ST
CISCO.

|

L]
g
]
2
[+

i
B
s
-
=
L

Cisco Unified Workforce Optimization

Workforce Management Application User Guide
Version 10.0(1)

First Published: November 30, 2013

Last Modified: November 30, 2013

Americas Headquarters
Cisco Systems, Inc.
170 West Tasman Drive
San Jose, CA 95134-1706
USA
http://www.cisco.com
Tel: 408 526-4000

800 553-NETS (6387)
Fax: 408 527-0883


http://www.cisco.com

THE SPECIFICATIONS AND INFORMATION REGARDING THE PRODUCTS IN THIS MANUAL ARE SUBJECT TO CHANGE WITHOUT NOTICE. ALL
STATEMENTS, INFORMATION, AND RECOMMENDATIONS IN THIS MANUAL ARE BELIEVED TO BE ACCURATE BUT ARE PRESENTED WITHOUT
WARRANTY OF ANY KIND, EXPRESS OR IMPLIED. USERS MUST TAKE FULL RESPONSIBILITY FOR THEIR APPLICATION OF ANY PRODUCTS.

THE SOFTWARE LICENSE AND LIMITED WARRANTY FOR THE ACCOMPANYING PRODUCT ARE SET FORTH IN THE INFORMATION PACKET THAT
SHIPPED WITH THE PRODUCT AND ARE INCORPORATED HEREIN BY THIS REFERENCE. IF YOU ARE UNABLE TO LOCATE THE SOFTWARE LICENSE
OR LIMITED WARRANTY, CONTACT YOUR CISCO REPRESENTATIVE FOR A COPY.

The Cisco implementation of TCP header compression is an adaptation of a program developed by the University of California, Berkeley (UCB) as part of UCB’s public
domain version of the UNIX operating system. All rights reserved. Copyright © 1981, Regents of the University of California.

NOTWITHSTANDING ANY OTHER WARRANTY HEREIN, ALL DOCUMENT FILES AND SOFTWARE OF THESE SUPPLIERS ARE PROVIDED “AS IS” WITH
ALL FAULTS. CISCO AND THE ABOVE-NAMED SUPPLIERS DISCLAIM ALL WARRANTIES, EXPRESSED OR IMPLIED, INCLUDING, WITHOUT
LIMITATION, THOSE OF MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE AND NONINFRINGEMENT OR ARISING FROM A COURSE OF
DEALING, USAGE, OR TRADE PRACTICE.

IN NO EVENT SHALL CISCO OR ITS SUPPLIERS BE LIABLE FOR ANY INDIRECT, SPECIAL, CONSEQUENTIAL, OR INCIDENTAL DAMAGES, INCLUDING,
WITHOUT LIMITATION, LOST PROFITS OR LOSS OR DAMAGE TO DATA ARISING OUT OF THE USE OR INABILITY TO USE THIS MANUAL, EVEN IF CISCO
OR ITS SUPPLIERS HAVE BEEN ADVISED OF THE POSSIBILITY OF SUCH DAMAGES.

Cisco and the Cisco logo are trademarks or registered trademarks of Cisco and/or its affiliates in the U.S. and other countries. To view a list of Cisco trademarks, go to this
URL: www.cisco.com/go/trademarks. Third-party trademarks mentioned are the property of their respective owners. The use of the word partner does not imply a partnership
relationship between Cisco and any other company. (1110R)

Any Internet Protocol (IP) addresses and phone numbers used in this document are not intended to be actual addresses and phone numbers. Any examples, command display
output, network topology diagrams, and other figures included in the document are shown for illustrative purposes only. Any use of actual IP addresses or phone numbers in
illustrative content is unintentional and coincidental.

Workforce Management Application User Guidie
© 2008-2013 Cisco Systems, Inc. All rights reserved.
© 2008-2013 Calabrio, Inc. All rights reserved.


http://www.cisco.com/go/trademarks

Contents

Getting Started 7

* Usernames and Passwords 7
* Single-User Login Authentication 7
Points to Remember 10
* Displaying Multiple Browser Tabs 11
Multiple Browser Tabs Guidelines 11
Displaying Applications in Multiple Browser Tabs
* Validating Your PC 12
* Clearing Your Cache 13
* Logging In 13
* Logging Out 14
* Access Based on Role 15
About Your Role 15
Administrator Tasks 15
Supervisor Tasks 16
Agent Tasks 16

