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Preface

1 Preface

Welcome to the Training Manager for Genesys WFM Administrator Guide. This guide is designed to
explain the application in user friendly terms and walk through how to administer the application from
creating Locations, Trainers and Rooms to scheduling training into Genesys WFM.

Due to the integration into Genesys WFM, it is recommended that the Training Manager Administrators
already have an understanding of Genesys WFM as this Admin Guide does not cover using Genesys
WFM.

Note: for this version, the Skills Portal Users and Skills Assessor menu options have been removed, so
please ignore this item in the screen shots.
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2 About Training Manager for Genesys WFM

Training Manager enables companies to create, manage, and schedule multiple agent training activity,
team meetings, and one-to-ones automatically in Genesys WFM. The training scheduling process can
include rooms and trainers or any combination of agent, room, and training. For team meetings and
one-to-ones, this automatically includes the manager. A browser-based web portal comes as part of the
application, allowing visibility of the scheduled training and meeting activity together with any other
details available; for example, reason for the training, room, trainer, and any pre-training work if
required. The trainer updates attendance through their online attendance register, which they access
directly through their web portal. This automatically updates Training Manager with who has attended,;
if there were any non-attendees they can be "mopped up" automatically as part of the scheduling
process.
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3 Intended Audience

This document is primarily intended for system administrators or other individuals who currently
schedule using Genesys WFM.
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4 Training Manager Administrator
The first time you run Training Manager you will be presented with a configuration screen as shown
below. Enter the URL to the IIS virtual directory that contains the Training Manager services in the first

field. The remaining fields can be left at their default value (if not using a proxy), or can be modified to
suit your environment.

YWeb Services IRL Ihttp: Hplannerzerver/plannerzervices,

Location of the Web Services
e.q. http:Afyour-zerver/S ervices !

Priowsy Server UBL [Optional] |

Location of pour prody server uged for both
“Web Services and “WFM APz

Wieb Service Cannechion Timeaut IEEEIEIEI

Time [in milizeconds] o wait when connecting to the
Web Services.

W Cannection Timeout |25IZIIIIIII

Time [in millizecondz] to wait when connecting ko WER.

Web Service Authentication [ Use NTLM [Integrated ‘Windows Authentication]

Leaving thiz unticked will azzume Anonymous Authentication

1] LCancel

Figure 1: Training Manager Configuration Screen

4.1 LogginglIn

Providing that the user has authority to access the application, the Login screen will appear as follows:
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Training Manager >

I\g | Welcome to
ﬁ'@ Training Manager

User Name: || |
Fassword: | |
Configuration Details <=

WFM Server: |wfmSer'uer |

Host Name: |demnsen.re genesyslab com o |

Port : |5'I]-I}T v|

[ ] HTTPS Remember on successful login

Figure 2: Login screen

Complete the details as required and select OK.
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4.2 Logging Out

To log out of the application, click File and then Exit or click on the red X in the top right hand corner.

The Training Manager main menu will be displayed as in the example below.

I Trining Manager

File View Tning Tool Help
o e

4 [ Training Mansger

] Treiniog Manager Ponsl

B

3 GENESYS

moments connected

L Preferences -

O Featr (I WFM - [ Pedomance DNA «  Monday, 04 December 20171051 Tine 7ove ]

Figure 3: Logging out
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5 Training Manager Components Overview

Training Manager has several key components with a further component available for integration into
the Performance DNA module:

1. Training Requests — select this menu option to create a training request.
o Completion Status / Reports

2. Meetings — select this menu option to create and schedule any meetings or one-to-ones where

the team manager is also required.
3. Resources

o Room Calendar — all room activity will be visible here, from creating an individual
manual room booking, to rooms booked as part of the optimized (or manual) scheduling

process.

o Trainer Calendar — as with room booking, all trainer activity will be visible here, from
manual holidays and scheduled meetings, to training activity booked as part of the
optimized (or manual) scheduling process. Trainers now have the ability to keep their

calendar up-to-date directly through their web portal access.

o Manager Calendar — the Manager Calendar has to be kept up-to-date with working
hours and unavailable time for Training Manager to schedule team meetings. Managers

keep their working hours and unavailability up-to-date-through their web portal access.

4. Training Manager Portal Users — select this menu option to manage access to the web portal.
Administrators are created here. Trainer managers, trainers, managers and agents are created
automatically; however, trainer managers, trainers, and managers must be granted access to
the web portal. Agents are granted access to their portal through the agent option ‘Grant access

to all from WFM...”
5. Configuration -

o Training Categories — the different categories used in training activity for example,

Trainer Led.
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o Meeting Types - the different types of meetings associated with the specific meeting

algorithm, for example, One-to-One, Team Meeting.

o Booking Categories — distinguish the type of category in the web portal, for example,

Holidays. They are also color coded for easy visibility.

o Selection & Exclusion — record excluded users and / or excluded ‘special dates’ together

with the reason e.g. long-term absence.

o Resources — locations, trainers, rooms and managers are created, configured, and

managed here.

6. Training Manager Portal — select this menu option to manage authentication, branding, and

visibility of training schedules in the web portal.

These components are covered in detail in the document.
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6 Configuring Training Manager
Due to the integration into WFM, the following information will already be available to select through

Training Manager:
=  Management Units.
= Agent Groups, Skills (including proficiency levels), and Activities.

=  Agent WFM schedules.
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6.1 Time Zone

When first accessing Training, Manager check that the correct time zone has been selected as this will

affect the scheduling activity.

Click on Time Zone in the bottom right hand corner and a separate window will be presented to use the
drop-down box to select your working time zone. This only needs to be done in the first instance or if

your working time zone changes.

] E S Y S M
[] Show Time Zone Acronym on Status Bar oK Cancel

moments connected

Select Time Zone and
then select the correct
time zone from the
drop-down box.

B WrM - [ Peformance DNA = Monday, 04 December 20171052 Time Zone &'

Figure 4: Setting your time zone
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6.2 Locations

6.2.1 Creating Locations
Training Manager must be configured to identify the location that agents, trainers, managers and rooms
are associated to. Training Manager needs this information to schedule training activity. The locations

therefore must first be created in Training Manager.

To create a new location, expand Configuration, from the list under Main Menu. Expand Resources and

then click on Rooms & Locations.

Expand Configuration
and Resources to
reveal the Rooms &
Location option.

3 GENESYS

moments connected

Sub Mer

b Preferences -

O Featy 59 e - [ Pefomance DA -

Figure 5: Managing locations
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Expanding the Internal Sub Menu, displays a list of the internal sites. Expand the site to reveal any

associated rooms.
4 a5 Resources
[{] Rooms & Locations
s [ Trainers
[ Managers
ﬂ Training Manager Portal

> B WM

Right click on Internal /
Location for additional
menu options.

Sub Menu
a [ Rooms & Locations
o Viswing Active
2 @ Internal
[l <No Locations
» [l London
» Ll MNel T3/ New Location
;o Sa ] New Room
> Jal Sol
L] Tok 2 Delete Location

& View Active Rooms

View Inactive Rooms

Figure 6: Viewing additional options within the Internal sub menu

To create a new location, right-click Internal in the Sub Menu; additional options will appear.
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Select New Location, and complete the details as required. If the location is a satellite site, select it from

the Parent Location drop-down menu. Once the location has been created, rooms, trainers, managers

and agent teams can be associated to it.

B Training Manager
File View Taining Took Help

Main Merw

B ven

Location

Locason Nase *

Tine Zore *

Locason Notes

6.2.2 Deleting Locations

Complete the detail as
required and associate the
relevant time zone. Click on
Apply once completed.

Figure 7: Creating a new location

To delete a location, select it from the Rooms Sub Menu, and then right-click the location and select

Delete Location.

Note: A location can only be deleted if there are no activities associated with it.
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geskillsplanner - Version 3.4

4 SkilsPlanner
> [ Training Requests
Mestings
I ax Resource Calendars
7 SkilkPortal Users
4 % Configuration
a7 SkillsPlanner

Training Categories
Mesting Types
Booking Categarizs
£ Selection & Exclusion
4 3% Resouces
Flaams § Localions
3 Trainers
Managers
- SkilsPortal
" Skilshssess

P Rooms & Lacations
o Viewing Active

2 @ Irtemal
Ll <NoLocation»

AL
E gma % New Room

b [l Lo _hmmm\
421 3¢ Delots Lostion

3| | ViewActive Rooms

El| iwnacive Fioams

g ‘ Preferences

Figure 8: Deleting locations

6.3 Rooms

6.3.1 Creating Rooms

Rooms are created using the Resources option, similar to creating locations.

Select New Room from the Rooms Sub Menu; this will associate the new room with the location.
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Locaton Name * London
Tane Zone GMT

Locstion Notes
Pareet Location
Update réomation

Date Crested 07 November 2014 by
Last Updaled 07 November 2014 by SYSTE

Figure 9: Creating rooms

After selecting New Room, the Room screen appears on the right-hand side of the window.

Enter a relevant room name (including the location as part of the room name identifies where the

training will take place) and any other necessary details.

Select the location of the room from the Location drop-down menu (the location name will be

populated automatically if the room is created against the location).

Enter the room constraints. For example, the minimum and maximum number that the room can
accommodate for training. Leave the minimum capacity of the room as 0 and manage the training group

size as part of the scheduling process.

If the room becomes unavailable for scheduling then uncheck the Active box. The room will not appear

as available when selecting rooms in which to schedule training.
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Once the room has been configured it will appear against the location in the tree view.

— Enter the details as required. It

- is recommended that the

e Es e minimum capacity be left at 1.

et %

— Deselect Active if the room

o ; i e becomes no longer available.
Click Apply to save.

Figure 10: Setting room options

6.3.2 Deleting Rooms

To delete a room, expand the location and select the room that you want to delete. Right-click the room
and select Delete Room as in the example below.

The room will only be deleted if there has been no activity associated with it.

There is, however, the option to make the room inactive, which removes it from the list of available
rooms. Uncheck the Active box; the room is now inactive.
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1B Training Manager
Fie View Tning Took Hep
Man Meow
+ [ Trseing Mensger
[T Trainieg Requests

4 3% Fesource Calendars
8 Room Calendars
& Traver Calendans
& Manager Calendars
o G Corbgurabon
4 [ Trainig Manage

Ve Active Roams

& Traiing Room 1
8 Training Room2 | __ Wiew Inactie Pocms

2 New York

2 SonFrascinco

A Selibat

FR

i Preferences +

Configuring Training Manager

- ] X

Room.

Room Name * [BoadiFoom

Room Detas

Locaion i London

Mireruan rumber o peosle who s be sesed i the oo 02

Manmuam e o pecshe who can be seted e Room BB

setne. (%]
Updte Hometon

Date Cvated Uhowwmber 2014 by SYSTEM

Lest Updeted Nicbumy D7 by Genesps Adercirr

ooy Cose

Figure 11: Deleting rooms
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6.4 Trainers

6.4.1 Trainers

Trainers are managed in Performance DNA. Preferably using OrgData.

Select Configuration, then select Training Manager, and then select Resources. Select Trainers; the tree

view will appear in the Sub Menu below.

Expand the tree view to view any configured internal trainers.

[ Training Manager Portal

o

3 GENESYS

moments connected

Sub Menu
4 [T Trainers
+ Viewsng Active by Locabon
& D Intemsl
Ll <o Location>
4 Lil London
2 iony Christopher
Eower

Ll Tekye

J# Preferences -

Figure 12: Creating trainers

There are three ways to view the trainer structure; the Sub Menu hints will indicate which view is

displayed. Right-click Internal in the Sub Menu; the following options will be available:
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1. View by Location - this lists all of the locations in the Sub Menu; expanding the location reveals
the associated trainers.

+ [ Training Mensger
[T Training Requests
[ Mestings

2% Reso

dora
| Room Calendars

& Traier Calendars
jor Calendars.

9 Types.
(I3 Booking Categories
&) Selection & Exclusion

] Managers

0 Troiing Manager Portal
wiFM

3 GENESYS

moments connected
[t Morw
+ 0 Traners

P Viewing Active by Location

Lt Preferences +

Figure 13: View trainers by location

2. View by Hierarchy —this lists the trainer manager and any associated trainers (creating the
Trainers hierarchy will be covered later in the document).

s Haip

< GENESYS

moments connected

Figure 14: View trainers by hierarchy
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3. View by Alphabetical Order — lists all of the trainers in alphabetical order.

Training Manager Portal
- 8 WM

Sub Menu
4 [T Trainers
o Viewing Active by Alphabetical Order

PbbbbbbbbbE

S GENESYS

moments connected

Figure 15: View trainers by alphabetical order

A new external trainer can be created by right-clicking a trainer category apart from Internal.

Training Manager

File View Taining Tools
[ Main Moy

2 I Training Manager

4 5% Rescurce Calendars
8] Room Calendars
£, Trsiner Calenders

ager Calendars

[T) Training Categories
[T) Meeting Types
IT] Booking Categories
& Selection & Exclusion
4% Rescurces
[T] Rooms & Locations
[ a [T Trainers
[T] Trainer Skills
[T] Managers
[ Trairing Manager Portal

- WM

Help

& View by Alphsbsticsl Order

' View Active Trainers

View Inactive Trainers

3 GENESYS

moments connected

Figure 16: Creating a new trainer
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Select New Trainer (only for external Trainers); the Trainer screen will appear on the right-hand side of

the window.

Trainer (Exdtemal)

First Name * “ ‘

Last Name * ‘ ‘

Employes 1D * ‘ ‘

Trainer Details

Active
Skills

Skill Code  Skill Ma... Skill Co... Trainth.. Course.

Figure 17: Creating a new trainer

Enter the details as required. If the trainer is external, an external reference can be included.

The option to mark the trainer as inactive is also available.

Information entered in Working Hours and Locations identifies when and where the trainer is available.
The Skills tab is used to associate specific skills with individual trainers.

6.4.2 Working Hours

This has to be updated in Training Manager, the top part of the screen is not editable because Trainers
are maintained in Performance DNA.

Training Manager needs the following information for the application to understand what hours the

trainer can work.
Working Hours:
Start —the earliest time that the trainer can start work.

End —the latest time the trainer can finish work.
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Lunch- the earliest and latest times for lunch.
Earliest — the earliest time the trainer can have their lunch.
Latest — the latest time the trainer can finish their lunch.

This information allows the application to understand when the trainer can be scheduled and how

flexible they are with their working hours.

Note: Training Manager supports the ability to select trainers for scheduling when their start time is
midnight. Setting both Start and End working hour times to “00:00” indicates a non-working day so

ensure that the End time is not set to “00:00” if you want the shift to start at midnight.

First Mame = Joe

Last Name = DePlummer
Employee 1D~ 232

Email Address

Trainer Details

Manager <Monex>

WEMID X 4-1D8B-FIAD-0110-914780590EBE
Active
Working Hours Working Rules Locations Skills
Working Hours Lunch
Start End Earliest Latest
Mon [os00 ] 700 k2] [1200 k= 300 5]
Tee  [oe00 He| [i700 | 1200 = 13m0 B
Wed (o900 2] 700 2] [1z00 | 13m0 5]
T [pg:00 5| 1700 b5 200 [ 1300 k£
Fi [oa00 k) [i7o0 = [1z00 ] 300 B
sat (000 =] [m0o0 B [oo00 B ooon ]
Sun  [o000 =] [0 k= [oo:00 b5 oo0n 5]

@) These working hours specify local time ta whichever Time Zone the Trainer is warking

Figure 18: Creating a new trainer: working hours

6.4.3 Working Rules

Maximum Hours Per Day —the maximum number of hours the trainer can work per day.

Maximum Hours Per Week —the maximum number of hours the trainer can work per week. This field is
not restricted to whole hours.

Trainer Week Starts On —enables Training Manager to calculate the trainer's working hours against their

maximum hours per week.
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Minimum Hours Between Working Days —the mandatory minimum rest time between shifts.

Minimum Required Lunch Break in the Working Day — the time entered here will ensure that the

trainer receives this minimum amount of time for their lunch break.

Total Minutes for all Breaks in the Working Day - the time entered here will ensure that the trainer

receives this minimum amount of time for their total lunch breaks.

This information allows the application to understand when the trainer can be scheduled and how

flexible they are with their working hours.

Working Hours Working Rules Locations Skills

Madmum Hours Per Day 9= Hours
Maximum Hours Per Week 40008 Hours
Trainer Weel Starts On Monday w
Minimum Hours between Waring Days g}=4| Hours
Minimum required Lunch Break in the Warking Day 602 Minutes
Tatal minutes for all Breaks in the Warking Day 602 Minutes

Figure 19: Creating a new trainer: working rules
6.4.4 Trainer Locations

The information on this tab must be completed as part of configuring a new trainer.

It identifies the location(s) where the trainer can deliver training. More than one location can be

selected.

When the Location tab is selected, a list of locations in the application appears. Select the relevant
location and check the box to the left of the location name. Do the same for each location where the
trainer can deliver training. The trainer's home location must be clearly identified, as Training Manager

will always prioritize training to trainers at their home location.
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To set a location as a home location, click the icon to the left of the location name and then right-click it

to view the Add Home Location option. Select Add Home Location.

Working Hours Working Rules Locations Skills

Legend Home Location Right-click a Location to change Home status

4 _u.'. Locations
[¥] ..l Central Time - America Chicago

[1/al London

Figure 20: Creating a new trainer: locations

Once Add Home Location has been selected, the location will have a yellow box around it.

The option to remove the current home location is available by right-clicking the location and selecting

Remove as Home Location.

You now have the option to select a different home location for the trainer.

“Working Hours “working Rules Locations Skills
Legend Home Location Right-click a Location ta change Home status
4 Lol Locations

[l Atanta

ol Femove as Home Location

[ .| ‘cormon
[ ol Manchester

Figure 21: Creating a new trainer: removing a home location
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6.4.5 Deleting Trainers

The option to delete a trainer is only available for external trainers. Internal trainers are managed
through Performance DNA.

B Training Mansger

Fle View Trining Tools Help

Main Meru

' View by Aphabetical Orer

o View Acove Traners

View active Trarers
# Preferences «

Figure 22: Deleting trainers
6.5 Trainer Skills

Training Manager includes features for managing trainer skill information. Associating skills and skill
levels with trainers allows training schedulers to identify the best trainer for training requests based on
their skill data.

6.5.1 Managing skill information

To create new skills, browse to the Configuration —> Skills Training Manager —> Resources —> Trainers —>
Trainer Skills option from the Main Menu. Right click on the Trainer Skills option from the Sub Menu
and select New Trainer Skill. The Trainer Skill screen will appear.

Trainer Skill
Skill Code = I
Name of Skill = I
Madimum Skill Lewvel = I-H} ::I
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Figure 23: Creating new skills

To create a new skill, enter a Skill Code, Name of Skill and Maximum Skill Level then click the Apply
button.

6.5.2 Associating skills with trainers

To assign skills to a trainer browse to the Configuration —> Skills Training Manager —> Resources —>
Trainers section and select a trainer from the Sub Menu. The Trainer screen will appear. Select the Skills
tab at the bottom of the screen.

The Skills tab shows a table containing the selected trainer’s skills. The table includes information about
skills (Skill Code and Skill Name columns), Skill Competency, Train the Trainer Date and Course with
Skill Last Trained. The Skill Competency column shows the trainer’s current skill value for each skill. The
Train the Trainer Date should be used to indicate the date on which the Trainer was taught the skill (this
field is optional). The Course with Skill Last Trained field will be automatically populated by Training
Manager based on the most recent Training Session that the trainer taught and that required the listed
skill.

To add a skill to a trainer right click on the table and select the Add Skill option. Note that this option
requires that you have at least one skill present in the Skills section and that the selected trainer doesn’t
already have all skills assigned to them.

Warking Hours Waorking Rules Locations Skills

Skill Code | Skill Name | Skill Competency | Train the Trainer Date | Course with Skil Last Trained

Ty Add Skill...

Figure 24: Adding skills to trainers

The Choose Trainer Skill dialogue will appear. Select a skill from the dropdown list, set a Skill
Competency for the trainer and (optionally) set the Train the Trainer Date. Once you click OK the skill
will be added to the selected trainer.
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)J_' & Choose Trainer Skill x|

Skl I % AS125 - Advanced Sales

Skill Competency (1) }

Train the Trainer Date
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[V 25 February 2014

25

Mon Tue ."'.n'eu:l Thu Fi  5at Sun
27 28 9 31 1 2
i 4 7 8 5
0 1 14 15 16
17 18 I
24 { 28 1 2

|:| Todayr 25!1]2;‘”2!] 14

Figure 25: Resources view after setting required skills

Once you have created some skills and assigned them to trainers it will be possible to find the most
suitable trainers for a training event based on required skills.

To do this create a training request and complete the start, user selection and training events tabs. Next
click the Schedule Event button. The Schedule Event screen will appear. The skills required for the event
should be specified in the Skills tab.

B event 1 - [Schedule Event]

Skills Resources Intemuptible Activities Scheduling Options Optimised Seanch Manual Search
Code | Mame |
AS125 Advanced Sales
O Bs574 Business Strategy
O mi42 Intermediate Marketing

Figure 26: Setting required skills for a training event

Once you have selected the required skill/skills click on the Resources tab. The left side of the screen
shows Resources, including locations, rooms and trainers. The right side of the screen lists trainers,
trainer skills and their values. This section is divided into sub-sections per skill. All trainers that hold the
skill will be included in the relevant skill section and their records will be sorted based on highest skill
competency first.
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This section will show all skills regardless of whether they were selected in the Skills tab, however, skills
that were selected will appear highlighted. For example, the following screenshot shows the Resources
tab after selecting only the “Advanced Sales” skill from the Skills tab.

[E Event 1 - [Schedule Event]

Skills Resources Interruptible Activities Scheduling Options Optimised Search Manual Search

a n 5 Resources Trainer Skill Competency | Train the Trainer Date | Course with Skill Last Trained
, _m.‘ lllingis AS5125 - Advanced Sales
a [u| Telford Teny Bobbins 9 26 Feb 2014

- [Cg8| Main Meeting Room Tricia Stephens &
; -4 Robert Cinelli Robert Cinelli

: 02 Terry Bobbins
& Tricia Stephens

B5574 - Business Strategy

Figure 27: Resources view after setting required skills

Trainers that are not selected in the Resources hierarchy will be listed on the right with their details
shown in grey. Checking trainers on the left side of the screen will result in their skill records being
shown in black and rising to the top of the list relative to other checked trainers’ records based on skill
competency.

It is possible to go back to the Skills tab and change the skill selection before returning to the Resources
tab to review the trainer selection based on the newly selected skills.

Once you have selected some trainers for the event, continue to select Interruptible Activities,
Scheduling Options and search for sessions using either Optimised Search or Manual Search.

When a trainer teaches a course with a skill that was required by the course, e.g. the skill was checked in
the Event - Skills tab, Training Manager will automatically update the trainer’s Course with Skill Last
Trained value for that skill with the details of the event (event name and date). Consequently, the value
of the Course with Skill Last Trained field will be empty if the trainer has never taught a training event
that required the skill or the most recent event (and date) that the trainer taught that required the skill.

Feature Notes:

e The Trainer Skills feature supports schedulers in selecting trainers for training requests. Once
trainers are selected for a training request the skills and skill values have no impact upon the
optimised search algorithms that produce training sessions.

o Deleting skills will result in the skills being disassociated from trainers and their related details,
e.g. skill competency, Course with Skill Last Trained and Train the Trainer Dates, will be lost.
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6.6 Managers

Managers must exist in Training Manager to be able to schedule them for team meetings and one to one
sessions.

Managers are maintained in Performance DNA. Preferably using OrgData.

Select Resources, and then select Managers. Right click on Managers in the sub menu to view the
different viewing options available.

o

5 Managar

3 GENESYS

moments connected

Figure 28: Creating new managers

If View by Alphabetical Order is selected, a list of existing managers is available in the Sub Menu. If
View by Location is selected, a list of locations is available.

42 Genesys Skills Management 9.0.0



Configuring Training Manager

Sub Menu hints will identify which option has been selected.

3 GENESYS

moments connected

Tokye

Figure 29: Creating new managers

Below is an example of the View by Location option.

[ Training Manager

3 GENESYS

moments connected

Figure 30: Viewing managers by location

The Manager screen appears, with options to configure information for the new manager. Configure the
manager's default working hours in the Working Hours Tab. Managers are maintained in Performance
DNA so the top section is not editable.
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[RE vreirina Maneger
File View Training Taols
Main Merw
+ [ Training Mansger
& (11 Training Reauesta
(] Meetings
4 2% Resource Calend,
il Room Calendars
2. Trainer Calendors
& Manager Calendar
b Configuration
4 [ Training Manager
] Training Categories
[T Meeting Types
[T Bosking Categories
& Selection & Exclusion
4 % Resources
(] Rooms & Locations
4 [ Trainers
[T Trsiner Skills
(L1 Managera
[ Training Manager Portal
o B wEm

Sub Menu
« (] Managera
< Viewing Active by Location
o Lil <Ne Location>
4 Ll London
& Kelly Smith
B Paul Seholes
o lal New York
i San Franciace
Lil Selinuit
b L Tokyo

4 Preferences «

Help.

eelly
Smth
kemith
Manager Detaila
WFM 1D
Active
Werking Hours || Loeatiana

Working Hours
Start
Mon  [08:00 &
Tue  [om00 [3]]
wes  [0n00 Fe]]
a  [oR00 13
Fro (0200 o]
sm [oa:00 [
sun [omoo (3]

These working houm apecty local tme 1 whichaver Time Zone the Managet s warking.
Update Information

Date Crested 15 February 2017 by SYSTEM

Last Updated 15 February 2017 by SYSTEM
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Figure 31: Configuring a new manager's working hours
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S GENESYS

Set Working Day Defaults

Change Time Zone

REPORTING

BOOKING REQUESTS

CALENDARS

LOGOUT - 182579

Figure 32: The training portal

Once the default working hours have been set in Training Manager, they can be changed in the
manager's training portal.

The example below displays a manager’s training portal home page with the following two options
available under your working hours.

= set your regular working hours
= set exceptions to your regular hours

6.6.1 Setting Manager Regular Working Hours

After selecting an option, the Set Working Day Defaults window appears, enabling the manager to
change their default working hours. The working hours must be defined, as Training Manager needs to
know the manager's working hours.

Amend the hours as required, un-checking any days that are not working days. This automatically
updates the manager’s default working hours in Training Manager.

SET WORKING DAY DEFAULTS

© Information Day of Week StartTime  EndTime Earliest Lunch Start Earliest Lunch End
Change the data below to set your default Monday 08¥ 00Y 18t 00T 127 g0 14v 00
working days and hours.
Tuesday 087 00 187 0O~ 12 0~ 147 00
Wednesday 08+ 00+ 18+ 00+ 12+ 00 147 00
Thursday 08+ 00* 18¥ 00 127 00 14v 00
Friday 087 00* 18+¥ 00 127 00~ 147 00
Saturday 087 00v 18+ 00 12 00~ 14v 00
Sunday O8* 00r 18t 00 12+ 00 14v 00

Figure 33: Setting regular working hours
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6.6.2 Setting Exceptions to Regular Working Hours

This option allows the manager to define non-standard working hours where they are different than
their default hours for whatever reason.

