterview Parkway, Suite 101
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Restricted Activity Plans

Restricted Activity Plans (RAPs) are an r Areheart, Sam

entirely new concept for Restricted Action Plans

CommunityWFM 5.0. A restriction @ Restricied Ackon Plan in efect

a I I OWS you to place fu nct|o nal ||m |ts Sam is currently on a restricted action plan. Therefore, some functions may net be available. The details of the current plan are shown below.
Reason: New Hire

on certain agent activities for a T e resrictions

Through date: Saturday, 31 Jul 2021

specified date range.

To place Sam on a Restricted Action Plan, click the button below.

Create a new Resfricled Acfion Plan
For example: We don’t want new

Restricted action plan history

agents to use the Community

THU, 22 APR 2021 - SAT, 31 JUL 2021

New Hire

Everywhere Mobile application to
notify that they are sick until they Stangars New i resiictons
have completed their probationary e

period. | o nomnscocsmen e s i

An RAP allows users to set the

Edit Delete

restriction as a date range that will

automatically expire at the end of the
agent’s probationary period. Until the restriction expires, Agents will not see the “report sick”

button on the mobile app.

Basic access, mobile features, time-off requests, trades, and ASAP offers are all eligible for

restrictions. Users are able to create custom reason codes to suit their needs.

Mobile Photo Queue

People love agent photos in CommunityWFM, but they don't always have a library of photos
available for upload. To help simplify the process, CommunityWFM 5.0 allows agents to take a
selfie through the Community Everywhere Mobile application and upload it to a supervisor
approval queue for use in CommunityWFM.

877-668-6870 3400 Waterview Parkway, Suite 101
CommunityWFM.com Richardson, Texas 75080
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CommunityWFM has always committed to proper shrinkage management, and with 5.0 we are
doubling down on those efforts to make proper shrinkage management easier than ever. New
functionality allows for history-based shrinkage forecasting, and new reports enable detailed
analysis of data sets that you configure.

Event level shrinkage classification

CommunityWFM 5.0 will allow users to designate shrinkage classification for individual activities.
For example: a sick day is non-discretionary shrinkage, a vacation day is discretionary shrinkage,
and overtime is not shrinkage. The classifications may be used by new shrinkage reports as well

as history-based shrinkage forecasting.

History based shrinkage forecasting

How should events in this classification be accounted for?

Events of this classification contribute to Discretionary Shrinkage totals. ™ L}

Events of this classification contribute to Discretionary Shrinkage totals.

Events of this classification contribute to Mon-Discretionary Shrinkage totals.

CommunityWFM 5.0 upgrades its industry leading shrinkage modeling by allowing users to
forecast historical shrinkage in much the same way that you forecast contact volume. Users may
configure any of the available Forecast Profile Types, such as Dynamic or Date Range, and
CommunityWFM 5.0 will analyze schedule data from that period to build an Activity oriented,
interval-based daily shrinkage forecast.

Generation, revisions, and reporting all work consistently with forecasting contact volume, so

you already know how it works: setup your categories and your profiles and you are ready to go!

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

Maybe you don't want to use shrinkage forecasting—maybe you want to build your own
models. CommunityWFM 5.0 will make that easier, too. Working and published schedules
include new shrinkage reports based on the shrinkage classifications defined in your Event
Types. Users now have total control over their shrinkage reporting. Detailed shrinkage analysis
allows users to precisely identify how shrinkage is being used. Copy and paste interval data right
into shrinkage profiles for use in forecasting.

TOTAL SHRINKAGE: 22.60% TOTAL SHRINKAGE HOURS: 555.72

21.18% 1.42% 520.83 34.88

Discretionary Non-Discretionary Discretionary Nen-Discretionary

Monday | Tuesday | Wednesday | Thursday Sawrday | Sunday m Shrinkage Hours:

————

0 crreeer se ee o+ rerre + rrerees

23Apr12:00:00 . 23 Apr02:30:00am 23 Apr05:00:00am 23 Apr07:30:00am 23 Apr10:00:00am 23 Apr12:30:00pm 23 Apr03:00:00pm 23 Apr0S:30:00 pm 23 Apr08:00:00 pm 23 Apr 10:30:00 pm
Shrinkage -+ Non-Discreti Shrinkage Total Shrinkage