11

At a Glance 17

* Toolbar 18

* Application Pane 19
Applications 19

* Tables 19
Sorting Tables 19
Managing Tables 20

* Moving Iltems between Lists 20

Dashboard 21

* Available Widgets by Role 22
e Widget Toolbar 23
* Widget Descriptions 24



Agent Calls per Hour Widget 24

Agent Call Volumes Widget 25

Agent Percentages Widget 26

Agent Time Distributions Widget 27

Agent Time Totals Widget 28

My Schedule Widget 30

Real Time Adherence Widget 31

Service Queue Performance Widget 33
e Administrators 33

Configuring the Dashboard by Role 34
* Agents and Supervisors 35

Managing Your Unlocked Dashboard 35

Managing Your Locked Dashboard 35

]
Application Management 37

* Adherence State Mapping 37

* Managing Adherence State Mapping 39

* WFM Default Configuration 39
Shrinkage Percentages 39
Managing Shrinkage Percentages 41

|
Service Queue Group Management 43
e Add Service Queue Group 44
Adding a Service Queue Group 45

Modifying a Service Queue Group 45
Deleting a Service Queue Group 46

My Schedule 47

* My Schedule Views 48
e Time Zone Considerations 49



* Printing a Schedule 51

|
Messaging 53
* Messaging for Agents 53

Outbox 54
Working With Your Outbox 55
Inbox 56

Working With Your Inbox 57

Public Box 58
Working With the Public Box 59

Requests 60
Requesting an Exception 60
Creating a New Exception Request 61
Requesting a Schedule Offer 62
Creating a New Schedule Offer Request 64
Requesting a Schedule Trade 65
Creating a New Schedule Trade Request 67
Editing or Deleting a Request 68
Editing a Request 68
Deleting a Request 68

* Supervisor Messaging 68

Navigating in your Mailboxes 69

Approving or Denying Requests 69
Exception Requests 70
Approving or Denying an Exception Request 71
Approve Trade or Offer Request 72
Approving or Denying a Schedule Trade or Offer Request

73

Agent Schedules 75

¢ Points to Remember 77
* Agent Schedules Toolbar 7
¢ Time Zones 79



* Sorting the List of Agents 79
* Drawers 81
Adherence Details Drawer 82
Adherence Drawer 84
Coverage Drawer 86
Coverage: Scheduled View 88
Interpreting the Chart 88
Coverage: Shrinkage View 89
Coverage: Reforecast View 91
Intraday: Data View 91
Insert Activity 93
Inserting an Activity 94
Trade Schedule 95
Trading Schedules Between Agents 97
Modifying Schedules Using Drag and Drop 97

Reporting 929

* Reporting Roles and Scope 99
* Running a Report 99
* WFM Reports 100



Getting Started
Usernames and Passwords

Getting Started

The user interface provides the following applications.

» Dashboard

e My Schedule

* Messaging

* Agent Schedules

* Reporting

* Application Management

e Service Queue Group Management

The information provided in this section is common to each of these applications.

Usernames and Passwords

The user interface requires the following login information:

* For all roles in an Active Directory environment, use your network login
username, password (the password is case-sensitive), and domain.

NOTE: The Domain field in the Login window appears only when your
contact center uses Windows Active Directory.

e For administrators in a non-Active Directory environment, use the same
username and password used for the administrator ID to log in to the user
interface.

* Allotherrolesin a non-Active Directory environment, ask your administrator for
your username and password.

Single-User Login Authentication

The user interface supports several different products. You can log into one or more
products using a single-user login. Single-user login allows you to log into all products
simultaneously using a single username and password.




Getting Started
Single-User Login Authentication

You can access the user interface by entering the URL in a web browser. Ask your
administrator for the correct URL. The format for the URL is as follows:

https://<Base server>orhttp://<Base server>
where <Base server> is the IP address or hostname for the user interface.

The appearance of the Login window depends on how the user interface is configured.

* If the user interface is configured for a standalone product, the Login window
(Figure 1) displays only the login fields for that product. The Separate Product
Logins check box does not appear in this situation.

Figure 1. Login window for a single product

Workforce Optimization

Username

Password

Dormain | p3.0d

* If the user interface is configured to share common login fields for multiple
products, the Login window (Figure 2) displays one common set of login fields
for all products and the Separate Product Logins check box.