The working days table should not be used to take into account holidays or training days by selecting the
dates as a non-working day.

SET WORKING DAYS

© Information Month/Year: December v 2017 v

Change the data below to set your default Isa

working days and hours.

Dayof  Use Default Is a Working Dayof  Use Default Working
This highlight represents a non-working day. Week Hours Start Time End Time Day Week Hours Start Time End Time Day
5 Important Fritl L4 08~ 00~ 18~ 00~ L4 Sun 17 td
Please do not use this form to define periods Sat2 4 Mon 18 td 08+ 00+ 18+ 00~ 4
of scheduled absence (e.g. Holidays, Training . . T T .
Days) where you would otherwise be £ 3 Tue 19 e ][00
working. Mon 4 i v ‘Wed 20 | 08T OOY 18T 00 v v
This form is for specifying UNPAID, NON- Tue 5 | v Thu 21 | 08v 00 187 00 v
'WORKING time only.
Wed 6 L ) Fri22 4| 08+ 00~ 18~ 00~ L4
Thu7 td v Sat 23 7|
Frig T4 4 Sun 24 4
sat9 L Mon 25 T 08v 00 18~ <
Sun 10 ) Tue 26 i 08v 00v |18v 00~ Ci
Mon 11 L ) Wed 27 vl 08+ 00~ 18 L4
Tue 12 L ) Thu 28 4| 08+ 00~ 18+ 00 L4
Wed 13 d ) Fri 29 L4 08+ 00~ 18~ 00~ L4
Thu 14 Ld ) Sat 30 d
Fri 15 3 08v 00T 18+ 00T 4 Sun 31 <
Sat 16 Cd

Figure 34: Setting exceptions to regular working hours

From the Locations tab, check the box to the left of the location that you want to associate with the
manager. This is required as part of the meeting scheduling process, and will be covered in the Meeting
section of this document.

After checking the relevant location, click Apply.
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First Name * Lorenzo
Last Name * Bratzo
Employee ID *

Email Address

Manager Details

WFMID 2C393021C-1850-38D8-0118-5224B5060230
Active
Warking Hours Locations

4 Jﬂ Locations
D_n.'. Central Time - America Chicage
_nl Lendon

Figure 35: Associating locations with managers

Deleting Managers

Managers are maintained in Performance DNA. Updates there will populate through to Performance

DNA.

6.7 Globally excluding agents

There are two tabs in the Meetings User Selection tab:

Selection — Allows for the selection of agents for the meeting

Global Exclusions — Mark individuals with reasons for non-scheduled activity, for example, long-term
sick, reassignment, maternity, and so forth.

To globally exclude an agent:

Right-clicking agents in the selection tab
Select Globally Exclude...

Enter a Reason for Exclusion

Click OK

The user will then appear in the Global Exclusions tab. It is possible to edit/remove an exclusion by right
clicking on the user in the Exclusions List view and selecting the relevant option.

There is also the option to exclude either locations or teams for a specific date.
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Click the By Date tab, and the hierarchy from WFM will appear to the right of a calendar. To exclude
sites or teams for a specific date, click a date and then check the box next to the team(s) or site.

[l Training Manager
File View Trining Tools Help

Main Menu

B M Selection || Giobal Exclusions
P raining Manager
4 g :A:ng Requests Exclusions List | By Date
ings
4 ax Resource Calendars @) Choose dates which wil be excluded for all scheduiing, and then click the ems to apply the exclusions to.
2
1] Room Calendars
& Trainer Calendars . December 2017 » 4 & Blue Sky Airlines
& Manager Calendars T w T F 5 = 4 CJ@ London
4 4 Configuration 12 a2 1@ Frank Lampard
a B Training Manager n 5 6 5 s s 10 & Kelly Smith
[D Training Categories o o oe 15 . 1w & Paul Scholes
F) Mesting Ty ) 4 OB NewYork
= o Tupes 8 19 2 M » W A A
[0 Booking Categories N & Abby Wambach
£ Selection & Exclusion s ® 7 ® N N3 1@ Hope Solo
£ Resources & Landon Donovan
aan
[T] Rooms & Locations & TeamBlueSky
a [ Trainers 4 OJ@ SanFranciseo
[T Trainer Skills [1& Jozy Atidore
[ Managers [CI@&& Megan Rapinoe
B Training Manager Portal &8 Team Blue Sky
> B wrm CO& Tim Howard
4 OE Tokyo

@ Keisuke Honda

& Shinji Okazaki

& Yuki Ogimi
& TEST_BU

Sub Menu
[T Selection & Exclusion

¢ Preferences ~

Figure 36: Excluding locations or teams by date
This will then highlight the date against the team.

To deselect a date and / or team, click the date and then un-check the team to remove the exclusion.
When an exclusion has been set, the team or site can be selected as part of a training request but will
not be scheduled on the configured exclusion date.
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File View Training Tools Help

Main Menu
4 [B Training Manager
v [ Training Requests
[T Mestings
4 3% Resource Calendars
| Room Calendars
& Trainer Calendars
& Manager Calendars
4 b Configuration
a [ Training Manager
[ Training Categories
[T Mesting Types
[ Booking Categories
£ Selection & Exclusion
4 25 Resources
[IJ Rooms & Locations
a [T] Trainers
[ Trainer Skills
[0 Managers
[ Treining Manager Fortal

. v

Sub Menus
[ Selection & Exclusion

3 Preferences ~
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Selection || Global Exclusions
Exclusions List || By Date
@) Chooss dates which will be excluded for all scheduing, and then click the tems to apply the exclusions to.

4 & e Sk Arlnes

a December 2017 »
W T F s 4 O@ Lendon
Tz 3 1@ Frank Lampard
5 & 7 & 9 10 CI& Kelly Smith
n o122 13 % 1’ . 17 &8 Paul Scholes
New York
o e 1@ Apby wambach
s % 2 o2 0w W A D18 Hope oo

[J&9 Landon Donovan
& TeamBlueSky
2 O @ SanFrancisco
188 Jozy Altidore
1@ Megan Rapinoe
IR Team Blve Sky
C1E8 Tim Howard
4 0@ Tokye
[1&8 Keisuke Honda
@ Shinji Okazaki
& Yuki Ogimi
& TEST_BU

Figure 37: Removing exclusions
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6.8 Viewing Scheduled Training Activity for an Individual

To view any historical training activity for an individual, find the individual in the Main view and then
right click and select Completion Status.

Selection Global Excluzions

Dizplay Mode IWFM Hierarchical j

4 & Blue Sky Aifines
4 Landan
i ﬁ <Mone>
4 lﬁ UF_Supervizar & [Location: London HE)
&k F_Agent UE_Agent_002 [Location: London HA
£ UK _Agent U = OO Mmook | msmdimin LIOTY
£ UK_sgent UK Lol Set Location...

£ UE_Agent U 24 Remove Location...

£ UK_Agent U

& UK_Agent U q’@ Campletion Status...
& UK Agent U Globally Exclude...
B UE_Agent UK mgome _

& Fk_Agent UE_Agent_010 [Location: London HA
& Fk_Agent UKE_Agent_011 [Location: London HEA
& Fk._dgent UKE_Agent_01 2 [Location: London HEA

Figure 38: Viewing a user's past training activities

Master Schedule Scenarios

Training Session Fiters

I EratlOste il Any past training activity will then be
StanDate [o5ho oo o] EndDae [ighone <] L. .
™ Enabl St e visible and can be filtered by date
I [ and status.

Calumns
I Location I Team M Ste [ Business Uit

First Mame | Last Name | Emplopee 1D [ ] Location [ &8 Team Site[ & Business Unit | &% Training Request| &% Code[ (s Event|[ StartDate | EndDate [ 5 Trainer| = Trsiner EmpD [ 5] FRoom | Status | Trainer Comments | User Comments | Exclusion Reason |

Figure 39: Viewing a user's past training activities
6.9 Room Bookings

6.9.1 Managing Room Bookings

Once rooms have been created they can be included as part of the optimized scheduling process.
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The calendar management of the room must be kept up-to-date, as the application will avoid using any

rooms that are not available.

Any scheduled room activity will automatically update the room calendar.

To manually enter a room booking, select Room Calendars from the Main Menu.
A similar tree view will appear in the Sub Menu listing all of the locations.

I Training Manager
File View Training Taols  Help

Wain Meru
4 [ Training Manager
[T Training Requests
[T) Meetings

4 B Trsining Manager
[T Training Categories
[T] Meeting Types
[ Booking Categories
£ Selection & Exclusion
4 an Resources
[T Rooms & Locations
a [ Trainers
[ Trainer Skills
[T Managers

3 GENESYS

moments connected

Sub Menu

13 Preferences =

Figure 40: Manually creating a room booking
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When you expand the location a list all of the rooms associated with it appears.

Right-click the required room and the New Room Booking option appears.

B Training Manager

Room Calendar.  Board Room

Stant Date [z77112017 @~ EndDate 111272007 @] [ @ Refresh
Stert Tme End Time  Booking Category Pumose  Netes

4 [ Training Manager
[T Training Categories
[T] Meeting Types
[Tl Booking Categories
& Selection & Exclusion
4 35 Resources

[T Rooms & Locations

o4 [T Trainers
[T Trainer Skills
[ Managers
B Training Manager Portal
[ <R

Sub Menu

4 [T] Room Calendars
F Viewing by Loeation
Al <NoLocation>

4 Ll Lendon

Ll Solihull
Ll Tokye

i Preferences -

Figure 41: Manually creating a room booking

After selecting New Room Calendar Entry, the room booking form appears.

52

Genesys Skills Management 9.0.0



Configuring Training Manager

Complete the details as required and click Apply.

ot Date P2z @~ End Date (04122017 3+

e e ) PSR- T

Select the Booking Category from
the drop-down box and complete
the start and end time. Any notes
can also be included. Click on
Apply once completed.

Figure 42: Manually creating a room booking

The Room Calendar will now be updated with the new booking and Training Manager will avoid

scheduling any training on the date and time in question.

Only manually entered room bookings can be deleted in the Room Calendar.
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6.9.2 Deleting a Manual Room Booking
To delete a manually-entered room booking, right-click the calendar entry and then select Delete

Calendar Entry...

Training Manager will not allow deletion of any scheduled training activity in the Room Calendar.

Tramning Mansger - a X
e View Twining Tools Help
Main Merus

- Room Calendar.  Meating Room A
Y pre—r—

T Trsiing Feauests Snt Do ZNuaT @+ Endae W@y @] |2 Reiwan
Mestings End Time Bookig Category  Pumcse  Hotes
Fessurce Colend Mo

] Foom Calenders
& Trainer Calendars
& Manager Calendarn

7] Maagers
8 Troiring Marager Fora

v

Sub Merws

4 [T Room Calendars
o Vewing by L

& Prefarences - el ot

Figure 43: Deleting a manual room booking
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6.10 Enhanced Trainer Configuration and Visibility

6.10.1 Trainer Hierarchy

The ability to create trainer hierarchy is managed through the Performance DNA hierarchy.

To view the trainer manager hierarchy, change the Sub Menu view to View by Hierarchy by right-
clicking the Trainers option in the Sub Menu.

B Tsining Manages
FiEl] View Tosning Tocl Help

Mo Meru

3 GENESYS

moments connected

Figure 44: Viewing the trainer hierarchy
Expanding the detail in the Sub Menu will reveal the trainers that report to the trainer manager.

The trainer manager can view the trainers associated with them and can select to view their activity in
the training portal.
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trainer calendar

2\ Required fields
Legend
! Scheduled

Events pattially or fully scheduled

(i ] Completed

Evenits i longer requiving action

Cher
Other calendar entries
trainer selection
© Vigw by Location
© View by Home Location
& vigw by Alphabetical Order
€ View by Hierarchy
Select All | Unselect All
= @ Internal
™ 2 Angie Baker [12348]
™ 2 Charlie Dixan [23456]

———
Standard¥iew ' Planner View

Search

@ @ [co |
Start Date [ Ju 2012 [ End Date B AU 012 = sorty [Trainer =1

Go'to fsdvanced Search

@ Information

There is currently no data o show, Select one or more frainer from the treeview to view all the report for all of those trainers, Expand any location to view the frainers at that location,
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Figure 45: Viewing trainer schedules within the Training Manager Portal

Genesys Skills Management 9.0.0



6.11 Trainer Calendar
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Trainer Calendar non-availability is managed either by updating the trainer calendar in Training

Manager, or individual trainers updating their web portal calendars.

To manage trainer availability in Training Manager, select Trainer Calendar from the Main Menu. The
locations are then listed in the Sub Menu. Right-click Trainer Calendar to amend the view if required.

[E Training Manager
File View Training Tools Help
Main Menu
4 [B Training Manager
> [ Training Requests
] Meetings
4 3% Resource Calendars
1| Room Calendars
£, Trainer Calendars
& Manager Calendars
4 1 Configuration
o [B Training Manager
[0 Training Categories
[0 Mesting Types
(] Booking Categories.
£ Selection & Exclusion
4 % Resources
] Rooms & Locations
a4 0 Trainers
[T Trainer Skills
[T Managers
[E] Training Manager Portal

> [ wrm

Sub Menu

a4 [ Trainer =
@ 7 Viewby Locston

View by Hierarchy
View by Alphabetical Order

i Preferences +

S GENESYS

moments connected

Figure 46: Setting trainer availability

To create a new calendar entry, right-click the required trainer and select New Trainer Calendar Entry.

There are also the options available to change the view.
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Trainer Calendar Entry

5, Briony Chisiophe [1E2575)

Hons

Figure 47: Setting trainer availability

EndDae [M22017 O+ |
End Tne: [0300 ol
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Complete the details as required, select Booking Category from the drop-down menu, and then click
Apply once all of the details have been entered.

(R T—
Fie Vew Toning Took Hep
o e

+ [ Trining Menager

Traier Calendar Endry

T Trieing Requests
1 Mestiras
e ;.u:m?l::m Pupore
& Trainer Calendars S e
& Mansger Colendars
4 & Confguration
+ [l Traimng Mansger
D) Trairing Catogories
Mesting Types
Bocking Categeries

St Time *

3 Mansgers
) Trarens Mo Pors

B

Sut Mo

a [T Trainar Calarsars
W Viewing by ierarcly
5. Briony Chrintophar

3. Lea MeCamn
& LisaDsvis
& Mark Bergman
& Matiren Broun
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£, Briony Cheistogher (183575

Biltesing | Tranes Prec
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|

o0

EndDate 4122017 [~

3] maee i

Figure 48

: Setting trainer availability
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To delete a Trainer Calendar entry right-click the calendar entry and select Delete Calendar Entry...

Trainer Calendar  Briony Ghristophor
Start Ot 271172017 (v | EndDate 111272017 (@~ | [ @ Refresh

Booking Categon Pumose Notes

Friday, 08 December 2017

(5] 6 Deo 2017 08:00 8 Doe 2017 12:00  Traing_| i 3 Cisna 3 in Training Aoom 2 with Brony Chnstopher

Figure 49: Deleting a trainer calendar entry
The trainer can also manage their availability through their training portal. The option to insert any new
activity is available within the Training Manager View of the Trainer Calendar by right-clicking in the

calendar and selecting New.

TRAINER CALENDAR

Legend Stangard View 1 Planner View I

‘No Category ‘ [ Open innew window % Click here to Refresh

Your current time zone is GMT

< > today ¥ 5 December 2017 Week  Month

Non WFM Meetin
E L e D
5T Todey

Toggle 24 Hours/Business Day.

Figure 50: Managing trainer availability through Training Manager Portal

6.12 Training Categories

The training categories are linked to the exception codes in WFM, and a training category must be
selected when creating a training request. When training is scheduled it is the exception code that is
displayed in the agent schedules, and therefore must already exist in WFM. Genesys WFM takes into

account the impact of the exception code on the staffing levels as part of the WFM configuration.
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To create a new training category, select Training Categories from the Main Menu; a list of existing

categories appear in the Sub Menu.

B Training Manager
File View Training Tools Help

Main Menu

2 [B Training Manager
> EJ Training Requests
E Meetings
4 3% Resource Calendars
i Room Calendars
£ Trainer Calendars
& Manager Calendars
4 4# Configuration
2 [B Training Manager
ED Training Categories
EJ Meeting Types
D Booking Categories
£ Selection & Exclusion
4 3% Resources
[EJ Rooms & Locations
4 [ Trainers
[T Trainer Skills
EJ Managers
[ Training Manager Portal

> B wrm

S GENESYS

moments connected

Sub Menu

L] Training Cay _
2@ o0 3| New Training Category
«F Viawing
Class Trsi| > View Retwe Traiming Categories

‘e-Learnin
9| View Inactive Training Categories
New Produc.

b Preferences -

Figure 51: Creating a new training category

Right-click Training Categories in the Sub Menu and the New Training Category option appears.

To create a new category, right-click Training Categories in the Sub Menu and select New Training

Category.
Enter a new name together with any relevant notes.

Use the drop-down Activity Code list to select the correct activity code from WFM to associate to the
training category (this will ensure that the WFM rules and reporting is correct). After selecting the

required exception code, click Apply.
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Please note that Training Manager does NOT create exception codes in WFM.

Hama * [New Traring Category

Eeen T

Select which exception
code to associate with
the training category
and then click on OK.

[m00000000000,

Suto Merws
Trsining Cotagerinn

# Preferences -

Figure 52: Creating a new training category
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6.12.1 Deleting a Training Category

To delete a training category in Training Manager, right-click the training category and select Delete

Training Category.

‘Training Cateqory

Name toew Traring Category

Select which exception
code to associate with

- - the training category

e and then click on OK.

Lot Upcaed 0 Decenber 2017 by

[ T
B

Figure 53: Deleting a training category

6.13 Meeting Types

Meeting types are used when creating and scheduling meetings and one-to-ones that include the team
manager. Different algorithms have been created to manage team group meetings or individual agent
meetings which include the team manager. These algorithms must be associated with the correct
meeting type.

62 Genesys Skills Management 9.0.0



Configuring Training Manager

Select Meeting Type from the Main Menu. Any existing meeting types are now visible in the Sub Menu.

[Main tora
4 [ Training Manager
[T Training Requests
[T Meetings
4 5% Resource Calendars
@il Room Calendars

() Training Categories
(L] Mesting Types

[[] Bocking Categories
& Selection & Exclusion

Sub Mernu
a [T Mesting Types
& Viewing Active
& 12
& Group Mesting
& Retrospectives
& Solo Activity

o
[ )
o

Figure 54: Viewing existing meetings by type

GENESYS

moments connected

To create a new meeting type, right-click Meeting Types in the Sub Menu and select New Meeting

Type.

[E Training Manager
File View Training Tools Help

[Main Menu
4 [ Training Manager
» ED) Training Requests
[T Meetings
4 2 Resource Calendars
&3] Room Calendars
£, Trainer Calendars
& Manager Calendars
4 % Configuration
4 [ Training Manager
[ Training Categories
[T Mesting Types
[ Booking Categories
& Selection & Exclusicn
4 31 Resources
[T Rooms & Locations
4 [ Trainers
[T Trainer Skills
[] Managers
Training Manager Portal
> B wim

e
[T Mostigarme—

S T New Meeting Type
12
& Gr
2 Ret View Inactive Mesting Types
& Solo Activity

| View Active Meeting Types

)
o
o

Figure 55: Creating a new meeting type
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Complete the details as required, selecting the correct booking algorithm from the drop-down menu:

=  Meeting — Group and team manager
= One To One - individual agent and team manager

= Solo Task —individual agent

Meeting types are configured the same way as training categories. As with training categories used in
training requests, the WFM exception code must already exist in WFM and exactly match the Default

WFM Exception code entered.

D Trsving Monsger
Fle Viw Twiing Tooh Hep

Configuring Training Manager

Hame * 121
Booking Mlgorthm *

Hotes

Exception Type * Choose.

Update Féomation
Date Created
ast Updated

Figure 56: Creating a new meeting type

Use the drop-down box to associate the correct Activity code.
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After selecting the Activity code, you want, click Apply to save your selection.

B
e Mecting Type
o [ Training Mansger
7] Training Requests Mame* 121
52 Puaa oo v G E Use the drop-down/
& Room Caendare Vo 1:2-1 erfaoa 1o face meeting Manager + 1 Agent
i) choose... button to select
b Cobartir e = .
e paa e T P—rm— | the correct Activity to
D) Maeing Tyoen & Moo B Lodn @ temvok @ Sn . .
- susco waren |8 o v — associate to the meeting
‘:Z’p;’:a chen - m|:“(_:l G ___
“.3 Fiooms & Locaticns e ﬁl : _
T] Trainers % I
E— g
1 st e g _
L a I
m} _
m}

G Prefesences «

Figure 57: Associating an activity with the meeting type
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6.13.1 Deleting Meeting Types

Delete a meeting type by right-clicking the meeting type and selecting Delete Meeting Type...

a  x
Mecting Type
Heme * 12
Bosig oot T— 5
Natws 12 orface t face meeena Manager 1 Agert
Esception Type * Oree b One. Choose.
At =]
Update omation
Dt Creand SYSTEM
Last Updted SYSTEM
Trsees Skl
] Mansgers
[ Trsning Marager Fortl
B
Sy Menu
T bosing Types
VF Viening Acive
s
2 Grouigey, X Dot Mosong T
& Reospecthl y yio i s Mosting Types
2 SoboActivity
View Inactivs Mestig Tross
£ Preferences - L Cod

Figure 58: Deleting a meeting type
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6.14 Booking Categories

Configuring Training Manager

Booking categories are created for use in Portal for recording non-available time for managers and

trainers.

Management meeting and Training session booking categories are for use when scheduling training and
meetings in Training Manager and cannot be deleted or amended.

B Training Manager

View Trining Tools Help
Main Meru
a [ Training Manager

> [ Training Requests

EJ Mestings

Resource Calendars
il Room Calendars
£, Trainer Calendars

PR

& Manager Calendars
4 4 Configuration
4 [B Training Manager
[ Training Categories
] Mesting Types
] Booking Categories
£ Selection & Exelusion
4 3% Resources
E0 Rooms & Locations
a L Trainers
[T Trainer Skills
E0 Managers
[ Trsining Manager Portal
> (@ Wrm

Sub Menu
@

Vs " New Booking Category
m -
B Ad

al
Bl M View Inactive Booking Categories
il

+ View Active Booking Categories

Pl Mesting / Training Prep
Fl| Non WFM Mesting

Fl| Repairs

Fl| SMT Mesting

F| Training Session

¢ Preferences -

To create a new Booking
Category, right click on
Booking Category in the Sub
Menu and select New
Booking Category.

Figure 59: Creating a booking category
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Give the booking category a name and select a colour to be displayed in the web portal.
There are several options now available for selection:

Room Calendar Category — Selecting this in the booking category applies to the room calendar. This
would not be applicable if the booking category was holiday.

Trainer Calendar Category — Selecting this in the booking category applies to the trainer calendar.
Manager Calendar Category - Selecting this in the booking category applies to the manager calendar.

Is Working Time —This is not selected if this booking category does not constitute working time e.g.
personal time which is unpaid by the organisation.

Active —The booking category is active and available for selection.

Ele  Yiew Iraning  Help
Main Manu Booking Category
4+ SkillsPlanner
, E] Training Requests Name. [<New Booking Category
] Mestings Color
4 2% Resource Calendars
5] Foom Colendrs Foom Calendar Categary r
£ Trainer Colendars Trginer Calendar Calegoy [
& Manager Calendars
S SidlsPotel Users MeragerCaenda Ctegoy. 1 2=l
Corfiguration s Working T ~ Easio solors
4 5 v Wworking Time v
4 SkisPlemer I T
T Trsiing Categories Active i il bl |
1] Mecting Types HEE ..
[] Booking Categeries ENEEEEEN
£ Selection & Exclusion EEEEEEEN
4 25 Fesuoes SIS -
[ Rooms & Locations B
» B Trainers Custom colors:
£ Managers I o
- SkillsPortal o
SkilsAssess
Define Custam Calors »>
Sub ben
2 L Bocking Categeries
o Viewing Ackive
1] Management Meeting
1] Mesting
1] Sickness
1] Training Session
&pply Lancel
i Preferences -

Figure 60: Creating a booking category

68 Genesys Skills Management 9.0.0



Training Manager Portal

7 Training Manager Portal
7.1 Training Manager Portal Users

Training Manager Portal users are now configured in Performance DNA.

7.2 Training Manager Portal Configuration

Select the Portal menu option under Configuration to reveal additional functionality.
7.2.1 Authentication

There are Authentication options available in the Portal Configuration window that determine what
mechanism is used when logging in.

Authentication
@ User Name and Password

) SiteMinder Authorization Header |HTTF_EIN
) JZero LMS

) SLS Third Party  Authenticate with Employee 1D
Login URL
Logout URL

Figure 61: Portal authentication configuration
7.2.2 Display of Items in Portal

Any changes required to the welcome or header title in Portal are managed in Training Manager, as are
visibility of items on the training roadmap and the manager freeze window (i.e. the number of days that
cannot be edited).
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Branding

Welcome Title * Welcome

Header Title * SkillsPortal

Visibility

Training Roadmap items visible on the Home Page (max. 100) 515

Display "Pending Approval" Training Requests and Meetings ™

Manager Freeze Window

[¥] Enabled 02| days (max S0)

Figure 62: Portal item display configuration

7.2.3 Attendees in Calendar Requests

This setting controls when attendees are included in emailed and downloaded session notifications.

Configuration

Include names of all participants
in the body of meeting and Benljockule
training notifications

Figure 63: Attendees in calendar requests configuration
7.2.4 Pre-requisites for the Auto-Schedule Booking Requests from Portal Feature

To enable the auto-schedule booking requests from Portal feature, the feature must be enabled in the
Configuration> Training Manager Portal screen in Training Manager and the WFM Settings must be
validated.

To enable the feature, select the Configuration > Training Manager Portal option from the main menu in
Training Manager. Tick the Allow Auto-Scheduling of requests from Portal option. Complete the User
Name, Password, WFM Server Host WFM Server Proxy (optional) and Use HTTPS for WFM Connection
(optional). Once these settings have been specified. Click the Validate WFM Settings button to test the
provided settings. Click apply when the Validation succeeded message appears.

The option to automatically schedule booking requests through Portal will now be available providing at
least one booking type exists and it has been mapped to a valid set of scheduling parameters via Portal.
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8 Training Requests
To raise a training request, select Training Request from the Main Menu; the training request status

menu will appear in the Sub Menu.

Training requests can be created by either right-clicking Training Request in the Sub Menu, or clicking

the Training option above the Main Menu.