Slot Time Discretionary Shrinkage % Non-Discretionary Shrinkage Hours  Total Shrinkage %
23 Apr 12:00:00 am 1304 075 435 025 1739 100
23 Apr 12:15:00 am 435 025 4335 025 870 050
23 Apr 12:30:00 am 476 025 476 025 952 050
23 Apr 12:45:00 am 1429 075 476 025 1905 100
23 Apr 01:00:00 am 1614 077 5.26 025 2140 102

Adherence Enhancements
Who is excited about adherence? We are!

Adherence received a range of updates including new summary data compilations, new
reporting based upon those data sets, new home page components for agents, and updates to
the Schedule Adherence Monitor.

phone  877-668-6870 3400 Waterview Parkway, Suite 101
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You might think the
adjacent report is a new
version of Adherence
Alerts, but it's actually a
summary view of
adherence data that can
be run for months at a
time to see overall agent
adherence performance.

ADHERENCE PERCENTAGE ADHERENCE HOURS
85.68% 14.32% 211.73 181.42 )ﬂ 32
e e | np ome e
00 | om | v o | | v L W0
- =
5 Je— — et Ao
Heinly, Gesela Huntre, Laquista Malvoisin, Fernando McBride, Natasha Mosley, Kerry

P F— an [
Jps——" p— PR o | Py -
- P — 038 P ——
[yt [~ oa2¢) i [y

a68
a2
as7

850
820

SCHEDULED HOLRS
INADHERENGE
OUT OF ADHERENGE
INADHERENGE %

It looks like | need to take a closer look at 3 of my agents!

Schedule Adherence Monitor

The Schedule Adherence Monitor received a useful new addition. In addition to its familiar

adherence status rings, Schedule Events and Device States now have their own charts with the

same 1-click drill-down reporting. Toggle between views or arrange them across the component

as seen below. Seeing everyone currently in a “meeting” or “unknown” phone state couldn’t be

easler.
Schedule Adherence Monitor ’
Site [ Snte1 Dallas X1 Team[ Customer Program Service ] oup [ Site 1 - Dallas, TX]
oo IEEEN oo ooicsas © O nenenens Devie sates g‘:ﬂ'.fagfﬂ:’f'qrmw;mmﬂ o8 0
Adherence Summary chedule Events : -
Q O e o 00 Pt ®29
Scheduled for event type Work
86% 3
Refresh
phone 877-668-6870 3400 Waterview Parkway, Suite 101
web CommunityWFM.com Richardson, Texas 75080
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Summary adherence data

Adherence received a significant update enabling an entirely new summary class of data for
Enterprise 5.0. Summary processing of schedule and adherence data is now conducted at
regular intervals resulting in new summarized data sets. New reports based on the summary
data allows enterprise-wide reporting of a year's worth of data in seconds. Agent State
Transactional detail will continue to roll off the system based on existing data policy parameters,

but new summarized data can be maintained for years.
Summary reporting

Of course, with a whole new class of data available we didn't just add a simple historical report,
but added many useful, zoomable, drill-down enabled views of data that span the Enterprise
Model, Organizational, or Custom Groups reporting classes. There are dozens of new reports.

ADHERENCE PERCENTAGE ADHERENCE HOURS

‘ 92.98% 7.02% 79.02 73.47 5.55
In Adherence Out of Adherence I Scheduled  Reported  Variance

Q0 Week | Month Year | Dayof Week Participant Adherence Hours.

Click the columns to view detail.