Figure 2. Login window for shared products
Cisco Unified Workforce Optimization

. Separate Product Logins

Username
Password

Domain p3 \_l




Getting Started
Single-User Login Authentication

e If the user interface is configured to share common login fields for multiple
products and you want to log into each product with different login credentials,
select the Separate Product Logins check box. The Login window (Figure 3) will
display login fields for each product. The check box for each product is selected
by default. To log into only one product, clear the check box next to the product
name you do not want to access, and then enter your user name, password,
and domain, if required, for the selected product.

Figure 3. Login window for multiple products

Cisco Unified Workforce Optimization

. Separate Product Logins

Calabrio Quality Management Workforce Management

Username Username

Password Password

Domain p3 Domain p3

If you are using Active Directory, the Domain drop-down list displays the domains that
are common to both products. This is true for both shared and unshared logins. For
example, if one product has domain p1, and the other product has domain p2, the
other product drop-down list displays p1 and p2. Choose the correct domain for your
username and password.

If you want the user interface to display text in a different language from the default
language, choose the language from the Language drop-down list. The language you
choose applies to all products. When you choose a language, the page is refreshed and
the Login page displays the fields in the selected language.

When you choose a language, the choice persists between sessions and per user as a
cookie. For example, if two users log in to the same machine using the same username
and password at different times, they are changing the same cookie when they choose
a language. If two users log in to the same machine using different usernames and
passwords at different time, they are using different cookies when they choose a
language. The cookie is associated with the user's login profile.

Once you log into these products through the user interface, you have access to the
applications associated with each product, and the applications appear enabled in the
toolbar at the top of the screen. Your access to all applications for each product
persists as long as you have access to at least one application.

If one of the products is unavailable when you log in, the applications for that product
will not be available.
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Single-User Login Authentication

Points to Remember

When logging into the user interface, remember the following points:

Each product has a set of unique login requirements. You cannot log in to the
user interface if:

- You are an agent and you are not assigned to a team

- You are a deactivated agent

When the login credentials are correct, the user can access all applications in
the user interface assigned to their role in the following instances:

- Asingle-product configuration

- A multiple-product configuration where the user enters a common
username and password for all products using the shared login feature
(the Separate Products Logins check box is cleared)

- A multiple-product configuration where the user enters the correct
username and password for each product when the Separate Products
Logins check box is selected.

When the login credentials are incorrect, an error message appears and the
user cannot continue until the problem is resolved in the following instances:

- Asingle-product configuration

- A multiple-product configuration where the user enters a common
username and password for all products using the shared login feature

When a user has unique usernames and passwords for two or more products,
the user can only access the applications where the login credentials are
correct. No error message appears if one or more of the login credentials are
incorrect in the following instances:

- A multiple-product configuration where the user enters an incorrect
username and password for one or more products when the Separate
Products Logins check box is selected.

- A multiple-product configuration where the user enters an incorrect
username and password for one or more products when the using the
shared login feature.

If the login fails for one ore more of the products, select the Separate Product
Logins check box to isolate the login issue by separately entering the login

credentials for each product. The Separate Products Logins check box displays
an error message that identifies the product associated with the login failure.

10
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Displaying Multiple Browser Tabs

e If you are an administrator, log in to either one or all products as an
administrator. Do not log in to one product as an administrator and another
product as a user at the same time. The Dashboard might not behave as
expected.

e If you are running multiple products from the same user interface, the user
interface uses the same locale for each product. The Language drop-down list
only displays languages that are common to all products.

* Your language selection is automatically saved as a cookie. You do not need to
select the language each time you log in.

Displaying Multiple Browser Tabs

You can display multiple applications in different browser tabs during the same
session.

Multiple Browser Tabs Guidelines

If you want to log in to the user interface using multiple browser tabs, follow these
guidelines:

* You must log in to the user interface as a user from one browser tab on your
PC. Each additional browser tab that you open will be associated with the
username you used to log in to the first tab.

* Logging in or out of one browser tab effects all concurrent browser tabs.

* Only use multiple concurrent browser tabs to view screens. Do not initiate
actions (for example, approving an agent’s request, editing schedules, or
adding events).

NOTE: Initiating actions as one user using multiple browser tabs is not
supported and might cause synchronization issues.

* If you need to initiate an action, close all but one of your browser tabs before
initiating the action.
Displaying Applications in Multiple Browser Tabs

TASK

1. Login to the user interface.

2. Copy the Uniform Resource Locator (URL) from the browser’s Address field.

11
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Validating Your PC

3. Open a new browser tab, paste the URL in the browser’s Address field, and press
Enter.

4. Click the application button you want to appear in the new browser tab.

STEP RESULT: The new browser tab displays the selected application.