Create a training request through the relevant status option; for example, Pending Approval, and the

application will automatically store the request.

|
Click Training to
create a new request.

[E] Training Manager Portal

> B wrm

S GENESYS

moments connected

Right-click Training
Requests.

. @ Completed
. @ Rejected

Figure 64: Creating a training request
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When the New Training Request option is selected, the template will appear, as in the example below.

- 8 X
S Uex Sedecin. Tnciing Everts s Severn. iyt SLn Shoindas
Detsis *
Man Ttia 1
Reference *
Tranng Categeey
Descption and
Chyectes *
Business Spersors.
Stakenokdes
Ackdtnd ttes
[E) Trsining Mansger Portsl
WM
S @ Pending fpproval
Tranng Wanager Fotal (] Ao dsplayed cn the Traning Roadmap
Cates.
Virdow Stan Date ez T~
Virdaw Enc Date o01/2018 [
Sy Menu
Traning Requests
45ep 2017 -4 Jan 2018
) Reguested
4 0 Penting gproval
4 New produet
4 ew reguistons
© ctve
@ Completed
) Remcted
 Prefesences « s | | Ned> Close

Figure 65: Creating a training request

Complete the template as required (each of the tabs in the template will be covered separately).
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8.1 Training Request Start Date Filter

A training start date filter is available as an option underneath Training Requests.

E0 Booking Categories
£ Selection & Exclusion

3 GENESYS

moments connected

Figure 66: Training window start date filter

Training requests created outside of the date range will not be visible until you select the relevant date
range.

Right-click the date filter; the option to open the training window filter appears, as in the example
below.

Enter the required start date range and then click OK.

Only training requests that started within the date range selected will then be visible.
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- INESYS

ents connected

Figure 67: Setting the training window start date filter

8.2 StartTab

Main Title & Reference — enter a title, and then enter the training code in the field to the right (this is

mandatory).

Training code —the code associated with the training. This could be a code associated to some e-learning

content.

Training Category — identifies the category of training and the exception code that will be inserted into

the agent schedules in WFM. The categories are available from a drop-down menu.

Description & Objectives —should contain information relevant to the training and will show against the

training in the training roadmap.

Business Sponsors / Stakeholders / Additional Notes — enter any information here that is relevant to

the training request. This information will also appear against the training in the training roadmap.
Status —three options are available from the drop-down menu:

= Pending Approval — this is used in the first instance when a training request is raised.
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= Active — this is used when the training request has been committed to WFM and is "good to go."
For a training request to be visible in the web portal, the training request must be shown as

Active and have Displayed selected on the Training Roadmap.

= Completed —is used to store any completed training request.

[E] Training Manager

View Training Tools Help
Main Menu St e e ] o c
.« B Treining Manager

» EC] Training Requests

Details *

£ Meetings Main Tite * NEw Trairing Request

4 %% Resource Calendars
1] Room Calendars
£ Trainer Calendars
& Manager Calendars

4 4% Configurstion
s [B Training Manager

Description and
Objectives *

[ Training Categories
[] Meefing Types

[0 Booking Categories
&) Selection & Exclusion

Business Sponsors

1% Resources
o Stakeholders ‘

[T} Rooms & Locations
4 [ Trainers
I Trainer Skills ol Netes
E0 Managers
[ Training Manager Portal
. @ wm

@ Pending Approval
[ 2; Pending Approval
@ Active

|@ Completed

@ Rejected A

Dates

Sub Menu

4 [ Training Requests
45ep 2017- 4 Jan 2018

S

4 @ Pending Approval

» @ Active
» @ Completed
» @ Rejected

Figure 68: Creating a training request
By default, the training window dates will display one month from today’s date. This can be manually

changed so that training will be scheduled within a different date range.
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The template will be updated with the administrator details (who created or updated the request and

the date).

& Trsining Manager

[File | view Training Tools Help

Main M
ain Hend Start User Selecmm Tcaning Everts Trctring Sesams. Compllesion Statrs S
4 [E Training Manager
- [ Training Requests
D Mestings Main Tide * [NEw Training Request ]
4 2% Rescurce Calendars
1] Room Calendars
~
£, Trainer Calendars Training Category * [ ~]
& Manager Calendars

Details *

Reference * [ |

Description and

» Configuration
Objectives *

PR
4 B Training Manager
[T Training Categories
[E] Meseting Types
D) Bocking Categeries
&5 Selection & Exclusion

Business Sponsors ‘ ‘

4 5% Resources s
EJ] Rooms & Locations akeholders ‘ ‘

a O Trainers

- EC] Trainer Skills addtional Motes
E[] Managers
B Training Manager Portal
> ViFM
Status [@® Pending Approval ~
Training Manager Portal [] Also displayed on the Training Roadmap
Dates
Window Start Date 04/12/2017 | @ |
End Date “ December 2017 vi-]
Mon Tue Wed Thu Fri  Sat Sun
Amend the date fon Tue Wed Thu Fi sat Sur
. d 5 & 7 k1 g 10
11 12 13 14 15 16 17
range as required. g o2 on o= o3 o
Sub Menu 26 27 22 23 30 3
——— 1 2 3 4 5 & 7
4 F[] Training Requests [ Today: 04/12/2017
o) 4 Sep 2017 - 4 Jan 20128

4 @ Pending Approval
&8, Mew product

» @ Requested
&% new regulations

Figure 69: Creating a training request

Once all of the information has been completed, select Apply, or click the User Selection tab to move to

the next stage.
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8.3 User Selection

This is where the users are selected (there can be multiple selections).

In the example below, there are multiple sites and teams to select users from. Full teams or individual
users can be selected by expending the Agent Group and selecting individual agents. A user count will be
visible at the bottom of the screen.

There is the option to select individual agents or select all agents.

Start User Selection Training Events Training Sessions Completion Status Statistics

€) Choose the users from workforce management who will be getting this training.

Selection Global Exclusions

Display Mode WFM Hierarchical

4 & Blue Sky Airlines
4 London
> C1EH <Mone>
4 Dlﬁ Frank Lampard (Location: London)
ch\ Abida Mushtag (Location: London)
D.{g\ Adam Cuthbertson (Location: London)
Dég\ Akemkar Paul (Location: London)
ch\ Alexander Lightbody (Location: London)
D.{g\ Angela Cormack (Location: London)
Dég\ Anthony O'Donnell (Location: Londen)
ch\ Claire Griffiths (Location: London)
D.{g\ Elizabeth Fleming (Location: London)
Dég\ Gary Wilkinscn (Location: London)
ch\ Glenn Howard (Location: London)
12 Hashim Ahmed (Location: London)
Dég\ llona Stolte (Lecation: London)
ch\ Jason Sanguigni (Location: London)
D.{g\ Joseph McCulloch (Location: London)
Dég\ Margaret Tallach (Location: Londen)
ch\ Mohammad Akhtar (Location: London)
[/ Reb Allzn (Location: Londen)
O£ Reb Tuck (Location: London)
[ £ Scott Gibson (Location: London)
D.{g\ Shaheen Ashraf (Location: London)
[J£ Shanksib Ahmed (Location: London)
[ £ Steven Fletcher (Location: London)
D.{g\ Usman Gulzar (Location: London)
Dég\ ‘william Barten (Location: Lendon)
[0 & ZeinIgbal (Location: Londeon)
> C1&8 Kelly Smith
> C1&H Paul Scholes
b Mew York
b San Francisco

0 Selected

Figure 70: Selecting users
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There is also the option to associate a Location with an individual if required.

Start User Selection Training Events Training Sessions Completion Status Statistics

&) Choose the users from workforce management who will be getting this training.

Selection Global Exclusions

WFM Hierarchical

Display Mode

4 & Blue Sky Airlines
d London

> D18 <MNone>

4 Dlﬁl Frank Lampard (Location: Londen)
[1/2 Abids Mushtaqg (Location: London)
D& Adam Cuthbertson (Location: London
]2 Akemkar Paul (Location: Lor ] | Set Location...
[12 Alexander Lightbody (Locati
[1/2 Angela Cormack (Location
O 4& Anthony O'Dennell (Location | Completion Status...
12, Claire Griffiths (Location: L
[12. Elizabeth Fleming {Location
D& Gary Wilkinson (Location: London)

3¢ | Remove Location...

Globally Exclude..

D& Glenn Howard (Location: London)

o

Figure 71: Associating a location with an individual
8.3.1 Choose

There are additional options available by clicking the Choose button. The User Selection Filter screen
appears, as in the example at the bottom of the page.

Stat || UserSelection | TraningEvents | Training Sessions || Completion Status || Stafistics

@) Choose the users from workforce management who will be: getting this training.

Selection || Global Exclusions

Display Mode: ‘\'iFMH\erarcmca\ CI'Ck On ChOOSE tO :l

# & Bnh s access additional i
> 186 <Nones . .
4 1 Frank Lampard (Location: London) Selectlon OptlonS.

(18 Abida Mushtag (Location: Londer)
(18 Adam Cuthbertson (Location: Lendon)
[1& Akemkar Paul (Location: Londen)

Figure 72: Filtering the user selection
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&5 User Selection Filters

Skills

€) The selections on all tabs combine together to apply the filering.

Skillsassess

Skills&nalysis Pattern Matching
21041

Columns
3
K]

¥ Location &

Management Linit
[l ©

“ 1310

AT est Skil

2 Test

= 34

. gon1

 B002

—10j x|

FirstMa.. | LastMa.. | Emplo

[y m 0

dd Matches > I

0 M atchies)

oK | LCancel |
)

Figure 73: Filtering the user selection
Users can now be selected by the options available.

In this example users can be selected by Skill and level. Select the skill required and then click on Add
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&% User Selection Filters

€ The selections on all tabs combine together to apply the filtering,

Skills Skillstzsess Skillzdnalysis Pattern Matching

T ina =] | add

)

1310

L 1Test Skil

2 Test

o

. 001

. B002 -

Add Matches > I

Training Requests

=10 =]
Columns

¥ Location ¥ Management Linit

[ T RS S T = VI | H

Select the Skill and then click
Add Matches.

0 Matchles]

=13 Cancel |
%

Figure 74: Filtering the user selection

&5 User Selection Filters

@) The selections on al tabs combing together to apply the fiksring

* Skills Skillshesess Skillsanalysis Pattem Matching

[ Customer Service

Customer Service

After Skill is selected the option to
drill down to level is available.

After selecting the level, click on Add
Matches to get the users with the
exact profile.

Add Matches 5 k-

0 Matehies)

oK Cancel
Z
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Figure 75: Filtering the user selection

Below is an example showing users in the right-hand pane who have the Customer Service skill in their

profile.

& User Selection Filters = 3]
©) The selections on all tabs combine tagether ta apply the filering Columns
¥ Location ¥ Management Urit
*Skilk | Skilshssess | Gkilshnalpsis  Pattem Matching
First Name Al
% Customer Servioe =l aw Cynthia
Dariel
Customer Service =N X Diana
Emiy
Emma
Ethan
Glenda
Grace van Buren
iex
Isabella
Jacab
Jeremy
Jidd Waiches 5 Jokn

John

Jordan Tillson, Jr
Josz

Justin

Kathleen

Kayla

Kiholik

Kyle

Lucky

Lucky
Lucky
Lucky

Madison
tallory

7 _'l_I
261 Matches
x|

Figure 76: Filtering the user selection

Additional activities can be included within the User Selection list by selecting an additional Skill from
the drop-down menu, removing the original selection first, and then clicking Add Matches. The User
Selection window appears, with three options:

e Add to existing — add any agents that are not already in the user selection list.
e Replace existing — only show agents with the second activity in the user selection list.
e Cancel — cancel the selection and clear the user selection.

This can be done as a combination across all of the user selection filter tabs.
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Ad to the ewisting 261 matches or Replace all the existing matches in favour of these new matches?

Add to existing

=1
©) The selections on all tabs combine togsther ta apply the fitsring. Columns
¥ Logation W Management Unt
“Skils | Skildssess | SkilsAnabsis  Patlem Maiching
Fitst Name. -]
[T Oers =] add Cynthia
Deaniel
Customer Service - = ® Disna
Emily
Ordlers - = ® e
Ethan
Glenda
Grace van Buren
iex
& User Selection x|

There are 0 match(es).

Feplace existing

Cancel f

Kathleen
Kayla
Kihollk
Kyle
Lucky

Lucky
Lucky
Lucky

Madison
Mallory

Marnnt =
Ll 3
261 Matches
oK LCancel
Y

Figure 77: Filtering the user selection

When you click OK the users will be displayed in the user selection tree. See the example below.

8.3.1.1 Selecting Users for Training/Meetings by DNA Scores

If Training Manager has been integrated with Performance DNA it is possible to select users for
training/meetings based on their DNA scores. To do this. Select a meeting/training request and browse
to the User Selection Tab. Click the right arrow button to the right of the set of tabs until the DNA tab is
visible. Clicking on this tab allows for the specification of a strand and its strand parts within the drill
down with a set of controls for setting the score range. Clicking the Add Matches button will then add all
of the users who have the strand or strand part assigned to them and their score falls in the specified
value range based on their most recent strand or strand part score.

Clicking OK will then add the users to the meeting/training request’s user selection.
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£ User Selection Filters — O x

@) The selections on all tabs combine together to apply the filtering Columns

Location Team Site Business Unit
Peformance DNA Skills Analysis Pattem Matching DNA 4

Strand Selection First Na.. LastMa.. Employ.. [ L. & T. ste & B

Strand
‘ Please Select ~ |

Drill Dawn
\ v

User Range

Low Potertial Matches 0

000 R

High

100.00 |5 Add Matches

0 Matches

0K Cancel

Figure 78: Choosing users by DNA score

Notes: Adding users from the DNA tab will result in the previous user selection being replaced by the
users who matched the DNA score search.

B Trsining Manager - 8 x
[Fie] view Twming Tooks Help
=
Start User Selection Training Everts Training Sessions Compietion Sabus Satistics
o [ Trsving Mavager
T s I
[T Mastings
4 % Resource Calendors Selection  Giobal Exciusions
| Room Calendars
8 Trainer Calndiars Diclay Mode | WFM Hierarchical - Chosse.
B Mansger Calendars 4 & Blus Sky Airivas =
4 3 Conigursticn 4 B London
+ [ Trsiring Marager 1 Hones
Training Casegeries o B Frank Lampard (Locaon: Londor)
3 Mesting Types 1@ Abida Mushing Locston: London)
Booking Caiegories. [ Adam Cuthbartson (Locaton: Londor)
B Setection & Exclusion D18 Abemkar Paul (Locaion: London)
4 23 Resouces 18 Alexander Lightbody {Locaon: Londsel)
| Risoms & Locations 18, Angela Cormack (Location: Londor)
2 [ Trainers 12 nihany ODannel (Locstion: Landon]
T Trainer Skills C1@ Cisies Griffths (Locsson: Londor) U | t d
o Dl i e sers are selecte
1B Trsining Manager Portal 18 Gery Wilkinson (Locason: London) .
S tomatically from th
@ Haskim Ahmed (Locsion: Londen) automatica rom €
1 llona Sialte (Locason: Lender) . .
(23 s S ocsn o previous filter screen.
W& Joseph McCulloch {Lacation: Loncion]
18 Margaest Tailach (Locaticn: Lenden)
(15 Mohammad Akhtar (Locason: London)
[J& Fob Alen (Location: Londen)
8 Rob Tuck (Location: London)
)& Seott Gibson [Locston: Landor)
@ Shaheen Astvat (Location: Londen)
13 Shanksib &hmed (Locadon: London)
S\D!w []& Steven Flescher (Locsticn: Londen)
4 D] Training Feauests 15 Usman Gelzar (Locabion: London)
25ep 2017+ 4430 2018 13, Viliam Barion (Locaicn: London)
O Requesied (12 Zewn Iabal [Locsbon. Landan)
4 @ Panding Roprovsl [ Wl Smith
48 Hew product [ Paul Scholes
4 rewreguistons N Yerk N
4 NEw Trarueg Foquest B San Francisco.
0 Active .
@ Complered
O Feected 8 Selected Char...
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Figure 79: Display of selected users

There is also the option to remove or add any user to the Global Exclusions list.

B Training Manager
File View Training Tools Help

Main Menu
a [E Training Manager
> L] Training Requests @) Choose the users from workforce management who will be getting this training

] Mestings
4 5w Resource Calendars Selection | (_Global Exclusions

| Room Cslendsrs
£, Trainer Calendars Exclusions List By Date

Start User Selection Training Events || Training Sessions || Completion Status Statistics

£ Manager Calendgars
4 . Configuration
a E Training Manager First Name Last Name Employee ID Exclusion Reason  WFM Team
[T Training Categories £ Usman  Gulzar UK_Agent_052 Secondment Frank Lampard
[ Mesting Types
[ Bocking Categories
£ Selection & Exclusion
4 4% Resources
[) Rooms & Locations
4 [ Trainers
[T Trainer Skills
[ Managers
[ Training Manager Portal

. [ wEm

Figure 80: Managing the global exclusions list

8.3.1.2 Performance DNA

The Performance DNA option will only be available if Performance DNA is mapped across to Training
Manager. This allows for the selection of users based on their assessment results at assessment or
content level.

A list of assessments will be available for selection based on the date range.

The assessments can be expanded to view the associated modules to select from. In the example below,
the Hardware module has been selected, and any agents who achieved results between 0% and 90%
have been requested. Five users have been identified and are visible in the pane on the right. This allows
training activity to be based on assessment results; therefore, only training based on knowledge or skill
gaps will be scheduled.
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8.3.1.3 Skillsanalysis

The option to select users based on the analytics area of Performance DNA is also available (providing
that Performance DNA is integrated into Training Manager)

A list of the training sessions created in SkillsAnalysis will be visible and available for selection as per the
example below.

8.3.1.4 Pattern Matching
This allows for keyword searching as in the example below.

Once agents have been identified and selected, update the agent count by clicking Update Matches. The
individual agents will then be visible in the User Selection window.

& User Selection Filters ol x|

Columns

V' Lecation ¥ Management Unit
Pallei Maiching

FistNa | LastNa [ Employ | 4 L[ @ M|

Fitst N e | ——
Satswah [
Comtais [
Endswih [
Last Hame Is | ——

Sawvah [

Add Matches >
Comais [
Endswih [

0 Matchies)

Figure 81: Using pattern matching to search for agents

Click OK, and then click Apply and move on to the next tab.
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9 Training Events

This is where events are created for the training request. An event will be created for you automatically
for each training request when you first access the Training Events tab. Right click on the training
request and select New Event to create additional events. The training request name will appear
automatically.

Start User Selection Training Events Training Sessions Completion Status Statistics

©) Create and manage Training Events to specify how you will deliver this Training.

®®

4 &3 Advanced Sales

5 Event 1 13| Mew Event

g Event2

Figure 82: Creating an event for a training request
9.1 Creating a New Event

Once the new event icon has been selected the template will appear as per the example below. It can be
renamed and a description can be included in the Event Details area:

Stat || UserSelection || TraingEwerts | TraiingSessions | CompletionStatus  Statistics

@) Cieate and manage Training Events to specify how you wil deliver this Training,

NX®® Event Detaile
a6 Test Training Request

Include any description here. Any
information in the Public
description will appear with the
Skl Cortert Lk training request details e.g. bring

Desciption || Public Deseriplion
B Evert1

Training Category Trainer Led a n Ote boo k etc.
Delivery Method 4 Classraom

Scheduling Options

Rename the event D) [o g0 v [
if required. T owensaies roreLched - JRL can be entered here for

™ Kesp teams tagether
wesewse: [05 4 seeweed - @-Learning. This URL link will
veceose [0H St 4 utomatically be presented
o 02 to the users as part of the
training request detail for the

users to select.

< Previous Mext> Aply Close

Figure 83: Creating a new training event
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e Description —information entered here is only visible in Training Manager.

e Public Description — information entered here will be visible in the web portal and can be used
to communicate any pre-attendance requirements to the delegates.

Training Manager Portal Content Link —a URL can be entered here that will allow a user direct access
into the web page through their web portal view (this will depend on any internal firewall constraints).

Training Category — this is selected from a drop-down menu (the associated exception code and color
will be published in WFM).

Delivery Method — this is selected from the drop-down menu; there are two methods available:
e (Classroom —the agents will be scheduled in groups.
e E-Learning — the agents will be scheduled individually.
e Duration — this is the time duration of the training.

e Repeat Days —if this is a single day then keep this at 1. If the training is over consecutive days
then amend this figure to the number of days e.g. 2

Duration includes Trainer Lunch Break — select this if the training will impact on the trainer lunch break
requirements. If the training is for a full day then this will need to be selected as training cannot be
scheduled to allow for the trainer to have a lunch outside of any training.

Keep teams together — select this if the teams are to be scheduled together with no other team
members included in the sessions.

Min. Group Size — the minimum number of users to be scheduled.

Max. Group Size — the maximum number of users to be scheduled.

Enter the course duration. Repeat Days is selected if the training is for more than 1 consecutive day.
Select Completion Status to view the agents who were selected in the user selection.

Selecting Duration Includes Trainer Lunch Break will exclude the trainer lunch requirements as the
trainer will manage lunch as part of their training session. If this is not selected then the application will

try and schedule training around the trainers lunch break requirement which will be impossible if the
training is set up as an all-day event.
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Start User Selection Training Events

ax®®
4 @8 Test Training Request
(5 Event1

To access the
scheduler either right
click on Event 1 or
click on Schedule
Event...

©) Create and manage Trairing Events to specify how you wil deliver this Trairing.

Training Sessions | Completion Status | Stalistics
Event Details
Desciiption || Public Desciption
SkilsPortal Cantent Link
TanngCategoy [Trrerled =]
Delvaybethod  [Elsmoom 7]

Scheduling Options

Duration (hh:mm] 01:00 j Fepeat Days 1 3:

™ Duration includes Trainer Lunch Break

teams together

| Schedule Event
' Carnpletion Status.

Min. Group Size =l
Mar. Group Sizs 0=

Costs

Event Cost

Figure 84: Creating a new training event

Once all of the details are entered, select Schedule Event or right-click the event name to open the

Scheduler.

9.2 Schedule Event

There are five tabs in the Schedule Event section:

e Resources

e Interruptible Activities
e Scheduling Options

e Optimized Search

e Manual Search

88
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Traning  Help
[ Event 1 - [Schedule Event] =10 (||
Resources Intermuptible Activities Seheduling Options Optiised Search Manual Search

3% Resources

b Lil Alanta

o Lal Glasgow

o Lal Landen

Ll Manchester

- [ Manchester Room 1

+ (48] Manchester Room 2
[C148] Manchester Room 3
v 2 Angie Baker

harlie Divon

2, Elaine Forester

@) Choose the Schedulels] where the Event will be booked. and also the Rooms and Trainers to host and deliver this Training.

[T select Al 3 Delete... &' Refresh [ Export

Exceptions = 0K £ iissing

Schedule ()
IEX_ Syne Status | Stant Date | EndDate | @] Room | Seats | 2 Trainer | Emplovee D | # Users | # Attended | # Completed | Created | 2 Namefs) |

0 Ttem(s)

0K

Wednesday. 15 August 2012 1616 83T TimeZone.. 5 .

[EX~ Ready

s -

Figure 85: Scheduling an event: resources

9.3 Resources

This is where the rooms and /or trainers are selected as part of the training request.

Expand the location(s) for the training, and any associated rooms and trainers are then visible for

selecting.
Select the room(s) and trainer(s) by clicking the box to the left.
If no room(s) and / or trainer(s) are required, nothing should be selected.

If there is only a requirement for reserving rooms, right-click the location name and select Reserve

Places.

Reserved Places (0 = Reset)

Figure 86: Reserving places

Enter the number of places and click OK. This will show against the location name.
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2ok Thurso

ol Truro

= ml. Awfamngton (20 Reserved Placesz);
ﬁ_] BEE Warington 2
|:|§,J BEE Warington 3
|:|§|J B&E “Warrington &

Figure 87: Display of reserved places

Select the preferred rooms by checking the box to the left of the room name. Training Manager will
reserve room(s) up to the number of places requested as part of the scheduling process. Remember to
select the rooms to be reserved and the trainers, if required.

To remove Reserved Places, enter 0 to reset.

Training Manager can create any combination of room, trainer and agent. The following pages will
demonstrate some of the different training scenario options available.

9.3.1

Scheduling a Combination of Trainer, Room and Agent

Where a trainer and room are required as part of the agent scheduling process, first identify the
locations that are affected and then expand to view the Rooms and Trainers that are associated with
them.

90

Traning  Help

[ Event 1 - [Schedule Event] =lolx|

Resounces Interruptible Activities Scheduling Options Optimised Search Manual Search

a5 Fesouces
b Ll Adanta
b Lil Glasgow
o Lil London
a Ll Manchester
+- 4] Manchester Rioom 1
- [@A4] Manchester Fioom 2
- [0 Manchester Fioom 3
& AngieBaker
(-2 Charie Dison
L [& Elaine Forester

@) Choose the Scheduiefs) where the Event will be booked, and alsa the Rooms and Trainers to host and deliver this Trairing.

[ select Al 3¢ Delete... (2 Refresh o] Export

Exceptions ] 0k ] Missing

Schedule [0)

JEE_Sync Status | Start Date | EndDate | ) Room | Seats| 2 Trainer | Employee I0 | # Users | # Atiended | # Completed | Created | 2 Hamefs)|

Select the Location(s) and
expand to reveal the
associated trainers and rooms.

0 Teemi(s)

Compistion Status.... |

EX~ Feady

oK

\ednesday, 15 August 2012 16:21 BST  TimeZone.. &9 .4

s v

Figure 88: Scheduling a combination of trainer, room and agent

Genesys Skills Management 9.0.0



Training Events

The room(s) and trainer(s) required are selected by checking the box to the left.

Once the room(s) and trainer(s) have been selected, click the Interruptible Activities tab to
confirm/select which activities are interruptible.

If Trainer Endpoints are configured from Skills Management Portal > System Settings, then the trainer
schedules/diaries will be checked in all systems configured.

9.3.2 Interruptible Activities

Activities will automatically be selected as interruptible in Training Manager. Activity Sets, Meals,
Breaks, Marked Time and Exceptions are manually selected.

If a new Activity has been created, then it will not be retrospectively selected as interruptible. If this
needs to be included in the training request it will have to be manually selected.