100

80
b
E 60
2w
B
20
o
Monday, April 12 Tuesday. April 13 Wednezday. April 14 Thursday, April 15 Friday, April 16 Monday. April 19 Tuesday, April 20 Wednesday, April 21 Thursday, April 22
Out of Adherence @ In Adherence
| ]
Report Date Total Hours In Adherence Hours Out of Adherence Hours Adherence Percentage [
Monday, April 12 2021 9.00 7.65 135 85.00
Tuesday, April 13 2021 9.00 878 022 97.59
‘Wednesday, April 14 2021 9.00 8.63 037 95.93
Thursday, April 15 2021 9.00 777 123 86.30
Friday, April 16 2021 9.00 875 025 97.22
Monday, April 19 2021 9.00 7.65 135 85.00
phone 877-668-6870 3400 Waterview Parkway, Suite 101
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Agent adherence dashboard

CommunityWFM 5.0 adds a new component to the agent desktop portal. Agents now have their
own adherence dashboard to see summary data for daily, weekly, and monthly adherence

scores.

Monthly Summary -

Daily Summary - April 22 Weekly Summary - Apr 15 - Apr 22

‘ In Adherence %: 97.54% ‘ In Adherence %: 92.41% ‘ In Adherence %: 93.97%
Out of Adherence %: 2.46% Qut of Adherence %: 7.59% Qut of Adherence % 6.03%

Scheduled Hours: 678 Scheduled Hours: 45
Scheduled Hours: 141.78
In Adherence Hours: 662 In Adherence Hours: 4158
In Adherence Hours: 133.23
Out of Adherence Hours: 0.47 Out of Adherence Hours: 342
- - - Out of Adherence Hours: 855

Reporting Enhancements

Reporting has received usability and graphical enhancements. Reports now use a pop-out report
options section within the report. No more orphan options pages! Additionally, new charting
tools enable users to hide or highlight selected data sets in the legend.

PUBLISHED ACCRUAL PERIOD REPORT
" Al chcpble portcpants o 01 Jan 2021 e 31 Dee 2021

L] - e e —

phone  877-668-6870 3400 Waterview Parkway, Suite 101
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Summary schedule reporting

In addition to the summary data enhancements for adherence, we have added the same
functionality to all agent time reporting. Enterprise customers can now report on very large data
sets quickly and easily. We have added dozens of new report combinations to enable you to get
just the data you are looking for.

e — p—

Summary of scheduled events by schedule day of week

o0

2ceo

seeo

I

o

R II | -I [l II n II n II l I [T II_I I M | II-I
Monday o wednesda Thursday oy Sy

Twesdy Wedmesdsy  Thesdsy Edsysmudsy  Sunday

® Scheduled @ Pending Atwork @ Notatwork @ shrinkage @ @ Paid @ NotPaid @ In-queue Notin-queue

Reporting date Scheduled hours  Pending hours  Atwork Notatwork  Discretionary shrinkage Non-Discretionary shrinkage  Non-shrinkage

Monday 2505.08 128.00 470.00 0.50 2034.58 196.50  2034.58 470.5 $34628.74 20.40
Tuesday 2323.58 123.75 464.33 1.25 1858.00 18175 1858.00 465.58 $32127.50 18.92
Wednesday 2291.33 175.88 489.50 3.38 1798.45 17975 1798.45 492.88 $31672.74 18.66
Thursday 2123.08 1903.10 210.08 455.83 46.65 1620.60 15058  1620.60 502.48 $29452.49 17.29
Friday 145475 1246.95 207.80 337.58 50.30 1066.87 00.83  1066.87 387.88 $20458.75 11.85
Saturday 573.92 413.92 160.00 148.08 65.00 360.83 27.50 360.83 213.08 $8196.25 4.67
Sunday 1008.67 903.67 105.00 238.75 10.00 759.92 921.17 87.50 759.92 248.75 $13817.50 8.21
Total 12280.41 11160.00 112041 2604.07 177.08 9499.25  11357.00 923.41  9499.25 2781.15 $170354.97 100.00

CommunityWFM 5.0 is committed to connecting to the most popular communications
platforms. In addition to a host of new data collection adapters, we have two new ways to work

with historical data in CommunityWFM.
Community Cloud Connect

Community Cloud Connect is a restful service-based API allowing users to incorporate WFM
data from any system. A restful API allows uploading both historical and real-time contact

volume and agent state data to a cloud-based repository or your on-premises system.

Community Cloud Connect can work alongside standard collectors and can be used for less
traditional WFM data sources such as internal back office or external partners who wish to share
data feeds. Community Cloud Connect will be treated as an add-on and is priced consistently

with other data collection interfaces.