5. Repeat step 3 through step 4 for each additional browser tab.

Validating Your PC

Before you log in to the user interface for the first time, validate your PC. This task
ensures your PC is compatible with the user interface.

TASK

1. Enter the following URL in your web browser, where <Base server> is either the IP
address or hostname of the user interface.

https://<Base server>

STEP RESULT: The Login window appears.

2. Click Validate my PC Configuration.

- If the Results column displays Good for each feature you can log into the
user interface.

- If you get a Bad result, click Bad for additional information. A dialog box
appears with instructions and, if applicable, hyperlinks to the required
software. Correct the problem, and then click Validate my PC Configuration
again.

Contact your system administrator if any value other than Good appears in
the Results column and you are not able to resolve the problem.

12
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Clearing Your Cache

STEP RESULT: The Diagnostics window appears (Figure 4). The Diagnostics window
displays the results for each product’s features. If only one product is installed, the
window only displays the features for that product. Some of the values that appear
in the Diagnostics window are browser dependent. See the Desktop Requirements
Guide for more information on browser dependencies.

Figure 4. Diagnostics window
Product Feature Supported Found Result
QM Browser Type and Version Microsoft Internet Explorer 8,9 Mozilla Firefox 24.0(32-bit) @) Bad
QM Platform Microsoft Windows Microsoft Windows & Good
QM Min JRE Version 1.7.0.7 1.7.0.25(32-bit) O Good
Qm JRE Family Version 1.7 1.7(32-bit) @ Good
QM Java Plugin Installed/Enabled True True(32-bit) @ Good
QM Popup blocker enabled False True @ Bad
QM Screen Playback supported True False @ Bad

Component Version
User Interface 3.0.304.0

Cisco Quality Management 10.0.1.3000

The Component Versions window displays the current versions of the user
interface and each product associated with this user interface.

Clearing Your Cache

If the user interface does not display screens properly (for example, you see a blank
screen), log out, clear your cache, and then log in again.

To clear the cache for your web browser, perform the following task:

TASK

* In Microsoft Internet Explorer, choose Tools > Internet Options, select
the Delete Browsing History on Exit on the General tab, click Delete,
click OK, close the browser, and then restart the browser.

Logging In

PREREQUISITE You must have a username and password for the user interface in order
to log in.

This task shows you how to log in to one or more products.

13
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TASK

1. Enter the following URL in your web browser, where <Base server> is either the IP
address or hostname of the user interface.
https://<Base server>orhttp://<Base server>

STEP RESULT: The Login window appears.

2. Complete the remaining fields in the Login window, and then click Login.

ADDITIONAL INFORMATION: Pressing the Enter key only works when your cursor is in
the Password field. If your cursor is in the Domain field, pressing the Enter key will
not log you in to the user interface.

STEP RESULT: If you successfully log in to each product, the applications for each
product appear in the toolbar at the top of the screen.

If you are logging in to multiple products and the login for all products fail, the Login
window appears. Reenter your username and password, and try again.

If you are logging in to multiple products and the login fails for only one of the
products, a Login Failure dialog box appears for that product. Reenter your
username and password, and try again.

Logging Out
This task shows you how to log out of the user interface.

TASK

* Tolog out of the user interface, move your cursor over <user name> in
the upper right corner, where <user name> is your name, in the Signed
In field, and then click Log Out.

STEP RESULT: You have explicitly logged out of the user interface.

e To exit the user interface, close the web browser.
ADDITIONAL INFORMATION: You have implicitly logged out of the user interface.

You can log back in to the user interface at any time.

14
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Access Based on Role

Access Based on Role

Table 1 shows the features available by role.

Table 1. Access based on role
Application Administrator Supervisor Agent

Agent Schedules X

Application Management X

Dashboard X X X
Messaging X X
My Schedule X X
Reporting X X
Service Queue Group X

Management

About Your Role

The administrator can assign one or more roles to your username. If you have been
assigned to multiple roles (for instance, if you are both an agent and supervisor), all
features associated with each role are automatically available when you log into the

user interface.