J Class Training (Request) - [Schedule Event]

Skills Resources Intemuptible Activities Scheduling Options QOptimiged Search Manual Search

Activity
i BilingGoldEmail
@ BilingGoldVoics
# MileageCredit
# VacationPackages
Activity Set
& MuttiMedia_Activities
Meal
] % Lunch
Break
(1@ Break 1
1% Break 2
1% Meal
Marked Time
O & Mandatory Overtime
184 PW Marked Time
O & Requested Overtime
Exception - Please note that interrupting Exceptions is irreversible,
18 Coaching Session
] & Company Holiday
18 eLeaming Class
C18h FuLa
18, Full Sick Day
18 New Hire Meeting
18 OnetoOne
] & Partial Sick Day
18 Team Meeting

[ Select All ¥ Delete... &' Refresh |l Export

Exceptions g ok £ Missing & Overwri & Overvritten {cannot be i

Master Schedule (0} Scenarios ()

= Sync Ststus Start Date End Date QI Room Seats /2, Trainer Employee ID % Users # Attended #Completed Created E,\ Name(s)

Figure 89: Interruptible activities
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9.3.2.1 Marked Time and Time Off Overlay Exceptions

When a scheduled Training slot is over written within WFM with either a Time off type or Marked Time
the status flag with change colour. The flag will be purple to show that the slot has been overwritten by
Time Off and blue for Marked Time.

Start User Selection Training Events Training Sessions Completion Status

@) View all Training Sessions for all Training Events and synchronization status with Worldorce Mai

[[J Select Al 3 Delete.. &' Refresh [gf Export

Exceptions EJ oK Ej Missing Ej Overwritten & Overwritten (cannct be intamuptad)

Master Schedule (5} Scenarios (0}

= Sync Status Start Date End Date §“ FRoom  Seats \'-:-‘-_. T
Event 1

'-‘7::? Training Class 21 Mar 2017 10:45 21 Mar 2017 12:45 Board Room 1-20  Briony |

f;‘n' Training Class 22 Mar 2017 09:15 22 Mar 2017 11:15  Board Room  1-20  Briony !

55' Training Class 23 Mar 2017 09:45 23 Mar 2017 11:45 Board Room 1-20  Briony |

-—":_fn' Training Class 26 Mar 2017 09:15 26 Mar 2017 11:15 Board Room 1-20  Briony |

Figure 90: Overwritten slots

9.3.3 Scheduling a Combination of Room and Trainer Only

To create a training schedule for room(s) and trainer(s) only, for example, where there is a new intake of
agents who have not commenced employment and are therefore not scheduled in WFM, Training
Manager still must be configured with all of the relevant information. This excludes the User Selection
up to the Scheduler stage, as in the example below.

To reserve the correct number of rooms, right-click the required location. A Reserve Places option
appears.

7] Event 1 - [Schedule Event] =B8] 2

Resources || Intemuptible Activiies || Scheduing Options || Optimised Search | Manual Search

Wordorcs Schedule

2 32 Resources
- Ll London
|[sl Manchester
[w]&] Manchester Room 1
[#1&] Manchester Room 2

18] Menchestor Foom 3 Right click on the Location and

/2, Daniel Oliver

Lucy MeDonald Reserved Places (0 = Reset) = select reserved pIaces. The

£ Rachel O'Neill . .
reserved places window will then
appear.

@) Choose the Schedule(s) where the Event will be booked, and also the Rooms and Trainers to host and deliver this Training

Figure 91: Scheduling a combination of room and trainer only
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After selecting Reserve Places, enter the number of agents expected and click OK.

This identifies the number of places Training Manager needs to reserve for training.

Training Events

|| Event 1- [Schedule Event]

Resources || htemuptble Activities

4 5% Resources
+ i Lenden
| il Manchester (20 Reserved Places)
[¥I&] Manchester Room 1
[ Manchester Room 2
4| Manchester Room 3
& Daniel Oliver
. Lucy McDonald
V£ Rachel O'Neill

Worldorce Schedule <Master Schedule>

Scheduling Options || Optimised Search || Manual Search

\

Places reserved against the
location. Select the
required trainers and
rooms.

@) Choose the Schedule(s) where the Event will be booked. and also the Rooms and Trainers to host and deliver this Training

Figure 92: Display of reserved places
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Once the resources have been identified, click the Interruptible Activities Tab. Select any activities that

can be interrupted by Training Manager.

Skills Fesources Interruptible Activities Scheduling Options Optimised Search tanual Search
Activity | B London | B Hewyok | B San Franciscol B Tokpo
Activity
O % BilingG oldChat ‘Yes Yes Yes Yes
O @ BilingoldE mail ‘Yes Yes Yes Yes
O @ BilingGoldvoice Yes Yes Yes
O @ BilingGoldvoiceSF Yes
O @ BilingSilverChat Yes ez e Yes
O @ BilingSilverEmai Yes Yes ez Tes
[ % BilingSilversoice Yes Yes Ve Yes
O @ Lostluggage es es s Yes
O & LovalyCad Yes Yes ez Tes
O @ MilsageCredit ‘Yes Yes Yes Yes
O & vacationPackages  es Yes Ve Yes
Aclivity Set
O @ Email Yes
O & LostLuggage Yes
O @ LopalyCard ez
O & MisageCredt Yes
O & MuliMedia_Actvites Yes
[ @& vacationPackages Yes

._‘] Select Al J€ Delete... & Refresh H Export

Exceplions L"‘?DK qussmg

td aster Schedule [0] Scenarnios (0]

= Sunc Status StanDalel End Date' 2| Roomn Sealsl =Y Trainerl EmplnyEeIDl ﬂUsErs' ﬂAttendedl # Comg

Figure 93: Setting interruptible activities

9.3.4 Agent Only Scheduling

To schedule agents only, create the training request using the template wizard as usual, selecting the
required agents in the User Selection window. Ignore Resources and continue from the Optimised

Search tab.

9.4 Scheduling Options

The scheduling options tab allows for any amendments to be made before scheduling the training

activity.
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9.5 Optimised Search

Figure 94: Setting scheduling options

(- Event1 - [Schedule Event] = |
Resources Intemuptible Activities Scheduling Options |~ Optimised Search Manual Search
Duration
Duration bhrmm) 0100 [
[Z] Duration includes Trainer Lunch Break
Repeat Days 1
Group Size
Win. Group Size 0 M. Group Size 0
Team-Based Scheduling
[C] Keep teams together ADG Name @) This is a Global setting which wil apply te all Training.
Save Cancel
) Select All 3¢ Delete... £ Refresh [ Export
Fxveption= g ok £ Missing
Schadule (0}
EX SyncStatus Stat Date End Date @] Room Seats /3 Traimer Employss D #Users #Attended #Completed Created /& Namefs)
0Item(s)

The Optimisation Search Template (see the example below) uses business constraints when scheduling

training activity.

It is divided into five sections:

1. Training Window

2. Time & Travel Constraints

3. Performance Constraints

4. Booking Strategy

5. Training Sessions

Training Manager for Genesys WFM Administrator Guide
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I Event 1 - [Schedule Event] =[aix]

Fesowces | Inemuptible Actiiies | Scheduing Options | Dptimised Search || Manual Search

Optimised Search Algaiithm Template

Working Hours (Local) Window: 1 Mar 2010 to 14 Mar 2010 Buld Dstes.
l > X
e x| Erd Enable

Start
Time & Travel Constraint: = = [ (UTC +00:00) Ewope/London
ime & Travel Constraints Mo [ = o= P
Transifon Time [mins) =] e [poE o= M Stent Date [ Time [ EndDate [ Time [ 1
M iy Bap Bore i) - = = TMar 201D 0500 1 Mar 2010 2200
2 Wap = | v [en = o= P
Min, ctivity Gap Ater mins) = e o= EnE W
Trainer Travel [ Fi B0 = [zn= ¥
| Constraint sat e = [z = M
3 Coverage Tolerance 3E] x| S [ = [ M
Coverage Taiget [MU = Booking Stialegy 4
Fiandoniy Distiaute (Masimise Group § T

@

Define templates ta control the behaviour of the Optinised Search algarithm. |

Refrieve hesh data from wFM ¥ Search =

[T select Al 3¢ Delete... = Refresh [ Export
Exceptions ] 0k ] Missing

Schedue (0)

IEE_Sync Status | Stat Date | EndDate | $1j Room | Seats| 2 Trainer | Employee D | # Users | # Attended | # Completed | Created | 2 Name(s]|

0 Item(s)
Completion Status oK

Figure 95: Optimized search options

9.6 Training Window

The dates in the Training Window are brought over from the date range entered in the Start tab of the
Training Request. The training times are built from the Working Hours start and end dates and from the
enable days.

Different templates can be created by changing the From and To times, and selecting or deselecting any
days between Monday to Sunday. Information can also be changed within Time & Travel Constraints
and Performance Constraints and saved as a new template by clicking the Save button. Once the
template is saved, the option to rename it appears, which then creates a new template. Once the
template has been saved it will be available for selection in the drop-down menu.

Once the training window has been configured with the required days and times, click the Build Dates
button. This will create the training window slots based on the dates and time constraints.
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=l x|
Resouces | Interuptble Actiiies | Scheduling Options || Ciptised Search || Manual Seaich
Optirised Seatch Algerthm Template
Working Hours [Local) Window: 1 Mar 2010 to 14 Mar 2010
Al days | ﬁlﬁl Start End Enable
Time % Travel Constraints Man lnsn? IQZDT = (UTE +00:00] Europe/London
= =
Trarishion Time (ring) — = F StatDate__ | Time | EndDate 1 i
o ity o b i 0500 = [2200 = v e e o1 Select|ng Build Dates will
w00 = [zm = M oMar 2010 030D 2Mar2010 2 L.
. IMar 2010 030D 3Mar2010 2
Min. Activity Gep After (mins] 0= a0 = [z = W AMar2010 0300 4Mar2010 2 popUIate the tralnlng
) SMar2010 0300 SMar2010 2 . .
Trainer Travel 7 Fi S [z = M swazoin oz swarzn 2 Windows with the dates
; Sat = F TMarZ0l)  DBO0D TMar2DlD 2
Performance Constraints 200 = A A
=g = F SMar 2010 DO AMar201D 2
Covrage Tonce [ 32] % = sw=an o skao 3 gnd start and end times.
. et MMar 2010 DBOD 11 Mar20i0 2
overage Target MU d 12Ma 2010 0300 12Mar 201D 2
T3Mar 2010 DBOD 13MarZ0i0 2
TAMa2010 0RO 4Mar200 2
@) Define templates 1o contro the behaviou cf the Optimissd Search slgorthm,
Use the save button to create a Fitove fesh s o P 7 Soaich 5
[ Select &l 3¢ Delete... ' Refrash [ Expart new template- Any eX|5t|n8 |
Evveptions 5 ok & Wising templates are available for
Schedie ) selection from the drop-down
Sync Status | Start Date | End Dats Room | Seats | 2 .
list.

Figure 96: Creating optimised search algorithm templates
9.6.1 Excluding Training Dates

To exclude specific dates from scheduling training activity, right-click the specific date within the training
window and select Remove.

Training  Help

[ Event 1 - [Schedule Event] _ (o] xI[]
Resowces! ||| Intenuplibke Aatiites' ||| 8 cheduing Optiors! || Dptimised Search ||| ManualSeaich

Optimised Search Algorthm Template

Working Hours [Local) indow: 1 Mar 2010 to 14 Mar 2010 Buid Dates.
1l days = | %

Start End Enable
Time & Travel Constraints Mon {UTC +00:00) Ewrope/London

0w = [2o= ¥

Transition Time {mins) UE Tue 08:00 ==

Min Activiy BapBefora (el [0 | wed [0z

£
£

Start Date Time | End Date Time |
TMar 2010 0600 1 Mar201D 2200
ZMaZ010 0B00  2Mar2010 2200

2200 =
2200

k

]
!
<=

k

= =
Min Activity Gap After (mins] =] T [ En= W JMazny  Josh 3wzl
Traine Travel [ Fio [En = [zo= M
Performance Constraints sat zw = ¥

9Mar 2010 0800 9 Mar 2010 2200

H
it

Caverage Tolerance = IR U = ) = 0Ma 2010 0300 DMar2010 2200
. S T 1IMa2010 0800 11Mar201) 2200
owerage | argel MU 12Mar 2010 0300 12 Mar 2010 22:00

Frandomy Distibute (Maximise Group 5 > eI W 1oMasn e

14Mar 2010 0G00  14Mar2010 2200
@) Define tenplates to conirol the behaviour of the Oplinised Search algorithm.

Retrieve hesh data from'wF @ Search —

[Tl select all 3¢ Delete... & Refresh [ Export

Exceptions 0k £ Missing

Schedule (0]

IEX_ Spno Status | Start Date | EndDate | § Foom| Seats| 2 Trainer | Employes D | # Users | # Attended | # Completed | Created | £ Namejs) |

Figure 97: Excluding training dates
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9.8 Time and Travel Constraints

This relates only to the room and trainer activity.

9.8.1 Transition Time (minutes)

This allows the application to build in a natural break for the trainer and the room between the training
sessions.

In the example on the previous page, 15 minutes has been entered against transition time. Training
Manager will build in a natural 15 minute gap between the previous training session and the next, for
both the room and the trainer if this resource has been selected as part of the scheduling process.
Training Manager will also look to see if it can schedule the transition gap of 15 minutes at the start or
end of the shift so as to minimise non-productive time.

9.8.2 Minimum Activity Gap Before

The Minimum Activity Gap Before specifies a minimum amount of time that an agent has to be on the
phones before they can have a training session scheduled if the training session is booked after the user
starts their work day (this will not affect a training session that has been scheduled for the beginning of
an agent’s work day). This could be at the start of the day or after some other off-phone activity, for
example, breaks.

9.8.3 Minimum Activity Gap After

This is similar to Minimum Activity Gap After but specifies the minimum amount of time an agent has to
be on the phones after a training session has finished. For example, it would not be ideal if the session
finished 10 minutes before the end of the agent's shift, as the agent may not sign back on the phones,
which would affect their adherence.

9.8.4 Trainer Travel

This option is selected when non-home trainers are selected to be used as part of the training resource.
It is recommended that this is not selected in the first instance in order to prioritize home-location
trainers first; you can then re-run the scheduler to use trainers that have to travel.

9.9 Performance Constraints

9.9.1 Coverage Tolerance

This is the difference between staffing required (calculated) and the scheduled open for the duration of
the training session, so how much tolerance can be given for scheduling the training.

The application looks at the required staffing based on forecast service level and the scheduled open, so
actual scheduled against required. The coverage tolerance is the difference between the staffing you
have working (scheduled open) and what is required (required).
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For example, if the required number of agents is 100 across the duration of the training, and the
scheduled open is 90, if the coverage tolerance was -20 only 10 would be selected, as the staffing is
already 10 short. Training Manager would not schedule any training activity if by doing so the coverage
would then drop below the -20 requirement.

9.9.2 Coverage Target

Use the drop-down box to select a Coverage Target, e.g. Site (Forecast), Site (Required), Activity
(Forecast) or Activity (Required).

9.9.3 Retrieve Fresh Data from WFM

This can be left as selected, as Training Manager will retrieve the most up-to-date information from
WFM to start scheduling training activity.

Training  Help

Wl Event 1 - [Schedule Event] 1ol ]
|
[ Resouces | Intemupibedoivies | ScheduingOptons | Optmised Sesich || anuslSearch

Optimised Search Algorithm Template

Working Hours {Local) Window: 1 Mar 2010 1o 14 Mar 2010 Buid Dates
Bl ~
2 RETES| Start End Enable

F i i = = UTC +00:00) Eurape./London
i Time & Travel Constraints v o s [Zw = t ) Europ | :
E Transiion Time [mins] =) w [EndEEo= P Stait Date | Time | EndDate | Time
E Min, ety Gap Before (mine] _ 0800 5 1200 =5 TMar 2010 0800 1Mar 2010 2200
k in oty Gep Before i) [ 03] | wed [ = [em = W
| Min. Activity Gap After [mins] 0= ™ G = P
i )

Trainer Travel 7 Fi [ = [zzoo = M
h Performance Constraints st [ozon = [zoo = M
il Coverage Tolerance 33: z Sun ogo0 = [2z00 = ~
i

Coverage Taigel MU - Basking Statzay
E Frandomy Distibute (Maximise Group 5 >

@) Define templates to conirol the behaviour of the Oplinised Search algorthm

Retrieve fiesh data from'wFM ¥ Search —

[Tl select all 3¢ Delete... & Refresh [ Export

Euceptions 0K & Missing

Sohedule (0]

EEX_ Spric Status | StanDate | EndDate | @] Room | Seats | 2 Trainer| Employes 1D | # Users | B Attended | # Completed | Created | £ Mame(s) |

Figure 98: Default retrieval of fresh data from WFM

Training Manager for Genesys WFM Administrator Guide 99



Training Events

9.10 Booking Strategy

Booking Strategy gives the user the option to specify whether the training requests should be front
loaded, randomly distributed, back loaded together with the option to maximize group size, or
scheduled to minimise coverage disruption.

By selecting Front Load or Back Load, Training Manager will try to schedule all of the training sessions at
the front or the back of the training window, while taking into account the performance constraints, as
in the example on the next page.

| Event1 - [Schedule Event] [=n R ===
Resources || Intemuptible Activties | Scheduling Options || Optimised Search || Manual Search
Optimised Search Agorithm Tempiate
Working Hours (Local) Window: 11 Jan 2013 to 11 Feb 2013
E)
Start End Enable
Time & Travel Constraints Mon oo 4] 0000 -
Transttion Time {mins) (1= Tus 0000 =] 000D =
Min. Activity Gap Before {mins) D[ Wed 0000 = oo =
Min. Activity Gap After fmins) e The D000 & 0000 =
Trainer Travel 7] Fi 0000 || 0000 &
Performance Constraints Sat D000 [ 0000 2
Coverage Tolerance 0 % @ Sun  DOOD—= <
Front Load -

Front Load (Maxmise Group Size)
@) Define templates to cortrol the behaviour of the ot Front Load (Maimis

Randomly Distribute (Maximise Group Size
Back Load

Back Load (Mamise Group Size)
Winimise Coverage Disruption

Retrieve fresh data from WM

[ Select All 3¢ Delete... & Refresh [ Export
Exception= 5 ok £] Missing

Schedule ()

EE SymcStstus St Date EndDate @] Room Sests 2 Trainer Employes|D #Users #Aftended #Completed Crested [ Namels)

0 Item(s)
IEX~ Ready Frday. 11 January 2013 11:20 Time Zone.. -'::i

Figure 99: Selecting a booking strategy
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Select Randomly Distribute from the drop-down menu under Booking Strategies and Training Manager
will try to schedule the training activity across the training window, taking into account the performance

constraints, as in the example on the next page.

The Minimise Coverage Disruption strategy will cause Training Manager to prioritise potential booking
slots that have the biggest difference between coverage and the WFM forecast, i.e.it will maximise the
‘headroom’ between the actual staffing level and the required level according to the WFM system.

Once everything has been entered, update the Optimization Search Algorithm Template by clicking the
Save button. You will have the option to either save the template with the same name, or give the
template a new name, which will appear in the drop-down menu as a separate template for selection.

Click Search to retrieve fresh data from WFM.

[ Event 1 - [Schedule Event]
I
Resouices Intemplible Activities Scheduling Dptions Optimised Search Manual Search

Optimised Search Algorithm Template

=10l

10Mar2010  08:00  10Mar 2010 2200

ooking Strateay M Mar2010 08300 11 Mar2010 2200

Coverage Target MU a

12Mar2010  08:00  12Mar 2010 2200
13Mar2010 08:00  13Mar 2010 22:00
14 Mar 2010 NAON T4Mar 2010 7200

|Algorithm Template Title x|
[EIEETE

andomly Distribute [Maximise Group 5 ¥

@) Deiine templates to cantrol the behaviou of the Optivised Search algorithm.

[T select Al € Delete... (' Refresh [ Export

Exceptions |

Give the template a new
Scheduie 0] .
B snesen{  NAME after C|ICkIng on Sa\le, 2| # Completed | Created | 2 Mametsl|

Working Hours (Local) Window: 1 Mar 2010 to 14 Mar 2010 Buid Dates
Alld -
i Stat End Enable
Time & Travel Constraint - < & UTC +05:00) EuroperLondon
ime & Travel Constiaints Vo [ [pm = W
Transtion Time [mins) Tue = = F StartDate | Time | EndDale Time__|
i Aty o Bl B0 S |20 = TMar2dll  UE00  1Mar2010 2200
in. Activity Gap Beefore (mins] wed [og00 = [zzo0 = M 2Mar2010 000 2Mar2010 2200
i Aty Bap it 3Mar20l0 000 SMar20ID 2200
in. Activity Gap Alter (mins) The  [ogoo = [2zo0 = W 4Mar2010 0800 4Mar2010 2200
BMar20l 000 SMar20i0 2200
Trainer Travel [ Fi [oeo0 = [0 = M GMar2010  DB00  EMa200 2200
- - PMar2010 000 7Mar2010 2200
Performance Constraints sa [ = [z = F SMao01) 030D Mzl Geon
CoveisgeTolrance | 3] z | \ % [oson = [z = gMar0l0 - OE00 - SMar2010 220

Fietiizve fresh data from WM  Search =

or update an existing
template.

0 Item(s)

Complation Status:

(EZ- Ready Wednesday. 15 August 2012 16:45 BST

oK

TimeZore.. 5 .

Figure 100: Saving an optimization search algorithm template
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Training Manager is retrieving information from WFM, and information about what the application is
doing will appear at the bottom of the window.

The option is also available to cancel at any time during the scheduling process. Refresh the screen
during the scheduling process will update any training sessions created or after cancelling to ensure that
there were no training sessions created prior to cancelling.

[ Event 1 - [Schedule Event] =[]
[« Resowces || IntenuptibleAdtiviies | Scheduing Oplions  Dptimised Search | Manual Seaich

Optimized Search Algonthm Template

Working Hours (Local) Window: 1 Mar 2010 to 14 Mar 2010 Build Dales
Al daps = | % o

Start Enable
i i = = UTC +00:00) Eurcpe/Londan
Time & Travel Constraints oo [GmE [EaE P [ ) Europ
Transition Time (mins) =] e (o= [mo= F Slait Date | Time | EndDaie Time |
Min Aty Gap Bele . ol B TMar2010 0800 1Mar2010 2200
. Actvky Gap Before (rins) E | wed o= o= P ZMarZN0 DB00  ZMar200 2200

m 3 Mar 2010 08:00  3Mar 2010 2200

Min. Activity Gap After (mins) = [z 4Mar2010 0800 4Mar2000 2200

4
E
z

=

E

Z

E
K

G ar 2010 08:00 5 Mar 2010 2200

kLK

Trainet Tisvel 7 Fi o [moo = 200 = M EMar2010  0B00  EMar2m0 2200
. = = 5 TMar2U0  0B00  TMar2000 2200

Performance Constiaints s oo = [z = P BMar2010  DB00  BMar2010 2200
o Sun = = F SMar200  0B00  SMar2W0 2200

Coverage Tolerance B=as B0 |20 = 10Mar2010 0800 T0Mar2010 2200
. T Backing Strateay TMar2010 0300 TIMar2010 2200
overage Target  |MU = | 12MarZN0 0800 1ZMar2010 2200

Randormly Distibute [Matimise Group 5 % oD moo  aMaaln oo

14Mar2010 0800 14Mar20i0 2200
@) Defing templates to contol the behaviour of the Optimised Search algorthm.

Retiizve fresh data fromwWFi )

[T Select Al 3¢ Delete... 7 Refresh [ Export

Euceptions £ 0K £ Missing

Schedule (0]
IEX_ Sync Status | Start Date | End Date | &) Room | Sests | 21 Trainer | Emplopee ID | # Users | # Attended | # Completed | Created | £ Namefs) |
0 Ttem(s)
Completion Status. oK
[~ Test Training Request > Evert 1 : Starting Algorithrn... [Cick ta Cancel). ednesdap, 15 dugust 2012 16:49 85T Time Zone

Figure 101: Progress status
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Notification that Training Manager has finished will be given at the bottom of the screen.

Event Schedule Event]

Resowses | Intemuptble Activiles | Scheduling Options | Optinised Search | Manual Search

Optimised Search Algorithm Template

=13l

[T Select Al 3€ Delete,., =/ Refresh [ Export

Enceptions 0K ] Missing

Working Hours (Local) Window: 1 Mar 2010 to 14 Mar 2010 Buid Date:
O -
s | % Stat End Enable
Time & Travel Constraint - = UTC +00:00) Ewrope/Landan
ime & Travel Constraints v [En = Zm= P
Transition Time [mins) =] e [Em=E En= StaitDate | Time | EndDate | Tme |
i ity Gap Bef . ==t = Tha 20 DE00  1Mar2010 2200
in. Activity Gap Before mins] (=) wed  [ogo0 = [z = M ZMar2010  0B00  ZMar20l0 2200
. SMar2010 0300 3Mar2000 2200
Min. Activity Gap After (mins) 0= The  fozo = [2m = ¥ AMa2010 0800 4Mar20l0 2200
5 Mar 2010 0800 5 Mar 2010 2200
Traner Travel [ i [won = [2o= ¥ GMa 2010 DS00  GMar2010 2200
. . TMa 200 DEO0 7Ma20l0 2200
Perfarmance Constraints sot [oeon =2 [0 o ¥ BMa200 0800 AMa2010 5300
Coverage Tolerance =] xS Josoo = [2o = M Sita2pin - fa0D  gMacmn 200
- Tag [ | SosngSidew 1 Mar 200 DBO0 11 Mar2010 2200
overage Target  |MU Ferclonly Dt mnioe Broun 5 1= 12Mar 2010 0B00  12Mar2010 2200
Y P 13Mar 2010 0B00 13Mar2010 2200
14 Mar 2010 08:00 14 Mar 2010 2200
@) Define templates to control the behaviou of the Dptimised Search aigoiithm

Retieve fiesh data fiom Wi 7

Schedue (5]
IEX SyncStatus | Start Date | EndDate | 8] Room | Seats| S Trsiner | Employes 1D | # Users | # Attended | # Completed | Created | £ Namels) a
Event 1
=] Training 2Mar 20101330 2Ma 20101430  ManchesterRoom2 115 CharieDiron 23466 3 0 0 154ug 2012 16:50  First Base, Hortense Howard, Michael Craftsman
& Training 9Mar 20101200 SMar20101300  Manchester Foom1 120 CharieDison 23456 10 0 0 154ug 2012 16:50  Abigail hdams. Jos Defaul, Kell Y argas. Khis Sawer, Lort
& Training 9Mxr 20107475 SMar20101515  ManchestsrRoom2 115  CharieDison 23456 9 0 0 154ug 20121650 Gregory Parsons, Jos DePhummer, John Thomas, Kelly Var
=] Training 12Mar 20101200 12Mar20101300  Manchester Room1 120 CharieDiron 23456 10 0 0 164ug 2012 16:50  Celia Sharpton, Glenda James, Howard Johnson Jr . Jeremic
- S i el s e gl - N - e . e ;l_l
5 Item(s)
Completion Status. i3
I~ Ready Wednesdap. 15

Figure 102: Notification of completed search
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9.11 Training Sessions

Once completed, the training sessions are visible in the Training Sessions window, and the red flag to

the left indicates that the training has been created in Training Manager but has not been committed to
WEM.