877-668-6870 3400 Waterview Parkway, Suite 101
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Excel based import of historical data

Users now have the option to import historical data directly to CommunityWFM history using a

wizard-based Excel import. Excel profiles have been a fast and easy way to use external data in

forecasting, and we have now taken the same approach to uploading that data into

Community’s historical contact volume repository.

Simply drop your spreadsheet in the file window, map your worksheet and columns, and import

history into live queues or as standalone data that can be mapped to any of your activities.

Time-off Enhancements

The centerpiece of the CommunityWFM

5.0 release is the entirely redesigned time-

off management capabilities.

Set up accrual schedules or upload
from an external source to allot hours
to agents.

Track time off accruals (hours) within
CommunityWFM — with automatic
tracking and deductions of time off
hours.

Auto-approve or deny based on
accrual balances.

Time off slots calculated in hours
rather than days.

Ability to identify discrete agent
groups for calculation against
designated slots

Multi-round calendar bidding:
Establish calendar partitions with time
off rules where agents may bid for
blocks of time.

All things time off

Configurs time off settings, calendars, add ime off requasts and run reports.

Time off settings

Accrual schedules

Set up acorual schedules
based on years of sarvice.

PTO bid round
exception codes

Create custom reason
codes used to grant PTO

A

Set up bid round exception codes.

bid round particpants
exceptions to various PTO
rules.

PTO Calendars

Working accrual
calendars

Setup as many working

accrual calendars as you 1 2

need.

PTO bid round
standby codes

Set up bid round standby codes

Published accrual

calendar
Review and edit the
published sccrual calendar 1

shawing accrual
transactions, withdrawals,
rollovers and BTO balances.

Wl P10 policies

Establish accrual rules and
assign participants to PTO
policies.

Set up PTO Policies

Time Off Rule
Settings

Custormize the fist of time-
off rules used to evaluate
time off requests

Customize time-off rules.

Calendar partitions

Establish time off rules
bidding rules, and manage
the time off bidding
process.

Set up Working Accrual Calendars.

Time off events

Create planned

time off events
Create new time off
requests an behalf of your
people.

Go to the Publiched Accrual Calendar.

Create recurring
time off events

Create recurring events on
behalf of your people.

Vi

Set up Calendar Partitions.

Create intraday

events "
wls

Add time away events for

your people for 3 single

date.

Add 3 Time Off avent.

Add a recurring event.

Add an intraday event.

Calendar partitions with open selection (request time off without bidding).

Color-coded vacation calendars.

Track, reconcile, and report time off utilization.

877-668-6870
CommunityWFM.com

phone
web
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Legacy mode

Upon upgrading from an earlier version of CommunityWFM, agents will be in a legacy mode.
Legacy mode is designed to work consistently with current Community releases though agents
will have access to more information. While the current process of requesting time off will be an
option in 5.0, legacy requests will have some new features in CommunityWFM 5.0, starting with
the agent’s new Time off overview. Accrual balances, scheduled time off, whether they are
subject to a restricted activity plan, all in one place. A convenient menu on the left allows quick
access to other options such as making a time off request and reviewing upcoming scheduled

time off.
Time off worksheet options Time off overview
“'-Z- Time off overview ACTIVITY CALENDAR START  CALENDAR END TOTAL ACCRUED HOURS ~ SCHEDULED HOURS ~ ACCRUAL BALANCE

Lyl -
U e Site 1- Dallas, TX 01Jan 2021 31Dec 2021 ruwven 17600 0.00 176.00 Show options

uﬂ:l Calendar Partitions
) vesro0ate 136,00 0.00 136.00
J)‘:' Request planned time off

0 Request a recurring time off event Time off Settlﬂgs

General time off PTO Policy Restricted activity
Settlngs You are currently assigned plan
Review your basic time off the PTO palicy named u You are not subject to a
configuration. P below. 7 restricted activity plan
y that affects time off ®

Full time exempt time
off requests.

Review basic settings.

PTO Classification Summary

This summary shows how each PTO Classification contributes to the total for the published accrual calendar.