Administrator Tasks

When logged in with the administrator ID, an administrator can perform the following

tasks:

e Configure which widgets appear in the agent and supervisor dashboard, by

role

* Lock down the dashboard, by role, so that agents and supervisors cannot

change it

* Configure how adherence is calculated

15
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Supervisor Tasks

Workforce Management enables supervisors to perform the following tasks:

Agent Tasks

Display agent productivity indicators

Manage requests from agents by approving or denying schedule trades and
offers, exception requests, and time off requests (advanced bundle only)

Update the production schedule by inserting an activity in an agent’s schedule,
trading schedules between agents, and deleting an agent’s schedule

View agent coverage and adherence
Display agent statistics and compare them over time

Run the Internal Service Queue report

Workforce Management enables agents to perform the following tasks:

Display productivity indicators

View the agent’s schedule

Trade schedules with another agent
Offer schedules to other agents

Request time off (advanced bundle only)
Request exceptions

Display the agent’s statistics and compare them over time

16



At a Glance
Access Based on Role

At a Glance

The user interface (Figure 5) is divided into the following sections.

* Toolbar—the toolbar at the top of the window that displays navigation buttons
you can use to perform the following tasks:

- Access the user interface’s common applications.

- View the name of the user who is currently signed in to the user interface.
To log out, move your cursor over <user name> in the Signed In field, and
then click Log Out.

- Access the available help by product.
* Application pane—the center region displays the application.

¢ Widget—a self-contained application that can be configured for a specific
purpose.

Figure 5. User interface
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Toolbar

Toolbar

Table 2 describes the buttons that appear in the toolbar at the top of the screen.

Table 2. Toolbar

Button Icon Description

Dashboard D Provides information based on the products installed with the
user interface.
Administrators can log in to the user interface and lock down
the Dashboard by role.

My Schedule Allows you to display your schedule by day, week, or month with
a detail, summary, or list view.

Messaging E Allows you to manage schedule requests.

Agent m Allows you to manage schedules for selected agents by

Schedules updating the production schedule.
NOTE: This button is only available to supervisors.

Reporting ‘ i Allows you to generate statistics report.

Application For this product, this application allows you perform the

Management following tasks:
* Configure the in-adherence states and reason codes
e Configure shrinkage percentages that can be applied when

generating a schedule

Service Queue E Allows you to configure and manage service queue groups.

Group

Management

Signed In NA Displays the name of the current user. To log out, move your
cursor over <user name> in the Signed In field, and then click
Log Out.

Help Displays the available help by product.

The drop-down menu = by the logo allows you select the application you want to use.
The menu lists all the applications that appear in the toolbar and any sub-menus
associated with each application.

18
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Application Pane

Application Pane

The application pane displays the application you select from the toolbar. See
“Toolbar” on page 18 for more information on available applications.

The applications available to you depend on your role and software license.

Applications
All applications available in the user interface have the same basic layout.

Table 3 lists the application buttons.

Table 3. Application buttons
Icon Name Description
NA Apply Saves your changes.
NA Cancel Exit without saving changes.
Settings Displays the configurable settings for this application. Click
'ﬂ the icon again to hide the settings.

An Error icon @ appears next to a field when you enter the wrong information.

Tables
The interface often displays information in tables. These tables can be modified to your
preferences.

Sorting Tables

Data that is presented in tabular form can be sorted based on the contents of a single
column in the table. The sort can be ascending or descending.

When you click a column header, a small triangle at the right of the primary sort column
heading displays the direction of the sort, ascending or descending.

19
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Managing Tables

TASK

* Tosortatable by one column, click the column heading. Click again to
reverse the sort order.

* If the table is long, use the scroll bar at the right of the table to move
up and down the table.

e [fthetableis wide, use the scroll bar at the bottom of the table to move
left and right.

ADDITIONAL INFORMATION: There is no Save button.

Moving Items between Lists

The following applications allow you to move items between lists:

e Dashboard
* Reporting

TASK
¢ Use these mouse actions to move items between lists:

- To move an item from one list to another list, click the item in one list and
drag it to the other list.

- To move multiple contiguous items, click the first item in the list, shift-click
on the last item in the list, and then drag the items to the other list.

- To move multiple noncontiguous items, press the Ctrl key while selecting
each item in the list, and then drag the items to the other list.

- To move an item from one location in a list to another location in the same
list, click and then drag the item to the location you want it to appear in the
list.

- To move multiple contiguous items in a list to another location in the same
list, click the first item in the list, shift-click on the last item in the list, and
then drag the items to the location you want it to appear in the list.

- To move multiple noncontiguous items in a list to another location in the
same list, press the Ctrl key while selecting each item in the list, and then
drag the items to the location you want it to appear in the list.