B Event 1 - [Schedule Event] =100 x|
Fesources | Intemptible Actfvifies | ScheduingOptions | Optimised Search  Manual Search

Optimised Search Algoithm Template

Working Hours [Local) Window: 1 Mar 2010 to 14 Mar 2010 Build Dates.
Al days - dl % s

Stant Enatle
i = = (& (UTC +00:00) Evrape/Lond
Time & Travel Constraints Mon  [ogo0 = [2z00 = o [t /] Europe/London
Trarsiion Time [mins) =] Tee  [Go0 = = ¥ StatDate | Tine | End Date Time |
- 00 5 200 5 TMaZ010 0800 1MaZ010 2200
Min Activiy Gap Befar (mins] E | wed [ [2nE W 2Ma2010 0300  2Ma2010 2200
. IMar2010  DB00  3Ma2000 2200
Min.sctivity Gap After (min) =] The  [ogm = [zzo0 = M AMa2010 0300 AMa2010 2200
) SMaZ0l0 0800 SMa20l0 2200
Trainer Travel [ Fi e = 2= P BMar2010  DB00  EMa20i0 2200
= = PMaZOl0 0800 PMaZN0 2200
Performance Constraints sot oz = [2m0 = ¥ Gva0l M AMwoNd 26
———— A = R
c Taget WD = Booking Strateqy 11Ma2010 D800 11Mar2010 2200
overage faae andomly Distibute (Masimise Broup 5 = 12Mar2010 0800 12Mar200 2200
13Ma 2010 0800 13MarZN0 2200
1aMa2010 0800 14MarZ0 2200
@) Define templates 1o cantal the behaviour of the Dplinised Search algarithm

Retrieve hesh data from Wi )

g select all 3¢ Delete... (&' Refresh [ Export

Enceptions 7 0k &7 Missing

Schedule 5]
X SynoStatus | Stait Date | End Date [ £ Room | Seats| 5 Tiginer | Employee 10| # Users | # Attended | # Complated | Cieated | £ Hame(s) -|
Event 1
] Training 2Mar 20101330 2Mar20101430  ManchesterRoom2 115 ChadieDison 23456 3 0 0 16ug 20121650 First Base, Hotense Howard, Michael Craftsman
=] Training 3Mar 20101200 IMar 20101300 ManchesterRoom1 120 CharlieDison 23456 10 0 0 164ug 20121650 Abigal Adams, Joe Default, Kelly Vargas. Khiis Sawer, Lorg
] Training IMa 20101415 IMar 20101515 ManchesterRoom2 1415 CharlieDison 23456 3 0 0 154ug 20121650 Gregory Parsons, Joe DePhummer, John Thomas, Kelly Var
] Training 12Mar 20101200 12Mar 20101300 ManchesterRoom1 120 CharlieDison 23456 10 0 0 154ug 20121650 Celia Sharpton, Glenda.James, Howard Johnson Jr, Jeremic _
S Trem(s)
Completion Status oK
EX~ Ready ‘Wednesday, 15 August 2012 1651 BST  TimeZone. 57 .
T

ks - = = 1 = T

Figure 103: Display of search results
A breakdown of the information in the Training Sessions window is as follows:
Start Date — identifies the date and time that Training Manager has scheduled the session.
End Date — identifies the date and time that the session is scheduled to end.

Room - the room scheduled to hold the training. Training Manager will have looked at the room
availability and facilities, such as the minimum and maximum number the room can hold for training.

Seats — the capacity of the room.

Trainer — The scheduled trainer. Training Manager will have checked the trainers’ calendar to make sure
that they are available and can train in the required location.

EmployeelD — the trainer's Employee ID.

#Users — the number of agents who have been identified from their shifts in WFM and are available.
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#Attended — attendance is updated through the register by the trainer from their web portal view.
#Completed — as per Attended.

Created — the date and the time that the training sessions were created.

Name(s) — the names of the delegates.

Completion Status — selecting this will present the status of all agents selected for training, as in the
example on the next page.

To view any additional information select the Completion Status Report which will include the following
information:

e Location
e Team
e Site

e Business Unit

B event 1 - [Schedule Event] o [u] 3
Fesources Interuptible Activities Scheduling Options Optimised Search Manual Seaich

Optivized Search Algarithm Terplate

Working Hours [Local) Window: 1 Mar2010 lo 14 Mar 2010 Buld Dates.
41l days = (E3

Stan Erd Ensble
i i - - 3 (UTC +00:00) Eurcpe/Land
Time & Travel Constraints Mon  [g500 = [zzon = W ( ) Europe/Londen
Transition Time {rins) 1= e o= = ¥ StatDate_ [ Time [ EndDate Time |
- 800 5 1200 5 Thar20ll  0BO0 1 Mar20i0 2200
Min Actviy GapBefore (sl [ 1=] | wed [oa00 5 [2on = ZMar20l0 0800 ZMar2010 2200
- SMar2010 0300 3Mar2010 2200
Min. Activity Gap After rirs) 0= T e = [z = P AMar2010 0800 AMa2010 2200
Shar2010 0300 SMar2010 2200
Trainer Travel I Fioo Joeon = [z = W Mar20l0  0BO0  EMar20iD 2200
- ~ TMar20l0 0800 7Mar2010 2200
Performance Constraints s foem = [ P BMw201) B0 AMmd 2300
T Sun = = IMar20l0 0800 9Mar2010 2200
Coverage Telerance 33 %z 0g00 =5 |2zo0 = 10Ma 2010 0800 10Ma2010 2200
- e O SknSiew 1M 2010 0BO0 11 Mar2010 2200
average Target MLl 12Mar2010 0800  12Mar2010 2200

Randomly Distibute (Marimise Group 5 IIMa0in et lamacoi  5aon

14Mar2010 0800  14Mar2010 2200
@) Define templates to contiol the behaviewr of the Dptinised Search aigaiithm

Retrieve fesh data from WM ¥

[ Select Al 3¢ Delete.,. = Refresh | Export

Exceptions (] 0k £ Missing

Schede (5
X SprcStass | StantDate | End Date | S Room | Seats| S Trainer | Employee D | # Users | # Attended | # Completed | Creatsd | £ Mamefs) «|
Event 1
& Traiing 2 Mar 2010 1330 3 0 1 16,400 2012 1850 Fist B, Hontorss Howard. ichsel Craftsman
& Traiing 3 Mar 2010 1200 . . woon i 16,400 2012 1850 Abigai Adams. Jos Defaul. Kelly Vargas, Khis Sawyer. Lor
] Trairing 9 Mar 20101415 CI ICk on Completlon Status 3 0 0 15Aug 2012 16560 Gregory Parsons, Joe DePlummer, John Thomas, Kelly Var
 Traiing 12 Mar 201012100 woon 0 16,400 2012 1850 Colis Sherpton, Blenl James. Howend Johnson Je_Jsroric _
i to view any additional | 0
5 Itemis) . .
information.
Compltion Status oK
IEX~ Feady

— Wednesday, 15 August 2012 1651 85T TimeZone.. 57

Figure 104: Viewing additional information via the completion status report
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See the example below.

Training Events

A gauge has also been included which allows you to view how complete the training event is. There is an
export option in the bottom right-hand corner where you can export the information into Excel.

& Event 1 - [Schedule Event] o [m]
EEZH 60 Event 1 - [Completion Status] Y [ (3]
Opli Completion Status
Al Statistios for this Event
. oo
) Overal Completion EUnscheried -
\ 0.0% E— i
# Untiained / Patially Trained
b | [ Tigined ! # Schedued)
x100
1
i Training Session Fiers
C I Enable Date Fiter
c StatDate [Jgaugomz =] EndDate [Emaiome =]
nable Status Filter
™ Enable Status Fi
@0 2|
Columns =
¥ Location ¥ Management Lnit
ke N T T e o] D 7 Unit[ &% Training Aequest [ 44 Code | (5 Event | StatDaz [EndDa= [E Traner [ 2 TrainerEme < I
e bigrumber 99333333 Manchester  London MU TestTraining Request  TTRODT  Event1
igal lams anchester ondon est Training Request vent ar ar ailie Dison
Abigal | Ad 5013 Manchy London MU TestT i TTROOT  Eventl  9Mar20101200  9Mar20101300  ChalieDi 23456
another agent |anchester .ondan st Training Request vent ar ar arlie Dixon
h 247 Manchy Londan MU TestT i TTROOI  Eventl  12Mar20101430  12Mar201015.30  Chaie D 23456
Sche: Another | Agent 5026 Manchester  London MU TestTraining Request  TTRODT  Event1
_ lia arptan anchester ondon est Training Request vent ar ar arlie Dison
= s Ce Sh 6005 Manchy London MU TestT i TTROOT  Eventl  12Mar20101200  12Mar20101300  Chatie D 23456 =
. Chales  Shap 5014 Manchester  Londan MU Test Training Request  TTROD1  Event1
ven Christop... | Columbus 5022 Manchester London ML Test Trairing Request TTROOI Event1
e Diana | Fieed 5033 Manchester | Londan MU Test Traning Request | TTROD1 | Event 1
onna 3y | anchester ondon st Training Request vent
E i} 0. 5034 Manchy Londan MU Test Training Fi TTROOI Eventl
st ase anchester ondon est Training Request vent ar ar ailie Dison
EE Fi B 5032 Manchy London MU TestT i TTROOT  Eventl  2Mar20101330  2Mar20101430  Chalie D
Glenda dames ANNR Manchester 1 andon M1 Test Traininn Reauest TTROM Fuent 1 12 Mar 2M0112:00 12 Mar 2010 1300 Charlie Dixan
g[S T
|
Shem(s)  43ltem(s)
Eere) k|
IEZ~ Ready Wednesday, 15 August 2012 16:54BST  TimeZone... &

Figure 105: Exporting results to an Excel spreadsheet
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B Event 1 - [Schedule Event] =101 %]
R B =imlx
Optii Completion Status
IH Statistics for this Event
1 # Schuted
) Overall Completion T |
, 0.0% T [— B
# Unlrained / Pattiall Trained
L || [ Trained / # Scheduled)
%100
1
. Training Session Filers
C ™ Enable Date Fiker . .
| swose TS oes o | Filtered view
™ Ensble Status Fiter H H
available in drop-
@0 =
Columns _I
F Location W Management Unit
§ ) selent - -
FirstMame__ | Last Name | Emplogee ID Location Management Unit Ticining Request | &% Code | % Evert| Stait Dale [ End Date [5 Taner [ 5 TraneEmp «]
Evcent bignumber 99999999 Manchester  London MU Test TrainingFequest  TTRODT  Event 1
] Abigall  Adams 5013 Manchester  London MU TestTraningFequest  TTRODI  Event]  SMar20101200  SMar20101300  ChaiieDbon 23456
2 another  agent 247 Manchester  London MU Test TranngFequest  TTROD  Eventl  12Mar20101430  12Mar20101530  ChaiieDion 23456
Scher Another  Agent 5026 Manchester  London MU TestTraningFlequest  TTRODT  Event1
elia aipton anchester ondon est Training Request et ar ar arlie Dixon
Coi Sh £005 Manch London MU Test T R TTRODT  Eventl  12Mar20101200  12Mar 20101300 ChalieD 23456 =
e Chales  Shamp 5014 Manchester  London MU Test TrainingRequest  TTRODT  Event 1
Vel Christop...  Columbus 022 Marchester London MU Test Training Request TTRO0T Event 1
Fiaa Diana | Aeed 5033 Manchester | London MUl Test Trainng Fequest | TTRODT | Event 1
i Doz Day 5034 Manchester  London MU Test TrainingRequest  TTRODT  Event 1 Lo
irst ase anchester ondan st Training Rlequest vent ar 3 ar atlie: Disan
& e Fi B 5032 Manch London MU TestT R TTROD  Eventl  2Mar20101330  2Mar 20101430 ChaiieD 23456 .
Blenra Jlames: ANR Manchaster | nnrinn bl Test Traininn Renuast TTROM Fuent 1 12 Mar 20101 12-00 17 Mar 2010 130 Chalie Nixnn FRARR i
Ef Tiai | |4 » remic
i '_|
5 Item(s) 49 Iterfs]
Comp Ak |
= =

Figure 106: Filtering results using the drop-down menu
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9.12 Optimized Algorithm Results for Trainer and Room Only Scheduling

Training Events

When scheduling for trainer and room activity using the Reserved option, the scheduler only creates

training sessions for the room and trainer, taking into account the minimum and maximum group size

and the room capacity.

[ Event 1 - [Schedule Event]
Resources Interruptible Activities Scheduling Options Optimised Search Manual Search

Opirised Search Algorithn Template

Working Hours (Local) Window: 1Mar2010 to 14 Mar 2010 Build Dates.
Il days = |3 % e

=lolx|

Stant Eneble
- - UTC +00:00) Ewrape/Lond
Time & Travel Constraints Mon om0 = l—zz.uu = ~ ( ) Eurape/Landan
Transifion Time [mins) = e [mw =l =i StatDale | Time | EndDate | Tie |
Vi Activiy Gap Bt - TMar2010 0800 1Mai2010 2200
in. Actvity Gap Before (i) [~ =] wed [gm0 = [z = M 2Ma 2010 0800  2Mar2010 2200
- 3Ma2010 0800 3MaZ000 2200
i, Activity Gap After fris) =] T o0 = [zzm0 = M AMa 2010 0BO0  AMar2000 2200
. 5 Mar 2010 08:00 5 Mar 2010 2200
Trainer Travel [~ Fi o Josoo = [20 = W EMar2010 0300 EMar20D 2200
- - 7Ma2010 0800 7Ma2000 2200
Performance Constraints s [mw = [zw = P MaT0l0 o8O0 BMamln 0
Coverage Tolerance 3] x0 s [ogo = [2w = M ?nMﬁ;rzgéwUn gg gg ?DMGL,ZSB?D gg gg
[ T Booking Strategy 11 Mar 2010 08:00 11 Mar 2010 2200
overage Taget - [MU = B 12Mar 2010 0900 1ZMar2l0 2200
andomly Distibute (Makimiss Group 5 e R e
14Mar 2010 08:00 14 Mar 2010 2200
@) Define templales to carliol the behaviour of the Ditirised Search aigaiithm.

[ select all 3¢ Delete... (' Refresh [ Export

Enceptions (7 0k £ hissing

Retrieve fresh dat from WM [

Schedule (1]
IEX_Sync Stabus | Start Date | EndDate |l Room | Seats| £ Trainer | Employes D | # Users | # Attended | # Completed | Created |2 Namefs)
Event1
Training 11 Mar 2010 08:45 11 Mar 20100345 Manchester Room 2 015 Charlie Dikon - 23456 o 0 0 16 Aug 201211:27
1 Ttem(s)

Complstion Staius.

iEX+ Ready THulsday,}EAuuusLZﬂl?_‘U_lLBS]_Dm&ZﬂnE_
1.1, skillsPlanner

Figure 107: Scheduling training sessions for trainers and rooms using the reserved option
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Agents can be scheduled into these training sessions at a later date, either by cancelling the room and
trainer sessions and then re-running the Scheduler after selecting the users from the User Selection tab,

or

by selecting the agents in the User Selection tab and then right-clicking the individual training sessions,
as in the example below.

[B Event 1 - [Schedule Event] -0l x|
Resouces | Intemuptible Acthities  Scheduling Options || Optimised Search | Manual Seaich

Optimised Search Algorithm Template

Working Hours [Local) Window: 1 Mar 2010 to 14 Mar 2010 Buid Dates
Al daye = al x| Start End Enable
Time & Travel Constraint . - & (UTC +00:00) Europe/London
ime & Travel Constraints Mon  [o0 = [z = W
Transiton Ti = - -
ettt (08w [ s ¢ ([ e e
in. Activiy Bap Before ming] [ g =] wed [mEo0 = [z = P 2Mar2010 000 2Mar2010 2200
i ety o A . 3Mar20l0  0EO0  3Mar20ID 2200
in. Activily Gap After [mins] =] Thu  [ogo0 = [zo0 = M AMar2010 0200 AMa2010 2200
SMar20ll 000 SMar20i0 2200
Trsiner Travel [/ Fi Jewn = [zo= M GMar20l0  0E00  EMar2010 2200
- - Thar2010 000 TMar2010 2200
Performance Constraints sat [ogm = [zm = M EMao01) 0300 AMazni  Sson
Covee Tokaree [ 35] xT | S [pw s EmE R IMar20l0  0EO0  SMar2010 2200

10Mar2010 08:00  10Mar 2010 22:00
Booking Strategy T Mar2010 0800 11 Mar2010 2200

= 12Mar2010  08:00  12Mar 2010 22:00
FRandorly Distribute (Maximis= Group S 13Mar2010 0800 13Mar2l0 2200

T4Mar2010 0800 T4Mar2010 Zz:00

Coverage Target MU |

@) Define templates to contal the behaviour o the Ciptimised Search slgarithm,

Retrieve: fresh data from'wFM # Search =

[T Select 4l 3¢ Delete... & Refresh [ Export
Exceptions = oKk £] Missing

Schedule [1]

IEX  Syric Status | StanDate | End Date [ 81 Room | Seats| 2 Trsiner | Emplope ID | 8 Users | # Attended | # Completed | Created | 2 Mame(s)]
Event 1

T 16 ug 0012 1157
] Training Session Detals. -

4% Peformance Data..

= Attendance..

EE WM »
1 Irem(s)
% Dekte
Completion Status. oK
IEZ~ Ready Thursday, 16 August 2012 11:4085T  Time Zone.., 5 .

s - [ = = e

Figure 108: Selecting agents in the user selection tab

Manually select the users from the right pane and click <Add>. This will assign the user to the training
session.

Note: If the user’s schedule does not fit the training window an error will appear. This option could be
used for an individual user, but deleting the training sessions and re-running the schedules with the
users as part of the equation is recommended.

It is possible to amend the training session end time if required using the up and down keys. After
selecting OK, Training Manager will check that there are no conflicts with the trainer or room, or
whether the agent schedules still fit within the training session times. If the time is extended, the
coverage tolerance will not be taken into account due to the change being manual.
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Figure 109: Amending training session details
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9.13 Committing Training Activity into WFM

The training must be committed to WFM in order to view the impact. Highlight the training sessions (this
can be done in bulk or individually) by highlighting one session and then right-clicking it and selecting
WEFM, or use the Select All button.

After selecting WFM the available options are:
o Publish — this will commit the training session and publish in WFM.

e Remove - this allows for the training sessions to be removed but still keep the created training
session details.

To remove and delete the training sessions either click Delete or click Select All and then click the

L Dete.. button.
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Figure 110: Removing training sessions

If you select Publish, Training Manager will then start to commit the training to WFM. A pop-up window

will appear alerting you that publishing the training sessions may take a few minutes. Click Yes to
continue.
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Figure 111: Publishing training sessions

When publishing is complete, the red flags will turn green to confirm that the training exceptions have

been committed to WFM.
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Figure 112: Notification that the training exceptions have been committed to the WFM

Click Refresh to update the schedules with the new activity.

WFM will now include the training exceptions within the schedule or scenario selected in the Resources
Tab. Training Manager has inserted the exception into the relevant agent schedule, which has
automatically reduced the coverage by the number of agents and the time and duration of the training.
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9.14 Cancelling a Training Session

Training sessions created through Training Manager should only be cancelled by Training Manager, as
the application will track the training requirements and activity.

To cancel a training session and remove the exceptions from WFM, highlight the training session to be

3L Delete. ..

cancelled and then right-click it and select Delete, or use the button.

There is also the option to only remove the training sessions from WFM to view whether the training
needs to be cancelled if by taking agents off the phone for training will impact performance.
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Figure 113: Cancelling a training session

The session will be removed from the Training Sessions window and the agents that were scheduled for
that session will be identified as unscheduled when viewed in the Completion Status Report.

The exceptions will be removed from WFM after refreshing the data.
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A training session can be cancelled for an individual by expanding the training session, right-clicking the
session, and then selecting Training Session Details. This will list all of the delegates for that training
session together with the room and trainer if they have been scheduled as part of the training session.

See the example on the next page.

B Event 1 - [Schedule Event]

Resources Internuptible Activities Scheduling Options Optimised Search Marual Search

Optiised Search Algarithm Terplate

‘Working Hours (Local) Window: 1 Mar 2010 to 14 Mar 2010

=10l

Build Dates...

ol dars Bl x| Stat End Enatle
Time & Travel Constraint - - {UTE +00:00] EuroperLandon
ime & Travel Constraints Mo [oEm = [ = M
Transtion Time (mins) = T = = Start Date. Tme | ErdDate | Time |
i oty Giap B - e 5 e THar 2010 0300 1 Mar 2010 2200
in. Activity Gap Before (mins) =] wed  [ogo0 = [zm = W 2Mar2010 0300 2Mar2010 2200
. - IMar20l0  0EO0  3Mar2010 2200
Min. Acthvity Giap Aftet mins) =] The  [ogon = [zz00 = M AMar2010 0800 AMar2000 2200
BMar20ll  0B00  EMar20i0 2200
Trainer Travel [ Fi  [oeoo = [zzon = M EMar20l0  0E00  EMar2010 2200
- - PMar2010 0200 7Mar2010 2200
Performance Constraints sa gm0 = o= P SMao01) 0300 aMaoniy  9s00
Coverage Tolerance | 3= % I s fem = [zow = ¥ Hiv R R 1
C Ta [ CoknaSiew T Mar 2010 0200 11War20i0 2200
overage Target  |MU = 12Mar 2010 DB00  12Mar 2010 2200
andarmly Distiowte [Masimise Brous 5 = I R I
14Mar 2010 0800 14Mar2010 2200
@) Define templates to control the behaviour of the Dptiised Search algoithm,

[Tg select all 3¢ Delete... (& Refresh [ Export

Enceptions £ 0K &7 bissing

Retrieve fiesh data from wFM B Search =

24 Perfoimance Data

® Attendance.

Schedule (1)
[EX 8 ! atus| StatDate | End Date [£] Rom | Seats| 5 T sine | Employee D | # Users | # Altended | # Completed | Cieated |2 Hmel)
Event 1
3NN 2 Mar 201011:30 12 Mar 2} B Aug 2012 11:43 vigail Adams, Glenda J
L Tiaining 12122010130 21 16 Aug 2012 11:43_ Abigai Adams. Blenda

<
X WM »
1 Item(s)
2 Delete.
Completion Status..
(Ex- Ready

0K

Thursday. 16 August 2012 1208887 TimeZone.. & .:

Figure 114: Cancelling a training session for an individual

Once the agent details are visible in the Training Session Details window, users can be manually
removed by highlighting the individual and clicking Remove. This will remove the user and put them in

the Not in Training Session pane on the right.
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Figure 116: Display of completion status report for unscheduled agents

Agents that have not been scheduled or have not attended the training and need to be scheduled later
will remain as part of the original training schedule and can then be scheduled as "Mop Ups" if required.
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9.16 Training Session Backfill

The backfill feature provides the ability to add users to existing training sessions that have spaces
available, rather than automatically creating new training sessions. This feature can be used to add users
who have not previously been scheduled or who have missed previous training sessions (mop-ups) to
existing sessions.

Backfill is enabled on a per-training event basis and is enabled by default. It can be enabled/disabled
from the Training Events tab when creating or editing training requests, or from the Scheduling Options
tab when scheduling a training event.

Searching for training sessions with the backfill option disabled will result in the search algorithm
creating new sessions for users as normal.

Notes:

e Backfilling of users only applies to future sessions (it is not possible to backfill users into training
sessions that occurred in the past).

e Backfilling is not supported for meeting requests/meeting sessions.

e The ‘Keep teams together’ option will be respected for users who are backfilled into existing
sessions.

e Backfill is supported for both the master schedule and for scenarios. It is possible to copy
backfilled sessions from scenarios into the master schedule. Once users are booked onto
sessions on either the master schedule or a scenario, they will no longer be available for
backfilling on another schedule.
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10 Scheduling pre/post course assessments from Skills Training Manager

Skills Training Manager supports the ability to associate Performance DNA assessments with training
requests. Assessments can be set to be completed either before the training course begins, after it ends,
or both. This feature can be used to, for example, assess how valuable a training event was by
comparing the assessment results of a group of users prior to and after the training session. A single
training session can have multiple pre and post course assessments associated with it. It is also possible
to associate the same assessment to be taken before and after the course. Assessments assigned to
users will then be visible to training attendees either by logging in to Performance DNA, Portal or via the
Notifications application.

10.1 Assigning pre/post course assessments

Create a new training request. Complete the start tab and click next. Complete the user selection tab
and click next. Create a new training session under the event. Right click on the new session and hover
over the ‘Add’ option. This will cause two sub-options to appear: ‘Pre-Course Assessment’ and ‘Post-
Course Assessment’. Select which type of assessment you wish to add. A Performance DNA login
window will appear. Enter the details of a valid Performance DNA user and click OK. Once logged in, an
‘Assessments’ screen will appear listing all available Performance DNA assessments.

By default, if the training session is removed from the WFM, the assigned pre and post-course
assessments will also be unassigned from the course’s users by the PrePostHelper application. This
option can be overridden via the checkbox on the right side of the Assessments page.

There is also an additional option for pre-course assessments which allows the training scheduler to
decide on the number of days the assessment will be available for prior to the beginning of the training
session. This option is located on the right side of the Assessments window when assigning pre-course
assessments. If this option is left at the default value of ‘0’, the pre-post assessment will be available
from the time it was published to the WFM until the first day of the training session. Alternatively,
entering a value in this field will cause the assessment to be available for the set number of days prior to
the beginning of the training session.

Once you have specified which assessment to assign and configured the remaining availability options,
click OK to associate the assessment with the training session.
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Figure 117: Assigning assessments

It is possible to assign the same assessment as both a pre-course and a post-course assessment.
However, the same assessment may not be reused across multiple training events, i.e. once an
assessment has been associated with a training request (as either a pre or post-course assessment), it
will not be available for assigning in other training events.
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Figure 118: Assigning assessments
10.2 Removing pre and post-course assessments

To remove an assessment from a training session right click on it in the Training Events tab and select
the Remove option. Click the Apply button in the bottom right corner of the screen to save the change.

If a session has already been published it will not be possible to remove either pre or post-course
assessments until the session is removed from the WFM.
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10.3 Events that trigger the assigning of pre and post-course assessments

10.3.1 Pre-course assessments

Pre-course assessments are assigned once the session is published to the WFM and the preposthelper
application has run. Pre-post assessments may not immediately be available to course attendees and
may not be listed in their My Development pages depending on whether restrictions were placed on the
assessment’s availability prior to the course.

10.3.2 Post-course assessments

The assigning of post-course events is triggered by the completion of the attendance register (either via
the Training Manager client or Training Manager Portal) and the running of the preposthelper
application. For single session training requests, the post-course assessment will be assigned once the
register for the session has been completed. For multi-session training requests, the post-course
assessments will be assigned only when the register for the last training session has been completed.
Course attendees need only to attend and complete one of the sessions to be eligible to have the post-
course assessment assigned to them, i.e. attendees need not attend and complete all training sessions
in order to have the post-course assessment assigned to them.