VACATION SICK TIME
$ 80.00 0.00 80.00 96.00 0.00 96.00
- Accrued hours Scheduled hours  Balance Accrued hours Scheduled hours  Balance

tions present

n wansactions present

phone  877-668-6870 3400 Waterview Parkway, Suite 101
web CommunityWFM.com Richardson, Texas 75080
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Viewable time off rules

Another feature in 5.0 includes the agent’s ability to view time off rules that govern their
requests. Is that Monday a black-out day? How many agents are allowed to be off on
Wednesday? Knowing the rules will help agent’s make decisions regarding their time off
requests. Instant validation will inform not just whether the request may be approved or denied,
but if denied — why. Agent’s may choose to go back and make changes to the request prior to
submitting it.

Request validation results

Review the results of the runtime validation of your request and then decide if you wish to continue.

Good to go! The request will likely be approved. [4]

The following table shows the dates of your request and the time off rule validation results for each date.

Request date Validation results Comments

Agent Blackout Date Rule - No rule of this type was in place.

Agent Brownout Date Rule - No rule of this type was in place.

Agent Minimum Request Interval Rule - No rule of this type was in place.
Thursday, 05 August 2021 Passed Agent RAP rule - You are not restricted from making time off requests for

this time period.

Agent hire date rule - You are not under a hire date restriction for this

time period.

Multi-day requests

There is now support for multi-day schedule events. This means that when an agent requests a
multi-day time off event, it can be evaluated as a single request if desired, with all or nothing
approval. The pending request worksheet also supports multi-day events.

Should all dates in the date range be approved together?

Yes, all the dates in the range must be approved together e

Yes, all the dates in the range must be approved together I},

Mo, some of the dates can be approved and some denied

phone  877-668-6870 3400 Waterview Parkway, Suite 101
web CommunityWFM.com Richardson, Texas 75080
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When ready, you have the option to migrate some or all of your agents to the advanced
vacation / calendar partition mode.

4.4

5.0 Legacy

5.0 Advanced

Partial day off

v

v

v

Fractional slots for
time off (2 hr = .25 of

available slot)

X

v

Multiple days off
approved together

(or not)

Recurring event

v

Restricted activity

plan

v

Time off rules

Legacy AutoApprove

Partition Rules

Viewable time off

rules

v

Vacation bidding

Viewable available
time off

877-668-6870
CommunityWFM.com
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Community

Time-off accrual policies

Time-off accrual policies allow users to earn or import accrued time such as vacation and sick
time. CommunityWFM 5.0 uses those totals to compare requested time-off to earned
allotments. These balances are widely available through a number of reports accessible to all
roles, but most notably in the agent’s Time off overview.

Earned time can be calculated directly in CommunityWFM 5.0 using a range of business rules for
differing employment types. Alternatively, values may be obtained through HR integration to
the Community API or imported through a simple Excel wizard. Different departments can use

differing approaches if that best suits the business needs.
Vacation bidding

Multi-round, vacation bidding is robustly supported. Calendar rules determine allowable block
sizes, the number of agents who may bid at the same time, how many rounds of bidding, how
much accrued time must be used in each round, along with a range of other options. Bid rounds
are typically for a set period of time, after which the bids are approved or denied. After the
bidding (or even instead of bidding), agents may access an open selection calendar with the

same rules. Auto-approve or deny removes the manual process of handling vacation requests.

When participating in a partition, a calendar view will show the likelihood of whether an agent’s
request will be approved. If participating in a bid round, agent’s will be able to view their rank in

line and the time off requests of other agents who are higher in ranking order.

Bid rounds are typically for a set period of time, after which the bids are approved or denied.
After the bidding (or even instead of bidding), agents may access an open selection calendar

with the same rules.

After the bidding process is complete, CommunityWFM applies the time off to the agent’s

schedules, seamlessly completing the process and streamlining the workflow.

There's so much more to see and experience in CommunityWFM 5.0! We hope you enjoy the
enhancements as much as we've enjoyed creating them for you. As mentioned before, we look
forward to your feedback as we continue to improve the platform.

We’'ll see you in 5.0!

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