20
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Dashboard

The Dashboard application (Figure 6) is a common (multi-product) application that
contains product-specific widgets. It is displayed by default when you log in.

The widgets that you see depends on which products you log into, your role, and the
dashboard view assigned to you by the administrator. For example, if you log into two
products as an agent, you will see the widgets for both those products that the
administrator configured for the agent dashboard. If one of the products is down, the
widgets associated with that product do not appear.

Figure 6. Dashboard application

calcbrio ZIEalE Ep——— T ]
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More... Waverage Talk  [Maverage After call +-Transferred Calls-+-Handled Calls +-Total In Service ~ ~=-Total Logged In
Time Work Time Time Time

lases sasss

Agent Calls per Hour Agent Percentages

+~Calls per Hour *~% Qccupancy—+-% Calls/Offer

The dashboard displays all widgets in a continuous sequence, left to right and top to
bottom. Blank spaces between widgets are not allowed.

If enabled by your administrator, you can click Settings to customize the layout and
contents of your dashboard. You can:

* Select the widgets to display
* Rename widgets
* Configure widget settings

* Reposition the widgets in the dashboard

21
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Available Widgets by Role

Changes made to the dashboard or widget settings are saved automatically and persist
until they are changed by either you or the administrator.

Besides the Settings button in the toolbar, administrators have access to a drop-down
list box that contains a list of roles. The administrator selects the role whose dashboard

view is to be configured.

Available Widgets by Role

The the following list displays the widgets that are available to users according to their
role. You might see all or a subset of these widgets in your dashboard, depending on
how your administrator configured the dashboard for your role.

If you are logged into other products, you will see widgets for those products as well.
Consult the user documentation for the other products for complete widget

descriptions.

Agents

Agent Calls Per Hour
Agent Call Volumes
Agent Percentages
Agent Time Distributions
Agent Time Totals

My Schedule

Supervisors

Agent Calls Per Hour
Agent Call Volumes
Agent Percentages
Agent Time Distributions
Agent Time Totals

My Schedule

Real Time Adherence

Service Queue Performance

22
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Widget Toolbar

When you mouse over a widget toolbar, one or two buttons become visible. Table 4
describes these toolbar buttons.

Table 4. Widget toolbar buttons
Button Icon Description
Action Link Closes the current application and opens another application
= that displays information related to the widget.
Settings Displays the configurable settings for this widget. When you apply
o changes to the settings, the changes persist each time you log in.
Click the icon again to hide the settings.

23
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Widget Descriptions

Widget Descriptions

This section describes the widgets available in your dashboard.

Agent Calls per Hour Widget

The Agent Calls per Hour widget (Figure 7) displays the average number of ACD calls
per hour an agent handles over the selected date range. Data can be grouped by day
or by month, for a range of 1-12 months. You can hover your mouse over a data point
in the chart to display a screentip containing the exact value for the data point.

Figure 7. Agent Calls per Hour widget

Agent Calls per Hour

Calls per Hour

A call is counted in the schedule interval in which the agent answers it. For example, if

an agent answers a call at 10:58 and completes the call at 11:03, that call is counted
in the 10:00-10:59 schedule interval.

24
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Agent Call Volumes Widget

The Agent Call Volumes widget (Figure 8) displays an agent’s call volumes for the
selected date range. Data can be grouped by day or by month, for a range of 1-12
months. Hover your mouse over a data point in the chart to display a screentip
containing the exact value for the data point.

Figure 8. Agent Call Volumes widget

Agent Call volumes

Transferred Calls—+Handled Calls

You can choose to display either handled calls (the total number of ACD calls
completed by the agent) or transferred calls (the total number of ACD calls transferred
by the agent), or both.

NOTE: A zeroin the graph indicates the agent logged in during the day
but took no calls. No data in the graph indicates that the agent did not
log in on that specific day.
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Agent Percentages Widget

The Agent Percentages widget (Figure 9) displays your occupancy ratio or percentage
of calls answered, or both, for the selected date range.

Data can be grouped by day or by month, for a range of 1-12 months. You can hover
your mouse over a data point in the chart to display a screentip containing the exact
value for the data point.

Figure 9. Agent Percentages widget

Agent Percentages

% Occupancy——% Calls/Offer

You can choose to display either or both of the following data elements in any order
from the Settings window.