Unlike pre-course assessments, post-course assessments will only be assigned to those users whose
attendance records have been set to both ‘attended’ and ‘completed’ for any session in the training
request. Users who have either attended or completed (or who have neither attended nor completed)
the training session (or multiple training sessions) will not have the post-course assessment assigned to
them.
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11 Scheduling Mop Ups

Agents can be scheduled as part of the original schedule using the Mop Up process. The application will
take any agents that have been identified as unscheduled (this will depend on the reason; for example,
if the agent has not been scheduled any training activity due to them not having a schedule in WFM they
will remain unscheduled) and look at scheduling them for a training session within the original
constraints. For example, training window dates, days, hours, and minimum and maximum training
numbers in a session.

To schedule agents that have either not been scheduled or have missed training, return to the
Scheduler. To access the Scheduler, click the Training Events tab, select the event and then select
Schedule Events.
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Figure 119: Scheduling mop ups

To re-run the Scheduler, select Search; the Scheduler will schedule any unscheduled agents for further
training sessions, taking the original constraints into account.
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Figure 120: Re-running scheduler to mop up unscheduled agents

Once the Scheduler has finished, the Completion Status Report can be used to view any additional

agent training sessions.
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In the example below, Charlie Dixon has been scheduled for training and the red flag identifies that
some or all of the training session is missing from the Master Schedule.
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c Event 1
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Figure 121: Warning that some or all of the training session is missing from the master schedule

To schedule the additional training into either the Master Schedule or the Scenario, return to the main
Optimization Search Algorithm Template and select the affected training session. Right-click it to select
the relevant option, for example, copy into the Master Schedule or schedule into Genesys WFM.
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12 Trainer and Room Hot Swaps
Trainers and / or rooms can be manually changed at any time within a scheduled training session.

Trainer and Room Hot Swaps

To make any changes, the Training Session Details window has to be visible, as in the example below.
To hot swap a room or a trainer, click the icon to the right of the room or trainer and the tree view with
the trainer and room details by location appears. See the example below.

Bl Event 1 - [Schedule Event] =10l x|
|
BB o sesson 1=
Opti | Detalls
[an Tiaining Request [ Test Training Frequest [TTRO0T) | _I
1 Euent [Eventt
T Tianer Charlie Diver 23456 a|  StatDas 12Mar 2000 = [11:30 - :
b | Room Manchester Room 2 [Achooseroom x|
N I Training Session - * Bold < Not Saved £ View Active Fiooms " View Inactive Rooms
n Training Session - * Bold = Not Savel
1 Colmns s @ Intemal
il Mo Location>
F [¥ Location ¥ Management Un .
b Lol Atlanta
C = b Ll Glasgow = = =
FirstMame | Last Name | Employee 1D | ) Location | () | London 1D Location Management Linit | € Start Date
C |EfGlnds  James 500G Manchester  Lond el Manchester  London MU 4 Mar 2010
B Giegory  Pasons 5002 Manchester  Lond 4 Lol Manchester Manchester  London MU
E Raymond  Steele 5004 Manchester Lond O] Manchester Foom 1
@ 0| =] Ricki Glover 5009 Manchester  Lond @] Manchester Room 2
E] Ricky GloveJr 5010 Manchester Lond )] Manchester Room 3
h=|
[ Select
Except
Sches
EX 5 I
Even
Ef Trai ] Lancel over, Ri
E Trair 4
“ 3
= . w| ™
2 Item(s)
3 Delete... Publish automatically to Wik oK Cancel
Comp A4
[EX~ Ready Thursday, 16 fugust 2012 1214B5T  TimeZone.. &7

Figure 122: Manually hot swapping trainers and rooms

In the example below, Room has been selected, and the option to choose a different room appears.

After selecting an alternative room, click OK.
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R
|
B rsing e RETE]
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Figure 123: Manually hot swapping trainers and rooms

The application will then check to make sure that the room is available using the information in the

Room Calendar and it will also make sure that there is sufficient capacity for the number of users

selected.

If the room is not available for any reason, an error will be displayed to the administrator allowing them

to select another room, as in the example on the next page.

Once the training session has been updated with the new information, the relevant amendments will be

made in the associated calendar entries.

Apply the same process when changing the trainer.
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i Event 1 - [Schedule Event] =]
R v seion /]
Opti Detais
Al Training fiequest [ Test Training Frequest [TTRO0T) | _I
1 Event [Eventt |
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@ D | =] Ricki Glover 5003
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Encept
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& Tra i Blove
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‘
L ; 3
2 Item(s)
% Delete. Publish automaticall to s/FM [ 0K Cancel
[Een | EEN|p

A |
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'E:Tv FReady Thursday, 16 August 2012 1217 BST Time Zone... .

Figure 124: Room conflict error notification
12.1 Manual Scheduling

This option is available in Training Manager; however, we see its usage being very limited if at all and
recommend that the Optimization Algorithm Template be used instead.

To schedule training session manually, the Training Request template needs to be completed up to the
Scheduler or Optimization Algorithm Template option.

No resources are pre-selected as part of the manual scheduling process.

Select Manual from the tabs available; the Training Time Slots window will change as in the example
below.
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Training  Help

B Event 1 - [Schedule Event]
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Optimised Search Manual Search
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Figure 125: Scheduling training sessions manually

The Event Details information is still visible, which identifies the name of the training together with the
training window, duration, and minimum and maximum group sizes. This can be amended if required.

The date to search for users who fit the training criteria must be specified in the Start Date drop-down

menu.

After you have selected a start date, click Search.

Training Manager will present the time slots that fit the criteria in the training request.
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Training  Help
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Figure 126: Display of available time slots

To schedule training, double-click the time slot; the Training Session window appears. This lists the

agents available, the date, and the time of the session.
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Figure 127: Training session window
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To include a trainer and / or a room, use the Trainer or Room selection icon.

[l Event 1 - [Schedule Event] — (gl x|
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Figure 128: Selecting a trainer

Once the trainer and/or room has been selected, click OK.

The training session that you created will then be visible in the Training Session window.

Once the training sessions have been created, they can be committed to WFM to view the impact on the
coverage as per the Optimization Algorithm Template.
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12.2 Deleting a Training Request

Trainer and Room Hot Swaps

To delete a training request, any attached information must be disassociated and deleted first. The step-
by-step approach must be done in reverse, and only when there is nothing associated with the training

request can it be deleted.

B Treining Manager - a *®
Fle View Toining Took  Help
Mo Hens
Sat | UserSeecton | TanngEvems | TanngSemscra | CospletcnSma | Smmes
+ [ Trining Manager
1 Traning Fequests ) Crote and mansgn Tranng Eventa 10 1pecly how you il debver e Tranng
7| Mestings Y ) Evert Dot
4 2% Resouce Calendars =
& Foom Catnds 4 €8 Vew Traivin Recuest Descibon || Publc Desrpion
slendars i Event1
Trsinng Managse Potal Cortert Lk
Trneg Caegory | 1o Lesming
Rooms & Locaions 5
T Delvery Method | Classroem
Trainer Skill
] Managers Schediing Otk
B T Marags P B 000 =
M
] inchads vanerunch bresk
Fepsa Das 1=
i, Gooup Sze o
Max Group Sam ofs
] Keep Teams Together [ Bacit
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Figure 129: Deleting a training request
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13 Meetings

To create a meeting, select Meetings from the Main Menu. This is the same process that is used for
creating team meetings and one-to-ones.

[E] Training Manager
File View Training Tools Help

Main Menu

o [B Training Manager
) T eayests

Westings

4 3 » Resource Calendars
i Room Calendars
£, Trainer Calendars

& Manager Calendars
4 4 Configuration
2 [B) Training Manager
[T] Training Categories
D) Meeting Types
[] Bocking Categories
£ Selection & Exclusion
4 5% Resources
EJ Rooms & Locations
a [ Trainers
[T Trainer Skills
E0 Managers
[ Treining Manager Portal
N <R

S GENESYS

moments connected

Right click on
Meetings to
view the
different view
options.

Sub Menu

> il New York

> 2l San Francisco
Ll Solibull

> L&l Tokyo

i Preferences -

Figure 134: Creating a new meeting

A list of the locations will appear in the Sub Menu. The view can be changed to view by manager instead
of location by right clicking on Meetings in the Sub Menu.
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Training Manager
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Figure 135: Different view options
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After clicking either the location or a manager, the meeting view will be presented in the Main Menu
window (once meetings have been scheduled they will appear as a list in this window).

13.1 Creating a Meeting

Click New Meeting to reveal the step-by-step meeting template (as in the example on the next page,
which contains some existing meeting templates.).

File Veew Taining Tools Help

3 2] deys warming Dy spples to Meetings wih Recurence)
10 |2 daya warming (Orky sopbes to Maetings wih Rscumerice)

(] Oriy show tems without Hext Detes

m;ml X Dece 3 R 8 e Dner.. [l Ot S
» —% v 5 & oL . & . B 5 5 E T NN OR

B Treinen
8 v

Preferences - Meeting Count: 0

Figure 137: Creating a new meeting

Click New Meeting; the step-by-step meeting template appears, with the tabs at the top of the page. In
the Start window, complete the relevant sections to create the required meeting.

1. Main Title — this is the meeting title that the manager and team would see against the meeting
scheduled in their web portal.

2. Meeting Type — select the relevant Meeting Type from a drop-down menu. There are three
options to select from: Team Meeting, One-to-One and Solo Task.

3. Description & Objectives — enter any relevant information about the meeting, as this will also
be visible in the web portal against the meeting.

4. Location —select a location for the meeting. A meeting’s location is based on the
location/locations assigned to the manager who has been assigned to the meeting. If the
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manager is only assigned to one location, the location field will be automatically populated
when the manager is assigned to the meeting. If the manager is assigned to more than one
location, these will appear in the Location select box. Agents associated with a meeting will have
their locations updated to match the location of the meeting’s manager.

5. Manager — select which manager to associate to the meeting request (A Solo Task meeting does
not require a manager).

6. Status — There are three options:

a.

Pending Approval is used for testing purposes where the schedules are not yet
confirmed to appear in any web portal views.

Active is used once schedules are confirmed and are required to be visible in web portal
views.

Inactive is used so that the meetings no longer appear as active.

Details
Main Title *
Meeting Type *

Description and
Objectives *

Manager *
Location *

Status

Dates

Start Date

Times

Earliest Start Time

Duration (hh:mm)

Start User Seleciion Meeling Schedules Wakfmce Ma

[ Enter a main title and use the drop
down list to select the correct meeting

=
I —J ype. tnter a mandatory description.

Select the manager from the Manager drop

I ZI down box. The Location field will be
automatically populated based on your
I :-] manager selection and will conzain all of the
I‘J Pending Approval The Status setting will locations to which the selected manager has
affect whether meetings been assigned.

r Notify participants by email

will appear in Porzal.

Select the Larliest Start and Latest End date. If
this meeting will be used as a template the

P7var 2012 5] 5 | End Date o7 var 2012 5] date/time frame defined here will be used for

future scheduling.

55200 Ea Latest End Time 00 5

©) This time range applies to every day in the above Date range.

|0100 3‘ | Set the meeting duration. I

Figure 138: New meeting template

7. Start Date — by default the meeting window will be set to the current date.
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8. End Date —the end date can be selected by using the drop-down menu or by clicking the :
button, which then presents three options to select from. Click any of the options and Training
Manager will automatically populate the end date.

9. Select the earliest start and latest end time that the meeting can happen.
10. Select the meeting duration.
13.1.1 Selecting Users

On the User Selection tab, select the users that the meeting is being created for.

Selection Global Exclusions

Dizplay Mode W Eh Higrarchical

¥ FRemave team leavers automatically ¥ Fullteam synchronization
4 & Blue Sky &itines
s [E London

- [O&% <Mone>
. W@ UK_Supervisor &
- &% UK_Supervizor B
. @y UK_Supervisor C
- &% UK_Supervizor D

. Bl Mew'tark

» [E San Francizco

> é Tezt Buziness Unit

Figure 130: Selecting the team in the user selection tab
Once the relevant users have been selected, click Next or click the Meeting Scheduler tab.

13.1.2 Scheduling

The meeting scheduler tab is where the information required to schedule the meeting is inputted.
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Resources Intemptible Activiies

o @ Intemal
1l <No Location>

o Lol Allanta

> Lol Glasgow

> al London

4 Ll Manchester
[ Manchester Room 1
@] Manchester Room 2
& Manchester Room 3

Start User Selection Meeting Scheduler Waorkiorce Management

@) Choose Rooms, Intemuptible Activites, set up constiaints, recurence options and perfom the search.

Optimised Search Marual Search

@ View Active Flooms — © View Inactive Rooms

13.1.2.1 Resources

Figure 131: Meeting scheduler tab

There are four tabs available for completion:

Meetings

Select the required schedule, and there is the option to select a room to schedule for the meeting.

Start

Uzer Selection Meeting Scheduler Yworkforce Management

Resources Interuptible Activities Optimized Search

& View Active Fooms € View Inactive Fooms

2 @ Intemal

__ul <Mo Location:

- Lol Alanta

- Lol Glasgow

» _nl Londan

4 Lol Manchester
O tManchester Room 1
[O&, Manchester Room 2
[0, Manchester Room 3

©) Choose Rooms, Interuptible Activities, set up constraints, recurrence options and perform the search,

kM anual Search

Figure 132: Resources tab
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13.1.2.2 Interruptible Activities

Select which activities can be interrupted as part of the scheduling process.

@) Choose Rooms, Interuptible Activities, et up constraints, recurence options and perform the search,

Resources Interruptible Activities

Optimized Search

M anual Search

Meetings

Activity |

Activity

@ BillingG oldChat
& Billing oldE mail
O @ BilingGoldvoice
B BilingSikverChat
& BillingSikverE mail
@ BilingSilvervoice
& LostLuggage

@ LoyaltyCard

# MileageCredit

# VacationPackages

Activity Set
O & MuliiMedia_sctivities
Meal

% Lunch

Figure 133: Interruptible Activities

13.1.2.3 Optimised Search

Select the required constraints as per scheduling training. Under Recurrence, select whether the
meeting should be every N Days, Weeks or Months and on what days the meeting can be scheduled.

Start User Selection

Mesting Scheduler | Workforce Management

) Choose Rooms, intemuptible Activities, set up constraints, recumence options and perform the search

Min. Activity Gap Before {mins)
Min_ Activity Gap After mins)
Min. Gap Between Sessions (days)

Performance Constraints

Attendance Constraints
Min. % of Attendees Required

Coverage Taget [Ste (Forecas))

1001%

Resources Intenuptible Activities Optimised Search Manual Search
Constraints Recurence
Time Constraints Active
Transttion Time (mins)

ollellel e

Coverage Tolerance o %

Booking Strategy

Retreve freshdata (7] | Search -]
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Figure 134: Setting required constraints via the optimised search tab
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There are three recurrence options available, Daily, Weekly, and Monthly.
Within the performance constraints, select the required Coverage Target and Coverage Tolerance.

Attendance constraints only apply when scheduling a team meeting, as this is the minimum percentage
(%) of attendees that the Meeting scheduler can schedule. It will always schedule the maximum number
of attendees that it can based on the performance constraints.

Booking Strategy — select Front / Random or Back Load as with scheduling training.

Recumence

V| Active
Daily Monday Tuesday
Weekly Wednesday Thursday
Monthly Friday Saturday

Sunday
Recumence period: 1

Recumrence will try to book a meeting once within each recurence period on any of the days that are ticked between the Start Date and End Date.

Figure 135: Setting required meeting recurrence options

Meeting Transition Time — It is possible to set a transition time for meetings and one-to-ones. This will
prevent subsequent sessions for the same meeting request from being booked next to each other.

For example, scheduling one-to-ones with multiple agents with a transition time of 15 minutes will
prevent the sessions from starting within 15 minutes of a previous session ending.

Notes:

e The transition time rule is only applied to sessions in the same meeting request. Transition time
will not be respected for sessions created via other meeting requests.

e If the meeting manager is also an agent in WFM then the transition time will not be taken into
consideration when determining the possible start time for a meeting.

Click Search to retrieve fresh data from WFM.
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13.1.2.4 Creating Meetings Manually

Meetings

To create a meeting manually, select Manual Search from the Meeting Scheduler tab.

Stat | UserSelection | MestingSoheduler | Workforce Management

@) Choose Roams, Interyplible Activities, set up constraints, recuirence oplions and perform the search,

Fesouces || Intenupiible Activlies || Opiimised Search || Manusl Search
statDate: [ = [ wa 2010 7| Peiformance Data

Start Time | End | # Available @) Ciick a slot in the lit 1o see the Performance Data during that siot

Search

@) Find slots manualy. Manual ssarches ignore all constraints and Manager working hours

Figure 136: Manually creating a meeting

After selecting the date, click Search to reveal the number of available agents by time slot.
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Stat | UserSeleclion | Mesiing Scheduler | Warkforce Management
@) Choose Rooms, Intemuplible Activites, set up consiainis, recurence options and perform the search
Fesowses || Intenuplible Activiies || Optimised Search | Manual Search

St Date

Perfoimance Data

Start Time | End #Avaisble 2 @) Click 3 slat in the list to see the Performance Data during that slot.

Monday. 1 March 2010

@030 ngm
@m0 1o
@1045 1115
@m0 1130
@ns 1148
@130 1200
@n5 1215
@200 12%:
@1215 1245
@230 13m0
@245 1315
@1300 1330
@1315 1345
@130 14w
@1345 1415
@400 1430
@415 1445
@1430 1500
@1445 1515
@500 15%0
@1515 1545
@1530 1600
@545 1615
@600 1830
@815 1645
@e0 170
@1645 1715
@170 1730
S

™ Show &l

@) Find slots manually. Manual ssarches ignore all constiaints and Manager working hours

Figure 137: Viewing available agents for a meeting
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Double-click the time slot to view a meeting session window similar to the meeting below. Click OK to
create a manual meeting session.

| Deais
Mesting [Team Mesting ]
erezs StanDate EEETE | X
In Meeting - * Bold = Not Saved Not In Mesting
Colurs Colurnis
i
IV Lacation ¥ Management Unit IV Lacation ¥ Management Uni:
First Name__| Last Name | Emplopee ID | o Location | {2 Urit | First Name___| Last Name | Emplopee ID | ] Location | () Urit | Exclusion Feason |
Hortense  Howard 5003 Manchester London MU d Fonld  Ross 5005 Manchester  Londan MU

< Add
Remove >

Publish autormatically to Wit 2 0K Caneel

Figure 138: Meeting session window

The option to select a manager will appear. After selecting the manager, click OK. A meeting session will
appear in the Workforce Management tab.
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vita2oin x| [1315 =

v tar 210z [1345

Choose Manager

= il
Hortense Howard 5003 Manchester London MU

O& RogerHalan

Figure 139: Selecting a manager for the meeting
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13.1.3 Workforce Management

Select the Workforce Management tab to reveal the suggested meetings.

Start User Selection Meeting Scheduler “workforce Management
@) View al Mestings and synchronization status with Workforce Managemert.
Mesting Sessions || Status
[ select all 3¢ Delete... & Refresh gl Expart

Enceptions j ok & hissing

SlatDate [of par 2010 =]  EndDate Jogmarzoio ¥

Schedule (2]
EE_ GyncStals [ ' StatDate | EndDate |8 Foom | Seats | B Manager | & Emplopee D | # Users | Created |2 Hemes)
] Meeting 2Mar 20100300  2Mar20100330  <Mone>  n/a  RogerHadan  roger 3 16Aug 20121343 Abigal Adams, Glenda James, Gregol
E Meeling OMa 20100800 BMar 20100830  <None>  n/a  RogerHalan  roger H 164ug 20121943 Abigai Adams, Ricky Glove Jr
0l »l
2 Item(s)

<Brevius || Heas || aph Clase

Figure 140: Workforce management tab options
The Schedule tab identifies the number of meetings created.

The red flag indicates that the meeting requests have not been committed to WFM. To commit the
meetings into WFM, select the meeting sessions and commit them to WFM as per the training requests.

Clicking Status displays the scheduled meeting activity in report format.
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Stat | UserSelection | Meeting Scheduler || Workforce Management
©) View all Mestings and synchronization status with Workforce Management.
Mesting Sessions | Status

Mesting User Status
Mesting Session Fiers
[ Enable Date Fiter

StatDate [pgaugomz =]  EndDale [Ggaioms ]

I7 Enable Status Fiter

£l [elesh |

Columns.

[ Location B Management Unit

First Name LastMame | Employee ID Location M anagement Urit M estin Start Date End Date Manager tanager Emp.|D
Ahigail Adams 5013 Manchester London ML Team Meeting AMar 20100800 BMar 20100830 Roger Harlan roger <M
& Abigal Adams 6013 Manchester London ML Team Mesting 2tar 20100900 2 Mar 20100430 Roger Harlan roger <Mc
Charles Sharp S04 Manchester London MU Team Meeting
] Glenda James 5006 Manchester Londan ML Team Meeting 2Mar 20100300 2Mar 20100%30  Rager Harlan roger <M
Ej Gregory Parsons 5002 Manchester London MU Team Meeting 2Mar 20100300 2Mar 20100230 Roger Harlan roger <Nc
& Raymond  Steele 5004 Manchester London ML Team Meeting 2Mar 20100300 2Mar 20100330 Roger Harlan roger <M
& Ricki Glover 5008 Manchester London ML Team Mesting 2tar 20100900 2 Mar 20100430 Roger Harlan roger <Mc
EJ Ricky Glowe Ji 5010 Manchester London MU Team Meeting 2Mar 20100300 2Mar 20100230 Roger Harlan roger <Nc
& Ricky Glowe Jr 5010 Manchester London ML Team Meeting AMar 20100800 BMar 20100830 Roger Harlan roger <M

Figure 141: Display of scheduled meeting report

The Meeting Session Detail is also available, as when creating training sessions.
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Stait | UserSelection | MestingScheduler  “Warkforce Management
@) View all Mestings and synchronization status with Worklorce Management
Mesting Session

Mesting User Status
Mesting Session Fiters

™ Enable Date Fiter

StenDate [(Gaug ooz v| EndDate [BEE0 TN

™ Enable Status Filer

— l ==y

Calumns

M Location ¥ Management Unit

4dd ™ Meeting Session Details tdain MU Team Meeting 2Mar 20000900 2 Mar 20100%30  Roger Harlan Toger Ne

Shaip 5074 Manchester  London MU Team Mesting

James 5005 Manchester  London MU TeamMeeting  2Mar 20100900 2Mar20100330  FogerHadan  rager <Me

Pasons 5002 Manchester  London MU TeamMesting  2Mar 20100300  2Mar20100330  FogerHaln  roger <M

Stecle 5004 Manchester  London MU TeamMesling  2Mar201003.00  2Mar 20100930 FogerHalan  roger <N

Glover 5009 Manchester  London MU TeamMeeting  2Mar 20100900 2Mar 20100330 FogerHadan  rager <Me
2§ Ricky Gloveldr 5010 Manchester  London MU TeamMesting  2Mar 20100300  2Mar 20100930 FogerHaln  roger <N
] Ricky GloveJr 5010 Manchester  London MU TeamMeeting  BMar 20100200  SMar20100830  FogerHadan  rager <Me

9 liers)

< Pvinus | e - Al Close

Figure 142: Meeting session details

Meetings
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There is also the option to remove the exceptions and keep the meeting sessions that have already been
created, rather than removing the exceptions by deleting the meeting or training requests.

Once the sessions have been committed, click Close to close the meeting session template.

Stat | UserSelection  Mesting Scheduler || Workforce Managemert
©) View all Meetings and synchrorization status with Worklorce Management
Mesting Sessions || Status
[T Select &l 3¢ Delete... 7' Refresh [ Export

Enceptions 7 0k &7 Missing

IV Enable Date Fiter
StatDate gy Marzoio x|  EndDate [ggma o0 x|

Schedule [2)

[EX  Sync Status

Floger Harln  roger 16Aug 20121949 Abigail Adams, Ricky Glove Jr

Mesting Session Detals L2008 <Nones  nia

4% Peiformance Data..

EX WFM *| iEX Publish.
R

I Delete., IEX

4

2 Item(s)

<Pevious | e | el Close

Figure 143: Closing the meeting session template

After closing the meeting request template, the meeting session now appears in the Meetings window,

as in the example below.
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I Enable Status Fiter | =]
I~ Enable Type Fiter [ =l
¥ Show items needing eritical attention |3 32 days warning [Only applies to Meetings with Recurence]

¥ Showitems needing attertion soon 0 =] das waring (Ol applies to Meetings with Recunence]

I Showitems needing na attention

™ Only shaw items without Mext Dates

T YNew Meeting (] Check Al 3¢ Delete.., ' Refresh . 2Next Dates... |:7| Gptimised Searches...

Status | Main Tz | Tupe [ Status[ & Manager | 2 Emplopee 1D [ Start Date: [ ErdDate [ Mest Start Date [ Wext End Date [ Duration (Minutes) [ Recunence [ Infomation |

05  TeamMesting TeamMesting Active Roger Halan roger 1 Mar 20100800 8 Mar 2010 22:00 30 0K

Figure 144: Display of the created meeting session

13.2 Duplicating a Meeting

Meetings

Once a meeting has been created, it can then be copied over to other teams using the same format (this
can be edited once created if required). Right-click the meeting request and select Duplicate meeting...
from the available menu options.
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Mesting Fitrs

I~ Enable StatusFiter | =l

I~ Enable Type Fiter [ Il

I¥ Show ltems nesding crlical attention |3 =] days warming (Only applies to Meetings with Recunence]
¥ Show items needing altention soon 10 3: days warring (Only applies to Meetings with Recumence]

[ Show items neecing no attention

™ Only shavs items without Next Dates

T Nev Mesting [ Check Al 3¢ Delete... 7/ Refresh 3 Hext Dates.,, 7| Optimised Searches...

] New Meeting
£ Edit Meeting
=I | Rename Meeting...
4 Duplicate Mesting.

% New Dates 3

I Delete Meeting,

1 Itemi(s)

Figure 145: Copying a scheduled meeting to other teams

The Duplicate Meeting window from WFM appears, allowing you to select the users you want to create
duplicate meetings for. You will be given the option to create a new meeting for each team with users
selected or a single meeting containing all selected users.
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2 Duplicate Meeting
/| Create ane meeting per team

Selecton | Global Exclusions.

Display Mode  Hierarchical

emove team leavers automaicalh
2 & Blue Sky Airlines.

B London

B NewYork

B SenFrancisco

B Tokyo

0 Selected

oo =

Figure 146: Copying a scheduled meeting to other teams

By default, the main title shows as Copy of Team x Monthly Meeting.

Mesting Filers

I~ Enable Status Fiter | =l
I~ Enable Type Fiter [ |
¥ Show items needing eritical attention |3 32 days warning [Only applies to Meetings with Recurence]

I Show items needing attention soon 10 =] dags waring (Only applies to Mestings with Recurence)

¥ Shaw items needing no attention

T Orly shavs tems without Next Dates

T YNew Meeting (] Check Al )€ Delete.., ' Refresh . 2Next Dates.., 7| Gptimised Searches...

Status | Main Title [ Tupe [ Status [ & Manager | & Employee D [ Statt Date | Erd Date | Mest Start Diate [ Mext End Date | Duration (Minutes) | Recumence
', Copyof TeamMesting  TeamMeeting  Active RogerHalan  roger 1 Mar 20100800 8Mar 2010 2200 E] Weskly (Mon, Tt
OO @ Team Meeting TeamMesting  Active | Foger Haan | roger 1 Mar 2010 08:00 "8 Mar 2010 22:00 Eil Weekly [Hon,Ti

Figure 147: Output of copying a meeting to another team

The main title can be changed by either double-clicking the main title team name, or by right-clicking

and selecting Edit Meeting... from the available menu options.
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I Enable StatusFiter | =l

I~ Enable Typs Fier [ =1

¥ Show items needing critical attention IG days warning [Only applies to Meetings with Recurznce)

[7 Showitems needing attention soan 10 =] das warning (Ol applies to Mestings with Recunsnce)

¥ Show items needing no attention

I Only show items without Mext Dates

[JMew Mesting [ Check Al 3 Delete... &' Refresh . 5Next Dates.., || Optimised Searches...

.......... ; 3
1 tar 2010 08:00

]
Mew Meeting 8 Mar 2010 22:00

ive | Foger Harlan
£ Edit Mesting
=l Rename Mesting

= Duplicate Meeting

5 Newt Dates 3

4 Delete Meeting,

Mext Start Date | Mext End Date | Duration (Winute

T
“wheekly (Mon. T

Figure 148: Editing the details of the copied meeting

Meetings

Once the meetings have been created and renamed accordingly, they need to be scheduled. This can be
done by first selecting the required meetings by checking the boxes to the left and then selecting

Optimized Searches...

The Meeting Scheduler Options message appears, as in the example below. By leaving Automatically
Publish Exceptions to WFM for all Meetings selected, the meetings will be scheduled using the exact
criteria specified in the original meeting, and the exceptions will be committed to WFM.
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If the meetings are to be visible in the Web Portal make sure that the status is changed to Active.

148

Meeting Filters

I Enable Status Fiter | =l
I~ Enable Type Filer [ =1
IV Show items nesding criical attzntion |3 == days waming [Only applies to Mestings with Recurence)
¥ Show items needing attention soon 10 3: days warning (Only applies to Mestings with Recurrence)

¥ Show items needing na attention

™ Orly show items without Next Dates

T New Meeting [] Check Al 3¢ Delete... [ Refresh _jMNext Dates... |IF| Optimised Searches..

¥ Automatically publish all Mestings to W
@) Important Note: IF you do nottick this option, then Coverage Tolerances may not be respeced.

result in bookings which violate the desited Coverage Tolerance.

Status | MainTile | Tope [Status [ B Manager [ 2 Employee 1D [ Stat Dat= [ EndDate [ Net Start Date [ Next End Date | Duration (Minutes) | Recurence:
@ TesmMesting  TeamMesting  Active Dianali Diana 1 har 20100800 & Mar 2010 22:00 EY Weskly (Mon Tuewed,
\ TeamMesting TeamMesting  Active FogerHadan  roger 1 Mar 200800 &Mar 2010 22.00 Ell Weskly Mon. Tue Wed.
i

This i because unpublished eetings will not keep coverage data in'WFM up-to-date. and could

40

2 Item(s)

Figure 149: Meeting scheduler options
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Once the optimized search has been completed the schedules can be viewed by double-clicking the
required meeting to reveal the meeting template, and then selecting the Workforce Management tab
to view the scheduled sessions. As the flags are green, the exceptions will have been committed to
WFM.

To exit the meeting template, click Close at the bottom of the window.

Start User Selection Meeting Scheduler ‘Wworkforce Management
©) View all Meetings and synchronization stahus with Workforce Management.
Meeling Sessions Status
[TJ select all 3¢ Delete... (&' Refresh [ Export

Exceptions 7 0K &7 Missing

StatDate o) Marzoi0  +] EndDate [ggmarzoio ¥

Schedule (1)

EX SynoStatus | ™™ StatDate | EndDate | %] Room| Seats| B Manager| 5 EmplopeelD | # Users | Created | 2 Mamels) |
] Mesling 2Ma201010:30 2Mar201071:00 <None>  n/a  RogerHarlan  roger 2 16Aug 20122005 Hortense Howard, Ronald Ross

1 Ttem(s)

<Brevious | e Apply Close

Figure 150: Workforce management tab
There is an option to export the meeting session detail.

Within Tooltip is an indicator of whether the exceptions are OK in WFM. If any exception has been
altered in WFM, the tooltip will reflect this.

13.3 Group Scheduling of Recurring Meetings

Once the team meetings have been created they can be rolled forward in groups rather than having to
create each meeting for the following month individually or manually.

Select the required meeting by checking the boxes to the left, and then click Next Dates. The Meeting
Next Dates message box will appear, as in the example below.

There are three options available:

e Suggest Next Dates for all selected meetings — by selecting this option, Training Manager will
roll the dates forward using the date range of the current start and end dates. For example, if
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for the next month.

Meetings

the dates are currently for one month, then Training Manager will suggest dates for one month

Clear suggested Dates for all Meetings — this will clear any next dates created.

Apply Next Dates for all selected Meetings — this will update the start and end dates with the
next suggested meeting dates by replacing the current dates with the new dates.

To create the next period meetings, select Suggest Next Dates for all selected Meetings, and then click

OK.

Note: If the date range-end date of the original meeting is in the past then Training Manager will set the
Suggested Next Dates to start from tomorrow in order to prevent a new meeting being scheduled in the
past. The duration of the window will be the same as the original meeting’s.

Mesling Fiers
I Enable StatusFiter | Il
™ Enable Typs Fier [ =

3 =] daps waming (Ol applies to Meelinge with Fecunence]
10 =] days waming (Dl applies to Meetings with Recunence)

¥ Show items nesding eritical ttention
[¥ Showitems nesding attertion soon

¥ Show items needing no attertion

™ Drly show items withaut Next Dates

) Mew Mesting [ Check Al 3¢ Delete... ~' Refresh . HextDates... || Optimised Searches..,

[Status [ & Manager [ & Employes|D [ Start Date [ EndDate [ Next Start Diste | Newt End Daate [ Duration Minutes) [ Recurrence
30

Status | MainTlle | Type

@  TeamMeeting  TeamMesting  Active | DianaLi Diane 1hiar 20100800 & Mar 20102200 Weskly (Mon, Tuewed,

" TeamMesting TeamMesting Aclive RogerHaran  roger 1Mar 20100800 8 Mar 20102200 kil Weskl [Mon Tuewed,
e

@ Suggest Newt Dates for 2l checked Mestings
" Clear suggested Nest Dates for ol checked Mesfings

" Apply Nest Dates for all checked Meetings

4

Figure 151: Meeting next dates message

The new suggested dates will then appear under Next Start Date and Next End Date.
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Meetng Fitess
™ EnsteStmsfise | |
T EnatleTpefber | |

¥ Shom teme reedng ciical slecion |3 =] daws waming [0k aopie: to Mestings wih Recurence)
7 Showiema needng atention z0on. |10 = days maning (Dl sopkes 1o Mesings vith Recusence)
% Show dems needng ne ftentan

™ Dy show tems wihout New Dates

“YNewMeetig (] Checkal X Delets... & Refresh <NextDates... | Cptmised Searches...

2 Teemis)

Stou [ManToe | Tupe [Stna] S Mowge [ S EmploveeiD [ StanDate [ EndDate [ MewStanDae | NewEndDas | Duration Miwtes) | Recusence
I TeamMseing  TesmMseing  Active Disnali Disna TMa 20100800  GMa 002200 17An20120800  MAw 12200 X Weekly M
B TesmMesing TesmMesing  Actve FlogerHsin  ioger IMa 00800 BMu 0200 ITAQAZ0EN MAgAZZ0 X eskly Mc
x
6 meetings have been affeced.
£l 1 H
IF=a

Figure 152: Suggested next meeting dates

Meetings

If the meeting dates suggested are correct, select Next Date again, and then select the option Apply

Next Dates for all selected Meetings.

Meeting Fiters

™ Enable Status Fiter | =l

I~ Enable TypsFiter | =l

IV Show items needing ciial attention |3 =] days warning [Orly applies to Mestings with Riecurence]
¥ Show tems needing attentionsoon |10 =] days warming [Only applies to Mestings with Recunence)
¥ Show items needing no attention

~

Orly show tems without Next Dates

Hew Meeting [ Check All 3¢ Delete... &/ Refresh  aMext Dates... | 7| Optimised Searches.

Status | Main Title [ Type [ status[ & Manager | & Emplopes 1D | StanDate EndDate [ MestStart Date.

Net End Date.

Durstion [Minutes) [ Recurence

@) TeamMeeting TeamMeeting  Active Dianali Diana
() TeamMeeting TeamMeeting  Active Roger Harlan foger

1Mar2010 0800 BMar201022:00 17 Aug 2012 02:00
1Mar 20100800 8Mar 20102200 17 Aug 20120800

'Meeting Next Dates x|

" Suggest Nest Dates for all checked Meetings

£ Clear suggested Next Dates for llchecked Mesiings
 {Hpply Ve D ales Tor Al checked Meefigs

oK Cancel
A

2 ttem(s)

24 Aug 2012 2200
24 Aug 2012 2200

0
Ell

Weekly [Me

“Weekly [Mc

Figure 153: Confirming next meeting dates
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The new dates will now replace the previous dates under Start Date and End Date.

Meeling Fiers

™ Enable Status Fiter [ =

T Ensble Type Filer I Bl

¥ Showitems needing ciical attention |3~ days waming (Only applies to Meetings with Aecunence]

' Showitems needing attention soon 10 3: daps warning (Orly sppies to Meetings with Recunence]

¥ Show items needing no attention

T~ Oy show items without Next Diates

[ Mew Meeting [ Check &l 3¢ Delete... & Refresh <% bext Dates... || Optimised Searches.

Stolus [ ManTile | Type [Stats[ B Menager [ & EmployeeiD [ StatDate [ EndDate [ Next Start Date | Newt End Date [ Duralion (Mintes) [ Recurence
@ TeamMeeling  TesmMesting  Active DianalLi Diana 17 4ug 2012 08:00 | 24 Aug 2012 2200 30 \weekly [Mon. Tue /.
@ TeamMeeling TeamMesting  Active RogerHafan  roger 7Aug 20120500 24 Aug 20122200 Ell Weekly [Mon,Tue W

SkillsPlanner x|
\l.) 2Meetings have been affected

Bl il

Item{sy

Figure 154: Confirming changes to meeting start and end dates

Once the dates have been updated, click Optimized Searches... and Training Manager will use all of the
criteria in the meeting request templates to schedule the meetings as required.

Checking Automatically Publish Exceptions to WFM for all Meetings will publish the exceptions to
WFM, and by having the status as Active, the meeting sessions will appear in the manager and agent's

web portals.

There are filter options available on the Meeting Filters screen to reduce the number of meetings visible
and to serve as reminders:

e Enable Status Filter — meetings can be viewed based on the status, for example, Pending

Approval.
e Enable Type Filter — this is based on meeting type, for example, Team Meeting or One-to-One.

The days warning filters are used where the currently scheduled meeting is within x days of the end
date, and the meeting is recurring and needs to be scheduled for the following month. This allows only

those meetings that need attention to be visible.

13.3.1 Selecting next dates for multiple meetings

The select next dates option within the meetings screen includes the ability to set the next start and
next end dates for multiple sessions. To use this feature:
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Check one or more meetings from the meetings table.

Click the Next dates button at the top of the table.

Click the Select next dates option.

Select the next start and end dates via the two date pickers.
Click OK.

vk wnN e

Training Manager will then update the next dates for all selected meetings to the selected date range.
The start and end times will be set to match the times specified in the original meeting.

Notes:

e Itis not possible to set either a next start or end date that is in the past.

e If the original meeting start and end times were both set to 00:00 (midnight) and a single day
next dates window is selected (i.e. both start and end dates are the same day), Training
Manager will update the end time to 23:59. However, if the start and end dates are different the
times specified in the original meeting will be applied.

Training Manager for Genesys WFM Administrator Guide 153



Scheduling exceptions over exceptions

14 Scheduling exceptions over exceptions

Previous versions of Training Manager supported the ability to publish training and meeting sessions to
WFM that interrupted activities (but not exceptions) in Genesys WFM. Training Manager supports the
ability to interrupt both activities and exceptions when publishing training and meeting sessions to
WFM.

Notes:

e If atraining/meeting session is published over another exception and then removed, the
removed portion will not be replaced.

e Itis not possible to interrupt an exception that was published via Training Manager.

e Standard scheduling rules, service level calculations and booking strategies still apply.
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15 Timeoff

In Genesys it is possible to overwrite an exception with Timeoff. When this happens, the exception is
still there, but because the agent may not be in work, they may not take their training. If viewing this in
Training Manager, you will see a purple flag indicating any agents that have time off.
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16 Marked Time

In Genesys it is possible to overwrite an exception with Marked Time. When this happens, the exception
is still there, but because the agent may be working on a project or as Overtime, they may not take their
training. If viewing this in Training Manager, you will see a blue flag indicating any agents that have
Marked Time.
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17 Meeting Team Synchronization

Training Manager supports synchronizing the team members automatically in cases where future
meetings are based on an existing meeting and ‘rolled forward’ via the Next Dates feature rather than
requiring meeting schedulers to manually synchronize teams. This can be achieved either by enabling
WFM team synchronization (full-team or part-team) from the meeting User Selections tab, or by
enabling the HR link.

There are two options available for WFM-based team sync:

e Part team sync: This option removes agents who are no longer members of the selected team
from the meeting.

o Scheduling a new meeting via Next Dates with only the part-team selection enabled will
display a warning dialog if new users have joined the team since the previous meeting’s
user selection. The user will then have the choice of reviewing the user selection or
confirming that the team synchronization feature should only remove the users who
have left the team. No warning dialog will appear if no new users have joined the team
and Training Manager will continue to remove agents who have left the team.

e Full team sync: This option removes agents who are no longer members of the selected team
from the meeting and adds new team members who have been added to the team since the
meeting was created in Training Manager.

To enable the full or part team sync functionality, create or open an existing meeting and select the User
Selection tab. Ensure that the Display Mode is set to WFM Hierarchical. Select a team from the list by
checking its associated checkbox. This will result in the Remove team leavers automatically (part team
sync) and Full team synchronization checkboxes (under the display mode select box) becoming checked.
If you wish to disable full team sync or enable only part team sync uncheck the Full team
synchronization and (optionally) uncheck the Remove team leavers automatically checkbox.

Notes:
e The team sync functionality is only available for meetings.
o The meeting team synchronization options (full or part-team sync) are a per-meeting setting.

o The earliest start date and latest end date window for meetings rolled forward via Next Dates
will be set to either of the following:

o The next calendar month if the original meeting’s earliest start date was set to the 1 of
the month and the latest end date was the last day of that month.

o The number of days between the original meeting’s earliest start date and latest end
date.

o If the previous meeting’s latest end date is in the past the start of the new window for
the roller forward meeting will be set to today.
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Training Manager will not continue to keep teams synchronized after the Next Dates feature has
been used, that is, the team synchronization is performed at the time that the optimized search
feature is used rather than continuously. It is possible for team members to move in/out of a
team between the optimized search and the meeting occurring. Any such changes will not be
automatically reflected in the new meeting’s user selection.

If all agents in the user selection have left the team, Training Manager will provide a warning
that the new meeting will contain no users.

As in previous versions, Next Dates can be run for multiple meetings by checking several
meetings in the list. Each meeting’s earliest start date and latest end date windows will be
calculated, optimized searches performed and published one after the other. As a result, the
time slots booked by meetings that are searched first will not be available for those that are run
later. The order in which new meetings are processed is not based on the order in which they
appear in the list of meetings.

Recurrence rules depends on the Next Dates feature, that is, recurrence rules will be applied in
the new window calculated when the user selects Next Dates. Recurrence attempts to schedule
multiple sessions within the window defined. If recurrence is set to a large window, Next Dates
may not schedule any meetings due to the recurrence rules. For example, a meeting set to recur
every month with the next dates window being set to 2 weeks will only search (and publish) a
new meeting every other time that the Next Dates option is used (unless other restrictions
prevent it from being scheduled).

Selecting users from multiple teams in the User Selection section will disable the team synchronization

options.
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18 Team Based Scheduling
When scheduling training activity that requires the teams to be scheduled together create the training
request as normal up to the Training Events tab as per the example below.

Select Keep team together and the Optimised Search Algorithm will keep the team members together.

[ Training Manager
File View Training Tools

Main Menu
4 [E] Training Manager
» [T Training Requests
[T Mestings
4 2% Resource Calendars
| Room Calendars
£, Trainer Calendars
& Manager Calendars
a3 Configuration
a [B Training Mznager
[ Training Categories
[T Mesting Types
[T Booking Categories
&5 Selection & Exclusion
4 2% Resources
[ZJ Rooms & Locations
a ELJ Trainers
[T Trainer Skills
[T Managers
[E) Training Manager Portal
> B WM

Help

Stat | UserSelection || Training Events || Training Sessions || Completion Status | Statistics

) Create and manage Training Events to specify how you will deliver this Training

@ @ Evert Details

4 &% New product Description Public Description
(g sky demo

Training Manager Portal Certtert Link

Training Category || 1> Class Training

Delivery Method | Classroom

Scheduling Opfions

[ Includes trainer lunch break.

Repeat Days =
Min. Group Size 1}
Max. Group Size 39991

Keep Teams Together Backfil
[ Netify participants by email

Opticns
|| Schedule Event: 4 Completion Status.
Sub Menu
4 [T Training Requests Costs
3 4Sep 2017 - 4 Jan 2018 Event Cost 000/
» i Requested
4 @ Pending Approval
% New product

Figure 155:Team based scheduling of training events
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This will also be visible in the Scheduling Options tab.

Team Based Scheduling

Scheduling Optiong

phis 00:30 -

[] Includes trainer lunch break

Repeat Days 1=

Min. Group Size 1=

Max. Group Size 55959 =

Keep Teams Together Baclfil

[] Metify participants by email

Options
=l Save : Cancel

Skills Resources Intermuptible Activities Scheduling Options

Optimised Search Manual Search

Figure 156: Setting the team-based scheduling option

Training sessions will be created around the minimum and maximum numbers of delegates required.
View the training session details to confirm that the teams have been scheduled together as required

see the example on the next page.
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Team Based Scheduling

Event 1 - [Schedule Event] al x|
Resources | Intemuptible Activifies | Scheduing Options | Dptimised Search | Manual Search

Optimised Search Algorithm Template

Working Hours (Local) Window: 1 Mar 2010 to 14 Mar 2010 Buid Dates.
&1l days =k

Stat End Enable
C UITC +00:00) Ewope/Lond:
Time & Travel Constraints o [em = [m s W {UTC +00:00) Ewrope/London
Transiion Time [mins] = e o= o= F StatDate | Time | EndDale Tine |
Vi Activiy Gap Before (i A = =t TMar 200 UE00  1Mar2010 2200
in. Activity Gap Before [fins) =] wed [z = [zz0 = M JMar2010 0300 2Mar2010 2200
Vi Activty Gap A = IMa 200 0E00 3Mar2010 2200
in. ctivity G ap Ater (mins)] =] T [ogon = [zzo0 = M AMar 2010 0800 AMar20i0 2200
SMar20l0 0200 SMar20iD 2200
Trainer Travel 7 Fi [oeoo = o= M EMa 2010 0E00  EMar2010 2200
- - PMar2010 0200 TMar2010 2200
Performance Constraints s [ = [z = M a0 0500 bMazoin Ssop
Coversgs Telerance = Ar v e s [Eos R Shar2010 0300 SMar2010 2200

10Mar 2010 08:00  10Mar 2010 22:00
Booking Strateqy N Mar 2010 0800 11 Mar2010 22200

= 12Mar 2010 000 12Mar 2010 2200
Randory Distribute [Maxinise Group S Macoln 0500 1aMacl0  Seop

14Mar2010 08:00  14Mar 2010 2200

Coverage Taiget  [MU -

@) Define templates to conirol the behaviour of the Optimised Search algorthm

Retieve fresh data hom Wi 2

[ select all 3¢ Delete... [ Refresh [ Export

Exceptions £ 0k £ Missing

Schedue (5)
EZ SpnoSialus | StatDate | EndDate | %] Room | Seats| 5\ Trsiner | Employes 10| # Users | # Attended | # Complated | Created | £ Mamels) a|
Event 1
] Training 2Mar 20101145 2Ma&r20101245  ManchesterRoom2 015 ChadieDison 23456 7 0 0 164ug201221:52  another agent, Joe Defaul, Jos DePlummer, John Thomas,
E{ Training SMar20101200  SMa&r20101300  ManchesterRoom2 015  ChadieDison 23456 5 0 0 164ug201221:52  Abigai Adams, Glenda-James, Gregory Parsans, Raymond §
E{ Training 10Mar201011:45  10Mar20101245  ManchesterRoom2 015 CharlieDison 23456 7 0 0 16Aug201221:52  First Biase, Josish Broadwing, Kelly Vargas, Michael Craftsm
] Trairing 12Mar 20101200 12Mar 20101300 ManchesterRoom2 045 CharieDion 23456 10 0 o 16ug 20122152 Howard Johnsan i Jeremish Walton, Jessiea Hamiton, Jo _
L Snlt mmimaman  amii mmemammn 4 e m o mar mow . - - - in mmemman e e
4| | LI_I
5 Ttem(s)
Completion Status
= Thuadou 1 59164 DCT

Figure 157: Display of training session details

In this example only Team 1 members have been scheduled for this training session.
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Team Based Scheduling

[ Event 1 - [Schedule Event]

=lalx|
=lalx

il I 11 2ining Session
Opti Detals
[l TisiningFlequest 7oy Trairing Fequest (TTROGT)
1 Event [Eventt
7| Trainer Charie Dison (23466)
b Raom Manchester Room 2 2l
[

In Training Session - * Bold = Not Saved
Columns

F W Location W Management Urit

@Ma 2010 ] 1145 -
02 Mar 2010 x| [1245 =

C
me—] o Localion e
C |EFsnother  agent 247 Manchester  London MU Parn Nerpel
DePlummer 232 Manchester  London MU Pam Nerpel
£ Joe Defauit 23 Manchester  London MU Parn Nerpel
L2 = Thomas 5001 Manchester  London MU Pam Nerpel
E Mike Shnaydeiman 206 Manchester  London MU Pam Nerpel
£ Pam Saltani 2030 Manchester  London MU Parn Nerpel

FRoss Manchester

£ [ Seted

Except

£ Trai
] Trai
] Trai
= Tiai
o

A

London MU

Pam Nerpel

<Add
Remove >

| ol L ees]

Mot In Training Session
Columns

¥ Location ¥ Management Urit

First Name | Last Name [ Employes 1D L Location [ unt[ &«
Abigsl Adans 5013 Manchester  London MU Roge
Ansther Agent 5026 Manchester  Londan MU Chis”
Chaes  Shap S04 Manchester  London MU Roge
Christopher ~ Columbus 5022 Manchester  London MU Chiis®
Diana Resd s032 Manchester  Landen MU Chis
Dorna Dy 5034 Manchester  London MU Chis®
Fist Base s032 Manchester  Landen MU Chis” _I
Glends  James 500 Manchester  London MU Roge
Gregoy  Paans 5002 Manchester  London MU Roge
Hottense  Howard s003 Manchester  Landen MU Dianz
Howsrd  Johnson Jr 5080 Manchester  London MU Chis® {
Idalia Saldiva 503 Manchester  Landen MU Chis”
Jeremich  Walon 5027 Manchester  London MU Chis®
Jessica  Hanilton 502 Manchester  London MU Chiis®
Jim Higgerbotham i 5024 Manchester  Londan MU Chis”
Johrry  dppleseed 5020 Manchester  London MU Chiis ™ =
Josiah Walten s028 Manchester  Landen MU Chis”
Josish Broadwing 5030 Manchester  London MU Chis*
Kapani  Dos 8002 Manchester  London MU Chis® a5,
Kelly Vargas s025 Manchester  Landen MU Chis”  bndt
Kelly Vargas 5016 Manchester  London MU chis® fiam,
Loenze  Bratza 5000 Manchester  Landen MU Chis” o
Mariee Masters 5023 Manchester  London MU Chis” _,_|
Michaed  Cesttoman e Monchotsr  London bl mﬂ_l

5 Itemis)
3 Delete Publish automatically to WFM oK. Cancel
Comp, i |
iEX- Read, Thusday. 16 August 212 21657 BST _ TimeZone., &

Figure 158: Example of scheduling a team for a training session
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Training Manager Outlook Integration

19 Training Manager Outlook Integration

Training Manager includes new Outlook integration features that support the automated sending of
email notifications to meeting/training session participants. It is also possible for users to download
Outlook appointment (ICS) files from Portal for any event they are set to attend.

19.1 Portal iCalendar File Download

Users logging in to Portal are now able to download an iCalendar (.ICS) appointment file via the Add to
Calendar link for any meeting/training session that they are expected to attend. This will result in the
download of an ICS file which can be opened in Microsoft Outlook and saved to the user’s calendar.

Stendard View | Planner View \|

Search Start Date 27/11/2017 :’.h. End Date 17/12/2017 :‘-h. Sort By Trainer ¥
Go to Advanced Search
B Briony Christopher
Monday, 04 December 2017
09:00 - 17:00 GMT Creating New Prodcut Training
Friday, 08 December 2017
08:00 - 12:00 GMT Class Training (Class 3 ) Trainer: Briony Christopher / Room: Training Room 2 / Attendees: 4 / Max. Seating: 10
“3 Training Request : £ Trainer : Briony Christopher
& Training Event : Class 3 @l Room: Training Room 2

Figure 159:Add to Calendar link in Portal

Note: The cancellation of a training event or meeting will not result in an update/cancellation to the
appointments saved by attendees.

19.2 Training Manager iCalendar email notifications for meeting/training session
attendees

The Training Manager meeting and training scheduler functionality now includes the ability to send
email notifications to session attendees. When a meeting/training session is published with the “Notify
participants by email” option enabled Training Manager will retrieve attendees’ email addresses from
WFM and send an email containing an iCalendar (.ICS) appointment. The appointment file will include
the details of the training/meeting session. Attendees can then save the appointment to their Outlook
calendars. If the training/meeting session is later removed from WFM Training Manager will
automatically send cancellation notification emails to attendees.