* % Occupancy—The percentage of logged-in time that the agent spends in
active contact handling states (for example, on incoming calls, in wrapup
activity, on outbound calls).

* Utilization—The percentage of offered calls that the agent answered.

26
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Agent Time Distributions Widget

The Agent Time Distributions widget Figure 10 displays the average time you spent in
a specific ACD state for the selected date range.

Figure 10.  Agent Time Distributions widget

Agent Time Distributions

Average Talk .Average After Call
Time Work Time

Data can be grouped by day or by month, for a range of 1-12 months, and is expressed
in seconds. You can hover your mouse over a data point in the chart to display a
screentip containing the exact value for the data point.

You can choose to display up to three of the following data elements in any order.

Data Element Description

Average Processing Time The average amount of time an agent was in
the Talking, On Hold, Work Ready, and Work
Not Ready states. Default option for Series 1
in the Settings window.

Average Talk Time The average amount of time an agent was
on incoming ACD calls, beginning when the
call is answered until the call is
disconnected, including hold time.

Average Hold Time The average amount of time the agent
placed calls on hold, including hold time for
transfers and conferences.
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Data Element Description

Average After Call Work Time The average amount of time an agent spent
in the Work state immediately following an
ACD call.

Average Ready Available Time The average amount of time an agent was

logged in and available to accept ACD calls.

Average Not Ready Time The average amount of time an agent was
logged in but not available to take ACD calls.

Agent Time Totals Widget

The Agent Time Totals widget (Figure 11) displays the total time an agent spent in
specific ACD states for the selected date range.

Figure 11.  Agent Time Totals widget
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Data can be grouped by day or by month, for ranges between 1 and 12 months, and is
presented in HH:MM:SS format. You can hover your mouse over a data point in the
chart to display a screentip containing the exact value for the data point.
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You can choose to display up to three of the following data elements in any order.

Data Element

Description

Total Processing Time

Depends on which ACD your system uses:

Unified CCE or Unified CCX—The total
amount of time an agent was in the Talking,
On Hold, Work Ready, and Work Not Ready
states

Nortel—The total amount of time an agent
was in the Talking, On Hold, and Break
(Work) states.

Avaya—The total amount of time an agent
was in the Talking, On Hold, and After Call
Work states.

Total Talk Time

The total amount of time an agent was on
incoming ACD calls, beginning when the call
is answered until the call is disconnected,
including hold time.

Total Hold Time

The total amount of time the agent placed
calls on hold, including hold time for
transfers and conferences.

Total After Call Work Time

The total amount of time an agent spent in
the Work state immediately following an ACD
call.

Total Ready Available Time

The total amount of time an agent was
logged in and available to accept ACD calls.

Total Not Ready Time

The total amount of time an agent was

logged in but not available to take ACD calls.

Total In Service Time

The total amount of time an agent was
either in a Ready state or was handling a call
(total talk time plus total after-call time).
Default option for Series 1 in the Settings
window.

Total Logged In Time

The total time during the period the agent
was logged into the ACD. Default option for
Series 2 in the Settings window.
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My Schedule Widget
The My Schedule widget (Figure 12) displays a summary of an agent’s schedule for
today. The widget shows the agent’s last activity, current activity (marked with a red
dot) and next three activities. If the schedule has more activities than that, the word
“More” appears at the bottom of the widget.

Figure 12. My Schedule widget
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The widget also shows the agent’s current adherence (A) and compliance (C)
percentages for the day. For information on how the adherence and compliance
percentages are calculated, see “Real Time Adherence Widget” on page 31.

If the agent is not scheduled for any activities, My Schedule displays the message,
“Nothing Scheduled On This Day”.

You can view previous and future schedules one day at a time by clicking backward and
forward through the calendar pages.

You can click the Link button 52 in the widget toolbar to open the My Schedule
application and view today’s schedule in full.

The activity start and end times shown are based on the Display Time Zone configured
for the agent by the administrator, while the date is based on the WFM server’s time
zone. If the schedule crosses midnight, the start times for activities before midnight are
highlighted. See “Time Zone Considerations” on page 49 for more information on time
zZones.
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Agents cannot modify the My Schedule widget. Supervisors can modify the widget by
selecting the agent whose schedule is displayed in the widget and renaming the widget
as desired.

Real Time Adherence Widget

The Real Time Adherence widget (Figure 13) is available to supervisors only. It displays
real time adherence data for selected agents. The data is updated every 30 seconds.

Figure 13. Real Time Adherence widget
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