19.2.1 Email Notifications: Meeting Sessions

To enable email notifications for a meeting select the meeting from the Meetings Sub Menu. Check the
Notify participants by email checkbox from the meeting’s start tab. Continue through the user selection
and meeting scheduler tabs as normal. Publishing sessions that were found via optimised or manual
searches will result in Training Manager sending meeting notification emails to the attendees. Removing
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Training Manager Outlook Integration

the meeting from WFM via Training Manager will result in cancellation emails being sent to the
attendees.

Notes: Removing the meetings directly in the WFM will not result in cancellation emails being sent to
the attendees.

Possible meeting sessions that have not been published will not result in meeting email notifications
being sent to the list of attendees.

Emails will only be sent for sessions that are published to the master schedule (emails will not be sent
for sessions that are published to scenarios).

Status I@ Pending Approval j

v Motify participants by email

Figure 160: Notify participants by email option
19.2.2 Email Notifications: Training Sessions

To enable email notifications for a training request, open the training request from the Training
Requests Sub Menu. Select the Training Events Tab. Check the Notify participants by email checkbox
from the Scheduling Options section and apply changes. Continue to schedule the event using
optimised or manual search as normal. Publishing sessions to the WFM will result in Training Manager
sending training request notification email to attendees. As with meetings, removing published training
sessions from WFM will cause cancellation email notifications to be sent to attendees.

Scheduling Options

ousin [01:00 =

™ Includes trainer lunch break
Repeat Days Iﬂ
Min. Group Size IW
Mz, Group Size IW

r Keep teams together
E7 Motify participants by emaﬂ

Figure 161: Example of scheduling a team for a training session
To import downloaded ICS file attendees should:

e Ensure that the exported ICS file is on a computer with Microsoft Outlook 2010 or later installed.
e Run Outlook.
e Double-click the ICS file.
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e Accept the appointment to add it to the calendar.

Feature notes and caveats:

e If a meeting/training session is published then edited so that the Notify participants by email
option is disabled, removing the session/sessions from WFM will still result in cancellation email
notifications being sent to attendees.

e For training requests, the option to enable the Notify participants by email feature is also
accessible from the Schedule Event screen in the Scheduling Options tab.

e Only agent attendees are emailed notifications for meeting/training sessions. Managers and
trainers will not receive email notifications.

e Attendees receiving ICS files require Microsoft Outlook 2010 or later.

o Agents need to have their email address setup in Performance DNA in the first instance,

o If not, then agents must have correct email addresses set in their WFM user accounts.

e Sent emails will have their ‘From’ field set to the manager for meetings or to the trainer for
training requests. If no trainer is selected for a training request a default configurable email
address will be used. Please see the installation/upgrade guide for configuring this email
address.

e Email notification content will include the following information:

Event title

Event type

Date & time of meeting/training session

Location & room (if set)

Trainer name & email

Description & objectives

Event public description

. Content link

e |CS files produced by Training Manager do not support recurrence rules, e.g. recurring meetings
will result in multiple individual event ICS files being available in Portal.

e |CS files produced by Training Manager do not support reminders in Outlook.

N U AW
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20 Reports

The following reports are available in Training Manager.

20.1 Training Request Completion Report

Reports

In the Training Events window, information is presented in tabular and gauge format to track the
number of agents that have completed the training against the requirement.

Select the individual training request from the Sub Menu. Clicking the training request name displays a
view similar to the example below.

The gauge will give a visual representation of how near to completion the training is. The information is
presented in a table format on the right-hand side.

[ Teining Manager
File View Training Tools
Main Meru
a [E] Training Manager
a [T] Training Requests
§9 Completion Status
1= Reports
FJ Meetings
s 4% Resource Calendars
| Room Calendars
2, Trainer Calendars
& Manager Calendars
4 % Configuration
4 [ Training Manager
[ Training Categories
[T Mesting Types
] Booking Categories
Selection & Exclusion

Resources
[] Reoms & Locations
& [T Trainers
[ Trainer Skills
] Managers
[ Training Manager Portal
> B WM

aan

Sub Menu

4 49 Completion Status

3 4Sep2017- 4Jan 2018
4 @ Pending Approval
b & New product
> & new reguiations
&

Help

& Viewing by Training Requests

Master Schedule || Seenarios

Training Session Fiters.
Enable Date Fter
Start Date
I
[ Enable Status Fiter
Unscheduled

End Date
11/12/2017

2 Refresh

i.e. Not yetin any Training Session forthe Evert.

Columns

usiness Unit

st Name Last Name  Employee ID
] Koray Chisholm  UK_Agent_047 London
B Koray Norton UK_Agent_035 London
Culey UK Agent 005 London
Smith UK_Agent_011 London

Ef Melamie  Gardner
Mohammad  Akhtar

Z Shaheen _ Ashvaf

Caultma... UK Agent 012 Lenden
MeAlister  UK_Agent_034  London
Talach UK Agent 073 London
Reid UK Agent 019 Londen
McSeve.. UK _Agen 028 London
Wats UK Agent_ 018 Londen
MeSeve.. UK _Agent_028 London
UK_Agent 031 London
UK Agent 065 Londen
Simpson  UK_Ageni 037 London
MoCafferty UK_Ageni 013 London
Beatte UK _Agent 043 London
Hepbum UK _Agent 022 London
Beatie UK Agent 043 London
Marshall  UK_Ageni 017 London
Rick UK_Agent 014 London
Az UK_Agent 070 Londen
Callaghan  UK_Agent_021  London
Mcfloon UK Agent_030 London
Tuck UK_Agent 055  London
Broomhal UK Ageni 020 London
Ghbson  UK_Agent 071 London
Chrisie  UK_Agent 042 London
Sweeney UK Ageni 045 London
UK _Agent 051 _London

il Locaton @ Team

Kelly Smth
Kely Smith
Paul Scholes
Paul Scholes
Paul Scholes
Kelly Smth
Frark Lampard
Paul Scholes
Kely Smith
Paul Scholes
Kelly Smth
Kely Smith
Frark Lampard
Kely Smith
Paul Scholes
Kelly Smith
Paul Scholes
Kelly Smith
Paul Scholes
Paul Scholes
Frark Lampard
Paul Scholes
Kelly Smith
Frark Lampard
Paul Scholes
Frark Lampard
Kely Smith
Kely Smith
Frark Lampard

Ste & BusinessUnt of Training Request o Code (3 Evert

London
London
Londn
London
London
London
London
Londn
London
London
London
London
Londn
London
London
London
London
Londn
London
London
London
London
Londn
London
London
London
London
London
London

Blue Sky Aifines
Blue Sky Aifines
Blue Sky Aifines
Blue Sky Aifines
Blue Sky Aifines
Blue Sky Aifines
Blue Sky Aifines
Blue Sky Aifines
Blue Sky Aifines
Blue Sky Aifines
Blue Sky Aifines
Blue Sky Aifines
Blue Sky Aifines
Blue Sky Aifines
Blue Sky Aifines
Blue Sky Aifines
Blue Sky Aifines
Blue Sky Aifines
Blue Sky Aifines
Blue Sky Aifines
Blue Sky Aifines
Blue Sky Alfines
Blue Sky Aifines
Blue Sky Aifines
Blue Sky Aifines
Blue Sky Aifines
Blue Sky Alfines
Blue Sky Aifines
Blue Sky Aifines

Class Training
Class Training
Class Training
Class Training
Class Training
Class Training
Class Training
Class Training
Class Training
Class Training
Class Training
Class Training
Class Training
Class Training
Class Training
Class Training
Class Training
Class Training
Class Training
Class Training
Class Training
Class Training
Class Training
Class Training
Class Training
Class Training
Class Training
Class Training
Class Training

Case 3
COlass 3
Class 3
Cass 3
Class 3
Clase 3
COlass 3
Class 3
Cass 3
Class 3
Clase 3
COlass 3
Class 3
Cass 3
Class 3
Class 3
COlass 3
Class 3
Cass 3
Class 3
Class 3
Cass 3
Class 3
Cass 3
Class 3
Class 3
Cass 3
Class 3
Cass3

Clase 3
Olass 3
Class 3
Cass 3
Class 3
Clase 3
Olass 3
Class 3
Cass 3
Class 3
Clase 3
Olass 3
Class 3
Cass 3
Class 3
Class 3
Olass 3
Class 3
Cass 3
Class 3
Class 3
Cass 3
Class 3
Cass 3
Class 3
Class 3
Cass 3
Class 3
Cass 3

Statt Date
2300t 201708,
100ct 2017 06.
18.0ct 2017 08.
50ct 2017 08:00

110ct 2017 08.
150ct 2017 06.
50ct 2017 08:00
8 Dec 2017 08:

40ct 2017 08:00
150ct 2017 06.

50ct 2017 08:00
40ct 2017 08:00
230ct 201708,
8 Dec 201708
18.0ct 2017 06.
60ct 2017 08:00
100et 2017 08.
60ct 2017 08:00
40ct 2017 08:00
80ct 2017 08:00

50ct 2017 08:00
40ct 2017 08:00
260ct 201708,
100ct 2017 06.

End Date
23001 201712,
100ct 2017 12.
180ct 2017 12.
50ct 2017 12:00

110¢t 2017 12.
150ct 2017 12.
50ct 20171200
8 Dec 201712

40et 201712:00
150ct 2017 12.

50ct 20171200
40et 201712:00
2300t 201712,
8Dec 201712
180ct 2017 12.
60ct 20171200
100et 2017 12.
60ct 2017 12:00
40ct 201712:00
80ct 2017 12:00

50t 20171200
40ct 20171200
260ct 201712,
100ct 2017 12.

A Traner £ Trainer Emp 1D
Briony Chvistopher 182579
Briony Christopher 13257
Briony Chiistopher 182579
Briony Chvistopher 182579

Briony Chvistopher 182579
Briony Christopher 182579
Briony Chiistopher 182579
Briony Chvistopher 182579

Briony Chvistopher 182579
Briony Christopher 182579

Briony Chiistopher 182579
Briony Chvistopher 182579
Briony Christopher 182579
Briony Chiistopher 182579
Briony Chvistopher 182579
Briony Chiistopher 182579
Briony Chvistopher 182579
Briony Chvistopher 182579
Briony Chiistopher 182579
Briony Chvistopher 182579

Briony Chvistopher 182579
Briony Chvistopher 182579
Briony Christopher 182579
Briony Chvistopher 182579
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Figure 162: Training request completion status
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20.2 Training Summary by Status Report

An overall summary report is available, by status, for each of the training requests.

Reports

When you click the actual status— for example, Active or Completed—a summary appears for each of
the training requests within that file, similar to the example below.

Training Manager

File View Training Tools

Help

Main Menu
[ Training Manager
4 [ Training Requests
&P Completion Status
1= Reports
[ Mestings
4 3% Resource Calendars
| Room Calendars
£, Trainer Calendars
£ Manager Calendars
4 4 Configuration
4 [B Training Manager
[ELJ Training Categories
[T Meeting Types
[ Booking Categories
& Selection & Exclusion
4 5% Resources
L] Rooms & Locations
a E[ Trainers
[T Trainer Skills
L] Managers
Training Manager Portal
> B wWFM

Sub Menu
4 L] Training Reguests
il 4 5ep 2017 - 4 Jan 2018
> & Reguested
» @ Pending Approval
4 @ Active
&% Class Training
&® Portal request 1

Training R - G ion Status Y

Class Training

Overall Completion

# Scheduled across all Events

# Unscheduled across al Everts

# Trained across all Events

# Untrained or Partialy Trained across all Events
# Training Sessions

First Training Session

Last Training Session

Portal request 1
Owerall Completion
# Scheduled across all Events
# Unscheduled across all Events
# Trained across all Events
# Untrained or Patially Trained across all Events
# Training Sessions
First Training Session

Last Training Session

Select Training Requests
and then the relevant
status.

55%

A

5

Oct 2017 08:00
8 Dec 2017 08:00

2

(# Trained / # Scheduled) x
100

&

50ct 2017 1230
27 Oct 2017 03:00

=
® =
o >
= iy
® of|B][= B|es] 3] 8][=

(# Trained / # Scheduled) x
100

Figure 163: Summary of training requests
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Reports

20.3 Agent Detail Completion Report by Training Event

A Completion Status report for the training event is available that lists all of the agents assigned to
attend training.

This report is available by selecting Completion Status found underneath Training Requests in the Main
Menu window.

Select the relevant status, and then expand the view to locate the relevant training request in the Sub
Menu. Selecting the last option displays a list of all of the agents that were selected for training. This
view can also be filtered by either clicking at the top of the column heading, and/or using the available
filters; for example, Enable Status Filter, or Enable Date Filter.

Traming Manager - ]
File Wiew Tranng Tools Help
i Master Schedule Scenarios.
4 B Traming Mansger
4 [ Training Requests ‘Statistics for this Evert
4 Compleson Sais Ot ot #scrasied [
|2 Reports E 4 ‘ # inschedided [ |
] Meetings h 55% # Traned | —
4 3% Rescurca Calendars e 1 Unirained ¢ Partisly Trained [ =|

% Tranad / # Schaded) x
100

—— Select Training Requests
e e and then the relevant

e —— status.

12 ot vet n any Tranng Session forthe Event

& Locstion [ Teom [ See [ Business Uit

First Name: Lot Meme Emgioyee®d [l Locstion @ Teem @ Ste g BusnessUne & TrnngRecuest @ Code (5 Evert SitDate End Date 8 Traner 8 TenerErplD @] Feom  Ses TS
] Lows Swh UK_Agent 011 Londen Pai Scholes  London  Bue Sk Aeines Caee3  Cam3  50Q20170B00 5020171200 By Chusiopher 182578 Trainng Foom 1 Schedued
Lim Cobma... UK Agent 012 Londn Pai Scholes.  Landon  Bue Sty Avines Cssed  Camd Unsched
Loy Medlwer UK Agent 034 London KebySeth  Londen  Blue Sty Avines Cose  Casd  110a2i708. 10a20i7i2. Bromy Chasogher 16257 Traine Foom 1 Scheded
£ Magwe  Talach UK Agem 073 Londny Fraok Lampard Londen,  Blus Sky Avines Casd  Camd 15021700, 1501201712 Erony Chuopher 182579 Trang Foom 1 Schedied
] Mettrew s UK_Agent 015 Lorcn Pai Scheles  Londer  Bue Sky Avines Csms3  Dmsd  50ct20170B00 50c 20171200 By Chisiopher 182578 Trsineg Foom 1 Scheced
] Matthew McSeve.. UK _Agent 028 London Kelly Smih Londen  Blue Sky Arines Class 3 Dans 3 8Dec 201708 8 Dec 201712 Briorry Chrisiopher 182673 Trainig Room 2 Schedued
Mattwe Wafts. UK_Agent_018  London Pa Scholes  Landon  Blue Sky Arines Class 3 Cams 3 Unsched
5] Matthew ~ McSeve.. UK_Agent 028 London Kely Smth  London  Blue Sky Asines. Cms3  Camd 40ct 20170000 40 20171200 Briory Christopher 182573 Trainng Foom 1 Traned
M  Gatner UK Agent 031 Londn KebySmih  London  Blue Siy Arnes Coss a3 150 21700.. 150201712 By Chastopher 16257 Trainng Room 1 Scheduied
Mtagost i L ey 065 oncon Frank Lamoard  London Cond  Camd Unsched
orcen Kely St Londen [ R Unached
Sub Merws E d th t t JLondsn Peud Scheles  Landon Class3  Oams3 50ct 20170800 SOt 20171200 Briory Christopher 182678 Trsiirgg Room 1 Schedued
JLondon Kelly Smith London Class 3 DCams 3 40ct 20170800 40ct 20171200 EBriomy Chvisicpher 182573 Training Room 1 Trakned
B con e Xpand the status R e L e
v “;‘";*f"m‘;f?ﬂb JLonden KebySoth  Landon Css)  Osmsd  00sc201700. 80ec201712. oy Chusicpher 102573 Trsinng Room 2 Scheduied
4 560 2017 - 4 a0 207 1 JLonden P Scholes  London Cosed  Cawd 180 201706.. 130201712 Booey Chanopher 16257 Trang Foom 1 Scheduied
& v menu to find the EER L
2 O Acive JLorcen Frark Lamperd  Landon Cms3  Oem3d 1000 201708 100ct 201712 Brioey Chaisiopher 152575 Trainng Fioom 1 Schedued
4 & Class Trainie A ondn Pau Scholes  London a3 Cam3d 6020170800 602120171200 By Chuisiopher 182573 Traiing Room 1 Scheduied
* ;m.g = releva nt tra'n'ng JLondany Koy Smth London Cass3  Oam3 40 20170800 400120171200 By Chomogher 182579 Trawng Foom 1 Trained
|Lorcen Frark Lamperd  Landon Class3  Oass? £0ct 20170800 50t 20171200 Briomy Christopher 182579 Trainng Fioom 1 Schedued
& Poral reaueat 1 onckn Pa Scholes  Londen Case3  Dam3 Unsched
@ Corplecd request JLondon Frank Lampard  Landon Cms3  Cam3 5020170800 5020171200 Erany Chusipher 182573 Traing Room 1 Schedbded
0 Rejected . JLondon Keby Smth  Landon Cms3  Camd 40ct 20170000 40 20171200 Briory Chrstopher 182579 Trainng Foom 1 Traned
JLonden KebySoth  Landon Coss} a3 6022700 X0ai712. By Chastopher 18257 Trainng Room 1 Schedued
- : - e - b o - = e o T = R
FES

Figure 164: Completion status report
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20.4 Completion Status Report

Report information can now be viewed at a higher level than selecting the individual training request.

Select the Completion Status option on the Main Menu. The report template appears in the main
window. The option to filter by the following options is then available:

1. Status of training session; for example, Pending Approval or Active.
2. Course Code

3. Date

4. Training status; for example, Missed or Scheduled.

The information can be filtered further by the Location, Team, Site and Business Unit as usual.

[ rining Manager — 6
Fie Wiew Trsing Taols Help
Moser Schedule  Scenarios

Statistics for ths Event
Py
owtrgan —
h 5:5% #Tomed I

# Unirained / Pattisly Trained w2
% Tranad / # Schaded) x
100

& Foom Calencars
& Trainer Calendars

& Mansoer Catendars

Tranng Seasion Fhers
4 3 Conbouration
Enatie Date Ftsr
Stan e End Dure
zman? Az
[ Enabe Statua P
Urschedued 2 Refresh

1. Vol ye n any Tranng Session frthe Ever
Cobwmrs
&) Locstion 7] Team [ Ste (2] Business Ut

Frst Name. LestNome Eroioyee 0 [ Locsion @ Tean @ Ste G Busoessiri @) TienngRecusst §f Code (§ Evert SatDate End Dete B Traner 5 TeneEwolD @ Room Stabus Tra &
5 Lewn Smh UK_Ageni 011 Londen PaiSchoks  Landon  Bue Sky Adnes  Ciass Traiung Case3  Cam3 5020170800 50ci 20171200 ooy Chusiopher 182678 Trainng Room 1 Scheckied
Lim Cobma... UK Agent 012 Londn PaiScholes  London  Bue Sty Adines  Ciss Traing Cssed  Camd Unsched
B ey Metbser UK Agen 034 Londen KelySoth  London  Bue Siydvines  Oass Trang Cosed  Casd  110a20i708. 1Oa20i7i2. Broey Chasogher 162575 Trainng Room 1 Scheduied
SfMagwer  Tolch UK Agem 073 Loncon Frank Lampard London  Biue Sky Adines  Cias Traing Cows  Cam3 1502 201700.. 150201712 Boomy Chasopher 182579 Trang Foom 1 Schedied
o Mothew R UK_Agert 015 Lonckny PadScholes  London  Bue Sty Aines  Disms Traiung Cms3  Oms3 5020170800 50ct 20171200 iy Chistopher 182578 Trsiig Room 1 Scheckied
] Mathew  McSeve... UK Agent 028 Loncon KebySnth  London  Bue Sty Adnes  ans Traking Coss3 a3 80ec20170B. 30ec201712. By Chesiopher 182678 Traiing Room 2 Scheduied
Mathew  Wama UK Agem 018 Londsn PaiScholes  London  Biue Sty Aines  Ciae Traeng Connd  Camd Unached
] Mothew  McSeve.. UK Agen 028 London KelySmih  London  Bue Sy Adines  Daas Traiwng Oms3  Oms3 4020170800 40ct 20171200 By Chisopher 152578 Trsig Room 1 Traied
FiMeiie  Gaer UK Agem 031 Loncen KebySmth  London  Bue Sky Adres  ions Traking Cass3  Dems3 1504201708 150201712 By Chuisiopher 182578 Traneg Room 1 Scheded
Mohammad  Mibtar UK _Agent_065 London Frank Lampard London  Bue Sky Adnes  Ciame Traking Cased  Cam3 Unsched
Nesie  Smpmn  UK_Agen 037 Londen KebySrth  London  Bue ScyAdnes  Diss Trang Cmsd  Camd Unsched
™ ] hosh MeCatety UK Agent 013 Londen PaiScholes  London  Bue Sty ines  Ousss Trang Coss3  Ces3 5020170800 5020171200 Broy Chastopher 182575 Trsinng Room 1
€9 Corpicion Sohn o Pal Beae UK Agem 048 Londen KelySmth  London  Bue Siydvines s Trang Cosed  OCamd 402017000 40ct 2017 1200 Booey Chamopher 162579 Trang Foom 1 Traed
4 @ Coplction Stk 5 Pad Hegbum UK Agent_022 Londsn PodScholes  London B Sy Adnes  Dsas Traing Qo3 a3 20201708, 230201717 Bromy Chisopher 182578 Trag Room 1 Scheckied
 Viewing by Training Reuests ] P Bestie UK _Agend 043 Londen KebySmth  Londo  Bue Siy Adres  Diss Traiung Ciass3  Dessd  BOec201700. 30ec201712 oy Chisiopher 182578 Traineg Foom 2 Scheced
4 Sep 20774 Jan 2018 Pl Marsial UK _Agent_017 Londen Pai Scholes.  London  Bue Sey Adnes  Ciane Traking Case3  Dam3 180201708 180c4201712_ iy Chastopher 182578 Traiing Room 1 Schedued
 Pending Approval 5 A Ack UK_Agent_014 London PaiSchoes  Landon  Bue Sky Adnes  Ciass Traiung Cass3  Cam3 6020170800 60ci 20171200 ooy Chusiopher 182673 Trainng Room 1 Scheckied
+ O Acve ] b A UK_rgent 070 Londin frark Lamperd Landon  Bue Sty dines  Ciss Traing Csmed  Cem3 1002 .. 100ct 01712 By Chastopher 182578 Trainng Room 1 Schedued
4 @ Class Trsiing b Calaghan UK Agent 021 Londen PaiScholes  London  Bue Sty vines  Oass Trang Cose  Camd  60a2V7 60ct 2017 1200 Booey Chisogher 162575 Trainng Room 1 Scheduied
b Mehloon UK Agem 030 Londsn KebySmth  London  Biue SiyAdnes  Cam Traeng Cossd  Camd 40 Z0170B00 40ct 20171200 Boomy Chasopher 182579 Trang Foom 1 Traned
& Class 3 ] Rob Tuck UK Agent 055 Londen Fronk Lamperd London B Sty Aines  Disas Traiung Cms3  Oms3  BOG20170B00 50ct 20171200 By Chistopher 182578 Trsiig Room 1 Scheckied
& Portal request 1 Fomela  Boomhal  UK_Agent 020 London PaiScholes  London  Bue Sky Aines  Dass Traiuing Cass3 D3 Uinsched
O Complered 5] Scon Gbaon UK_Ageni_071  London Frank Lampard Landon  Blue Sky Adnes  Olass Traiing. Clasa 3 Oam 3 50ct 20170800 50t 20171200 Briomy Christopher 182679 Training Room 1 Schedued
O Rejected 5] scat e UK_Agent 042 Londen KebySrmth  London  Bue Sty Adnes  DCass Tramng Cams  Camd 40 20170B00 40ct 20171200 Boony Chusiopher 182578 Trainng oom 1 Tramed
5 e Sweeney UK Agent 045 Londn KebySoth  London  Bue Sty dvines  Ousse Ting Coss}  OCamd 26022700 X0a2i712. By Chistopher 182575 TiawgRoom 1 Scheded
<8 o . T o D o o - - >
FE

Figure 165: Completion status report
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Reports

Individual Agent Training Summary Report

This reports individual agent activity across all of their scheduled training.

Expand Selection & Exclusion in the Main Menu window and then expand the MU’s and Agent Groups
to select the required individual. Right click on the individual and select Completion Status.
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Figure 166: Individual agent training summary report

This will reveal any training activity within the date range. The list could contain sessions that the
individual was scheduled for or training that the individual was selected but not scheduled.
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Figure 167: Individual agent training summary report
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Reports

20.5 Training Overview Report

This report is available by expanding Training Requests in the Main Menu and selecting Reports.

Select the required report from the Report drop-down menu. Change the date range in the Start Date
and End Date fields if required, and then click Refresh.
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Figure 168: Training overview report
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Reports

Any training activity in the selected date range will then be displayed.

This information can also be exported by clicking the Export button.
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Figure 169: Exporting a training overview report
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20.6 Multiple Trainer Courses Report

Reports

This report is selected in exactly the same way as the Training Overview, and will display any training
activity where there have been multiple trainers in the required date range.

This information can be exported if required.
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Figure 170: Viewing and exporting the multiple trainer courses report

174

Time Zone &

Genesys Skills Management 9.0.0



21 Useful Tips

Useful Tips

When scheduling for a full day's training session
there are no schedules created.

Check in Scheduler to make sure that breaks and
lunches have been selected as interruptible.

No schedules have been created for certain
agents even though they are in WFM.

Check in WFM to make sure that they are
available. For example, that they have a schedule
and are not on vacation or scheduled to do
something else.

No schedules have been created even though the
agents are available in WFM.

Check to make sure that the trainer(s) and the
room(s) selected are available for the training
window specified.

A trainer has been selected, but is only being
scheduled from 11:00 and | need to schedule
them from 08:00.

Check to make sure that their previous shift ends
at the correct time and not 00:00 (midnight) per
the 11-hours-between-working-shifts rule.

Overtime has been created to increase the
number of agents available for training, but they
aren’t being scheduled.

Check in Scheduler to make sure that the
overtime activity has been selected as
interruptible.

Training Overview report is only exported into
Csv.

To view an exported Training Overview report in
Excel, export it and save it as a csv file. Open
Excel, and then open the csv document as
"delimiter." This transfers the file into Excel.

One of the rooms previously used is now
unavailable.

Select the room from within the Resources main
menu option and deactivate it to make sure that
it is not used in the future.
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